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Course Content & Outline

Section 1: Introduction to CRM and Lifecycle Marketing

.The evolution of CRM: from contact management to predictive engagement e
.Key principles of customer lifecycle marketing e

.Understanding the customer journey: awareness, acquisition, retention, and advocacy

.Aligning CRM strategies with business and marketing objectives

Section 2: CRM Systems, Tools, and Data Management

.(Overview of leading CRM platforms (Salesforce, HubSpot, Zoho, Dynamics

.Structuring and managing customer data for actionable insights

.Integration of CRM with digital marketing tools and analytics dashboards



.(Ensuring data quality, accuracy, and compliance (GDPR, data privacy

Section 3: Customer Segmentation and Personalisation

.Principles of data segmentation and predictive modelling e
.Behavioural, demographic, and psychographic segmentation techniques e
.Creating customer personas and value-based clusters e

.Using automation for personalised customer communication across channels e

Section 4: Lifecycle Campaign Design and Automation

.Building lifecycle marketing campaigns: onboarding, retention, reactivation e
.Designing customer journeys through email, social media, and paid channels e
.Workflow automation and CRM triggers for engagement e

.Measuring and optimising campaign performance with key lifecycle KPIs e

Section 5: Analytics, Retention, and Growth Strategies

.Using CRM analytics for forecasting, churn prediction, and ROl measurement e
.Developing retention strategies based on customer behaviour data e
.Integrating sales, service, and marketing insights for unified growth e

.Implementing feedback loops and NPS tracking to enhance customer loyalty e
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