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Abstract

Under the rapid development of cloud services, customer relationship management
(CRM) can leverage this trend to grasp customers’ needs efficiently and effectively to create
sustainable competitive advantages for businesses. To explore the effective implementation
model, this study first applies Delphi method to elicit important implementation dimensions
and criteria from domain experts to establish an initial model. Second, Analytic Hierarchy
Process (AHP) is further conducted toward domain experts to decide the relative weights of
dimensions and criteria in the model. In sum, experts emphasised “Equipment” dimension as
well ad “Network Stability,” “Data backup,” “Enterprise Data Security” criteria the most.
Major conclusions and findings of this study can provide useful guidelines for the
implementation of cloud CRM services in practive, and further researches.
Keyword: Customer Relationship Management, Cloud Computing, Delphi method,

Analytical Hierarchy Process.



