EEFEBETESTULANEH

“+=h"

BEALXETE (525

T M OE W OFEF ER

0 (] ¥% i8 5 bR 71

uuuuuuuuuuuuuuuuuuuuuuuuu



‘“+=1" SEFEFREFESTUMUEHM

HYmFEIPRAEH (B2m)

E oM X W FHF EH

MEfXIEEE ML

CHINA RAILWAY PUBLISHING HOUSE



m R E A

ABREEIR T BT R SH S KRR ERAOEARSNIEAREL, AOWEME I T
HYESE M EEEE, BTHSE M WEAEHE, A rmssr SuEEE, armss,
J 55 L N AR SE T 1% NSEBRABED T TR TR E S RAEEARNMEN AR 1%
B R AR A RESH T T CRML ERP. SCM = # [MAERBEAR . AHHHE
A, St aR, FEERSEEMSE, HRCAESINEG], FETEEX IR

APE SN EFARE T RS, THEN. SVEREEWAREREM, Wil
M HBF R SHRTEA RBSE R .

EBERBE (CIP) #iE

HTREESNRAEHE /T, £ ZEFEESR. — 2R — J6x:
o BB kR, 2017, 1

“F =R REFRE T RS TR B

ISBN 978-7-113-22497-4

. Ot 1. Q- @F~ @F- I ORTHE—GHEE—5%
2R —HH V. OF713. 365

b [ A B B AE CIP HdE %+ (2016) 36 269895 5

# & BTRAFEPXREE B 2RO
£ E:E M T OB FEE T

® X Bk EEHZ: (010D 63550836
RIEHwIE: Al ZE

HEmgit: XK IEE

HmslE: 1 T

RIER: HEAE

BTAEEDH: Bt

HERET: P ESEHERA (100054, dbEHPREX A 2% 104 8 5)

tik: http://www. 5leds. com

Rl 63T G i R AR BRI A PR A &)

: 20114 12 A 1A 20174E 1 HSE2hL 2017 4 1 A% 1 REDRI
: 787TmmX 1092mm  1/16  EP3k: 15.5 F#. 346 T

: ISBN 978-7-113-22497-4

: 39.00 7o

lHEHSE S F
S odo B 5

MERE RNeR
JU SERGE IR B A5, o B R o), 15 S A b B AR . HiE: (010) 63550836
b ISR 1S (010D 51873659






2016 FF, FERFREFSHEREATIRSHITEHERFER. FEHAIR, Bk
BRAWTFEL, FAMEH B T LA AR R

‘=R B, AEERE RS NSRS BRI TIALRD “BHE” &
BERE 6T 5 R RS SRS R IR A TR S E A BT W A A —— R AR Y
AFHITR, HRRESIHEEN RS RTIEREY S RTEOV BT E X EEN
£%. Flt, BIHRERXE “T=0" SFAELTHES TS TE, EX
A T LEHIRZ—

ATEIMERR, REZEMERTERE BN EREAEASETHN VAR O
T, BT &EFERBTHFEAEFERASARETXOR I NRNES S, KL T
FMRER, ERESPVAFNTT, EFRHFHEAT BT EFELENETH
ITHEERTHIRIER P & AEM N E—FE, RANEERMRFHEFRITSR, UE
THIZE . AFRHITRRAS TIE.

REMUBMRAR “+ 21" B A b, SREFES Tl arREsRH
PRI RISRTIAREY , PR TREE P78 S5 AR O N B BB IR SR R AR FAY
AAAE, OFEEFARE TS NEERT W ARE N SRS TE RS T LA,
DARON - 5 BB TR AR

REAMUBMNE EZGEEFEHS TR, BFRESEY. BTRESMNTE.
B S ML, BFmSEe. BTSSR, B TESsYi. B TEsEE,
BFHESEH. BTHSEFRAEHE, EFmSEAoT. BFESthlk5Lil,
o, MEHE5 . BFESEREEN, BFRasks . EFHSARITESA
. HEZRAEME: OAFTES PN B FH 5 KRV FE KM —BEH
MONBHEIEGE ., ANt EE. NEARAEENE; QAN KR ESsEE,
B S S3CERR . BFESIRSTNA=ZKRER, ARERTESEFEST LR
FER; QRN ABAABEIRAORE, NBEEE, BRNNHEE, BRIREK
MESEESRIAL L S, BEME" AR, EREPEREMEMA TEANIE,
LIRSS OENEZE, ARG EIkElE, &3, mENE, A
SACRISE L.

BZEREMRE TIEEILR, ERESSUETR . SEIMEFEULS
WARMEES T, EFESREHBEISR T, AEERHMET BWIEsmt . 7,




BT ZEE M LEMEZI LEPS TXRNEAIET . T2 BITRIAR R
FLRIRRIST !

BATRR, BARBA T AERUNEMWASFRERE TRAS I, [HERENRK
IR RRER, fElt, MR OFBRAIREATGH, REFEBMEIERAZIE
F WS B!

“G=1" BHEEREFEESTVHIREM RES
2016 % 8 H



TR BRER R R LT A T — MR E S EsE K, BFESE
BRI A FEETRANLD, BT Kt RS A A RN, Bl
S RGN ESE FHETRENFAN, HEFESH kOt 2EatErn, g
SR T rARRBkER: BRI EEE ST BLERERFAKRNE . KRNE
EXTE. KRR TE,

H 7 5 R AR RS (& e AE TR T ERIA SR, BTFEESEN
KAEEARTERAZE P AAERE, FEERMENSEIE FREYS BRI 7385,
X% g BTSRRI 78R AR G EEA RIS IR S S O S RE (S B R
K, EREZE RN LG BARIR, ADERSEFHEENREE; sRAEFPXA
ERAZNE P ERBSARPRERTERS; RAGWNAERER (EAL), #FE
FREERE (CRM) 540WATFEML (ERP), HiRi$EEH (SCM) #HTERES,
B R E R AR

BfE TR SRR AR R, B RREHELEARIGR, Aifn, JUEFESH
BPRAEROEE, L6hZ — MU R . AR ERESH FHE SR,
REHITHE THFESIMNE FE P RRAERMNEAER . BOAR. KEBEAR. 294
EFHFERERRN ; RENE TR FEESEFXREEAGNHOAREEE, DKk
HFESE IR LR, ABERAREEIEY TRATENE PR AEBEIRA
AIEZE, EFEARESHTEEEENE, FHBS T CRM R SAERE,
{# CRM FIINEEINFEETE, KAEINEEE,

ABBER “HFEER NG SRBEAE FBT R ARAIRE A AARE S
Efr; “BBIEGIST 5|1 %A THRAEEPRN AR, SIS 5LbMAgE; 85K
Ao ST, A B A4 B HFR AR AN RIS, [RIHA o] DLAS BhaF AR 4R Se BRI R F
BEo

ABHREANERFEENHFESNE P XAEELY, RSN (B TFESE
FREEM) (F1ik) T 2011 F 12 Ak, #2016 F 7 B, 24E0RI 3 &, BTH
FRASHNEREE PRATRANNIEN, ATENEANER, RI12% T EHNE
NYMESESCER, 8T T8 1| PRI RG], Bl T (B FRESEFRXAEE) (F
2 fin) HRE T1E.



ABRICFEAEOER. T, 2EFER. BERES L. EffAseBrEEK
R, HRETH | ENETE; TRARePNRIER, HRETHEIE, F4%
KB 5 BEREONE; FEFAFLSTISEM, HRETE2E, 6 EZNE 8 ZH
DNE; IR EDERE T8 5 TNE 7 ERHONE; HEIEFRN LI
RE T8 8 BRSO NEHEARAT B FEENEIE; Mo, HPERFREE, EEE,
TH . 77Hi%. EESE5TAPNEER:, e IS RS RFENEENHIE
THE,

Br EREIN, DERSHABNRE TIES TLte AR EE . ZIf, DK
SETFENGTREE, TERRE OIS

FRTIARNRE K, EBEREFEES AR, HE KEEAFBH.

4 &
2016 £ 9 A



1.1

1.2

1.3

2.1

22

23

24

RS P BRI R oo recssssasmsssismssscniisest s s s b s s S e 1
S TR (T MGl <svvsvemsosssssnssovmosnssssassseesanseea sbmsan s o s A A S AR R VA8 1
B GE J 0 4 T A SRORO? S— 1
i BRI ER Blree kerstah i s e e e e 3
L1.8 BTN «vevcosseboressanesvenisss s R A A S ST B ST 4
A i e e e L R e R S B I e N e 6
18 RS e s s i e e et B e e e bt -7
%?%%ﬂ:%g}bﬁﬁ .................................................................................................................. 9
150 "I R R e e e R R A e s Bl 9
122 BT BN T IR NIRRT vsireTiosionsisiobsnmnisssosbtbissshosssntoskossshssssssinssansssosssnssontosson 14
B RR AR TR csciciomsmsesmssssmersussssassrsssissmncasseions bbb s ssscdessaosssaionssssasacesrn 16
1.3.1 BEFRE R LRE TR S -orerrereersressosssntosssisisssssssssossssssssssassssssissssisssasssssssssssssssss 16
132 @?ﬁ%@}h*?\%ﬂﬂgwg ........................................................................................ 19
133 @?ﬁ%gp%ﬁ%ﬂﬁﬁ%—ﬁﬁﬁﬁm CRIM orrremsnsesensessmnesniiisiniesninnni, 22
[ Cip o ICISSTRISERERL BRI SR W SR e A BT AR T 24
......................................................................................................................................................... 25
......................................................................................................................................................... 25
TS E PIE BT oo sassssssissamsssamissssssassssasssisssss 28
B AR A N IR oo s s e 28
e A o e e Y o e e 28
D12 IS BT TR P TBL oocrmsnssssssssssrassssssnsasssspassssantssssespasmasssssssossinssssususiosssressssiasssasssssssssssts 30
BTS20 5 BT coreversocssnunsssssstsanssnasssssusmusssssasassnsssnsanssasessunssissesssnsssaiassisesinssssossbsssssiasassnss 30
231 BITFHRR RS BUREIRIGRED =timevssrsrmesirsissssusssenisies i i it brokesshss nassstendeshassunassvnesss 30
333 RTRR I P B T B wisvi st dosssasnsssnncstussoinnbbamibllasasesiossikunssssiusissbiossanssssanss 33
PR UR R s s s st el B S b Ra 36
231 EEE PRI T IS [ rwobersiolitsstassssmivsssstoniossssseimsassiihssossapusssstarisssrssussissasssss 36
PG 78 Gab 8 N RN, DNSR: SR TSI 101 A S N 38

@%ﬁ%g,ﬂ%ﬂ\%ﬂ ................................................................................................................ 41



HTmAEE/SARARER (B2

24.] HFREEIEBIEBEITEHE oonsssssunssscnscorsssssussssassssssissssssussssnisssrisossissessssusssssssssscn 41
242 %?ﬁ%@}ﬁﬁﬁﬁﬂﬂ‘]fﬁﬂ ........................................................................................ 42

25 BLTFRIR RIS BLAPHT «woooresocorsosssssnssunsiosssnsissssssussasasnssssisissrasssssnasissonssrssssssssnsasssmssgs issssasssissinsss 43
251 g}b %laﬂﬁmﬁx ........................................................................................................ 43
R o L S L g b R ——— 44

PR e T dal - C o R R — 48
260 BIPHEE P IR T e sma s sms s s ssss s s s 49

262 TR R PG BB +reresrormisssriormsmmsssmsssicsnismssassimisis s simssssisussiiassisssisssssions 53

DT PRIUGRA eosoesessorassvsasscrsssssanspeossssorsusspusssssnsssssssssssats ossisssusssssdssssinssrassasiscnssssabasessriessap asasensssensisass 55
T T T[T T = S LNy S s 56
;Jﬂ ......................................................................................................................................................... 57
HAR TR ST T B R - ormieihcccosrarncsmeosooscssmessieommidispters it el b 58
Bl BRI e omeevsvusssinoseonsosinnsos vsss eesonssnono s s s s s M S g 58
31,1 ZE IR R RE S wvvivssssvusssinsonisunsiss daossssssssasssssssesessisnsss i asanssss 5 ss sabnasas s dadissasussassinsassnisdes 58
NI Sor o0 £, e 59

A B P BRI i rnssiasieomnnsotsmmnesossponmassensmsrnasaser A A RS TS R 60

314 TR PRI DR IREETE oo soosponssssesonsssie s assstaissondsps s s ssisis 61

39 %?ﬁ%gfhﬁﬁ}ﬁmmg ......................................................................................................... 63
320 EPFEETER IR Y sooosssmissssrmsssmstsssrssssmsssssisgsisssasssroisssrsssastssssssissssnapsssssssssosses 63

WP I Ea L Jal Vit 8 b g SN 64

323 _ B TFBE PSR RE I B we-mrsoreriesopesspepenssessssosmenssosssssonpassassssacsgasssanssqpaspasisesssranass 68

R i D Aol b R ——— 71
PR NI Lt Lo (| T PSR oRo RO 7

333, SRBEEE PV ERBIMIAR -rersresistmserrmnsormomssusns hiinsrissssssiosatussass st ety s s s AR e 7

R i L RS RO ———— 80
3 BL doisornssriniavinienansiosss snsist sasseisnsn S sons s RSN SRSH SAARHSERSH ORS 4408 SRR SR S 02089 82
G B e S 5 e e S MM e 82
FE M T T T 4 Sl 1L ;. O ) S o 84
B.1.  BE TR G Pl rovesorosesinsessimanorssmssmmmemessvsossarsssmsessasassonssss s ypop et sasnp sy s s oot s 84
411 B P BB IRI B S eerssssssnsssssasssssssoctasestsnsstorsssssssissssussssssosssassssenssssssasssssssssssssssssiassosisssassisis 84
412 gfhfaﬁ'\ﬂﬁﬂﬂigﬁ ............................................................................................................ 85
413 %?ﬁ%g,ﬁ:fgﬁmﬁ% ................................................................................................ 86
414 TSI IR L B P B vossvssssscsssssnuosesaugsonsssssossnsootpassidonsssniases stsssssisshesosssssssss sssss 89

42 BT RIS ERARIIMT R woeveeresesesssessssssssasmissssssstss s ssam st aras st s s b bR et e 00 92

421 @%'ﬁ%g}bf‘gﬁm%mi ........................................................................................ 92



422 TR BURETEUIFERR oo i 95

43 ﬁﬁm%g%%ﬁ%g}bfgﬁg ................................................................................................. 95
43.1 @ﬁfﬁfﬁﬁ%g)ﬁﬁgﬁ .................................................................................................... 96
432 ﬁg%%ﬁ%g}h'ﬁﬁm%% ........................................................................................ 98
433 g}i’;ﬁﬁﬁf}] .................................................................................................................. 105

4.4 ﬂﬁ%gﬂ ...................................................................................................................................... 109
,J\% ....................................................................................................................................................... 111
B s anans N e S A i SR T S e 12
R B TR Jof [ F s oo et ) S IO X IO 114
51 %?ﬁ%ﬁfbﬂﬁ%ﬁéﬁﬂﬂﬁj ....................................................................................................... 114
5.1.1 %%ﬁ%g};‘:ﬁﬁ% .......................................................................................................... 114
512 %?ﬁ%gi‘hﬂﬁ%ﬂ;ﬁﬁ*ﬁ .......................................................................................... 117

513 @?ﬁ%g}hﬂﬁ%mﬁﬁ .............................................................................................. 119

52 %%ﬁ%gpﬂﬁ%%ﬂmwg ................................................................................................... 121
521 ‘%ﬁﬁEF‘ ﬂﬁ%ﬁnﬁ .......................................................................................................... 121

522 %::Pg)‘_‘l Hﬁ%%mg .......................................................................................................... 122

523 %Eg)ﬁ Hﬁ%%% .......................................................................................................... 123

5.2.4 g}ﬁ &iﬁﬁﬂ%ﬂg .......................................................................................................... 124

53 gﬂEAﬁEE ................................................................................................................... seeviasines 126
5:3:] gﬁﬁﬁkﬁﬂ?ﬂ?ﬁ—%iﬁif .................................................................................................. 126

532 ZHRA R HIEE SIS o orroesomssrsssasssssssssassssssssscsssssssssassotsinbiesssasssassssonsiniasssssisassaniosssasssssss 128

533 ﬁﬁgH&Aﬁi E‘]ﬁj} ...................................................................................................... 130

5.4 j(g}ﬁlbé:ﬂ .................................................................................................................................. 132
54.1 g)h mﬁ\g& ...................................................................................................................... 132

542 j{@fh %EE{JE)‘( .......................................................................................................... 133

543 ﬁg)ﬁﬂﬁ%%ﬂ .............................................................................................................. 136

55 M%gﬁﬂﬁ%mﬁ&gﬁrﬁ ....................................................................................................... 140
551 M%g}ﬁﬂ&%;ﬂ_‘& .......................................................................................................... 140
552 Mggg)ﬁﬂﬁ%ﬂ‘]ﬁ&ﬁ .................................................................................................. 141

553 &tﬂ&#&rﬁ .................................................................................................................. 143

5.6 g&g‘g%ﬁ] ...................................................................................................................................... 144
T PRSPl 7 S RSO e NS S 10 15 R (Wl 145
1T QR LN TR R T T LTS A IR L R AR P TR P L LT E W . S, 146
W T BTN FI S TRABTRIRER o sssorsseors esssseisssssessossssossissrsisssssssssess v ssssns s s ssssst 148



« XII + HTREEIXRERE 8280
6.1.1 EP%%%E%?}EB‘]E}&&%% .................................................................................. 148
6.1.2 %?ﬁ%gp;&g%ﬂggﬁmwfﬂ%m ....................................................................... 150
6.1.3 Eﬂ?ﬁ%g}ﬁ%?\%ﬂ%%m%lﬁﬁ ....................................................................... 160
6.2 Efﬂﬂﬁ%ﬁtﬁ%ﬁ 10 24,7 BT T T P P T T e PP TP P IR TP 163
6.2.1 R IR AL AT A SP wroreerererrerersnenssseretre st e e s e 163
622 ﬁ%ﬂ L0241 R P e O e PP E P PR PP PP 166
6.3 g}:’ﬁﬁé ...................................................................................................................................... 167
6.3.1 ﬁ%gﬁg .................... ..................................................................................................... 167
632 g)&lgggﬂte .................................................................................................................. 171
6.4 ;ﬁ_ﬂ;{ﬂ ...................................................................................................................................... 176
P R TR RO OO ORTO PRSI OOV PHIICOANSIINION |0 s WO e SN Lot Ve | . SRS RO i 177
;J;@ ....................................................................................................................................................... 178
BT BT ID FAMNL DR L) orevssssnssussssussssnsessssssssssssssessinssssssssssmsssnsesessssesssssssasssassssassasssssssssssis 180
7.1 TRRUY F MBI -evereeerernsssmem e e 180
T.11 BRI ERULAFEIGE Y wvorerreesrnencosinesensnsesnisisssisintusnsninsstessessdiniansasastansesstassetssasssssensnassesssassosssns 180
712 BREAYERLM R R R TR corerererereneremrssss i s s 181
713 FREIYFRILMETATEE woveerereeearsmirencmncnisitsssasicsssstsss s s sssssnsssasssssseasassnsasssas b ssnassesannnas 183
08 O o DTN o 0 P 185
72 BRNYERLMJEERL cvoveressersseonensnsenssstssiisusmsnssmnsesssiesiatastatastssstasn intsstustsasasenesssstasassssnsasantsstsesesseniases 188
721 usj&pqq:,u\ag;mm& ...................................................................................................... 188
722 WREAYERLAEEIZEAE +overeerereresrsmrerensessssrsnsmsssssiinsniest sttt sasngan s sns st donasnsnisssussusnsaransases 189
723  BERYERCM TAETER - ovverreeerenerssessensi s s 196
73 ug}uqu,b% CRM gﬁmﬁ%gﬁﬁ: ............................................................................................ 198
731 WFDHEF/D\RﬁgF%%%‘ELB‘]i# .................................................................................. 198
732 B EEALIRIUY ERUL) cooesrssrassssssssssnsarsnsnssnssssssssnssssnsisssssaisasarsssasasansiessonsasessasersrasasissamssnsassssses 199
7.4 &ﬁ%‘&l} ...................................................................................................................................... 201
AA B v oo s vt s i e U Yt s e s s R RO T R M s S e e see gt 203
;j,gﬁ ....................................................................................................................................................... 204
H8E HFNEEPLRCHEZEDWEEEERR - eererroserrmsssssssesenssinerees, 206
8.1 EE?FE%EF‘%}%%‘E’% ERP eeeensmessneneaaatatin e e e e s 206
8.1.1 ERP E(]Hjm_l:jji‘-ﬁ .......................................................................................................... 206
8.1.2 ERP E{Jmm ...................................................................................................................... 210
8.13 Eﬁ——f‘ﬁ% CRM‘—?ERP%E&. .......................................................................................... 213
8.2 %?E%EP%E\%EE QM vveeeeememe s e e e 216

82.1 SCM B(]P:QEEZ%E ......................................................................................................... 216



R b g L P TR S — 218
823 BUETIS CRM L ERP, SOM BER owessrmsusmsiossosnsovismsoizssasesissssssssonssissasisiassssnsesiasassas 220
83 EAl S5HLTFRISE I FREF I wovseressimssesessssasiosssssnssionsessssstsssesisiesteassssnssssanssssnsssossssssassissssosss 223
8.3.1  EAT BYELRIAIIUR osvesseroscursssusassusissssscssossasassssssasasassesssssssssssassssassssasssnssssnsssasassasassssssssransssss 223
832 EHTFRIEIRIE EAL JIREH ereerersersmsersessssesimsssissnsssssssssssssasssosssssssssanssssssssssssssssssasssssss 226
B BT TR orvseorsssssssuosssrorssssssssiresssssssshassssssssssssssasssss ssessshsss 4518545445 44R8o S 420 13T 4RSS H0RRRSSHRRS S330RSS 5 RS3TS 229
Yl sxsemsisnbsnssis o iR A AR N SR R AT A 231
;J *ﬂ ....................................................................................................................................................... 231



B1E BFESBAXRSERR
0000 5

BAAFHF], TREPXZFEIRGART, AAFALE; THET
BEARTEPORIE; ELFRETHFEP XZTRORERALT,

S =

MAZRMGRELE, THOHRBARS, EREFHEANTETFHSFHR, &
AEATC UAHEAHB GG TIZRE BT, BERAEPL AT, AREAHBH
8 7 % R B AT, R M EORBROLETHEF T EATHOE—RE,
EPUERE/ROBAI P EL, £A20%, BERAE P ER—IROMIELERA
bz BEFHHES, ABEP AT SHE P £k A EE (Customer Relationship

\Management, CRM ) A &-F B 5B AW 8 X 42, )

1.1 BERXAEERES.

B RAEHRANENAWLERN “ L= M0 2 “LIEFOHL” R
Fe s Thi A A R R AR 0 B BB 2. EIEIBRE P ENE B RIE N R L H AR
CRM RGRLELUZ AL HIHE . B IRFHER L, IRE% 5 WS AW,
AT 25 A Ml 18 SRAS A 2 B — ol 2 R AR5

111 BERXRZEEHIENX

BEPRAEHEMBREETER, 7 1980 FE¥ 41 “BEMlEH (Contact
Management)” [ TWEZ S ARBKRNAAERFER. 1990 47l 5 EA R GRS 0
SCRFBORITE “& P R, U ZEEAW N THE S H MW EE, 7+
K HERNEIMNRA”, BRENENRKRE “BFRERSE”. 1996 F/5, —HAHTF
AR IR RGEAIFRER, FEUCEERE BN TOER SR RIAIISRS, OISR
TR, e MRS T —Amngad gt . H§5)/2 Gartner Group B X#2H CRM
IS, DiE T CRM MF=AMER, BREAHMKR T —EEHMEBAR.

INBERL
Gartner Group: A LT 1979 %, EHRA LB RER LM HER, ELF—FK
ZERRA AN, AR EEHR P R|EFTHHEARIRS ., B, Gartner &
ZRAT — KL EHNE], AMFIZLBRFPANNNER, AHF—MLAPR
B3 X EBRKGE RS, L L5258 L5 IT AT LM FTA 4,




°2 BTRFESRRER (2RO

NV EHEE S E LI AL M CEEAMIL” BRI RBEEERE TR XRE
PR A B, WA R AT RS, a2 RO, SRR S
KA FFMAEARBEEAE, FROVNRTRFRITEF R, L7 h5% FE T THRA
AR P R EOR R, AL S RS I B S R TE AR T . BT, Ak angi
M “BAP=g oA F L R LR AL . BIREFPREK, BENE
PRSI, CDUREAER S, EH Ak 6iE 5 2§ FE .

EAT, fEEBRMEAT, 2 MEESEENN 21K, £ Jeff Bezos (AKX « NE
Wi, WL EFEHATED BTk, “Lar, mRBEAORS L —NEFEEAHER, Mholhe
HIRLA AR A, T, I ESEM, s iFaTMA7

ok, febEE R “UEPhO” BEAARER, SMbE A AEIRT kA 3%
VR ER “ NLAY AL G B HRAR A, Fe A i LAE B R A i 4ol 3 A1 B JREE A ) “ b
A7 FEE. FEEDBRMNEARR CERE, &MEHEERAR. MERAR, THE
AR FRA M SRR RE, H5ALEENTZ M RA RN RSP, Fa)igi, ki
I B S S B IR I 2 . AE TR, AN AR, 6% g F-REF MBS
FEb, AR HERR) S E R BT Tl A KRR, PRI EIEAE S &5 kT DA
DA A B P, MRS HITEHAER. BPXATHNBSEZFHANET
NEmE. BAARRENESXREEMMSH LT 4 FiAk:

1. Gartner Group FHEIEX

BRRHEF RAREHMER Gartmer Group H& P XKREHE X h: b4t
PITRLEIE LA, TP Al S 58 3 I AT RE AR O AL & 1 WAL 2 8 B R B ) 75
. B RAEHNHNETELNRE, HAWERF RS, mHEs. HELE
Ja SCRFSE AT T B e R B 2 FT I R R .

2. IBM TFHIEX

IBM AA: B/ RREHAEMIRG] . Bk, R RBFREFE KA R
. BMEEFRRERI A=K RAETHE. REEENZANEH,

(DXAREEAREREREBE T H PR, FE, L5 2mAXEK CRM
Thit. RAEHKMEAR SREREBHIZHEAR . LR CEMZROSTTIRE, ERF
T CRM R T RHP R A EHEKN2ERE, HAALSmNE T WSME - S EE R,
EREESHE. RS SHFNMIHAKKNLSTREN B3 LB

(2) HEEEAREREE. O TRVEASGEFENNZRL, LFRELAEM
AN AR 4k, RNt th TALN KA R CRM FAE™ A R .
PRk, 56k 25 AR AL 55 B BE T 2 B D #E CRM K8

(3) MAEFHEMARE Az ilsl, FERREEZ S Me TR a7, B
ETXFFRThaeR S H8 B3RS UL S 2K BBIIRSFE P ZETTR.

3. Carlson THIEX
RIRMAEREM (Carlson Marketing Group) A& X RE K E E: BIFHFEL



B1E HTREES RATEMR <3

AL AT, SHEERES M ZA TR RRAMES ML, EEMR0, HFeREL
AL S — M E R . RRRNEXAMMEEEHBNES, EaFBeARRT,
WE B BERE R, RERMWKIFEAKHE RALETFE.

4. Hurwitz Group THIENX

Hurwitz Group WH % M XA H KSR AL, B SHE. THERM. &/~
MRS RS S TUR B P RRA RIFOL AR P R R HEER —ERNGE, bR
—BRAREAR . B ERRARAEERR R A, BN, FHRY RS TR
HBTTTARISRIE, DURBRRIE S M. WREBE. BRAIERIE

LR “BPRRE R W SORIART S, RERERSE T X CRM M55,
#RT CRM Hfibt, (HRZAMHMAREE. KB CRM 2—FHEREE, B—FH
WHHEAR, RESSHANHAL—.

AF54 i CRM HIPIIE: CRM R (R BEAKSE. 48— EFHELFER, K
ETHEFBYIENOTR, KR FREBAOVOERY. HE RESH], B
WA TERRR R SRR, CRM B RERISMTE 0470 KR, 8
LR BCRAAE, BRI S5 MR, RFE P RS, R
LSS, T R BB AL

B RAYERBEREALHTH AR,

B 1-1 iR, HESREAG R, MR, A% e
HE.

() BPAREHR—HEREE, LEOBERE
AP (BERAES . SRRREERE %
EENCUHEE, BLERNE BEMRANESMT @11 5P XRERrEE
R RE TR, RUEEIE LG

BPRREE R B SRS E S Z A KR OF TS, SRET o
TR R RS BRSO Sk PR

2) FFRFEEBR—AEREA, RO LR SRR, MR,
—XE—HEH, HEEHUUARIME BRRRELAE R, HOLNHE. FFRS
RIS TR I — ML % BB RIT R, TR S B Eh £ 45 Al SR B L
LT % 0 BERE IR A R B A«

3) BPRAEEHARPANRE BEARREREA, ©ER—F AL %00,
H IR AR AR P 0 BT AL, SRALIEZ P RINAT b, R S UM LI
ML, MTTHRAG AL TR, SRR it e P i R

1.1.2 BERXAEEMER

BPRAREEEBHEANTE. WERESEVRARTHERINES, REAEES
BARETERCREM L —x—EMEN. Ao DEERE S e ERESN

| wmme | [ wmsx |




*4- RTRSE S RRER (382K

Rl Ryl s A 52 BT, FFREMIRA Lk A T 5 & s %/ #1720 KA
Btk B RAEEARTAUCARREZE 2B KMEERR, AREsLUES
AROREEERET AR —RIER. ik, BoR. REIRERAK BRI

1. BFEREVEREFPHEENAE

NN PR R RERRR, B R RS e MR e
W) T #AEAE, T HA —E MBS, XN TRENZE IR “—X—" ’E
B, BRSO R ERIG, R . RN, Akl PUES R EH
RN, SEAT 2R 5 | 2 1 i, AT LAY A A R 5 i 7 B S B BT el UG,
BRARHT 25 ) T B iAs

2. BEEVEERHZBHE

REME KR, EMIMEFZ LS BEEFERERRMGEHXR, E/R
ARG 077 AN 5 T, KRR T A PHRATE LR A, i
BRARRR AL 5% 7 KBRS 5 A

3. FRBhElFE T 37 R 3 SRR

P RAeVERETGKE S, ERAKZERHE T, Mk ERBMELTISZ
WHRITZER, NEFWEFEATH WEROH, WHEFERET T, WTLIHHBEE
PEERTE BVR B H A RS R R E R, T (R AR Aol et AR
(RIS SR, SR Ak T 3% R U

4. FEHEAFET A REYGELTAE

HEDRESEIEHE AN AN —afE. EES RREHESP, MNHEAN RV
AU BB LB, BRI EE . &7 B LR R P IS5 R S R
BB P RTBAE S — AL, RN B TR STV U B IR T 3, T P A B R T
e B2

5. #MEhElIESEE P AR 55RO ER

EEAMBE P RREHE, TUMSES, WRESOFK, SIAERR “—xt
=7 g5, RS BEMRS BOREB BT, LIE S R,

6. MENEWIRSEPFHEEBIRE

REME SRR, WLAMEMIERS —FoE, RS HEAIE S & KEGE
R, REABE RIS R, AR TR A, e iR AL
WAL il 5E b IEE SRR FIME — H AR A B R, % Tl i B B U e K A 2 S
NG SO AR 3 S

113 EFME

EPRABTHEOZORESAMESHE, WMEEFPL4EM{E (Customer Life-cycle
Value, CLV) B, ZPHEEMERNEFAERE, ZPERL—4EPHTEZNME



