CONTENTS

Description

CERTIFICATE

CANDIDATE’S DECLARATION
ABSTARCT
ACKNOLWEDGEMENT
CONTENTS

LIST OF TABLES

LIST OF PUBLICATIONS

LIST OF ABBREVIATIONS
CHAPTER 1: INTRODUCTION

1.1.1.
1.1.2.
1.1.3.
1.1.4.

1.2.

1.2.1.
1.2.2.
1.2.3.
1.2.4.
1.2.5
1.3.

1.4.

1.4.1.
1.4.2.

Customer Relationship Management
Benefits of CRM
Evaluation of Customer Profitability

CRM Strategy Implementation Model

Customer Retention

CRM and Banking Sector

Customer

Relationship

Customer Services

Customer Delight

Role of Banks

Problems and Prospectus of Indian Banks
Competition

CRM Initiatives taken by the Bank

Page no.

ii
iii
iv-vii

viii-ix
X-Xiv

XV

xvi

xvii

1-26



1.5.  History of Indian Banking Sector
1.5.1. Banking System in India

1.5.2. Types of Banks

1.5.2.1. Public Sector Banks

1.5.2.2. Private Sector Banks

1.5.2.1. A. State Bank of India (SBI)
1.5.2.1. A. 1. Subsidiaries

1.5.2.1. A.2. Other SBI service point
1.5.2.1. B. Back ground of the Punjab National Bank

1.5.2.1. B.1. Establishment of Bank
1.5.2.1. 2. Subsidiaries

1.5.2.1. 3. Amalgamation
1.5.2.3.A. History of HDFC Bank

1.5.2.2. A. 1. Share listing of Bank

1.5.2.2. A. 2. Merger and Amalgamation

1.5.2.2. A. 3. Services provided by bank

1.5.2.2. A. 3.1 Wholesale Banking Services

1.5.2.2. A. 3.2 Retail Banking Services

1.5.2.2. A. 3.3 Treasury

1.5.2.2. B. Brief History of ICICI Bank

1.5.2.2. B.1. Merger and Acquisition

1.5.2.1.B. 2. Contribution of Bank in Pandemic Situation

Chapter-2: REVIEW of LITERATURE

2.1. Introduction

2.2 Review of Literature

27-49



CHAPTER 3: RESEARCH METHODOLOGY 50-56
3.1 Rationale of the Study

3.2 Research Gaps

3.3 Research Methodology

3.3.1 Research Objectives

3.3.2 Contribution and Need of the Study
3.3.3 Scope of the Study

3.3.4 Selected Banks

3.3.5 Area of the Study

3.3.6 Sampling Technique

3.6.7 Sample Profile & Data Collection
3.8 Data Collection

3.9Techniques of Analysis

3.10 Reliability of the Scales

3.11 Organization of the Study

3.12 Limitations of the Study

CHAPTER 4: ANAYLSIS AND INTERPRETATION OF DATA COLLECTED FROM
BANK EMPLOYEES 57-100

4.1 Introduction
4.2 Demographic Profile of the Respondents

4.3 Reliability of Scales

CHAPTERS: ANAYLSIS AND INTERPRETATION OF DATA COLLECTED FROM
CUSTOMER 101-170

5.1 Introduction

5.2 Sample Profile of the Respondents
5.3 Reliability of Scales

5.4 Factor Affecting Effective Behaviour of Employees



CHAPTERG6: FINDINGS, CONCLUSION AND RECOMMENDATIONS 171-
191
6.1 Findings of Bank Employees

6.2 Customer’s findings

6.3 Conclusion

6.4 Scope for Further Research

REFERENCES

Appendix



