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1% A frelatAl vebyt7] el 7Fd 12 A= e = A oh(=4.331, sig.=.000).
7bd 29 EAAS(BE 0401Z 2HEFHYL 1 F
1%1A frolstA vebw7] wiite] 7Hd 12 A 5 Avh(=4.051, sig.=.000).
7bd 39 FAAAF(BE 02642 AEHAL 1 FAFY Fom A FoF

1%l A frolstA vebw7] wiieol 7B 12 A=ed 5= Avh(¢=3.195, sig.=.000).
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ABSTRACT

The Evaluation of Customer Relationship Management on
Hotel Industry and the Establishment of Management

System and Operation Strategy

Myung-Hun Oh
Department of Management Information Systems
Graduate School of Business Administration,
Cheju National University

Supervised By Professor Doo-Gyung Kim

Although the CRM (Customer Relationship Management) system is
already being applied in many industries such as banks and manufacturing
companies, the implementation of CRM in hotel corporations is still in its
early stages. There have only been a few studies that have analyzed the
hotel customer relationship management and as a result, very few hotels
in Korea have adopted this system.

The goal of this study is to provide theoretical information about the
CRM with particular emphasis on its impact on hotel management. Also,
the current customer relationship management system of hotels will be
analyzed with an attempt to determine how each area (e. g. Sales,

Marketing, Service) contributes to the overall customer relationship

,73,



management in hotels.

Data used in this analysis was collected by the random convenience
sampling on a total of 280 hotel employees who work at five star hotel in
Jeju. And utilizing the SPSS/10.0 for Window package, factor analysis,
reliability analysis using Cronbach’s alpha, frequency analysis and multiple
regression were executed on the study. The summary of analysis is as
follows :

First, 2 variables of sales evaluation factors (6 items), 3 variables of
marketing evaluation factors (7 items), 1 variable of service evaluation
factor (5 items) were developed through the literature study and then
these items composed a questionnaire.

Second, sales CRM perception was related to the overall CRM
perception of hotel (B=.359,  t=4.331, sig.=0.00) and marketing CRM
perception(p=.107, t=4.051, sig.=0.00) and service CRM perception (B=.254,
t=3.195, sig.=0.00) was also related to overall CRM perception of hotel
within the significance level of 0.01. And the three independent variables

explain a 74.2% change of the dependent variables (R* =.742).
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