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Teaching research for customer relationship management
course based on visual analysis
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(School of Economics and Management, Zhejiang University of Science and Technology , Hangzhou 310023, China)

Abstract: On the basis of analyzing features of CRM course, it is proposed that BI tools
should be used to collect true dada. The ways to carry out visual analysis for data and to apply
CRM theory into practice are studied to make CRM courses more concrete and active.
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Table 1 Investment analysis for customer A

AL 10 ) 34T (4 10 B Bt/ ik &9 A B F/ BB/ FKHBA/ EIERL/
Hgeibmtm %/ af/ ot Jo Ji JG JG JG JG
2003-03-11 0 0.0 21.17 10. 0 0.0 2 117 000. 0 6351.0  2117.0
2004-04-26 10 2.0 41. 23 10. 0 20 000, 0 4123 000.0 0.0 0.0
2005-06-03 0 1.0 10. 63 20.0 20 000. 0 2 146 000. 0 0.0 0.0
2006-04-26 10 1.0 15. 22 20. 0 20 000. 0 3 064 000. 0 0.0 0.0
2007-06-21 0 0.5 13.03 40. 0 20 000, 0 5 232 000. 0 0.0 0.0
2010-02-12 0 0.3 13. 41 40. 0 12 000. 0 5 384 000. 0 0.0 0.0
Hit BPAANERF 3 258 532.0 T
AR H AT DL, B P 25 7 1) DRk AN [ - R2 B BRES
1 AFA 211 Ao, A SEF 326 HIG, Table 2 Investment analysis for customer B
AR 6 351 STHCABEEA 5 706 B WH_ ZHRE FABRESE VBt FREA T
IR EE R 2. 04 IR AL 2003 10 50 000. 0 50 000. 0 1 500.0
2y VE R A P ) 2004 10 100 000. 0 100 000. 0 3 000. 0
o 005 0 00 000. 0 100 000. 0 3 000. 0
o AR Z TRy A BB R 2006 10 100 000. 0 100 000. 0 3 000.0
TG B BEEARD AR R RAORRE g0, 10 100 000. 0 100 000. 0 3 000.0
AL A 2008 10 100 000. 0 100 000. 0 3 000. 0
3) HEFENABHEPEMRER 2009 10 100 000. 0 100 000. 0 3000.0
%5 PRIE & BT M R R A SR R B R, 2010 3 100 000. 0 100 000. 0 900. 0
GRSEIRI AP IEE INE T T BB 2 WO <20 100.0
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) TS0 K G N 52 o B MR 2858 380 38 0 52 2 Wt 3R S B R R0 2 0 B L R g )
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2.1 CRMEigMHA
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R CRM LE B AR AR 1 8 H 7 81 SR J 4 BAA B 23501 o A B Heml 72 77 F1 Excel #4305 . Heml 2
Fe T CRM A B8 o0 A 45 A5 S HE 7S O 5 28 6 53 09 R b B0 SfF » ml o 0 08 2% B as 47 1 17 4 A
BOls AR A 15 4 BE S BLIK R B B OLAP HRAL T %5 #2455 Excel SCIF AL 3 SRR KOG A A Hoe b &
Py B JCRM R G D RE FAE K BT 45 ZR A L SR 7 A F) T L Bl B4 45 5 Excel SR FIA G HIE . il 4E A
o HriE . AL E R P2 CRM AR . 1 24T CRM i % 7 JE B 3 i 32 57
TET o TR B 5 P R 4 J 1 L B OB L R H ) A AR L i A R e 24 < S R AT AN (R R R B3 A
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PEESAER (1) d  Discription —EEEETEE

10000 e L3RR Occupation 42| 24 11, 083, 415
TELE Eait SEEETER 92| 24| 9,726,892 92
R, Regimf 28| 24| 8 957, 420.28
W . Loantime 04| 380 128, 148,459.02
T ... Returndate B4| 458| 172,732,883.75
#3h Y BRI 88| 264| 105,502,048.38

1 R Y EBHRE 64| 240 86,753, 369,64

‘.'1900-5000 SRR N AgeClass .44 144 89,879,824 44
T ey ,|  Birthdate 72| 336 204,485,978.72
Grantdate 72| 144| 84,525,093 712

{ﬂqi@ﬁ, Shouldsumperm 44| 168| 96,830,548 44

2,076,879 | 2 &4 8 38 96 | 45, 423, 078. 36
5,061, 213 | bz, 651U, z63. 2 | 96, 541, 500. 96 | 192 | 91, 780, 587. 96
1,295, 847 | 13, 470,321.6| 18, 660,190.8 43 17,364, 343. 8
3,275, 739. 36 | 38, 993, 155. 2 | 56, 415, 841.92 | 120 52, 956, 932. 4

5000-10000 FRE
7T

B 1 447 CRM % PR 5w

Fig. 1 Internface for customer base in bank CRM
FEX I B B 3 A b A DL CRM B8 . 1) & P 455 4% P AR IE PEAAT 453 52) & A0
HRAE 2 71 DR SR 3R 7 Ry Ak STRR A R 5 3) B IEAZ SR A OLAP, p M2 8 A M B % 1 %
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SEAE P CRM B 550l 55 3 B 2 19 i B b R T A9 S5E 1R BMV 35 4508 8 Kl dls 5 w0, G 26 B di 1 08 1
1999—2000 4F BMV F ARG 8 R0 28 LGB0 A R E 52 AL HliA% 208 Excel 3t 12 987 & 83 2 8l A
15 A B IR R R L [ 2 R BB i B RS T4 RSBl 2 AR 55 16 sh b R T POS
i W 38 5 R 38 5 A5 SRR AR AR . A CRM B3, o] OB vh & LA T ] 82 1) AN [+ B[] Bt A
b B0 5 B A RAS A S AR A 5 2) R T R VRV A IR A L B A R B HE R AR5 3)
) s DX ) R LA R o A b LA AR AL s 4D BRI RS B B0 8 B B A AR AR 5) DL
FER X IOL Y BAS A5 ol s AT i S Aol ) T S D R P SR BRI S5 . A e B A A R PR
I g BN TE LSS 5 B B B BRI R

A | B | C I 5] l E | Ly I G | H | ! | J |
1 Quarter Region Amount Sales Product Line Product Famil: Product Category Product Name Month Name Store Type Store Name
2 o Americas 11,299.0293 Books Arts and MusicArchitecture A Unigue, 3D Tour of Archi February Franchisee Brooklyn
3 o Americas 24 563.10742 Books Arts and MusicArchitecture A Unique, 3D Tour of Archi February Online winwy. downtc
4 Q Americas 9.211.16504 Books Arts and MusicArchitecture A Unigue 3D Tour of Archi February Superstore New York
[ 5 @ Americas 20,148. Books Arts and MusicArchitecture A Unigue, 3D Tour of Archi January Franchisee Brooklyn
6 Q Americas 12,144, Books Arts and MusicArchitecture A Unique, 3D Tour of Archi January Franchisee Buenos Aire
12983 Q4 Europe 809.35492 Videos Kids and Fami Family Adventure Jungle Book October Franchisee Dublin
12984 Q4 Europe §79.81018 Videos Kids and Fami Family Adventure Jungle Book October Franchisee Lyon
12985 Q4 Europe 821.15619 Videos Kids and Fami Family Adventure Jungle Book October Superstore Stockholm
12986 Q4 Europe 8.716.59766 Videos Kids and Fami Family Adventure The Red Ballon December  Franchisee Cologne
m&d Europe 13,350.65723 Videos Kids and Fami Family Adventure The Red Ballon October Online wwwy. downtc

B2 BMV 88548
Fig.2 Sales data for BMV
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7 JEIE AT WA B . Bl an . &1 3 & BMV A w] OLAP 85485 43 i B . 20 B LLIZ 2 ] 1999—2000 4 12
987 &K H hy ek, LA region i 4EJEE L LA product line Dy T4 JEE . ot 4 B =5 S JR IT 23 #r

PEEHAER (1) 4  Amount Sales

|Books IMusi c IVi deos

5 . Year
[Unit Sales [Unit Sales [Unit Sales anET
ericas 1,336, 072 613, 754 286, 195 T ER. .. ==
788, 729 435, 276 189, 036 =
4 : : FiF... Month Name
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3 BMV 558 53 Hr Bl AT 5 T

Fig.3 Interface of sales analysis before drilling down
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50 HE B Quarter 4 B ] T 4 5. 675 51 454 M IX R [ S I
W . o Unit Sales (Unit Sales |[Unit Sales
) 25 52 (1 9 45 Pl 22, DL T 4 Sk IRE OLAP i i 31 24 Americas [Q1 266,618 | 125,676 52, 301
S K Region Ml Quater, TR4EE AL, 6 Al #24E 4y L 2 02 276, 523 128, 669 80, 820
BE ROy S i SR X R KR T R )2 93 286,008) 132,958 81,609
. - 4 494,923 | 228, 451 111, 265
N A R R B e R A/ s ’ ’
G AT DL ) SRR AT R [R 2 R IR A SR AT e 55,555 57 TN
38 35 H5H A AT B AT AL R AR R R A L DAOAS [R] Y )2 IR Pacific [go 141, 344 74, 150 37, 256
TR A X B0 A7 0 22 AR 3G, (5 43 B 2o 2 1) B 9 | 3 158, 560 84,775 37,590
e 65 LS T UL O ST 2o R 5T 53 45 R | ety oA TR WS
u g N o Europe [Q1 144, 800 73, 850 32, 6719
SRAA I 2% A A S rh 2 4R B8 T A g B YOG g 3 235, 426 129, 323 57, 818
Kl 52 4R 1T CRM 2 7 B O3 3 04 80 4% DX 80 o0 A, Rl % s 315,600| 211,307 91, 366
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Fig. 4

Interface of sales analysis after drilling down
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SUTREF
S TR A - 1ZBTEZED  |EEE ElaiE X B | BRI
- HEE - REGRE 10 FEBLE[ 77, 792.31 1,005,600 | 1,347,533.55 3 1, 269, 741. 24
¢ HAGTSE C WIAR 2000-3000 5| 524,582.63 | 11,547, 160.1 | 21, 285, 675.55 55| 20, 754, 985. 31
O ERERSE O BHRE 3000-5000 56| 513,411.57 | 11,140,724.7 | 20,536, 465. 18 33| 20,023,053, 61
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Fig.5 Internface of repayment analysis for bank CRM
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