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Abstract

Telecom service has turned from lack into surplus, and telecom operation
has turned from low-level homogenous competition phase, characterized with
dropping price and expanding scale, to high-grade heterogeneous competition
phase, characterized with providing new service and assuring different QoS.
Under the pressure of the homogenous competition, replacing competition, and
user distribution, enterprise introduces more advanced technology and more
business besides every telecom operation. They have put their stake on service
in order to increase customer number. The ruthless competition makes the
operation enterprises care operation again, and begin to think about the relation
among user, market and operation.

In new competition environment, the operation management of telecom
enterprise has turned from the service-aimed mode to the customer-aimed mode,
and the customer management has also turned from CS (customer server) to
CRM.(Customer Relation Management).

This paper addresses the cause of origination and application of CRM, the
basic content of CRM, the characteristics of CRM in telecom enterprises, the
key factors of success usage, and a sales mode based on experience of CRM as
well asits basic content and big customer management.

Finally, this paper addresses some advanced instances in which telecom
enterprises use CRM, and analyzes them. We discuss these results, proving that,
without lowering service prices, this model can improve user loyalty, stabilize
and increase customer number, obtain much more profits, and eventually, make
the telecom enterprise larger and stronger.
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