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Abstract

Since Internet and Electronic Commerce
(E-Commerce) have been widely used in
enterprise, the customers ask sooner and higher
quality service. In mind of customers, the quality
of service is an important part that may change
their pleasure of consumption. Understanding
and adapting to changes of behavior of customer
consumption is an important aspect of surviving
in a continuously changing environment.
However, a traditional Customer Relationship
Management (CRM) system is divided into
customers, business and CRM providers in three

roles. The enterprises can get the CRM system
from the CRM providers, and the information of
customers and transactions are feedback to the
enterprise through the system and obtain services.
However, in the course of traditional operation,
the enterprises and customers cannot take full
advantage of adequate information. Therefore, in
this study, a three-level platform of Customer
Relationship Management is proposed that can
create a win-win mechanism to reduce the build
cost of CRM system. In addition, customers can
also access to services by a unique and friendly
human interface. However, the CRM providers
can create more long-term profits.

Keywords: Electronic Commerce, Customer
Relationship Management, Product
Oriented, Demand Oriented.
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