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Customer relationship management (CRM) is a valuable method for establishing long-term
customer relationships across different business areas. CRM system stores and analyzes a vast
amount of customer information and provides alternatives to meet customer expectations using data
warehouse and on-line analysis processing technology. Intensified competitiveness in the healthcare
industry has increased the number of healthcare centers and propelled the introduction of CRM
systems to meet diverse customer satisfaction. Leading the adoption of information technology in the
healthcare businesses has enabled the use of CRM technology to develop close patient-provider
relationship. Especially, healthcare centers are using CRM system to provide better healthcare
services as well as customer management services. This study aims to explore the current status and
influential factors that will stimulate and drive the successful use of CRM system in healthcare
centers. For this purpose, a survey has been conducted for CRM system users in 13 healthcare
centers to investigate the current status of CRM system and the influential factors for successful use.
The evaluation criteria include four categories; system quality, information quality, service quality and
perceived usefulness. These criteria have been developed based on previous researches, especially
Delone & McLean information system success model. In addition, the system output is evaluated by
user satisfaction, personal performance and organizational performance. The study showed that
users evaluated information quality and service quality positively and to be higher than other factors in
terms of influence. And the user evaluation proved that CRM system provides increased user
satisfaction, organizational performance, and especially, individual performance. This is clear
evidence that CRM system will improve organizational efficiency and effectiveness, which in turn, can
provide competitive advantage for the healthcare centers.

Keywords: Customer relationship management system; Healthcare center;
Clinical data warehouse; Healthcare marketing
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Figure 1. System architecture and service flow of customer relationship management.
CRM, customer relationship management; EMR, electronic medical record; OCS, order
communication system; MIS, management information system; DB, database; CDVV, clinical

data warehouse.
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Table 1. Operational definition of variable

H A, M= SRR A A

Variables

Operational definition

28] FH2 AR 2E 0] A3t 7T

System quality

Information quality ~ The degree that information obtained from the system meet

Performance and functionality of information systems
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the requirements and expectations of the user

Service quality

Perceived
usefulness perform task

User satisfaction

to users
Individual Positive or negative influence to perform individual job using
performance information systems

Organizational

performance information systems

The improvement of convenience and reliability of service and
business process using information system
The degree that a user believes the system is helpful to

The degree that a overall system features provide satisfaction

Improved financial profit and organizational efficiency using
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Table 2. Characteristic of healthcare center

Variable Characteristic Institution (%)
Beds 601-1000 7(53.8)
More than 1001 6(46.2)
Location Metropolitan area 10 (76.9)
Gyeonggi-do 1(7.7)
Gyeongsang-do 2 (15.4)
Total 13 (100)

Table 3. Function of customer relationship management systems

Customer relationship management system in hospital healthcare centers %

Table 4. Success factors of customer relationship management

system

Variable Mean  Median 5endard
System quality 3.15 3.00 0.7139
Information quality 3.44 3.40 0.7737
Service quality 3.38 3.40 0.7635
Perceived usefulness 3.41 3.40 0.7988

N=243

Table 5. Performance of customer relationship management sys-

Function n (%)* tem
Customer reservation management 199 (18.7) Variable Mean Median (?;?/?;?t?(;?q
Counseling contents management 189 (17.7)
Proving necessary medical information 155 (14.6) User satisfaction 3.19 3.00 0.8106
Statistical analysis of customer data 143 (13.4) Individual performance 3.64 3.80 0.7635
Public relations & promotion management 142 (13.3) Organizational performance  3.19 3.00 0.6425
Sending & monitoring medical information 119 (11.2)

Providing customized medical contents 18 (11.1)

*Multiple response.
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