The Implementation of Customer Relationship Management (CRM) to
Increase Willingness to Pay by Internet Marketing :
The Case of Domestic Professional Baseball Industry in Korea
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Abstract

As the numbers of Internet users have grown dramatically in recent years due to increased use of
mobile devices, businesses using internet are also expanding rapidly. Internet marketing has the advantage
of expanding business without any constraint of time and space using the global network which connects
tens of thousands of world’s computers and mobile devices. In a way of utilizing internet marketing, the
present study examines the applicability of Customer Relationship Management (CRM) to the domestic
professional baseball industry in Korea. The study focuses on the issue of whether the intangible value
of customer satisfaction can create higher profits. We combine both inductive and conductive methods
for this study. First, we carry out a random survey of baseball spectators and find that customers are
willing to pay more when their satisfaction level is improved. Next, we recognize satisfaction factors that
are considered as important by customers through literature survey. Then we use Decision Tree to find
which satisfaction factors are most important to each clustered customer group. Finally we estimate how
much they would pay more when the most important satisfaction factor improves by each customer group.
Therefore, this study demonstrates that CRM implementation to one-to-one internet marketing can improve
the profitability of baseball industry. The major contribution of the present study is to show that the
introduction of CRM can be used as a profit-generating strategy in various industries for future internet
marketing.
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d= | A7 A4d) o (¢)

2006 504 3,040,254 10,641,941,525

2007 504 4,104,429 16,589,937,300

2008 504 5,256,332 24,903,698,100

2009 532 5,925,285 33,821,251,600

2010 532 5,928,626 41,214,148,900

2011 532 6,810,028 55,262,020,600

2012 532 7,156,157 63,355,960,364
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