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A Comparative Analysis of CRM Strategies
and Establishment Examples
of the National Media Corporations in Korea

Hee—Kyung Kim
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Customer Relationship Management (CRM) in the media field is a special
customer-centered management method based on the information technology
in order to build a long-term relationship with customers, users or subscripted
people of media services. The purpose of this study is to examine and compare
the various strategies and the characteristics of customer relationship manage-
ments of domestic media corporations in the era of the digital convergence.
The data is analyzed by in-depth interviews with the CRM managements
of newspapers, cable & satellite broadcasters and telecommunication
corporations. The result of the study shows that the practicing CRM in the
media field has an influence on the management petformance and the manage-
ment’s support influences the practice of CRM. CRM is practiced differently
according to the scale of the media corporations and revenue. Also the study
presents that media corporations which wanted to improve CRM are going
through trials and errors caused by the lack of experience of the CRM market
in Korea. Therefore this study would provide CRM strategy for CRM market-
ers in Korea. Furthermore, this study presents concepts to media corporations
which do not apply to CRM yet, and theoretical backgrounds which do.
Finally, the implication of the study, limitations and problems are explained
and discussed.

Key words: CRM, customer relationship management, media corporations,
media convergence
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