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ABSTRACT 

A study was conducted concerning the veteran Commercial Bank of 

Ethiopia and some randomly assumed private banks[Dashen bank, 

United bank, Wogagen bank and Nib international bank] on the 

topic of customer relation management (comparative analysis of the 

two banks). The main objective of the study was to find out whether 

there is a significance difference in the customer relation 

management [CRM] as far as the two banks are concerned. Such 

study will help the banks to assess their current performance in 

relation to the issue raised. In the current free market economy 

effective manipulation of marketing strategies towards customer 

satisfaction strongly determines company's long run survival. To 

further carry out the objectives, the necessary data were collected 

using primary methods. Questionnaires were distributed to the 

customers and interviews were made with the banks officers. 

Secondary sources were also reviewed to come up with accurate 

remedy. Apart from this, sample sizes of 150 customers were 

assumed randomly from each sector. Then the data collected were 

edited, tabulated and some logical inferences drawn. The result of 

the study was analyzed using hypothesis testing (z distribution) 

and simple descriptive statistics. The out put of the study revealed 

that there is a significant difference between private and 

government owned banks as long as customer relation 

management is concerned. That is, when relatively seen with 

government owned banks, Private Banks recorded outstanding 

customer relation management system. 
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Customer Relation Management 

CHAPTER ONE 

THE PROBLEM AND ITS APPROACHES 

1.1 Background of the study 

We are now living in a very dynamic and technological period. 

Business organizations are in a continuous challenge that results 

from dynamic changes occurring in their environment. Business 

entities are competing for market share, goodwill, quality, ,public 

image etc. to attract and retain customers. It is the customer and 

he alone, through being willing to pay for goods or services convert 

economic resources in to wealth things . Besides this fact, thanks to 

the ever increasing competition, the business world is going in a 

different direction and all its activities are targeted at achieving 

organizational goals through Mutual satisfaction. 

Companies allover the world are on the struggle to survive or death 

through fierce competition. Some are big and some are small, some 

are extremely wealthy and experienced, some are hopeful beginners 

with big dream, some are influential and have lots of connections 

and supports, and still some others may not have any of these. 

However, they all operate in the same globe. Some even in the same 

environment hence fight to survive. More over, all these firms 

concentrate and put their effort on some thing, some thing which is 

the corner stone of their business, customer satisfaction which is 

out put of effective customer relation management. 



Customer Relation Management 

Customer relation management is a winning strategy for every 

service rendering businesses as it sustains confidence and bring 

competitive advantage. Customer relation management involves 

cultivating the right kind of relationships with the right constituent 

groups. Business not only do customer relation 

management(CRM),but also partner relationship management as 

well. The ultimate outcome of CRM is the building of a unique 

company asset ,a marketing network. A marketing network 

consists of the company and all its supporting s take holders 

(customers, employees, suppliers etc) with whom it ' has built 

mutually profitable business relationships. Here, the operating 

principle is simple: build an effective network of relationships with 

key stake holders, and profits will follow. 

The commencement of banking in Ethiopia will soon be a hundred 

years old. This experience bcgan when the first bank was 

established in 1905(the then Bank of Abyssinia) under the 

participation of government of Ethiopia and national bank of Egypt. 

However the environment was not smooth for more than half a 

century (invasion of Italy, the feudal system and the command 

economy) for banking business until the economic reform was 

made in 1991. Proclamation num ber84 / 1994 created several new 

opportunities for the private sector to be involved in the banking 

business. As result a number of private banks have joined the 

banking industry. This involved the founding of new banks like the 

bank of Abyssinia, the Awash International Bank, the Dashen 

Bank, the Nib International Bank, the United Bank, the Wagagen 

Bank and the like. 
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