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Investigate the relationship between customer value and CRM

function (Case study of South Korean Samsung Multinational
Company)

Roghaye Adelzadeh

MA student, Business Administration, International trend, Farabi Institute of Higher Education

Abstract

Taking a look at the importance of customer value as well as customer relationship management, the aim of this
study was determined, investigate the relationship between customer value and customer relationship management.
Because this study is to follow the investigation of presence or absence of correlation between variables and the
reasons of such a relationship is not the purpose of this study so this study is "descriptive - correlation™. The study
population consisted of all buyers of the company. The population is large statistically and the possibility to access
all them not provided on this basis, sampling is used. Since information about the buyers of products was available
in the database therefore, 196 samples were randomly selected. In this study, the Questionnaire was used to collect
data that for this purpose, the standardized questionnaire in the study of Wang et al (2004) has been used. The
questionnaire consisted of 27 questions that have been designed on the basis of 5-item Likert scale, the questions of
questionnaire was divided in 7 sections and in each section of it, questions for measuring one of the characteristics
(variables) is shown. An example of this questionnaire is in the annex. As the research questionnaire is standard and
in addition, its questions were observed by several experts and in accordance with their views, a little reform has
been carried out especially in the translation and the equivalent therefore its validity has been made by content
validity. The reliability of the questionnaire by the method of internal consistency using Cronbach's alpha coefficient
was performed. The Cronbach's alpha coefficient for 27 questions of the questionnaire is obtained 0.96, which
represents acceptability of the reliability of the questionnaire. The results showed that the variable "felt missing" not
has a direct and negative (inverse) relationship with each of the variables of CRM function based on customer
behavior, customer satisfaction and customer loyalty, in other words, the increase of material and immaterial
perceived damages from buying product investigated in this research (Monitor Samsung) not causes reducing
loyalty or dissatisfaction that can be due to product quality and perceived quality of the services offered by the
company and probably the important role of market of this product that is about 80% as well as Maadiran Company
as the market leader in this assessment has not been ineffective by customers.

Keywords: customer value, Samsung Company, customer relationship management, CRM
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