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Abstract In this study, the effect of customer relationship management on the management performance
of productive welfare institutions was to be analyzed empirically. For this study, data were collected from
129 participants of productive welfare institutions in Busan. The results of this study are as follows. First,
contact services and communication have a statistically significant impact on the financial performance of
productive welfare institutions. Second, contact services and communication have a statistically significant
impact on non-financial performance of productive welfare institutions. Based on the results of this study,
the following suggestions are made. First, institutionalization of CS(customer service) education should be
carried out in order to improve the management performance of productive welfare institutions. Second,
participants emotional support programs are needed to improve the management performance of
productive welfare institutions.

Key Words : Productive welfare institutions, Customer relationship management, Management performance,
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Table 1. General Characteristics of Subject (N=129)

Characteristics Categories n(%)

Gender Male 46(35.7)
Female 83(64.3)

20-29 12(9.3)

30-39 19(14.7)

Agelyr) 40-49 32(24.8)
50-59 25(19.4)

>60 41(31.8)

Unmarreid 75(58.1)

Marital status Married 31(24.0)
Others 23(17.8)

<High school 62(48.1)

Educational College 35(27.1)
background University 31(24.0)
Mastergrade 1(0.8)

<100 34(26.4)

101~<150 46(35.7)

Monthly income 151~<200 36(27.9)
(10,000 won) 201~ <250 7(5.4)
251~ <300 4@3.1)

>301 2(1.6)

Table 2. Technical statistics of major variables

(N=129)
Variables MSD Min-Max
Relational benefit 3.76+0.65 2.00-5.00
Contact service 3.99:0.61 2.00-5.00
Communication 3.48+0.61 2.17-5.00
Financial performance 3.64+0.68 2.00-5.00
Non-financial performance 3.5810.62 2.00-5.00

Table 3. Correlation between CRM and Management

Performance (N=129)
Variables ! 2 3 4 >
r (0

1 1

2 752" 1

3 646" 597" 1

4 226" 208" 3307 1

5 299" 323" 388" 766" 1

1. Relational benefit, 2. Contact service, 3. Communication,
4. Financial performance, 5. Non—financial performance

04,05, "p¢.01, “p¢.001
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Table 4-1. Factors Influencing Financial performance (N=129)
Main effect model Control model
Sortation B 8 B 8
Relational benefit =121 -.116 -.163 -.156
CRM Contact service 243 220" 244 221"
Communication 302 273" 333 302"
Gender(Female) .039 028
Age(>60) -.041 -.030
\zigg?; Educational background (<High school) .094 .069
Marital status(Married ) -132 -.096
Monthly income(<200) 193 085
R? 169 182
Adjust R? 138 126
F 6.173(p¢.001) 3.691(p¢.001)
“pC.05, "p¢.01, TpC.001
Table 4-2. Factors Influencing Non—financial performance (N=129)
Main effect model Control model
Sortation 5 P 5 .
Relational benefit -.010 -011 -.047 -.049
CRM Contact service 150 149 .156 155
Communication 308 306" 323 321"
Gender(Female) -.048 -.037
Age(>60) - 041 -033
\gjrgé?; Educational background (<High school) .097 048
Marital status(Married ) -.189 -.151
Monthly income(<200) 027 013
R? 164 184
Adjust R? 143 128
F 8.148(p(.001) 3.791(p¢.001)
005, "p¢.01, p<.001
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