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Abstract

Balanced scorecard (BSC) has become a strong tool for strategic
implementation since 1992. In order to make the strategic
implementation into effect, we have to understand the direction of
competitive strategy for organizations. The most important issues for
companies to maintain their competitive advantages are to understand
the content of competitive strategy in order to maximize the benefit of
BSC, and, further, to create maximum financial and non-financial
performances in the organization.



In recent years, the banking industry in Taiwan has faced global
financial industry merger and acquisition, and intensive international
competition pressure, so the government actively pushes the banks to
establish domestic financial holding company. How to identify different
customer segments and understand their influence on financial
performance and non-financial performance has become a very
important management issue for banking industry.

This study intends to examine the impact of customer segment on
financial performance and non-financial performance. Based on June
2001 to December 2000 empirical data, the empirical results show that
general card customers have lower profit contribution, customer loyalty,
and shorter relation period with case bank. Regarding the situation of
capital need, capital need type customers are the sources of the profit
contribution of case bank. Those customers have longer period of
relation with case bank and the loyalty of those who only use cyclic
credit is the highest among all. Customers with more credit cards can
increase usage rate, share of wallet, and the number of credit card
transaction. However, those customers do not have long relation with
case bank and have negative impact to profit contribution. According to
the empirical results, older customers have positive effects on profit
contribution, share of wallet, the number of credit card transaction, and
relation period of case bank. In addition, white-collar and housewife
have relatively higher profit contribution to case bank. Finally,
customers with lower level of education have positive influence on
profit contribution, usage rate, share of wallet, relation period of case
bank. The results provide significant management implications to banks
in Taiwan.

Keywords : Customer segment, financial performance, non-financial
performance, credit card.
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0CC_2 0.0142| 0.0711| 0.0305|-0.0558|-0.0602| 0.0303| 0.0095|-0.0519| 0.0544|-0.0553| 0.0307| 0.0427| 0.0202|-0.0367|-0.0803|-0.5112 1
0CC_3 -0.0062| 0.0042| 0.0153| 0.0573|-0.0212(-0.0245| 0.0141| 0.0141| -0.021| 0.0278|-0.0225(-0.0017|-0.0147| 0.0317| 0.1383|-0.3608|-0.1085 1
OCC_4 -0.0626| 0.0487| 0.0703|-0.0755|-0.0973| 0.2915|-0.1996(-0.1269| 0.039(-0.0265| 0.0034| 0.0564| 0.0375(-0.0667| -0.283|-0.3679|-0.1106|-0.0781 1
OCC_5 0.01| 0.0011| 0.0281| 0.0169|-0.0133| 0.0424|-0.0279| -0.02|-0.0205| 0.0359|-0.0171|-0.0085| 0.003|-0.0061| 0.1144|-0.2424|-0.0729|-0.0514|-0.0525 1
SEX 0.08| 0.0788| 0.1314| 0.031| 0.1205| -0.132| 0.0327| 0.1313| 0.0655(-0.0382| 0.008| 0.0914| 0.0184(-0.0107| 0.141(-0.0248| 0.0713| 0.0405| 0.0061|-0.1478 1
EDU 0.1687| 0.2238| 0.0478|-0.1184| 0.0733| 0.129/-0.0371|-0.1217| 0.1988|-0.1747| 0.1377| 0.1206| 0.1189|-0.1066| 0.0992|-0.1194| 0.1381| 0.0735(-0.1786| 0.1028|-0.0279
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