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Abstrak

Sistem Pengurusan Perhubungan Pelanggan (CRM) membolehkan hospital untuk
menyediakan kualiti perkhidmatan yang lebih baik, meningkatkan kepuasan pelanggan, dan
meningkatkan keuntungan dan daya saing mereka. Namun begitu, hanya sedikit sahaja
perhatian yang diberikan terhadapnya, dan kurangnya penggunaan sistem berkenaan di
hospital-hospital swasta di Malaysia. Selain itu, hanya terdapat beberapa kajian sahaja yang
meneliti faktor-faktor yang mempengaruhi penggunapakaian sistem CRM di hospital-
hospital swasta di Malaysia. Oleh itu, objektif utama kajian ini adalah untuk membangunkan
satu kerangka kerja penggupakaian sistem CRM di hospital-hospital. Soal selidik tadbir
kendiri telah digunakan untuk mengumpul data daripada kakitangan pengurusan atasan di
hospital-hospital swasta di Malaysia. Sejumlah 148 soal selidik yang diedarkan di mana 79
soal selidik (53%) telah dikembalikan. 72 data soal selidik yang mempunyai ciri-ciri
kesahan dianalisis dengan menggunakan teknik Korelasi dan Regresi Berganda untuk
mengesahkan kerangka kerja tersebut. Kerangka kerja yang digunakan untuk penyelidikan
ini yang telah diubahsuai daripada teori Penyebaran Inovasi (DOI) dan Model Inovasi
Sistem Maklumat (IS), telah dibina untuk mengaitkan faktor-faktor inovasi, organisasi, dan
alam sekitar dengan persepsi faedah dan pelan pelaksanaan sistem CRM. Dapatan kajian
menunjukkan bahawa faktor-faktor inovasi, organisasi, dan persekitaran mempunyai
hubungan positif yang signifikan (p > 0.05). Keputusan kajian umpamanya kerangka kerja
yang dibina menyediakan satu set garis panduan yang diterima pakai yang menyumbang
kepada kejayaan penggunapakaian dan pelaksanaan sistem CRM. Kerangka kerja ini juga
menyumbang kepada khazanah pengetahuan dalam teori DOI, Model Inovasi Sistem
Maklumat, dan domain CRM. Secara praktikal, dapatan yang diperolehi mempunyai
implikasi yang banyak seperti memberi penekanan kepada peranan sistem CRM untuk
menyelesaikan masalah utama di hospital-hospital dan menggalakkan para pembekal sistem
CRM untuk memperbaiki strategi pemasaran mereka serta menyediakan sistem CRM pada

harga yang berpatutan.

Kata Kunci : Sistem pengurusan perhubungan pelanggan, Penyebaran teori inovasi, Model

inovasi sistem maklumat, Perkhidmatan hospital, Kerangka kerja yang digunapakai.



Abstract

Customer Relationship Management (CRM) systems enable hospitals to provide better
quality of services, to improve customers’ satisfaction, and to increase their profitability and
competitiveness. However, there is little attention and lack of adoption of the CRM systems
in private hospitals in Malaysia. Moreover, few studies have investigated the factors
influencing the adoption of the CRM systems in private hospitals in Malaysia. The main
objective of this study is therefore to develop an adoption framework of the CRM system for
hospitals. Self-administered questionnaires were used to collect the data from the top
management employees in private hospitals in Malaysia. A total of 148 questionnaires
distributed in which 79 questionnaires (53%) were returned. The data of 72 valid
questionnaires were analysed using Correlation and Multiple Regression techniques to
validate the framework. The framework, adapted from the Diffusion of Innovation (DOI)
theory and the Model of Information System (IS) Innovation, was built to relate innovation,
organizational, and environmental factors to the perception of the CRM system’s benefits
and implementation plans. Findings indicate that innovation, organizational, and
environmental factors have positive significant relationships (p > 0.05). The results of the
study such as the constructed framework, provide a set of adoption guidelines that
contributes to a successful adoption and implementation of the CRM systems. The
framework also contributes to the body of knowledge in the DOI theory, the Model of IS
Innovation, and the CRM domain. In practical, the results have many implications such as
emphasizing on the roles of the CRM systems on solving major problems in hospitals and
encouraging the vendors of the CRM systems to improve their marketing strategies and to

provide the CRM systems at reasonable prices.

Keywords: Customer relationship management system, Diffusion of innovation theory, The

model of information system innovation, Hospital services, Adoption framework.
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CHAPTER ONE
INTRODUCTION

1.1 Introduction

In the past, organizations were using the supply-push strategy of business which is to
produce products and services with different specifications to customer. This
strategy was found inefficient, therefore the demand-pull strategy has been raised
which focuses on producing products and services based on customer preferences.
Consequently, organizations shift from being product centric to become customer
centric. This is where the Customer Relationship Management (CRM) could play a

role to accomplish the transformation.

CRM could mean different things for different people (Winer, 2001; Buttle, 2004). It
is viewed as a business philosophy (Ryals & Knox, 2001; Zablah, Bellenger, &
Johnston, 2004b; Huang & Wang, 2009), a business strategy (Parvatiyar & Sheth,
2001; Karakostas, Kardaras, & Papathanassiou, 2005; Tarokh & Ghahremanloo,
2007), or a technological tool (Bose, 2002; Campbell, 2003; Zablah et al., 2004b).
Therefore, a balanced view of CRM should be adapted by combining the three
views. Hence, generally CRM refers to an organization orientation towards building
a customer-oriented culture, by creating plans for acquiring new customers,
enhancing the profitability of existing customers, and retaining the profitable
customers by gathering, analysing and deploying customer data using an information
technology application; and initiating a profitable long term relationship with the

customer. The information technology application is known as Customer
1



The contents of
the thesis is for
internal user
only



REFERENCES

Adebanjo, D. (2006). Evaluating the effects of Customer Relationship Management
using modelling and simulation techniques. In Proceedings of IEEE
International Conference on Management of Innovation and Technology, 21-
23 June 2006 (pp. 451-454).

Ajzen, 1. (1985). From Intentions to Actions: A Theory of Planned Behaviour.

Berlin, New York: Springer-Verlag.

Ajzen, 1. (1991). The theory of planned behavior. Organizational Behavior and
Human Decision Processes, 50(2), 179-211. doi: 10.1016/0749-
5978(91)90020-T.

Ajzen, 1., M. Fishbein (1980). Understanding Attitudes and Predicting Social

Behavior, Englewood Cliffs, NJ: Prentice-Hall, Inc.

Al-Mudimigh, A. S., Ullah, Z., & Saleem, F. (2009). Data mining strategies and
techniques for CRM systems. In Proceedings of IEEE International
Conference on System of Systems Engineering (SoSE 2009), May 30 -June 3
2009.

Alavi, M., & Leider, D. (1999). Knowledge management systems: emerging views
and practices from the field. In Proceedings of The 32nd Annual Hawaii

International Conference on System Sciences (HICSS-32, 1999).

Alexandra, D. (2005). A healthy dose of CRM. Customer Relationship Management,
9(12), 34-37.

Alexopoulos, C., Goldsman, D., Fontanesi, J., Sawyer, M., De Guire, M., Kopald,
D., et al. (2001). A discrete-event simulation application for clinics serving
the poor. In Proceedings of The Simulation Conference, Winter, 2001 (pp.
1386-1391).

200



Alryalat, H., & Al Hawari, S. (2008). Towards Customer Knowledge Relationship
Management: Integrating Knowledge Management and Customer
Relationship Management Process. Journal of Information & Knowledge
Management, 7(3), 145-157. doi: 10.1142/S0219649208002020.

Alshawi, S., Missi, F., & Irani, Z. (2011). Organisational, technical and data quality
factors in CRM adoption - SMEs perspective. Industrial Marketing
Management, 40(3), 376-383. doi: 10.1016/j.indmarman.2010.08.006.

Alt, R., & Puschmann, T. (2004). Successful practices in customer relationship
management. In Proceedings of The 37th Annual Hawaii International

Conference on the System Sciences, 5-8 Jan 2004.

Arab, F., Selamat, H., & Zamani, M. (2010). An overview of success factors for
CRM. In Proceedings of The 2nd IEEE International Conference on The
Information and Financial Engineering (ICIFE), 17-19 Sept 2010 (pp. 702-
705).

Arrieta, A., Garcia-Prado, A., & Guillen, J. (2011). The Private Health Care Sector
and the Provision of Prenatal Care Services in Latin America. World
Development, 39 (4), 579-587. doi:10.1016/j.worlddev.2010.09.006.

Ary, D., Jacobs, L. C., & Razavieh, A. (2002). Introduction to research in education
(6th ed). Belmont, CA: Wadsworth/Thomson Learning.

Askool, S. S., & Nakata, K. (2010). Scoping study to identify factors influencing the
acceptance of social CRM. In Proceedings of IEEE International Conference
on the Management of Innovation and Technology (ICMIT), 2-5 June 2010
(pp. 1055-1060).

Babakus, E., & Mangold, W. (1992). Adapting the SERVQUAL scale to hospital
services: an empirical investigation. Health Services Research, 26(6), 767-
786.

Babbie, E. (1990). Survey research methods (2ed ed). Belmont, CA: Wadswort.

201



Baldwin, E. A. (2006). How to Win Using Customer Relationship Management.
SMT: Surface Mount Technology, 20(9), 10-10.

Barlow, G. L. (2002). Auditing hospital queuing. Managerial Auditing Journal,
17(7), 397-403. doi: 10.1108/02686900210437507.

Beatty, R. C., Shim, J. P., & Jones, M. C. (2001). Factors influencing corporate web
site adoption: a time-based assessment. Information & Management, 38(6),
337-354. doi: 10.1016/S0378-7206(00)00064-1.

Becker, J. U., Greve, G., & Albers, S. (2009). The impact of technological and
organizational implementation of CRM on customer acquisition,
maintenance, and retention. International Journal of Research in Marketing,
26(3), 207-215. doi: 10.1016/j.ijresmar.2009.03.006.

Benz, G., & Paddison, N. V. (2004). Developing Patient-Based Marketing Strategies.
Healthcare Executive, 19(5), 40.

Bibiano, L., Mayol, E., & Pastor, J. (2004). Role and Importance of Business
Processes in the Implementation of CRM Systems.

Bibiano, L., & Pastor, J. (2006). Towards a Definition of a CRM system life-cycle. In
Proceedings of The European and Mediterranean Conference on the
Information Systems (EMCIS), 2006. Spain.

Bose, R. (2002). Customer relationship management: key components for IT
success. Industrial Management & Data Systems, 102(1/2), 89-97. doi:
10.1108/02635570210419636.

Bosire, J., Shengyong, W., Gandhi, T., & Srihari, K. (2007). Comparing simulation
alternatives based on quality expectations. In Proceedings of The Simulation
Conference, 9-12 Dec 2007 (pp. 1579-1585).

Bradford, M. & Florin, J. (2003). Examining the role of innovation diffusion factors
on the implementation success of enterprise resource planning systems.

International Journal of Accounting Information Systems, 4 (3), 205-225.
202



Bull, C. (2003). Strategic issues in customer relationship management (CRM)

implementation. Business Process Management Journal, 9(5), 592-602.

Buonanno, G., Faverio, P., Pigni, F., Ravarini, A., Sciuto, D., & Tagliavini, M.
(2005). Factors affecting ERP system adoption: A comparative analysis
between SMEs and large companies. Journal of Enterprise Information
Management, 18(4), 384-426. doi: 10.1108/17410390510609572.

Buttle, F. (2004). Customer relationship Managemen: Concepts and Tools:

Oxford:Elsevier.

Caldeira, M., Pedron, C., Dhillon, G., & Jungwoo, L. (2008). Applying EA
Perspective to CRM: Developing a Competency Framework. In Proceedings
of The Third International Conference on Convergence and Hybrid
Information Technology (ICCIT '08), 11-13 Nov 2008 (pp. 1029-1034).

Campbell, A. J. (2003). Creating customer knowledge competence: managing
customer relationship management programs strategically. Industrial
Marketing  Management, 32(5), 375-383. doi:  10.1016/s0019-
8501(03)00011-7.

Cardozo, R., McLaughlin, K., Harmon, B., Reynolds, P., & Miller, B. (1993).
Product-market choices and growth of new businesses. Journal of Product
Innovation Management, 10(4), 331-340. doi: 10.1111/1540-5885.1040331.

Carter, Y. (2009). Know your customers better. NZ Business, 23(7), 42-45.

Chang, W., Park, J. E., & Chaly, S. (2010). How does CRM technology transform
into organizational performance? A mediating role of marketing capability.
Journal of Business Research, 63(8), 849-855.10.1016/j.jbusres.2009.07.003.

Chao, C., Jen, W., Hung, M., Li, Y., & Chi, Y. (2007). An innovative mobile
approach for patient safety services: The case of a Taiwan health care
provider. Technovation, 27(6-7),342-351. doi:
10.1016/j.technovation.2006.12.008.

203



Chen, 1. J.,, & Popovich, K. (2003). Understanding customer relationship
management (CRM): People, process and technology. Business Process
Management Journal, 9(5), 672-688. doi: 10.1108/14637150310496758.

Chen, Q., & Chen, H. M. (2004). Exploring the success factors of eCRM strategies
in practice. Journal of Database Marketing & Customer Strategy
Management, 11(4), 333-343.

Chen, X. (2009). Customer-Centric CRM Required in Business Application. In
Proceedings of The First International Workshop on Education Technology
and Computer Science (ETCS '09), 7-8 March 2009, (pp. 1100-1102).

Chiasson, M., & Davidson, E. (2004). Pushing the contextual envelope: developing
and diffusing IS theory for health information systems research. Information
and Organization, 14(3), 155-188. doi: 10.1016/j.infoandorg.2004.02.001.

Chisnall, P. M. (1989). Strategic Industrial Marketing (2nd ed). Englewood Cliffs,
NJ, Prentice Hall.

Cohen, J. (1988). Statistical power analysis for the behavioral sciences (2™ ed.).
Mahwah, NJ: Lawrence Erlbaum Associates.

Coltman, T. R. (2006). Where Are the Benefits in CRM Technology Investment?. In
Proceedings of The 39th Annual Hawaii International Conference on System
Sciences (HICSS '06), 4-7 Jan 2006.

Conrad, E, D. (2009). Willingness to Use IT Innovations: A Hybrid Approach
Employing Diffusion of Innovations and Technology Acceptance Models.
Unpublished PhD Dissertation. Southern Illinois University Carbondale.
United States.

Cooper, R. B., & Zmud, R. W. (1990). Information Technology Implementation
Research: A Technological Diffusion Approach. Management Science, 36(2),
123-1309.

204



Corner, 1., & Rogers, B. (2005). Monitoring qualitative aspects of CRM
implementation: The essential dimension of mangement responsibility for
employee involvement and acceptance. Journal of Targeting, Measurement
and Analysis for Marketing, 13(3), 267-274.

Creswell, J. W. (2005). Educational Research: Planning, Conducting, and
Evaluating Quantitative and Qualitative Research. Upper Saddle River, NJ:
Pearson Education.

Creswell, J. W. (2008). Educational Research: Planning, Conducting, and
Evaluating Quantitative and Qualitative Research (3™ ed.). Upper Saddle

River, New Jersey: Prentice Hall.

Croteau, A., & Li, P. (2003). Critical success factors of CRM technological
initiatives. Canadian Journal of Administrative Sciences, 20(1), 21-34.

Das, J., Hammer, J., & Leonard, K. (2008). The quality of medical advice in low

income countries. Journal of Economic Perspectives, 22 (2), 93-114.

Davis, F. D. (1986). A technology acceptance model for empirically testing new end-
user information systems: Theory and results. Unpublished doctoral

dissertation, MIT Sloan School of Management, Cambridge.

Davis, F. (1989). Perceived usefulness, perceived ease of use, and user acceptance of

information technology. MIS quarterly, 13(3), 319-340.

Davis, F. D., Bagozzi, R. P., & Warshaw, P. R. (1989). User acceptance of computer
technology: A comparison of two theoretical models. Management Science,
35(8), 982-1003.

Demir, S. G., Bulut, H., & Dal, U. (2009). Student's experience with developing
patient education materials. Procedia - Social and Behavioral Sciences, 1(1),
2828-2831. doi: 10.1016/j.sbspro.2009.01.503.

Dholakia, R. R., & Kshetri, N. (2004). Factors Impacting the Adoption of the

Internet among SMEs. Small Business Economics, 23(4), 311-322.
205



Dyche, J. (2002). The CRM Handbook: A Business Guide to Cusomer Relationship
Management: Addison-Wesley, USA.

Eder, L.B. & Igbaria, M. (2001). Determinants of intranet diffusion and infusion.

Omega International Journal of Management Science, 29 (3), 233-242.

Fichman, R. (1992). Information technology diffusion: a review of empirical
research. In Proceedings of The 13" International Conference on Information
Systems, Dallas, TX, 13-16 Dec 1992, (pp. 195-206).

Field, A. P. (2009). Discovering statistics using SPSS (2" ed.). London: SAGE
publications Ltd.

Finnegan, D. J., & Currie, W. L. (2010). A multi-layered approach to CRM
implementation: An integration perspective. European Management Journal,
28(2), 153-167. doi: 10.1016/j.em;j.2009.04.010.

Fishbein, M., & Ajzen, I. (1975). Belief, Attitude, Intention, and Behavior: An
Introduction to Theory and Research. Addison-Wesley, Reading, MA.

Fitzgerald, L., Ferlie, E., Wood, M., & Hawkins, C. (2002). Interlocking interactions,
the diffusion of innovations in health care. Human Relations, 55(12), 1429-
1449.

Fok, W., Li, J., Hartman, S., & Fok, L. (2003). Customer relationship management
and QM maturity: an examination of impacts in the health-care and non-
health-care setting. International Journal of Health Care Quality Assurance,
16(5), 234-247. doi: 10.1108/09526860310486688.

Foss, B., Stone, M., & Ekinci, Y. (2008). What makes for CRM system success - or
failure?. Journal of Database Marketing & Customer Strategy Management,
15(2), 68-78. doi: 10.1057/dbm.2008.5.

Frambach, R. R. & Schillewaert, N. (2002). Organizational innovation adoption A
multilevel framework of determinants and opportunities for future research.

Journal of Business Research, 55 (2), 163-176.
206



Frow, P., Payne, A., Wilkinson, I. F., & Young, L. (2011). Customer management
and CRM: addressing the dark side. Journal of Services Marketing, 25(2),
79-89. doi: 10.1108/08876041111119804.

Fuchs, S. (2005). Organizational Adoption Models for Early ASP Technology
Stages. Adoption and Diffusion of Application Service Providing (ASP) in the
Electric Utility Sector. Doctoral thesis, WU Vienna University of Economics
and Business. Retrieved from: http://epub.wu.ac.at/1876/.

Gall, M. D., Gall, J. P., & Borg, W. R. (2003). Educational research. Boston, MA:

Pearson Education.

Gallivan, M. J. (2001). Organizational and Adoption Assimilation of Complex
Technological Innovations: Development and Application of a New
Framework. The DATA BASE for Advances in Information Systems, 32(3),
51-85.

Garrido-Moreno, A., & Padilla-Meléndez, A. (2011). Analyzing the impact of
knowledge management on CRM success: The mediating effects of
organizational factors. International Journal of Information Management,
31(5), 437-444. d0i:10.1016/j.ijinfomgt.2011.01.002.

Gatignon, H., & Robertson, T. S. (1985). A propositional inventory for new
diffusion research. Journal of Consumer Research, 11 (4), 849-868.

Gatignon, H., & Robertson, T. S. (1989). Technology Diffusion: An Empirical Test
Of Competitive Effects. Journal of Marketing, 53(1), 35-49.

Gay, L. R., Mills, G. E., & Airasian, P. (2006). Educational research. Columbus,
OH: Pearson.

Gefen, D., & Ridings, C. M. (2002). Implementation Team Responsiveness and User
Evaluation of Customer Relationship Management: A Quasi-Experimental
Design Study of Social Exchange Theory. Journal of Management
Information Systems, 19(1), 47-69.

207


http://epub.wu.ac.at/1876/

Geib, M., Kolbe, L. M., & Brenner, W. (2006). CRM collaboration in financial
services networks: a multi-case analysis. Journal of Enterprise Information
Management, 19(6), 591-607. doi: 10.1108/17410390610708481.

Goddard, J., & Tavakoli, M. (2008). Efficiency and welfare implications of managed
public sector hospital waiting lists. European Journal of Operational
Research. 184, 778-792. doi:10.1016/j.ejor.2006.12.003.

Goodhue, D., & Thompson, R. (1995). Task-technology fit and individual
performance. MIS quarterly, 19(2), 213-236.

Grandon, E. E., & Pearson, J. M. (2004). Electronic commerce adoption: an
empirical study of small and medium US businesses. Information &
Management, 42(1), 197-216. doi: 10.1016/].im.2003.12.010.

Griffin, J., McKenna, K., & Tooth, L. (2003). Written health education materials:
Making them more effective. Australian Occupational Therapy Journal,
50(3), 170-177. doi: 10.1046/j.1440-1630.2003.00381.x.

Gummesson, E. (2002). Relationship Marketing in the New Economy. Journal of
Relationship Marketing, 1(1), 37-57.

Gunal, M. M., & Pidd, M. (2005). Simulation modelling for performance
measurement in healthcare. In Proceedings of The Simulation Conference, 4
Dec. 2005, (pp. 2663-2668).

Gunal, M. M., & Pidd, M. (2007). Interconnected des models of emergency,
outpatient, and inpatient departments of a hospital. In Proceedings of The
Simulation Conference, 9-12 Dec. 2007, (pp. 1461-1466).

Hage, J., & Dewar, R. (1973). Elite Values Versus Organizational Structure in
Predicting Innovation. Administrative Science Quarterly, 18(3), 279-290.

Hair, J. F., Anderson, R. E., Tatham, R. L., & Black, W. C. (1995). Multivariate data
analysis with readings (4™ ed.). Englewood Cliffs, New Jersey: Prentice-

Hall.
208



Hair, J. F., Anderson, R. E., Tatham, R. L., & Black, W. C. (1998). Multivariate data
analysis (5™ ed.). Upper Saddle River, New Jersey: Prentice-Hall.

Hair, J. F., Black, W. C., Babin, B. J., Anderson, R. E., & Tatham, R. L. (2006).

Multivariate data analysis (6" ed.). New Jersey: Pearson Prentice Hall.

Hair, J. F., Black, W. C., Babin, B. J., & Anderson, R. E. (2010). Multivariate data

analysis (7" ed.). New Jersey: Pearson Prentice Hall.

Hair, J. F., Money, A. H., Samouel, P., & Page, M. (2007). Research methods for
business: John Wiley & Sons.

Harej, K., & Horvat, R. V. (2004). Customer relationship management momentum
for business improvement. In Proceedings of The 26th International
Conference on the Information Technology Interfaces, 10 June 2004, Cavtat,
Croatia (pp. 107-111).

Harker, M. J. (1999). Relationship marketing defined? An examination of current
relationship marketing definitions. Marketing Intelligence & Planning, 17(1),
13-20.

Hernandez, B., Jimenez, J., & Martin, M, J. (2008). Extending the technology
acceptance model to include the IT decision-maker: A study of business
management software. Technovation, 28 (3), 112-121.
doi:10.1016/j.technovation.2007.11.002.

Hickson, G., Federspiel, C., Blackford, J., Pichert, J., Gaska, W., Merrigan, M., et al.
(2007). Patient complaints and malpractice risk in a regional healthcare
center. Southern medical journal, 100(8), 791-796.

Hoffmann, T., & Worrall, L. (2004). Designing effective written health education
materials:  Considerations for health professionals. Disability &
Rehabilitation, 26(19), 1166-1173. doi: 10.1080/09638280410001724816.

Howitt, D. & Cramer, D. (2008). Introduction to research methods in psychology

(2nd ed). Harlow, Pearson education Ltd.
209



Hsieh, M. (2009). A case of managing customer relationship management systems:
Empirical insights and lessons learned. International Journal of Information
Management, 29(5), 416-419. doi:10.1016/j.ijinfomgt.2009.06.008.

Hsieh, S. Y., Thomas, D., & Rotem, A. (2005). The organisational response to
patient complaints: a case study in Taiwan. International Journal of Health
Care Quality Assurance, 18(4), 308-320. doi: 10.1108/09526860510602578.

Hsu, P.F., Kraemer, K.L. and Dunkle, D. (2006). Determinants of e-business use in

us firms. International Journal of Electronic Commerce, 10 (4), 9-45.

Huang, Y., & Wang, J. (2009). Services-Oriented CRM System and Enabling
Technologies for Insurance Enterprises. In Proceedings of The Second
International Workshop on Knowledge Discovery and Data Mining (WKDD
2009), 23-25 Jan. 2009, (pp. 737-740).

Hung, S.-Y., Hung, W.-H., Tsai, C.-A., & Jiang, S.-C. (2010). Critical factors of
hospital adoption on CRM system: Organizational and information system
perspectives.  Decision  Support  Systems, 48(4), 592-603. doi:
10.1016/j.dss.2009.11.009.

lacovou, C. L., Benbasat, I., & Dexter, A. S. (1995). Electronic Data Interchange and
Small Organizations: Adoption and Impact of Technology. MIS Quarterly,
19(4), 465-485.

Jeyaraj, A., Rottman, J. W., & Lacity, M. C. (2006). A review of the predictors,
linkages, and biases in IT innovation adoption research. Journal of
Information Technology, 21(1), 1-23. doi: 10.1057/palgrave.jit.2000056.

Jin-yu, W., Rui, C., & He-feng, Y. (2008). Study on the design of CRM-oriented
synthetic decision support system. In Proceedings of IEEE International
Conference on Cybernetics and Intelligent Systems, 21-24 Sept. 2008, (pp.
1111-1114).

210



Johnson, L. J. (2008). What to do when patients complain. Medical Economics,
85(6), 17.

Jun, W. (2008). Customer relationship management in practice: A case study of hi-
tech company from China. In Proceedings of The International Conference

on Service Systems and Service Management, June 30 2008-July 2 2008.

Jutla, D., Craig, J., & Bodorik, P. (2001). Enabling and measuring electronic
customer relationship management readiness. In Proceedings of The 34th

Annual Hawaii International Conference on System Sciences, 3-6 Jan. 2001.

Kale, S. H. (2004). CRM Failure and the Seven Deadly Sins. Marketing
Management, 13(5), 42-46.

Kamal. M. M. (2006). IT Innovation Adoption in the Government Sector:
Identifying the Critical Success Factors. Journal of Enterprise Information
Management, 19(2), 192-222. doi: 10.1108/17410390610645085.

Karakostas, B., Kardaras, D., & Papathanassiou, E. (2005). The state of CRM
adoption by the financial services in the UK: an empirical investigation.
Information & Management, 42(6), 853-863. doi: 10.1016/j.im.2004.08.006.

Kathy, A. S., & Albert, H. S. (2002). An empirical examination of the concern for
information privacy instrument. Information Systems Research, 13(1), 36-49.
doi: 10.1287/isre.13.1.36.97.

Keefe, L. M. (2001). How much CRM is enough is relative. Marketing News,
35(10), 4-5.

Keramati, A., Mojir, N., & Mehrabi, H. (2009). Prioritizing Investment in CRM
Resources to Improve Performance: An Empirical Investigation. In
Proceedings of The International Conference on Information Management
and Engineering (ICIME '09), 3-5 April 2009, (pp. 330-334).

Kevin, Z., Shutao, D., Sean Xin, X., & Kenneth, L. K. (2006). Innovation diffusion

in global contexts: determinants of post-adoption digital transformation of
211



European companies. European Journal of Information Systems, 15(6), 601-
616. doi: 10.1057/palgrave.ejis.3000650.

King, S. F., & Burgess, T. F. (2008). Understanding success and failure in customer

relationship management. Industrial Marketing Management, 37(4), 421-431.
doi: 10.1016/j.indmarman.2007.02.005.

Ko, E., Kim, S. H., Kim, M., & Woo, J. Y. (2008). Organizational characteristics and

the CRM adoption process. Journal of Business Research, 61(1), 65-74. doi:
10.1016/j.jbusres.2006.05.011.

Kohli, R., Piontek, F., Ellington, T., VanOsdol, T., Shepard, M., & Brazel, G.

(2001). Managing customer relationships through E-business decision
support applications: a case of hospital-physician collaboration. Decision
Support Systems, 32(2), 171-187. doi: 10.1016/S0167-9236(01)00109-9.

Kotorov, R. (2003). Customer relationship management: strategic lessons and future

directions. Business Process Management Journal, 9(5), 566 - 571. doi:
10.1108/14637150310496686.

Kuan, K. K. Y., & Chau, P. Y. K. (2001). A perception-based model for EDI

adoption in small businesses using a technology-organization-environment
framework.. Information & Management, 38(8), 507-521. doi:
10.1016/S0378-7206(01)00073-8.

Kwon, T., & Zmud, R. (1987). Unifying The Fragmented Models of Information

systems Implementation In Critical Issues in Information Systems Research
(Bolond, RJ and Hirshcheim, RA, Eds) (pp. 227-251): John Wiley
andons,Ltd., New York.

Langerak, F., & Verhoef, P. (2003). Strategically embedding CRM. Business

Strategy Review, 14(4), 73-80.

212



Laudon, K. C., & Laudon, J. P. (2004). Management Information Systems:
Managing the Digital Firm (8th ed.). Upper Saddle River, New Jersey:
Prentice Hall.

Leedy, P. D. & Ormrod, J. E. (2005). Practical research: Planning and design (8th
ed). Upper Saddle River, NJ: Prentice Hall.

Lehane, P., & Huf, S. (2005). Towards understanding system acceptance: the
development of an assessment instrument and workpractice. In Proceedings
of OZCHI 2005, Canberra, Australia, 23 - 25 Nov, 2005.

Li, Y.H. (2008). An empirical investigation on the determinants of e-procurement
adoption in Chinese manufacturing enterprises. In Proceedings of the 15th
International Conference on Management Science & Engineering, California,
USA ( pp 32-37).

Light, B. (2001). A review of the issues associated with customer relationship
management systems. In Proceedings of The 9th European Conference on
Information Systems, Bled, Slovenia, 27-29 June, 2001 (pp. 1232-1241).

Lim, P. C,, Tang, N. K. H., & Jackson, P. M. (1999). An innovative framework for
health care performance measurement. Managing Service Quality, 9(6), 423 -
433. doi: 10.1108/09604529910304125.

Lin, M. C. (2003). A Study of Main stream Features of CRM System and Evaluation
Criteria. In Proceedings of The Annual Conference & Exposition on

American Society for Engineering Education, 2003.

Lindgreen, A., Palmer, R., Vanhamme, J., & Wouters, J. (2006). A relationship-
management assessment tool: Questioning, identifying, and prioritizing
critical aspects of customer relationships. Industrial Marketing Management,
35(1), 57-71. doi: 10.1016/j.indmarman.2005.08.008.

213


http://dx.doi.org/10.1108/09604529910304125

Liou, J. J. H. (2009). A novel decision rules approach for customer relationship
management of the airline market. Expert Systems with Applications, 36(3,
Part 1), 4374-4381. doi: 10.1016/j.eswa.2008.05.002.

Lo, A, Stalcup, L., & Lee, M. (2009). Customer Relationship Management for
Hotels in Hong Kong. International Journal of Contemporary Hospitality
Management, 22(2, 139-159). doi: 10.1108/09596111011018151.

Lorenzon, A., & Pilotti, L. (2008). The Role of Social and Cultural Contexts for the
Implementation of CRM Projects. ICFAI Journal of Knowledge
Management, 6(6), 79-96.

Lun, Z., Jinlin, L., & Yingying, W. (2008). Customer relationship management
system framework design of Beijing Rural Commercial Bank. In Proceedings
of The IEEE International Conference on Service Operations and Logistics,
and Informatics (IEEE/SOLI 2008), 12-15 Oct. 2008, (pp. 97-101).

Lineborg, J. L., & Nielsen, J. F. (2003). Customer-focused Technology and
Performance in Small and Large Banks. European Management Journal,
21(2), 258-269. doi: 10.1016/s0263-2373(03)00020-3.

Maleki, M., & Anand, D. (2008). The Critical Success Factors in Customer
Relationship Management (CRM) (ERP) Implementation. Journal of
Marketing & Communication, 4(2), 67-80.

Malaysian Medical Association, (2009a), Available at: www.mma.org.my (accessed
2 June 2010), Vol.39, No.6.

Malaysian Medical Association, (2009b), Available at: www.mma.org.my (accessed
2 June 2010), Vol.39, No.10.

Malhorta, N. K., (1988). Self concept and product choice: An integrated perspective.
Journal of Economic Psychology, 9(1), 1-28. doi: 10.1016/0167-
4870(88)90029-3.

214


http://www.mma.org.my/
http://www.mma.org.my/

Mantzana, V., & Themistocleous, M. (2006). A Method for the ldentification of
Actors Involved in the Adoption of Innovations in Healthcare Organizations.
In Proceedings of The 39th Annual Hawaii International Conference on
System Sciences (HICSS '06), 4-7 Jan 2006.

Mendoza, L. E., Marius, A., Pérez, M., & Griman, A. C. (2007). Critical success
factors for a customer relationship management strategy. Information &
Software Technology, 49(8), 913-945. doi: 10.1016/j.infsof.2006.10.003.

Merly, D. (1999). How to avoid the 10 biggest mistakes in CRM. The Journal of
Business Strategy, 20(6), 22-26.

Meyer, M. (2005). Multidisciplinarity of CRM Integration and Its Implications. In
Proceedings of The 38th Annual Hawaii International Conference on System
Sciences (HICSS '05), 3-6 Jan. 2005.

Miles, J., & Shevlin, M. (2001). Applying regression & correlation: A guide for

students and researchers: UK: Sage Publications Ltd.

Mithas, S., Krishnan, M. S., & Fornell, C. (2005). Why Do Customer Relationship
Management Applications Affect Customer Satisfaction?. Journal of
Marketing, 69(4), 201-209. doi: 10.1509/jmkg.2005.69.4.201.

Moore, G., & Benbasat, I. (1991). Development of an instrument to measure the
perceptions of adopting an information technology innovation. Information
Systems Research, 2(3), 192-222.

Morris, M. G. (1996). A longitudinal examination of information technology

acceptance. School of Business. Indiana, Indiana University.

Naidu, G., Parvatiyar, A., Sheth, J., & Westgate, L. (1999). Does relationship
marketing pay? An empirical investigation of relationship marketing
practices in hospitals. Journal of Business Research, 46(3), 207-218. doi:
10.1016/S0148-2963(98)00044-7.

215



Ngai, E. W. T. (2005). Customer relationship management research (1992-2002): An
academic literature review and classification. Marketing Intelligence &amp;
Planning, 23(6), 582 - 605. doi: 10.1108/02634500510624147.

Norman, G., & Streiner, D. (2008). Biostatistics: The Bare Essentials (3rd ed).
London: B.C. Decker.

Nunnally, J. C. (1978). Psychometric Theory (2" ed.). New York, NY: McGraw-
Hill.

Oliveira, T and Martins, M, F. (2011). Literature Review of Information Technology
Adoption Models at Firm Level. The Electronic Journal Information Systems

Evaluation, 14 (1), 110- 121. available online at www:.ejise.com.

@vretveit, J. (2000). Total quality management in European healthcare. International
Journal of Health Care Quality Assurance, 13(2), 74 - 80. doi:
10.1108/09526860010319523.

Paddison, N. V. (2004). Integrate CRM into healthcare strategy. Marketing News,
38(8), 16-16.

Pai, J.-C., & Tu, F.-M. (2011). The Acceptance and Use of Customer Relationship
Management (CRM) Systems: An Empirical Study of Distribution Service
Industry in Taiwan. Expert Systems with Applications, 38(1), 579-584. doi:
10.1016/j.eswa.2010.07.005.

Pallant, J. (2007). SPSS Survival Manual: A step by step guide to data analysis using
SPSS for windows (Version 15) (3" ed.). New York, NY: Open University

Press.

Parvatiyar, A., & Sheth, J. N. (2001). Customer Relationship Management:
Emerging Practice, Process, and Discipline. Journal of Economic & Social
Research, 3(2), 1-34.

Paulissen, K., Milis, K., Brengman, M., Fjermestad, J., & Romano N, C. Jr. (2007).

Voids in the Current CRM Literature: Academic Literature Review and
216


http://dx.doi.org/10.1108/09526860010319523

Classification (2000-2005). In Proceedings of The 40th Annual Hawaii
International Conference on System Sciences (HICSS 2007), Jan, 2007.

Payne, A. (2006). Handbook of CRM : Achieving Excellence in Customer

Management. Burlington, MA: Butterworth Heinemann.

Payne, A., & Frow, P. (2005). A Strategic Framework for Customer Relationship
Management.  Journal of  Marketing, 69(4), 167-176.  doi:
10.1509/jmkg.2005.69.4.167.

Payne, A., & Frow, P. (2006). Customer Relationship Management: from Strategy to
Implementation. Journal of Marketing Management, 22(1/2), 135-168.

Pedron, C. D., & Saccol, A. Z. (2009). What Lies behind the Concept of Customer
Relationship Management? Discussing the Essence of CRM through a
Phenomenological Approach. Brazilian Administration Review (BAR), 6(1),
34-49.

Plakoyiannaki, E. (2005). How do organisational members perceive CRM? Evidence

from a UK service firm. Journal of Marketing Management, 21(3), 363-392.

Premkumar, G. (2003). A Meta-Analysis of Research on Information Technology
Implementation in Small Business. Journal of Organizational Computing &
Electronic Commerce, 13(2), 91-121.

Premkumar, G., & Ramamurthy, K. (1995). The role of interorganizational and
organizational factors on the decision mode for adoption of

interorganizational systems. Decision Sciences, 26(3), 303-336.

Premkumar, G., Ramamurthy, K., & Nilakanta, S. (1994). Implementation of
electronic data interchange: An innovation diffusion perspective. Journal of

Management Information Systems, 11(2), 157-186.

Premkumar, G., & Roberts, M. (1999). Adoption of new information technologies in
rural small businesses. Omega, 27(4), 467-484. doi: 10.1016/S0305-

0483(98)00071-1.
217



Qingliang, M., Nongji, Z., & Guangming, Z. (2008). Application and model of CRM
strategy map: an empirical study in China. In Proceedings of The
International Conference on Service Systems and Service Management, June
30 2008-July 2 2008.

Rababah, K., Mohd, H., Ibrahim, H., & Mohamed Din, A. (2010). Construction of
Extended Adoption Model of CRM systems at the Healthcare Organizational
level in Malaysian Private Hospitals. In Proceedings of Knowldge
Management International Conference, 25-27 May 2010, Terengganu,
Malaysia (pp.726-733).

Ragins, E. J., & Greco, A. J. (2003). Customer Relationship Management and E-
Business: More Than a Software Solution. Review of Business, 24(1), 25-30.

Raisinghani, M. S., Tan, E. L., Untama, J. A., Weiershaus, H., Levermann, T., &
Verdeflor, N. (2005). CRM systems in German hospitals: Illustrations of

issues & trends. Journal of Cases on Information Technology, 7(4), 1-26.

Ramamurthy, K., Sen, A., & Sinha, A. P. (2008). An empirical investigation of the
key determinants of data warehouse adoption. Decision Support Systems,
44(4), 817-841. doi: 10.1016/j.dss.2007.10.006.

Raman, P., Wittmann, C. M., & Rauseo, N. A. (2006). Leveraging CRM For Sales:
The Role of Organizational Capabilities in successful CRM Implementation.
Journal of Personal Selling & Sales Management, 26(1), 39-53.

Ramdani, B., Kawalek, P., & Lorenzo, O. (2009). Predicting SMEs' adoption of
enterprise systems. Journal of Enterprise Information Management, 22(1/2),
10-24. doi: 10.1108/17410390910922796.

Reinartz, W., Krafft, M., & Hoyer, W. D. (2004). The Customer Relationship
Management Process: Its Measurement and Impact on Performance. Journal
of Marketing Research (JMR), 41(3), 293-305.

218



Richard, J., Thirkell, P., & Huff, S. (2007a). An examination of Customer
Relationship Management (CRM) technology adoption and its impact on
business-to-business customer relationships. Total Quality Management,
18(8), 927-945. doi: 10.1080/14783360701350961.

Richard, J., Thirkell, P., & Huff, S. (2007b). The strategic value of CRM: a
technology adoption perspective. Journal of Strategic Marketing, 15(5), 421-
439. doi: 10.1080/09652540701726793.

Rigby, D. K., Reichheld, F. F., & Schefter, P. (2002). Avoid the Four Perils of CRM.
Harvard Business Review, 80(2), 101-109.

Roberts, M., Liu, R., & Hazard, K. (2005). Strategy, technology and organisational
alignment: Key components of CRM success. The Journal of Database
Marketing & Customer Strategy Management, 12(4), 315-326.

Rockart, J. F. (1979). Chief executives define their own data needs. Harvard
Business Review, 57(2), 81-93.

Rogers, E. M. (1983). Diffusion of Innovations (3rd ed.). New York: Free Press.
Rogers, E. M. (1995). Diffusion of Innovations (4th ed.). New York: Free Press.
Rogers, E. M. (2003). Diffusion of Innovations (5th ed.). New York: Free Press.

Rogers, E. M., & Shoemaker, F. F. (1971). Communication of innovations: A cross-
cultural approach (2nd ed. of Diffusion of innovations). New York: Free

Press.

Rose, R. C., Uli, J., Abdul, M., & Ng, K. L. (2004). Hospital service quality: a
managerial challenge. International Journal of Health Care Quality
Assurance, 17(3), 146-159. doi: 10.1108/09526860410532784.

Ryals, L., & Knox, S. (2001). Cross-Functional Issues in the Implementation of
Relationship Marketing Through Customer Relationship Management.
European Management Journal, 19(5), 534-542.

219



Saunders, M., Lewis, P., & Thornhill, A. (2003). Research Method for Business

Students (3" ed). England: Pearson Education Limited.

Schierholz, R., Kolbe, L. M., & Brenner, W. (2006). Mobilizing Customer
Relationship Management; A Journey from Strategy to System Design. In
Proceedings of The 39th Annual Hawaii International Conference on System
Sciences (HICSS '06), 4-7 Jan 2006.

Schillewaert, N., Ahearne, M. J., Frambach, R. R., & Moenaert, R. K. (2000). The
acceptance of information technology in the sales force.University Park,
eBusiness Research Center, 49,

http://www.smeal.psu.edu/ebrc/publications/res_papers/2000_07.pdf.

Schumacker, R. E., & Lomax, R. G. (2004). A beginner's guide to structural
equation modeling (2" ed.). Mahwah, New Jersey: Lawrence Erlbaum.

Sekaran, U. (2000). Research Methods for Business (3" ed.). New York, NY:

Hermitage Publishing Services.

Sekaran, U. (2003). Research Methods for Business: A Skill Building Approach (4™
ed.). New York, NY: John Whily & Sons,Inc.

Shareef, M. (2009). An investigation of critical factors of citizen-centric Electronic-
government adoption. Unpublished NR52066, Carleton University (Canada),

Canada.

Sharma, A., & lyer, G. (2007). Country effects on CRM success. Journal of
Relationship Marketing, 5(4), 63-78. doi: 10.1300/J366v05n04_05.

Sin, L. Y. M., Tse, A. C. B,, & Yim, F. H. K. (2005). CRM: conceptualization and
scale development. European Journal of Marketing, 39(11/12), 1264-1290.
doi: 10.1108/03090560510623253.

Stein, A., & Smith, M. (2009). CRM systems and organizational learning: An
exploration of the relationship between CRM effectiveness and the customer

220



information orientation of the firm in industrial markets. Industrial Marketing
Management, 38(2), 198-206. doi: 10.1016/j.indmarman.2008.12.013.

Sun, Z. H. (2008). Information System and Management Strategy of Customer
Relationship Management. In Proceedings of The 3rd International
Conference on Innovative Computing Information and Control (ICICIC '08),
18-20 June 2008.

Tabachnick, B., & Fidell, L. (2007). Using Multivariate Statistics (5" ed.). New
York, NY: HarperCollins College Publishers.

Tarokh, M. J., & Ghahremanloo, H. (2007). Intelligence CRM: A Contact Center
Model. In Proceedings of IEEE International Conference on Service
Operations and Logistics, and Informatics (SOLI 2007), 27-29 Aug, 2007.

Teo, T. S. H., Devadoss, P., & Pan, S. L. (2006). Towards a holistic perspective of
customer relationship management (CRM) implementation: A case study of
the Housing and Development Board, Singapore.. Decision Support Systems,
42(3), 1613-1627. doi: 10.1016/j.dss.2006.01.007.

The Association of Private Hospitals of Malaysia (APHM), (2010), Available at:

www.hospitals-malaysia.org (accessed 27 March 2010).

Thong, J. Y. L. (1999). An integrated model of information systems adoption in
small businesses. Journal of Management Information Systems, 15(4), 187-
214.

Thong, J. Y. L, & Yap, C. S. (1995). CEO characteristics, organizational
characteristics and information technology adoption in small businesses.
Omega, 23(4), 429-442. doi: 10.1016/0305-0483(95)00017-1.

Torkzadeh, G., Chang, J. C.-J., & Hansen, G. W. (2006). Identifying issues in
customer relationship management at Merck-Medco. Decision Support
Systems, 42(2), 1116-1130. doi: 10.1016/j.dss.2005.10.003.

221



Tornatzky, L., & Fleischer, M. (1990). The Process of Technological Innovation:
Lexington Books, Lexington,MA.

Tornatzky, L., & Klein, K. (1982). Innovation characteristics and innovation
adoption-implementation: A meta-analysis of findings. IEEE Transactions on

engineering management, 29(1), 28-45.

Torres, E. J., & Guo, K. L. (2004). Quality improvement techniques to improve
patient satisfaction. International Journal of Health Care Quality Assurance,
17(6), 334-338. doi: 10.1108/095268604105575809.

Trembly, A. C. (2007). CRM: The Hoax That Wouldn't Die?. National Underwriter /
Life & Health Financial Services, 111(35), 50-50.

Tsikriktsis, N. (2005). A Review of Techniques for Treating Missing Data in OM
Survey Research. Journal of Operations Management, 24(1), 53-62. doi:
10.1016/j.jom.2005.03.001.

Urbanskiené, R., Zostautiené, D., & Chreptaviciene, V. (2008). The Model of
Creation of Customer Relationship Management (CRM) System. Rysiy su

klientas valdymo (crm) sistemos kiirimo modelis., 58(3), 51-59.

Venkatesh, V., Morris, M.G., Davis, G.B. & Davis, F.D. (2003). User acceptance of
information technology: Toward a unified view. MIS Quarterly, 27 (3), 425-
478.

Wan, Y. (2010). Application of Customer Relationship Management in Health Care.
In Proceedings of IEEE Second International Conference on the Multimedia
and Information Technology (MMIT), 24-25 April 2010, (pp. 52-55).

Westphal, J. D., Gulati, R., & Shortell, S. M. (1997). Customization or conformity?
An institutional and network persepctive on the content and consequences of
TQM adoption. Administrative Science Quarterly. 42 (2), 366-394.

Wettemann, R. (2007). Driving CRM Value in Healthcare. Health Management

Technology, 28(9), 48-50.
222



Wijewickrama, A., & Takakuwa, S. (2005). Simulation analysis of appointment
scheduling in an outpatient department of internal medicine. In Proceedings
of The Simulation Conference, 4-7 Dec 2005.

Wikstrom, C. E. (2004). A case study of emergent and intentional organizational
change: some implications for customer relationship management success. In
Proceedings of The 37th Annual Hawaii International Conference on System
Sciences, 5-8 Jan 2004.

Wilcox, P. A., & Gurau, C. (2003). Business modelling with UML: the
implementation of CRM systems for online retailing. Journal of Retailing
and Consumer  Services, 10(3), 181-191. doi: 10.1016/S0969-
6989(03)00004-3.

Wiley-Paton, S., & Malloy, A. (2004). Understanding Healthcare Professionals'
Adoption and Use of IT". In proceedings of The Tenth Americas Conference
on Information Systems, 2004, New York (pp. 179-183).

Wilson, H., Daniel, E., & McDonald, M. (2002). Factors for Success in Customer
Relationship Management (CRM) Systems. Journal of Marketing
Management, 18(1/2), 193-219.

Winer, R. (2001). A framework for customer relationship management. California
Management Review, 43(4), 89-105.

Woodcock, N., & Starkey, M. (2001). I wouldn't start from here: finding a way in
CRM projects. The Journal of Database Marketing, 9(1), 61-74.

Wu, 1., & Wu, K. (2005). A hybrid technology acceptance approach for exploring e-
CRM adoption in organizations. Behaviour and Information Technology,
24(4), 303-316. doi: 10.1080/0144929042000320027.

Xiaoyun, Y., Xuan, L., & Qiang, S. (2005). Study on the customer relationship
management and its application in Chinese hospital. In Proceedings of The

223



International Conference on Services Systems and Services Management
(ICSSSM '05), 13-15 June 2005, (pp. 188-192).

Xu, M., & Walton, J. (2005). Gaining customer knowledge through analytical CRM.
Industrial Management &amp; Data Systems, 105(7), 955-971. doi:
10.1108/02635570510616139.

Yang, X., Hongji, Y., & Amin, |. (2006). Business Rule Based Program
Transformation for CRM System Evolution. In Proceedings of IEEE
International Conference on Information Reuse and Integration, 16-18 Sept
2006. (pp. 244-247).

Yau, O. H. M,, Lee, J. S. Y., Chow, R. P. M., Sin, L. Y. M., & Tse, A. C. B. (2000).
Relationship Marketing the Chinese Way. Business Horizons, 43(1), 16-24.

Young, T. (2007). hospital CRM: unexplored frontier of ravenue growth?. hfm
(Healthcare Financial Management), 61(10), 86-90.

Yu, C. S., & Tao, Y. H. (2009). Understanding business-level innovation technology
adoption. Technovation, 29(2), 92-109. doi:
10.1016/j.technovation.2008.07.007.

Yusoff, R. (2002, April). Affordable health care: a concern. New Straits Times - Life

and Times, No3.

Zablah, A. R., Bellenger, D. N., & Johnston, W. J. (2004a). Customer Relationship
Management Implementation Gaps. Journal of Personal Selling & Sales
Management, 24(4), 279-295.

Zablah, A. R., Bellenger, D. N., & Johnston, W. J. (2004b). An evaluation of
divergent perspectives on customer relationship management: Towards a
common understanding of an emerging phenomenon. Industrial Marketing
Management, 33(6), 475-489. doi: 10.1016/j.indmarman.2004.01.006.

Zaltman, G. R., Duncan, R. B., and Holbek, J. (1973). Innovations and

Organizations. John Wily & Sons, New York.
224



Zhang, G., Chen, Y., & Fu, C. (2006). A study on the relation between enterprise
competitive advantage and CRM based on data mining. In Proeedings of
International Conference on Technology and Innovation Conference (ITIC
2006), 6-7 Nov 2006. (pp. 1710-1714).

Zhedan, P., Hyuncheol, P., Jongmoon, B., & Hojin, C. (2007). A Six Sigma
Framework for Software Process Improvements and its Implementation. In
proceedings of the 14th Asia-Pacific Software Engineering Conference
(APSEC 2007), 4-7 Dec 2007, (pp. 446-453).

Zhu, K., Dong, S. T., Xu, S. X., & Kraemer, K. L. (2006). Innovation diffusion in
global contexts: Determinants of post-adoption digital transformation of
European companies. European Journal of Information Systems, 15 (6), 601-
616.

Zikmund, W. G. (2003). Business Research Methods (7" ed). Ohio: Thomson

Learning.

225





