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Abstract The objective of this paper is to find out the factors for the performance of the Hospital
Customer Relationship Management (HCRM) system. Furthermore, the relationships between these
factors have been analyzed. In order to analyze the performance of the HCRM system, factor analysis
with several Key Performance Indicators (KPIs) was conducted. And also multiple regression analysis
and Chi-square test were executed. In this study, several hypotheses were derived to analyze the
relationships between factors of performance of HCRM system. These hypotheses were tested by using
the Structural Equation Model (SEM). As the result of this study, we discovered the HCRM-Infrastructure
has positive effects on the HCRM-Performance. And the HCRM-Performance has also positive
influences on the hospital management performance. On the basis of the research result, we proposed

some suggestions and guidelines for the successful implementation and improvement of HCRM system.
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Fig. 1. Research Model
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Table 1. Result of EFA
Factor loadings Cron— Ei
Factor Measured variables bach Vﬁig
F1 F2 F3 F4 Alpha
cust_satisfaction (hp2) .966 .019 -.007 .030
HCRM-Performance cust_btr_interaction (hp5) .930 -.040 -.004 114 0.921 2.62
impr_svc_process (hp4) .879 -.094 -.051 .058
hospital_image (mp4) -.003 .927 .031 .036
Management- operation_profit (mp3) -.021 921 072 072 0.868 2.40
performance
revenue_growth (mp2) -.085 .806 .095 -.002
accuracy_hcrm (inf2) .074 .038 .874 -.176
HCRM-Infrastructure education_hcrm (inf3) -.002 159 .856 -.056 0.828 2.24
user_satisfaction (inf6) -.128 .009 .841 .036
Customer-Management-Stra Commit._mgmt (cms2) 117 .022 -.046 .931 0.868 179
tegy cust_sve_mgt (cms1) .058 .075 -116 .928 ’ '

L Extraction method : Principal Component Analysis

® Rotation method : Verimax with Kaiser normalization

([ ] Rotarion converged in 5 iteration
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Table 2. Result of research model test

o] @A Z3}= Table 19 AE=]o] it} Table 1]
A HEo] 471 9219] Cronbach €1= 0.83 ~ 0.92
HAR o 291 AA= 2F Fornell oA AQtst 24
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32718 438 21

CFA (Confirmatory Factor Analysis)& 4935}
AT 29 54 BT A4S B BE2 12
(38) = 56.091, p = 0.029, NFI = .930, RMSEA =
.064, CFI = .976, TLI = .957, x2 / df = 1.48%} &<
2 29 FFEE AFH. TEbA 478 891 Q114
ARAT Bd2 58 7hett A4 e
VA B =

AIE="HCRM-Performance”7}“Management-

F=)

Hypothesized Path Hypotheses Estimate S.E. C.R. P Finding

HCRM-Infra - HCRM-Perf. H1 .025 174 142 .887 Accept
Cust-Mgmt-Strategy.| — HCRM-Perf. H2 125 124 1.010 312 Accept
HCRM-Perf. - Mgmt.—Perf. H3 -.043 112 -.387 .699 Reject
HCRM-Infra — Mgmt.—Perf. H4 .361 210 1.718 .086 Accept
Cust-Mgmt-Strategy | — Mgmt.—Perf. H5 235 148 1.5683 113 Accept
HCRM-Infra - Cust-Mgmt-Strategy H6 -.035 .020 -1.787 .074 Reject
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Table 3. Analysis of Inter-factors Correlation

Inter-Construct Correlation
Factor Average Standard Cust-Mgmt-
Deviation HCRM-Infra. HCRM-Perf. Mgmt.—Perf.
Strategy
HCRM-Infra. 4.57 0.50 1.00
Cust-Mgmt-Strategy 431 0.63 -0,04" 1.00
HCRM-Perf. 4.46 0.57 0,02" 0.13" 1.00
Mgmt.—Perf. 426 0.78 036" 450" -0.04 1.00
“correlation’s coefficient 0.05 (bilateral significant) ** correlation coefficient 0.01(bilateral significant)
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Fig. 1. Result of Model Analysis
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