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ABSTRACT

This research paper makes an attempt to analytically the impact of service
quality of customer relationship management in the banking sector in
Tiruchirappalli City Corporation of ~ Tamil Nadu State. The researcher used the
SERVQUAL questionnaire of Parasuraman et al, (1992) to collect data from the
respondents. The study revealed that there is a positive impact of service quality
dimensions such as Tangibility, Empathy a n d Responsiveness, while
assurance and reliability had not much impact on the customer relationship
management. This also revealed that higher increase in the quality of the service
will also increase the relationship of the customers with the bank.
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