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The Business Value of CRM Systems:
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Introduction

Firms are mcreasingly adopting cusromer relationship management (CRM) systems to improve
their interactions with customers (Rigby et al. 2002). CRM systems are enterprise applications that
manage business interactions with customers through integrating customer-oriented business processes,
imcluding marketing, sales, and customer services (Gefen and Ridings 2002, Karimi et al. 2001). Firms
use CRM systems not only to automate customer-oriented business processes to reduce costs, but also to
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Table 1. Productivity Regressions (Pooled Data)
CRM Adoption (1/0) 0.094#*

In (ordinary capital) 0.330%** 0.352%**
In (labor expense) 0.669%** 0.637%%*
Marketing Func. 0.052%+
Sales Func. -0.015
Service Func. 0.054%+*
Analytic Func. 0.062%%*
Integration 0.057%*
Skills 0.001
Org. Capital 0.104%**
Controls Year Year

R’ 90.2% 90.3%
#EE pe.01, #* p<0.05, * p<0.10




Table 2. Profitability and Market Value Regressions (Pooled Data)
ROA Profit Margin Tobin’s ¢
DV In (net income) In (net income) In (market value)
CRM Adoption (1/0) 0.080* 0.078%* 0.097*
In (assets) 0.942%%%* 0.865%**
In (sales) 0.922%**
Controls Year Year Year
R’ 72.7% 85.9% 73.7%
ik pe() 01, ** p<0.05, * p<0.10




Table 3. Productivity Regressions—Lag Effects (Post-Adoption Data Only)
DV In (value added)
Year 1 2 3 4

In (ordinary capital) 0.394%%% (0 259%%*%  (23]%*%*  (3[2%*¥* (31
In (labor expense) 0.563%%%  (.680%**  (.746%**  (.636%%%  (.564%%*
Marketing Func. 0.131%* 0.031 0.074 0.090 0.117*
Sales Func. -0.027 -0.021 -0.008 -0.020 -0.039
Service Func. -0.058 0.048* -0.062 -0.078 -0.028
Analytic Func. 0.074* 0.083***  -0.041 0.001 -0.027
Integration -0.001 0.018 .04 0.088 0.170%%*
Skills 0.080 0.024 . 0.076 0.014
0.069 -0.008 0.114 0.196%*
90.56% .56% 5 0 3 G 93.70%




