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Abstract

The Impact on the Business Performance of CRM System

-Using the Balanced Scorecard-

Lee, Jae-Sik"

Many enterprises introduce CRM as a new process accessible to
customers. And BSC forces managers to focus on balanced measures of
business performance that are most critical. The purpose of this study is to
find out the determinants of CRM adoption through the analysis which
examine the relationship among the key success factors, and business
performance using the BSC perspective. This study also gives the
suggestion for the effective CRM implementation in the korean companies.
This study has been conducted using the data collected from 115 companies
implementing CRM. By analyses of the questionnaires, empirical results
shows that the implementation of CRM has positive effect on business
performance with 4 perspectives of BSC. The contribution of this study is
that it provides a conceptual framework and empirical evidence of the causal
relationship between key success factors, and business performance with 4
perspectives of BSC concept. This study showed that more consideration are
essential to obtain balanced business performance for companies with CRM

adoption plan.

Key Words : CRM, BSC(Balanced Scorecard), Business performance
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