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? . Benefits of E<CRM Services among Private Banking Customers—
A Study with Special Reference to Pollachi Taluk

'Dr. M. Deepa,
Assistant Professor
PG Department of Commerce (CA)
Nallamuthu Gounder Mahalingam College

Abstract
Banking Industry has witnessed a lot of changes in all the Liberalization. The advent of foreign banks into the
: country and the licensing of private sector have created stiff Competition within the business. E-CRM role is more
| important for a healthy growth of banking business and combat the competition from rivals. The objectives of the study
|8 are to identify the benefits enjoyed by the customers while using ¢-CRM services. The data study is based on the primary
data which is collected by the way of distributed well framed questionnaire. Totally there are 120 questionnaires were
5 issued among the customers. Convenience sampling methods have been adopted in this study. Some of the findings of the
| studies are: Most of the consumers are belonging to the age group between 22-30years Most of the consumers (66.67%)
' are female. Majority of the consumers (45.00%) are post graduates. Most of the Consumers (49.16%) are married.
| Majority of the respondents (51.67%) are residing in rural area. Some of the suggestions of the study are as follows: To
| improve user friendly, To secure customer personal information, Awareness camp must be conducted to educate account
!' holders about e-CRM service, To reduce the service charges and transaction charges. It is concluded that Customer

_ satisfaction found to be key advantages prove by the bankers while using e-CRM and the main benefits of this e-banking
] is convenience to the customers.

Keywords: using e-CRM, Electronic Customer Relationship Management (ECRM)

Introduction
I Banking Industry has witnessed a lot of changes in all the Liberalization. The advent of foreign banks into the country
and the licensing of private sector have created stiff Competition within the business. E-CRM role is more important for a
e healthy growth f’f banking business and combat the competition from rivals. In order to save time and to concentrate
4 more on marketing and selling, banks to adopt altemate channels like e-banking, m-banking, smart Cards, Automated

1 Teller I\.hchi‘nes etc., Electronic Customer Relationship Management (ECRM) has enabled the effectiveness of business
- transactions in modern economies. E-CRM has pervaded all spheres of human activity.

4 Techniques of E- CRM Used By the Banks

4 o mcﬂhﬁngmmwmmmldmdbymhmkoﬂndhbmks
~ e Automatic teller machines(ATMs)

Telex

Fax

' Internet

Tele banking/phone banking

Electronic clearing services

Online banking

Mobile banking
Electronic fund transfer (EFT)
NM.IEWEFMTMOIEFT)
Rﬂlfmﬁmml(RTGS)
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This study 15 undertaken Wi - —
1' dentify the benefits enjoyed by the customers while using e-~(
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Methodology
N . o
hed a which is collected by the way of distributed well framed questionnal

The data study is based on the primary dat

mpling Method g methods have been

20 questionnaire were the customers. Convenience samplin

Sample Size and Sa
Totally there are 1
adopted in this study.

Tools Used o
The following are the important statistical tool used in this present study.

1. Simple percentage and

issued among

Summary of Findings
The findings of this study are divided into three sections namely personal profile, benefit and problem

of e-CRM services.
e Most of the consumers are belonging to the age group betwe
e Most of the consumers (66.67%) are female
e Majority of the consumers (45.00%) are post graduates.
e Most of the Consumers (49.16%) are married
«  Majority of the respondents (51.67%) are residing in rural area
¢ Majority of the consumers (40.83%) monthly income above Rs.30,000

en 22-30years

Weight Average Method
Benefit of E-CRM Services
3 : .
::;:i &k[)%l;e:o;?, :ﬁn tr?nsrai;tlon, se.c:ond rank. give.n to customer loyalty, third rank given to recharge of
B tmouS rant: given t.o online bill 'payment, fifth rank given to online fund transfer, sixth

o pping Seventh rank given to security, eighth rank given to save time, ninth rank 4Ll
3 rank given to

e

1.6 Suggestion of the Study
Some of the suggestions of the study are as follows:

* Toimprove user friendly
. Ko secure customer personal information
*  Awareness camp must be conducted
to ed
* The head office may concentrate on bram‘;;:‘::fa account holders about E-CRM service
o it in semi urban and rura
g moutdeii: consumers Ehat make fuller utilization of E~CR;1“'G&S_ to implement E-CRM solutions
ure the security in use of internet banking and .Servuoes.
1.7 Conelusion g
Customer satisfacti
benefits of this e-banking 1. . found to be key ad
klllg is conveni Vantages prove b
more tigms:r;:,m' because the consumers are nt:tahcu?mm.m' Now a day’s cons::sn il using &-CRM and the main
ster deposit withdrawal and other 81ve more preference for calin withdraw money for th ne
services like payment, e| online banking it easy 1o gq g € consumers need
ectronic bj : ion i
¢ bills booking ar it transaction like fund
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g and Tasks confronted to achieve the Customer Desires

Digital Bankin
Dr. M. Thamizhselvi,

Faculty, Sri Sairam Degree College. Bangalore

rming workforce for longer

bility to retain its perfo
e imperative for banks to retain its employees 10

Abstract
The survival and growth of banks largely depend on its a
d. it has become mor
traditional banking system 10 online system has

n the fastest growing technological tren
The changing phase from
perations online. To meet the customers’

o changes quickly.
hey have option to carry out their day to day of
o digital world. This also helps to compete the

d lifestyle, banks are transforming int

t and to stand out always. The intricate nature of existing systems, which
mation. The transformation has influence not

e challenges faced by the banks in the phase of digital

ndrances faced by the customers while using the

time. |
pecome capable of adapting t

driven the customer so far, as t
demands and incredibly change
competitors and new players entering the marke
has been built in many years acts as hampering for this transfor
customers but also the employees. This paper aims to bring out th
banking. The study also focuses to bring out the best solution for the hi

online services.

only on

Keywords: , OTP (one-time passwords), Electronic banking

Introduction
Digital banking is a wide-ranging framework for the change to online banking, where the banking services are

delivered over intemet. Digital banking allows customer to conduct financ
the institution, which can be retail or virtual bank. Digital banking represents a virtual process that comprises online

banking and beyond. The drastic shift from conventional banking to digital banking has been gradual and remains
nvolves huge level of process automation and internet-based services and may include cross institutional
nts a virtual process which includes online banking and more.

ial transactions on a secure website operated by

ongoing. It i
service composition. Digital bank represe

Objectives of the study
1. To bring out the challenges faced by the banks in the phase of digital banking

2. To analyze the impact of Di gital banking on customers

Digital banking overview
In the middle 20" century,
introduction and use of electronic devices for the e

human being achieved great level in technology. The development has entrenched the
asy functioning of banking busines -banki i
bankiifg is a system where banking services are provided electronically to its cugstomers asn;aiil;(;sEcrtzI::;nag:; Eedm‘."c
track in doing the banking business. Electronic banking, popularly known as e-banking, is a service offi :‘3;3“\'?
ban!-aers, that allows customers to carry out all their banking transactions like financial transa:ctions deposit e_fe i
paying bills and to access the accounting information, through the use of electronic channels lil,,;e cti)m S~t‘“thdr3“f315‘
ATMs etc. E- Banking is also known as internet banking or web banking, provides comfort to their custol::e:si‘n"ax::llie:‘
g

banking facilities from their home or office without physical visit to the bank.

Entry of Indian banking into digital banking
Over the years, banki i
years ing system has radically transformed and has affected the lives of millions of individuals

arOI.IIld th lom. igi i i i y y

wherein banking customers can perform i
all their banking transacti :
e A R S LY Suxing sactions through online. It refi . .
services andbyas aypr;a::;ms:::;“;’“ t:rough internet. Internet banking, both as a r:ta::;:)da"fﬁdnancmi ey

; or . ; » Q 3 .

catching up in India with more and mo l;il:ess dW?EUPment’ has gained wide acceptance int s ba.nkmg
re banks entering the competition. India can be said to bemam}? R Jod 1 B
e on the threshold of a

25

/ V-LOAO_[ CIYW™asriase oo

UOL66 S88/6
JUN IYaluin A

|

wurLL L2088

4nins

/

| WYAVTVdiNT3



Proceedings of the International Conference op

J for Sustainable G"m
- Rusiness Strafegies and Opportunities N
.' \‘:.;:nul Perspective (1CBS - 2020 ~I1SBN- 978-81-945812-2-2

nking having already divulged.

mary hanking revolution with internct ba

intermediary between electronic stores and customers

Digital hanking services
digital money than currency. The banks, because of

Number of customers of digital bankin o
aver the world. They rely on encrypt

ports of ¢-commerce.

g which acts as an

i rapidly increasing all

digital hanking have hecome Major sup _ . ic ent of cash 1
- I’lam: on drastic development of technologies and increasing trend towards electronic paym there is 4

. e = aaage 3 , rai ’ itals, hotels etc
Jear ine i (fication of number of digital banks. Now a days. airlines, ,r.:surance g h{fspl a i 23
:::“"::‘::W'“ ].““:::f clectronic banks lt provide and maintain h_csl scr\flctj' and Sl:w::a;;l:: l?:s:‘hiig ;n;thpmedmmr
customers. On the other hand, the customers also supporting cl'_'.drmm mu-!sactlons " c'fl"l'l services we cttl;
coomic warld. Hence digital banking is & medium which make life casy for: Us Ot - iv ge: ba::mfgh
pet hanking are becoming more attractive substitute to visit services outlets: From cusc.?mcr s Pe'sped.l s | King
services offer multiple benefits to the customers such as ease to use, transferring ﬁu?dsv bill pamﬂ.‘t’ e -
information about the account, apply for loans etc. Customers can take advantage without even getting out from house.

Benefits of Digital banking

Advantages of digital banking upsurge the efficiency and performance of banks and increase the level of services of
banks. It not only saves the time and effort of its customers but also the bank staffs who otherwise has to undergo
immense pressure and stress because of the rapid population increase and necessity of banking service. 24 hours
availability of service, including public holiday, well secured banking operations are some outstanding features of digital
banking. The advantages of digital banking include

1. Digital banking delivers sophisticated security and decreases the risk of manipulation or theft. Reliability of cash
flow and speed of movement of cash without any hassle is an added advantage.
It also eased up the banking transaction and increased the haste of conducting them.
hmd:etin.e and effort of the customers while doing banking operations.
As all transactions are done electronically, the dependence on papers used to be in traditional banking method

having been reduced. It not only cut the cost incurred but al i
v redu : so contributes to i
5. Digital banking is characterized by the organization cash e

it ol

payments, which contribute to the agreed time for the

date deduction or payment of financial transfer is organized.
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Banking websites and apps offers customized web pages to its customer_. It
r helping its customers for any query related to online
ho use debit cards and credit cards. It also stopped
letting customers maintain accounts with zero

Better customer service and other services:
has devoted FAQ (Frequently asked questions) section fo
transactions. Banks also offers many discounts for the customers w
penalizing the customers on withdrawals on certificate of deposits,

minimum balance
Challenges faced by banking sector in the phase of digital banking

Financial technology is quaking up the financial services industry in huge ways. Though financial technologies
provide various interesting opportunities, banks are dealing with the challenges it brings simultaneously. Although thf
technologies bring solutions to many problems faced by the banks under traditional method of banking still, they aren’t
sure about how technology will disturb their daily operations.

The ever-changing regulatory environment poses a constant challenge for financial institutions of all types. Since
the financial crisis of 2008, banks have been bombarded with financial regulations. It is must for banks to comply with
the necessary regulatory to avoid heavy fees and penalties. The banks must apply the same regulatory standards to their
digital banking practices also.

Financial technologies startup business is also disturbing banking industry in big way. They have many
advantages over traditional banking system. They provide innovative, fast and effective method of meeting customer
needs. Although, it is very hard to disrupt the strong trust built up by the banks among its customers, it has to gain
technology advancement and insights through merger, acquiring startup companies etc.

Another challenge faced by the bank is crypto currency technology. Is it really safe and secure to its customers
to use crypto currency technology? This always remains as question in the minds of both banks and customers. The
reason behind this is hacking. Hacking of personal data has put this technology in to heavy risk. But now a day’s banks
started using block chain technology to overcome this hurdle.

Like risk of crypto currency technology, cyber attacks are another form of challenge or risk faced by the banks
in the phase of digitalization. Cyber attacks are quite damaging to customers who may lose their valuable private data. In
turn, banks are at a risk of losing customer’s trust. There are many ways through which banks can overcome this risk say,
usage of biometrics, OTP (one-time passwords), code generated passwords etc.

v

-

Another biggest challenge faced by the banks during the phase of digitalization is fi guring out how to move from
old legacy systems to new digital system. Digitalization is a process which can eliminate paper utilization and thus ™
m the cost drastically in banking industry. Internet, mobile, ATM is certain digital channels which has reduced
trans.actlon costs in branches. But the question is, how the transition is going to be. The banks have several options to
consider while implementing new technology. Front-end application will be a user-friendly interface that allows th
banks to stay relevant in the market. An Absolutely dedicated team which can work for the transformation with anoth 2
new team to develop entire new system will reduce the hurdles to be face in the phase of transition. %

27
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Task confronted to achieve the customer's needs

Though there are many advantages on E- banking, still banks struggle o 10010 rlcmln l:’ :l:’mmN‘r s confi
because of many reasons. Let us see the tasks confronted by the banks in the phase of digital '"h ';3" EW users oftey,
give up using the digital banking advantages, and sticking to conventional method i.f timely help/assistance jy not
provided. Sometimes, customers are afraid of losing thelr money and are often timid to discover all the options availapy,
on the website. Fake websites are becoming common in this technological world, Because of such fake website custom
are losing their trust upon the banks. Though we say online banks are open throughout the year, they do cause some king
of inconvenience 1o its customers at times, For instance, If we get locked out of the account, then we will be unable 1,
perform banking transactions. Explaining such confidential issues with some unknown customer service agents aly,
Creates anxiety and confusion in the minds of customers, Even well reputed and established banks also face security
issues. \_\rhile.ums&fﬁnn large sum of money, customers are not still confident to do it online.  Additionally, for some
:m‘k;b‘mns lmt!se eltf. lot of document verifications are necessary which is always advisable to do physically
. o 2 m&hndwe ek ls.;n!e is another barrier faced by the customers, Poor internet connection, bugs in the software,
s Breia and dd;;::u:::‘ﬂ w;ich‘ulwnys exist and make the customers feel real banks are better to deal with
B a2 e, A 3l ers find it difficult to use online banking. Neither can access their accounts if internet

50, always they need somebody’s assistance for doing online transactions. In the country

like India with humongous lati
Sl benking all ovec the O;P:npllw. ion, Banks has to struggle and has to go far to spread the purpose and benefits of

Key to successful digital transformation

Organizations support in innovation and digital culture is i Will be a great support for
s i y important than investment ;m!::

mmensel




