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ABSTRACT
This research mainly investigates the interrelationships of customer information system competency to customer relationship quality
and customer relationship management performance between foreign banks and domestic banks.
The investigation was conducted by questionnaire method selecting the customers of both foreign banks and domestic banks as the
research sample. The questionnaire of 120 each was collectively mailed to various banks located in the northern, central and
southern part of Taiwan with total of 390 copies mailed. The valid questionnaire of 296 retained (approximately 75.9% rate of
return) were constituted by 162 copies from foreign banks and 134 copies from domestic banks.
The result of this research shown that regardless of the banks identity (e.g. foreign banks or domestic banks) (1) customer information
system competency has significant positive impact on customer relationship quality; (2) customer information system competency has
significant positive impact on customer relationship management performance; (3) customer relationship quality has significant
positive impact on customer relationship management performance, except for (4) a significant variation between the consumers of
foreign banks and domestic banks on customer relationship management performance.

Keywords : customer information system competency customer relationship quality(] customer relationship management
performance
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