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BF322 - CUSTOMER EXPERIENCE MANAGEMENT - iktisadi ve idari Bilimler Fakiiltesi - Finans ve Bankacilik BIimdi
General Info

Objectives of the Course

The aim of this course is to provide students with knowledge and skills regarding the customer journey, touchpoints, experience design, and measurement methods by
addressing the concept of customer experience from a strategic perspective.

Course Contents

This course covers how customer experience is managed in businesses, how the experience is shaped at different touchpoints, and how customer feedback is integrated
into decision-making processes. The course focuses on examining the practical aspects of customer experience management through current examples and applications.

Recommended or Required Reading

Erdem, C., & Tavsan, N. (2019). Misteri deneyimi yonetimi: Tasarim, 6l¢lim, uygulama (1. bs.). Beta Basim Yayin.
Planned Learning Activities and Teaching Methods

Lecture, case study, discussion, question and answer.

Recommended Optional Programme Components

Basic marketing knowledge is recommended.

Instructor's Assistants

There is no instructor's assistant for the course.

Presentation Of Course

In this course, the instructor gives presentations on the subject matter, and case studies and current practices related to customer experience management are
discussed in the classroom. Active student participation is ensured through a question-and-answer method, and an interactive learning environment is created through
analysis and evaluation of examples.

Dersi Veren Ogretim Elemanlari

Assoc. Prof. Dr. Ceylan Bozpolat

Program Outcomes

1. It defines the concept of customer experience, the stages of interaction, and the subjective nature of experiences.

2. It analyzes the impact of customer experience on loyalty, growth, and profitability.

3. It separates and explains different aspects of customer experience, such as brand, product, shopping, usage, and consumption.

4. It applies experiential research methods and the customer experience journey mapping process.

5. It evaluates experiential segmentation, positioning, design, and measurement approaches and develops recommendations.
Weekly Contents

Order Preparationinfo Laboratory TeachingMethods Theoretical Practise

1  Please review the Lecture, case study, The History of the Customer Experience Concept: Eras of Customer
ECTS information discussion, Interaction
package before question and
attending the class. answer.

2  Please review the Lecture, case study, What is customer experience: Hierarchy of Suggestions How do
lecture notes titled discussion, customers engage in experiences? Customer experience for loyalty,
"Week 2" included in question and growth, and profitability
the presentations answer.
shared with you.

3 Pleasereview the Lecture, case study, Snapshots of Customer Experience: Brand Experience Product Experience
lecture notes titled "3 discussion, Shopping Experience User Experience
Weeks". question and

answer.

4  Please review the Lecture, case study, Snapshots of Customer Experience: Price Experience Distribution
lecture notes titled discussion, Experience Consumption Experience Disposal Experience
"Week 3". question and

answer.
5 Please review the Lecture, case study, Customer Experience Management Model and Stages

lecture notes titled
"Week 4".

discussion,
question and
answer.
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16

Please review the
lecture notes titled
"Week 5".

Read the lecture
notes titled "Weeks
1-2-3-4-5" and note
down any parts that
are not understood.

The course notes
included in the
midterm exam
should be reviewed.

Please review the
lecture notes titled
"Week 6".

Please review the
lecture notes titled
"Week 7".

Please review the
lecture notes titled
"Week 8".

Please review the
lecture notes titled
"Week 9".

Please review the
lecture notes titled
"Week 10".

Please review the
lecture notes titled
"Week 11".

Please review the
lecture notes titled
"Week 8".

ou should study the
course notes included
in the final exam.
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Activities

Derse Katilim

Ders Oncesi Bireysel Calisma

Ders Sonrasi Bireysel Calisma

Ara Sinav Hazirhk

Final Sinavi Hazirlik

Vize

Final

Ev Odevi

Laboratory TeachingMethods

Lecture, case study,
discussion,
question and
answer.

Anlatim, 6rnek olay,
tartisma, soru—
cevap.

Exam

Lecture, case study,
discussion,
question and
answer.

Lecture, case study,
discussion,
question and
answer.

Lecture, case study,
discussion,
question and
answer.

Lecture, case study,
discussion,
question and
answer.

Lecture, case study,
discussion,
question and
answer.

Lecture, case study,
discussion,
question and
answer.

Lecture, case study,
discussion,
question and
answer

Exam

Number
14
14
14

14

Theoretical Practise

Experiential Research: Digital footprints Observation and breakthroughs
Customer expressions Mystery shopper Relationship maps Big data
integration

General review before the midterm exam. Discussion of the exam
content, and examination of key topics with case studies.

There is no course content available as it is exam week.

Customer Experience Journey Map: Stages of the consumption process
Customer touchpoints Persona

Experiential Segmentation and Experiential Targeting: Multidimensional
Experiential Segmentation Potential Value and Accessibility of Segments
Four Foundations of Experiential Segmentation

Experiential Positioning Relational Quantitative Measurement
Experiential Positioning Statement

Designing Experiences Experiential Value Curve Random, Chance, and
Designed Customer Experiences Designing an Experience Value
Proposition Experiential Design Table

Which Experience Sources Can Be Relied Upon? Two Camps of
Customer Experience Means-Consequences Chain Model Step-by-Step
Technique Best Experiences Theory Elaboration Likelihood Model (ELM)
Motivational Conflict Theory Equity Theory Haider Equilibrium Theory
Expectancy Theory Expectancy Theory Experience Life Curve Value Life
Curve Family Life Curve

Experiential Marketing Communication: A Comparison of Three
Contemporary Marketing Eras Customer Decision Prism

Measuring Customer Experience: Customer Loyalty Matrix How to
Prepare a Custom Customer Experience Scale for an Organization?
Generic Scales Customer Satisfaction Score (CSAT) Net Promoter Score
(NPS) Employee Net Promoter Score (eNPS) Net Retention Score (NRS)
Continuous Experience Score (SES) Customer Effort Score (CES) Contact
Resolution Score (CRS) End-to-End Experience Score (EEC)

There is no course content available as it is final exam week.
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Finans ve Bankacilik Balimii / BANKACILIK VE FINANS X Learning Outcome Relation
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isletme finansmani konusunda temel bilgileri kavrama, kullanabilme, degerlendirme ve yorum yapabilme, ekonomik-sosyal ve mali
gelismeleri analiz edebilme, finansal sistemleri anlama, finansal planlama ve isletmelere ait mali tablolari yorumlama konularinda bilgi sahibi
olur.

Finansin cesitli alanlarindaki (bankacilik, dis ticaret, factoring, leasing islemleri, finansal piyasa ve borsa islemleri, risk yonetimi, kredi
yonetimi, isletme finansmani vb.) temel kavramlarini anlar ve anlatabilir.

isletmelerde finansal yénetim islevini (analiz, planlama/biitceleme, yatinm, finansman ve denetim) yerine getirme, yatirim projeleri
hazirlama, degerleme, yonetme ve yatirim stratejileri gelistirme konularinda yeterli bilgiye sahip olur.

Finansal piyasa (para ve sermaye piyasalari) araglarini tanir, belirli risk diizeyinde en ylksek getiriyi saglayacak portfoyler olusturabilir ve bu
portfoyleri yonetebilir.

Ulusal / uluslararasi finansal piyasa ve kurumlari hakkinda yeterli diizeyde bilgiye sahip olur ve bu alanlardaki degisim ve yenilikleri takip
edebilir.

Finansal / bankacilik Griin ve hizmetler ile bu triin ve hizmetlerin pazarlamasi hakkinda gerekli bilgiye sahip olur.

Muhasebenin isletmeler agisindan énemi ve kapsami, temel muhasebe kavramlari, isletmelerin finansal rasyo ve tablolari hakkinda teorik
bilgilere sahip olur ve bu bilgileri kullanabilir.

Bu balimii basari ile bitiren égrenciler: (1) isletmeciligin temel kavramlari, isletmenin temel fonksiyonlari, isletme biliminin tarihsel gelisimi,
diger bilim dallariyla olan iliskileri, isletmeler ve gevreleri, isletmenin amaclari, fizibilite etitleri, isletme islevleri, firmalar arasi isbirlikleri ve

girisimcilik konularinda ileri diizeyde bilgiye sahiptir ve bu konularda yonetsel kararlari alir ve uygular.

Modern yonetim perspektifi ile orgiitsel diizeyde analiz yapma ve tasarlama, isletme yonetiminin; planlama, érgitleme, yiritme,
koordinasyon ve denetim islevlerini kavrama, anlatma ve uygulama konusunda bilgi sahibi olur.

isletme yénetimi, stratejik yonetim, insan kaynaklar yénetimi, érgiitsel davranis, girisimcilik ve etik konusundaki siirecler, teoriler ve
kavramlari agiklayabilme ve analiz edebilme becerisine sahip olur.

Organizasyonlardaki insan ve insan davranisi ile algi, tutum ve kisilik gibi konularin yani sira son yillarda 6rgitsel davranis alaninda ortaya
¢ikan yeni kavram teknik ve uygulamalara iliskin ileri diizeyde akademik bilgi ve birikime sahip olur.

Kiresellesme surecinde isletmelerin surekliliklerini saglama noktalarinda, pazar arastirmasi, bilgi sistemleri, tiketici davranislari, stratejik
pazarlama, kiiresel pazarlar, Grlin ve hizmet stratejileri, Griin hayat egrisi, fiyatlama, tedarik zinciri konularini anlar ve kavrar.

Matematik, istatistik ve ekonometri alanlarinda beceri kazanma, sayisal verilerden faydalanarak gelistirilecek olan istatistiksel ve
ekonometrik ¢dziimlemeler ile daha etkin kararlar alabilme, alinacak kararlarin sonuclarini dngérebilme ve dogru tahminlerde bulunabilme
ve sebep-sonug iligkilerini yorumlama becerisi kazanir.

Para, banka ve finansal sistemin temel 6geleri ve bu 6gelerin isleyislerini yorumlama becerisine sahip olur.

iktisadi konularda temel kavramlar ve ekonomik géstergeler hakkinda bilgilere sahip olur.
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Bir ekonomideki karar birimlerinin, tiketicilerin ve firmalarin, nasil karar aldiklari ve piyasada birbirlerini nasil etkilediklerini analiz edebilmek
icin gerekli bilgilere kuramsal ve uygulama diizeyinde sahip olur.

Bireyler, piyasalar ve Ulkeler arasindaki ekonomik iliskilerin isleyis kurallarina dair temel bilgilere sahip olur.

Temel hukuk bilgisinin yani sira, asgari diizeyde borclar hukuku, ticaret hukuku, bankacilik hukuku, sermaye piyasasi hukuku ve kiymetli
evrak hukuku bilgisine sahip olur.

Bilisim teknolojileri basta olmak tizere analitik diistinme gibi isletmeciligin cagdas yontem ve teknolojilerini kullanir.

Yasam boyu 6grenme davranisina sahip, iletisim becerisi ytiksek, takim calismasina yatkin, inisiyatif sahibi, analitik ve elestirel diistinme ve
problem ¢6zme yeteneklerine sahip, kendini ifade etmede ve kurumunu temsil etmede Tirkgeyi ve mesleki yabanci dil bilgisini yazili ve
s6zIU iletisimde kullanabilme becerilerine sahip olur.

Bilimsel arastirma yapmak icin arastirma yontem ve tekniklerini kullanir.
Ataturk ilke ve inkilaplarr ile Tirk dilinin temel 6zellikleri hakkinda bilgiye sahip olur.
Sanatsal ve sportif konulara iliskin bireysel yeteneklerini gelistirir.

Duinya kulturlerine acik, farkli inang, duistince ve yasam bicimlerine saygili, bilimsel diistince cercevesinde bilgiyi sorgulama yetkinligine
sahip olur.

S6zIU ve yazil etkin iletisim kurar; bir yabanai dili en az Avrupa Dil Portfoyt B1 genel diizeyinde kullanir.
Musteri deneyimi kavramin, etkilesim donemlerini ve deneyimlerin 6znel dogasini tanimlar.

Musteri deneyiminin sadakat, biytime ve karlilik Gzerindeki etkilerini analiz eder.

Musteri deneyiminin marka, Griin, alisveris, kullanim ve tiiketim gibi farkl kesitlerini ayirir ve agiklar.
Deneyimsel arastirma yontemlerini ve musteri deneyimi serliveni haritalama sirecini uygular.

Deneyimsel segmentasyon, konumlandirma, tasarim ve 6l¢lim yaklasimlarini degerlendirir ve 6neriler gelistirir
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