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Analysis of the Efficiency of the Traditional Market’s CRM Activities
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Abstract

Purpose - The purpose of this study is to analyze the effectiveness
of customer relationship management (CRM) support policies for fa-
cilitating traditional markets, especially with respect to customer ac-
quisition and maintenance, and to investigate the factors affecting
CRM.

Research design, data, and methodology - We analyzed the CRM
efficiency of traditional markets in 16 cities and provinces in Korea
on the basis of DEA analysis and Malmquist productivity analysis.
The DEA model calculates a ratio of the weighted mean of various
inputs to the weighted mean of various outputs and measures the ef-
ficiency of a specific decision making unit (DMU), which is com-
pared to the reference group that has a similar input-output structure.
The input variables are coupon, event, parcel service, premiums, while
is the number of customers per day. Further, through regression anal-
ysis, we analyzed CRM-related factors affecting traditional markets’
customer appeal and revenue growth.

Results - We obtained the results of the efficiency of traditional
markets in 16 provinces. The traditional markets in Seoul, Busan, and
Jeju were found to be efficient in a model CCR that used the num-
ber of customers per day as an output variable, while Chungbuk,
Jeonbuk Province, and According to the results of the DEA analysis
and Malmquist productivity analysis, large cities such as Seoul,
Busan, and Jeju showed efficiency in CRM-related investment busi-
nesses in traditional markets for attracting customers. The Malmquist
analysis results confirmed that the productivity of traditional markets
increased from 2008 to 2010. The results of the regression analysis
revealed that the “customer acquisition/maintenance factor” and the
“offering of customer convenience facility factor” were significant to
the daily average number of customers, which is a dependent
variable. The results of the test with the mediating variable, ‘“number
of customers,” and the final dependent variable, “sales revenue,” were
rejected. However, the variable ‘“customer acquisition /maintenance”
was found to affect sales revenue positively.
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Conclusions - It is necessary to enhance the business not only for
promotional activities to attract customers, but also to strengthen cus-
tomer relationships among CRM businesses, such as through the man-
agement of key customers. The regression analysis results showed that
CRM businesses have yet to produce an increase in sales revenues in
traditional markets. Therefore, to help customers who visit traditional
markets to keep buying products, it is necessary to prepare various
investment methods and provide support to improve “customer
loyalty.” This study has a limitation in terms of CRM-related
statistics. Therefore, in the future, it is necessary to conduct a survey
of customers who use traditional markets to analyze the markets by
type and size as well as the CRM-related factors. Based on the anal-
ysis, we will try to perform a variety of statistical analyses, including
structural equations.
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Pk, oIl 2 HMA| oy "soaa | amas MEUS  AE U 2 BF 94 X(F)
(2007) | OIBKE 3374 BE | oo Siase Qb mjoj AaA+ CEEE
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(2011) THEHAIS AR Mz ANEE A= FMCHX] & 0.640 0.008
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