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THE ALIGNMENT BETWEEN CUSTOMER RELATIONSHIP

MANAGEMENT AND IT STRATEGY: A PROPOSED RESEARCH MODEL
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LIMITATIONS AND RESEARCH PERSPECTIVES

The objective of this paper is to propose a research model about the links between the Customer Relationship Management
strategy adopted by the firm, the technological deployment and their impact on the organizational performance. However,
this model has some limitations. Indeed, other components could have an impact on the performance. The concept of
alignment or fit developed by Venkatraman is larger than the one we addressed in this research.

This model has now to be tested. A questionnaire will be sent to Chief Executive Officer or Chief Information Officer of
French firms. It is important to have firms of different sizes and activities in our sample.

Variables have been translated into items from existing scales or especially built for this research. We focused on the
perception of the respondent about CRM strategy, IT Strategy and performance.
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