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Abstract

Relying on literature review and secondary data analysis, this paper investigates the
potential contributions of customer relationship management (CRM) to the life insurance
industry. This paper not only provides a CRM framework suitable for the life insurance
industry, but also summarizes possible obstacles and their causes that a firm may encounter
when putting CRM into practice. In addition to treating target customers as the core, this
CRM framework introduces the operations of front-office system, back-office system and
analytical system, and approaches to integrate these systems. This framework provides
conceptual and operational guidance for life insurance firms that intend to carry out CRM.
Provisions of possible obstacles of CRM and their causes from foreign firms help
Taiwanese life insurance firms to avoid making the same mistakes.

Keywords: customer relationship management, life insurance marketing, customer loyalty,
operational system, front-office system, back-office system, analytical system,
customer database, data mining
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R T A B, - TR F AR BENEFEE N RARREA T LR
%k FH(Perreault and McCarthy, 2002) - #1558 & -+ 48893835 « T 953835
L IR 35 04 85412 0 o5 Ak (Harrison, 2000)4n 28 35, @ iEHIR48 > A3k ES
CHEERREHA  FRERALS - MR AT LM R FE T I
B BIEACAT G die S E £ TM2ESRFAREHA - M LER

"HBAEZHGERRAGEAFEE  FRAEAFAERKNEEAE

oy 7 BB BT B BT R R R & 4 B A B K 69 4-10 4% (Chablo, 2001;
Clutterback, 1989; Liswood, 1989) - i 4 £ B8 & 5 3% X A% & 2 8] $2 7+25-85% 44
#1i#(Chablo, 2001) » B stk & 2 455 8 SR BAR R & B AT AR F 3T T
SEAEPTEFOERZAAR LA EBSHETHMEYT - BMEMGETE
(customer relationship management - i #CRM) A& % + ¥ FF AR B2 3|2
WILEH RO ER -

FAE AR T RPN ARG EFERIEER G0 — R 7T BAE
(Harrison, 2000) - 4% 5 % » # % 2 TR R R4 E 09 X 5 XA744 & & Bk 5%
A E B AR 4 A oy B AR AT AN SR B B 1% & 32 AT B 4K (Christopher and
Ballantyne, 1991) - BAZ W14 & By s ENE > B FLAES AR K AT
% % (front-office system) » 4% 5% % % (back-office system)$ 5#1 £ 4% (analytical
system)(Bradshaw and Brash, 2001) o $h4T a3k R 4T 649 B8 & B 1% & 22 A2 5T VA
% & AE 7 X N~ KR A X i (Clutterback, 1989; Harrison, 2000;
Liswood, 1989; Reichheld and Kenny, 1990; Sonnenberg, 1990) » &7 H 3% =] VA [E
1k 3% F 2 A4 (Stum and Thiry, 1991) « A48 5 » ARYE £ B F RAT4HF 21
@ (Life Insurance Marketing Research Association » f§ #LIMRA )&y &5 7 »
— 214 FF BB ALIOF TR GEE » T A NE % T8 aA1H 5 m
FR55% YRR IR E B T AE 60% 64 F]H(LIMRA, 1997) - dy =T A » BA
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TR A BERFRGDEHARSNAEAN(FT ERBAZFRRE LR ELE,
2002) > FHFHRAESN - ACAMET  HEHOEHER S wMH
Ao RRAGRENFRLERES - @it hd > ZBEE WG EE
GAEAAGBE  TEMRAG A EEREAA MR KB IR MEEEX &
R w0 A RRBAM — R FAED -

MASUEEERANEMERNGELERN L S BETME  BiK
WX HEENEASAERA RO EERMEEM G RIS RETHEHR
SHEZRME - BEBENGEREH D LR CRERKARIENH Z R E
» B A F 09 F K (Clutterback, 1989; Harrison, 2000; Liswood, 1989; Reichheld
and Kenny, 1990; Sonnenberg, 1990) » 12 % % X, 3 & VF k8 & M5 & M4 R AL R
FRAG A - Hb > KA Fa R EEREMGFERFREEZE
B MELEHEREBEEHEHRZISLS -

AFTRMBEE ZRATHZERRABRAR > LATHRERNGEEZ
Wi BEIMBAEMGEEH ERTHIERN  c FHEAKRLBEENGE
P MR E e EE R R R EE AR AR T B PEAE  RABA AR
ZEEw
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B B b EEHHERDRREERE - B RER TR ERIE
o A B EHEEREREE R ERAGRA L HUTARERY
M2 Bk A196TR1ALRAAR » 2k 7 FHATEEELREEZZE i
ITHAGEROAAMRE  REZBRFZEFADTRPAEXSRER -

19734 % — R Atk  EREGEWBLEE LI KPP LRLESCKRR
G BATBAL o E R A A T AL BUE BN ERORIE 2R E
HHRHESHAE  REXENIASERE BT 1979 % kG A

DS andAld s bt ARERPP AR X RG] Hh- BA S BREF
P BN AN (7 ER AR RS E R E A §2002) -
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P B AR EN IR BGRRIMARR S 0 & TR B BRR A4
B R AL Z A~ SRR M B BUR 73 AR A R 8% ME AR Bl
FHBZAZE » L EREXRELH LN EMBEAN X NELE -
19874 B4 £ ARIR A G EA G THHE - FREGTHTHHF A
A G BER S FRFR ERE G AL NREREY & B R
BRI MBI REHZ T EGER > BB EEHEGF R E LR &R
% oo AN FRA G W REIGHE R R LRSS RIEE S & E
s A RAZFBAHRAIPE - ERRBERR - ERRBIRASH -~ F
BARER ~ B E AR FRRAE &R IATE - A B R P (F ¥
BB AFREREE R E e, 2002) -
WEHEEEFREREREHHRR OB ETARKBA : HARAEREY
BEZAIBHERRGYTE > RE RV FRIEFENELR 2L ELR
ABRN TR B L MTFRISTEMA LR EALETHZHE A
P E(HHHERE, 1998) o M3tk 0 BPATANRE S P RO E LG » BREAKER
FREEAHAS > MAR T REFR RAEMESHELHE - B
KL A 0 G RATEE R T ROGEEZBEEO R ~ 858 ~ RN
SE AR LARGIEE, 1998) -
BAEREAENERBRCALE  TARIE (6B RRTHE L
12) B (TR RAFRREHGFR) BT 288 TASRK
MELMIAREHERCLABIIY%  ERAZRREFEHRYTHFZER
63.8% 7L » A ARG FHRALRASLIGE T o e LRSI EEERQSEA 4
TA%) B Ay % 8 4 B IR F (1348 A £66%)(F ERBAZRKRH LR ELE,
2002 5 B B ik AMRER B AR o0 0 2003) - e fe IR K U 0 AR IR AR A
3R B R E A RO AR S T e RR A ] o LR AT A
Soug bk B KRG R o
HErERAERGHERROZARY  GEBEEARALLE  LANE
BAHG R - BT RREME > FARMEET R  REASREAR
A5 09 E B IRAS » ER A LAk o B ML BAR AT AN 00 B -

P nEfIF A a0% )t > X1 G FEIS%E(Y FARAEREF ERED
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B R K2R H T BAMA4T4Y | = & £(Gronroos, 1990a)¥:% % & F Morgan
and Hunt, 1994)z 2 ~&4F > € E£R450L 1 D ERT] > BRERS
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1.Crosby and Stephens (1987)

Crosby and Stephens (1987 A £ B Z R ¥ &0 > FFRERERELZR
@AM MR AHEREX o ARMIRERAF 0 BH HR
AR B EHE ~ KRR - v AR A 5 6y H R HCIRAF EAT ST
o #ACIRAF M IE @R AR E X @RIE H AW R B A F RN A & AN
B TR GAFR—MASETY 0 BRBE HEETAEE R FEE R 28
TEATFH B AN B S IRFFZ R » 52 0 — LR E A H A RFZ A S F]
BAARE  WHMAEEFB(REBABAZRAIZHELEE ML -

BAR b o PRSP AE A AR S M o 8] 324 3 M e AR {EL AR A5 AR 5] 38 9 4%
FAE AL MG HERERB AL E G —F MG R E R T
oo EBARIERE R T 0 MBAIEAR AR #) A G M R T T AR ik
(Hakansson, 1982) - —BA4& - ¥4 B # % R 34T 00 — @ LR d 1L o) B 1R R 38
he B THRE ) ABRBRRI @ 0 KA TREZEELEARFRABR
BALBEEH A CHEERENEMG X BFENHT > LEEILTEEER
¥R A RIRERE - T2 BMARMERBERMEE 2 EH 8 L1
IRIFEABELEEN LT » &V REA AT - BERF RFEARF -

T 4% B AR 7 A2 R 2 M7 B3 4% » Crosby and Stephens (1987)4 3, : B {4
HEHEAERZTH I RO AN AR GFRBAEIHLER -2 H
FETOMARTLR H % 0 W L E BRCGRAMRR A & (R RFF) A & oy 555
Mo RIFWATGER  EF AR T BT ARRF OIS - BERENER
FORREA AR RSB 09 H S R b K

5 K Crosby and Stephens (1987)64 5 #74E Ri5 ik » BM PR L AH &
HHEEROERRE  ERREFRTHETHEZREFORKLY -
FE L derHmAEaR g KBRA T HAESRAE &X L
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FEMARATA A o MARIERBEKX TR FAEX(e > ZABHFTRAR)
d R R R AR ATA 2 R £ o £ HEE K (¥Berry and Parasuramanz i /4
TR R RCB)MEE N RS AT ZEEIRLT @ B AR RARE
BAA RN - LA -E > & £ R 2EEA £ &K (individualism) 4 € ¥ P {3 5
0y BAR AT AR E 0 B A 2] B £ 18 £ & (collectivism) 84 & # #£ € (Hofstede,
1980; Hofstede and Bond, 1988) » F & L T2 & o

2. AL (19992)

A LT K Lk AL £ R 0 SHEFE(1999a) 4 S e TR K il
FTHARATA M BB R - ey BF R 28 FR E T E R 69 MR AT45 Rk
Thbk=i > »ps& "TEEES CTAKEES ) A TETEEK  LF
Thxde, A TAESES ) ARAMTHER 2RAAER THEET
¥ AMARFEBERNBIHERGLE - LM E  ZRAACHRFAE
TR RN (04 bR EG TR AR A &R GRER
BRI MERT S MoBE)EmAER  HHARSEEENBTAE
AEed] o JLR 0 o RUF ik 09 R B0 A8 R FE A A BRAS T 0 IR e H
ABAFRABAZAE » WAL X EEN QBB 5 - B WA E LGk
kb ERARETAFREWBABEEE K & LS R R EE
FTAAN»EHR - PHEELTA > EARBBEHRBGLEE - LBRHEFR
ToOBRHBMESTOTREARRSERS b M BERARERKL - @ E
BEHTWEEEZGNBIEE -

FRH T AEES ) R B EBEENBHAEG IR AR o #F
Z o ERAANBHHEAE T R o EHEENBIEE IR EIK o BEA
PAEE® ) RS R ERRA AN A8V BIEE R REERNE AN
MHEY  RABELEACERBIREENRT  ¥ER2ANBIHEE
TR TR L B RO - TR T HHEE T AEK ) mAHR
Tb iR AR B A Z S EHRN D XERA SRR A @69 & E G,
1998) o #4748 T AME vy | 69 F Mo ) H bl T JER A BT
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PR E AT R R0y TESWEL ) A "AGAM, BARH — B EE - F/
Al » ol T & EAEAEMBARAHBEET LRI TRARLEFRILY E SR
MRAs » R AERFFRZT -

3.4 FE (1999b)

LR EBE AR SR ETHRAETRZIPE A (1999b)3% A
Peppers, Rogers and Dorf (1999)32 & &Y Bl 1% 17 4% v 3R v 22 4% - LA R & R g
= BRATA R o B TR TR RE TR R TR
R R E SRR u%&%@ﬁ$J£&dm CHE I H R R AT AN R

W FEE o FRAEAM WEBCHESER >R ARG
2002) -
BT B E RN a) T R4 B8 A5 Z IR S SRS 0 HHE "””%3(199%)#;%&:

wREEEga( " EEE t fiL rﬂa F R | )T AL B IR R 4E R o
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TR BEEREN DA FTER  MERLFESF) > shERERBRRIRE > £
THFHEEY TEA B TEREEMH XER g RAE TRA ) LK

3 *}Wm“«}- IV ?Wl ﬁ’é»—l'ﬁt—"é}»l'-l}ﬁ f«,- /:‘4 ‘,;"; q o

EN = v
e TRETHAIRG w(DM)ﬁ gl & PV kAR E R & IRGE >
TEHAHBIRL RS T RPT



124 PRI TR SRR 2(2): 117-145 (2003)

B HE o BT ARSI o BB AL 0 FE RS o B F T AR R R G A
FETEEANEE  RR TR RKIDMY R E > BEEHFIRBEEY
BB R AA o AE - B A ABEEKERNGE TSR ES) ey
B BEABEEEIHNF  EABE  FAAELBIEAEAAEKS WA
HMAEANESGH G EREZRAAGBAZEEETENS LKA E
R ey TaEEAE ) T AR R A TAREILE RN
K9k o bsh o MAGSEHRREZ T T T i T RAKERE
(Parasuraman, Zeithaml, and Berry, 1988) » & 5% 35T VA v 40P 4978 2 A BE 3, ©
sk ETFE M ES BT EEE TR, K-

AT ¥ BT OGRS TR EAGH T ALY
EHRMMBAB L BT AENFTX > HABRFRABRZEAZNER  RF
RAMFERM G AT RERF o & HPSHEIE T VAT 48 69 17 45 18 AR
WRELA B > TR T ABRIERARE - Bdn > & F R 3] 4 4835 IRIF B AZ
ARG E AL T AR BARAEEFEAE TEHMF - — & T 1K
REHEFH B R @y F X > RAF A8 R EARBEE F KX (Mainardi,
1997) -

HHHEFE(1999b) Fii 47 i 09 IR A5 SRR 4E T8 » - 12 vy & 854X 3 AL (Bradshaw and
Brash, 2001) » i B Bh7h& R 8] #5608 B LBY 64T 44 50 R Rk o "THEey 2
Hoay FREEE AR E B AT H AR A T ZANEROTHIEZ
GRABATREN AR ARG E S TAR G M 2% 0 BLRAEHZ T -

4 Mark L. Trencher (1999)

% 5t R $(Mark L. Trencher, 1999)64#F 72 & 85 £ #3147 £ B & R AT44 8 3%
ARTRAE AW EALRETHE R RIG @ - ik ZETH 2 R =18 %
ZR © BARBN T (E K3 BALL B G4T%) ~ P AT 35 (15 37%) B 80
ATTH(AEL6%) o b » FRATIHEGKATIHEZZRES T RGBAZT
R

MRS B N T 5 0 BIEA VA Z R £ 75 B &8 0 12 & Htheh 85 o sk
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WA EBATH R R OFELERS s AR BREEERAMBFRIMH R
{282 2 3| G N T e Fak o~ f L bl g Sk a3 - AaAAeiE
o ARZEEAMNBROE I H AT KA L 42 &R A #4744 (direct
marketing) & 2R A% B BA K 04 B FAAR IR A 8 b EAL o

EGH S TR AR Z 2N 0 B L R EMark L. Trencher, 1999)7&:8] %k sk 44
WA R L S AL W HERR R FEF A RCGRARARSER X+ R
B RE ) LIRS R HT A c T X FREFETHERZRAS » H(kb)
RLIA R F ALK £ Bk e 3B HRUTAA BB 5 AR A A b
FIRBAETHOTRBRARGBERK - 3 BREFRE SRR

% %, X #(Mark L. Trencher, 1999)85 4% > R T4 5 A RN &) A Lut
EABRIBRREAG T A - BRI ABMALBGERFILEE > I
K G 2IMFH RN 8 e AT 4 A L B (e A TR R AR A
FIRP T B F RN 8 DR S LR A XA SAIHF)  FHEE
WHE S ARG HLERE -

5. 4H#EAE (2000)

WFATH(RIRE Min) G ERETHTIAF 2L RB T4 k&
HRH BT HHFEABRANIE B FRERMBGITHER X #
HEFE(2000) % & F Peppers, Rogers and Dorf (1999) a4 i 14 47 45 va 25 Wy 22 4% -
Hﬁ%ﬂ%ﬁﬁ%%%°%%ﬁm%%-%m%ﬁé’%ﬁﬁ%@%@mﬁ
R ARG ATH A B ARG AL GIRERTIN > ZEBMTF L8R EFEL
C A e B TR AR e R A o R A 3 ¢
(D P2 i 4

WAl A ST ENRRERTRATEZL - BIFIERERA HH
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B EER > N R EME B TR E R T A L RIGATA N RS
oo FR THAERFGITHERZER LB RAL -
Q#FBE—F B> BRREALE K4
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A iMER A~ SR B RAEALEL - iz %W“Q%ﬁﬂﬁ
FREEEFRMAETELR - 2AFKYN QE'ITU\%% >4 TR ORAR)F
T TARMEERRALE TR NB(AREAENTI S HEPZEA
MG ) H T AREARLR -
()W AR e £ 92 B TARIFayikidE 7 X

WA R A S TR TG ITH BT AT ARAR—THER
WAL HBRAEE RGO REAT X - BEAHEX s L REMRAT -
(DA By ZHBEF IR

PRl o 8 Brett it B AL e & S RRFFAH RBE T K - ARBBBRE
FR O UAZARNZZINAZHEZI ELANI - R AT BT XMBHAR
EH AT IR - AT AERRAE R R & S RIRFE 60 5 — Bl SR
1999a) -
(5)%5 3R Pl M 04 ZLB) ¥11 P 31 AT4K

A AR LR R A e 0 X ST ILATAN BRI REARIZA - BRAZH
09 Z By o IS Bk [ R 2 R e 1 SR S A R R AR R A B) & G Ak LIRS A
BEROERRF - R BT s TRMHETE Lo EH
2 a) g R R ER P BRSNS R E W IR e o

(6)2 WA B H T LR
Je 2\ BB T AL 0842 “F' I T AR ONBE BRRR B P g BR 64 R 9 2R,
£ R BARM 2 8] B AT AR A oo B TE AT R RSB RF R

o Wb o R AR B R AR iéi@kﬁ%@i@ubéﬁéméki]&i‘%u;%/%éﬁé:ﬁva‘c °

HHHEFE(2000) 04 BF 72 #e 2K PR B35 th AR R 3] FE BAAR AT 48 LR A 09 4E %

12 Z AR A RAIZIT4E & £ MBFIT4 R i8R fRM N 8] eyid i 2 —

o BB ATH X HA B R TAA Ao T AR R MR IR SRR B AR Y
ASHAB RA ARG EBEF R EREAFmdH -

6.Bradshaw and Brash (2001)
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(Bradshaw and Brash, 2001)38 & T 114 R R £ A L tbAa B AT £ EAR S Hufs
W EATHERS - WP RERBET - RA VR ARB-BCEL 4
ML ARBIBHAE - T EREHSERANAGEBENE > LEERAE
AR BRI AR o Bdp > ANGNEE LRI LG THERS
RHFRICE —FWRMAE A A RRE S REFT CHARRTIEAEZLMEE £
PLNE W Ay keik  RBE — AR 0 A0S R AT AN B BB 6l 7 X
s E R AR LN B B TR X TSR R AR SRR B R I

B a] R B Ay sk 2 0 AR E A EE R ERAAe  HE - IRFA
FTEH) A8 (B TRAF T S A)EER R R R o Lt H A L6
MEBERBRR T ARG EHETEFINL > FIABARBEBEE L ZHE
Brodeez o BEAINEFHEZMAN TG, BT 2y > R BEEHAE
ERLRT SR T HMR ) ERE

Hhig sedk & - Bradshaw and Brash (2001)3% i i % B 1% & 22 sk o 34 4
EFREM  EH = A B (virtuous triangle) o R4 = A B o9 =18 A 55 & ¢ AT
B BB RGBNN AL AHAGERATRBEEETGH @GRS
K BT 5 L AT4E ~ B EILRFS - Bk A5G & & BT RAES) A R4
Ao RS BOTE R IR B HBIEDETH LI R4 o AR R RPT
RN DEEEH AR A RPTRIENEE LG T S AKREBEELE
AL 0 M E AL L SRR E AL AT M R R o RS M A R E B
RREECELBTRARRRZ L BT T AN L2 RBELATHIEEAR
C IR B 1S ERA AR S

Bradshaw and Brash (2001)3 2k 42 h B & Bl 1% 2 09 & R 424 - f HAudg
T BEAT AT R AT R R P A AR ) TR AR 2R
ey EHREARABRRZLRAR A RS E M AEE P AL BRI L E -

e R 2% & 2 (Bradshaw and Brash, 2001; Chablo, 2001; Shaw, 2001a;
Stone and Woodcock, 1997; SUN Microsystems; Woodcock and Wilson, 1996)45
o BREMAG TR EE - FMEREAAN AR LGES > mE
WMAR S BRARASWAREARYERS L EZHEEGAE -
Ak EIRGTEE AR R A LR R RMAENIN - 3 HIK
H R 6y Bl 4% -
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(2BEERFETEZ NEF

# AR 9‘%‘\'&%‘5’— ?ﬁi"ﬂ‘ﬁéﬁféﬁﬂ 4% & PE 0 iR 25 A H 8 (Dowling and Uncles,
1997) » {2 % % E AR 4230 2] 6 & F T 48 & A 6 vk M BT TR
(Clutterback, 1989; Harrison, 2000; Llswood, 1989; Sonnenberg, 1990; Stum and
Thiry, 1991) - RAFR VLY —BRA LR T  FAA TS E T A T0%32 4
BAERAE L — A E RO9HRA - Mm90%ah & ¥ B 302 B & M A% 5 2 H 1] 2 8]
ARk & Z(Chablo, 2001) - % A2 3bR + BA K B 15 B 330w N
R XBBRRIAESEE R EZAARG AL S HEHF TR
22 F](Web Associate, 2001) » $efRbo b » &2 F S REBAEHGE LR A —
BEENER - R —FE-RIREZHBEENGERZILTEL -

k— FREZHBEENGE (R AFATH)Z &

2HER e &
BAa "REMGEEES TR AR THBENEZ MR
(Robert Shaw) ARAF IR KA 0y — A2 B2 o
%m%Aﬂ%%@EﬁAﬂ%k% X2 g e EEES
ZEEIE N ,
(Regis McKenna) A/Q% et~ R B MANESAR . PTAGE TALIALE
& SREEMEGES
o RE "RRATA T AR St R AEBME AR RFE
e 5 RSSHEBMAEGFEA > R IR AR BT B AR
(Adrian Payne)

By — AT ik o

T BB AT AN AT Bt B R 9T > Bah A i E4as ~ &
BETAREY %48 |BIAMTHRZATHRI RGBS RG4S —~&R
(Martin Christopher) [#2 > W A J&3Zik & T30 g% &8 E BT SHEHAM
Foa BT FRESHFEDS -

P T AR AT A AR ATAE ~ ANE BB R ZUEE MM E Sk
wﬁﬁdgédﬂ)u%%%ﬁ%@g\%&aagﬁéTukﬁﬁkz%%mﬁ
ER ST TS VA TS P PE LT

A RAG A 478 F@&%%EﬁmﬁL%ﬂ@é%%’ﬁﬁﬁﬁm%%ﬁ%mﬁ

§$SMW”d R 48 85 0 —H8 75 0 ok o

%44k : David Bradshaw and Colin Brash (2001), Merlin Stone, Neil Woodcock and Muriel
Wilson (1996), Robert Shaw (2001a).
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LT PHAGHIRFEENGERZ NG AXGEOELHERZER
BN EREE KA T
TEWN A AT RARMA R RS RS A S KRR ARS]
YR RIS AR AR 0 3 s K AGRE B & R SRR A ) HE A 8y
— A 7842 o
H—REALBEBENG L EEGLARMMER L
() B oy A F 8 KA Z S T IERE - R aAH ;
Q)AH LT EPTA YIEE » MAHNEH A TR G T A
QVRBEEERARTA > L TR Tt B TR Z@AELTH
HERT T
(@ﬁkﬁﬁﬁxﬁﬁéﬁQ%Aﬁ\ﬁﬁﬁﬂﬁo
ATFRARIE W AR | » E— SR EM A E LNz -

LLE&

ARG TN EEA L | R REF SN E SRS S E R B IZH
BinE BE—FREDENRREE » LA TR EM - AL
Bl A o BARAY B e M - BRI T BB MG B ey WA EARE
(1)/‘ﬁﬁﬁﬁﬁ%ﬁiéﬁéiééﬁﬁﬂﬁi%éé?fﬁé%§ﬁ%ﬁ%ﬁiE]ﬁ%éﬁﬁiﬁaﬂi;

Q) BREELEME
Q)BIFEEAET LR AOETRET B
(4) 2 8 & G AR KA ALE -

o B A E AR BN A R R R F RN BREM SRR SE
FOREBRBERAMN  BELSREGERELZARNEETRYEHRITSL
oy a) R E AR AR R 69 o & B 15 69 & & (Shaw, 2001b) ° i3 vg SAAR A 3 R
AE T AARARMEMERE - HTZ ERARGREZEERE B
B &R % B 2k(Davis and Joyner, 2001) » BEE LKA FHE 5 22 » A5
BRFs e H A AR HE AT AT AR EE SRR - BELERX
R RAGL &) FE o B4 E & o

2.8 %
ATEH S L B A 0980/20)7 B - BEWESRAA T RAE MR T RAGH L Ao



130 PREGF B L 4% 2(2): 117-145 (2003)

3 A1 HE80% A #920% T RBEE - vz HAAM T AAFTAYEER
R ELF) % & B M X F 4515 1i(Schmarzo, 2001) o 4w » 5% B AR 45 09 7, %2
8] TafE 1 6% B BAL T AT EAZ E0924% » Bl BF A 2 3) ' EK37% 04 0k
AN HAREENGE L RA - ZEBEE T RRARBES50% A L6y A R R
(Schmarzo, 2001) - X Z4e » £ ZBE@NE) » K&20% 9K » &N 8 BRE
T0%e9 11  BREEPEL ATT-8% 09 Ba% » Al &2 8] £]#£40% 64 4] # (Stone and
Mww1%®°mkﬁi’ﬁkm%&&%iﬁﬁg’%éﬁﬁﬁﬁﬁﬂm
FOR AL R LSRRI éﬁif&ﬁf%

BRFIRZEE  BFTLALRBEAERLLRETRNBELEE - MEETR
EHARBETRAEE  IEHMENAE (EA)EEMA TSI EE
MZ AT E bk > MHE TR E R LERER - B REMARED
%a%ﬁ@ W & REmIEE G BEE SR AR HRNTHE Y
B AT E BRI E BB A A RAEESE  PFRALR
ﬁl‘@éﬁ@» P FALE R RIRG B BRI TREIREE  DERIZIR
) TN T ARBE R FH TR LIRS TR E o — LA RE
FAERE  SEBFTERALREMIETS  CHAREREARESEALLE
A 26y 7 Xk A % % K (Reichheld, 1993) -

HFEENL > RTEREREES S LELRZE BRI REEHNR
(BE)RERMGBE - SHBMETLEFTRAHE > M LT A3 w2 3] a IR

AR A~ LB AR o ARYE B B 5-(Griffin, 1995)69 548 - & B EHM
BEE RAK - HA B LA AT R AR ERGBAE o AN 6T
Bl FRGRARMER £ E— > HIZNAREESHRBLTEA R &
Z o RERBANANERBIRF R FE L E RN -

3RS AAL
— BRI RERE  BEMGEERANMEBEZ ST TR
RE Ty BmEMGR TR mEHAE -

(DR3EE
A%&ﬂ@é FTHZARE (DR RESERERBEL  QBBEREEE
B A AR QVMRARERS » AEEEIL % R IER



SRR B MR RS RATH 131

1) i AR A B L% R A &
WA B ARG WA o Bdp o ()M E ALY AR AL AT £ 7 AF
B R ()P T S 8 A R 2 (M) B ey B8y K] A AT 2
W ()P BE B 69 & 5 RIRFE R X o472 A BB E » LAES
Famoyras o Bk & FEA L RKFOATF H#5 (Nykamp and
McEachern, 1999) :
a. HRMEERAEENAD G808 SRR A @R RAT
b. EfMAE  #FE—ERNBEEZEKMFLER ;
c. BT E R RAERBEZFRAEAE ;
d. #EREITE - ARMGILE NG TR F M ETRE K EARK
BB AR
2) RS RAE R =0 A & RFF LA
EBPTAR ARG E LT ERFRDRBABELL BN SR
C BRMERA R c MBS ETRBEMA TGS ERAGT - R4
MR AR R B R e IRAFILAR -
JRFEFB R » REERALGZE & RSB
REFELEERBEAZEOLRREEK  AETARBE R E S RGN
W o BABRBACKARE + T ALK R BB P LA 6415 18 3 # 8) A
Y RE S K T o
()45 A B W17
REFLSEMRMEFREGETEYGE - S HER IS SY RIF - RBEFRE
MR R4E - Bk D ELBAFER
1) 2 8] g BB AAIRA B AR ARAR A 5 a9 AT A 69 AR B A 3R
2) N E) g B BAR A B AR /AR B4k R EHIER FEMBEEEN > i
HARFEEEE KB AR  REF R E 5 RIRFE
(3)# kA B il 1%
CERRAEERG BT RESRERFTLAHST I RIEEBEAE
TR EFEGBAR - A KRS N FRIR RS EZ 1A 3R 6
RE > TRAPETEHFBAE B2 TEANCEAZRAANAE LTS



132 PREEE B J 4% 2(2): 117-145 (2003)

Bl BE B AR 918 1E 7T A& 47 K RS 4% L3R 8 E 3 £ B B 09 BS 5 Y (McMahon,
2001) - FAEZ LA B RE » 3 RRAE BAFAE RIT I o Shdw & 5 IRFF
s H O ARAIME R BRI TR W ERE ARSI AT R
BN ER - FEWBEEBEEREN TR LD ERABEEH AR 04
(Nykamp and McEachern, 1999) o 4% 48 & i & 64 B G R BR B L R AT A 8y
wR S RAWREEE RV L F R A BARTRBAEZ MG - L
Rk I REAERENGERES -

4. EF R

naey TAA G TRAR ) T A RERMAGE AT AR EE =
REM - BZRBEMHRGRARDES » BHBEEHAG T LR -
(DAS B R

ANE(LHE R G EE)0/RESRAG - 2 EWARE 2L A ey B4t A
% (Caufield, 2001) - dy7MBE B B 1% % 2L R oG A2 RATAEEP) - M ARE R
R SR A SR EF0 X FHE A I MayEd - @R T A EIRA I
SRR MG E R R4 -
2)intz

AEBMEMGERERBAZIN L L0 — AR REMNEOFE LT
EEERAVER - AT TH By ) AR R ERGERE MR AN "
BE o RERGTRNRFM TR AT ELATH 458 SRS Rg ERTILT
BUEIR o B TIRAFG AR - AT & oA A 8 B AT e 4748 © 44 € SIRFS
F R ERFRT L0 ¢ BB A 4T A A AT i 8% E (Deloitte Consulting,
2001) - 52 » FAFEERH AR N G R A & ARFZAAZ 0 A KIEEE
s BALMYRAZ BN T & S LR Z AL 0 IR B4R B E A e IRAF AL
v AR AR o AR AR E IR A RIE AL T AL LR 8
(SAS Institute, 2001) : L —5% » LA R AH R MBS NE LR &% L8]
L MBI E AR T A BEEG M ALK o i T

DHE¥2%

BEZAGONE AT EERGERIEE - AAH T HEEHG ST L



SRR B MR RS RATH 133

ERDESE ) 20 FERGE RGN THBEEREBY S TE% T
G Aot~ L HES T AT E R EsnEE - ArsmEE3RaT
AR ABRSMBRABRAANER 2208 TERER BT
WM ERRELS T EHER LI RE  FHEABREALTY
(Chablo, 2001) » g EE L5 » 45 - 1244 RAF ~ THALERLWE
BF o TABEAKES IR BB NN RARER(e 0 ¥
B HEREERE - IR s Rt d 38 ) e A B BE LA e o 0 S SR IR
gAML A - AR AN R & AN SRS K
M (Bradshaw and Brash, 2001) -
Bk £ 045 B3I AT AGER TR TR ER TER R
CWBIATSRA B B R RS TR E AL G R HE
LA E S R R AT A REATH I E A GRS H e T
(e WA HFIR BEBEEAL BILMETEALS) -
2) 5T AR
DA RGRAE A HUEE AR RIN TGP E A EFAE L P 247 0 WA
REINSEOERERE - W ARGV ERITMHER 0K BEZTHER
CRRRERAE C RREAMEG) RS A B AT - RS LIRS R
M~ BB BRI DT RN E 5T o T R R EAEAL BT A 5 L v B B
e BATHEE b BEREE o MWEHFETHARTHEY
s d. 7E SRR BR B AT & 0h & 484 K (Teklitz and McCarthy, 2001) - f& i &
AR ERBESH T A BFTHBAIN RGERILL - 2 A&
WEOEWAEI R ca AR b THIEHE . BLOWR
¥ (OLAP);d. R Z#HEMFETH -
(3)F+3k
FHE AR B A HARAT B AEFEE IR RN 3] K@ 3% m% B B RIS
BHM > m AERMEEUACHIRG LLE R ELRNAE - ATFTANE Y
WA BGPTSR A

4 . . R =z " w " e — _ - ~
,r"f"i“?ﬂJ BEsag d e b irAFLEAPLEFAHFIHF > LFITE
pad g X B4 SiF] R E R D



134 PRI TR SRR 2(2): 117-145 (2003)

1) %42k
AR EHE—EARTHE  ER2RERAEEALKMIIRTHZAH
C AT ATAE EEIRFIF O E A o AH B EAET R
PG R B Y AR BT AR B JE A Y 3 B FAA
SR B HE
2) F x4
SR AR R G OB R TR - AT A
SFAMEX c AR R ETARBRAZHEE o LT ATRMNEEE
—ZHFET  RRTARKIGG B JERITE °
3) 8 kbR
BESIRIEIFE SHEZERIN  EEARSHREEH BT OE
FaF o B Beis  c AR AEERSFE -—BBEEERENFE & 24 L
CRESHERENERERNAE - B EEEWGERENRY TEY
FE ¥ R ESRIEE S E G RE B ET R - 2 5 R
W Ae RHFLIMPID FTH A ARARF & KRBT BT
A B MR E R Z AR -
4) R X FEERETR
HBEREL B RE T AAIITERAL » 254 M R R GBI
CENM B EE R - T EFRGBAEI R T2 £ R FHET
F o BLERIGEERG TS —EREEER - AR MEF 0 4
REB A SCENEAREBENGEE YR ETHGAE - SEMAHER
EEBITASFEEER N RS —EAFEMEEG B T A L RAAR
% mBETMREERNGCELE)BEAA IR RAEAFE  EE
Ml 1% % 32 3E 1k 3F 4% 4% 81t (Bradshaw and Brash, 2001; SAS Institute,
2001) o
PR T L5 A ST A o e EE  ETES A
EBEAG TEHEELAKICT) . ZHE TR A%OVR) - A B350
Fit. % . (ACD) % » A By > R - A B W45 2L 0 iR 3k



SRR B MR RS RATH 135

— - BERGERHERITHZ RN

TR LB HBEEMAG TG NHA TR EAEENG TR
ERITHREATERN  ERMAREFLBERAEL :

=l —

R AR 6 IR M 2> 3] i £ 5] 248 0 RILT% A - B R
S| Z BT ARRIER| A B AR £ 22 ¢ 1. E@BAENAFEEHD LM TR
REFHBEERERER 2. BRCEREPTREZHRE ;3. RRELXE
BRAZ B IRMIZBE B ER - BRABERRG  ERAEFEKELARES
F e By 2 1447 R % R FH(Caufield, 2001) »

£ =
SRS B R W B8 (Royal & SunAlliance)/\é]%M%E/\J&R}%@E %i&q’i
BRI YL B A A ek 8] 0 A F AR BO2E I dE » L PS59% K A RE -

ﬂ%%%iuﬁﬁ%%%WAﬂ%”@$%%’i%é%kﬁéﬁm%%
AR 5 BB A Rz 03 L AT EERREME  RER CFAF
PN E BARBEAT o 1996F 0 NEASBAM TR R LEERF R ETEM
s ERLIETH BATHRFLEBAR L@ R E) EHEGEEETR
z%%’%ﬁ%%ﬁ%Aﬁ%ﬁﬁﬁﬁﬁéﬁ@%%ﬁoé;kﬁ%’/

AR EFERE  EESTRAEREGABRAN LA R(AREX
*“%ﬁﬂéé*”.%)é’]’“ﬂﬁ %10 9% & B ‘4’11‘ & AE 0 B R RS ER 64 B
oAt ol TIRMERE CTRARLE ) A TEREEN, ZAREGR

R BAHNREA H@%%ii&im% b 04 A0 3K v A 2 A R R B A)
ey e oA o Ede o BRI WAEEF S R T ERIE > EHE
Bt BELATL0% 0 A EH A 8 5 B 38% a4 B 1A 5 48R3 > HE& &A1& 10%
WRREH A EE L - 28% - ARSI RAAS 2N E R I EE H
B TN WL B SR BN 8 B AR R LT A
#]3# 4 7% (Chablo, 2001) e



136 PREEE B J 4% 2(2): 117-145 (2003)

P =

HBRARMAR TR RK o RN S AT ARE B E 3B (V8 L )RR RO ATHE »
FHmRECLEREGWBERE B2 ERERADEBERHGEEEXTH

¥ B2 MBABEETHEMBE
% | A 7K RHRE #ak
-5 ERCRA S Y
G £ES REB HKE 275 B FHHEE

ALY E5 HEFRE % "TR OFAES EE ]
| FY NI R BHE, FLRK HE EE

G EN IR
BE| & TEEE AR/ FH o Ml EE
FE | EE A R R Ry Fa/
R | BRFE OLAP OLAP JR#
B J& J&E R RN

##F 4R © David Puckey (2001).
B — fRExA & MEE S G BT R

A FIAN G W F & RS R BT A ITEE ] 8 IR P e R
HEBREAMEFT - AXMNEHEAZEENE T AR, - L5 THRH
Hi sk $H o 8] 4 B B R R ey AR 0 AN SR BB B A AT A AT A
Ao BIEABTHEF o FATALE B AR M ARRE R 0 2R E
Mo bk YU 45 S8R AT R kAN A B AR P o

B RAHANNFLENAEAREHERDRE - KB ={AR % > AN 34t
HEM AL R I LEMZ B LBEE(CEBAIHE X AB L =M F
ﬁ&ﬁﬁ@%ﬁ@~@ﬁ%%%o%?ﬁ& ERFEE N ANG AT
BIEABRTAGBERH BRI E — 2 ET AW — S ARG AR
SR Bde o @A =R 0 T LGN E] 8 éM%%?EE%Zﬁ*



SRR B MR RS RATH 137

T RKIMRE T A R AR LR ERAAMEAMRE
mﬁg@%%ﬁgﬁva@ﬁ ATA TR F R T ARER A B AR R BB
PR HFSERGER O RBEEEH TR AEAGBLESX  BREBRE
#iL**}‘éW%ﬁ%(Puckey, 2001) - E/FEZNR  FEBLEBELGH AR
BREERLLERY  SRBAVEROME THHRATHEYY T
o AR T ABEREERACRS « BT XS ERRDBAE -

PR TARE  MEMGERLEZRITHTERNTFE » T2
ﬁ%%%%@g\%ﬁﬁﬁ%‘ffﬂﬁﬁﬂﬁﬁmﬁﬁaﬁk%%ﬁ

CHBERAEIRETARPEPHUETNELFNZRAAMET > RALH
ﬁgﬁk%%&ﬁgﬁﬁﬁﬁ%ﬁgﬁﬁ%ﬁ’%ﬁ%%ﬁ@ﬁ%ﬁ%
M o

B FREBEERGEE

(—)VRZ % T ERME

B ESH  AXRBEFREBREM A E LR E — AT

WE—TAFH  EAREFEEETLZGYR T %mﬁJ&réﬁ
FI L RE c @REEPRE TR LERGRE 0 WwEH
BREEIRFEAR ~ AP S A R ALt @R - %Eﬂ%éﬁi B ¥4 64
Bl R &E %&aTuw%&&ﬁ%%@@&ﬁ%ﬁm,%%TWTM
R BEERRAA 0 AT ARFRBG G - FHEL(Ge R EE ~ 4
EE O AHEES  THARRAMEERES A ARMER A S R T EM
BAEEITRIF A » LAKGERRBVITEIBABILRNS AT MK
Lo EEHERYERRE THRELIEH -

A EAH - IR E AR AR S E NIRRT E@IFL R
s —ALEAN AR H AR AL — S 547 2 A (SAS Institute, 2001) o i 8 FH 5
PG E MR I 0 3 H AN AL R R M B AR E B G5 B SR e HR A
RER - SERET AR 1 G T ARMLBHAMEA R



138

IRFE B S % 2(2): 117-145 (2003)

iR 2 R L SR LY

s R

Fret

Firf
PRARY o

S P A B

B e
ERE AT

D2
$k
;
IF
4y
oy
X

B

= EREBEEHMGEEEL



SRR B MR RS RATH 139

R ERERELEEWR ERRRZISH » GBI FOFRIITER L
BAB WA HAKN TG BARAAAMELEHERLAITERYLF
o HFHELAR SFRBBMLANE > TALIPRBIEEITE > AR RBEE
MEZBHRG - e HERABSFRET AL HEBRNERES BESETE
ABRABIHEARAEF IR BE—FERRETREN TR LHEHHF
IRII B TR - R HEHGE R M RBRAITERIHK AL @
B A G EEE A G L LR IRFE S H 2 ARE

By MBS 0 SR A B R ES) S PE R B 4L T VA B BEIRAT B 48
A BRSSP @& - 3 H42at F R ALy & S iR -

(=S AE % T ETRAE LI Bk

RBERENGERCHEST YRS ENRE  RRRGEFLTE DS
oo Rk ZRELABHEEMMGEEN > FAELSTRLBERR -5 TE
H ARG BEARES  SRREANAHEEHNGEREC AN T E LT ——
AR

LB

BERGERZORRB Y ERE THEELRN ) A TERXALAFHM, -
FTEWZT BALERGEABER TR EEEARZE L E A LN 1E 7R
JRF5 5 ' (Shaw, 2001b) - RIEFEREEIZE » ARRE B I H A9 T8 - &
Py SEAE BB B R B PR 69 £ R 8 —(McMahon, 2001) -

2H %

(ki s ARy AR E

HNE MmE 0 NRPTA B EH LR % & %M R F 4 Mg 14 (Schmarzo,
2001) - AR BAE R BARBEE R » RRL N ARRAHG ERBEE - RS o
ERFEHACEHEE  LERIFIRS T ERRLF LN TRAHGEE -
HEBEMAAEEGE - Ak BARBAENAREE  2ERBEE
BA A% % 78 ik 2 3] B 6464 % — FEa(Chablo, 2001) o R A84E h EE 6y T35 5 15
TRaA ERWRE -



140 PRI TR SRR 2(2): 117-145 (2003)

Q) EixmERARBENE R

HENGANGHEEERZBIRRE - AR KRERA RAVWEEETR &
THREBEMGEEELEFEHFUTRER - NAABWEBRESN T L
THRRBMRR B RIFOYFA T - BRATARGFE -

AR EIRAR

BEEmiAROE "R T, B TRA BEEHG=METE - A
TARYE 33 5 B A VT A 04 R
(XM EE T ZAE &  RFILE%

HESEHERBRAZEAETL  EI AT ERMBBEETZNAES R
BIEIE R TR AR TRE Rk Bk K % KRR R
BREERZ — o REEHWRBINRKERYSEAE » AATHRERE -
QbERBEEZEHYTELGERST T 1E

A A0y B T R AR R HU AT A B BR B A 48 B A AR SRR AR B 2 AR
AR B HACH B B HRFF 0 AREBH AR - LEEEMAHRAGER - N3
MR RRRSCBEMNGEREZEGMAE B TIRF OB RFALERXRHKE
SR T AR A T AR A o
(3) %k A8 3% e R 78 0415 14

W ATl THREFARLN  BETRNERAL S - HRFRHHELR
LERRRD o THORL - H o EHEEG AR - RABIE®EAEF X
mBEEEMRE  LRAE-FRABEMGHORE  RBREHGTEDNEG

— o 28] RERAIHT ALK AR AL B E AL R 0y K KA A TR AR
o
4.8 R

ATy TR ) B TR RBE AR E A RAEE 0 = R B4
° VAT ARIE 15 S B3I T AR AY A
(DS EE XFHATR

BERMFRETEZEETEFTRZRATR - M AR FREFHIRIIGHFR
P REEBEEE LIS E  ARREZ R



SRR B MR RS RATH 141

Qs BEEMGEELR

Fif o8 04 FA & B A% B 2L R R A2 B A A & B AR 22 o) A 2 B L i o
M HREREE FHE - THZ  BATRSAROERET S - SLRABEEH
HEEREER/RSHORAZ— -

G)AR B EFRH RAASK

BATERIEFAMMZ — 25 Kk PERAFARHREN  EAH BT
FIRIE o SHEBEAEAR L S RKRAAAITH S ERRGFAL
Lok o BRKIRE  ABRRATHE > BEMGERLARBEALRL -
(DFIPVES TR

&%%H%éx&%%%Tﬁﬁﬁgﬁﬁ%@v%ﬁﬁéﬁﬁ%ﬁﬁﬁ
ERRMER SR FEM B BHRLELRZZAES  BRRE BETEAEH
BEEHA R |
O)ATsw A4~ Bon ARE O ARES TR

u;@%% SO FABRIVTARER - AR FELERRBER

FR O MAPITFPABUE ~ AR R RN E SIRF - SHBEEWNGE

HimE o HRAEEBEE

(6) R At-& A Ak

T SEHARAFTH RAERE @ L& FH - TN LA
BRAEAR TR R R o By A g B E R oy R I o AN AL AR
ek @BAEMRELL -

= N
AHXBEENGELEAAZRENIRETEAR LB EARE
WS 5T B & B 1% 5 TR AT 0 JRBR AR 0y &8 % & AL R oy Bl AR o
BAERERRUER  AMRMBEEMGERETCARL THBAIAN
CARMAR RS REASENAE S RIREART] R RIRER
Z B4% > S AR RACRE B B L AN A A e — £ T84 o ) —
EALEBEMGEREAGALANM R E . LanAaREEERILER
MBEEIWE BRI AEAE 2. AHE TR ANEE > mAHNA



142 PREEE B J 4% 2(2): 117-145 (2003)

FUE TR TR A 3. ABEEEAETAI S "RI] T4 &
"R ZEELRTy  BERLCH TR 4 LEER 4L AELSNGN
AT~ RAREAE o R XL H W AR REE—F a3 -

FAFEBR B ILPT ALY NS S B ey Rt 0 R R L B R AT
i BRFA THEEMGER ) 8- LM% A ERANEEE AL
8 0 A2 dy st o AR 64 BH R E R SR IR AR ST B B A M AR LR AR 1A
o B B EITA TSR L9605 K Al B B0 R o e AL IE
ZHEBETOMEST ARG A B EE - ARAEERT 0 B
BHGEE X BT AN B LA £ SRR E LRI S AH -

AXSFHEERDIBITHEENGEEZARG A EN B304 5%
ROVREs - 32 E =) " EREREMMGEEEX  c — M THEESR
REMREL  MAH - SEEME - FBHARABEIEEYE > Hibk
RIRARH B — B £ B AL & M TH A /200 B R HAA A8 B M58 -

B AR E RRT ARG L RAEE— SR > Zo o RFFSH EE
BHE S BEMTHBEEER  BMELRMA A HZ M ZLRE - SR
EEIHE  ARAE BHEMBEAFREIHBAEHNGEFERI AN E
REEGZREABAEHGEELY I B8 SR FTHEMLOHR AL
HHERATHERRER A A — AL ER -

BENR -

LyPERBAZRREERENAE 2002 L+ HFEAZRBRERSKTF®R > 9A

CEH Gk

2.9 MR AR F R P 0 2003 0 bR B S HILEARR T 5 E RG> TA
CEH G070 24257 ¢

3.HTHEAE 0 2002 0 B AAZFRRAAHFIGRIFFENEEHZE > 117228 -
4. ADEAE » 2000 » £ BERITHATE > FIRET 0 H115H 0 12-48K -

5.HAMEAE 0 1999a 0 &8 FMREMAFATAE R AT R R > P RS
%tk =4 821-846H -

6. SHHEFE > 1999b > MBI R IR E/TH R FE - ZhEF - F 11447 > 23-41
H o

~




SRR B MR RS RATH 143

T HHEFE 0 1998 0 ZRATH 0 F R FAIXALEFEARARAG 2R & &k

8.Berry, Leonard L. and A. Parasuraman, 1991, Marketing Services — Competing through
Quality, The Free Press, A Division of Macmillan, Inc., New York.

9. Bradshaw, David and Colin Brash, 2001, “Managing Customer Relationships in the E-
Business World: How to Personalize Computer Relationships for Increased
Profitability,” International Journal of Retail & Distribution Management, 29(12), 520-
529.

10. Caufield, Simon, 2001, “Does CRM Really Pay? A General Management Perspective,”
in Customer Relationship Management, edited by SCN Education B. V., Vieweg &
Sohn Verlagsgesellschaft, The Netherlands, 17-22.

11. Chablo, Emma, 2001, “The Importance of Marketing Data Intelligence in Delivering
Successful CRM,” in Customer Relationship Management, edited by SCN Education B.
V., Vieweg & Sohn Verlagsgesellschaft, The Netherlands, 57-70.

12. Christopher, M., A. Payne and D. Ballantyne, 1991, Relationship Marketing: Bringing
Quality, Customer Service and Marketing Together, Butterworth-Heinemann, Oxford.

13. Clutterback, D., 1989, “Developing Customer Care Training Programmes,” Marketing
Intelligence and Planning, 7(Nos.1/2), 34-37.

14. Crosby, Lawrence A. and Nancy Stephens, 1987, “Effects of Relationship Marketing on
Satisfaction, Retention, and Prices in the Life Insurance Industry,” Journal of Marketing
Research, XXIV (November), 404-411.

15. Davis, Jim and Ellen Joyner, 2001, “Successful Customer Relationship Management:
Why ERP, Data Warehousing, Decision Support and Metadata Matter?” in Customer
Relationship Management, edited by SCN Education B. V., Vieweg & Sohn
Verlagsgesellschaft, The Netherlands, 301-309.

16. Deloitte Consulting, 2001, “CRM. A Guide to Marketing, Sales, and Service
Transformation,” in Customer Relationship Management, edited by SCN Education B.
V., Vieweg & Sohn Verlagsgesellschaft, The Netherlands, 235-268.

17.Dowling G. R. and M. Uncles, 1997, “Do Customer Loyalty Programmes Really
Work?”” Sloan Management Review, 38(4), Summer, 71-82.

18. Griffin, J., 1995, Customer Loyalty: How to Earn it, How to Keep it. Lexington Books,
Lexington, Mass.

19. Gronroos, Christian, 1990, “Marketing Redefined,” Management Decision, 28(2), 5-9.

20. Hakansson, Hakan, 1982, International marketing and purchasing of industrial goods,
New York: John Wiley & Sons, Inc., 10-27.

21.Harrison, Tina, 2000, Financial Services Marketing, Pearson Education Limited,
England.



144 PRI TR SRR 2(2): 117-145 (2003)

22.Hofstede, G., 1980, Culture’s Consequences: International Differences in Work-Related
Values, London: Sage.

23.Hofstede, G. and M. H. Bond, 1988, “The Confucian Connection: From Cultural Roots
to Economic Growth,” Organizational Dynamics, Spring, 4-21.

24.LIMRA, 1997, “The Strategic Uses of the Internet as a Business Tool,” The LIMRA Web
Site Resource Manual, LIMRA International, Inc.

25.Liswood, L., 1989, “A New System for Rating Service Quality,” Journal of Business
Strategy, July/August, 42-5.

26.Mainardi, Jerry, 1997, “Match the Media to the Message,” Bests Review,
Property/Casualty Edition, February, 88-90.

27.McMahon, Timothy, 2001, “Customer Relationship Management-An Opportunity for
Competitive Advantage?” in Customer Relationship Management, edited by SCN
Education B. V., Vieweg & Sohn Verlagsgesellschaft, The Netherlands, 29-32.

28.Morgan, Robert M. and Shelby D. Hunt, 1994, “The commitment-trust theory of
relationship marketing,” Journal of Marketing, 58(July), 20-38.

29.Nykamp, Melinda and Carla McEachern, 1999, “Customer Relationship Report: The
CRM Business Cycle,” DM Review, November.

30. Parasuraman, A., Valarie A. Zeithaml, and Leonard L. Berry, 1988, “SERVQUAL: A
Multi-item Scale for Measuring Consumer Perceptions Of Service Quality,” Journal of
Retailing, April, 35-48.

31. Perreault, William D., Jr. and E. Jerome McCarthy, 2002, Basic Marketing—A Global-
Managerial Approach, McGraw-Hill/Irwin.

32. Peppers, Don, Martha Rogers, and Bob Dorf, 1999, “Is Your Company Ready for One-
to-One Marketing?” Harvard Business Review, January/February, 151-160.

33.Puckey, David, 2001, “Modeling Customer Relationships-A Flexible, Integrated
Architecture Enables Customer-Centric Marketing,” in Customer Relationship
Management, edited by SCN Education B. V., Vieweg & Sohn Verlagsgesellschaft, The
Netherlands, 125-135.

34 Reichheld, F. F., 1993, “Loyalty-Based Management,” Harvard Business Review,
March/April, 64-73.

35.Reichheld, F. and D. Kenny, 1990, “The Hidden Advantages of Customer Retention,”
Journal of Retail Banking, 13(4), 19-23.

36.SAS Institute, 2001, “Implementing the Customer Relationship Management
Foundation-Analytical CRM,” in Customer Relationship Management, edited by SCN
Education B. V., Vieweg & Sohn Verlagsgesellschaft, The Netherlands, 37-44.



SRR B MR RS RATH 145

37.Shaw, Robert, 2001a, “CRM Definitions-Defining Customer Relationship Marketing
and Management,” in Customer Relationship Management, edited by SCN Education B.
V., Vieweg & Sohn Verlagsgesellschaft, The Netherlands, 23-27.

38. Shaw, Robert, 2001b, “CRM Measurement: Measure Up...or Shut Up!” in Customer
Relationship Management, edited by SCN Education B. V., Vieweg & Sohn
Verlagsgesellschaft, The Netherlands, 269-275.

39. Schmarzo, Bill, 2001, “Marketing Every Customer Relationship Count-Exploring the
Business Drivers and Technology Enablers of Customer Relationship Management,” in
Customer Relationship Management, edited by SCN Education B. V., Vieweg & Sohn
Verlagsgesellschaft, The Netherlands, 71-81.

40. Sonnenberg, F., 1990, Marketing to Win. Harvard Business School Press, New York.

41. Stone, M. and R. Lowrie, 1996, “Relationship Marketing in Consumer Banking — Part
2,” Journal of Financial Services Marketing, 1(3), 277-92.

42.Stone, M. and N. Woodcock, 1997, Winning New Customers in Financial Services:
Using Relationship Marketing and Information Technology in Consumer Financial
Services. Pitman in association with IBM, London.

43. Stone, Merlin, Neil Woodcock, and Muriel Wilson, 1996, “Managing the Change from
Marketing Planning to Customer Relationship Management,” Long Range Planning,
29(5), 675-683.

44.Stum, D. and A. Thiry, 1991, “Building Customer Loyalty,” Training and Development
Journal, 45(4), 34-6.

45.SUN Microsystems, 2001, “Smart CRM Solutions: The Key to Competing in the Net
Economy,” in Customer Relationship Management, edited by SCN Education B. V.,
Vieweg & Sohn Verlagsgesellschaft, The Netherlands, 83-87.

46. Teklitz, Frank and Robert L. McCarthy, 2001, “Analytical Customer Relationship
Management,” in Customer Relationship Management, edited by SCN Education B. V.,
Vieweg & Sohn Verlagsgesellschaft, The Netherlands, 277-299.

47. Trencher, Mark L., 1999, “Life Distribution Shift: Decision Time for Financial Service
Providers,” Journal of Financial Service Professionals, 53(6), 76-85.

48.Web Associate, 2001, “e-Everything: Technology-Enabled Customer Relationship
Management,” in Customer Relationship Management, edited by SCN Education B. V.,
Vieweg & Sohn Verlagsgesellschaft, The Netherlands, 45-55.



