POSLOVANJE S STRANKAMI

UCNI NACRT PREDMETA/COURSE SYLLABUS

Predmet:
Course title:
Clanica nosilka/UL

UL FU

Member:

Studijski programi in stopnja
Uprava, prva stopnja, visokosolski

strokovni

Studijska smer

Univerzitetna koda predmeta/University course code:
Koda uéne enote na ¢lanici/UL Member course code:

POSLOVAN]JE S STRANKAMI
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Letnik Semestri Izbirnost
Uprava (Studijski program) | 2. letnik 2. semester = obvezni
0060889
1618
Klini¢ne vaje  Druge oblike = Samostojno ECTS
/Clinical §tudija delo
tutorials /Other forms /Individual
of study student work
45 60 6

Predavanja Seminar Vaje
/Lectures /Seminar /Tutorials
45 30

Nosilec predmeta/Lecturer:

Vista predmeta/Course type:

Jeziki/Languages:

Tatjana Kozjek

Obvezni/Core

Vaje/Tutorial:

Pogoji za vkljucitev v delo oz. za opravljanje
studijskih obveznosti:

Vsebina:

PN LD

[N )
D — O

Spremembe na podrodju poslovanja s strankami
Koncept pomena "vrednosti" strank

Poslovanje s strankami

Strateski pristop pti poslovanju s strankami
Razli¢nost strank

Pomen zaposlenih pri poslovanju s strankami
Interakcija pri poslovanju s strankami

Tezave na podrocju poslovanja strankami
Zadovoljstvo strank

. (Pomen) proucevanja zadovoljstva strank
. Odnosi s strankami
. (Sodobna) tehnologija v podporo poslovanju s

strankami

Predavanja/Lectures:

Anglescina, Slovensc¢ina
Angledcina, Slovenscina

Prerequisites:

Content (Syllabus outline):

1.
2.

S

o~

Changes in the field of Customer Relationship
The Concept of the Importance of Customer
Value

Managing Customer Relationship

Strategical approach to Customer Relationship
Customers diversity

The meaning of employees in Customer
Relationship

Interactions in Customer relationship
Problems in the field of Customer Relationship
Customer satisfaction

. The meaning of measuring customer satisfaction
11.
12.

Business Customer Relations
(Modern) Technology that supports Customer
Relationship




Temeljna literatura in viri/Readings:
Kumar, V., Reinartz, W. (2012). Customer Relationship Management. Concept, Strategy, and Tools. Second
Edition. New York Dordrecht London: Springer-Verlag Berlin Heiderberg. Izbrana poglavja.
Pepers, D., Rogers, M. (2011). Managing Costumer Relationship. A Strategic Framenwork. Second Edition.
Hoboken Ney Jersey: John Wiley & Sons, Inc. Izbrana poglavja.

Grigoroudis, E., Siskos, Y. (2010). Customer Satisfaction Evaluation. Methods of Measurina and Implementing
Service Quality. Springer Science and Business Media, LLC. Izbrana poglavija.

Cilji in kompetence:

Cilji

student pozna in razume podrocje poslovanja s
strankami,

student pozna in razume pomen poslovnega
odnosa in pomen vrednosti strank,

student pozna in razume razlicne pristope na
podrodju poslovanja s strankami,

student pozna in razume razlicnost strank in
pomen zaposlenih pri poslovanju s strankami,
student pozna in razume pomen zadovoljstva
strank,

student samostojno resi Studije primerov s
podrodja proucevanja zadovoljstva strank,
student pozna in razume pomen sodobne
tehnologije pri poslovanju s strankami.

Kompetence

sposobnost povezovanja in prenasanja
pridobljenih znanj o poslovanju s strankami v
prakso,

sposobnost razloziti in primerjati dogajanja na
podro¢ju poslovanja s strankami,

sposobnost oblikovanja predlogov za resevanje
problemov,

sposobnost zbiranja ter uporabe podatkov,
sposobnost pisnega in ustnega komuniciranja.

Predvideni Studijski rezultati:

Student je usposobljen za razumevanje problemov na
podro¢ju poslovanja s strankami, pomena razli¢nosti
strank ter za proucevanje zadovoljstva strank.

Metode poucevanja in ucenja:

Nacini ocenjevanja:

Ntk L=

priprava studenta na predavanja
predavanje

priprava Studenta na vaje

vaje

e-ucenje

seminarska naloga

projektno delo

Obijectives and competences:
Objectives

student knows and understands the field of
customer relationship,

student knows and understands the meaning of
business relationship and importance of customer
value,

student knows and understands different
approaches in the field of customer relationship,
student knows and understands customers
diversity and the meaning of employees in
customer relationship,

student knows and understands the meaning of
customer satisfaction,

student independently solves case studies in the
field of customer satisfaction,

student knows and understands the meaning of
modern technology that support customer
relationship.

Competences

ability to connect and share the knowledge about
customer relationship into practice,

ability to explain and compare the facts in the
field of customer relationship,

ability to form the suggestions for problem
solving,

ability to acquire and use the acquired data,
ability of the written and oral communication.

Intended learning outcomes:

Student is able to understand and solve problems in
the field of customer relationship, the meaning of
customer diversity and measuring of customer
satisfaction.

Learning and teaching methods:

Ntk L=

student preparations for lectures
lecture

student preparations for tutorials
tutorials

e-learning

seminar paper

project work

DeleZ/Weight Assessment:



1. Pisni izpit in/ali ustni izpit (pogoj: 60,00 %
pozitivha ocena izpita)
2. Aktivno sodelovanje (samostojno 40,00 %

in/ali skupinsko delo, e-ucenje), seminarsko
delo (seminarska naloga, projektno delo,
zagovor seminarskega dela) Pri oblikovanju
ocene predmeta se upostevajo rezultati tistih
delnih obveznost, ki jih student pridobil do
roka, za katerega je razpisana ¢asovna
obveznost (pisni ali ustni izpit).

Reference nosilca/Lecturer's references:

1. Written and/or oral exam
(condition: grade of the exam must be
positive)

2. Active collaboration (individual
and/or group work, e-learning), seminar
work (seminar paper, project work, account
of the seminar work) The final grade of the
course is made out of those partial study
works that student got them before the time
of the written or/and oral exam was
announced.

*  Stare, . et al. (2012). Bo/ise delovno okolje za boljse sodelovange: [prirocnik]. 1. izd. Ljubljana: Fakulteta za upravo,

77 str., ISBN 978-961-262-051-6. [COBISS.SI-ID 262120448]

Kozjek, T. (2014). Varnost zaposlenih v Sloveniji v letu 2011 = Employee security in Slovenia in 2011. V:
Setnikar-Cankar, S. (ur.), Stare, . (ur.), Pevcin, P. (ut.). Ekonomika in mened$ment v javnem sektorju v razmerah
gospodarske krize, (Upravna misel). 1. natis. Ljubljana: Univerza v Ljubljani, Fakulteta za upravo, str. 15-26.
[COBISS.SI-ID 4436654]

Kozjek, T., Tomazevi¢, N., Stare, J. (2014). Work-life balance by area, actual situation and expectations:
the overlapping opinions of employers and employees in Slovenia. Organizacija, 47(1), str. 35-51. ISSN
1318-5454.

http://organizacija.fov.uni-mb.si/index.php /organizacija/article/download /547 /984.

doi: 10.2478/0rga-2014-0004. [COBISS.SI-ID 4303278].

Kozjek, T., Ferjan, M. (2015). Organizational flexibility, employee security and organizational efficiency: a
case study of Slovenian public and private sector organizations. Organigacija, 48(1), str. 3-22. ISSN 1318-
5454,

http://organizacija.fov.uni-mb.si/index.php/organizacija/article/view/610/1034.

doi: 10.1515/01r0a-2015-0001. [COBISS.SI-ID 7408403].

Tomazevic, N., Kozjek, T., Stare, J. (2015). Does a voluntary job change affect work-family balance.
International business research, 8(2), str. 1-15. ISSN 1913-9004.

dot: 10.5539/ibr.v8n2pl. [COBISS.SI-ID 4528040)].
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