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<E 1> 4EZFY FoiFao tigh AAE SAHAXER

ote Bl RS e sy e
ik 1999 | 2000 1999 2000 1999 2000 1999 2000
AEF 584% | 64.6% | 41.8% | 374% | 577% | 58,6% 21.1% | 15.7%
o - - - - 9.5% 10.8% 46.6% -
FEE - - - - 6.7% 6.3% 4.2% 5.3%
A7 - - - - 8.9% 7.6% 5.7% 6.2%
7HElElE] o] - - - - 3.4% 2.7% 3.8% 4.7%
AAFRLEE | 17.7% - 20.1% | 209% | 10.3% 8.8% 169% | 16.6%
71} 23.9% | 252% | 38.1% | 41.7% | 3.7% 5.2% 1.7% 2.1%
3 100% | 100% | 100% 100% | 100% 100% 100% 100%
ANer 1 & ThreRY B AEHH R dRIH e nAEH AAYE o= Qs & EHA
oFslE]|al Qi HrEEEAT AHIR; Helo] F < YARE o] 2pdEskE 7| 8217 o]m|A]
7heEE WEke g Ak Aol o]Fojx|aL THeALE & 285t APEstE AETAH
U= HAFH AMHIZE AT B9 AE 1 G Re a4
Jev FAFERI0] sk AviEe] & 7F EAH A4S AE 4 e ek o
ATMNATFRE oF 10528 A wjEe] 73% t}h o)A HAE(2005)7} Toret A A
= B QL A FARRR] 94%E ZA] Fol] IS PIA= 80S The <3#2>9} 7ol
ke FAIE = s FXIOIH(EE, 2003) B A3tk 718 A7 78 821S 4
& AlFEokllA Ws, A, rHrPIES st AR Adda FEE JALR], =X AE,
FTEE AES 7L 78 AAS ol A A=, 71, F4 B 209 BEE AR
S & & ok a8, AR Bl F=2E FUAE F A &

TAPABZ(CRM)E Berry(1983)] B

2| ST A RN BIEHN oW A5 olsBAAE 7t
Fol AR HAS dethe 2B AL W o ageie 2 ouiskith olE92001)
A e} 7 afddt ofulA] 8 8% Jel o pye mmgRE ojgste] T T

b Shes TS o3l R = e xam sy, Ao s nanE)
ALgE gET Ao AR AT A HE 7)HAL sl TR T2 AT Ao
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3131tk & Greenberg(2001)= CRMS F# ¥ olis}e} 415171(2006)> CRM= 1A%
HlzU2 Mo g fofgk aAPAE e 7] & Bt ATAE 5k nAAIE 7t
b frAhar Fxshe Zlos Aolsigit ANEE, 7190lle 714 o4 HRE A

o

=

e

[e)

2

A
el

-

- Al&e] =17|(Hise et. al 1983; Lewison & Delozier 1989)

- 584 9 AIZH4 AZ|(Bellenger 1977; Gentry & Burns 1977; Houston & Stanton 1984;
Huff 1963, 1966; Jain & Mahajan 1979)

- HA1ZH(Weisbrod et. a3 1984)

- 155 E(Gentry & Burns 1977; Mahajan et. al 1985)

- = 29| 4(Mahajan et. al 1985)

- FZH]-8(Weisbrod et. al 1984)

- 9412} H)4d(Bearden 1977; Bellenger 1977; Hansen & Deutscher 1977; Malhotra 1983)

- ZF#9] AlA1%3(Mahajan et. al 1985)

- Tl 9] ¢17(Mahajan et. al 1985)

- 92} == 2]2~&(Mahajan et. al 1985)

- 3487 ]'4 F-&(Mahajan et. al 1985)

H 244] F7H(Bellenger 1977; Gentry & Burns 1977)

Oz

o —(N

A TF5/9)X](Mahajan et. al 1985; Weisbrod et. al 1984)
FrAlE 3 &) Sx(Hise et. al 1983)

- H 9] Z7)(Huff 1963, 1966)
- 2 9] A]4d(Malhotra 1983)

2w
vl E A

o=

- 2355 tfFXd(Bearden 1977; Gentry & Burns 1977; Hansen & Beutscher 1977;Malhotra 1983)
Z<) AH]12x(Bearden 1977; Bellenger 1977; Gentry & Burns 1977; Hansen & Deutscher
1977; Malhotra 1983)

- 7}7_3‘,_71*_Zﬂ(Bearden 1977; Gentry & Burns 1977; Hansen & Deutscher 1977; Malhotra 1983)
- ¥Z(Bearden 1977; Bellenger 1977; Hansen & Deutscher 1977)

- 3%3(Gentry & Burns 1977; Hansen & Deutscher 1977)

d

O;un}i

, AY, AEAR, AEFE, x}uuazoo AT, 2l

A, o
A, dAl X]Hoﬂ"i«] A 7171, AA FAL 2] 25 4 717 (Hise et. al 1983)

£
3
3

fo Fo
2 o2

- #-2171(Bearden 1977; Bellenger 1977)

Z2)(Bellenger 1977)

- $2KBearden 1977; Gentry & Burns 1977; Hansen & Deutscher 1977)
- B A1 (Bellenger 1977)

27 J(Bellenger 1977; Gentry & Burns 1977; Hansen & Deutscher 1977)
- A28 9] 4(Jain & Mahajan 1979)

- 21 8-A1-8-J ¥ (Jain & Mahajan 1979)

- 9FA(Bellenger 1977)

- ?f iﬂz}ﬂ A4, JPAE, HEF S DY (Hise at. al 1983)

- %9 A)17KGentry & Burns 1977)

- 35 e, Ao glojoly, A ¥ THE(Hansen & Deutscher 1977)
- ¥ ] " AJ(Hansen & Deutscher 1977; Gentry & Burns 1977)

ol 2T} HR3(2005)7F AAG WES A7
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s17] st Moz Gt o]-FA1(2001)
= IAREY Aoy E Salf fEaAT
DAl o & WS AlFste] 7199 4
< ZUsk= o] CRMO.2 A3tk CRM

AejellA Yehh= CRMARE T3 &
713 B, o8 R A7) SR QoK

S5 A7)0 A A AT AAES
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g
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EE 757199 S83A47) ofd 4= gltk 1
o] FAE RSt BAA7)7) S8irde L
MHAS T3 QI FALS ] dgto] s
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Fato] 879 §igkE 4143 7AekaL 1
Aol vkt HRE 85 g LEFoFH 1Y
E9] 7ol F-8ah= Aulze} FES AFst
€ S it oligt FujArdEe] 9%
o] ZRINAHA 7|HEL A ES] Tl
TS A s kst =88 astar 9l
=4 24 718 ALEE5 Furlse] o

il

B3 9% FAE kAL glok ey of
o]2]el %= CRMPHAE ] AR o]FofA]7]
AleliMe ikl 1A S43 A A
A ALt e Fasih o)Fd S
(2007)°] Aol 252 Pyl el
off &3k A7k Ao 7|zste] T g5
28 TolA a8 Akl A vl e
S Washs 2e oridn. 5, AeiabelS
ot A} 7E Sl M2t AfuA ol

Ml ol

2o

2}t -2 AR sk Rloleka
3 % Itk AR, BojAke ojzgel o)

Q1 I} BES gl Awshs Yol B
. olE WMEE gl Bosan 3

AT} AHI2E 71 jE A Aoz 2

A R

271 7 2 A9 E FalEe T
o] 971t Goolsby, Lagace and Boorom(1992)
of] oJahd o]y T2 Al wt xtol7t
ov], GRS A, 7167 ANEH, G
& s WAL e AR AT B Kim
et al.(2004)2 AR 7}X]of] th3l x|Z}o]
CRM A7 =2} CRM AT AMA A=Y
Ao el B FHol Fs vxIval 4
stk AR gtk A&7 Hul|o]Ex )
Iste AfUA VAT B A0 AlFoR
uAe 845 ¢ & FAE U
(Bennett, 1996), ©]& o]&3hd Fujrlde 11
Ash O] 7R3 A 3AF0] 17

= = g

1993). F3ahd HE} 7149 2pdgr 2910
Z CRM2 ¢~ $23F 2pds} aloln 7|44
ol AR fze PR 32 ol o
3t 43 JH|olE T CRMARS] F237}
87 golar Auirkde] 237 AYAE
A dat7] A7k 7199 FHE A4 2 ARAE
o] T8I S & &+ Sk

EolxI)(Treacy and Wierseman,

(2 CRM= 83 2d= g%l

Quidoz 2ujr]gle] BASE HUS &
FEE et Ards Fdsk= AT AR
719 B3H=(company brand), A3 ©]F41 &
w3 B =(retail brand), 2232 ZviolA &

jshs F-5A B2 =2] PB(private brand)
F A 7HAE R AR AR Y
& CRM= 283t v Haler) iy 737
2 3E 93t A s w8 USA

ks AL 2RSS Ay Bl
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AAA BNz olgdthe Zo] weizt
(Dodds 1991; Grewal, Baker, and Borin 1998).
2879} 953)(2006)0 WEH AHAES G
Z BE 7RIS Adshs arfis o835
SH, 223k vl Avishs AlEEEe
Hoh zojHow wdsia A3tk

o|AE CRME Z-835h= Avii] BIl=r} A
FAEE vAE S HolF= AlElolH
ol¢} TiEo] CRMS E-8dh= Avld] Bal=e]
Z9A4L And Base) 7Y B 83

PBZe] ¥AIH SAS Sl El7Fssith

7} Algehe 37 viRE 1Al A AE
lg—7

2 ARG FRre2AM arfy Hllse] gt

)l

o] AP, AEA AUA anE R
3 CRME 2H§3}e] 2wl BACSE PBY
3] BASRA 2olAs gRsks A1
7 BI=rt 2 4 glom PBAHIE
04 Jrls AFHEE, k3
PR PB7HAe AHQ) Jakg mRIe), o]e}
was) A2 wye) A7 ANEe vy 29
Elsh PB BRI o) Ps4zte) 34 S
AFH o= FH3IATH -8 2004; Bonfrer
and Chintagunta 2003; Corstjens and Lal 2000;
Hoch 1996). 237 CRMS &-83h= Ay B
Nes 83 APEF gQlon 714 Bal= A

FPR FF D FF) YO FHH
==

)

rr

O

[e20m RS
PFe VAL FFH 4L FAT 5 ok

+

oS Sl

3.2 A" Clo|u9iA o

A28 o] E]2y(system dynamics: SD)&=
ojulgt @S TBHO= ofgffslal AWE
UEE dskshet] 783 AAEA
(system approach)2] shfo]m, Tk A|XAE
TSR 7184 m=d] 23S (feedback loops)
o] QA gk ER1S Fall 1 AJ2Ele] &
A 3 8RIEY BES AR EelA E4
3= FElE A5 (dynamic approach)©]T.
ol2]gh A|2=F] thouje] o] Z-8-2 kA A
H A 2H AL E 7IREe 2 S E| Q) o] gt
A" gollje]las FZ(structure) 7} SYE]
(behavior)E ZAA =t MAIT] 7|23k
ATk A7]eA FEE T=w F3Z(feedback
loop)E TalH, olelgt Jum Fx= WHEE
Atole] QITTAI7} 245 AAs o] shte] #H
32E FAske AE rlgith 28l e
e 3-8 (dynamic pattern of behavior)
< oujsiH, ol AlZHlo] ARte] S50 whet
JHEE BoR|= FAl(problem) 22 AR

ok
o o ¥
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A7 THE-L 23]8 200630 6712 A
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& 4 ek ek tjg Bl FsiebAelN 2
X 7

-
%, 53] A w45l oh

TH52 2PEs}t 1ol YA A (causal
loop diagrams)= U3 <™ 1>3} 2t} Q1A
E5 B3] selE ks Adsl adle
CRM £2l, CRM< 83 Hil= 71282,

CRME $83 vl g Ameslos gobar.

(1) CRM #&

A7 THE-S 1984 GEoA PCE A
o2 =qiste] EFAEY Aade|st 37
S AEe S Absstslsith. Asoll= <
T2 Zgeigiont 1d & ApAIRIFH o] s
AL o5 Tl FAHR] ] AlFlo
TG 4 = AP PRI 1986'del=
UNIX MHE E9jsial FAmh 927]s 44
sto] 712H9 dF-ES AFEE AL Al
ATt Bl HEZ7A] st XA o
HAE Hxe] ARE Adsigrosn Mo
gedvtetat ol mE A3 oS A9
& Sle AlEEE TEIFOEN MISAZE
o] ke viAsIlT: A THe2 A At
125 ot AlEae], Aude] % =R
2E slal glor 53] o, e, 47|
= g7k 9ERl Ve d AR o
g UREA AlEE Zhsshal Tk Te<

>

A 28-S JHE7), AARE A, 38
g A, FA AN S e s
SoFEt) ey ofF7kA] g Bl A
Hel= o] oA &a 3l 79| BAES

B o3l Q7] wigol] Ay £4, a1

Aolg 48, AWk, TAS e FaF
DAYRES AT YA B glom
#3571 EAYS BPeka Je AREe
Zpol slEslal gie Sgolch AR, A

il
Foe7kA] T aARE= AR o)F
AR A AB7HA] FUI} st
22 FdH oz ol ARRlelA A de]R
o= Ao 3 SRl o Fesithe 2E 9
Aot 2Y AS7HA] THE9] 2P

A
\
#

3
3 Heke A 1S BRjslal A5e] meh
& ISo) AL 4 HRE 4 S g
B2 TEsH A7) ol FFol
A 2A5e) U= sfofsia nijold} g
So] JYRA, AWt 23, DASH B
e kel aAve) Bad Ao W
Ack 53 ANAE, AhEAEY B9 A
39| QI 71 715, A 54, Folg
Q00T 2 Q5L A|HoE A
FHES Foln Aelx AP §2 TA) %
A A o]ge AR EHE AT 5 9
o

@) CRME 243 Bi= A
QWA THES] s} A de 2AaA
T2 BAE A7 HAE QA% BaAs A
AR, AFAE, HHl2 FEe BRl=

TS AATE T8 Q80T e B

&

oflt
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<Abstract>

A Study on the Analyzing CRM Strategy of Local Distribution
Firm Using the System Dynamics

Ki-Nam Park - Byung-Chan Kim

Coping with the rapid change of competition in retail industry, retail firms have dreamed various
differentiation strategy to obtain their added value and their life. And they have considered CRM strategy
that can differentiate with other retail firms in order to develop some new differentiation factors. So we
searched new factors that is best for "T store" and found CRM strategy such as the optimization for product
portfolio considering private-brand products and the optimization for product display for customer
demands. This study is meaningful in that it has suggested a new CRM strategy model, which can manage
new various differentiation factors of a retail firms considering its core competence. We verified and
altered retail firm’s business model using system dynamics. By simulation results, CRM strategy need

long time to obtain visible and satisfactory performance of "T store".

Keywords : CRM strategy, differentiation, system dynamics, brand value, retail company
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