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ABSTRACT

The study examines efficiency and loyal abilities for Custom Relationship Management (CRM) systems in the banking industry. It checks how CRM equipment
improves customer satisfaction, promotes long conditions and improves service distribution. By analyzing CRM strategies, research emphasized how personal
communication, data analysis and target services contribute to customer inventory and loyalty. The study emphasizes the role of CRM in providing a customer -
focused experience allows banks to estimate the needs, improve tailoring and engagement. In addition, this customer evaluates the direct effect of CRM on
loyalty, focusing on factors such as trust, satisfaction and cross -gang opportunities. Conclusions suggest that effective CRM implementation strengthens strong
customer relationships, increases storage and increases profitability. The task ends with recommendations for the banks to adapt the CRM system, coordinate

them with customer expectations to drive loyalty and maintain a competitive advantage in the dynamic banking sector.
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Introduction

Customer Relationship Management (CRM) has emerged as a vital strategy for organizations, especially within the banking sector, where competition
is fierce and customer expectations are in constant flux. It's not just about managing customer details; the true power of CRM systems lies in cultivating
long-lasting relationships that boost customer satisfaction, retention, and loyalty. As banks transition to more digital platforms and personalized
services, grasping how CRM influences customer loyalty has become crucial. In banking, customer loyalty isn’t just important; it's a major driver of
sustainable growth. When customers are loyal, they tend to stick with a bank for a longer time, explore additional services, and even advocate for the
brand. Well-implemented CRM systems enable banks to offer customized services, provide proactive solutions, and improve the customer experience
at every interaction. This, in turn, is likely to enhance customer satisfaction and loyalty, establishing CRM as a key element of contemporary banking
strategies. This research aims to dive into the effectiveness of CRM systems in the banking sector, focusing on how these systems contribute to
nurturing customer loyalty. By analyzing the CRM practices, tools, and strategies that banks use, the study seeks to pinpoint the elements that elevate
the overall customer experience and promote long-term loyalty. Furthermore, this research will evaluate the impact of CRM on metrics related to
customer retention, satisfaction, and loyalty, revealing how banks can harness these insights.

Objectives of the Study

1.To Assess the Effect of CRM Systems on Customer Satisfaction and Retention.
2. To recognize Key CRM features that boost customer loyalty within the Banking Industry.
3. In order to Measure the Correlation Between CRM Effectiveness and Customer Loyalty Metrics.

4. To Examine the Problems and Obstacles to CRM Implementation in Banking industry.

Literature Review

e  The Impact of Artificial Intelligence on Customer Relationship Management in the Indian Banking Industry" by Mathur and Tiwari (2023)-
This study explains how Al-based CRM revolutionizes customer interactions, improves predictive analytics, and enhances security features
in the Indian banking industry.
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. Exploring the Influence of CRM on Customer Satisfaction: A Case of an Indian Public Sector Bank" by Kaur, Dhall, and Jain (2025): This
research explores how CRM dimensions influence customer satisfaction in a public sector bank and identifies that 'value proposition' and
'privileges and infrastructure' have a significant impact on overall customer satisfaction.

e A Study on Relationship Between Electronic Customer Relationship Management (E-CRM) and Customer Loyalty in the Banking Industry"
by Kumar and Mokha (2020):The study examines the influence of different dimensions of E-CRM on customer loyalty and finds a strong
positive correlation between all six dimensions of E-CRM and customer loyalty.

. Customer Loyalty in Banking Sector: A Study from Relationship Marketing Perspective" by Kumar. Mantha, Chinnadurai, and Sankala
(2025): This study examines the effects of relationship marketing factors like trust, communication, commitment, perceived security, and
perceived privacy on customer satisfaction and loyalty in the banking sector.

. Revisiting Brand Performance Metrics and Its Impact on Customer Loyalty in Indian Banking Sector: Role of Relational Quality and
Duration" by Chahal and Bala (2024):  The paper evaluates brand performance metrics and their influence on customer loyalty,
emphasizing the mediating role of relational quality and the moderating effect of relationship duration.

. The Impact of Artificial Intelligence on Customer Relationship Management in the Indian Banking Industry" by Mathur and Tiwari
(2023):  This research discusses how Al-driven CRM transforms customer interactions, enhances predictive analytics, and strengthens
security measures in the Indian banking sector.

Research Methodology

Research methodology is the scientific, theoretical examination of the methods used in a study. It comprises the guiding principles, methodologies, and
procedures of gathering, analyzing, and interpreting data within a research study. It dictates the manner in which the research shall be carried out and
the tools and methods to be utilized in addressing the research questions.

The method which is used in this research is as follows:

Primary Data:The data has been collected by sharing the google form in a questionnaire method.

Secondary Data:The sources of secondary data are articles,online websites and research paper etc.

Sample Size:The sample size for this research is people.

Sampling Method:The method is random sampling method by considering the responses from Vadodara city.
Statistical tools used for analysis: percentage and graphical method have been used for this research.
1)Gender

Analysis of Data Collection

Gender
53 responses

@ Male
49.1% @® Female
Other

Interpretation

The data shows that make respondents 50.9% slightly outnumber female
respondents 49.1%, indicating a nearly balanced gender distribution among the
participants.
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2)occupation:-ii

Occupation
48 responses

15
15 (53%)
10
5 (10.4%)
5 3 (6.3%) 3(6.3%)
2 (4.2%) 2 (4.2%)
12,0, W22 1 @219

2,102, 002 112 1% 0 (2,142, 1%) (2,102 D202, W2, 1%) L (2.1%)
| | |

0
10 th pass Banker Housewife Job Mba Student
Advocate Business Intern MBA Private job Teaching

Interpretation:-The data highlights that students arc the largest group at 3 1.3%,
followed by private employees at 4.2%, while business owners represent the
smallest category at 10.9%, indicating diverse occupational participation.

3)Age group:-

Age range

53 responses

® 18-24
@ 25-34
® 35-44
@ Other
@55
® 70
@® 60
@® 50
@ 47

Interpretation:- The data indicates that the majority of respondents (58.5%) fall
within the 18-25 age group, highlighting significant participation from younger

4) how frequently do you interact with your bank?

How frequently do you interact with your bank

54 responses

@ Daily
@ Monthly
@ Less than monthly

@ Option 1
A @ Once in a year

20.4%
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Interpretation:- The Data indicates that the majority of respondents (40.7%) fall
within the monthly, while daily interact with bank shows the lowest
representation at 20.4%.

What types of accounts do you hold with this bank?

53 responses

@ Saving account
@ Checking account
@ Loan

@ Investment

@ Other

@ Option 1

Interpretation:- The data Indicates that the majority of respondents (92.5%) fall within the types of accounts.

What methods do you typically use to interact with your bank?

50 responses

@ Online banking
@ Mobile banking
@ Atm

@ Phone banking
@ Other

/ A
@ Using yono
&

Interpretation:- The data indicates thatthe majority of respondents 30% within the
mobile banking ,while phone banking shows lowest representation at 16%.
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7)

When you interact with your bank, what are you typically trying to do?
50 responses

@ Check balance

@ Transfer fund

@ Request services
@ Other

@ Transaction

@ Use for all 3 option
@ Online transaciions

Interpretation:- The data indicates that the majority of respondents 48% within
transfer fund , while request services shows lowest representation at 10%
8)

Do u feel that your bank understand your financial needs?
49 responses

@ Yes
® No
@ Somewhat

Interpretation:- The data indicates that the majority of respondents 65.3% within
transfer fund , while bank understand customer financial services shows lowest
representation at 10%.
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9)

How satisfied are you with your banking experience?

48 responses

@ Very satisfied
@ Satisfied

@ Neutral

@ Dissatisfied

@ Very dissatisfied

Interpretation:-The chart demonstrates thata majority of respondents (45.8%) rate
the ease of satisfied with banking experience, followed by 22.9% indicating
neutral satisfaction with usability.

What are the most important factors you consider when choosing bank?

47 responses

@ Customer service
@ Interest rates

@ Convenience

@ Online banking
@ Reputation/ trust
@ Other

@ Interest rate , reputation and charges on
credit debit loan benifits

14.9%

Interpretation:- The data indicates that the majority of respondents 40.4% within
the most important factor customer service , while interest rate, charges on credit
debit loan benefits shows lowest representation.

Result and Findings

The survey result provide a rich and varied perspective on effectiveness and loyalty of CRM in banking industry of 80 respondents.
The sample is relatively balanced by gender,with a major male respomdents i.e.50.9%.

The research shows that the largest group pf people are students and business proprietors being the smallest group at10.9% demonstrating multifarious

participation across occupations.
According to the data,most of the respondent fall with in mobile banking.On other hand ,phone banking is represented the least.

The research has shown that although respondents expressing satisfaction of 45.8% is higher,experiences being neutral has 55.2%.
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Limitations Of the study

The data has been collected within a specific geographic area i.e vadodara city. In this research,we have a limited scope of sample size.
Data collected through google form raises privacy concerns.

Google forms requires an internet connection to create,access and submit forms which can be a barrier for those with limited or unrealible internet

access.

Conclusion

The analysis on the effectiveness and loyalty of Customer Relationship Management (CRM) within the banking sector suggests that The research on
effectiveness and loyalty of CRM systems in the banking sector reveals that CRM Systems profoundly increase customer satisfaction, retention, and
loyalty. " Utilizing data analytics, marketing, and communication funnels, banks can better meet the wants and needs of their clients. Aimed strategies
help build customer relationships which increases trust and engagement over time. Furthermore, CRM systems facilitate business operations, enhance
service quality, resolve customer issues proactively, and therefore, increase customer loyalty. Attainment of these goals is contingent upon the effective
execution of CRM strategies, employee training, and monitoring. Such banks adopting advanced technologies in CRM and customer orientation
strategies will have competitive advantages, which allow sustainable growth and profits. In conclusion, it is evident that CRM Systems are crucial for
the formation and sustenance of customer loyalty in the ever- changing world of banking.
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