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Abstract

Importance of internet and rapid increase in internet use of today was
followed by the interest in internet business, and construction of e—CRM
system on the base of internet was spreaded out like a vogue in industrial
parts, especially, such as monetary, education, tourism, and service that took
charge in important sections in business.

This study traces the theoretical background of eCRM and analyses the



influences of eCRM internet factors to the customer's perception factors,
relationship orientation factor and outcome. First of all, internet factor of
eCRM focused on the encounter currently used on internet and were
classified into 3 categories wusing factor analysis - internet—technology,
internet—operation, and internet—offer factor. Cronbach's alpa and correlation
analysis about the result of factor anaylsis were also conducted. Structural
Equation Modeling(SEM)was used to analyse the influence of each factor to
the customer's perception ;flow and satisfaction and the influence of each
factor to the orientation of relationship. In short, the study concluded that,
first, hotel managers can strengthen the customer's perception factor and
enlarging potential marketing area through continuous attention to the
internet environments. Secondly, it gives a tip for the hotel managers to
approach to the customers more effectively through various e—CRM internet
factor.
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