
OLTP 

!"#

$%&

'$( 

!"#

)"* 
OLAP 

!"#+

),-./+

CRM!"

#$%"

0 121+ !"#),-./34567"89:";<=+

)">?@./AB"CD!"#),-./DEF 
GHIJ3456!"#;KLMNO 

 
!"#$%&'()*+),- 

 
 

1. PQR;ST 

. /01234567*+89:;<=>?@

AB7CD:EFG4HI:JKLMB2N=

OPQRSTUVWHGNX=YOPQRST

UV7Z[;\]*+^7_`78aHb7

cdH:eLfghi=Ybj:\kf4OP

QRSTUVWlm=>?8nW*+>?

)opq>?)r:s7\t:uvw<=xH

yz{|7}:eLf~�i=Y 
 

2. UV3456!"#;WXYKL 

2.1 OLTP3Z6J[\];KL 

. 5� IT 7��@|Z[:H�|L4���

��:;<=�0��7{�y��@:�r

KfL=YbjW�DKf4*+�0��y�

�7���u7��H|kf�fL=Y�H�

�4(�����23��R�QP7OPQ 

P�DBH¡¢£j� 1¤ 1�¥7¦S§¨y

©ª£j4«`}¬­�®27¯°±y²³´

µUV£j=Y¶·¸2¹º7»¼WZ½i=

xH�¾l4DBMS :¿À£j�Á�Â�

OLTP yÃFjfL=$POS 3x7Ä,2N

=-Y 

. xj¬7°±3�9ÅÆHKfÇÈ£j=Y

xj¬7ÅÆ34ÉÊËÌÊÍÎ7�l7ÏÐ

Ñ�§¨^7`�H|=y4q?�0HKf3

CÒÓ?WÃtxHyÔ/H|=Y®�4ÕÖ

HLt×WØ<�4OLTP7ÅÆ3ÙÚZÛK

f�}®F|LY 

. HxÜy4ÝÞßà}¬�0��7áPâã

ä¦å�yæç:|G$b7�l7èPéP7

­ê2�Nk�y-4TCP/IP:\=ë´²ìP

íîyêï£j4Ñ�§¨@:�ðñ��yÃ

Fj=\t:|=H4�0��7å�yòó:

æç}e(��:�Dz{H|k�Yx7xH

3ôõ OLTP W¾l�Ôö÷7*+�0Ñ�

§¨b7�7Wïî£ø=xHH|k�y4ù

A2ú(:|=xj¬ÅÆWOPQ��i=

xH:\kf*+rûü|�0yý¬j=x

Hyþÿ£j�YK}K4b7�l:3!e7

"#y$£jfL�Y 

2.2 !"#$%&'$(3Z6 DB^_ 

. %&7"#34OLTPWOPQHKf�Dz

{Hi=xH2Nk�Yi2:Ôö÷7Ñ�§

¨:3OLTP7ÅÆy TBÁu2ÇÈ£jfL

=y4�9D7 DBMS 7®®23OPQ'(

:�Di=xH32�|L$) 1-17*+Y�

,K4/)3Äe7-O.2N=-Y 

. bx2Ñ�§¨rÔö÷H3ª:�0÷:

'(D DB 7Ñ�§¨7/0y12H|k�Y

xjWOPQãä¦áã� DWHHLt$34

(1996)5¡-YDWH234OLTP7ÅÆWÚZ

£ø=xH|I4N®G��3*|Ly'(:

6�t=\t:378£j9�î£j�Ù:O

PQÛHKf DB:;<£j=Y£¬:48=

7'(:N�kf34>?@@:ABf DWH

}¬CD£j�EFG´²7 DB2N=OPQ

RP²WHI7JKHi=$) 1-17|}Ls-Y 
 

3. UV3456`ab DB;NO 

3.1 OLAP 

. DWH y/0£j=H4OPRP²7 DB W

Mà}¬NOi=xH24xj®23$�PÂ

�2Lt-ÙQR³SUÛ2ST@:UFjf

L�£®V®|�0y4äUâWPX2N=R

ëYZP·[:\kf\]^GÙQU³SUÛ

2`Mi=xHy2�=Y�H��4RP_§

`UVOPQ:e

LfÉa-��-�b

�}¬|= 3 Êc

$dr7-OPQ

$µePF-7fg

Wh=xHy2�

=Yij:ABfb

7k2Jl@:m

Ó?K�GnGo

X�G$µePF7



�³S�pqS�-7íärËst7uvîW

wxi=xHy2�=YxjW OLAP HLL4

yz7QR³SU7{|£j�}~:\=r

�P²H3(�I�|=$ rP4r�R(2002)

|sW5¡-Y 

3.2 !"#),-./ 

. OLAP ,<2�dÝ:3~�¬j|}k�

Ñ�§¨2N=y4QR³SU:;Lf\GÓ

�@:DWHW'(i=�l7AB�Ë�¢ø

:\=�ZW�<=\t|¦.�r�¨7�

Zy2�£j�Yx7"#Hz{�HWÄ�î

KfLtH4(��DB}¬7h©7Z�KDD

2NG4OPQRSTUVH3 KDD 7MB7

��2N=*Y 

. OPQRSTUVMB:34Ê7\t|AB

y¾®j=xHy�LY!"#$H3��@:

3RP_´²��_´²�(HKf POS 7�

µZUOPQ}¬����7¦S§¨7�¢

ø�QPUW�=xH2RP�ZUqSYU

V�:��K\tHi=xH2N=Y%&'3

��7GVèU§PÑ�U�:DL¬j=YÔ

� ¡H|=�Ay¢£\G�\L$rR²¤

y¥L-V.P¦W��§�:\kf©ªo/

¨z{}W©¬}:i=AB2N=Y 

. �H��ª«¬i7­®Â�:;Lf34¯

9°~}¬7±²3³´yH�|tYxx24

µD¶yOR·.²:|k�_P�Hbt2

|L_P�H:e�4xj¬OPQWÙ¸¹Û

HKf)º£ø=xH2()*+,-./01

2345/6:\=-OrUVyÃ|Fj=Y

C»:)ºW¼��-O.34­�¬j�_P

�7OR·.²7r�íW½KfI=Y 

. 5~:|=�03 OLTP :\=,<23|

LY¾P.GUQP:¿ø¬j=��7À�3

ôõRP_§`UV:ûü|ÁÂW¾Ã2L

=y4yz3��@|h©7�Zo�D3´K

}k�Y%53 web 7ÄV�¾lf4 DB î

£j�§µ�²:iKf47894:;-<=

yÃFj=Y¾P.GUQP7Å234��7

Zi=µPìPây CTIW^Bf��£j4b

7st:Ôw�QÆÇPQ3È�:*ÉW2

£Ê:JAi=xHy2�=Y 
3.3 CRM 

. xj¬ KDD y���u:ËÌi=Hij�4

��7Á�Â�:Í®¬ÊÎÏ7��7Â�

2N= 121 RP_§`UV4MBHKf3

CRM:s]e�yÐ2N=YKDD23 DB¯

                                            
* KDD3*+OPQ7Ñ:CD£j=�723|

Ly4�kH�Ò2|CD�ÓHL�=Y/012

34OPQRSTUV7JKW*+4HI:RP_

§`UV:Ô|KfL=Y 

�27�QPUyZ�WlViy4b7h�W

ûÕ�D2�=z{�y¥L73 CRMHKf

8Öi=xH2�¢^7Ù×GØ�Û$�ZP

U-ÙÍËíÄ�/¦´¦GrUV:Ú%f¬j

=k¢2N=Y 

 
4. cdEFef;ghi5;jk 

. rÅ7OPQ�Do'(7@@34iÛfÜ

üËÝÒçÞ^7ËÌ:NG4b7�l7ßà

Í|7¿À^7ûÕ�2Õt3²¬j=Y�0

°å�7áD:\kfÁ|=Îâ@*ÉÒã

@2|LßàÍ|7äDJÕt}¬ DWH4O

PQRSTUV}¬ CRM:å=Ñ�§¨_`

y~æ£j=Y*+r7>?8nHKf7OP

QRSTUV3)ç>?23|L$}èqp7

>?�Z|s7_P�3ª2N=-Y 

. b7xHy4(��2éêë�yìIíî@

@ÜÓ£jfL|LOPQ:;<=�QPU

W�ï@:ðÊ@·¸@éñ¤@:��Kf

;�:±²WÃt×24OPQRSTUVW^

ò7>?)\G�¬ó)ºËôõ)4EDA 7

ö>:5w<fL=Y®�*÷>?):iKf

34ø²¡7ù|LÓ?æ7*÷�÷ñ'(Ë

úÓû-ü/�³qS¨:;Lf3ý8rÑ�

§¨7æ|�\G�'7Äß�yþu£j4í

Ä��rOPÑ�U�:\=ÿ)º7�!´

í3�"u£jf��$RSíÄOPQ7'(

:CD7z{�yN=-Y 

. pq@|>?8nHKf34OPQRSTU

V7¨t3 CRM7ûÕ�:#$i=2NÜtY

£¬:%¤a�ñ¤:\=ÎâËÓû7Â�

W;Kiil=&�3ì®=2NÜtY 

 
5. lmno 

 rP4r�R'OPQRSTUVMB()

\* (1999)Y 

34+,'OPQãä¦áã�(B&TF´í

�4É-.�J/p (1996)Y 

0"12'ª3WnGôf=>?)(45p

F.P�´í� (2001)Y 

------'éêë� æ'((>?³SF³rP4

678� (1996)Y 
 
p]qrsA(* 

121 One-to-one (Marketing) 
CTI Computer Telephony Integration 
CRM Customer Relationship Management 
DBMS Database Management System 
KDD Knowledge Discovery in Database 
OLAP On-line Analytic Processing 
OLTP On-line Transaction Processing 

 




