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Customer Relationship Management during Patent Litigation- A
Case Study of 3Com Corporation’s Violation of Taiwan’s Fair Trade
Law

Bor-Chih Hwang?, Chia-Ying Wu?, Chung-Te Chen®, Chia-Wei Chang®, Pei-Ling Wu®

Research Adviser: Professor David Su®

Abstract :

Customer relationship management has been part of the daily normal business
operation. Even so, if any patent litigation happens it still imposes tremendous tension
of this relationship. Recently patent litigation has been one of the key strategies to
fulfill patent owners’ business goals. For both patent owner and the accused infringer
patent litigations are time consuming and expensive activities judging from the costly
lawyer fee, management time, impact to the business operation, and the risk of losing
the lawsuits. It seems that in an era of swiftly changing technology it may be quite
common being involved in patent litigations whether it is beyond a company’s
expectation or not. Usually the patentee takes the initiative and will try to affect the
customers or potential customers of the accused infringer so as to increase the
pressure on the other party to accept its terms. How this goal is achieved within the
limits of law and via proper legal proceedings deserves attention. As for the accused
infringer it is even more critical to manage its customer relationship in order to reduce
the pressure when it tries to evaluate and prepare for the forthcoming patent lawsuit
since there is much less time for it to respond. So for both patentee and the accused
infringer an effective customer relationship management during patent litigations
becomes critical because there are hefty stakes involved although this is not the only
determining factors. In this research the core of customer relationship management
and its related options during a patent litigation are summarized from a case study;,
interviews with the practitioners and an analysis of different perspectives of the
patentee and the accused infringer.

Project Engineer, China Steel Corporation

Patent Examiner, Intellectual Property Office, Taiwan

Assistant Superintendent, China Steel Corporation

Project Manager, Chunghwa DigicoMedia Co., Ltd

Former Administrator, Industrial Technology Research Institute, Taiwan

Director, Intellectual Property Division, Taiwan Semiconductor Manufacturing Company, Ltd.
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! Mileti & Sorensen (1987) Why people take precautions against natural disasters. In Taking
care: Why people take precautions, ed. N. Weinstein, 189-207. New York: Cambridge
University Press
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! Wisenblit(1989) Crisis management planning among U.S. corporations:Empirical evidence
and proposed framework S.A.M Advanced Management Journal,54(2),31-41

% Mitroff(1988). Crisis management: Cutting through the

confusion. Sloan Management Review, 7(1): 15-20.
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' Nunamaker (1989).Organizational crisis management systems: Planning for intelligent
action. Journal of Management Information Systems, 5(4): 16.
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