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ADSIEACE Ty we hove an emerging conept called ECRM, a means for te compares fo condut eraive and eriam
Commnicaions itk ctomer Comparies wheher theare amfcaring or are nte service, e 10 adopt iht cutomer laonsip
sucgies i order 10 survive i the compesive worid Banks ae ssing ECRM tols for creating eltonship wih theircstomers. Bank
cnplapees are working withthes ols and ucees ety depends onthe s i which 1 s roperty adopted and ed by these emplyecs
Ths sty wascondctedwithan obictie o e the mployee perceptionon ECRUM ool and efectivenes ofiape o hes ol

Keywords:  Custmer Relaionship Mansgement, Elcronic Cutomer Reltiorship Monagemens, Piate Sector Baks, and Public
secorbonks.

point about CRM in somewhat brooder erms.
scd tht atracting new customers should be

With ST compettion and advancement of technology,  Viewed 85 an intermediate step in marketing process. He
sevices provided by banks have become easir and 31 highlighed that in this compettive cr, there ae fwo
converient. I the pas, we have witnessd that people could  porant aspects of marketng, st ane is devloping close
wat for anhour befoc withdrawing cash from accounts o~ Feionship with such customers, and second one i mking
thatthey can even wait fo one month to clar the cheque n them loyal. Thus, he proposed, eltionship markcting as
e couty “Atracting, mainaining and in muliservice organizations
enhancing customer relationships” By tecommended

Before 10 years, we cannot imagine that banking sctor will i sutegie for practcin eltionship maketing. Those
e accesible 1 us at the ouch of our finger: Butnow i 15 sesegies are: doveloping  core sevice around which 1

possible. A mobile hand sct with an nlernct conneCtion i build the ustomer rlationship,customizing the rlatonship





