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Abstract

This study is to investigate the relationships between system characteristics and performance of
customer relationship management, and also to examine the type of industry which organizations
are involved in, financial or non-financial business, affects on those relationships. To accomplish
these research purposes, this study obtained 230 questionnaires from domestic organizations which
have implemented customer relationship management systems, and finally used 206 responses for
statistical analyses. The results of the study can be summarized as followings. First, integration
of system and ease of use of system among various system characteristics have a positive affect
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on the performance of customer relationship management in significant level.

Second, the

relationship between system characteristics and performance of customer relationship management,

based on testing for parallelism, does not differ by the industry type of organizations.
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EM | AAE A 201M |suse3, sused, suse?, susel 0.902

A3} FXMD}  iper2, perd, perl, per3, perb, per6|0.854

AN Z (reliability) & 435

g A= A4} 0.85

2T ‘a’iu} w2, o8 4¥e
B AporMel F8 FHSAE FP3NE BTEA
=]

3.1 CRM AIAH EM0} FEIMD7te| ZAY

B d7dAe Ilelld CRM2 3103 71958 W
Z ojujg CRM Alzle] §4o] Sl 7logela 8
712 melslnat sigth o2 9jsled, AEise) el
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T3 AEA (multiple regression analysis)< AAIBIHT

E 6o BAERE B4 B 9, $IYEY dERS
CRM Alzdle] B4 Zolld A28 844 298 718 =
281 sl LS ¢+ Uit =3, 28 &%
7AEF BE2edel &3 719Ee] CRM AT BT o
gk QA FFE A a7t ¢S ¢ F A%k

r~ln‘. rlr o

6 CRM AlAE| SA o X7 B3
Table 6 Veans of system characteristics and performance of CRM

. oigy S
i 28866 (W@8(120|° i
g | NEE SRS [339(074)|3.2500.88) | 331(083)
o | Ax"Emy 377(0.72)|3.66(0.90) | 3.70(0.83)
T° | A" Ak8 2ol |3.31(0.87) | 3.31(0.91) | 3.31(0.89)
At FTg  |3.35(0.55) | 3.32(0.64) | 3.33(0.60)

T3, & 7oA B vigh 2] CRM #1432 $53
2 AR A2l 54 83 Juzte] #¥AYE ot
W7l AT AARMS NG 2R A2d &4 8dE
Aot 2E 89, F Al2d B A7 A o)A
£<lo] CRM Aol BAHLE vff Fol§ AN 34
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Table 7 Effect of system characteristics on performance of CRM

Alrg] 13k Fat we
B4 ool Beta | &t some R2 L Rt ool
AlAE E51M | 0.217 | 3.74***(0.0002
AlAgl &2 | 0.036 | 0.63 |0.5263(0.444|53.78*] <.0001
ARE| A2 80| 0.258 |4.74*** | 0.0001

(3 * p=<0.1 ** p<0.05 *** p<0.01
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3.2 7|Ye] EM(HE)0 o2 CRM AlAE E43 =
Tamzte) By

B dF7de oA CRME F38 71dE9] Alx
g E43 CRM A#zte] o] 7ol & Y ®
F(F5Y, v wel Zolrt dertE metetnat
slgct. o] gsldd, CRM A#HE F&H842 43s
E 89X B ket Zo) AY #3E fuRs(dummy
variable) 2 A3k AL HAAEHh

T 8 ARIREo| Cifst Cojuisol Heof
Table 8 Definition of dummy variable

4, 71g0] &3 de e AEE F4eE 389
of &3 867Re} ulSgol &3 120709 AES o=
tie] 3A %24 (dummy regression analysis)S AAIRF 2
I}, A9 §8-2 duishe Diol EAHcE f% +F
A Gae vAA e AoE AAFHJIHE 9 D).
b, 71l &3 Y Ahe F¥] @E CRM A#
ol ol7} AR Re o= 5T + Yk
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Table 9 Analysis of performance of CRM by industry types

prre W P Fat
syoy | B W 0 e
Aad] EHM) 0217 | 3.72"*)0.0003
AlAEl R 0.036 | 0.64 .
MAEI MR 20l | 0.2568 | 4.71***]<.0001

D1 0.004 0.06

() * p<0.1 * p<0.05 *** p=<0.01

28, 7 CRM AN2sl 54 g9180] F0/4d5 iz
£ 93] Agdel f¥d wel deerte Helsly] A3
AN, SHUES FEUH v YR TESI CRM Al
26 B4 g0l g ARIFEE dEsARNT 5Ad
o] P AZg AAF 498 gk o2 2o

A E 100 EAANE 23 2 W, S5 wEed
ZEo)A CRM A8l B4 82 FollA Al=F B34 8
olo] CRM F2A4e| BAHC R foldt $FlM dgE
oA eSS ¢ 5 UE oldelE, HFEFHAN Al=
¥ A& £o]d 8Qle] CRM FA4Hd] #4% FFdlA
qgg uiA3 eS¢ & Y.

E 10 CRM AlRE £ 9lo] FXIMTiol| 0[ff= I%
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Table 10 Effect of system characteristics on performance
of CRM by industry types

Neg | 38 |0.297| 2787 0.0068 | 0.392 | 17.58 | <.0001
B84 | 43g 10196 2.7777) 0.0086 | 0.483 [36.137| (L0001
sag | 38 [0.020] 0.22 | 0.8239 [0.392 [ 17.58™ | (.0001
434 1 38 |0.025| 0.34 | 0.7352 | 0.483 |36.13™" | (.0001
NAEM| BB |0.147| 1.65 | 0.1038 | 0.392 | 17.587 | (.0001
8301 | 4138 [0.323| 4.48™| (0001 | 0.483 |36.137| <.0001

(3 * p=<0.1 ** p<0.05 *** p<0.01

T3, E 11904 B vtel Zo|, CRM Al 84 &
Qo] FAATe A B3] e} K3 wE} Aot
ZAe7te geksly] A% P HF AHdMe, BE
CRM Al=®] &4 2150 BAZCE feldt A &
df3el) me} CRM ATl Holrh EAlEA &2 &
F Ut
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Table 11 Result of parallelism test by industry types

NAR Eg R0l | pell vy W | weons
AAE S5 2823 uiZ8d 0.42 0.6755
N Y | 2gentulEsd | 015 | 08816

NS AIS 2O | EgemtuiEsY | 044 | 06634

(3 * p<0.1 ™ p<0.05 *** p<0.01

£ dpdME ol CRME 3% 7IdES e
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o] f3e wet EHEsE Festaal Kok old w
2, CRM Alzslel 543 FA4u7te] gudE S48
thorg Q7S e EAAQL BAE Y3t

12 7445 Znt 29
Table 12 Summary of hypothesis test result
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