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Abstract

Abstract

Development of a new era, higher requirements were proposed for all enterprises,
customer-centric business strategy have been or have being becoming the core policy
of the company's survival and development. And Customer Relationship Management
(CRM) is a set of effective theories and methods to help enterprises to grasp and use
of customer resources. CRM system manages customer information through
information technologies combined with rapid grasp customer needs, to help banks
to provide personalized service for customers more effectively, to improve customer
satisfaction and loyalty, and thus to bring greater benefits and value for enterprises.

In this dissertation, a bank customer relationship management system is designed
and implemented, using Delphi visualization windows development and database
technology. The main contents of this paper are as follows:

1. Based on C/S architecture and Microsoft database SQL SERVER, design and
implementation of a bank's customer relationship management system are discussed,
the system modules covers the user login, user rights management; customer
information, customer contact information and customer service management module
functions.

2. The dissertation describes the detail about CRM including the business needs,
functional requirements, non-functional requirements, system architecture design,
function design and database design. And this paper provided the key code for the
user login and customer information management, and other major functions.
Moreover, tests of function and performance are also conducted.

After putting the project into use, the efficiency of customer relationship
management has been significantly improved; banks are able to master latest
information of customer and offer more high-quality service for customer based on

the CRM support.
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