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A study on the effectiveness of CRM activities in retail companies

KIM, Woonho

3,900,000

CRM
CRM CRM CRM

CRM

The purpose of this study was to clarify the condition to make the CRM activities
in retail context more effective. To achieve this purpose, we conduct qualitative researches and
quantitative researches. As a result, we confirm that it is quite important for retailers 1: to focus on
the heterogeneity of CRM activities, 2: to understand the case that CRM activities do not necessarily
increase customer loyalty, 3: to understand the way to utilize the customer data from CRM activities for
other purposes than retaining relationship with customers, e. g. utilizing the data for co-innovation
with suppliers, and 4: to pay attention to the cost structure and organizational structure.
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