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ABSTRACT

The customer is main source that business enterprise create profits, To business enterprise, How to keep good relation with

customer, Can let the customer become the colleague of the business enterprise, Is a business enterprise to exist to the most

important of the lesson. For keeping and good relation of the customer, all establish the unit of the service of the customer or section

in general business enterprise, to resolve the customer purcchases the problem met in usage or complains to the product, guest

behaves most what get sick is a personnel can''''t instant answer or solve problems and must be right alone of transfer to other

personnel, must make customer repeating to describe its problem continuously, as a result cause the complaint of the customer. For

reducing the problem of the service of the customer it to transfer continuously, promote a rate of “warm transfer”, at the same

time due to guest the problem all describes with the idea of the language, This research applies fuzzy theories, putting forward a can

describe the customer availably of condition of the problem, the conversion becomes fuzzy value for belonging to the function of the

problem, then make use of again fuzzy theories it looks like to inference(approximate reasoning) to measure(similarity measure) with

degree of the likeness the method, evaluate a need of the problem and guest personnel''''s specialty of fuzzy degree of the likeness, be

used as the problem and personnel assigns the basis ,To make an allocation of the problem valid, appropriate and fleetness, promote

customer''''s approval, then raise the loyalty of the customer. Keywords：Customer service center, Fuzzy theory, Similarity

measures, Customer Relationship Management
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