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Abstract  Franchising is a business sector which can be enlarged to a large scale in retailing business.
Franchising has expanded its realm of business into realestate business and education business, starting from
hospitality business. In franchising, the management of customers is a critical issue, so many franchising
companies actively implement the CRM system to improve customer relationship. Therefore, this research
focuses on the intention of franchising companies about the implementation of the CRM system.

The information system used for managing franchising business is defined as  Franchising Information
Systems(FIS). In this research, the impact of technological level, educational level and utilization strategy of FIS
on the ability of FIS use were analyzed. In addition, the impact of the ability of FIS use on the intention of
franchising companies about the implementation of the CRM system was analyzed. The results from the research
reveal that the utilization strategy of FIS does not affect the ability of FIS use, but technological level and
educational level have an effect on the ability of FIS use. The ability of FIS use has influence on the intention
of franchising companies about the implementation of the CRM system.
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