FL10EFE2W
2007 4 4 H

BB M ¥ %
JOURNAL OF MANAGEMENT SCIENCES IN CHINA

PO 00 http://Awww.cqvip.com]

Vol.10 No.2
Apr. 2007

—ZX CRM RBEPHERHEEREO

FRAER!, =HRAEY, B3R!
(1 IR GIHETES, 65 100084; 2. FEET A, PE Fi)

BE: APV AH CRM(E P ARAFHE)AAHBREANT  BATHELRE A A0 AL
HERM AR EA R T AR IR MRS INR. B ARG 547 8 T Pleifer
#2 Carraway ) %38 A Makov B E SRR EE P L FEA FARAMEN —AZH . %K
RHBARBRHEEAE AL AL EMESIER . FHHE EL L ERREAE, #—F it T HHEE
TREHERBBEAG AL EREV, R RABNGHEEH , DL HPERA L E K.

XK@ CRM; LRT R4, X%; BA
FEPES: F276. 6 SCHERERIRAD: A

0 5] &

REBNEFRUE P BP0, BR
EPXRFEE B, SF B RRT I
RBERAEVLE R . BIEN A CRM (B KA
EH) RGH IR b TG A & R
AV AREE“HEL 7 = TR R R PR BARE PR,
BT 1% 2 45 L oh o s AR 4B & 7 B WA REIE SRR
R T BEHE RSS2 1, DL 04T, AT HE— 2
MBI 3h, AT B b R AT R BUE 198 . JR
B EXF CRM RAEZ HE T P ARRE A
BN, X AR R EE T T LSRR RN E
PG R, X SEBERES TR P 5 ol
“ULEE” (B JE — RV SE B BUTE Ry B [8]) BB (il
WA e I B BN & T B SRR LR (GE
% PN E) RA R ENE S RIEX
EIRB SRR AT RE L R I RS Re b, R
RRERDE PR B B SR A P
R R AT, A BN Pk A X
HC RS RETIES . XFREBE S T
EREE AL 5 RS, A KR B HLE R . i
[ &Pk 77 ThT B LB AL 5 SR f ol S AR B

@ Wk BB 2004 - 06-01; 51T B #A: 2006- 08 - 14.
EETH: BRARFIFERS (FE L) EHITHE (70231010) .

NERS: 1007 - 9807(2007)02 — 0048 — 11

BRGNS R BIL .

A —FNE FIARIA E T B AR
WL 25 ARG AR TR E 45 & EMSE
A HAIRT ST, A A S R T R S — R AEB SR AL
EHWS ARSI R P R R JHR
PEZRRAL G AR B SR HO LB AT

1 PR R iERLRR

1.1 EFEFAGEGHETEFAXRNSH
HERMANMEE, BHARN LA —%F
P LS —FPEHCRHE PR —R]E
AFEE P THE PR LR RN
KA O A IR BS AT T &
PN TER W B2 b O BRADAT O, BT LARDR R
RXR(ERR"AR) . HED, LV E5FESH
“RERRARMEE SR B RE B Y
MBI E XM R R R AN, RERS
EPHIGH,AERE P REAXHE TS A
“B R TR BRI B R R TR, A
SHFE AN KR ERAR, LG5 TR
HECR EREAMBARK AR ABH. H

feZ R BRIARO955—), B, AT R AL, BIZ 4 . Email : chenbch @ mail . tsinghua. edu.. cn


http://www.cqvip.com

28

WRIAAL% . —25 CRM MBI pAe s R R SR 0T

PO 00 http://Awww.cqvip.com]

e, UL AT R (R ) R TE N & 28 AR
HREPXMERFESFEE S HXKERE . ZP
Xt 72 S B R RO S X 7 S A L A G 4
B 5E PSR Z T USSR, £ EH 85 B
AW I & E B Rk NS K R BB D
HRERSH R R (B TRESEIZ P AL A
CRM fRYEE X FRE) HERE— IR, 3
HRAB DA RS . BB B T HRESHRES
o, AV K IR A R R EGH S RR . A
KPR TEAR B — MER RS — RS EIR
IR S AT S A AR G A (E AR R TR
8 BB R RS AT I R AR BLR
1.2 BEFERPNACEPNHEEIETIMERR
i

SIAXZ N BIGHT, ET OB AR,
RIS LR E LB A5 A Z R B B bR
BYEL, AT AN EATT 3 A S s o AR R S hr
AT BRAEHE A R S FE 47 ( Reichheld ) iA 2 R 75 2
—ANE 4w, BRI R SRR 3 e x 2 H) R AT B
HHEEZK, Morganm 1 Kristensen'*1 % A [R] B4t
AWML :

(5FFPM)REIEF  LHETHAKR), Rt
BHig (), BRORE(R) , LEABGE);

CI=EENSERE  ERRNARE R UK,
FHAGNFE=5 (), AEFAE R (5)

=@ E 0 —X—% AR, /b
ELT AR, RS EES S EAHF ).

KI5 F P RBEE, REHERG
B FREE S HIA AT R (R O8RS 5 P X TE
FORHANSE S RATT R B XA BT 1 —
LR I R AR S 22 (8], B R B s — R i B
RE XA R EEAREEHE SRR
g, MHAHEARIER TSN .

R ER N, K 3 MR 1
ME—F 0T, IR RN 4 PRE  — -3
AERNE; =X —B5IAE; MESYFARE; K
B EE Y5 2 AR . B THE RN &X
FHEEHLMAEXT E 2 A2 M, X AR 25 W] DA JL R
B Markov R FiR .
1.3 EgR

E S CRM G, DL FRES MR L &,
WA EHARXERRBAZ RS L, B
" R%T CRM HIRL AR BRGSO RARIERHTEA
ENERTE B RESHISHR, KT A

Bt PIFRR AR SHIEMT MR R AL
PR LA 7 8 (LA T4 9 SRk R 1)) . 5
HaBI SIS AE, TR SRR BN NE
FHZE XA E, R T E NNz SR
S e EEA R, T BRFER
FAk 1) 3E WSS N TF R A, 00T 1 4 4%
BERRK, BT T —MERE P LREEM S
WEERAZFEREER, AT EEIRY
5K, FHIHE TR RGEIT & KA R 0]
AR AU MBI SR AR HE TR X RE
Heh g % £ R 8 SR AN R B, i B A AR SR
TR AFIE AR, 4 8 TS ke
BRI T H 2 W4y SR | 5 )5 45 B S R
FAULER T HA R ; AR ARS8 A B A £ 1 M 7
W ARATIE BRI W B 1 =R A1) 43 28 IR A A T
5, BETERVETUE PN AR T AHS S
I WS o £ P 465 i o B AR O DL SRR B 2L
BESEAT T RV ARAT 4 2R B s BRI A
RELNIEFAE, M HRMZRMBIER 1%
T — RN R AT TR, THE T & P 4 KRR
IR R TR, AT —MET
SOM( Self Organization Map) H % /1 43 2K U5 ¥ 5 Fr 4E
Frag Lol g B AR Y ) £ FE, AR B 1T 40484
s 5, DA N $0AD 2 A A B8 S B, s
SMC R (—Fh & 132 54T R RN RY) , #4743
Mr, BF THZB B A R, AR R
EE ST EZ P S BESSOEN B P RS E
FMHESTBHEAT THHE s BRI S A e R B
MAE, ZRAE - MR THRANRELMY B
ERP %X {4 i 18 48 R B AR &Y (935 CRM, SRM,
ERP #543) , i R B A AR £ FE 4R e ARl
DLV EERENERMES U EW ., BK
IR E, XA T B WL IR R ; R A
U SRR s, LA TT 43 85470k i
5L EF AT AR EN T RIE T 367 Ml
B PHIREA SR, DABHE LA K56 0 07 AL
TERPEESHREEREZER R 458
R EPIANEME FPWE FI RIS
BAR % PRI A P LR L R a3 o
TR T A S K PR S CRM £l A “ B2 e
KREREE T BRI F KRS

TEEP AV EER T, ML A 6
%% . Courtheaux 25 T & P A E WIS, H4E 5
JUANE AR AT T3HED ; Dwyer Y B T
PR R BNE (LTV) AR &, A T & PR


http://www.cqvip.com

— 50 — O OB 3

PO 00 http://Awww.cqvip.com]

R P R A 534 10 B 5 5 75 85 5 Berger
il Nasr 545 T LTV ROBCFBERL, 3 45 H 20475
Blattberg 1 Deighton[m; G T AT LU R R IE P
A FAERE R P BA LTV A AL R AT LA
R EIRE M1k [ © A8 8 ; Bronnenberg! 7 F| F
Markov £ ¥f 2 F1 ¢ R B A 7 M it A7 T 22115
Pleifer 1 Carraway''® F| F§ Markov 4% 82 37 M1 1 1 &
FIRFRERL, I SR B UM BUHEAT T AR
FFHE RIS ; Jain F1 Singhl'0 35X A~ S ) & &
T?ﬁ*ﬂﬂ%ﬂéﬁ%%tﬂ TRSERNGR. ARG

IR T R BT CRM BB ST, B g 12
*'JFH LR RS X B PR R R EME P A
i A BT TS, A LR 5 Pleifer AR, {H
AR s BRI 2 22 50K A Pleifer (1) S8 26 4 % P
KRB HCARAL JRHAT T 204

H T A SCHY AR 2 6 BT i N A T
Pfeifer F1 Carraway [ 2 3%, XA 6] 19 & P 44 8
IRA K e AT AT AT, X R RE—TF
Pfeifer ) T{E . Pfeifer 1 Canaway[lg]%ﬁﬁﬁ% # 5
MRS KE R E 1 traite, S
IRV REEREEE T — P HBER P

[pp 1-pp O 0 0
pp 0 l-p, O 0
P=|p; O 0 1l-p3 O
pe 0 0 0 1-pg
L O 0 0 0 1

B REHEREHHETRSNE

Fig.1 The structure figure of sales process in a giver sales status

R ANV 535 Ay M i o< B AL DR S K
=SB A N A M) A T
HESEPR B B OB 95 i R BLE AR A S (O
WET d), G M ER. B EARICE, HE

E s 2007 4F 4 H
JREHEN S AR RN
V= 2(1 fd)iR
SR+ (705)R + (5 fd>2R +
+(ihal® (1)

25 B TC PR YRS B 1175 LA R AR N g B R

B2H
.y R
Velmv-
1+d

B PO R RY. i B,
WRIEBAE RN BB E T S8 p, =
0.3, p, = 0.2, p3 = 0.15,p, =0.05,HIEHEA]
BT S ARSRBR A X — IR L B IR AR K
BHAERMTRES . A EH IR EERET
BERRA I P E B 45 AR R, IR R I 4
FHRAERFRERE F A G R0, g SR
R W ASEO B, KR AT 0 EARE . #F— P18
HIH4E BT E UL KBS T LA F i &
bFﬁ)# RIS O AT R 24T (BLERER 43) FFR

IR RIS PR BB ' CRF
H{*%F‘E’Ja@)&) R TR E SR B Y i R Y
“RE” HEAE LR ERE
HEFE , R TBUE B RAS” FR IR AL A
BR80T A UL B B SRS A R (E ) . AR X
W LERERES RALRERMEHRAS &
i R R BRI S — AP B A = (1) K
(2) BRI BN T [ b S AT F) A

=HIA K Markov $E4 R 4347

2.1 HERSE RSERISRWXEER
BEFEAFA BB HEH. RIE1.1.1.2
T ST B FE A5 DR AR AR A B AR
5K 5(56?%@%% (=Xt —H Ik
) ;3(—=% — AR 20MES G IR,
1(ﬁé@ﬂiﬁ%ﬁ%ﬁ‘%$%‘flﬁl ). WIEET, AR
Lt & B 06 R AT DAZE B R AR ] — N RS 7
TR —ARES, R TT REES 85 B TD . (BUE - HE R
BINLEE N N = 40, 858 A M = 4. — KB
BEER TR pys QRER BT, WIBRFI N — M a0

(2)

2 :l

@  Courtheaux R J. Database marketing: Developing a profitable mailing plan. Catalog Age. 1986: June - July.


http://www.cqvip.com

®oH

BRI AL : —28 CRM RERL A BOHAH 5 HEms oA

PO 00 http://Awww.cqvip.com]

AR, K FRR G — AR HER A XTI 1 -
pisBRE(pi < picis pj =1, i = 1,2,04,)),
jC=5) REE. BE: HENARTELHE M
ZRIFEA A B IR EPRE 5 BRE BCA A AR
% Pleifer 1y TAENS) .

A A U B S L S Pleifer SE 2 —FF )
HESRREE(E 1);

A LU# T 5 Pleifer 55 B R B XA R G5
B FREBFEEMRZE(P.R.V);

AT A (1) A (2) M B it R R
AT REEREAY.

XN — R E IR RN D
IRA] REEREAL . 5 E W 3 AR BE B T Pleifer 70
Carraway W IS5, SMITHASFETE FiXx e
REAFRBEN, MEET—-T25 8RN 5
Ll EEME RS AR T2 W LhRE
HAFFERS ; IR E WAL E AR, (B3 B F0
R EFHMEAN, MAUUHER R ER.
2.2 RFIBN

ARG 43 B I AR FI S 43 4778 H
Xof 5 H BH B I AT LA A FR U B AN C IR UK 4K
BHIRESL AT, T X A R O B 4% 8 SURT L4y
H—IRKAEGHREBIR LG HINEN. — KL F B R,
Al AT ARAIE R R T B R 5 A R i
] ZREGERT, DI FENEASFRESEF
Z AR, B At XA R A 0 & P RO AR
FRYAH B RS K 5 X TC B UK 22 5 X i LE e B AR
IR B, 4k 75 BEHE (R B T AN [F] A i B SR g

ZIAER.
2.2.1 A FRRANAE KA TR o4
—RIEGER I (L d = 0,lj = 1,p; <
pi_1,7 = M/N)
Vi= (I+P)R

= [N—2M+P1N PzN—ZM
psN —=2M  psN - psM - M 0]"
= [vl »2 3 04 u5]7

Vi = N[(1+p)) =2r ps=2r p3-2r
ps—(L+por 0]
ERFR AFERENE P HEWEF AR
1. 5 (p3 - pa) > (1 = p)r B, iZAE 0l > 02 >

v3 > vA WSS, REIR PR T & B E A
B REARREAF N, BE P RAIRE . i sEhr
W A ES A LUREER P B LR AR
(M. B D i K, B i > 0.

4= 2,300, 6 p; = 2r , RASCHR[ 18] S
BLOESRp = 0.2. Kb p, B RS ERF
FREALR . IRE R | = 4 R ER) BE
FR(FE py /D), HHT:

CHIN, ME RSN B > 7R
ASHE 0.11,7F py = 0.05 FH T, 3HEEE P
HERASHEANN

A N.op, B B{ERA 7(M) K7 <

1+P s BIY py = 0.05 AF, A4 BYAE AL A

M < 1.9, TEXCHR[18] MSBT, Z LR FHE
TR A

AT, 7ECHk[ 18] SET, HE
ZH PR B FRE 20MER T &M R) ZFJIJEI’J
KA, XRS5 P AR KF.

B ool o4 BIHUE

vl 1+ p-2r r

4 :p4— (1+p4)r’p4 1-7r

TR R TE ps BUNIEBLAT LIRS,
P B A AT AR K. gt il LAE X% 2 (R3S
D AFE P CRE 4) BENHE S KA K 2
5, T HAZ 2 B r R (A M 2e4k) midk
SR X AT LA — 10 1 AR Ay e RS b Y
FHEERATRAEP (TUKRT 90%, #4847
BARHIMAS A /] .

i b e K HHEE AR A

4
Vi = max[N + DO pN - (7 + p4)M}
i=1

Hr M /NS

ZRAZGERIN(L d = 0,]0j = 4,p, <
pi_1,T = M/N)
(D), —BBA ol > 02 > 03 > AWER L
K ERAT DA BT FRENE P HERIR
FlZRIANE. B R R EF R P AT LR A
RIEM BN KRR, PHTEREARE S, X B
Gt va . R 1L R 2AHZH 1.2.3 4 KK
vd'D FIBEMER p, (FRERTZ3AT 02, 03). o


http://www.cqvip.com

— 52 — G

moE

PO 00 http://Awww.cqvip.com]

¥ % i 2007 %5 4 A

1 BHE 123408 4 HHREESR

Table 1 The expected income value v4 when the selling happenes 1,2,3,4 times
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Kind of CRM modeling and its sales strategy analysis

CHEN Bo-cheng', Ip W H*, LI Ying-jie'
1. School of Economics & Management, Tsinghua University, Beijing 100084, China;
2. Department of Industrial and Systems Engineering, The Hong Kong Polytechnic University, Hong Kong, China

Abstract: Beginning from the analysis of the lack in CRM’s (customer relationship management), the importance
that selling should operate based on the analysis of customer himself is emphasized, and the simplified state guide
line is given. A CRM model is set based on this thought, the index, Pfeifer and Carraway’ s model and Markov
chain, then the corresponding computing result and their analysis are given for the case of one period and more peri-
ods selling in finite horizon, also the case in infinite horizon. Considering the practice, the model’s result is dis-
cussed, based on the different selling policies. The result shows decreasing those sales with smaller success probabi
lities will help the enterprise to get more profit.

Key words: CRM; Markov chain; customer relationship; model
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