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ABSTRACT: 

Today client products are required not only high-quality services, but also looking for value in 

the same transaction process. This paper explores the role and importance of customer relationship 

management in establishing sustainable relationships. Discussion focused on the use of CRM 

technology in the financial sector in India. Highlights how to change the business operations of their 

own to provide the best value for the customer during the interaction. The paper emphasizes the growing 

importance of the growing demand for building relationships with customers and emphasizes the use of 

information technology in creating the best value to the end user. Also it explores practices that are 

adopted in the financial sector institutions in India in the redesign of its business operations to enhance 

their competitiveness through more useful interaction with customers.  This paper explores the role and 

importance of customer relationship management in establishing sustainable relationships. Discussion 

focused on the use of CRM technology in the financial sector in India.  The paper emphasizes the 

growing importance of the growing demand for building relationships with customers and emphasizes 

the use of information technology in creating the best value to the end user. Also it explores practices 

that are adopted in the financial sector institutions in India in the redesign of its business operations to 

enhance their competitiveness through more useful interaction with customers. With the development of 

information technology and new standards for performance, the financial institutions are able to 

reorganize their businesses and services on the basic processes are those that will achieve success. 
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Introduction 

 Banks have to be alert in their approach to understand the customer definition of value and 

accordingly position themselves on quality, service, performance and efficiency perspective. It becomes 

imperative create value that is able to bind them to the banks and stop them from switching to another 

banks.  

 CRM signifies identifying the needs of the customers and stretching out ways and means to 

satisfy them. In this perspective CRM cannot be treated merely as a technology it also has implication in 

the strategy formulation for companies. It focuses on the customers looking for value in all their 

transactions and is willing to pay for that value. In a way technology has brought the customers closer to 

the market. 

 It is an attitude, a mindset, a value that you place on your business and its relationship with its 

customers. It is a methodology, a way of creating and evolving your organization in the marketplace and 

at the same time in mind of each individual customer. It must look at the whole process of what you are 

involved in, whether this is a product or a service driven organization and it must involve every aspect 

of what you do from suppliers through to the end application, from your internal staff through to your 

customers. In its simplest from it organizes that each customer is an individual and has a choice. It looks 

at ways to treat customers more as individuals and to exercise their choice positively towards 

organization. It also embraces many current marketing and management methods such as customer 

loyally and marketing database management. 

Objects of the study 

 To assess the awareness of CRM in banking sector. 

 To evaluate the service quality offered by bank. 

 To study the motivated aspect for long term reliability with customer. 

 To evaluate the effectiveness of complaint request management of banks. 

 To assess Technological components of CRM. 

 To asses Innovative services through CRM. 

 To assess advantages of CRM in baking sector. 
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  Literature Review 

 

 Customer Relationship Management and Service Quality 

Customer relationship management importance has tremendously increased during recent 

years mainly because it not only provides the competitive edge to an organization by 

developing  the long term relationship with the customers but it also has become a 

necessary tool for the survival/existence of the organization (Buttle, 2004). In marketing, 

service quality is considered as an important factor that contributes towards benefits 

reaped by organizations and this has been highlighted in the literature also (Izogo & 

Ogba, 2015). Service quality is considered as customer’s assessment and satisfaction 

regarding the services they receive from their organizations. Therefore, success of any 

service related organization is actually based on the service quality and the satisfaction of 

their customers with the services provided to them (Makanyeza, Makanyeza, Chikazhe, 

& Chikazhe, 2017). Service quality and customer satisfaction are considered as two terms 

that can be used for each other and service quality assures customer satisfaction or 

dissatisfaction. 

Beckford (2002) is of the opinion that though customer relationship management is 

important for all businesses but for service firms it has become even more important. 

Customers focus more on the elements of services and interaction with the service 

provider because in services there is no tangible product which customers can experience. 

Thus, for customers interaction with the service provider provides the experience. In 

banking industry, customer relationship management factors need to be considered that 

have impact on the banking service quality (Beckford, 2002, p. 12). This is more so 

important in case of services sector. Therefore, in increased dynamic and competitive business 

environment, organizations need to focus on new business styles, policies and practices especially 

related to customers. 

 

Analysis 

Customer relationship management solutions if implemented and integrated correctly can help 

significantly in improving customer satisfaction level. Data warehousing can help in providing better 

transaction experiences fur customer over different transaction channel. This is because data 

warehousing helps bring all the transaction coming from different channels under the same roof. Data 

mining helps analyze and measure customer transaction pattern and behaviour. This can help a lot in 

improving service levels and finding new opportunities. Today financial institutes can no longer rely on 

these established marketing techniques to attract and retain customers. As market break down in to 

heterogeneous segments, a more precisely targeted marketing technique is required, which creates a 

dialogue with smaller groups of customers and identifies individual needs. Also before the Internal 

revolution, consumers largely selected their banks based on how convenient the location of  banks 

branches was to their home or offices. With the advent of new technologies in the business of bank, such 

as Internet banking and ATMs, now customers can freely choose any bank for their transactions. Thus 

the customer base of banks has increased and so has the choice of customers for selecting the banks. 

This situation coupled with the pressure of competitive and dynamic markets has contributed to the 

growth of CRM in the banking sector. 

 Our banks need to transform their branches from transaction processing centres in to customer 

centric service centres. This help transformation would help them achieve bottom line business benefits 
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by retaining the most profitable customer. Banks world-over have re-engineered their organizations to 

improve efficiency and move customers to lower cost. 

 

 Importance of CRM in banking sector 

 Customer loyalty: In the present scenario brand loyalty is on decline. The customers are 

switching over frequently to avail the better facilities from other banks. Never and superior products and 

services are being introduced continuously in the market. Thus the banks have to upgrade their products, 

improve customer service and create bonds of trusts through proper care of customer needs and regular 

communications. 

 

 Well informed customers: The customers in banking industry today are well informed. With 

the introduction of new technology, the world has become like small village. Thus if a Bank wants to 

have more customers, it should develop a good relationship with its present customer and try to maintain 

in the same in the future also. 

 

 Intense competition: There is intense competition among the private sector and Public sector 

Banks, Public Sector Banks and Foreign Banks and they are all taking steps to attract and retain the 

customers. New technologies, research facilities, globalization of services the flood of new products and 

the concept of all the facilities under the roof to provide better customer service leading to customer 

delight. 

 

 Improved customer Retention: In the intensely competitive banking industry, retention of 

existing customers is vital’ which can be achieved through the process of CRM. 

 

 

 Introduction of Innovative Services through CRM 

  By using the CRM system Banks have made several innovations such as, Teller System, 

Internet Banking, ATM system, Biometric ATMs, Credit Card, Debit Card, Smart Card, Electronic 

cash, Mobile and E-Mail, single Window Service, Education Loans, Marriage Loans, Housing loans, 

vehicle loans etc. 

  

Technological Component through CRM 

  

Call Centres: Call centre system help to make call automation between the customer service 

department and customer generate the voice answer. 

  

System Integration: This includes activity like relationship with the customer. Contact details, Sales 

force automation, customer order e- processing, order fulfilment, delivery, Integration process to 

provide complete integrated information. 
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Customer Service: With the help of this system to automate the customer support such as to address the 

problem enquiries, suggestions and solutions. 

 

Customer Database: In this system consists regular flow of information, systematic collection of 

information that is properly evaluated and compared against different points in time, and it as sufficient 

depth to understand the customer. Customer data strategy should focus on process to manage customer. 

 Electronic Point of Sale: These system help to automated and optimizing sales process to 

shorten the sales cycle and increase productivity and accuracy in sales. 

  

Advantages of CRM in Banking Sector 

  Advantages to Banks Managers are empowered with the information that can help them 

manage customer relationship and better decisions. He can able to optimum use of resources. It helps in 

capitalizing on short windows of opportunities in the market. Customer satisfaction increased loyalty. 

Advantages to Employees such as Employees have higher satisfaction ratings, Employees deliver high 

quality service and meet customer expectations, and Employees have more time to serve customers. 

Advantages to customers such as With up-to-date customer information, Banks can offer more 

personalized services, More coordinated and professional approach to contact, Services offering can be 

timed related to difference types of loans like Educational loans, vehicle loans, house loans, etc. 24 

Hours banking service, LIC premium, Electric Bills, Telephone Bills, paid by bank as per requirement 

of customer. SMS facilities after debit and credit transaction balance. 

  

Conclusion 

  The study concluded that customer services technology had first problem that are faced 

by banking sector, customers are ready to take overcome from these problems and require proper CRM 

practices in banks. A good business plan and guideline about the facilities is the major success factors of 

CRM in banking sector. Hence it is provided that a good business plan and continues guidance about 

facilities available to customer in banking sector, which has emerged a successful customer Relationship 

Management. Banks have understood the importance of the customers in developing their business. 

They have recognized that it is essential to protect and grow its customer base and ultimately its 

profitability using information technology in customer relationship management. The banks can do this 

by strong relationship with the customer with the innovative technology. These fast services in the 

banking system highly aggressive for requirement of progressive tuning of services. In current scenario 

banking have to play important rolling the changing business environment. This changes forcing bank to 

fight with current competition. The strategic tools that were chosen for this is Information Technology 

to create maintain retention of customers benefits of CRM to the organization loyalty, customer 

confidence are necessary that can be possible through effective CRM. 
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