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A Study on the Customer Relationship
Management(CRM) according to Organization Trait and
Business Performance of the Liner Shipping Companies

Kim, Jung-Ho
Department of Shipping and Port Logistics

Graduate School of Korea Maritime University
Abstract

To secure stable shipping demands for liner shipping company, it is important to have
maintaining continuous transactions with the shippers and the forwarders who provide the
demands on carriage of goods. So it is necessary to improve and also maintain customer
satisfaction through efficient customer management of the shippers and the forwarders. This
is the reason why the research on the desirable customer relationship management for the
liner shipping company is important. The liner shipping companies usually conclude a contract

in various forms with the shippers and the forwarders who provide the cargos.

The liner shipping companies often make quarterly contracts or yearly basis contracts
equivalent to the cargos for the U.S.A which is so-called Service Contract (S/C), then they
provide constant ocean freight and space within fixed-period of time whereas the shippers
consistently offer the certain amount of cargos to their vendors, so they pursue profit each
other. Thus, the liner shipping company register their contracted shippers as Key Account
and keep maintaining the customer satisfaction sustainedly and economically with customer

management.

In terms of Long-term Relationship Orientation the marketing was used to be one-time
transactions or exchanges in the past, while Relationship Marketing is the concept that people
who are directly involved in the transaction would all benefit by making those transactions
and exchanges consistently continued in a long term. Those benefits of Relationship Marketing
include all types of benefits that the corporation provides to shape and retain the relationship

with the customers. In order to ensure competitiveness in the era of endless competition for
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continuously changing business conditions, corporations should make prompt responses to the
customers and the demands for the market changes. The provision of customized goods and

services to customers and markets has become imperative.

The recent enterprises have identified the concept of Customer Relationship Management
as the most important way of management in order to raise their profits andto create the
new opportunities which also meet the customers’ needs and satisfactions. In this regard,
the Customer Relationship Management (CRM) system, designed to leverage customer
information in a scientific and systematic manner, is a system that must be built to

strengthen corporate competitiveness.

Currently, many companies in Korea use CRM to introduce and utilize it. In the case of a
liner shipping companies, there is a willingness and effort to realize the importance of
Customer Focus Management and to provide a variety of customer service as their ultimate
goal. However, due to the nature of the industry, it has been reserved a trend which relied
on the ability of individuals of salesman about marketing and customer management, and has

remained passive in the adoption of CRM.

CRM is a long-term enterprise project that is difficult to achieve in a short period of
time, and it costs a lot of initial investment costs for the introduction of the system. In
addition, the results of CRM can be seen differently depending on the characteristics of CRM,
and there are few cases that have failed to introduce CRM without overall understanding and
preparation of CRM. Therefore, companies should be careful to minimize the losses due to

CRM construction and build a suitable CRM for the company.

Existing studies on Customer Relationship Management of a liner shipping company have
focused on identifying trends in internal and external factors that affect on customer
relationship management or investigating the connection between CRM and organizational
performance. However, there is little research on the key strategies or key contents of CRM
that lead to the actual improvement of the management of a liner shipping company. Also,
the comprehensive research which is stated about the relationship between the overall
characteristics of organization and customer relationship management such as strategies,
structures, cultures and the management systems of the organization to make CRM more

efficient is still in need.

Some of shipping companies are introducing CRM or a similar type of it in a innovative
vid of the shipping company, while other companies do not yet adopt the system at all.

According to many of existing studies, there are some corporations who have unsatisfying

Vi
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outcomes for the management due to passive reaction to members in organization. It is true
that the logic of the suitable organization culture should be established for the sake of the

success of CRM, but it is also true that there is no real debate dealing with it.

Therefore, this study examines the actual contents of Customer Relationship Management
for the liner shipping company, then analyses the relationship between the organization
characteristics and CRM considering overall characteristics of organization that promote these
customer relationships, and then verifies the impact how CRM affects the achievement of

organization.

To succeed these steps, it is required to analyze the actual examples of liner shipping
companies and examine the key strategies and contents of customer relationship management,
then outline the overall characteristics of the organization that affect customer relationships.
Lastly, this study has demonstrated how this CRM impacts customer satisfaction and

achievement of organization.

vii
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1 AEZ 1
2. TdL+ 574%% 1
3. 714+ 310 | .269 | 1
4. ANZAFA -.086| .086 | .128 | 1
5 2#3} -.066|-.158 | .110 |.731** 1
6. BHgAI2H -.122|-.049 | -.200 |.453**|507*% 1
7. A&EH .040 | -.070| .045 [.470%*.625%%.819** 1
8. CEOAd -.011{-.048 | .084 |.675%*.850**.668**.793** 1

9. AA4BA DY 180 | .107 | .256 |.768**|.772%%.541**.678%*.819** 1

10. LU= .092 | .072 | -.008 |.480%*.496™*.727**|.793"*.728%*(.692** 1

11. Mul2=ZAAE A 085 | .039 | .009 |.474%*|456**.630%*|.721%*|.711%*.713%*.942** 1

12. AF-F33} .051 | .006 | .046 |.562**.632%*.668%*(.797**|.758**|.757**.876**.864** 1

13. 1A= | -015|-.327| .221 |-.004 | .274 | .085 | .190| .382 | .287 | .151 | .128 | .073 | 1

14. AFwlg= | -117|-.301| .216 | .129 |.418*| .046 | .115 |.452*| .335 | .082 | .053 | .122 |.887**| 1

sk p< 01

of x3e W49 FHEI A (discriminant validity)S 2714 W &, B EAHEEFH(AVE)©|
€ A Al s A3lskeEAY] oRe ZF FoAlge] 5% 7 FAATE 74 JNdRe
b= o575 53 AES 4 QUth Table 7004 E& nper Zo] tizt

z¥ *&1741# AF #ol AVE #he 2334 got BT o] 7EE T ZoE Usth =3,
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Table 8 SHEAF Q17+ SAF 54

AAL SHA AT - TAH EA 14 g AT - FAH &4
T ORESF v T B dlESs Hlg%)
D I3t 79 79.0 @ &2 85 616
Al @ oA 21 210 | Ay @ 9 53 396
7l 100 | 100.0 7l 1384  100.0
@ 200 ©]3} 7 7.0 @ 20t o3} 14 10.1
@ 304 37 370 @ 304 54 39.1
Ahg) @ 40th 40 | 400 |d=Eg © 404 55 399
@ 500 ©]’ 16 | 16.0 @ 500 o]’ 15 109
7l 100 | 100.0 7l 138 100.0
O A 10 | 10.0 O AH 9 6.5
@ A%, +4 16 | 16.0 @ A%, +4 29 21.0
e 3 JjJr%P 17 17.0 e ) JjJr%P 40 | 29.0
@ 2, 4 48 | 48.0 @ =g, F7 38 275
® oA} o] dd 9 9.0 ® oA} o] dd | 22 159
Al 100 100.0 A 132 100
O 94 40 - 40.0 O A, 7= 9 6.5
@ 34 340 @ A, 94 101 732
o QO+ 17 17.0 | 22 © A, 3IA 10 72
B @ AL FF 3 30 | BA | @ AL FFE 7IE 17 123
© A4 6 6.0 ® AT, M 1 7
7l 100 100.0 7l 132 100.0
@ 59 ol3t 23 230 @ 54 °]3t 34 | 246
@ 6~10 125 2.12:0 @ 6~10 33 | 239
o @ 11~159 28 280 | m=® @ 11~154 29 21.0
s @ 16~204 21 210 | A3 @ 16~204 30 | 21.7
® 21'd o] 16 | 16.0 ® 21 o] 12 8.7
7l 100 | 100.0 7l 134 100.0

FRE AEA S MdAatel nAe #G IT-FAIH B A 8okstH Table 83 2t WA, AdAk
AT FAA EAo ol A AL A 79.0%, A 21.0% = YERST o]59 At 200 o]3h
7.0%, 30t ©]% 37.0%, 40ti 40.0%, 50t ©]% 16.0%= 30thet 40th7} FF/E o1FAUth AFol
AoAME AL 10%, A, FY9 16.0%, & 17.0%, 2, 74 480%, ©lAF o1 U 9.0%=2 A5
o A9 nlFo] 580%E AASIATE TFHEAME FY 400%, AT 34.0%, I 17.0%, AL FF
3.0%, IAAYL 6.0%=2 YEFor ZHEATHS 51 o]t 23.0%, 69~101 12.0%, 11d~151 28.0%,
1613~201d 21.0%, 21d ©1’¢ 16% =2 T2A EEE otk

DA AT-EAF SAL AWEE $HA F PAE 616%, AAE 384%E UERgor] A
20t ©l3} 10.1%, 30tH 39.1%, 40th 39.9%, 50t ©]d 10.9%2] HIES Hola Ut} AF2 AH 65%,

4/
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A%, T 21.0%, 2 29.0%, 2, 7 27.5%, olAF o) 15.9%E Aol Hls &+ o 1E2A FEHo
Atk TERA = A, 7€ 65%, B, IL 732%, AFE, A 72%, AL FF, 718 123%, AT,
M 07%= AARE PRRIIAIRZ GPFFY HIse] A detgth 25FAE 59 ol 24.6%,
613d~10d 23.9%, 11'3~153 21.0%, 16\3~201d 21.7%, 21'a o] 8.7%<] HIZE Ho|i 9tk

SH 7195y EAS Q%3 Table 9% 2tk AR A9 AEGHE 59 A o3} 475%,
64~1091 30.0%, 109 ¥ =23 25%= YEFHal, GAILEFTHY = 309 o8t 175%, 31%1~50%!
125%, 5121~100%! 45%, 10091 23} 25%% AAn&FHY 47 5190 o)<l 7]e] niFo] 70%%
Uehgth 71993 49 108 oldt 125%, 113~301d 325%, 31d~40d 30.0%, 41'd ©] 25%<]
H]=S Hola At

ALY ARGFREE 59 A ol3f 536%, 621~10°1 A 109%, 109 ¥ ZF 355%F EHsow
AN TEFAYe BFE 309 o8t 53.6%, 3191~5091 7.2%, 5120~100%1 9.4%, 10091 =3} 29.7%<]
HlE-& A& AAkek 2] 5091 olake] 7Y 47 608%E RIS Utk xRtz g dE el ¢
101 ©]3} 28.3%, 111d~30d 50.7%, 31d~40d 3.6%, 41'd o3 174%2] EXE YeMI Uth

Table 9 $2714 Q- A& EA

HAAZ1Y AT - FAF A 471G AT - FAF EA

T B HIEF S 5 H =4 HE(%)
@© 599 ok 19 | 475 @ 599 ols} 74 53.6

ARz @ 69~1099 12 300 | guz @ 69~109¢ 15 109
Fr 0 @109 28 9 2251 gr @ 1099 2% 49 355
A 40  100.0 Al 138 100.0

@ 3091 o]a} 7 17.5 @ 3091 o]a} 74 53.6

U @ 31¢1~50¢1 5 12.5 P @ 31¢1~50¢1 10 7.2
ﬁlio @ 51¢1~100¢1 18  45.0 °:li° @ 51¢1~100¢1 13 9.4
THY @ 1009 27 10 250 | €9Y @ 1009 23} 41 | 355
A 40  100.0 Al 138 100.0

@ 10 o]3} 5 12.5 @ 10 o]3} 39 283

@ 11d~30d 13 | 325 @ 11d~30d 70 50.7

7199918 @ 31d~40d 12 300 | 7] @ 31d~404 5 3.6
@ 4173 o)A 10 250 @ 417 d o)A 24 174

A 100 | 100.0 Al 138 100
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BoavE HBAY TN B9EE 3

2] 1 3] F(varimax rotation) S ©]-&3F Q&S AASHATH

421 B34 AF

B 7o Merse S el ASE UEERL oo AAATA TRl gL HEal]
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4 A (exploratory) 291EAS Aalshs FgolA, 2AE ARE o8] adRAL AAT A
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Table 11 2 EA9] 3JHH ey d%
82l
AEgsE
1 2 3 4 5
CRM Aol w2} QIAIEI B A% 923 .046 .191 .082 .119
CRM #8434 Hrlste] x4 864 .115 .265 .131 .153
CRM A7 37} 9 ®BA 7|& dAt o 846 149 223 222 .151
CRM#3 BAAAA =4 841 .172 .176 .200 .139
CRM B7EA A&54 &8 768 .095 .224 .130 .062
CRM A3 7§125F H7ket o] vy 733 182 234 239 196
FrFEAlA dadg 7o 091 .793 .207 .241 .213
JrEA =2 AFd 105 .769 .208 .118 .284
=27 AR s B 196 .764 .181 .048 .195
FAZE A4 59 078 .649 -.035 .374 .122
HAEY oA A 102 639 (111 .224 .310
5, A& S 4A AA-E SR 183 536 -.137 .384 .287
CRM< #%t A us3Fd T8 521 141 739 222 .104
CRMu&&d 57} 468 .094 723 271 .067
24, 99248 CRM sz = 13 568 100 .712  .250 .139
IAAA N AT wS5EH 2T 626 222 634 .201 .032
AdA CRM #HAE 98k 83y =273 597 242 620 .129 .164
CRM g xshy- F73 deddg &4 568 166 ..590 .222 .203
H17 P95 CRM H&z SHA A FA| 229 413 .186 .770 .107
H17F2 CRMol tigh Z&3 A4 234 261 290 .322 738 .239
H 14 FA CRMA 28 ALE- A =5 A% 376 272 365 | 633 223
H1HIA CRM 584 2% 374 275 .386 .633 .112
HuBYT IATA A7k VY =¥ 329 444 183 508 .166
ANZ713] E29fs Rzt oS 107 .260 .094 .381 .737
AP AN A Y 2P 156 .332 .140 .145 .723
QA A% o3 051 .272 115 .413 .624
TTHT MR & AFHRE 107 .355 -.071 .088 .542
ANE AE 52 =9 263 106 .148 -.155 .489
s SR T
242H%) : : , 7 9.752
6 7 1 2
wEbA AAAA A Y] BB A5 B 224 aflde WIE dY Y
H3AS AF B2 gt aARA R g B3dd A5 SAFES 43
FEAYTE 8202 ekt 495 YHF Fo|u, Bartetr] T

00002 Ueh} EAHoRE Fo|zo]t.
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Table 15 22470 S4d eARLw

. 89 2

AEES 1 2 3 384

CRM 3oz x5 EROl) S 857 313 281 911

CRM A3goz 4ol Fu 845 354 341 956

CRM Aoz mjZEod Zuj 664 512 420 880

CRM Tl d7Ae A 3 409 | 765 442 947

CRM &3] 7 &v 9= S 477 697 420 .890

CRM Aoz Ayt 3kt 372 675 486  .831

CRM 3 8§zt 37 339 438 755 877

CRM &3 f7Ae Agg P4 434 459 705  .896
3 Awd A 27727 2415 2.047

EAH%) 34.083 30.185 25.581 89.849

So2 A Ug HBESHAA Sl At aAFAA g AHEH AAEH=
gl 2AAbl gt ThEEel Al Fu] =of #S tig B ASS flsted AAE 818N A=
Table 153 2t} Table 15914 BAFS A48 EA KMOS #FEAFE=E 93B5E Yeht 433
Aeet FEol|W, Bartlette] TE AAHTATFS 1800500, P = 00002 YR} FAZOEE

RS

Table 16 AT A 7w o=o) ALY SAH

X734 HHdA 9 Kaiser-Meyer-Olkin % 935
ZAF Fol Al 1800.500
Bartlett®] +834 1A PR 36
el eE 000
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. 89 =

AEES 1 2 IFFA

714 A A IF 833 478 922

IANPA AL A ok 828 473 .909

g AL A AL 87 533 904

A DA sEGA N FH 738 542 838

FAH AAE A e 736 574 870

MAAL A e v 471 797 857

A A ATl v 505 779 864

MARe} oAt Rk 510 777 862

AL A B 488 762 818
S|4 Alwrd A Awk 4.058 3.786

EAH%) 45.088 42.070 87.158

SAT A5 AREE HAFske 7 /KA FRE 71ES EFdA(validity)# A1 E] 8 (reliability) ] Tt
A=l S or de] AREHAL e AEE A sfu= AEHkst &uk(Cronbach’s a)olTh
webd B AFolME ZEAkeke] dupAlgol . o7 WALAYS FRlske WHoE AFAEE
B7retth. dutAls= HZES YWHARA, § HZE 30 HEZR] 2948 FAH dsAE

golns Ao 2YS T glek AFRAL A3 ASE SHET MY B4L ool Table 173

Table 17914 2 % 9t mish ol ¥ AFo)N LM YAASE o8 ZHET WA
2473 1 grol 70 ool B SHETe] Al BAV} Qe Ao Bekw
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Table 189} 2t

ins

SHHTe FEHTY SBA= 4 IHY HApks AMgsiden, 7Hd 1 ARS
A3 s3I AR A=

Table 18914 & < Q&= Hio} o] JFARFY L FAMAVE st & o gloB= fgoaidido] ta
ATt E 5 oy AR A|4(VIF.variance inflation factors)#k©] 10°]3}0]il, Dubin-Watson #t©|
20| 7WH-EE A7VdEe] glval AEAS 4 Tk IFIRF e AAATE 082830128, SHHFEL
FEgel Uidt AEEe 23%US & & Ja, ZF Ui FES 17968, EE 00022 547

=
Felstdnh & e 2H540] 15 IABABL f21H FFL W Holgks M 1

Ag = A

O>’
Y
°

Table 19 a1 &404F 22543 nARA B b o871 2445

744 FEAs ARAT A9 Dubin-Watson
=

R R2 R2 FA) -k F o8E 2
1 907 823 77 50663 17.968 .000%** 1.989
4= X3 2 Z3A1Z= herd
we VAR R
() 680 431 1.576  .125
- A2 .001 .001 213 2076 .046 546 1.831
%f; THdT .000 .000 -.041 -384 704 505 1.978
71 g .008 .006 112 1257 218 721 1.386
Xy A A &R 391 117 409 3325 002 377 2.650
e, X wHs 082 179 .079 460 649 196 5.103
%; X3 HIGA| 2] .029 130 .034 219 828 241 4.151
X, n&Ed .086 143 107 600 553 180 5.544
Xs CEO A ¥ 282 151 360 1871 071 155 6.452

¥ p<.l ** p<05 *F* p<O1

Table 189 3|HAIFe BAAANA & F e vt o], AFAFFL t = 3325 p = 002 &
Ueht p<019] F2old 159 aAdARLd $AXCE FofFF A+ FEFS
Ve 7Hd 112 AEESI s, BASkE t = 460, p = 6492 YERY BAFOE fog H(+)9
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FEFS PAA Fe= ZoE Yeht 7HE 12¢ 71AEJS BAAIAES t =219, p = 828 UER}
glo] BAHORE ot H(+)o TS PAA F= Zow veht M 132 714 E A

g WFFHES t = 600, p = 5530E YEh} FAHOE {FoF HF(Ho FTFE WAA = Ho=w
Ueht 7He 145 714=E0ch aeg Hadgae] AYe t = 1871, p = 0712 YR} p<19
FEAA AFARd FAHOE fFoF HFHY IFE HAEs ZeE Uit M 15
A et b 7P 12 BEAHoR AdEgen, uARARYd IFE mAe 2AEHS

AR FA T g IAke] Aoz FlFH .
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i

AT7HE 28 W] A DFAARYL ©et Bk
Y= o+ £X+ ¢ )

& Yi ;s eAARe 2R IHFALRSE, ANl A8E Y, AlFA A, aANSE, ATl s)

7 29 HAAS A% O3 HAEAe ZAF= Table 19 9 Table 2037 2t} IAB/A B 7}
THANEZE vX e FFS AFsh] AT A AoA Table 18904 & + U= Hiel o]
o

1=
FAIAL Edn 2+ glomE gEFAAel ok dun 2 5+ 9oy

ARy
AR A 45(VIF:variance  inflation factors)#ke] 10©]3}]1l, Dubin-Watson #te] 20 77922
A714Ee] g AEAS 4 Aok IARE Y AAAFE 0518022, SHHSFESY FESHEF

3l AEEe 518%US & = U, 23 a3 FZEe 9402, #oEES 00002 SAA Fostch
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Table 20 siAIAF LA BA B ok 247 3 53425 1

7HE ABAGR ZAAGRE Y R?2 FA43Y 2204 F ]85 Dubin-Watson %
2-1 720 518 463 94200 9.402 .000%** 2134
T el HlRE8 Ae Esple . soas TR EAZ
e B oA HE 2137 VIF
() 277 702 395 695
- A2 -3.533E-5 .001 -006  -040 968  .638 1.568
P THdT .000 .001 052 357 723 662 1.512
71 g -018 011 -209  -1.646 109 850 1.176
s X 2 IA e .889 146 741 6.069 .000 923 1.084
7 AAAGR ZAATRE FAE R 430 E3:03 F ]85 Dubin-WatsonZt
22 736 541 489 83531 10.322 .000%**  1.904
T% YAqH] A A s HEEs As EashAe . somg TAREAF
g B  ¥F2x g A VIF
() .529 623 850  .401
= A2 1.733E-5 . .001 .003 022 983 638 1.568
P THdT 2.977E-5 .001 .006 045 965 662 1512
71gaT -015 010 188  -1.517  .138 850 1.176
S X 2 IA e .828 130 760 6380  .000 923 1.084
7HE AIASGR ZAAGTRE Y R FAZY 5294 F ]85 Dubin-Watson Zt
2-3 774 599 554 82994 13.094 .000%**  2.359
= BH]EF3S T EsHRr S-S A =
%; YATA A JS iggi} tﬂlﬁzkr t WS %i}if};l leF
() -.143 619 -231 819
= A2 .000 .001 -037  -278 783 638 1.568
P THdT .000 .001 -.021 -158 876  .662 1.512
71gaT -012 010 142 -1.227 228 850 1.176
A A 930 129 .803 7209  .000 923 1.084

sAAse] BAAT TABATLE = 6069, p = 000 ©F ek} p<ole] o)A
2 fo3 Ao 9ue mAL ZAow st mehd sledAe

of FolZQl daS njE AHolgh= 7P 218 AHEHUTH

olN

571 913 SRS FAAAT}
(VIF:variance inflation factors
gtk AE8AE ¢ Aok RIS APAT=
5 A

o, 2yl i3 Fire 10322,
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)¢} Dubin-Watson %k
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05410| B8, EHMsEe] F&usol tia Agye
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FEEL 00028 BAA stk

S|AATY AT IAAAAZE t = 6380, p = 000 &2 e p<018] FFollA An|22E A
FEEol FAACRE o7t A(+)o] FFE A= AR Yeisith mebs sl &4dake] AdA dE vt
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