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The effect of Customer Relationship Management systems

on firm performance
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5. Conclusion

The extant literature documents numerous benefits firms received from implementing
new IT, especially ERP systems. However, despite vendor claims of how CRM systems can
improve numerous facets of companies that adopt them, thus far the extant literature
fails to empirically document any operational benefits of CRM systems. Using a sample of
firms that implement CRM systems, we examine a collection of possible benefits for firms
that choose to adopt these systems.
Our analysis provides evidence of numerous operational benefits these systems provide
for firms. Specifically, we find that following CRM system implementation firms show
improvements in operational performance, operational efficiency, accounts receivable
collectability, and earnings predictability.
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