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A Study on the Effect of CRM Considerations Affecting
Customer Interaction Performance through the Moderating
Effect of CRM Information System Capability

Jung Min Lee* - Sang Ho Song™ - Hea June Jeon™*

Abstract

=7l CRM ARV F<

In this study, the validity of CRM introductory is defined as a driving force for the introduction of
technology and concepts such as competence factors of CRM. Effect on the ability to verify the
information technology CRM using this concept, we examined the effect of force CRM information
technology has on the outcome from the point of view of the customer interaction. And we have tested
the moderate effect for size of the company and the industry shape to the relationship between the
adequacy and implementation of CRM. As a result, technical adequacy and competence of CRM
implementation CRM, has a significant causal relationship to CRM information technology capability,
Competence of CRM implementation has a causal relationship with care for the outcome of the
interaction of the customer, shows the validity of the introduction of CRM companies are seeking.
Modulatory effect was verified using the company’s size and industry classification, was significant only
for the classification of industries. This result shows that must find ways to introduce the CRM
industry depending on the form of different.

Keywords : Properity in CRM Introductory, Capabilities of CRM, Performance for Customer Interaction
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