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Abstract

In recent studies, there has been much interest in the relationship between customer
artnership and its effect on CRM success. Yet, there is little empirical work on it.

This study empirically examines the relationship between customer partnership and
CRM success in Korean companies. The findings indicate that the success of the
relational systems(information technology and education/reward) is significantly related

to trust to customer and customer partnership. The study also provides empirical
evidence that trust and customer partnership is positively related to the new CRM
success and the traditional CRM success.

o]

1. A& HOAAZHAN = AF7F o) Fo4A A &

ot CRM9| diF2 7|2 1A wa]

A FEWA #BAE Fuet oy o Fujzt ol EAR AAEA HA
2, e 2aAS mAzte mEeEyAdoz I A FE SHAAAE 7|de]l A4S A
5174 3} ]cg ] AR ZdHo N 22 ¥ Hats GAANA A A AFHE, A
Ha g3 AT LS o] Ropm ZAom A, B, FE87HA ZosiA se sEH
2 0] ] 2}1:} ey wAE Edme o FWANY #AR A1 QU o 1

gl & RopoMel oyl REFH 11 Aol SEY fAE @& olFod A

U




22/018% - O| 7% - MAS oAotELA A0l CRMA IO} B|xl= datof ZISH A - BAHAIARTL AR o4 -

o] ohet mAel o] FEL mAe
140l 71glel Bast ol weh 1 A3
7} dEdA 8 Aol

aAe) ZzAx e Ay 4dH

Aoz selFd A9 FEL

Wk oby gl Silicon
Graphic Inc. (Li 1998),
Harley-Davidson, GE (Davenport et al.,
2001), Chaparral Steel (McDermott, 1999)
7 2& off-line 7IF9EE ol& ALy
7ol HEHE Fa AFA F=HE

& Calantone,

¥

SONND S O

AgEWA gk dae AAF, A
bl =9 7| (Campbell & Cooper, 1999),
AlAHEzlol He vl ZAT (Lesser et
al, 2000, AF FAIFY (Pitta &
Franzak, 1996), 2293 X2 &H
(Wikstrom, 1996) 5°] Slth. ek
£2 CRM9 43494 Ey3 744
olo]l AFGEA I CRM A7
o] 7} 3ot

[o}

L
|

ox
Hor 2
fo o &

=

a
=
g
)
Ho
)
lo
)
X
]
offt
:(|>‘-_4"
N
o o2 Mo
o]

of .
=g
o,
Y
%
kol
K
Ui
A
o
e

R

ol AAE diE7 (Colgate & Danaher,
2000; Berry, 1995; Barnes, 1997)& 7}3 &
TFE Y7l WFolr. dolEfe] lejx A g
3 AAE XA nAe] AAHF e
detstE dle HE55 Heol ok

AuH el JdEL oy FAle mAW

My e

Aol MEata Qow 2 gate] e 34
Al Aol FAHAA As7E ok mAH

T RE 3 ArgEe] Fol
S FUAstE o) ymiz 2 Ao oy
e FYste Aol F2AE dohle
A o)lg HAEsE FYd P AFE
o] o]H AH|FHA FEsE Aol olyz}
AtgEol Al HF Eojutop stk RAE <
Al gjop sty Aeltd (Konrad, 2001)

IAREUHE 7HA I Qe 71dE 1A
B} AAE F ' A2EWe w&sta
oo 71de nAR A& AEBAE F
A&tz st AT} v Faek A

3 og7]d F7tPE o 2

g W7l fs
AR71ES  Abgste 7P EE Al(virtual
community)“}  $§AFe]E 9] A Al #(bulletin
boards) & ©]-8-3}aL

Lol Al ApLlol Ba ek Gt A

o 2ar

= H 1

st AAS AFPLS A9 old g B
de ey

Aol ol d BAANLRLE A HA

E 93 A4 8427 A gloy

o] d BEFA

&l
AR7l4 (Mirani et al, 2001)% 2§
(Perks & Easton, 2000) 2 R4} (Pitta &
Franzak, 1996) 52 242 dg3&H
Atk FrHH o2 HEUVRAAdA M B
o] dFHE Aol AFY (Hal &
Andriani, 1999; Campbell & Cooper, 1999).
A A w3 Ar1E @A i
o a3k A8S sl Ut (Lee, 2001).

71Ee AFELS nHte AAFA FH
of FHEE& FAoy B dte aAdR{A &




HIPHAM15/23

Sy 2RE AN 54, 7

A~
3w, A%9) gz w49 oV
%13l 71¥ CRM A ¥te} Al9F CRM 4
Hnew CRM)A %9l 9%& 218 Aol
Agsti QlanEe Wgse] AFHow
A2 QA s

2ATEY 4

2.1

?9 Alejel mifo} wiA®l AZknt nA Y
= wheEgt dujziel avRte] #AE Yo
A %1% A ZHCo-Producer) e} #A| 2 &)
¥l3 gl o (Wikstrom, 1996) 719 A9
So A 7ldel FE Fd9Mills,
1986; Bostrom, 1995)¢j1} 7o 2] F4kzpel
92 (Campbell & Cooper, 1999; Dunn ]Jr.
& Thomas, 1994, Pitta & Franzak, 1996;
Prahalad & Ramaswamy, 2000)27}#] o]
7130 Avt. o] A7 aizzte] FRkAA w1
iz 71ge] AL olsstil aNE F9.3)
A ozl uf Zheatch T si7o] A4S
Wapshal lvbd In kAl o 0¥ E Ao
A 71 B A o]de]
o) 7% Vo] Gl Al wpEi-

™~
—:

e

7 8% 840w AFAY MHlAE
Gl

Al 2370l At (Bostrom,

98 5 9t
1995)

H¥slolo} Frh Aolth,

Pudney (1994)y= 2 A#te] IFEUAHE
Eoto] nARES AAAH F Jen A4
TA FEUAS By YaiMe LA
7 714dol e Aol Haghs 1A
= Aol Fasdtttia Aeks Rt Russell-
Hodge(1995):= 7|Yeo] ZE2AE F4o=

9ge Hx

W 8}s)aL ‘il_oﬂﬁ 9784 9

Ap & %L%°H°F tf}‘:}-l‘ TZJ’S o
Campbell#+ Cooper(1999)&= 7439 3}
EuVy @A X 2ol HQg o]
T AR Addeta ded 3Ae
53_] 49_ ?Ir’él:% FAA e FTH 59
= Aot AT AdAF
FEUHS Ak A
o Hl O]—‘ 71del BA, H2E, A%, A
o i3k HEag AAE BR{EA Eie F
$-7F A7l wielth, AEFANE 17 Fte
aAzte] BEUA S A7 B35 %
s o oy s HIske
7158k A S (Ruekert & Walker, 1937;

\\JAO

RS




24/0l81% - o[ RE - MY

folr
3]
N
B
m
L
>
o
Q
s}
2
0x
il
2
=
Rl
rir
02
02
2
i 1
rok
"
En
|
]
2
>
[>
m
B
>
u
lo
19
fiok
|

Athaide et al, 1996) Z# Aoz FEUHY
o] JIFAIZHE EHA7|L NN &S Y
4 9t Aotk (Bonaccorsi & Lipparini,
1994). =g 1 99| o AFAE] A
ZAAE] AT AHAJN HEE &3t
o AFAA dAANA gHHoZ AFAGR
g 533 JdLE RAFY(Biemans,
1992; Gemunden et al, 1992; Li &
Calantone, 1998).

Lesser et al.(2000)= I X]4) 9] 8o
g | kA AFEE LASAEd AAE
gl nAe A4s dsEr] Hd

iste] A& AN, SAss A, EXMe A
ALl AR A FFA(CKCs) Ay
<48 A, AAZE HEIVEE o8& 1
Mz 2 Ao g2 ALY aNHE FY
H(Call center)oll ot A AAB2E 7+5
AR A digt 7Y
2 o] 7]

l‘

A

ofj

o
=
o

ST
L oo
i ¥
i)

2™y
Z E 3o
Do X o

2
oo ?]o o
jr *
)
in
ofy
oX
1
fo o fo
X
Hon B

F3} Auze] W@ BAe 1A sxmj}
sl A U setsted S1deN
278 & e BE A4 w9
ooold mAEL HEA AEAHLead

user) 2 7|4 el AAFMNE, AF F8, Al

w-8aof & cH(Pitta & Franzak, 1996).
APATFEY FEHL2 nAFH FHo
A A Zgo] Vg A Yol
A RS vgoz e nHgHol
HAas oot AFAA FEUHS AEE
T3} o]E AT
e AALS R o)

TN et

ke of
re

2.2 CRM A3 1€ O A3p)

HAvAY S &a3d= A AAFY o9
(economic  benefits)¥} B AAZ o]
(noneconomic benefits) .2 ‘o] AEg
F oy olyd e V|GRE ¥ ozt
g AE o]edo] & £ Ut} (Colgate &
Danaher, 2000). #A ntAIRo] djg &3
T uolzt 7149 CRM &E3st: LA

#dg 23 Aok
JQzdeln £ @ CRMe =9e 714
A Zuish BAZ Aok nARES B4
DAL FHSIL o2 A 2A F AAA
Z, AR, AN 5L FAAIII, 1
Aol ¥H Foleld Ax ABE YA
AR Q7bd7, 48 BWE, o 2AA
o) o]

9 uhAY A, LAY
@ wgel 47 5o ARE
Seybold (1998)= AZFAd W& 7

% d
B e ol o 2




ETdYEER| HPRAM15/25
A%z A F7h LAWAY A nAY §F% Ang sofste] ol
o % Z@eld oog d¢ 4 Atk F  FHTAC U wER A2 Agoz
F3Ho. 1% 7198 ATY & Avka T
e EHES FZ 71E CRM Al B AFGME s]Ee A7Ee] CRM#
Habe AER /198 94 A4S wdd  nASEUYY BHse] J1de JurHal
bn @ 4 gem Jgs) 3483 WA Al FAE T S8, CRMBA
# Aol Brld @ & A g A9 As J1E Ade FHoR 4nE #7
o) BABRN AL AEAL WA A QoA B A o dolrt A&

37 s E AFtgeze A% ¢ 3
o, AFRAL FE, AAE L Auze
Wi 5ol og A%A o] Baskn
o]5& CRMATSIE #77t itk olo] uf
% CRMS 43te mAs FHE F7h
AREE, WEF7E Fo J1E Ads
& g3 AT AL A AES AE~

Pl

o

R

Astad FEI Ze At CRM A e
T 7R RS 4 gtk o)E F A

=

CRM Ad#t= 719 0] e-business 70 A
StHA 1 FaXe] ZzEEa ok A9
A &S 7IEAL Y Ve 22 A
AHEAT ABgel v A, AFE, Al
Fog FEHog JAEFTAY, 4ol A
d3E Zor FFHom AEFSE A
gl FEoldd. ey CRMS 53 A5 A
A2 nAe FAE F e gFd 7k
< 5o Aol gzsiyt sheeEkd v e
Z 3w AAE R My a9 A, Al
o8 Fr 59 /N3 E AT okF I}
ol a3 =0l A Edbele] & E

(customer loyalty)el]l 719+& 3 917)
otk

Wikstrom(1996)& 17239 2 gate
AL AR #49 5] Volvorleh
The Laundry*te] ol& E3le] mag o)

CRM 43sh 23 CRM 4%z 7 2ahol
pysgine A4 298 3 % Qo

w3y 9 A

31 94419

2 dAFdAMeE 9F88Uds 42 73
Fom o2 wAL uigoz HAAE B
A ate] A Al =% (relational system)% 9
I uARALS, AHEHU CRM A 33

3 AR %, 7 wAoz

FAd=o] 2l
7142 7IdE5S &7 g e F84
AR vE olJe) B3 A Axw"E Hg
stk ol V1de WEIAQ FF YA
Foste 24, 39, I§5A 29 ddn %
2] 3} Z°J°J«l AE) FAA7e AT xS
719 5834 A2z

of Tl o Seu 370l
e AsA GAY e 244, A
Fo A8AR @2 ASE DAY AHo)




26/08% - O|7A - MES

DA TEGAO] CRMM IO nlX|= P&o| BEF o7 - ZAAARD Ao HE -

oAdA H7l wWEeold AFE wEgoz ¢
FEYAHLZ 7]ge] ¢ %

E AT = CRME ATAHoZ ofF
4 9lE 9918 wotslaizt dE8 AL T
ANzugdds uARAgdoz PR
on ol& g4¢lo] 71& CRM A3st At
CRM 4ol oj¥a J3g vAeste &

ASFEF Tt

321 AxE

= Rul =2
Aol HE&EA FHAA 2 FEo] JFEHAU
3 EHY FUAME 2 o] M St
Ha gt aARYrle 53], A2HA
2852 e AAe XAy EwlE 7w
A AFA MEAR 71&3 AFUAC
M 71 A9 FH9 H(Stone et al,

1996) 7H53tAl siZdeh el 7)ol

JIECRM gt

AA#RYE BHFAIE E2(enabler)?)
qEE 3 oy Vee FEUHoRs
AR AT AT F= Qo
ol A LR wiep Zo] nA#EE B

ol o]Folqm dm AHNY 4dH o

o & ﬁ %
S
=2
L N
z it
r flo

)
9,

ol

)

K

59 of

3l

7] Al e 4o 7) wEolr),
Campbell#  Cooper(1999),

aATel g9 7hede F7HA

of 7l&ol &E&A

w

APA ZHAA  Galbreathet Rogers
e aARANM] AEvge &
H Zdd e MErgelat Faun. o
= ]

s gl mAe] A




HRAM15/27

= AFY AN AR
Z2d& AT agRHo ol

A ety AfHdozn uARXG 5T F
DA gk Aol Seybold (198)= 7%
o] HAFARI 37—‘“4&74]’\111*%‘3 7} 5}71] 3]
3}

Hla: AR7]&L AFd B(+)9 dF S
u] Z o},

Hib: AR7]|&& nAREYAN A(+)
QIS m

322 w53 B
dA7A e 71del 2R A E
o]7] #13) F 7Y EH 7-5;1*4 TEE

TO=E
wdste] gou

I

il

(Prahalad & Ramaswamy, 2000).
Bostrom(1995)8] At Aol & + 3]
”Hl HiLshy Mu~E Adst7] galAes

Yol A4g AYa gl Aol Aul e
a4 wae Adent A uad

A7F A vk Aol

-

ol &=

el Felatr) gsME nAL Y
Ropol A4S ZHAR glojob @) Lejy)
ed A4S AAm gl wAL A5
AupA) ] wEe] wAe XY £ES =

ot AE Jldel Aot Mulzge 1
Ho] YA ZRAZANZ Tl Fols}
= A7 Bk A WgAZYS 1A
of olslstx RATM vlde mA %
Bofo} shn Saetil Axwe FEAE
5 wmsjof Wk ol Mu29 FPFY
42H 199 BEe FHI7E Qo]

g

Laﬂ

gt AiE 2ALE %3}1 L7 EHE‘} W59
Zo4de FA3IY. 2= Wessex Water
Abel aiAe] gk AEZRA A, SEAY
2/37F 7143 AEd dis) o ¥ AS &
7] e RS 3o, Wessex
WaterAts 283 olWE "Water

Quality Hotline"g %3] oA HEE

Algs F3 sl

Pitta®} Franzak(1996)2 174 A=
Frestrl 98 Bidel A Aolgt F
A 2L BAS £33 F399
HiFol lom AHAH nA wE H, 4l
AESE =2 EJT =%, AL oyt
BAol FAAH g9 A%s & £y
Rolgte Folu}

2 AFAME olHgt #AANA ol
M E FHs AT

H2a: W& B Ao H(+)e] Fgk

n) o,




28/0|8 - O|RZ - MPZ

DY EE MO0l CRMAM Tl 0|x|=

odsk —

Fatof et o7 - MAAAR R MEof o

wgalof st $AHA ddolA vt #AL
A gow 7oA FEg &

1 f4A & ey 7]
AAE doE 3y o5

A 71ge BE3E EAeor o
A& uAe #AE FA
AZI oS 7| EFAA FHAU
HFEUZAN a4E gif-3of stk BA 9
+F -3— Aoz AFsle iy
ety d4atE Eg
IR J‘lﬂ“(Madhavan & Grover, 1998;
Inkpen, 1996) 3+ o}y ¢4 317 (Scott,
2000; Kandampully & Duddy, 1999)3}¢]
AN AHAE FLA 9711 Adrt 7)E
o] uAE] AFEL Mo FAHALEE 1Y
3 % (André & Saraiva, 2000)

pud =
% 4 gn S 2 ojdg wY wAw
% =3 aAo) 7|d 2 c—, AFel o

o thet AFoln &7Ho|th (Galbreath &
Rogers, 1999).

Hia: AE AAFEUA] A9 9
g m A,

H3b: 418 712 CRM Aol #(+)9)
Jae A

H3c: AZE A7 CRM Azl A(+)el
dg wA

324 AASGEYHY
Ao Fejg B3 uMe x2 FE9
AbdlE Wikstrom(1996) 8} oA &8 4

4 LaundryA}$} VolvoAls a17jel #
S e AAS ggste] A
TRIAG FHIAPoH AMEZLE A
AE&E 4 A Pudney(1994)= 3L
sensei"ola‘r ke 42 dAAIAE
= Mo RE w97 YME
A7} sﬂgo}rr] HEY #AZE zAd o
S AGAZIG F=F3ATE Stone
1(1996@ ﬂ Aol A 7] ©o]E

=

X m[o b & oafe i

d

1 B0 dehie 438 RshEE
e A3 Hg, AT F4 34, #

7] 2, viE H2E 59 A4
I

iR—{)ﬁ\ﬂirirﬂoﬁﬁé'ﬂérﬂmlOBHmﬁ‘.'_o,LLr-l%ﬁrSL‘rLéJ“leJl'N_&;S

AAQ H4&qe HAE A & F
SIAREUALE AAE AFste L
ool Aot Uyt 17 A
T v Y2 19 FE T
o e AL 7|YgoiA HE
At 2 NS AHHo2 FAA
v Fdol d ¥ vy AAnAS T4
HNow wE £ e 713 E AFstn 7)
o &S FYATI= Fad YHo] #
Ak ol gy #E e dAs

t},

Hda: ZAFEWAHNL 7]1& CRM A 7ol
A(+)e] Jeg vz

H4b: nAsE S A9 CRM A =l
A+ g vH




7

al

HRAHM15/29

=k

=

=

o]

s

Ae'sE A3

L.

L

3

s

4. A9 i

el
4

puie]

X

o

—

T

o
=

~
o

o

X

Ho

—

r

HE A

i o

X0
_

T

!

oy

_76].‘;—__

41 =

i

A9 5714

1

[

tE

ol A

=
=

LR

1

T
e

ol

@A

al

—
file]

oo
—_
4

o
;&ﬂ
o
o

iy

o

o

—_—
"o

oy

TOo !

X
N

o

-
N

e

I

=i

"M EzE CRM

L

[

A5t CRM A%

s
3|

&
Ap-2]
JL78 %]

o]

o

s

3

NS
.

1

ko)
y84

3

=
L

St A, 4w

&
2 3

A
=

]

174 3}
AR &

%
[e]

5 7

&

o0
\%O
_& .
i)
oF

L

o}, o

3k
Al E R

3

ehe Az el

h

2~
=

o
K.

)57

A
LN

o gol4,

a)
FAME e Adel vztsel 47}

EEET LS

=N

3l

& 74

A

oy

Z
1 %

=l
=
1A

a4
AR 7

1

ko)
h 84

)

ARze] gol

d%, 1
9] 57}A]

B

fal
=
I

NEET
g4

A

e }\
=

ok
2

g wap o

H
2

o

}_

el A A E

A f

il
2

(2003)¢]
24.8%, A4

17.3%,

e}
-

z

[e)

T

JBF A

ZAHY TIdez
B Az

ted 24.2%9] 3]

3|

> H

[e]
[+

d 50070 719 Fell M 12171 71ho]l H&

CEENES
x

ol A
|

Z
<

d

ol

LR BN

] 574A)

igs|

gii

PR
2]

ot

, LA g A
Al A B3t

ot ol

1

ol

[ho

oF

o}

oo
!

4

22.3%,

A

16.5%= A x

|
4

==

<]

el
e
<

13.2%, A 1r7)

12

7
T

A
1

el

L
g

o] 47}x

18 A

714

BIK
23
TH

do
o

T
tho
ol
go
T

ol

<

o
~

™

—~

;OL
ur

&)




30/0l8i= - O|RE - MAES IATELNO| CRVMAM IO DiXlE HEo| B o7 - RAAAR D M| ofgr -

2 ER7E don 44 5o T EX 43 239 AA
g Hd 1000 ol4ol 339%E A - o ]
Qom 5009 wEe] 404%F AAsm g <F 2E BE SAH=A FHE 5
o gEegdel W@ FHe Fumyz ) AT SEARA Aselr. SHRY
olst7t 538%% AAE: Y Aoz v 4 Ed APEE  x’(309)=57032(P=0.0),
ot RMR=.049, GFI=.76, AGFI=71, CFI=87%
AA
#Hage AR A48 F e FAE B
<E 1> 289 74 (N=121) o+ AU
T R ae Agnpst g E 6719 A= EF7L
e AR AFEE AU dE AoE YEH
zg 2 25 HEH72~91). EF FAME AHE g
ey o1 173 074914 0912 vEehgth zgjsm HEEA
TS/ B 16 132 Z EX(traidl] AMEE 8L ==
T 20 165
e 7 g AVE(average variance extracted) & ol 4]
£49 & T e A= 40%E 43E, = o 270
e e 104 o HE7l 50%E 43, UmA 349 A=
500-1000 31 256 o
>1000 41 339 7} 60%Z *‘@]6}—— Aoz et} o]
s A G ABRE FF = w, B Ao AHEE
FalAGE N
L;,]Ox}}_o ;z ;(7); Ao E2 ﬂ%‘ﬂ‘%@(convergent validity)
FoueA 36 29.8 Ze A d3BA(internal consistency)®]
AR 29 24.0 ZQdcin 2 4 9
5wt 10 83 ol el
e 121 100 2 o] #u el g A (discriminant validity)
& FAs7] Y8t AVE Fheol #4707
<HE 2> ¥FEY AT ZEAR R S
- - TN ABEA
W 2 J"‘;v_f . le“‘j T fs)
cT g | mEDA 2 3 4 5 6
1. ARo% 357 78 100
2. a§/u 2.89 79 | 48" [1.00
3. 412 361 63 | 46" | 467 100
4 nAFEGA 3.36 IR 497 [1.00
5. 415 CRM A3 3.32 60 | 38" [ a0 [ am [ 617 [1.00
6. CRM 2% 355 57| 467 | 45° | 547 | 600 | 600|100
Cronbach a 89 90 91 86 72 84
T A HA 89 20 91 86 74 84
AVE® 61 65 71 57 43 57
2ARFE x2(300)=57032(P=0.0) RMR=049 GFI=76 AGFI=71 CFI=87
" POl FEAA

a. AVE(Average Variance Extracted)




=dgets|x| H3RAEA15/31

o ZaATe Aw g dIse AFE Ar 2ol 3 £ o IYIPER
HESAT o] H7hllA <& 2> 1574 olg1 g BAAMNZHE FTasA Vs 3
FaAF g BZF7F o) NES FEAIE 5ol gAY F, IVIdEL A
Aoz vyt e B A7E A% 9o AZdA REVIed nA g af
FAYEE PEERAEE AY v & % BAS diiAE AEgoewny nA Al
= At gHot nAREUHY & FHAUAGE
44 A4S /A v &
AR ols AFase] nAFJANA &
T9 A3} 74]/\]”“—"« AEeder go] AFH A
TUdY AFAAR 7‘4£7l€r91 WA we}
<E 3> B AR Aot AHL A aAe] #AAZ AR FFE Aol R
Z37) 9F zy_rg.oq 2y Ang wo 7€ AYHE uF R E%A ~ee A
Zz3 9ty 7pde] oe AAAAE Bl FAQ &80l o]Folx 2 xZe}U(off-line)
ne 73;_4 tzko) &9d Roz ey A wdd e WA &#IJMOT
7} 1~4 742 2% A9 s Q) moment of truth)o] 71&& T Hd=E
B e A= JE2ATER AurFo T AS Aol 45T ? At
72 AX3E Aom olEd Au: Iz A7 Folsfol & HoF mAFE A
AE 3 92 YNIE3 nfHstAE 3 Eay E'_’HVE“, WEA A" T FiA
Aol AAL A% #AAzR 2 uAe) o FET AMHE 2AA ARE 1A
e A9 AL 2254 o712 Y& Xl?‘%}@‘ﬂ Al&'lg FHSHoF dtke Aol
S = ok 719 delAM Y Axg FEe 1A
b 13 29 AR ey wS/RAe 1 AA AFed = dom ol 7|de] Ed
Mol f7 AR 93 suoT uAH Aotz FAAd £ A7) "ok
¥ 3> LISRELO| 93 E534 23
Z#38y% %= |Standard Error| t-value H| 1
AR71E — A3 0.36 0.11 3.32xx A =
JH7) % — SARE 4 0.30 0.11 283 ) &
WE/RAd — A 0.29 0.10 2.1 ey
/B — nAREN 4 0.29 0.10 2.83xx e
Ag — aAsELL 4 0.25 0.10 2.44% Y e
41%] — 71F& CRM A3 0.28 0.10 2.92xx 2 e
A8l — Al9F CRM A 9} 0.14 0.11 1.36 717}
aAEVY — 71E CRM 47 0.60 0.12 4.83%3 ) =
aAGE4 — AiF CRM 43 0.63 0.14 4,49k A =

* p<0.05, = p<0.01




J2/018=s - O|REl - MY Z AHLE 0| CRMMIIO| vlXlE kol e 7 - BAAI2HE D AElo| AE -

* p<0.05, **+ p<0.01

<ad 2> d7Ede] FAAY

H8 33 4x RABANZRE vhgow ol daAToA CRMY 4FRAeD
& =9 nAstEd o) CRM Aol ofm  A#st mAREUYY Fa¥S Be AF

3t Jge VA =ME g9l Aotk AT Z} 5 (Kandampully &  Duddy,  1999;
o] Z3E By ANt Al CRMA el 7 Pudney, 1994; Ratnasingham,  1998;
A FES AQdsias A= AR EVA Shapiro et al., 1992; Galbreath & Rogers,
257 71E CRM 439} 21+ CRM 73 7} 1999; Bhote, 1996)0} 3% A& AL}
FAAQA JEE A= HAozZ el 4lg v Aoz mAze #FAA A 7do] F&
o AAREHS] Fado] AU shA A48k o A EC] FRIHA
£3], 7Hd3ce A4E B3 & 5 v AAsty e HFEolE & F ot
A ANIGozE N2 Ade 4AnE B oATe Aige afgEU4e] 7]14de
A7) oA¥TgE RS RAFH AHE uig CRM Azl &ax2ede S1stua nAd
o2 mATGEU4e] FA4E W o A AA nATEV e WHE RAsE Al
d& Ayt F 5 vk derEd A el # F v Aot 7igde A9
BAME 7idel AR A A MFE AN ARE A7l HeideE ATE
F8A 97|30 Y& vEd AeE 7Y et 259 did Fo4E& A8k 7)
S 1Ag At Jdeow A A E A9 dol] meEl FE5AoE HLsh= Aol
gAsta o dAddEY. AEE 7gol Fasittn & 5 vk 7|gL ol Hdl 1L
a4 ZEA I e AAES 5 &8 Azl A e 5o AALEHE A
el e T <Ulenabler)®] TS stz Jor gafjof s nAREVHNS Atz &
olo we} ;AL 2 Ag WelEd F Qe A 1S R ebAvR 2 At
WS 7HES 7hA 2 doe AS FH ST v Zukztz glastojor @ otk & 7Y
g g vk e furIde g Al I nAe Nz FHIEA MR UHE =
3hal glem FukatzEAM nAe) MR E F Baln A3  AEE ARZ =H3jof &
Aetxn o ddEn Aol asirty AdET




b
WA R15/33

<A
%ﬂamﬂ
&umbﬂduwﬁiogl
0M1_.q_.o..7ﬂ] o T
A@ﬁLygﬂ 5pT
Twimamw Hﬁm%%
ol oy W E,. < B X = oF
ﬂm@ﬁlﬂ.‘l_ﬂ Wﬂﬂr.mﬂﬁ 4
Ny m_wowgﬂ N S Ao 4 W o
B E.*Eom,hﬂ 5 %_MFLmﬂ,{ K 3
W P = & = M " = o%_n% Mo
ﬂl_Eoﬁ = 1ZH0~AT7ﬁEé4]}ﬂ1
=) 1_.11477 Moo b N X W Aoo__omaxﬂ
ﬁum%ﬁ‘_l_&lguo ﬂﬁxnvlww.ﬂo%aﬂqmi@o&umwﬂﬂnﬂaﬁ
M?Locaﬁno% w‘mﬂ%af Mo_:/x uﬁﬁoﬂu Agiaau.wr "
e o_%aaa ro_ W ﬂl%,mﬂ% ) o~ X ERE:¥ | of
W i ~ Br ﬂﬁ.h7 < X,lo_e‘.r ‘mﬂﬂlo_eﬂ71‘@l51_ w
.ﬂ@;o&ﬂﬂio,mﬂ ] ﬂ\lﬂoqo_.hﬁ/wo» Aoﬁﬁﬁ]ﬂo7ﬂiﬂ\_ﬁuﬂ\_£ ﬂmﬂ‘.vm_l O_EWOH
A A :_mﬂﬂﬂla El iél& o oo M et = No i el
uaﬂl_].ma%mlldhlku@i i@? o ) ﬁa_eioﬁe B o
q]OﬂEA]ﬁAOﬂﬂO]&LOq \_h_lyl ATg.mp.mlpf\lﬂ_D!ﬂmD X 0 OﬁE
:ilro OZLUHL“_.FO ,._.ﬁ._nrcow.o,_._._uvm__ ,uru‘Dr ,IX1I e ﬁo_al
1|_._OL dﬂ.ulﬂll U.Ellﬂ__Hl ﬂwﬁﬁ } — ]3/0 OWE Wr.AO
ﬁmrMﬂ _Exmﬂﬂ X m%ﬁ.ﬂéﬁhﬂﬁ%lth 7 o % o
7@_1011%%0_3 ,m_EﬂMﬂM% o Gl %;wqyf@r = gy
%L_zoowza_zwﬁﬁﬂ a_eazm. ﬂ%:ruogur Ty i
E%%é%?%zz;ﬂ% o_maﬂ maxowﬁm,ﬂ mﬂﬂ XX o
= R }O_Ho:ibfmﬁ_oonﬁ_.i“oﬂax_ _r_E Xar.
e S of of Y ° = o o 00 { —~ ! — A
R TR ﬂﬂwmopw:t A o T N T gl
@Lx} o 31% T o xﬁ}iﬂ:ﬂ a3 Q.@@
5l Q%M@.a@% ovﬂwﬂﬂ%@mﬂiiﬁwﬂt%%é ?Hﬂ.ﬁlﬁﬂm
M- zn ,@ﬂ]E = E.w__mﬂuo#xﬂ%? o @LAQEE_]
zolza %01 npnmu 71@, ) W o Mm»ﬂﬂﬂq
‘m-L By oﬂalr,m.ho S = Z;Ee____‘ur o.]” \Dl,b._ ﬂ_uu‘nn7_|
ﬂﬂawﬂo7ﬂk iﬂoNr T ;ﬂ%o__ﬂﬁwo@ﬁehms%ﬂﬁﬂ
o+ oﬁaﬂﬁﬂo@v F L_:acﬂ;ao D d) %w_.xuﬁ ﬂ,]o_aﬂ_L#
e ﬂj_ﬁx Ly e _z_.ﬁ ,ejﬂww@ o ﬂ.ﬁomo,ﬂﬁ
% o BE = oo o 5 A < & o z z_oﬂ}?
el o OE o G 5 N 3 g N
mﬂ%ag_eoé %ﬂoy@&&oqu« T dicahy
m_x dﬂlvﬂ_.rm.oﬂﬂ ﬂ%q_hvlﬂooﬁmmﬂrtﬂﬂrmﬂlcb‘wvﬂo LEu_mﬁm.AT %ﬁﬁ
s SR w oy = T o o & 5 w T T N R do = 5 R
s N Sbl»xv_uoihsr1ouﬂﬂﬂ o O %0 &
8 745}ﬂ}ﬁ1ﬁ}xosﬁx | = ) el xo;‘aoo%
g 7&ohaﬁoalﬂ,&1r 0_410 e ) ® T
)l L:a.murmam.n@__oﬁ o 25 = o Bz ogzquﬁo 5 B
,WAO,L —_— =T 1T _ E\‘W]Lo b ‘DI.NH]ogoxﬁ.o..r,IIJ.
r+~ f7%1%, T ® oﬂ%iM% 1,.@11_uvﬂféu;1%
; ﬁiﬂuﬁﬂﬁf i HJO_E%__.EQQ 1?@mﬂ,oﬂ iy
© T e o = P © = @ﬂuw}h_,@ oo W T
ufdy_.ﬂﬁAd:MLauuﬂﬂmﬂ %54% (S uo%mﬂ mxﬁa]__oaﬁﬂ:dﬁﬂ
azz%m%@ﬂgﬁg7ﬂ dﬂﬂﬂ%z@m&@?@@ )
= o Gl - ﬂmru Wl]mnx o o o ?__Eo ~ - X d < W_og];.o
,m.imyuolﬂ@mﬂﬂox%?#ﬂwﬂﬂﬂ%; Cmomﬂﬂome ﬂﬁmdx
%Euﬂn_m%@ﬁom,)@? _ Efcﬂémﬂgwﬂ ,%moanz_ﬁ.n%u..
o HIEQATiLﬁ‘mﬂMLM%]ﬂFMﬁMHOﬂEﬂﬂ]M’ ‘I,OI
o o %wuobmwﬁﬂ ﬂﬂﬁﬂﬁ»éﬁlw/,%mﬂ_/ur
*g%ﬂﬁkgoigqm}_ﬂ@kzﬂaeq
%Ewﬂ;ﬂﬁlﬁ%yhlwxmﬂﬁaﬁl
ﬂ@ma%@m@mgo R,
=t ! H.m K ,AL E:lq ‘:L -~ wO'nﬂvﬂ.lﬂ o
/L‘mui L‘_:mAlA,LrOﬂE OHP‘W,N“_HOAT
waowmmvmwﬂm%g
@o%wmﬂoﬂh Tﬁm
R e o_,_w-,” ! m.._wmﬂﬂl
.‘_.oE‘AD_vAL
I o
_L‘.m_ln__r.ﬁww

ke

al

=
LH7]§Q] .
&9

L

e

Azt

}

9
Lo

o] &




34/0184% - O|RT - MUE nATe{Mo] CRVA DI o|xl= Fgol 2t o - TAAA- D} Al o -
AR, 458 EME F8 Jeld 2= "Approaches of Portuguese companies
AR SWANA gz @A e wAHE ¢ for relating customer satisfaction with
719 E0] FH& ol & AAAAY dHFH business  results,”  Total  Quality
of glojxel was AAYE 4 Sl 7Y Management, 11(7), pp. 929-939.
o] A 71FAFE Hotstn Al B [3] Athaide, G.A., Meyers, PW. and
3 HE HEsty IAREVAS e Wilemon, D.L.(1996), "Seller-Buyer
O A8 g ol V|dE HAedE F Interaction during the Commercialization
de 595 4 & UAE AHoln of Technological Process Innovations,”

2 A sAYG dx AdywEge o Journal  of  Product  Innovation
S Zo] g8 4 Jr Management, 13(5), pp. 406-421.

AR, AR o3 FHYHA Qo)A [4] Barnes, J. G.(1997), "Closeness, Strength,
Ao Held SHAe AzZtE FAHAE o] and Satisfaction: Examining the Nature
2315 7] wWEol SHAte /AR Aol w of Relationships Between Providers of
2 Axg T4 ¥ +F UM F¥sdH Financial Services and Their
Aaagiel gigk SAd YoM FHAHA = Customers,” Psychology and Marketing,
HE B dgsA 3 F e FAE 14(8), pp. 765-790.

T5 el A#AHQ) FHE slojof & [5] Berry, L.L.(1995), "Relationship
Aot 53] AAZFHAAN FAE FF Marketing of Services-Growing
g 4o ggo] Has o) Interest, Emerging Perspectives,”

4, & d7E 714 dFAAY 1A Journal of the Academy of Marketing
FEVY AYE A mAe %ol Science, 23(4), pp. 236-245.

E3E dx] Fohr) R AFdAME L [6] Biemans, W. G.(1992), Managing
MAZN el mAREVHS AH3 FW, Innovation within Networks, Routledge,
AAZHEA Ao A A WA= FIFacl London.

gpe}, 71d3 mAztel FaAd Hlu F9 [7] Bhote, KR.(1996), Beyond Customer

(1] o1&, M9 Z(2003), “A A7 Fe] 230
¢l, CRMe] Alz=®lagl 4187 CRM9
Ao WA= G #g A
Information System Review, A5W, A1
%, pp. 113-127.

{21 André, MM. and Saraiva, P.M.(2000),

(8]

[9]

Satisfaction to Customer Loyalty, New
York, NY.

Bonaccorsi, A. and Lipparini, A.(1994),
"Strategic Partnership in New Product
Development: An Italian Case Study,”
Journal o Product Innovation
Management, 11(2), pp. 134-145.

Bostrém, (G.(1995), "Successful
Cooperation in Professional Services:
What  Characteristics Should  the

Customer Have?,” Industrial Marketing
Management, 24, pp. 151-165.




HRA15/35

[10] Campbell, A.J. and Cooper, R.G.(1999),
Partnerships
Success

"Do  Customer Improve
New Product Rates?,”
Industrial  Marketing  Management,
28(5), pp. H07-519.

[11] Colgate, M. R. & Danaher, P. J.(2000),
"Implementing a Customer Relationship
Strategy: The Asymmetric Impact of
Poor Versus Excellent Execution,”
Journal of the Academy of Marketing
Science, 23(3), pp.375-3%7.

[12] Davenport, T.H., Harris, J.G. and Kohli,
A K.(2001), "How Do They Know Their

Customers So Well?” MIT Sloan
Management Review, (Winter), pp.
63-73.

[13] Dunn Jr., D.T. and Thomas, C.A.(1994),
"Partnering with Customers,” Journal of
Business & Industrial Marketing, 9(1),
pp. 34-40.

[14] Galbreath, J. and Rogers, T.(1999),
"Customer relationship leadership: a
leadership and motivation model for the
twenty—first century business,” The
TOM Magazine, 11(3), pp. 161-171.

15] Gemunden, H.G., Heydebreck, P. and
Herden, R.(1992),
Interweavement; A means of Achieving

R&D

"Technological

Innovation Success,”
Management, 22(4), pp. 359-376.
[16] Hansen, M. T., Nohria, N. and Tierney,

T, "What's Your Strategy for

Managing Knowledge,” Harvard
Business Review, March-April, 1999,
pp. 106-116.

{177 Hal, R. and Andriani, P.(1999)

"Developing and Managing Strategic

Partnership,”  European Journal of
Purchasing & Supply Management, 5,
pp. b3-65.

[18] Inkpen, A.C.(1996), "Creating
Knowledge  through Collaboration,”
California Management Review, 39(1),
pp. 123-140.

[19] Kandampully, J. and Duddy, R.(1999),
"Competitive advantage through
anticipation, Innovation and
relationships,” Marnagement Decision,

37(1), pp. b1-56.

[20] Konrad, R.(2001), "Will data mining
revolutionize e—-commerce?,”
http://news.cnet.com/news/0-1007-201-4
732719-0.html.

[21] Lee, JN.(2001), “The Impact of
Knowledge  Sharing,  Organizational
capability and Partnership quality on IS
Qutsourcing success,” Information &
Management, 38, pp. 323-335.

[22] Lesser, E. Mundel, D. and Wiecha,
C.(2000, "Managing
Knowledge,”  Journal o  Business
Strategy, (Nov/Dec), pp. 34-37.

[23] Li, T. and Calantone, R.J.(1998), "The

Customer

Impact of Market Knowledge
Competence on New Product
Advantage” Journal of Marketing,

62(4), pp.13-20.
[24] Madhavan, R. and Grover, R.(1998),

"From Embedded Knowledge to
Embodied Knowledge: New Product
Development as Knowledge

Management,” Journal of Marketing,
62, pp. 1-12.
[25] McDermott, R.(1999), "Why Information




36/0l8i - O|RE - MAS

JATEL{ 0| CRVA R o|xl= g0l 25 oA - RAINAR D} MR(o] AF -

Technology Inspired But cannot Deliver

Knowledge Management,”  California
Management  Review, 41(4), pp.
103-117.

[26] Mills, P.K.(1985), Managing Service
Industries.Ballinger, Cambridge, MA.
[27] Mirani, R, Moore, D. and Weber,

J.A.(2001), "Emerging Technologies for
Enhancing
Partnerships,”  Industrial
Management, 30, pp. 101-114.
[28] Nwankwo, $.(1995),
Customer Orientation,”  Journal of
Consumer Marketing, 12(5), pp. 5-15.

Supplier-Reseller
Marketing

"Developing a

[29] Perks, H. and Easton, G.(2000),
"Strategic Alliances: Partner as
Customer,” Industrial Marketing

Management, 29, pp. 327-338,

f30] Pitta, D. and Franzak, F.(1996),
"Boundary spanning product
development in consumer markets:

learning organization insight,” Journal

of Consumer Marketing, 13(5), pp.
66-81.

[31] Prahalad, CK. and Ramaswamy,
V.(2000), "Co-opting Customer
Competence,” Harvard Business

Review, 78(1), pp. 79-87.
[32] Pudney, R.(1994), "Creating Customer
through Partnership,”

Managing Service Quality, 4(3), pp.

53-56.

[33] Ratnasingham, P.(1998), "The
of Trust in

Satisfaction

Importance Electronic
Commerce,” Internet Research, 8(4), pp.
313-321.

[34] Ruekert, R. and Walker, O.(1987),

"Marketing’s Interaction with Other
Functional Unit: A
Framework and Empirical Evidence,”
Journal of Marketing, 51(1), pp. 1-19.

[35] Ruggles, R., "The State of the Notion:
Knowledge Management in Practice,”
California  Management Review, Vol
40, No. 3, 1998, pp. 80-89.

[36] Russell-Hodge, J.(1995), "Total project
management: the

Conceptual

customer-led

organization,” International Journal of
Project Management, 13(1), pp. 11-17.

[(37] Scott, J.E.(2000),

Interorganizational

"Facilitating
Learning with
Journal of

Systems,

Information Technology,”
Management  Information
17(2), pp. 81-113.

[38] Seybold, P.(1998), COSTOMER.COM.
Random House, Inc.

[39] Shapiro, D. Sheppard, BH. and
Cheraskin, L. "Business on a
Handshake,” The Negotiation Journal,
(October), pp. 365-378.

[40] Skellett, C.(1995), "Understanding and
meeting the needs of our customers,”
Managing Service Quality, 5(4), pp.
22-24.

[41] Stone, M., Woodcock, N. and Wiison,
M.(1996), "Managing the Change from
Marketing Customer
Relation ship Management,” Long
Range Planning, 29(5), pp. 675-683.

[42] Wikstrom, S.(1996), "The Customers as
Co-Producer,” European Journal of
Marketing, 30(4), pp. 6-19.

Planning  to




HRAHH15/37

- e N
<HEH 1> FAH i3 9 ARgE
AR7|e T2 A=
AR7lE A8 HaA4
° e Hansen et al.[1999],
AR7E | BERVE9 714 AR
2AXGH AejAol2 A% frugglesl 1958
ALY oy FRIVE AR
o) e ANHE WA Ao FH A
2] g AARE WKEZR AL N AR .
D83 WA | 370 e AATA waAlsde] PE A Pitta & I.*“ranzak (1996)
D) @ AARE WAEEaRe A4 A% White (199D
o] g agI HAad e PrhE HA] AR
72 no] dig Az A=
Ao el A Aol Wa Az A Pudney (1994)
N _ B i Galbreath & Rogers (1999)
Fdde] A g Hg A& o
2oynle] el A Ae] e A% A Kandampully & Duddy (1999)
A A FRAR
] pAel A ZFeAw Simonin (1999)
s EY
9 oM o] AT Lee & Suh (2003)
DAY G 25 24 A3 Daft & Lengel (1986)
uAPHE T EANA
IRFPAE F 4w :
1€ CRM | 371 o2 24 A% Wlkstrmitono
a5 durgel nAmEE Hw . Pudney(1994)
W5 Pitta & Franzak(1996)
AR Seybold (1998)
At CRM | A A% e 804 Pudney (1994)
e AFFLA FH L A Wikstrom (1996)
Abele) ohzhs Pitta & Franzak (1996)




38/0l8d=

DATEL{AO0| CRVA IO plXlE Yo

[o=]
3

T - BAAAH R A9

met

aAREY 4] AT EA

Kls

Zjge]) o

JFJ

aAGEUAe] glo) 17144 2R
A5 44 2. (GE )

‘1 %{5},

RE
2t

18R

A=

ot

9\1—‘;‘477}"

A= RIS

AR AR &

FA, 25 A

11|o o o

i=]

AAE AN FA QNE 0] 2

2~Z 7R Al
At wAFE0] gold ARANES A

‘A (3
HA1L (&3

Mg D ) ¥

a8 %A
OLD}_

=

H
)

&

_‘T_ﬁ‘

i2

AAwe EEEES0

N
=

A2 1A1& D eU7t

4

N

A8 EERER

= |

N,

AR e

A

2222 |L

O |rsk |98 |9t |rt

SR 222

=

AAFI 9F

ST [ P P

Mind setting (3L
Q.(5&3h)

Aol @ A" @

18X

ot

A FECH] 0 EE &

ds 1% A

olq_

5

283

i

3 o 9 ANE Fas AauA?

S ANE Fgora JEIN

O

| A=H0s A998 FAsL AEU

Lo

ANE BHoFA A2e AAS FEARLIUN

o

e
A A )

A4E ggste EANEE s UA?




H2AM 15/39
5. th&2 nATEUAY o] “71E CRM A" #6d A& $EdUt g F50hH 0 &
F AN L. (158
. s 28R 283 wj 5
HETE oy oy vy | o84 Sen
AAFHET FARAEH I
a7 ojggo] AAINAFHI?
Auk ol IAVFE I} 2HHASUA?
AT ECEET )] SHHAFHT?
6. a2 LAFEUAA glo] “A5t CRM A#7¢h #dd A& ZE5gyth g FE(bhd 0 Z&
3 FH A L1553
o5 A8 a%A| 28R ol -
HAEaE ot a RE 138t} ey
7A Z37t dFHI?
AR fAEgo] FaHAEY7?
AAFE AEe] golstAl HA5U7N?
Aol thzbst (A, 7)) ol Rl RS U2
12. E}—Af— At A R HAEEEA] A AE FEAUG
A 38 SHWE
A dFL?
44 £= 2 "9y
Ao AHE?




