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Abstract

Abstract

With China's accession to WTO and the management philosophy of updates,
commercial banks face many challenges, including how to improve customer
satisfaction, customer loyalty and customer contribution. On the other hand,
information technology and network technology development and promotion,
making the B / S structure, interaction with customers become a powerful tool.
Building on B / S structure of the commercial banking OCRM system, OCRM
implementation from a technical perspective advocated "customer-centric" concept,
improve customer satisfaction, develop the business of commercial banks, to banks
and customers understand and improve bank competitive purposes.

In order to solve this problem, we decided to develop a customer relationship
management system, which to improve work efficiency and reduce the working
pressure. Along with the number of customer became very large, the customer
management became more and more complex. Therefore, it is very necessary to
establish a customer relationship management system.This dissertation designed and
developed this customer relationship management system according to requests of
customer department. the main methods are as follows:

Firstly, the dissertation analyzed the business requirements of system by
interaction with manager and staffs. and realized the overall procedure, functional
requirements, non functional requirements, after that, this dissertation analyzed the
business requirements of every functional module by UML’s use case diagram.

Secondly, this system is proposed based on B / S mode customer relationship
management system. When developing the system uses a bottom-up approach to
development, the use of easy to develop, easy deployment, high security, high
efficiency ASP.NET technology. But also in the system design process this paper
joined the MVC framework to achieve a separation of business logic and pages,
improved maintainability, scalability and reusability also.

The system satisfied the business requirements of construction bank OCRM

System,it has been run in customer department of construction bank, which has good
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Abstract

in various aspects and customer satisfaction. And reducing the cost of manpower and
management; and this system have been increased the work efficiency.
Key words : Construction bank; Customer Relationship Management; .NET
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