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LENIlR e ST A
’[‘J—Eljj l—‘—‘lll:tr' ?ﬂr‘f‘

(WrRIREE = T SRR USROS 2 LS SR T
45) X 100%

4.ﬁfﬁ'ﬂj fﬁj\‘

¥ F[]*] Pearson ﬁlfﬁ HEHE T R R TEE,;E'J 44 (Isotonicity) °
AT 1 YR YE N A BT PR .VFJn\FJWSEF[’E’FE EJI*T‘E'FTJ T
B %‘[fﬁ » Pearson ﬁirjﬁﬁﬁiﬁ%\'rlﬂﬁ”i“ o

% = Pearson #p B # % % %
Y T FEwE | R BRI
CRM g ] 0.351 0.375 0.339 0.352
: CRM #fi75"] 0.589* 0.314 0.216 0.307
;@ f&7 CRM i “ B 0.331 0.326 0.539** 0.529**
EX Rt 0.346 0.462** 0.682** 0.596**

¢ ] 106K e

4= CCREAAZE

ARBE SELEHI FHEFS BYR S S
1 A0l 1 1 4
2 A02 0.974 7 0
3 A03 1 3 1
4 A04 0.564 7 0
5 A05 0.805 113 0
6 A06 0.781 13 0
7 A07 1 7 7
8 A08 0.978 1-7-10+13 0
9 A09 0.502 137 0
10 A10 1 10 1
11 A1l 0.424 1 0
12 A12 0.494 13 0
13 A13 1 13 4
14 Al4 0.850 7 0
15 A15 0.493 7 0
16 A16 0.637 7 0
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PUSSITRIE AR LR 1] 53 2004 2 BR0R] (=600 B LY A
G ¥F - "] DEAPXP fi{ #3417 CCR 5347 > FHET 2004 & 16 F 407 FAffss
FOTFTERR > FRINIIAS o (PR A1 2004 5 CRM AT E Sl By
LS HEL AOL ~ A03 ~ A07 ~ A10 ~ A3 5 8 (RIS ET ALL > :,s!?m AR 8L
(SRS GRS BRI R o (A50Norman & Stocker (1991) Arfdi! i#5=4
YA R ISR VLS Y (T PR g T AT B 7
Ao AT FEUT (B LS VAR iR

O HEE — BT R E SRR P RE > R ) T
PR EALS TR~ f; }f”f} [9 > YIEAPH © '] A0S ELR] - 3@“ S, WS, i,EI
M7 R 0 g R R RR D 117 [R5) 400l ~ PlAdlepis b 39
(38.104) : T F LTEH IS, ~ Sy WS, Hli T EG 0> ke T TR F] 5
160 Fy ~ ~ E R it IR 59 2.458% ~ FoR(] | e A A9 1.251% -

2 AFREASITEE

e Ll
DMU | CRM #t CRM g CRM & | %F* SR T E«'ﬁ’m Wﬁ’ﬂj
HEH | I | e | cae | peesr | O .t Bo| e | g

] Sy S5 S1 ! S; | Sy S,

AO01 0 0 0 0 0 0 0 0
AO2 | -15.239 | -116.410 | -18.202 0 0 +50 | +0.721 | +0.307
A03 0 0 0 0 0 0 0 0
AD4 -2.549 -82.121 -2.043 0 0 +130 | +0.327 | +0.200
A0S | -11.716 0 0 -38.104 0 +160 | +2.458 | +1.251
AO6 -4.686 -65.080 0 -38.527 0 +210 | +2.117 | +1.063
A07 0 0 0 0 0 0 0 0
A08 -4.802 0 0 -21.034 0 0 0 +0.413
A09 -4.350 0 -3.321 0 0 0 +0.327 | +0.835
A10 0 0 0 0 0 0 0 0
All 0 -27.974 -14.411 | -3.476 0 +50 | +0.164 | +0.323
Al12 -2.143 -9.340 0 -52.523 0 +170 | +1.254 | +1.430
Al3 0 0 0 0 0 0 0 0
Al4 -1.200 -87.000 0 -48.700 | +201.260 0 +0.696 | +0.718
A15 -1.393 -17.143 -15.286 0 +43.970 0 +0.534 | +0.272
Al6 -1.200 -67.875 0 -56.137 | +31.700 0 +0.106 | +0.948
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i ) HEE PRI F A S KA P e R sk A
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B BRI T ,S' » 3L A0S I5uk R o B ISR SR S
ek 2 A AR ,s' SRS [ B (A IR PR A L
AR A DA A VI I e S (S Eﬁﬁ?‘@%mt‘mﬁ‘ﬁﬁ‘ TR
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%7  BCCH N5 %

IR VEUSH | CCRAfIEfF=kf BCCacfkfiessas | HIfgsa | HIREHPINE
A02 0.974 1 0.974 IRS
A04 0.564 1 0.564 IRS
A05 0.805 0.983 0.819 IRS
A06 0.781 1 0.781 IRS
A0S 0.978 0.978 1 IRS
A09 0.502 0.903 0.556 IRS
All 0.424 0.900 0.471 IRS
A12 0.494 0.880 0.562 IRS
Al4 0.850 1 0.850 IRS
A15 0.493 1 0.493 IRS
A16 0.637 0.855 0.746 IRS

ﬁéj:  IRS : Increasing Return to Scale (3L &)
CRS : Constant Return to Scale ([ilil A SEFY) ;
DRS : Decreasing Return to Scale (355" iE#)
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Application of DEA for Evaluating the
Performance of Banking in CRM

CHun-Line CHUANG, Ronc-Ho LIN,
Guan-Menc KUAN, Yi-Ting LIOU ’

ABSTRACT

In order to retain customers and rise organization’s benefits, many industries invest in customer
relationship management (CRM) system; Therefore, there are many researches focus on discussing key success
factors of implementing CRM, but they neglected the importance of performance after implementation. In order
to understand the effectiveness of implementing CRM and how to increase performance, this study uses 16
banks which have already applied CRM in Taiwan, to apply data envelopment analysis (DEA) to measure their
CRM performances. Evaluating performance is based on financial and non-financial to find the efficient banks.

Besides, it also gives some suggestions for non- efficient banks to improve their performances.

Keywords: CRM, performance evaluation, DEA
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