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An Empirical Study on the Relationships between System
Characteristics and Performance of Customer
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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.
» Keyword : DZ42HA[2I2|(Customer Relationship Management), CRM A|AEl £ CRM FZEIAT}
Aol SH(Eole B, AsE BHY, AsE 39
AZE) AHE Bol8)T AR(EDA A4, Atad 95
.M 2 olgxn A A )] BHAE Tttt
) A4, B A7ME &5 7IHEC] Fdl e s 2
. FEPY HEePoR FRIo BN A zEle
2l el el o9 e} sz gan o d j“ﬂ ]jf;ﬁ TE ‘ili’ (imf; 3
(o) o &
fA QI W 2, AL 75, 54 59 Rdel ) el 1] S AR el v
| = A Zx o
oA AFAIFE] (Customer Relationship Management, derle7ke dsHoR Aokt
CRM) AlzElS FEE o] gk itk & Suie]
7195 BAY wizmAR AdellA Bloju olAl=
E‘E 7 Lﬂ—g_— AR BT pEAQ) AT AEaS AT I, s+

el i3t ojelS B2, aAET} 1)
1AES] GF aARl A1%E] o

HAolA el g AAZ #2)7t
A7) AlFFehEA, B2 =gl 71950l
QL mAel ddle] wATFE AU 7IE 1A
A g o2 male] 812 93 A gEoRA 1
7 49l CRM A=) 752 318t

ATH2).
3 ZHTo CRME A3 9= 2L 7dse

CRM®] 7id& ggsbl qlajelr] 53

Zo] Exe 7Esln glon}, 27 AEad whEe] Azt
2 AT B3 @dlol}. w3, CRM= #A 7]
ZATES —%EPH = W, CRME F33 7]9EelA i
54o] CRM F21g7te] oj= Fmel g v]
Herh, 2 oud A2gia B4 tfek Bel7k CRM 37
A3l 2HA AL AT 5 QT dade IA8
Zal

v
1 e

SlelA CRME 41
AEl 247} 4TiRe] B

< oo CRM 7
dlMe CRME F33 719s
o

atat gk, 58], & AT A
o Azl E4S CRME] —rﬁ/‘*—“ﬁoli ?/L‘,?'{}_‘i}%i,
ojul gt A|2ElA %*401 —*401 CRM

we} zo|7t EAlshe=r e AS3)
B AT BEAE FAH R AAS
A, & AFME I 7] H%% q%%s& CRM Al

1. CRM 714
YA (CRM)E 7190el 2249 744
2RE WAATE AAGe] e tig 48 st

ATl HAo| Ad 75 F aATA ALY 2HE wE
nAR Zieleta & 4 Stk &, CRME 71979l 3l
ojx ;Ao Fesdeo] Fak FUiHL e rked 1 ®
FE 5 AL Az AFOR %—*éiﬁm o} f
Aol F32 71€0la ltke 71Helt(3

CRMe®] #oje} #slod, Imhoff & Gentry[4]—t— ‘=
€ aAHe] FsAgdA Zh aA 719 Aol o]2:
AE A7) S8 7194, Vdestst 24 e

3 HEIE A 58 AT Aot el st o
o, Kalakota & Robinson& “AAFE A E3kd w}
A, Adz 9L aAMu| 2~ AgkE Balo] NE 1A 3

A7IXE Fdiskele Zloltgha Feofsta o

&3k, Flanagan & Safdie(5)& CRMO] 2] AH7)
s oJa] o]FoX AlxHlo]y] Hrpe dhute] ZEA o]
eln Fgstan vk Swift(6)e mAe] FE, uae]

4, A9l 298 9 34 AL PPN BHow,
Pt e ATAEILE B, A BEE ol
0GP Fe A gy oz gt 9

Al TR ol 7130 % o, CRME "4
B9 Th AT 2 2, 2 iRl 7
3 AGE AFS AUsE AT A3k, A48 o

22018 =3} 2= 0]

Og:ql— J&“Hﬁx_ og T?sgﬁt—}oi&q TEaE =2 T M



. CRM A[2EI EM

HZ7HA] CRM®]
CRM®] Be4 7d<
Hlo] zZ¥pojol sl 54
Ryan(8], Keen[9), Flanagan and Safdie,
HREH(11), #88t olfAl(12), w(13),
ol A

Pedraza= CRM9| 434 32L& 98ix= CRM Al
g fAXe] Bastn, o|ejdx AAld & vloH
g, AR FueAgd AR E o] Fesita 7
ataL otk AA7]ellA Alz=Ele] fAde CRM Alz=sle] &
=3 ALEEelde AEsta e AR A F
o, &gt doleel gr aQle uAHelHY 3=

EESERISPAE

N

FoAFaY FAF ATE TN
Z317] 93 exlo®A CRM Al

AAIZ ATAELS Pedrazal7),
=944(10),

AR (14)

_.‘

Ryan< 7| e 9Joix HzIAel A
o] s AgkeiH, 15 Hoﬁf\i = Alzge] 237t
e, BEATY fold, Alxgle faAg w2 7
o] wAgcll g F4an Ak ol 74
af & w, I= 2% CRMe| F84d789l02A4 A

O

o
19 o

2

2]
=%

lo,

& 2 9 e
5 AHgAe ol

AYEES PP e o
A Az 74, 5 Alam) A Solgel wg Fas)
o st sk

Flanagan and Safdiex
371 9sidE CRM &34 A3
(modular) o] L3S 7hxshn,
A CRA A oI, 24 3 ey
Al g, e e

=942 CRMO 434 ?ﬁd—% HoHH‘ A=

Zo] J g8}
A= CRMY F

= [e]
| 32

el 114 Al25] AREA]] tht A

%éi} 71, el
% ol @4—5 il
MW aAEolEe] E5
AA2E 901& CRM Al

)ng— _/": Olﬂr

g
O.u_&l},

o 59, Aol 7
2sle] BRe Fgeka ol Aow
=
=

#Hg2 oAl CRM

ool ok
e
o
N
fru
o
]
N
=
N
olf
o
N,

1o
i
ol
oX
lo o
()
PN
_?L‘
]
0,
o r|r
T
1
o
Yo or
=
2
=
E
of
o

0,
R
ox

%,
R
N,
fin
a3

= Zte sRlegA S FFEp| H?l
, Monaet THE
&, H8 vl Ao Sdigh 71EnA A
8, 1 ARYE 43 55 AT o710l
e HF3P] g DB F& 9 Woz| )
HE 9929 53 22le CRM A|ZHe] Bz
o e e B =3

ellM AHE We-& T3 = of, CRMe| FeA4¥8
Qlogx CRMe| Azl EA42 Z7 F ¢ HlolEe i
F3h(standard), A28 F¥(system integration)’,
NzElel 847154 (scalability), AlzEle] A& ol

(easy of use) ToE Qo) & 4 3l

o f

R
x
g
os)
1o
-
Sy
—
=
—
=
o
>(IJ
o
j?ﬁ
rUZ
‘mﬂ

& Ho

oft
ot

ox,

do T

g
so, 0o

01~N

3. CRM %ZI42

7149l Ag7 BE Arks ol
APAFRA Theold gk aeu,
2 4 BT 4 gl AR Adel] wRel olg
PG AR Aol Aol Balo] ol Be =

SHE oo A 03k

BT BAA

o Slm SIeh15). B4, Azel AN Fuslgel
Y@ FA) lskeAcs Fleka gleit ols B
24 A W o e Bz 948w deh ORM 34
43} A E98 @4l YeRda gl ol CRM A%
£ 24 5 e V1] 49 B 2P Ade @A) 7)



318 W AFEEER e WOGE(2007. 5)

o] FHst e gl Al e, 3Akel *Zﬂm] 3, A, F B G, ZRAAAHR TR

A 2 2 5E ol wet 2ER]7] dEelvk(1 o, o] FoA YA, S5 P AT, ZERAAT
ol$t ¥Hsld, Trepper, Imhoff & Gentry, & HAFAAARE ERste] Fofsisint.

Cutler(17), Johnson & Gustafsson(18), Ernst & olglelx, A+ 2 AAE 5] AFAELS CRM 3

Young Consulting, ©1&73(19), 7A7F(20), AAER21) o w2 7ldad=za ud A& &, & 4, 2

Y AFAES 7IdelA g CRM F=1g3et #dst 14 85, 8z 9 w4 & S, 34 A

o IAGAE P, vEY A, Al g5, 99473 (LTV) Az, CRME 53 AA 1F 52 AlXslxn

g aAe Fo), aAAYNR(LTV) Az, AFAE 2E ok

g 59 ek AIEES AAskL A ellA AvE 71E AFLES THE B W, CRM F3
Trepper= CRMS] 5#& 4 & 31% WHogA o wE AYe 7|EnY fAE P, AT g58 &

2 2, Algt 1A GEHE, oS £ 5 A, olguA ARAE PE, 1A F94 I, At

= &8% & or, FFo2 CRME X8 7I94ES g5 2 7Iend fA08 4, vE v fh 5oF

IANZES] Z7} Tlo|HE niAg H]go A Zsld B 9okt 4 gt}

wiE, g2AEQ vHE AEle] e, el uAgsa)

FAE g w2 20vE 58 2T & vk AAls

Imhoff & Gentrye 17 27AKre] Wl thgh gal
I el g gold &R, M-8 st AALE 7Fed
S, nAd oigk 2dd ARYAld A g, A3
AE7eY] &8 55 BAA nAH 7973 fU1AQ) &
AE Hske Al 24T e Fsakgo] rbesitt
3 AJAJSEL Sl

Cutlere CRMZ 33 71952 di%
AAIE Alexander Group«] A 18E] V9E
CRMA|ZES F55 =W EH9E5Y d78Ee
28% ©o1’¥ S7MA F Slvkar AlRtska gitk

Johnson & Gustafsson CRM9] 3144375 43}

7l 9% RYs ] AletdEdl, 7199 WRFA/AE/=

Al f 17} 91 ‘/7%1/17—‘1”&%—E°ﬂ YFe Fa, ol

M
M
1%
L
)
° o

12

= |8 —é7u/ ]° %"ﬂ } ?i"“‘a T ok Fska 9
Ernst & Young Consultinge 7I19€°] CRM F3&
&3 ‘é% T ill‘c NS A THARISIEA (R 2 2
=
=

. FEALET(FAE w2 AR
R ﬂ}ﬂlE‘ % : ﬂ}ﬂlﬂﬂﬂ(zﬁ]&?q] ghe ARt
T, WA A(AFAE S, 2ARAE S
AAdde] (A LT se Al AT 5) o d9e=
TEste] AlAstL St

o4& CRMAIZEIR 7]%e] mAHe]A 2elo] A
s} nARER o= Y& T|ofsterte sekdt A
Te 719580l CRMAIZE B9 B8 A9AHE A
st gee elaish a2 B949E AT

=
3,

c

. A74A

L AT2Y 2 ATt
E—ﬂ?ﬂﬁ” ] A9ES thFoR CRM A
o) o] 3l BlAE G ekl B, ol

1% CRM A2 3 4312 Sl J1g] &2

onwaxw1}%ﬂa%ﬂ%rq&w.ﬂa@

AAE 4

SHI0lE] St

A28 AL B0I4

a7 1 ot
Fig. 1 Research model

gk, o HojA ATE ‘ﬂ}Q‘r Zo], CRM¥} #43 7]&

BHZox 9] thokel =058 BEgjg, B Aot
°lA] CRME 318 710454 CRM A28} 542 =317
F3ke] A detah] sl et 22 A7HE

4



T,

« HIl : CRM Alz®] 54<& CRM A3 344 o
g v

« HI-1 @ dHold E34& CRM
k=

« H1-2 : A28l 5342 CRM Aol 39| 9a+s
k=

« HI-3 : Al=dl #384e CRM
k=

o Hi-4 @ A28 AR 80142 CRM ATl %9 9
g Rl

« H2 : CRM Al=8l E4do] CRM 43l nxe 9
o Akle] fgo wel el

99, B AN olgshm P F8 AFvsE )
o4 CRM& 3% 71959 CRM Alz=®] 54 (dlelH
TR, Al=d B, A" B, Ala" ARS8l
d), CRM #1483 (tad g5& 8, Ay &
3, 71D fAe Y, o2 AfAE S, 148
5 9 aAFAEE e, vHRES A2, 223 710l
&£ 4T (F5, vIE9) S, ol el FHIEL
"o} pAH o AXEE ® 13 2o

B 1 52 oipise] Hel
Table 1 Definition of research variables
T M g= o=
-3 BMje| T2cfolef S5t mz| |Pedraza,

Golef | - T2EES S5t Kzel Sptze| |Rvan,

S84 | - ool B2 2y Keen,
TEolEe) AAZ A 2| |Flanagan and
zgE o Hom AkeRl i gy |Safdie.

ARE T ool =5t oM

oy | - HEEESRC SE H;O’

CRM | =7 | - fieEaaol i ol S5 e
Al ANAR 37} 25 S g ol
£4 | AR | - Boleokrel 2hE i
Y| - UEAT| BN ==S
- A9 Aagiozel Sy
Ay |+ AAES! NS ERY
e | - AAEIe] AR 201y
o8 |l ce aels Hig
SO . a0y smajoi mat
TET Al Sy e I &
AT HSE S P J'h”
- - ntry, Jonnson
CRM | -oletmz XiRxiZ 34 2 Gt
FEUEE | - TRl B Tenper 2l
A 8 ol kg 2 | 0T

- OpIEHIE 2 =

=L PN

£ Ayelre CRM Al2le] SA-(6d A%),
APH6H Am), T2la 7|Ye] &9t Aljde] 78S A7l M
2 Agaigion], TR drileRe 2 dExAlet &
2R RS Wakiitt. & dvelde sl Alx, 587/
Y, AR, T/, Az ol Hig VIddEe
Pdos AEAE dEleiglon], AEAlY] SRIVE 719l

H AR, 9, Az, IT, 7ol 2A
AEd] ol Al B AR ES tde R Sisith
B dyelA dgatn sle dEAE THel CRM &%
Hti 59 1AL CRM Online Ato]Eo] 7133t 719

3078 st ARYS) FrAcE

-
re

=

%é

oo
.
(i

tt ol ma
it
o
nj
of
Do

, 2 AFdXE 58/EEYE A
Foll &3 SHIAES ot HlwE A7) W&
o

A F8HT vEgHeE TS

o
o
it
>,

ol
o,
3R
O,
L
e,

A& AABIFLE =3 CRM Al2Ele] B4 Azizte] A
Ae AER7] ald ] AEA (multiple  regression

analysis) & AAEOM, oleld Bago] Jlgde] &3 A
Q19 F3ol wet Aot ke stetsi] el SR

34 HZ(testing for parallelism)< AAEITH 22) .

Iv. =MZ3

1. Z2o EM 2 J=EAHY
B AT HESHA 2 7199 BAEE 9%, WEY, g
29, B TR 58 SR A3 Aye F 2

40,
ol ¢
[SAS|

o, AE-SHEAR] A9lE JddT 5.83%, 4 5.34%, A
73 13.59%, 3¢ 24.76%, 2] 30.10%, AM 20.39% 528
gjetE|lon], o] 5o] &3k A= v 40.29%, <
GHA 21.36%, ITHA 19.42% w02 spetw|le}. 7]
32 giEel/dol 91% o) ek AR vehter], <



320 &;E 74 ﬁl—j ]}:#&d—a DH‘HXWL(ZOO’?‘ 5)
AL 1354 ngke] AAlA < 70% oS AR sk oA HlmAd =e Aoz sl RS AlxEle] PP
e Aoz FolE ) onjsle WEH A &4, A Alaglegel gy,
DBe| 44, AlzEl BE9] Fled 5o TelE )
¥ 2 F=2o| EN olgf= de, Ao Axaula XY, YAz B,
?E_Table 2 CT;EaTtP;nS“CS of;:'_mples e ol o] 3 uARAS E3 5o E3t #e] 59
= RECS = HITHE B
Az 2101990 [, 2(583) FEAN e W S UL 2l AeR sfefEgin.
=8/28 86(41.75) ot ( 5.30) CRM 2243} o] A= AfAdoz 54 Hxd
HEEA Te '
2 oies  |iaees| 3@ 281359 | A 33 o148 42 Uehln sledl, 1 FolME by
> T o
& apies 3101508 | 22 ST we wne R A% B 2AFAY B, A7
ET:E/:TL‘% E?jg; Al 202039 | A I5F P} 9 £oF FefHdr ¢, CRM
l00%ii ok | 28(1359)|  |omE 83029 8T & FolM vARNIE ke FEe sPE e A
of | 100-50024g! af2k| 29(14.08) |  |IT 40(19.42) | o= sFele ek
& [B00-1,00024%4 02t 21(10.19) A: A 44(21.36)
of | 1,0002-12 Dfgt | 64(31.07) RIS 18( 8.74)
1 o 64(31.00| |7 21010.19)| 2. EtEA 2 MM 2
e o437 214 e 19(9.22) B oo A x 228 7lise
- - <4 - 7|9=
3| NPOHE 10( 4.85)| =|1-5 ajgt 129(62.62) ?LOT] e =M CRME 15l Al
2 |t 139(67.48)| 7I|5-104 mpk  |37(17.98) | ¥ 54T FGRIY] BHGS Feteb] flsle, 71
e amas0flioace (20019 35S mdz 2 dsgel SPYRE AL oS
= (10000 = 10000 ANEA et CRM A28l EXl 22043 243120
® 479l 0 I9ES CRM A28 545t page O WG HOYE SR Sstel Varimax Wl
_g_ _\?: _]:l_ @—, g _\lé;—ﬂLg}\_jq_ _ﬂ‘_‘x;f‘%li ]__g_ %_}1\:} = _8_9,'3]—“ —O/lﬂ‘ &?l%@.(factor analysis)% )é]}\]:é}gi
¥ 33 2t}

B 3 ALY 54 U R0 3120| J|AS R
Table 3 Basic statistics of system characteristics and performance
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AAEl [sscal (ARE 27} 25 ShxbA) 3.69(1.02)
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(

suse3 (H7lgtete| Cikst AR IS XIR) 3.35(1.04
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Table 4 Result of validity test

CRM A& 54 CRM FZIMnt

&= | Factor1 | Factor2 Factor3 | &= Factor1
sdat1 76 * 19 18 per2 79 *
sdat2 75 * 20 28 perd 79 *
sdat4 73* 20 35 per1 78 *
sdat3 72* 26 25 per3 78 *
ssys3 7 26 30 perb 75 *
ssys| 70 * 34 17 per6 66 *
ssys2 67 * 30 29

sscad 26 85 * 26

ssca3 32 82 * 20

ssca2 33 81 * 23

sscal 24 65 * 47
suse3 28 19 85 *
sused 27 24 81 *
suse2 38 31 7
susel 37 38 68 *

Variance Explained by Each Factor Var. Exp. by Bach Factor
Factorl Factor2 Factor3 Factorl
44178760 3.2451524 3.2373088 3.4809022

Final Communality Estimates: Total = 10.900337 | F+ Co- st Tot = 3430902
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Table 5 Result of reliability test
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Table 6 Means of system characteristics and performance of CRM

NeiRy
7 = FHALZ(206)
=8(86) |HE&(120)

AR Al~El E3PM | 3.39(0.74) | 3.25(0.88) | 3.31(0.83)
e | AR SRS 1377(0.72) | 3.66(0.90) | 3.70(0.83)
77 | AlAR AR 201 3.31(0.87) | 3.31(0.91) | 3.31(0.89)
e FxIA} 3.35(0.55) | 3.32(0.64) | 3.33(0.60)
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