BIBLIOGRAPHY

. Adolf, R, Gram—Thompson S., Harrington, W. and Smger M., What Leadmg
Banks are Learnmg about Bxg Databases and Marketmg , The Mckznsey
_Quarterly, no. 3, 1997, pp. 187 192 | |

. Aliber, Robert Z. 1984 International bankmg A survey Joumal of Money,
Credit and Banking, Vol. 16, No. 4 (Part 2), 1984, pp. 661-712

. Attewell, Paul., "The Deskilling Controversy."Work and Occupations, Vol. 14,
No. 3,1987, pp. 323-46 '

. AstaTradeHub.com, ‘India Banking — Introduction’,

http://www.asiatradehub.com/india/banks.asp.

. Autor, David. H., Lawrence F. Katz, and Alan B. Krueger.,, "Computing
Inequality: Have Computers Changed the Labor Market?" Quarterly Journal
ofEconomics, Vol. 113, No. 4 (November),1998, pp. 1169-1213 |

. Bailey, Thomas, and Annette Bernhardt., "In Search of the High Road in a Low-

Wage Industry.", Politics and Society, Vol. 25, No. 2, 1997, pp. 179-201

. -“Banking in’ India”, htt‘p://én.wikipedia.mjg-/wil{i/B:ankiﬂQ‘i‘ »i‘jﬁi-i‘?'lﬁdia ,29thAug
. | Batt, Rosémary. 2000. "Strategic Segmentati’on in Ffontiihe Sérvices: Matching
Customers, Employees, and Human Resource Systems.” International Journal of
Human Resource Management, Vol. 11, No. 3, 2000, pp. 540-61

. Bennett, R. L., Financial Sector and Economic Development, 1965, p. 22

344



10.

11.

12.

13.

14.

15.

16.

17.

18.

Berger, Allen N.,A. K. Kashyap, andJoseph M. Scalise., "The Transformation of
the U.S. Banking Industry: What a Long, Strange Trip It's Been.", Brookings
Papers on Economic Activity, Vol. 2, 1995, pi). 55-218

Bery A. Donald and Lindgren W. Bernard, Statistics: Theory and Methods, 199Q
Bhole, L. M., Financial Institutions and Markets, Tata McGraw-Hill, New Delhi,
2004, pp. 1.22-1.28.

Bickert, J., ‘The Database Revolution’, Target Markgting,. May’,‘ 1992,‘:.pp{ 14- 18.
Boulding W, Sfaélin R, Ehret M, and Johnston W, “A Cﬁstomef kelétionshiﬁ
Management Roadmap: What is Known, Potentiéi Pitfall and Where to Go”,
Journal of Marketing, 69(4), 2005, pp. 155-166

Cappelli, Peter., "Technology and Skill Requirements: Implications for
Establishment Wage Structures." New England Economic Review, May/ June,
1996, pp. 139-54

Chatterjee Suchintan,

http://economics.about.com/cs/finance/a/india bankiqg.htm, ‘Banking on Retail’,
About.Com:Economics.

Chaze Aaron,

http://findarticles.com/p/articles/mi qa3715/is 200405/ai n9359758,

‘India:India’s Banking System Begins to upgrade itself’, BNET, May, 2004.
Chen J and Ching, Russell K H, “An Empirical study of the Relationship of IT
Intensity and Organizational Absorptive Capacity on CRM Performance”,

Journal of Global Information Management, 12(1), 2004, pp. 1-17

345



19.
20.
21,
2.
23.

24.

25.

26.

2.

Churchill G. A. and lacobucci D., Marketing Research: Methodological
Féundations, 2002

Clarke Mike, “Customer Service: Using Technology to beat banking’s Goliaths”,
Journal of Banking and Financial Services, Aug 1, 2003

Cory, J., “The New Consumer’, Chilton’s Hardware Age‘;v no. 232 ,(Novem‘ber),
1995, pp. 68-_80 " i
Davids, ‘M., ‘How to Avoid the 10 Bi‘ggre‘st' Mistake‘sb in kCRM’, .-]o;;vfnai of
Business Strategy,November»DecemBér; 1999, pp. 2226 ‘

Day G. S., “Managing Market Relationships”, Journal of Académy of Marketing |
Science, 28(1), 2000, pp. 24~30

Day G. S., Bulte C., “Superiority in Customer Relationship Management:
Consequences for Competitive Advantage and Performance”, The Wharton
School University of Pennsylvania, September 2002, pp. 1-48

Dyer Alyssa, http://www.dmreview.com/article sub.cfm?articleld=6949, “ The

Future of CRM Technology”, July, 2003 David, Paul A. 1990. "The Dynamb and
the Computer: A Historical Perspective on the Modern Productivity Paradox."
American Economic Review, Vol. 80, No. 2 (May), 1990, pp. 355-61

Eaton, Susan., "Beyond 'Unloving Care": Linking Work Organization and Patient
Ca;'e Quality in Nursing Homes‘." International Journal of Human Resource
Management, Vol. 11, No. 3, 2000, pp. 591-616

Emnst and Young, Special Report — Technology vz'nvFinaﬂn_cial Services, 1999, pp.

27-83

346



28. FICCI Annual Survey, “Indian Banking System: The Current State and Road
Ahead”, September 2006, pp 5 - 20

29. Foster, G., Gupta, M. and Sjoblom, L., ‘Customer Profitability Analysis:
Challenges and New Directions’, Journal of Cost Management, Spring, 1996, pp.

- 5-17

30. Francese, P., ‘America at Mid-Decade’, Américan Demographics, 17 Feﬁruary
1995, p. 23

31. Goff, J., Harding, D., Shah, R. and Singer, M., ‘A New Way to Reach Small
Businesses’, ThéMckinsey Quarterly, no. 3, 1998, pp- 172-176

32. Gosney John W. and Boehm :I;homas P., Customer Relationship Management
Essentials, Prentice-Hall of India, New Delhi, 2001, p. 6.

33. Grant A., and Schlesinger L., “Realize your customer’s Full Profit Potential”,
Harvard Business Review, 73(5), 1995, pp. 59-73

34. Grover S. P. S., http://www.ciol.com/content/570798032.aspx, ‘ Automation is the

key thing for Banks’, CIOL Network, July, 5, 2007

35. Gruen, T.W., ‘Relationship Marketing: The Route to Marketing Efficiency and
Effectiveness’, Bi:sfné&s Horizons, November~Deeember'I’997, Pp- 32-38 |

36. Gulati V P, “Role of Technolo gy in Banking Services”, Ihétitute Jor
Development and Research in Banking Technology, September 12, 2000, pp. 1-12

37. Gupta, L., ‘Managing Customers — The Joy Factor’, Bu;iness World, 2§ June

2000, pp. 22-28

347



38. Harker, M.J., ‘Relationship Marketing Defined? An Examination of" Current
Relationship Marketing Deﬁpitions’, Martketing Intelligencé and Planh:ing, no.
17/1, 1999, pp, 13-20

39. Harvey Jones, “Online Banking”, What Investment, April 1, 2006

40. http://www.thebharat.com/finance/banking/index.html, ‘Investment in India —
Banking System’, thebharat.com.

41. India Finance and Investment Guide, ‘Hiétory of Banking in India’,

http://finance.indiamart.com/investment_in_india/banking in_india html.

42, http://www.answers.com/topic/state-bank-of-india as of 29th August, 2008

43, http://www.iloveindia.com/finance/bank/nationalised-banks/union-bank-of-
india.html as of 29th August, 2008

44. http://www.indiahousing.com/banks-in-india/indian-overseas-bank.html as of

26th August, 2008

45. http://www.indiahousing.com/banks-in-india/corporation-bank.html as of 29th

August, 2008

46. htip://www .bankofbaroda.com/aboutus.asp as of 29th August, 2008

47, http://business.mapsofindia.com/banks-in-india/allahabad-bank.html as of 29th

August, 2008 .

48. http://www.pnbindia.conVenglish web/lala lajpat_rai.htm as of 29th August,

2008

49. http://www.denabank.com/index.jsp as of 29th August, 2008

50. http//www.vijayabank.cony as of 29th August, 2008

51. https://www.obcindia.co.in/indexxyz.asp as of 29th August, 2008

348



52. http://www.indianbank.in/profile.htm as of 29th August, 2008

53. http://www.canarabank.com/English/Scripts/Profile.aspx as of 29th August, 2008

54. http://www.axisbank.com/aboutus/aboutaxisbank/About-Axis-Bank.asp as of 29th

August, 2008

55. http://www hdfcbank.com/aboutus/default.htm,

http://www.hdfcbank.com/aboutus/general/default.htm as of 29th August, 2008

56. htip://www.icicibank.com/pfsuser/aboutus/overview/overview.htm as of 29th

August, 2008

57. http://www.centurionbop.co.it/site/aboutus.html,

http://business.mapsofindia.com/banks-in-india/centurion-bank-ltd.html as of 29th

August, 2008

58. http://www iloveindia.com/finance/bank/private-banks/idbi-bank.html as of 29th

August, 2008

59. hitp://www.dcbl.com/ as of 29th August, 2008

60. http://yesbank.in/ as of 29th August, 2008

61. http://www kotak.com/Kotak GroupSite/aboutus/our story.htm. http://www.kotak

-.com/Kotak GroupSite/aboutus/default.htm as of 29th August, 2008

62. http://kerala.unnizgames.com/banks/federal-bank.htm as of 29th- August, 2008

63. hitp://www.standardchartered.com/about-us/history/en/index.html,

bttp://www.standardchartered.co.in/about-us/en/about-us.htm] as of 29th August,

2008

64. http.//www.hsbc.co.in/1/2/miscellaneous/about-hsbe,

http://www.hsbe.com/1/2/about-hsbe as of 29th August, 2008

349



65. http://www.citigroup.com/citieroup/about/index.htm,

http://www.citigroup.com/citigroup/corporate/history/citieroup.htm as of 29th

August, 2008

66. http://www.abnamro.co.in/India/About-Us/index.htm as of 29th August, 2008

67. http://www kalupurbank.com/history.htm as of 29th August, 2008

68. http://www.nutanbank.com/history.htm as of 29th August, 2008

69. http://www.publicnotice.in/show_notice_details.php?id=2292 as of 29th August,

¥

2008

70. Hunter, Larry W., "Transforming Retail Banking: Inclusion and Segmentation in
Service Work." In Peter Cappelli, ed., Employment Practices and Business
Strategy. New York: Oxford University Press, 1999, pp. 153-92

“71. Imenson Michael, “The Changing Face of Retail Banking”, The Banker, Feb 1,
2008 | |

72. Jackson, B.B., anng and Keeping Industrial Customers T71e Dynamzcs of
Customer Relatzonskzps Lexington: D.C. Heath and Company, 1985

73. Jacobs Teff and Beggs John, “Using Technology to - enable Better ‘Business”,

Journal of Bankmg and Financial Semces hane 1 2005

'74 Iam R, Jam S., and Dhar U,, “Measunng Customer Relatlons}np Management

| Journal of Servzces Reseaf ch, 2(2) 2003 Pp- 97- 108 | | |

75. JaychandranS Sharma S, Kaufman P. and Raman P “The Role of Relational
: Infor}natlon Processes and Technology Use in Customer Relatxonshlp

Management”, Journal of Marketing, 69(4), 2005, pp. ‘117‘7—92

350



76.

7.

78.

79.

80.

81.

82.

83.

84.

il
Joyce Joseph P, “The Crisis in Emerging Markets™, Journal of Economic

Literature: 1, 2001 pp. 1-20
Kabiraj S., Agarwal D., and Singh D., “Organizational Practices for Implementing
Customer Realtionship Management: A Survey of Retail Banking in India”, /BAT
Journal of Management, 1(1), 2004, pp. 75-97

Katz, Lawrence F., and Kevin M. Murphy., "Changes in Relative Wages, 1963-
1987: Supply and Demand Factors." Quarterly Journal of Economics, Vol. 107,
No. 1 (February), 1992, pp. 35-78

Keltner, Brent., "Relationship Banking and Competitive Advantage: Evidence
from the U.S. and Germany." California Management Review, Vol. 37, No. 4
(Summer), 1995, pp. 45-72

Keltner, Brent, and David Finegold. 1996. "Adding Value in Banking: Human
Resource Innovations for Service Firms." Sloan Management Review, Vol. 37,
No. 3 (Fall), 1996, pp. 57-68

Khan, M. Y., Indian Financial System, Tata McGraw-Hill, New Delhi, 2004, pp.
2.19-2.24.

Khanna Anurag, http://www.banknetindia.com/special/itb1.htm, ‘An Overview of

IT in Banking’, Banknet India, 2003.

Kotler Philip, Marketing Management, Prentice-Hall of India, New Delhi, 1999,
p. 665.

Krueger, Alan B., "How Computers Have Changed the Wage Structure: Evidence
from Microdata, 1984-1989." Quarterly Journal of Economics, Vol. 108, No. |

(February), 1993, pp. 33-60

351



85. Larry W. Hunter; Annette Bernhardt; Katherine L. Hughes; Eva Skuratowicz, “It's
Not Just the ATMs: Technology, Firm Strategies, Jobs, and Earnings in Retail
Banking, Industrial and Labor Relations Review, Vol. 54, No. 2A, Extra Issue:
Industry Studies of Wage Inequality., Mar., 2001, pp. 402-424

86. Laudon Kenneth C and Laudon Jane P, Management Informqtion Systems, 2004,

" pp- 1-50

87. Leeladhar V., “Indian Financial Sector Reforms”, Reserve Bank of India, March

13,2007

88. Lewis Peter-John, “Core banking Transformation -- Is it really necessary?”,
Australian Banking and Finance, Aug 15, 2007

89. Luck David J., Rubin Ronald S., Market Research, 1987

90. Makin Tony, “Preventing Financial Crisis in East Asia”, Asian Survey: 39, 1999

91. Martinsons M. G., “Management Philosophy and IT Application: The East-West
Divide”, Journal of Technology Management, 18(3), 1991, pp. 207-218

92. Medeiros David W., “Where Workflow Automation is Headed”, ABA Banking
Journal, Oct 1, 1996

93. Miles M. B. and Huberman A. M., Quality Data Analysis, 1994

94 Mohan Rakesh, http://rbidocs.rbi.org.in/rdocs/Speeches/PDFs/70495.pdf,

“Evolution of Central Banking in India’, Lecture delivered by the Deputy
. Governerof RBI at the seminar organized by Lon;ion School of Economics and the
National Institute of Bank Management at Mumbai, January, é4, 2006.
95. Mohammed Peeru H. and Sagadevan A., Customer Relationship Management - a

Step by Step Approach, 2002, pp. 10-35

352



96. Musto Chris, http://banktech.com/showArticle jhtml?articlelD=57700573 | “Just

Looking: Best Practices in Catering to the Most Common Online Banking Task”,
Jan 11, 2005
97. Nargundkar Rajendra, Marketing Research: Text and Cases, 2004

Stamatis D. H., Total Quality Service: Principles, Practices, and Implementation,
1997

98. Nargundkar Rajendra, Services Marketing, Tata McGraw-Hill, New Delhi, 2004,
p.272.
99. Nayar Rangesh and Chadha Gunit,

http://www.networkmagazineindia.com/200305/tech | .shtml, ‘The New Face of

Banking’, Network Magazine, May, 2003,

100. Pati Debashis, Marketing Research, 2002

101.Payne A., and Frow P., “A Strategic Framework tor Customer Relationship
Management”, Journal of Marketing, 69(4), 2005, pp. 167-176

102. Peppers and Rogers, “Customer Relationship Management in Asia: A Cross
Culture Case Study Based on Aetna Universal Insurance”, 2002, www.ltol.com

103. Peppers, D., and Martha Rogers, The One to One Future: Building Relationships
One Customer at a Time, 1993, New York: DoubleDay

104. Pine B., Peppers D and Rogers M., “Do you Want to Keep your Customers
Forever?”, Harvard Business Review, 73(2), 1995, pp. 103-11

105. Pisharodi, R.M., Angur, M. and Shainesh, G., ‘Relationship Strategy,
Effectiveness, and Responsiveness in  Services Marketing’, Journal of

Relationship Marketing, vol. 2, 2003, pp. 3-22

353



106. Porter, M., Competitive Advantage: - Creating and Sustaining Superior
Performance, New York, The Freé Press, 1985

107. Rao Kasturi Nageshw&, “Convergence of Public sector Banks”, The Hindu
Bﬁsiness Line, Jan 20, 2006

108. Reichheld, FF and Sasser, W.E., ‘Zero Defections: Quality Comes to Service’,
Har?ard Bus;'ﬂé_sﬂ?elﬁew, Septerﬁber—Oc’tobey, 1990, pp. 105-111

109. Reinaﬁz W. 1, Krafft M, and Hoyer W. D.,b “The CRM Process: Its
Measurement and Impact on Performance”, Journal of Marketing Research,
41(3), 2004, pp. 193-305

110. Shainesh G. and Sheth Jagdish N., Customer Relationship Management — A
Strategic Perspective,'2006, pp. 3 -28

111. Shapiro, B.P., Rangan, VK., Moriarty, R.T: and Ross, E.B., ‘Managing
Cuétoﬁieré ‘f.ojr Proﬁts (N ot Just Sales)’, Harvéfd Busz’ness R?vz’ew, September-
October, 1987' , - |

1i2. Shéth?,J .N. aﬁdif%&at_iyar, A, Handbvook‘ ‘oﬁ' Relationship Marketing, Thousand

Oaks, California: Sage Publications, 2000

------—-, ‘The EVOlution%bf,,Ré’latiOnship: 'Marketihg’, International Business Review, 4,

1995, pp. 397-418
113. Sheth Jagdish N., Parvatiyar Atul and Shainesh G., Customer Relationship
Management — Emerging Concepts, Tools and Applications, 2001, pp. 17-18
114. Sisodia, R.S. and Wolfe, D.B., ‘Information T echnology: Its role in Building,

Maintaining and Enhancing Relationships’, in'Sheth, J.N. and Parvatiyar, A.,

354



124. Wikipedia, ‘Scheduled Banking Structure in India’,

http://upload.wikimedia.org/wikipedia/commons/b/bd/Scheduled. bankin

re in India.png, 2008.

356



