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Customer Relationship Management

SUN Yuling, CHEN Fang, YAN Yafei, DONG Lu

(National Science Library, Chinese Academy of Sciences, Beijing 100190)

Abstract: The application of CRM, customer relationship management, in sci-tech novelty search service
management is discussed. The paper discusses the relation between sci-tech novelty search and customer
relationship management. By summarizing the innovation mode of the current sci-tech novelty search service,
this paper discusses the characteristics and advantages of the new service based on customer relationship
management. The goal of the implementation of customer relationship management in sci-tech novelty search
service is to change the situation of passive service, and mine the value of users to provide value-added services,
and then to promote the value of sci-tech novelty search service. The CRM service including four aspects: the
customer analysis, customer satisfaction and loyalty management, customer relationship maintenance and
development, as well as the value of customer discovery. Taking the sci-tech novelty search service of National
Science of Library, CAS as a case, the service practice and effect are discussed.
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