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School customer relationship management: concept, theory and key
success factor

Abstract

This research is divided into five parts. The first part is the foreword. Secondly,
the meaning of the school customer relationship management is analyzed. Thirdly, the
rationale of the customer relationship management is discussed. Fourthly, the
customer relationship management key success factor are elaborated. And the last is
the conclusion.

Under the influence of declining birthrate and education development trend, the
effectiveness of the school customer relationship management will determine school
organizational achievement. Customer relationship management could establish the
nice relations between internal and external members, and also bring innovation
results by the impact of declining birthrate and education development trend to the
organization. Therefore, school customer relationship management plays an important
role to the school management reform.

This study synthesizes and discusses related literature, and then defines school
customer relationship management as “first, school conduct analyze of internal and
external environment, and analyze the external condition and customer needs.
Secondly, develop their future vision. Then, based on the vision, School proceed to
plan developmental strategies. Next, combine information technology produce
customization service project and create customer value. Finally, schools would be
able to build competitive advantage and pursue everlasting development based
consumer-oriented evaluation. And then, the key success factor of implementation are
“understand the characteristics and needs of different customers”, *use the
Internet-based information technology”, “create a customer-focused organizational
culture”, “Establish a customization service model ”, and “The primary objective of
enhancing customer value”.

Key words: School, Customer relationship management, Key success factor
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