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- Introduction

1. High-quality products may attract customers, but good

service is the prerequisite to establish the long-term
relationship between enterprise and customer

2. The analytic capability of data mining is an important issue
in CRM

3. The case firm : Mio-TECH

4. Since the product (GPS) is more complicated than general
consumer electronics, it is not suitable for outsourcing
service
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Mio Technology Limited (Mio-TECH)
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Literature Review

1. CRM is an important mechanism for enterprise, which
business model has evolved from produetion-eentric to
customer-oriented approach.

2. CRM Cycle

1. Knowledge Discovery

Analyze customer information to ensure whether
enterprise’s marketing strategy is correct or not, and
start to make market segmentation and customer
prediction. Benefit of this phase will enable marketing
personnel to understand the customer behavior patterns
and make them to propose better decisions.

2. Market Planning

Define products, plan entire channels, schedule,
marketing set planning, assist marketing personnel in
analyzing relevant channel preference, event-related
inducement, and competitive advantage/disadvantage
analysis

4. Analysis & Refinement _
Analyze the difference between the empirical and | 3. Customer Interaction

predicted results and amend the sampling rules from | Implement communication channels with business
knowledge database to attempt the modification for | customers, which includes potential buyers, and call
better realization of the customer expectation in the | center is the interaction window during the contact
market
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- Literature Review

(Market Discovery) (Market Planning)

(Analysis & Refineme (Customer Interaction)
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- Literature Review

1. Under the pressure of profit-seeking, enterprises’ OEM
model of earning profits from international manufactures
has shifted into the operation of ordhance bench mark
(OBM) for the case firm Mio-TECH.

2. Service golden triangle rCompany l

Internal External

Marketing Marketing

Customer

Employee
Interactive

Marketini




- Methodology

1. CRM needs to adopt strategy of
planning, technology, staffs and

operating procedures to _
Business model

cooperate with strategies
(TruePoint Offers,1999)

Technology
Software, Hardware

Operational Procedures
Quality Assurance

Staff
Education
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- Strategic Facet of Call Center

» The “PEPSI” Model :
1. Corporate Position and Value Proposition.
2. Experience of Customer Product, Process & Channel
3. Product, Process & Channel:
4. Segmentation
5. Capability of Information: “consumption behavior”
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- Technologic Facet of Call Center

» Call Center’s Task: 1. Explore the new customers
Customers 2. serve the existing customers
Services
Taiwan Tools
Customer A FAQ
=
China Phone Operations
Call Center ~
Customer B (v ()
é, é, Requests
Hong Kong Email ~
Customer ¢ Maintenance
=
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Technologic Facet of Call Center
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- Human Resource Facet of Call Center

1. Human resource (HR) management
Who? Who will call?
What? What’s purpose of this call?
Where?
When?
How?

2. Service Level
Experience of Hardware Vendors
Integration Capability of the Software and Hardware
Capability of Troubleshooting
Integral Planning Capability
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Mio GPS market Q'ty 2004 Jan ~ 2004 Dec
(Region:Taiwan, Model:Mi0168,Mi0168RS,Mi0136)
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- Measurement Indicator of Call Center

1. Performance Evaluation
- Average response speed
- Average handle time
- Average abandon rate
- Average waiting time
- Resolving rate per call
- Utility rate per on duty agent
- Average cost of amortization per call

- Average quantity of calls handled by each on-duty
Agent

2. Integral Quantified Indicators
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Empirical Findings

SWOT ANALYSIS OF THE CASE FIRM

S Strength
S1 Taiwan Car GPS Market Share
No. 1

S2 Many Agents
S3 Developed with hardware
venders with excellent QC

W Weakness

W1 No exclusive service branch to
conduct the rapid promotion and
localized activities

W2 Long waiting time due to the
outsourcing of Maintenance
service

O Opportunity
O1 High growth of car
navigation system

SO: Strike

1. Diverse Mio products with
completed low to high-end
products

2. Integrate mobile phone with

WO: Strategic Alliance

1. Vertical link of the collaborative firms
engaged in telecommunication,
car service and car stereo

2. Participating major GPS discussion

3. Update the latest map information

electronic navigation system groups
T Threat ST: Turning point WT: Defense
T1 Low difference between 1. Collection of updated touring 1.Knowledge data base updated
homogeneous products information guarterly
T2 Potential competitors into 2. Upgrade the hardware with new
the market. specification
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- Empirical Findings

1.Support Region : TW and CN.

N

2. Capability :
- Manpower : CSR*20
Tel-sales*5
- Toll free Number*10
- Avg. calls in: 30,000 (Monthly)

3. Max Capability :
- CSR:50
- Calls in : 75,000 (Monthly)

4. Working hours
8:00 AM ~ 8:00 PM
Marketing Activity
8:00 AM ~ 12:00 PM
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Backoffice Analysis
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Frequently Asked Questions, FAQ)
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The monitoring mechanism
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The monitoring mechanism
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Customized Services
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Customized Services

Trouble
Shooting
Reduce NTF 7y

I

Third party

E-RMA .
repair

Call center —

End User

A

Company
own repair

Web Site

*....i.....i..

Channel

alepdn snjels

EEEEEEEEEEEEEEEEEEEEEEENR
A
—_—
EEEEEEEEEEEEEEEEENEN

92IAI8S dn-)2id

ke, Quick pick-up

Auto-mail E

T

2006/11/13




Customized Services
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- Discussion, Implication and Contribution

» Mio-TECH'’s call center has following self-established
service indicators:

- Cooperate with enterprise’s integral strategy to continuously
develop the customized service for products.

- Enhance the satisfaction level of customer service and reach the
leading position in the industry.

- Improve the customer service effectively and efficiently control the
cost.

- Realize the update of knowledge and skill for all customer service
personnel

- Enhance the customer satisfaction and contribute more value to
the enterprise.

2006/11/13




- Discussion, Implication and Contribution

» The Trend in the Service Center
- Centralization
- Customization
- Horizontal Alliances
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» To successfully implement CRM into the customized
service, the enterprise should set the clear strategy,
department support and organization operations.
Continuous reviews of the quantified service indicators will
help to monitor the customer satisfaction and understand
the service personnel quality.

» The technical enhancement, the customer's satisfaction
and the corporate strategy have been significantly
communicated and strengthen the customer relationship
for the case firm.
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