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Abstract

Abstract

Customer Relationship Management System (CRM) is a technical system adopting
network platform, customer relation theory, computer hardware and software. It includes
management level and software technology.

Due to the increasingly fierce competition, commercial banks have shifted the focus of
work from “products” to “customers”, especially in the mining, development, maintenance of
core customers. In order to collect, collate and refine information about customers, they find
more potential customers around large customers and increase customer satisfaction and loyalty
with the technical support of CRM system.

Management of customer relationship in commercial banks is analyzed to find problems
and optimization measures of the management. Development goals and needs of the system are
expounded based on customer relationship theory. From a technical point of view, information
system of customer relationship management is designed on the basis of need analysis.
Technical proposal is as follows: J2EE technology architecture and Oracle database
management system are combined to develop a customer relationship management system

(CRM) . The main modules include customer management, contract management and system
management, where customer management is the key functional modules. In the design process,
customer demand of bank CRM system is analyzed to design functional modules and databases;
the design for key modules is then discussed in banking CRM system; finally, the critical

module process of customer relationship management is achieved.

The results show that during the official operation in Commercial Banks, customer
relationship management system is in line with the requirements of customers. It effectively
improves the efficiency of customer relationship management, satisfaction and loyalty of core
customers, bringing more potential clients. Therefore, CRM system plays an important role in

business development.

Keywords: CRM; J2EE Technology Architecture; Oracle Database
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