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Abstract

Abstract

Customer Relationship Management (CRM) is a new management mechanism to
improve the relationship between enterprises and customers, it can also be understood as
through the introduction of advanced technology, the enterprise customer, brand,
competition and other factors to the overall operation, its purpose is to provide the basis for
the enterprise has stronger competitiveness, the establishment of long-term and stable
quality, excellent customer relations, so as not to see the mining new sales opportunities,
help enterprises to avoid risks, to obtain stable profit. Therefore, it has become one of the
hottest market.

With the Chinese accession to the WTO and the management idea renewal, commercial
banks are facing many challenges, including how to improve customer satisfaction, customer
loyalty and customer contribution. On the other hand, the development and promotion of
information technology and network technology, the B/S structure has become a powerful
tool for the enterprise and customer interaction. Construction of commercial bank CRM
system based on B/S structure from the point of view of technology, can realize CRM
advocated by the "customer-oriented" concept, improve customer satisfaction, to develop the
business of the bank to bank customers, and to understand and improve the competitiveness
of the bank. Intense competition in the market situation, commercial banks want to have large
groups of customers to contact with, must be active in the implementation of customer
relationship management. Therefore, the construction of CRM operation mode based on
development for commercial banks is very meaningful, for commercial banks to improve
customer loyalty, potential customers, increase customer value and the core competitiveness
of its own very helpful.

The system uses the RUP development model, using UML description tool, system of
bank customer management business the demand analysis and system design of effective,
using eclipse development environment, development platform based on J2EE technology
advanced. Ensure software quality, reduce development risk, in fully meet the requirements

under the premise to reduce the cost of development.



Abstract

This dissertation studies the theory of customer relationship management, and the actual
demand for commercial bank, involved in research and development of CRM customer
relationship management in commercial banks system work. My major work in this project is
responsible for customer management module, the target customer mining module, marketing
management module needs analysis, and complete the module development, testing and
maintenance work, this work is based on the background, select this topic to research the
project. System has perfect function, clear structure; realize the efficient management of
commercial bank customer relationship.

Keywords: Commerical Bank; Customer Relationship Management; B/S Structure
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1275, 2001 5524 120 1270, 2004 “EFiitA 670 1476, LLSEEAH], H CRM Mg kA
FEZR MANE] 25%, {H'E IE DL 44%) 4 3K R 4 J&
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LU, EN RIS T iR P O R E BB LU N 2, fERERSE
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