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ABSTRACT

Although enterprise relationship has already existed for a long time since the
concept of the enterprise was founded, however, the scholarly researches are
insufficient with relations to the topic of enterprise relationship. The enterprise
relationship is always changing to follow the development of society and
:é.nterprises and the enterprise relationship of China have unique features that
differ from the Western perspectives, especially within the stated-owned

enterprise and local Chinese private enterprise.

in his research, in order to explore the value of enterprise relationship,
_[es__eércher used case study approach to record the different members’
_t__e‘_r_'\_t"l'_'ws as input. Then used the record and cross tabulation of the members’
f_e‘_edbéék as process to analyses for getting the output of the value of enterprise
:'ré_la:t.i.onship, the relationship how to influence the performance of enterprise.
he findings will be included LMX theory and CRM theory on value of
erfc _'rhance of enterprise, such as how to use the LMX theory to increase more
;valu_é with the enterprise, and how to use the CRM theory to improve the

”

erformance of enterprise.

.mahagement in Beijing, China, and the research will provide a platform for the
future studies to refer when researchers study on enterprise relationship

m agement in Beijing, China.

Keywords:
- Enterprise relationship, Performance, LMX, CRM.
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CHAPTER1. INTRODUCTION

This opening chapter provides an overview of the whole study by introducing
the background of the study and the problem statement, and this chapter shows
'ef'research objective, research questions and significance of the study, and

fhe"-':operationai definitions. Finally, it summarized the chapters’ organization of

.Ihtroduction

Base on the research about the enterprise’s development that the research had
nd the successful enterprise all have good relationship with its internal and
xt__emél__environment and the failure enterprise’was failure in one aspect of the
relationship at least (Liu and Han, 2013). In some enterprises, sometimes we
:f(:)c.'u.s on a fixed project when the project had happened wrong, and we do
ot found some failure is a certain trend because of the problems already had
o :ne_d in some relationship of enterprise (Liu, 2014), the research also feel
e entéf’prise have not good trend to develop or keep the same performance
:Idhg time even the enterprise go dead because of we always did not found

lféél"r_eason (Liu and Han, 2013), in addition, some enterprises in Beijing

efationships to increase the enterprise’s performance (Fifa, Schwarczova and

I‘ 2015), then it can lead the enterprise to develop. So, most of enterprises
.IWaS(s interested in enterprise relationship because of the enterprise
eiéfionship can directly influence on performance of enterprise (Chen, Lam and
hong, 2010).

INTI International University (2016)



'.;Prob!em Statement

:_Gé'nerally, most organizations are adept at handling or managing external
usiness relationships especially relationship with customer or other key
-.s’tékehoiders such as government agencies, shareholders and so forth (Paulin,
:F'eFQuson and Salazar, 2009). However, not many enterprises are well verse
with handling internal relationships in order to help enhance and improve the
-.-é')'{ternal relationships (Kang, Oh and Sivadas, 2013). Therefore, the purpose of
this study is to provide focus on the internal work relationships to delve deeper
to".' understanding whether the internal work relationship quality, scope and
epth would be likely to affect the extemal business relationships of the

__efprises, specifically the state owned enterprise and the local private

__'-;Stoblem with internal employee relations, as every employee have himself

__|_l_1'g_even some employees hope surpass others result in they did not have

_ _'_rstanding of work (Desai, 2011), for an employer, how to lead the

yé_é to work and how to encourage the employee to keep high executive

| be result in the project was failure even bring loss with the enterprise at the
time (Tanwar and Prasad, 2016). In some enterprises, the phenomenon
'bfréin drain may occur, and the importént reason for such a brain drain is the
__:'ﬁal enterprise relationship between employee and employee have
blems, for example, there may be argument between the employee and
em 'I'oyer or employee and employee, and the argument make employee and
r_riployer have negative work and enthusiasm is reduced whereby the negative
'Work perception cannot improve the performance of enterprise {Desai, 2011).

Therefore, this study will zoom in more on the internal relationships, while not

INTI International University (2016)



orgetting the external relationships to explore the value of these relationships to

:t'hé enterprises (Tanwar and Prasad, 2016).

With regards to external business enterprise relationship, the enterprise and the
_u'étomer’s business relationship is very complicated because of they have o
iﬁérent needs. It is a big challenge that same company meet different
u'.Stomer (Jiang, Zhao and Wu, 2014)}. For an enterprise, how to always keep
oé’d relationship with different customer, the increase of customer can directly
row the business, also, the loss of customers can direcily affect the
es_*férmance of the company. The customer and enterprise often have
;;gyfr_;ents because of they come from different position, such as the customer
/ant to get more service from the enterprise, and the enterprise cannot totally
.. e requirement of customer (Payne, Holt and Frow 2011). Consequently,
ithough the focus for this study is more on internal relationships, the external
-_ohship with customers specifically, will also be studied in this research to

erify the relevance to the organization performance, growth and sustainability.

esearch Objectives

ortant work relationshfp is employee and employer in a company, about

ployer, and the external business relationship mean is that the

'a'ti'c‘ihéhip between the customer and enterprise (Azad, and Ahmadi, 2015).
nagement, specifically the internal work relationships, although the external

iness relationships are also studied, the following objectives are developed.

The research objectives are:

| International University (2016}
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To analyze the impact of LMX (leader-member exchange) on the
erformance of the enterprise as the internal influence on enterprise

performance.

:')__ To understand the customer business relationship management's
hffuence on the performance of enterprise as an external influence on

‘enterprise performance.

) To ascertain whether the internal work relationship is likely to have an
nfluence or impact on the effectiveness of the external business relationship,

ifically the customer business relationship management.

| local Chinese private enterprise?

Is the internal work relationship likely to have an influence or impact on

he effectiveness of the external business relationship management, specifically

NTI International University (2016)



he customer business relationship management for the state-owned enterprise

nd local Chinese private enterprise?

T_he above research questions will help to guide and steer the study to arrive at

arﬁpropriate findings.

1.5 Significance of the Research

M't):_st of managers forces on the business development and how to improve and
.crease the business. We also had found more research about single
elationship with the enterprise, as customer with enterprise or employee with
ente prise (Jiang, et al., 2014). This research forces on internal and external of
e enterprise relationship management and how to link these relationships to
iprove the performance of enterprise. This research will also force on that how
riiegfate and use a variety of relations to improve the performance of
enterprise (Zhou, et al., 2008).

Scope of the Research

This case study research will focus on the enterprise relationship located at
China and researcher will collect information from the employees,

ployer and customers. The unit of analysis for this case study is organization.

imitations of the Research

u_g_ﬁthere is strong significance need for this research, nevertheless, there
everal limitations for this study. Firstly, about this research, this study can
ocus on general question not face to only one enterprise-to research that
result cannot direct to fit a company because of different enterprise have
ffqre’nt feature (Zhou, et al., 2008). Secondly, the case study only has three
oﬁths to research this project and the enterprise relationship is very
_mﬁlicated in Beijing of China. Lastly, the study in Malaysia now and the
nterview only can send email or WeChat or phone. with these interviewees to
explore the phenomencn (Langhaug, et al., 2010).

__NTI international University (2016)



1.8 Operational Definitions

The following is a list of key terms and definitions of key terms:

Relationship

According to Zhou, Collier and Wilson, (2008),these authors are defined that

reiationship is who have contact with each other as between person and person

1o_n_s_hips and the notion that leaders and employees negotiate their
ionship (Babi¢, 2014).

Customer relationship management

c stomer relationship management (CRNI) is a term that refers to practices,
_éies and technologies that companies use to manage and analyze
to'r'_h.er interactions and data throughout the customer lifecycle, with the goal
rﬁproving business relationships with customers, assisting in customer
reti ntion and driving sales growth (L.opez et al., 2015).

Enterprise performance management

| 10
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Enterprise Performance Management (EPM) is a type of business planning that
lates to business intelligence, which involves evaluating and managing
herformance for an enterprise to reach performance goals, enhance efficiency

or maximize business processes (Larionova, 2015).
alanced Scorecard (BSC)

C(Sording to Kaplan and Norton (1992), the balanced scorecard is a set of
-m_éa_sijres used to provide a quick but comprehensive view of a business; these
ude financial measures and operational measures such as customer

satisfaction, internal processes, and the organizations innovation and

n  non-financial measures which were essential for sustainable

‘opening chapter provides an overview of the whole study by introducing
e background of the study and the problem statement, and this chapter shows
e research objective, research questions and significance of the study, and

e _c'__a'perational definitions. Finally, it summarized the all chapters’ organization

hapter 2 Literature Review

.:  11
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