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7. Conclusion

Customer-relationship management has rapidly become one of the leading competitive business strategies
in the new millennium. CRM is about managerial efforts to manage business interactions with customers.

In this paper, we investigated how to evaluate the effectiveness of CRM. In order to evaluate, we
developed a model for evaluating CRM effectiveness by using BSC and presenting objectives and metrics.
The CRM evaluation model is the iterative process that assesses the effectiveness of CRM. The iterative
process continues until the current CRM activities turn out to be effective. This evaluation model is composed
of four customer-centric perspectives: customer knowledge, customer interaction, customer value, and
customer satisfaction. These four perspectives were identified by analyzing cause and effect relationships of
the CRM process. Finally, the feasibility of the model was illustrated through a case study. This case study
gave further insights into CRM strategy and helped managers to determine the strategy of CRM.
Notwithstanding the above findings, the study has limitations. Seasonality may affect the result of a case
study. Research should accumulate more data over a long-term period to overcome the limitation.

In the future, we expect that this work will spur further research extensions of evaluating models for e-
business effectiveness such as SCM, ERP, and B2B Web sites.
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