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Abstract

As everyone knows, the workload of creating new customers is
twenty times than keeping former customers and 80% income is from
20% familiar. Every day, hotel receives the customers from all directions.
Finding and keeping former customers who will consume can create a
source of keeping stable income. Hotel will be familiar with customers
and foresee customer's expectation through the accumulation of
customer's tnformation. As the employers, through the information
supplied by CRM system, they can make customers feel hospitable., As
the hotel managers, they can make better decisions for the hotel managing
policy, if they know customers from macroscopic view, Under the
situation of hotel business being in buyer's market, the supply exceeding
the demand and the price competition have made the customers flow
away, and the decrease of the former customers is more deadly loss. If the
hotel business will really realize to regard customers as center and treat
customers as strategy capital, the effective measures should be taken, It is
a correct solution to these questions that use information technology to
put CRM into practice.

After analyzing the challenges which Chinese hotels are facing and
the problems shown in the competition, the paper points out that the
CRM is necessary to the domestic theory. In order to explain the
theoretical and positive background of the paper, Chapter Two introduces
related theories of CRM, describing core ideas, development evolution of
CRM, and offering theoretical base for implementation of CRM. Chapter
Three and Four analyses concrete application of CRM in the hotel. It
analyses relevant factors and implementation steps which should be
considered during implementation of CRM and also emphasizes on its

~ real application. Finally, these theories are applied on J hotel in this paper,

and a scheme of applying Customer Relationship Management in the
hotel has been designed.

Key words: customer; customer relationship; hotel business
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