HFIAT M58 20024 74

CIEIHl HIXL|AOIM =] AHIXE AR
(Customer Relationship Management)Z ¢t HIO|E]
Otold J1gio ggol CHSt o131

433

MEAZD AYGstE Ru
E-mail : cnkim27 @uos.ac.kr
5!- ¥ AI

MEARL AEEE Zus
E-mail : nchang@uos.ackr
IR

HiE A AT MAHATH
E-mail : sukim@metab.co.kr

2 @FANE 14 AREE Sdtd RAZYHR AlolE FEARE BY, B BAF
CRM= AEstfich. 44 17 dolHE #4ste] n49 EA4% 715, HEdY 52 g &+
AT olE 7itez uA ¥ 3Hsegmentation)’t 7H5E Rolth. dlE Eo| nAY AFX, A4
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(1) DZtA 2]

Global #7304 22 A3"Hn e 7)
A A LA nAFA g HHF3
ol A&7t oS FLA UFHZ ¢l
k. 2 A#A B (Customer Relationship
Management: CRM)# 1219 QAFEA 3
A, A4, golz2eld T i3 dlolE g}
HEE #Astd nA9 g3E motaln
o|& wHAY, Mulx, g T AFHew
883l ZaAzot) & Adue &
ol gte vA"E S B3 1€ 149 fX
(Retention)= & MEE AA713E
3= S (Extension)® MNEgE 7)vtow
3l AoltHGartner Group, 2000). CRM
HE Z9 AE Y AHRY e B4
ojuf HEL Hrle] LT & glon uA
A9 MAEstet ALY, nA9 FI4
37t 2 24MNE T Jbssi gukyo
2, CRM< 1) 14 deolg9 43, AF
L BAE g 14 EAdA, 2) 249
ARE vAY Aol AAs: AFs) ¢
A, 3 Ggd 14H3HE T3l nALS
TPt A F A GAZE o B £
A= H o] FANE nAL AU o]F s
£ 7l widstE 14 2Ad77 CRM
of B Agelzt & & Ut (Berry
& Linoff, 2000).

HZ AR7|EY g3 Ay AL9)
oz o nAFH| Az a4
¥ dlsH(Communications) 7} 7+ 30

o

Aol wet 71€ CRM 3gE ddlsted 9
71 QA £IHE 1A B HRE
F7HH o2 BAsEe AE7 o]FoAn
Ak 53] fYArtolES] HHsE Ao @
g AERE FHEY w23 HsA +3
atiL o] &% 5 QA ddth ole 1A A
e A HIFE wz I3
AB| 27t obd nAFe ddY FAE T
AAA Wte ol&ut /st dFEE b5
34 3l tHMobasher et al, 2000;
Spiliopoulou, 2000).

(2) CRMzt ci|o|&f ofoldl

CRM2 vA", Z4H, 4984 5 o
Fg Eob o479 2HE A Sid
(Harmon et al, 2001). CRMo] zt3ojo}
8 FQ 7l5ezE 1) 1 ARse B F
3 2L 1A BE47F, 2) AU AY
% #e7lE, 3) 1A W87ls, 4) A
A9 2 A28 T 5% & 7 A4
(ZAAE, 2001). A Gartner Group 5 49
g 7A4"Y AIdREC] CRMOA Al&EE
71%5& g FHE RS2 Qlod, o
W8S FEH 1) 294 CRM, 2) ¥4
Z CRM 3) €93 CRM2Z E5d 4+ 4
thedd &£F4 473, 2001). +93
CRM2 vHA", 94, 2ANH A 59 Y]
2UL 22 A29 AF3E Hite S84
48 38, dAxNE d 23
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SlEUl HI=L20fA FRHRQl A8|XF BAHB2|E 93 clolE alo|d 7/Hel o tfE Hp

gt 43 CRMS  dolg o514
(Data Warehousing), ®l°|¥ ®n}o]y(Data
Mining), OLAP(On-Line Analytical Processing)
59 71eg oj8dtd £93 CRMAA +
Hd A5E EUZ o3 PHE 323
I aA ARsE Bl o] th3 o]
g Eo|9 Yoyt nAe HFEHE J23e

He Yoz 8 4 o
A CRM® F8X4o] RZ4HuA o
o HE 7led £FHe2A dolg ulo]
4 AYE A4 5231 3l dHolg n
oldZ th8&F dolge] uigt AA B
Aol 7bsd ¥ oflel sHlojeld] WA= o
de HdE $AFg 5 ke Aol gl
ot dlolg wlolyd ol AFIHT AL
zt&(Automated and Intelligent) ©lo]€iH|
ol& Aoz 90 dr) ZWHRE =2
A(Knowledge Discovery)gle o228 A
AEAe d dutdgoz thFe| Holg R
B AEL 90 dE HRE FE319 v
Y 5 AFH gArdA g4 = YA
e Aoz A & 4 gltkBenry &
Linoff, 1997; Fayyad et al., 1996).

gH, 7|€e 274 dojg 9o <Eul
ARgol FAdEEA ¢ 23 dblolE, YAte]
E Adz do|He 22 gkt FR79 1
A7 § oA s3gel ot nd @
g dolge] o] EZurxog Fuxoe] o)
olf mtoldo] i 277t Aoz F
7}t tHO'Keefe & Mceachan, 1998).
a2, diolE e TR Frte 2w ¥

o)

Anj

Be terdoz sl Holg nlolye
283t AN €2 dHEE 31
slew AR ARsY P $AZ 3
AR Jlwe] 7% 23 ZHHoT 49
97 o ol E AT sl

(3) Az+H

3 ¢ WFEY 9HY ARAEE 1
AR g s viA R F8AAY B
g Fl F4e d F Avke # 3l
7bsdtd %2 wAAERE FRrIHI =Y
dd. 2 ZFde FAFe Age %ol
TdHoz JIMHA Sigled oz U9
Hole] #zjst BAdx B2 ofggo] of
715]ck. o]Z A Cache-Busting€ ©]83}
T A3 WL BEHoE o] Fo)A]7]
i FAHA AL MM F3E
A8E 9 Asiol s ojEgel =
A A Mogul & Leach, 1997). AAZ
Al F&A79 55, A& 7HsE Hof
A8 71, H2E FMlA Y T3, 83
€ HolAlg 7t 5& 2T {84
o|EY Af T Fute] HEH of
o me 7)7hutelEF e A A%l L}
A 2 Fojtt. o= Alo|Ed H&de A}
Aol B¢ BHE T G RRE
FEote d 87T A HEY 71
£ oudn. meby 34 (A8 Fedl
e Edel a AL dHoHE
a&Hoz st defdte Wyl d4
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(4) 47| 25

2 79 2he Asy AN T3
d CRM 78 93 e nAR 3
gl dolg shold 714 $83E Aol
o FAHoE &A AF FAHA A
25 AlOE BE A2E J¥eE 189
S4e BASe AFe BRSE AL
AESE 54 Aolzo] YEHE PEAE
& BRoe 29 ANGLA BY £
Qelolele] T ol mrolde] AA A
$EE Fol7] A3t olo] U@ WHH A
4 58 aden A4 dolgg s
Aee AT BAE AH Fa 2
& S9stnA ok

CRME Z#AHoz 437 AsdE
AR FRe FEe BFAHolT) ol
# 82502 A4 delH(zAd ATSA
&7 doldst 94S HlE)E FAs
g o2 A8 2 Aol £ A7
Yo st BRolth 53 § BN
Aol ARE £4E W, dolse] A
3 ARAYE FAKAN BN A5 £F
o dole F& Fust P By
o o2 A nAY FAuE WYsd
AITFAHE BRI oI5 Ade) SRA
JE Y&EFS ZRSAT. o WEe 9
71N ERHoz FrsE HolHE &
gHoz 44, Beste o e U
2 398 4 9 Zold ojed uhy
Fa 24a%e A4 AndE =8
2 4 3le Aoz nay.
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tlo wo |o

(1) =4 -2 S8

dlolg vlojyd ol wdd FWHiRE
Knowledge Discovery, Information Discovery,
Automated Knowledge Acquisition 59
olgoz T¥d AT g #AE doly A4
7IgEe] 2/ sit) ol JWHEL F
A EAoly AFAS 7IwrE F AL
Z OLAP# dHolH o343 59 %
3 A el dolge digh ARz B4
9 "aiel AA RZAHAAN Ad 2 3
et AF 3 g, ITHIAETS,
Knowledge Discovery Workshop, International
Conference of Knowledge Discovery and
Data Mining)¢} &A% (e. g, Journal of
Data Mining & Knowledge Discovery,
Journal of Intelligent Information Systems)
5& Folo 22 dFEo AR o
(A%9 9, 2002). 28 e 975
o] dlojg] wulo]d 7EE ol&3sto EFHA
o] Z(Classificatory Prediction)238<& +F
sla 289 & HYEE vusdte b =
& 933 9o o] delx AFH HF
d& 2y YA 4FE F= 7t
Z(Kim & McLeod, 1999) ZAIAY A&
HE Fol7]l 3 o /HE FFHe=
AgEE B9 AR AE7 Ul FA
o EFE 43 9 o2 Z9d(9: Clustering,
Affinity)ol]l dlg A= UsA o] FoiA]
1 A R @H CRM #ofelA] dlo]
g vlojde] Lo s dF= A2 &

o

U ojt o
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SlE{l Bl=UAofA FapEel 2u|X} A 2|8 9/8 ClolE olold 7|He| 3o gt AT

F(BERRE3] F)8 FIM dEHn
Ao, tFiol AT E(Framework)olu}
g & AAde 59 viEx gloy
(HH¥E, 2001 o]dz 9] 2001; Cooley et
al,, 2000; Mobasher et al., 2000, Srivastava
et al, 2000). 4A dlo|HE &3l 33
A AF-E v]§g "ol

AdAY BEE Y HIZ7X CRM &=
AS A3t diolg wieldo]l AmsHm ¢l

B 78, olFdAN o2 v A
T85E Hola UHAHAZTY 9, 2002). ©]
HE AFALL 9 AT 5] dE g3
Hlato] 7103 Azke] Agrt A&H oz
FAEHY ety £4 F wd A Q)
£ dolH7l Addez Adz #ggxn
A7) QEolzt Atsdrt.

3 AP Age] it FRFA 7]
=9 ¥ge uA bolee 3, £ @
g 7y JARE /ALY 53, o 84
dres AduAe FEWg € AN WY
< E4A 5T F g ol wio
dlolg mlo]de] 8o AFHoZ A&H
2 dok. HIZole  “Clickstream Data
Analysis"gl= AR"E MEE $As1 ¢
o e AF AFRAL 7]HA ol
g AES ol&std AEU 7S wde
2 ARzA 2 1A 24 ol diolH
ulold & 383t ok 2z, dAA
H3 A 9 FHAAY dolg nlojd ¢
TE AFRA 714, dHel" ol A
SIgA, B4 2ZEHool 4A Tol zzte

AN HIZE T 7] WEd ©EFHQ
AEEY AFd wFE AFo] glo] 7A
9ol CRML.2 ¥ds1 glx sz o
ddn ot tEe 98 T FHdHc
dole] deje] g Bod T2 F

2 sty 38 dojgE ¥4 7t
B2 Mg st o dad v8 A 4
A e BA So] AFAFHA AF
AAE 7HA e d Feladle] Hu ok

o
3

(2) cilo|ef otold=t #otold

YAl Ao AR 7Hsd FRAY| FIt
gell wet dolE miold 7l€& World
Wide Web(WWW)2o.2 833 7del 4
mpoldo] g A7t HZ B2 FES
B3 ek § whol g AFAJA AT A
o] disiA AAXHA L& ML, Etzioni
(1996)8 Aolo oJatd “§] mioldol o
olg} wmlo]d 7l&& ol&3dtd H EAU
Y Nu22RE AFHer HHE ¥
FAY FEiAUe FAH"E 9 9y
o2 HYuiolyd S A A w2, F&0t
o] d(Structure Mining), &-&v}o|'d(Usage
Mining), Z€lxm}o]d(Content Mining) &
o A7 92 dE 5 do
(Strivastava, et al., 2000). 284 A §
ololy &g & 9 AZtA 9ol 59
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Web Mining
Web Content Web Structure Web Usage
Mining Mining Mining
Web Page Search Global Local General Access| | Customized
Content Result Structure Structure Pattem Usage
Mining Mining Mining Mining Tracking Tracking
(3@ 1) Hoto|del EFA|AI(Strivastava, et al., 2000)
g FaelolYe @ o9 Pa T2 T Ye7P, AEE Aol: RN, B4
ERH ARE F231, § doAY §  FAg #AE § dolAE od AEA/R
A3} A g ARE FE3= I3 e A

ojty. watA § FxERuleldE £F 4 ¥
ojZ7l g oW § Fo|NZHE YA}
Herl? 2 o9 4 Hox7t bE § 3
oA A Hu eI T JRE F
23 Ye Aotk &, 9§ FAUY 3o
HYa fzd 2¥E F1 g9 832 @
972 Rdg dHse AR FA}
g g HolAE FAY AR tdE Alo|EZ
o] #AIG A B3 ARE ded #
&3ttt 9 FEupoldL R { oAt
o FolHYIE A dioz e R
A FZ(Global Structure) ©viold3}t ¢ A}
olE ¢ slo]y] FAE EAUYoz 3}
< WE3H FZ(Local Structure) ©}o]do.
g 749

Y Aelzulo|d L 4§ FHolAE A
Je H2E ojux| g} g2 e A
Az22 88 HRE FEdde FAolth
old fIxtolEZL B4 FAE N F oF

A e 7 AEF =94FET

Yol AL THsHEA HTML A4 il
o T7x3d v delHE ALY + e
XML EAX9 Abgo] F7tsta AR, of
AL BHHA ggtes, HTML sl
2ol fo EAste ARELS olHA oy,
HFZ230|7] mEd] o|g2RE AFHo
Hio|BlE F&sta, A 3glste] &3}
< o ofHo 9 oA F2F
7, BHEH & 18759 FHI

olf7F o7l Ut
o d752 Bt ATHA =7 A
e 7 ded, A dodE
B3 clojEHo]lA HIPor FIH
Asq dojdE HIys 4 7w A
gz BAsn 723 AL F
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B 8| = Ao FDHHQl 4H|X} 2A B2 E 8 Clolg olold J|¥el S8

chet of7

HhH Elo]Huo] A HIYL o]@Hol1 u
T2HY ¥ ABE F23E dolg o~
Z F¥st2 o719 OLAPH Hlolg| nlo]
9 71HE& AE3e B4 Aot
ggruto]de ALRAI} 0| B3 A7 WE
g Holx|, Ztzte] wolx|d] WE Az ¢
oA HZE& FEF HolA|, ANL u}
AL YA 8 Folxe] dig ArFx: 3
Aoty &, AMgal BeleA JEd HE
Ao g dolg wiolyd HAojzgtm
& g ok HZoe g 7w qS Aol
=% UEYEAE  EoklM g AL
(Web Personalization)o] ti3t 93 2 7)<
o] 3 o]Fox: ot ¢ AU
© WL AR =59 B} HF,
§ PF2A, A FRE Jwog 7E
Hed, F2 Zddx9] /s, Az 34,
MAs @ Fue o|MEE AFsE= A
g #Ee EFyoz FLI) Ygurxoz
9 Egviolde A diEe dAuwH,
Y BY 2R, 23 53 2o o

o8 whold 7IFEo] Iz ol&Hn, ¢

slo|A\zre) ABWA, AZHAY We &3
B, Aol Be Aexe B 53

2E 449 ARE AFon wAY,

(3) #dlole{e} HlolE| AFRX e
MH(Pre-processing)

dolel AAE HHe G AHe 7

3 dlolg) Az T3 B§ Fug
2 3Y 37 72 ARE JAuAe
# dolg &2 AVATE FHoln
2 dolE7 A%Ed olg B4 A5
Holel2 Masts Aol Wasth 21
o AFHE A& YAHA Fejo dlojy
o b ©ed 2agdwe A §
qg 5 e WAE FRHolt. EY o
o ¥Adl glolN 7% F28 22%
shte doled A(quality)2A, 27 2
2 dolHE odE 2A¢ FEAIIA E
33 gle Aol tRRolck mEka B
AgY Yy dolHE WAL, A
st HHe "iHoldn ¥ £ gt

(28 2 £ 22 dolHY A eAe
A wAolgt,

HolEje] A (Cleaning Data) : ¥ =
2 dolgoA B4ol BastA ge 32
& AASEe 716 dolE wlolyd et of
Uzt 923 BHE ofF F3 7)%ol
o detdoz A8 AAMA Héa)
A 9¥ HIML 1 9 2823 of
nA Y 5 9 Auel 23sA B,
9 ggvioldel A$ Ay PyFe B
Hahe Aol BHol7] wie] Mo da
3k B8-& A3 gif, jpeg, jpg, map T
E3e 23 392 FASHA 9 ol
#4E B3 21 dojge) £ U
22 /1094 1/M40REE EAiAHE IS
A e,

(2]

i do @ ofr

Blolel A = Al f—

AAdA4 ] EHloE % >

e

(a8 2) dlole M2ty
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459 -

NREIIC

AFEXE Q1Al(User Identification) @ wlol
3 A4S YN e AHEAL Aol WiEA]

oFoiAel Bk IHU AR AFHY
AN, 719 P, ZEA AN 5oz
Aa AHgA A9 Aol BE ool 3
o 2aRHE T A% AY AR A
4ol Bd Aue oz s, Yuyow
P F4% BAIAY E£5E g3 i)
¥ MRS sl 9o,

M4 QlAl(Session Identification) : 414 <1
A& AMEAR] At £ 7E AR
AABE HAojt}, duidoR ZaEN S
g AL, GAIE Yol AF Aoyt
WE ARE St Ae e Bioez
BB dolHE A Aok £ #F
Py ZEA] AHE AT A 2AsE

AQ oY Algo] FYd PE A3
T2 "aUt ok webA fYAlelE
ate] YA AZEO] A3 Fo] WA
A dEAEe Jd AR T

z o

M fomn o A
Y
O
o r-ltl

ot
5
i g
B

dlole] &%t (data integration) : A9, F
2 5 99 94 A2E AP 922
dolejgt F&ste AARE Ynisith A4

g 2adolHE dduAe] R 4
ANA 1A AQE FE JFEA] 7HF
stA drh

#efH st (transformation) : ©lolg] wlely
Ao H383 doly ez Asds= 7

Aolt}, Abde] AHod "Q Hr9 7Y
HAEE dolHe 57 7|7He A9 s

oF @},

(4) ZAL(clole ool &OLAP)

NAY 5He £402 749 dolHE
NAHY (Dimension) 37tellA £43the 7
¥& 7|Hte® 3} On-Line Analytical
Processing(OLAP) =7 H°|HE A
o2 BFAsd, 4745 F2 o] A%
AES FeYz AFAT. EF A-7-F,
de-E£71-9 53 Zo] &4 o AFH
A7t A= d& AS Drill-Down/Up

715 olddd Axgle 4& 7HssH
gr(=A 3 199%6). 918 E°] OLAPE+E
o] g3l “EF G AF HuHFE £V
¥ dHYEE RAFA L g 238 &
S oA Y (UM, 717, d%E) A
oo s, Wk 1AME7IY W Fo|
Joax ooz dF5T AT MHEVIE
Drill-Downs}d 1~397te] A% #4144
g AF3 o]¥X OLAPL 3vdle A
BE g4 g2 AT FEE A
2 9ok v 9 oo o] FIZ¥
7 ‘a3’ 53 Zo] o FFE wAE
71Eo] He FHES A #9E F gl

] 3} @-‘Jre Ad7] A
3} L7 e 93E
o o]A LAP°] 4HdH 2 vy 7}
A(FR)E Afx deo"HE F3 1 714
< e W ol7] fiEoltt. F, AHEA
7b A9 Aol HlFo] S Al$aL,
oj7]e gtFof FoE "}—a“°1 "'?"33}“] 4
g ZAES sHde] REAE FUde
Aolt}, ke 7} o] 331‘3}“ @47} U2
AgdE BHE 237 g g7t &

lrm

A3
re A

rudl‘*"-'

mlm r

=
-
w9 A
A KR
T

¥2 &% rfr
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RIE{Y H|ZUAofA FapE ol A8|XF A TR HEH ClolE olold 7Hel 280 it AT

& A8 7He] Bnka 4zE dt
A A9E WEHT oled $AL Holg
Ao SHADE] UT ol A4 7}
g AL £ g ARAE A8 =
B, el FAFAY £4HE R 9
ol A2 Fust A 44HA e
ool Wl AHgATL ve) Hae A o
b gmIZo] 5w G 222 4
433 o8 AFSE dely wlolye 7}
4g BARE PHo2, AR sl
g A9 WA 93 ARE Beo [P,
19901, ole% o2 AFAA Holy st
old& OLAPHE Wil Adez A4y
T AMgsl] gom Yoz doly
lde B WY FHL OLAPS ¥E
stel AT Falske o A8l go
azy HelHg FAsE £49 47 2
9 BA g A9 doly el £FE
A% 2942 94 (Key) $4¢ T
£ 3% OLAPS w3 dlojg slode
BYsHE oldd ARE ATL FE UL
Aoltt.

(5) Hclole{et /A mHEA

EHc 2 dol"HE 7l A 2 AY
aF F el g@3ss pigines
(Fayyad et al, 1994). o] AM&A 1Fo0]
ulg FA4=HY ks AN TR F
9ok 9 mlojdolME ERFE FPay
FHelE]o] £ @ ARSA Zade )
Wt AHEET AlolEY 2YgAE B

(o]
A&

F313 Qe AHEAE T 02 34 Aole
2 olge AHEAEL FPod 1 B4
o AUA, T 5 AEL Prieks

ASREEL FFold o 54 e

)

AWy 2a9de EF3E /news/sports
/golfll Al 71AHE A AMEREe] 30%7F
40-50djo| gl AFdde IFuEE
TS YA 5 gtk o]d 3 A8E
F Ae fQuteld 7|ge] EFHol AL
AYF(Decision Tree)} 22 AEH ¢x
&S o] 83l £A& #3F 5 It

HEEY HA L ¢ vpo]de] vpAg} o
Az, dedad aAdA Fophd FH oy
HE FoA 832 gAY Yuigle
A3 Je g ogFshe dAe & ¢ Uk
T3 {43t 9n e FEAS ghg @
olfictd a3E o33ty sAste dA
ol71% 3ttt 7HE UNHHQl Heje HHE
A ¥ o 2= OLAPH AlZ}3H Visualization)
7b o OLAPL thx}d (Multidimensional)
dlo]g uo]2 gte] ARZHA Y& 4 &4
dolgg dgxoz F&3 Uz, o8 &
Hoz dolHE & F UEF slEth A
z+5l 7| HHe a9z g3
ol U MZEE g Yo FEY
o224 dolg WA AwHQ FHElol}
A vebdo, Adxe 7z #F A
e 533 go| #&ye { FHoix, A
dxo FH EAT sfoldyda 7z 4
st § FHolAY HHS FZ3ted A
42 & ok
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%}%%ﬂ .« RpbAl

a= '%Uc\}%

3. AFEE

(1) clloje] &=t AlMA2| 2pd

U QY AF ZARAQA ArXE ¢
Byl AXNAE B8 QY Z2ude ¥
3E A&HoE RYUHAS L o] 44 FA
SRAYPOEE A ol UHY o]
$3d 2 A AFFRE #2448 gk
olgjgt ¥4 AFE EdIZ I UHY o]
f21e] FARE g Agd FAH &S
ZA33 Random Digit Dial(RDD)%4]&
&, Mg T HYF2EE T3 A=A
29 Hd& A4 RDDe ¢ A4S
T3 FAHZ dERAE FE, AEFHAA
AT F Qe BRELAE AASE AA
A TAZA B2 o|FA Y =
Ao dAFE didArr AAHA #Hd D
9} H2HE=EE PcMeterst €4 L3HA
H+=d PcMetere 232 Ed7) AXE 9
2A ZF #d FALEY PCHl AFstdA
Hqd FAHo] A H&3A 7HEE
I FAYEY el ABAZE AXY b

oJgflo]x  Anjd] AE8A
g

2 AFdA AHgE dHolHe AAMIA
AZE 73499 dd FHLEN B T
FAH dolHgt olg HdEe| 2001 7
4 19%H 79 319 & 93¢ @ 3 o
A& ARAF ALlE(HAERA, #59
B, Forwtd, U253 U@ 21 b
oelE& AMEAATE 53] wvloly ApdAz
B4 & 53 & 7oA ez e Hd
E9 DY HEAolES i EloJHE ¢
AHoz §| 21 wloJEdN FEHUL,
°]£& 39 IDE WA7IZ 3o PdE
A7TAH doleg P (Merge) A
o <E > #HdEo] & 23 AFA A
olES] Add P& s wEe A9
AR HAFE FAA I

Ao

(2) 24 719

2 a7l iE AR Ad 73 F
5 WEA B8 FA% BEAA AY
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A Study on the Application of Data—Mining Techniques
into Effective CRM (Customer Relationship Management)
for Internet Businesses

Choong-Young Kim - Nam—Sik Chang - Sang-Uk Kim

Abstract

In this study, an analyticad CRM for customer segmentation is exercised by
integrating and analyzing the customer profile data and the access data to a particular
web site. We believe that effective customer segmentation will be possible with a
basis of the understanding of customer characteristics as well as behavior on the web.
One of the critical tasks in the web data-mining is concemned with both "how to collect
the data from the web in an efficient manner?’ and 'how to integrate the data(mostly
in a variety of types) effectively for the analysis?’ This study proposes a panel
approach as an efficient data collection method in the web. For the customer data
analysis, OLAP and a tree-structured algorithm are applied in this study. The results
of the analysis with both techniques are compared, confirming the previous work which
the two techniques are inter-complementary.
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