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Abstract

As customer relationship management (CRM) increasingly represents a critical
organizational capability and an important form of intangible asset, firms have begun
to disclose more CRM-related information in annual reports and Management
Discussion and Analysis (MD&A). Such disclosures are typically narrative in nature,
difficult to standardize, and weakly verifiable, raising important questions about
whether and how capital markets are able to interpret and price CRM-related
information.

Using a large sample of Chinese A-share and STAR Market listed firms, this study
examines the valuation effects of CRM disclosure from a dynamic and content-based
perspective. We construct multiple CRM disclosure measures capturing distinct
content dimensions and investigate whether the pricing of CRMdisclosure depends on
the maturity of the market information environment. The empirical results show that,
in earlier periods, CRM disclosure is not systematically associated with firm value.
However, after 2014—when China’s disclosure regime and market transparency
improved significantly— CRM disclosure is empirically observed to be positively and
consistently priced by the capital market.

Further analysis reveals substantial content heterogeneity in the valuation of CRM
disclosure. Disclosures that merely emphasize customer orientation or the adoption of
CRM systems do not generate significant valuation effects. In contrast, disclosures that
explicitly reflect customer asset characteristics and the underlying logic of customer
value creation are associated with a robust increase in firm value. This finding suggests
that the economic relevance ofCRMdisclosure lies not in disclosure intensity per se,
but in its ability to externalize firms’ internal customer asset capabilities.

Mechanism tests indicate that CRM disclosure does not affect firm value through
improvements in analyst-based information quality. Instead, higher levels of CRM
disclosure are more likely to be associated with lower analyst coverage, implying that
firms’ own disclosures partially substitute for external information intermediaries and
reshape the structure of information supply in the capital market. Additional

institutional analyses show that both the valuation effect of CRM disclosure and its
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underlying mechanism are more pronounced in the STAR Market, where disclosure
standards are stricter and investors are more information-sensitive.

Overall, this study demonstrates that the valuation of CRM disclosure is neither
automatic nor uniform. By highlighting the roles of market maturity, disclosure content,
and information supply structure, the paper provides new evidence on how
organizational capabilities embedded in CRMare transformed into market-recognized
firm value.

Keywords: Customer Relationship Management; Voluntary Disclosure;

Customer Assets; Firm Value; Capital Markets
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