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Business Issue Oracle Capability

By = leveraging a single repository of
customer and partner information from
Marketing | across the enterprise, with Oracle Marketing
you can target the richest , personalize your
and refine them in real-time.

Marketing to Drive
Profits

Oracle Sales focuses on accelerating your
Effective Selling Sales sales cycle by delivering advanced sales
tools and multi-channel sales processes.

Oracle Service applications drive
profitability by  boosting revenue and
lowering costs through improved efficiencies
in the service process

Profitable Service Service

Oracle Partner Relationship Management
Marketing | enables companies to extend their business
and Selling | processes to work collaboratively with
with Partners| distribution channel partners to increase
revenues and enhance customer satisfaction.

Partner Relationship
Management

A& http://www.oracle.com

_62_



I 2-13>

8]-15 <

]—0:1 Xéﬂ

i)

-
719 dTES
= = %‘

k)
R

[e]
°] CRM &&o] o

.

7}

2-1
3> CRM &89

<E

RPN
7 <0 w;_
T b A wle s
o= e 2lE 2
o LGN 218 %
TleEl S =3
S = T 5 P &
# | " - s | ﬂ%;,
— v — —
— X L. o m_/ull m n B 17rﬂ7_AH o7 -
M %o ) ~! " o | = = No i 70 ocbl o
| = 7T T |2 2§ & Tl | F i ,
| = e ﬁAtm T (N z 5
oK o o J|12 2 ™ D ,ﬁ, 2 B =) oE g
dﬂ »ﬁ] aﬂiﬂo 7L O 17 o ﬂ:ﬂ J;OVN..O T dl .n
Hﬁ - o | mJ H = 51 QHW ™ "o = o0 M ©
© | T H X | 8|8 e S = o o
el o= T A o < wm 3 N Sz o =
olo = n_m,ﬂu Wﬁﬂh W | @ = g = No = = E,ws_ 4 =
w| @ =X S " WCM 7 M T X w - &
of AT g - ~ My J.onn/ — ) =
pull = | D z H z0 RO O o k=
2| = 40 |TT o - ¢S i s 5 PR T mo%w 5
—_— ) I~y — ]
O ) M@ Hﬂ'wﬁ I S| % o0 o T Mg oo T A B v
<] = 7 Jod < R ™ =z | 7 R < o
—_ = of | 8 = =n N ~ ealiiThe o = &
o B =K &o =n m mb m W Y ol Ey H XU = 100 = n- =K s
X - o £ 5 8 - o o ECEh Bo ST ZE oF an
|EX R e g " EET|2 Tl _|w ¥ e i zeE |7
9 |N% wmmmiij_ [ %% BT Ik
v |ve| & SZ2H%| |5 i o STl |2
= e R B ER A B oy 7 b | =
) 0N H | = T | X r AR 5 E
N s = ) N H 7 _ﬁxnmoo] -
HREE : =325 0% | =<1
- AL A O - Py R~
blEg| 2 29| S |4 Ak s ek Pensl g
|e®] < Tz Tz BRI R il
o) j o O XX~ |
= B g = | & Mu w4l m | = R ﬂﬂzl NL_LEJ = o o o s
x| =2 S . o | X |2 S % T ~ DRI =
ll Lmluv(n\ =] o o | T | - HL\an amﬂdﬂ o) o/ mvaw
) =z O 3 = ~ X < zﬁ%ﬁm\ 1rEﬂ| on_onﬁﬂmﬂ
cEll ER < =) | = Rl o~ TH R
3] .n V_mﬂ ~ () = 03 Og o Ovd = ﬂmO HE 7 OO ‘A# Qp
KM T < " H = N = "R 5
o) A_l N o =] M ~ R T < -3
o=t N B o — - T T rae )
d o3 S = g e, -
~n ~ 0 3 S N N| ™ RO IS
s S N =) . X
o _dﬁ% =~ S 50 =
° = = g S —~
T F A S =
ol I I S .
0 0 ~ —
= S
= O

- 63 -



2. 97149 AIAH B APAT

2 oo A

B

Ag1e] A}

S|
ZS|

= AA

7}

o

T

%

°

RN

HEZH
o

=4
=

39 &

el AF

oji} FAA A €A

==
QLS

gl 7l
<
=

E

=

BE

Zoltt.

9

to] Wt Ao ATl wel

-

o, Al 22 AN o]

PN
T

5

°

1

ks
FgA717] 9

7}
AL

]

(o3}

]

o

o]

571 9)

S

37}
=
o

1ol

=

=

S

1

S+
iR

o

ﬂ

5

)

—_
o

sAY E7Hse ol

o

-

o

A 7}F

=

¢}

X
3ol Aol A
- 64 -

(e
o

-
R
7

]

=

q

E

Thomas L. Vandyke(1985)



tol 254 A= 4070

O

H] &2

=

+

7

23 7] 9

-
.

st

o

= d
=

7}

[e)

1
T

(e}
AN

ol

]
H

7}A] a1

1o

o
pad

=

=

A
So) b ol Abg

=

Sis

|

o
RS

ki3

bel olu
ERCE LR

[e)
Raymond S. Schmidgall(1988)

o

o)

7

22

o

[¢)

=

=
=

bl 4 719lel AT A

°©

473

ki3

Al
=

3}

=

-
1

Chekitan S. Dev(1989)

el

bAoA

The Profitable Connection,

b))

HAlE o5y 97
- 65 -

©

Bt

AL

@)
The Financial Ratios General Manager Use Most,

Yol -

o

R

[<]

2 47
o

3T
ar

7}A]
in the Lodging Industry, Ph. D Dissertation, Virginia Polytechnic Institute and State

University, 1985, pp.21-24.

72)Raymond S. Schmidgall,
The Cornell HR.A. Quarterly, August, 1989, pp.9-13.
74R. Jacobson, Unobservable effects and business performance, Marketing Science,

Lodging Industry, May, 1988, pp.52-54.
73)Chekitan S. Dev, Operating Environment & Strategy -

Vol.9(1), 1990, pp.74-85.

]

L

(e}
R. Jacobson(1990)

aL A -8-(1993)

71)Thomas L. Vandyke, An exploratory Study of Key Variables Affecting Profitability

o] ¢} & (ROD) & A]

]
AE

o]



Aolghal B

shejo] s ol @

s

ba it

<
il

il

AL
;OO

A A 3 91T 75)

KX
=

il

Njo

0

—r

&+

o}
sl

'
__1

TR AR el )

9719 7

= =

22 (2000)

s

=13
=1

7] ¢}

&l

1%

o
1
.

—_
o
0

o3

o

2

=

0

‘m-o

T
oj

0

s 5

b Aol A

3|

l

e

il

tol 199578 470 dzE -2kt

S

HAA5E A

N

A

N
oj

Aoz ERH

™

)

fite)

AR B Al zgle] 7

o

R

o] &(2001)

o] %7 LrEbRTh )

A skl o)

- =
R o

I e s B R R i B

7}3

|

D

374._%
=

3

A

%

Tl A A

—_
fite)
jrvzel

e

)A
B

oj
N

<
wa

ol

o}.70)

4(2002)2 BSCE ©]-&3%

24

“Balgle] g
< 95},

7]
tHetul o ehel, 1993, p.45.

“«

e,

&7l

A

75) 3L A &,
76)°]

-, A 34, 2000, pp.191-214.

3

AT, B

70ol&%, A A=, 2001, pp.47-50.

_66_



H =

R

A el M =

el

=2 A

3

L

THA7IA, Fiele

3

;On#

b A2 /0]

9]
yul

a@s1qe 43te A

Aol of
Al A Bl A

fvze)

(e
o

B
o
—_

o
Al

2=

EEE R ER R B!

BSCO 2% ¥

R

)

i

B

ol

Br

cl

Nfo

ar

TH

1}

HA| 2~

sl
o]

o

=
=

Hl A 5= A 3hzke) QlakaA

h=i]
=

PN
T 3l

foig
=

A% o] Aol 7]

o

sty BSC7}F

A aga A

1
T

0]
AN

PN
&

700

jpase]

[e;

)

g tell A

%

Al

-

R

R

Z
S

I

A

tew, WA

[<]

bol A
Fhee 44

°

obu7] 9

oF

A7 2003)8] Ag-elA B, CRMA| 28 -8o°] 7

(@)
=

Gy
)
=

£l

—

0
0
A]E
wro
H
N

mt
T

=

o
=

=
"

H
J_,mo
N
No
=

=

cel

1

_67_

g 821zt

=

o] BSC 35

o]
H

=] 7]

e

“«

’

4, A=, 2002, p.49.

%
17, A A=, 2003, p.79.

¥

3

J

!

S

3

=1, 2003, pp.54-59.
=}

78)4
79) %
80)%



& Ao T

o N R
ok weﬂud
ﬂug&% ,7 5
nom%oguo =
Hﬂlmé = 1
%%Hou@ B =
e Ly =
=] m_.m X\zﬁa_. :, ° TR Ll
X ﬂlm,ﬂ@ o i TXUD
N o = A —_— fnn&ﬁ] 5P
T ) W | < BT TG
~N|® i = B Rl luﬂﬂi
(e Ny ,WEEAT m -t = HXo‘_.%ll.Aq.
E.nunﬂﬂi e I o ~ fﬂ_x = il X T =T
2 Naﬂeﬂ% N ® Ma B = en wﬁ@rumo#égo < 1,W_H,ﬁac
| 7T = P Eﬂﬂo & ~ B ‘o|mo§, iy o T A X of T < 4 o <
B° Oyﬂno#nmﬂwﬁl mg wW o Mo Mﬁmn\ﬂﬂﬁ ﬂegnﬁﬂmﬁmﬂo %uE,ﬂﬁm,]dﬂ nhﬁ%i |
e eg,og énﬁﬂ,% ~= = el e wowgw_uﬂ og,%ﬂAﬂoﬂL @o%ﬁmna,& M zuiﬂﬂ
M o R M N 5 iof < o N o A R 2 %o 7 " F=r
o Wﬁﬂu ,gmaow_u mmw E2 = E,ATEE, o Rl )= o ],ﬂ_.%ﬂr‘_yl E,ﬁ, énﬁr.m
& @Qﬂﬂﬂ . - = |5 oﬂAr),uor i wET LR X ’ W
— = & —_ oﬂu o) o 2o n TN I N ﬂﬁ K ir _UI OE = X
N = T o > B0 2w P ~ Ly B o= o =
= 8° ],oo]] =R ° e w = }ATA A = o xE,@ ) o g
= - o - < Bo ) = ub = T g M Aw = - 70
ol ur_eg,lﬂxﬁ. - s o i 3 og,?hma M <M B e D i %o
x1u£ - oy o = o o R T ol mao#uﬂﬂiz fzoiuo_/ M oo ﬂo%t
_&OOﬁU_\ﬂ LEE oy NS - = 0 77_| S~ = < — ir N R o ]]nno
Gl P =k A rin a 5 %ﬁﬂ& b ﬂ,ng T = 'z | ° -
o M B 4 A ey T2 ,1_ T . Iﬁ,,ﬁal]c,_ o A
- HENE |m — Yo ol 1rmﬁ(zf )uxmeEwﬂ o ol M Mo A o
W Oy o X T o | % | = & JHPS S o Rogﬂq,a | N & N R
M go < ojp BT cel - 3 =r W ) w I | =T % o NN
- M;ﬂﬂﬂ g = |2 T | V%Eﬂﬂ gm % = o BT . s 7%
Mﬁu = M.*u =y EH = = @m mo X Wwﬁ — eﬂ Ma T om - Mo mﬂuuww < o} oc#,_ o o < Nlo o ol
1 == = @) = X - ,7ﬂo, | = = RE = o T T _ —
Ay 52|25 £ |T]5 %?E ¢ Rrdy EREIi e =iz
Mo X ) W\ | oF = - =i 0| e NI _ - i
?é@%ww =2 B | of { Tz mﬁ%%ﬂ u%%mﬂﬂ E?wﬂ,ﬂwmﬁ@ e L=
PRE T, W | ¢ e N Egﬂ?gmoﬂ B_T : o o = i ek
o = w5 | 4| e 2| < o it < X X 2 wuﬂmm < 7o S W . d
2 W 3 o iy 2 = Xy o o Lla
< o T o 2 | ﬂu@& - W{LﬁﬁrA EAOE |5 fo X N
—~ o wk MOL = ™ | = Mumo Xﬂhﬂpﬂﬁoio Kﬂﬂ ,Hlaﬂ o]ﬂxk NLoTnh_.VL
T : |2 || & MMWM%& K Ro 3 = i i s TR P
b= - B S% X\ Ak ._M.WSPHTmnAo i o_uﬂaﬂ 17F,m_;E oENﬂMﬂ MHLOﬁ M_- N ,1@&
B- . 5 x| S n Z = o A o ﬂm,_],_dﬂ ~ A 1%_5] o B ;elﬂ.,_%
Loo = R € « HEJ o B F 2 ol JloT_ _ 5
= = 5 = = R uMMué N 2 - | R o X u;tﬂo#
0w~ §'w =) =| @ S io]ré] | % o o o o o o~ 7
= g %@ 5 a3 ~| 8 7H_|HE xr ,‘mﬂE No LIH._EO or -
g Yd 0 2 =2 5 S 7uAIJ.o,£ ﬂu_lmﬂo}dl ~ o .o
e 5 E 2l 3 = RO m xprJWf > | o 2L 0 ° w5
3 HHEE giz| & TITIs TRES
@] .L,.L h — JL HZI w T.mw_q 70 ﬂ;m_i qn.w.o‘l_I —
R = = | ® ° %O 5 N E G
< | = i g < = | E R = | o o o
O N | AT <0 S <A |8 R
I ,oﬁ > — Hlnaﬂarm
o ° o N
R S =
o > = R
! & )
N o)) S
=0 =
o o
& ~
e

- 68 -




Fo 5Ys} sHae) 47

B
NJo
L

]

A3

oM Yetd ol24 wiAEE THeE MM A

=

o] £4 1

ol M=

e

X
al7]

g dA 7rEY 23

AT E

A1 A

7o 23

B3

|

ofr

o
]

=T

Foll A o

o
[0

wAO
e

s,
o

ol

Aol H Al

ol
il
21

il

;0._

A
J
o

X
)
o
]
1h

—_—

!

date Aujas ATForA A&

ol
Hlo

o
i~

X

oF
=

B

!

o]
H

EZ
a

ad], ol g 3E7|e] CRM &80 sE7]|{io]

=
;On_
o)

~

™
o)
0SS
)
=]
)

T

o

o

0

|

|

?_

B

=

2} A

g

s

.ZTV

k)

A

3

%

73

Ho| A CRM &8&0¢] BSCE o] &3

A

o

“TavkA" o] FGAIt] v

[e;
3,

811

p.2.

_69_



ol A ofm

Tor

.

olH ¥ 11

o}
=

=
=

-

AJr

!

.HO._

—
fi%e)

-
.

Aol A

o2
A, 18] AL

Eguel g oy

o]
A%

al

—_
file)
0

T

il

o)

il

;0*

Aol ket

S m A= x| 9 EA|WMZ zpolo] wlit =

H| =] &=

o
;OO
jpace]
o
B

ki3

<ad 3-1>3 o] AASH

S
o=

5

7o)

A

No

Nfo

o
n

9]

B’

o

< E 3.1

oo oooo oo

0J0og oo
00 00

U oaoo oo
0gnD ob Oo0o

H1

ugb ooboaoboo

ﬂl—lz

gooog CcrRM OO

000 OO
000 OO
«Jo00 oo

TTws

oboo oo

g0 00

00 0Od

_70_



2. 7]—/594 /\é;g

T MO
= q%ﬂ TR
= ~ ! ~ < I
K Mo o F o5 o
ﬂ & HT._ —_ — 0 Ot ‘LLI
wﬁ il W o T D S qOR X
Olwfﬁmrvoo @m@oR%wxiE
= = =L . T ﬁocu_,&g T e R E
o = P 5 < i R = B = X i N L.
oy = o X <A CV Y B O T ~ N o & T T G
CICNCY i BooAr 7o OF s % = wo ~ oo T o} - i
) B 11 = o 7o ~ o 9 Nk ra = ﬂq SN 1m|, X W
g o ~ o f© T o B o N Mo o) = oy
TN IS _mo h 0o T % i A @ o do T 5 a
= B I 80 = X Bt Rl 1 = " zz B o o o
I o 5 ® o T Mo FHT 2 W = Els "
uo@_ga oo ° X T o 2 oL
w oo W - = oo & o o o w75 s 50T
ﬂ % . ° o o W X o o | HS G Hw W o W =~
T o o 5O o ~ Z ~r o - . -
Afa;ﬁmaﬂr@o%o;ﬁr xmﬁ%ﬂ w I
)| o N 8. iy o = 0 W M o w H & B
Dy = = 1 ) ol | i o _ . - E 3
wmooalwlx G E of % S E Tk _ ®
oxﬂog%éom;%@maaﬂ %gui 3w
Mﬂ .Zrl m ;O@ EU lwml_._ Z..:l Cuﬁ Oﬁ ‘.Aﬂu,d HArO ‘wﬂ ‘_I!H —_ . ‘A|uwA __#b _/C ﬂa I
g W2 €z i v 3N x d B %H o z
F mAﬂﬂ%ﬂM%Mi%% = s 5
o X mmu M_:u_ MM %0 oln M]u o " 5] oo | = W T N on <
—_ ko M_u =o 0y N o o ﬁ,__. Wﬁ m mw_vm N ° ﬂwm gl In nm Myl
N ) ) X it —_ !
mﬂmﬁézﬁ_ﬂﬂM%@nm@; A = S
crE T Zc =B W 2§ S RE e (Eef
o L= PEE 4 w T S = " R wl,wgmm.
W B 80 o T g o B g e y 4 &I
o o ﬂwl N <] ok Ak ﬂﬁ e w J| MW i 2 R ,oDol MM 70 WW or w ﬂm_.ﬂﬂ a m g
m%ﬂnnﬂmAﬂﬂﬂﬁwmﬂ%%myw EosiC
cgmmmawnczgE@Hﬂ;MAT; TuziEE
™ " < e a o ® N5 & o m%ﬁﬂzm
oy ey 2 — % R St o N S T STEwRd
° iy ﬂ @) T ,ﬁlﬁw _,fl ~n @ \VL Oﬁa H_ul_m}l ﬂa O_ m _ﬂm H7_|U_LH 4l fo
B G = < = 2 N o) o) o dﬂm
= o G T oF mm_ %o %
T o Cl ko o) @
Z 1375758

-71 -



21T} 86)

n] %

[e)

=

6ok

3

} o

<
p 84

o] CRM Ao +2.3

=1

12]]

<

77}

T ouroM o A N ° o C)
i ~ T g g
Twoaowm " oM oE oy © ©
A = - T T T o] =2 = xv xU Ul
O B R R x Gl Ga
=T 43 TR wg @ @ F
I~ s W = b o = 100 fro 100 0
O e T o oT of W o # i 3o 3o N
- — ol oji —_
oWy W om° ¥R X o = = o
T ow WA G - < r G
A o
R T o x %ﬂma “rilz T % o
G- " ) o T oy o
o R TR < ) P o o B0
R I SR L “00® B0 B° =
mﬂ#afﬂ_d%ﬂi AR 58 7w %
~ < o X ]
T w3 = 5 % g9 o o o "
B oL WO 0. 00 oo oo =
= oF a CI N
~ - T = el o o =
O = Ao =y o O — o ol O
file) o O#E EE ,m.h ~ O M M M
=) aH :i o M = — 3 EE ﬁo OC
K R ol < 2! Hp o 0 ot
T = B oy oo B O O O !
oo O 2T e B s
ww.m T o= K = <ol DMu " " T N
= 9 "o ™ 5o A
M. H © o ﬂw G e M 7 ofy g Mm
H % o5 o X o v " 7o
of m o W o T . L o) o o .
S
o o e — = & o o0
g 9 o o~ o~ H O Noo o i _
g T F oL o T
o _ ) o _ M ;O._ ot . H . o . ;0._
< g o BOW do W W Y .
AT U ofn o B - . . . ~
Lo PR <oop X — N o
W 5 ) TG B LU | | e
H do o T ® o B ® T N~ — — ~
® ooF ® A oo o R

o]},

_72_

Trael] weEk CRM

=
=

2001, pp.75-78.

@o) M2 Fxo] weh CRM #8& 2ol 7}
o u)

<
od
=

, A A=, 2003, pp.63-65.

, A7

3-2
1

=
Sl
A

7Hd 3-1
H
g




T E 7]

1
o

A -0l A

(e
R

=

&}

S

EdQ =

=90
==

A2 Hd Wb 277 A9
1. 39799 CRM &

—~
fils)

ol

F2d

=}

171441 CRM

7t G, o] CRM &8 ' uAadA A 7t

=

=

A3}

=
=

E

23 gdd Arn

~
;OO

0

_&ﬁ

A7e EPMe

=

Aadlos AR st

Y

o
sl

o

Kalakota &

Robinson(1999),
+(2000), ©]74-8-(2000),

ARZ(2001), ©] & 4+(2002),

gl

1}
=]

174 £H(2001),

a5

Oracle
Kalakota &
Robinson(1999),
o] 4-8-(2000), 717 2](2000),

14 -

3-1> CRM

hYA
ar

3-1>3 2ot
<

ol AR

J

X
NI
Nd

1

Plo
=
B
!

B
_EH

-
o

T

22 A A R

=1
=

A2

i

=

5

mo
&+
Goul

N

i)

o

(2003)

701—

]

A
L

]

AR 21(2001), ©] #4=(2002),
#

ukvg 7 (2003),

T

=]

o AE3t A2E el
- 73 -

#el 9 FA o]

pinl

e}
T

2

Akl A7 A AN o]

o et A AT Fagoly

g wolE A
el e A}




o=

2

24 29719l CRM &89 +A43

_/|:
EUZ CRM &89 Al 714

=yn

1

I

weby 2 el o] A

=R
= =

AT

R

™

—_
file)
rvzel

L

B

Ho

=
=

lg e, CRM &89 A 7%

)

2 g

A

ol
=

,mo

A 1A

A

9

o ga 4

&

e
&H
o)
D
10°
N3

-

1

S

5o

7 o

R

e
‘Z_ﬂ
<

—

2. 397949 BGAH ¢

e
fife)

FEWFRE oY FASY AYATES B
she) 4%

AL EE BSCY 4 7}

AJr

o)

a7

24 %

o

do

el

i
—
o
rvze]
L
el
&H

o

2A~ T

3

, W

2 YHAEE BF

BSC= AapA el 5S4 mat A5+ a4,

gl
XH

2

a]

-

T3 A BRlel v 7HA

Tor

&R

ROLN
o

i)

KR
(=

o
25

3
Mo

hin

.er

BENE tehle A Eol

o] 71%el olelgAel Awph 7)e]

_74_



Iy —
1:0 M.u. o UT_
— = T M wOE s 0
EEEE T I ‘o
o I~ Mo = o < =)
i ﬂﬁ,w,, = ;%ﬂzh 4o
o of i T N o w M o ) <
w W R e X A e P X A o W (]
= of = B ® Z X oy = o s ) z e
G m_ou Ho e © D oF o H Non x Ao T
o . < R i KT ok B
X w o W “ B < B W i 4w T b
oS N oo W 0 N o " ~ o o
0 T o % o . o K ko SNy NI
O S . o R ST O w2
o S B ML - A Mo Ao M o - T A =
b o B 7R 25 w o T X * o * i
o oy B G S W q 3 o X = ofp :
= o Moz R ) T R o o= w R <0 =
o} o YT = %o o — O o) o = N et
(X g A T Xooa T X > R o
sl {H ~  Bo Jo ujp 5 < & <
= Sl S o T° o = o R - - F o
= %) X X ) ol w X oK = oy T ox X =R S
wh ~ = In o — % W ) N N
e nH Jiox - 5 B Bl o ~ o - K] . ,w:._
~ o_,mM;oogé%o 3 2 CRR
N oE - =] X OC ﬂ — < .Y =
‘mwo 0 R _,AL o HL‘_ \mrx_ o .HT_ ‘Iﬂ wAO _/_|
= e B o T 4 B BT o W al
= T ® B X . v E T v R i
e XO J o P = ‘-
) %%%@43&&.4 %Uﬂi% SRR
% 3 < K o B3 4 — N2 = = Njo N O
& I -y < o0 X 7o A N T s
- 2 o= il o o o i~ v ~ R B e
g oo X < o X o G N I )
1 oo = T 5 O &k Ar . ~ X e o (o8 mm = ™ hﬁ o
Hom = o I 3F S B R ! &ﬁ MNoX =~ w N = N ar
du. L o Mo nm- . o o B = G L X > B/ B & N
oﬂoﬂneg %hmﬂﬁr - o ﬂrxéan %,01
% ) ~ - = - = iy XK e o= o S
o = %o Ho N s X _ T o G 8& 9
K o T ~ — ﬂ ll S X0 ui
R ~ o ¢ ° o oy o ™ 5 X
T Mo . 3 = o A w & g F =
p e o o A KN
T 4 TR 5 o N
A = o o )
[a\

-75 -



AbA Aus E

S
vl

’

Aul e AlzEl, mAdolE 2§

’

P
T

KA
el

L

—_—

T

Hl
a-

2]

HAvAE 2

QLTh58) W

7190l A9 7t ol s %

5

= 719Eel 1

aeER mahAel Mus gl w4

2

ZEA

PN
T

Bl
oh

Z
™

5

37kl

Dz

114

9

A A WL

Z] o
=

s

ﬁo

o 7 ol

oy

7]

il
;&
1
1

0

X

N

B

]
X
rvze]
Nr
ﬂ”

Uz

o
Bl
-

X

—

Nfo
T
£l

o)
af

Ar

(o)
A=

ME Ay Al A

=]
£

g, &

-
R

Fdgow TrY
AR 27 EA o]

;O._

TR

o

Gl

-
R

wtoll MulazH o] GGt def kel A

K

yAO

Aulzgfo]

g ol

s

5

Aol ofyet MR|2E AlE

-
T

Qw3

eX
=

Ea

ZEA

AR Fold

=
fu—.

oA o

el

o)

gol Al dd AJxde] dAsE &gl ol drt

]

=4

g, A2

ki3

b1 9

OL
o} 5

E‘j}
=

(L =

d|

o2 vy

Z
S

A A

%

2~ €l
-— A

NA A ol Al

P
Aoz Muladd o

o] 1L

&

el

_76_



o
W
ot
b

el
=

=

B
H
o
-
o

o

b Aujs defel o

)

gell A Bofof

o B7)5olsh 7%

=

495

1

T

14

I

t7] 9

°©

o)
U
0
o
=

Y

ofn
M

Ho

ﬂ|
el
sl

ol

t7]

°©

QY

A
o))

-

1

2A=E 7Y
7] 4]

R4

hva

O

9/]

=

=

—
1

4

=

N
Ao

=

—~
o

—_
"o

il

RNESE

°

1 el A 7

[
24l

IH

A

H
~r
b
NIr
[mt

H

—

NI
|

fvze)

X
iT!
=n
o

ol

Ay A
st

74

3

3

ato] BSC

o

A4

o
00

wm‘o

Nlo
o
_ZTc
=)

_&O
ol

%

o)

—
N

;O.ﬁ

o
_Z#ﬁ

M
R

_77_

o7 3}



3
it

) )
22282 58 =2 |3z
EERE X =8 |58
3%z S SR S8 S 8
¥ froy o gy =
X~ o — 0 o= o o) 0 RO~ M.« o)
2 E e P8 sl bR G| TR
Tl ~®2 B o TS | N oo
= | > @ - ol SRS ST R
o P ~ PRI -
LR = 2 — D — N SR
T LS%U%ME 2 & WWMU nnéum
29 o = g g SRS R
EEm % T T | T
SEnT o Pa [P
e o ™ o N it
~ 0
)
i TRy
< il e |2
= = N owlH | M
o T WA W T A
R’ v = | H n = oEr
X o ﬂonEﬁW_HW Mﬂ_ymﬂn a
X B ooE WO B < < | & D |5 o
N My "R KB BT || P F
N = Sl R il R i
o =T HEH AT TR T M N
{ -
X —_—
= W TR =3 JMo
A= s i T
i
w_m S5 Al Mﬂ%
7 o . . :
m )

3. 39799 494 AQ A=Y FE

NI

=3
"o

No

% A

=l
— U

Jol = o2 HRA

CRM®] +5 ~

o] 15912 Lhebgton], o]

Al
=

89)%174 3], A=<, 2000, p.57.

_78_



W, A getew Agxel Q14e] Aol AFEMO, CRME EdAow

=Gkl A= A AdAER o= AR el Aol FF

z9/49 fFrel W Fust 2 )
A AR e Adue fes] g Rt e
AR sl dok E9de R 53 dddE 599 57, A4

T, T = e, TdLY ¢ 5 olE 7 el 3l
=
[

2
rlo
2
i
=

o
oj
£
v
N
N
B
g,
=

N
112
=
o
R
i

e 2 ATl e TE d9xlolst e TEvIle] HuAdda ' F

Aujelez Aeoatm, ol TEl AGXe] A Ax=e} 3| FRE 7

<E 3-3> 39 A9z AP 9w zdo JFre xzAH Ao I
A
WO A gl =}

HuG A A A | o] 25(1998), 5 H2001), ©]&+7(2001), # 1 7(2003)

S He] fR HF7g oH(2001), o] & <#(2002)

90)ol &5, “THIYAE go] AAIAdTol HXE JL” |, HAE =T, ArdEgn
k1) 1998, pp.78-80.
9l)ol a7, AA =&, 2001, pp.77-78.

_79_



17} vk2 Aol

s 7F 7]

)

}'7] _?4

IS

P!

=

=

o
R

AT 24

9l

J

A
ax

HER TA

)=
[e)

A 3
A 2AMEA H
= Ho]"ﬂ

1.
A

o
mt _.me W =ul
hie = SR B
oo =R roA R
il T P 5 5 TR x5
o — T o B et . =
T 5o S 5 T
° El s WO T G o 3 do T
= x 2 ¥ T o T ! w ™ W T oy
< = o O oz | N o 5w
T il = _— o T G e S = o
o o o° = = o { ° ey 5 ~ o ° —~
}E q EO T o ,.* o T 1 o B T T ~X
— ‘ml ,HA_. ‘Iﬂ dl Zl —_— dl ET UT_ = n ‘_lﬁww_
o o —_ =X SRS = 0 o T T
ﬂg%oﬂ #%xww qw_4%
] L g o9 Mm 5 P 3 X MooR N
o JI ﬂwa ﬂ,_Al [=1 ﬂ_OI i N o) W Oﬁ SN
x N B A O 3 _10 T o o )
J o ®° = o Bk o op o iy o g -
by R # T 8 ol % oy o do B
ﬂTECEE RS A = B R
5 @ﬁﬂ1@agﬁ gt
CRTIC) O T °E L
JI W T o ~1 R ﬂ_ol © HT = T H;.L i o o)
fﬁWﬂi%iff S
N —
o T F T T g M = " > - 22 L
w T o N e o vl S o oF = = = c !
= ° < oo e @ W T D T 5 A e
p o RN C) o o~ ° i -
e o) T C o R o _ Mﬁ Mo ) Mul pn ﬂ.ﬂuy
o X _ w0 N | Tl x ol £ o T
alo ol o o T o N o = P Wy
o T wir b o] < d Jo S il ! %0 o .
¥ K S e ® I TON TG
T o - o T 760
W T A - =4 T D mE e 7
~ al < ol mpo op = 2= e X = % iy o
¥ B o T om <N = » g
o E b X o k B NG oF N - Nd o
<N wm o m% N <L o O o GYGY
L e 0 _" o
B 9 GO Ko B X N 5o m W
o~ T o o = ™~ No T = 5 — o Mo
o K° oo B g 2 1 i s ~ o &
o %lqﬂ @54%@0 i
_.;L ﬂ ) ll X O#E a vAO ;O* 1>_A| ru OM
%ﬂu%oiaﬁ% =L
N ,mw.o nﬁ O# Y —_ \._m;\_ Pol o
<0 oo "’ e N
C0
T S
<

- 80 -



of
M
T

5
e
KR

H
"
Hr
,.mo

1
N
Hr
\mo

~
;OO

ol 7
al 7
T

[.1-2

m.1-5

vV.1-3

APAF

=

ol17] 913 AROR 549 #
ol

oF

A8 74

Ry

4 4EE

2] £

-
7l
sl
=

7N

~

il

= O
= -,

| =

=

e 2

HCRM ]

_o
S| (
=i
=

Al s

1o ke

2.9 404

3. m] 2 7

MR
5.4}

Njo

S
T

ZAl2 A
gl o
N v 1=

| %

=
=

hva
]

2]

1.5-4
2404

4]
4.9

Hr

~
;OO

ol
T

9T EA A
ol
A}

pud

gH 3.

E
=

_81_

53¢

5}

kel




2. ¥ B 2AER}

=
A3 dgE o] 288xEelen, O T sHel ALY AR
=

sl

T z & g A i | B | fEF
AFaN=5E 5124 25 25 25
A= B RS 500 25 25 23
A =2l 2} 4292 25 25 24
gttt =g g AT o d 3802 25 21 17
R e 3134 25 17 13
R 2822 20 19 16
S} SEE 2] Al A A 5 2247 20 20 20
AT s E A 5 2247 20 20 17
o ~9EzY 904 15 15 15
AT A g5 1774 15 15 13
MAEZZE 2214 15 15 13
5 259 | 2dwvaste 1234 15 12 7
AFreLs 1082 15 9 4
g A 13 94 3,583 2605 238 207

_82_



3. A5 4 W

_ZTI
N
jgase]

op

Bl
AJr
N
=
i)

olo
o

171%1¢] CRM

G

;O*
)

%]

¢
T

N
o

B

il

;O._
i

jruze]

X
G

o}
e
Bo

o
i)l

.HO._

c

0

0
M-O

TO
o}

)l
o]

T
!
.ZT!
®
T
fregss

T2 A" g

W

o

sherh

AL

=
=

1 = (likert scale)

pZ3
&

A=

W = 24 (frequency

analysis)<

& SPSS 100
tel 1 B

5]

2

5

i

il

A8

Kol
=

(factor analysis)

2
3}(Cronbach’s @)

oA QQlE

for Window

]

=
=

o)
=

RERT A

al

O:
5

3

No

[ t}% 3] A+ (multiple

17] 913

)

7o}

=} O
S

<

°] CRM &80l mAl=

2

e A
regression analysis)<

%

TR wels CRM &

o
=

2 )

#

=T

(one-way

S|
~

E
ofo

2 AAsE,

ANOVA)

_83_



ks FAbelo] 1027 82 AAl 49.3%5 AFAskal gl
200-3004 e e FARRlo] 3119%(66™), A& S 100-20091 9 R
o ZEle] 36.7%(76%) 9 o] A H A

5 A4 T E H=(8) H] (%)
3 A 137 66.2
R

= o A 70 33.8
2040 m] v 1 0.5

g o 20t 100 48.3
30t 82 39.6

A0t o] A 24 11.6

A 127 48.7

e 4 15

R A 2 el 18 6.9
I AF 44 16.9

2} A3 13 5.0

_84_



19 wwt 14 6.8

1d-54 88 42.5

. 61d-104 49 23.7
11d-154 36 174

15 o4 20 9.7

A 5 g 29 14.0

A g 102 49.3

<A NIRLEL L= 34 164
ES-R= 32 155

71 E 10 4.8

1994 o] s} 39 18.8

200-299% 66 319

A 300-399% 30 14.5
400-499% 24 11.6

5004 o] % 48 23.2

100219 o] &} 39 18.8

100-200¢ 76 36.7

A vl = o 200-300¢] 20 9.7
300-400} 25 12.1

4009 °]7d 47 22.7

A2 A s AHY L ey B4

24gue] By 292 BE kel AWl ds $RAE oAl =7

_85_



(il

]
e
!

o

—_
0

X
e
oV

R

+

ol

1|
;lry!
T

bof o] e o

©

o] & A= X (reliability) 2}

o)
o

l

e
ki3

]

=4 A A ol

1
T

e} 92) o]

)
R

=5 (reliability analysis)®] 2t

Al

4=2 et o]

= z
L

wred 5}

BE

g

AAA %

-(:51_

W ol o

7A
o

—_
o

N
el

jze]

=

24 9 (test-retest method),

s

ilin
wr
]
-

H

T
pu
)
0

J:NO
o

0

ES

vAO

Mds Ad F 71 o

(o))
=

1 (alternative-forms method), &

hE A

o slt}.
S AA 2] F1fe] T WA 71l

ol i, o

p=2
o

A W (internal consistency method)

Q]
=

S|
ZS|

h

oy

A, AARL o
el e e v D ) =

A

iz
el
ol
s
T
0

o

=
[¢}

12 A Al )

A
o 1

agE FE AE

[e)
&2

i
fils}

=

el
meO
T
°

"

Aze

A E A

Q9]

=

o meA

aAlg= 004 174A] Wa}

kX

THAY. ZEn

sel 4

(Cronbach’s a) AlFE A&

w 1ol 717t

-
R

ERRR ST IR EEER

—_
o

P

oAl At
4-4>9} &t}

W 1278 W

)
v

ojpy

0.90632. 5

-
R

A A=A A

e
=

= SPSS 10.0 SPSSWIN

i3

r

5, YAlAE 2000, p.92.

_86_



2 AA AL AT = U= SFEAAA Luzk(alpha if item deleted)’ ©]
AA AFAY AFRT 2 H5-e v Aoz BAHAY. SEAAA] dukgh

Hoeolg Al 5o ox)o g HA AFAAFH

'lél‘— = |
o =4 &y a3 o9 2 12719 &€ CRMO gk Wigs A &5
@A 4= (corrected item-total correlation)® & A 04946(i2. 172 WEHm= ZA}
o] H71A AA)Y o] Yeh ARE 8L Fofo| A o] &5 04 o] T+
S WAl 7]aL QT
<3} 4-2> 349 CRM &&#d ¥ =54 24
Corrected | Alpha if .
Z A} ¥ item-Total | Item Sit;rrfa;ldl}zlzd
Correlation | Deleted P
al. 4AEY T - AF34 FRFF 5869 .9008
a2. 9 - FH - olgu F9o QX 5081 .9043
a3. o] e AAZE ddole 6687 .8969
ad. AR H wiA " s vk 6444 8982
ol. 1 AAY I T Z A ~/ZA A A 7565 .8930
9
02. AR FfH A|x¥l B A .6004 .9002
CRM .9063
s 03. A AHH AH Al2E HF 7261 .8940
T o4 B wAE A e A xE 7028 | 8956
il. 9, S48 uAdoly TgH 6275 .8992
12, AR AL A7) A A A 4946 .9059
i3 1o e EH nAY =3 .6131 .8996
4. L7l tigk AR 6981 8954
oje} e WHow 13ME AAE TEV|Fe AT S W gis <

¥ 4-3>3 2o AP BAM Ay dA sEe aEnuts &4y (Cronbach’s a)ik

°] 0954002 wEh w9 w2 AHA FEE UEa, FEAAA doAsE
B S

4R A3} o] gol WA AHA A%



=
=

o w

2

A 2 07213(p12. EA}

lez]
3

I EZAE fal AAE 13 Hge B

;O.ﬁ

ol
N
i

o)
A

o]
W

Es
= a8
ma =
< &
s £ >
J
5=
= =
Do |m|o|lalo|x|lolx|v|o|la|wvl|w
c 8 IS |mlal=m|losS|IHR| =D
S 08X Iu[lF o O|SX|W]| W
m&%9.9.9.9.9.9.99.99.9.9.9.
= 8 §
et.l
s OZBlw|lo|lo|lw|lon|l~|lo|lo|ld|lo]|m|xm]|
O S| 0|0 || == ||| —|D
m_e4680304655826
E QSIS |R|IE|R|E IS IS
S 2838
= 0
o
T Iy o
nl| 2 (o
- Al < b | B = |2 |
o M%iiH M | o
) < A - o | B || BT
o AN vl e e ] I il
o ﬂnﬁove mo | X[ o | X | =y o | o
ﬁi Sl U S N S - RN ﬂA_l off H;l T | Mo | Mo
o | =AM | T | A=A
[N N[O R [D|H| ===
al al al &l al al al al al al al al &

™o W R
o} T TO o

4-4>¢} o] 512 A

i
3t

g al <

] 0932622 e} GA] w9 =

BAAN LA Gt AATE ABAS

I A

A

5}

UER AL,

ol
N
&

el

—_—

<
ol

MR oA,

_88_



X

mo
=

B

i

T
St ©
g &3
e E o}
=8
wn
Sal
=£Ez|2|23|3
FEIEEEEIE
= &
mm.m98025
I DR[| |
H_656730
5 8 B[S |[R[R| R |R
o LS
<7
% X Mo
, ™
e | |z
- U:Al n_an_Alﬂ.o
=] ﬂ_PHE.#n_AnO
<] o)
= === |5 w
IR |T o
T SR s
H || H | T | Mo
— N |3 | W
nw|l |l | | v
™ B o F W
of T X T

2. 484 HF

)

—

0

+

1|

ox

+

o

¥

a7 4]

]

A

2 3}

Nlo

g2

3

A

%

]

ATAANA A HFEo] 4

REE P

9|

Njo

59 g3 (validity) 985 2

s

No
&
0

o

= A W

o

)

~
o

i

e

i
—

N
)

A AeA A gl FEH

e o

9]

o

1|

B

&
ﬂmO
_& I
‘ﬂl

0

qmu_.o

ﬁo

Al Z sl dl o] H ¥4 W Advanced , 2134 B A, 2001.

_89_



.ZTV

e
N
o

—_—

0

(principal

I F(minimum

P

component analysis)

eigenvalues) 7]

4-5>9} 2t}

ol

ol
NJo

o

)
=
© <t LO —
> o = S
& S3 S S
63
<o °
S 5 2 | x
= S & =
oMo o~ S 4 g
Aé6 > o6 o0
S~—
xr
Moo | m|la|lolo|o| oo =0~
) |||l |Is|la|lac|mn|c|N|=
SRR ||| s|x|s|9|
~
@)
o T
Bl | =S| D |n || O|D|©| =N
~ | F oDl S|l ||| eS| ©
Sl S|kl ln|S|A|F|F
o e
L @)
‘m‘O
Ho|la|lo|lolow|lw|lo|la|l~|=|wv]|o
—_ NN | oS|I IE|Ix|D|=|LO|F|D
S|% | x| R|lc|S|ala|la| 58 q| o
~
@)
+
N || |~ N = <o
= el R R R B N = N A e e T s I SV

KMO = 0907, Bartlett 74334 ZAF x> = 1231471 / d.f =66 / Sig= 0.000

ol

wich webA o] ghol

ehdth KMO9| kol 09 ol delw

_90_



o] KMO(Kaiser-Meyer-Olkin) @< 0.907%

1 12709

)
o
T
il

A

1.001) .=

1.075, A3L.<l eigen—value

eigen-value

A28

5.994,

eigen-vaule

oj At} A

o]

oz

]
A

F71 wiisol A&

%o] 7)F0] T

)

B

o2 uEhgth A AlleslS

BE

4-6> 3}

3T
ar

7 <

Al 3

°l

vh olth 2 1378 WSl 29l

iz

T
3 o] 17] @9ow 1

744

3]

/o
i

A3t e

{2

u

Yo

<
T

d

&

il

Al = A3 4709 Thd

eX
=

1 =2 7ld e el (construct validity)

[e] =]
He Be

o] M=

1

;OO
il

Mde=z 1370

15

o

>r=
[€)

FEE 2ol ohuet 149

2 Eop.

o

9] )

114

9|

a8y 8RdFFo] R HIATa

"= SPSS 10K FAIEAREA, , SPSS oF7FH| 1, 2001, pp.380-384.

_?:]—7

T EARAT IR, DALAL 2000, p.151.

. Xé /\é

958141 3],
Ae) A

96)

_91_



A (communality) o]y 3] de]ld AdFEFE,

) & GA1 ARE]stel A

71

s

A A

e

MSA(ZE®E &

—_
)

K
el

A7} FAH T 219

H
)
~O

To
7K

4|z
Tor

—_
file)

)

o

NJo

(]
=
o ©
s %
= oG
3
< X
ARG S
B S :
INTO
,Az._/w/w M
< ln|lwlolr|lalalolvw|ls|o|lc|la| =
Tl W QR R|O|F|IR|O| DWW ©
R N LR R R e R A R N e R R R Rt R RSN T e e
T
‘.m.o
S R eyl
T ol vlc|loe|N | ||| ||
NS N|TF| D | N ||| |||
o RS |R|R| QS| S| RS
— |0 %
or
=
7O S
Slglele|glslzlels|glze
oLﬂom6667.666666656
O
S
63
T X o
A= |
Al RIS
A A — |~ e | = || B
o | WIT | T | A | s
OT,WV,E.*)}N_JIL]% :/AEMﬂdﬂ
o £ I = R (= B el
B G i e oy el IO e
Y | A Sl e i
= |z | == m | = | =T ol
T AT I R R e e B P el e
Mo | H|H|H|X | H|® | HE
—H ||| Q|| D= | ==
alalal alal &l alal Al al al al &

78 / Sig= 0.000

2155.269 / d.f =

2

¥?

A% 24

[e]

KMO = 0.944, Bartlett 74

_92_



o] 57) aclew A ¥

_cH

Bo

=
|

742 17] 8o w2 1

=z
gl

-

B Wpel v

7}

X
3] o] A

3

&

7

B A= (MSA: Kaiser's Measure of

hya
ar

’

2 2 2k

CESEE

U

Sampling Adequacy) <A A3 2t Al A A]

s

7
p

X
i)

o

ol

Nlo

)

o

)
=
S 2
= >
o i
6a)
e o
W g
o 8 =
]ﬂE_ : 3
g2 *ow/w 2
il I RS Rl =g
x| 2|28 (% 8|3
o
=l M| = | N[O
IO PMIN|N | D || ?
o R[S | S| K || K
i IS
hay CE e lm]| oo
e ElE I
° ||| &=
of L g
&)
e
% | A
, ™
o A&
Nl = | O~
{F 117_|| T :ﬂ RO
§ = 70
- B
mm.L .C UT Mﬂ
TR E | g |
SR EEE:
RS F || <
H|B | H| T | N
il | |w
0 0 0 n 0

10 / Sig= 0.000

KMO = 0.883, Bartlett 78344 <AF x° = 881.684 / d.f

1. 7t A5

1) 7t4 19 AF

K

o

ojn
00

ol

o

ofy

ol

B

&
<
iz
o
oa

o

o}

1-1:

_93_



gl

ki3

]

A

Al
=

S
=

A3
ax

372

1

9]
yul

==
=

o

S

s 9l

[}

CRM &-&of df

Nlo

ol

Nlo

R E R

0.000s33

648, F=126.679, Sig.

341

EE * * *

o Sk E|E

o 28188

o SERSHRS

00 | N XN 8

- |Ble|lx|®

e

(=) 0 || w

i 2|83

22|

= la| | o

+ | 0l1E218|8
o
Np

22| ool o

— S|l | o | =

a S|, | =

== =

o el ol oo

O RON RG]

. T | % | W

4 & | m

R=0.808, R*=0.653, Adjusted R?
F) * p<0.1, == p<0.05, *=xx p<0.01

A =

LA

% T4 (multi collinearity)©]

A

FAE EAVIHeZ A

ol
NI

o2 @AY (stepwise method), AHE

Wy

} 37

Z=(factor score)

3l
=

" a9l

)
N
2!

~
fife)

_94_



8 o173 4=(factor score)

i

H

ol

W, B4 CRMe] 56622 379

d= CRM .449¢]1, +%9 CRM< 0.366

o, I gFow
o= 37] CRM 2899 ol 7Hg 9tA 4t

O

i)

& At} o] gt

=
=

)

N

o
700

A3 3714
(A77Hd D2 A

S|
ax

F gk,

&
=

2) 7t4d 29 AF

K

xn

ol

o

o}

e
Bo
To
ol

;&

-

Py
o

e

el
T
il

=y
4

F71 #ls) <& 4-9>¢}

o
No

&

]
(@]

o] 9}

0.000).

=197.153, Sig.=

A7) At QL EHE

7} 0] ofvie}
7ol 7hA 2

3| ANATE 044524 3 AA T

ki3

g8l df

A o)

1
e

ol

o

CRM &-§-°f 7]

do] Tl

A

el

* *

o R

o S8

oF SHRS!
0

=

S| =

— —

=g S

| = [

"

O‘.ﬁ — (@]
Flwl 8|8
A
=)

Np

B oL
= 2|85
el
~
o T l=
iag [
nl] — | ®
=
_E

197.153, Sig.=0.000%::

A89, F=

R=0.701, R*=0.491, Adjusted R

) * p<0.1, *=*x p<0.05, =+ p<0.01

- Holf, HAA, 2002, pp.202-218.

97)

_95_



T

3) 714 39

7hd 3-1. 3 d e A iR wel CRM &

=
dr
Mo
o

Nro

22!

SRNE

|

ﬁo

F%:(F ratio, FH], &3

AFZE3H 3 2} % (degree of freedom)ell

= AR

Fol7b glrhe)

]

—_
o

)

0.1, 0.05, 0.01°l A

(Significance, p)7} F24< a

ol

i

ﬂnﬂo

NJo

=
=

2149] Aol

ki3

FAFE 01% FEAN EAHOE Folv]

= e,

==
"o

;O._

Aol ol
A3 4 CRM9

S
=

o2 AF$E-A(post-hoc)

H
H

ks

98
(Duncan‘s multiple comparison method)

8% 30024 3994 R T E

{ 5.7]
4004 el A 4994 Ako] Ff

R

Ao =2

il Al g

o] &3

=
=

LHEF L TH(3.7500).

A}

o] 2141(3.000)°]

2]

=
[€)

TR 5E

ZF

1994 eo]&t

A=

S

=9 CRMel o

1994 o]} & =(3.0513)¥ 3004 Al 3994 A}

o] 7}

1
T

2
1

CRMell A

g

At

0]
AN

al

Haow, 40044 4994

A}

3 €(3.0667) &

o] it

_96_



N
k)
=
ko)
il
=
o
[>
2
N
foi
ne
Lo
ol
o
2l

<E 4-10> A4 gfEe] mE CRM &8§ Q149 AolHTS 918 ANOVA

CRM _ - F S99 |DuncanAt$4 4
o'l A R 3 J
28 == i ° (d.f) & (a<b<c)
1994 o] &} 3.2436 2 b
200-2992] 3.4811 abc
A 3003992 3.2241 G 010
1 ! ] skokok a
CRM ? (4/201)
400-4992 3.7500 .
5004 o] A 3.5625 b e
1994 o] &} 3.0000 a
200-2992] 3.4280
3 3003992 3.1917 3757 006 b
- = . . skokok a
CRM (4/202)
400-4992 3.5313 b
5004 o] A 3.5104 b
1994 o] &} 3.0513 4
200-2992] 3.5455 b ¢
d44 6.802 N )
CRM 300-3992 3.0667 | (4/902) 000>
400-4992 3.8125 c
5004 o] A 3.3671 ab

) * p<0.1, *=*x p<0.05, === p<0.01

_97_



<aE 4-1> 39 A R & #4 CRM ¢4 9] Ao

3.8
3.7
3.6
3.5
3.4+
3.31

g
3.21

3.1
1994l Olot 200 —2994!  300-3994! 400-4994! 5004 Ol &t

1Zre WHOJxHI

J

HAI A
=T

J

<Y 4-2> 3E A FE WME 9 CRM 149 Ao

3.6

3.51 i

3.4+

3.3

3.2

3.1

3.0¢

2.9
1994 0I5t 200 —2994  300-399&! 400-4994! 500&! Ol &t

JZre NgO 02Ho

Al A
=T

2

_98_



A
13
2k

ZIC ]

@2 CRM 914 ¢ ol

=
R

4.0
3.8
3.6

. = o B3
Moy B o S
oR o = O
<0 B 0 ™ =
— —_ ﬂ@l Oﬁ
o o A ! - 8
g ° o T g X g
3 ) w ~ =
= o N & oF
o " TEO™ wy m
2 o =t 5 O
L2 o oo o] el )
I ~ - or X =
8 —~— G do K =
S N = = o =
o ) o TS
N T W =) =
el X do W T .y
ki o g ® O = T g
& alo Me 5o N ol &
3 G W < ok - o m
= O oy .o N
| o S =
o O TN S T
o)) ol O
- oy s o8 gz o BN
[ X7 oy Y
g RG SR
Y b — o
¢ T FEX &4 i P
5 o T W iy
5 = = T E o E o ow Y
5 CE: i Moe o2 B oo o
R —~ H
WA CRM 33 = o = I
o S o M W Mooy
~ ™% o) T o
» of Ne o up B o T
"W G o N

g, 3002 A

°

b, 100916l 20091 Abel

_99_

°©

] o]

T

A} o]

o

(2]
=a

%% 1002

] 2laz, 2009914 300

24 CRM ¢

4009} Ato] v
€

¢}



o= FAHEAT
€9 CRMel thaie $& BRd(a)e =4 CRM3 FdaA v 4009 o
s 38 b Jodoz, 200904 3009 wWE TR SEe ¢ JHoR
TFEEHA A2 Folg 2o]s Hola gl
A= CRMol A= 3009 o] 4009 Ate] 1R Tdo] v Hoh(a)o =,
20091-300% TR € B 4009 ol R sEe ¥ CRMeo] & o] H A=
EHE ()2 A5 AT
<HE 4-11> viE FRe] w2 CRM &4 <129 ojzlFS 9lg ANOVA
wp | FeARRE | ww | gg Dunf:igim
10091 ¢ o] 3} 3.3236 a
100 - 200 3.2300 a
A 200 - 300¢] 4,0500 e L0005 b
CRM (4/201)
300 - 400 3.1800 a
40099 o] 3.8617 b
10091 ¢1 o] 3} 3.0000 a
100 - 200 3.1645 a
&9 200 - 300 4.0750 13,190 000355 c
CRM (4/202)
300 - 400 3.2000 a
40099 o] 3.6862 b
1009 ¢1 o] 3} 3.0513 ab
100 - 2009] 3.2007 b
G 24.244
CRM 200 - 300¢] 41375 (4/202) 00035 c
300 - 400 2.8200 a
40099 o] 3.8617 c

) * p<0.1, *=*x p<0.05, *=xx p<0.01

- 100 -



<Y 4-4> 59 v E RO wWE 2 CRM 249 Ao

4.2
4.0
1]

3.8
= 3.6
AN
A
% 3.4+
<
.?Ed- i
S 3.29
o
ol
A 3.0 ‘ ‘ ‘
1002 0l 6t 200 — 300 & 4009 & O] &t

100 — 2004 & 300 — 4004 &
o1 0 = 2

<Y 4-5> 39 wjE o] wmE 99 CRM <149 Ao

4.2

4.0+

3.81

3.61

3.41

3.2

3.08

z12 INHO 02H0

2.8
10043 Ol ot 200 — 3004 & 40043 Ol &
100 — 200 & 300 — 400 &

J

OH
=0

K%
T

OH

- 101 -



o @2 ¥ CRM 49| Aol

200 - 3002 &

400212l 0] &

t

s}

4.4

4.2+

4.0

@
™

©
™

<
™

,:,
N o
™ ™

BB CRM ol<

© ©
Al Al

1004 & 0l

r

300 — 400 &

100 — 200 &

=
o

il
fe)

B AT AFAA A

o

Nlo

o
)

E nigto g 35fo]

A}t AdFAT

G
=

™

F ok ognh e 13 Wgel 8

5|
pud

F2ollM dAska, A= 4

1=]

T A

A

)

hSS

A
<

= AI7F §

-
.

(construct validity)®ll

- 102 -



|

3

]

o

>=
o

of FAH o o el

=
=

2

Al

Mo

o] i &

A

3

3

%
TR A oA

o} 2|77

SRR

ﬂ_mo

AT7HE 1o AAE & CRM &

0.566 .= 37H

p=

PN
T

CRM9] 3] #A

4r

CRM(0.449)% &% CRM(0.366) =22 &

il
;O._
|

ox

£l

olo
o

olst e ANE ofAAA

CRM 9940

il

=

—~
fiTe)

—

A
]

rvze)

X

W
&
‘_lry|
ﬁo
B

BE

o

A

B

gl CRMell

<

agla AP A A

T

e
go

of WeomA, 4

=
=

A7 2

S

_?4

CRM &gl 49.1%(Z278 A5, R2=.491)

= 34

o

No

;O._

i)

B

il
ol
ol

o
B

o] FA}at

il

G

Mo
%

Aol =

ki3

CRM &8l o

2]

o] A7tete &

=
=

ol wepA ol

N
A

Ao &

ki3

59

o] i ol A

Joh e ol e

AN

B!

JeR)

- 103 -



o)

7ke] 9l4e] Aolst EAAC =

__1

;O.ﬁ

—

o)

o)l

i}

of

Fr7t 2

Al Al

497, 1 T &

9 0o %

2 E7 2

op

- 104 -



<}

Al 5 %

A9 aoka 43}

1.

317]

g1

39

se 737

Wtz 714

=
T

o w

ol

el
B
N

b5 S5 AbEstE Auls Al A

i

9|

9
A

o

27192 CRM Z8°] 49443 A4l mA]

<

=

:[L

of 2

=

A

o
=

ARy 3|
= 1

79

, A 27k

141 CRM Z-§ol tf

73

_ZM I
®
T
I

B
N
®
‘.mu_.o
of
B
Nr
®
xr
il

FAch E=3H CRM 3

124 2z AAT

3t o

BSCell

o] 2=
AR -

A 2

1
e

T E3kS Abu R gl A 3%l A

g
"o
e~

7A

7

wK

gl A o] o

—_
fite)

_ZTV

_ZTV

ol 83 ZAA

=
=

ZwolA CRM &-&°] BSC

hA

& 7)o

- 105 -



ol Mo 1F
MR MM MW ,_MM mm T W N
‘vAI O f ~ | il
w ®F Lw I N "
K S m].# ~ o o o Bo o . < o Nr B
< w5 I N 0 M ™ o M o o W= _ + = o T
B w oy = = 3 < H
T © i 5 B == 3o iy m% T
— ~ 0 —_— f
T o T M . o T o < nooow P 2 T o
(N o - X =y S ] Moo —~ S 0
;ﬁ.ﬁ ;O._ ﬁo q \a ‘_.WO w&l ‘mw W _Zrl o -~ -~ ;.o_u X M mLO EE
%mxﬂ%% %Hf%_zmaﬁﬂ&%&mg = 5" D
° < o - o Xo—x _ OB
. n@ | m X o 1, 1) T m MM o T 0% k - K wm 5 M ol
qﬁ =k MW_ o) = 75 K 0| o] o EOR ~ (! m W
. 8 ©C R & ow oAy s T oz
w2 %) o No oW Ne T il wm oo FX° ok o~ s ©
T w T T A g W I = S
g = 2 o T o oaH® T o B . = oM =
_x ¢ = o M o M % © oo = W am_ N T
o = AR o N © o oF ™ _xr 2 S o oo
N - Moo ERCS ol K oo = —_
T Mo © 5o g Vom B o e wﬂr TN
© o x B ﬂEka%wﬁquMat? T g B oF
o T BN R oo o & X X N 3
K N g ) = 9 = o T = o T = =
ﬂw_,%ar.ma % T oo 3 o 5 = SO
BT g om e T q_szfzui%aampu.%dﬂ@@
B oo T Pl oy B B o R A T T
& Bow R m o = - R S T iyl c3
R w9 o mmg T M F = X w8 °ox G
oo TR T 4 T oo P o = F 5 T e FE W o
I ST EERE N “« 5B
e = ~ 4 = o e I Id 5 n F oo <0
g i) o~ | X v o ! o o} )
A w5 o mmmw@a@ow\nm}@%wﬁﬂ
A 0 el — ) ™o ~ o . =
LR R S EMREENEE
) = 0 = . T T
B R o %o M_Ml N o) ° do %o I ﬂ; o o T il A]ﬁ ¥ w9 gy w_/x R
o] o X7 o oo~ o o T X W T ol ik
WA A B ow ~ By i L I
Mo A o x 7 o5 v o+ W T T bog T e B S T
T do L ° r ¥ = g
g oy T o °
oy S v o o < = o X
wF o

- 106 -



12]]
=

=

e,
N
i
k1
O
=
=<
i
oo
o
0%
=
iy
o
fru
=1
[l
N
X
Mo
fol
)
fz
v
Al
X
>

<
AYAY, 71 PEI $YHEE Fe Agols] W B4 Ao el
4 7

B ags

Lo

G A= TS ATFoRA HFE V|Gl A= CRM &4 1L
HalojoF & 22E5S AFsta, CRMS &8 F<2d T97|dd A= CRM &
ol w3 o] 2AQ WA S AAstE Heol s S F St
AT oo tFo H AR aokd F Uk
AA, HAAANE A9 Z7|dA o
CRM &§o] mzlg 5
M, &7, 54, s97199 CRM &8 da4 55 At

o]
B3 3714 olgFTR 9%/190 HuA e /19 R CRME AT7seE

re
-
2
=
)
-
Ll
2
ox
ol
ol
rlr
jin
X0,
o
B

A, CRME S ol 7120 Arrl&e] S840 43 24L& s dre
=
K3

F2 ARA B v

¥ ATE CRM 80 297199 394 a4 vxE JFe Avin

71 el ARy Thd e dAsta ol Aoy, ey 22 A

- 107 -



719 2] CRMA]

<

Rot oA 71

wow oo W ® W
. — —_— o ﬂ ‘”Ar ﬂ.._ \_|_| ~ o = _—
T E K99 RN ERERS AT EE TLE OEE
Gl 5 o MW i o ol - il ) W MEH (- < W = B K oo ME
ol ) ) =T ‘,WOH o T _
T J) rETY Y eom O SR T v ©
i} T == -~ = H
M%i%ﬂi%xaﬂlﬂr%_ﬁoﬁ ﬂ%mwk mo_@%ﬂwm
L s m T on <M 2R vz T3 o T
= W Ko o D= T 3 =~ W o m X oo 5 —~ o _
o B o2 B % N = mo Mo =0 T oo A
@) ZT =o —_— —~ X X H Ug o X = 0 o g
- % o3 X OOk = =1 = B AR o] B X
» T W o o I o B oo B HoT T = g
N X ;OL —_— — O #E L 1 ;O._ i ~ ﬁo 1__/| Xﬁl 0 ‘Ul EE H.OI
m © B T o H i H.M ﬂﬂ M.Al ;ﬁo_w Wow T M- ST B Eo
= ) = ) . = > "o —
sggigiiiieifay 2izi rREls
= . o — ° w % N
< = o = 3 _ uh- ool o
s, TpeEiagiEei FrIL Cziic
i o = N o E bl
T ol o2 T X Nd ! ) W s T o
1%w¢c_gmi%@lﬂzd = 2 o PoE S X g
o ER — ) K w =0 =y A o
5 = EEC: fo — ) ook T, = = o < o . ~n
= < o ur :ﬂ o T oo = W £l o B ©ow B wﬁ i
1dr| = ® odo o) do N R 0 O T of g R B )
oSS W ) I SN T -~ B do o~ N NI
. O o i do = ©ox Mo of 2 B mm W n o
SO RN TR I i N N (R L
O i < e I SR S o o~
¥ > X O Moo o z L & Eox &
of ¥ ¥ r 2% oz 9 @o K ) X o o 3 ® X w
%0 ol = N Jﬂl I Pl W o M o X M T S N
LR EET g ERT L ® % Hogow T T o
/ o B %o oo D om o 9 g " X o W =
w R om T E o g T =R = T o R
o o o = _ 0 o} ,IVI By =T mo HT . —_ o
L L - a7 il L
ﬁa@zmﬁ%@Mi%%@dﬂwﬂ_t%ﬂﬁﬁﬂia
—_ —~ B s
R R Y S R i ARSI T, SO o L I
_,@ o o E..* o =y ‘ﬂ 0 = © lv.Al oF o & - o B ‘LIW = T o 2r _&.o
%d&ﬁ,%w&j%ﬂ%%%ﬂm_xﬁwiﬂ@%_ﬁﬂﬁﬁﬂ%
) ol —_ — ) ﬂA === ) —_
®E R R kM Em%%Lmﬁwu%

- 108 -



gt A A AR AClE EH BAAERE Al
etk @4l ek
JHER GF ATAE QeI AR FARS FHFE AN AT

2 SRty wo on g AFARE £FY F AL AolH, 597Y
&l

- 109 -



[y
np

%

)

wjr

od A
¢, 2001.

1
S}

o

(e}

Al el 7

st A A7

O o
=9,

LI_"L

)

;O._

1996.

5191,

o

ki

o) 2

A
ﬁo

al 7]
HJ
oF
Tor

2000.
o] CRM &-§-°] AZ¥ CRM Aol "]

)

o
-
i

1.
s}

=

€l

Joistal o
kel

113

’

|

]

ke

-

4
ol

—

3

8

A9 =

S|
ax

A7

1

0]
yul

A, AEAE A 84 Al 6

4

S
LS

%
3 7tel

hud]
P2
Dz

21AE, 2000.
- 110 -

.

Jo] gr= eCRM, , 7%, 2001.
o3 4 3}

2002.

o
[e)
o,

, DAL AR sk, 2002,
RS

1.

‘?_HO]—%:I %J ] 2
L

T
o] 43

, 2001.

“eCRMA| 2819l 73
=

=

, 2001.

. ,Zl]/\g},

3

“BSC
Foj st o

1
4418} )

2

ar
L

4
44



g, ‘a9 aAdA A B A7, AAsreeE, A7Idstal o gt
<, 2000
FHEY, “‘aAdAwY Alzde] 53 A #E A7 HAEeEE,
Gt etn AR FAg Y, 2001
W, “SE7] 4] CRM &8t #g A7 -CRMel gt A5 A9 =
I o9 FAE Y] XA EE THoE-" | AAS e =E, 45U
A 78 i gk, 2003.
2HA 3], T zAbd 71, DAL, 2000.
uhgol,  “wgsde] AGdHnErtE g BSC H7HAE gHe] AT
HPALSER =2, Al skl wfshel, 2001.
WA F, “CRM(A#A#)A =9 5 2 8o #d AT i
A7 AALske =i, Sl istal skl 1999.
HAE - AR, “BEAAAAle] e-CRMO] &A3) Wt | sE#AFAT A
6%, 2001.
NG, “Ad eI I s FG Aol g vl F47 ) BhALEH
i, A= diea gk, 2002,
X874, “Internet Marketing Strategies for SMTEs(Small and Medium
sized Tourism Enterprises)” , E-Commerce and Tourism in the
APEC Region Session I, 2002.
AR, 49803 Arrleds” ) T4 Fdo] A deued s A
o793 gy oprtdv], , TA7IAA BRI G, 2002.
7], “=mue]l CRM Al3sd 2 A%, sdxdxE5 A A4 (ETRD ITH
HAHATIC), 3 7I+53F &4 10515, 2002.
IBM, “e-innovation, CRM” , IBM: A Z}3t= Al&E, Autumn, 2001.
AefA, "A)Zt3bd ol E B4 W Advanced ; , & F B AR} 2001.
A - ALY, "= SPSS 10K S Al ZAREA]

- 111 -

A SPSS o}7hdn], 2001.



T2t 4, TA4R AdEAE R, AL 2002,

gL, 3979 BSC 4 23 ARBA B4 AFetn st
ahA}8H9) = B 2003,
odF - AN, “AAZHN 2 A, @A el v AFEGEE,

Vol.11, No.2, 2000.
ol F7] s, “ZEVIFe ANFAFIN} A AFRFa AyEQe] vMAg

e #wFE AT A21d AlE, 1997.

oY, “BTVYEDL AT Yol B AT, WA R, P
dhehin oheh, 1998

o[ 4E, “S/W Abglel FEW A HIA(CRM)” , #34xE g o] 4]
A 3], 2000.

%, “BIVYEDY FGAT ZHl B AT, WA EE, P

oSt sk, 1999.
TEZ e AZHFEA gl ke F2A BA”, A
P, AlS el ek, 1996.
ol 7, “uA#ATE(CUSTOMER RELATIONSHIP MANAGEMENT
CRM) Al=wlo]l Aol wAl= 4@, HApskeles, SdHe

oL o gl 2001.

oo, “HANAAE £Fol ARGl VA= GG, AAG R, 7
Zle et o a4l 1998,

o7 - ugel, “mAe] AFPESt ARFRA AFH e vH= o
Fol By AT, FREAWYI), (EARFAT, | A39, 2000

ol8k4] - QA E, “CRMe] iAol aelwe] mat gk nAe] Azksl #7)
4 el pARe] WA 48 AdstdT A329 A53, 2002

oleta) s, "R/ AFAFAI AT BAA, el vl H ol
ek A7, AT AT, A28A A1E, 1999.

- 112 -



oJFd, “4FHA CRME 9% A%d - 444 wlgsend” | vy
A 374 9%, 2003.

A5, “wd71ge AR AuAFLSR Fdael nAE dP-5FE
G AHIE BES FAORT | WA =R, AFUeE

<, 2001.
499, “md a9 Fojol weh J)%eH szt A wEe] wAE o

Fol Wk AT, AAS =R, AR e, 2002

gk Hod, “ed) CRM 75 9% Furle a2, fedAd,
2001.

AF - Holaf, "= SPSS 10.0 SPSSWINS o] &3t FAEA, , +949
A}, 2002

BN
e

ol A, "<& CRM, &eold= CRM; , 3¢, 2001.
Paul R. Niven # - L3 AWEJPwC) ALY EE = TBSC Step by

Step: 4 #FE3 HfAe, | AlzmiRlAbel EFL 2004
FFAZTEYAANAH ], 20009 ATES oY FEE AQETR A
(CRM)” , 2000.
s, "VISUAL MODEL wiAI® A A &, <, 2002,
F4, “TEutA Y] e-CRM” , vlAIY A378 #1235 5@ 4093, 2003.
TAF, YNdAG ArsEaA” | TARE Ao A dHgyge A=

2719 Arsteys obztdn,y , T4V B EE G4, 2002,

- 113 -



=9 &3

Berry, Leonard S., Relationship Marketing of Services Growing Interest,
Emerging Perspectives, Journal of the Academy of Marketing
Science, 23(Fall), 1995.

Brown, S. A., Customer relationship management, John Wiley & Sons,
2000.

Chekitan S. Dev, Operating Environment & Strategy @ The Profitable
Connection, The Cornell HR.A. Quarterly, August, 1989.

David Bradshaw & Colin Brash, “Managing customer relationships in the
e-business world : how to personalize computer relationships
for creased profitability” , International Journal of Retail &
Distribution Management, -V olume?29, 2001.

David. P. Norton, Beware. The Unbalanced Scorecard, HBSP BSC Report
Article Reprint #BO003E.

Emst & Young Consulting, Growing Profitability through CREM, 1999.

Flanagan, T. & Safdie E. Build a Successful CRM FEnvironment,
Technology Guides, 1998.

Kohli, R., Piontek, F., Ellington, T., VanOsdol, T., Shepard, M. & Brazel,
G., “Managing customer relationship through E-business
decision support applications : a case of hospital-physician
collaboration” , Decision Support Systems, Vol.32, 2001.

Konana, P. & S. Ram, “Semantic-Based Transaction Processing for

Realtime Data ware housing” , INFORMS J. Computing, 11.
1999.

- 114 -



Meta Group, The Customer Relationship Management Ecosystem, Meta
Group, 2000.

R. Jacobson, Unobservable effects and business performance, Marketing
Science, Vol.9(1), 1990.

R. S. Kaplan, & D. P. Norton, Putting The Balanced Scorecard to Work,
The Harvard Business, Sept/Oct, 1993.

Raymond S. Schmidgall, The Financial Ratios General Manager Use
Most, Lodging Industry, May, 1988.

Reichheld, Fredrick F, and Phil Schefter, E-Loyalty: Your Secret Weapon
on the Web, Harvard Business Review, 78(July/August), 2000.

Reichheld, Frederick F. and W. Earl Sasser, Jr., “Zero Defections: Quality
Comes to Services” , Harvard Business Review, September—
October 1990.

Robert S. Kaplan and David P. Norton, “The Balanced Scorecard:
Measures That Drive Performance” , The Harvard Business
Review, 70(January-February), 1992.

Robert S. Kaplan and David P. Norton, “Using the Balanced Scorecard as
a Strategic Management System” , The Harvard Business
Review, January-February, 1996.

Robert S. Kaplan and David P. Norton, The Balanced Scorecard, Harvard
Business School Press, 1996.

Terry Lan, Janguin, and Tom Baum, An Investigation of Employee's Job
Satisfaction : the case of hotels in Hong Kong, Tourism
Management 22, 2001.

Thomas L. Vandyke, An exploratory Study of Key Variables Affecting
Profitability in the Lodging Industry, Ph. Dissertation, Virginia

Polytechnic Institute and State University, 1985.

- 115 -



Urban, Glen L., Fareena Sultan, and William J. Qualls, Placing Trust at
the Center of Your Internet Strategy, Sloan Management

Review, 42(Fall), 2000.

Aol E

http://www.bostonreserchgroup.com
http://www.crm.co.kr
http://www.logicacmg.com
http://www.bscworld.co.kr
http://www.opentide.com

http://www.oracle.com

- 116 -



<Abstract>

A Study on the CRM Practical Application’s Influence on
Recognition of the Management Performance in Hotel Industry

-Focused on the Deluxe Hotels in Jeju

Yang, Pil-Soo

Department of Tourism Management Graduate School of Business

Administration Cheju National University

Supervised by Professor Huh, Hyang-Jin

This study is concerned about the CRM practical application’s influence
on management performance’s recognition in hotel industry. Nowadays,
companies have been faced with new business environment in the
development of information technology and each company have been
striving to divert into customer-oriented management to achieve the goals
which maintain the high-valued customers, pursue profit through
cross—selling, and remain everlasting company. As a result of these, CRM
system was emerged.

CRM 1is defined as strategic management accomplishing the company’s
objectives about management performance by satisfying customer’s needs
and wants and building up continuous relationships with customer through
the proffer of customer-oriented product and service and the strength of

communication with customer on the basis of correct information.
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This study’s objectives are as follow.

First, this study tried to analyzed the CRM practical application’s
influence on management performance’s recognition on the early stage of
CRM'’s introduction and application.

Second, this thesis was studied the hotel’'’s CRM influence on
management performance’s recognition depending on the degree of
manager’'s support.

Third, this thesis tried to examine the hotel’s CRM influence on
management performances recognition’s differences depending on the
number of rooms and the scale of revenue.

This study's spatial scope is Jeju's super-deluxe hotel and deluxe hotel,
which are operating in the use of CRM in Jeju at present on January 2004.
And the subject of study chose these hotels’s employee. Time scope
limited from on the date of January 17 in 2004 to the date of February 22
in 2004. The scopes of subject defined the CRM practical application’s
influence on management performance’s recognition in Jeju's super—deluxe
hotel and deluxe hotel.

To accomplish the objectives of the study, theoretical background was
described along with a review of related literature. Based on theoretical
background, hypotheses were set up and empirical analysis was performed
for 1identifying the hypotheses. For empirical analysis, Total 260
questionnaires were made which is consisted of nominal scale and
five-point scale on based previous studies and distributed. Of total 260
questionnaires, 238 were collected and were only used 207 as an available
sample for empirical analysis.

For statistical analysis, analysis methods such as frequency analysis,

factor analysis, and multiple regression analysis, one-way ANOVA were
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performed. Frequency analysis was used for identifying the demographic
characteristics of respondents, factor analysis for examining instrument
validity, multiple regression analysis for reviewing the CRM practical
application’s influence on management performance’s recognition depending
on the degree of manager’'s support and one-way ANOVA was used for
identifying the differences about CRM’s application and management
performance’s recognition depending on the scale of hotel.

The results of this are summarized as follows:

First, the management performance’s recognition was influenced by
CRM'’s application and analytical CRM used most frequently among them,
next collaborative CRM, last operational CRM.

Second, it was come out that the degree of manager’s support has
influence on CRM's application. It suggests that hotel manager’s support is
needed in building up and using CRM.

Third, it is revealed the significant difference at the level of 0.196 about
the difference of CRM's application depending on the number and the
revenue scale of hotel.

The implications of this study are as follows:

First, this study provides useful information for researchers interested in
CRM and companies on the early stage of CRM's application.

Second, this study can help the Jeju’'s super—-deluxe and deluxe hotel to
determine the strategic direction for the use of CRM by checking
substantial model and influential factors which are needed to consider in
the practical application.

Finally, in this study, the application of CRM measured performance—

using BSC and conducted the non-financial performance totally.
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