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A Study on the Construction of e-CRM
using the Expert System

Kim, Gi-Rag

Major in Information Management
Graduate School of Business Administration

Pukyong National University

Abstract

There is a change of marketing paradigm to do a competitive business, with a
change of management environment from industrial society to internet society.

In banking industry, as competition of retail finance is intensive, there appeared
CRM which is a kind of marketing strategy, not only screening good customers but also
doing one-to-one marketing for improving customers loyalty and satisfaction of goods
and service of bank. The strategic importance of CRM is increasing more and more.

At this thesis, first, | presented e-CRM construction plan using expert system in
banking business. Secondly, | grasped relationship of internet server and expert
system to use expert system at Internet. At third, | designed and realized bank financial

goods recommendation system. In other words, when customer chose financial goods
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at internet, expert system presents goods recommendation which was inferred from
customers basic and personal history information to customer.

Expert system which uses e-CRM construction method presented at this thesis will
be used at financial business such as banking business, and | hope a follow-up study

of this thesis will be done.
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