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Abstract

A Study On The Advancing CRM System through Business
Intelligence(BI) System in Shipping Company
— Focus on the case of K Korean Shipping Company —

Chung, Koo Suk

Department of Shipping and Port Logistics
Graduate School of Global Logistics
Korea Maritime And Ocean University

An era has already begun where the data dominated. An Analog world i1s changing
rapidly in a digital world and a number of enterprises are rushing into digital
transformation to survive global competition. As customer ‘s demands have become
more various and sophisticated in rapidly changing business environments. BI
(Business Intelligence) systems become more important to support systematical
decision—making.

BI systems were started as a tool for management innovation, but now It 1is
expanded with a tool of A2D (Analog To Digital) and becoming the company's core
system. But, in the shipping industry, Digital transformation is considered to
have entered the beginning stage, even in worldwide leading company.

Recently in Korean shipping industry, Many shipping companies continued
customer—-focused management activities through the introduction and operation of
CRM systems to overcome the long recession. But the outstanding results could
not be achieved.

In order to overcome and upgrade the existing CRM system operation problems,

the Korean shipping companies are attempting to introduce and operate the BI

Collection @ kmou



system, but the related study is almost nonexistent and prior studies are far
from Korean shipping industry characteristics and practice.

The purpose of this study is to provide practical help that can develop into a
BI process suitable for the Korean shipping companies and accumulate
professional knowledge through K company’ s practice, even though it is still in
the introduction stage and undergoes trial and error.

K company introduced several BI process, such as tele-sales, online-sales,
Salesforce and etc. and it is still in early stage, but it is possible that the
concept will be expanded and activated when it is used in collaboration with
additional BI processes, and Salesforce process is expected to do a key role in
the BI process.

The prerequisites for the Success of K company’ s BI process includes the
possibility of balancing the external introduction process (Tableau, Salesforce,
etc.) with its own backbone system (ICC), acceptability for the changes in the
container shipping market, clear objectives and utilization plans from an
enterprise-wide perspective, and empathy of employees.

As a result, It is impossible to see results at once in a short period, so it
1S necessary to prioritize the activities or programs of the organization and
maximize the utility by expanding the domestic process to overseas areas.

Most of all, Customer satisfaction will always be the biggest criterion.

_Vi_
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<3 2-2> Bl9] &8 M9 - Scope of Business Intelligence

Types of Bl Scope Components Notes
Aeke § A 2 4T 5 E Wy & T o3 7
= ‘/C;OJ ﬂ T 8 1—4_33 Baa £9017] A% 24w ;'IA] VBM, BSC, Az &
A s |59 B, 394 B, W A TUEY, 971 R 4 i
4 5ol @ $ARNE AT ABC/ABM | #ei7} 34
54 o|g79 AL % AEA YAAY EHYH ¢F OLAP, 4371,
24 Qeeds 715 g BN B 23S 92 167, B4 A dolE spold, | BeA
b ARE A4 A3 INARENET | B g
7 F8al olya} nA FHA T Y ) 3k A A} 2} 2
-zl o)g o] &)~ yI;‘jL]LITDM &—'}—’1;,{},&0] ' o,:-; ['-, (j HJ 1_': r_'l_ r_i).]/{—]F +21 CRM O]Eﬂﬂ ‘j- i _%]:El}\' 131
33 Qg 2] Al 1_1 = Lo I [ 4] A4 S delH & 48t A SCM eldg] A~ |z} £4)
HE AT e
duzlda W=y A dag TS 48 G v1E 2 doly ETL’;?LO .
o] iE 2} B3 3] e R
JES FR7I A3 e
Aelde  (Wzge dguasA 498 4 AL 270 2| AN EY,
. dg  |E2 A AR A2y

Z2]: The Empirical Study on Factors promoting Usage of Enterprise Business Intelligence

Systems, =538 /AE4l, 2017

3. BI¢] wbd w3k

Bl IT 7ol Wzt 2 wzuidel Wtz 7|&¥ 7H4lo] Hgsta Y}, 7]&
AE Bl ITHA7F dlolHE FHlgta HeolHE %233 F+ e S wEW dY
AF A BT dgedvhd #H2e Bl FAE 9 AF 93AL IT 49
Z =5S A @il SELF-BIR HlolHE EAskE Aol 7P & ApExolar 5A4ojet

& 4 9}, BIA~®le] whde 2 Bl £FA WMyl ofd) o]Foix i li=dl 2015
W 7MEY Z2FoM e BIAIAE Bd 9AE te3 Zo] A9 sl 20108t 7F Bl
2.09] Aldiebd 2020 Hs= BT 3.09] Alth= AojEdvtal & & k. &b AIRHA
Akl A Wojup A¥7H7) oflete Yats ARE &4 &S S+ da, 9P d
At o apazg AL b ok, Aol A et &8 F dxE F vl 484
71¥HS & BI 7F Fagk dAR s yrkal 9low, olHd A8 Hlgow &

BI who] AJ=§ A

Collection @ kmou




<¥ 2-3> BI WA &7

E
2 53

Bl

- DBMS 7|8t H ZH =
(structured content)

- RDBMS & DWH

(Data Warehousing)

- ETL & OLAP

- Dash Board & Scored

- Data Mining & statistical
analysis

BI&A 1.0

- AD HOC &2l &

B 7|5l Bl

_HIM JAEE & ATO}

i
N
T
10
=

¥l
o
rh
LH]
[%

BI&A 2.0

PN
BI&A 3.0 | - AtEH A
- o|o|¢

.
- B HIFY

O MO Al
[= ey |

2HHY AH[A

=2 Gartner (October, 2015)

K‘-\. '-I.---. — = \
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A 2 A Bl ZAE B A" 9 &F

1. Ble] 84 7%

1) Data Warehouse (DW) % Data Mart

toly ¢lojshe-2= Bl 4 AL AEA TFA ol FA AFHoR T, A
g, JAA 2 e AYES fal FES dyzeto]= HIasE Aste] dHeolye &
A Aos Ad@d. w13 54 FA 99 dAbH deF grrEAd AMREHE B9
tolg o] fduolE 7hedt AER Ao 4 Sle 49 HolHE £ 5+ . v
o[E] & 4 dlolEue]x, 7]F HolH, A XAF 3|4} e QIEUISY 9JF b

olf Ei= olu] EAJst= dloly dofsht- A4S FRA 4 = Holy dE

BAY dolguols E H=Ux $ Tads A5k Vg doly T2t @

S oAvh. E=F GgE BAT) 45T 5 Jor HolE mi ALYEAEgG ge
FaeE AN EE w 9aE dolo} 19 2 vl Wevde] gus ge 72

354 e ANE THF F Uk deolE MEE 53 R4 Baod we it 2
3 ARS A3 299 FA o] meolth AR Ropl TE9 ol whEs
Q3 vhAYel s viAY el dlolg vhE, Wl gule] dold wEA 9
. Zels BARS 18 dolE mE: A olele] ofw dHolE nlEst Aol £
AEEA et dlolEl flojahgsh vhR R dolE phEd: W=y AR 3t
A FA AL BAs] A% Agd Eoo] Ht 2uolEzt xFHel 3
o

2)O0LAP (Online Analytical Processing)

facs

OLAPLS %7]dl= 282 AgAg] 2247 (Online Transaction Processing - OLTP)
o FE= MEe R QaFERo o= DV Ao A doly HE Ao F s
242 2 Folrkar vk, OLAPE FHSAFESAZF vk A Ro| A3 HZste] gt

o AnE BAsn A Aol Feshs BHoR 4o 5 glor] Wye] He
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2 gakd B4 (Multi-Dimensional Analysis)o]t}d. ZrefA OLAP 7} % ‘tha}
d AR BA ot fo]Ek AMEEHT.

oy dlojah-5-271 oA AAS A dstes A elal (Integrated), A A &4 o]
™ (Subject-oriented), AlxFol Wz} &e}x|=(Time-variant), H]AEA] (non-volatile)
o] dloguo] A~} 3 4= 9l WhHol OLAP:= DWoll Ads A4 o] 53 dvolHE

AL A Aodstn maAE A4

ky
M
i
]
ol
%0
)
:Oé,
N
g
ki
4
o,
o

3)DM (Data Mining)
DN % dolH 25y WaHA & &3 AAs 37 g o] V)=o)
AL Ageojerh. Miningolghs &ol7F EsRo] N2 792 da= HAH= U
g tlolB 25 E F8% A& Fol=d 2HES 7L =l OLAPS vl fAFSHA]
ToldH o2 & Aozt dnk. OLAPY A9 Wdid dHiolHE v w3y 5, 2
< F3 AANFoEN dHolHE 9 e JHE HAT F e ES AT,
DME 7|4 ¢ yolrl AFATA Sl 24 (Decision Tree, Rules, Associations,
Deviations, Corelations =)= 7}u|all dlolglo] thak =L 3}A (Classification,
Clustering T=% Segmentation, Association, Sequencing)S 7}s7 3= 7|<olz &
T 3
4) ZAAZE =Y 2 QlEeg 2 (Realtime BI)
HA dHeolHE *dazolA A4 EAAY Hl=Us ERAAS AAZE HelE 4
oj3h9-2 B ul=ya dE s AAagor BAsE whaolth, AAZE (Realtime)
& Hlz2Y2z o[flETZE AR & el xoA FR20GR)7HAY] HSE ould=d dF
ARl Bl & Al tigk HAdelHE AlFstAvE, AAZE Qe d A= dA v
s

W, o2

71 7] DV, OLAP, DM BIE 93 3584 7|&o|gta & 4 Q). o5&
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A AW, Sgeed, AFeCds B Bl ASEE sl 2 st

OLAPS} DNS] % 37 AWA F7 At wAF SEAE] B

2. B9 A4 w7t &+

719 7HAe] SdistE 9 ddHEY] HdgA &8, dgA 47 2 o e
AH T FJHE 9% dAE aHoer AdT fAYZoZN H=Yx ldy
Are 8% =42 &89 5 . 7[E A 24 9 AEs), 9584, d3E

A, FA 99 A, ol mleld §o] HHom mHz=ys JHdAE ARESHA
7

iy

o] HolHE ALget

1>
2

tel 7 BAe 9xA frh. <2y 233} 2o] Blo] $AL 3w AstE AA
A%Aow wasm vk, Aol Wy BAlo] grHwAl, dolge] Ui
B4 7149 Bgate] Bg dolHE Agetu, vl

A, AZA mde olze

A

thekgk 7)ol AEHa vk, HEY A Q' d et B4 (BIGA) O] 1dAICA =
= HA4o] Fasttt. 3k ke HAAl Al=E (Legacy System)<
25 ¢d" AAE dolguwe]~ gl A]~El (Relational Database Management
System)oll A& Fx3} ¥ dolHE A&}, dlo]¥ #2], Data warehousing®] 7|
=7} BIGA 19tAlolA 2E% o] AW, Data martse] 3%, OLAP(Online Analytical
Processing), TF¥3F 2]¥¥® E(Tool)9 =9 HE3+ o|w] 11¢tE 7] A|ZF3Ht}.

2000 ZWEE AU 2 B S dolHe F7, B 2 Afsam

Ft}.Web intelligence, Web Analytics, AF&AF A A= o] 2000d 2] BI&AS]
2aAe] AdE AEA olEA "ok 1S 3 " AN, AR, AE, AFEAR
ARE teket g2 E wlojyd | 4 nlo|d S T A gHI, AldHer xdHA H

o 9 Bk Ae] #7) 4n, delHEaE 5@ PAo] sbsel A, 9 PHL F

—_

A, A 2 B4, 32 Transaction 4], A% Placement # %38} 5o

“li'“
VeatA HAth FHE BHE HAE wlolyd, § wlo]yd, A4 YELT EHo
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2 7]& BI&A 19A] Al 2="lo| AlF7F (spatial-temporal)?] EAIS a3l B4 7}

soA HAet.

A 9] Ao mNE &g AGE olEojUld f7]Rk F4]9] BIGA 29HA|E vtE o
, MEE A9 71371 BIGA 3EAIZH-H YEuA HAvt. BFE sensoro] €&

RFID, barcodeE ©A|3 ¢lgjdlo] 7}53k tlnto]2E Fa] A 28 EHFY ecosystem©]

TEOAA HAT. o]sd A, A 1A, WA T4, Tl nkgk A F §

E 28] (context-relevant operations and transaction)”’} 7}sdtAl itk =Euid,

A dolg ZIwke] @e <ko] HolE7l ALH o wEAIL, o] FH, /E B

xd(Visualization)dlh= RS &3l %], £WIA] 7= o] & & Q). 5

<19 2-3> BIe] A8}, A%, AT

- Business Intelligence Evolution, Application and Research

Applications Emerging Research

Bl&A 10 E-Commerce and
DBMS-Based, Market Intelligence
Structured Contents

(Big) Data Analytics

BI&A 1.0 - E-GOD\‘::EE‘I;E‘;Band - Text Analytics
DBEMS-Based,
Structured Contents _ fef:'::;fo; - —
DBB"I"%BifEd Smart Health and _
Structured Contéms Wellbeing Network Analytics

Security and Public

Safety Mobile Analytics

=72 Business Intelligence and Analytics (Chen et al, 2012)

253)& A (2017. April), "The Empirical Study on Factors promoting Usage of
Enterprise Business Intelligence Systems", e-Business Studies, pp 76-82.
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A 3 A Bl A]2"e HAF 89

AtEE 2etEE © A, AR W9 Ve, A& Thed HolE F4E SO #

94 Sua /1% FU0R RSl <E 24> o Msh Lol Fsr.

<} 2-4> Bl A"l H¥ 84

Area Key Succecc Factor
Top management support

Stockholders active involvement and sposorship

Clear vision and mission

Effective project Management

Organization culture

Managerial |User education and training
Factors Commotted management support

Balanced team composition

Well extablished business case

Business oriented championship

Business driven approaches

Project championship

Data and information accuracy and integrity
Sustainable data quality and quantity
Technical Enterprlse- f:lata quality and quantity
Sustainability of hardware and software

System reliability, flexibility and scalability

Factors

System perceived usefulness

System learnability and user oriented and freiendly technologies
7 Sanger & A.lahad (2013)

TG o] AFellM = AREAFE Y AE7HES dEHSHY VIS ATl dEA] &

Oe Fad 43edd dedAn ATE sgon, o T A4S Ful o
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ol
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N
L |
N
-0,
Q
L)
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)
e
4
r
)
o
ins
N

BrhEA MEY2s QaPds Asg FE 9 g A 4F/A% 2ol ol

A ATE AN o ARE <@ 250 AelEel . tekd o) BAo

dglot, HRE dY AEx B ARAEe FHE M=Ux Qs AxEe
Sa) Qg A Adste e AN we] REIS Agstgon], FFA9
oAsh @Y AHgAe A9 Aoz Qg MEES AXFT e,

<E 25> BI AH87} B

. Work .
Pratice Experi Key Success / Failure Factors
xperience

Bl & 154 - Bl 280]| Chet S& oA 2=
(1%) T |-wT AAY S O ol 25

- P ZEQ oA 2 QI A ALEAVE A Havth 2|ZES| Yt #a| SO
Bl 01 BIZREE HIHO=2 0|30 ¥ 4 Q& 24 EYL|0{0fF 3 (Contents| )
(1;)0 8 - HM™oZ g £ B (Reporting) 23+ MM U 2M3 EQ (Policy 2H)

o

= C)
A=t 2 HIO|HE Line itemEE & MS| H 11X} I HS0|#E Qs 724 &
2|ZE XS 0| 0]2{ (Performance 2X|)

HIOIE FEgof thet M7t MAL(X]| g5
- BLA|AE AHE Ol Ciet 7+0| = Oj =gt

BIZ Y A X} 104, 124,

(3%) 154 N N
Bl A|AHIO| HE 7|5, 24 7|5 OH|E QI8H Excel Ol MZHY =
BI Vendor - Y HEYAL AR St 2 ZEE AR e Qs 7ISHS0 B2
AxEE 74,84, 12 | (HXO| BI A|AEIR Iool AH20| 012_43
53) 134, 15 | - Bl A|AE 75 A9 &R ALSXIO| M EH0| BHE (0] A|AR 7 Gl 7{MO| e
o=t Ee

Z % Sanger & A.lahad (2013)

3 542 g8M BE LAY A7 Eate] BI Al2we] 54

oL
tlo
=
i)
2

2
>

2,
=
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3. Wixom and Watson

1313 Farley (1998)
[e)

©

3k

e, F 8
Azg) F4ol dele o]

s ¥

%

2]
il

-

)
=N

el Hlo]H

=

b A3t deld

)
2ol
3

A8 AFE Watson ¥ Haley (1998)
.

Z]

T4, Hlzys a3 AL

%

2]
1l

.
E

Foie.
A]
A

[e)
= 11170

[e)
11170 =

o

R

she] 24

S

of o

FRE AL
i

(2001)

9
yal

i
Hin
TH

£

M

—_—

X

el
;00
@-O

=

BI A]2=Hl

o

R

oL, 2007)

o A o 5
s S

<

al

A

’

= (

R

©

Sk

kel

[
ol AgA o] g

=

E
=

2~ Hl
—

Al

sto] 7 89S

S

o

=
T

T AR AGA B

CRERERE

ke
L.

drfetal, 2008)

ol

ol (

Q

a

seiet.

S

Aok g W
bt A

©

RS

<l

o
o] F4

Hl =
L

St SRlA dolE A A4 o]

Al 2~" o7 A F

=

=
1A 2

o

R

EREIEBE

1

(S2g8kal,2017)

FHE A

Hn

s, Az Edel A

Nlo

g MAA 2
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<¥ 2-6> Bl Al=®El 2 Ay Q9 #d Ay A

ks

BIAIAE 2 48 29

Watson and Haley (1997)

HOIEA OB A ERPES AHEStE 11171 ZHE Y22 o 87
MM 45 foleze B2 X3, HES A, #E 2| 8

[
iEf ClOJE 2| =3

Farley (1998)

N&e 79, BIELA 87 AR 27 288 + Ut 715, 98
2 U 212 GlO[Eost A T FRd Q400 BM 80|42 A

~
o

Sammon and Finnegan (2000)

HZzL A So 2294y, 22 X, ot H 7=

AHR, HOIH B2, fAot AIHZet0|= 2, H|O|H 2|, A}

HIO|E == Y/ =75 ?le W, 7IEAILED H0|H 052 &
/ 7 S

EH
=
g StER0 / 2ZEQI JhY &

jo

Wixom and Watson (2001)

=
HOlE S A|AE ZEO| HOIH HojotRA Y0 FekS OIX| L Alx

B SOl 4H|2UF SOICHE AL S =I5t A28 FHO| 22| X/
I =3
— =

r

o
re
A

S ACHEtR (2007)

AaE g5, P8y, H2d, Hold 5 A28 5S40 48X 0|8, T
0| 2 IS 0IX[X| ¢, GEHO| ;EY, 24, MEYE0| 2 I
= OX|0, =X AE4Q CEO X|at g 22 4o HEH

AY 27 Y7 ABAL BHEO| 2 IS 0K,

Q8% SITiSE (2008) 7I% £4 %fi—. . J@g,?&. g XY 2Tt AR EHEO| B
st oA Kot AE-7|& Motz ZHO|M Ho|E HA|H0| 27 &=
ZoAME A0 HIO|EHE AAHCE HSEE 20| B2
FBEEH A2 EH2 AMEX UHEE U QX E FFE00f 2FHE 0
AeS O|X|0, MH|A~ 282 Ea00 2 F2 0X[X| &2 59

FHE SAHOiET (2017) SHRA, MH|A 20| AFEA BHFEE0= F3S O|X|X|2 YR H o=
Folo FeZ O|X[X| Zotn, HEEE0| 7tE 523 ALFSAINMEE H
+=d2 59

2 HE2Y2 Q" s AsE G8o] AMEAE g T w A= e #gk AT, T4

T, 2017 =1 ARG AR AE FU)
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Al 3% CRM LE3HE 1@ BI Al=d E9, 29 AR

ol 1 oldel Aol P A= (R A[ZH(Customer  Relationship
Management System)®] &l GAZE B 5 tl. A 3Fo|AE= KA}l CRM A~
29 A6 dele Fol Ut BAGE selnm, ol FHaI (RIS e ]

gk Bl =9 @37 =4S &3¢ A a9E AWt FaE KA 2011 CRM 1

2l
-
X
o
oX,
o
a2
o
ll
™
o
i)
s
=
=0y
X

2013\ ERP A|=¥le] W 7fH-s S8 CRM
goleo] ggo] ZslE T A&AH A U A ZFeo] o]Fo] Homw, 2018d Ul
g Edxxvold (Digital Transforamtion) 7Wd 3 74 EA A< Bl A|2~glo] &9

= 7] A A=A

A 13 KA CRM £ AH)

RME A A CRM Al2~¥le] 7)dlo] wi= ooz uAdolelE E3tsle] # % s}
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oA vk, 71302 AlRhelAk ERP AJSEIRL KAR ARA] A 2]l (ICCT = 2007

ol

g Al oE9 20139 1A fodlol S S ZFel g DATA SOURCE =9 o3g 3sha

¢

AU
<ad 3-1> oA & F Slevkel ol FRONT ¢4-#<1 SALES, DOCUMENT, SPACE,
VESSEL, CONTAINER, MARINE %5 ZElo]y 2Ale] 7]7kd%- 9]o A3 A (Accounting,
Finance, Revenue, expense), <IAM#E], 718, 7|71#d], =284 & 43 gy
ol FAF 7Nk gF#E vdolert & o] Ho] FEEo] Aa k. o]
DATA SOURCE = 45 HEHH=E 0DS (Operationanl Data Store) layerolx] AA|7F A H
of At el oa] 48E AEZF tAl A Xtk o] gk DB st T3
tlole A%

o

Fom A $PEE QT A2 WaF Holy

i
X
7
B
offt

s+3lo] A H 33 Data Warehouseo| 93] &5, A4, #gHoxt}d. E3F Data Mart
of olal AHslE FAE 7HAL AR HolHE FE3te] 24T F JEF FF #Y

%™, OLAP (Online Analytical Processing)<S E3] Qo ug} 2950 A},

27) AR o F ALHL Mg gadel=g F AAE ZAW A9THE do]
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B

<IH3-1> KA ARA]AE Q.

I ZHAIAI=E (ICC) HEAHANLH
Data Source
ODS Layer DATA Data Mart CEO_
Front &% Warehouse
O —
awan /| msman ] )=
DATA
M =3lH / Warehouse NS
— o & AN
o . Management T e —
= =3
~ \
oI ApEE =1 1
715 i

A% KA O AR

2. %% CRM (Operational CRM) =2 A2

BRI Z2AAE B9 £3E B LARR) vAY 2 ol ojd w4 2

MUA=EE (Sales Portal) & Hz A5 AFS =&y Ay dHd&ds 2=
A

Adz xd 2dgS oz Ad=xd A2 mdy aAE AAA
e A mEeh] flg HAow A Ay, aa Hx ol 9 24
of @all, o] IT ZRasls JiEste] A= ov, dxls =l v ofyet 3

o] Aol A&kl glom ZA ERP Al2=® (ICC) WH-olA 24 &85

=
3
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gy Ald= XY ZRAAE AR o® Bl =% 285 A% A

g5t AAE A5 V)5S AetuE R TRador A I Foljn E
8] ] AFEAFEONAE Al 3% 244 AsE Bl TR, AY= XA I
O T B Ad= " Ve FFEAAW oA A Fell dom, e I
24 e BAoEnt AN F&Eo] Aa gl otk 20119 Hx =)ol A&
2l gdol=8 Fal 7Ie M HAgd Fo] APHAZNE B8t ATA L

1
2 A BH FH ol Beld AT ALY 2GoE AT AgAY A
oBE pEolth, JYxA} FYAAY AH vy =

How 4ol Hof ALGAW W ohe F1k BHUAAA Wold YA BEHY

¢

g 2,

Al

SERSP /R T

A+

A 9179 A

=S4 Z83 el BT = 5 Avk. 2y Ald=EEHES AP E A
Tgle ® g TBHolxw FH AY FAHoH FF FH 9L £AY BIY F
23 F7F @A ZA Holof gt}
<71¥3-2> Sales Portal A%
e — ~ wiF e =0l
Louca S synz | egmsma | N\ [ L——
ABHE = 453FE
—— _Suauzse Bous 1az
o oo B SuEs Inse ai i
b Sy Thoche || vesuza 323
vocyE 2% dREs N—/ Ky CIETTIG
oo B Eothr 24 e¥y=aa ALK
y \ IHMEEE
Uy IHESEE \,_‘/".
Current Rate R B A2 E4EE
Market Rate §0|E1 Glole
Guide Rate e = Fr H2E
FYRER CLLEED | o
MupEY ALK dEE 2
a43 BY Target @2 | = by e Target EE 9
Ship Changes HE Prospect @2 [ VTV | @2 Prospect 2
ship Delay HYAHE FEFHEE HYMNHE FEYE=
e e (&/58) &7
A Kb AR
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3. ¥4 CRM (Collaborative CRM) ZE A2

A CRM Al =l 71de] 4] CRM¥ =< CRM AJ=Blo] d&stAl AMd &+ AU+
AG7NEES AT, o] dAS FASE HEAHA 2A4ARE 7ol AF3 77
Adz2A CTI (Computer Telephony Integration)S 7|H¥Fo =2 st ZFAlE, A, =}
F31717], Bukd 717] Fol 3l

PEA Y R ZEA2Q KAbe] oA 2t oxeeln Sokel AYe] (RIS

hured)

Flow, e} o] Suleldon b Ardon #ede] Be eMus AU
£99 A3, A WAl AANAL T 9F Aedew &9 Fo A 27
ol % A sAh LA AT eAu 22 GRS Ho] glont 90ke] ST g
7 MMl Al Eol A o]FolXa gl o]n] e-AH|~E F

M9l mEES A 2 TH3n A3 A5HA Padel=R Fa A
Fol wel J%at Uy RS AF AFH A% (o A4 27 7

2=
[e)
2, As A8 #e] TR VESSEL DELAY &8 Abs 4 T2AlA 5)& %3}
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