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The Analysis of the Factors and Weights for the Performance
Mesurement of Hospital CRM System
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Abstract Recently we can see many cases that the CRM Systems are implemented and operated in Hospitals.
The reason for such situation is the management environments in medical service market is changing rapidly
one hand, and on the other hand the competitions among the Hospitals became more severe. In this paper we
try to present the factors and weights as index for the measurement of Hospital CRM's System Performance.
To achieve this goal, we derived the primary factors for the success of the CRM Systems based on the
precedent researches, and futhermore carry out the verification of the rightness of those factors. For the
verification of the rightness of the factors, we employ the Structured-Model-Analysis Method of AMOS. This
enhance the meaning of the analysis result of the factors. And we use the AHP method to compare the
importance grade of each success factors, because the comparison of importance level of each success factor is
very crucial for the measurement of the Hospital CRM's system performance. As a result, we derived the
primary factors and analyzed the weights in this paper, which might be used as the guiding Index for the
measurement of the Hospital CRM' System Performance.
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