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 PREVIEW OF CHAPTERS SYLLABUS

 Customer Relationship and Services Management

Unit - I
Customer Relationship Management in Tourism – Customer Acquisition and
Retention – Customer Loyalty - Customer Profitability and value Modeling –
Customer Satisfaction Measurement - Customer Feedback and Service Recovery.
Unit - II
Managing and Sharing Customer data - Customer Information Databases – Ethics
and Legalities of data use – Data Warehousing and Data Mining – Data Analysis –
Market Basket Analysis (MBA) – Click Stream Analysis - Personalization and
Collaborative Filtering.
Unit - III
Marketing of Services – Tourism as a Service - Characteristics of Services –
Classification of Services – Building Service Aspirations - Consumer Behaviour in
Service Encounters.
Unit - IV
Tourism as a major component of Service Sector – Service Design and Development
– Technology as an enabler of Service - Service Development and Design, Using
Technology as an enabler of Service.
Unit - V
Service Delivery – Types and Causes of Service Quality Gaps – Measuring and
Improving service Quality - Strategies to resolve the gaps
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