Appendix A. Questionnaire (English Version)

Evaluating the development trend and performance of customer service systems in Taiwan

Dear Sir/Madam,

Thanks for your time to fill out this questionnaire. The questionnaire is developed by the
E-Commerce group, Dept. of Management Information System, College of Commerce,
National Cheng-chi University and funded by National Science Council. The purpose of the
investigation is to evaluate the development trend and performance of customer service
systems in Taiwan. The participants of the questionnaire are those IT related people who had
joined the planning/implementation/maintenance of the customer service systems. The
questionnaire is short and will be finished in 5 - 10 minutes. Questions in the questionnaire
have no standard answer for them. Please fill out it by the practical situation for your
company. The result that you filled is very helpful to our research, please help us and give us
your comments.

The content of what you provided is only for analyzing purpose and will not be spread
out individually or used in another way. Please fill easy to fill this questionnaire. For those
who complete the questionnaire, we provided some gifts for them. If you have any questions
about this research, please contact the following contact window:

Hsiang-En Hsiao, Cell: 0955-590552, Email: kkperson@gmail.com
Chia-Pei Lue, Cell: 0955-021810, Email: 95356017 @nccu.edu.tw

Thanks for your participate and help!

Regards,

Research Department:  Dept. of Management Information System, College of
Commerce, National Cheng-chi University

Research Moderator:  Dr. Hsin-Lu Chang
Research Assistants: Hsiang-En Hsiao, Chia-Pei Lue
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Filter question for the participants:

01. Do you work (or has been worked) in IT department of your company?

Yes No

02. In your responsibilities, have you ever involved the planning/implementing/maintenance of customer
service systems? (any one of it counts)

Yes No

Part 1: Positioning the customer service system

1. Please choose the best description for your company’s customer service system:

Level

Description

Option

Silo
(data
integration)

The organization owns a basic enterprise website for customers to send comments and
complaints. The website has independent member system within it. Customers can browse
the website to join member, subscribe company e-paper, search information about the
products and services, apply for services, or give comments. There are no direct
connections between the website’s member system and the company’s inner CRM system.
The employees of the customer service have to manually transform the data of the
website’s member system and import the data into the CRM system for further process or
requests for the customers.

Integrated
(application &
functional
integration)

The enterprise website has connections of certain functions with the inside (e.g. CRM,
ERP) and outside (e.g. SCM) systems of the organization. There are standardized format of
transformation (e.g. XML). The transformation can be scheduled as automatically executed
tasks within a certain period by batch, or be designed as synchronized tasks to import data
synchronously into other related systems of the organization without manual operations.
The automation only refers to those data interchange which is not involved flows (e.g.
receive order form or add new member). Those processes which are involved with flows or
complicated logistics should rely on manual operation or other process to be accomplished.

Composite
services
(process

integration)

For enterprise the internal/external systems interaction will become more automatic. It not
only makes customers register the services on line and transfers data into the internal
system automatically but also disposes the processes of business knowledge (e.g., identify
a form which the departments belong to, understand how to dispose in different situation).
For example, when a user makes an order, system will distribute the processes to fulfill the
order needs automatically, if the order involves external factories and stores, system also
sends the order information to them in order to reach the best route planning and fast to
fulfill the order needs.

Dynamically
reconfigurable
services
(eco-system
integration)

Any service / component is independent, depending on customer that system has the ability
to recombines the different service in order to fulfill the whole environment needs. For
example, customer service system can divide member service, order service, and
distribution service into three independent services so that user can selects the service
which he needs and makes the service join to his systems or processes.

2. If the service integrated level are going to move to the next level (e.g. from Silo to Integrated), please score
the challenges that your company will face (1:the lowest, 2:very low, 3:low, 4:medium, 5:high, 6:very high,
7:the highest)

Challenges Score
RI2-1 Hardware insufficiency 1234567
RI2-2 Software insufficiency 1234567
RI2-3 Technical staff insufficiency 1234567
RI2-4 Management staff insufficiency 1234567
RI2-5 Budget insufficiency 1234567
R12-6 Schedule insufficiency 1234567
RI1-1 Can’t perceive the value for the organization 1234567

Part 2: Risk evaluation (1/2)

3. Please choose the best description for the process and situation of customer service system you’ve been
participated: (1:Strongly Disagree , 2:Disagree, 3:Somewhat Disagree, 4:No opinion, 5:Somewhat Agree,
6:Agree, 7:Strongly Agree)

Score
OM1-1 | Facing the changing customer’s requirements, our business can adjust customer service related 1234567
processes to fulfill customer’s need.
OM4-1 | Our business will keep collecting market information and competitor’s information for developing | 1234567
customer services that are more fit to customer’s need.
OM5-1 | Our customer service center has developed a set of policies and processes on offering customer 1234567
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service

LE1-1 Our customer service process or system development is implemented by fixable and systematic 1234567
procedure (standardized)

LE2-1 We develop the customer service system using modulized method for combine each service 1234567
components and increase the customizability and flexibility of the services

OMS3-1 | Our business has direct and smooth communication channel for sharing customer service related 1234567
information

LE5-1 Each department managers in our business has basic concept on how to use information 1234567
technology to improve the customer service.

4. Please choose the best description for the process and situation of customer service system you’ve been
participated:

01. Do you agree with the description of the readiness of your company for implementing the customer service
system? (1:Strongly Disagree , 2:Disagree, 3:Somewhat Disagree, 4:No opinion, 5:Somewhat Agree, 6:Agree,
7:Strongly Agree)

OM2-1 | The inside-system processes and other supportive processes for supporting the customer service 1234567
system are complete.

OM6-1 During the development of new customer service, the company has given timely incentives or 1234567
encouragements

02.  Does each service in our customer service system have specific service owner?

IPG1-1 | No specific service owner at all

One specific service owner for all services(not management level)

One specific service owner for all services(including management level)

Each service is owned by more than one specific service owner(not management level)

Each service is owned by more than one specific service owner((including management level)

03. Do you agree with the description for the communication during the implementing of the customer service
system for your company? (1:Strongly Disagree , 2:Disagree, 3:Somewhat Disagree, 4:No opinion, 5:Somewhat
Agree, 6:Agree, 7:Strongly Agree)

IPG2-1 | There are good and frequent communication between IT people and CS people 1234567

IPG3-1 | There are good and frequent communication between CS people and Customers. 1234567

04. Do you agree with the description for the commitment inside the organization during implementing the
customer service system for your company? (1:Strongly Disagree , 2:Disagree, 3:Somewhat Disagree, 4:No opinion,
5:Somewhat Agree, 6:Agree, 7:Strongly Agree)

IPG4-1 | The attitude of our top management is committed to the customer service system. 1234567

IPG5-1 | The attitude of our IT people is committed to the customer service system. 1234567

Part 3: Risk evaluation (2/2)

Please choose the best description for the process and situation of customer service system you’ve been
participated:

05.  About the service oriented expertise of the development team in your company, please score with the
familiarity. (1:Very unfamiliar, 2:Unfamiliar, 3:Somewhat unfamiliar, 4:No opinion, 5:Somewhat familiar, 6:Familiar,
7:Very Familiar)

LE3-1 Understand the concept of customer service 1234567

LE4-1 Know how to implement SOA using J2EE or .NET platform or other applications which are 1234567
supported SOA

LE4-2 Know how to develop Web Service using WSDL 1234567

LE4-3 Know how to use XML as data process format 1234567

LE4-4 Know what is SOAP and able to implement 1234567

06. Do you agree with the description of in IT planning activities when implementing customer service system in
your company? (1:Strongly Disagree , 2:Disagree, 3:Somewhat Disagree, 4:No opinion, 5:Somewhat Agree, 6:Agree,
7:Strongly Agree)

LE5-2 CS managers and IT managers have common understanding of how to use information system to 1234567
increase the customer service efficiency.

TN1-1 For implementing the customer service system, our company purchased hardware that is 1234567
new/unfamiliar to the IT people inside the organization
TN2-1 For implementing the customer service system, our company purchased software that is 1234567

new/unfamiliar to the IT people inside the organization

ITP1-1 There are links between the customer service system and existing information systems (e.g. ERP) 1234567
inside the organization

ITP2-1 There are links between the customer service system and future developing information systems 1234567
inside the organization
ITP4-1 There are many users outside the organization need to use this customer service system 1234567

ITP3-1 The input and output format related to the customer service system (e.g. application, bill) has fixed | 1234567
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the format and can be clearly defined. |

07. Do you agree the description for the attitude and participation for the CS people (include managers) when
implementing the customer service information system for your company? (1:Strongly Disagree , 2:Disagree,
3:Somewhat Disagree, 4:No opinion, 5:Somewhat Agree, 6:Agree, 7:Strongly Agree)

IPG6-1 CS people frequently join the meetings 1234567
IPG6-2 CS people often give comments during the meetings 1234567
IPG7-1 CS people are committed to the system 1234567

Part 4: Basic information

01. | Company Name :

02. | Title:

03. | Has been worked in this position for?
[ ILess than 2 years, [ ]2 —5years, [ 16 - 10 years, [ ]11-15 years, [ ]More than 16 years

04. | Industry of your company:

[JIntegrated circuit industry [IComputer and peripherals industry [ JCommunication industry

[|Optoelectronics industry [ |Transport equipment industry [ IMachinery and equipment manufacturing
[IThe pharmaceutical industry [JPesticide Industry [ JThe food industry [ JChemical materials industry
[IChemical products industry [ JPetroleum and coal products industry [ ]Metal products industry

[ INon-metallic products industry [ JThe textiles industry [JElectronics industry [ JPrecision machinery industry [ ]
Biotechnology Industry [JRubber products industry [ JPublishing Industry [ ]Construction industry
[IConsulting Industry [ JFinancial sector, [ |Others

05. | The Capital of your company(NTD):
[ JLess than 20 million [ ]20 million — 100 million [ ]100 million — 1 billion [ ]1 billion — 5 billion
[ 15 billion — 20 billion [ Jmore than 20 billion

06. | Number of employees for your company:
[ JLessthan 5 [ 16-20 [ ]21-50 [ ]51-200 [ ]201-500 [ ]501-1000 [ JMore than 1000

07. | Average turnover for your company:
[ JLess than 5 million [ ]5-20 million [ ]20-100 million [ ]100 million — 500 million [ ]500 million — 5 billion [ JMore
than 5 billion

[Personal Information]
Thanks for participating the investigation. We provide great gifts. Please fill out the mailing info for sending you the gift

Your name:

Your cell:

Your email:

Your address:

Choose the []12 LED light for bicycle [ JPop style card reader [ _]Simple sewing machine
gift you want: | [JStrong water pipe(8m) [_ICleansing Lotion ["INARIS UP sun protection spray
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Appendix B. Questionnaire (Chinese Version)
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