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ABSTRACT 

The strongest and most effective strategy for developing and maintaining relationships with customers is 

customer relationship management. Every business depends on strong relationships with its customers to 

survive. Sales staff members are crucial to an organization's ability to maintain sustainable growth and stability. 

It is very simple for any organization to identify the actual needs of customers and assist them in better serving 

them once the personal and emotional connection has been established. In the past, customers didn't get the 

attention they deserved because the bank was seen as being lenient, and all bankers were very picky. It is 

essential to comprehend the interests and needs of customers in order to address their concerns and build long-

term relationships with them. Attracting and keeping customers is a difficult task for businesses in the current 

competitive business environment. CRM makes it easier for businesses to not only acquire new customers but 

also to keep existing ones. This study examines the various types of customer relationship management (CRM), 

its application in the banking sector, consumer loyalty, and the significance of demographics in CRM 

implementation. Additionally, it focuses on the role that CRM plays in an organization's growth. 
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 INTRODUTION 

Indian financial industry has seen lively movement in later past with the start of changes in financial framework. 

The financial change was to overhaul sufficiency, forcefulness and efficiency of the financial structure. The 

passage of private players and unfamiliar banks which gave advancement assisted organizations with loving 

Web setting aside cash, versatile banking, entomb branch systems, ATMs, etc has improve the financial norms 

in India and these parts also got by the business and co-expert banks to squeeze by in the financial business. 

Client Relationship The board is a basic way of thinking that puts the client in the core of any business 

association's cycles, exercises and culture to work on his/her fulfillment towards various parts of administrations 

with an object of creation and maintenance of clients. Drawing in and holding clients is a difficult undertaking 

for business associations in this cutthroat period. To succeed, organizations need clients for their items and 

administrations. Without clients a business wouldn't have the option to exist. CRM is tied in with dealing with 

the associations with clients including possible clients. An idea turned out to be exceptionally famous during 

the 1990s. It offered long haul changes and advantages to organizations that decided to utilize it. The progress 

of any business relies upon its capacity to be great at CRM.  

In this strong period, growing close and wonderful relationship is key for every single specialty units. To see 

the value in the sales of client is essential for the useful headway of the affiliation. To keep up relationship with 

clients the client division strategy is used considering how each client is having unique essentials and 

prerequisites. CRM supports as an instrument for every one of the divisions in the association. It consolidates 

promoting, deals and administrations and so forth which serves to achieving all over benefit. It likewise helps 

the directors in accomplishment of the target of an association.  

BACKGROUND 

Review of Literature help in formulation of the methodology of study, finding out the senses and effect 

relationship. Review of Literature has essential significance with each exploration work and chances of 

repetition of study can be eliminated with literature review. 

Simo and Bregasi (2013) stated that the banking sector is one of the most dynamic and innovative sectors 

regarding the economic development in the Balkan region during recent years. To accomplish objective of the 

study the researcher used 42question to be rated in a likert scale from1 to 5 i.e. five point likert scale. The 

findings of the study are related to different aspects of a successful CRM process and they could identify the 

perception of the employees on how CRM is performed at their bank. The result also indicate that a great part 

of bank's employees have general knowledge about CRM tools and the successfully use software and other 

instruments enforcing CRM strategy at their work. The conclusion shows the reality in Albanian banking system 

present positive efforts and contributions from different banks in CRM implementation 
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Su et. al. (2013) observed that more & more organization and companies have realized that they need to put 

their customers at the front and centre of their business and to support an effective customer care process, while 

Customer Relationship Management (CRM) becomes essentially about better managing all aspects of a 

company's relationship. CRM is not a new concept for organizations or companies. Numerous business, for 

example, banks, insurance agencies, and other assistance gives understand the significance of CRM and its 

capability to assist them with gaining mew clients, hold existing ones and augment their lifetime esteem. 

Particularly within the man customer banking sector, where customer numbers are large, these need to be 

managed systemically by information technology applications. Specially, banks often provided their CRM 

experience for their marketing strategies in order to evaluate valued customer and create customer relationship 

portfolios by understanding individual needs and preferences. The result also indicated that CRM has provided 

limited success expected. Thus researcher suggested that people-driven CRM is capable of the responsibility 

the executives or front line service staffs. Banks should apply not only the technological aspects of CRM, but 

also people driven aspects in their marketing strategy. Customers, employees and bank manager are all key 

parties in this process of CRM implementation. 

Fozia (2013) conducted research on the topic "A comparative study of customer perception towards E-banking 

service provided by selected private & public sector bank in India. This study determines the customer's 

perception towards the e-banking services. Systematic research methodology used to obtain detailed opinion of 

the customers, this is descriptive research. A pilot study was conducted to validate the reliability of the 

questionnaire. Demographic variable and five point liker scale used. Questionnaire was widely circulated to the 

customer who uses the e-banking services of any bank in Aligarh city. This study is conducted on 196 customers 

of the bank Major tool of data interpretation used is ANOVA (Analysis of Variance). Analysis of variance 

technique is employed of the study the significant relationship between the occupation and customer perception 

of e-banking and significant relationship between ages of customer perception of e-banking services. The result 

show the relationship between the age and customer satisfaction on e- banking at 5% level of significance age 

group of 20-29 have high level of perception regarding the e-banking services Age group of 30-39, 40-49 and 

50-59 level of perception regarding e- banking have medium low level and very low level respectively. 

PROBLEM STATEMENT 

It is a very enormous test for every one of the affiliations extraordinarily to banking region to take a gander at 

the valuable client considering the way that no one contemplates the new individual and existing client that how 

useful he is in future. So it is the commitment of every laborer to deal well and handle every request of every 

client for keeping up the long associations. CRM upholds as an instrument for every one of the divisions in the 

affiliation. It unites displaying, arrangements and organizations, etc which serves to accomplishing all over 

advantage. It in like manner helps the heads in achievement of the objective of an affiliation. The point of 

convergence of CRM helped deals with a record with understanding the clients current necessities, what they 

have done previously and what they expect to do later on to meet their own goals. The most fundamental 
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development is that an affiliation needs to complete CRM framework is to make an interdisciplinary get-

together to frame how to part the work on this. . The chief goal of CRM is to keep up unprecedented relationship 

with their clients. Right when CRM used sensibly, a connection will actually want to develop a strong 

relationship with their clients that can progress forward until the end of time. There are various things the ideal 

CRM framework ought to get. It should empower the relationship to find the portions that interest their clients 

the most. Client Relationship The executives is the foundation that changes, reinforces, and smoothing out of 

whole plans overall around urgent relationship among clients and the affiliations. 

         RESEARCH METHODOLOGY 

The research nature is empirical and analytical. The exploration focal point of this investigation is on Indian 

banking uncommonly Regional Rural Banking and its methodologies towards dealing with client relationship 

the executives procedures in agreement to the Indian structure. We zeroed in basically on essential information 

and broke down the procedures with consumer loyalty through Customer Relationship Management. 

A. Objectives of the Study 

– To evaluate the satisfaction level of customers towards banking policies. 

– To evaluate the customers’ perception towards banking policies. 

 

B. Data Collection Method 

To assess the fulfillment level of clients towards banking strategies and their feeling towards Customer 

Relationship Management of the Bank. Essential information assortment technique is utilized to achieve these 

targets. For achieving explicit targets of the examination essential information was gathered through organized 

poll.  

DATA ANALYSIS AND INTERPRETATION 

To evaluate the customer satisfaction towards different factors and services provided by the bank, analysis 

is interpreted as under: 

Table 1: Customer Satisfaction Variables. 

 

S. No. Components/Variables Highly Satisfied Satisfied Neutral Dissatisfied Highly Dissatisfied Total No. of 

Respondents 

1. Branch & ATM Location 138 22 85 29 26 300 

2. Employee Behaviour 148 31 64 31 26 300 

3. Banking working Hours 58 106 34 41 61 300 

4. Overall Service Quality 128 98 16 28 30 300 
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It is obvious from the above table that the clients are profoundly fulfilled and happy with the behavior of the 

employees of the bank. Employee behavior is good for the bank as 148, 31, 64 respondents are highly satisfied, 

satisfied and neutral. Only 103 respondents are using the Internet Banking service of the Himachal Pradesh 

Gramin Bank. It is observed from the table  that 57% of the customers using ATM services while 43% of the 

customers are not using the ATM services of the bank under study. It is noticed that 22% of the respondents are 

highly dissatisfied with the services which directs to strengthen the facility provided by the Bank. The opinion 

and satisfaction level of the target respondents have been evaluated in table which indicates that 48% of the 

target respondents were found highly satisfied with the branch and ATM location while only 5% were observed 

highly dissatisfied. Only 5% of the respondents are highly dissatisfied while 50% of the respondents were highly 

satisfied from the behaviour of the bank employees. It reveals from the table that 32% of the respondents are 

highly satisfied while 12% of the respondents were highly dissatisfied with the prevailing working hours/timing 

of the bank because the concept of anywhere banking is not strongly adopted till date. It is observed from the 

table that majority of respondents i.e, 26% were found highly satisfied with the overall service quality of the 

Bank and only 6% of the respondents were noticed with Highly Dissatisfied opinion. 

To assess the effect factor of CRM viability towards various factors and administrations gave by the bank, 

investigation is made and deciphered as under: 

 

Table 2: CRM Effectiveness Variables. 

 

S. No 
Components/Variables 

Strongly Agree 
Agree Neutral Disagree 

Strongly Disagree Total No. of 

Respondents 

1 Variety of Services 69 79 67 47 38 300 

2 
CRM reflects the banking growth 

53 69 103 53 22 300 

3 
Regular services of the bank 

77 78 107 18 20 300 

4 Banking experience 97 89 38 56 20 300 

From the above table it has been interpreted that 79 customers are agreed with the point that the variety of 

services provided by the bank makes any impact on the CRM effectiveness while 69 respondents are of the 

opinion that CRM always reflects the banking growth and can be considered as an effective variable. In order 

to determine the effectiveness of the bank one more variable regarding the regular services provided by the 

bank has been evaluated and it has been found that the said variable always plays an important role as 78 

respondents are agreed with this statement. 
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FINDINGS AND CONCLUSION 

In this research paper the effect of client relationship the executives and its hugeness on Rural banking is 

dissected. We have considered the general execution of the bank based on consumer loyalty through various 

components. 

It tends to be closed from the outcomes that the clients are fulfilled from the worker conduct. Bank gives 

efficient exchanges to the clients. The outcome plainly demonstrated that greatest respondents feel that CRM 

consistently assists with expanding the client base. Clients are happy with the critical thinking strategy utilized 

by bank. Bank is on the way of automation process and installation of Automated Teller Machines which have 

already been installed outside the selected Bank Branches against which 48% of the respondents were found 

highly satisfied with the Branch. Respondents are of the opinion that working hours of the Bank should be 

enhanced with change in timing keeping in view the summer and winter period of this hilly state and lack of 

effective online banking facilities. Majority of the dissatisfied customers were of the opinion that Bank needs 

to maintain the level of quality services at par with the commercial and other Banks working in the Rural area 

of the State. 

 

SUGGESTIONS 

Bank needs to focus on Urban and Semi Urban areas by creating more and more customers and opening more 

viable branches since most of the area under operation is falling under the stage of urbanization. Bank needs to 

ensure its participation in different priority sector lending schemes of the Govt. to enhance the percentage 

and number of loan accounts by introducing attractive schemes with soft KYC norms. Bank needs to 

strengthen its marketing information system by providing effective SMS, Online Banking, Mobile Banking and 

other facilities 24x7 to its present and potential customers. Bank is required to establish more ATM booths in 

the areas away from branches with effective functioning to make the banking services competitive. Bank needs 

to establish effective customer grievances. The report of the cell should be published in the Annual statement of 

accounts every year to create the transparency and trust worthiness among present and potential customers. 

Bank needs to chalk out effective strategy to create new and maintain old customers by reviewing its CRM 

policies and previous scenario of creation and retention keeping in view the branch network. 
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