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Abstract

There were many Taiwanese companies in the past grew and thrived relied on
foreign OEM customers. Although some of the companies later launch successfully
their own brand, but so far there are still many contract manufacturers whose main
business model is OEM/ODM. Recently, there are many customers starting to reduce
their supplier number, contract manufacturer with bad capability or relationship is
eliminated gradually. There were a lot customer relationship management (CRM)
related paper in the past, but mostly discussed about business to customer (B2C) CRM
topics. Although Key Account Management related research had been developing for 40
years, but most of the past researches are dedicated to key account management of
foreign or big size company. At present, related paper about key account management of
domestic contract manufacturer or industry manufacturing is limited and research focus
on medium or small size contract manufacturer is very few. According to 2011 research
report, there are 1.235 million small and medium size enterprises (SMEs) that occupied
97.7% of total companies in Taiwan. SMEs are also main force for Taiwan economic
development. Therefore, this research focus on studying how Taiwan medium size
contract manufacturer whose customers may have interest conflict implement its B2B
key account management and also explore related factors that influence key account

management.

This research uses quality approach case study method by applying
depth-interview to a contract manufacturer of office appliance electronic equipment,
explore key account management approach and related theory through interview result
and past literacy review. And factors that influence key account management could be
concluded as customer type, foreign expansion strategy, competitive advantage and
product life cycle. The findings conclude that (1) Contract manufacturer identify the key
account primarily based on sales amount, secondary consideration on margin, (2)
Switching cost, relationship commitment and goal congruence influence contract
manufacturer strategy on managing the key account, (3) Competitive Advantage of
contract manufacturer influence its bargaining power over its key account, (4) Customer
size, bargaining power may let contract manufacturer adjust its organizational structure
and make other changes, (5) Foreign expansion strategy of contract manufacturer is

mainly targeting developed countries but will differentiate its product to avoid direct



competition or conflict among its customers, (6) Key account management among
different customer type varies among each stage of product life cycle.

This research bases on analysis result, practical observation and mutual
corresponding suggest how and what factors should be considerated when contract
manufacturer applying key account management approach on industry marketing.
Applying key account management is not only allocating company resources effectively,
enhance customer relationship that bring further profit, but also avoid conflict or direct
competition among the key accounts, but this research suggest that contract
manufacturer should not because of relying on few key accounts for long term then
neglect the risk of concentrating sales amount and have difficulty in developing own

brand business.

Keywords : Key Acccount Management, Contract Manufacturer, Customer Type,

Competitive Advantage, Product Life Cycle.
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0" Neal (1988)
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Pels (1992)
FRFRED F DL AR > MR oo
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MR o€ 0T A
Cadotte (1994)
Doney & Cannon
{ B ehi AR
(1997)
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2. B
3. ¥iEd he 43 7k
_ 4, BEEFZDRER
Outsourcing
5. FRRARR &
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6. #F°h A B E g 4
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7. = itenxz &
8. B wenff %
9. ¥ 8k
10, H i
Werner (1999) | ®Wigic 4 ~4p %~ &5 ~ = & (OEM)
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2)iEze (2003)
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17



FRH D g 4 0 AR EFH G E R4 o 0Bl Rp R AR A
WHBEHAEM > REME PR ER FEX o FE OB thi g £g A E SRR
it gEdnd B A NEH AR B ER o FRPF DA S 2
Fo 2 BEHREEE  ARFFALITEFAFLI AT FETES - B

- B RSP F SMALEH o Kohli & Jaworski (1990)
P i kAL S few B H 2

GER O W R auE 2 2 BT

e A B

LA e R H S

BHR IR M o @ (74 B aE

% eh%)% > %% Anderson & Weitz (1986) 5 #AF AL
P LR kR W B

¢ o)

q

]

MM S PR o 4 S

-

ek

\m

3« o

\13_

g

PR &
A NP (o R
e (2006)3% 5 - @
~ A

=

#

I

=

fre

= ”‘
P

a1 EE e 4

SRTM G AR AL o A H 2B

7 gt

‘F}}"%")'@g‘éfla\wé;o

% OEM{-ODM £ i %

=

2 Y
LY -

2. AW 2 >
eI LS

[ {E ﬁl]@f}ﬁ%
BEEAEgARRNE S

- BEAEDE

#

IR E

LA E AR @R

S i A ¢

’;5 E A& 2-8 -

wm;t j—]l_', ], o

v

En

» YriE

2 P oo
—Vfé ’ \—"/%{E‘,:{‘b B

o~

~=ie

18

% 2-8 HMM4Es s FE
3/} 48 (1989) Doyle (1990) ¥ & & (1994) Fla# (1997)
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R (2003) A SHTFAEFEAY o £ F 0 2 s B B
Fd BRRARIE R P S o BF AL AN o 2A S 0DM A
fo» FASFHF RS BAE > LR 20 £ e FHEE RN
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1. &% ¥t (waterfall strategies)

R kg P M EFRRIE - LR o R R - R
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#td g% (Competitive Advantage) &dp £ % A ¥ ¢ P ¥ 034 2 1
F 2P A ARG B o A PARERT B o H AR AT AR
FeE a4 ARFed FibG S FP L FEOIERERL BR o2 Ba
# (Porter, 1985) - Porter? $t7 HpRird Rl ~ | &3 f2 ¥ B4 > x 4 3
Yot TR 2GR KL EREFR/BEEY - B 7o FEEF Y
F (stuck in the middle) » frfe PFiE RidF Afr L B g4 - LR FFFF 4
BNFEH - Firdl g fFARMDRERE L REAERDBETESSY A
D34 EE L B4 AF RRPEAR A FFE RS ADigE o

L B
LR 8 £ R

-

AR LR R

i
5
E | [sremiw [ipremis

Bl 2-6 kg as W

AL %k : M. E. Porter, Competitive Strategy: Techniques for Analyzing Industries and
Competitors, New York: The Free Press, 1980.

Porter(1980) /i %5 = #&— & vk > ¢ 7 = x4F & {4 (Cost Leadership) ~
£ 8 i K& (Differentiation)® & @ i ¥ & { vz (Focus) » & it4r™
- + A4 L K¢ (Cost Leadership Strategy)

FAFALRG AR e G EARY g RA A KA AL ALY 4 A A
BRZ R o BskW RpELA P 2 o AT R 21970 4 g & 4”#7 B oo A
2 E AN TERE RS AT AR = R AP - £ TH AR ki
Hoo (L PR AA A EATE W i&:% BEEEI BT RE; 2 B
SR A RN A A R R AR GF B WA T L5 T g
BOMA AP R MG CRREHE RAAE M ERE - AR
AEFIA A R E P PR o R o IR K0k hE BREE AN A A 4p it
B R RIS U HBARE S 3T R M AR F g R
SRR R AR KT 4 DERRE o BfS 0 e HENRA SR KA A
BT R TR flhiE PR B R )

£ e 4 e o

-

EAPR V- SARIECF I
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=~ %8 i Xt (Differentiation Strategy)

AP0 R B4 b EREMBASAIRE > B2 G F T g
oA B AR RE R A RDR R~ BRSIRGE ~ QIATORG ~ Fh
i A AT g o G o - REERFN A B S LR LB
%%%%*ﬁ’Qj%*?M%P;*é%iéﬁﬂﬂoiﬂﬁﬁ ¢

LAREHPRATRER P RTRME L2 85 c LR X TH AL R a7
ﬁﬁiﬁ%#i%&oﬂiﬂﬂ%%ﬁﬁﬁgﬁﬁ’ﬂﬁjﬁiﬁMﬁimﬁ%
FREM > FREHSATEN A X DR LR T LG NRE FES £ ¥ 2%
FFERE X4 PEBEAN G BRI LR LT B R AR AF
LT I H R R o #

CHILREFELE (RS HATRE

s
Bt HARMEAE 2P AL B S0P 5 Bt

> £ ¢ s g K& (Focus Strategy)

B¢ E R~ 5 1A K% (niche strategy) » 4p#-3 " LehF R E 7
- PFHROFHRE B EREEFROBETERBTRE B L HE
ANPFIEFE ASA P EIFREFTE - BH LB REHF R E
—HABEGRLRPEE o BY AR EE SR 0P BERE TP RT R E

Z RN~ 7 MRS A 1,1_1"5'%—}4\;«: o Y BEAEAF T g AET

i

3=z

Porter e 8 = 5 @ % 5 # 3 (Murray, 1988; Gopalakrishna and
Subramanian, 2001; Hill, 1988) - Porters %| epghat 3= m AL TR 8 15 ¢ (Hill,
1988; Wright, 1987) - 3 5 @&# % 4p 118 & (hybrid)# ¢ " (middle) i G
i < * (Hlavacka et al., 2001; Kim and Lim, 1988) - 8243 * L 4#F % ¥ &
7 # LK (Green et al., 1993; Kim and Lim, 1988) > 73 &5 = 454
fo£ £ iv {vg Rk & vk £ 8 3 »xe(Gopalakrishna and Subramanian, 2001;
Svatopluk et al., 2001) - Daniel & David(2007):2 % @ B8 a3 W & ¥ X
Bt HA A A RS AATED Ha A R R ARG TN EF T
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Prahalad and Hamel(1990):% % ‘28 ¥ B4 KA LR F A2 SO H £
o R HEBR LRI NE A A BEEREZAS T AR A S (spawn
unanticipated product) it 4 5 K@ E & iR F R F LR BB L FE D
g e BN A LA > T RPEL BT FE CHRR G P
@o%ﬁ’ﬁﬁﬁﬁiﬂ’ﬁiﬁiﬁﬁﬁ%ﬁiﬁﬁj%ﬁ’ﬁﬁﬁa%@ﬁ
L B 23 A 0§39k Aaker(1984) s B o T A Mg S B A
(Sustainable Competitive Advantages : SCAs) FE & T = B4 jc :
(m)EFAERL B ZBE AL OMES S T

“r3) T M4t F1 % | (Key Success Factor; KSF) &4 2 ¥¢ 54 » %
2

\-‘-.H

[P PR RDERFF > mPP EFEIPRE T HRR A ok
FEAETRPF AT F ME SR BT R
o MAMBESF FIZFHEE A E? SF P pn ) ARy FARR
SRR T EIRE T A F RS TR o
(Z) FARRS PRI - FBERL F 7 FHRFLEAZL W
FAMFL BRRERI- BEE - R ﬁ}“"/ﬁﬁﬁbﬁ#ﬁ S E R @ P LT
AR E G ARG REA T RE R BE
(2) #FA RS BE L F o FIRTRE 2 R 2P s F i b
FApsgs BRELSN THE AL 0 IRE TR FURNER A F s Aeen

TXITEURY P P AR

oyt A28 F0- AR

L
i
e

Barney(1991) % "< 4 | & T AL g4 R OER 3 TwL g
3 ;fpm‘«k EEPTPZBLRLFFIAZFANGFTZLEEIRATHE DR EL
BRy ooa TEFARLSER AL TEEP LR ARIF I TR2EEE
ERHRAEEERAR NG GAS Rk o PR ARSI LS
I R P BRI e B2 > FARLBERTL TVHYE-REFET D
BE KO- BRERF ) 57 G AL BRI G T
A2 A M2z I padrd > B3 gd I H LA L > F L
LRFLEBART G DR BRI ARG
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7ML R M FF M %o Grag & Grant(1993)3% 5 M4t = # &
SAEY 22 EL B ES s A FTRE NS PG L EHRLERON NN &
FRA PR 222 Rd EA RS F- BREASHLEETREN A EF
EIALY » MR EAFRE Y OMEESF FIF R dpi AP e L H R Y
T R A #H T2 (Resource-based view, RBV)® * k4f ¥ Porter’ s®#% A ¥
LHLAT o TRAHILHBEL: » RF 1) SbEF T RS 5 &
* /% (Barney, 1991 ;Grant, 1992;Amit & Schoemaker, 1993;Black & Boal, 1994) -
FHFQODATAAAIZ R LB AT L &1 RF SERR 4 ik
RN SRR A BB E RS S MR e RN Y R MRS A R
EhE A R AL RF L ¢ FRMASFREOER EF BRI -

%

FI4% A&KZGRPER
At pF P ii s £d Levitt(1965)# & - Vernon (1966) #7i% ! e
R'E 2 54 &332 % (International Product Life Cycle Theory) @ f2§# 2 &
A2 XD HRET 2 288 Vernon #FRAS2 GFH L L2 BRE
£ 1 (1) % » ¥ (Introduction phase) ~ (2) % & # (Growth phase) ~ (3) = 3 #
(Maturity phase) ~ (4)+% i23#f (Decline phase) » 4 %] #Lf 4T
(1) %~
TAFLIAT L FTURA RBRTE A D FFRR P E A AR
£

‘-\w

FET B A SAIRTOR R (EF YA AR R FRAR) - B F R
AoEAEOARETNT >R PR FTIEEFAREZIAS IS A o ARNE A
Hirw RS g A BRI Ee L o

(2) &

RTA G R B W R RS He €BRbHTIR o ¥ b AT '-F'k 28]
for o € A FARARIT R L o ippEiE 4 & T B Ao B DIATE Hh R R (2
APAE Sl R RFELFES A2 B BmETR) -

(3) =34

FAFGEIRFE AERFC QUL TG BRI LA LR ik

LB 0 B AFeh? 84 AR F {350 et Bl kR
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2. F BV A
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SHF AL A
B E R
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9. %+ [ B

e BAGTRI R (% 5 | pl3T2 w1 ¥ | 5 BR R i MR BS
4 A&

1IERTY B 7 F e

1. @4 &3 1.3 A 4E 0~ H 4 1. Eens AFd | % 2L 80 g

2. % RARE

O E PR
4)3—

SRA LA h | AnfREN R B A SRE A ST &
A&

#2F i e

Lggmpd # i | LR Hdep ¥4 | L3R Faep @ | 1§ Lpas

248 LA S (2L FERE FRy | =
A S SN L 2. R £ |22 A KR

JPARFR AR | ARAENEE | & A H LA | R

o BB R R
ERN E EE RN 4 &

PR BN ~ g 3 5k |t R R | TR AR
RS ,

FRL
Ml L3 Efoen | H e B4 % o ) | T AR

B e K3

TR KR A

& (2001)

N %é‘

(2007)
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HEE (1990) @i AS2 b mEFL G Tgeae, 3 i, o
HE I A8 T4 (sales history) GRRF b o 7 % %173 b
P TPt ATl L 2 B REZDRHE oo T A K4 63
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