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Abstract Due to the high level of information supportive function of Internet, the management environment
change is accelerating. The Patients are able to have the chances of Hospital- and Doctor-shopping. So the
Customer Relationship Management skill or Patient -oriented management is becoming one of the important
management method of Hospital. To adapt these trend, many Hospital invest the money and efforts for the
implementation of Hospital CRM system. But the Performance of HCRM is not satisfactory for the investor
from many reasons. In this paper we try to find out which kinds of factors have the Influences on the
Implementation of HCRM, and how is the relation between these factors. We use the Structural Equation
Model to clarify these relationships. The result of this paper will contribute in the decision making of the
implementation of HCRM in the field, and in providing the knowledge base.
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