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Abstract

Under the rapid change of business circumstance to
E-business, CRM is one of the major strategic choices to
reinforce the relationship with customers. In this point, this
study attempts to understand the relationships among the
quality of CRM and the variables of post adoption on the
innovation diffusion theory. With integration of information
system success model and innovation diffusion theory, it
developed a research model and several hypotheses
Jocusing on CRM performance of post-adoption.

To testify the hypotheses, it conducted a survey on
insurance industry and performed a statistical analysis for
the research model with structure equation model. The
results show that the factors of CRM quality (system,
service, and information) have significant relationships
with level of CRM wusage and satisfaction. And the
relationships between satisfaction and CRM performance
and between CRM performance and intension of CRM
extension are found as statistically significant.

Keywords: CRM, System Quality, Diffusion Theory,
Information Success Model
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