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University of Toledo
SHBE 5004: Healthcare Marketing and Customer Relationship Management
Spring 2013

Instructor: Dr. Jeen Lim

Faculty Office: ST 3052

Phone: 419-530-2922

E-Mail: Jeen.Lim@utoledo.edu

Class Meetings Location: Stranahan Hall

Course Description: This course involves analysis, evaluation, and implementation of
marketing and customer relationship management (CRM) strategies within healthcare
environments. This course deepens practical knowledge by addressing when and how marketing
and CRM techniques do, and do not, apply within the health sector. It is designed to cultivate
skills in applying marketing and CRM tools and tactics for enhanced patient-centered care,
patient satisfaction, and organizational performance.

Reading Material: No Textbook are suitable -- Reading List to be determined

Grading Criteria: Standard grading scale to apply with 93% of total points and higher is an A,
90 up to 93% is and A-, 87 up to 90 is a B+, 83 up to 87 is a B, 80 up to 83 is a B- and so on. \

Assessment of Learning: Students will be evaluated based on written examinations and quizzes,
projects, and analytical papers.

Learning Objectives:

Able to do the following:
1. Understand environmental trends that can influence the healthcare market.

Gain knowledge of the strategic marketing process in a healthcare environment.
Develop skills in applying marketing strategies and tactics to the health sector.
Understand healthcare CRM process and tools for patient-centered care.
Manage patient satisfaction and healthcare organization performance.
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Tentative Topics:
1. Emerging Healthcare Market Landscape

a. Current Healthcare Market Trends
b. Need for Marketing the Healthcare Organizations
¢. Challenges of Healthcare Marketing

2. Healthcare Strategic Marketing
a. Strategic Management Process
b. Strategic Healthcare Marketing
c. Developing Marketing Plan for the Healthcare Organizations
d. Healthcare Marketing Strategies and Tactics

3. Healthcare Customer Relationship Management (CRM)
a. Customer Orientation and Patient-centered Care
b. Healthcare CRM Process
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c. Personalized Patient Management
d. Healthcare CRM Tools for Patient-centered Care
4, Managing Healthcare Outcome
a. Quality in Healthcare Management
b. Patient Satisfaction Measurement
c. Enhancing Patient Satisfaction: Approaches and Best Practices
d. Healthcare Organizations’ Performance Management
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