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Development of a Prototype Software for a Corporate Customer

Relationship Management in the Postal Service
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*Department of Digital Contents, Seojong University

Conventional research on customer relationship management(CRM) in general has focused on the effects of

individual customer’s satisfaction, retention and profit management. However, corporate customers are

more profitable than individual customers because of high volume and frequent transactions between

companies. In this article, a prototype for a corporate customer relationship management is developed in

the postal service. First, the frequency and amount of customers’ usage were examined, and thereby the

corporate customer rating scheme was established to provide customized service. Second, five different

types of usage patterns were determined using clustering analysis. In addition, we presented the rationales
behind the five types of patterns. Third, RFM(recency, frequency, monetary) analysis was performed, and
then action plans were developed to increase sales. Finally, the prototype software was developed to

automatically perform the above analysis using MS Excel program.

Keyword: customer relationship management, postal service, corporate customer, REM, marketing
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Figure 1. Framework for Customer Segmentation
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Table 2. Functions of a Prototype Software for a Corporate Customer Relationship Management
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Figure 10. Usage Patterns of the Eight Types Clusters in the Delivery Service
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