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ABSTRACT: The status and maturity of electronic commerce customer relationship man-
agement (ECCRM), an emerging subfield of management information systems (MIS), are
investigated through an exhaustive literature review of 369 articles from the first pub-
lished article in 1984 through conference papers given in 2001 and 2002. The results
indicate some trends that should be of interest and concern to researchers in this area and
in MIS as a whole. First, exploratory surveys dominate the research literature, which in
itself may be problematic. More troubling, most of the survey instruments were not vali-
dated, and the authors did not mention validation procedures. Second, there has been
lit tle theoretical development, and few empirical studies use hypothesis testing. Third,
cumulative tradition has hardly emerged, with each study developing a new conceptual
model, new constructs, and new instruments. On the positive side, ECCRM researchers
have employed a wide range of methods and studied a broad range of topics. The sub-
field of ECCRM is young, but is growing rapidly, and professional activity in the MIS
research community illustrates its importance. Specific recommendations for further de-
velopment are provided.

KEY WORDS AND PHRASES: Electronic commerce customer relationship management,
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Since 1984 more than 300 papers concerning electronic commerce customer
relationship management (ECCRM) have been published in the literature on
information systems (IS) or by IS researchers in referent discipline publica-
tions. The rapid increase in the volume of research in this context over the
past several years suggests that a new subdiscipline of management informa-
tion systems (MIS) is emerging. ECCRM is now and will continue to be an
important subfield of MIS research, as well as of relevant reference disciplines
such as marketing, computer science, library science, and psychology. As an
emerging subfield, it is an object of interest and worthy of study in and of
itself [15]. With this in mind, the present paper investigates the development
and maturity of ECCRM to gain an understanding of its evolution and cur-
rent status, and to provide insights as to directions for future research. The
analysis paints a picture of the ECCRM subfield of MIS through an objective
representation of the growing body of literature from multiple perspectives:
published journal and conference articles, epistemology and research approach,
authors and institutions, research areas, and keyword topics.

The research was partially supported by the New Jersey Center for Pervasive
Information Technology (NJPIT).
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Background

This study is the third in a series on ongoing research in the subfield of cus-
tomer relationship management (CRM) in management information systems
(MIS) and particularly in electronic commerce (EC). The first study was a brief
informal examination of the literature from major IS journals and conference
proceedings for the five-year period from 1995 to 1999 and the first part of the
year 2000 [34]. The results of the first investigation revealed that a great deal
of ECCRM research was ongoing and being published both in journals and
conference proceedings. These publications were scattered among many dif-
ferent tracks and minitracks at conferences and in topic areas of journals. It
also found that the MIS research community was planning extensive ECCRM-
related professional activities. The second study reviewed the epistemology
and research approach of 211 published journal and conference articles [35].
The present paper builds upon the two previous studies by considering a larger
body of literature and performing additional analyses in terms of authors,
institutions, and research topics.

Study Motivation

This study was undertaken for two reasons. First, there is a need for analyses
of MIS subfields and especially of electronic commerce customer relationship
management. Second, the rapid growth of professional scholarly activities in
this area illustrates the increasing importance the IS community places on
ECCRM research.

A Need for Subfield Analyses

As Farhoomand points out, an evolving field of research itself becomes an
object of interest and study [15]. Keen asserts that even emerging fields have
a history and are likely to atophy if they fail to pause and reflect about them-
selves [28]. Culnan argues that it is important to track the state of “youthful”
academic disciplines to provide an understanding of relationships to referent
disciplines and a guide to scholarship for doctoral students and researchers
in other fields [11]. Finally, several studies emphasize the importance of hav-
ing a benchmark from which to track the status of an emerging discipline
that is based on published research and not biased by conventional wisdom
[1, 8, 11, 20].

Pervan reports that there have been few systematic examinations of the IS
literature for subfields of the discipline [32]. Group support systems (GSS) is
the one IS subfield where there have been several studies of this kind [18–20,
32]. The recent work by Fjermestad and Hiltz in GSS has revealed important
insights into the process of GSS and IS research, and opened directions for
future research. No prior meta-analyses of the research literature on ECCRM
or even on electronic commerce were found, in spite of the increasing number
of published articles over the past seven years, although a recent study by
Firth mentioned the growth of ECCRM literature [17]. For these reasons, an
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analysis of the ECCRM subfield has merit and will be useful to researchers
investigating any area of MIS.

Professional Activities

Banville and Landry maintain that what a research community says about
itself is one measure of its evolution [3]. The IS research community has been
“saying” a great deal about ECCRM over the past several years and continues
to do so. Recent activities suggest that it is considered an important MIS re-
search area by a substantial portion of the community. First, over the past
several years there have been an increasing number of ECCRM publications
in both conference proceedings and journals. Second, many journals have
published (or soon will) special issues on electronic commerce that are highly
likely to contain articles related to CRM (see Figure 1). Third, there are new
and growing minitracks at both AMCIS and HICSS and at other conferences
(see Figure 2). It is obvious from all this that ECCRM is regarded as an impor-
tant area for continued research.

The rapid increase in research publications, recent and forthcoming special
journal issues, and emerging conference mini-tracks, as well as recent articles
studying other MIS subfields all contribute to the motivation for the present
study. The end of this multiyear period of increasing research activity seems
an excellent time to consider the maturity and status of ECCRM research in
the IS community.

Methodology

This research was conducted as an exhaustive literature analysis of all the
articles about EECRM in IS research that were available to the authors. Articles
were identified, analyzed, classified, coded, and recorded based on a tech-
nique adapted from the work of the authors of several similar introspective
studies [1, 8, 18–20, 32]. The details of the methodology are described below
in terms of publication selection, research articles included, article classifica-
tion framework, article inclusion/exclusion procedure, and article classifica-
tion procedure.

Publication Selection

The purview of this study was not limited to specific journals chosen by the
researchers, or even to journals alone, as was the practice of other meta-analy-
ses [1, 8, 32]. Instead, following the strategy employed by Fjermestad and
Hiltz, it considered everything available from refereed journals and IS-related
conference proceedings [18–20]. The inclusion of conference proceedings en-
sures that the most recent research is analyzed, because journal articles are
usually not published until a few years after the research is completed. The
study also considered articles published in journals and conferences other
than those known to regularly publish MIS research, as suggested by Culnan
[11]. This strategy provided an unbiased set of all the available articles on the
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topic area. No attempt was made to determine what would be a representa-
tive sample. Instead the entire population of articles was examined. As a re-
sult, more than 400 papers were identified as candidates for inclusion in the
analysis.

Research Articles Included

The initial literature review found more than 400 papers concerning electronic
commerce customer relationship management. Everything that could be lo-

Figure 1. Journal Special Issues Related to ECCRM

Decision Support Systems published a special issue on “Decision Support Issues in
Customer Relationship Management and Interactive Marketing for e-Commerce” in
December 2001 (vol. 32, no. 2). Guest editors were Professors P. K. Kannan
(PKannan@rhsmith.umd.edu) and H. Raghav Rao (mgmtrao@buffalo.edu). Available at
www.elsevier.com/cgi-bin/cas/tree/store/decsup/cas_free/browse/
browse.cgi?year=2000&volume=32&issue=2.

Electronic Markets published a special issue on “Electronic Commerce and Marketing” in
September 2000 (vol. 10, no. 3). Guest editors were Professor Beat F. Schmid, Professor
Torsten Tomczak (Torsten.Tomczak@UNISG.CH), Dr. Marcus Schögel
(Marcus.Schoegel@UNISG.CH), and Professor Brigit te Buchet. Available at
www.electronicmarkets.org/netacademy/publications.nsf/all_pk/1519.

Industrial Marketing Management published a special issue on “Internet-based Business-
to-Business Marketing” in July 2000 (vol. 29, no. 4). The guest editor was George T.
Haley (gthaley@asia-pacific.com). Available at www.elsevier.com/inca/publications/
store/5/0/5/7/2/0/index.htm.

Logistics Information Management published a special issue on “SPECS: A New
Approach to Strategic Planning for E-Commerce Systems,” on January 14, 2001, guest-
edited by Ray Hackney (R.hackney@mmu.ac.uk) and Janice Burn (j.burn@ecu.edu.au).
See www.emeraldinsight.com/lim.htm.

European Journal of Information Systems will publish a special issue on “Personal
Aspects of E-Business” in June 2002, to be guest-edited by Dr. Patrick Y.K. Chau. See the
call for papers at www.business.hku.hk/~pchau/special_issue/ejis.htm.

Journal of Electronic Commerce Research will publish a special issue on “Exchange
Relationship in the Digital E-commerce Economy” in May 2002, to be guest-edited by Al
F. Salam and L.S. Iyer. For submission guidelines, see www.csulb.edu/web/journals/
jecr/s_g.htm.

Business Process Management Journal will publish a special issue on “Customer
Relationship Management in Information Systems” in early 2003, to be guest-edited by
Nicholas C. Romano, Jr. (Nicholas-Romano@MSTM.OKSTATE.EDU) and Jerry
Fjermestad (Fjermestad@ADM.NJIT.EDU). See the call for papers at
www.emeraldinsight.com/journals/bpmj/call2.htm.

Information Technology & Management will publish a special issue on “Strategic
Planning for E-Commerce Systems (SPECS): Value Returns and Alliances” in the spring of
2003, to be guest-edited by Ray Hackney (r.hackney@mmu.ac.uk), Janice Burn
(j.burn@ecu.edu.au), and Gurpreet Dhillon (dhillon@ccmail.nevada.edu). See
kapis.www.wkap.nl/journalhome.htm/1385-951X.
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cated both in print and electronically, published in English, was considered
and analyzed. A number of articles were excluded because they did not meet
certain criteria. First, since it had been decided to accept only articles pub-
lished in refereed journals or conference proceedings, unpublished disserta-
tions, conference presentations, magazine articles, books, and book chapters
were excluded. Second, acceptable articles had to specifically address some
aspect of ECCRM. The scope of this criterion was broad and included five
major areas identified in an earlier study [34] and shown in Figure 3.

Journal articles from 2001 were not included because time and access con-
straints would have led to an unrepresentative sample made up only of jour-
nals that the authors subscribe to personally or can read in their libraries or
through other subscription sources. Papers were included, however, from two
important 2001 conferences, the Americas Conference on Information Sys-
tems (AMCIS) and the Hawai’i International Conference on System Sciences
(HICSS), because both were fully available electronically and included mini-
tracks dedicated to this topic. The HICSS 2002 minitrack was also included
because these papers represent the latest published ECCRM research.

Third, articles selected had to specifically address MIS research. This crite-
rion meant that many articles published in marketing journals by marketing
researchers, or in other referent disciplines, were excluded. Finally when a
conference paper was revised and published in a journal, it was not double-
counted, and only the journal version was included in the analysis.

The search in 2001 was limited to readily available conference proceedings
because of time limitations and the availability of journal issues. Certainly
some papers were overlooked, and with the volume of research underway in
this area, new articles are published almost weekly, so it is practically impos-
sible to be comprehensively current. This study faced the same challenges

AMCIS 2000: ECCRM Minitrack, August 10–13, 2000, Long Beach, CA (five papers),
www.csulb.edu/conference/ais2000.

HICSS-34 2001: ECCRM Minitrack, January 3– 6, 2000, Maui, HI (six papers),
www.hicss.hawaii.edu/hicss_33/apahome3.htm.

AMCIS 2001: ECCRM Minitrack, August 3–5, 2001, Boston (twenty-one papers),
ecampus.bentley.edu/org/amcis2001.

Second International We-B Conference: We-B2C: Current Practice and Future Implications
Minitrack, November 29–30, 2001, Perth, Western Australia, www.we-bcentre.com/
conf2001/webconferenceINDEX.htm.

HICSS-35 2002: ECCRM Minitrack, January 7–10, 2002, Kona, HI (six papers accepted),
www.hicss.hawaii.edu.

ISOneWorld 2002: CRM Track, April 4–5, 2002, Las Vegas, NV, www.isoneworld.org.

Third Annual Global Information Technology Management (GITM) World Conference:
Customer Resource & Supply Chain Management, track chair: Barry Shore, June 23–25,
2002, New York, www.uncg.edu/bae/isom/gitma/conference%20tracks.htm#1.

AMCIS 2002: ECCRM Minitrack, August 9–11, 2002, Dallas, hsb.baylor.edu/amcis2002.

Figure 2. Recent and Forthcoming Conference Minitracks on ECCRM
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Fjermestad and Hiltz did in their assessment of GSS articles [20]. Every ef-
fort was made to review all available articles for inclusion in the analysis. In
doing so several problems were encountered, and these are discussed later
as limitations.

Although earlier studies considered 10-year or longer intervals [8, 11, 32],
the new subfield of MIS research has only begun to emerge strongly in the
literature in the last several years. Even with the restriction to this limited
time period, the number of articles considered approaches the number cov-
ered in earlier studies, most likely because today there are more IS research-
ers, journals, and conferences than at the time of the earlier studies, and because
conferences were considered as well as journals. Earlier volumes of all jour-
nals and conference proceedings were analyzed back to 1990 to locate articles
specifically addressing ECCRM.

Article Classification Approache

Many criteria have been suggested as suitable for evaluating the develop-
ment, evolutionary status, or maturity of the field of MIS or its many sub-
fields. Not surprisingly, many of the proposed criteria have their roots in
referent disciplines. Van Horn, Galliers, and Galliers and Land classified MIS
“empirical” research by type [22, 23, 42]. Their taxonomies were initially re-
viewed for use in this study, however much, as Pervan found in his review of
the literature on group support systems (GSS) [32], they were inadequate for
classifying the large volume of “nonempirical” studies found in the literature
on ECCRM. Cheon et al. cite Banville and Landry’s suggestion that a field’s
maturity can be evaluated based on its research methods, research topics, vari-
ables, and what the research community says about itself [3, 8]. Alavi and
Carlson investigated the disciplinary development of MIS by examining top-
ics, themes, and research strategies in the literature [1]. Vogel and Weatherbe,
Culnan, and Pervan all considered individuals or clusters of researchers to
assess the progress of MIS research [11, 32, 44]. Vogel and Weatherbe, and
Pervan too, examined research institutions and author affiliations [32, 44].
Pervan employed Alavi and Carlson’s classification to analyze the GSS litera-
ture [1, 32].

After a review of several classification schemes, the one developed by Alavi
and Carlson to classify MIS research was adopted [1]. This framework was,
for several reasons, best suited for an analysis of the newly emerging subfield
of ECCRM. First, the framework included nonempirical studies, a category
including roughly half of the articles. Second, it also considers research ap-
proach and epistemology. Third, it was fairly recently (1992) developed spe-

1. Markets
2. Business Models
3. Knowledge Management
4. Technology
5. Human Factors

Figure 3. Five ECCRM Research Areas [33]



INTERNATIONAL JOURNAL OF ELECTRONIC COMMERCE     67

cifically for the classification of MIS research. Finally, it was employed to clas-
sify research articles in a subfield [32]. The taxonomy was amended from Alavi
and Carlson’s original in two ways [1]. Following Pervan, action research was
added [32]. So too were simulations. The updated framework used to classify
the articles by type is shown in Figure 4.

Candidate Article Identification Procedure

Working together, two researchers searched through the tables of contents,
keywords, full texts, and abstracts of all IS and referent discipline journals
and conference proceedings to identify articles that might concern EECRM.
Keywords including but not limited to “customer,” “consumer,” “relation,”
“relationship,” “B2B,” “B2C,”and ”service” were used to identify potentially
relevant articles. Since many journals are now on-line, and conference pro-
ceedings are on CD-ROM or available through digital libraries, the search
was much easier and faster than it would have been if done entirely by hand.
The ACM and IEEE digital libraries were used to search all respective publi-
cations, and CD-ROM proceedings were used for IS conferences, such as
AMCIS, Decision Sciences International (DSI), International Conference on
Information Systems (ICIS), and HICSS. Article search services like Info Track
and First Search were used to locate candidate articles. The on-line journal
collections of three major research libraries were also used to obtain articles.
When digital publications were unavailable or inaccessible, bound hard cop-
ies were used. Once an article was identified as a candidate, a soft copy was
obtained if possible, otherwise only a hard copy was obtained. As articles
were acquired, their reference lists were reviewed to assist in locating addi-
tional articles for possible inclusion in the study. Through this method more
than 400 candidate articles were found.

Article Inclusion/Exclusion Procedure

Using the criteria for inclusion described above, two researchers examined
each article and made independent decisions on inclusion. Each researcher
compiled a list of all the articles he thought should be included in the analy-
sis, and then the two lists were compared. The level of agreement between
the two researchers was fairly good, as shown by the fact that 357 articles

Fram ew ork s
C on ceptua l M odels

C on ceptua l O verv iew s
Theory

C on ceptua l O rien ta tion

O pin ion & E xam p le
O pin ion an d Persona l E xperience

Tools , Tech niqu es , M eth od s
M od el A pp lica tions

Illus tra tive

Fram ew ork s & A p plica tion s

A pp lied C oncep ts

N on -E m pirica l

D escrip tion of type/c las s of
prod uct, techn olog y, system s, etc .

D escrip tion of s pecific
ap plica tion , system , etc .

O b jects

S urvey
Ins tru m en t D evelopm en t

S im u lation
S econ dary D ata

La b E xperim ent
F ie ld E xp erim en t

C a se S tud y
A ction R esearch

E ven ts/P roces ses

E m p irica l

A rtic le Typ e

Figure 4. Research Classification Framework

Source: based on [1, 31].
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were selected for inclusion by both of them. One researcher identified an-
other 14 articles for inclusion that the other had not, and the second identi-
fied 10 that the first had not. Each of the articles identified by only one
researcher was reviewed again and discussed until the two agreed on inclu-
sion or exclusion. After review and discussion, 12 of the 24 articles were
added to the 357 for a total of 369. The level of agreement across all 369
articles was very high, as 359, or 93 percent, were selected for inclusion or
exclusion by both researchers independently. The final set of articles for analy-
sis consisted of 369, or 72 percent of the total article set. Some articles were
excluded because they were published in reference discipline journals or
conferences, by reference discipline authors, and others because they did
not have an overall ECCRM or MIS focus even though their titles or ab-
stracts contained ECCRM keywords. Perhaps a future study might include
the referent discipline and other articles outside the IS research literature in
a comprehensive cross-disciplinary analysis.

Article Classification Procedure

Two researchers classified the articles independently according to the proce-
dures discussed below. Based on experience in an earlier study [36], a special-
ized prototype coding application was designed and developed that assisted
in the coding process (see Figure 5). Both researchers classified each article
according to the classification schemes in Figures 3 and 4. Each coder inde-
pendently reviewed each article, classifying it as either empirical or
nonempirical and then according to the appropriate scheme for the two sub-
levels, and assigned all the applicable research areas shown in Figure 3. On
average coding an article took about 20 minutes, which is consistent with the
20 minutes that Alavi and Carlson estimated in their study [1].

The reliability of the classification scheme was assessed by calculating the
interrater agreement between the two authors using the Kappa (κ ) Coefficient
[21]. The widely accepted standard for interrater agreement in the MIS
discipline is 0.80. Other disciplines accept values as low as 0.70. Perfect
interrater agreement is when Kappa is equal to 1. The interrater agreement
was greater than 99 percent (κ = 0.9916, Z = 41.37), which means that κ is
significantly greater than zero.

Literature Analysis Results

Although more than 400 papers were examined and analyzed in the course
of this study, the discussion of results in this section is restricted to those
that met the criteria explained above and determined through the proce-
dure already described. Two early papers are included because they are fre-
quently cited in the more recent articles, and one of them has been the source
of several validations and extensions in the literature. The results in this
section are presented from five perspectives: historical overview, authors
and institutions, epistemology and research approaches, research areas, and
keyword topics.
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Historical Overview

Starting with Ives and Learmouth’s paper on the customer resource life-cycle
(CRLC) [24], this study classifies 369 articles about CRM in the MIS literature,
all but two in the context of EC. More papers have been written on this topic,
but the study was limited by the criteria and procedures discussed above.
Figure 6 and Table 1 present the number of articles by publication medium
and year. Both illustrate the trend toward an increase in scholarly publica-
tions on ECCRM. Of special interest is the rapid increase in conference pa-
pers, which almost doubled from 1998 (35) to 1999 (61), because many of these
papers may be revised and submitted to journals for publication within one
to three years. Also of interest is the fact that although for the year 2001 only
first- and second-quarter conference data were available, and two of the ma-
jor IS conferences (DSI and ICIS) had not yet taken place, the total number of
publications was already nearly 60.

Firth reported the same growth trend in terms of the articles listed in the
ABI/Inform database relating to CRM, which includes both refereed and
nonrefereed articles (see Figure 7) [17]. Clearly the MIS research and practitio-
ner communities have a great deal to say about ECCRM.

Table 2 presents the publication figures by year and conference. The analy-
sis reveals that at least eight different refereed conference proceedings have
published articles on ECCRM. AMCIS and HICSS are the venues with the
most articles to date, but the number of articles published at DSI and ICIS has
also been increasing.

Figure 5. Article Classification Application
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Table 3 presents the number of articles by journal and year. It shows that 28
different journals have published articles on ECCRM. As with the conference
proceedings, this illustrates the breadth of the research in this area published
across the MIS field. Six refereed journals have published at least 10 articles
on ECCRM topics: Communications of the ACM, Internet Research, Electronic
Networking Applications and Policy, International Journal of Electronic Commerce,
Decision Support Systems, Information and Management, and the Journal of Com-
puter-Mediated Communication. Together these six journals represent 21 per-
cent of the 28 journals and account for 63 percent (84) of the 132 journal articles.

Three mainstream MIS journals, Management Information Systems Quarterly,
Journal of Management Information Systems, and Information and Management,
accounted for only 14 percent (18) of the 132 articles. This is not surprising,
considering the strict standards, rigorous review processes, and theoretical
basis required by Management Information Systems Quarterly and the Journal of
Management Information Systems. It will be interesting to watch and see whether
these and other mainstream MIS journals, such as Information Systems Research,
publish more ECCRM papers in the near future. Interestingly, 10 non-MIS-
specific journals have all published articles on ECCRM: Academy of Manage-
ment Executive, Communications of the ACM, Computers and Operations Research,
Decision Sciences, Interfaces, International Journal of Human-Computer Studies,
International Journal of Quality and Reliability Management, Management Science,
Organization Science, and the Information Society. The fact that 28 different MIS
or MIS-related journals, not including marketing and other referent discipline
journals, have published ECCRM articles further illustrates both the impor-
tance of this research area to the MIS research community and its referent
disciplines and the breadth of research that has been undertaken.

Figure 6. Number of Articles by Publication Medium and Year
aConferences only, not including DSI or ICIS.
bHICSS ECCRM minitrack papers only.
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Authors and Institutions

The information recorded about the authors of the articles in the study in-
cluded their names, their academic or practitioner status, and the institutions
they were affiliated with when their papers were published. To assess which
authors and institutions have had the most influence on ECCRM research, the
number of occurrences for each author and institution were calculated. This is
what Lindsey described as the “normal count” [30]. Lindsey also proposed
two alternative counts: the “straight count,” in which only the first author
(and institution) are counted, and the “adjusted count,” in which each author
(and institution) for a paper is counted as only a portion (one divided by the
total number of authors) of a paper [30]. Pervan points out that none of the
three counts is ideal, because contributions by various authors are rarely ex-
actly equal [32]. Following Pervan, the fairest measure is the adjusted count,
because the straight count omits many of the contributors to multiple-author
papers, and the normal count may lead to disproportionate weighting of pa-

Publication

medium

Conference 0 0 0 0 1 0 9 35 61 65 57 6 234 63.41
Journal 2 1 1 1 7 6 17 21 27 52   135 36.59
Total 2 1 1 1 8 6 26 56 88 117 57 6 369  

Table 1. Number of Articles by Publication Medium and Year.

 a Partial list

Conference

Americas Conference on
Information Systems    21 23 20 37 101 43.16

Hawai’i International
Conference on System Sciences   7    6 15   9 19  6 62 26.50
Meeting of the Decision
Sciences Institute      8 8 25   41 17.52
International Conference on

Information Systems   2  10 12   24 10.26
Bled Electronic

Commerce Conference     1    1   0.43
IEEE International Conference on

Fuzzy Systems 1        1   0.43
Fifth Australian World Wide

Web Conference 1    1    2   0.85
Information Resources

Management Association 1    1    2   0.85
Total 3 0 9 35 59 66 56 6 234  

Table 2. Conference Articles by Conference and Year.
a Partial list.
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Journal

Communications of the
ACM 1       9 3 8 21 15.91

Internet Research         1 17 18 13.64
International Journal of

Electronic Commerce      3 3 2 3 4 15 11.36
Decision Support Systems 1      5 3  1 10  7.58
Information and
Management      1 2  1 6 10  7.58
Journal of Computer-
Mediated Communication     5    5 2 10  7.58
Electronic Markets       1 3 3  7  5.30
Journal of Management

Information Systems   1  1   1  2 5  3.79
International Journal of

Human-Computer Studies          4 4  3.03
Management Information

Systems Quarterly     1  1 1 1  4  3.03
Information Systems Journal 1  1      1 3  2.27
Management Science         3  3  2.27
Communications of the AIS          2 2  1.52
Computers and Operations

Research          2 2  1.52
Journal of Global Information

Technology Management          2 2  1.52
Journal of Information Technology      1 1  2  1.52
Journal of Operations

Management       1  1  2  1.52
The Information Society       2    2  1.52
Academy of Management

Executive  1         1  0.76
Accounting Management and

Information Technologies        1   1  0.76
Decisions Sciences Journal      1     1  0.76
Information Strategy:

The Executive’s Journal      1     1  0.76
Information Technology &

Management Journal          1 1  0.76
Interfaces          1 1  0.76
International Journal of Quality

and Reliabilit y Management      1    1  0.76
Journal of Knowledge

Management       1    1  0.76
Journal of Organizational

Computing & Electronic
Commerce          1 1  0.76

Organization Science         1  1  0.76
Total 2 2 1 1 7 6 17 21 22 54 132  

Table 3. Journal Articles by Journal and Year.
a Partial list.
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pers with multiple authors from the same institution through double-count-
ing. All three counts are presented in the results here, but the adjusted count is
the measure least distorted by differing author contributions.

Across the 369 articles there were 665 unique authors, who worked for 307
different institutions (based on normal and adjusted counts; with a straight
count, first authors only, this drops to 214 Institutions), of which 623 (94%)
were academic and 42 (6%) practitioners. The authors represented 26 differ-
ent countries, which reflects the truly international breadth of the rising
ECCRM research phenomenon.

In order to ensure objectivity, Table 4 presents all three measures, adjusted,
normal, and straight counts, for the top-10-ranked institutions in terms of ar-
ticles published. These 10 institutions produced 46 percent of the published
articles on ECCRM, yet constitute only 3.5 percent of the 307 institutions that
have had authors publish ECCRM scholarly articles, based on adjusted count
rankings. The listing of all three ranks illustrates that the straight count, which
includes only first authors, significantly overlooks prolific institutions. For,
example Texas–Austin drops to the bottom of the straight ranking, while it is
second and third respectively in the adjusted and normal rankings.

The three lists are very consistent—the University of Memphis is ranked first
for all three measures, seven institutions appear in the top rankings in all three
counts (City University of Hong Kong, Mississippi State, Pennsylvania, St.-
Gallen, Southern Illinois Carbondale, Wisconsin–Milwaukee, listed alphabeti-
cally), and nine institutions appear in the top rankings in at least two of the
counts (including NJIT and South Carolina, listed alphabetically). These results
show which institutions are currently most active in publishing on ECCRM.

Again to ensure objectivity, Table 5 presents all three measures, adjusted,
normal, and straight counts, for the top-10-ranked authors in terms of articles
published. These top authors produced 13.7 percent (49) of the 369 published
articles on ECCRM, yet they constitute only 1.7 percent of the 665 authors
who published ECCRM scholarly articles, based on adjusted count rankings.

The three lists are somewhat consistent. Nicholas C. Romano, Jr. is listed as
the first author in two of them, three authors appear in the top rankings in all
three lists (N.C. Romano, Jr., N. Sukpanich, L.R. Vijayasarathy, listed alpha-
betically), and 12 authors appear in the top rankings in at least two of the
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counts (L. Chen, J. Fjermestad, J.M. Jones, C. Liu, A. Muthitacharoen, A.F.
Salam, A. Seidmann, C. Sohn, T.J. Strader, A.B. Whinston, listed alphabeti-
cally). Not surprisingly, five of the top authors in the adjusted count are from
highly ranked institutions. Three are from the top-ranked University of Mem-
phis, illustrating its leadership in this area of research. Three of the top au-
thors were affiliated with institutions that are not in the top 10 but still highly
ranked overall (J.M. Jones and L.R. Vijayasarathy, with sixteenth-ranked North
Dakota State, and A. Seidmann, with fourteenth-ranked Rochester). Note that
some authors have moved and therefore have more than one institutional af-
filiation in Table 6.

Research Type and Epistemology

Table 7 and Figure 8 present results for the overall set of articles categorized
with the extended version of the Alavi and Carlson scheme (see Figure 4),

1 Memphis 9.05 1 Memphis 20 1 Memphis 10

2 St.-Gallen 8.00 2 a Texas—Austin 18 2 St.-Gallen  8

3 Texas—Austin 7.06 2 a Mississippi State 18 3 a Pennsylvania  7

4 Southern
Illinois— 7.00 4 NJIT 16 3 a Southern Illinois—
Carbondale Carbondale 7

5 Mississippi State 6.25 5 Wisconsin- Wisconsin—
Milwaukee 15 5 Milwaukee  6

  6 Wisconsin,
Milwaukee 5.97 6 St. Gallen 14 6 a City University

of Hong Kong  5

7 Pennsylvania 5.16 7 SUNY Buf falo 14 6 a Florida State  5

8 Hong Kong
Baptist 5.00 8 12 6 a Mississippi State 5

9 New Jersey Rochester
Institute of Southern Illinois
Technology 4.99 9 a Carbondale 11 6 a Rochester  5

10 a City University
of Hong Kong 4.67 9 a Pennsylvania 11 6 a South Carolina  5

10 a South Carolina 4.66 9 a City University 11 6 a Texas— Austin  5
of Hong Kong

9 a Hong Kong 11 6 a USC  5
University of
Science and
Technology

Table 4. Adjusted, Normal, and Straight Counts and Ranks by Institution.
a = Rank tied (listed alphabetically).

Ad- Ad-
justed Insti- justed Normal Insti- Normal Insti-    Straight
rank tution count rank tution count Rank tution     count
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which is similar to the one used by Pervan in his review of GSS articles [1, 32].
The table also presents the percentage by publication medium (conference or
journal) and by total within each type and methodology.

Overall one less article was empirical (184, or 49.87 percent) than
nonempirical (185, or 50.13 percent), demonstrating a balance between the
two types, but it also shows that a large percentage of the papers deal with
ideas, frameworks, and speculations rather than with direct observations,

Ad- Ad- Nor- Nor-
justed justed mal mal Straight

rank Author count rank Author count Rank Author count

1 N.C. Romano, Jr. 2.75 1a J. Fjermestad 6 1 a N.C. Romano, Jr. 4
2 N. Sukpanich. 2.50 1a H.R. Rao 6 1 a A.F. Salam 4
3 J.M. Jones 2.33 1a A.B. Whinston 6 1 a N. Sukpanich 4
3 L.R. Vijayasarathy 2.33 3 a L. Chen 5 1 a L.R. Vijayasarathy 4
5 L. Chen 2.25 3 a J.M. Jones 5 3 a R. Dewan 3
5 A. Muthitacharoen 2.25 3 a A. Seidmann 5 3 V. Grover 3
7 J. Fjermestad 2.08 3 a N. Sukpanich 5 3 a J. Jahng 3
7 A.B. Whinston 2.08 3 a L.R. Vijayasarathy 5 3 a S.L. Jarvenpaa 3
9 S.E. Sampson, 2.00 5 a K.P. Arnett 4 3 a C. Liu 3
9 A. Seidmann 2.00 5 a H.G. Lee 4 3 a D.H. McKnight 3
9 C. Sohn 2.00 5 a C. Liu 4 3 a A. Muthitacharoen 3

5 a G.L. Lohse 4 3 a J.W. Palmer 3
5 a N.C. Romano, Jr. 4 3 a C. Sohn 3
5 a A.F. Salam 4 3 a T.J. Strader 3
5 a T.J. Strader 4 3 a J.D. Wells 3

Table 5. Authors’ Adjusted, Normal, and Straight Counts and Ranks.
a Rank tied (listed alphabetically).

Adjusted
rank Author Adjusted rank Institution

1 N.C. Romano, Jr. 54, 50 Tulsa, Oklahoma State
2 N. Sukpanich 1 Memphis
3 a J.M. Jones 16 North Dakota State
3 a L.R. Vijayasarathy Tied for Last, 16 Colorado State, North

Dakota State
5 a L. Chen 1 Memphis
5 a A. Muthitacharoen 1 Memphis
7 a J. Fjermestad 9 NJIT
7 a A.B. Whinston 3 Texas Austin
9 a S.E. Sampson 43 Brigham Young
9 a A. Seidmann 14 Rochester
9 a C. Sohn 38, 4 St. Cloud State,

Southern Illinois—Carbondale

Table 6. Top-Ranked Authors and Their Institutions (Adjusted Counts).
a Rank tied (listed alphabetically).
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which could be problematic if such a trend were to continue as the subfield
develops. This is slightly different from the results of Pervan’s study of the
more mature GSS subfield, in which 56 percent of the articles were empirical
and 44 percent were nonempirical [32]. It is in fact even closer to the Alavi and
Carlson review of MIS on the whole, wherein 48.8 percent of the articles were
empirical and 51.2 percent were nonempirical [1]. However, the closer per-
centages for ECCRM compared to GSS could be a reflection of the immaturity
of the ECCRM subfield. Alavi and Carlson did their review during an early

Type/ Con- Per- Per- Percent
subtype ference centage Journal centage Total total

Empirical 116  63.04 68 36.96 184 49.86
Events/processes 98  65.33 52 34.67 150 40.65
Lab experiment 16  64.00 9 36.00  25 6.78
Field experiment 2  33.33 4 66.67   6 1.63
Field study 0   0.00 0  0.00   0 0.00
Case study 15  57.69 11 42.31 26 7.05
 Survey 41  62.12 25 37.88 66 17.89
Instrument development 6  85.71 1 14.29  7 1.90
Secondary data 6  75.00 2 25.00  8 2.17
Simulation 1 100.00 0  0.00  1 0.27
Action research 2 100.00 0  0.00  2 0.54

      
Objects 18 52.94 16 47.06 34  9.21
Descriptions of

types/classes of
products, techno
logies, systems 21 70.00 9 30.00 30  8.13

Descriptions of specific
systems, applications,
installation 6 46.15 7 53.85 13  3.52

      
Nonempirical 118 63.78 67 36.22 185 50.14
Conceptual orientation 109 63.37 63 36.63 172 46.61
Framework 19 44.19 24 55.81  43 11.65
Conceptual model 56 78.87 15 21.13  71 19.24
Conceptual overview 30 57.69 22 42.31  52 14.09
Theory 4 66.67 2 33.33   6  1.63

      
Illustrative 6 75.00 2 25.00   8  2.17
Opinion and example 0 0.00 0 0.00   0  0.00
Opinion and experience 0 0.00 0 0.00   0  0.00
Tools, techniques,

methods, applications 0 0.00 1 100.00   1  0.27
Model applications 6  1 14.29   7  1.90

      
Applied concepts 3 50.00 3 50.00   6  1.63
Conceptual frameworks

and their applications 3 50.00 3 50.00   6 1.63
      

Total 234 63.41 135 36.59 369 100.00

Table 7. Types of ECCRM Research Articles.
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Figure 9. Empirical Studies by Research Methodology

period in the development of the MIS discipline, and the similarity between
their findings and those of the present study seem congruent when the early
developmental stage is considered.

Empirical Research Types and Methodologies

Following the lead of previous studies [1, 32], it seemed worthwhile to exam-
ine the frequency of research methodologies within each type. The top half of
Table 7 presents frequencies of articles published for the types of empirical

Figure 8. Number of Articles: Epistemology and Type by Medium
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research and of the methodologies employed within each type, and Figure 9
presents the same data in a graphical format.

Empirical articles rely on observation and thus capture the essence of re-
search [42]. The most striking findings are that 66 of the 184 articles are sur-
veys and 26 are case studies, together accounting for 50 percent of all the
empirical articles published, while only or 31 (17 percent) are lab or field ex-
periments. The next most obvious result is that 30 (16.3 percent) of the articles
are descriptions of objects in the form of types or classes of product technolo-
gies or systems. Web sites in the form of on-line stores are the most common
object described. This may be due in part to the relative newness of this re-
search area. Another interesting finding is that only seven (3.8 percent) pa-
pers are classified as instrument development and none as field studies. This
is somewhat problematic, as the development and validation of many of the
instruments used in the ECCRM studies published to date were not well de-
scribed or were missing entirely from the articles. This is discussed further in
the section below on surveys. Not quite so surprising, only three papers are
classified in the newer methodologies of simulation and action research. It
will also be interesting to see whether these methodologies are used more
frequently in future ECCRM research.

Surveys Dominate the Empirical Literature

The dominance of the survey method in the empirical literature on ECCRM
illustrates the relative immaturity of this subfield. Many of the 66 survey ar-
ticles did not report any instrument validation. Only 27 (41 percent) of them
discussed instrument validation, and many do not mention reliability testing.
These results are troubling, especially in view of Straub’s 1989 publication of
a paper specifically addressing instrument validation in MIS [39]. Instrument
validation is discussed in several high-quality papers in the MIS literature [5,
12, 27, 33]. The technology acceptance model (TAM) is a very good example
of cumulative instrument validation in the MIS literature [12, 13]. It has been
validated, empirically evaluated, applied, and extended by researchers in many
different domains [7, 14, 16, 26, 37, 40, 41, 43]. MIS referent disciplines also
have literature on instrument validation, especially marketing [31, 38], psy-
chology [6, 9, 10], and educational psychology [2, 25], on which MIS research-
ers may draw for guidance.

Although it is uncertain why the authors of so many survey articles did not
report validation procedures, one can guess at a few possible reasons. First,
they may not have validated the instruments, which would be the worst-case
scenario, since data gathered with nonvalidated instruments are questionable
at best and most likely uninterpretable. Second, perhaps the authors did vali-
date their instruments, but did not think it important or necessary to report
the procedures employed or the results. This second case is also problematic,
for readers are left to guess whether or not the results are valid, reliable, or
interpretable. Finally, for some of the conference papers, the reason may be
one of space limitations.

Few of the surveys used previously well-validated instruments to help to
build a cumulative tradition. Instead they identified and created new con-
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structs, variables, and survey items for each new study. While this may in-
crease the number of constructs and variables studied, it also tends to broaden
the subfield at the expense of depth and cumulative tradition through replica-
tion and validation.

Perhaps the most troubling issue is the fact that all of these papers were
peer reviewed, and then accepted for publication by editors of conference
proceedings or journals, even though they failed to discuss instrument vali-
dation and reliability. One may hope that the MIS research community at large
understands the importance of validating the reliability of research instru-
ments, and that future studies will be required to report validation proce-
dures and results.

Dearth of Experimental Research

Experimental research accounts for only 31 (8.4 percent) of the 369 articles.
This is exceptionally low compared to the 74, or 55.6 percent, in Pervan’s
GSS study, and the 21.8 percent in the Alavi Carlson MIS Study [1, 32]. There
are several potential reasons why laboratory experimentation may not be
more frequently applied in ECCRM research. First, since it is difficult to
recreate e-commerce markets and customers in a lab setting, the field may
not yet be amenable to lab studies. Second, few ECCRM systems can be
controlled for experimentation in lab or field settings. The small number of
illustrative nonempirical articles found in the study supports the idea that
few ECCRM systems for research have been developed in the lab. The dearth
of experimental studies suggests that empirically testable ECCRM theories
have not yet been developed, and this is supported by the small number of
theoretical articles and the large number of conceptual models and frame-
works that have been developed. There is clearly a need for more theory
development that leads to testable hypotheses based on meaningful axioms
and propositions.

Nonempirical Research Types and Methodologies

The bottom half of Table 7 and Figure 10 present the results for nonempirical
ECCRM research articles. Nonempirical articles focus on ideas rather than
data or observations. The number of conceptual articles (172, or 92.5 percent)
is far greater than the number of Illustrative (8, or 4.3 percent) and applied
concepts articles (3, or 3.2 percent) combined. The most striking results are
that only six (3.5 percent) of the172 conceptual articles are classified as theory
articles.

Conceptual articles are intended to guide research by offering explana-
tions and reasons through theories, models, or frameworks. The ECCRM
research community has done a significant amount of conceptual work,
but most of it involves the development of frameworks (43, or 25 percent),
conceptual models (71, or 41.3 percent), or conceptual overviews (52, or
30.2 percent), and very little has been done to develop or extend testable
theory.
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Publication Topics: Research Areas and Keywords

On the model of earlier studies [1], an exploration of the research topic areas
studied by ECCRM researchers seemed worthwhile, but things have changed
significantly since Barki-Rivard-Talbot developed a classification scheme in
1988 [4]. The arrival of new technologies and concepts, such as the Internet,
the World Wide Web, and electronic commerce, has led to whole new MIS
research areas. The Barki-Rivard-Talbot scheme does not cover the many new
topics that have emerged in the ECCRM literature [4]. Thus there may be a
need to develop a new classification scheme for e-commerce as a whole, and
ECCRM in particular. Since there was no existing classification scheme, it was
decided to examine both the macro and micro levels for research topics. The
macrolevel was examined by looking for general trends in the research areas
the literature covered, and the microlevel by looking at the keywords associ-
ated with the articles.

Research Areas

To examine research areas, each article was coded in terms of all five applicable
major areas identified in an earlier study (see Figure 3) [34]. As can be seen in
Table 8, the most popular topic was technology, with 301 of the 369 (82 percent)
papers mentioning this topic. The second-most-popular topic was human fac-
tors, with 270 of the 369 ( 73 percent) papers mentioning this topic. Next in popu-
larity were the topics of business models (193, 52 percent) and markets (190, 51
percent). The least- popular topic was knowledge management (103, 28 percent.)

Figures 11 and 12 show that the percentages of each topic for conference
and journal articles. The percentages for article types are almost identical.
This supports the view that the mentioning of these five topic areas is consistent
across both mediums.F igures 13 and 14 show the research topics for conference

Figure 10. Non-Empirical Studies by Research Methodology
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Research
area Business Knowledge H u m a n
medium Markets models management Technology factors

Conference 112 118  68 180 171
Journal   78   75  35 121   99
Total 190 193 103 301 270

Table 8. Research Areas by Medium.

Figure 11. Conference Research Areas
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and journal articles respectively by year. The topics of technological and human
issues have increased dramatically over the last few years in both journal and
conference publications. The other three topics also appear to be increasing
across both mediums.

Keyword Topics

To explore a more detailed level of research topics, the keywords associated
with each article were examined using WORDs, a program developed by Eric
Johnson (www.dsu.edu/~johnsone/sno.html, access date 9/1/2001) that
counts the number of running words in a text file and the number of unique
word forms, based on user set recognition parameters. WORDs allows the
user to exclude a list of “stop words” from the counts. It produces a list of all
unique words in the file and the frequency of their occurrence, sorted either
alphabetically or by numeric frequency.

Figure 13. Conference Research Areas by year
a Partial list

Figure 14. Journal Research Areas by Year
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First, the complete unedited set of keywords from all 369 papers was run
through the program using the standard stop word list. WORDs found 984
unique word forms from among the 4,135 words Table 9 presents the most
popular “individual” keywords.

When the list of individual keywords was examined, it was found that
most of them were now out of context, for many article keywords were listed
as multi-word phrases, such as “electronic commerce” and “service quality.”
To preserve the context, hyphens were added between each word of the multi-
word keyword phrases, and these modified data were run through the pro-
gram. This time WORDs found 1,313 unique word forms from among the
1,853 words. Table 10 shows the most popular keywords when multi-word
keyword phrases were included. These results are more meaningful, because
they maintain the context from the articles.

Keyword analysis showed that electronic commerce was the most popular
research topic, mentioned almost three times more often than the topic that
came next. Following electronic commerce in popularity were trust, electronic
markets, and Internet. This set of keywords illustrates the new topics being
explored in the field. None of the top keywords fit into the Barki-Rivard-Tal-
bot classification scheme [4]. This may signal a need for new classification
schemes for emerging research subfields like ECCRM.

Discussion

Through collection and analysis of the literature on ECCRM published over the
last five years, this study has illustrated the overall status and maturity level of
this emerging subfield of MIS in terms of research types and epistemology. The
results provide interesting insights into the methodologies employed for ECCRM
research and offer directions for continued investigations in this area.

The study reveals that slightly more conference proceedings articles were
published than journal articles, which can be considered a sign of relative
immaturity. However, many conference proceedings articles are polished and
later published in journals. Thus there may soon be an increase in the number

Count Word Rank

179 Electronic 1
138 Customer 2
116 Commerce 3
85 Internet 4
77 Consumer 5
71 Web 6
62 Information 7
61 Trust 8
49 Marketing 9
48 Business 10
47 Service 11
43 Quality 12

Table 9. Top Individual Keyword Counts.
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of journal articles on ECCRM. The study revealed that articles have been pub-
lished in many different conference proceedings tracks, minitracks, and themes,
as well as in numerous MIS and referent discipline journals. This implies that
a broad range of the MIS research community considers the topic area impor-
tant and worthy of publication.

The analysis reveals that the number of nonempirical and empirical ar-
ticles on ECCRM is almost the same. This seems counter to Alavi and Carlson’s
finding that the number of empirical articles had exceeded the number of
nonempirical articles in their assessment of MIS [1]. Perhaps it indicates that
this new subfield of MIS is still somewhat immature, and thus that purely
conceptual work may be appropriate at the present time. The study further
revealed that most of the articles on ECCRM were not published in the core
MIS journals (Management Information Systems Quarterly, Journal of Manage-
ment Information Systems, Information Systems Research, and Information and
Management), but in more recently established journals (International Journal of
Electronic Commerce, Electronic Markets, and Journal of Computer-Mediated Com-
munication), which may not yet have developed the same strict publishing
standards and practices as the older journals. This is not to imply that the
latter journals are any less important or relevant than the former, but rather to
illustrate the relative immaturity of the subfield. With maturity the literature
on ECCRM will undoubtedly begin to see more empirical articles and con-
comitantly fewer nonempirical articles. One may also expect to see more ar-
ticles in the core MIS journals. Time, and taking an opportunity to pause and
reflect, as this study has done, will tell.

The set of empirical ECCRM articles is dominated by exploratory surveys
and characterized by a dearth of experimental studies. As was pointed out
almost a decade ago, “increasing use of exploratory surveys should be a mat-
ter of concern for the MIS discipline” [8]. The analysis also revealed the alarm-
ing fact that only a small percentage of the ECCRM survey articles discussed
instrument validation, and that not all of these discussed reliability testing.
Few of the studies used previously validated instruments, and this raises a
concern that a cumulative tradition of replication and extension in the area of
instrument development may not be emerging.

Count Word Rank

84 Electronic-Commerce 1
28 Trust 2
24 Electronic-Markets 3
23 Internet 4
13 Customer-Satisfaction 5
13 World-Wide-Web 6
11 Interorganizational-System-IOS 7
10 Consumer-Behavior 8
10 Customer-Relationship-Management 9

9 Electronic-Data-Interchange-EDI 10
9 Intermediaries 11

Table 10. Top Multi-Word Phrase Keyword Counts.
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The nonempirical articles are dominated by conceptual models, frameworks,
and overviews, and characterized by very few theoretical articles. This makes
sense in light of the few hypotheses testing empirical articles, and suggests
that ECCRM researchers may not yet be developing empirically testable theo-
ries. There are also few illustrative and applied-concept articles. This sup-
ports Alavi and Carlson’s finding of a trend toward a decrease in articles of
this type in MIS as a whole [1].

The very small number of theoretically oriented articles (three out of 369)
brings into question the rate of progress MIS researchers have made toward
developing empirically based theories and evaluating them through hypoth-
esis testing [1]. Alavi and Carlson, based on similar results in their 1992 re-
view of MIS research, pointed out that theories not only guide research but
guide selection of the appropriate research methodology [1]. They cite papers
by Kling and Wieck as useful discussions of the role and impact of theories
and of theoretical views on appropriate research methodology selection [29,
45]. The lack of ECCRM theory and development of systems to illustrate and
apply concepts is a major deficiency that researchers should address.

Recommendations     for Future Research

Research on ECCRM is still in its early stages, as this study demonstrates.
There is, however, a strong interest in the subject, as evidenced by both the
large number of articles published and the breadth across conference pro-
ceedings and journals. Following are a few recommendations for researchers
that may help the subfield to evolve and reach a higher level of maturity than
is reflected in the present literature.

First, there is clearly a need for empirically testable theories. While concep-
tual models, frameworks, and overviews all provide an excellent start, test-
able theories can lead to meaningful hypotheses that can be experimentally
tested in the lab and the field to move research forward. Second, once theories
have been developed, there is a need for lab and field experiments to test
hypotheses in order to find support for them and rule out other possible ex-
planations. Third, there is a strong need for researchers to validate the instru-
ments they employ and to explain these procedures in their articles in order to
evoke confidence that the results are meaningful, interpretable, and reliable.
Instrument development and validation must be carefully undertaken prior
to use. Researchers in this new subfield need to explore referent disciplines,
such as psychology, and use methods that validate instruments from a num-
ber of perspectives, including convergent validity, discriminate validity, con-
struct validity, and reliability. Fourth, there is a need for a cumulative tradition
of research in which replication, extension of theories, models, and instru-
ments, and development of standard constructs and metrics define the sub-
field and give each new study contextual meaning within a common body of
knowledge. There is a need for depth as well as breadth of research. Finally,
there is a need for researchers in the ECCRM subfield to submit their work to
the core MIS journals (Journal of Management Information System, Management
Information Systems Quarterly, Information Systems Research, Information and Man-
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agement) in order to increase the perception of its maturity within the MIS
research community at large and make it a true subdiscipline of MIS. Finally,
since the new research topics that are being explored do not fit into previously
defined classification schemes, there is a need to develop new schemes in or-
der to analyze the topics addressed by this new research.

Limitations

This study may have been adversely affected to some extent by a number of
limitations. First, it was based on only a few years of ECCRM research and
might have been improved if a longer time horizon could have been reviewed.
This makes it harder to look for trends or patterns in the literature and limits
the number of papers included in the study.

Second, only a partial set of the articles for the years 2001 and 2002 was
readily available to the authors at the time the study was undertaken. More-
over, some articles may have been missed or overlooked. From the standpoint
of practicality, it was impossible to include every single article in the analysis.
Some of the problems in obtaining articles include inability of interlibrary
loan to obtain articles from journals to which they do not subscribe, electronic
access barriers due to nonsubscription or other problems, and library rules
governing the number of articles that can be obtained via interlibrary loan for
a specific journal, volume, or issue.

Third, the study did not address additional classification schemes or analytic
techniques. The theory articles were not classified as theory building, theory
testing, or theory extension, as Pervan did for GSS [32]. The study did not cat-
egorize the articles based on research constructs or variables used to measure
them, as done in some other analyses. This would be a useful extension of the
present study and could be used to develop a theoretical framework based on
ECCRM theories from MIS and referent disciplines. The study did not take a
more in-depth look at the empirical set of research articles and classify them in
more detail. Finally, the study did not address quantitative vs. qualitative data
collection, as Pervan did in his study of GSS research [32]. All of these areas
represent opportunities for future introspective research studies.

Finally, as Cheon et al. point out, studies of this nature suffer from the fact
that most research is published several years after it is completed, due to long
review times and backlogs for various journals [8]. This was one of the rea-
sons why conference proceedings were included in the study, to help ensure
that more recently completed research was analyzed.

Summary

This paper presents a first glimpse of the emerging MIS subfield of ECCRM  in
terms of journal and conference papers, research types and epistemology, au-
thors and institutions, research areas, and keyword topics through an exhaus-
tive analysis of all available journal and conference proceedings publications. A
large amount of empirical and nonempirical ECCRM research has recently been
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conducted. The results reveal that this new area of research is still somewhat
immature but is gaining ground through significant numbers of publications
and increasing professional activity in the MIS research community. Although
the study has some limitations, it provides an interesting look at an emerging
subfield within MIS. It also reveals a number of opportunities for additional
introspective research on ECCRM and in other emerging MIS subfields.
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