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An Empirical Study on the Relationships between Critical Success Factors
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This study is to analyze the relationships between critical success factors of customer relationship
management and performance of customer relationship management. To accomplish this purpose,
this study performed an empirical analysis of 206 domestic companies which have introduced
customer relationship management applications. The result of the study shows that most
organizational factors except evaluation and compensation factor have a positively significant effect
on the performance of customer relationship management, and that ease of system use and level of
system integration influence on the performance of customer relationship management positively.
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