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Abstract

A Empirical Study on the Effects of the Factors of CRM on the
Business Performance of the Container Shipping Companies

Based on BSC Perspective

Park, You—Kyung

Department of Port Logistics
Graduate School of Maritime Industrial Studies

Korea Maritime University

The several shipping research institutes expect that container liner
industry will show recovery trend later this year while the recession has
been continued since last global financial crisis in 2008 triggered by
Lehman Brothers Holding Inc.'s moratorium. In spite of this positive outlook,
container shipping companies do not feel better yet.

Most container shipping companies had ordered lots of new vessels
competitively in boom period to secure the high position in the market
without foreseeing the global financial crisis. But vessels were supplied
after 2009 due to time lag, and it has caused excess supply in the shipping
market. The competition among the liners to gain the shipments have been
deepening owing to imbalance between demand and supply.

Liners are trying to reduce operational cost by up-—sizing vessels and
expansion of the global alliance. To realize the economy of scale, the global
alliances among the shipping container companies become mandatory trend.

Recently, top two global shipping companies, Mearsk and MSC have
announced the formation of new alliance called as 2M, and French shipping
container lines, CMA—-CGM also has announced that they'll compose
OCEANS3 alliance with CSCL and UASC. After composition of two new

alliances, the four global alliances will lead the market including existing

- Vii -



CKYHE(COSCO, K-Line, Yangming, Hanjin Shipping, Evergreen) and
G6 (Hyundai Merchant Marine, APL. MOL, Hapag—Lloyd, NYK, OOCL).

Those four global alliances will compete to survive.

The expansion of global alliance means that the shipping service of each
carrier become the same quality, the only freight could be an option to be
selected by customers. It also means that most carriers will be dropped out
from the cost competition except some of mega carriers which are making
the profit at this point.

Under the this circumstance, liners need to establish customer oriented
strategy newly to retain the loyal customers who are willing to pay the
freight for the high quality of services.

So this study is suggesting that container shipping companies adopt CRM/(
Customer relationship Management) to develop a differentiated services.

The purpose of this study is to find the effect of the factors of CRM on
the Business Performance of the Container Shipping Companies Based on
BSC Perspective. The survey has been carried out targeting the staff of
container shipping companies to measure variable derived from advanced
research and analyzed the collected data with Multiple Regression and
Factor Analysis of SPSS package.

As a result of survey, the three factors (process efficiency/quality of
information, customer interaction/participation of end users, securing
experts) affect financial and non—financial business performance of the
container shipping companies and the factor of utilization of information
system affect financial and non—financial business performance partially and
the factor of integration of system affect non—financial business
performance partially.

This study could be a guideline for those companies who are hesitating to
adopt CRM at current due to difficulties of validating profitability in a short
term. In a long term view, container shipping companies should implement
CRM with focusing on those factors. It will be a solution for container
shipping companies to survive in the age of limitless competition

successfully.
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g S AlE Hola gluhal shdEm, 53] 249 20139 tiH] 1.5% (X171
Al & —2.9%) % 4= A dEgtony o= AEH 8 7jeA 2kl Y]]lst
= HF Aval ks, 2/4871FE s AAAE dnstel dde 44E
(1.9%) ¥ Blxdh g3t 2.0% +59 d30] 7o Zlox A, f27340=
2013 mrely s A (-0.4%) oA Bloivt Ashity] g AgAE welw 1.1%
AT Zow Holm, 53] 5Y AAl= Ade H4HE0LPE A FIee
1.8%9 43& 248 2oz Addrt 5734 £ wkan e} FA7F 2240

J 7}o]

2 3EHEA dde AZEQT7TR) S A XE
ANETH AE A= 20149 499 ABA A, %A st ALAAZ
sFEd ok3t, ARk B3R Sog Qe Ao AHAE(1.6%) S UL
1.3%2] “37%o] o d= .

JHu A5 AAE BAFA 24 BAE dds] A% AN, 22
e Aok A3t sk FATEAIAS] WMEAd g 5o dueld eqlew
m)Qtel MwkARl Al Es7b A8 vElE Zlo®

0.2%2 & 7ol oy, vl OMIOL AA mek ddel dAE(2.3%,
51%)& We= 1.5%% 4.3

20143 AA AAE A7 g HEANE Bretn ATRE] 44 £3
7} AEEHAA 749 AW (20139 10¥, 3.6%)Ett 0.3%¥EQNE W2 3.3%9]
WRS UL Aoz Awa AAT vRe Fewsd FATEAT WEY 2
7h QR zulH QAo QF AN, = HANAD §3 Fgrwe] A
A HAER QA% QB4 9% 5o bl faaw ste] darth e ARAE

o FAo w=w 20139 7]F HHo|Y AES AEEH
e 36.7% TIAElE Jelda ok A AA Adoely A& 2002~20079

12) o)A AAT-4, F2014d AA AA Ay, 2013.
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=
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o
T 2002~07d 2008~13d
ZH ol OH’?} = F(A) 11.6 3.
Aoy A5 (B) 11.7 8.2
A-B —0.1 —5.2

A5 4 Clarkson(BSE8789974, E2d aleAld A sdd 2499 3l , 2014, AU-8)

FAE 75 (IMF) 9] 2014 49 e w=w AlA AAl= &5 59712014
W~18)AHA 3.9%, AA noEdFe AFA 5.4% 718 RAo= oqwo 3l Sl

olF HMtgo® HHOY Ev%HE FAMNEA 5 77 T AW 9.2% SR A
o7 Age

<O 2-2> AlA BA 4FE D AA 9% S7HE AT

. M7l ZRINES L M7 2o S7t8 DY o

1880 1986 1992 1988 2004 2010 2016
M R BB A ZRSSERS

A2 @ IMF (World Economic Outlook, 2014, 42)

Amg IMF(BSE§499 74, E2d sl g A3t sud 2499 34, 2014, A91E)

=224 S871% Alzg Jefferies) ok A (Cit) = 20144, A FEA AE7]

B 22 (Clarkson) 3 ofo]o A (ISL) 2> 201598 A S HAIZ7]= Kl 8]
G159 2 olelg 2AAUE ANY G SHE T ARG ow 9l
# A4 A8, 290 A Bow st Ay HAEY A% A7E 37 54

A ek Aol

kil
30

15) MZ7] - o14E, A7, p.05.
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<G 2-2> 22 A4 2012/13 A4 v

v} & o ¥ el 3715019 AT HAZL
2013 29,196 1,571 1,510 17,600 595
WA 2012 27,117 525 461 17,000 661
3 (3) 199 228 4 (10)
2013 6,567 64 (970) 5,496,000 613
stz & 2012 6,844 3 (128) 5,255,000 660
=7 4) 2,033 AR A &5 5 (7)
2013 8,831 (167) (76) 2,946,000 617
NOL (APL) 2012 9,512 (183) (412) 3,020,000 665
3 (7 A 2} A) & 2 22 & (2) (7
2013 103,317 (2,424) (6,802) 4,747,698 617
Rk 2012 105,894 (1,098) (6,380) 4,477,043 668
% (2) A 2R &5 A2 A] & 6 (7
2013 81,493 (3,289) (7,140) 3,005,518 618
Zha | 2012 80,469 (5,096) (9,886) 3,128,378 668
=3 1 A 22 & A2} A & (4)
2013 5,257 3,299,000
FHEIFE 2012 5,470 3,265,000
3 4) 1
2013 3,682 (191) (530) 2,519,000
7ZIM 2012 3,960 (206) (428) 2,407,000
3 (7 A 2 A) & A A A &5 5
2013 15,900 756 408 11,400,000
CMA CGM 2012 15,900 1,034 332 10,600,000
3 0 27 23 8
2013 6,231 90 47 5,294,000 615
00CL 2012 6,459 327 296 5,217,000 664
=3 4) (72) (84) 1 (7
2013 3,206 (221) 1,879,260
CSAV 2012 3,431 197) 1,933,411
3 (7 A A} A] &5 A A &5 (3)
2013 1,392 (51)
o 1% 2012 1,410 (11)
3 6)) A 2R & AR A] &
2013 1,189 (60) (29)
P! 2012 1,314 (19) (16)
3 10 A 2R & AR A] &
2013 339 (24) (26) 8,191,204
CSCL 2012 330 4 6 8,030,428
=7 3 A2 g Rk 2
2013 661 (13) 29 8,701,579
FAF IE 2012 683 (81) (81) 8,016,241
7 (3) A 2} A) &5 527 gk 9

e R VA= Bl S B e P S B B R P Sy = ) I S RS ]
A whge]  FEAAR o9t

k29l Shipping Daily (°]9&, TE2d dzlo]dx HdEs

kel gk Aty L 2014, 4108

Al
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9] A (economies of scale) A& 23 ¢
o] gAs et FxEH Sl
SY7F g wolx| 7] wEo|th.
S/ E& Hitsta FEARL
At didstE e % 99 9
4 Qi g g olo] BAAER
95k =71 itk AEolyAdS 1960t FRES] 1At Aubs
E 32 A (Post panamax) 302 A S
o FHE 3 FAE 3} A (Super post panamax) 5O E ¥ 3}
E°l 10,000TEU o]4e &Edt 3 XAE A
(Ultra super post panamax)iy® A¥E0] 4387 AlZgit).16) 20139 X, AlA
19 AAFl Maerskel A ¥13% Triple E A%l 18,000 TEUR Aute] 4-$ s}
g Adbe] vlate] TEUW oF 34% &2 v]& Aol 7hssh Aow FRlxu
o™, Maersk7} & 39 &S 4~6% 59 FHoldS F=st=d IA 714
stal Qe ASE HrkE L Yok 1D
Maerski o0 238 ZFofl Q& 18,270TEUH Zdd At glo T o
u

‘:'Ei 5\t 1509 el qtRe] AlxidsE dFsht
oh

N
N
= o

ko) x
N >~
>
1o
k]
b
X,
Y
[o
o I
ot
o
o
=
N,
1o
o (AL T
SO e
¥ 2 odo o e O ofh oY

(o o
do0
il

-

o M oY do T ol &
r>~
N Ho
o
®©
N
=~
1o
(@)}
(@]
P\Q‘
ﬂ
(@]
O\Qx
m
™
ol
o

o
ST = R
o 8 &
k@ 2
S
S L=
g: >
o = F
=]
[oS)
=
[oS)
&
el
bl
[
>,

¥ 2-3> 20014 thv] 20133 229 ©10 AAF @3 vl

2001d &2 AL A= Ath WA AZH(TED) 78D
1 HAIA A= 694,054 297 0 25
2 P&ONedlloyd 343,554 138 350500 13
3 o 1 325,385 129 368669 12
4 RIS 258,023 82 436031 9
5 MSC 246,708 138 447346 9
6 APL 224,344 81 469710 8
7 COSCO(#A) 206,120 81 487934 8
8 NYK 170,608 86 523446 5
9 CP Ships 147,995 80 546059 5
10 CMA CGM 141,842 81 552212 5

16)017, TZAEel U P stel thet S A5 QAtold] wet ATy, FYSE 2=
WA AL T 89, A AFSHS) =R, 2012, p.05.
170l E, T2 dutolals ASkS o Ao /199 A4 An Pl v ATy, @

selFeh e At st e, AAFeh9l=, 2014, pp.07~08.
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20139 =% A} A= Al HATR|AZHTEU)  FH5EP
1 HAaxNs 2,649,875 589 0 23
2 MSC 2,364,842 482 258033 21
3 CMA CGM 1,501,638 427 1148237 13
4 o 7% 806,360 197 1843515 7
5 COSCO(A) 779,671 170 187204 7
6 Hapag—Lloyd 736,782 154 1913093 7
7 APL 641,783 123 2008092 6
8 3k 8¢ 640,888 118 2008987 6
9 CSCL 585,265 137 2064610 5
10 MOL 548,337 111 2101538 5

k59 Shipping daily (0] 9&, TE2 defolds Ao &8 diw 7199 A A %
Qbell #& Ay, 2014, AAE)

COSCO¥ 19,000TEUH 5&S W33k Agolw, MSCE AF¥eE %3
19,000TEUR 3% & &1 7oz oFxo] gt} 1)

<G 2—-4> A8 7500TEURCl Y 203 B4 9 U5 A3
A =N =T A
WA 106 21 127
MSC 95 18 113
CMA CGM 53 12 65
COSCO 35 8 43
CSCL 26 8 34
OOCL 24 11 35
Sk 3l <2 21 11 32
ol 1¥ 19 37 56
Hapag—Lloyd 20 7 27
APL 15 18 33
P 13 6(+10) 29
Ao A 13 5 18
NYK 12 3 15
K Line 12 6(+5) 23
UASC 9 9
MOL 8 11 19
ZIM 7 13(=5) 15
Hamburg Sud 6 10 16
CSAV 2 4(+7) 13
Wan Hai 1 1
Unassinged 6 6
CCNI 4 4
497 190 733

VLCS/UCLS(>7,500TEU) deployment(No.of units) 2013 4€ 7|5
At5¢¥: Shipping daily (o]¥F, T2 defojdx AS 53 sl 7149 AAY A
wetel #et ATy, 2014, AUE)

18) skl At ed, sl A FEAL 22757 |, 2014, p.0l.
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<E 2-5> 2013~20161 2t (ULCV) 9 % 25 A=
2013 2014 2015 2016 Total
9 Number  Capacity = Number  Capacity Number of Capacity = Number Capacity ULCV
(TEU) of vessels (teu) in of vessels (teu) on vessels on (teu) on of vessels (teu) on capacity
in service service on order order order order on order order in 2016
over
73080 10 182690 19 344820 3 54810 655400
18000
16000~
3 48060 0 0 6 96000 3 53577 197637
17999
15000~
8 124400 2 21816 4 63632 0 0 219848
15999
14000~
23 322592 4 56000 20 280000 11 154000 812592
14999
13000~
97 1287069 22 295415 5 69350 0 0 1651834
13999
10000~
61 682761 22 230208 14 143300 13 142950 1199219
12999
Total
over 196 2537962 60 796129 68 997102 30 405337 4736530
10000
Year—on
—year—g 31.4% 29.2% 9.4%
rowth%
Maersk/
MSC/
55.2% 20.2% 36.0% 26.7% 42.8%
CMACGM
share

Zk5¢: Shipping daily (019, 22 dfold X A=ks &3 a2 7199 2344 A
kel @3 Ay, 2014, L)
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2013, pp.28~29.
AAA, 2014, p.11.

o,
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A, MAFshel =, 2007, p.02.
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A, w5, T, A
AA7E AnkA oz A\H A

=A,

’

T%
o
A

AA G717 AR

FARAE Agstes

]

g 7]
L st
Z29 dgfold s 1Fol Folstel A Al
w7 A2l o] (Mega Carrier) & 1§53 o5 R e3tAL
A 53, ﬂﬁﬂﬂ FHEE,

=
ot

i
bl

)
o o

=
b4

B, Aol 3

T2 A delA ]

Y Alg] o] (Niche Carrier) 8] 1502 %1 Utk
A, Hejde] gu) 9 2], el 114, Adul 3@ Tl JlojA 9]
gxs7 2AA8 1 9o
A, AR nRgdiE 7gEst @ AG7IH ol oA AsE el 2

e AA Fo FRAM FEF

of Azl

ofN &L

SEEN

1 =
= ZHste] thiFE o] AdAtel 1o AR ‘;—l dgage] A MAHL 3.
<R 2-6> ARl g A=A AR 57
A9 A Al 57

£ 0] J 3

A kst e e e
9% AR A
M)z el =
Au)2 sl g

s
vl s e 5 AU 2 A

FTHRFAMS AT
TES AAE EF o dYA
ARHL AYA ) S5}
®GAA AL Szt

W aE A A Aus 2=
Aol vtAol g8A A1
AZE A Aulz Aol e 9% FH
Adube] o EE Zde] wE AR olg A%
AEA] AFAQ] Reke] Az
AN ARE S

A A 54 AFA dig 7A A sl AR
AT A7 A el A% 29
eV mAE dES st A

AR FED, AN P A A AFY APl B AT, rATLARI A,
A249 3%, 2000, 06. (1FEF, TFEY deolds Ak B AL 7119 A
AT kel #E ATy, 2014, AL
22)0]9&, 4AIA, 2014, p.12.
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2 )2z, Pol2H (MSO), Aol =A% (CMA-CGM) & Arjod] 1~39)
HAFES P3 MEQD THS Ba A & oz ARs FuA TRt
shlot 34 ATL olf 2;01 ool P ge AW AA 1-291 ohe

A1d

= AAsto] 2Molet= FHA ?—*é% $%Jo}1 %E}ﬂ s Qlrt2d)

w3 AlA 39 AARGl T A CMA-CGM & Ak 9999 F5 CSCLI UAES]
UASCS} @7 OCEAN3(03 dete]ldx) 7448 Zloletn Hxsglet. o|=4 A7
AdolyA Ao AATEE 7]E€ CKYHE(COSCO, K-LINE, %9, dxs]&, 9
W), G6(A A4, APL, MOL, Hapag—Lloyd, NYK, OOCL), 181 &4 o
el 2M(M 2=, MSC) ¢ 03(CMA—CGM, CSCL, UASC) 9] 4t dzlojadl A AAY
AAZ NEE Aol 4] defold 29 H{ &L 2Mo] 527U TEURE 28.5%,
G67F 3287k TEU® 17.9%, CKYHE”} 307%TEUZ 16.6%, 037} 2569 TEUR
13.9%% #FAete] ol& 4t defoldAart A Al 77%E Afrste Ao= o
i defold e ZRdshA] oS HHAAALY GA7E v Fobd Zom oitd
t}.24)

<E 2-7> dEfo]d A HEHS)

T depoldx Al AE=Z (ITEU) 33t (TEU)
B{5201437¢9 2M 5 1,045 13,936
03 51 646 12,670
CKYHE 45 546 12,143
G6 41 515 12,569
Axod 20164 2M 23 405 17,583
03 20 292 14,600
CKYHE 43 593 13,778
G6 20 239 11,910
A 2M 98 1,450 14,792
03 71 938 13,213
CKYHE 88 1,139 12,942
G6 61 754 12,353

Zt54: Drewry (SHIPPING GAZETTE, 2014.09.26. A14)

23)Financial Times, 2014.7.11.
24) = oAb, “SlEAIBEAA 22757, 2014, p.01.
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olg} o] 4t detolAdxrt WA d A, AA HHOIYA A AV &
g oole R Aol Hod Aow HAdHnt AdUHo®E RV A3 v §HA
go] okgt dufold e AANA Hed 7ol %iﬂi, o= el Al
T2E AFst= A7I7F 2 Aotk 2Me] AF A=A

A 734 QBB AHE vE
o 4 st Aok iyt oS FEtaL 9} oj5o] BT AwHE FI
2 3440 £9734E AN 4F 259 59 s =8 G6Y CYHKES 22
defold it & BHAS s 7heAel o B detold s delM i A A A
=7340] ojd Ao oAgdn. AmEo] Bt 2| Adubs FRshA XS
T AARES dEfeld s el 2R ThsAdol il defeldie] sk =3t
FE AL 7ol U vtolbd Jlow o et

IO 2-3> w4 dgpojd A HA&

OfA|OF-B R B =4 il
H2M HzM
BGEE HGE
mo3 mOo3
B CEYHE B CKYHE

OFA| OF-50] M 2k L= 4 OfA|O}-50| &2t =

B% 15% 4% gge

M [
mGE mGE
WOo3 mo3
B CKYHE B CKYHE

13%

259 Drewry (SHIPPING GAZETTE, 2014.09.26. A¢1&)

25) sl F A, “El A EA LS 22757, 2014, p.Ol.
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2009 B4k AN 7 AR ALEAEEL HFetel Tzl o
9% dele] AT Hglol AEYor sl g AYoE WAF Roll
F3to] 2 ez CRME 43 A0 £987] A9 xdssieh

4], AN 5o T AMEH

Tk Ao, ArtelM FAES = Al

= 31
=

A

Ao

o

Hm

715 ook &t

Customer Segmentation Models

Campaign Management

Customer Profiling

360 Degree View of Customer Data, Performance, Other KPIs
Territory and Account Management

Call Center Automation
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<™ 2—4> AAFS] CRM Project Timeline
REMODEL CRM High Level Project Timeline

The CRM implementation is partitioned into two phases: Commercial and Customer
Service rollout - which includes the design of a CRM Global Template Solution which is
validated through a Pilot deployment prior to being rolled-out to the rest of the world

2009 2010 2011
Aug |Sep | Oct | Nov | Dec| Jan |Feb |Mar | Apr [May| Jun [ pect seeces [Od Nov | Dec| Jan | Feb | Mar | Apr [May| Jun
K2y Asoous:
M1 | M2 | M3 | M4 | MS | M8 | M7 | ME | M3 [M1 114 ez IM15| MAE | M1 7| M18|M1S|M20|M21 [M22|M23
Wave 1 Commercial Global Template Buid
& Pilot Rollout
Wave 2
us =
Wave 3
-
(s
i Pt 1 Can
| EUR | Catt 63
Cenwr)
Wawve 6
AP
Wave 7
EUR
Post Production Support
= The selection of the piots of sach phasewill ba yev iewed and confirmed at the compietion of the design phasa of the Global Template Build

phase

A5 AAF UF AH, accenture

AALE TheFstal o] Al AR AlARLS CRM<S Fal 3oz 1S, 1
AgAlel gl mlg Az B oolyel u fols Suldhstal, aEAY e E
ojrmEl= vl I FAYE #AaAA Fa% AFE FI8E S Aoz
7] e Se

TgE AAEY] FAR Qs nlagdor JPHAYE AAAS AAALSE
ool Hup 2 AaE dS  AES AALoR WEAT|L g dFel 29
He ARbe AlAEE B s8doR wefors nu g stesolA ARk
gofsto]l I S Aok ek V1B E Aok shglth 3 S 4 A
A o] &3 Aeet W AXtE Skl wolele F A7l AlRstd uA &
A Tl Au2e] AE FEA7IA st CRMO =915 S8k dA He= W
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<I1¥ 2-5> CRM &4 %

CRM Across the Commercial Processes

- Dm‘ﬁgu":m > Acquire Take the Fulfill th Close the
(-] Order Order Order
& ay Satvices Business /
Before Product & Campaign Sales Productivity Limited integrated Booking Absence of customer
Magmt Absenceofa g_y_sggm identity
*Customer timeiterritory =All s Tr are
e e via t =_syﬁar| same — no Vviz to history nor devoid of the depth of
P : of; cause the customer
*Email aloss ocus *Limited eCommerce relationshipand
*Sharing of status capability commitments made
reports
After Product & Campaign Contract Analytics Tool Rules based Booking CustomerVisibility
Mgmt g *KIV key Sales activity Customeridentify is
*Customen360) View * Prioritize work flow * Auto validation of customer  driven from CRM
F uc C: Product ai s
analytics materials for customer channel into a single Pricing/Costing
‘with Sales, MARCOM & engagement workspace Commitments
Feedback loop *Increase Salesprocess *Matching operational
*Opens upeCOMM delivery capability to commitment
*Full eCOM Self Help portal
B fits Improve customer mix Increase # of customers Improved NTV mix Increased Service
ene Increased Product served per FTE Up sell Excellence
Speed to market Higher Hit Rate for Delivery to commitment Performance
: Oppeortunities in the GNA Savings Improved working
Mgme Pipeline capital & collections

A5

ohel =

w-golth.

A AAF WEAR, accenture

Reduced Recovery
Costs

accenture

Al 7o Al SAP CRMelA & 7hsdh Hl=UA 22 A A9 J)

<1¥ 2—-6> SAP CRM Business Process Overview

SAP CRM Business Process Overview

Ao

-

=

Maintain
Customer

Maintain
Vendor

2.0 Marketing

2.1 Maintain Marketing
Master Data

2.2 Develop Marketing Plan
and Campaign

2.3 Perform Customer
Segmentation

2.4 Prepare Campaign

2.5 Execute Campaign

2.6 Measure Campaign
Effectiveness

A: AN R,

1.0 Business Partner Maintenance

Maintain

Maintain

Maintain

1.6
Analyze

Employee

BP Relationship

3.1 Maintain Sales Master Data
3.2 Define Sales Plan

3.3 Generate Sales Lead

3.4 Generate Sales Opportunity
3.5 Maintain Sales Activities
3.6 Trigger Rate Request

3.7 Maintain Service Contract

3.8 Measure Sales Performance

accenture

- 25 -

Customer Hierarch

Customer Profile

4.0 Customer Service

4.1 Maintain Customer Service
Related Master Data

4.2 Perform Customer Sales
Service

4.3 Manage Customer Interaction
- Inbound Activities

4.4 Manage Customer Interaction
- Outbound Activities

4.5 Measure Customer Satisfactiod

4.6 Measure Service Performance




Z1EAR HolE 5 AANHIATAM, GYNA T= Fetel dTHa sHd
T8 CRM AAHE Soto] Z2adydrt 4o 8l T4, @94 oo AAgE,
e vEE IARARE, uALFAR, B YA AR Fo] ofe EFrET

o3t RS v AAFEN ] FUIFHIL dEE AR FEH AT
o WM"Y 22 #E F 5 S Agdn

Y =Y s ZRAAE 79 o] A Add viAlY viiE dolH
= T Hx uAe gi 747e] bvE vHlY g, vHlY 51, d%E aeketa
AR 9 Asoh A HolE ] ERE w9 AE ¥ Hxude] sE )
Astel wdolt Mulo]E Fa Al ARty Ay F AU Aol o

<19 2-7> CRM% o] &3t vlAlY dlo]E

Master Data Business Process

T

& 8 &

Customer Sales

Validation

Service Global

Profile

Check

Validations include Close Match, -Dupllcate
Check, Formatting,

Customer On-Boarding

Enrich Customer Profile i}E.g.
add Marketing Attnbutes for
WMarketing Campaigns)

2 =5

Have restricted view) to Customer
Transaction Histo Profile Data (e.g.
Customer Nexus
Synchrunizatiun with other systems for
'endor Master, HR system for Employee
Data; Microsoft Cutlook for Contacts; SAP
Bl for Reporting

29 AAF WBEAFE, accenture
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-
S

Customer Profile

Maintenance

Customer Information-
E g Name, Address,
Contact Details

Customer
Relationships- E.g.
Contact Person (s},
Sales Team

Customer Hierarchy-
Customer legal
hierarchg
{eg.parent-child for
subsidiaries, )

Customer Profile
association to Sales
Structure & Team-
Company = Region =
rea = Disfrict=
E!ranch—)&Temmw

Account Manager

>
accenture



<1¥ 2-8> CRME o] &3t viAlY v =YA ZZAA

Marketing Business Processes

» Different Marketing + Different Segmentation attributes
= = jypeOhiectizaliactics * can only targeted for its own
+ Different Product/Services « Joint Campaign will be executed by customers.

Global I Regional Marketing

2N Rl a
- = How should 1 promote? - =) & a &

+ Global/Regional Marketing should
able to target customers

0.

. Which chapnel should | communicate, email
sales call 7
- What's the type / objective of Campaign? - VWho should | communicate to?
. When should | start the campaign? - VWhat's the criteria of my targeted customer?
02.01 Maintain Marketing Master Data 02.02 Develop Marketing Plan & Campaian 02.03 Perform Customer Segmentation
» EDM opt-out alternatives by l
communication functional taking - -
into account regional / country + Different Survey/Email Template

legal requiremants * Personalized email content

» Creation of lead, call list, and
business activities

- = éﬁza -

. What's the message to communicate?
. How to capture customerinterest?

02.06 Measure Campaign Effecfiveness 02.05 Execute Campaign 02.04 Prepare Campaign

2009 WDEL € 1.0

. How to measure the success rate? - Comr

>
accenture

Agg: AAF YH-AE, accenture

P #AE ZZ A% CRME v o] &gHr

<I9H 2-9> CRM= o] &3t 99 T2 A~

* 2 point of entry: SAP
Cm and au!Ig‘ok

Creation of conta
Sales Process flow and business act
+ Output from DP to SAP CRM for e

Prospect or Customer
already created in
D the system

» Collated figures in Cognos
published via SAP CRM for

Annual Budget

s Sales Variable Compensation
Plan yetto be finalized

s 1 opportunity
document

¥ « 3 different

« Retain sla'ndard lead opportunity types

document for

tential use in
uture, combined lead
and opportunity

-

Uuarterly % = = —
@ = Optimised quarterly forecast

Forecast from DP used to track

perfermance.

s Quarterly forecast from
Cognos used to track
performance.

+ Integration

Implementation

* Service contract |
LP/UI/Rates from
Sharepoint.

» Service contract for
APLL CLS and LTS to
be determined

Access Service
contract

Update CRM =
accenture

A5 AAF U AE, accenture
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7129 AAb S FAAR NN kel wel AR AR EHNL, ddd
A9 BF Gue 99Ad 1R ABeE TRHA olAfd. dA9 A58
Mdata, B AYAS gREE= B34S CRMS £38lo] 2astozx olgl AdHd 3
BI7F 3 SR F4 2] AARARD g5 A7t ThsskAl HAdo B ol &
TR} AAANA e HAS SAFoEN ALAJ] A 5o @S EF
= s F A H3dv

A @A AALE] obalol M 9] b CRM AHE @RS of#fsh 2.

<G 2-11> AARE] ofAJo} 29l o] %7bH CRM AHE-# 3

Cluster Country CRM Adoption
India India 100%

NE Asia Japan 100%

NE Asia Korea 90%

Oceania Australia 0%

Oceania New  Zealand 0%

SE Asia Cambodia 60%

SE Asia Philippines 70%

SE Asia Thailand 15%

SE Asia Vietnam 60%

SI M Indonesia 100%

SI M Malaysia 100%

SIM Singapore 100%
SUBCON Bangladesh 60%

SUBCON Pakistan 98%

SUBCON Sri Lanka 20%

AR AL R AR

k= AL A FE IAAHIA BA A CRMES ARSI glom okbx A
3 CRM2] oj2] 7}A] 7|%5 %= Customer Interaction TE], 12 WUET FAF S
715l HAFstel CRM<s &&3tal ot 359 A2E CRM A|AES F3to] gl
stal gtz 7]E] A3t el AFEAd A Es v 54 A7
of AFSFAR AohE oM AR AR} Bk GRA AVt AsHES 3
gtk Fs wEE AR % A3 Fu owgd ARUACN xELE A%, @
oy 5 1 S &8 F JEF dHolHE TFskn Uk =3 CRM
N2ge olgetld HFE AUz AV1H MEE 2AE APsty, ol U
A3e muUEse] 35 2we Adsug wdstn ek AA FAHA 2A
JAE 14 BEE 24 AAH f4 1FS dFeR AgFdons nrh g4
F wAEY AEue B S F-ol AN EF IAFANAE e A
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15
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10
of

F3a olel mE G ek TASHE 5 CRMO BE J94e 23

Aok AL HolE] 18 HAeA HAdEe] ARz Frbeta, §4409 4
At s s 91 CRMel tjgt o] dzhs FE3of ab= A, oln] Fd ¥ o]
NE CRMO] #2755 AdE &84 Zate & AAFQL CRM g2kl ojs)A]
= ot ol ¥rh EAF A CRM AR 587 A&HL Loy ofA7tA =
FAAQ o A3 Wo] gk G0 ® AH V| Fof dHolE FHFFo] Al
AW o]yt HolElE &&3to] BHrp &2 AAHl #§o] Jhed A Aolzta
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A1 3% CRM(Customer Relationship Management) 2] ©=2 s

#1748 CRM (Customer Relationship Management) 2] 574 vl 4l

) 9 AJ32)
CRME 719 2749 Wsle] wie} Azl G458 49 Aoleha & & Uk
20471 el # ARANE 2199 G SR dEDA Ao
W3 FsaAl wEolRE #740 due fA5w

Cswael EAR = g9 ¢
A = aAT Y -3 A lF= 1A 9] vlE CRMo|t}.

7%
CRMO| 54 w7l 444

1. A2 Wst

A FARE Astol MEL ABOEY A9 A8} Foldel wet 59 4
FAAS B B g3 L 92 5 RE AR 3
FAEel Foluba thAE W ES A Ast BobAdwA 1 AR BA Fed
b B0l B P AZOE waaE e AdEA. oldw AT 4T o
AN ;A U YuE PO ATHel A ARHE o %E 1AT, O
debbd SFmAn A &
o}

[e]
slet 3 Aaste] 7lE nATe BAS Aslalof & W Aol oFE T,

o}

2. 719 W3l

CRMe| 5334 8 #7424 o= AFe 9 10 #aw Jur&e 349
BAE 54 & & Utk ZIEHAdA 9 wE Jhow o] §& TRIFES
3 uA dHelHy #d HolHE #8hHel w4 Moz Agste], 1A gl A%
of ¥t Fodt Fuel AL ke I ol o] &F F AA HAAT =S
o], AXEgo], vIE A Wstel Al FR3 7]7] 9] By T ooleld dnkAQl 7]
& Ao °§?j %Eoﬂ ol e 7}7<l e b2 Wk, ;ﬁﬁ A2 AR7ES

32)F Q3 - o] A, T$& CRM Aol8lE CRMg , 2001, pp.66~73.
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mAIE (relationship marketing) ¥ #& H|ZUA Z2A
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'Customer Relationship Management'®] ¢Fx}=Z 4]
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°
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Gartner
Group (2001)
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Levene (2000)
Ovum(1999)

Light (2001)
IDL System(2002) 71912] 7193} (business culture) & 24
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o3I, WAEo R CRME W3] nhA® el oj4e T Zo] okt 7]
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HE YR Z2 A0 B3-S

QL o Be S
TOERAA AL gy T, VEF ot xR, 9Y 218 TS 3
= A2"e) 75, 99 A= 99 HE (business intelligence) 59 HEAME +
3 3 e Hote A Aol

CRM A|2®le HAEA<Ql DBM(Data Base Marketing) ©] DW (Data Warehouse),
Data Mining 71<<S E38] W#¥ 7, ERP(Enterprise Resource Planning) 2] 7]%
o] LTEE QA (Front Office)@ddo =z & A CTI(Computer Telephony
Intergration) & <XFo.= st FAIE AlAHo] JIHY 7|&3y AEste] ddst A 5
ME o2 A7 A Ao R wdste] ghon, Fol9 CRM AARE ZEEQY]
/\9} wl @ I3 A (Back Office) o] X2 MA7F f718 02 S AIAHS

oJutH o2 DB wlAE ] A pEA o mel ml G ol E W o] A9l B
gL l‘é*—.%e—ﬂ.)oﬂ A, B, AHIAE A bk ofEYAlel A 1L
date= TG AAR(FAH, JEY) 0 ®2 FAE A AHS 235

<2 3-1> CRMA|AHe 25

Analytical CRM

Collaborative CRM

»
: Operational CRM e = :
- ' =4 -
H IH = H
Back :| ERP/ERM Supply Chain :: < :
Offlce & Legacy = 2 % Warehouse :
»| Order Mgmt |@rder Promising Systems :: K] x
. | 8= :
H il €38 H
: t L“‘*—? HEE] :
H 2l 23 [
Front . Service Marketing Sales =] 8 2 H
Office =| Automation Automation Automation | 1= %’ fii] :
1 s =
] "y - = -
Mobile = ! | ©8 Vertical Apps Marketing | &
Office & Mobile Sales || Fiald Service | =& = Automation | =
: (Product CFG » & | Ppategory Mom{ - Fampaign Manjt &
- u
NN NN IEN RSN RS ARG AN AN NN :
) N RN AANANS NN ENANRREERAEE R,
H .
H H
H . Conferencing E-Mail " H
Customer : Voice Fax/Letter Direct H
Interaction « | (IVR,CTI,ACD) Interaction 4
H Web Conferenc E-Resp. mgmt H
H H
H H
. -

(A 84: Meta Group, 2000)
e 238, ‘CRM Ao JFS v|x= 29l A3k AFH A" | 2003, AJE
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F2 A A7l oehd, whate

rlr

Qole &t A
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35) 18], TCRM A ¥bol] dgS nx]
=% 2003, ppld~15.



1. CRM AlA&F &7

Meta Group< At X 374 (The CRM Ecosystem, 1999) oA CRM2 #3174
I AAE FEe et WS Vel ® st 24 (Analytical) CRM, <%
(Operational) CRM, &4 (Collaborative) CRM S0 2 BF33 QIt}.36)
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1) ¥4 CRM (analytical CRM) :

=4
oM uAdelEE F4, w2, A A% Be s Adshs AnUlE
QaER TAE Ak 4 CRM g9l ZF FAv AR a9l Ao
A& Sl

£ dlolEo] 2 (operational DB)SIA Hlo|EIE 3%, Wg, A4a)
dol4 AR AT dolEolshy- ok tlie] Hlole dlolshe
2 gals] 98 FEY delerkE, 1em OLAPO|Y} deolgjntol
JETe gol FAH AT ARHoR PG A5 $AETEe] ZgHT)

operational CRM) : ¥4 CRM A|AHS E3] =% vjekst u

( 3t

MAr el FEEL A A CRM A=k £99 7|ute g g8t %9 CRM< ]

g7 CRM HdFs Fdste A A9 AR E S8t 7442 CRM
ZEAAN A=k vhdeta A7hE U] Sl dve] ARV)ss Alesth

+%9 CRM Alx"lo)= wiAY 2Fst AAR, 9 AHEst A4, T8 IA4A

H| 2~ 2pEst A&l o] [ Al uAg FAeA ] CRM ZaAA Aghs

H =
Al dsts AR ofyel, CRMo| &85 = Wl wepa 2 (ERM)
v StEYIA A (PRM) 9 #o] Fdid 1A F3e &5 = CRM 7% &9
CRM @9el x3tdvty & + Qvk &8, HF &9 CRM AIAREES CRM A
of XA u& AF 99 T I 84l ZAxdgel uw&t ERPY
SCM(Supply Chain Management) & Z&2 & A AR A|A" Fap 53 -
AA == FAll ATt

3) 3% CRM (collaborative CRM) : ¥ CRM A|AES ZAH, 5Y, Fu
Z, DM, 283 xRl wig Sy 22 kst aAHd A delA 71 oA 3t
ol A5 AEe Bt a8 - avFew Adat] fst dHe VeA 9 hss XF
stth, ¥ CRMeoll Slold T3 74 RE uAFAAdANN 14e Fd3 Az
o7 vl Ak st uATA A Z (customer single view) 2 R E= Zleld], o]
= 98 74 AdE dA=Hoer 5% #9492 F v aANZAEAH (CIC,

Customer Interaction Center) 2] 20| Ax o1 Q).

aARA T A el &5 | AlolElmte], 2000,

=

36) 0¥ 4G - 43S, CR
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LAGEAGAEE 719 BE nARAALES DA CRM A% g
= #2 u edste] wAM RE AF A$S FRE AT g

B, P9 CRMO) olgre Aol AAAl 45 482 AAarhs Folq &
o CRMY 9@3 thh FRAGY ¥ £ Q7] W) Ao webd d9 CRM
& CRM Al~®le] 5949 e ux 2 395 ok

CRME 7FsstAl st 78845 AR, dloly dofshs-2 (Data Warehouse),
OLAP 9 dlo]g mlo]yd (Data Mining) 7|19, 7880 A] 2~ 8l (Campaign System), g
Al2~®l(Channel System), 28X A]~®l(Customer System & Service System)
8] Rk o 2 FufA] e Al (Sales Force Automation)©] Ath. o]gst +4Q
250 A dist] 2w o AAE] AEEE tha Erh

1) dlolE st~ ¢ HolH st 7 A
2 F35hete] A B0l Il E wEe] = =
3 t)¥ A4 (electronic warehouse) 4], 15 Aol A3k 0] &3} A 7Ho]

oAtk dol8 Aojahs it AAE oS FHetel nuFO RN ThF

= 5% <)
A ZA o Aget FEHE Ho]HE Al ¥ete Ve e TR CRME B2
ol 7} AFEolut 7lss ol otk aAFH S T dHoly o ¢AE e
2 3 aAFAH0 T s voJE{H|o] ATF ZEoj X nAel tisiM = A
4 e #1E M 5 A fnsn

2) OLAP (Online Analytical Processing) : OLAP= AF£A171 thokst Z} o A
AR HEA o R JEHE T s 2otk OLAP A|AES @502 &
Aotz R Al AHo] ofym™ | HlolE] #ofsk--Aut HolE wlES 3 AAE

I A4S Addr dolE folskeAvE HeolHE Ageta wedthd, OLAP
& HolE ot dolHE ARl FARE WA= TS s

OLAPLS 3 B E (pivoting), BH ¥ (filtering), & 3EH (reporting), &3l (slice
& dice), =8 ® (drilling) & &3 &4 7|55 Sl AHEAL Aot vk
st FEHY ARE &4 €& 7 AEF A et

3) Data Mining 719 : Hl°]g u}o]Yd (data mining) 7] Hlo]EHo]A o &

off

-

3NEEE, T A #8E 8 &
d5 TH0%, , d3vstn Fdd

38) M A7 A& Ak

3R - AFA - ks, AN, 2009.

lote



4)

5)

6)

7)

e Aoy WS 3o dAE Hu

A T8 AEIA Fohl= FgoletaL é T
1AdAH dlol®, a7 dHolg, & HolH z
2wk dlolEl ¢} o]e] o] YIEL 25 dHolBE et B
== 7]‘]&3% dFH 2 A A, ZgskA] Z3E 7
aolE A ZY2 oAb S 99 AR &8skt sk
dlo] g ”]’01 t}.40)

Campaign System @ 33| Q1 A28 (campaign system)<> OLAP, Hlo]E] wnjo]
Y e FAHAM ARstE 1S tdeR 1 e Y=(needs) T THAIA
olels HEE & U= Aste 895 Ades A Ao HHAD

Channel System : Campaign* ¥ vHAIE 55 A dst7] fst A|AgHo® TV,
ghr e Fargh g2 viavAg g 2] 101 vHAIY B AR AS A dshs AAE
o7 F7 FZAH, gyl 714k 1:1 A~¥, DM (Direct Mail)©] AH&-Ht}.42)
Customer Support & Service System @ I %W AH]A~ AJAH
(Customer Support & Service System)< AE#n] & A AE XY
sh7] 9%k AlA'l o ® ARk o Mu| A i FEdAbEo] AREee Al AFolH
A, B, A/S &5 Adske A A”oIH 48

Sales Force Automation : 99 ZEAAE AH]stal, 94 AH 2

AMA E ﬁlb f\1i9‘—°‘ A& sh, H] At ?j g Z°l1,
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< %
Key AccountE ## 0}7] HC’H WT%%J L7+0]7] wZolth. Key AccountE A&
stal JgatA A detr] i e Fd AR =l e tid e
 Qlojof sh=Hl, SFAx= ol& A3t SFAC] F2 7]5o
#y) st Account Management, 2ol HEF ol¥€E #gd}

N
>
o%
o
i
iC)

o

&
2
il
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Q)
@]
=
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o]

Management, 9% 7]13]E #¢]3slE Opportunity Management, A2FS ]3]
= Contract Management 7]s°] Utk T3 FEF #AHA 7]5<2A Order

Management, A% AR S #¥ 3= Product Management, Z}& Report= A
AJ3}= Reporting Management, 974 #7] =< Calendar 9] Utrh.4d

40)9E, AAA, p.12.
41) omlof, TAE RIS AL TAAA A (CRM) o &8t A mHAH} TABAES ZHO

21,

Aty st osrd, 4Akekel=&, 2010, p.13.

12)MEGE, TelolEl oIS 0§ T CRM AW e, Frhisha cjshal, vhaers
-, 2001, p.20.
) EIA, 1%0e] TARATL CRM) 2R wo] mARA CRM) 8 394 ol

v 4]

= Tl wd Ay, e A, Apehel=E, 2006, p.12.
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oje} #Z uAMFPARL (CRM) AAHE FASE FHAEY WEs 24aE=R

Hesud ohed Ee gk

Customer
Data Warehouse

Analytical
CRM System
OLAP, Data Mining

Campaign System

Channel System

Operational

CRM System
Sales Force
Automation

Customer
Support&Service
System

Al (CRM) 9 ZF 742452 ©] Customer Data
Hdast ARE FF, A, F7h

OLAP, Data Mining= Customer Data Warehouse

o AnE Jwow e gt chabelA RAlw 7)

T A g IA ZAME %}‘H AR 2 g
5 i

Zh=

AERT F quA MR AE dshr] gk Al AEo
2 gurF o7 AMulA #dE gatSo] AlEds AlA
Holm §4|, B 5 A/S 55 A Ysls Al AH0]

A5 AT E ARG E ], 20025 o] &7, 20020 FEE, 2003: w72, 2005, AL

44)0) AL, TaANT 2L (CIC)S 3 CRM Business
S

10 [«
ARGt e, AAkskel=, 2001,

2e PE w@ AT, vt
pp.38~41.

- 38 -



Al44 CRM| ZRA 2~ F57 d2ks &8

@A) CRM F5oli= chabat 9 2@ 247 2853 Atk olel e ofe PHE
2 Fgatel Aw Wge AT WA AL, BA, A, 75, A9, Ao
67H WAZ ¥R 4 ot o2 ARy H3-3>3 grhid)

<E 3-3> CRM A|2HEl & oA

T o NEE
T2 AE OlAE _g_; A HISEA] ©
g e oRnna gy S S,
dole 4L Aol IT B7kR3A, 8 7] A8 24
AF-3A A
(AN, BAAREA, AASAEEA) 1A A3 9 Z2ads], 4
=4 w3 A A BHuA, F4 A3 FrtRaA,
(RpALS] 12 A, A AP a7AE T, AT T
A, 9F A g A3 F4)
A EUS .ﬁ]; o HlZ=U 2 AlgA, IT A28 A
IT A& 4
- analytical CRM system< % Scoring 9, IT A|A" X7 7
T operational CRM system< T% T
4 75,%‘—/‘3 E1]é§(pre—test) s A
Ao 2o (roll out)
A3 F7} Z2aRe) Axel avs 7t Ak AR, TR0 HE
A=A ol &, "uATA A A AT o] AYJA Fol mX= FEF, FddEtn dE A =T,
(2001,p.28)

AEAQ CRM A AR 55 flaia= dAS AE stell 7149 oF 84 2
i gl gt TR FAS A, A9 I ¥ IT $4o] F#3] WY
HES Asgg dAsckeE, gEA s T W AN HAES §8 W
A Aoz xAYEo] AlaE Ot Fstk oldE THA L, o] HAMH o= A
B2 5 G solol aHl, olF WAl B & glE A ek AFHolu,

EARl CRMO] &85 SlalA= AR JFste =05 A4S A8 &
AZRA A el lelA 117 HolHE E5sta 8ok ZTEAAS ARle] Qo
stk mA dolE AL Tk A2E e wAe dolHE FSstu 1
N &5 54 5T F e =9F sk, a4 gqte] wet uAE AR
shota o) Ao wEe Ae® 4 Qolob drh Wk WAL FH9 A

45) 0] &7%, TaAdAdeA| ~dlo] Hdde] nX= J&F; , FSuUste oghed, A=

=, 2001, pp.24~28.
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A58 CRM® A3yt 7190 Aol vx= 9%l a3 A3 <

T =
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CRMS ZAAZAQl Fxn] &zle] that FZAA AFE0] Eojgdn Bt
CRM A& 7119] 30%°lH 75%°] o2+ 7]dE0] sz CRMS AF3 714
Pl ol o] IS GASHA Kt UAh4Ad) o]t =2 Aot EFstal o
B NS FEs7] A% e £FA o2 CRMe tidt 71959 B4 AA
g7k gl Aotk CRMel digh Fxp7F 3l 7hx|7F Ql= ARI7E ek Aol
HH3E] A7Ea s 7R, CRM B¢ A9 A3 eds £ % o]gdt 2lE9]
Aol AAAoR wXE JIFE Totsty] 93 FAEo wmEHE A EH
ot HEE APATE destd vhea Zoh

Delone® Mclean(1992)2> Al2®19] 2 AW A IS Aol CRMS AF Q2

Qlojeta F ik

Kettinger®} Grover(1995)+= 3414 AR7|&w E¢o] HuAFAA FESH
A kel o] FolFE A% CRME waAe] dAAQl Wow F34H 7Hs/d

o] Atk sgich.
Bee) A4, WE B 5, A

3, FAd Y UHA, G4 7 8

HEe 25 A% 7|Es s HAFAREA A WHE, A9FY Ad, 1
o A gA A E6)
g U 18 E A

Tafitie (2001) 2 A=k A2, CRM ZZAE ¥, CRM AAHS Fo3 AF
Qloz AASFATEH

Massy (2001) 2 & dola T4 JH 7|&g FLgoazn uA7 749

Qe wD 5 Advkn ATk

48)0Obaid Mobarak Al—Shuridah, fCustomer Intention As The Key To Successful CRM
Implementation: Empirical Insight From An Sem Applicationsy , 2005, p.01.

49)ol 8, T AA %2 (CRM) 7F 71478 ol ujA= el digh AF52 A9y, sAdstw
WA AF o e, wAbe9 =&, 2013, pp.30~32, #|1E-.

5004719, 334 CRMTEL4AS CRMEHYE Aol vAe 93 @ A9sdSs dde
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