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gt 29y H2 viAY @739 FAT €z
o] ZE AES HF 3 Ut} viA" AFAL
Eol LAFY EFY vAE fES O} dAz
trter) A& Aol

CRM2 3] 2718 A dvt HA Zol AA
A3 st E gEIAEA &4z Vs
Atelell 713 BAE ne AYdes g B
A HAck 20009 @A RANG, F34L
FA3A 5 A" M CRM E4¢) 318
Aoz A=Y/} 20019%HE A Aoz &
At o|F AR A #HH7R] gomAl
CRM AAe £A7 o 727 wiztEct. &
A $2ve CRM A1 #2& < 700~8009 4
Azt Fd(e]4a3], 2003). Y o9 &
CRMd tig o] A2 F43] Aojrla ot
1 %8 998 CRM Aad F2d 288¢ 9
03 FAu4S 34 BHE CRME 3 vlAH
Aol e da BAldte 2947 2
71 W&ol oju] CRME =4% UiRE Jigx
CRM ¥l did Ex+J&(ROD ZA¢] o]
91 93t & EALYE 9 dAol
CRM A#FAE & Ad Fojadelzte R
o},

gid v8-S 59 743 CRM Alxdlo] A

-dxy - e
AR

€ 7% 7199 BAE Jgol =27 BEel CRM
FA9 UE FASAEE W d3ske de o

. ARME BE oJgE, WEE X8 F
4l =g £3 CRM FAte £9482 34
ot BAL L ol YA Yo By U
A BAE 22 AT o]E 9 Fxo Az
"ok s oAYE Jdeld. dedFEE
3T Kim, Suh and Hwang(2003)°] 3]# 8}
A A% AH-3He BSC(Balanced Scorecard) 7
9e S8l aARE A nAsR, 2y
5A8olghe 4719 ZAAE4(latent variable) &
%3 CRMY E&A4E AT 13U o9
WEEe el FA4Fola FHAe ¢
Ag 723 gt

E A79 E22 CRM $A9 EA40ES 2
At A2 WS AXse | Qg B 97
7t AAE AP (event study) WHES
CRM & AlQ 4 AF9 F71 Wse &3%
2% CRM RA(A1)9 AAH 7Kg F3¢
T A3yt FUHAgY #5% B8 CRM ¥
Az F7HE 717N E FAE7] dEd -2l
e AFAeltt. F 2 A7 9ole CRM ¥
Aol Mg 71H7H] ¥EE 242N CRM ¥
ArdES AFAoz =28 4 & PIES
AAAThe Holth, AHdAT WEEe vt
CRM A%4 dlojgje] A &3 Az, CRM AW
FAZ2 A8 7197117 74039 fojut e
Aoz Vet

1) 200214 128 209 ARAAYE ‘FIY BANAU(SCM)'T 2ARA B2 (CRM) AHlol FAE S SATA 3%(3
47192 10%)E AAFA L& 5+ =S AAE APPIREHZ, 2002).
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fee tg BdA AT BEed RS
3] d9din ol& I 437199 CRM A+t
F2 Aol ALY deez IJurige
CRM ¥# AHd dHo|elg £38 ¥id #3d
Holge §4& 4Pt o FdMe 4049
3 CRM AtFA Aol AldT &2 3
43 238 EHelx, rAlYes £ A7 FE
3wl o] APFE AXYH.

I, ARASES

AAE T (event study)e o® ARo] EAA
U 54 BEI}F AR FAEHUS W 2 AbeR
A F7HAE A AF HEod. AR
A7 PHEL AR B4 E Ayt AF o]
E715d g3 AL MEHAH(Fama, Fisher,
Jensen and Roll 1969). A&H AZdA F
7Hstock price)= 719l @A EA3tn e A
Ao zXH ZdE + e vl EFEES @A
7N E gt grojth E&AHQ AlFA oH
AR F7be 7199 A 9 nlFe o] HE
€ viAE BE FRE NGz ok 21 4
AetAl E3 Abde] 2Adtm 1 MELE Al FE
7b 7199 dA 4 vl Foeo dF¥S vA Ao
g, o] FRE Frid FA] wgdd. 1nZ
2l F7) dske FAE B8 VAU HEE
23% + Ut F ol" B AR A3 F
7t B3lg e IN O AdY AAA JHAE
AgaA S + U= Aolth(Brown and
Warner 1985).

AHAATE F4 88 (stock split)e] F7l ml

HYSATR H33A ML 20049 8%

CRM #gi atAg !-I}Jl 7\eixioh ojxie Yo HEt A7

A R T A

o o

Ae 9%T BAT 978 ANFHoZ(Fama et
al. 1969) AAE, JAY AR, AF =z3 F
g Bokd o7 Ao HE&HAY. HIde
oY @ Folilx AIAATI AT FHE
HUel AAF £4(Eddy and Saunders, 1980:
Chaney, DeVinney, and Winer, 1991), 34
2 233 3o d¥ 74 (Peltzman 1981).
AE 34 (Jarrell and Peltzman 1985), 7]%1
4 W7 (Horsky and Swyngedouw 1987),
#=3Y(Lane and Jacobson 1995), &3 °ﬂ
9l #31(Agrawal and Kamakura 1995), A4
Z 2] A49(Hendricks and Singhal 1997),
A2¥2 39 vAR PAHGEE, 9HE, A9
2003) £ol ARAATF7 B &4 nHAE FA9 d
Eolth.

ofd Atdo] 7197k A e FFS 2AME}
AN e HAZY +9E(abnormal return)
< 380 @t} HBG FYENT FRAYL A
Aol gAYLR AF A ol FrMSE I
% A EL FArdE(normal return)
< 3] 8 AHe¥ 71EEd (benchmark
model) 8 o|d 2FE AAseAd wat gdzpa
F k. & AFelM = AR H (market model)
€ 71ERdE ARSEY AFEYLS g AF
o4 sl rERde] 9¥S 4JFHo2 P
Aoz H7t w3 gIH(Brown and Warner 1985).

ll. SU71YS CRM &xt

E AF79 Ald Y(event day)e 38 YA
CRM 4752 Aol A& 4Fd IR o3
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(& 1) CRM 75X} 7|¢fel Meid Bx

2% (19) IRy, 71dedy, ey, U5, dddA, $ESE, B9, vExsd, 29y 3
A8, 484, ¥ste, $ESE, AYSA, 238, dnles A43A, AL, SKFA

Az (g VRN ARARE, A4 s 9Rdd. EFY, 208, 123 AAASR B, INIZ
g, LGAA, SKAwZ

4 (3) |SK2#E, KTF, L0242

% (3) Zduj=sl, AAA, CJELY

718t (2) o, g

o 289 FL AR 4 AFT Fhslelng
Ad WY& AY2(KOSPI) 9t ZAHHKOSDAQ)
of 4344 7Ideg AUt F7t ARE KIS-
FAS/SMAT$ Fnguide.comolr #AFst= A
ZF5 9d ANA9 ARE AT 28 AR
Fozre Ada: AWEY Ave T A
F, 229 587199 A5 229 AFE A
A

CRM 2752 Ald ¥& KINDS(Korea In-
tegrated News Database System)olA 7191=
AAE B8 =289 Al 42 39 104 ¥
¥ ATA(FAY, =4, $4, Bo}, oy, w3l
U, d, AA, A3 T AR 4R
(M, AY, Mg, d8s, UFde], sojuiy
T, #3734 A4 714 F CRM A7 F=b
@37t 383 dRd AxE n8 gioz
skth. 7 7199l CRM At FAF Aol A& &
EH AMNE JF FRoZ AFPn de =23
od d@ste 7IAe A7 WA A9

(1) 71gdel CRM eo|9j9l ERP, SCM % ©&

N2E FAd =0% A4
(2) 319 71Ate) 42 7199 CRM F4 A
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T4, 4, LG 2HFY 4 Ao 3ad
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71t}

FU 7149 2A¢ X2 ndvhd Aude
2 2% ¢ 349 JIgE0l CRM A &
o AFFolgn B & Utk A dREY 3§
Al o8 47X E %3 CRM Ai%A xS
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CRM n@ ozl X7t 7|ei7kxiof ojxle gl st 97

R e

(# 2) CRM AP 5R 719fe) Azl B=

1999
2000
2001
2002
2003

11
1

(# 3) CRM U754 71g9) CRM &4 E/Y 2=

CRM %4 3% A% &
248 9
53 CRM 10
eCRM 12
DW/DB 4
% 3 s 5

A A3E FAoWAM JgH ¥A, ARE, 7
AA+FFH(M&A) 5 553 AHdel g8 F7}
A58 78 7 g BAAA AF 2 A
oA AHed ALz UUSE nE R B
%47 CRM Al2"ld 48 Acg vy
At}

(# 2)v A7HY 7199 CRM A#5a ¢8
AdE A2 89k Folth, CRMelghe £9]
7} 1998 Toll T4 T 29 AFui
7190l CRM SAREEE 8] AR AL 1999
d o]Fo|t} EBE 19989 ©JARH DW F&,
tojElnte]d £ZE o] 43X FCRM #HAFAE
3 71dE0] stk 2y $ele] B4& CRM ¥
Aol ROIZ &Fste Ao)7] Wio] BAFHoR
CRM ¥2} Abdo] A& dEd 35S nast
712 ot (R 2)d) g2 gRE AFgA 7]

de 20019%H 20039@74A CRM AHEAES
& Aoz ZAMPL)

3 (F 32 d7ud 719e] ojd $F9 CRM
FAE deAE 8o BoFn . e A
714 W42 dgez 3 71de CRM A&
delz 24H +%, $¥ CRM, eCRM, DW/
DB7%9 ul FF2 et 8 CRMo|# H)
o[eflo}~(DB), HlolEldojs-+2(DW), ElojE]
vto]d, CRM AZES % E3d CRM&ERA
& 753 A5 d7a 574 199 Ase A
£ 7IAL2RE CRM F4 2/E #3387 o9
REA it

BoE (F 4)v AU 714 7ls BA%E
aokg ®o|th? ARZ HFFE 17399, &y
B 42859, FUY & HIUL 6334H2
Z CRM AEAE #3% v 71gse

2) o] £& Fnguideold AFah= 20029 T AFAR AE8E 7122 A€ ARt
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e

1739

4es - AXY - 4T

(£ 4) CRM A58 2[49) 71 BAlR

166

2950

6334

4285
EFHA 2736 5330 384 4916 10209
Hig 34 28 -586 -7626 178
iz 11321 22502 1310 16946 48831

28 drlgolde. & 384 3% wEeA
g9 47 Nk e Had BAF 42
REEET LS

IV. CRM §XI2 oIt 7|o1x|9] #3t

A AF7 uiel o] CRM FAF Aldez <
g 7197k9 W3t Axg FFE0] 98 e
CRM FAHEE AFF Al 32 7199 3%
Fdg] o= J=UAE ZHHof I} = uF
BFrdES =2 Aol 4 AdsdES =%
7] § ZieRdo] Pasjthe Aojth £ A7
£ 71292 o] AFREE A H(Brown
and Warner 1985).

n, =q +ﬂirmt +&, )

A A res 74 09 tdY FYE, rme ¢t
U9 NAFREZE L FYE, ot F4 i9 2k
A, Birmee AR AA Y Wslo] @& F4 i9
ol g W3, e F4 i9 49 233 error
term)S Vetdth o313 Al AAe wziz
e & gle 54 714/A39 #9498 dss
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A7) A gz B ApdME 8 ili.d
N(0,97)ol3 AR ot NAZEEQ o8
mEE AL A9 A= 2 E, =
28 5271949 A% I2H AFE AL

2 79 EAYAE 4070 719l 4 (1S 44
Aesd 24wy {6,071} 8 2390,
e 4 (DY 24 23S A3 149 29 99
AAE dHolHE ARSIt B R3] Dt
A CRM A#FEA7} 2EE o 253 AR
AZE AR 1d <9 €98 F71 HoHE 9
3 4 (1)9 248 FPAde Rl A
dAd2HE oA 23719 HolHE FAA A
93t ojf& o] 71t Fole CRM ¥A7} A%%
g FHo 9%L v|H FPHYE dod 5
Aol ¥7] w&o|th(Beaver 1968). ¥ UL
2 71zt diojgE FHNA A R4
v A el A (non-stationarity) EA7F 2T 7H%
o] FUsty] W o] & AFoMe Zo] 23 A
x9 o8& AAde Aol A

zZt 71l d& 4 (1)9 25E F3sin Ui
F4 o W (Le] wAYFAE Ak UHEH
2ol &% & gl

Ay =1y —8;~ Bt ) (2)
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CRM ¥ ai3ig ®X71 7|i7kxiof ojxle FBol Bt o7

R

R,

(% 5) 97 H|Z4TAR U 7 B vlgdpolB

-5 -0.251

-0.668 -0.251

-4 -0.154 -0.631 -0.405
-3 0.181 0.224 -0.224
2 -0.695 -0.717 -0.920
-1 1.304 2.437°° 0.384
0 0.884 1.803** 1.268
1 0.408 1.076 1.676
2 ~0.249 -0.365 1.426
3 0.706 1.096 2.132
4 0.340 0.908 2.472
5 -0.567 -1.361 1.905

(™ #AFF 0.05904 §ARZ FARE ol

HQ2)NM A i={1, 2, -, N°JZ N& &  AIFIEL BT BIFIEY te(-5, -, 5}

Aol 719 (2 A7 B N=40)& e}
Jdo geln 3 =oo) Hg g8 AFe o
EE HAE AR 24oz ddsrlz @ &
CRM SA7} #xd 29 t& 0, Ado] 4%
the @) = 1, ARe] HAlsh] w2 A el ¢
E -13 o] Er)@e Aot

Sl Aldo] BEY 2ERY -597Y +5Y
A9 71HE A deEe] EAE 4 slE A
A71kez Astn o] 7)HEete v S ge
Zo)g AWEGT = 4 (94 FA te(-5

5}o]tt,

(E 5)= 407 7199 CRM A 54 2415Y
Zalo] BE US4 )T HFBABTS)),
a2l FA HE HFYTIE(CAR) S Yehin
Jrh. FE HFAFAEE Jgds 5% WA
Frol B 7197 WEhe dvlstn FAYF v

AHBIL H33A MAE 20044 8%

71T W 73 g st ¢- ﬁ%%ﬂl%t 719
Y2 23 ¥FdedEe] 0URE HEH] 4
g SA Pt} o)A 371K BAFL B 4
°2 =28 3o

P v

N for te{5,...,5} (3a)

=]

S —
CAR, = ) A (3b)

t=-5

TS, Z :'/—/— for tefs,...,5} (3c)

(E 59 234d 93d CRM ATFAZ U8
Al 3403 8% Ad(-De w3dsdEe
FAFE 0.05904 FAHLez feositt. a2n
A gdel B R ELS 0.304%0°] 3 AL
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HYE - XY - 24D

A 3% Ade ¥FE vFPLAEL 0.884%F At FF Ad FARS Mol Bl YR B
t}, o] AxzRE e CRM ARFA/ 78 & CRM ARFA AL -194] F7lol didd
EE 717 AR o 4%L WA sBsAel & & B3 Ale] A FAAF w
3 e £ gdh 25 ojd JIjlo]l CRM A#E & A @3yt 383 J15Hn AAd FEy
AE Fode ugel AR ddE 2 71 Fo] i -19% 04 B3E A0l ¥

(3 1a) Ard St otf Mol u[EdslE E2

(23 1b) ARY YD} 1% Mol BF HIPYTUR H2
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CRM @l oAl £} 7|ed7}xiol o[xle Fgoll B A7

th& Aolth(Hendricks and Singhal 1997).

FARLE ¥ Aoz A5d CRM A 7
U3} 3F Ao vAAFAEe] 407 EE 714
g 7t oEA XS JlestE Bl 93, £
¥ CRM Ak B399 HBAFAE(A0)H ALY
A EA E (A1) T NTREE BIE &
o 99 (28 la)= 4070 EE7]1Q tE (Aot
A-)9 MEEEE, a8n g9 (38 1b)e 9
E g 6z Uy B8 ge] MEEEE
HoFm . ¥ 2¥8e FAZCE {4 AL
2 AZ¥ CRM AwsA 537t 249 I3
zol 9 Zo] opele AMIE HAET. (1¥
la)dl W2 AA TEVIH ¢ 70%7F 49
vAAEdE #E #32 Ui, $Y%(median)
T 14%% ol BARLE /Y8t 00Xt &
grolth.

oiRlge 2 (2P )¢ (E 59 T BT Y
BASAE Fol8 1¥oz 1 Aojth 3 H

T UGS EL AR R AYE AR &
o & Z7] AFAstR o]F I go] A&HeR
Asdc agln A9 7199 CRM A% &
7t B2 HRY -5YFEH +5971A9 71d7HA
of ga& Frhn sPFEA, o ARUNLEL F
A B WA EL 1.91%0 o8t Fio|
Y 4070 7199 HE AVMEEL (AdgE 7
Z02) 21095928 1.91%9 +U4E 45
7 40399 77 45¢ dri@”

ool BAANE gokstw, felutzt FHAR
o] BExzle 7199 CRM AFEA) 7197148
z3%%3n ¥k CRM 4 719 @713
ATHEAY goj=d & &z EF82 CRM
2z1e] A3 vpAEle] AEAo] FUiE Ar|He
2 714717 soldte Reold, aeln Ad 4
d 59 CRMoll §A1 -Eviet 4371949 4+
CRM %2 23 i 40399 797K dss
gt

(38 2) ¥4 g2 i3y £ F0|

25 r

157

05 F

05 A7

-1.5

3) B THE 4070 7Y A7HEY FgH(median) & 675190128 FFUA FU3hE AHST 1.91% FUE 46 o 130

9] 717K 35 oduldct

HAYSHATR 337 M4% 20044 83
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V. 7171 459 20

$ee o]ddA CRM ARFEAL 7197HA
F3AY 9%E L 2. 28y a9 1a
9 1bolA] & uis} o] CRM FA2 Q3 u|A

89 (A4S WA XS . £ A9
ERZE NE049) vB3FdE(ANY S A
Bl d Utk & CRM $£A2 g w334
& A2 F5d2 82 CRME FA% 7199
54, CRM FA¢ 5/, A4S 58 =0y
2 e IARYE L5t WAGFYE] 24
e 998 1o dFFHoE EAgdE Aot
ol FF9 ¥4ZAA:= FF 714°) CRM FA
AgS FYste o v FE4E Aoz g
M ARQATE SN 4 F49) v
2 4942 3n 7199 B2 EvsE
e A7e B3sE 3 gl FMH(Binder 1998).

(E 6)& ¥ BAFYEY B8 493l 9y

4. 4T

S

gz - dx

HARY AAE 2%F Holth. WA o] Ee) 2
= CRM §A 323 A9 vgAs g &
(AotA)E ZFEWEE LS AYS YWIE
Y gelm vgdse g 2L A9E 4 9
' 548 Be Egusvl ZAsAT S
AnEAA7} 44 Y 5 e EPdsz 24
2 AT, ol $45d e ARHE A
o|Z ot ExReln oS & AFM Fu}

& 9 FUE 23 ALY 7N E B

(X 6) w2 271 228 thFgef 59
T HAEFYEY BED B4 43R 23
o 3A, CRM FA71 71947k 0 wiAe 982
A we t24 4. $PE 407 22719
< A 2%, Az B /% JES 57 A

o2 BHs Az HRPAFd ol dEVE
AFHAL, 8NP E O 3, oY s, B

g0 U 3 87 Ao BRI 2
Faqo. 2t F A$ 25 ug4edEe &

(R 6) BlFYsAE g2 olxle 29

a9 W F g p-value Hl1
4 (5%) 0.994 0.424 FE/AZ/BN/HE/E
AH (8%) 0.625 0.731 L3/58/ 88/ /A Z/FA /557
& &5 0.204 0.935 ZA4E/%}CRM/eCRM/DW&DB
22 Al 2.926 0.035 1999/2000/2001/2002/2003
A 2.033 0.162 20024 % dANZE AEZA
3710l 1.510 0.227 20029 £QANA Bl
AN 27 0.160 0.691 ARr/22d
A4 ¢ 5.709 0.022 20024 ¢ & U9 &

4) CRM F7t 299 v34+2l& 22ia CRM FA 2R -54%E +5U7x9] 57 HPdsd e $5842 A 898 &
Ag £330 a2u AR Aol & Aoz} glo} CRM F4 23U Ao vl dsolge §e 42 & e

BHAA.
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CRM &l oj3ig %17} J7txiof njtle Fyol Wit A7

s

dEZ Ao|7b gle Aoz veyd. @A I
7199 CRM $Ad%g AvEd tpdd dFo
A CRMe] E993 i3 ol 7 AKinltk UE
29 CRM =49 o7} glthe A2 $-89
ARE AAgles Ao B ¢ QU

€54, CRM FA7t 71d71Ale] wAe 9%
CRMFz] F7d wAx ¥ o7t it
+eE 40709 EE719E CRM &4 F/d o
& 248, $% CRM. eCRM, DW/DBY 4 1
o2 UH vAEFYEY Aolrt EAsleAE
AZaAAD.° (E 6) W=W CRM £ E579)
o 84§ Aol EAEA gede A
o|t}, & 2HE, eCRM $& CRM 4 #%
o] 3H-E Ztn 7] g ofE 3 FHFY CRM
2AER7E Fou TEle od¥ve Aot 2
88 719de] A g4 me A CRM F4
Z7E Aggte Fo| ulg JIHYA BEY.

AR, 7199 54 Jehlle AESA, Pe
ol9] AN A FRHE BEF HANFIEY B
g ddslx] #28d. & CRM FA7} 719714
o uAe 9 7Id9 B4 A2t B
o]9jd] ute} & Aol7} gloke Aelth, E§ CRM
A7 71971 o viAe G AZ7Ide] A
2ol A" 719AA] ol FAde] FFE 7|
AR mEtME A 2R gkt

a3y CRM AP2E A|d3 CRM FA7199]
294 4o mg CRM FA7F 719716 ml A&
gare @3t AA, CRM FALE A1 A%
HEAAo] H2U4E CRM FAbF 71971
nAE ARE AAHE o BHYY 48 §
°] 19999 CRM FA& 33 7199 Hd ¥

BT E(Ao+Ai-1)L 11%9 o]2A7 2002
d3 2003d9e HT HARTYEY 1% T
o2 golg. &7]d CRM £A& 33 ¢ 7|
ol Fapabs AN} FEle FHE AR 6
7l d&olgte dHo] 7hedttt. e 32 CRM
£ =4% 714 olnl 5F A ©E AAAt
CRME =% Fo =4& Afol7l wid
CRMZ 53 AA+9E Ve oddzn &4
' gUig A 2d. EX, 3449 4 BESE
CRM Ex7t 71947kl wlAle Ade FdsHe
Aoz BAfd d¢o] FHY 7t NPT RE
ZA%e 8L 3 AHolgd o AFe 7dY 2
717} & 71994% CRM &2 Q17 7197HK
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CRM Investment and the Value of the Firm

Byung-Do Kim* - JiKyung Kim** - Sangjin Woo***

Abstract

CRM (customer relationship management) has quickly become one of the most popular
marketing methodologies, shortly after its concept was introduced to Korean companies.
However, managers have recently been losing their interests in CRM partly because they
had difficulties in calculating the return on CRM investment. That is, the difficulty of
measuring the ROI (return on investment) for CRM investment becomes the primary
reason why firms delay their CRM-related investments.

Considering the size of the CRM investment and the corresponding financial risk, it is
very important to predict the ROI for CRM investment in advance. However, there are few
researches studying methods measuring the ROI for CRM investment. The objective of the
paper is to measure the economic value of CRM investment employing the event study
methodology.

Event study is a methodology to estimate the change in market value of a firm due to
the event or announcement when the event is made known to the public. By observing the
change in stock value, one may quantify the economic value of an event. To do so, a
benchmark model by which normal return is defined should be chosen. In this study, we
have adopted the market model, one that is proven to perform successfully in various
market situations. After the normal return is estimated based on one-year worth of daily
stock data, we calculated whether return during the event period (which can be as much
as 5 days before and after date of the event) is abnormal based on the results given by
the benchmark model.

Event day is defined to be the date when the new investment plan for CRM is
announced in major newspapers. We have confined the subject to firms that are enlisted
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** AC Nielsen Korea Limited.
*** Korea Productivity Center.
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in KOSPI or KOSDAQ and those that recently made CRM investments.

The results show that on the event day (0) and the day before (-1), the abnormal
returns are statistically different from zero at the significant level of 0.05. The abnormal
return on the event day is 0.304% and the day before, 0.884%. From this result, we
concluded that the investment in CRM does positively affect the market value of the firm.

If we follow the initial hypothesis that the event of CRM investment affects the market
value of the firm from 5 days before the event (-5) through 5 days after the event (+5),
the cumulative average abnormal return adds up to 1.91%. Based on the total average
market value of the 40 companies on the day of the event, this abnormal return may
mount up to 40 million dollars.

Additional analysis revealed that independent variables such as the industry a firm
belongs to, type of investment made, and the difference in total equity, gross profit or the
type of market did not affect the size of the abnormal return.

Two factors that significantly affected the abnormal return turned out to be the absolute
time the announcement was made, and the number of employees. The earlier the
announcement was made, bigger the abnormal return becomes. This may be explained by
the fact that the market evaluates higher the effort by market leaders, and the leaders
tend to readily venture new projects earlier in time. Besides, when a firm announces CRM
investment later in time, there is higher possibility that a competitor may have adopted
CRM system earlier, and the investors may conclude that doing what others have done
already in the past may not increase firm value.

The second factor, the number of employees, positively affects the market value most
probably because it is a proxy of the size of the firm. In other words, bigger the firm gets,
higher the abnormal return becomes. This may be due to the fact that investors tend to
think firms that are larger have higher chance to successfully implement the CRM project.

The significance of this study is that it is the first to apply event study in quantifying
the CRM return on investment. However, it has room for improvement: most important of
which is that the sample size is quite small. In the future, researchers may improve on
the study by obtaining bigger sample. In addition, researchers may approach the same
issue not by estimating the abnormal return but by analyzing the abnormal daily stock
exchange amount. The amount may indicate how consistent the evaluations on the change
of firm value among the investors are, thereby suggest the risk involved.

Key words: Event Study Methodology, CRM(customer relationship management), ROI for
Marketing Investment.

HABT M33H M4%E 20049 8 1199



