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PART A: COURSE-SPECIFIC INFORMATION  
 
1. Staff contact details 

Lecturer-in-charge: Dr Rita Di Mascio                                                         
 Room 3019, East Wing Quadrangle Building    9385.3383     

 r.dimascio@unsw.edu.au 
 

If you need to see me outside class time, I'm generally flexible with meeting times; just 
email/call me to make an appointment.   
 
 
2. Course details 
2.1 Teaching times and locations 

Lectures start in Week 1 July 30 (to Week 12). Tutorials run from Week 3 to Week 12. 
Each class runs in a three-hour block. I'll be the lecturer and tutor.  
 
The most current information regarding class time and location can be found on the 
following website: http://www.timetable.unsw.edu.au/current/MARK1014.html 
 
2.2 Units of credit 

MARK1014 is a 6 credit-point subject. There is no parallel teaching in this course 
 
2.3 Summary of the course 

Many firms recognise the importance of establishing and sustaining mutually beneficial 

relationships with customers, and have developed customer relationship management 

(CRM) strategies. In this course, we examine CRM as a business strategy that integrates 

internal processes and external networks to create and deliver value for targeted 

customers and for the organisation. We will take a broader view of 'marketing' than just 

designing a product, advertising, pricing and distributing it to consumers. It examines the 

role that stakeholders, such as internal staff, suppliers and influence groups, play in 

shaping relationships with customers.  
 
2.4 Course Aims and relationship to other courses 

The course aims to:  
1.  develop understanding about customer relationship management concepts and 

frameworks, and how these are applied to form relationships with customers and other 
internal and external stakeholders.   

2.  develop skills to analyse and synthesise information and issues, related to customer  
     relationship management, from several perspectives. 
3.  enhance business communication skills required to work effectively within a marketing 

team.  
 
This course is a free elective in the UNSW Australia Business School, and a General 
Education course in other faculties. This course has no pre-requisites. 
 
3. Learning and teaching activities 
3.1 Approach to learning and teaching 
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http://www.timetable.unsw.edu.au/current/MARK1014.html


 

business.unsw.edu.au  
 
CRICOS Code 00098G 

Besides knowledge of the discipline, effective marketers must also have skills related to 
analysis, decision-making and communication. This course aims to develop this 
knowledge and skill by providing opportunities to analyse cases, make decisions in a 
simulated business environment, and engage in class discussions and business writing.  
 
3.2 Learning activities and teaching strategies 

This class will be conducted in a three-hour seminar, which includes lecture-style 
segments and applied exercises.  

The lectures will outline the main concepts of customer relationship management, 
providing real-world examples and their managerial implications. The readings, to be read 
in your own time, provide more detail about these concepts. Lectures will draw on the 
experiences of teaching staff, students and occasionally industry practitioners.  

The applied exercises include the tutorial work and an individual assignment. These 
exercises will illustrate material covered in lectures, and will provide you with an 
opportunity to apply the concepts in the readings to practical examples. Additionally, the 
tutorial work involves class discussion, and will give you an opportunity to practice oral 
communication skills.   

The computer simulation project will give you an opportunity to integrate the concepts 
covered in the lecture and apply them to the management of an operating business. You 
will need to formulate strategic, operational and tactical customer relationship 
management decisions, and assess the impact of these decisions on business 
performance. 
 
4. Learning assessment 
 
4.1 Formal requirements 

In order to pass this course, you must: 
* achieve a composite mark of at least 50%. 
* gain at least half (i.e. 25 marks) of the 50 marks allocated to the final examination. If you 
gain less than half of the marks for the final exam, you will receive a UF grade. 

 
4.2 Assessment details 
 

Assessment task Weight 
 

Length 

 

Due date 

  Applied tutorial exercises  10% 1-2 pages each 
case 

Before tutorial 
 

  Computer simulation  25% N/A On-going 
between Sept 10 - Oct 

19 

 
  Individual project   

 
10% 

 

 
1000 words 

 
 October 8 

  Examinations 

      Progress quiz 
      Final examination 

 
 5% 
50% 

 
30 minutes 

2 hours (open-
book) 

 
August 27 

University exam period 
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Applied exercises (10%) 

Applied tutorial exercises provide an opportunity to explore the course material in greater 
depth than lectures allow, and to apply this material to real business situations. Tutorials 
start in Week 3.   
Before each tutorial, students will be expected to have read the assigned case/materials 
and questions, and submit a 1-2 page answer to Moodle before the tutorial begins. Each 
case/situation analysis will require you to apply concepts discussed in previous lectures to 
a practical situation. Additional details will be provided on Moodle.  
 
Computer simulation (25%) 

The customer relationship management computer-based simulation, run in weeks 8-11, 
will give you an opportunity to integrate the concepts covered in the lecture and apply 
them to the management of a hypothetical operating business. Additional details about the 
simulation will be provided in class and on Moodle.  
 
Individual project  (10%) 

The aim of this assessment is to plan and conduct a situation analysis involving 
customers, and formulate recommendations to improve customer relationship 
management. The findings will be presented as a written report of 1000 words. Additional 
details about the project will be provided in class and on Moodle. 
 
Examinations (55%) 

A progress quiz (worth 5%) will be held in the Week 5 lecture (August 27). The quiz will 
comprise short answer question(/s).  
The final exam (worth 50%) will be a two-hour open-book exam held in the formal exam 
period. It will cover the lecture materials, course readings, tutorial cases/discussion 
questions and the simulation.  
Additional details about the exams will be provided in class and on Moodle.  
 
 

4.3 Assignment format 

All written work should be typed in Times Roman 11 point-font, be single spaced, and 
should contain appropriate headings throughout and an appropriately annotated 
bibliography.  
 

4.4 Assignment submission procedure 

Unless otherwise indicated on Moodle, assignments are to be submitted to Moodle by the 
due date.  
 

4.5 Late submission 

Late submission of homework assignments will incur a penalty of 10% per day (including 

weekends).  
 
 

5. Course Resources 

Prescribed text 

M. Godson, "Relationship Marketing". 1st edition. Oxford University Press. New York. 

> This text is available in the UNSW bookshop.  
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Simulation software 

The simulation software is available on-line. Details about how to access the simulation 

will be provided in the Week 5 lecture.  

 

Moodle 
Assignment instructions, course announcements and some additional material will be 
posted on  Moodle  https://moodle.telt.unsw.edu.au/login/index.php throughout the 
semester. Please check Moodle regularly, and at least twice a week. 
 

https://moodle.telt.unsw.edu.au/login/index.php

