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Inem Explanation BPE Mensurement Item Stalement

S1od¥ rewsrnds und fnnning Redormateon of employes trmmog and rewards Hagh level of support and commutment frm
s achieve the alms ol CEM thee Lop mas ment leam is needed when the
firm i comstruchng TR
When benlding CRM, the [inm must change the
ongmal performuance evaluation and reward
pulicy bt maich
The emplovess must be iramned.
The emplovees shoald be fully empowered.
soes sl have o mgh lovel of
willingness b cooperale
Organdzational Stnacture Chrgamizatiomal structune neformoalion due s the When implemeniing CRM, cross-functiomal
implementatiea of CRM beams st be eslablished o develop new
business processes
Resoarces from all departments shotld be
idegriled ko respond to the cuslomer’s peed
in o timely manner
Surlable plans to restmiciure ibe arpanization
st be drawn up
* Poweer distribution must be adjusted among
the fiom, Ky match wih the now processes
IT Touls IT tools implemenied o sappart CERM * When implementing CTRAM, the lrm minst also
oporulions. constiict a CTI system and dan internel
e nciive coxlomer semviioe sysben Eo sippor
CsOmEer service
The fernia mmist also aild-m Eia wanehoasing
and a dils mummg svsiem o analyie The
cusomer’s needs
e Crrenomisl also bisld-m o D55, EBS or 515
i help managers analyae their decisons,
a The CRM sy=tom miisl be wser frieodly




ligm Explamition

Commitment fo leaming Firms view organizatsonal leaming s & core

viloe

Shored visiins Top mampers will shame the firm's Tuline vision

with emplovess.

Cpen mindedni s The firmn 15 abde o go beyond normal mmovalsve

thinking.

= In the dasly we of CRM sysiem, if must be
mhile 1o remew informotson and provide
leedback npht oway

Urganizatmonal Leaming Measurement liem

Managers beheves employess’ kearmng
ability will enhancoe 1he (on's competilive
mdv:

The top monngemen] sees organteational
learming as-one of the hasic values of the Grm
The lirm believes that orgamational learming
15 3 mausl for o frm ke sarvive.
Orpantrational leaming s the finn's fst
ooty i Che busimess oullare,

Fimmn belseves emploves learmng ix an
tnveéstmend.

Emphryees have a clear outline of the Hom”s
posilioming. fulure development and belicd
The firm has a3 clear visaom of CEM.

Top mumgement i willing to share the fuline
development and vizom of CRM with then
cmployees.

All the emplivers sre willing B work lowand
the vesnon of TRM

Emplivoes belseve thal they hove a
respisnsihilily in the future development of the
lirm

Customers” informmaton can be frocly shaned
between the fim’s departments:

Cimtinmers' needs will be discussed among
clelTeren] depatments reguently.
Inmwvafion is an important aspect in e lrm's
corporale cultire

Explanaticm

BPFR Measurensend Nem Stslement

Varahles Explamaliom

Trast Thee birm always considers e cli=nl’s nighis and

interests when makmg a decision

Salrsfaction The ehieml is satistbed wilh the product or service

provided by the lrm

Cormmitment Firm's desmre 10 mamtain long-lerm working

relutmnships,

Warinblies Explanation

Internal Business Process Perspeclive

The mbernal business process measares focws on
provesses that willl have lbe greatest impact on
customer satizinction and schieving an
orgamaiem's nancml ohjectives.

The firm encouniges thewr employees. b haye
mmoyative sdeas beyond comvenlinnal
busmes: houndaries

Firm s willing 1o acept different ideas

Measuremenl ol Relatiomshap Quality lkem

Fullowing CRM imyplementation, fhe
comprny will treal cuslomess more sincerely
campared 1o the past.
The trm can provide customers with the help
they poed
The Grm will consder the benedlts of the
cuslomers.
CHEM miplementalion redoces the e of
returmned merchandise
e ol the firm (or band) will be
enhanced
The tirm will provede the products or sorvices
oeeded by e cusiomer.
Because of CHEM, tbe firm hae . aondarized
bismess process b cusiomers s vie problems
Because of CRM, 1he linn can provide
cusiomers with o better senvices.
Becasse of the mplementation o CEM, the
firm can acourntely provide customer services
aocarding o the contruct.
Mlasurement Orgnnicatsonal Pedomnonce Bem
= Aller the smplomentation of TR,
employoe’s monibe will icredse
& CRM will enhance the servicing ability of the

employies




Learnimg and Crowtl Perspiective

The fourth peripective ol the balaneed

scawecand. leaming and yrowih, dentifies the
imfrastructune that the organication must baild
o creinle Bong-lerm growth umd improvemenl

Cross-tepanmental commmunicalzon will be
improwed

Team sperit will have mereased

Proxhict delects will have reduced and service
qquatlity hos improved.

Adter the implementation of CRM. employees
will recerve tmely and accunte infommation
The skills of emplovees increase, kiding o
increases i prodocEvity

Becipe of the limms immowabion, prodisciiaty
incredses.

There is a break through o the develipment ol
new basiness.

The scope ol service will widen

Alter the implementation of CRM, he
ousomer profit semimg abdlity bas imcreased
There his been o reduction 16 cuslomes

The cire gulcome measares indlude Clsbomes
relenticn, aeWw CUsimeT soquisilion, Cusionmes
predfitabality, and market share n targeded
murkel segments.

Cuslinmer Perspective

wiel ool cnrstome  salisfaction hus
Inere sl
There is an incress o cusfomer repeil
parihoses
After the implementation of CRM, inbermal
cosls czm be controlled more ellectively.

Financial Perspectve

meisured. for exomple, by
The market share of the G ks menoased
The eaming ability of the irm hos been
improved
The servicing cost is reduced]

I"."'.'l'nllllll'__' Encdames; refum-on I.'iIF|I|iI'.. ar, moae
recently, economis valse-ndded
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pnr. Trist

i rEenl

Trust, Busaness understancing, Benefit and
Risk shane. Conilict, Commulment

Trust, Commutmend, Salisfacton, Allective
exmblic
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Proposition Supporting Works

P1: BPR — Relatiomship Quality Wind (1991), Janson { 1992), Elrinea e al.
(1999}, Yang & Chen (2001}, Chen &
Popovich (2003 )

Hedberg & Wolld (2001), Chald (2001 ),
Rewnhardt ef al. {20001 )

Crosby et al. (1990}, Lee & Kim (1999), Chang
(205)

P2: Orpamizational Learning — Relationshup
Ouality
P3: Relationship Quality
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Company

Batyshop Intermational Corp

MOCOTO Bank

Stark Technolopy Inc

Sealf rewands il
training

Cirgunizak

Shimcture

IT Tools

Summary

Business Process Reengines

Both virual and solid distmbution
systems had an s
teir traiming aced seward
pedicy

The CRM wus integral io the
gamizaiional sructuare,
ha e plemenizd at
ihe Enitial establishment of the
firm

ructed the CT1L online
eractive cixdnmer servs

T g system, and ¢
their own DES and 1

Staff rewards and tmiming;
Readjusiment

Orgamizutional Strctwre: Maich
and design in sccvrdance with
the CEM sysizm.

IT Tooks: Constructed m-house

A ihe time of establishing the call
center, the beadquarters draw
up the tra qram s
implemenlzd o

The arganizational sirectere is
based an tke needs of the hank
and has heen subsinmially
overhmled with the move o

mmercial banking, hasad oo
o sty of the struchumes of
other hanks and sugs:

um the firms responsibl
the implementation of the
CRM sysiem.

CTL conline
servioe

st

leraciive Cuskimer

ysten, data
warehousing, dats mming
system, DEE and EIS are sull
weruler comskructing

Staff rewards and irain
FRecadjustmens

Dirganizational Structare:
Readjustment

IT Toots: Proveded as packages

by sofiwane s supporiing
the THRM Emplemeniation

Positive relationship between the
sappart - from kp management
team and cooperation from the
empiayees. Help clients
estoblish o Imining program
hased an their needs

Most chenis would want all their

parinaenis b be inkegraied
following eslablishment of the
CRM sysiem

Sebected for opuumal
compatibality with basness
chjectives und exisbng
svstems, which will vary with
the individizal porganisation

Staff rewsmds ond irnming:

sl juastmie it

Organiralicnal Structure:
Readjnstment needed at the
ome of CRM implemenianon

Information Techmological
Touks: Bedld o CRM sysiem
based cn the need of the clicet

Company

Bavzshap Intermational Carp

MOCOTO Bank

Stark Technology Inc.

Commitment. b
Erarning

Cipen-mindedness

Sumanary

Organizztional Leam:

the vision
Be a frend 1o the custarmers”
and share it with the smploy
| creplay

Contimucas isnovation in product
ks In the
e of CusHMmEr SeTviCe,
Follow S0WPs to prarvic
standurdized service quality.

Commitmeni o karming
Heavily emphasized.
Shareal wisians -~ Im

Emphasiee
and respiTe

Cireat ¢mplassis and finencial
suppan for emploves lenming

O = fopeiber” with
their emplovees. Alsa holkd
L 2% b e this
wisian

Encourage emplavees ta be
nnovative but alse asks th

compleimg 2 k=
hamik emphasizes risk

vily emphasized.
Shased viskons -~ Inplemenied
thoughont the fir
Open-mircledness
mnovation

Encourage

o

Shared vasines

sperience, i
Hayees believe leaming is
then the
om af the CTRM
¥ | be: fasier pod more
socresadul.

The visiom is of big help io

chients, snd helps the
ryees achieve their
recommend tha
nits promeile their
o bo their employees. since
otherwise bt fally
the CRM sysiem
system implementtion will
b srnoaitser for a firm that
emphasizes imnorvation and will
be propedy managed afier the
Emplen o,

el o lemrming
s

Wery

WVery impariant

Open-mindedness - Very

mportam
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Stage Coenpany

Butyshop Ingermnivomal
Caorp

MOCOTO Bank

Stark Technodogy Inc

CRM
Implementstion

Trust

Salisfactoon

Commitment

Summary

Rewals af CRM

Fimancial

Pemspeciive

Ask emplovees 1o be
sincere o with cliems
when execuimg a
SErviDe.

Never offend o customer
Let them feel the
sincerity of the firm

The oustomer can relurm
any parchased prodoci
without having o grve s
TERE

Trast - Increased trosi
from the cliemis.

Sutisfaction - Improved
cusomer sdsfaction

Commitmeni - Inoreased
proanises (o the cliepts
from the firm

EPS of year 20, reached

Refationship (pualiy
Ask emplovess i be smoere with
clients. Extablished o hotlme for
custmmer complaimis

(¥hinim oustomes’s prodsct and
service mecds from other
branches and past experiences of
iisimbetion channels,

Provide valoe, and accurae
informution, mnid adhere 1o the
spirit as well 2 the leiter of any
promises.

Trust = Increzsed trusd from the
clienis

Satisinction
saticfnciion

Cimmitme Incrensed prommises
o the clicets ram the firm

Improveil custmer

Dirganizational Parfarmance
Two benefis are renfized from the
cusiomer servioe cemer, first is a
standardized service quakity,
secoid is the obility o provide
services an 8 M7 bacix oi o
reduced cost.

The CHM system con increase
cushmmer's trusi.

Cuxtomer satisfaction is an
impamant inificator of the CRM
sysiem peroarmmance.

The commutment will increase from
a CEM wystem

Tnesi = Increzsed nesi fron the

ction - Improved custnmer
satisfoction
Commitmemst - Incrensed promises
i the clicnts Erom the firm.

The effectivensss evalurison of the
CRM systemn does not just bave a
singhe amswer, 5o the firm necds
o condinct a Full come-hy-case
analysis. The 4 especis m BSC
ane peied, bod different industries
and dxfferent firms focus on
different aspecits. dependimg oo
thedr indivichzal sioengths amd
wenknesses, bearng in onind ihe
need tr maintain competitiveness

Company

Bistyzhop Imematinnal
Carp

MOCOTD Hank

Stark Technology Inc

Cumspmer
Pempoctive

Intermal
Buosimess
Process
Perspecine

Learning und
Growth
Perspectinve

Summary

Main marketing from the
word af mooth, kesvy
emphasis on cEsiomer
satisfaction and
compaint resolstion

Emplovess in the call
center nesd 1o possese
specific charucieristios:
their emolions canpei
e affecied by cliena’s
compiaint amd they
need ta be able to
oot the expressio
o ibeir emotions. The
firm provides many.
chunnels of
cOmmumcHEns o
iniegrate the resources
of each department o
provide customer
SErv

Proenod e CUSADENET 5
reinil siore purnchasimg
EXPETIENCS 25 o Means
of exiemding (e
willingness to porchoss
online.

The four aspects of BSC
are all taken imin
Ehuali ]

Emphasis on the management of
customer complnmts. From CRM
system amid rall center, they can
denl wiih these complomis amd
improve prodect and serace
e

They believe the inplementation of
CRM system brimgs 2 lot of
bemefits, incloding savimg
nanpower cists, claser
relatiorship with the cusomers.
improved customer servioe
techmigues, improved
comumumications siandardized
service guality, et

In obinining new custome s and
Increaxing service scope, they ave
still in the mial staee, They
prepare i process &1l custiomer
oontact activities trongh thie
cusomer service cener,

The four aspecis of BSC are all
tuken inbo account

The foor aspects of BSC are alll very
impariank, they must he
measured
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