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Abstract Upon the intensive competition, companies try to hold their current customers by
investing more money and efforts on CRM activities. They provide various benefits for their customer
to keep them and increase their loyalty. However many companies want to know how effective their
CRM activities are. In this paper, we investigate the effectiveness of companies different CRM
activities on customer perception of different benefits as well as their loyalty. For this we categorize
the benefits that companies provide for their customer into four different types of customer benefits
such as social customer benefits, psychological customer benefits, economic customer benefits and
customization benefits. We examine the effects of different customer benefits and how different the
customer benefits vary depending on the types of industres and even on the involvement level,
relationship types, and customer’s acceptance level of risks. We found that the CRM activities had, in
general, a positive effect on customers’ perception and loyalty. However, companies had better
selectively concentrate their CRM activities on the most effective ones considering the involvement

level, relationship types, and customer’s acceptance level of risks along with the industry where they
belong.

Key Words : CRM, Customer Benefits, Customer Loyalty, Involvement Level, Relationship Type,
Acceptance Level of Risk
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