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Abstract

The Efficiency Analysis of CRM System in the Hotel
Industry Using DEA

Tai-Young Kim - Kyung-Jin Seol - Young-Dai Kwak

This paper analyzes the cases where the hotels have increased their services and enhanced their
work process through IT solutions to cope with computerization globalization. Also the cases have
been studies where national hotels use the CRM solution internally to respond effectively to customers
requests, increase customer analysis, and build marketing strategies. In particular, this study discusses
the introduction of the CRM solutions and CRM sales business and marketing services using a
process for utilizing the presumed, CRM by introducing effective DEA(Data Envelopment Analysis).
First, the comparison has done regarding the relative efficiency of L Company with the CCR model,
then compared L Company’s restaurants and facilities’ effectiveness through BCC model.

L Company reached a conclusion that it is important to precisely create and manage sales data
which are the preliminary data for CRM, and for that reason it made it possible to save sales data
generated by POS system on each sales performance database. In order to do that, it newly established
Oracle POS system and LORIS POS system concerned with restaurants for food and beverage as well
as rooms, and made it possible to stably generate and manage sales data and manage. Moreover, it
set up a composite database to control comprehensively the results of work processes during a specific
period by collecting customer registration information and made it possible to systematically control
the information on sales performances. By establishing a system which unifies database and managing
it comprehensively, impeccability of data has been greatly enhanced and a problem which generated
asymmetric data could be thoroughly solved.

Using data accumulated on the comprehensive database, sales data can be analyzed, categorized,
classified through data mining engine imbedded in Polaris CRM and the results can be organized on
data mart to provide them in the form of CRM application data. By transforming original sales data
into forms which are easy to handle and saving them on data mart separately, it enabled acquiring
well-organized data with ease when engaging in various marketing operations, holding a morning

meeting and working on decision-making. By using summarized data at data mart, it was possible

*  School of Management, Dongyang Mirae University

**  Hotel Lotte
**#* Institute for Knowledge Services, Hanyang University
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to process marketing operations such as telemarketing, direct mailing, internet marketing service and
service product developments for perceived customers; moreover, information on customer perceptions
which is one of CRM’s end-products could feed back into the comprehensive database.

This research was undertaken to find out how effectively CRM has been employed by
comparing and analyzing the management performance of each enterprise site and store after
introducing CRM to Hotel enterprises using DEA technique. According to the research results,
efficiency evaluation for each site was calculated through input and output factors to find out
comparative CRM system usage efficiency of L’s Company four sites; moreover, with regard to
stores, the sizes of workforce and budget application show a huge difference and so does the each
store efficiency. Furthermore, by using the DEA technique, it could assess which sites have
comparatively high efficiency and which don’t by comparing and evaluating hotel enterprises IT
project outcomes such as CRM introduction using the CCR model for each site of the related
enterprises. By using the BCC model, it could comparatively evaluate the outcome of CRM usage
at each store of A site, which is representative of L Company, and as a result, it could figure out
which stores maintain high efficiency in using CRM and which don’t.

It analyzed the cases of CRM introduction at L Company, which is a hotel enterprise, and
precisely evaluated them through DEA. L Company analyzed the customer analysis system by
introducing CRM and achieved to provide customers identified through client analysis data with one
to one tailored services. Moreover, it could come up with a plan to differentiate the service for
customers who revisit by assessing customer discernment rate. As tasks to be solved in the future,
it is required to do research on the process analysis which can lead to a specific outcome such as
increased sales volumes by carrying on test marketing, target marketing using CRM. Furthermore, it
is also necessary to do research on efficiency evaluation in accordance with linkages between other
IT solutions such as ERP and CRM system.

Key Words : CRM, IT Solution Efficiency, DEA, Hotel Industry
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