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Abstract

Being one of the most busy ports located along the S.E. coast of China, as well as the
economic centre along the west coast of the Taiwan Strait, Xiamen City has rapidly
developed in the past ten years in its logistic industry with more and more shipping
companies follow up. However, the rapid increasing of its shipping capacity is
exceed its markets demand. Driven by the keen competition, shipping companies have
come to realize that the customer resource is of great important. Moreover, how to

effectively manage the customer resource has become a vital issue.

The Customer Relationship Management(CRM) is intended to be the right solution to
the above issue. The main idea of CRM is focused on customers, with a view of
improving the company’s service level and competitiveness under effective
management of customers resource. EHS Shipping Company is taken as a typica
model for those small and medium-size shipping companies as the object of study. In
order to improve the company’s informatization management, as well as to further
promote its comprehensive strength and competities. This article is exploring a set of
CRM solution and evaluation criteria that suitable for EHS Shipping Company. It
hopes that this article may be a good reference for those small and medium-size
shipping companies, while promoting its wide application of CRM in this industry,

with aview of improving their management and economic benefit.

Firstly, this article makes an analysis to the company’s current situation, including the
company’s structure and operation, it’s customer classification and evaluation, and it’s
process of export business as well. It has found out four main problems, so as to
clarify the necessity and urgency of the application of CRM. Secondly, this article has
made a designation of CRM Solution to EHS Shipping Company in three aspects such
as enterprise cultural construction, process designation and systematic informatization

construction, which including CRM application functions, implementation keys and



steps. Then, this article will provide a set of CRM evaluation criteria for EHS
Shipping Company, based on the Indexs of Customer Satisfaction and its Profit
Increasing Rate, with which the effect of CRM implementation can thereby be
evaluated. Findly, this article made a conclusion that EHS Shipping Company can
implement the CRM step by step in three aspects, and endeavour to reach the

intermediate level in three years.

Keywords: Shipping Company; Customers Relationship Management (CRM) ;

Process Designation.
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