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摘要 在分析B C模式下企业与消费者之间交易特征的基础上,提出了B C模式下的DCRM的思想及其内涵,并用一家超市的实例说明了

这种管理方法的有效性及可行性,从而提出了基于知识管理的DCRM框架应包括战略形成、价值创造、渠道整合、绩效评价和信息管理

等五个过程,并指出了研究成果对企业CRM实践的指导意义及未来研究方向。
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Abstract： Based on the analysis of characteristic between firm and consumer,it presents the thought and the 

meaning of dynamic customer relationship management under B-C model,the method is valid and feasible by 
applying it to the data from one supermarket.And then,it presents that knowledge management based DCRM 
framework should include five processes,which are strategies forming,value creating,channel 
integrating,performance estimating and information management.The guidance significance of the research 
conclusions to CRM is also discussed. 
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