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IV. CONCLUSIONS

Peter Drucker, The famous American management 
scholar, said that the ultimate aim of enterprises is to create 
customers and keep them. With the rapid development of 
new economy, CRM is being the key point for enterprises to 
achieve competition advantages. Our optimized business 
process reengineering scheme can be helpful for 
China lubricant enterprises to implement effective CRM 
and make scientific decisions on customer management. The 
next work is to research the factors which influence the result 
of CRM in China lubricant enterprises, and find a way to 
control them for better CRM application. 
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