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The Customer Relationship Management in
Taiwan's Local e-Governments

Chia-ping Yu Yueh-hsiu Chung
Department of Information Management
Tamkang University Undergraduate student

Abstract

The growth of e-governments and their states of development are
reflected in the convenience of web services. Recent research has found
that custom relationship management (CRM) brings out better services
for the public. The present research tries to answer the following
questions: (1) at what developmental stages are the e-governments of
each city and prefecture government in Taiwan? (2) How is the
performance of e-government CRM of each city and prefecture
government? (3) What is the correlation between developmental stages of
e-government and their CRM? Through the method of content analysis,
this research evaluates each e-government’s stage of development by
outlining the features of e-government webs of each city and prefecture
government, and also articulates the state of CRM of each local
e-government by analyzing the announcements of e-government webs.

The conclusions of this research are as follows: (1) the stages of
e-government development in Taiwan are most advanced in its northern
local governments, e-governments of the southern region are the second,
the central region e-governments rank the third, the surrounding islands
rank the fourth, and the eastern region ranks the fifth. (2) The
performance of CRM of the northern region’s e-governments is the best.
Those of the eastern region and the surrounding islands both rank the
second. The CRM performances of the southern and the central regions’
e-governments rank the third and the fourth respectively. (3) The
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performance of CRM does not necessarily correlate with higher
e-government development. For example, the development of
e-governments in the southern region ranks the second overall in the
nation, but the performance of their CRM is worse than expected.
Additionally, while the stages of development of the eastern region and
surrounding islands’ e-government are not impressive, the efficacy of
their CRM ranks the second, only behind those of the northern
e-governments. Finally, this research conducts the SWOT analyses for
e-government of each city and prefecture government, and makes
suggestions for their improvement.

Keywords: e-government, custom relationship management (CRM),
stages of e-government development
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