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ABSTRACT

With the reform of China's economic system, some large competitive home appliance chain
enterprises have gradually formed, and the scale of the home appliance retail industry has also
grown. However, with the development of e-commerce, competition among enterprises has
increasingly fierce, not only for the tangible competition of product style and quality, but also for
the invisible competition of service and management. According to this phenomenon, companies
and customers urgently need to establish a good relationship. The correct use of customer
relationship management can bring new profit growth points to the enterprise and maximize the

benefits for the enterprise.

For Zhangjiakou Suning corporation, according to the use of case studies, literature analysis and
questionnaires, etc., the enterprise's customer relationship management issues are solved. The
analysis shows that the staff's awareness of customer relationship management is weak, the
customer's information is not fully tapped, and the overall customer satisfaction is low. In this
regard, countermeasures for strengthening customer relationship management concepts, improving
customer information management systems and flexibly adjusting service strategies are proposed.
In order to improve the company's customer relationship management level, and then maximize the

company's interests.
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