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Abstract

This study was intended to identify customer's response to CRM of fashion business. 488 questionnaires
were distributed to male and female respondents aged 16 to 55, and then analyzed by descriptive statistics,
oneway-ANOVA, chi-square test, and factor analysis. As a result of customer information management,
respondents evaluated taste, interest and demographic informations as most valuable. But they did not
value personal and credit information. For CRM concept, 4 factors were determined: continuous care and
suggestion, particular service to important customer, customer management program development, and
customer convenience consideration. For CRM activity, 3 factors were determined: customization,
information offering, and programmed service strategies. Respondents were having positive attitude toward
CRM concept and activity of fashion business. Among customer loyalty programs, they affected by
immediate and direct programs most. The preference of customer contact methods was differentiated by
sex and age groups. Males and teenagers preferred e-mail, and females preferred catalog and telephone
connection.

Key words: CRM(Customer Relationship Management), customer loyalty program, customer information,
customization, customer contact; L2 #AA| A, 2 fix =W, w7 FH 7)E3),
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CRME o &p[A7} obd 78 e g 7]¢e
oHAIE ol "rke dvolM 4 upAg, Al

LA 2

3T IT(Information Technology) %0k ¥H{3 o
el dgdo] AN AEH rAE 7EE olFe] 2
ZFQ ol 2 CRMo| 37532 3lty. CRMe| & Custo-
mer Relationship Management®] <FA}ZA] 27 A
= B 7R o, CRMOIA 713 g Ao)

= AL ¥z 374 F23 ulA " (customer-driven
marketing)®] 2= 7iid o[t}

o] =& 20019 % AT AT A o5t
AT A2 (KRF-2001-003-D00130).
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A4S FE7EGE 71EY IRE FR I 2
HAAA Folu} EHT= FAE FA =
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RS vgeE viAY Z2AAE AANE 3ok
= ojvjoir DB(tlolE o)) wiAlY, 222 DB
A &40 2 A AFEdl ZASE A

=AM Ael wlA "} A-A = glow, 7]
Y ARE AE AY FHOZ fFHIL Ut

A 7144 2] CRME POS(Point-of-Sales)>l 4]
H] 23l MIS(Management Information System)3}$]



& J1210] CRMO LS 1124 gt o1 47
AA7} 7FestEg o 78] BlaF gl Aow 2 749t

Bl &3 AL AFo] T ARAE BHTY,
A E3 AHEAele] AAERE SHA Je FEFSE
THEE Z4% 5L TR EE, o8 Hfd AE
< tF e fA vl2Y2x T8 71| vlAIY M
A 33 EAL et aebd, A 7194 CRM
< e} A E3 AP E = Hol B3] Ay, HA
B ZU 2ot R 37 24 A o] 71 8.7 e
Fopol7|1x 3§}

A FE CRM 977 27] GAQ std &
A7 HA 719 5L g dle 3 24 5
2l CRMY] W3ke 433l CRM 249 7dst
7] St FAA A=A, A 71he 24 AR @
ZeF CRM Z2a3 /g ¢ djad F5 o] &
g 2 Whe-2 FAL - B3l 3

IL. O| 2% ulid
1. CRM<| 74

CRM d& mlAE Fofeh IT Foboll 43 w3
o] g}, viAY #HA CRMol# 27 #E]e

FH 840ECE =z A2 JE, A A
g, FY TaA2, 239 AR Y, 2h3 A A
#HE 34 AR 5)E 14 FHo= Fe - Tt
o] 778 ¥-F(customer interaction)S 7NA o =M
T A71F BAE &3 /1Y A9 A
HAZ A7 9T NEL AY ol @A E,
ol A1, 2001).

a3 IT #¥olA CRME 2o 3 A ss
olF| & vig e E F o] Ydle AFH AH2E X
X0z ALFoN 1AL o AN, B
Ao uNe PYZAE Fslete, FI4E
=Y F 3= FEE 14 #A Bl Z2AAE F
Z3He A@F@YY, 200)2.2, 312 do|El9} AH B
A5 53ted N zAe] B4 7|2% ARG EF
< AE - A4 - Hrteke B eloherE E, 2001). ©]
o CRM A2EHe 323 HEsle FE9 ¥4
CRM(Collaborative CRM), 3ol 253} M| A%
g, viA " AEs] 24E 1% CRM (Opera-
tional CRM), 227§ Fr B4 FE<¢l E4Z CRM
(Analytical CRM), 283 A X, QA AR, 5 5
CRME S#dsle 3 8 99 (Back Office)o.
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& 327 ¥A FeZhe U NdEE EeNa,
utAY #FoNAM ] CRME 17 F4l9] vhAY A
& sk d 9 T e i, 1T dF A
o] CRM2 273} Haty 24 dolEE #2431
Y EF5E Adse Zed FHE T2 Aok
a8y Ags 71¢2 CRME A3t 43 gloxe
ke T g ZL Aot

CRM:2 M3t AB|25E J R3S} ASjehe AL
A, 283 vy A uye) Has wEes &8
35T CRM #2ithyl ol e 71 b
AHA AR, AAF ARUANE FEE T @
3 IFHE 7HAH, 7199 A Al A
Fojstz, FA T4 719 23 AReE 71HY
olge] 7loddhe FAll ZIdegREE LR §
&S WET (27T, 2000).

FlellAl= CRMo| IT JAE o8] A 270
BaEe 30N A g AL"E 58 A
AA & AJA dhe AR RIY] o] Hef gkA]
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M Az A7 JA Tt ofdl) E A7 =

L

L

A =99 CRM 74 84F F 343 EH3
ZH L FE3l o] F4HoZE CRMA g 17
Q88 At g
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# A7 A9 BAW Bope ol Arel 2
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2 AE AL 4, 719 B0, A8} 72, AR}
EEREECISERDL T

1) 0 e
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A, A5 Bis, 34 Bof, Hu), e 2L go|x
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T3 34 ARE 02 2HEE sofF AR7to]
B4 2¥ne Az $LEAE 23 A AREs
Zo] ot} arg IAERE YA 27
s F Rl A SdsEe BEE Y A4
& 7t e Ao Helh AAAETFA(2000)
ol A& CRM A 2] glojA A-dES stz £
o] A FH FF 28] o= A% Qe HH F
N 71 E Fa Aok E, <A 3197(2002)00 o
29 BEYojghes AolEAM 1A 8718E thae
2 HAAF AEZAA 74.2%71 319714l S92
MAARE ¥ Ho] Yo, 71 olf= YA
B fEd td S8 (56%), AR ES AT % glo]
M (25%), JHL FEo| VT Fol AZM(11%)
Soldkz gt ’

S Az e dA FREEA ol 87w
U FUETENI) thalix] A4e o3& B
A7 % 3t FUNEE2H I = WE Ao Addy,
4, AY B ARy a2 =2H3 s, 84
AHEHT Qe FUSEALE 270 732 o]
U o] AE FollA] AYg Loz AEEY] Q%
ZAolRerz, AFAY BE YFAHUTY 71 3.4
FHelo] FNEEWNEE Qs Fe AlaA ok st
o, B d g3 AT FUEFHUEE 959 AlF|R
ANsAY 3Rt A1 Jue wE22HE =}
FEHLA ARG Ha9t AR AR AL 75
T REAIZ 71 AThelAE, 2001 Aot

mEb B doE AAR A 7gse] 2
3 A7HYIA A EANA 878 ARE o A
o] eA FE3Y, IHEL ol 9 FH= AR
F2A4E EA Hrlster], ad AR oW g
T2 gistex ol g

—

2) CRM Al

2 A7E 93 712 RAREA] 20008904 20023
o] 3d F< A 719 CRM =Yl &3 245 4l
& 71 AMs 23tk 2 A3 SCM, ERP, €
POS, DW 5 IT €34 7%3 #dd Aol ANz,
2 ZeaPo g DM ojH|Y, e7l= & 3
ZE FAWAIRA] w4 5 7€ AFYAIAS F
gk A} Eo] o] ApEAR o g Y FAE 5
e mElA] Z2 o] ot mdElA X2
P& 1 Q3% 2P sz g 4 Qo
27 & (loyalty)d & 71999 AEF L AMH|xd

iz A Zadolgtn FETERE,
2002).

o) &4 7} $433](2001)E Dowling® Uncles(1997)
7t AA G 7)1l 278t o]FTA ol §AE U
o2 3 oj5k 7 Z2ade] g ¥R 73
< 1>l WE 1 7HA] Az 3 QEx P Ax
& AR B ARe 71E BE A A
Fohe S B 249 A ol wet &3
B A E wgez & AdH By 7R3}
Qom, B 38 5359 #HE AHA By
oA AF HAE T ATe F Je Y B
oz FRIAAT A A3 B AR F245Y
5, BRIl AHAdsrs FEHez 34 7}
X A7tz 17 B E7t Fobd S HAS A

< 1> 1 ojgx =289 P&

g 4 244
Z714 ZHEARA | SR
e ASHAARA | ARARAA

9, M 7199] $8% CRM &50] € Zlo=
71t E e AL 7Esielt}, sl 3H(customization)
IRNA & gt FEL A3 A Tt
%, 2002). A 71lA Est A=ke A, HAL
g st e 4 dew(Lee et al., 2002),
FEC) oM e et ARl 846N AR E
o sl 877 B2 ez HIHATG(Lee et

al.,, 2002; Anderson—Connell, Ulrich, & Brannon, -

2002).

2 AFexe= A A 7199 4 CRM ==
Il 27 3% Z23YS Dowling?}t Uncles
(19979 B4 Al 2 /3 Ades #RES £ 2
84S A48 Be 9, A&V 2 24 A"
£ E8 A4 7199 CRM A3 g o3 714 9
AL Tt 1A g ot uA ) E3
WA 7199 AFHolL E&3< CRM 2 e
A8l 2 CRM Z2 a9 sl ople]A] 221
Holl thst 227 Fod Hej & dolEo 2N A 4
HE ds] 2o
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= Uy FAuAY S5 2908 NFHH Mu)x,
a7 A, AFUAIALRE 7338 v Jded, 7
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CRM &% 12714 3o &3 3958 78 =
A W8 2 &, 74 wi$ FohE, CRM 43 7
@ 1270 el A4S 94 731 A [y 2%
A ok}, 78 WS ¥ thE $EEA 9. olE
E8e 2001E 7oA 20028 E7KA] sl CRM
Aot 22, B8 BAHE ARJEEE 29], 77 4913
A& QB RS 43S ukd ste] 13 Aol

I HE el s A3E /199 ARATY
W, 24 A2 e ATE AAE B FoA A
g3t el 9. CRM =213 Zo Hee
7% 7= 29 vidE A Z2 0¥ 7iq] AE 5o
2 ZAEIE T QR AR Bake A, |99, 89,
MRALAEE, 7hd 25, 3, AFAZ 2AH T

2. Xt&2 =

AEA 4 BES AT duIRAE AA, 20024
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