A F3AF B4 CRMA| 28 23 7)uat

S HE Ul fEAR FHOD -

AN BAYEY
HARKR A

=} S
3 & =



AFSAL B4 CRMAI 2 237

- E Ul fEAR FHOD -

N
H
>
oft
2
E

P
T

o] RS HAL HARY ERoE A

20024 124 H

AA ety RAWY
HAAYE A g

=
% & oy



FEE) BA% AN RS 95T
429 € 2
429 € 2
A9 2 Q]

AAetm B

20024 12H H



!
o)

N

z=

gl

oA ol

I
E

Rt gl

Aol Q149

AJz
%

~N

!

<

Nlo
=

it
b
™
!
T
N~

el

go]

Ao A BAFE

ki3

\ =
T

AU
24 <}

220
o=

ul
=

o)
, AT

A

A

1
T

3

el

o}
s
o

AN

o

o

B

o

N
B

ge A

)
RN

gl<, AwlelA et

bel

3|

w=Re vhATA wRE Lol

i

1 ooskd AR ojelee 2ol

dgoh

=

B WzEAY] B BSolA B wheg

2002 9 12 ¥

TR
ofy

it

ﬂ.o



2 o
A] B e 1

1. TR 0] O] e 1

D, GTELE iR abs b aa st 4
IT . O] 2 HZD reveerersemsemsemsinisiiiisisssisssssssssssiassasssssssssssssssssassssssoss 5
1. CRM(Customer Relationship Management) - sswsseeessessssssnessees 5

2. ACEBIAFL] BT} coerereernsiii 13
TIO]EJHO] 25 Z]Hl  cvererersermmsmiicisiii s 16

4, H] 2 - HOIEA0] J D HFH ceeererenen e 77
IIL QA TEHFH oo 25
1. QITETAF corvevvssseseeessssssss s 75

2. GO B 2%

3. AW BHS BF AGHA 24 CRMAZY AFH 27 27

4. glolEgoa}- o2 A - T2 L HO|EJHFE A A e 79

5. A B AF B A CRMA] ZSE] oo 29

6. ZARNA] AT oottt 30



IV. 03;72:13//]_ ............................................................................................. 33

1 2" 24 B3 Ak £4 CRMAIZE AdH 2F 33
2. HloJEH g oate2 A - FE= L H O EUFE KA e 43
3. A EBIAF F-A CRMA]ZRE] ceeeeeerrreesmmiiiiitiiiiiii e 47
4. T,‘:_‘—/x} CRM}\]_J_\_F%] 5:_%) Oﬂ U}% 7(:)];<H/\é T,‘i_}gl ................................... 63
V. 3L ZF e 67
VI, B B et 71
ZE 31 B ] e 73



g

KA
)
=)

™
[N

Sholl w}

7
,ao

1. v}A

3T
ar

.08
31

31
44

4. 200215 10% }6]-_?4 207H ;q]g}:/\]. uH%QH'
}

5. Hle]E o

-
It
-
It

i

wK
Np

i

~
;OO

oo

oo

22|

65

i)

—

0
o

oo

27|



N

M
o

M
o

u
o

M
o

M
o

i
o

u
o

M
o

I
o
©

I
oY
—_
=

[
o
—_
N

[
o
—_
@

[
o
—_
-~

N
oY
—_
o1

N
oY
—_
o

I
oY
—_
N

[
o
—_
S

[
o
o

[

L CRMA] 22 B 0] Z LI vt 6
. Meta Group®] CRM -5 e 11
L HO B Y B2 TP e 17
L BAE DBTRY ZEFATHE e 71
C AN CEBIAF CRM HE T ceveeseeeeeseemsssissssssssississsss st 34
CA2EBA} CRM A 2B O] ZFRE B E I e 35
C A 2EB A} CRM A] 2B 0] HIPQ «oveeereeseressmsessmsemsissssiisisisieisissisieians 36
CA2EE A} CRM A Z2E] ZEFATIHE FEH s 50
FIZFIFQ] coreeereemerireris st 51
] O RFQ] eeverersertees e 52
ATCH A TE RG] covereerreeremseeieris s 53
A El B2 A AE] XY A Q] e 54
TAE7)FE Fu]EF AT A B e 55
A IR} 7)1 T H B} Z20] B BT oo 56
Y AFFE ZFEA B 57
AAAY AAHHILE A 2B YA O] 58
AAZA 72 B A 0] BA FTH e 59
T FE FuEBF Z20] TA] FH e 60
Y AAE ZFFEA B oo 61



o

g

I HH

A

FH FEAbsl e o S

AN

o

o
—_

34

7

AFM = P

o mepA, 2

o
AR

CRMA 2% 7%& B3 AosiAbel

S AAlstar ole i

¢}

M

=

£

CRMA

z‘d_

B 9¢¥ 30Y Apolo] A= 2]ok3

1=
T

2002 1€ 1¥

AE

=2

1087 vl A4ke)

L
T

5

1S

74%° 3]

=
K3

ol

_L
=

)

—_
o

3|

]_

o

2 AL e o

ST
™

734 A

Ko
|

3593 CRM A]~H

M
~r

AN

1932, 5%

olejo] WAE

<
R

o

kil

o A7 79 43,121%

Fd9e

]
&

2+ 5%, 25%



4 Q= CRMA| 2" ke 7]ed8ta, Yol B AFoA] A A3 EACRM
B 109 9 2 FUCRMAY dAAZ AA AN EBEICRMTE9 A7E

Azt oot gl



L ATHE 2 99

AR o] W2 A A A 11 vHAIR A Edste] o] % tisHt
A ¥ (Mass Marketing), Al&3}7}7 8 (Segmentation Marketing), & A17HA &
(Niche Marketing)2.2 WAa|gkal, Holv AAYHE 83 vlojguo]2 nf
719 (DB Marketing)®] W &¢] = At

3174 A 2] (Customer Relationship Management, ©]3F CRM)+= © ©]H
Hlol2 wARS 7w FAste] A R4 o] gkl wet ol
9o 3}-¢-2~(Data  Warehouse)7|'Holl  HEd 24 E4 CRM(Analytical
CRM)A|&Hlo] S48t shte] AZ sfejrd oz B o 5§
Y3 AH"Y Ao w2, CRMS 143 #HE 7|99 W - oF A8E

A, T, AlEstete] A

M

el 7123 Y EeS Agsta ALdeEA Al

|

Sojshlsle gl AN Yor, A2 vhAR Adel Avixel Ba
271 Fu vhgel ek vhAY uAsd

it

2,
o
—
=2
>
B~
z
N
©
do
-
il
rt‘l



B

o

a-

oA Tl A

Y

2 YdHv) A-53}(Sales Force Automation, SFA)9] =

il

A
2]

CRM o}

T

.

s}

°

o
o=

2

I

;gy_

=

=

v g B

o

o

uy

o)

)

—~
o

oF
el

‘A
o

So)g, oA, opl, AFaNAE T

o] HZF AH A A

FF a2}

N
)
o
X
el

Hip

o

o]

Aom, uhgt

1
AN

YA 7]

S
=

A

o] o

o} - o] wAE AXE EolGERAT Aok

= - rartel w

. oF
=

W - o) -

- g5
, ol¢ox



1= =)
T

o] oA = o

A5 7 v B8, A vlFo] AL glo] i

=

R

}

3
pid

3}
o}

[e)
T

L
T

A eF G A ol A

pu—

=
o

o

224714 9

1
T

2H2 oo muael o=8

3 AT

]

A

u

o]

R

o uAar

T
i
XO

A

¥

Aoz A

o

w9 AgHge 3

ol ok
—

=

AH e AFAL YA

.d
=

ted AleFAL 7h7Re] A HRte]

[

=3}

hyA

Sahe 204 AYH 1 ok geba

=

3]
o THEmEH A|obs|Alel

=

2

~E

HAY AR A28, AP Gt

L

.

5t

°

A&

=

= 4 Id= CRMA

2 AT E =l#F

xé_u;_



AR, =rjfed] RS 283 AF3AF CRMO N33 2EFS AA .
=4, =l av) RS T8t HolEdlofs¢-2s AATH.
AAY, OLAP7IH S &-83to] AF3|AL £4 CRMAIAHE 2E S 7Edit

A, BA73 &4 skl A 24 CRMAIEH =oz TAshs



O. o|&4 =73

1. CRM(Customer Relationship Management)

7F. CRM9] A 9

il

B

e

=

/d (indivisuality)

ulo

2002).



;

/1
ClEEElE

R RETHTR

-
w

deH

4
o=
(]

o] &
oo 1

_m..,.,..wu__.ﬂ mv_ T m 4

Hl =

o B |

™
=

—
R T

1
=

2] 7Y

A H

1% 1. CRMA

CRM9] A& HAHEWH 7FEY 1F(Gartner Group)olA& CRME 4l

qol

1992 W

X

._OL
oF
TH
e %]
To-
oF

N
el
;OO
_mvo

=

—_
file)

—_
o

oj

Ty A el

N

)

e
o

ol

W E} 15 (Meta Group)

o) -3}

(needs), 71X

3l AFF 718y ®sle] 7]

ZAAEZA CRME 7o) 749 U

SERE

1
T

HA

o5

SHA|

3

520 @ o

R

ol
=

)

I CRMe] el

ksl
pul

nlA® 1F (Carlson Marketing Group)©| 1%

&



bk

™
=
2
bo

Ho
o

i
)

7

al

ElH, CRMTE2

¥3

)
o

oj

O

7
BN

file)
o

A
_
file)
=i
o

o

g

E3tele] uMEA 7% ul

o8

B 90d )

=

H
R

=i

9

-
R

A,

) 2~ wlA E A

349 vAE)

3

=
A 1M E vlA B (segment marketing) 7] ©] 70

AR AgEQor, R

A" o] T4 o] H A,

o Al

1

11, 2001).

<]

Y. CRM2] H}F
70d ol = A
o}

=

T
g
o
blo

HA

Hloleu o]~z

o
=

HA = A o

8

€]

7]1HS

AN

o
AA

ks

141 Y] u}2 (niche market) <]

[

=

(¢

=

=

A = ke o]

[

L

o

e BF{F7F 7t



B 2AZA AAQ wARE FAsE Aol A5 HAT

]l
i
Jm

A2t wAL Y ARHOR WEAL 5 Yt A2 Y o)

drRFA BEE QA ThsetA HJT olHd Had vAR TIREe

THEG 2], 2000).

# 1 ovHAR wste] whg aAaH W (P, 1999)

sl CS(F?ust?mer DBEA &) CRM
i (19703 o) Satisfaction) (19801 th) | (19903 th F-xk)
(19803 TH)
7N/ 8},
B FEH Fuia | A9 A Fepat thdstE sEH HEY
7-ui A
DA A7l IAREE aFshd A 37
aAHe] BwA | HE FF | 38, 4uF 7 7o e
() 27 g oA R s 3
e | W 9995 O‘ﬂ’o‘gifiwé T A% | WA B




o 249 FaA4

L N s B SR BN :n uﬂ oo om N T N i ok %o
T T O o 9 A SIS T g " o ™ .
_T e 2P 2T 0 R Lt s EaeTow
N N A B TR RN AR B Qe
TS U - O T N I T I =
S 7T e T § P oW o e L e~
o= < - = B % X No <P o I
%w,_s@iar.mﬁ SICH R e ¥ OE
— N p—
R M = o % 5 2 o B X Njo Hi o I Iy 5 FCIENON
£ = g - X M T 9 lf
dop BT o Mo FORN e — % ° N ® ® W o
ul T Al T - B © o i A S X X W T
T WRr\ = Wrﬁ T o y T8 & % [ wT — oW
v K T ® ~ B 2 PR E g W9 N ot
s o +~ T O w 2= ®o- § ° s ¥ e ¥ T &
~ ~ - — o) — —_—
= P -~ T % W X 1@ T M 2 0 S - ® T 0 %
~ CI* _ﬂ_ 9 H_._ ﬂﬂ T Jl A o o o o m} ‘.lw_wx_ O# ] )
G S = X R N I
A_ 5 X N Of —_ B :.L Q fi%e) ~o
= Moo TR ~ 2 W m < %k e
= Y o T T N7 O S B ST B
3 = B = 5 X 3 Pk oeog5 kBT
oy <3 T > < X5 0 %0 =
oo W6 T <7 s o e 2 o S
i T o= e B Tz s o < GE
ORE g ® N < m N ® Woo DU
ﬂmﬂe_ﬂw@%w@mﬂo Haﬂ%@g(ozw_omw
T SR IS TR A= R g CC o ST NS
= 7] ool I r 1] o T O~ KA
¥ 8 o T o= g mm = NS 15 = N 70
I O R T - A -
v = ° ° ~ bS e m OB o
T & o W T ome < ol ~
4 E 2 4w T T YT R E g
T 2 0% T L, ox &K o e @ T Mo
g 3 b B s R = M X % ir o T 4 o
S & T = B oy o g O = ™ .o
2 X & o e S g
g 9 7T I o _ H 3 T T B T N W
o 25 R £ 7 BT X PO Mo OB K oo
T & = W @ q S8 T T P oo W o oW W oW o



ox
A
N
>
o
2
X
rr
b
!
e K
&
s
ue.
i)
rH
Bl
)
I
oo
r
kv
=2
k=)
X
X
k]
I
Lo
ofj

A % (customer loyalty)7} <13 2ekxich & Ao oatd ojw AEo|
Mulzo] ja] @As BEF DAR YA BEF DAY FARY Fo|

= AAME AAE wE & Aolgta 3 tH(Thomas$], 1995).

_10_



2. Meta Group©] /3 CRME H ¢

Meta Group®] #7F3 CRMS] ¥H= 28 29} o] & (operational) C
RM, &4 (analytical) CRM, &€ (collaborative) CRMO.E U= F UTH(Meta
o] FPYAN L} AFste] vl

A AEE ELA DALY Zo) BiIo] BFol

Group, 2000). =% CRM<Z 7|

'

. /\']H]Z: .

4 CRMAE HolEuteld, 49 HE. -

JEE ol §dte] RAYRE AR

o
QL
K
i)
X,
ol
2
il
il
[
h
ol
fr

ofolw ¥ CRM2 14 A &g, 1A

i)
Lo
Q)
o
3
=
e
=
0
=3
=2
=]
i
&
)
=
D

il, fax, letter x| Y3}, Call Center#]s A Q&ofo|t}.

Operational CEM

Business Operations Mgmt.

Analytical CRM

Business Performance Mgmt.

Business Collaboration Management

) 3 T
= E ERPERM Supply Chain Legacy f- i :
= Syslems B e
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t}. OLAP (On-Line Analytical Processing ©] 3} OLAP)

OLAPY] AYE AwBE™ Codd(1993)E 71¢9] ol RdS Hz &
Dt T4 mdF TR v OLAPS 524 RdRe RS A4, 24,
2 gYsta Ak A4 ZH
ol AR HiEtA Fodrt Aol . A st Ao B ALY
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What If#4], Goal Seekings 3T 4 U+ RS Ett) Pendes & Cre

2493}, FYshed BaF 45H QRO
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ABSTRACT

Development of a Analytical CRM Model System for
Pharmaceutical Company

- Based on the Wholesale Distribution Information of Medical Supplies

Dong Hoon Jang
Graduate School of
Health Science and Management

Yonseil University

(Directed by Professor Young Moon Chae, Ph.D.)

Recently, as importance of customer relationship management (CRM) is
emphasized and public interest in information systems rises in various
fields, there is a growing demand for centralized and standardized
wholesale distribution information about customers and distribution
channels for pharmaceutical companies. This study presented a CRM
model system for producing wholesale distribution information utilizing
pharmaceutical company’s important source data, such as marketing and

performance of sales personnels. Additionally, the study also analyzed an
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economic feasibility of this model.

This study used the wholesale distribution data and medical supplies
information for 108 wholesale pharmacies, which explain 74% of the
entire wholesale transaction of medical supplies in the nation from
January 1 to September 30, 2002. For the information about retail
pharmacies and hospitals, the study used the data provided by B
company that collects and analyzes informations on the distribution of
medical supplies. For pharmaceutical company CRM system model
development, a data warehouse was constructed based on wholesaler
sales data, customer data, and product data. And, a small-scale subject
oriented data mart was developed based on the information necessary for
a CRM system. Several multi-dimensional analyses were presented using
OLAP technique.

As a result, the customers whose information can be derived as
wholesale distribution data were categorized into hospital customer group
and regional customer group. The CRM system were classified into: 1)
Marketing Analysis System that produces sales results of competitors and
their products; 2) Sales Personnel Performance Evaluation System that
produces the sales results of every person in the pharmaceutical company,
and 3) Customer System that produces the value of each customer from
every group based on the sales data. An economic analysis showed that
implementation of the system yields 743.121 million won of net profit

annually, based on the assumption of 5% and 25% of sales amount and
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medicine cost margin, respectively. In the sensitivity analysis, application
of 5%-55% of medicine cost margins yielded profits in every cases.

The present study contributes to the development of CRM system that
can improve a relationship with customer and understanding of market.
The proposed analytic CRM model can also help meet the demands for
accurate wholesale distribution data. Significance of this study is that it
provides an approach to develop an CRM system by integrating the

analytic CRM and other corporate CRMs using data warehouse.
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