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Jdefit =2 CRM2 11 datof Cfeh 2o|7t ol =gish ¢
7|0 HME HAE FSAMOZ HMIIEBHAM MM FHSID

(e]]

=0 d T
Ct. 2o|2A+S2 CRMO| Cist £Xt7h Z|CHof DIX|X] Rot= A
2 Hosln Qo MX|0j= CRMO| 21M|7| = Z|CHo| AMuf&t

S |0 e r

Bt =12 st QUCKSingh and Agrawal, 2003).
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Singh and Agrawal, 2003; Swift, 2000). J1Lt0Of AlZ G41o| AL
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H HA|Z|O] RACHZablah et al. 2004). ©O|°] CRME 1HAAE
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oloi thet =HEE Z|=0f 2lst B7H7t 7HK= 2|2l= ofe ALt
g & UMk 7|Y2 CRM gutof ot EIHE S3f 7Ith=87t o
FIEIAE7tet FYE oldtar 21, AAFO| It HESIIE &
Mot g2 ofiet JfMeE0| BRBIHE BEE £ UCH

7|90| CRME =tz SN2 Ao = So|AMRE 12
of T doholl ZX X[£HQ Heff AAE [ =LA 7Y
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St MMHEHI7 =S HMAIStD QJUCHReinartz et al. 2004 a, b).

CRM ‘gifet 2EHE 7|& AoME CRM SatE7|1ES
A AAH 2HEF DAY 2E0A FMASEL AT AHAH 2F0
Mol B7tE CRMO| ZRQ| 7HK|, 7o JHX|, 32| JHX|IE
LOfLt S7FAZD, OiE1F O[elE Ot SdAIZISH, HIES
LoiLt ZAIREZI BYS F2 ALk AHAH FoMe F

Tt 2 WA Mot HEYSZEMAl BENY XHE &

=

I et g 4= QUCh DA 2HEOMel Eo7ts F2 aAgnt

of =28& 71 ULk OAH 2Fo|Me] E7H= CRMO| ZRHS
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g 4 QI(Julta et al. 2001; Gartner Group, 2007), AW, ZHOf&t2|
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Az = on, YR, WEX SN ojEHS7L Me|A HIE
o OEE HI8e| BHu FEAECl BUHE HH™E # Ut
(Reichheld, 1993; Imhoff and Gentry, 2000; Trepper, 2000; Ernst &
Young Consulting, 2000; Gupta et al. 2004).

CRMO| Q0| ZHite|d U0z S5t FE CRM JIHE
ZXoD BUEZSEY| Y3+ BI7|F0| HustH HLEof UX|
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23t 20| $A10|CHAmbler, 2002). O[0j CHSH HTOR %7 S
M CH¥sH MItEIb|ES st 0fS 7IE 7t BAE 7

Yotz Ao 2 APIF YHStn Qlot
KW, CRM EIt7|FEC| STt 2SO0 = CRMEA, O
2N, AFNLEN, HU4REM § 788N 7 STHUSHEXE
st Ho 2 4Tt O|ROIX|2 QUL Ol S0 MH[AQ]
AAFSEE2 YR UHE, DAFHE, +=AMd, FFIFK|Zte| &
HE EM3tn QO H(Heskett et al. 1994; Loveman, 1998), #+&A
tEet 22 WitRYE Sl 7IYe| MFAE =0 o2l 1,
WRH=LAZRMA, RESHS O &0 #3E §28 T
oF Wit £ e HMEZo| JHU0| ZMa[n ATt St Z2EA
o= 7|0l nAue| AAHERIE Hdstl FXEAEMN H
Mot F7] & WE=AE FHSY| flsf A=A 22 X
H7F ARl QJCHGummesson, 2002, 2004). =M, MHItEIY|
o M2 A E0t BHASIOIM = Ol EIM7|E 7te| izt
N2{5l0f0F BiCh= FEO| H7|E|ln UCL E =
BY JUEEQl DZMOZIX|(LTV), 1HFX]|, 02
A Z|0] QUCE DAHMOY7IX|= DHFX|ECH= 1
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QIZSHA BBt X|LHAAH DAQK|E ZERSICH 2H HIF T
7150l solde FoE = USKe BZEL, AquAes0| of
2N DAMOIIXE MHdte ZUE Zefg = UCH [t
HIEIL7|EL R NARK|QL nAMSE0| #Es FMStD A
EE2QuEE MM 0| RsIChs FEO| M7|=l1 Aot

CRMEZ ZETUCEMN F2 7|0oMe HUE 2 = ULk
ZEO| YutE 17 QX|g, NAUEE, NARolHS HuAlH
2 QIOMH(Julta et al. 2001) EX|BMOoZ =E|LYEO| Mt shat
g3, DZHRPHOIAM ot SHAEICED g = QUCKGartner Group,

2007)
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AA|Z 4= QUCHDay and Van den Bulte, 2002; Reinartz et al. 2004).
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3. ITA|AEIZLE(ITSystem Application)
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ITAIAES ZXHOIA ALSE ZFEE ol=flof d2n maE
AZEol, DISSI0lZ AFECk  HolEofst el Burxel

MEE 7HsoHl st 2ME+E 2ErHl Ho|HDoIE 17[X|
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4. YAIO|E ZE(Website Application)
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7192 azuto| AHHAE [ASH| @ ot Site| =F=E
World Wide WebS T2Fd E1&2 O0|23CHRayport and Sviokla,
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HolMap ZHEoMe SEX JfE(Hoffman and Novak, 1996)
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5. 7{5L|#|0|A(Communication)

HRUAOME2 RAISHE R0 ANM 4=0|9E HHAT|=
H Q3% 4TS dCh IYTYUSS U
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Abstract

An Effects of the Distribution
Information Technology Application on
the Communication strategies and CRM

performance

Moon Jang-sil*

Customer Relationship Management(CRM) paradigm has emerged
that suggests organizations will be more successfully if they
concentrate on obtaining and maintaining a share of each customer
rather than a share of the entire market, with information
technology(IT) being the enabling factor. This paper presents five key
elements that provide the necessary steps that allow and organization
to position its people, business process, and information system to
establish and take advantage of this paradigm. The key elements are :
(1) IT investment, (2) Website application, (3) IT System application,
(4) Communication strategies, (5) CRM Performance.

The results show that IT investment, IT system application, and
Website application play a vital role in enhancing an Organizational
Communication.

Also, the results show that IT investment, IT system application,
Website application, and Organizational Communication play a vital
role in enhancing an organization's performance of customer
relationship management. Further, this paper discusses the importance
of integrating these four elements for achieving effective customer
interaction. The author provides academical and managerial implication
for business strategies.

Key words : CRM performance, Distribution Information
Technology, IT investment, IT system application, Website application,
Communication.
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