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(Abstract)

A Study on the Effects of CRM System Installment in Customer
Performance of Hotel Business

Kim, Jeong Seung*

Recently it is necessary that Hotel business introduce Information Technology to
enhance competitive advantage and cope with changeable business promptly in
management. Thus in an effort of using Information Technology strategically, Many
Hotel business tries to install CRM system (Customer Relationship Management). This
study tries to analyze the effects on customer performance by installing CRM system if
it is in charge of major strategic system, it can get successful customer performance.

I hypothesize to resolve the problem, and search preceding study results concerning
the elements of CRM Installment and Customer performance. The survey was taken to
emplyees in the field of CRM installment in Luxury hotel to test the hypothesis. To
summarize the results, first, CRM intallment affects CRM customer performance. in short,
systematic feature, management environment, information intention, and technologic element
affect it. Through this study, facing the limitation and future study are below.

first, additional parameter should be considered though I reviewed the elements affecting
CRM customer performance by searching and abstracting preceding studies.

Second, There are lack of preceding studies because it has passed only a couple of years
since Korean businesses deal with CRM system. and there is the limitation to compare this
result with others due to few empirical analysisses. Especilly, I can hardly find the
preceding study conceming hotel industry but tries to search preceding parameter as to the
customer performance of CRM system. Until now, It is needed to continual study its
measurement later. 1 believe that more specific study and precise theoretical test be

performed and they deal with current CRM system installment and facing problems in all of
the korean hotels.

Key Words : CRM(Customer Relationship Management), systematic feature, management
environment, information intention, and technologic element

* Dong-A University Graduate School Tourism Management Ph D. course finished, Instructor
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