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Abstract: Customer relationship management systems are aortamt technology for resource efficiency in the
management of relations with customers. The usasibmer relationship management systems is eakfamthigh level

of customer retention. This paper discusses is$ugsage rate of customer relationship managemestersg in
construction industry in Slovakia. Main aim of rasgh was to analyse current state of usage ratestbmer relationship
management systems between participants of cotistiygroject in Slovakia. Research sample includiegelopers,
designers, contractors and sub-contractor fromagiav It was divided according to size of compang kength of time
on the market. Based on this, it were set assumiiat company size has impact on use of CRM systémother
assumption was that length of time on the marketitn@act on use of CRM systems in Slovak conswndtidustry.

1 Introduction information is acquired by the company through

Order management or customer relationshifpformation and communication technology (ICT)faut,
management is one of the key issues for good bamindVith the increasing emphasis on e-business apialicst
results [1]. Effective order management and custom&RM has become a major component of e-business
relationships require a lot of information [2]. $hbn the Strategy [5]. CRM systems are programs that allow tp
other hand, requires an information processingesmyst collect, sort, and processing the customer data. In
Precisely for these needs arise so-called custonféticular, they are collecting their contactspmfation on
relationship management systems (CRM). This nagrowPngoing business processes, and information omueve
specified area of information systems is relativefien ~and size. CRM systems help track and evaluateisihbss
used in large corporations abroad. The constructigftivities throughout the company. For this reaseRM
industry has Specific features and therefore t[we]g;ate Systems also include different statistical data assult of
does not have to Correspond with other types afstrebs. the Collection, Sorting and evaluation of the infation.
This is particularly true in the context of the mamt CRM systems are based on a technology tool for giaga
situation in the Slovak construction industry. Bhsm and developing customer knowledge, through whieh th
research and studies already conducted, trenbe inse of COMPpany strives to create superior customer relsitips.
information systems have been outlined [3,4]. Thiasta The CRM system is thus an indispensable part dblzag
lower level compared to foreign enterprises in thERM strategy that emphasizes customer value creatio
construction sector. For this reason, it is verpantant to  Thus, the company strengthens customer relatiosship
investigate these technologies and their utilizatiaste in  defines key customers, segmenting the market onhwihi

the Slovak construction industry. operates, and differentiating between its campgagn
Customer relationship management is a set of
1.1 Customer Relationship Management processes, strategies and metrics, technologyiautuhat

CRM or Customer Relationship Management is gnhance organizations' ability to see differencatsvéen
strategy whose main goal is to better understastbmers their customers. These systems also enable thérado
to meet their needs effectively and maximize thef€W Opportunities _and immediately respond to custom
satisfaction. Customer information and knowledgetae N€€ds [7]. According to another authors [8], theMCR
means to achieve the greatest possible satisfactios SYStem represents a link between customer-oriented
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strategy, marketing strategy, and initiatives corelliwith  enterprises) that means smaller (less than 49 gegdd.
ICT tools. The primary purpose of these activiigto Next group includes large enterprises or bigger 66
increase customer loyalty and satisfaction. Thégléeto more employees). This is not a standard entergisged
increased sales of products resulting in increasdes. by size. However, given the research methods and
From these definitions, it follows that CRM is astgm statistical tests conducted during the researcley th
whose individual pages are closely related. CRMesys indicated the appropriateness of this divided. $aeond
can not only be considered software solutions. Hewe fact is that in Slovakia there are few large conigsanVith
software and technology solutions are a major piatthe regard to the research sample, there would be great
CRM system and act as a tool for implementing tre ¢ disparity in this breakdown and could lead to gaher
customer relationship management strategy. Thaoks donclusions that would not be supported by a saffic
these applications, the company can collect, aealys research sample (because of size of sample n=55).
necessary information that leads to important dmessof Secondly, research sample was divided according to
the company's marketing strategy. length of time on the market. First group was Sehew
The CRM system cannot be perceived merely ascampanies (from 0 to 10 years old). Second group wa
software or technological solution. Many sourcespto  created by companies with length of time on theketar
other views on CRM. Their difference is precisebnfi the between 11 and 20 years. Last group was from 2iname
functions and activities of stakeholders (partinigq One years length of time on the market.
is a management view that is geared to monitoring,
research and output as such, regardless of theeus@® Problem statement, hypotheses and Data
technique. There is also a view of business ownwhsare processing
focused on concrete results without having to kiioer  The influence of company size on CRM systems using
customers. Last but not least, this is a typioaéwirom the  \vas desired. This hypothesis was established: Bigge
point of view of software functionality, where seétre and  companies desire CRM systems more useful than amall
technology itself is the focus [9]. companies. On the beginning, it was used very cammo
In general, CRM can be viewed as: test called Shapiro-Wilk test. It is test to detierenif the
« A marketing perspective - a specific marketingyyll hypothesis of normality is a reasonable asgiomp
policy for a company practiced by a variety ofregarding the population distribution of a randcample.
tools, uses trends and methods of moderphe desired significance level alpha was used 5%ilin
promotion, a strategy that is often part of itsstatistical tests. Computation of this test was eddm

vision; _ _ __ Matlab (Table 1).
* IT (Information Technology) perspective - this is
a technological, hardware and software solution, Table 1 Descriptive statistics and normality

especially in terms of functionality, user

. . . Smaller companiej Bigger companies
environment, information flows and overall

functionality as a system or part of the| Mean 1.9444 2.5789
information system of the company. Variance 1.1968 2.1462
) ) ) o . Number of
From the marketing point of view, it is mainly abou | yespondenth 36 19

marketing activities connected with the effort whiave

s . y Skewness 1.2243 0.4782
customer loyalty, which results in great benefits the :
company. For this reason, it is possible to tatualCRM Kurtosis 1.3895 -1.0613
as a strategy or a company's policy to coordinaiegsses p value <0.0001 0.013

and activities that are customer-oriented. Accagdanone
of the most prominent authors of marketing defoms,
CRM represents the whole process of building aocoet
relationship. It deals with all aspects of acqujrin
maintaining and building customer relationships #ra of
great value to the enterprise [10].

The null hypothesis was rejected, so samples was no
normally distributed. It was also done F-test Tveo¥fple
for Variances to compare whether obtained varianege
equal or not. We found out (p = 0.068) that our gams
variances were equal. Therefore these resultsMtmn-
Whitney test (non-parametric alternative to tjtesés
2 MethOdOIOQ_y used tg check EJUI’ h?/pothesis about useful CR)I:/I syste
2.1 Datacollection and research sample for both cases. Firstly for assumption about corgsire
Data collection was realised by on-line questior@ai and second assumption for length of time on theketar
All participants of construction project createdeaearch For second scope of research, it was use othex. test
sample. Especially, there were contractor, subraotdr, These groups were not normally distributed becausie

designers and investors in Slovak construction etafthe  p-values were 0.0025, 0.0244, <0.001, respectiVelyas
first, companies were divided into two categori€srst | sed Kruskal-Wallis test.

group includes SMEs (Small and medium sized
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3 Results and discussion T 3
First point of view, it was influence of compangesion g o5
CRM system using in Slovak construction industryvds 3 ,
assumption that bigger companies use CRM systere m( o
than smaller enterprises. It was done Mann-Whittégst % L5
for this purpose (Table 2). Exactly, the mean ravfikisvo 2 1
groups of companies were tested. The desired hgpeth = 05
HO: The mean ranks of two groups are equal. O o0

1to 10 11to 20 more than 21

H1: The mean ranks of two groups are not equal.

Length of activity (in years)
Table 2 The results of Mann-Whitney U test

Smaller companie{ Bigger companies Figure 1 Desired groups
Sum of 925 615 These groups were not normally distributed because
ranks their p-values were 0.0025, 0.0244, <.001, respegti
Mean of 25 69 32.37 So, the Kruskal-Wallis test to find out statistioallevancy
ranks between means of these groups was done. It wasateid
Expected H statistic = 4.3121 and p value = 0.1158 whichmhézat
sum of 1008 532 result was not significant. It could have been ered
ranks that between means of each group were not any
U-value 425 259 differences. But the interesting fact was visua anmeric
Z-score -1.4602 difference between the second and the third colsmmye
have focused on their means using the Mann-Whithey
p value 0.1443 test (Table 3)
Expected 342
U-value Table 3 The results of Mann-Whitney U test
11 to 20 years ol¢ More than 20 years
The gained results were not significant at sigaifice companies old companies
level alpha, HO was not rejected and it could besitered Sum of ranks 268 560
that means of samples were equal. So, bigger cuegpa 4
desire CRM systems equally useful than smalle] Mean of 20.62 13.68
companies. Based on this, general assumption ab ranks
company size influence was not confirm. These tesuk Expected 2145 3135
interesting. This may have several reasons. Numfers | SUm Of ranks
large companies in Slovak market can be a reasoa.0D U-value 70 177
them, it can be very small representation of larg¢ z.score -2.0336
companies in Slovak construction market. Such & th
Slovak construction market. This can also affeatistics. p value 0.0424
Perhaps if similar research was carried out infRblghere | Expected U- 123.5
there are several large companies on the marlatetiults value

would be different. The reason could not be thetfzeat in

Poland the systems are used to a greater extérhebact Hypothesis about equality of means was rejected, so

that, if there are more companies, there is a bigggould be said that companies with length of agtifiom

prerequisite for the use of these systems as well. 11 to 20 years used CRM systems more than companies
The second, some dependence between length of tiiiéh length of activity over 20 years. We could sabat

on the market and using CRM systems was investigatdhe frequency of using CRM systems in each wasngive

The companies were divided into three groups adguegrd year measurement. This dependence could not be bit

by length of time on the market (in years) (Figliye simple curve, probably by some another group oftion
with more complicated course (Figure 2).
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