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A STUDY ON CRM IMPLEMENTATION IN THE
INDIAN BANKS WITH SPECIAL REFERENCE
TO COIMBATORE CITY
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Abstract: Purpose = To understand the critical factors that contribute to customesr
relationship management (CRM) implementation among the Indian public and private sector
banks. D.zs:gnimeﬂwdniagyfnppmaci- Quantitative approach was employed for the

study using structured guestionnaire uﬁ*f"wrﬂd o p_ar*aslc': samples. Ftﬁd:ngs- This
research initiative identified three critical factors namely imformation sterage, information

ch.,.!tslrmrl and information zcce;;[b:um that is relevant for the mr:.:éss..,.'i! CRM
implementation. Research limitations/ implications = The study has been carried out in

Coimbatore district in Tamil Nadu state, India. A similar -n*em.r could be carried out in
other parts of the state or country in order to check the validity of the results. Practical
implications =The findings of the study offer meaningful 1n.‘-:-ﬂfur[ﬂﬁ for banks while
interacting with customers. The study also provides mfzﬂ-ru ot various stages of CRM
implementation practices followed in the banks. O ngmhtym alue = The paper examines
the CRM practices of ‘the Indian public and private sector banks operating in
Coimbatore city. The study also adds useful information to the exiting body of
Enowled ge about CEM implementation practices in banking enterprises.
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1. INTRODUCTION

The Indian banking sector, one the performing sectors in the Indian economy was
transformed tremendously in the past fevw decades when compared to the other sectors.
The performance of the Indian banks has been appropriately supported by the rapid
adoption and implementation of technological solutions. This has hmua}*tcom'emence
and comfort to the customers and productivity and profitability to the banks. The
banks are strengthening their competencies by 1mple-‘nenh_no core banking systems,
customer rE]Entinnjhm ‘nananemert 51‘51:&1115 and adwvanced business mtelhﬂfru:e
systemns. The recent research 51:1_11::11&5 and reviews reports explains the 1.mp|:|rtanl:e of
implementing CRM in banks and financial service sector institutions.
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