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Abstract

In recent years, in order to strengthen customer management, highlighting the
core idea of "take the customer as the center”, the ABC bank has built a customer
relationship management (CRM) system, which has been applied to the daily work of
the customer management. But without strong ability of data analysis and data mining,
and just providing the customer basic information and assets and liabilities, the
system can not help users find the personalization and dynamic characteristics of the
customer, and can not be carried out the customer hierarchical management and then
precision marketing, which has been resulting in badly using of the system. With the
advent of the era of data, and the impact of growing competition in the market and the
Internet finance, how to strengthen the construction of science and technology, give
full play to the massivecustomer data value, enhance data analysis on the suppoting of
precision marketing is an important and urgent topic to the banks.

According to the bank's urgent demand of the precision marketing and fine
management, the bank has developed a new CRM system based on transaction
behavior, which was builted on the original CRM system, and using the technology of
data analysis and data mining. This system is based on the B/S model, using the DB2
database, and J2EE, ETL, Cognos technology, which providing an outstanding
system to the ABC bank to improve data analysis and the precision marketing.

Firstly, the paper will describe the current situation of the development of the
domestic and foreign banking customer relationship (CRM) and introduce the
technology and tools used in the system. Secondly, according to the on-the-spot
investigation and requirement acquisition, and combined with the current situation of
the bank, there will give the final six major needs, which include of modification of
platform, analysis of capital potential, analysis of capital chain, analysis of channel
preference, analysis of activity, and analysis of customer base. Thirdly, with the
analysis of the system need, we carried out the design of the system, and then give the

detailed design for every function module. Finally, based on pre harvest, the new



Abstract

CRM system has been finished, which passed all UAT test, and could be actively
promoted.

The implementation of the project, can realize the in-depth analysis of the big
change, capital chain, capital business potential, channel preference and activity,
customer's favourite outlets, as well as to the rapid identification and analysis of
different customers, can provide a powerful IT support for aspects of precision
marketing, business decision, customer care community, the building of Community
Bank, risk control, which can effectively promote the steady development of bank

business.

Key Words: Data mining; Analysis of transaction behavior; Customer relationship

management
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