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Abstract

Abstract

Along with the world economics toward the global market integration
development, the commercial bank competition already entered the age of customer
relations management (CRM). The property scale is small,the customer loyalty lets
the city commercial bank be at a disadvantage lowly in the competition. To take the
customer as the center and provide high quality, the thorough service for the customer,
is the city commercial bank's foundation. CRMs not only make the commercial bank
to be fast, the highly effective attraction customer, prevent the customer outflow, but
also enhance the customer service the degree of satisfaction, establishes the customer
actuation the product, the service design and provides quickly, the thorougher
high-quality service to the customer, attracts and maintains the more customer
resources. Develops and designs a set of fitting actual production demand the
customer relations to manage the platform, provides supports into the present
commercial bank IT construction powerfully for the customer relations management
plan and the customer marketing flow smooth implementation the urgent matter.

This dissertation take some city commercial bank to implement the CRM system
as a background, from the CRM origin and the development for the breakthrough
point, has carried on the analysis to CRM in the commercial bank application's
function; To developed the J2EE technology which the CRM system used to carry on
the discussion, elaborated its four structure's principle and the merit, and introduced
based on the Struts frame system onstage development construction. Studied the CRM
system's design with to realize, including the system requirements analysis, the data
flow analysis, the system construction analysis, the system function module design,

the data model design, the system page realized and so on.

Key words: Customer Relations Management; J2EE; Struts;
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