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Abstract

The purpose of this study is to investigate the impact of IT components of e~CRM on
customer response performances in e-CRM. To this end, we classified IT components of
e-CRM into the ones for customer management and the ones for customer analysis on the
basis of previous studies. Also, we identified variables for customer response performances
and conducted empirical analysis. The main results of this study are as following. First,
this study derives the IT components of e-CRM for customer management and customer
analysis respectively by reviewing the previous studies. Furthermore, this study defines
business performance variables as customer response performances. Secondly, the
hypotheses concerning the correlations between the use of the IT components of e~-CRM for
customer management and customer analysis and customer response performance are
partly accepted, which shows that the use of particular IT components has significant
influence on customer response performance. The findings of this study can contribute to
expanding the theoretical background in the area of e-CRM adoption and development and
be helpful to practical implementation of e-CRM systems in business organizations.
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o] BANE AR Aig, Aol FEg, ol §4
&, 34 O, 24 £ RE BN 22 FAE
veEle f2o3 #AE e Ao eyt

TFelae] AuEAn nAdke: AduEtel BACME
Al ARE, Ao grg 34 fA8, 34 BEg,
24 FUFe] BRE WA fold ARWAE BRAF
et

H 3. DURME o CRM HETKER 12WIS MniZle] Abtkaby]

:;-_[;j\lig)lgg 379 | 110 | .219" | 304 | .278*
DIWNE DB 3] | .472** | 164 | 286 | .385%* | .322**
THMY DB LB | 437 | 598 | 437" | .361*" | .410*
i[ﬁmiii 419% | 311* | .381*° | .421** | .388*
Fojoiie) Mujxd | 366 | 296 | .324"* | .304*" | .282""

(FeE " p(0.05, ** p(0.01)

ojde] BAWE 3l BA, dojelulo]lx FAA
e 28 3438 DB &v|, 2R DB Y& aAFE
o] A=y ¢ fdolE &4, poinde] oS ol
M diE aAng Adapise 4AaAr g8 o=
8235 = 8

2.3 IH@2IR, IA2ME o-CRM HJls T2t
S MERle| BRI

2482)§ e-CRM Burlge] AU Aol mlAE
e PARLeE PaHnY, 1 BoRe ke (B0
2tk 2ARE 43 57K Ak tistel A3 B8Rl
4% Bl Wl e-CRM SAIEA Al2sle] o
23 o-CRM A12d Qadole 4o e #4sig)
o AR 3080 9L HAE Wil e-CRM

GA A Ajxrle] g43 P9l B2l e-CRM &34
g Bol F9A] 4L nHe Aoz BAgdth »
A A gl FF FFE A= ¥4 e CRM 9AHE
A Alzde) ggue] folHel Aoz RAMHAY ¥
Ak 2 $A4 JFS X Mg e-CRMA AR
9 Alz", 3% A= o-CRM Alsd agel=
B0l Sl feolad 9ge niAe Aoz EMHUCH
w2 FARY Adz M 1E A, M 18
Ao sfEEcn & & ok

2AEA L e-CRM B E71&0] nuhg Aol njx=
J8re BARMo BMgind 1 A 99 (F 5%
2o}, kg BE 57RRRg)] tiste] Al AR-Eell o
&2 vAle ¥eE ge Ae® Yeitn, Awnd gy
&9l 4&E nAe WrolE p(0.05 FeIFEA Y
A Aol 4918 Aoz vehd AR dlojeluo]
2 8ot} 1 fAEAME FeJ5E p(0.1904 &
datA AR doleuo]A & Fofdt 9L F=
Aoz Uehdn, 37 BETME §98HA Se4F p(
0.05914 AR R djojeimo]~ gato] FolA 43S
F3 Jv Aoz vehgon, 14 oAM= p(0.1
FeleEoA o3 Ae2e HYslA 24FR by
ojx g2 2 vepygrt.

aez, AR Znz M 28
2e FEAoz AgeEcta & 4 ok

F¥chd, 7K

F 4. 7RIS o-CRM HEIST THIS ARle| S7EA

S | AR ERR AWo uvg) T §NE
Do beta | t2t | beta | t2t | beta | tt
e-CRM 2}
X 310 |2.038"| 313 |2.126™| .278 |1.801°
AlAs] 82
e-CRM 31
] -123 | -820 | -.185 | -1.070 | -.242 |-1.592
&e gl wSAA|
el 2| -.091 -.693 | -.240 |-1.877"| -.040 | -.30
eCRM &£8M 38
Hols ol=ay -134 | -.998 034 259 | -.030 | -.224
J;E{To'\f;';i 269 | 1.944* | 054 | .400 | .199 | 1.414
R2 190 .240 .165
2.080 2.805 1.756
p .041 .007 .090
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ErS drked 2lol7h Utk B3] e-CRMe) 42294 3
Sape 1% oIEE 2 o 71E 84F 71& QoA Ho# e-CRM 8 £57ol
beta -2t beta 2t 2} TS ARIE PR nARME FRIE
9] 24 3 o} R0o]3) Ay 39 3
e—CRl\I/IA%Mg%fXIJ 28 | 1807 | 278 | 1832 TR842 el Fodtn AFRgE EE A s
= — o] Bl
RM & HERN 2
25 9 TSAA -197 | -1.317 | -077 | -513 A Ay a#ed AE A4S, afEMe
o] 242] - CFM Busle FH8Ae ANe Auizie] AvuA B4E
s54 ¥ V165 | B3 080 B0 gy gamels, nARME BEsle FHLRS DA
Mol | 037 | 277 | -256 | -1912° $ Awgle] AuBAE diAZ fold AAE dehiia,
fCToMcAfo?i 13 | o7 | s03 | 2190 TATEE ARsle FHLAUCOE nARME BAWlE
e 195 - P9840 2ANE AT ABWAS O BE W)
: 2'153 2'1 ” T A7 e Aoz Jeign, 3AEY Adx 4
. . Ry =) = CukxlaEl] =
; o = #3724 ARE el U

(ReBZ:* p(0.1, ** p(0.05, *** p<0.01)

B 5. IMFNE o-CRMERI kT I2ISMIRI0| 231N

24 5ol

. beta | t&t | beta | @t
E}Z"’A'igol;g -007 | -051 | 026 | -190
Tomw DB =] | 089 | 662 | 049 | 299
TANZ DB UG | 349 | 2.248™ | 277 | 1.718°
Egﬁﬁﬁﬁ; ¥ 170 | 1049 | 244 | 145
Jogme) NmAH | -103 | -639 | -104 | -.620

R2 262 206

F 3.163 2.303

p 003 023

(feleZE:*p(0.1, * p(0.05)
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