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Abstract

Now a day, the company must strengthen the contact-point of the customer who the company has and has to block the

secession of the customer by providing services or goods on time. Under this market situation, the corporation extends the

CRM for the customer management and strategic management, and set the CRM-strategies up for managing the customer

relationship. For this, the present enterprise’s level and the business-ability for the management of the customer relationship

should be considered. Therefore, in this study, we will analyze the critical factors to set the CRM up as a strategy by studying

the literature review. In the critical factors, the factors of enterprise level as well as the technical factor will be included.

Secondly, as you know, the BSC is used to evaluate the corporation as a index. In this study the BSC model is changed and re-

arranged for the applied BSC model to measure the CRM level of companies. Thirdly, based on the model developed, the

factors in the first step are classified by levels and weighted values are calculated by using AHP method. As a result, we will

show the diagnostic model for check the operational performance of management, marketing and sales etc.
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