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Abstract

The objective of this research is to examine the relationships among customer

relationship management, training, and business performance in the freight
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forwarder context. This study formulates research hypotheses from theory and
tests the hypotheses using survey data collected from 202 freight forwarders who
work in Mainland China and Taiwan. A structural equation model was employed
in this research. Results indicated that training had a positive influence on business
performance. The research finding indicated that customer relationship management
was positively associated with business performance, however, this was not
support by a statistical significance. Accordingly, this research suggests that freight
forwarding businesses need to emphasize on customer relationship management
and training in order to enhance the competitive advantages and eventually to

achieve superior business performance.

Keywords: Customer relationship management, Shipping, Freight forwarder, Structural

equation modeling
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(C7) MERRRBRELFEEEN
(C8) BREBAEREFEPELCLEN
(C9) ZEHIBER AT BBLEEN
(C10) FEADIBEBEERFELELLEN

BE EHERE AR

BEXEARER | A) AERAERBEREERSA FEFE (2007) 5 BRZEY (2008) ;
(A2) B EEFABEBEERE ZIZ M (2008) 5 HIFKE (2009);
(A3) (A ERE s ERERRNRBAES Reiner (1999); Ryals (2005); Liyun
(A4) (KA B ERE S ERAARRNER SN et al. (2008); Qi et al. (2008)
(AS) A ERE B EIR AR RN B R LIRS
(A6) KRR BRE R L B EMARIS/NE
(A7) RN ERERRRER
(AB) EfEEFTIREMB R LER
(A9) FF AT BRI RATE R R EEK
(A10) EHFERMEEREBENTREHE

BEIH (B1) BIEMEREMKLAB o HE R LEHE (2002) ; R (2003) ;
(B2) EEIBIZEB ABHE IR EEZEEB (2003) ; FEIZAD (2005);
(B3) FIREBABRII L EBE E ) Gilley and Eggland (1989);
(B4) MBI HEBEREEHS Neumann et al. (1998)
(BS) BIRAHENAAR LA Z
(B6) BIRZEEABRINBABEIR
(B7) S EN S A B SIS HREBROIETHE
(B8) EEMHAEIHREAL
(BY) stEMMEEFEABNHAE IR
(B10) BRBEARBEEMALEIMERTF

BELEER | (C) REMBEELELERN HIEZ (2009) ; 3RIEZ(2009);

Cleverley (1990); Neumann et al.
(1988); Kalakota (2001); Roberts
and Dowling (2002); Payne and
Frow (2005)
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TEHERE P LIRBEELAL T 63.2% » 7]
HME2EREEERBIREEEBABH
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RE B RE Bt
20~25 5% 14 13.2 28 28.6
26~30 3% 21 19.8 36 36.7
XA 31~35 7% 24 21.7 22 22.4
36~40 5% 28 26.4 11 11.2
41 Rl E 20 18.9 1 1.0
. ES 65 61.3 62 64.6
@ 41 38.7 34 35.5
THE fﬂi 0 0.0 96 100.0
= 106 100.0 0 0.0
BERER 30 283 28 29.2
e REESRR 67 63.2 57 59.4
=l 8 7.5 10 10.4
Bt 1 0.9 1 1.0
Kim 1 F 18 17.0 8 8.3
2ELT 6 5.7 18 18.8
2~5 4 13 12.3 42 43.8
TEEE 6~10 4 24 22.6 18 18.8
11~15 & 31 29.2 10 10.4
16~20 4F 5 4.7 0 0.0
21 LI 9 8.5 0 0.0
5ER 19 17.9 35 36.5
5~10 4F 2 1.9 34 35.4
SANTHIILFE [11~154F 18 17.0 10 10.4
16~20 4F 29 27.4 14 14.6
20 FELLE 37 34.9 3 3.1
20 AT 19 17.9 30 313
21~40 A 14 13.2 23 24.0
ST AR 41~60 A 12 113 19 19.8
61~80 A 25 23.6 7 73
81~100 A 8 7.5 15 15.6
100 ALLE 28 26.4 2 2.1
*%EE 50 472 30 313
EHEME 10 9.4 23 24.0
TR ES sl 17 16.0 25 26.0
E TS 25 23.6 15 15.6
FlaasB Y F 4 38 3 3.1
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K6 MEEERERBEHNEZMESIE  HEINIFECERLEBUZDBINEESHER
=EME Fp B K R ith [
BEERGREEME EE | 12EE | HIF |EREREERIE EHE | 2EE | HiF
N ENFEEMNEERER
EHNERERELER 4.43 0.67 1 SR Y HA S 3.84 1.11 1
ERERAREINERR KA RBENSHRER
s 4.33 0.77 2 RER 3.70 1.27 2
B EEENERE K ERERAMRERENERR
REBR 4.28 0.81 3 i 3.39 1.39 3
HEERR1E
Al BRZEFS N E T K ELRR 44 0.76 | BREBREMHETH 435 0.78 1
=EE) ) ) ) )
*ﬂ'iﬁﬂ’ﬂ'fiﬁ?%ﬁ AEB TEVES AEHESHRE
B2 4.27 0.86 2 BEEETH= 4.20 0.78 2
BEREBABERIIE AR STEMNEBETEAEN
& 4.19 0.84 3 %23 4.18 0.88 3
RS ENE
Eﬁ MERERESERE 454 0.63 | BERERERERELERE 429 0.78 |
B ’ ' B ’ ’
HE?%)& R B PERERE ?%7(7‘5%1575 B
5 450 | 060 | 2 |paei 422 | 076 | 2
BRIHERELEKSE 448 0.65 3 REMERFELEKEE 417 0.83 3
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# 7 Kaiser #8IEq Bartlett BREV G E TR

Z—H RE 101 %3 A

EERAGRER ESE=HFd EEEEEN
Kaiser-Meyer-Olkin 0.803 0.823 0.905
Bartlett BB G E 900.696 838.108 888.891
BHE 28 45 45
EE 0.000 0.000 0.000

M IRIZ 53 H1 2 /il » Kaiser-Meyer-Olkin HY
B E MR B Bartlett’s BREUAG E SCH T
AWTEE RHE S B E T TRIZE /34T (Hair et
al., 1998) » 3 7 BHZRANHISE = Af#iH KMO
{HEF > 0.80 H. Bartlett’s #5€ K7 {EEy (P
< 0.00) JREMEKUE » BURICERREGHE
TRIZR AT - FERREECER E - J5ikiE
VS HE B R B R (B R — BRI - A6 DA
KR BB T L A - o A ST TE
RERYIRI SR AT {ERESY B IS 2R iR A 22 B R 3R
ZHe

Ry i 00 2% A A B — (R Rl B B — g
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4.4 EEHVEDN
TEETTHRERE TR RT > Rt —
HIERRZAT —25 M2 & o AW5eH]
F Cronbach’s o {EZKHETT(E B /1T 15 BR
AEAE—EH M2 R » Cronbach’s a {H

7

NS A BRI - Ky 4 R R
P - AEmFonEERE  —REEKEEEE
5. AZR r;%grs%%h KA 0.70 (Bﬁmﬁhﬂ? » 2000) » 5% 8 BHRAIA
WSS T RIERT > g e R EEEAR 0.7 BLE > B
K8 EEMIE
FEm ESER 1] RS TE{E £ Mean S.D. Cronbach’s a
BEEA 4 0.77 0.05 0.82
BREARS
RERAEE EREGES 3 0.75 0.14 0.73
. ,\ul/\¥ 4 073 006 076
L GLL yEpER T 4 0.73 0.10 0.78
_ MEEEW 5 0.77 0.04 0.86
A AR B 4TS
AR sy 3 0.73 0.08 0.71
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Z—H RE 101 %3 A

R 9 HiEHEZIEREFREFERE
Bm BEEa BEERGREF | EAH=E NEEE | REEEN | mBEN

FEREB 0.724
B BRER 0.495 0.709
ERHER 0.175 0.001 0.554
NEREE 0.263 0.221 0.515 0.561
MAE=NEF=EA 0.573 0.281 0.345 0.345 0.604
FPEY 0.204 0.075 0.472 0.356 0.527 0.549
*HARLEREREBB Y EHRE -
FeREEERE KM - BRIFUREE  ®10 JAIEEX AVE AR EERGERE

T \ I YEHE S =] =2
BACRE B KR - DU R SRME (SFiﬂﬁg?ﬂaﬁyi)a ( Etgs‘el; oy
e AR ETE R B LB EOR Ry H 224R AVE = A/(A+E) | CR=B/B+E
B — gEdeoTE - i (R - 05 > 07
Ay = A g s g s ERBEEREE 0.596 0.910
BEEWEEAMRE - EEREEN L 0 L = .59 0837
BN A B R gy 0.603 0.888

FEWR HIUE 71 > IRIEERERAE (2009)
R T EVEBEE R () /Y
FHHUEA B8 (AVE) Bl T [ A S B B A
VEAE I HRAREE /T (FIERRED) Lk
TSR » 5 B A I o I REE B 1Y
KR 0.5 HAR B AR R J5E -
RFEEH&ERISUE (Fornell and Larcker,
1981) » 4115% 9 s -

HE > EEBSUEHE L - ={HE
[ B B AR LR 0.5 0 4058 10
Firs 5 Be4h - P fHUE BB 7RI KR
0.7 » BE7R LA A 5L fif W 5508 B A A
& 5 RIRL - RGEEEEE MR RIR i < B
AWt Fetr 2= &Ry - HE o
L B AR S - BRAENTIE A — B
feitd TR O TR B -

45 WEBEEEEZERHE
il

AN o £ B AE TR R A B E U
B AEEEHE o KRR SE S A &
T DRl i i B e S T B A R B
R AR B A SR e RS0 — {18 A 1 e At
BT RIBIRA T E © A5
AN 11 fizs > ANEIHE ] CKPEH
) fEEEEE NS L EEEE
o Hn ) PL(AD B IR E R R E E
SR~ (A2) FEMR B B S TR ~ (A3)
R R R (R PR A A R A58 5 =0
(A4) HRAE B R RE = (R FH A R i 5
2~ (A6) IRANFIRAE R M L B A RS
/N~ (A7) 5 ) 5 e 2 ) (R
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MEEERERBEZIERMEETIE
% DEE SRR BT R

® 11 SERMEAMEEEHEAZHAREERNIER ST
iR B K PE [ THE
F98 RS FHE R T{& P&

Al 3.650 1.05 3.343 1.20 —10.054 0.000%**

A2 4.434 0.67 4.260 0.79 —35.334 0.000%**

A3 3.377 1.19 3.864 1.05 —19.278 0.000%**

A4 3.094 1.19 3.791 1.08 —9.048 0.000%**

A5 3.330 1.23 3.822 1.09 —1.675 0.096

A6 3.292 1.17 3.937 0.96 —6.907 0.000%**

A7 3.867 0.79 4.187 0.73 —7.455 0.000%**

A8 4.330 0.77 4.218 0.69 —13.577 0.000%**

A9 4.226 0.84 4.208 0.78 —6.716 0.000%**

Al0 4.283 0.81 4.208 0.89 —6.425 0.000%**

B1 4.428 0.77 4.257 0.79 —1.551 0.122

B2 4.285 0.86 3.855 1.05 -3.189 0.002%*

B3 4.200 0.84 3.793 1.07 —2.985 0.003%**

B4 4.104 0.90 3.814 1.09 —2.059 0.041%*

B5 3.771 0.95 3.927 0.96 1.161 0.247

B6 3.885 0.93 4.185 0.72 2.533 0.012*

B7 4.181 0.86 4.216 0.69 0.321 0.749

B8 3.676 1.05 4.185 0.80 3.838 0.000%**

B9 4.171 0.89 4.195 0.89 0.195 0.845

B10 3.838 0.97 3.680 0.919 —1.182 0.238

C1 4.552 0.63 3.762 0.83 —7.576 0.000%**

C2 4.514 0.60 4.552 0.63 —4.448 0.000%**

C3 4.485 0.65 3.732 0.96 —6.461 0.000%**

C4 4.152 0.82 3.773 0.83 —3.235 0.001%**

C5 4.238 0.74 4.000 0.81 —2.173 0.031*

C6 4.457 0.60 3.855 0.83 —5.735 0.000%***

C7 4.419 0.73 3.226 1.19 —8.473 0.000%***

C8 4.038 0.86 4.000 0.84 -0.317 0.752

Cc9 4.142 0.81 3.907 0.89 —1.965 0.051

C10 4.104 0.84 4.350 0.64 2312 0.022%*
(A8) TBIREH FHRILIUTE RRAT - (A9) ST ERSACEE - (C2) B MR
FEBITE R A R R R SR ~ (A10)  SPRESERORHENN ~ (C3) A I
BN EEHMEREEEOTR R CREEE - (C6) BRI B
o+ (BS) HEMHEEIGEL  (C1) IRH BRI () R I B 0 A0
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4.6.1 EEHEENXNZET

ARWFFELL SEM 37T Wi f 1 o e 2
TR ~ UG FIl H 1 2 A8 U
£% > AWF5E SEM =408 1 Fi7s » SEM
R A B AR R B A Ry R AT > 2R
T B IRIER BRARES R S KR I
i A RS AR T R S S i A
g 2% FIFH AMOS BBt TR0k 1
ST (BRZREE > 2009) »

fEfl B s AR U AR > 8
HEH R EE P EAHIE - HER

Z—H RE 101 %3 A

RIGEBARBEAREUE - KL > R E R
et EEFZ2E R ER R En
st > BI40 x*/df ~ GFI ~ AGFI ~ CFI ~
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