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ABSTRACT (BAHASA MALAYSIA)

CRM merupakan pendekatan terbaru yang dipraktikkan oleh kebanyakan organisasi bagi
memastikan kepuasan pelanggan mereka terpelihara. Di samping itu, CRM juga
membolehkan sesebuah organisasi mengaut keuntungan besar di dalam jangkamasa
panjang memandangkan wujudnya pelanggan tetap yang digelar sebagai pelanggan
seumur hidup. Namun begitu pelbagai isu dan cabaran yang harus diharungi oleh
sesebuah organisasi sebelum mengimplementasikan CRM. Ini adalah kerana tanpa
kajian yang terperinci, sudah pasti berjuta-juta ringgit akan dibazirkan. Oleh sebab itu,
kertas kerja ini membincangkan segala isu dan cabaran yang perlu dihadapi untuk
mempraktikkan CRM. Di samping itu juga pendekatan terbaik CRM untuk sesebuah

organisasi juga dibincangkan secara terperinci.
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ABSTRACT (ENGLISH)

Customer relationship management is the latest approach practiced by most organizations
to ensure customer satisfaction is guaranteed.  Moreover this ensures that an
organization’s profit is increased in long term, as customers feel valued. To achieve this,
an organization has to ensure that all issues and challenges are addressed and where
necessary improvements are recommended before implementing CRM. Without a
thorough research, definitely investments in millions will go to waste. This research
paper is intended to address and discuss issues and challenges that lie ahead before
realizing CRM. This paper also focuses on the best method to be adopted by an

organization adopting CRM.
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Study on Issues and Challenges in the Implementation of Customer

Relationship Management in Malayan Banking Berhad

CHAPTER 1: INTRODUCTION

1.1 Introduction

The ideas behind Customer Relationship Management (CRM) are not new.
Today it’s widely acknowledged that how one treats the customers goes a long way
to determining one’s future profitability, and companies are making bigger
investments to do that. Customers are savvier about what sort of customer service
they should be getting and are registering the customer service preferences with their

wallets.

CRM has been at the heart of good business practices since the beginning of
the modern market-driven economy. What have changed in recent years are
technology and the business environment. Today, an organization that does not have

CRM strategy or does not use CRM applications is at a competitive disadvantage.

CRM is a business strategy to create and sustain long-term profitable
customer relationships. Successful CRM initiatives start with a business philosophy
that aligns company activities around customer needs. Only then can CRM
technology be used as it should be used, as a critical enabling tool of the processes

required to turn strategy into business results.
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