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Abstract

With the rapid development of economy and the progress of science and
technology, the social public also gradually increased demands for public services. As
a result, the world is respectively opened to the public service mode of exploration
and innovation. The continuous development of Internet technology, not only makes
the public and government is a more direct and open communication, but also
promote the public service mode innovation.

Based on customer relationship management of the public service mode is
different from the past traditional electronic government affairs, not only to provide a
platform to allow the public to express more requirements and desire, make
personalized service plan, and it is a process of the construction of social value. The
public service mode based on customer relationship management (CRM) is helpful
for the government to optimize service process, promote the various functional
departments for information sharing and cooperation, and provide the public with
better and more complete autonomy service.

This article mainly includes six parts, the first part of the introduction, introduces
the research background and research significance, on the domestic and foreign
research present situation, and the paper contents, research methods, the shortage of
the paper with a brief overview of innovation; The second part of customer
relationship management and its effect on public service mode innovation, the origin,
connotation and application of customer relationship management; The third part of
customer relationship management to promote public service mode innovation
"paradigm”, the operation process of the 311 hotline and the technology relying are
introduced; The fourth part 311 service hotline case analysis, American cities of
Baltimore, San Antonio, Philly and Durham; The fifth part 311 service hotline
enlightenment to our country public service mode innovation, and proposed the

corresponding solution measures. The sixth part is the conclusion.

Keywords: CRM; government management; mode innovation
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