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Abstract

Abstract

In recent years, the insurance industry of China develops rapidly, and depth of
insurance as well as density of insurance is growing steadily. Requirements of quality
insurance service are higher and higher, while insurance policies are more and more
homogeneous. Therefore, differentiation and diversification demand of services
comes out from the insurance market, which needs information technical support in
the background.

Currently, internet(especially mobile internet) has had much i1mpact on
traditional financial industry. Insurance companies should adapt to take advantage of
internet to consolidate their competitiveness. The point is to integrated resources
efficiently both online and offline, through that benefits are maximized. Developing a
service management system will have positive effects on improvement of their service
and business.

In this article, we comb the value-added services process of customer club in an
insurance company, then use object-oriented software engineering methods to analyze
and design a software system, following the steps of Requirement Analysis, General
Design, Detailed Design, Check and Acceptance. Based on Windows platform
and .NET Framework, we choose Visual Studio as integrated development
environment, using layered structure to build the software project. In database respect,
we use Oracle to provide safe and reliable data services. Furthermore, we follow some
design disciplines, which are scientific and reasonable, to make sure the application
system available, reliable, maintainable and extensible.

This system accomplish the following function modules: Customer Information
Management, Service Resource Management, Service Process Management and
Background Control Management. Besides, it provides interaction support of mobile
application. According to test results and pilot running situation, we finally check out
the quality of programs. At last, this software project will be evaluated by customers

who will experience and reply, and operators who will manage and observe services



Abstract

quantity. It is expected to help the insurance company to standardize management of

service resources, to simplify service process and to optimize customer experience.

Key Words: Insurance Company; Customer; Service Management
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