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THESISABSTRACT
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NATIONAL TAIWAN UNIVERSITY

NAME : Da-Deh Yang MONTH/YEAR : JAN., 2015

ADVISER : Jiun-Sheng ChrisLin, Ph.D. & Chia-Wel Kuo, Ph.D.

TITLE : Exploring the Customer Relationship Management in Professional
Services: The Case of Law Firms

Over the past decade, the number of new lawyers has tremendously increased in
Taiwan. As the growth of economy slows down, the competition in the legal service
industry has become increasingly fierce in recent years. Despite the importance of
customer experiences in legal services advocated by recent research, there has been
limited research exploring the issue of customer relationship management in the
context of law firms. Therefore, this research attempts to fill this research gap by
examining how law firms manage their customer relationships and key accounts as

well asimprove their CRM.

Based on customer relationship management theories, in-depth interviews with
seven experienced lawyers and two legal service managers were performed to
examine how law firms can manage and strengthen their CRM. Implications,

limitation and future directions were then discussed.

Key words: legal service, customer relationship management, key account

management
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