

SYLLABUSDBUS 3290
DIGITAL CRM – Chilton 388
Spring 2026
Instructor: Malini Ratnam
Office: 330G Chilton Hall				
E-Mail:	Malini.ratnam@unt.edu 
Office Hours: T/Th 12.30-1:30pm. (please e-mail to make an appointment) 


 Description:
This course aims to equip students with the knowledge and skills to effectively use CRM technology to enhance customer-centric retail practices. Analyze the impact of CRM strategies in the retail industry and utilize CRM systems to optimize customer relationships and drive business growth.

Prerequisites:You must have satisfied one of the following: 
DBUS 2050, HFMD 2400 or MDSE 2490; major in merchandising, home furnishings, merchandising, or digital retailing.

Course Format:
The format of the course will include a combination of the following: (a) lectures; (b) (c) videos; d) guest speakers e). Salesforce CRM platform access; (f) external sources and readings; and (g) presentations. Ample time will be allowed to address any questions that you may have in regard to the lectures, required readings, videos, and presentations. It is important that you ask questions, as this provides for clarity and a deeper understanding of key concepts.	

Course Objectives:
1. Understand the fundamental concepts and principles of customer-centric retailing, including the significance of customer satisfaction, loyalty, and the impact of customer behavior on retail success 
2. Explore the role of data analytics and customer insights in shaping effective CRM strategies.
3. Develop proficiency in using CRM tools such as Salesforce for customer relationship management.
4. Analyze real-world retail CRM case studies to identify best practices and pitfalls.
5. Design and implement a comprehensive digital CRM strategy for a retail business.
6. Assess the ethical and privacy considerations in CRM data management.


Outcomes/Assessment: (Suggestions)
· Salesforce Retail & CG Trailmix (link)
· Completion of Admin Super Badge on Trailhead
· Salesforce Certification (Optional, provided by Salesforce)





	
COURSE POLICIES




ATTENDANCE:
Attendance will be taken in all classes. Being present is critical for learning in this course, as guest speakers and other material not found in the assigned readings are major part of the course. In addition, we will undertake numerous in-class exercises and discussions that will be missed if you are absent.  

The way to be successful in this class is to show up for every class meeting on time, be present, prepared and engaged. Attendance is taken every class period either via iclicker. If you forget to sign on iclicker, you will have to take the absence. 
 
a. For your attendance to count you are required to be in class by 12:30pm. 
b. If you will be later than 12:45pm, understand that you will automatically be marked tardy. Three tardies equals one unexcused absence.
c. If you have an excused absence, please present the relevant documents to me on the day you resume class. If you do not provide the documentation on time as requested, your absence will automatically become an “undocumented absence”. IMPORTANT: If you need accommodation, you will need to contact DOS within three days of resuming class. This is critical as without this I will not be able to help (and I DO want to help you )
d. Documented emergencies, deaths, and illness are considered excused absences. Going on  vacation, doctor’s appointment, car did not start in the morning, parking was horrible, are not considered to be excused absence. 
e. I reserve the right to excuse a student from class on an individual basis with appropriate documentation and advance notification. 
f. If you have more than 5 absences which are undocumented it may lower the grade by one letter. You are responsible for attending each class meeting and securing your own notes from another student in the class.

CMHT AI Policy:


1. Submitting assignments that use Generative AI without proper citation or indication of its use is plagiarism. It is a substitute for your own creative thought and effort. Your brain continues to develop and make connections throughout your life; train your brain, not AI.
2. Instructors will monitor AI use and will check student work for ethical use according to their policies.
3. Every instructor has consequences stated for plagiarism in their policies. A range of disciplinary actions may result from any finding of academic dishonesty (for example, admonition, class failure, expulsion) depending upon the severity of the misconduct. Plagiarism will be reported to the UNT Academic Integrity Officer.
4. Policies may differ between instructors and courses. Read the syllabus and course policies, especially for the consequences. 
1. a. If you are allowed by your instructor to use any Generative AI in a course, you must disclose and cite its use by including citations in APA style. 
2. b. If you are allowed by your instructor to use any Generative AI in a course, you must also carefully check for errors. Here are a few cautions to consider before submitting an assignment that uses Generative AI: "hallucinations" or fictitious information, being wrong, and oversimplified, low quality, or generic results. It also tends to replicate and amplify any biases or inaccuracies that exist in the training sources or the Internet.
5. To protect student data privacy, students are prohibited from the submission of personally identifying information to Generative AI systems.


My Philosophy of AI in Education

AI can be a powerful tool for learning. It can be used to provide inspiration, suggestions, feedback, instruction, and explanation. AI can also be used to help students with tasks such as brainstorming, organizing, and editing their work.

However, I also believe that it is important to use AI responsibly. I would like students to use AI to support their learning, not to replace it. I also want students to be aware of the potential risks of using AI, such as plagiarism and data privacy, not to mention the credibility of the information provided

Guidelines for Student Use of AI

The following are some guidelines for students to follow when using AI in our class:
· Use AI to support your learning, not to replace it. AI is a tool that can help you learn, but it is not a substitute for your own effort. You should still do the work required to learn the material.
· Be honest about your use of AI. If you use AI to help you with an assignment, be sure to cite your sources. Do not plagiarize the work of the AI.
· Be aware of the potential risks of using AI. AI is a powerful tool, and it can be used for both good and bad. Be aware of the potential risks of using AI, such as plagiarism and data privacy.

Monitoring Student Use of AI

I will monitor student use of AI to ensure that students are using AI tools ethically and responsibly. I will do this by:
· Requiring students to disclose their use of AI on any assignment that received any form of AI assistance. Students can do this by including an "AI Credits" section at the bottom of their work.
· Using Turnitin and other AI credibility sources to check the % of the document written by human vs AI


Addressing Potential Problems

If a student violates any of the guidelines above, we will address the problem in accordance with our existing policies. We will also work with the student to help them understand the importance of using AI responsibly.

Data Privacy

We value the privacy of our students. Students are not to submit any personally identifying information to an AI system.


SALESFORCE TRAILMIX
Students will be given access and training to the Salesforce CRM Platform. There will be Salesforce partners and staff on site to support their progress. The classes will be both lecture based and “lab work” based as students get to access Salesforce modules. There will be an option for a full Salesforce certification at the end of the course.


ASSIGNMENT GUIDELINES:
· All assignments are to be submitted via Canvas prior to class on the due date. The Canvas assignment link closes at the start of class on the due date unless otherwise stated. After the beginning of the class, all assignments are considered as late assignments and will be penalized 10% for each day after.
· Assignments will not be accepted after 3 days beyond the original due date, resulting in a “0”.
· It is YOUR responsibility to keep up with the due dates. If there are any changes, they will be posted on Canvas.
· Grading rubrics – your best path to a great grade! Continually refer to it and ‘pretend’ you are the grader of your own assignment, using it before you turn in your work.
· All written assignments must be typed, double-spaced, one inch margin on all sides, and 12-point font.
· Please use APA for all assignments unless otherwise stated. Quotes should be paraphrased in your words, not directly copied from the reference. You cannot quote the content of an entire paragraph from the same article, no matter how good it is. Sources should be authoritative industry or scholarly. Wikipedia is not an acceptable source. A good resource for APA standards is owl.english.purdue.edu/owl/




GRADE DETERMINATION.
· In Class Quizzes (50 pts): Immediate Mastery Quizzes will be given in 10 different class sessions. These will be recorded also as the record of attendance on those days. 
· CRM Case Studies (200 Points): Students will work on a retail CRM case study, and will present to the industry Salesforce partner executives

· Guest Speaker series (50 points): Industry partner guest speakers reflection

· Salesforce Trailhead (200 points): Students will work on Salesforce modules 

· Salesforce SUPERBADGES

Other assignments may be given, if needed, to better meet course objectives. In case other assignments are assigned or some assignments are not provided the total points for the class will change.


 
DBUS 3290

[bookmark: spring-2026-course-calendar-table-format]Spring 2026 Course Calendar (Table Format)
	Week
	Dates
	Topics
	Assignments / Notes

	1
	Jan 13

Jan 15
	Course Introduction
Intro to Digital CRM
	Overview of CRM in Retail

	2
	Jan 20

Jan 22
	CRM Concepts, Terminology & History
	Extra Credit Due
Module 1 Introduced
Guest Speaker

	3
	Jan 27


Jan 29
	Customer Data Management in Salesforce
Building Customer Profiles
	Quiz #1


Module 2 Introduced

	4
	Feb 3

Feb 5
	Data Integration & Cleansing
CRM Data Security & Privacy
	Quiz #2

	5
	Feb 11

Feb 13
	Customer Behavior & Journey Mapping
Segmentation Strategies
	Module 2 – Guest Speaker

	6
	Feb 17

Feb 19
	Customer Targeting
Persona Development Best Practices
	Module 2 Work ContinuesGuest Speaker

	7
	Feb 24

Feb 26
	Personalization in CRM
Campaign Design
	Quiz #4 Complete Module 2
Guest Speaker

	8
	Mar 3

Mar 5
	Module 3: Leads & Opportunities
Intro to Customer Analytics
	Quiz #5

	9
	Mar 10, Mar 12
	Spring Break – No Class
	

	10
	Mar 17

Mar 19
	Salesforce Module 4
Retail Decision Making with CRM
	Guest Speaker

	11
	Mar 24


Mar 26
	CRM & Marketing Strategy
Conversion Rate Optimization
	Quiz #6 – Retail Decision


Guest Speaker: 

	12
	Mar 31



Apr 2
	Customer Loyalty & Retention
Intro to Salesforce Marketing Cloud for Retail
	Quiz #7 – Marketing Cloud
Guest Speaker: Irina Paraschiv
Marketing Cloud Trailhead Integration

	13
	Apr 7

Apr 9
	Agentforce in Salesforce: AI Agents in Sales, Marketing, and ServiceFrom Predictive to Proactive CRM
	Quiz #8 – Agentforce AI

Topics: Personalization, Workflow Automation, Service Co-Pilots

	14
	Apr 14

Apr 16
	Data Privacy in CRM
Analyzing Retail & Market Data in Salesforce
	Quiz #9 – Data Privacy

	15
	Apr 21

Apr 23
	Intro to Salesforce Service Cloud
Salesforce Reporting Deep Dive
	Quiz #10 – Service Cloud

	16
	Apr 28

Apr 30

May 5, May 7
	Omnichannel Strategy Review + Unified Commerce Trends
Group Project Work Time

Group Project Presentations
	



Final Presentations In-Class



Note: Schedule is subject to change when the instructor deems it beneficial to students.





