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KM : Knowledge Managment

CRM : Customer Relationship Management
ERP : Enterprise Resource Planning

Bl : Business Intelligence

SPM : Strategic Performance Management




+ Knowledge Management (KM)
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- A systematic process for acquiring, creating, synthesizing and sharing
information, insights
and experiences to achieve corporate goals
- A systematic way of building and exploiting knowledge capital
(Anderson Consulting)
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Knowledge Management (KM)
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Knowledge Management (KM)
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Customer Relationship Management
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Customer Relationship Management
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‘\ Customer Relationship Management
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Customer Relationship Management

ou
to

0

g

9

(w)
O
£0

Y MOILIDL0IZ/=3 3000 ho1gd s e
1999)
222 J/¥0l CRM & A&

22 OI&tE Y

w N
o M
e c
iy

9 9
08 0 H S
M4 gy W gl
o
P
::)-"_
275

U S
e MAARD QWA XL 2L 25000 JIHE HALE XA
(1999.6)
T 17%Jt 81 2 F, 55%I)t 7= 0%
T REAMIL 29.4%, ZL2SLYHIt 31.6%

o2l =&

- PREI|E DU MFE HS, DASHH LES HHIAE B,
DA HE BC HS S HS, FHAMAS HESE £ 47}
Nz o

-~ EEAQI0IL BHE, AEY AOIE S9 JIZEQ TREQNA ¢
Q9 CARMRASZ 0% Sot=Li =5

[l

-daEN NER BE
- bR S0 B
=
=1

-FAQ EZXtg R &

MIA AT

- 2000H 0l 309 Zaf, 2005 0l= 459 22 MY (013 HiE ]
g)

- 2002 MHK HED 44%2 HFES 2L ACZ 01X (012 IIEY
a8)

U AIE
- DWIHIJI CRM2 2 &&: 812SAS §

- ERPO && &2 &2 SAP, Oracle
— 6=Business M G0 EFALE I = ot

D-9




Customer Relationship Management
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Enterprise Resource Planning
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Enterprise Resource Planning
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Enterprise Resource Planning
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Business Intelligence
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Business Intelligence
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Business Intelligence
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“@m Strategic Performance Management

s

S

e WHO SHEN, FYHO AN o AUSHOM ST Il
o] Mg 2456 RS0 £ M E=0
SoHEiD, BAARY WS SHEC MOl BHSIH B
S WstE, MR gnel M

1o

PN

o

@ Balanced Scorecard(BSC)E 0|26t DI HiM I HM&HLZ
SHHAUSH HAE 610, SUE XNEXHOZE 2, g8
ANZOZM JIe NS HFEECZ 0120 Jt= 200, B
8= o2l (Integrated Performance Management, [PM)2t 2

JIE du=3 WAL Hlw

MK SUEFE HH

BSCE 0|8 SPM XA

4l
a

i et 248 S8 X a2l

Mo duet BN, Olhel 808
a5t 2 HEte S22 SAI0
i (8H)

HUXILAN NIIFES BEHOZ
!

JHAI R XpakE0r oLl e, 21 &K1 A
ek e T2 MAR DM MHIA S
HIDIAIE XF&OIE JHX 2O




Strategic Performance Management

Balanced Scorecard
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Strategic Performance Management
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Strategic Performance Management
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