Journal of the Korean Society of Costume
Vol.56, No.2 (Feb. 2006) pp.83-100

CRM 20N =2 222! AT AN uHFD

é’l ol §|+a *g*.gm E*,I-I Xl °**$§I°-l***
2QBUNGLD NANNAHZSS Z04" - ZQBUUST NANAABTGE: -
223G S dRIASE DY - SHAHSW DI MBUSIAAL I Jxrx

Customer Information Management of Online Fashion
Companies: From CRM Perspectives

Ihn-Hee Chung® - Soon-Chul Kim* - In-Do Hwang* -
Ji-Wook Jung** - Ho-Jung Choo***
Assistant Professor, School of Advanced Materials and Systems Engineering,
Kumoh National Institute of Technology”
Graduate, School of Advanced Materials and Systems Engineering, Kumoh National Institute of Technology*
Graduate Student, Dept. of Textile and Fashion Engineering, Kumoh National Institute of Technology**

Research Fellow, Korean Living Science Research Institute, Hanyang University
(2005. 10. 7 §11)

ABSTRACT

As online fashion businesses achieve rapid growth in the last few years, they gather various
kinds of customer information through customer registration procedures and expect to utilize this
information for CRM programs. The purpose of this study were to understand the current
practices of customer information management of online fashion companies and to discuss how to
improve it for the benefit of both customers and fashion businesses. This study included three
steps of empirical data collection process: First, online fashion companies were visited and content
analyzed at three time periods-2002, 2003, and 2004. Second, a questionnaire was developed and
surveyed with 488 customers. And third, interviews with two groups were conducted, one with
customers who experienced customer registration with online fashion companies and the other
with experts of web developing. Through customer registration procedures, personal and contact
information such as name, citizen registration number(social security number), home address,
home telephone number, and cellular phone number were most frequently required. Customers
were asked to provide more specific information regarding their privacy, online behavior, and
taste recently. The variety of information category in 2004 observation was larger than 2002, but
the amount of required information from each company got smaller. Customers tended to
provide some false infor- mation, and the most frequently cited reason for that was “too much
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hassle” and “no practical benefit from information provision”. Customers were concerned with
the exposure of personal information such as citizen registration number. The ideal number of
pieces of information required was identified as 3 to 5 including name, phone number, and
address. The paper was concluded with the discussion of customer information management from
CRM perspective, CRM program, information analysis methods, and security.
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