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ABSTRACT

Research on Bankers’ Awareness of the Strategy to

Establish and Operate CRM, and Influencing Factors.

- Focusing on Jeju's Local Banks -

Chang-Su Ko

Department of Management Information Systems
Graduate School of Business Adminstration
Cheju National University

Supervised By Professor Doo-Gyung Kim

The purpose of this study is to provide a strategy to efficiently
establish and operate CRM in banks by exploring the bankers’ assessment
and awareness of CRM.

According to the results, the bankers’ awareness of CRM is that
customer relations management in the marketing field has the strongest
impact on the CRM conducted within the entire structure of the bank,
followed by CRM in the operating field, and that in the service sector.

The results are in accord with the argument that in light of CRM,
the main target of management is marketing resources and operating

channels, and that customers are the target of service rather than that of

,70,



management. However, customer relations management mainly performed
by the marketing department focuses too much on the period before
selling banking products. Therefore, it i1s necessary to check and
strengthen CRM in the sales sector at the time of sale, and also in the
after—-sale service sector. The implication i1s that there needs to be a
balance between customer relations management in those three sectors.

In order for CRM in banks to be established and operated, the
information system must be upgraded including changes in working
processes or practices. Otherwise, the expected effects can not be obtained.

In order to succeed, managing the contacting points with customers
1s needed and obtaining a wide range of customer information is also

necessary. To this end, banks need to be equipped with appropriate

systems that suit their needs, considering steps of establishing CRM.
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