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R 2.954 0.068 43570 | 0.000%xx
ZhE X H] 2 0.264 0.069 0.317 3805 | 0.000%xx
AR EFA 0.144 0.070 0.172 2.068 0.041 %

EAA R® = 0368 F = 9783 Sig=0.000%#x

F) # p<0.1, =* p<0.05 =% p<0.01
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R9%E s Fi 3
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FAA R*=0329 F =7751 Sig=0.001%#x
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ABSTRACT

A Study on Success Factors of e-CRM of

Internet Travel Agencies

- Concentrated upon Tourist in Cheju region —

Chun-suk Kim
Department of Management Information Systems
Graduate School of Business Administration,
Cheju National University

Supervised By Professor Doo-gyung Kim

This thesis is aimed at continuous promotion of Internet travel agency in the
future through positive clarification of how CRM, on which immense concerns
are converged as to customer management, i1s utilized by Internet travel
agencies, how travel agency staffs recognize the necessity of customer
management, what the methods and problems of conventional customer
management are, and what success factors of CRM of Internet travel agencies
are.

In order to accomplish the purpose, variables were extracted and a
hypothesis was established on basis of records researches. The verification of

the hypothesis was conducted by questionnaire survey of 132 tourists who
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visited Cheju and have purchased merchandise via Internet. Obtained data were
positively analyzed for verification, utilizing SPSS for Windows Version 10.0.

The theoretical model designed in the thesis assumes, through previous
researches, the 3 independent variables of success factors of e-CRM to be
marketing, system and service. Customer loyalty was selected to be the
dependent variable, with which the result of e-CRM 1is assessed. The reason
for this assumption is that the fundamentals of utilizing e-CRM system is to
accomplish business objectives efficiently by promoting customer loyalty
through application, via travel agency website, of significant results, which are
acquired in the process of collecting and mining of customer data.

The results of positive analysis are as follows.

First, all the 3 factors, which are marketing, service and system, were
proved to have significant effect on. customer loyalty.

Second, both of the 2 sub-factors, which were extracted from marketing
factor, had positive (+) effects on customer loyalty. Especially, the importance
of customer-oriented marketing, such as organizing travel merchandise tailored
for individual customers on the basis of customer data and providing
convenient and simplified ordering procedures, could be validated through
positive analysis.

Third, 2 sub—factors, individualized service and prompt correspond to settle
problems, were extracted from service factor, which consisted of 5 statements.
Particularly, these 2 sub—factors were analyzed to have similar degree of effect
on customer loyalty.

Fourth, in aspects of facility of perception, system factor also affects
customer loyalty. 2 sub-factors, facility of usage and degree of interaction,

were extracted from system factor, which was surveyed through 7 statements.
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Among them, degree of interaction was analyzed to have relatively greater
effect on establishment of customer relationship management, than facility of
usage.

The limitations of this thesis are lack of analysis of supply aspects, along
with demand aspects, in implementing e-CRM of Internet travel agencies, and

confinement of sample selection to tourists who purchased travel merchandise

through Internet.
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