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Abstract

Liberalization and globalization are the two main streams in international
economic development. Domestic financial markets face increasing
competition, which makes the position of credit departments of farmers
associations more difficult. Under the rapidly changing environment, the
management of credit departments of farmers associations are constantly
considering afresh to introduce new operational and management models.
Especiadly in a service industry with more and more keen competition, how to
create customer satisfaction becomes more important. Therefore, how to
introduce knowledge management and customer relationship management to
improve competitivenessis a highly relevant issue for management. Therefore,
this study planned to probe the impact of induction of knowledge
management and customer relationship management on the performance of
credit departments of farmers associations. The credit departments of
farmers associations in Pingtung County, Kaohsiung County, and Tainan
County were chosen as the study subjects for empirical analysis. Six main
findings of this study are summarized as follows:

1. Employees actively and positively face the impact of introducing
knowledge management and customer relationship management on the
competitiveness of credit departments of farmers’ associations.

2. When knowledge management and customer relationship management are
introduced, the two biggest obstacles that credit departments of farmers



associations face are insufficient budget and a lack of technology and
experientia support from management consulting companies.

3. Knowledge management models show a significant positive correlation
with customer relationship management, meaning that the implemented
results of management policy are influenced by knowledge management
models.

4. There are dignificant positive correlations between knowledge
management models, customer relationship management strategy and
performance, meaning that the implementation of knowledge management
and customer relationship management will actualy improve the
performance of credit departments of farmers’ associations.

5. The introduction of knowledge management and customer relationship
management had a stronger impact on operational performance (in respect
of procedure, customers and employees) of credit departments of farmers
associations.

6. Over 90% of interviewers thought that “filing and storage of customer
data’, “reputation expressed through customers’, “introduction to relatives,
friends or others” and “telephone communication” had the most effect on
improving the performance of credit departments of farmers’ associations.
Secondly, “classification of customer data’, “increase of customer finance
business’ and “promotion handbook” accounted for over 88%. Thirdly,
“data update and arrangement”, “face-to-face contact” and “24-hour call
center” accounted for an agreeableness ratio of 86%.

Keywords Knowledge Management, Customer Relationship Management,
Credit Department of Farmers' Association, Performance
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