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lps you locate, acquire, and keep hold of your business's most valuable as i
bles businesses to optimise the value of each customer connection and enhance busmess
giving tools to organise and coordinate client interactions. A comprehensive online

nt and retention strategy used by firms to identify, attract and keep clients is known as
ationship management, or E- CRM.

ogies can help business grow and improve client interaction. Customers nowadays are savvy,
‘demanding. They lead a hurried existence. They want their needs to be satisfied swiftly and
inesses have flat hierarchies and are digital enterprises. While limiting transaction and co
'hesses desire geographic independence, decentralization and flexibility. CRM helps you

and keep hold of your business’s most valuable asset: its customers.CRM enables businesses to
_ each customer connection and enhance business performance by giving tools to organise

 optimise the value of each customer connection and enhance business performance by g
r coordmate client interactions.

ed communication between a business and its customers through encouraging a
ent through modern technology. All small and medium-sized organizations
offers profiles and histories of every interaction the organisation has with its

to Forester Researcher, combines

aining customers, and enhance organisational analytical capaci
gement of a loyalty cycle is a significant competitive advantage. ‘
ind keep the ones they already have, banks have altered their

various technology channels, offered com
: are  now ﬂm
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- — an e fusion of CRM and E'-CRM gave ris'»e to c ;
nf on technology &[ d. With the customer playing a key pa.rt in bank

i ct%r‘:l gl?::at:z::he e;:onomy and has made busines?] PUSEI Effecti

I5: ;ﬁerfgr;a:ce- because the banking industry depends ts?of:::il:)/:] yl ]?:yCIrliS::r:ers.‘

ions, bahking requires specific consideration. Custorfler sa I.S -y ' S a
- - by personalised and efficient delivery. By S o

More customers were drawn In by pe king as a strategy to retain their cy
satisfaction, banks use e-CRM tecl'molog)"base‘i banking ) eilh: A N

was able to provide specialized products and prompt service as a result. As a result, bankg|

~ less comj_:etition and less product differentiation. Innovative banks use a v:ariety of technological adys 1c
In this research an effort is made to investigate both the factors that affect E-CRM and the techy

- customers prefer.

~ Objectives:
1. Determine the customer's preferred E-CRM technology.
2. Investigate the factors that affect E-CRM.
3. Make suggestions in light of findings.

Scope of the study:
This paper examines the E-CRM methods customers prefer and the factors that influence E-CRM. The st

- was only administered to clients of Bank of Madurai City and is therefore not representative of thee
ation of the city.
ritations of the study:
ltuﬂdi'ed bank clients from Madurai comprise the sample.

| nly mc@ded Madurai City residents as participants, so it does not accurately reflect

Dm].ipﬁve Research Design for this study
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the demographic and career profile of the respondents. It was found that 60% are
ndents are between 4
m income between $30001 and T40000.

0-50 years, 70% are married, 30% hold post graduate degree, 40%
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Personal reports and account s m
reports are prompt and clear

' énces_are redressed immediately
staff are courteous and give
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creation

ices and scheme

cre:
wareness about their services
tomers are considered as a very special,

portant and valuable customers by the ¢

bank staff |

T

“The core objective of the bank is to provide | .965 ' .

better services -
Appropriate location of the ATM of the bank
Counters in the bank are easily approachable | .823 }

The bank is conveniently located and easy to | .944

“The scheduled banking hours suits all | .887 —
customers (24*7) -
Customers have inclination toward smooth | .788 |
= =

8 factors, interpretative labels are offered for each factor. The factors
es, communicational strategies, customer maintenance strategies,
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7 WS). A dynamic process model of

30:7-27.
key components for IT success. In
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