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ABSTRACT
Since Taiwan participated in WTO in 2002, the trends of liberalization and globalization have increased the competition of
Taiwanese financial market. In order to increase organizational performance, Taiwanese banking enterprises have to efficiently
manage the interactive relationship between enterprises and customers. Customer service center is an important tool which
enterprises have to apply in order to establish and maintain their interactive relationship with customers. This research intends to
discuss the influence of organizational performance affected by customer service center of the banking industry. In addition, this
research expects to propose concrete suggestions to the top managers of banking industry in order to improve the efficiency of
customer service center and promote the advance of organizational performance. This research applies the performance weighting
method of Kaplan and Norton named BSC (The Balance Score card is short for BSC) as the research model. This research also
takes three different banks as case studies and adopts qualitative research method which is in-depth questionnaires survey to
interview the top managers of these banks. From the result of in-deep interviews, this study finds that comprehensive customer
service center could generate most contributions for organizational performance, customer service center which operates inbound
and outbound function separately ranks as second place and customer service center which only focus on inbound function makes
the lowest contributions. Consequently, this paper suggests that the role which customer service center acts is no longer the cost
center traditionally. On the contrary, customer service center takes the initiative as well as passive service and marketing functions
could not merely improve the efficiency of service but also further advance in organizational performance. In addition, customers
could also enjoy the premium service and achieve the win-win situation.
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