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Abstract - This paper aims to investigate the nature of Customer Relationship Management (CREM) in liner shipping industries, study
the organization’s general characteristics which could help to promote such CRM practices, and analyze the relationship between the CRM
and the organization’s eflectiveness. The result of analysis shows that the organizational characteristics which aflect the CRM most in
shipping industries are the market orientation and the CEQ'’s support. In particular, the CRM was proven to have significant impact on
employee satistiction, service competitiveness enhancement, financial performance, customer satisfiction and the repurchase intention ot
the customers. This study also suggests that the CRM of liner shipping industries should be enforced comprehensively in synchronization
with organizational characteristics, such as organizational culture and organizational systems. Based on such organizational
characteristics, the noted CRM strategies were justified to have significantly impacted the overall management performance of the
organizational performance of shipping industries and the customer’s satistaction and repurchase intention. This study would be
appreciated as a meaningfill analysis on the CRM in liner shipping industries which pursues the best interests of both shipping companies
and customers.

Key words - Customer Relationship Management, Market Orientation, CEOQO Support, Organizational Eflectiveness, Customer
Satistaction, Repurchase Intention
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12 3 4 5 p
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(DBelow 20 . |5, (DBelow 20 4 1101 Rewards based on the evaluation of CRM  wilization | .864 115 | .265 | .131 |.153| .871
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34 P o 3 P S
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