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The Meaning of DCRM and Its Modd's

LI Churgng? , ZHAO Ang' , XU Yinfeng®
(1. Ecoromy and Management School , Tdnghua Univerigy , Bejing 100084, China;
2. School of Ecoromics and Management , Xian Inditute of Techrology , Xi'an 710032, China;
3. Management School , Xi'an Jiaotong University , Xi'an 710049, China)

Abstract : Baseson the andyssd the meaning of dynamic cusgomer relationship management (DCRM) |, it gives the techrology of modding
and lving DCRM by combining the dochagic game theory and EDP. It presents three DCRM nodds in a dynamic environment where
cugomers maximize utility and the firm maximizes prafits. The nmode's are valid and feasble by applying them to the cusomer data of ron
seand products from one supermarket. The guidance sgnificance of experimenta research conclusonsto CRM is di scussed.

Key words: dynamic cugomer relaionship management; cugomer lifetime vdue; edimable dructurd dynamic programming; Markov
perfect equilibrium

— 126 —



