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A Diagnosis and Assessment Methodology for Enterprise
CRM Strategy

Hyung-Su Kim** - Han Geun Jeong**

m Abstract =

23

As Customer Relationship Management (CRM) strategy is becoming a core competence more recently, many compa-
nies want a reliable CRM assessment system which enables measuring and diagnosing corporate customer strategies
for building an optimized CRM strategy. However, there has been short of researches on developing the CRM diagnosis
methodology that is directly applicable to real practices. Drawing upon the theoretical framework of CRM scorecard,
we developed and suggested a corporate CRM diagnosis methodology that can systematically understand and assess
the corporate CRM capability and performance, guiding their future directions. Companies can search the important
but weak areas among various CRM strategy subjects through the proposed diagnostic procedures. This framework
has a hierarchical structure that has four evaluative domains each of which has several evaluative subjects consisting
of many evaluative themes: the score of upper factor is the weighted average of its subordinate factor scores. And
the score of each evaluative theme is the weighted average of quantitative and qualitative evaluative indexes.
Quantitative indexes are calculated by analyzing customer and sales data and qualitative ones are derived from survey
data. Each evaluative index has more than one measure and its score can be derived from its own formula consisting
of the measures. To prove the concept, we applied this framework to a real company and concluded that it might
be appropriate to understand the corporate CRM strategy situation, find the pain points, and resolve them for better
CRM implementation.

Keyword : CRM Scorecard, Customer Relationship Management, Performance Measurement
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