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A Study on the Organizational Factors for
the Activation of CRM:
Learning Organization Theory Approach*

B 2 2-(Park, Chan Wook)s#:

2 A7E Sdele] CRM 2L S8l ofme 24T s} Bduolor shevlel i@ ol24, 4
24 A7E FUshed 1 BAL Tt B ATE 94 QNEA Fobo) SrxdolEg =5

of CRM9| 24315 A= oW 22Eep7t A5 ofoF sh=r& Agkskal 1 2 CRMe] &
deke AsiMe idsse] A8kt WA AhdolM e BrEfe] st AAlHoo - =
Z O Uobrt ZiR1skse] 2438 ARl = ?‘“W XLO# dgholFe 58 2P A &
ds}, Hadgxe 244 Aud 9 Al 7 8Rls, BRI 48 AdMe AFUAC]
el 243t B 2479 B 59 7 VM 8de ao}ﬁiﬁ} T B ATelMe welut
CRM#E dFAE e she AFRARE T & A7olA AXE WEss 274 B3
A AT

S0 CRM, 28381, ARG 257]9]

I CRM9] &3} el 52 = CRMe Aozt & + 9= tﬂ
EWlo]2mlAEl(e]3F DBM)o] =9E7] A

ojA] FEUgtAME 11 FA FH (customer g 1990t} FHHEE IEUlo] %“éﬁ]rﬂt
relationship management, ©]3} CRM)7} A=} 1990 ZHb7lR|9] oF 5d7to g dR o
Fa3 vHE Fheg Hal AFteprta 9 o 71¥ES TAHLE CRM Al2d 135S 9
o 8yt CRM 9Ake vt 2o F g AFA ITFAP) o]Fofxl A7kl &

Aol A71Z el 2 4 Stk A A A7) Ak &, o] ATl 6, B4, FF %

mld

* B AdE Aouga AFFEGA APl s o] FARS-
wx 43St A G WS (cwpark@khu.ac.kr).

SHEEOIAEANLE e ®3s 2004 1081 ~26) 1



o] 7|9ES F42E CRM ITEA} 9]
Folxon 53] 1990 Toll= QlEulln|=
yzo] ZAgste] wep QIHUl F7HdelA 9]
CRM &, eCRM +d& 93 [TFA}F &3}
HAtKeg, A4H, Hd73 2002). F HA Al
71 20008014 Aol o271 7Ae] 7)zke.
= CRMe| digh &4 2 AH A7o] o]Fo]
A A7l & 4 gk gl S o

Ao ZF3lE+= ATES Hold CRMe| W

T

th= A< & F d2H(eg, #UFtlo] 2002),
Jx= CRM T8< A ITFA
7 HolA| Kale dde] Wl
g} A2E TERUE £ FEy
35 9 aAHR &8 o] ¢
of sith= Qo] AT S =
tHeg., HAW$ 2003). o]#3F <14 w3}
et 7195 AoFH CRM Al=Hle]
Zo| YA7|Hth= CRM TFTE FAst A
F 7 Bt 718 AlLES o] 83 Bl AH
S 53] o3t CRM &5o] a37AAE 4
ESOAY 2 A|2H 35 o]l AAEAL
o AFAke] CRM A F9< 9Jsjsle AlEE

o] £ k.

=)

LU\

-

‘0,
S

4 2 oon @
0o ot
L2 L T

ol ®

facs

of

=

S 9ltkeg, @744, W] 2000, CRM
o] dEHer FYPH vkl = FFE
55 CRM Al2Ho] A2dog JFEEuh
AY o g@d A ole] AFHoF S3HY

U= A=Y ¥ CRMe] %7 XAl ies

2 SIEOIAEMYE Me MBs 2004 102

gela g AHIE 7] ofdth aRdE ¥
F33 CRMe] 23] 4=5A g3 JE 2
w9 9912 WA o)2 2Kz A2
sl e AY olFolAu 94 etk o
% @yol

A gl Rt T 715Ad SHel
gjetetar Q7] wWiwelth &, 2yt 7]
58 CRME FAde FIHA EUAY
2 sty JEY dHY sE(EE
o] WAPHS] #F H B4, AR A
Aolu 1 AHA #
HQl Aol ot 17 gArES FF TS
VA dFe FEe =Tt olstAl CRMS
ANZE oz Qasla ol A3
Fsl7] SsiMe 2FEse] ojwgt Wt
Aofok & A7t dsixe satskA] skt
11 & 4= UtHeg., Korea Herald 2002, 3=t
ol o] Z=rAIR 3] 2000).
CRMS &43hx1717] Slgh =3
S S wslAdd dis) 2440 =97t
Aol o]FAz|R] k= AL 27 FAYEC]
HA Aol wslele aFsee A (Roth
2001)0l thal st ARS ZHA
7S

O

9% CRM Hee] g3t Y, vpes

= ol9h= Whie] =42 CRMel theh =
7€ gttty & 4 ok a2 Ay Sy



7195 CRMol gt =2 a3t AAA
#2 CRM ITAI=H9] Efolle Esfal
CRMo| 711¢] B4 gt 2420 7]

-h

glojof sherlel thEt of

E FYsley 1 BFHES

CRME e 8249 oA =28 /g

olelr ke 2AllA o] Hote] AL

AN 7171 93 SmolA sl shdo]

3 5 9lek oledd o2 CRMel Tl

g3t is}gzﬂ,?_] o) X*%Qﬂ i’lX] e 9l
=

o

B & @ A8 HEEE @

AFshed 2 238 T

CRMY 473 37 CRMY A%

TS FE ZAAE Q0Ed Ug d7Eo]
Y o]FojHt. o E E Fletchers} 19
TEES 19909 FHke] A4E3Q1 DBMe A
e Qe 2AAE QA U AFES F
P31 0 ™ (Fletcher and Wright 19%; Fletcher
et al. 1994, 19%), "HIRAEY, vHIE A&

7ol wf, 9% 2 wlE 249 £, Ax
2929 A9, vHAE FASHIT 49 §e,
2749 Fu, 229 P2 52 CRMY 4¥
4 Y2 A% F8 2B AEES AY

shsick
selele) B2 ATEE CRMO) 4 89
o e AN 24 B 805 A
ojere Y

I ek HEA 5(2002)2 CRM
7 A At A e dFez R

o 9FEEA 219 ko g CRMe thEh H
A7 Hu7AEPz1e 94X, CRM A 59 27)
895 51 o ATy ] qgos
AR7|ey ArAT dJ& CRM Z2A)x o
&, 1% HARAFH 7|QEE, JFZ2A
2 9 Azdle] B3t wslae|e) FPse
o]
k)

e

, dlolge] ok F9 67 2918 Ex Utk
St W<=01(2001)& CRMY AE 89102
CRM A" gz 34 g9l viAE &

=e}

[)
9 89le Xlxﬁ'ﬁ}ait}. 7A4Y, FEA2002)
HEINAE OO 2 o ZALE ulE o2 A}
A e AR A, 2Ae AR L o
A FH, AT Z2AH 29 583} }tg;}g
IMBA A A 1T =z} 2 S~
o = 59 57 298 CRM A&8llez
3 gk =g 951999 Syt 23

1:1-_‘1

o] DBM A8 43| Q3re njxe Qo=
Apge 1 A=, toldErbly A9

ot off Hu

g, 4714 B Be e, vHRAgs
o
=

AFakn ok



ohiu, Eg FAH 4T 49E FEFe
JoIHE oj2HTRe 3 A7 et EHx

AR} CRM A%AE tidoz sk el
e gAH Sue) oEsa gk olgd =
WolA 7 A7se] CRMe| 2452 9
3 24 B 295 Wjd BAHeE of

S5270]22 7o CRMe] 438918
o ps

AN e WA SEEdolee 24
%’-1 S

B35149) 7} of CRMS] &3t s ¢
g Foxo] Hevted tig =7t s o
of 3} ?‘i, FZAo]lE2 Cyert and March(1963)

ofe] Tk A A
T= ©] #oF EHJ——‘L—Z:]I(?_]_ o] 27191 Peter M.
Senge®] A The Fifth Discipline©] 199013l
Z7re A AR AT DeTienne and Thompson
1996, Garvin 1993; Sinkula 1994). k529
el Senge(1990)S “%7 FAY RF9| S5
S FZA712L o]F T3l BUglo]l BAS Al

H HA
s 2o

AostR e David A

4 SIEOIAENME Me MBs 20044 102

FZAo|BAM e 22 Ted] A v
k= A7 0}‘4‘3} S} #dgle] aFstH
SEHeR gote A EAZ Fetsitt
(DeTienne and Thompson 1996). WebA <5
ZAAM 9 S5 T VIR Vs Bt

%24 o=

fofs

R EE LR EE
o ohjzt sl Balel 3k 2Hsl o
S Mze ATIAS ANFoRA A%
A BATHE ] s 3 ETKSlater
and Narver 1995).

ojn] B2 ATEo] nARH S #
Aell tisl] =3lar ltHeg., Day 1994 DeTienne
and Thompson 1996; Sinkula 1994; Slater and

Narver 19%). o9& Eo] Slater®} Narver(199)
= oA ERER]o] EGRAS 93 ZAES

R

rl

M o >}L

A 7125 AANEE F S AFsa e
™, Sinkula19M)= 232 ZA k5] o

M EEE AF 2AY W AFEE g
2] Ae w1 & ol 4 oS 23}
11 9Jt} DeTienne and Thompson (1996)¢] A
7= CRM#} Sgxzjo|29 AAANS BAH
o7 7lgsla e AY FIS At &
F Atk o5 “TFFHolE& DBMO A4
ShH 2] HREEZ] et 2L o]2

=
T & Aol dSstal

A Se oleg

gtk 29H) SgxHe] 4FAe CRME 9

& 2428 Suo] slojop Frke 4ol

A5 A7) e $4 SEEAT RV
54

o 9o



1994; West 1994), O]lC— U]EH-"J —7—*1]9} —'?}78‘4
W3S o =sla o]F Hko g Egle] #Al
|7t Blo]l A AES 9% Baxxol
HASS 2udttHeg, Senge 1990; Gardiner
and Whiting 1997). WAle] #dglo] o]FoA|
7] M FHEG Fdst ZAAAE 8
et o]l uiAolA StExA Y Ade] T
Ak spxgolge ATl A4 &
Al 93] AEE 2HRTE x4 253
40 S¥og

oM o AEES =Y F Us= A
Ata 3Utheg, West T 3
< AlzY2 g A3stast ske 71
=g JEoltt &, &HIAREAY tetsl o
MEs) AsEa xstdE AR, ASE7e 7
A B T #5384 wsle 149
o] dylo]dAe] FRAS ATAIF olHE
Hj73ell Al CRMelgh= 7ido] 57ttt Slater
and Narver(1995)7} A 2|3t v} o] S5z
e Wt Aletar AlEstE]o] T AlgelA
135 At d&s Wied ged 5
< I3E F dom, olgh oujor &k
212 CRM9 F3s 9 7P 248 &
s

2]
Z 2ozt & 4 9k

N

E E1>
Lo BN g

_4

= wAFA7IA e Sie} B ARkl
XﬂEMOlt A4dg S Qi &, 2B}
sty Yeide nATe] A% A
BA7L o] FoiAo}l slaL ol Hao)dal s vl
o she uAgFo] A u sFsazick
(Rust et al. 2000).

33 %92 WeolNe BEH

Al IAZ 5243 CRMS 57 HAEE &
AoZ = Jidolge 353l AUtk Sinkula
(1994>L ZATGE AR 35 AHH )

8al ARl gt M T T 3T
71”3 o|FAAL YFS AAHITE Huber
(19)= 2A3<Fo QAE ‘o HRYHOS

ZHE A7} YEHE o] ARE 279 1

© ol 2A FfEol 27 HAZF 23S

A= Aol WHAH, olHd Aol A
He A &5 o5 dsf AFEHt =
AR FAe J%Zégiﬂ_ gotslar 9l CRME
HE 01“*71] qu}i Z’ﬂ%

5 B89 FHEL MFE ALE oA
AzElo] FRAZ Rt thak Aoletn &
4 ATHSwift 2001). ©] 1?}5_ oo 1A AN
olzlo] Ygo)xAAle] =S ¥ 3= CRM

8l =Z|zl2d @00 thst o7 SHEEXZX|0|2E HIElez 5



M= Ar'e] FaAe Auldoltt. CRM o]
o] viA" e, dlE Eof AE3vAE A
T AREAEe] Y= digh ARrt FaskAT
a7 AN AR =4S F= CRME o]
w3t Fejo] rARENE JH F8A o] B
Aok

BN

N E R o

.
sha 7= XA o] oflg} 22F W F<
15 AEste 22 o|H, olg|gt gnmjdx X
?ﬂ—?% AT R gle o]l ©
AHolgke Aol Utk West 1994). =,
3] sl FHE FHed SFHLS ol
shed 222 @9jof v WAE
of 5o S thaf ofwidt P9E AL
7FE ARk olg WA A &
7ol el A&EHoZ 2321 PE B3
© H3A|z=Holglar & 4 UtHCyert and
March 1963). CRM®] 7%= #H3}a18](closed
loop)®] 7HellA veht Sle nke o] 1A
Ao 35 9 =2 uAAE 4 CRM
Akl 1 9 3, Aol B4 9 m=wo]
e W Aol A&AQl £ H8E
AAZ 3t} DeTienne and Thompson(1996)
< CRM9 o|&3 E=T2A9 Sgxzo|&d
AL o|Het #3A EAd] 74 =A o=

3w 9ee Ada ok,

£
9

T
oo

T

i&“l-N
S:?

A

=

6 SH=EOIAHEINE s #i3s 20044 102

35 A& HelolAe T4
ol AR 228153 CRMS HAHA (4t
NS BHAA Faheojof = AT +
Ak FEEAL AR Ao A ¢
2 wste] e AFdstar Jdomn, weba s
Me 24 Yo B 7
23tHeg., Bennett
and O'Brien 1994). 2485 22 A7} 8
T2 e JideE A el g
FHAE A3 g2k iRl tigk F-o] of
T2 & o]FolAr ZAEGS 93 AlzE o]
slow 54 JiRle]l A WY wf S| 2
HE Zo] AT CRMeAe] 1A%
54 FAlA A7) fEHos FaEHE HF
7b ofdg} HuR@ReA wt Felo] o]27]
7] BF7h Frofstedof sk HARAS o]
THeg, Meta Group 2000; Ryals and Knox
2001; Swift 2001). CRM Al=gou} Heko]

U T AN ANE FasA o]
99 Ao Gohd & gt 24 AAE

257 Faw Wy H95e) Sk CRMY
Aoz AFdE Swift(2001)= CRM= “317]
5, 2AGA, DAY AL D45
P 52 BHoE st gad ARUA
B2 ANeEA 14 WES olae

E
X
o
od.
>
1
(o
= hos
=51
rBL'
_0|L
N
o
%
2
>~
>
2

CRM(enterprise  CRM)o]gl= £9ojE 27|&=
3K Peppard 2000).



ol 49l CRM

.
| SN
33} 2.2]

=
PN
)
rd
e pad

245 CRMS #5409 B3 128 5

gL FYL £ ES AEYT. oA g
FxA9 248t 821% T3l CRMS| =A%
314 243t 8QlS =232 STk

A AR Alete] glo] =

24 749
Agg0] olod St gly] WEe QB
2780 olFolA] AE Aol

gAslz]ojol dtHeg., Hodgkinson 2000; Kim
1993; Leitch et al. 199; Sinkula 19%4). <,
MRAskEH 2AgGe dExAs TS
T e 27elgta & 4+ dtHHodgkinson
2000). 7RIS S 759 FEXUS
ofARt FoxHo g TS STt
(Argyris and Schon 1978). 1] A= 8t
Fo] olFoAE @ele AT JiNle
gp7Eth= ®ol7] wEol(Senge 1990), & <A
TollMe MdetEs 24 AN s &
£ 8 999 g5s xdse NdeE AN
2

h =
seleh. skl S5

—

2 R U BAS A, AASES
FOR AN AT ARFRY BA} =
SJsfolef gt & AFIAE Al
go} B 29102 WA ol Bl

g

O
ok
oy
Lo
£
o

.l

41 WAskze) &4 29
411 RAA el

Sprde Folz 24RRY YA A

SFCHEEY 1995, Senge 1990). =, S5%329)

Zpo] AgS Fa)stedol 311 (e.g., Hodgkinson
2000; Nonaka 1991; West 1994), webA dhss

ZAo| M= 7|1&Y FoRA FYunt ol
FHZ A AYE AYER FH 9T
e 4= QJtHCahill 1997). RE 237 7AY
o] APHARl HAE fFrshe 7P &&49
e 22 FAYUEA shes 53 A=
JTMHe R HAFE Rolgla & 4 Qo

%
=
o AFAHoz LM 4 3tk CRMO
gk o] IT AlZ=Hlolv oy £4] 53
2ol 54 RS TAHOZ o]FojxH CRM
o] £4 FAoATt FaEE P2 2 H o
Wz]7] wizel] A FE 7uid 4§l
o} AAME Fo2 fesly] Yeie ALY
g9l #EE AR CRM Z2Ia3e A
Moz FePgtogn FAHYE] CRMO]
P FL3E ELo] Hrpe 4

X
L

o
=



412 HARel|gs T 4

o

SJakaAe] ool sn), ole] BYE
e AR Aok el ARh7IUs e
T 5 gl Ags] o8] FEsolol drkHart
1992). mebd ol Mg ol FAAZ
F Tk 719 Y BEE 98 WS F
2 FAP} fek o)F 9% PHomE WA
Fdoh} WEe 5 4 UrkKing 200D, 3,

e w9 FH Z2ads B g8
PEHUY A4 §52 F e 7I¥E Fog
ok 2dE Fdolu 1 S8 T H:
o = TaskARt 4F 3 AT g
o] H=F shs =¥ B Tasit 5,
Ao 9 ASHoR gsrp] A=
Dd G ol Bdshs ANFHLEZTH
A FHstok sl Yehd ddss 4%
& F Sl 71EdEE s =go] 7]
< ofxof FTHEEY 199%; Senge 1990).

NQIEkEe] EAstE7] Asite FEUEl
gt ARA AETF A& OFE o]FojHof &
THe.g., Garvin 1993; Hodgkinson 2000; Senge
et al. 1994). fusid A4FH Az ojugh
Agko] a5 LT = d=rtd g 57
gS A7) 913 7P E9Q1 o] wiiEol
o} oyt A3 HFgas 337171 sl
Ae AR gig dsko]Hempowerment)
o] o]Fojxjo} gtk o] A H 1 YUtHeg,
Bennett and O'Brien 1994, Gardiner and
Whiting 1997; Griego et al. 2000; Senge 1990).

Aol WiEo T S APH ARsBe

8 SI=E0IAHEINE s #i3s 20044 10

Aol 7 FyHo] AP A7
A glofu Axzof oAbAA ] ofsf AF A<

g 5 R FEHtRs AL on|dit)
Sz 248 HEixe AFA AlETt
Az FAHGHE 8 FAZE oldl dis|
MAH oz vigS wAY B4 9] giide] =
A= oF HHBennett and O'Brien 1994).
Cahill(1997)& AsiE 238 Aejwn BAM:
ofol stk A sty Uk Garvin(1993)L A

95 Az BHHE dANE A7 HES
A

o} Argyris(1977) & Z3sk5S “4
T AR Ho)2a 4
A
=

157k 2 A4 A3e] B 5

s, ole
A5 YugtiRoth 2001). =, AEZF Al:=
X Aoe 1 A7 SS9 & et
o] 7|gloly wge] HFS g 83 v
olglar Qla)Elofol K Garvin 1993, Maidique
and Zirger 1985). S52A& AAHHQl AW E
AeFstar BIARARl ES HiAshE Ao
2% AyE 4 UtHGarvin 1993). 217}
HIBARRIZbE Al 2 A4E9 3ol A%
o] Agof| &3 JRE A|Fsh=A] ofFo
o3 ARHT}. weba ALHAR] A= i
gt S&2ES 7123 olsfisked E5ol He
A E oulatn, HIAPLZR] A3 F& 27
7F USA R o9 A 28g it UkeAE
& g gle AES orisith

CRM Aol thgh vlad Aj23- A2
o]7] W&ol thFie] CRM #HH AF-EL& A



i
Mo

sl meb CRMO] ot
o2 o /Y F4
t AvAse] nr} e
2] oxAHe] o3 Sl

A
- N 2
9‘15
kl

M o
::OL_"
X

[
>

oy ol
@ & D
2>

E‘ -
=
ki

o o

bt
J

N
S
P
S
>
-
2
£ O;
2
=
)
=
e
i
>

b1l o >
¥
A 1 =) N

)

¢

fo m
-
X0,
b1
Ju
_0|L
2
o
o
£
P
o
lo
=

[0
r

Aol et AAZF Adasolof Fitt. o]
AAZE AAE w g Az Aol o
T4o] 7FseiAaL ool weh CRM ¥

49 % ol £8P 2
T

E g
=2

e e

e N

o Ix

o

o Tl

T4
r
o,
il
if
td
il
4
o;?‘;,ﬂ
ol
o
x

off U

e -z o
ol afl

e oor

e U] Zedl we ele Agol

IAFE 2H A Qe A 4B

EN

e A7 Y] wiEel(FHE 1993) 45
2] G35 Hsixe A HaEgxlol
e 7RAAAG BEES AA
S FEHOF Fstoiokith(H<l
3L 4l oM E HuAE Pl F=
ZAAFRL Apexe] AMEA S F8
Rz REsE JArE%
Z7}8tHSenge 1990). efvkalda A
Ahoae] AgoMe YT g 845
gyjofol 3l7] wlEol el wig P33k
o] ogf WA, 319 FEelMe olgh
Hol FlHoz Fd3tA olFold 5 3l7]
Folh o] Ag HuAPKY e A=
ofojtjole] sjuty} AHE Esle 3 &Y
Ao M9 bt AgEe] HAH A
A AR QRS 7L o]Fold F UEE
dl= ZoJthHart 1992, Eisenhardt 1989). u}
2hA SFEA XY HuBPKL 7HEnHA
iR Ths 294 Suds 250
of gt} 244 Fuie 23 THYER 3
T 48 FYsle e WS JlEAR
The 222 SIGales fxab, 229 #3)
S AR 1 A disl oS

SR Gie] g A Fre] BEs v

rl

R

s

X
R
gjz
ot —
S

rr

ox

Lo rlo

4

o

N
o br
QL
oL

ox,
o

H0 o\ d

rl

g

B

=2 fE3HMeen and Keough 1992, Senge
1990; Slater and Narver 19%). &, 244 €
Oy A2 2 FAdo] didol IF3HA

ArE FzH FES 248=d ATHNonaka



33 2001; DeTienne and Thompson 1996;

Fletcher and Wright 1995; Ryals and Knox

2001). &M CRM= ZHF7o=z A

T olE A & i A HuAgAols

370] ohd Azt

CRME %—Eﬂﬂd AAFAQL A oﬂAH s
]

FREE Aol oflgt 54 71%S A&SA]
= 2ol X Y 57} 11547] w & AEst
4 ItKSimpson 2002). CRM A48 93

Hu7AGRe AZFAQ Aho] 3 olf=

ottt CRME

o
F2 N R 2

Q)= EAl7}b o7 wlEoltkeg., Hughes
1994). TE3F CRM2] AZ29l 2302 9=
A7 ZEA2e] st} F g (Newell 2000;
Peppers et al. 1999), o]#|3t Wslo= %= 9]
A3lo] W=7 mlHola o2 AT F Y=
43t 2Ax HAuAgoeltt &3 vt
o 719 &M= CEO.°4 ﬁu}o} o= =

Ho

& 2 7] wholtk@HEE|o| B o) 2w
983 2000, o|F FE3] AsE Hn7
G707 CRMe] AR71502 719 34
A8l ol 7ofF 5 YTkt A
el PAIS AN Bt ok

o

SHEOBEIANE e #35 20044 10

1993). &, 25L& /Ndskgel <Js) 54
A21e] Fol oy, Mk Bl g59
A Ao] RE %Oﬂ of &
o] Aol 282 uf o] Fo|ITKCahill 1997;
Senge et al. 1994). webx 7iQ18se &473)
o} tEo] sz JA4S f3 E s
olfre MAEFe] AHER] HEU x]2]o]

BN

2 ALY Ny QoA MEER Pa F
4 g AIZESZ o9 12191 RE T4
AEo] FHE & JI=E T A7} dg A

°|th.

421 AxAlel e 243}

gl ofe 247 tE He An o
Auol gid ANe 24 AA7 TR

Aol Atheg., Gardiner and Whiting 1997;
Griego et al. 2000; Iles 1994, Leitch et al
199%; Slater and Narver 199%). FH.o] A
Sl ArRe A AAY BHAA
o A= A, 4, B 59 A S AHA
I 7E7F S99t Glazer 1991). &3k zqioﬂ

W FAHelIE A 422 Fa 27

o] Zo=

TALL Auztel A=E F58 7 e,
olelgh HAA A3 A o] o]Folz
THWest 1994).

AR} 2| 2e] Filko] AEFO=E o]Fo|7)7]

s A FHH P A o



Aol BIHstA o]Fojxok K Bennett and
O’'Brien 19%4; Gupta and Govindarajan 1991).

IS AAE £ B89 258 Ad

TZEA Aol Qlofof gt FAzke] e
Jre 528 Adfsts 7P a3 g9low
A1 A =31 QltHHodgkinson 2000). ©1& &3}
7] 95 $3AQ YgrAEoe] AZHo g o]F
oA Mzl tiFF JEEE *E%‘?:_‘ T de &

o] %

L CEEE N MEGT R &
s =98 + (Mlles and Snow
1992; Slater and Narver 199%). 71491 %%
o FHE e ol B9 Hgow 7
48 A8} 54 98E dAHoz Sus)
MEds 72 So| AgHT ol 7
253 wE7)

arver 199). :LE%I/}

£ A&=317]% dHKBennett and O'Brien 1994).

CRM9| 8 AolM= AmuAelde Faj
= T2 FA7EY A 7)Qlsith. CRMoA
o] FA7te] AHe CRM BF 49 MIS
Al AtolellA 7 HdghAl B dtHeg,
DeTienne and Thompson 199; Fletcher and

CRM &35

Wright 1995; Ryals and Knox 2001). ©]¢] €
AoEe F FA FAEAEY 7ol Aolsta
npA Rkl ek AlZto] tEte AE AF
A 9HDeTienne and Thompson 1996)

A aAdolE o] 29 QuUAS Eet

5 ozt & 4 Stk &, At olEH|
o|2~7F A oA A2 Fo dHe=z <l
AEEA MIS F4 ol x= CRMo 2433}
7F 549 3] AR olojd Aolge $HE
7Hd = Q7] wiiEoltHHughes 1994). Fletcher
et al(19N)L olHd 25 siaA7)7] g

WOloR T RS FAl0

|
CRM #d djqto] +
ofel FaL efitolt Hal=
2 B oielA R Aol

o 2

A9 vt AEE BRAE CRME @
3o A3 Hsle Y-S FHIA He Ao

dutA o]t Hughes 1994). &241%, HIE214
AR o)A X312 Ea] RA7re] A
& SN Rad BRe FHE ool

°i°”1 uebA 983 CRMO 382 =7}
o e

422 A7)0 B4



2 AFE WES S flom(Garvin 1993),
uebx] of®A 2Z7|Yo] fAE F UEF
& 7t SExAolEddA wg- Fadk 9
2 E 2FAEKSinkula 19M4). =, Algo] IHA
o] ARs 7IYskRe]l 2Ax HAY B3I
7198 4= glofof st} a¥d] 17k 719
SHAZY EWeta mgk ALY olgw A
Al E 7] Wil 2279 BA43E 9
FMe ofuldt FEZE V50| dAA Lk S}
(Slater and Narver 19%). wehd 224K

o] AIZHH, A Folg A a1 Fr

TS ) ARVeS A5 &8sty
o] ATHBennett and O'Brien 1994).
gurd oz wiAYY FHESE FA7|YL

2

2 A%, 37 Bope) 24v)elae ge) 27
o ofe] FEo] AR BArHo] 9l7] W] A
2877 o) P, FEot 2n PAs
B 24d5% oldd @e g s
(Sinkula 1994). CRMol|A¢] F83t 22714
aAYolEol2E ] i Sy

il I
& Hoh A2
o s B o) 1
< A Aslire wAYRE A Ax
of ARt wMshe 7k B a4t
H7] wielth. o3 o= CRMS A4S
FsiM= BHIIEe] A5 FEHA o <
k. =3 Jrvjes A CRME 7hs
7l dFE axle] #Hrk F CRMO| A3S 9
sire wARe] FR7F HAREQL Aol A

o|FojAo}l 1, ARVEL IAHRY FH

12 SH20IHEXNE e 35 20044 10

g 7FeA FoEA o8 #d FMES FY

T+ 98S FIYdHeg, Ryals and

Knox 2001). CRM¢] 433 Fa4< 9J3iA

uAgo|Euo]~5 T3 BE A 744

| Ao th3t g AR} xAd A7+
(o3

Aok glo] skl skl &8 &

>,

%0, of mn rr

<.

S
J _I_‘ZZ
ol

oleulo| 2~ V|AAH Aoz AT
< 8o gk & 4 3IekDeTienne and

Thompson 1996).

V. $2uere] CRM AR
ool HEa)

51 AEZALe E43 7jQ

B Ao AAE 2ZE3} #d CRM &
38} aQlEd dia $-Evet CRM AFAE
oz she AERAE AAIBIH o] AE
A F 7 58S 7 o A WA
EAL2 B AFiA AAlE 2AESE B A
o] CRM 43} 82150] fgyet 71gelA
© o= Ar9 FEAdA HdIdHu JdertE
gotel= Ao, ol 93 CRM AFA=0
A 7 QQUHE AAfoA ] e FES 3t
=R sty =g 7
tiwkE AeEA] Faal
& olo tigh YAS
o224 CRM &4
Aol At 22F8} HH FAH o]
e SR oz ZARIYY. T WA 22

T'E_L Z

o feuet ARAES ofn

ro
BX
Ny



o] CRM A2 s Fosirta ddsh=
AE T3k Aol o1& d8ll C *E—?—
EollAl CRMo| Apilo] A&® 7] A
o2 AFwe] =AY RS HrletA sl

0% FEUSE Su PN J1ET 4 AR

¢

N

L:_V__
o

g

P

5 B B985 2059 WY $70 U I
e BYusE S 242 *agow\:}
o] 4%

45 150 2RE, 147] 7]
AL 299 ARAZIE AT+l

2% 3 7190) A4E 4799) ATAZRE
A2 FHSETE Y Seuellnel CRM
E9o) F2 2§ 2 45 $ES 3oL o
FolA 7] whEd] o] T A Hole] ATAE
o 24} thgAe] thE-S AAHAE 0|5
afAE £, REAL 5 3§ PRl 3L9%
(15), Wk, o7AlY 5 5 H#o] H53%
(26%), B4, A4, A=Y 5 1 €9 Do)

123%(69)5 A3t e, 3370 7|9E=E B2
W FgREo] 333%(117), FrEREo] 485%
(1670%), 1 €9 FFo] 182% (E/)E A
stAth AFAEY] AFAE 7]k 1-240]
34.0%(16%), 3-510] 44.7%((21%), 613 o4
o] 21.3%(10%)& A5} Th.

52 2223} B CRM 243} 2219
248 97 A%

JolN 7ed AREALY HHS 48]
A CRM

e $4 2HEs} B

4

521 =9 ek 2 Az}

ZZE8ket $¥g CRM 2743} alsel
%7) W & <
= s

gl_g
N
Y
1o
iy
b
rr
e
=
o,
=
52
N

Shrol Ggstel BE 37 QQA(HARY Fo,
Aol S 53 AP Axe] &43 HuA
Rl 2=AH el s 4z 57, 5,
A709) F=S et on Ao A5}
o} #EE 27 2A(AFYA ] dol 438} 2

57H 2 47)9]

2ol A3l B T Ao GAZ AH o
FojR A WA dANNE Suet 71
A 33 oA A&Foz CRMS ©dstn
£ AR 39S gor hluge Fa A

22AW) S5 @ F, 240 B34 0 gEE

=

o

g

of B4 ojs) As) FAN FEE shey
$3] oA Ut BEG 98, E
A%g Ads WYL JA BE IE 5
AReNE A oA 1 A F2o 4
Authe RSt EEEE golo] WA 5

o
Fd
i
il
il
o
ro
2
o
_QI_
2
+
o
i
Fa
B
)
o
[=ny
om
0
]
@



k)
m
rlo

oJHAESo] AXNEHNLH, o] ¥t
S 4F 7S 7 HA dAAE
AFAZEE FHE A5 gk 54
54l %EE*O— Alele Ags st
ocg& Al 47 344
FATh A 2 Aol A A
Z+ol] thall Cronbach’'s nZ 74]’\1
TJrQ] FBATTE dAE] B

= AAstAL stk 2y 3174
sl gHE2 WA R] edgtom

£9] Cronbach’s a7} 0.84 o|Ae] =& 4

oot

S

O rr 1x of
tlo {0,

{1

[¢]

=,
S
1%
GE
n:E

N
-
Fo
ro
=~ o

AL
1
tjo
o

1-‘ ok'o

0

CON G

ot
2
__>|“_'4,

Ol
0=
N

fo & XL
oi:m&

o ro,

il

M

24 A9 F 54 2900 UF 2AZ17}
A F39AG T 54 299 o

e adE)el u
QNGB A AAS
2 gnae Ars
29159 BB o
frol BAF) s

A8 958

o
By
s\
=2
R
i)
H

48 a0l P PBow
259 Yge <>

49 e g%
9 Q94 93 Ak =8

H 57 221 =Z Cronbach’'s o 7#]40}
I Ay 2% 080014°F Nunnally(1978) 7}

e sol 9= 29 444
V1 0910
AR o]
V2 0.924
lﬂfj Aaolore B AH Awe] B} Xj 82:
Vb 0918
An799) 254 24
V6 0.875
V7 0.775
TR -
e AfruAlel e 238} 22)7)9e) B V8 0.803
235}
V9 0.832

14 SHE20IHEXNE e 35 20044 10



<E 52> &5 Q01E9| AlE|x
Hx HE
T 29 a5 | 5T i
A e 5 2 0.8712
RS e —— -
F43) Aol YS T3 AP Az &3} 5 2 0.8024
A17ge) 247 v 4 2 08119
ARTG AFYA oA &3} 5
e 3 0.8141
L EE 4
<E 53> 2015 29| FH 2, SEUM, dEi
A B C D
1.0
A AAALA =H
P 1.219(0.565)
) 0.262 1.0
B. /\]fid]‘] Az e %L/H‘
495 Al 2% 0.267(0.148) 0.851(0.313)x
0.152 0.224 1.0
C. 7‘<—r7ﬂo:1;1<_]o Z A A =
HAnBYe) 2494 2 0.096(0.098) 0.119(0.109) 0.328(0.234)
) 0211 0.441 0318 1.0
D. AR X138
Ref 2 0.139(0.102) 0.243(0.109)* 0.109(0.096) 0.356(0.175)%

* p<0.05, **+ p<0.01

A HE71F0700E BF Ad3star
4709 291 BT FEe 2FAS gHsta 3l
© A0 E YEPITH<EE 5-2> FX).

Bl #HE5S 48 Amos 508 ©]&3}]
EE SRIES tfoZ se 914 Q1w
I F HY 8JES o e E914]
25848 AN AR 291E 7He) F
49 B TR AEAS P8 <3 53>
3 2 WA ZE 2908 g e 39l
A QRN Ay nd T Ag 7k
W=213(df=21, p=0443), GFI=0912& W=

28 Foldley AGIF=0811, RMR=0.076

o% YEzeE FEAE WA Badc 1

CRM A2 9l3t ZA|2R 29

b Qadfe] e 1012 dASo] AAS

201}, 3018}, 5015k 52 7]

Z2 wEAzon

(Arbuckle and Wothke 1999), Bollen(1989)
o] AAE RG] Aok F WE AFAG

= 2)/(C-df) (b 7EEE me

Ard)o] = 0998z yehdth F3 =4
FES) mEshE Al tgke] p<00l el
Acw et olgdt Ane

A frola

2 o

r

LERe SUAAS= S

=

o

of el ek
Q7NN 4} 89S
9] BRAST AREA FAHE
A 217e] FBAGT} 1002 A

T =
= T

1
#4550 PFEHIYL o= 3=

A 7ol +
o]
o

)3



1=

Nt
)

el

|2)

JEITAL & % ok meA of

KX
=

)

Hlmgrozs T 29 gl

KR
=

He 24

Pa A o 3370 7190l A

1 5 2

Ik 25 6709) Aol s

S

ZA}

j—

Wgke) Apol7h AfET} 19

171 w7147 719 2+ 719

T
T

!

o<

A=

o
B

o<

H

1o

o

oj

Tt o2yt Hge AA At 74 .
P 7k Hae <

s

p
xr
i)

5-5>¢} 2t

hYA
ar

s A Fel aQ1el BTk MY

w(2.37) ‘A

~,
0%

K

s
71949l CRM 243} 8

(2

100

N

2]

O |99 |n
T B2 |8 |8|5|<
== — —
NN | M|
o | B|I|IR | B| S|
) — —
B
or
=
Bl w|w
N, | N | DD = H M| D
W= S| S| S| =S|
B
or
"
TG~ |~ =] =] =
w
<A | Ko
) L
0
WE ,;lm,l\mﬂo_uﬂo
= | o | R Fo |
R e R e R
< 0
].._AﬂuloWZ;Zio
o R\ Ho | A A |
o gzl |l |®
N RV VA
AIATA BB
AR N
VIV o
TIT|NT | UMD
e T e e R
KRR R | R | R
<% |x |||
TR RS RN
%._123456

<RI B

jut 7 S|lo|loc|o

BEIs35E

B 7 | N | | od | o
Y
J:NO
B

o7 o

o B |

I I

3 T

| |B .
| X
SizlE
ol | N | o
|| ™
AFqEdks
OOMV_.OOW
X, ||
< || H |
|| W | "
o =)
e

z T |9

in 4 |oF
Tor Ho
Y )
= |r

= 104

S

HOAEXNE me &3

S
ef

16



CRME 53

L
R

itk o]

™

Qo) 1

3 ZAozRE9

5

ol

RM

C

2ol A CRMe] 7Pg &dstA o] FofA|aL 9l

=K

afa!
J)J

2:;1_

ot 1 sl CRMo)

g oo)3

o
=1

o)
AN

al

Ao

O
=

Ho} ok

al

K
™

4>0f A|A|

hyA
ar

==
T <

)

2
]

] g h

[e]
L

Iy 47 891 7

AEe] B 7Y

M=o 24

27} Ahel %2so]

YA

bt ol

Aol 7Hg WdstAl AHEH A

olrl=
e T

ol;q

i

3 ooz AFHA

&

X

o] 7}

BER

o] FrHH o] F 7|

o] 9A|7} sastar o

o|J

A Az o

&
=
o] FoiHi A &7 WE

Al
=

o

;01_

4

T

oA}

= 47140 BAlgh=

S

7} 2d# = oo}

o

o

el
w

w%

= FHu

oh d2Hoz gyt 71helA

L
Zb=

MR oA AFRZo] Kk

=3
o

ol
Hel

o] A==,

=35

7] o9

Al HA 89

o

Ll
Nd
BE

0

¢+

ol
R
K

Q) ARG 2494 oy

o)

o] Al 7))

o=
=

7% g

3 dcleg

o] 7]ty

R B

3

-
p

o

F7 wZoll CRMel tisf A

2
S|

A

= ‘
s

. WA CRMel| o

o7} 71hRkE o] FoiA|aL

0]
2R

2=
T

3}
=

ED
1
=

9]
=

Al A= 3

S

&

—_

} B

XO

olgtke Hol 7}

2=

1

£717h ojdv= A

2 17

Higte

=2
=

AL
SX50|2



2917 3 AAF t7k ol
A Zhof 0.305 2.383 0.022
Agtold= T3 APF A= 243t 0315 2.372 0.023
HuAgAe 244 94 0.087 0678 0502
BRIF St 0.233 1.714 0.094

9 grE BoR AR ASHoR F715
e RETE AL et 1 welE A
29718} CRM :

#7h W zﬂf&aom, £3) AR
1 ghe BA7E mAme) HelA MAshe
4ug g FAe) A950 FHd A o
Evhe Aol Mkl ARk =g Hlole
Wlo] 2o thEF Sl Are| Aol Sw
o] PiFske Hol kg Mus ARc
=, CRM IT Al&gloluyt AH | ol theh &
= A9t o] Hile HZAH _4/\5} =3
AE AR =3k uld] thdk TRk ‘L}
HO) gu FEAR AA T FR A

Sl B2 2AVF dE= AHska El‘:‘r.

—_

X

ri o?ri

532 B8 29159 JA JPE o
ARAEY Y

SEuete] CRM AFAELS £ AFedlA Al
AlE oy ZA4st 8159 A FF¢FEs
ogA QA8 J=AE Hrlslr] fls) A
7 Aol CRM A&
e 2EHSEE sy 29 57 299 @

18 SH=20IAHEXNE e 35 20044 10

AHFE SHHETFE sk ALY dA

13}

Atk 24 A 1749 R 04372 Vet

ou, 449 IAAT F HCEA Fo
/\7_0“/\1

297 Azo dAZH7F 5% 21EF
ARoz folsla 3 7] QA

R e

HJE', OHTI XE,

Hehe 10% Aeleln Aoz feold
AOE ERITH<E 56> F2). olejs A%
£ CRM ARAEE 27 7450 A2
o2 CRM el Yk 99 Al 1

A3 g3 olefdt AEe] A3k A 2o 4
A 262 4 98 W CRMo] A A
of gtk WAsHe APl P 2S 9
Vgt AnA9As 244 o o5
A EhA gk o8 HAmAgRe] 24
4 gue) Wt Wk aAe 89 she
M e A% 249 gk

yHo o

B oy Sehjeelae] CRMe) 2A<

_CH

A o)A IT Al&Ho} AR g8



oleke S PolHM mHEsle] s}
Ao 2 9 o] mAsolof gtk

LR DEERIES CF L AERCE e
wobe] SzAolEg WEoE CRMO

oJ&d He Amsigth B ATe F

1990l SAGEH oMY YL A

[ )

¢

l

= %%

ne i % N
Nos N

o
o
N

o

o

DO

it

-h

¥0

FlI‘

o
™, a
rr
o
rr
o)
l:?r‘
(T

JE%EB
.| o
gt
o?imﬂ:oﬁ:
b oox o
ofl fo i
Jo N
L oW £
m,lﬂf
o O TF
'OJ.u
B
o
-

©.

2

(o]

9

o

o

XN

_0|£
2
T

%LOHAH gyt CRM AFAE o1
= HEZAFE CRM 243 918 8
A& %Lfﬁ_’% o o] syt 71HE0] o
3 FARS 7T JEAE BT 9

4 Evete] dixAl CRM 49 7]
M= zZE3 #E CRM 43} 29
aohr] sl AdEa A Kk
Ao Yehgtt o]yt Aol Yehal
M T8d 99 F9 sz @r)Fl
S FAEE 7IdEsE 016104 CRM|
A oz} o] R R]2] B
HA1AAXE CRMo| o3l Zlé—@% 7
71&0lA] ¥ Stk Aol AFEA ik
CRMoJglar 3hd AHA7Ex| 2] 7o) AJAL
She mRe} o] A7IA THAAAMY £
Ak Swo] ZAZE AR CRMO] o)/d20]
opd ?ﬂ*‘ii EA317] fElMe A7 &
olre] g ot Aade] el 7]es)
ojok ge B2 wr]FQl B $2Ae]
U A A= A5 oA 4= 9lo]

o]

4
ek B71E9 BN Aol £

ol r&
Fr

_% o) [o
HJ

f
pout
(5

o

0> Mg 2 2 ;& X0, mlrl il
to rhu el X rr S

O

[
haand

CRM &35 ¢

Axstr] flei= FoEG ddel 3k CRM
o 7195=5 SAAAE 3 o= CRM #A
oF APt A Ak FEE vehd
ok &, CRM #AT dgellxd @713 viE

THY A XS Hs 39
FEo WHs defslal CRMe ¥4 OM
g Hop AAHoaL HepH o s 5

A= o]/\]-

& JeF Adshs Wk RAgjcio}
. o] CRM©] CRM FAo)A 27|47
FHEE F7) ofzh CRMe) @41
Y= FAe 94
CRM #A= ol A4

Zk2] ¢fow CRMe]

$As) e
s

2ol %

§4>

2 o Qivke As vt FRere]
Aol AGFA= P‘H Hojo) N BE3 A
RE CRM 3 12 HRF B BHE]

g 7AYshs ¥l °lr+~ o] WAEITh
fﬂ?i Fx97} ﬂﬂﬁﬁoﬂﬂ THE ARE Y
o JhE B9 Arko g IHEEE HEok:
FA7F AR CRMO] #olA= CRM §-4
7 aAH/A ARE %6}04 o] wES
ST AR S

ge 9o A4 Amel tgh =349
FFo] T Alog AAET gtk o= &
Hog CRM AFAe v diF I7IskA
wools ARAse] uAYHE 24 T, Y
ARE WgoR CRM dFe FHshke 59,
A A3l 7171 9 sl AxuA ol

[OI
kA
k]
=
|'l'LI
I_

2
:‘_‘.:
s
-
o
i)
Ft
A
o
rh
o
s
o
0
Hu
©



EAQ 57} ol vlud 2§ gF-oln
Egt uAol} AA g wsle] wt v
W78l BhEstedol sk diee HollA &
o ©ed] DR EA ARl oyt |
FHY dAAE T g AFFHeE ST
I A F3 o5 Bl g A Al
£ AP F e Y& zFofof gt 1A
tlolefHo] 2] FHAME IT FAE T8 1L
NPRE TS F e &2 2FUAN o] &
Zol| G9AA Qv aNFR] FHAlSHupdate),
A H3Z(enhancement), =EAX  E3Hpurge

and merge) 5 TEAFA 2 Fo|
<

& ol ARHU NG ¥
£A% 5o a8 4 e Aol ohjg 37
AR PG RE AnE Auses

7gAe] FAH welo] HwHD 1 4

o4 5

I PE Aol @ 4 slck aAR
SerxAe wEoR St CRMO $4shs
AT Fused gdold 2352 9%
s @ 2

20 SHE20AHENE e 33 20044 10

2 dpe ldozE gl pe ¥ES
G oot WA B ATE Sgxn A

A7E Spzddl g@ 45H9 ojge BE
O e AL otk o5 7tsle] P&
o] AFME S o|RA oA n
e AZAQ FAS0] UF 27149 A7)
Hasi o2 nlEo g = /HIHZE Feo
ATE Pad Ao yerErh wE CRM A
FAS tdez e AERA goME #
FE 52 HHFE WS ARSI Wi
o ¥4 237t Eluet CRMo| B3zl
AL widala gt ®Bole JETE I ¥
Byl Aths AR B A7 dHes A
H3 % Yk ol 2 BA ke ARG
o g sl= AAto]r] W] g7 o] uj
S JEUE HE ekEltEls 2 AT

ok b 2p5e] AgtellM= feuEte] CRM
Aol tigk B} AA Aol A A
7 Bad Zog AgHTh o3t dAHAE
Bsla B A= CRMY] 243te] thsh A
o2 o83 HIE Al=sigivket 2 9y
£ 32 olon, B3 dRAEs ew
e AEZA A3: CRMO 4L 93 &
R

AAMES AlFstal Qokal AaEh
2 A5 2004. 5. 28>
<AA FAY: 2004. 8. 16>



ﬂ?‘i

SIELL]

THE(1993), FF71GEFAL, HAEHAL
749, HE700R), “HIFIAL BEE @ A
4% CRM A&8%00 w3 457 A7,

23 FEP%E 13(1), 121-153.
HUEE0](2002), CRM A% £ 120099, 10

410<.
HEEA A W Z(2002), “Ad8-219] eBusiness
£ 913 CRMY % Adngsid” k=7

PRI 2002 FAFEHI =EA,
760-769.

BH(1999), “dlelefwlo] 2 wiAR S| e 4
ol TS vIAe 2]l Tl g A
g SHES T4 vHARAT, 1402),
45-68,

LR (19%), “SFEAT AlLE Al o] &
2 Wi, KPS, 16(2), 109-131.

ARAM(199%6), “FEHLGS] Pt TR,
573958 96d FAGEATLES,
345-366.

Hol$-(2003), “x=F4 CRM, @Alet vl 4

B8] A 211(10), 74-78,

A, W5(2001), “CRMT=0] 9GS 1)
A 98 8% 4 AxAu 2R3 QT
3 FA FeLEdy =F3F, 113-126.

Skt o] e o] AR 31(2000), §=r¢] DBM
/CRMS] AR |22t 12€21Y A
292 X9 HdEE.

SH5H(2001), 27 CRM a1 739xel A
221 A o] Qlefof JF sttt in LA EA
#2 CRM, $-§&3AL

Arbuckle, James L. and Wemer Wothke

CRM &35

(199), Amos 4.0 User’s Guide, SmallWaters
Corporation.

Argyris, Chris(1977), “Double Loop Learning
in Organizations,” Harvard Business Review,
September—October, 115-125.

Argyris, Chris and Donald A. Schon(1978),
Organizational learning: A Theory of Action
Perspective, MA: Addison-Wesley.

Bennett, Joan Kremer and Michael ]J. O'Brien
(1994), “The Building Blocks of the Learning
Organization,” Training, 31(6), 41(s).

Bollen, Kenneth A.(1989), Structural Equations
with Latent Variables, John Wiley &
Sons Inc.

Cahill, Dennis J.(1997), “The “Real World” as
Classroom: The Learning Organization and
Innovation,” The Learning Organization,
4(3), 106-108.

Cyert, Richard M. and James G. March(1963),
A Behavioral Theory of the Firm, En-
glewood Cliffs, NJ: Prentice-Hall, Inc.

Day, George S.(19%4),
About Markets,” California Management
Review, 36(Summer), 9-31.

DeTienne, Kristen Bell and Jeffery A.
Thompson(1996), “Database Marketing and
Organizational Learning Theory toward a
Research Agenda,” Journal of Consumer
Marketing, 13(5), 12-34.

Fisenhardt, Kathleen M.(1939), “Making Fast
Strategic Decisions in High—Velocity En-
vironments,” Academy o Management
Journal, 32(september), 543-576.

“Continuous Learning

Sl5t ZARR 2010 et 917 SSTEI2S Higoz 21



Fletcher, Keith, Colin Wheeler, and Julia
Wright(1994), “Strategic Implementation
of Database Marketing: Problems and
Pitfalls,” Long Range Planning, 27(1),
133-141.

Fletcher, Keith and George Wright(199%5),
“Organizational, Strategic and Technical
Barriers to Successful Implementation of
Database Marketing,” International Journal
o Information Management, 15(2), 115-
126.

Fletcher, Keith, George Wright, and Caroline
Desai(1996), “The Role of Organizational
Factors in the Adoption and Sophistication
of Database Marketing in the UK
Financial Services Industry,” Journal of
Direct Marketing, 10(1), 10-21.

Gardiner, Penny and Peter Whiting(1997),
“Success Factors in Learning Organiza—
tions: an Empirical Study,” Industrial and
Commercial Training, 29(2), 41-48.

Garvin, David A.(1993), “Building a Learning
Organization,” Harvard Business Review,
July-August, 78-91.

azer, Rashi(1991), “Marketing in an Information—
Intensive Environment: Strategic Implica-
tions of Knowledge as an Asset,” Journal
o Marketing, 55(October), 1-19.

Griego, Orlando V., Gary D. Geroy, and Phillip
C. Wright(2000), “Predictors of Learning
Organizations: a Human Resource De-
velopment Practitioner’s Perspective,” The
Learning Organization, 7(1), 5-12.

22 SHE0IHEXNE e 33 20044 10

Gupta, Anil K. and Vijay Govindarajan(1991),
“Knowledge Flows and the Structure of
Control Within Multinational Corporations,”
Academy of Management Review, 16(4),
768-792.

Hart, Stuart L.(1992), “An Integrative Frame-
work for Strategy-making Processes,”
Academy o Management Review, 17
(April), 327-351.

Hodgkinson, Myra(2000), “Managerial Percep-
tions of Barriers to Becoming a “Learning
Organization,” The Learning Organization,
7(3), 156-166.

Honey, Peter(1991), “The Learning Organization
Simplified,” Training and Development,
July, 30-33.

Huber, George P.(1991),
Learning: The Contributing Processes and

“Organizational

the Literatures,” Organization Science,
2(February), 88-115.

Hughes, Arthur M.(194), Chapter 16: Database
Marketing and the Internal Struggle for
Power, in Strategic Database Marketing,
IRWIN.

Iles, Paul(1994), “Developing Learning Envi-
ronments: Challenges for Theory, Research
and Practice,” Journal of European In-
dustrial Training, 18(3), 3-9.

Kim, Daniel H.(1993), “The Link between
Individual and Organizational Learning,”
Sloan  Management Review, Autumn,
37-50.

King, William R.(2001), “Strategies for Creating



a Learning Organization,” Information
Systems Management, 18(1), 12-20.
Korea Herald(2002), “Korean CRM Market
Growing, but Stifled by Low Under-

standing of True CRM,” April 4.

Leitch, Claire, Richard Harrison, John Burgoyne,
and Chris Blantern(1996), “Learning Orga-
nizations: the Measurement of Company
Performance,” Journal of European In-
dustrial Training, 20(1), 31-44.

Meen, David E. and Mark Keough(1992),
“Creating the Learning Organization,” The
McKinsey Quarterly,(1), 58-86.

Meister, Jeanne C.(2000), “The CEO-Driven
Learning Culture,” Training & Develop-
ment, June, 52-58.

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

Mighore, Matt(2001), “A Philosophical Look at
Customer Relationship Management,” En-
terprise Systems, January, 52-6D.

Miles, Raymond E. and Charles C. Snow
(1992), “Causes of Failure in Network
Organizations,” California Management Re—
view, 34(Summer), 53-72.

Maidique, Modesto A. and Billie Jo Zirger
(1985), “The
Cycle,” Research Policy, 14(6), 299-309.

Newell, Frederick(2000), Chapter 3: 74%g%1<]
AFRE vzoig), in Loyalty.com(HEA,
CRM.com, 21A|715-2).

Nonaka, Ikujiro(1989), “Creating Organizational
Order out of Chaos: Self Renewal Firms,”

New Product Learning

California  Management Review, 30(3),
57-73.

Nonaka, Tkujiro(1991), “The Knowledge Creating
Company,” Harvard Business Review,
November—-December, 96-104.

Nunnally, Jum(1978), Psychometric Theory,
New York: McGraw-Hill.

Peppard,  Joe(2000),
Management(CRM) in Financial Services,”
European Management Journal, 18(3),
312-327.

Peppers, Don, Martha Rogers, and Bob Dorf
(1999), Chapter 9: The One-to-One Orga-
nization and Culture, in The One To One
Fieldbook(*1 94, Z1GAD.

Roth, Gene(2001),
Systems and the Learning Organization,”
Ao T AA, 1102), 728,

Rust, Roland T. Valarie A. Zeithaml, and
Katherine N. Lemon(2000), Driving Cus-
tomer Equity, Free Press.

Ryals, Lynette and Simon Knox(2001), “Cross—
Functional Issues in the Implementation of
Relationship Marketing Through Customer
Relationship
Management Journal, 19(5), 534-542.

Senge, Peter M.(1990), The Fifth Discipline:
The Art and Practice of the Learning
Organization, Century Business, New York,
NY.

Senge. Peter M., Charlotte R. Roberts, Rick B.
Ross, Bryan J. Smith, and Art Kleiner
(19M), The Fifth Discipline Fieldbook:

“Customer Relationship

“Information Technology

Management,”  European

CRM A2 9l5t IRl 20l0| et 917 SSXX0I2S Higloz 23



Strategies and Tools for Building a
Learning Organization, Doubleday, New
York, NY.

Simpson, Liz(2002), “The Real Reason Why
CRM Initiatives Fail,” Training, May,
50-56.

Sinkula, James M.(1994), “Market Information
Processing and Organizational Learning,”
Journal of Marketing, 58(January), 35-4b.

24 SI20IHENE e 33 20044 10

Slater, Stanley F. and John C. Narver(1995),
“Market Orientation and the Learning
Organization,” Journal of Marketing, 59
(July), 63-74.

Swift, Ronald S.(2001), Accelerating Customer
Relationships, Prentice-Hall.

West, Penny(1994), “The Concept of the
Learning Organization,” Journal of European
Industrial Training, 18(1), 15-21.



L NS 45 B 29 L 4RERe) 245 B £
NN VT, o= ¥Ae] HglolE mAPnS} L
VL @& H95o] CRMz BEgE 5 CRM ¥ 3o wad A48 A

A3 golga ol aaje] AT 5 A
V2. AR o Felshs 4] B o V8. wAole|olssl BAF IT A)2H
o] CRMS] B24o] tfa) Yol 4 o] Wl 2 ol itk
ke Aol 27 AaskA g, Vo, 27 BeE gRSo] @ Fhd
S)0] 9101 olol] et EAo] Lol

Jn &

(

B. Ago|¢s B3 APA Awe 243} 37 o)FoA L giek.
V3. CRM Az Rlell vk Jaagde B3
g oarad g glo] AFxle aAd
ol oJa) fgetA o] FofAla glrk
V4. ARde vl ZAR57 CRM A9
pd

CRM EAJEIZ 9I5t TRl 20l0| et 917 SSXX0I2S vigoz 25



A Study on the Organizational Factors for

the Activation of CRM:
Learning Organization Theory Approach

Chan Wook Parks

Abstract

The purpose of this study is to conduct a theoretical and empirical study to identify the
appropriate organizational culture for the activation of CRM. The contents of this study are
consisted of two parts: First, using the organizational learning theory originated in the
organizational behavior area this study proposed which culture related factors are indispensable for
the activation of CRM. Second, the propositions in the first part were confirmed by analyzing the
survey data from the CRM practitioners in Korean companies. Conclusively the results show the
follows: First, for the activation of CRM not only the individual learning(including team learning)
but also the enterprise-wide sharing of the information is the crucial element. Second, for the
activation of the individual learning, the enterprise-wide participation, the active experimental trials
based on the empowerment, and the facilitative leadership of top management must be
encouraged. Third, for the activation of the information sharing the active communication among

the departments and the possession of organizational memory must be realized.

Key words: CRM, organizational learning, empowerment, organizational memory.
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