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ABSTRACT

CRM (Customer Relationship Management) in bankisigaikey element that allows a bank to develop its
customer and sales capacity. Retaining customersnigjor concern for banking institution which sisave importance of
C.R.M. In present time CRM is most essential atitisi done by the banks because of to develop gtratgrowth,
profitability and competitiveness of bank. BetteRI@ activities help to know the needs of the custarend proper
development of product. As competition increasesl fditus on CRM also increased because of to maitit@ present
customers and to attract the new customers withéte of CRM activities. Adopting CRM practicesuiseful to get better
understanding of the customer needs and for pyaoeiuct development. It also helps in effectivensegtation, targeting,
positioning, complaints management, maintainingglalerm profitable and mutually beneficial relatibips with
customers. For this study private and public baokets were surveyed with given 35 different statesiregarding CRM
practices adopted by top public sector banks. Turgey data was collected from Surat region of Gaijatate. The
purpose of this survey is to assess the level dergtanding of Customer Relationship Managemetdpnpublic sector
banks. This survey also helps to measure the aptrakption of service users towards CRM practifesach bank and
also for comparative analysis. This valuable feedlbmay be helpful to the different organizationwaod getting fair idea

about importance of CRM practices.
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