I K/ ER
L EBEFRS LS UG




s LT e ERIETI

BERZEE

N EBEHFES KT AR




B RS B (CIP) 817
P KRB TR E . —Ibat . HERE T A 5 K R ,2005. 1

(BURHT 5 B BLR 5 8UhE)
ISBN 7 -5638 - 1136 -2

I O3 W SEH.8EEH NV.FR74
[ iR A B 54 CIP S~ (2004 ) 45 126547 &

MEXRZER
IH &

HEREIT HHLFHSREHRH

B b JEETHERXLE (HE% 100026)

B i (010)65976483 65065761 65071505({£H)
publish @ cueb. edu. cn

2EHFEAIE

HEZ T R 5 K% I SOG IR HER %538
AHRBLENRIA R

787 2 x 960 Bk 1/16

400 T

22.75

2005 4F 1 A% 1 RESHE 1 KENR)

1~5 000

ISBN 7 -5638 — 1136 - 2/F - 657

29.00 J&

M DFaHHTES ™
5
S ® N RS NBESE

EHERERRREDE, R4 5 HEBR
MMERE S8sR



Lo

il

AT 455, B 95 35 28t DB, AR KA SR 303430
3, MEXFAEEEORCYRIMOXBER, RECLES
RBNEERR. B%, EERARTHES B, (LY
ERERBH, ETBORPMAENINT, HHERRX
£ £\ BB LB AL 0 B RIS 1T B0 613, R0
=B HIAENANT, REREA R UETHEREX
BAGBLATE, B4, 0 VERESNPBHFAEE, B
 REEHELPBRFMEENEE, HRKRH. VPR
A FHENRARRE— N EMBERAN 5 &, — N AF0
B H R LR 5%, HFEMAEEI 256%~85% ;
— M HEBOEB LK 8 ERENLER, — P FHBNEE
AT LS00 25 DA IR BIE RBBERS EBE 00T,
 REEAOVSES ERRE—EOHE, Bit, REEZME
HSBFHETEE, B/, FRNME X W HFTRER
— R, 20% R H N E)E T 80% KFE , B, AR
AN EFENEANEERR ATV EREEN— I EE
R, 7

EEET FRINR, BMAZXRSEERT 1997 &£
fy 2 E# Gartner Group $2H/5, 2 ELW FFERFH
i EN, MEXREE S ERIT TRV SME 2 EHX
R RO SERY, REEEMRA, BRI HHI0HRE, R
= A NME R A TR R RIS,
T SAENI R MEXREENBSRBRXRE

e g -



%, XREHNABRZ S EUNARAE X REE > £t
B, AERERRBERNER, EREEHLLE
AREAOMEELEATH, BLESREZABARE
XREEFEOREARH, BETH,AEXRERRARE
HEASELRABEENAY, RARCUEHERRE
BRI ER

BEAR ARSI, REL LA X RSB
SIREBERNEE, —E0UHGTREXREENHY
R, BRELRDEE T HS OH, B, NEREXR
EENBREBSRRIESEAN LSS 2R, ERETFR—
WR, BANEB SRR D FENTFRARNURAH LY
TRAROER b, BS T(ABLREE)— 4,

EARHFRAAD X HREORAET . 6%, REFA.
BRI BT ME X REROBILE R MR XTI B
FRAR, ZENENATASXREEERERRNLE
B — K, ERRAMOBM L, RET THAE %
REBN B A HARTRAOKEIR, UET BoEE N
BB SLRNENLS, REABXREBNTEHR, B
B, G- EEEHRRELNNRY, SRS BRI RHEY
HRREFHERAARAE AR EEOEF, FAROS
HMEAEEREHTRRLERTHHENDE,

BT XRERERE— MARRROFNERAR, B
ERPREARRARE 2L, FRLSRETRBAAOR
Wo

1t &
PEARKFEH R




-8 BMEBELBREBEARR /1

JERT X /1

JBE I /3

AR SBENLR /7

i B S L R KR /17

1+
T

|

<4 <t <

B B B W
B |l

$-—F BRBAREBRHERFAIIEE /26
WA ELREHAYER /26
— ARG /29
B A XRS N SRR /33
B B RS /47

=8 BRBARAE /54
W1 B R VAR N /54
BN BE RV /57
WA ETR SR T A /63
WU EE SRR EE /7

EmE BRREMERSAR /81
SV AL HbR G /81



W BARERE R FRMEE /89
W= RAIRAMEMEE /96
B WEBEFNIT R S /100

HEE BREBOALSBALBHEE /108
B EWEME X /109
BN MEFWEMSESRE /113
W= BABWMEHRAOS R AR /119
HIY BABMEROBCRER SR /130

BAE BRBAHE /139

¥ O F W ENE X EEWMAR /140
= BEWEEENTR /147

W OEE R LHERE /155

PO EWEEERES /159

#LtE BRBRHE /166
- EEBWAIER /167
B mEA D E /170
WEA O MEFBBEAMRE S /172
EPUY A SBERNEE MR /177

ENE BREMEAE /188

B BEMESE /189
BN BEMESNT /195
BN AFILEMERAR ST /197
SE EMMERKR LR /204

BhE BREAROHERERHE /215
B EEMMELSER /216
o Yis



BN IEHALEE AW/ 221
BN KREREE /225
Y FEEREH /231

E+E BRBBRBZER /2u
B RFEESHWERSEH /242
BN emBE RS EHAEE /248
=AY B EBCRMNIE RSP /253
ST SR RS HLE A BOEE /260

#£1+-—%8 CRM—RARBREBARERRR /271
#5—% CRM MNIRSHER /272
5  CRM (S BA ik / 278
=45 SCHE CRM iR R% 7 291
P09 CRM MSSiEBUR 5 & 8 7 298

1= Z9YMEBKRR /308
B EEF 5K /309
B @ IRBBEXRR /314
BN HESEIIEE 7 320
WY %S 5 (DY) HEE kK 7 326

"W

B1=ZE BEREGRP /34
IREA AR I s 7 342
AR AR P A FIBR /344

P AR R A THE 7 348

l

%&Tﬁ%%&
o o o

1]

BEXM /354



BESREAR

V| RERSBR

RS @R RN AE MR S % K
W EMEBMAR . VAR AFMEAFMEES X, B

 ETFAMAESYIMEAFEEE R, HdAEY ]
[ 4 ST RRME TS, TR R4 27 A X TR RS 12
R X . EEEYE T BN REHE e Rk
i A R BB EESE AR S A R BRI S
WiEEEX.

BT HEMZX

Y T IS — DN E A, % — BRI B R RO T
Mo I, FEE RS S, T R I 43205 15 T Al R A R HUR
{25 S SHE G, SR B AL 9 E A A A A

[ P4 S5 2 2 T K 186 B TR B2 R F 9 , D08 BB F) PN IR SE AT T
LI ERV. BN, EEEHEFIENY - BHESUCH, BUE R AR
Fy 7 B AR, T LR S 5 A e 2 3 R BB o o
5 T 25 i IS 7 0 R /AN S T, 5 R JT 7 i IS 2 2 X 11 W 3K
AT B BA T R SO B N o SR AR - BT



Boaooa€

RA A% ERRFNM,

“BUE A FA AT BRAT D A R ST BN, A A5 2 A X 4
R o XEeE A YR T IR B S S, i %" kR L2
TREAE , BIAE R ™ RS RS A (LERARNRESH
)

B FE R SCE B F 22 5 8UE M & 5 sl (A 4R) 54
NHEBRATESD , PRI R Bk 2 R R o 5 R R AR AL Y B R , itk , B R b 2
FHIN T B CABEE L, LR R B e SGRTIETE. FPLim)i
KRR TR R PR BIBUREH T 2 (CS BH) h AT A HMBUE i) 12 1 Ui
NEEBLSE . FRHADY B JE 15 A2 35 32 o v BB 43 52 9 5 BRUIR 45 A9 5
&, AR BT B AL A 4 A A SR 0L 5 SR 95 891 A S S i R T
PRNERE " XH A NS E A BABET K ZAENTREE (R T) 3
A (BRI P EBE (FEHE RS2 H) REBE . AR
JBE (BUR ) ENBIRBIE R REMEBEELT RE R GRL KA
BRR ABFFE R BT RER — PIXT R, fH R X — & SCHK IH 7 7E — 5 Y fik
B, BIHE £l A 3 2 R b AK R —— Bt L v 51 ZE B BE ST, 55 S0 58 R B 2%
R Z E B FPN KB R R, BR AR S X T BB E s
SRR

FEFNE - BHFEIAR, JBE 5 2l 8 R SE A Fac i, BE X
CESEE 0 TR AT RS (BIUR) P hd B8N
W, AEEBFELZ 51T R, AR RE LT R . B AR X E
PF, B MEERERER S — I R R .

WX —F A&, LWL B IS S« PR MOCE ” S 2 it
M 55 B B A RS 5 B Al BN A B B R L B, BT LA, B
HEHRWRAARTRAEAECHREANHALA RN A, EREXFZHRLEEMN
SR R AR 2T, FLJR PR W ) 4 2 v — £ b s A R 25 i 4
HRNNERBF . BE SR FENDL(HE) BT, X—
Ak (HLR) B A BB 2 S ad R I BB % i F 4% , AT ] 4 o 2 4R 3t
AR (PR EIRST) , IR RIS R BEE , B AFFE

BEBENRS, ZLEEBNTILA:-OBERETHAE. BE
MISMELIE R THBRE (HBENIHMNEHENS) . OBFES5HFEH]
AL HEAMRR. BARFEREFENE, BRABE R LN BFE; &K
RRAREFXRA MNBVES LEULRER TR, OMESHFEZ



JARAHERRAS :
B R—FpRBAR, BFEEHENTHBRRRMEENZRER, HEAZHRS

RRREFZEMEHRMS SR ERFMBIKRER LR FHENZHRXR
WA & 2 161 1 #6007 & 2R 45 T 3h T 6 B 52 A9 42 T M 3h i 38
BXF, DEEFNBE-FREXEANES, HE—EESR/HERE
3 K TR B BN A BEBR N BT , 3 32 7 dfh IR 55 BOL AL 15 B By R &R
A Bt R B E (B ERE) -

i T F AR , ARl BB R T e 3%, B ELE © B IRE B
"B URLINEAY K, BOH B AR 45 B W A5 BE B LR 51 A 4ol
B, A URTE SN SE A 4k 7™ 5 BRIR 5 i B, i HL i
TN AE AR BT — 3, SR EA TR BER 57 19 &t T,
WEIATRERE . B A T N ERBE RS B, B E L H
G R A LIRS MRS GESE, LR HEE B, 7E TR R T —
TAESERILABIRI TR AL IR 55 , (48 T MR B B & 31T Z 1Ml iA B R i
WES A, BE RS EREPE . WHEE RS R BEmRS" W
SRS RB, RGN E BREALESFNFTAAEFER
AR, R MHESERI BT R % .

B2 XEMBIERAEREENEX EMHRET, HEEGEANR
B BN A PR E (BRAWLERAL) ARBESBEK
B

ZY BEMAOR

JB % B A IR RGN RE T S A 53, T 296 9 (8 T #4786
33, SR RE—R A H0r k. EAT S5 B RN T 185 1 il 3t
1789, T B 2 A 53 2 2 BT A B MV B8 A 28

MBI RS &, B BT LUA LT JLR A5y 2,

— RBERSSRLRETIITRXBRST |

KR Sl KA SR R AT, £k W B (R BU %
S1) T4 R B E R R . XA RIS R — RN BRI A 52k

Frikz—, BNRAABE BT, BRAEEGHEZS TEST e

MWk Buras HIWN




@

- EOBDE

B AR BB R, AW A EBE T A O, XH A B,
NS  (1 7 B A e 4 BBUR BB 27 1Y B, Ml 9 485 R e K T A8 i
T o MERUEBLI A KR, J2 15 BT B0 L 0 Y AR T R ARG
JEORHR LA B AN 1 # 20 AF SR DRAE , BB B9 £ b 82 A B 45 3 AL R B 2 32
SERAKE MR R, Wk BB E . SR, N BT R T HE R,
MAIGAKGEHTIIUERL B KA S8 . ANTE I 5 T B B 3 5 5 - A B
HEL, S h S FHET LR T 5, R — IS s, 2R
Foiex FAT RSB P IBIZ , AR RN B AR B RS 1 , 80 28 Bk, ot F 4l
MR B R BEXEEN,

— RIS R

AT BB S S 26, B U] o MBS L R SEEIHE . RATME,
THEBHAB OB EZ —, KX B AIE LR, Lie
TERIAS e, BRI W AR RSB A8 D AR I 7= S BUIR 55 sl R 25 FF 2 W 1E
i IR I . MOX— A3 R, FLAR W2 BE 3E e SE B A — DD 75 Bh AR
A B RIS S A TR 5y o W AE MR 22 3 %5 7 3K AT 2% it B 5 F) JB
B EN, RS m AT S AR E, RSN ELLERERE K
P, BEAR A My R B R B A SR L 7= S SR 55 A B . R A N (O B
bR %, B SR SR R R e 2R T A, AN AN BLSE iR 25 i %, i
SIS TE R B o X —H0 B X R [l 28 B L% A7 AS TR R 4% 3¢,
S L7 R | REWR Al — 7 1 7 5 25 X B L S R RE 5 5
— 5 T N S U 1 BT S 5 N R A R B, B B B O B
SR, ISR AT B AR E KRS S, MESRX FHE N &, BRE S
B AR Atk 0 K 1 R AT X R R F K e, I RETT R F T A
O, ANEFETEEN T, g MAE. 4R, G ESHETHHN, TR
RN BT RS T, MR E R, BHRE QBT HT S, &
AV 1 2 J 3 ST A SE AR A i 2 b

= R EE 3k B F B R U 5 3¢

$ e N M B R W 4328 , i ol B JBU VT 400 BRI P B 2 5 3F AR
R % . BRI PR B % 40 45 PO TR E& | LR P B L I R R



Annserrnng
B B I A 2 T2 5 7 9 B 240 75 48 A 15 RO

B

Al 2 LAGESR B Dy BAR 89 , R B B H R e 4 Mk BRI BE 7 £ B % 12
S HH B S BRI RER, BHARNERE N ZRIERFBE. EX
FURZ B REEH M A BB w4l BRI BE S, (X A E
R 2 S AR T LART A SR R o R AT 2 o 2 W 3K 4 b 19 7™ 5 B
% (Ex i B C AR SR MR MITHFRR, M AW, e
B R OB SRR S, ik A WIS BB,

IR 5k ok 35 5% B B o 3¢

5k Bk 55 RERB R 232K, 4l BB W1 50 O RER B S5 3 %
Bt

Ak B KB B A N ERIBE BLOLRE B | IR R | B A R e
% BRBPES XK HERARRE BUFBE SN FBES,
RERVEZ 3l Wi fF A & B, 58 Al 5 B R BRI 2 X &R
FEHEY, ENZEE 60 RS FRERTHEELER, ST 5 E
TAEMBORIKE T Rl 5 XK E L RN EEZEREE LTS N
AR SRR X Al TR W I A — i B, BN Z A R4 L/l T
WIEMF BRI R R, HRRRG A REKBYRMITE, S KO NARBEH
A BRI R R A B A R 2 s At 2%, T LB A3 3R 3F , 38 4 X F- L o] il h
N — 5. B AR B R B B, if T H AR B B
% XA RE AL L OB —— R A A SR A2 T B T R

A REAANPFTRHE

e AR R BRI 26, VB AT 5 N IR E 5 b ER i % . St
W RIEA L AR LS , 48 BE 0L v 8% | b ) R ISR | BT e
% RHANFEE BRBE ARBESBOFBE; T ASE AN R
FAWHRATHBE , LR R AR T R&SHITHRAEE . AR
H S5 BE R AV EREMEERE, B4 A HER S EEA
o ol BmELFIFNTAE SHRBE, LHESBRABEHXF. N

B RA MBS TAEMER, R 8 A B BB PLE 2 011 B

WA EE, b ISR E R P B O LER R &, R A RBIE /,
(S
4

pab o 2 UL 2 3%




AR EERFNM,

BHERSARKA WAARE, UASESOREE M, A s R/ T

BB 9BURYE, Lk Py B0 W R, (L HE A S 0T 2 42 05 A 096 R 10 7= i BB
€ FoFIE, RESMTE W R S R, I, W B E A B
€3 kBN H N R T 2 T SR A SRR 2 5 R T Y A4 9 15 442

8

il 3R B B0 B b 2 A SRR 2 96 ., T 4110 03 2 4 9 K5 P S

O FHMEREMX. NRBZEMERSNRBUE WK R, M0 R
SR SAR A BRI B o Ak PN BB AS B 1) 22 6] A 2 ST B AT A Je

|
|

F—HENIRGCR MW, A B AW, AR F X REB KL, H 74 F)
FHARIBBEUR , B2 464 P30 i 2 0 4/ MR B3 75 0 6 78 A 7 Sl IR 55

WRBIERE S RBERENRERLRR D EEMSTM
B L -1 R BRI B A B ok, 78X MR o, SR SRR
BB E RS, AP 20% ; NEREE W BN 9% , i B hn_E sz
(9% ) FF (10% ), W SALE K 28% o XFE, B2 Wi B XA 2k
HETTRR BRI E] T 48%

W& S 19 PRI 6
99% 9%
'x//___\\
\ HRM }
u B L A Li:D SR W o s
# 8% # 20% G
10% 14% R
®
g el R /3T 15%
9% 6%

Bi1-1 B EREERHERY

LA RREH RSN EEEET MER SRR, F
i EERE TR . S BEAFFFARE, REE SR, EHBERR
BHRBEXEE, EYHAMANTHEFEET, EEBESBE, K
HEXREBHAAEES L,

®



SRS 2R AN

f-7 AREUSHENXE

TR, T T G S, R FRAENRRERE, LR
“ R A G M A B B H 2R AT, BS R XE KBE B R S N R
X, Bl BEMECRNELR S W RIFAXENRE, TREER
A S RARENMEES VRS RENEERR, —&4
WEHCIEBEMEEAT B CHLEEE, 1 TCL £ 1 b B & 2 frE
WEERE W/RBHT “EITMER, AITHHRIR" . — WHBE%E
YHELZ T 845800, IR RBUGMHEE A, KRB R KM, BAL
AR HOENEE RS, XX AEEIRE 0 BE L 15 HE B & IE
Faa R B R, R BRER YV EET AP It aBEMESHE
RV HHFR, X EERE N RAKREEGRE 4P’ s KED LIKEX T
T4 BB ERAET G PREBRE, EWH RSB, A It EE B
&, B LR A Ml (8] 4 25 6 8 3k B IR, XL R SR B9 T B R ARk A7 R R
P — B, TR A OB R 1 U 2 W R B T SR Y BUR A IR 42

— L S5HMEXRIRE

BENLSSGHFBEARAUER, THEHWRELH TWTHEE. O
ML, B AE A ABE R LA 4 QE|H WL, Bl 4 L REF
RELA 4 ;QFRWE, HEEREM adl e 2aMHEF 4. A
A SEERNXRE,MPER T RSB R AR, Sl LITHR™
SR , PR BRI R AR5 5 58 = R UL R TR R BLR, bl 3C
FTHIRTIF R E RS AR , (P bR HE R B B . BEXH TH
BAE  AEIRL NV SRATHY BYIBUR B 6 R, E T NSRRI 42 Y
KRB A", BHERE M E W

Z . mEME

JRZ AR, E A AR T 28 FIROEHK R T Ak X 5
HAIR, TR BB, AR REFTER, BEEELNESNFRA
B BEHNERTREAVES FEE, BZRHEACHIKEAIHRRL

.
|
]
¥
5
R
&
x
)




RS ERRTINH,

A5 RIS . B AR VRS A S 5 0 M BB AL A B
et 4, I 0 S Ol 5 VR AR B U R . I L 5 e
YU R, 5 YA E R TR R R BRI TR Sk Rk
(TR, B R BB LSRR TP R T b0 UK U BYIE S 5 2l
FIQET , S IR ALK HI AR R 1 5 IR 2 IR 5 5 X 2
MU L RIS 2 4 5 ELE MEI A R B F 45 B0 i S AR A,
TR £ F B B R AT 5 R e IR S5 07 BT RV, I 4 R
HHFRE—H T,

{H R BLSAE TG P AEFE M T L FIBUR R4 5 2R 9 1) B, ol
BT SR A N H — 58 B SE A 877 o A Al JU P B A 2
R LA IS (BRI BA A TN A 89 R 0, B R L
B, HERBRISK, BATRBOL LN 2 FBI% R EH K0S, %
FLETEA A, ARSI IR 150 Y S S 77 £ ol B
BEWER, ERGIBEEHN, RADWOIRFEOA, =& X RHE
FRR A W BRGNS , T A RIERSE R, R, B A, B
25 RR AT AE A1 B S, RIS A R e YA, RAT L A o M i B
A B 1 36 R, B =AM Y B« S 25 H 7 K 5 W L L2 R
WA AR 7 SR AR 1 975 o
i T A B X 2R 01 T, SRR B SE T Al TR £ AR IR B A
KSR GHBE R . BB G BB , R A R
S R 220 ) e LR B S 00 LI A DXt T A4 S B 2 B 2 A
BB, R E I, AR B M K K E R
R, K, B B TR S5 R R R, B R, P
 EEMRRS . USRI R, RAT B SRR S 4L
 XPRBATTEEATIRARBR T, X AR B A R e BRI AN, R E R
I s 2, R 0 A L B 5 SR, 01 R 0 K L 1 2
XL REA T A FAR o %W IR T W 1 I HE R HE L 4738
VAN DR W B e T 5 24025 07 15 3 40, B O LY (RS S R
R4 B POP [ 5 S S A 25 W6 R K 20 25 A o 015 G RO BB, T
A B R SEE B A T S SO , 1M T S W S R A A K S
%, I ASTH DR 20 A B 15 il %3

B WA R B At () TS BN, T 40 e B 2 0 2 B B

-~ poasonCy




JREHERRAKY
TEERRR, BER AW TR, BEREHL HRBRT 5HE N
PRS0 EE LA TR AR 9 U S Aol g i O SRROE , R T B, R R 0 2 K
B RZRSBBIAWE . B 0B 2 1 LA i35 2 3 b sl f 6l 3
PR B dl R AL AR B W TR B o Bl dn, 3K 3 & KR i
&, HE N EREN G EABIBE , R B A B2 U BRI 1B,
BB S KRBT, B 2 7 4 0 B A W R A HUAR, T LB e K A
TR, BEETRGMNER . XREHRE, RIFE%E K5 B % E
BE,MAFBRENXBREEBRERT. AANTELIRS—H0BE # AL
KRG — N EBENS B RGOSR TARERLNFEE, A
BEH—ANEBE. IXE—HHNEHEES, WERITOFEHE, £
F—IBER -TEENEHEN, SHREELES] — D FHREMK

G F Y
= BEHEENHPHHTR

B R B e EL IR 7 56 (AU , B 2 B 10 Mk R 36 ph 2k 55
BEEHTRALRN, BENENEIIBRRE - HISTHOLE.
AR LIRS, R SHER RSB AR ENE— BEGE
SRABBIE , ol A8 LA R B 7o S A BRI b, el |
BRI 2 0k BT 2 0 B LA, Sk, 38 HH AT JLA R % A (8

(—) B = Bm1E

1NN RO TR, P S R BD o 7 0 O 1 B 7 R
S 7E T R B B PR A , B 7= 5 B S A R 20 . ISR Aol
H 7 O R B S TR R RBARLAT v B B R, T A FE B A
R, R G BT S AR ELA MR , B B S LA B
H1E.

ST S R R A S A A

1. SR TR PR RIRT o DS A BB B 5 QT , S
7o R B IME 7P S BB OS54 J o E AT 7 5 B0 Y R
e A3 A Bl o, SRR (Intel) 4 F BB BA R E,
1068 4F AL LASK , BEHER B B o AL AL AL 7 S ORI QU AR QU f

s 2 7 i

IO oF B o J

M. E 1971 SRR HEH SRR — ML B G , URBET7=an 8l



