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An Analysis of Relevance between Customer Resource
Management Capacity and the Vulnerability of Enterprises

LIU Mingfei ZHAO Jingjing
(School of Management ,Wuhan University of Technology ,Wuhan, Hubei ,430070)

Abgract Customer resource management is a kind of enterprise management mode based on cus
tomer-orientation anditscoreideaisthat customers are the most important resource of an enterprise ,and
customer resources are the bass for the survival and development of the enterprise. How to effectively
carry out customer resource management is the key ability that decides whether an enterprise can obtain
sustai nable competitive advantage or not. Through literature review ,this article breaks down customer
resource management capacity into seven aspects:customer knowledge management capacity ,customer
profitability analyss capacity ,customer identify capacity ,customer acquistion capacity ,customer reten-
tion capacity ,customer customization capacity and customer val ue enhancement capacity. Through an em-
pirical analyss,thispaper probesinto the relevance between customer resource management capacity and
the vulnerability of the enterprise. The results show that various dimensons of customer resource marn-
agement capacity have sgnificant negative impact on the vulnerability of enterprises.
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