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ABSTRACT: Currently the electric market is still a bargainer’ s market with strong

monopolization. However, with the progressive increase of competition, to

investigate the present status of customer relationship management (CRM) and to
discuss how to build and develop up—to—date CRM have been the most important issue
in the electric power industry. In this paper it firstly discussed the necessity
to develop the CRM based on the current environment. Then it studied the difficulty
and disadvantageous factors to develop CRM. Finally some advice and suggestions

to develop the CRM for the electric power industry were also proposed.
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