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A Mode of CRM Srategy Based on Balanced Scorecard

MEN G Qingliang' ,HAN Yuwq', MEN G Wen'*?
(1. Indgitute of Economic & Management , Nanjing Universty of Science & Technology , Nanjing 210094 , China;
2. Xuzhou Congruction Machinery Group Co. , Ltd. , Xuzhou Jiangsu 221006 , China)

Abstract : Customer Reationship Management (CRM) has become one of the leading business strategiesin 21 century. Because of CRM’ s complexi-
ty, little research has been conducted in defining and applying of CRM srategy. On andyzing the reaon of thefalureof CRM , which are theinexplicit
grategy definition and the misdentification of key processes, reurces, competences and technologies aigned with CRM drategy , we use Baanced
Scorecard as a new tool to define Customer Relationship Management strategy. In the pgper , we propose that BSC isone of the most suitable tools to
describe CRM grategy , and a modd for defining CRM strategy basedonBSCisset up. At lagt , weillustrate the modd through a case study to vaidate
itsfeashility and validity.

Key words: Customer relationship management ; Baanced soorecard; Strategy model
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Comparative Study on the Wor kflow Management System and Enterprise’ s
Traditional Information System

HE Xieo-hui , HUAN G Shi-xiang
(Anhui Agricultura Universty ,Hefe 230036 ,China)

Abstract : The workflow management sysem isa new administrative skill built up on the platform of enterprises information sysem that develops re-
cently. Thisarticle uses a rea example to anayze application efect and the running mechanism of this new technology , and do research on comparing
with traditiond budnessinformation syssem. Summarize in enterprise busness treat ment adopting workflow management system will have a great ded
of advantages ,such as ,obvioudy raisng the eficiency , lower costs , flexible. And d objectively pointed out the problem that workflow management
system now gill hasin the aspect of standard and stahility.

Key wor ds: Bus ness process; Workflow ; Workflow management system
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