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gzer(ii;:)tlzz Hypotheses 5 (t- Value)  Year Lagged Cost: Year Lagged Cost:
[ (t- Value) 0 (t- Value)
Intercept (voo) 557 (9.284) 0.517 (11.675)"7 0.891 (15.475)"

CRM implementation H;
(CRM) (y20)

060 (2.897)" 0.074 (3.224)™" -0.564 (-10.994)""

CRMxtime(CRM X l)(’)z]) Hs,

-016 (-4.285"-0.024 (-6.199)"" -0.023 (-5.562)"""

CRM x strategic focus  Hj,
(CRM x SI)(22)

485 (12.055)""0.551 (14.615)

sk ok
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(CRM x PRD) (724)
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*p <.10. ¥* p <.05. ¥** p <.01.
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Mergers and acquisition  Hy, 0.053  (1.988)™ -0.053 (-2.251)" -0.171 (-6.645)""
(M&A) (85)

Lambda () Hgp, -1.887 (-8.532)™" -2.616 (-14.755)"" -0.479 (-2.319)""
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ABSTRACT

MEASURING THE FINANCIAL IMPACT OF CUSTOMER
RELATIONSHIP MANAGEMENT ON BANKS’
PERFORMANCE: A RISK-ORIENTED APPROACH

MOHAMED M. IBRAHIM

Higher Institute for Management Sceicne & Informatic

Customer relationship management approach is a sophisticated phenomen-
on in marketing literature. Not only does the implementation of such an
approach include changing the level of operation management in accordance
with new technological solutions, but it also requires change in all departments
and stresses the importance of giving enough attention to the ultimate objective
of customer relationship management program as a tool to increase the
customer value in the long run. Over the last decade, many firms have made
significant investments in CRM program, but these firms have run into financial
difficulties. In this article, the author offers an integrated view which includes:
the scientific foundations of the approach, its components, phases of
implementation, and effects on banks’ performance from a cost and profit
efficiency perspective under two conditions of efficient frontier return and risk
(Market risk, credit risk and operational risk). This is done within the context of
both firm level factors and adoption-related factors, using a quantitative
approach which enables banks to serve a mechanism to rationalize marketing
decision. Nowadays, marketers can no longer afford to rely on the traditional
assumptions that positive marketing activities and efforts will reflect auto-
matically into the best financial results.
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