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myF- 1 

re;ijapy; nkyhz;ik FU jpnahlh; yptpl; (Theodore Levit) fUj;J 

vd;dbtd;why; thof;ifahsh;fis cUthf;FtJk;/ mt;thW 

cUthf;fgLgth;fis jf;f itg;gJk; tpahghuj;jpd; nehf;fkhFk;. 

thof;ifahsh; bjhlh;g[ nkyhz;ikf;F ,g;nghJ eph;thf|;fs; 

Kf;fpaj;Jtk; bfhLf;fpd;wd. Vbdd;why; g[jpa bjhHpy; El;gKk; kw;Wk; 

bkd;bghUs;fSk; thof;ifahsh;fSf;F cjt[fpd;wd. 

thof;ifahsh; bjhlh;g[ nkyhz;ik bkd;bghUs; re;ijia \d;W 

Mz;LfSf;Fs; 700 kl|;F mjpfg;gLj;Jk;. ,jdhy; tUkhdk; 3 kpy;ypad; 

lhyh; mjpfhpf;Fk;. 

Definition 

(i) thof;ifiahsh; bjhlh;g[ nkyhz;ik vd;gJ 

thof;ifahsh;fis bjhlh;g[ bra;J mth;fis jf;f itj;J 

epWtdj;jpd; njitia g{h;j;jp bra;fpwJ. ,J 

thof;ifahsh;fspd; thH;f;if RHw;rp Kiwia ftdk; 

brYj;jp mth;fspd; njitia mjpfg;goahf g{h;j;jp 

bra;fpwJ. ,J g[jpa thof;ifahsh;fis mjpfg;gLj;jp giHa 

thof;ifahsh;fSf;F njitfis ed;F g{h;j;jp bra;J 

cjt[fpwJ. 

(ii) thof;ifahsh; bjhlh;g[ nkyhz;ik (CRM) vd;gJ jfty; 

mwpa[k; bjhHpw;rhiy ,J bkd;bghUs; \ykhft[k;/ 

,izajsk; \ykhf epWtd|;fs; thof;ifahsh; bjhlh;ig 

ey;yKiwapy; eph;thfk; bra;fpd;wd. 

CRM – d; Kf;fpaj;Jtk; 

Ke;ija fhyj;jpy; epWtd|;fs; bghpa thof;ifahsh;fsplk; kl;Lk; 

ed;F bjhlh;g[ itj;jpUe;jdh; Vbdd;why; mg;nghJ epWtd|;fshy; 

xt;bthU thof;ifahsh;fisa[k; ftdpf;f Kotjpy;iy. Mdhy; ,g;nghJ 

jfty; bjhHpy; El;gk; (Information Technology) \ykhf xt;bthU 

thof;ifahsh;fisa[k; mjpf bjhlh;g[ itj;Jf; bfhs;s KofpwJ. 

,g;nghJ CRM bfhs;ifia vy;nyhUk; Vw;Wf; bfhz;ldh;. 

Vbdd;why; ,J tpahghuj;jpw;F njitahd midj;J cj;jpfisa[k; 

mspf;fpd;wJ. khwptUk; RHYf;nfw;g kf;fspd; njitfis mwpe;J 

mjw;nfw;whw; nghy; bghUis cw;gj;jp bra;J/ thof;ifahsh;fSld; 

bjhlh;g[ bfhz;L g[s;sp tptuj;jpd; \yk; bghUspd; juj;ij mwpe;J/ 

epiwFiwfis g{h;j;jp bra;j gpwnf tpahghuj;jpy; mwpKf gLj;Jfpwhh;fs;. 

thof;ifahsh; bjhlh;g[ nkyhz;ik vd;gJ xU jukhd re;ijapy; 

tHpbewp ,J vy;yh nghl;oahsh;fSf;Fk; cjt[k;/ ,J eilKiwf;F 

bfhz;L tUk;nghJ midj;J eph;thf  mikg;g[ Kiwf;F  cjt[fpwJ. 

mJkl;Lkpy;yhky; midj;J nky;epiy nkyhsh;/ kw;w cah;epiy 

nkyhsh;fSf;Fk; cjt[fpwJ. ehk; ,e;j CRM – I bjhHpy; El;g 

Kiwapy; khw;Wk; nghJ epiwa gz KjyPL bra;fpd;wdh;. ,jd;  \yk; 

thof;ifahsh;fspd; tpgu|;fis nrfhpj;J mij fye;jha;t[ bra;J 

mjd;\yk; eph;thfj;jpw;F njitahd g[jpa tpgu|;fis 

nrfhpj;JbfhLj;J mjd;\yk; eph;tdj;Jila kjpg;iga[k; 

thof;ifahshh;fspd; bjhlh;iga[k; mjpfhpf;f bra;fpwJ. 
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,e;j bjhlh;g[ mjpfhhp (Relationship Manager) thof;ifahsh;fspd; 

,yhgj;ij mwpat[k; ,jd;\yk; g[jpa re;ijapy; eltof;iffis vLj;J 

eph;tdj;Jila kjpg;ig mjpfhpf;f bra;fpd;wd.  

CRM Fwpf;nfhs; (Objectives) 

(i) CRM epWtdj;jpw;F njitahd g[jpa thof;ifahsh;fis 

cldoahf bjhpe;J mth;fis fth;e;J mwpKfg;gLj;jp cjt[fpwJ. 

,jd;\yk; epWtdj;jpw;F jd;dpr;irahf thof;ifahsh;fspd; 

mwpKfkhfpd;wdh;. kw;Wk; re;ijapd; Fwpf;nfhs;fs; epWtdj;Jila 

yhgk; kjpg;g[ Mfpait mjpfg;gLj;j cjt[fpwJ.  

(ii) CRM thof;ifahsh;fspd; njitfisa[k; tpUg;gj;ija[k; g[hpe;J 

mij mjd;\yk; mth;fSf;F cjt[fpwj. ,e;j bra;jpfis 

mth;fs; E – Commerce \ykhf kw;Wk; Call Centre \ykhf 

mwpfpd;wdh;. 

(iii) thof;ifahsh;fspd; njitf;F ‘jFe;jhw;’ nghy; bghUs;fis 

totikj;J bfhLf;f CRM cjt[fpwJ. 

(iv) epWtdj;jpd; tpw;gid RHw;rpia rhpbra;J mjDila ,yhgj;ij 

mjpfhpf;f bra;fpd;wJ. 

(v) bkhj;j tpw;gida[k; mjpypUe;J mjpftpw;gida[k; bra;a CRM 
cjt[fpwJ. ,jd;\yk; epWtdj;Jila kjpg;g[/ khpahija[k; giHa 

thof;ifahsh; kj;jpapy; mjpfg;gLj;j cjt[fpwJ. 

(vi) CRM \yk; giHa thof;ifahshpd; njitfis g{h;j;jpbra;J 

mth;fSila mjpfg;goahd njitfis g{h;j;jpbra;a cjt[fpwJ. 

,jd;\yk; tpw;gidf;F gpwF bra;a[k; rh;tP!; kw;Wk; 

thof;ifahh;fSf;F njitahd cjtpfisa[k; (Support) – a[k; 

bra;fpd;wd. 

CRM – d; njit Need for CRM 

i. ,g;nghJ epWtd|;fs; thof;ifahsh;fis ikakhf itj;J 

nghl;oapLfpd;wd. ,jw;F Kd;g[ bghUs;fis ikakhf itj;J 

nghl;oapl;ldh;. ,jd;\yk; cyfstpy; nghl;oahft[k; kw;Wk; g[jpa 

bjhHpy; El;g|;fis mwpat[k; cjt[fpwJ. 

ii. E – thof;ifahsh; (Electronic Customer) njitfis clDf;Fld; 

bjhpe;J mth;fSila me;j njitfis g{h;j;jp bra;J kw;Wk; 

mth;fSld; bjhlh;e;J bjhlh;g[ itf;ft[k;. ,J cjt[fpwJ. 

iii.  CRM njit bjhlh;g[ (Demand  Chain) mjpf Kf;fpaj;Jtk; 

bfhLf;fpd;wd. Vbdd;why; Supply Chain. ,e;j njit bjhlh;ig 

rhh;e;Js;sjhy; mth;fs; ,jw;F Kf;fpaj;Jtk; bfhLf;fpd;wdh;. 

,jd;\yk; nghl;ofspy; cs;s epWtdj;ija[k; thof;ifahshpd; 

juj;ija[k;/ thof;ifahsh; jpUg;jpiaa[k; mwpa cjt[fpwJ. 

iv. CRM \ykhf thof;ifahsh;fis gw;wpa[k; mth;fSila 

mwpthw;wy; gw;wpa[k; bjhpe;J bfhs;syhk;. ,J xt;bthU epWtdKk; 

epiyj;J epw;f cjt[fpwJ. 
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bjhHpy; eilKiw re;ijapaYf;Fk; (Transaction Marketing) bjhlh;g[ 

re;ijapaYf;Fk; (Relationship Marketing) cs;s ntWghL. 

vz; bjhHpy; eilKiw 

re;ijapy; 

bjhlh;g[ Kiw re;ijapy; 

 Transaction Marketing Relationship Marketing 

1 jdptpw;gidf;F 

Kf;fpaj;Jtk; jUfpd;wJ. 

thof;ifahsh;fis 

epiyepwj;j mjpf ftdk; 

brYj;JfpwJ. 

2 bghUs;fspd;  gFjpfis 

gw;wp tpthpf;fpd;wd. 

bghUs;fspd; gad;fis gw;wp 

tpthpf;fpd;wd. 

3 FWfpa fhyj;jpy; 

eilbgWfpd;wd. 

ePz;l fhyj;jpy; 

eilbgWfpd;wd. 

4 thof;ifahsh; 

rh;tP!;f;F Fiwthf 

Kf;fpaj;Jtk; 

bfhLf;fpd;wJ. 

thof;ifahsh; rh;tP!;f;F 

mjpf Kf;fpaj;Jtk; 

bfhLf;fpd;wJ. 

5 thof;ifahsh; bjhlh;g[ 

eLj;jukhdJ. 

thof;ifahsh; bjhlh;g[ 

mjpfkhdJ. 

Effect of It and Internet on supplier customer Relationship 

jfty; bjhlh;g[ kw;Wk; ,izajsk; Vw;gLk; tpist[fs; - thof;ifahsh; 

bjhlh;g[. 

(i) jfty; bjhlh;g[ thof;ifahsh;fspd; njitfisa[k; tpUg;gj;ija[k; 

tpiuthf bjhpe;J bfhz;L mij g{h;j;jp bra;fpd;wd. 

(ii) ,izajsk; ekf;F g[jpa thof;ifahsh;fis bjhlh;g[ bfhs;Sk; 

tHpiaa[k; kw;Wk;  epWtd|;fSf;F md;whl njitahd bra;jpfis 

mwpa cjt[fpwJ. ,J E – thof;ifahsh; (E – Customer) \ykhf 

g[jpa cj;jpfis mwpat[k; cjt[fpwJ. 

(iii) ,izajsk; ekf;F cyfst[ nghl;ofis rkhspf;ft[k;/ cyfst[ 

cs;s thof;ifahsh;fis epiy epWj;jt[k; cjt[fpwJ. 

CRM kw;Wk; tpepnahf r|;fpyp bjhlh;g[ nkyhz;ik 

ikf;nfy; nghh;L vd;gth; Ie;J fhuzpfis TWfpwhh;. mjd;go 

epWtd|;fs; ey;y Kiwapy; nghl;oapl ntz;Lk; vd;W TwpapUf;fpwhh;. ,e;j 

tpepnahf r|;fpyp bjhlh; ,Ue;jjhy; jhd; ekf;F cw;gj;jp RHw;rpia 

Fiwf;fhky; epiy epWj;j Koa[k;. ,t;thW tpepnahf r|;fpyp bjhluhy; ehk; 

ek;Kila epWtdj;Jila ,Ug;g[ epiyia mwpa KofpwJ. ,t;thW mwpa 

Koatpy;iybad;why; ehk; vy;yh tifahd \yk; REP (Request for 

puerperal) – y; cs;s jilfis ePf;fp ePz;l fhyk; tpepnahf!;j;jh; 

Xg;ge;jk; bra;a cjt[fpwJ. 
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epWtdk; ,izaj;jsj;jpd; \yk; mth;fSila njitfis 

mwpat[k; tpiy eph;zak; bra;ag[k; btsp re;ijapy; Vyk; tplt[k; 

cjt[fpwJ. ,e;j ,izia jsj;jpd; \ykhf epWtdj;jpDila 

bghUs;fs; tpw;ft[k; mijg;gw;wp mwpat[k; cjt[fpwJ. ,e;j tpepnahfp!;jh; 

r|;fpyp bjhlh;g[ kf;fSf;Fk; epWtdj;jpw;Fk; ,izajsk; \ykhf 

bghUs;fspd; mlf;f tpiy bghUs; bfhLg;gth; nguk; ,itbay;yhk; mwpa 

cjt[fpwJ. 

 

 

 

 

 

 

 

 

 

 

 

 

CRM Strategies 

CRM thof;ifahsh;fspd; njitfis mwpe;J mjpf yhgj;Jld; 

mth;fSf;F g[jpa bjhHpy; Kiwfspd; \ykhf mth;fis jpUg;jp bra;J 

kw;Wk; g[jpa thof;ifahsh;fis fth;e;Js;sJ. ,jdhy; giHa 

thof;ifahsh;fspd; kjpg;g[k;/ mwpt[j;jd;ika[k; mjpfg;gLj;jg;gLfpwJ. 

i. CRM Strategies  thof;ifahsh;fis gFjpahf thpahf gphpj;;J  

mh;fSila Fwpf;nfhis eph;zak; bra;fpwJ. 

ii. thof;ifahsh;fspd; mwpt[ jpwid kjpg;gPL bra;J mth;fSila 

gyKk; gytPdj;ija[k; mwpa cjt[fpwJ. 

iii. In the strategy gy \ykhf Fwpf;nfhs;fisa[k; me;j Fwpf;nfhis 

miltjw;F vd;d tHpnah mija[k; bra;J jUfpwJ. 

Ra ghpnrhjid tpdhf;fs; 

1. CRM thof;ifahshpd; njitfis g{h;j;jp bra;fpd;wjh? 

2. CRM tpw;gid mjpfhpf;f cjt[fpwjh? 

3. CRM tpa{fk; \yk; thof;ifahshpd; mwpt[jpwid 

kjpg;gPl bra;a Koa[kh? 
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vz; 

re;ijapy; tpa{fk; 

(marketing strategy) 

CRM tpa{fk; (CRM 

Strategy) 

1 re;ijapy; ,yf;fzk;/ 

mij rhpghh;j;jYk;. 

thof;ifahshpd; 

,yf;fzKk; mth;fspd; 

njitia rhpghh;j;jYk;. 

2 ,J gyk;/ gytPdj;ij 

Muha gad;gLfpwJ. 

,J thof;ifahsh; 

jpwikia Muha 

cjt[fpwJ. 

3 ,J re;ijia gphpj;J 

mth;fSila 

nehf;fj;ij 

epiwntw;Wfpd;wdh;. 

,J thof;ifahsh;fis 

gphpj;J nehf;fj;ij 

epiwntw;WfpwJ. 

4 ,jd; \ykhf vt;thW 

,J bghUs;fis 

jpzpf;fpwJ. 

re;ijapDila ,e;j 

bghUspd; g|;F vt;tst[ 

vd;W mwpa cjt[fpwJ. 

,J thof;ifahshpd; 

jpUg;jp tpRthrk; mwpa 

cjt[fpwJ. 

5 bghUs; RHw;rp thof;ifahsh; RHw;rp. 

 

SUPPLIER RELATIONSHIP MANAGEMENT 

g[jpa khw;Wjy; khly; kw;Wk; e – re;ijapy; epWtdj;jpw;F 

th|;Fgth;fs;/ tpw;gth;fsps; cyfyhtpa th;j;jf bjhlh;g[ mjpfhpf;fpwJ. 

kw;Wk; ey;y tpe;ijia cUthf;FfpwJ. ,J ghh;l;dh;fis xw;Wika[ld; 

ed;F eilKiwgLj;jt[k; kw;Wk; jhdpa|;fpahf bray;gLfpwJ. 

Tl;L thzpfk; kw;Wk; tpahghu mlf;ftpiy fpilg;gijtpl ek; 

bghUis rPf;fukhf tpw;fgad;gLfpwJ. ,jd; \ykhf ehk; tpw;gid Mh;lh; 

kw;Wk; th|;Fk; Mh;lh;fis tpiuthf Kof;f cjt[k;. ,jd;\yk; ek;Kila 

thof;ifahsh;fis jpUg;jpgLj;jp mth;fspd; tpahghu grpia jPh;j;J 

itf;fyhk;. 
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Role of Internet on CRM 

(thof;ifahsh; bjhlh;g[ nkyhz;ikapy; ,d;lh;bel;od; g|;F) 

,izajsk; vd;gJ xU g[jpa fz;Lgpog;g[ ,J 1960 – k; Mz;L 

fz;Lgpof;fg;gl;lJ. ,J US Advanced Research Project Association – My; 

bfhz;Ltug;gl;lJ. ,th;fs; kpypl;lhpapy; elf;Fk; bra;jpia 

tpZ;ZhdpfSf;Fk;/ Muha;r;rpahsUf;Fk; mDg;gLfpwJ. 

 

 

 

 

 

 

 

 

 

1993 – k; Mz;L g[jpa bjhHpy;El;gk; \ykhf World wide web 

(WWW) vd;W Muk;gpf;fg;gl;lJ. ,jd;\yk; g[jpa bjhHpy;El;gk; g[jpa 

epWtd|;fs; ghpkhw;wg;gLfpwJ. ,jd;\yk; thof;ifahsh;fSf;F 

njitahd vy;yh cjtpfisa[k; bra;tjhy; mth;fSf;F bghUis tpl/ 

bghUs; fpilf;Fk; ,lk; Mfpait bjhpagLj;j cjt[fpwJ. vdnt/ 

thof;ifahsh;fspd; njitia vd;dbtd;W bjhpagLj;jpdhy; 

,izajsk; me;j bra;jpia ghpkhw;w cjt[fpwJ. ,jd;\yk; epWtdk;/ 

thof;ifahsh;fspd; brytpid Fiwj;Jf; bfhLf;fpwJ. 

IMPORTANCE OF E – MAIL IN CRM, 

(E – Mail – d; Kf;fpaj;Jtk; kw;Wk; CRM) 

kpd;dDtpay; Kf;fpakhd bra;jpfis fzpdp\ykhf ekf;F 

jUfpd;wdh;. ,jpy; mDg;g[dh; kw;Wk; bgWeh; ed;F Software bjhpe;J ,Uf;f 

ntz;Lk;. ,jpy; mDg;g[dUf;Fk; bgWeUf;Fk; E – Mail tpyhrk; njit. 

mg;nghJjhd; mth;fs; ed;F bjhpe;J bfhs;s Koa[k;. 

,e;j E – Mail \ykhf thof;ifahsh; njitia epWtdk; ed;F 

mwpa Koa[k;. mt;thW mwpa[k; nghJ mth;fspd; njitia g{h;j;jp bra;J 

thof;ifahsh;fis jpUg;jpgLj;jyhk;. 

,t;thW E – Mail \ykhf ehk; ekf;F njitahd tptu|;fis 

nrfhpj;J ,e;j tptu|;fis bfhz;L mij jFjpthhpahf gphpj;J mjd;go 

mth;fspd; thof;ifahsh;fspd; njit g{h;j;jp bra;J mth;fis jpUg;jp 

bra;a ntz;Lk; (m) jpUg;jpg;gLj;jyhk;. 

epWtdk; thof;ifahsh;fis gytHpfspy; bjhlh;g[ bfhs;fpd;wdh;. 

gH|;fhyj;jpy; epWtdj;jpy; xUth; gyngh;fspdlna bjhlh;g[ bfhs;fpd;wdh;. 

,t;thW mth;fs; bjhlh;g[ bfhs;tjhy; thof;ifahsh;fis gytpjkhf 

gphpj;J mjd;go mth;fis bjhlh;g[bfhs;s ntz;Lk;. ,izajsj;jpd; 

\yk; gy g[jpa re;ijapay; cj;jpfis filg;gpof;fyhk;. ,izajsk; 
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\yk; gyh; gyngiu bjhlh;g[ bfhs;syhk;. mjd; bjhlh;g[ khly; 

fPH;f;fz;lthW. 

,iza jsj;jpd; \yk; tpsk;guKk; bra;ayhk;. (Advertisement) 

,e;j ,izajsj;jpd; \yk; epiwa ngdh;fs; kw;Wk; mdpnkrdhf 

ehk; tpsk;guj;ij bra;a ,aYk;. 

,t;thW ,izajsj;jpd; \yk; tpsk;guk; bra;tjhy; ekf;F ,uz;L 

tpjkhd ed;ikia ehk; bgWfpnehk;. xd;W/ ehk; Ke;ija 

thof;ifah;fis fye;J mth;fspd; tpUg;gj;ij ed;F mwpfpnwhk;. ,t;thW 

ehk; ,izajsj;jpd; \yk; ed;F mwpfpnwhk;. ,t;thW ehk; ,iza 

jsj;jpd; \yk; tpsk;guk; bra;tjhy; ekf;F vd;d ed;ikfs; vd;W ghh;j;J 

ekf;F cyfk; KGtJk; thof;ifahsh;fs; fpilf;fpd;wdh;. ,J xU 

brytw;w tpsk;gutHp ,jdhy; vy;nyhUk; gadilfpd;wdh;. 
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tpdhf;fs; 

1. thof;ifahsh; bjhlh;g[ nkyhz;ik vd;why; vd;d? 

2. CRM ve;j bjhHpy; El;gj;jpd; \yk; thof;ifahsiu bjhlh;g[ 

bfhs;fpwJ? 

3. CRM – d; Kf;fpaj;Jtk; vd;d? 

4. CRM – d; Fwpf;nfhs;fs; ahit? 

5. bjhHpy; eilKiw re;ijapaYf;Fk; cs;s ntWghLfs; vd;d? 

6. CRM thof;ifahsh; rh;tP!;f;F Kf;fpaj;Jtk; bfhLf;fpd;wjh? 

7. tpepnahf r|;fpyp bjhlh;g[ nkyhz;ik gw;wp ikf;nfy; nghh;L TWk; 5 

fhuzpfs; ahit? 

8. re;ijapd; tpa{fj;jpw;Fk;/ CRM tpa{fj;jpw;Fk; cs;s ntWghL ahJ? 

 

tpilfs; 

1. rhp 

2. rhp 

3. rhp 

4. 1993 

5. rhp 

6. jtW 

  

Ra ghpnrhjid tpdhf;fs; 

 

4.WWW. Muk;gpf;fg;gl Mz;L/  

     a) 1993   b) 1983   c) 1973 

 

5 E-mail. \ykhf thof;ifahsh; njitia ed;F mwpa 

Koa[k;.       

 

6. ,izajsj;jpd; \yk; tpsk;guk; bra;a ,ayhJ   
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myF - 2 

thof;ifahsh; tpRthr nkyhz;ik (Customer Loyalty Management) 

 xU epWtdk; mjd; nghl;o epWtd|;fis tpl Kd;ndwt[k;/ 

bghUshjhu tifapy; ,yhgk; <l;lt[k; ntz;Lbkdpy; me;epWtdkhdJ 

ve;j mstpw;F tpRthrkhd thof;ifahsh;fis bfhz;oUf;fpd;wJ kw;Wk; 

mth;fis jf;fitf;f mJ vd;d Kaw;rp vLf;fpd;wJ vd;gjpy;jhd; ml|;fp 

,Uf;fpd;wJ.  thof;ifahsh; njit mwpe;J mth;fSf;F ed;whf nrit 

bra;J mth;fSila tpRthrj;ij bgwt[k;/ mth;fis jf;fitj;Jf; 

bfhs;st[k; bghJthf vy;yh epWtd|;fSk; Kaw;rp bra;jhYk; mtw;wpy; 

xU rpy epWtd|;fns btw;wp milfpd;wd.  cw;gj;jp bjhHpy; 

epWtd|;fshf ,Ue;jhYk; rhp my;yJ nrit epWtd|;fshf ,Ue;jhYk; 

rhp thof;ifahsh; tpRthrk; mjpfhpj;jhy;/ ,yhgKk; mjpfhpf;Fk; vd;gJ 

me;epWtd|;fspd; eph;thf mjpfhhpfSf;F ed;F bjhpa[k;. 

 tpRthr thof;ifahsh;fs; tl;lj;ij cUthf;FtJ vd;gJ 

rhjhuzkhd fhhpak; ,y;iy.    xU epWtdj;jpDila tpahghu tpa{fk; 

mikf;Fk;bghGnj ,jida[k; jpl;lkply; ntz;Lk;.  thof;ifahsh;fspd; 

ek;gfj;jd;ikfis bgw;w MBNA, Credit Card Business nghd;w epWtd|;fs; 

Tl btw;wp mile;jjw;F fhuzk; mth;fSila vz;z|;fs; kw;Wk; 

bray;ghLfs; KGtJk; thof;ifahsh;fis Rw;wp mike;J ,Ue;jJ. 

 ek;gfkhd thof;ifahsh;fis bfhz;Ls;s epWtd|;fs; fPH;f;fz;l 

ed;ikfis milfpd;wd. 

1. epWtdj;jpd; bghUis jpUk;g jpUk;g th|;FtjhYk;/ mij 

kw;wth;fSf;F ghpe;Jiu bra;tjd; \ykhft[k; tpw;gid 

mjpfkhtJld; me;epWtdj;jpd; tUkhdk; caUk;. 

2. mDgtk; kpFe;j thof;ifahsh;fs; epiwa ,Ug;gjhy;/ \yg; 

bghUl;fis th|;Fk; tpiy Fiwe;J mjd; \yk; cw;gj;jp tpiy 

Fiwa[k;. 

3. bjhHpyhsh;fs; kd epiwnthL ,Ug;gjhy;/ fk;bgdpia tpl;L 

mt;tst[ vspjpy; tpyf khl;lhh;fs;. 

mbkhpf;fhtpd; STATE FORM ,d;R{ud;!; fk;bgdp/ me;ehl;oDila 

bgUk;ghyhd kf;fs;bjhifia  ,d;#;a{h; bra;J cs;sJ.  kw;w 

nghl;oahsh;fistpl ,e;epWtdnk tpw;gid kw;Wk; tpepnahf bryit 

Fiwthf bfhz;L cs;sJ.  ,e;epWtdj;jpd; tpw;gid kw;Wk; tpepnahf 

bryit Fiwthf bfhz;L cs;sJ.  ,e;epWtdj;jpd; V$z;Lfns kw;w 

nghl;o fk;bgdpfspd; Vb$z;l;fistpl mjpf tUkhdk; <l;Lfpd;whh;fs;.  

me;epWtdj;jpd; KjyPL ,d;W 18 gpy;yad; mbkhpf;f lhyh;fis jhz;o 

tsh;e;J bfhz;L ,Uf;fpd;wJ.  tl mbkhpf;fhit bghWj;jtiu gz 

rk;ge;jgl;l nrit epWtd|;fspy; ,d;W ,e;e[pWtdnk Kf;fpa g|;F 

tfpf;fpd;wJ.  ,jw;F Kf;fpa fhuzkhf fUjg;gLtJ me;epWtdk; ey;y 

thof;ifahsh;fis njh;e;J vLj;jJk;/ mth;fSila njitfis mwpe;J 

nrit bra;jJk; mth;fis jf;fitj;Jf; bfhz;lJk;jhd;. 
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thof;ifahsh; bghUl;fis  njh;t[ bra;a[k; Kiw/  

(Customer Buying ) 

 bghUl;fis re;ijgLj;Jjypy; <Lgl;oUf;Fk; xU epWtdk; Kjypy; 

epiwa tp#a|;fis nrfhpf;f fw;Wf;bfhs;s ntz;Lk;.  thof;ifahsh; 

vd;gth; ahh;>  vd;d khjphpahd bghUl;fis mth; mjpfk; tpUk;g[fpd;whh; 

(m) th|;Ffpd;whh;>  vt;tst[ ehisf;F xU Kiw th|;Ffpd;whh;>  vt;tst[ 

vz;zpf;if th|;Ffpwhh;> v|;F th|;Ffpd;whh;>  me;jg; bghUis mth; 

th|;f mtiu ahh; J}z;odhh;fs;> ,Jnghd;w tpdhf;fSf;F xU epWtdk; 

vt;tst[f;bft;tst[ tp#a|;fs; nrfhpf;f Koa[nkh mt;tst[f;F mt;tst[ 

nrfhpf;f ntz;Lk;. Vbddpy; ,ij ikag;gLj;jpna me;j epWtdj;jpDila 

khh;f;bfl;o|; g[nuhf;uhk; ,Uf;Fk;. 

bghUs; njh;t[ bra;a jPh;khdpg;gth;fs; ( Making Roles) 

 xU thof;ifahsh; xU bghUs; njh;t[ bra;a[k; bghGJ/ mth; 

mg;bghUis njh;t[ bra;a rpy rka|;fspy; mtiu gy ngh; J}z;o 

,Gf;ff;TLk;.  mk;khjphp egh;fSf;F bghUs; njh;t[ bra;a J}z;Lgth;fs; 

my;yJ jPh;khdpg;gth;fs; vd;W bgah;.  xU epWtdk; (m) bghUs 

khh;f;bfl;o|; bra;gtUf;F mk;khjphp egh;fis gw;wp bjhpe;J itj;jpUg;gJ 

mtrpak;.   

 

 

 

 

 

 

 

 

 

 

bghUs; th|;Fnthh; tiffs; (Classification of  Buyers) 

 bghUs; th|;Fgth;fis bghJthf ,uz;L tiffshf gphpf;fyhk;.  

xd;W bre;j cgnahfj;jpw;fhf th|;Fgth;fs; kw;bwhd;W 

epWtd|;fSf;Ffhf th|;Fgth;fs;. 

bghUs; th|;Fnthh; tiffs; (Classification of  Buyers) 

 bghUs; th|;Fgth;fis bghJthf ,uz;L tiffshf gphpf;fyhk;.  

xd;W bre;j cgnahfj;jpw;fhf th|;Fgth;fs; kw;bwhd;W 

epWtd|;fSf;Ffhf th|;Fgth;fs;. 

bghUs; th|;f KobtLf;Fk; Kiwfs; 

 fPH;f;fz;l goepiyfspd; go thof;ifahsh;fs; bghUl;fis th|;f 

Kot[ bra;fpwhh;fs; 

1. epiwntwhj Mir vd;d vd;gij czh;jy;. 

2. khw;W tHpKiwfis njh;t[ bra;jy;. 

Ra ghpnrhjid tpdhf;fs; 

 

1. STATE FORM epWtdk; xU Fiwe;jst[ kf;fis ,d;#Pa{h; 

bra;Js;sJ   

 

2. bjhHpyhsh;fs; kdepiwnthL ,Ue;jhy; fk;bgdpia tpl;L 

mt;tst[ vspjpy;   tpyfkhl;lhh;fs;           

              

3. thof;ifahsh;fs; bghUs; th|;Fk;bghGJ mth;fisj; J}z;o 

vGg;g[gth;fs;   jPh;khdpg;gth;fs; vdg;gLth;.     
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3. khw;W tHpKiwfis kjpg;gPL bra;jy;. 

4. ,Wjp Kot[ bra;jy;. 

5. bghUs; th|;fpa gpd;g[ thof;ifahshpd; kdepiy 

1. epiwntwhj Mir vd;d vd;gij fz;lwpjy; 

xUth; xU bghUis itj;jpUf;Fk; bghGJ ntW xU bghUSf;F 

khw epidf;fpd;whh; vdpy; jw;nghJ itj;J ,Uf;Fk; bghUspy; mtUf;F 

KG jpUg;jp ,y;iy vd;gnj mh;j;jk;.  me;j epiwntwhj Mir my;yJ 

jpUg;jpgLj;jhj tp#ak; vd;d vd;gij Kjypy; fz;lwpa ntz;Lk;.  

cjhuzkhf xUth; xU epWtdj;jpd; nkhl;lhh; igf; itj;Jf; bfhz;L ntW 

epWtdj;jpd; nkhl;lhh; igf;fpw;F khw epidf;fpwhh; vdpy; jw;nghJ cs;s 

igf;fpy; mtUila Miria g{h;j;jp bra;ahj tp#ak; (m) FiwghLfs; 

mjhtJ ,Uf;Fk;.  mJ vd;d vd;gij fz;lwpa ntz;Lk;. 

2. khw;W tHpKiwfis njh;t[ bra;jy;. 

nkny brhd;d me;j FiwghLfis (my;yJ) epiwntw;wg;glhj 

Miria g{h;j;jp bra;af;Toa khw;W tHpKiwfis fz;lwpa ntz;Lk;.  

re;ijapy; me;j khjphp Fiwfis fisaf;Toa khw;W bghUl;fs; epiwa 

,Uf;Fk;.  mt;thW mtiu KGikahf jpUg;jpgLj;jf;Toa bghUl;fs; 

vit vd;gij fz;lwpa ntz;Lk;.  ,e;j khjphp khw;W tHpKiwfis 

fz;lwpa mth;/ mtUila ez;gh;fs; kw;Wk; cwtpdh;fis ehlyhk;.  

tpw;gid gpujpepjpfis mqfyhk;.  o.tp/ bra;jpj;jhs; nghd;w kPoahf;fspy; 

,Ue;J bra;jpfs; nrfhpf;fyhk;.  

3. khw;W tHpKiwfis kjpg;gPL bra;jy;. 

,J kpft[k; xU Kf;fpakhd epiyahFk;.  bjhpt[  bra;ag;gl;l 

xt;bthU bghUSf;Fk; rhjfkhd/ ghjfkhd tp#a|;fs; ,Uf;Fk;.  

xt;bthU bghUshf vGjpf;bfhz;L mjid ed;F Muha ntz;Lk;.  Rit/ 

fyh; tpiy/ ciHf;Fk; jd;ik ghJfhg;g[ ,d;Dk; ,J nghd;W vd;bdd;d 

tp#a|;fs; ekf;F Kf;fpankh mit midj;ija[k; ed;whf kjpg;gPL bra;a 

ntz;Lk;. 

4. ,Wjp Kot[ bra;jy;. 

nkw;TwpathW/ xt;bthU bghUl;fspd; epiw/ Fiwfis myrp 

Ma;t[ bra;j gpwF/ KGikahf mtiu jpUg;jpgLj;jf;Toa bghUs; vd;d 

vd;gij njh;t[ bra;a ntz;Lk;. 

5. bghUs; th|;fpa gpd;g[ thof;ifahshpd; kdepiy 

xU bghUis xU thof;ifahsh; th|;fpa gpd;g[ mtUila 

kdepiy vg;go ,Uf;fpd;wJ vd;gJ me;j epWtdj;ij bghWj;j tiu kpft[k; 

Kf;fpak;.  Vbddpy; mth; KGikahf jpUg;jp mile;J ,Ue;jhy;/ 

kw;wth;fSf;Fk; me;j bghUis th|;f ghpe;Jiu bra;thh;.  th|;fpa me;j 

bghUs; mth; epidj;jgo mtiu jpUg;jpgLj;jtpy;iy vdpy; mth; kPz;Lk; 

ntW xU bghUSf;F khwf;TLk;.  nkYk;/ kw;wth;fSf;Fk; ghjfkhf 

ghpe;Jiu bra;thh;.  mjd; \yk; epWtdj;jpd; tpw;gid kw;Wk;  ,yhgk; 

ghjpf;ff;TLk;.  vdnt xU epWtdkhdJ/ bghUis tpw;nwhk;/ gzk; 

th|;fpndhk; vd;W ,y;yhky;/ bghUis tpw;wgpwF thof;ifahsUila 

kdepiy vd;d>  mth; ve;j mstpw;F bghUspy; jpUg;jpahf ,Uf;fpd;whh; 

nghd;w tp#a|;fspy; kpft[k; mf;fiwnahLk;/ tpHpg;g[zh;nthLk; ,Uf;f 

ntz;Lk;. 
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THE LOYALITY LADDER 

 

 

 

 

 

 

 

 

 

 

 

 

 

thof;ifahsh; bghUs; th|;f KobtLf;Fk; braypy; Mjpf;fk; 

brYj;jf;Toa fhuzpfs; (Factors Influence Decision Making Process) 

 xU thof;ifahsh; xU bghUis th|;f jPh;khdpf;Fk; braypy; 

mtiu mg;bghUis th|;f J}z;l Mjpf;fk; brYj;jf;Toa rf;jpfs; (m) 

fhuzpfs; epiwa cs;sd.  cjhuzkhf kf;fs; $hypahf bghGijf; 

fHpf;f tpLKiw ehl;fspy; jhd; mjpfk; btspapy; bry;fpd;wdh;.  vdnt 

,|;F me;j tpLKiw ehl;fs;jhd; me;j kf;fspd; elj;ijfis 

jPh;khdpf;fpd;wd.  ,nj nghd;W kw;w rpy tp#a|;fspYk; xU 

Ra ghpnrhjid tpdhf;fs; 

 

4. xUth; xU bghUis itj;jpUf;Fk;bghGJ ntW xU 

bghUSf;F khw epidf;fpd;whh;  vdpy;/ jw;nghJ mth; 

itj;jpUf;Fk; bghUspy; __________  vd;gnj fhuzk;.  

 

     1) tpiy mjpfk;  b) juk; Fiwt[  c) KG jpUg;jp,y;iy 

 

5. xU bghUis thof;ifahsh; th|;fpa gpd;g[/ mtUila 

kdepiyg;gw;wp Kf;fpak; ,y;iy.          

     

6. bghUl;fspd; epiw Fiwfis myrp Muha;e;j gpwnf/ 

KGikahf mtiu jpUg;jpgLj;jf;Toa bghUs; njh;t[ 

bra;ag;gLfpd;wJ.      
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thof;ifahsUila bghUs; th|;Fk; eltof;ifia jPh;khdpf;fpd;wd.  

mitfis ehd;F tiffshf fPH;f;fz;lthW gphpf;fyhk;. 

1. R{H;epiy fhuz|;fs; (Situational (Or) Environmental Variables) 

2. r\f – fyhr;rhu fhuzpfs; (Socio – Economic Variables) 

3. cstpay; rk;ge;jgl;l fhuzpfs; (Psychological Variables) 

4. taJ/ Cjpak;/ ghypdk; nghd;w fhuzpfs; (Demographic Variable) 

1. R{H;epiy fhuz|;fs; 

bghUs; th|;Ftjw;F cz;lhd fhy mtfhrk; njh;t[ bra;tjw;F 

mth;f;F ,Uf;Fk; bghUl;fspd; filfs; mike;J ,Uf;Fk; ,lk; vt;tst[ 

ehl;fSf;F xUKiw th|;Ffpd;whh; nghd;w fhuzpfs; xU thof;ifahsh; 

bghUs; th|;f jPh;khdpf;Fk; bghGJ Kf;fpa rf;jpahf tps|;Ffpd;wd. 

2. r\f – fyhr;rhu fhuzpfs; 

bghJthf ve;j xU kdpjdhf ,Ue;jhYk; rhp mtDila 

eltof;iffis ed;F ftdpj;Jg;ghh;j;jhy; mtd; rhh;e;j/  mtd; tsh;e;J/ 

thH;e;j r\f – fyhr;rhu gz;ghl;il xl;ona ,Uf;Fk;.  bghUl;fs; th|;f 

njh;t[ bra;jypy; mJ gpujpgypf;Fk;. 

xUtDila eltof;iffis jPh;khdpf;Fk; Kf;fpa rf;jpahf 

tps|;Ftij mtd; rhh;e;j r\fk;. cjhuzkhf xU ,e;J r\fj;jpy; gpwe;j 

xUtdJ bray;ghLfs; KKtJk;  me;j ,e;J kjj;ij rhh;e;nj ,Uf;Fk;.  

,!;yhkpa r\fj;jpy; gpwe;j xUtDila bray;fs; midj;Jk; me;j 

,!;yhkpa kj r\fj;ij rhh;e;nj ,Uf;Fk;.  fpwp!;jt FLk;gj;jpy; gpwe;j 

xUtDila bray;ghLfs; midj;Jk; me;j fpwp!;jt r\fj;ij rhh;e;nj 

,Uf;Fk;.  bjd;dpe;jpa r\fj;jpy; gpwe;j xUtdJ bray;ghLfs; bjd;dpe;jp 

r\fj;ij xl;ona ,Uf;Fk;.  tl ,e;jpa r\fj;jpy; gpwe;j xUtDila 

bray;ghLfs; tl,e;jpa fyhr;rhu czt[/ cil/ gHf;f tHf;f|;fspilna 

,Uf;Fk;.  ,nj nghd;Wjhd; xU thof;ifahsh; xU bghUis njh;t[ 

bra;a[k;bghGJ mtd; rhh;e;j r\fj;jpd; Mjpf;fk; mjpy; ,Uf;Fk;. 

ez;gh;fs;/ mf;fk;gf;fj;jhh;/ mYtyf|;fspy; cld; gzpg[hpnthh; 

fl;rpj;jiyth;fs;/ eof – eoiffs; nghd;wth;fSk; xU thof;ifahshpd; 

elj;ijia jPh;khdpf;fpd;wdh;. 

xU FLk;gj;jpy; cs;s fzth;/ kidtpianah my;yJ  kidtp 

fztidnah my;yJ ,th;fs; ,UtUk; FHe;ijfisnah my;yJ 

FHe;ijfs; bgw;nwhh;fsJ eltof;iffisnah jPh;khdpf;Fk; rf;jpfshf 

tps|;Ffpd;whh;fs;. 

rKjhaj;jpy; xU kdpjd; ve;j me;j!;jpy; (mjhtJ nky; tFg;g[/ 

,iltFg;g[/ fPH; tFg;g[) ,Uf;fpd;whndh mJt[k; mtdJ eltof;ifia 

jPh;khdpf;Fk;.  mtd; th|;Fk; bghUs;/ bghUspd; tpiy/ th|;Fk; ,lk; 

nghd;wit mij xl;ona ,Uf;Fk;.  
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thof;ifahsh;fs; ,Hg;g[ Vw;gLj;Jk; jhf;f|;fs; (Impact of Lost Customer) 

 xU epWtdkhdJ  me;epWtdj;jpd; thof;ifahsh;fs; njitawpe;J 

bghUis cw;gj;jp bra;a Koahky; nghtJ (m) mth;fis jpUg;jpg;gLj;j 

Koahj bghGJ (m) ,t;tpuz;ila[k; bra;J mth;fis jf;f 

itj;Jf;bfhs;s Koahky; nghFk; bghGJ thof;ifahsh;fs; ntW 

epWtdj;jpd;  bghUl;fis ehor; bry;yf;TLk;.  mt;thW khwp bry;Yk; 

thof;ifahsh;fspd; ,Hg;g[ me;epWtdj;jpy; fPH;f;fz;l jhf;f|;fis 

Vw;gLj;Jk;. 

1. me;epWtdkhdJ tpiykjpf;f Koahj thof;ifahsh;fis 

,Hf;fpd;wJ. 

2. tpahghuk; Fiwa[k;. 

3. ,yhgk; Fiwa tha;g;g[ ,Uf;fpd;wJ. 

4. me;epWtdj;jpd; re;ijapd; kjpg;g[ (Market Share) Fiwa[k; 

5. me;epWtdj;ij tpl;L ntW epWtd|;fis ehLk; bghGJ mJ 

KiwKfkhf nghl;oahsh;fs; gad;bgw tHptFf;fpd;wJ. 

 

 

 

 

                                   

 

   

 

 

 

Situational Variables 
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Buyer’s Social Factors 

Buying 

decision 

Time, store’s atmosphere, 

marketing stimuli 

 

Perception, attitudes, 

motivation 

Personality, 

life style, 

other 

demographic 

factors like 

age, gender, 

occupation 

etc. 

Culture, reference 

groups, family 
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tpdhf;fs; 

1.    thof;ifahsh; tpRthr nkyhz;ik vd;why; vd;d? 

1. thof;ifahsh; ve;j goepiyfspy; bghUs;fis th|;f 

jPh;khdpf;fpwhh;fs;? 

2. thof;ifahsh; bghUs; th|;f KobtLf;Fk; braypd; Mjpf;fk; 

brYj;j Toa fhuzpfs; ahit? 

3. r\f fyr;rhu fhuzpfs; vt;thW tpahghuj;jpy; khw;wj;ij 

Vw;gLj;Jfpd;wd? 

4. thof;ifahsphpd; ,Hg;g[ xU epWtdj;jpd; jhf;fj;ij vt;thW 

Vw;gLj;JfpwJ? 

5. xU epWtdk; re;ijapy; bjhlh;e;J epiyj;jpUf;f thof;ifahsh; 

njitia mwpe;J cw;gj;jp bra;a ntz;Lkh? 

tpilfs; 

1. jtW  

2. rhp 

3. rhp 

4. KG jpUg;jp ,y;iy 

5. jtW 

6. rhp 
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myF - 3 

CRM in the data base 

thof;ifahsh;fspd; bjhlh;g[ nkyhz;ikapay; bra;jpg; bgl;lfk;. 

,e;j bra;jpf; fsZ;rpak; \yk; ehk; epWtdj;jpw;F njitahd 

bra;jpfis vLj;J mij Muha;e;J tpahghu cf;jpfis nghy; khw;wp mij 

cgnahfg;gLj;jyhk;. jfty; bjhHpy;El;gk; ek; epWtdj;jpw;F njitahd 

thof;ifahsiug; gw;wp bra;jpfis bfhLj;J mjd;go epWtdj;jpd; 

nkyhz;ikia cah;j;jp bfhs;fpnwhk;. 

,t;thW ehk; thof;ifahshpd; bra;jpia nrfhpg;gjpy; FiwghL 

,Ue;jhy; mJ KobtLg;gjpy; Fiw Vw;gLk;. mjdhy; xt;bthU epWtd 

jfty; bjhHpy;El;gj;ij fye;J mjd;\yk; mth;fs; epWtdj;jpw;F 

njitahd jfty;fis nrfhpj;J ed;F Kot[ vLf;f ntz;Lk;. ,jdhy;/ 

tpahghuk; ed;F tsh;r;rpmila cjt[fpwJ. 

bra;jp Fnlhd; \yk; ehk; vy;yh ghlj;jpd; tptu|;fis nrfhpj;J 

ehk; ekf;F njitahd bra;jpia vLj;J mij xd;W nrh;j;J 

thof;ifahsUf;Fk; kw;Wk; epWtdj;jpy; cgnahfpf;fyhk;. 

Process of Data Base Market 

bra;jp Fnlhdpd; Kf;fpa tYthdJ vd;dbtd;why; ,jpy; mjpf 

mst[ bra;jpia nrfhpf;fyhk;. ,J kl;Lky;yhky; giHa bra;jpfis 

mwpaitj;Jf; bfhs;syhk;. ,t;thW fle;j giHa bra;jpia itj;J 

,g;nghJ cs;s bra;jpia Muha;e;J thof;ifahsh;fspd; Fiwfis 

mwpfpnwhk;. 

,e;j bra;jp Fnlhdpy; ,Ue;J ehk; gy tpjkhd tHpapy; gy 

nfhzj;jpy; ghlj;ij mwpfpnwhk;. ,jd;\yk; tpw;gid gw;wpa bra;jp/ 

bghUs; gw;wpa[k; mjd; nfhzj;ij gw;wp ehk; mwpe;J mjd;go ek;Kila 

jukhd thof;ifahsh;fis gw;wp mwpfpd;nwhk;. 

,t;thW bra;jpf; Fnlhdpy; nrfhpj;J itj;jpUf;Fk;. bra;jp & giHa 

bra;jpfis eilKiwapy; cs;s bra;jpia ehk; ekf;F njitahd 

bra;jpia/ 

1. gpy; nghLtJ vg;go vd;W mwpjy; 

2. Mh;lh; vg;go bra;jy; 

3. ep[Wtdj;jpy; cs;s bra;jpia vg;go jpl;lkpLjy; 

nkny Twpa[s;s midj;J bra;jpfSk; ,jdhy; ehk; mwpayhk;. 

xt;bthU bra;jp fsZ;rpak; Kf;fpakhd thof;ifahsh;fis 

gw;wpa[k; mth;fspd; Kf;fpaj;Jtk; gw;wpa[k; ehk; mwpfpnwhk;. ,e;j bgl;lf 

bra;jpapd; cs;s bra;jpia xt;bthd;Wk; khWgl;L ,Uf;fpwJ. ,J 

xt;bthU epWtdj;jpd; njitf;F jFe;jhw;nghy; khWgLfpwJ. mjdhy; 

eilKiw thH;f;ifapy; vy;yh thof;ifahshpd; Fiwfisa[k; epth;j;jp 

bra;fpwJ. 
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,e;j bra;jp bgl;lfj;jpy; cs;s midj;J bra;jpfSk; ,iza 

jsj;jpd; \yk; vspjhf thof;ifahsh;fspd; bel; - gw;wp bra;jpia 

bfhLf;fyhk;. ,g;go ,izajsj;jpd; \yk; bra;jpiaf; bfhLg;gjhy; 

epWtdk; jdJ ,iz mwpe;J mij tpahghuj;jpy; filg;gpof;fyhk;. 

epWtdj;jpw;F vg;nghJk; nkyhsh; kw;Wk; Jiz nkyhsh; 

thof;ifahsiug; gw;wp thf;Fthjk; tUk;nghJ ,e;j bra;jpg; bgl;lfj;jpy; 

cs;s bra;jpfspd; \yk; mth;fs; mth;fSila thf;Fthj|;fis rhp 

bra;ayhk;. 

,t;thW thof;ifahsh;fspd; bjhlh;g[ nkyhz;ik \yk; 

epWtdj;jpy; thof;ifahshpd; tpRthr epfH;r;rpfs; elj;jp mjd;\yk; 

thof;ifahsh;fis epiy epWj;jp bfhs;syhk;. mnjnghy 

thof;ifahsh;fSf;F cjtp bra;a epWtdk; \yk; thof;ifahsiu 

gw;wpa bra;jpia ekf;F jUfpd;wdh;. 

,g;nghJ cs;s epytug;go epWtdk; CRMia cgnahfg;gLj;jp ‘ie’ 
tpahghuj;ij kw;Wk; epWtdk; rpf;fy;fis jPh;j;J itf;f gad;gLj;jyhk;. 

,J thof;ifahshpd; tpRthrj;ija[k; mth;fs; bjhlh;e;J epWtdj;jpy; 

jf;fitf;ft[k;/ re;ijapy; ey;yKiwapy; elj;j CRM cila rhjd|;fs; 

cjt[fpd;wd. 

kw;Wk; CRM epWtdj;jpy; cs;s murpay; rpf;fiya[k; epWtdj;jpd; 

cs;ns cs;s eilKiw njitfspy; cs;s gpur;rida[k; jPh;f;fg; 

gad;gLfpwJ. mjdhy; ,ij Storepipe to CRM  vd;W TWfpd;wdh;.  

re;ijapYk; kw;Wk; thof;ifahshpd; cjtp xUj;jiu xUj;jh; 

mjpfg;gLj;jp mth;fSila thof;ifahsiu epiy epWj;Jfpd;wdh;. ,jpy; 

vd;d f#;lk; vd;why; re;ijapy; departmental vg;nghJ thof;ifahshpd; 

njitia czuKoahJ. Call Center – I bjhlh;g[ bfhz;L mth;fspd; 

cila f#;lj;ij kw;Wk; g[fH;te;j bghUl;fis gw;wp bjhpe;J bfhz;L 

mjdhy; ekJ bghUs; kPJ mth;fs; kpf;f mjpUg;jp milfpd;wdh;. 

thof;ifahsh;fs; jw;bghGJ bjhiyngrp \ykhf vy;yh 

bghUl;fisa[k; th|;fp bfhs;fpd;wdh;. ,J xU j|;f tisag;gFjp (Golden 

Circle) vd;W TWfpd;wdh;. ,jpy; vd;dFiw vd;why; thof;ifahsh;fspd; 

bjhiyt[ gpur;ridahf ,Ue;jhy; ey;y thof;ifahsh;fis cldoahf 

,Hf;f nehpLk;. 
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Data Mining in CRM 

bra;jpr; Ru|;fk; kw;Wk; thof;ifahsh; bjhlh;g[ nkyhz;ik gw;wp 

tpsf;Ff. 

bra;jpr; Ru|;fk; vd;gJ xU fUtp nghd;wJ ,jd;\yk; bra;jpfis 

epWtdKk;/ thof;ifahsh;fSk; g[hpe;J bfhs;syhk;. bra;jpr; Ru|;fk; 

ekf;F bra;jpia Muha;e;J mjd;\yk; bra;jpia ekf;F jUfpwJ. ,J 

epWtdj;jpw;F njitahd g[jpamwpt[iufisa[k;/ thof;ifahshpd; mLj;j 

vjphg;g[fisa[k; mwpa cjt[fpwJ. 

bra;jpr; Ru|;fk; (Data Mining) gyjug;gl;l bra;jpfis itj;J 

tpahghuj;jpy; rpf;fy;fis jPh;f;fg;gad;gLfpwJ. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Ra ghpnrhjid tpdhf;fs; 

1. thof;ifahsiug; gw;wp bra;jpfis nrfhpj;J mjd;\yk; 

tpahghuj;jpy; tsh;r;rp bra;a Koa[kh?  

2. g[yg;glf;To bra;jpia mikg;gpd; \yk; g[jpa bjhHpy; 

El;gj;ij bjhpe;J bfhs;s Koa[kh?  

Customer 

contacts 

corporate 

contacts product 

lists sales 

revenues 

payment data 

Sales revenues 

customer segments 

promotion history 

campaign response 

customer value 

scores 

Customer 

contacts trouble 

ticket history 

survey 

responses 

payment data 
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thof;ifahshpd; bjhlh;g[ nkyhz;ik : 

1. Kd; mwpjy; 

giHa bra;jpfis itj;J ehk; gpd;g[ elf;Fk; thof;ifahshpd; 

Fz|;fis mwpa gad;gLfpwJ. ,e;j Kd;mwpa[k; khlyhf ehk; mLj;j ve;j 

bghUs; thof;ifahsh; tpUk;gp th|;f nghthh;fs; vd;gJ bjhpa[k;. ,t;thW 

giHa bra;jpia itj;J giHa kw;Wk; g[jpa thof;ifahsh;fs; bghUis 

th|;Ffpd;wdh;. 

2. thpirgLj;Jjy; 

,t;thW thpirg;gLj;jp Muha;tjhy; ehk; xt;bthU gFjpia 

fz;Lgpoj;J mijr; nrh;j;J Fwpg;gpl;l Mh;lh;fis Kog;ghh;. ,t;thW 

thpirg;gLj;jp Muha;tjhy; thof;ifahsh;fs; xU Fwpg;gpl;l Mh;lhfis 

ekf;F Kot[ bra;fpd;wdh;. cjhuzkhf/ t|;fp (m) bjhiyngrp epWtdk; 

Rygkhf thof;ifahsiug; gw;wp ed;F mwpfpd;wdh;. mJ kl;Lk; ,y;yhky; 

thof;ifahsiu gphpe;J mth;fis neh;j;jp bra;J mth;fspd; Fiwia 

mwpa gad;gLfpwJ. 

3. r|;fkpj;jy; 

r|;fkpj;jy; \ykhf ehk; Muha;e;J FGkj;jpy; ntWghLfis 

fz;lwpa gad;gLfpwJ. ,t;thW Muha;tjhy; ehk; Tl;L \ykhf Muha;e;J 

bry;tjhy; epWtdk; gy Kf;fpa Kot[fs; vLf;f gad;gLfpwJ. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Application of Data Base Marketing is Relationship Building 

(thof;ifahshpd; bjhlh;g[ fl;likg;gpy; bra;jpfsZ;rpa re;ijapd; 

gad;ghLfs;). 

re;ijapLjYf;F lhd; bggh; (Don Pappers) kw;Wk; kuhe;ju nuh$h; 

(Marthanthra  Roser) nrh;e;J xUtUf;F xUth; re;ijapay; \ykhf \d;W  

Principles fis bjhFj;J bfhLj;jdh;. mjd;go/  

1. thof;ifahsiur; nrh;j;jy; 
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2. thof;ifahsiu epiyepWj;jy; 

3. thof;ifahsh; bjhlh;ig mjpfg;gLj;Jjy; MFk;. 

 

 

 

 

 

 

 

 

 

 

 

 

 bra;jp kWghprPyid 

ehk; vy;yh bra;jpfisa[k; fz;Lgpoj;J mij myrp 

Muha;e;J ek;Kila tpahghuj; jd;ikia epiyep[Wj;j ntz;Lk;.  

,t;thW bra;tjhy; ehk; ek;Kila njitfis Fwpg;gpl;l neuj;jpy; 

rhp bra;ag;gLk;. 

 bjhlh;g[ fz;Lgpog;g[ kw;Wk; bjhlh;tJ 

ehk; bra;jpf; fsZ;rpak; \yk; ek; thof;ifahsiu 

fz;Lgpoj;J mth;fs; xd;W nrh;j;J mth;fspd; jdpg;gl;l 

bjhlh;iga[k;/ tPl;Lj; njit/ tpahghuj; njit vy;yhtw;iwa[k; 

mwpa Koa[k;. 

 tiuKiw bra;jp mikg;g[ (Logical data model) 

,J xU Kf;fpakhd mikg;g[ ,jd; \yk; bra;jp  bjhlh;g[ 

mwpa gad;gLfpwJ.  ,J xU tiuglk;.  ,jd; \yk; njitahd 

nghJkhd bra;jp mwpa gad;gLfpwJ.  ,e;j bra;jp mikg;g[ 

thof;ifahsh; gw;wp bjhlh;g[ mwpa gad;gLfpwJ. 

 g[yg;glf;Toa bra;jp mikg;g[ (Physical Data Model) 

g[yg;glf;Toa bra;jp mikg;g[ \yk; thof;ifahsh;fshy; 

g[jpa bjhHpy;El;gj;ij gw;wp ftiyg;gl njitapy;iy. 

 eilKiw fhy ml;ltiz 

eilKiw ml;ltiz \yk ehk;  g[jpa bra;jp nrh;j;J mij 

eilKiwapy; bfhz;L tu ntz;Lk;.  ,t;thW nrh;g;gjhy; ,ilepiy 

cgnahfpf;Fk; thof;ifahsh; xt;bthU ehl;fSk; nghJkhd mst[ 

nrhjid bra;J mjd;go eilKiwf;F bfhz;L tUfpd;wdh;. 

re;ijapaypd; Kf;fpa Fwpf;nfhs; vd;dbtd;why; thof;ifahshpd; 

bjhlh;ig ed;F guhkhpg;gJ MFk;. ,jd;\yk; ehk; gy a[f;jpfisa[k; g[jpa 

bra;Kiwfisa[k;. g[jpa bra;jp fsZ;rpak; cUthf;ft[k; gad;gLfpwJ. 
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,d;iwa eilKiwapy; bra;jpfsZ;rpak; re;ijapy; vy;yh mbkhpf;f 

epWtd|;fSk; mij gad;g;gLj;jpf; bfhs;fpd;wd. 

bra;jpf; fsZ;rpak; re;ijapLjy; \yk; thof;ifahsh; bjhlh;g[ 

fl;likg;gpy; ftdpf;f ntz;oa fhuzpfs;. 

 

 

 

 

 

 

 

Factors to be consider for Data base marketing in relationship Buildings 

1. bjhHpy;El;gk; 

,e;j bjhHpy;El;gk; \ykhf thof;ifahshpd; gw;wpa bra;jpfis 

tphpthf Muha;e;J bfhLf;fpd;wJ. 

2. re;ijapLjy; (Investments) 

,e;j bra;jpf; fsZ;rpak; \ykhf ehk; re;ijapy; Investment gw;wp 

ehk; mwpe;J mjDila ,yhgj;ij mwpa gad;gLfpwJ. 

3. bra;jp bjhlh;g[ 

,e;j re;ijapLjy; jfty; bjhlh;g[ \ykhf ehk; bkhj;j re;ijapy; 

cs;s Marketing Kot[ kw;Wk; bjhlh;g[ re;ij gw;wp Muha;e;J Kot[ 

vLf;f gad;gLfpwJ. 

Key feature of Data base application CRM : 

1. bra;jp fsZ;rpa gad;ghl;L thof;ifahshpd; bjhlh;g[ 

nkyhz;ikapd; Kf;fpa gz;g[fs;.  

 

Ra ghpnrhjid tpdhf;fs; 

3. bra;jp kWghPryidapd; \yk; Fwpg;gpl;l neuj;jpd; 

thof;ifahshpd; njitia g{h;j;jp bra;a[kh?  

4. bra;jp bjhlh;g[ bkhj;j re;ijia Ma;t[ bra;a 

gad;gLj;Jfpwjh? 
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tpdhf;fs; 

1. thof;ifahshpd; bjhlh;g[ nkyhz;ikapy; bra;jp bgl;lfk; vd;gJ 

ahJ? 

2. bra;jp Fnlhd; vt;thW tpahughuj;ij bgUf;f cjtp bra;fpwJ? 

3. bra;jp Fnlhd; \yk; vj;jifa bra;jpfis nrfhpf;fyhk;? 

4. ve;j tifahd thof;ifahsiu tpahghuj;jpy; bjhlh;e;J 

epiyepWj;J bfhs;syhk;? 

5. bra;jp Ru|;fk; kw;Wk; thof;ifahsh; bjhlh;g[ nkyhz;ikg; gw;wp 

tpsf;Ff? 

6. j|;f tisahgjp vd;why; vd;d? 

7. tpaghu rpf;fiy jPh;j;J itf;f bra;jp Ru|;fk; gad;gLj;jhykh? 

8. thof;ifahshpd; bjhlh;g[ Tl;likg;gpy; bra;jp fs|;rpaj;jpd; 

re;ijapd; gad;ghLfs; ahit? 

9. bra;jp fsZ;rpak; gad;ghl;ow;F thof;ifahshpd; bjhlh;g[ 

nkyhz;ikapd; Kf;fpa gz;g[fs; ahit? 

 

tpilfs; 

1. rhp 

2. jtW 

3. rhp 

4. rhp 
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myF- 4 

bjhHpy;El;gj;jpd; tsh;r;rpapy; Efh;nthh; cwt[ nkyhz;ik vd;gnj 

xU fUtpahf fUjyhk;.  khwpf;bfhz;nl ,Uf;fpd;w Efh;nthhpd; 

vjph;ghh;g;g[fs; kw;Wk; njitfis bjhlh;r;rpahf epWtd|;fs; fz;lwpe;J 

mjd;go bray;gl;L mtw;iw g{h;j;jpahf bray;glntz;Lk;.  bjhHpy; 

El;gj;jpd; tsh;r;rp kw;wk; mjid gpd;gw;Wtjpy; epWtd|;fspd; cw;gj;jp/ 

cw;gj;jp totk;/ fzf;Fg;gjptpay; nghd;wtw;wpy; mjd; <LghL nghd;w 

Jiwfspy; fzpg;bghwp xU bgUk; g|;F tfpf;fpd;wJ. 

Efh;nthh; bjhlh;g[ila tpgu|;fis cUthf;FtJ kl;Lkpd;wp/ 

mtw;iwf; bfhz;L Efh;nthh; tpUg;gj;jpw;F Vw;w totpy; mth;fspd; 

njitaia g{h;j;jp bra;at[k; Jiz g[hpfpd;wJ.  bjhiyj;bjhlh;g[ 

bghwpapay; kw;Wk; fzpg;bghwpapy; Vw;gl;l bjhHpy;El;g Kd;ndw;wk; mjpf 

tha;g;g[fs; kw;wk; rthy;fis epWtd|;fSf;F je;Js;sJ.  mwpnt rpwe;jJ 

vd;w nfhl;ghL re;ijapy; gzpfs; rk;ge;jgl;l gFjpf;F bjhlh;g[ 

cilajhFk;.  ,|;F mwpt[ vd;gJ Efh;nthUld; bjhlh;g[ bfhz;ljhFk;.  

(,l mog;gil/ cs mog;gil/ th|;Fk; eltof;if Kiw) Efh;nthh; cst[ 

nkyhz;ikapd; rthy; vd;gJ Efh;nthh; jfty; bgl;lfj;ij cUthf;FtJ 

kl;Lkpd;wp/ mjid re;iapLgth;fSf;F cgnahfkhFk; jfty;fshf 

ghpkhw;wk; bra;tJkhFk;.   

fle;j jiyKiwapy; bjhHpy; epWtd|;fs;/ fzpg;bghwp 

bjhHpy;El;gj;Jiwapy;/ mjd; xt;bthU bray;ghLf;Fk; ,d;lh;bel;od 

Jiza[ld; mjpfg;goahd Kd;ndw;wk; fz;Ls;sJ.  ,e;j tHpapy; 

tzpfKk; eilbgw;Wf; bfhz;oUf;fpwJ.  ,e;j fhyf;fl;lj;jpy;/ 

bjhHpy;El;gk; xU Kf;fpa fUtpahf re;ijapLgth;fSf;F Efh;nthUld; 

bjhlh;g[ bfhs;s fUjg;gLfpd;wJ. 

bgUk;ghd;ikahd epWtd|;fs; Efh;nthUld; bjhlh;g[ bfhs;s 

bjhiyngrpapid xU mjpntf bjhlh;g[ rhjdkhf gad;gLj;jp tUfpd;wJ.  

bjhiyj; bjhlh;g[ tpw;gidia xU tpahghu a[f;jpahf ifahSk;/ UK 

epWk|;fs; - fhy; brd;lh; kw;wk; mZ;ry; tHp tpw;gidia gad;gLj;Jfpd;wJ. 

,itfs; \ykhf ey;y R\fkhd; cwt[/ kw;Wk; bjspthd jfty; bjhlh;g[ 

nghd;wit bgwg;gl;L/ ey;y Kiwapy; thzpgk; eilbgw tHptFf;fpd;wJ.  

epWtd CHpah;fs; rhpahd Kiwapy; gapw;rpaspf;fg;gltpy;iybad;why; 

mjpf mst[ e#;lj;ij/ epWtd|;fs; r;ejpf;f nehpLk;. 

WEB BASED SALES 

 Web - mog;gilapy; mide;j Efh;tnhh; xj;JiHg;g[ gw;wp 

Fwpg;gpLk;bghGJ ,d;blh;bel; xU bghJ bjhlh;g[ rhjdkhf (E-mail) 

nghd;wtw;wpd;  gad;ghl;il bfhz;L mwpagl Koa[k;.  mjpfgl;rkhf 80% 

jpw;Fk;  mjpfkhd bjhiyj;bjhlh;g[ Kiw tpw;gid E-mail \ykhfnth 

eilbgw;W tUfpwJ. 

E-mail d; ed;ikfs; 

1 ntfk; : ,J xU ntfkhd bjhlh;g[ rhjdkhFk;.  Send my;yJ Down 

Load button – I mGj;jpat[ld; jfty; clnd ghpkhwg;gLk;. 

2 bryt[ : jfty;fisg; ghpkhWtjw;F gpw rhjd|;fis 

xg;gpLk;bghGJ ,J xU Fiwe;j bryt[ rhjdkhfnt 

mwpag;gLfpd;wJ. 
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3 Vw;Wf;bfhs;Sk; jd;ik : ehl;od; ve;j gFjpf;Fk;/ ve;j ntisapYk;/ 

E-mail mDg;g Koa[k;.  xnu mog;gil njit vd;dbtd;why; 

bjhiyngrp kw;wk; ,d;blh;bel; ,izg;g[ kl;Lnl nghJkhdJ. 

4 trjp : E-mail \yk; jfty;fis bgw;w gpd;g[ xUth; ve;j neuk; 

ntz;LbkdpDk; jd;Dila trjpiag; bghWj;J gjpy; mDg;g 

Koa[k;.  bjhiyngrpapy; bjhlh;g[ bfhs;tij nghd;w trjp ,jpy; 

cz;L.  

 

 

 

 

 

 

 

 

The Rational for E-Mail Communications 

 ,d;iwa fhyf;fl;lj;jpy; bgUk;ghd;ik epWk|;fs;/ ,d;lh;bel; 

trjpa[ld; Toait/ jpdKk; Mapuf;fzf;fhd jfty;fisg; bgw;W 

mtw;wpw;F gjpy; ju ,ayhky; ,Uf;fpd;wd.  ,e;j Kiwapd; jPikfshtd. 

 mjpfkhd vz;zpf;ifapy; Efh;nthh;fs; xnu neuj;jpy; bjhlh;g[ 

bfhs;Sjy;. 

 neuk; tPzof;fg;gLfpwJ. 

 vz;fs;/ vGj;Jf;fis bjhptpf;Fk; bghGJ Vw;gLk; gpiHfis 

jtph;f;f/ kPz;Lk; kPz;Lk; mitfis brhy;yp rhpghh;f;f 

ntz;oa[s;sJ. 

Composing on E- Mail (cs;slf;fk;) 

 E- mail rpy jfty;fis cs;slf;fpaUg;gJ gw;wp Vw;fdnt 

tpthjpj;jpUe;jhYk; ,e;j gFjp mjd; xt;bthU g[wj;ija[k; bjspthff; 

fhl;LfpwJ. 

 ,nj nghd;W/ xt;bthU E-mail nkyhz;ik bkd;bghUSk;/ rpy 

mog;gil jd;ikfis/ E- mail Fiwe;j bryt[ bfhz;ljhft[k;/ tsh;r;rpia 

milaf;fToajhft[k;/ ,Uf;f ntz;Lk;. 

 RUf;fkhfr; brhd;dhy;/ CRM vd;gJ re;ijapy; a[f;jpfSld; 

Fwpg;ghf cw;gj;jp etPd kakhf;fy;/ ju eph;zak;/ jpwikahd nkyhz;ik 

tpsk;gu gad;ghL kw;Wk; epWkj;jpd; KG bkhj;j tsh;r;rpa[ld; bjhlh;g[ 

bfhz;ljhFk;. 

 nkYk; CRM d; ,ize;J btspg;g[w kw;wk; mfk; rk;ge;jkhd 

fUj;Jf;fs; gy cs;sd.  mtw;wpy; Efh;nthUf;Fk; mjpf Kf;fpaj;Jtk; 

jug;gl ntz;Lk;.  mjhtJ epWtdj;jpd; bray;ghl;oy; Efh;nthh; eLepiy 

tfpf;fpd;whh;. 

Ra ghpnrhjid tpdhf;fs; 

1. bgUk;ghyd;ikahd epWk|;fs; Efh;nthUld; bjhlh;g[ 

bfhs;s bjhiyngrpaid xU mjpntf bjhlh;g[ 

rhjdkh?  

2. epWtdj;jpd; bray;ghl;oy; Efh;nthh; eLepiy 

tfpf;fg;gltpy;iy?  
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 xU bghUis totikg;gjpYk; Efh;nthh; Kf;fpa g|;F tfpf;fpd;whh;.  

Mfnt Efh;nthhpd; Fiwfis jPh;g;gjw;F/ CHpah;fs; ed;whf 

gapw;Wtpf;fg;glntz;Lk;. 

CRM kw;Wk; mjd; cgnahf|;fs; 

1. Efh;nthh; mwpt[j;jpwd;. 

2. tpw;gid nkk;ghL 

3. Efh;nthiuj; jf;f itj;jy;. 

4. Efh;nthh; ghFgLj;jy;. 

5. bghUs; gfph;t[ 

6. Efh;nthh; njit epiwntw;wy;. 

7. Efh;nthh; th|;Fk; trjp 

8. gfph;t[ nkyhz;ik. 

9. re;ijapay; jpwd; 

10. gFjpthhpahd nkyhz;ik mDg;g[jnyhL bjhlh;g[ bfhz;lit 

MFk;.   

To jfty; Kjypy; bgWgtiuf; Fwpf;Fk;. 

Cc fhh;gd; totj;ijf;Fwpf;Fk;.  ,uz;lhtJ jfty; bgWgtiu ,Jf; 

Fwpf;fpd;wJ. 

Bc ,J Blind fhh;gd; gotj;ijf; Fwpf;Fk;. 

 

 

 

 

 

 

 

 

E-mail Dila cl;fUj;J/ RUf;fk; gw;wp ,J bjhptpf;fpd;wJ.  ,J 

RUf;f|;fisa[k; E-maild;  cz;ikepiyia[ak; bjhptpf;fpd;wJ. 

Efh;nthhpd; cwt[ nkyhz;ikapy; cwt[ vd;gJ xU Kf;fpakhd 

thh;j;ij MFk;.  epWtd|;fspd; jpwik vd;gJ Efh;nthhplk; mJ 

guhkhpf;fpd;w ey;y Mnuhf;fpakhd cwt[Kiw bghWj;J mikfpd;wJ.  

CRM d; Kf;fpa Fwpf;nfhs;fshtd. 

 Efh;nthhpd; kdij bty;tJ 

 re;ijapy; bgUk;gFjpia mjpfg;gLj;Jjy;. 

 Fiwfisf; fisjy;. 

nkw;Fwpg;gpl;ltw;iw/ xU ey;y CRM Kiwapy; mila Koa[k;.  

nkYk; mJ ghpkhw;wk; eilbgWk; ,lk; ghpkhw;wk; rk;ge;jkhd nghl;o ey;y 

Ra ghpnrhjid tpdhf;fs; 

3. Efh;nthh; Fiwfis jPh;f;f CHpah;fs; gapw;Wtpf;f gl 

ntz;Lkh?  

4.  Efh;nthh; xU bghUis clnd th|;Ffpd;whh;fsh?  
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cWjpahd cwt[Kiaia Efh;nthUld; guhkhpj;jy; vd;gJ xU epWtd 

tsh;r;rpia ePz;l fhyj;jpw;F epiyg;gLj;j cjt[fpwJ.  CRM 3Df;F cs;s 

bjhlh;g[fisf; bfhz;L tpsf;fg;gl Koa[k;.  mitfshtd/ fz;Lgpoj;jy;/ 

ciuahLjy; kw;Wk; xG|;FKiw. 

A. fz;Lgpoj;jy; - Efh;nthh; 

1. ekJ bghUl;fspd; Efh;nthh; ahh;> 

2. Efh;nthhplkpUe;J thof;ifahsh; vjph;ghh;g;gJ vd;d> 

3. Efh;nthhpd; kjpg;g[ epiy vd;d> 

B. ciuahly; cwt[ Kiw (Dialog) 

4. vd;d Kiwapy; cwt[Kiw ,Uf;f ntz;Lk;> 

5. ve;j Kiwapy; bghUl;fis ghpkhw;w ntz;Lk;> 

6. vt;thW fl;Lg;ghl;il gfph;tJ> 

C. xGf;fk;/ eilKiw/ nkyhz;ik (Discipline) 

7. ehk; ve;j epiyiar; rhh;e;jth; (ie epWkk;) 

8. Efh;nthhpd; vz;z|;fis beU|;fp ve;j tifapy; xG|;F 

bra;tJ> 

9. Efh;nthhpd; <Lghl;il vt;thW kjpg;gplt[k;/ fz;fhzpf;ft[k; 

ntz;Lk;> 

10. khw;wj;ijf; bfhz;L tUk; jpwid vg;go mjpfhpf;f ntz;Lk;> 

nkw;Fwpj;j 10 nfhl;ghLfisa[k; Kiwahf g[hpe;J mjid xG|;fhf 

gpd;gw;wpdhy; khj;jpuk; xU jpwik tha;e;j CRM bfhs;ifia xU 

epWtdj;jpdhy; eilKiwgLj;j Koa[k;.   

CRM eilKiwapy; bfhz;L tUtjw;F/ xU epWtdj;jpd; tpw;gid/ 

re;ijapLjy;/ Efh;nthh; nrit  nghd;wit xd;wpizf;fg;gl;L tpl 

ntz;Lk;.  nkYk; mitfs; kWrPuikf;fgl;L/ Efh;nthhpd; eyDf;fhft[k;/ 

epWtd eyDf;fhft[k; khw;wg;glntz;Lk;. 

nkYk; bjhHpy;El;gk; vd;gJ xU jpwd; bgw;w xU eilKiwahFk;.  

,J epWtdj;jpd; tzpf a[f;jpa[ld; ,izf;fg;gl ntz;Lk;.  Muha;r;rp xd;W 

,e;jpa Efh;nthh;fs; kPJ elj;jg;gl;lJ TWtJ nghy g[jpa bghUl;fs; 

th|;Fk; bghGJ/ mth;fs; czh;t[fspdhy; ce;jg;gLfpwhh;fs;. 

 Efh;nthh;fs;  xU bghUis cldoahf th|;FtJk; ,y;iy.  gzk; 

nrkpj;jgpd;g[ bghUs; th|;ff; fhj;Jf;bfhz;oUg;gjpy;iy.  g[jpa 

bfhs;ifahf ve;j xU epWkj;jpw;Fk; CRM xd;nw Kf;fpaj;Jtk; 

bfhz;Ls;sJ. 

 Mnuhf;fpakhd ey;y cwt[ Kiwia guhkhpg;gJnt CRM 

g[Fj;Jjypy; xU btw;wpf;Fhpa jpwt[nfhyhff; fUjg;gLfpd;wJ.  ,J 

ngr;Rf;fs;/ th|;Fjy;/ tpw;gid/ nrtpj;jy; kw;Wk; tpahghuj;jpd; xl;L 

bkhj;jj; bjhFjpapidf; Fwpf;fpd;wJ. 

 \d;W Kf;fpa thh;j;ijfs; Efh;nthhplk; ey;y cwt[ Kiwia 

cUthf;f gad;gLfpd;wJ.  mit tothf;fk;/ cUthf;fk;/ epiyg;gLj;jy; 

MFk;.  ciuahlypd; bjhFjpfs; Vw;gLtJ. 
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1. bghUshjhu ghpkhw;w|;fshYk; 

2. ghpkhw;w|;fspdhYk; 

xU FHe;ijahf fUjg;gLfpd;wJ.  Efh;nthh; rk;ge;jg;gl;l KG 

jfty;fisa[k; bgWtbjd;gJ xU ,ayhj fhhpakhFk;. 

 

 

 

 

 

 

 

epjpj;Jiwapy; Vw;gl;Ls;s tsh;r;rp 

 t|;fpj;Jiwapy; CRM bjhHpy;El;gk;  mjpf g|;F tfpf;fpd;wJ.  

hprh;t; ng|;f; M@g; ,e;jpah elj;jpa Ma;t[ xd;wpd; go/ tzpf t|;fpfs; 

kw;Wk; mjd; fpis t|;fpfspd; vz;zpf;ifapy;  bghpa khw;wk; 

Vw;gl;oUf;fpd;wJ.  Ke;ija tUl|;fis xg;gpLifapy; njrpa kakhf;fy; 

kw;Wk; jj;bjLg;g[fSk; ,Ue;j epiy khwpa[s;sJ.  xU g[jpa bghUshjhu 

R{Hy; ,d;iwa ek; ehl;oy; jhuhskakhf;fy; kw;Wk; typikahf;fy; nghd;w 

fhuzpfshy; epyt[fpd;wJ. 

 HDFC t|;fp/ ICICI t|;fp Global Trust bank nghd;wit cldo 

kpd;zq t|;fpapy; (Online Banking) fle;j E}w;whz;oy; xU 

Kd;khjphpahfj; jpfH Muk;gpj;Js;sJ.  Efh;nthh;fspd; Kf;fpaj;Jtk; gw;wp 

ngRtbjd;gJ xU ehfhPfkhd xd;whfp tpl;lJ.  t|;fpj;Jiwa[ld; CRM 
,ize;J xU Kf;fpa g|;F Mw;Wfp[d;wJ. 

 ePjpj;Jiw vd;gJ xU bghpa jfty; fsZ;rpaj;ij 

cs;slf;Ffpd;wJ. 

CRM kw;Wk; mjd; ngr;Rfs;  

rpy;yiw t|;fpapay; kw;Wk; CRM 

 ,d;iwa fhyf;fl;lj;jpy;/ rpy;yiw t|;fpapay; Kiwahd 

jfty;fis Efh;nthh; rk;ge;jg;gl;l midj;ija[k; tpLglhky; nrfhpg;gnj 

xU CRM rk;ge;jg;gl;l bfhs;ifahFk;.  Mfnt epWtd|;fs; xU fzprkhd 

bjhifia fzpg;bghwp jfty; fsZ;rpaj;jpy; KjyPL bra;a ntz;Lk;. 

 Kd;Fwpg;gpl;lJ nghd;W cwt[Kiw vd;gnj CRM thf;fpaj;jpy; xU 

Kf;fpathh;j;ij MFk;.  vy;yh epWtd|;fSnk epiyahd tsh;r;rpia 

jf;fitj;Jf;bfhs;s ey;y cwt[Kiwiag; ngqtijna nehf;fkhff; 

bfhz;oUf;f ntz;Lk;. 

 ,t;thW/ cwt[ Kiwapy; mike;j epWtdj;jpd; bray;ghL ,e;j 

ehspd; ,d;wpaikahj xd;whfp tpl;lJ. mJ/ 

1. ciuahliy ikag;gLj;jpajhft[k;/ 

2. vy;yh cwt[ KiwfSk; ciuahly;fshfnt ifahsg;gl ntz;Lk;. 

Ra ghpnrhjid tpdhf;fs; 

5. CRM bjhHpy; El;g tsh;r;rpadhy; Efh;nthh; neuk; 

tPzhof;fg;gLfpjh?  

6. bghUsjhu jhuhs kakhf;Fjy; kw;Wk; hpg;gh;k;!; fkpl;o 

bghUsjhu khw;wj;ij Vw;gLj;Jkh?  
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3. Efh;nthhpd; bjhlh;g[fs; ve;neuKk;/ v|;nfa[k; vg;go ntz;LkhdhYk; 

epfH tha;g;g[z;L. 

4. ciuahly;fSf;F jFe;j khpahijj; jug;glntz;Lk;. 

Ke;ija fhyf;fl;lj;jpy; epWk|;fs;  rl;l|;fis mikj;J/ 

Efh;nthiu Ruz;oaJ.  ,d;iwa epiyapy; Efh;nthh;fs; epWtd|;fis 

behofspy; khw;w ty;yth;fshfptpl;ldh;. 

CRM bjhHpy;El;g tsh;r;rpapdhy;/ Efu;nthUf;F gjpyspf;f 

ntz;oa neuKk; Fiwe;jpUf;fpd;wJ.  Ke;ija fhy|;fspy;/ gjpyspj;j 

neuk; mjpfkhf ,Ue;jjpdhy; Efu;nthiu vhpr;rY}l;lr; bra;jJ. 

etPd bghUshjhuj;jpy; CRM vd;gJ xU tsh;e;J tUk; 

t|;fpg;gzpahFk;.  2002 Mk; tUlj;jpy; 80,000 nfho re;ijg;gFjp 

fpilf;fyhk; vd;W Muha;r;rpahsh;fs; fzpf;fpd;whh;fs;. 

eLj;ju kf;fspd; kj;jpapy; Efh;nthh; ghJfhg;g[ mikg;g[ 

(Consumerism) vd;gJ gpugykhfp tUfpwJ.  nkYk; KjyPL kPjhd tUkhdk; 

cah;e;J 20% rjtPjj;jpw;F nky; rpy;yiw tzpfj;jpy; <l;lg;gLfpd;wJ.  

,d;Dk; gy t|;fpfs; gy;ntW jpl;l|;fis fld; thzpgj;jpy; (Credit 

Marketing) mwpKfg;gLj;jpa[s;sJ.   mitahtd/ Citibank’s Swidha, 

HDFC’s moments, Punjab Bank’s Swagat kw;Wk; Baroda Bank’s Anubob.  

CRM rpy;yiw thzpgj;jpw;F bgUkstpy; cjtp g[hpe;J tUfpd;wJ.  

CRM Efh;nthh;fs; gw;wpa bghpa jfty; fsZ;rpaj;ij (Database) 
Kjd;Kjyhf fz;Lgpoj;Js;sJ.  

Efh;nthh;fisf; fz;lwpe;j gpd;g[/ ey;y cwt[ Kiwia rpwe;j 

nritfs; mspg;gjd; \ykhf; fz;lwpe;J/ mth;fspd; tpUg;g|;fs; kw;Wk; 

njitfis g{h;j;jp bra;J/ Efh;nthhpd; ek;gpf;if (Consumer Loyalty) bgwr; 

bra;J/ Fwpg;ghf rpy;yiw thzpfj;jpy; Efh;nthhplkhd ey;y cwt[ 

Kiwna btw;wpf;F tHp tFf;Fk; vd;w epiyfs; nghd;wtw;wpy; CRM kpft[k; 

Jizg[hpfpd;wJ.   

 

 

 

 

 

 

 

 

rh;tnjr t|;fpapay; kw;Wk; Kiw  

rh;tnjr bjhHpy;El;gk; kw;Wk; xG|;F eltof;ifs; Mfpatw;wpd; 

tpisthf/ t|;fpfs; vd;gJ xU g[jpaf; fUtpahf t|;fpr; nritapy; 

brayhw;Wfpd;wJ.  rh;tnjr cyf mstpyhd t|;fpapd; tsh;r;rpapdhy; xnu 

,lj;jpy; gzj; njitfis g{h;j;jp bra;a Kofpd;wJ.   

fhd; FG (Khan Committee) TWtjnghy epjpj;Jiwfs; kw;Wk; 

t|;fpfs;/ gy xG|;F Kiwfs; rl;l|;fis filg;gpoj;J brayhw;wp ey;y 

Ra ghpnrhjid tpdhf;fs; 

7. CRM bjhHpy; El;gKk; MABARD t|;fpf;F bgUkst[ 

Jizg[hptjpy;iy?  

8.  epjpast[/ jdpegh; jpwik t|;fpapd; btw;wpf;F tHp 

tFg;gjpy;iy  
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nritiaj; ju ntz;Lk;.  eurpk;kd; FG (Narasimman Committee) d; 

mwpf;ifg;go rpwe;j nghl;og;gh|;F cila epjpj;Jiw cUthf;f 

ntz;Lbkd;why; rpwe;j bfhs;iffis gpd;gw;w ntz;Lk;.   

Efh;nthh;fSf;F rpwe;j nritia mspg;gJnt ,jpy; g[hpe;J 

bfhs;sg;gl ntz;oa Kf;fpakhd tp#akhFk;.  Ke;ija 

fhyf;fl;lj;jpypUe;nj xU mjpUg;jpa[s;s Efh;nthh; vspjpy; jd;Dila 

tpUg;gj;ij ,d;bdhU Brand f;F khwWtpLfpd;whh;.  Mfnt CRM 

bjhHpy;El;gk; Efh;nthUila cz;ikahd njitfs; kw;Wk; gzpfisf; 

fz;lwpe;J mijg;g{h;j;jp bra;a[k; tifapy; mikjy; ntz;Lk;.  nkYk;/ 

t|;fpfshy; mspf;fg;gLfpd;w gzpfs; gw;wpa jfty;fs; gw;wpa nghjpa 

gapw;rp/ CHpah;fSf;F mjd; epWtd|;fshy; jug;gl ntz;Lk;.  gy;ntW 

rka|;fspy; miHg;g[ ika|;fshy;/ Efh;nthh;fs; bghpJk; 

miyf;fHpf;fg;gLfpd;wdh;.  Efh;nthh;fs; bjhlh;g[ bfhs;Sk; ntisfspy; 

gy egh;fSf;F khw;wp tplg;gl;L/ rhpahd jpUg;jpahd gjpy;fs; jug;glhky; 

mtjpf;Fs;shf;fg;gLfpd;wdh;.  ,J vhpr;riy Efh;nthh; kdjpy; cz;lhf;fp 

ntW t|;fpf;F mtiu khw;wr; bra;a J}z;Lfpd;wJ. 

CHpah;fSf;F rhpahd gapw;rp bfhLg;gjd; \ykhf ,jid 

rhpbra;ayhk;  CRM bjhHpy;El;gk; - ,e;j tifapy; CHpah;fs; vy;yh 

t|;fpfspd; jpl;l|;fs; kw;Wk; Efh;nthh;fspd; Fiwfisj; jPh;f;Fk; tpj|;fs; 

nghd;wtw;iwf; fw;Wf;bfhs;s VJthfpd;wJ.   

CRM t|;fpapaYld; ,ize;jpUf;fpd;w \d;W  

mitahtd.  

1. Size 

2. Speed 

3. Service 

t|;fpr;nritia mjpfhpf;Fk; vz;zj;jpy; nritia Jhpjg;gLj;Jk; 

nehf;fpy; ,e;j \d;Wk; Kf;fpa g|;F Mw;Wfpd;wJ.   

bghUshjhu jhuhs kakhf;fy; kw;Wk; hp@ghh;k;!; fkpl;o (Reforms 

Committee) nghd;wit  etPd bghUshjhuj;jpy; xU epiyahd khw;wj;ij 

eilKiwg;gLj;jpapUf;fpd;wJ.  xU gf;fj;jpy; tsh;r;rp ,Ue;jhYk;/ 

,d;bdhU gf;fk; (ATM) jhdpa|;Fk; fhrhsh; fUtp kw;Wk; vyf;l;uhdpf; 

t|;fpapay; nghd;wit bgU efu|;fspy; epiyahd vz;zpf;ifapy; 

mjpfhpj;Jf; bfhz;L tUfpd;wd. 

1. totikg;g[ (Size) 

totikg;g[ xU g|;F Mw;Wfpd;wJ.  ,izg;g[fSk; xd;W nrh;j;jYk; 

ele;J bfhz;oUf;fpd;wd.  tzpf ,izj;jpy; tpahghu eltof;iffSk; 

mjpfhpj;Jf; bfhz;L tUfpd;wd.  jpU. me;njhzp rhd;lh;!;/ ypnahdhh;l; 

!;Ty; M@g;  gp!pd!;/ mth;fspd; Tw;Wg;go/ bghpa epjpeiy 

mikg;gwpf;if tzpf tsh;r;rpf;F J}z;Lnfhyhf mikfpd;wJ.  tzpf 

xd;wpizg;g[fspd; \ykhf Vw;gLk; re;ij tphpthf;fk; kw;Wk;  mjdhy; 

tpisa[k; ed;ikfs; nghd;wtw;iw fz;lwpa CRM Jizg[hpfpd;wJ.  

vLj;Jf;fhl;lhf HDFC a[ld; Times of India apd; xd;wpizg;g[ kw;Wk; 

Bank of Madura t[ld;  ICICI apd;  xd;wpizg;g[ (Merger) nghd;wit 

totikg;gpy; Kd;ndw gyd; mile;jpUf;fpd;wJ.  
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nkYk; re;ijapy; mjd; g|;Fk; behoapy; (Market Share) 
mjpfhpf;fpd;wJ.  xd;wpizf;fhtpoy; gy tUl|;fs; fle;j gpd;dnu me;j 

gaid mila Koa[k;.  ,t;thW/ CRM xd;wpizj;jypd; (Merger) gy  

ed;ikfis Kd;fzpj;J cjtp g[hpfpd;wJ.   

2. Jhpjr; bray;ghL  (Speed) 

Jhpjkhf bray;gLjy; vd;gJ xU t|;fpapd; btw;wpfukhd 

bray;ghl;Lf;F monfhYfpd;wJ.  cjhuzkhf/ flid cldoahf 

bfhLj;jy; vd;gJ ed;W.  ,e;jr; RHypy;/ CRM cz;ikahd/ epahakhd 

Efh;nthh; flidf; fz;lwpa Jiz g[hpfpd;wJ.   

3. nrit (Service) 

,d;iwa fhyf;fl;lj;jpy; t|;fpfs; gy;ntW rthy;fisr; re;jpf;f 

ntz;oa[s;sJ.  bjhHpy;El;g tsh;r;rpa[k;/ rpy a[f;jpfSk; kl;Lnk 

nghJkhdjhfp tplhJ.  ,jw;F xnu jPh;t[ CRM jhd; CRM bjhHpy;El;gk; 

jukhd nritia tH|;f Jiz g[hpfpd;wJ.  ek;gpf;ifia mjpfhpf;ft[k;/ 

ey;y cwt[Kiwia tsh;f;ft[k;/ thof;ifahsh; nritia Kd;ndw;wt[k; 

gad;gLfpd;wJ. 

,izajs t|;fpapaYk; CRM  bjhHpy;El;gKk;  

,d;iwa fhyf;fl;lj;jpy; ,izajs t|;fpapay; 

gpugykhfpf;bfhz;L tUfpd;wJ.  gy tzpf th;j;jf|;fs; Md; iydpy; 

rhpbra;ag;gLfpd;wJ.   

cjhuzkhf 

1. c|;fs; nrkpg;g[f; fzf;fpd; ,Ug;igj; bjhpe;J bfhs;s 

2. jtizj; bjhiffisa[k; brYj;Jiffisa[k; bjhpe;J bfhs;s 

3. fhnrhiyg;g[j;jfKk; mwpf;ifa[k; bgw;Wf;bfhs;s. 

4. epiyahd itg;g[ my;yJ thpj;js;Sgo jpl;l|;fisg; gw;wp tpgu|;fs; 

nrfhpf;f  

5. O nkl; fzf;fpid (Demat Account) rhpghh;f;f. 

6. xU fzf;fpypUe;J ,d;bdhU fzf;fpw;F epjpia khw;w. 

7. t|;fpg;gz tpilia (Demand Draft) bgw;Wf;bfhs;s. 

8. Md;iydpy; bjhiyngrp kw;Wk; kpd;rhuf;fl;lzk; brYj;j. 

fhnrhiy kPJ gzk; brYj;jhky; ,Uf;f CRM Md;iyd; tpahghuk; 

\ykhf jFe;j thof;ifahsh;fis milahsk; fz;L bfhs;s 

Jizg[hpfpd;wJ. xU ey;y  btg;irl; (Website) nghJkhd tpgu|;fSld; 

totikf;f gad;gLfpd;wJ. 

thof;ifahsh;fSf;F vit njit ,y;iynah mit 

jug;glkhl;lhJ. ey;y cz;ikahd njitfis mspg;gjd; \ykhf 

tprthrkhd thof;ifahsh;fis jf;f itj;Jf; bfhs;st[k;. mth;fspd; 

ek;gpf;ifia bgw;Wf; bfhs;st[k; Jiz g[hpfpd;wJ. 

gl;oayplg;gl;l  tzpf t|;fpfspy; CRM 

CRM gl;oayplg;gl;l  tzpf t|;fpfspy;  xU Kf;fpa 

g|;fhw;Wfpd;wJ. 70% j;jpw;F mjpfkhd kf;fs; thGfpd;w ,e;jpahtpd; 
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fpuhk|;fspy;/ ,J xU Kf;fpa fhuzpahf bray;gLfpd;wJ. Mfnt ,e;j 

bgUkst[ kf;fs; bjhiff;F xG|:F bra;ag;gl;l epWtd|;fSld; 

njitg;gLfpd;wJ. filrpg;g[s;sp tpgu mwpf;ifapd;go ,e;jpahtpd; MW 

,yl;rk; fpuhk|;fspYk; xU Tl;Lwt[ t|;fp bray;gLfpd;wJ. 

CRM – d; gzpfshtd 

1. itg;g[j; bjhifia kf;fsplk; Cf;Ftpj;jy;. 

2. flid tH|;Ftjpy; Jhpjr; bray;ghL 

3. gzk; brYj;Jjypy; Kiwia xH|;FgLj;Jjy; 

4. eilKiw Kjy; flid tH|;Fjy;. 

NABARD t|;fp xu Kf;fpa g|;F tfpf;fpd;wJ. CRM bjhHpy; 

El;gKk; NABARD t|;fpf;F bgUkst[ Jizg[hpfpd;wJ. 

fprhd; fld; ml;ilfs;/ t|;fp tptrhapfs;  cwit  

Cf;fg;gLj;jpa[s;sJ. ifj;jwp berthshh;fSf;F fld; tH|;fpa[k;/ rpwpa 

fld; mikg;g[ \yk; fld; bfhLj;J ghrdj;ija[k; Kd;ndw;w 

Cf;Ftpf;fpd;wJ.  ,itbay;yhtw;iwa[k; ey;y jukhd Efh;nthh; 

cwt[Kiwapd; \ykhf kl;Lnk mila Koa[k;.  i.e, CRM \ykhf 

fpuhkf; Tl;Lwt[ t|;fpfspy; kl;Lkpd;wp/ efu Tl;Lwt[ t|;fpfsp[Yk; 

CRM Kf;fpa g|;fhw;WfpwJ. 

thp tR{ypg;gpy; CRMd; g|;F 

 ,e;jpa muR CRM  d; njitia m|;fPfhpj;J ,Uf;fpd;wJ.  HDFC, 
juj;jpYk; ntfj;jpYk;  ey;y nritia tH|;fpajpdhy;/ mjw;F thp tpyf;F 

mspf;f mDkjp tH|;fg;gl;oUf;fpd;wJ. 

 mjpf vz;zpf;ifapYs;s thp brYj;Jtgth;fs; md;W/ HDFC 
\ykhfnt j|;fspd; thpia brYj;jp tUfpd;wdh;.  ,jd; tHpahf xU ey;y 

cwt[Kiwia guhkhpf;f Kofpd;wJ.  ,e;j btw;wpapd; ,ufrpak;jhd; CRM.  

CRM bjhHpy;El;gj;Jld; xU jpwk; tha;e;j nll;lhng!; (Data base) 
cUthf;fgl;L/ Efh;nthh;fspd; mwpt[iufSk; tpUg;g[ btWg;g[fSk; bjhpa 

Koa[k;. mjd; \ykhf tU|;fhyj; jpl;l|;fs; Efh;nthhpd; 

tpUg;g|;fSf;nfw;g totikf;fg;gl Koa[k;. 

bjhHpy;El;g t|;fpapaYk; CRMk; 

 bjhHpy;El;gkhdJ ,d;iwa fhyfl;lj;jpy; xU Kf;fpa 

g|;fhw;Wfpd;wJ.  CRMcld; ,ize;j bjhHpy;El;gk; xU rpwe;j Th;ik  

tha;e;j Ma[jkhfr; bray;gl;L re;ijapy; gpd;dilit rhpbra;fpd;w xd;whf 

,Uf;fpd;wJ.  ey;y gyd;fisg; bgWtjw;F ve;bje;j ,l|;fspy; 

bjhHpy;El;gj;jpwd; mjpfhpf;fg;gl ntz;Lnkh me;j ,l|;fisf; fz;lwpa 

CRM cjt[fpd;wJ.  cjhuzkhf bjhHpy; El;gkhdJ gpd;tUk; ,l|;fspy; 

jFe;j xd;whff; fUjg;gLfpd;wJ. 

 Efh;nthh; cwt[ik nkyhz;ik 

 ,izajs t|;fpapay; 

 efUk; t|;fpapay; (Mobile Banking) 

 miythpir xU|;fpizg;g[ 
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 jfty; Ru|;fk;  

ve;j ,l|;fspy; bjhHpy;El;gk; g[Fj;jg;gl;lhYk;/ mJ ey;y gyid 

<l;oj;jUk;.  Mdhy; me;j jFe;j ,lj;ij CRMd; cjtpa[ld; kl;Lnk 

fz;lwpa Koa[k;.  bty;!;. @ghh;nfh (Wells Fargo) vd;w  Kjy; rpy;yiw 

t|;fpna Kjypy; miythpirapy; mike;j tpahghu eltof;iffspd; 

,izajsj;ij mwpKfk; bra;jJ. 

,e;jj; bjhHpy;El;gnk/ re;ijapy; mth;fsJ g|;if 

mjpfhpf;fr;bra;a tHptFj;jJ.  bjhHpy;El;gk; xU eilghijahff; 

fUjg;gl;L mjd; \ykhf gy ed;ikfs; gpd;g[ cUthf;fg;gLfpd;wJ.   

,t;thW CRM KjyPL bra;tjw;fhf jFe;j bjhHpy;El;g gFjpfis 

fz;lwptjw;F mjd; \ykhf KjyPL kPjhd tUkhdk; bgw tHp 

tFf;fpd;wJ. 

CRM-d; ,ize;j t|;fpapay; jpl;l|;fs; 

 ve;j t|;fpapay; jpl;l|;fSf;Fk; CRMd; KG xj;JiHg;g[j; 

njitg;gLfpd;wJ.  mjd; \ykhfnt mjd; eilKiw btw;wpiaj; 

njoj;jUk;.  vLj;Jf;fhl;lhf/ rkPgj;jpy; !;nll; gh|;f M@g; ,e;jpah 

rkPgj;jpy; mwpKfg;gLjjpa j|;f itg;g[j;jpl;lk; (Gold Deposit Scheme) 
nghjpa btw;wpia <l;oj;jutpy;iy. 

 eLj;ju th;f;f kf;fis mjpf mst[ <h;f;Fk; vz;zj;Jld; ek;ehl;oy; 

,j;jpl;lk; mwpKfg;gLj;jg;gl;l nghjpYk;/ CRM KGikahfg; 

gad;gLj;jg;glhky; xJf;fg;gl;ljpdhy;/ mjpf tl;o tPjk; mwptpf;fg;gl;oUe;j 

nghjpYk;/ nghjpa vjph;ghh;f;fg;gl;l btw;wpia milatpy;iy. 

 SBI 3-5% tl;o tPjj;ij 3-7 tUl|;fSf;F thp tpyf;Fld; mwpKfk; 

bra;jpl;l nghjpdpYk; jpwkhfr; bray;gltpy;iy.  Fiwe;jgl;r j|;fj;jpd; 

bkhj;j mst[ 200grams tplt[k; Fiwf;fg;gl;lJ. 

 nkw;Fwpg;gpl;l gy gy fth;r;rpfukhd jpl;l|;fs; ,Ue;j nghjpYk; 

jFe;j CRM bfhs;iffs; ,y;yhjjpdhy;/ vjph;ghh;j;j vz;zpf;ifapyhd 

Efh;nthh;fis bgw Koatpy;iy.  bghJkf;fisr; re;jpf;fhjJk; ,yf;F 

eph;zak; bra;ahky; bray;gl;lJnk ,j;jpl;lj;jpd; njhy;tpf;F  tHptFj;jJ.  

,t;thW eph;zk; bra;J bray;glhjJk; xU fhuzkhff; fUjg;gl;L mJ 

mjd; njhy;tpf;F tpj;jpl;L ve;jj;jpl;lKk; btw;wpaila tHp ,d;wp 

ngha;tpl;lJ. 

 ,t;thW CRM xU Kf;fpakhd fhuzpahff; fUjg;gl;L/ Efh;nthh; 

rk;ge;jgl;l jfty;fisj; jpul;lt[k;/ Kd;fzpg;g[ bra;at[k;/ mjidf; 

bfhz;L mj;jpl;lj;jpd; btw;wp my;yJ njhy;tpia fzpj;Jtpl 

gad;gLfpd;wJ.  ,J epWk|;fis jFe;j ,lj;jpy; KjyPL bra;a 

Jizg[hpfpd;wJ. 

 bgUk;ghYk; CRM gy;ntW jpl;l|;fis kjpg;gpl \d;W Kf;fpa 

mstPLfis gad;gLj;Jfpd;wJ. 

1. epjpapapy; 

2. bray;ghL 

3. ,yhgk; <l;Lk;jd;ik 

4. cw;gj;jpj;jpwd;  
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nkw;Fwpg;gpl;l fhuzpfspd; mog;gilapy; ve;jbthU jpl;lj;ija[k; 

rhpahf kjpg;gpl;L mjd; \ykhf cWjpahd gyd; juf;Toa KjyPL 

bra;tjw;fhd rhpahd ,lj;ij eph;zak; bra;a CRM Jiz g[hpfpd;wJ. 

gy;ntW t|;fpfSk;/ re;ijg;gFjpia mjpfhpf;f gyjug;gl;l 

a[f;jpfis gad;gLj;jp tUfpd;wJ.  tsh;r;rp vd;w xd;nw xU Kf;fpakhd 

thh;j;ijahff; fUjg;gl;L/ gy jpl;l|;fs; mjw;fhf tFf;fg;gl;L tsh;r;rpia 

mila cjt[fpd;wJ. 

Kd;dh; Fwpg;gpl;lJ nghynt/ Bank of Madura t[ld; ,izf;fg;gl;l 

ICICI fHfk;/ Fiwe;jst[ brytpy; mjpf nritjid 

thof;ifahsh;fSf;F mspj;J mjd; \ykhf ey;y tsh;r;rpia <l;o 

re;ijg;gFjpia mjpfhpf;f Kaw;rp bra;J btw;wp fz;oUf;fpd;wJ. 

American Express bank xU rh;tnjr epWtdk; 13 gpy;ypad; mbkhpf;f 

lhyh; kjpg;g[s;s brhj;Jf;fSld;/ cyfbk|;Fk; gy;ntW fpisfis 

itj;J gyjug;gl;l JiwfspYk; jd; tzpf bray;ghl;il 

eilKiwg;gLj;jp te;j nghjpYk; vy;yhtw;wpw;Fk; nkyhf jpwk; tha;e;j 

Efh;nthh; cwt[ nkyhz;ikna/ tpRthrkhd thof;ifahsh;fis mjw;F 

bgUkstpy; bgw;Wj; je;jJ. ,t;thW CRM xU epWtdj;jpd; btw;wpf;F 

Kf;fpa xU fUtpahf bray;gl;L tUfpd;wJ. 

Efh;nthh;fSld; ciuahliyf; ifahs;tjw;F CRM Jiz 

g[hpfpd;wJ.  filrpahf vLf;fg;gl;l rh;nt xd;wpd; go/ Financial Express vd;w  

epWtdk;/ epjp mog;gil/ bray;ghLfspd; mog;gil/ cw;gj;jpj; jpwdpd; 

mog;gil kw;Wk; ,yhgk; <l;Lk; jd;ikapd; mog;gilfspy; gpd;tUkhW 

thpirg;gLj;jg;gLfpd;wJ. 

1. Global Trust Bank 

2. Citibank 

3. ABN Amro Bank 

4. Karur Vysya Bank 

5. Andhra bank 

6. Bank of America 

7. HSBC 

8. Oriental Bank of commerce 

9. Standard chartered 

10. IDBI 

nkw;Fwpj;j juthpir epjpapay;/ bray;ghL/ cw;gj;jp  jpwd; kw;Wk; 

,yhgk; <l;Lk; jd;ikia CRM bjhHpy; El;gj;jpd; \yk; Vw;ghl;oidf; 

Fwpf;fpd;wJ.  fle;j epjpahz;oy;/ CRM bjhHpy;El;gj;jpd;  cjtpa[ld; 

t|;fpfs; <l;oa btw;wpapd; ufrpaj;ij mitfspd; bray;ghl;od; \yk; 

mwpayhk;. 

epjpast[/ jdpegh; jpwik kl;Lnk xU t|;fpad; btw;wpf;F 

tHptFg;gjpy;iy.  Efh;nthhpd; kPJ cs;s mf;fiw kl;Lnk btw;wpf;F xU 

epWtdj;ij miHj;Jr; bry;Yk;.  jd;id tuntw;gJ/ 

mwpt[Wj;JtJ/mf;fiw brYj;JtJ nghjpa jfty;fSld; kw;Wk; 
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Fiwfis rPh;bra;jy; nghd;witna epWtdk; btw;wpfukhf 

,a|;fr;bra;a[k;. ,itbay;yhKnk CRM-I eilKiwg; gLj;Jtjdhy; 

kl;Lnk ,aYk;. 

t|;fpfs; ey;y Mnuhf;fpakhd cwtpid vy;yh Efh;nthh;fSlDk; 

guhkhpf;f tpUk;g[fpd;wJ.  jfty; fsZ;rpak; kpfg;bghpa  mstpy; ,Ue;jhYk; 

ey;y jpwk; tha;e;j CRM bjhHpy;El;gk; eilKiwg;gLj;jg;gLk;bghGJ 

xt;bthU Efh;nthUk; epidtpy; bfhs;sg;gLth;. 

vLj;Jf;fhl;lhf Efh;nthh;fspd; Fwpg;gpl;l tpUg;g|;fs;/ vz;z|;fs; 

kw;Wk; Mirfs; epidtpy; itf;fg;gl;L/ nfl;Lf;bfhs;fpd;w bghGJ 

mth;fs; t|;fpa[ldhd cwtpy; fl;Ltpf;fg;gLfpd;whh;fs;.  ,J 

Efh;nthh;fspd; cz;ikj;jd;ikia mjpfhpf;fr; bra;fpd;wJ. 

mnjhL kl;Lkpy;yhky;/ xU jpUg;jpaile;Js;s Efh;nthh;/ jd; 

mDgt|;fis gpwUld; gfph;e;J bfhs;fpd;whh;.  mJ mLj;jtiu ek; 

t|;fpa[ld; ,izf;fr; bra;fpd;wJ.  ,t;thW/ Efh;nthhpd; kPjhd ,yf;F/ 

g[jpa jpl;l|;fis tFg;gjw;F cjtp g[hpfpd;wJ. 

khwhf/ xU Efh;nthhpd; mjpUg;jpahd mgpg;uhak;/ ek; epWtdj;jpw;F 

xU nkhrkhd tpsk;gukhft[k; mike;J/ epWkj;jpd; kjpg;igf; 

Fiyj;JtpLfpd;wJ. Mfnt ftd|;fs; vLf;fg;gl;L xt;bthU Efh;nthUnk 

rpwe;jtnu vd;w nehf;fpy; fUjg;gl;L/ CRM vd;gjd; xU mtruj; njitia 

czur; bra;a ntz;Lk;. 

gpwpbjhU Kf;fpa fUj;J vd;dbtd;why;/ bjhHpy;El;gkhdJ vspa 

mstpy; itf;fg;gl ntz;Lk;.  rpy neu|;fspy; CRM vd;gnj kpft[k; 

rpf;fyhd xd;whf khwp epWtdj;jpd; gpd;nehf;fpa tsh;r;rpf;F mJnt 

J}z;Lnfhyhf khwptpLfpd;wJ.  xU kpft[k; bghpa epWtdk; CRM bjhHpy; 

El;gj;ij mwpKfg;gLj;Jk;bghGJ/ mjpf neuj;ija[k;/ bryita[k;/ gpof;f 

Muk;gpj;J tpLfpd;wjdhy; mJ xU rpwe;j mwpt[j; njh;r;rp bgw;w CHpahpd; 

cjtpa[ld; g[Fj;jg;glntz;Lk;.  mt;thW ,Uf;fpd;w R{H;epiyapy; kl;Lnk 

xU xU|;fpize;j CRM bfhs;ifia itj;Jf;bfhs;st[k;/ mjd; \yk; 

vspa nehf;f|;fis jf;f itf;ft[k; Koa[k;. 

xnu jiyikapd; fPH; CRM ,a|;fpdhy; kl;Lnk jpwk; tha;e;j 

Kiwapy; mjid bray;gLj;j ,aYk;.  vdnt CRM/ mjpfhuk; 

Ftpe;jpUf;fpd;w xnu jiyikapd; fPH; ,a|;fr; bra;tJ ey;yjhFk;.   

CRM mjw;bfd;W jdpahf gl;b$l; xd;W jahhpf;fg;gl;L epWtd 

tsh;;r;;rpf;fhf Kaw;rp bra;ag;gl ntz;Lk;.  xU bghpa bjhif xt;bthU 

tUlKk;/ t|;fpfspdhy; xJf;fg;gl;L CRM bjhHpy;El;gk; mjd; \ykhf 

g[Fj;jg;gl ntz;Lk;. 

kUj;Jtr; nritfSld; CRM 

 cz;ikapy; Efh;nthh; <LghL vd;gJ kpft[k; Fiwe;j 

epiyapYs;sJ. 

 nehahspfspd; jpUg;jpia mjpfg;gLj;Jk; tHpfspy; Kf;fpaj;Jtk; 

bfhLf;fg;gl ntz;Lk;.  CHpah;fSf;F gapw;rp bfhLf;fg;gl;L/ ey;y 

thof;ifahsh; nritia guhkhpf;fg;gl ntz;Lk;.  Koe;jst[ 

mbrsfhpa|;fs; jtph;f;fg;gl;L fhj;jpUf;Fk; neuk; Fwpf;fg;gl;L nehahspfs; 

ftdpf;fg;gl ntz;Lk;.  nkw;Fwpg;gpl;l eltof;iffs;  vy;yhnk xU 

ehzaj;jpd; xU gf;fj;ij kl;Lnk Fwpf;Fk;. 
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 ,d;iwa fhyf;fl;ljpy; kUj;jt gzpfis jdpahh; kakhf;fYk; 

epWtd kakhf;fYk; mjpfhpj;Jf; bfhz;nlapUf;fpd;wJ.  mjpf 

vz;zpf;ifapyhd kf;fs;/ tUkhdk; ,Uf;fpd;wth;fs; jukhd nritfis 

tpUk;g[fpd;whh;fs;. 

rpwe;j kUj;Jt gzpfis mspf;fpd;wth;fs; nehahspfs; 

j|;fsplkpUe;J khwp gpwpbjhU kUj;Jtkidf;F bry;tjd; fhuzj;ijf; 

fz;lwptjpy; mjpf neuKk;/ gzKk; brytpl;L/ mth;fs; mt;thW 

bry;yhky; jLf;f Kidfpd;wdh;.  gpd;tUgit ,jd; fhuz|;fshf 

mikfpd;wJ. 

 Kiwahd eilKiwapd;ik 

 jpUg;jpapy;yhj nrit. 

 nritfSf;F Kiwaw;w fl;lzk; tR{ypj;jy; 

thof;ifahsh;fisj; jf;fitj;jYf;F Kf;fpa rpwe;j 

tHpbad;dbtd;why;/ fl;lzk;  bray;ghL/ ,ltrjp/ tpw;gid cUthf;fk;/ 

tH|;Ffpd;w nrit my;yJ bghUs; Mfpatw;wpy; KGikahd xU 

cah;e;jgl;r thof;ifahsh; jpUg;jpia cz;lhf;FtJjhd; nkyhsh;fs; 

xj;Jf;bfhs;s ntz;oa gpwpbjhU bra;jp vd;dbtd;why; mog;gil trjpfs; 

rpwe;j Kiwapy; bra;Jjug;gl ntz;Lk;. 

kUj;Jt nritfspy; Efh;nthhpd; vjph;ghh;g;g[fs; 

 vt;thW cwt[fis nkk;gLj;JtJ ciHf;Fk; gzpahl;fSlDk; 

kw;Wk; mspg;gth;fSlDk; vd;gJ xU jpwk; tha;e;j CRM-I bfhz;L tUk; 

Efh;nthh; xU nritiag; bgw tpUk;g[k;bghGJ me;j nritia 

mth;fSf;F jug;gl ntz;Lk; vd;gjida[k; vjph;ghh;f;fpd;whh;fs;.  ,j;jifa 

vjph;g;ghh;g;g[fs; midj;jk; Ke;ija bjhlh;g[fSld; totkhf;fg;gLfpd;wJ.  

Efh;nthh;fs; Efh;e;Js;s bghUl;fs;/ mjw;fhf brYj;jpa tpiy 

nghd;witfisf; bfhz;Lk; mth;fspd; vjph;ghh;g;g[fs; midj;Jk; 

totikf;fg;gLfpd;wJ. 

kUj;Jtkidfs; ey;y cwt[ Kiwia cUthf;f ntz;Lbkd;why;/ 

Efh;nthh;fspd; vjph;ghh;g;g[fis g[hpe;J bfhz;L mitfis re;jpj;J jPh;j;J 

itf;f ntz;Lk;.  xt;bthU nehahspfSf;Fk; btt;btW tpjkhd 

vjph;ghh;g;g[fs; nritfspy; ,Ue;jhYk; epWtdk; mitbay;yhtw;iwa[nk 

jdpahshf epd;W jPh;j;J itf;f ,ayhJ vd;gij ehk; czu ntz;Lk;. 

nehahspfSf;Fk; kUj;JtkidfSf;F bry;fpd;w ntisjdpy;/ 

gzpahsh;fSk; kw;Wk; j|;fs; kPjhd ftdpg;g[k; ey;y Kiwapy; mika 

ntz;Lbkd vjph;f;fpd;whh;fs;. fPnH Fwpg;gpl;Ls;sitfis Efh;nthh;fs; 

vjph;f;fpd;whh;fs;.  
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nehaspfspd; kUj;Jtkid kPjhd vjph;g;g[fs; 

 jFe;j ,lj;jpy; mikjy; 

 Rj;jkhd R{H;epiy 

 ,ltrjpahd mike;j ,Lf;if kw;Wk; efUk; trjp. 

 ,ize;j fHpg;giw/ ePh; R{lhf;Fk; ,ae;jpuj;Jld; Toa miwfs;. 

 Rj;jhpf;fg;gl;l Rj;jkhd FoePh; trjp. 

 njitfis epiwntw;w neuk; mikj;jy;. 

 kUe;jfk; nritfs;. 

 gSJ}f;fp nritfs;. 

 cyh;ryit nritfs; nghd;wit. 

 Efh;nth;fs; nrit (Custormer Services) 
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tpdhf;fs; 

1. bjhHpy; El;g tsh;r;rpapy; Efh;nthh; cwt[ nkyhz;ikapd; g|;F vd;d? 

2. Efh;nthh; cwt[ nkyhz;ikapy; rthy; ahJ? 

3. E-mail \yk; vt;thW Efh;nthh; gw;wp bjhpe;J bfhs;syhk;? 

4. E–mail bjhlh;g[ rhjdk; rpy jfty;fSf;F gjpy;ju Koahj R{H;epiy 

Vw;gLfpd;wJ? fhuzk; vd;d? 

5. E-mail tpahghuj;ij bgUf;f vt;thW mika ntz;Lk;? 

6. CC, BC, To vd;gJ vij Fwpf;fpd;wJ? 

7. CRM 3D Vw;gLj;Jk; bjhlh;g[ ahJ? 

8. Efh;nthhplk; ey;ycwt[ Kiwia vt;thW cUthf;fyhk;? 

9. t|;fpj; Jiwapy; CRM –d; g|;F vd;d? 

10. rpy;yiw t|;fpapy; vd;why; vd;d? 

11. rh;tnjr t|;fpapd; kw;Wk; Kiw gw;wp tpsf;Ff. 

12. t|;fpr; nritia mjpfhpf;f gad;gLk; Kf;fp fhuzpfs; ahit? 

13. totikg;g[ vt;thW t|;fpaYld; ,ize;Js;sJ? 

14. t|;fpfs; btw;wpfukhd bray;ghl;ow;F Jhpj bray;ghl;od; njit 

vd;d? 

15. ,izajs t|;fpapypdhy; ehk; bjhpe;J bfhs;Sk; jfty; vd;d? 

16. gl;oayplg;gl;l tzpf t|;fpfspy; CRM vt;thW Kf;fpa fhuzpfshf 

bray;gLfpwJ? 

17. Tl;Lwt[ t|;fpfspy; CRM – d; g|;F vd;d? 

18. thptR{ypg;gpy; CRM – d; g|;F vd;d? 

19. bjhHpy;el;g t|;fpapaYk; CRM – k; ,ize;J tpahghuj;jpy; Vw;gLj;Jk; 

khw;wk; vd;d? 

20. CRM – d; ,ize;j t|;fpapy; jpl;l|;fspd; ahit? 

21. xU epWtdj;jpd; bgw;wpf;F CRM vt;thW Kf;fpa fUtpahf 

bray;gLfpwJ? 

22. vjd; mog;gilapy; Bank thpirg;gLj;jg;glfpwJ? 

23. kUj;Jt nritfspy; efh;nthh;hpd; vjpg;ghh;g;g[fs; ahit? 

24. nehahspfspd; kUj;Jtkid kPjhd vjph;g;ghh;g;g[fs; ahit? 

tpilfs; 

1. rhp 

2. jtW  

3. rhp 

4. jtW  

5. jtW  

6. rhp 

7. jtW 

8. rhp 
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myF - 5 

tzpf btspj;jfty; bra;Kiw 

 gH|;fhyj;jpy;/ gy cw;gj;jp epWtd|;fs; BPO it 

eilKiwgLj;jpaJ.  Cjhuzkhf nfh fh epWtdk; BPO tpd; \ykhf xU 

bghpa re;ijapy; epWtdkhf khwpapUf;fpd;wJ. 

 ,d;iwaf; fhyf;fl;lj;jpy;/ BPO nrit g[hpfpd;w epWtd|;fSf;F 

mjpf g|;fhw;Wfpd;wd.  vLj;Jf;fhl;lhf gh|;f; M@g; mbkhpf;fh/ 

ciHg;ghsh; gzpapid BPO \ykhf epiwntw;Wfpd;wJ. 

 BPO nkYk;/ ,U gphpt[fshf gphpf;fg;gl;Ls;sJ.  xd;W/ gpd; mYtyf 

btspj;jfty; (Back office out sourcing), cs;g[w mYtyf gzpfshd 

bfhs;Kjy; bra;jy;/ urPJ vGJjy; (Billing), Kd; mYtyf btspj;jfty; 

kw;Wk; mJ Efh;nthh; cwt[ rk;ge;jg;gl;l nritfspd; re;ijapay; my;yJ 

bjhHpy;El;g cjtp.  IT Jiw mspf;fpd;w Kotpy;yhj tha;g;g[fs; BPO 
eltof;iffis Jhpjg;gLj;Jfpd;wJ. 

 bkd;bghUs;/ bra;Kiw nkyhz;ik nrit g[hpfpd;w kf;fs; 

nghd;wtw;iw BPO cs;slf;fpapUf;fpd;wJ. btspj;jfty; 

bjhHpw;rhiyjdpy; BPO xU gFjpahf tps|;Ffpd;wJ.  ,J jfty; 

bjhHpy;El;gj;Jld; rhh;e;jJ/ jfty; bjhHpy; El;gk; Jiz g[hpfpd;w 

nritfs; vdt[k; miHf;fg;glyhk;. mwpt[f;fsZ;rpa btspj;jfty; 

bra;Kiw kw;Wk; rl;lg{h;t btspj;jfty; bra;Kiw nghd;wit BPO-tpd; 

tzpf btspj;jfty; bra;Kiwapd; cs;slf;f|;fshff; fUjg;gLfpd;wJ. 

nknyhl;lk; 

 btspj;jfty; xg;ge;jk; \yk;/ thof;ifahsh;fsplkpUe;J/ 

brhj;Jf;fs;/ ts|;fs;/ kf;fs; ghpkhw;wk; nghd;witfis cw;gj;jpahsh;fs; 

bgw;Wf; bfhs;s Kay;fpd;wdh;.  me;j xg;ge;jf; fhy ,ilbtspapy;/ 

cw;gj;jpahshplk; ,Ue;J/ nritiag; bgw thof;ifahsh; xg;ge;jk; 

nkw;bfhs;fpd;whh;.  btspj;jfty; \yk; mikf;fg;gl;l tzpf Kiwfs;/ 

jfty; bjhHpy;El;gk;/ kdpj ts|;fs;/ ,ju trjpfs;/ epyk; th|;fp tpw;wy; 

nkyhz;ik/ kw;Wk; fzf;fpaypid cs;slf;Ffpd;wJ.  gy;ntW epWk|;fs; 

thof;ifahsh;fspd; Jiza[ld; miHg;g[ ika gzpfshd bjhiy 

re;ijapay;/ thof;ifahsh; nrit/ re;ijapy; Muha;r;rp/ cw;gj;jp bra;jy;/ 

totikj;jy; tsh;r;rp kw;wk; bghwpapay; Jiw nghd;wtw;iw bray;gLj;jp 

tUfpd;wJ. 

Ra ghpnrhjid tpdhf;fs; 

1. bghUl;fs; kw;Wk; gzpfs; vy;yh R{H;epiyapYk; xnu khjhp 

,Uf;Fkh>   

2. ntz:Ljy; mwpf;if/ mspg;gth;fSf;F mspf;fg;gl;L mjd; 

\ykhf tpiy bjhptpf;fg;gl ntz;Lk;. 
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SCOPE OF BPO 

1. btspj;jfty; jPh;khdpj;jy;  

 ,J xU jpwd; tha;e;j jpl;lkhft[k; cah;kl;lj;jpd; mDkjpa[lDk; 

eilKiwg;gLj;jg;gLfpd;wJ.  ve;j jfty; btspapy; ,Ue;J bgwg;gl 

ntz;Lk; vd;gjpy; ,Ue;J ,jd; bra;Kiw Jt|;f Muk;gpf;fpd;wJ. 

2. mspg;gth; ntz;Ljy; 

 ntz:Ljy; mwpf;if/ mspg;gth;fSf;F mspf;fg;gl;L mjd; \ykhf 

tpiy bjhptpf;fg;gl ntz;Lk;. 

3. mspg;gth; nghl;o 

 nghl;o ed;W thof;ifahsh; kw;Wk; mspg;gth;fSf;fpilapy; 

elj;jg;glntz;Lk;.  ,jw;F/ neh;fhzy; re;jpg;g[ \ykhf tpthj|;fs; 

elj;jg;gl;L mjd;\yk; mspg;gthpd; <Lghl;il mwpa ntz;Lk;.  xU 

neuj;jpy; ,uz;L mspg;gth;fis fye;Jf; bfhs;sr; bra;tnj rhpahd 

xd;whFk;.   

4. ghpth;j;jid 

 ghpth;j;jid \ykhf thof;ifahsh; kw;Wk; mspg;gth;fSf;fpilna 

ey;y xg;ge;jk; Vw;gl tif bra;ag;gLfpd;wJ.  ,J ,Wjp tpiy 

mwpf;ifiaa[k;/ Mtzk; jahhpj;jiya[k; Kot[f;F bfhz;L tUfpd;wJ. 

5. xg;ge;j Kot[ 

 mspg;ghsUk;/ thof;ifahsUk; nrh;e;J gzpg[hptij ,J 

bjhptpf;fpd;wJ.  ,J rl;lj;jpd; \yk; Mtz jahhpj;jiya[k; cwt[fs; 

nkk;gLj;jiya[k; Fwpf;ft[k;.  \d;W Kf;fpa njjpfs; Fwpg;ghf xg;ge;jk; 

nghlg;gLk; njjp/ xg;ge;jk; eilKiwf;F bfhz;L tug;gLk; ehs; kw;Wk; 

nrit Jtf;f ehs; nghd;w njjpfs; fzf;fpy; bfhs;sg;glntz;Lk;. 

 

 

 

 

 

 

 

 

 

 

6. ghpkhw;wk; 

 xg;ge;j nrit Jt|;fpa ehspy; ,Ue;J ehd;F ehl;fs; tiu 

ghpkhw;wk; Jt|;fp eilbgWk;.  ,Jnt CHpah; ghpkhw;wj;jpw;Fk;/ nrit 

eilbgWjYf;Fk; Jiz g[hpfpd;wJ. 

7. khw;wk; bra;jy; 

 chpikfspd; bkhj;jr; bryt[fisa[k; Fiwf;f khw;wk; bra;jy; 

\ykhf gyj;jpl;l|;fs; eilKiwf;F Kaw;rpfs; vLf;fg;gl ntz;Lk;. 
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8. tpyf;Fjy; my;yJ g[Jg;gpj;jy; 

 xg;ge;jk; Kot[Wfpd;w ntisjdpy; Kot[fs; vLf;fg;gl;L mit 

tpyf;fg;glyhk; my;yJ g[Jg;gpf;fg;glyhk;.  tpyf;Fjy; vd;gJ nritfis 

gpd; tps|;Ftjhfnth my;yJ mitfis khw;Wtjhfnth ,Uf;fyhk;. 

IMPORTANTS OF BPO 

1. brytpd|;fis Fiwj;jy; 

cw;gj;jp kw;Wk; ,ju nritfspy; Vw;gLfpd;w brytpidf; Fiwf;f 

BPO cjt[fpd;wJ. 

2. brytpid kWrPuikj;jy; 

btspj;jfty; jpul;Ljy; epiyahd bryt[fs; kw;Wk; khWk; 

bryt[fisf; fUj;jpy; bfhz;L mjid kWrPuikf;ft[k; cjtp bra;fpd;wJ. 

 

 

 

 

 

 

 

 

3. juj;jpid nkk;gLj;Jjy; 

xU g[jpa nrit kl;l xg;ge;jj;jpd; Jiza[ld; nritg;gzpfspy; 

ey;y juj;jpid nkk;ghL bra;a Jiz g[hpfpd;wJ. 

4. mwpt[ 

ey;y mDgt mwptpida[k; kw;Wk; g[j;jpiaa[k; mjpfkhf BPO 
cjt[fpd;wJ. 

5. bray;Kiw mDgtk; 

nritg; gzpfspy; ey;y bray;jpwDila mDgtk; mjpfhpf;f BPO 
cjtp g[hpfpd;wJ. 

6. CHpah; nrit 

CHpah;fspd; jpwikia mjphpf;fr; bra;tjpy; BPO Jiz g[hpfpd;wJ. 

7. jpwd; nkyhz;ik 

Kd;ndw;wk; bra;ag;gl;l nritfs; kw;Wk; gzpfspd; \ykhf jpwd; 

tha;e;j nkyhz;ikia cUthf;FtJk; BPOtpd; flikahFk;. 

Ra ghpnrhjid tpdhf;fs; 

3. cw;gj;jp kw;Wk; ,ju nritfspy; Vw;gLfpd;w brytpidf; 

Fiwf;f BPO cjt[fpd;wJ. 

4. ey;y mDgt mwptpida[k; kw;Wk; g[j;jpiaa[k; mjpfkhf BPO 

cjt[fpd;wJ. 

  

 



49 

8. re;ijj; juj;ijf; Fiwf;fpd;wJ 

tsh;r;rpapy; Vw;gLk; khw;wj;jpdhy; neuk; brytpLk; jd;ik 

Fiwfpd;wJ. 
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9. ,lh; nkyhz;ik 

rpy tif ,lh;fSf;F nkyhz;ik bra;J rhp bra;a[k; jd;ikia ,J 

mspf;fpd;wJ. 

10. fhy mst[ 

xU thpirf; fpukkhd mstpy; fhyk; xJf;fPL bra;ag;gLfpd;wJ. 

btspj;jfty;fspd; Fiwfs; 

bghJkf;fs; fUj;J 

 btspj;jfty; vd;gJ cs;~h; cHth; re;ijjid bgUkstpy; 

ghjpf;fpd;wJ  vd;gJ xU mirf;f Koahj fUj;J btspj;jfty; vd;gJ 

nritfspd; ghpkhw;wk; mJ gzpiaa[k; jdp egh;fisa[k; ghjpf;fpd;wJ.  

btspj;jfty; vd;gJ gzpj; bjhe;jut[ kw;Wk; gzp epue;juj;ija[k; 

ghjpf;fpd;wJ.   

 ciHg;ghsh; rl;l|;fs; Inuhg;gh ehLfspy; cs;sijg;nghd;W 

mbkhpf;f ehLfspy; ,y;iy.  Inuhg;ghtpy; rl;lKiwfspy; mike;j 

gzpg;ghJfhg;g[ vd;gJ eilKiwapy; cs;sJ.   

g|;Fjhuh;fspd; fUj;J 

 bghJj;Jiw epWk|;fisg; bghWj;jkl;oy; tzpfk; elj;JtJ vd;gJ 

g|;Fjhuh;fs; kw;Wk; mth;fsJ eyd;fSf;fhf kl;Lnk vd;gJ ,af;Feh; 

mitapd; bghWg;ghf fUjg;gLfpd;wJ.  g|;Fjhuh;fspd; fUj;Jf;fis 

ftdk; bra;jy; vd;gij xU rpwe;j jpl;lkhf fUJfpd;wJ.  g|;Fjhuh;fs; 

rl;l/ ,af;Feh;fspd; ghh;itf;F j|;fspd; vz;z|;fisf; bfhz;L tUtJ 

mth;fspd; flikahff; fUjg;gLfpd;wJ. 

rh;tnjr mstpy; CRM 

 kpz;zq re;ijapay;/ efh;nthh; Vw;g[ kw;Wk; cs;~h; tzpfk; 

nghd;wit ey;y g|;F tfpf;fpd;wJ.  ve;j ehLfspy; mYtyf|;fs; njit 

vdt[k; v|;F njitapy;iy vd;gjida[k; jPh;khdpf;f ntz;Lk;.  rh;tnjr 

re;ijj; jpl;lj;jpid totikf;ft[k; mjd;\yk; gzpfs; kw;Wk; 

bghUl;fis gy;ntW ehLfspy; tpw;gid bra;tjw;Fk; ,J Jiz 

g[hpfpd;wJ. 

rh;tnjr cj;jp  

 a[f;jpiag; gw;wp ngRfpd;w nghbjdpy; mjid xU rh;tnjr mstpy; 

bra;tJ vd;gJ ,d;wpaikahj xd;whf ,Uf;fpd;wJ.  ,jpypUe;J 

g[Jg;gpf;fg;gl;l jpl;lk;  xd;W njitahf rh;tnjr ,d;lh;bel; KjyPl;oy; 

gpd;gw;wg;gLfpd;wJ.  ,jid btw;wpfukhf brayhf;f ve;bje;j re;ij 

gFjpfspy; Mh;tk; ekf;Fs;sJ vd;gij ehk; bjhpe;J bfhs;s ntz;Lk;.  

bghUl;fis ehk; tpw;gid bra;a ntz;Lbkdpy; mtw;iw v|;F ehk; 

cw;gj;jp bra;ag; nghfpd;nwhk; vdt[k;/ vt;thW mjid cw;gj;jpahsh;fs; 

rhp bra;fpd;whh;fs; vd;gjida[k; jPh;khdpf;f ntz;Lk;.  ,jpy; cs;~h; 

eph;thfk; Kf;fpa g|;fhw;Wfpd;wdh;. 

 rh;tnjr re;ijapay; mikg;ghdJ ,d;lh;bel; nritfspd; bkhj;j 

bryitf; fzf;bfLj;Jf; bfhs;s ntz;Lk;.   



51 

cw;gj;jpa[k; gfph;t[k; 

 bghUl;fs; cw;gj;jp kw;Wk; nritfs; mspj;jy; nghd;wit/ 

bryt[fs; cw;gj;jp xG|;FKiwfs; ciHg;ghsh; fl;Lg;ghL/ thp tpjpg;g[/ 

bghJkf;fs; mgpg;uhak; nghd;witfs; \yk; jPh;khdpf;fg;gLfpd;wJ. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

bghUl;fs; kw;Wk; gzpfs; 

 bghUl;fs; kw;Wk; gzpfs; vy;yh R{H;epiyfspYk;/ vy;yh 

ehLfspYk; xd;whf ,Ug;gjpy;iy.  bkd;bghUs; cw;gj;jpg; bghUl;fis 

bgUkstpy; th|;Fgth;fSf;F/ mspf;fpd;w xU tpw;gidahsuhf 

,Uf;fpd;w R{Hypy; mth; mjpf <LghL cilatuhf ,Uf;f ntz;Lk;.   

rl;lKk; xG|;FKiwa[k; 

 nkny Fwpg;gpl;l cjhuz|;fs; rl;lg{h;tkhd epiyia 

bjs;sj;bjspthf tpsf;Ffpd;wJ.  jdpahh; Mjpf;fk;/ mwpt[rhh;/ 

brhj;Jhpikfs;/ thptpjpg;g[ kw;Wk; cw;gj;jp ghJfhg;g[ (bghk;ikfs;/ czt[/ 

kUj;Jtk;) nghd;wit xU Kf;fpa g|;F tfpf;fpd;wJ. 

 jw;fhyj;jpa tsh;r;rp rh;tnjr bray;ghLfspd; tiuaiwia 

fhl;Lfpd;wJ.  gy ehLfs; ,d;lh;bel; nritia jil bra;Js;sJ 

vd;gjid ehk; fhzKoa[k;.  nkw;Fwpg;gpl;l cjhuz|;fspy;/ tpkhd 

gazr;rPl;L tpiyapdpy;/ Inuhg;ghtpd; FG mwpf;ifapd;go/ 

tpkhdg;gazr;rPl;il kf;fs; th|;Fk;bghGJ mth;fs; 

ntWgLj;jg;gLfpd;whh;fs;.  tpkhd nritfs; Efh;nthhpd; mZ;ry; 

Kfthpia gad;gLj;jp mth;fspd; Kfthpiaj; jPh;khdpf;fpd;wdh;. 

Helpful CSR 

Customer service ref. 

investigates situations, sees 

the customer’s value scroe… 

and veissues the ticket with a 

free upgrade 

CSR calls up customer’s 

profile, sees ticket has not 

been sent. Notices 

“High value” 

delimeter and 

accompanying script 

for missing ticket. 

Angry customer 

Angry  customer’s 

plane ticket showed up. 

CRM server or data 

warehouse updates 

customer’s profile in 

near real time. 
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 rkPgj;jpa Mtz|;fspy; brhy;yg;gl;lJ nghd;W/ Efh;nthh;fspd; 

chpikg; ghJfhg;gpy;/ FG je;Js;s Ma;twpf;ifapy;/ “nghjpa jfty; 

,d;ik tpthj|;fspy; Vw;gl;Ls;s FHg;gk; kw;wk; mjpUg;jpaile;j 

gazpfspd; tUj;j|;fs; nghd;witia ehk; fhzKoa[k;. 

 tUfpd;w khj|;fspy; Efh;nthhpd; ghJfhg;g[ njitia gw;wp 

jPh;khdpj;J eltof;if vLg;gij FG jPh;khdpf;Fk;. 

 rl;lrig/ xG|;FKiw kw;Wk; thp tpjpg;g[ nghd;wit kpFe;j 

khw;w|;fis tzpfj;jpy; bfhz;L tUk;. 

bkhHp 

 rh;tnjr mstpy;/ ehk; btg; gFjpfis M|;fpyj;jpy; kl;Lkpd;wp kw;w 

bkhHpfspYk; Kd;ndw;w ntz;Lk;.  elg;g[ R{H;epiyapy;/ CNN miy 

thpirapy; rPd bkhHpapy; mit cUthf;fg;gl;oUf;fpd;wJ. 

vdnt/ gy bkhHp btg; gFjpfs; xU fz;og;ghd njitahf 

fUjg;gLfpd;wJ.  c|;fsJ btg; irl; kpf ePskhdjhf ,Uf;fpd;w R{Hypy; 

3ypUe;J 5 gf;f|;fSf;F bkhHp cUthf;fg;gl ntz;Lk;.  rpy epWtd|;fs; 

nrit Mw;Wfpd;w gzpapy; <LgLfpd;wnghJ gy bkhHpfspy; btg;irl; 

cUthf;f <LgLfpd;wJ.   

fyhr;rhuk;  

 cs;~h; fyhr;rhukhdJ xU bghUspd; re;ijapy; gzpfisr; 

rhh;e;jpUf;fr; bra;fpd;wJ.  cw;gj;jpr; bryt[fs; kw;Wk; mog;gil  

trjpfSf;F Mfpd;w bryt[fs; ,jpy; xU Kf;fpa g|;F tfpf;fpd;wJ.  US 

ehLfisg;nghd;W fld; ml;il bryj;Jjy;fspy; ve;j ehLfSk; Kd;dpiy 

tfpj;jjpy;iy.  nfhfh nfhyh nghd;w rpy epWtd|;fs; kpft[k; cWjpahd 

Kiwapy; kf;fs; kdjpy; gjpe;Js;sJ.  nkYk; ,it bkhHpiaa[k;/ 

fyhr;rhuj;ija[k; fzf;fpy; bfhz;L/ mjd;\yk; gpiHfisg; nghf;fp 

ew;bgaiu <l;oapUf;fpd;wJ.   

bray;ghLfs; 

 bel;Xh;f; nrit vd;gJ ehl;Lf;F ehL khWgLfpd;wJ.  mit kf;fs; 

bjhif bgUf;fk; kw;Wk; bjhHpw;rhiy kf;fisj; jhz;o  khWgLtijr; 

rhh;e;Js;sJ.  vLj;Jf;fhl;lhf/ FWe;jfty; nrit vd;gJ Inuhg;gpa 

ehLfspYk; Vrpad; ehLfspYk; gpugykhfpf; bfhz;Ls;sJ.   

,lh;ghL 

 xU bjhHpy; ,ay;nthh; nghd;W/ ehk; btw;wpaila epidf;fpd;nwhk;.  

mjw;F nkw;Fwpg;gpl;l bra;jpfis ftdkhff; fUj;jpy; bfhz;L/ ek; 

R{H;epiyfisa[k; fUj;jy; bfhz;L bray;gl ntz;Lk;.  mjd; gpd;g[ 

filrpapy; jhd; ehk; mspf;fpd;w bghUl;fs; kw;Wk; nritfSf;F cz;lhd 

tpiyiag; bgw Koa[k;. 

btg; -d; tHp 

 rh;tnjr mstpy; kpz;zq tzpfk; bra;fpd;w ntisapy;/ 

Efh;nthh;fs; kw;Wk; ekJ \yg;bghUs; mspg;gth;fspd; vz;z|;fis mJ 

khw;Wk;.  tzpfk; bra;fpd;w Kiw Tl khWglyhk;.  mJ xU Efh;nthh;fs; 

rhh;e;j tzpfj;jpid bjhl|;fp elj;Jtjw;F tHptFf;fpd;wJ. 

 btg; vd;w xd;W kl;Lnk tU|;fhy tHpfhl;lYf;F tHptFj;J 

nghjpa jfty;fis ekf;F tH|;f Koa[k;.  nkYk;/ cs;~h; epWtd|;fs;/ 
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mnj Jiwapy; tzpfk; bra;a[k; epWtd|;fs;/ muRj;Jiw jfty;fs; 

tH|;Fk; Kfth;fs; nghd;nwhhplk; ,Ue;Jk; jfty;fis ehk; bgw Koa[k;.  

 

 

 

 

 

 

 

 

 

 

 

 

 

miHg;g[ ikaKk; thof;ifahsh; nrita[k; 

 ,UgJ tUl|;fSf;F Kd;g[/ gy Efh;nthh;fs; j|;fsJ Fiwfis 

vGjp mij jghy; bra;J/ mjd; gpd;g[ gjpYf;fhf fhj;jpUe;J mJ 

bgwg;glhky; Tl nghapUf;fpd;wJ. 

 miHg;g[ ika|;fs;/ bjhlh;g[ ika|;fshf khw;wg;gl;L/ Efh;nthh; 

bjhlh;g[ ika|;fs; my;yJ Efh;nthh; nrit ika|;fs; my;yJ jfty; 

epiya|;fs; vd;W mwpayhk;.  Mjpfhhpfs;/ mth;fsJ epWk|;fspd; bjhlh;g[ 

ika|;fis xU njitahd bryt[ vd;W tzpfk; elj;Jtjw;Fk; ,yhgk; 

<l;Ltjw;Fk; mJ xU fz;og;ghd njit vd;gjid fUJfpd;whh;fs;. 

 epWtd|;fs;/ j|;fsJ giHa thof;ifahsh;fis jf;f itj;Jf; 

bfhs;tjw;Fk;/ g[jpa thof;ifahsh;fis bgWtjw;Fk; mth;fspd; KG 

xj;JiHg;g[ vd;gJ kpft[k; mtrpak; vd;gjid czh;e;jpUf;fpd;whh;fs;. 
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 nkny cs;s tiuglj;jpy; Efh;nthh; kfpH;r;rpahf ,y;iy vd;gJ 

g[hpfpd;wJ.  jghy; \yk; mDg;gg;gLtjhf tpkhd epWtdk; cWjpaspj;j 

gazr;rPl;L te;jilatpy;iy.  Efh;nthh; nrit ika mjpfhhp gazr; 

rPl;il jpUk;g mspg;gjhff; Twp Efh;nthhpd; mjph;#;lk; gazr;rPl;od; 

fl;lzk; khwtpy;iy.  nkYk; gazr;rPl;L te;J nrh;e;J Efh;nthh; gazk; 

bra;a R{H;epiy mile;J ,|;nf Fwpg;gplj; jFe;j bra;jp vd;dbtd;why; 

Efh;nthhpd; kfpH;r;rp md;wp/ mth;fspd; g[fhh;fs; ve;j mst[f;F 

bray;gLj;jg;gl;L rhp bra;ag;gl;ljw;nf Kf;fpj;Jtk; mspf;fg;gLfpd;wJ.   

bjhlh;g[ ika tpw;gid xj;JiHg;g[ 

 Efh;nthh; xUth; c|;fsplk; ,Ue;J itu fGj;jhguzk; xd;wpid 

th|;Fk; bghGJ mnj nghd;W ntW Mgz|;fs; ,Uf;Fkh vd;gjid mwpa 

Mty; bfhs;thh;.  ,e;j khjphpahd bjhlh;g[/ xU Efh;nthh; tprhuizf;Fk; 

TLjy; tUkhdj;jpw;Fk; tHptFf;Fk;. 

 rhpahd jfty;fSld; xU mjpfhhp Efh;nthhpd; tpthjj;jpw;F 

brtpbkLf;fpd;w ntisfspy; rpy gpd;tUfpd;w rpytw;iwf; bfhz;L kjpg;g[ 

Toa Efh;nthiu milahsk; fhz Koa[k;. 

 

 

 

 

 

 

 

 

 nkny bfhLf;fg;gl;Ls;s cjhuzj;jpy; xU CRM rh;tUld;/ 

nfhgkhd thof;ifahsh; xUthpd; jfty;fs; guhkhpf;fg;gl;Ls;sJ.  ,e;j 

tif jfty; fsZ;rpaj;jpy; Efh;nthh;fsplkpUe;J bgw;gl;l re;ijapay; 

cUthf;fk;/ mth;fspd; tpgu|;fspd;/ vt;thW gazr;rPl;oid vLf;fpd;whh;>  

mtUila ,Uf;if kw;Wk; czt[g; gHf;f tpUg;g|;fs; kw;Wk; mtUila 

gad;gLj;Jfpd;w bghUl;fs; kw;Wk; nritfis cs;slf;Ffpd;wJ. 

 ,e;j R{Hypy; Efh;nthhpd; jfty; mikg;g[ Fwpg;gJ vd;dbtd;why;/ 

mjpfgl;rkhf mth; ‘7’ tPjr;rPl;Lfis th|;fpapUf;fpd;whh; vdt[k; fle;j 60 

Kiwfspy; VG khj|;fs; tpkhdj;jpy; gazpj;J/ mof;fo gazk; 

bra;gth;fspy; 3 rjtPjk; mth; gazk; bra;jpUf;fpd;whh;. 

ciHf;Fk; nkyhz;ik 

 vg;bghGJ/ ahh; gzpahw;w ntz;Lk; vd;gjid bjhlh;g[ ika|;fs; 

gH|;fhyj;jpy; ciHf;Fk; nkyhz;ik jPh;t[ bra;jJ.  rpwe;j 

thof;ifahsh;fspd; rpwe;j nritiag; bgWfpd;whh;fs; vd;gJ xU bghpa 

tp#akhf ,Ue;jhYk; mJ nghJkh>  ciHf;Fk; th;f;f nkyhz;ik 

fUtpfs; - ciHg;ghsh; jpl;lkpLjypYk;/ rpwe;j egh;fisg; bgWtjpYk; 

bjhlh;g[ ika CHpah;fs; epWtdj;jpy; Kf;fpa g|;fhw;Wfpd;wJ.  

jpwikahd CHpah;fs;/ gy;tif bjhlh;g[ miythpirfs; kw;Wk;  ey;y 

Efh;nthh;fs; 
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Call Scripting 

 thof;ifahsh; bjhlh;g[ ika|;fs;  jhnd ,a|;fr; bra;a 

Muk;gpj;jt[lnd/ mog;gil trjpfSk; Kd;ndw Muk;gpj;Js;sJ.  

thof;ifahsh; jfty; fsZ;rpa|;fs; mjpfhpj;J thof;ifahsh; eilKiw 

kw;Wk; tpUg;g|;fis Kd;fzpj;J mtw;iwf; bfhz;L/ Ke;ija 

thof;ifahsh;fspd; tpUg;g|;fis xg;gpl Koa[k;. 

 Efh;nthh;fspd; bjhlh;g[ vd;gJ gpd;tUk; fhuzpfisg; bghWj;J 

mika[k;. 

1. bjhlh;g[ bfhs;s fhuzk;. 

2. Efh;nthhpd; kjpg;g[ 

3. FWf;F tpw;gid re;jh;g;g|;fs; kw;Wk; jfty;fs; bgWk; vz;zk;. 

4. elg;g[ bghUs; Kd;ndw;w|;fs; kw;Wk; js;Sgofs; 

5. fHpe;j rPl;Lfs; my;yJ fzf;Ffs; brYj;Jjy; 

 xU miHg;g[ ikak; vd;gJ gpd;tUkhW tiuaWf;fg;glyhk;.  

“thof;ifahsh;fs; kw;Wk; bjhHpyjpgh;fSf;F cz;ik neu mog;gilapy;/ 

jfty;fs; mspf;fpd;w/ bjhHpy;El;g trjpfs; epiwe;j/ gapw;rpbgw;w 

gzpahsh;fs;/ jfty; fsZ;rpaj;ij rhh;e;Js;s/ ,d;lh;bel; trjpa[ld; Toa 

xU ,lnk bjhlh;g[ ikak; my;yJ miHg;g[ ikak; vd miHf;fg;glyhk;. 

 ,e;j fhyj;jpa miHg;g[ ika|;fs; “bjhlh;g[ ika|;fs;” vd;W bgah; 

khw;wg;gl;l ika|;fs; vd;gJ Fiwe;jst[ bjhHpy;El;g bjhiyngrp kw;Wk; 

Md;iyd; etPd bjhHpy;El;gk; nghd;witfis cs;slf;fpaJ.  rpy rpf;fy; 

tha;e;j tpdhf;fSld; tUfpd;w thof;ifahsh;fs; cldo nrit 

ikaj;jpd; \yk; j|;fSf;Fj; njitahd gjpiy bgw;W Kfth;fs; \ykhf 

j|;fs; re;njf|;fis cldoahfj; jPh;j;Jf; bfhs;fpd;wdh;. 

 miHg;g[ ika|;fs;/ bjhlh;g[ ika|;fshf khw;wk; bra;ag;gl;L/ 

thof;ifahsh;fspd; Fiwfisj; jPh;g;gjw;F/ epWtdj;jpd; neuk;/ bryt[ 

kw;Wk; Kaw;rpfspd; mog;gilapy; eltof;iffs; nkw;bfhs;sg;gl;L/ 

brayhf;fg;gLfpd;wJ.  mJ kpd;dZ;ry; \ykhfnth/ Fuyz;ry; 

\ykhfnth/ bjhiyngrp miHg;g[fs; \ynk eilbgWfpd;wJ. 

 thof;ifahsh; nrit kw;Wk; mth;fis jf;fitj;jy; nghd;w 

gzpfis brk;ikg;gLj;Jtjw;fhf  epWk|;fs; nkw;Fwpg;gpl;l/ 

thof;ifahsh;fspd; kj;jpapy; gpugykhfpa[s;s bjhiyj; bjhlh;g[ 

rhjd|;fsi gad;gLj;Jfpd;wJ. 
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tif nghd;witna rhpahd Efh;nthh;fSf;F ey;y xj;JiHg;gpid 

bgWtij cWjp bra;fpd;wJ. 

 ,e;j tif fhuzpfs;/ bray;gl;L bjhlh;g[ ika gzpfshd/ miHg;g[ 

trjpfs;/ jpl;lkpLjy;  nghd;witfSld; gpd;tUtdtw;iw 

cs;slf;Ffpd;wJ. 

 gzp mjpfk; cila ntisfspy; bjhlh;g[ mst[fis 

Kd;fzpf;ff;Toa jpwik. 

 rpy jpwd; tha;e;j ntisfspy;/ ey;y vz;zpf;ifahd CSR –I 

ghpe;Jiu bra;jy;. 

 jpwik/ gzpapypUe;J btspnaWjy; my;yJ tpUk;g[fpd;w ntiy 

kzpj;Jspfs; mog;gilapy; ciHg;ghspfis ml;ltizg; 

gLj;Jjy;. 

 rh;tnjr kl|;F/ bjhlh;g[ ika|;fs;/ CHpah;fspd; jpwikia 

Cf;Ftpf;Fk; gzp bra;jy;. 

miHg;g[ ikak; 

 bjhiyngrpapd; mwpKfk; miHg;g[ ikaj;jpd; \ykhf ,Ue;jhYk;/ 

,d;lh;bel;od; mwpKfnk miHg;g[ ikaj;jpd; gzpfspy; xU bghpa 

Kd;ndw;wj;ijf; bfhz;L te;jJ.  ,d;iwa fhyf;fl;lj;jpy;/ bjhlh;g[ 

ika|;fs; gy;ntW tpjkhd bjhlh;g[fis cs;slf;Ffpd;wJ.  mitahtd 

kpd;dZ;ry; Fuy; mZ;ry;/ @ngf;!; nghd;witahFk;. 

 g[jpa bjhHpy;El;gj;jpl;l|;fs;/ ciHg;ghsh; nkyhz;ik kw;Wk; 

bra;Kiw totk; nghd;wit epWk|;fs; vt;thW j|;fs; tzpfj;jpid 

bra;antz;Lk; vd;gjidf; TWfpd;wJ. 

miHg;g[ika|;fspd; tiffs; 

 ,aw;if gFjp kw;Wk; chpik mog;gilapy;  miHg;g[ ika|;fis 

\d;W bgUk; tiffshfg; gphpf;fyhk;. 

1. cs;fl;L/btspf;fl;L (Inbound/Outbound) 

 xU miHg;g[ ikakhdJ/ thof;ifahsh;fs; kw;Wk; \d;whk; 

egh;fsplkpUe;J miHg;g[fisg; bgWk;bghGJ mJ xU cs;fl;l miHg;g[ 

ikak; vd;wiHf;fg;gLfpwJ. 

 thof;ifahsh; nritapy; xd;W my;yJ mjpfkhd tPjkpy;yhj 

vz;fisg; gad;gLj;jp nrit g[hpfpd;wJ. 

 btspf;fl;L jfty; ikak; vd;gJ \d;whk; egh;fSf;F miHg;g[ 

bra;ag;gLtijf; Fwpf;Fk;.  btspf;fl;L miHg;g[ ikak; vd;gJ nrfhpj;jy;/ 

bjhiyj;bjhlh;g[ re;ijapay; kw;Wk; rpy;yiw ml;ltiz nghd;w 

gzpfis bra;fpd;wJ. 

2. rh;tnjr/cs;ehl;L jfty; ika|:fs; 

 ,J ehl;od; gFjp mog;gilapy; thof;ifahsh;fis 

tifg;gLj;Jfpd;wJ.  ehl;od; vy;iyiaj; jhz;oa bjhlh;g[ ika|;fspd; 

bray;ghLfs; ,jpy; ml|;Fk;.  ,t;tif ika|;fspd; rpwg;gpay;g[fshf/ 

ntWgl;l neutikt[fs;/ epiyr;rl;l|;fs;/ Mjpf;fk; brYj;Jk; gFjpfs;/ 

bkhHp kw;Wk; fyhr;rhu ntWghLfs; nghd;wtw;iwf; Fwpg;gplyhk;. 
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3. cs;sikg;g[ / btspaikg;g[ 

 cs;sikg;g[ vd;fpd;w ikak; bghUs; kw;Wk; nritfs; mspf;fpd;w 

epWk|;fs; miHg;g[fis bgWtij my;yJ mDg;g[tijf;Fwpf;Fk;.  ve;j 

fUj;Jf; rpwe;jJ vd;gjid jPh;khdpg;gJ xU fodkhd xd;whf ,Ue;jhYk; 

gpd;tUk; fhuzpfisg; bghWj;J mikfpd;wJ.  mitahtd/ Efh;nthh; 

jfty; fhj;jy;/ Kjy; tUkhd \y|;fs;/ bkhj;j thof;ifahsh; mog;gil. 

neuk; fpilj;jy; MFk;. 

Scope of Call Centre 

 bjhlh;g[ ika\;fs; ntiytha;g;g[ tsh;r;rpf;fhf kpfr;rpwe;j nrit 

g[hpfpd;wJ.  ,jd; gpw ed;ikfshtd. 

1. kpfr;rpwe;j gl;lwt[ bgw;w/ M|;fpyk; mjpfk; ngRk; jpwd; tha;e;j 

gzpahsh;fs; ,Uf;Fk; jd;ik. 

2. Fiwe;jst[ gzpahsh; bryt[fs; 

3. epiyahd murpay; R{H;epiy 

4. murpd; nrit bjhHpw;rhiyfspd; kPjhd ek;gpf;if  

5. Kd;ndwpa bghUshjhuk; tpUk;g[fpd;w neu khWghl;Lld; ToaJ. 

xU Kfthpd; jpwik vd;gJ ehs; mog;gilapy; MIS mwpf;if 

\ykhfnth  my;yJ g[s;spapay; gyif  \ykhfnth bjspt[gLj;j Koa[k;. 

thof;ifahsh; nrit vd;gJ 

 thof;ifahsh; vz;zpf;if bghUs;fs; kw;Wk; gzpfs; 

ifahsg;gl;lJ. 

 ruhrhp thof;ifahsh;fs;  ifahz;lJ. 

 ruhrhp ngRk; neuk; 

 miHg;g[fspd; vz;zpf;if  

 tpw;w tpw;gidapd; mst[ 

 fzf;F tHf;Fspd; vz;zpf;if 

 miHg;g[ kPJ tUkhdk;. 

 jPh;j;J itf;fg;gl;l cWjpbkhHpfs; 



58 

tpdhf;fs; 

1. tzpf btspj;jfty; bra;Kiw vd;why; vd;d? 

2. BPO – d; cl;gphpt[fs; ahit? 

3. btspj;jfty; xg;ge;jj;jpdhy; Vw;gLk; khw;w|;fs; ahit? 

4. BPO – d; nehf;fk; vd;d? 

5. BPO – d; Kf;fpaj;Jtj;ij tpthp? 

6. btspj;jfty;fspd; Vw;gLk; Fiwfs; ahit? 

7. rh;tnjr mstpy; CRM – d; g|;F ahJ? 

8. cw;gj;jpa[k; gfph;t[k; vjd; \yk; jPh;khdpf;fg;gLfpd;wd> 

9. rl;lKk; xG|;F Kiwa[k; thzpgj;jpy; Vw;gLj;Jk; khw;wk; vd;d> 

10. bkhHp/ fyhr;rhuk; re;ijapay; vt;thW ghjpg;ig Vw;gLj;Jf;fpd;wJ> 

11. miHg;g[ ikaKk; thof;fiahsh; nrita[k; gw;wp xU rpWFwpg;g[ 

tiuf. 

12. bjhlh;g[ ika tpw;gid xj;JiHg;g[ tpw;gidf;F vt;thW cjt[fpwJ. 

13. ciHf;Fk; nkyhz;ik jUk; jfty;fs; ahit> 

14. bjhlh;g[ ika tpw;gid xj;JiHg;g[ vd;why; vd;d> 

15. Efh;nthh;fspd; bjhlh;g[ vij bghWj;J mika[k;>  mtw;wpd; 

Kf;fpaf; fhuzpfs; ahit> 

16. bjhlh;g[ ikaj;jpdhy; Vw;gLk; ed;ikfs; ahit> 

17. thof;ifahsh; nrit vd;gJ vd;why; vd;d> 

18. cs;fl;L/btspf;fl;L vd;why; vd;d> 

19. rh;tnjr / cs;ehl;L jfty; ika|;fs; vt;thW thof;ifahsh;fis 

tifg;gLj;Jfpd;wJ. 

20. cs;sikg;g[ / btspaikg;g[ vd;gJ vij Fwpf;fpd;wJ> 

tpilfs; 

1. jtW  

2. rhp 

3. rhp 

4. rhp 
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