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Abstract: 

This research investigates the dynamic interplay between Business Intelligence (BI) and Customer 
Relationship Management (CRM) in the banking sector, specifically focusing on comprehensive 
financial analysis. Motivated by the growing significance of data-driven decision-making and evolving 
CRM strategies in ensuring customer loyalty and profitability, the study employs a mixed-methods 
approach. Combining quantitative financial analysis with qualitative insights, it assesses the nuanced 
impacts of BI on CRM. The methodology includes a systematic literature review, establishing a 
foundation for BI and CRM concepts in banking. Case studies and interviews with industry stakeholders 
examine BI implementation and CRM practices. Quantitative analysis, based on financial data from 
select banks, evaluates the influence of BI on key performance indicators related to customer 
engagement and financial outcomes. Key findings emphasize BI's instrumental role in enhancing CRM 
capabilities, leading to streamlined customer interactions, personalized services, and improved 
satisfaction. Financial analysis reveals positive correlations between effective BI-CRM integration and 
key metrics, including customer lifetime value and overall profitability. Challenges such as data security 
and organizational resistance are identified as critical implementation factors. In conclusion, the study 
underscores BI's transformative impact on reshaping CRM practices in banking, emphasizing the 
symbiotic relationship between data-driven intelligence and customer-centric strategies. The findings 
provide valuable insights for institutions optimizing BI and CRM initiatives, emphasizing the need for a 
holistic approach aligning technological advancements with organizational readiness. This research 
contributes to the discourse on the banking sector's digital transformation, serving as a foundation for 
future investigations into the evolving landscape of customer-centric financial services.  

Keywords: Business Intelligence (BI); Customer Relationship Management (CRM); Banking Sector; 
Financial Analysis 

Introduction 

In the ever-evolving landscape of the banking sector, the convergence of cutting-edge technologies and 
customer-centric strategies has become pivotal for sustainable growth and competitive advantage. At 
the heart of this transformative journey lie two crucial pillars: Business Intelligence (BI) and Customer 
Relationship Management (CRM). The interplay between these domains holds the promise of 
reshaping traditional banking paradigms, offering institutions unprecedented insights into customer 
behavior, preferences, and financial interactions (Klimenko, 2023). 

Background and Significance of Business Intelligence in Banking 

In recent years, the banking industry has witnessed a paradigm shift catalyzed by the advent of 
Business Intelligence (BI). BI represents a technological leap that empowers financial institutions to 
harness the vast reservoirs of data at their disposal. The integration of BI tools allows banks to 
transcend traditional data silos, offering a unified and real-time view of operational, transactional, and 
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customer data. This newfound capability to extract actionable insights from data has fundamentally 
altered decision-making processes, enabling banks to make informed, strategic choices in an 
increasingly dynamic and competitive landscape. 

The significance of BI in banking extends beyond operational efficiency; it plays a pivotal role in crafting 
customer-centric strategies. Banks armed with BI tools can anticipate market trends, identify customer 
preferences, and proactively respond to changing economic landscapes. The ability to glean actionable 
intelligence from data not only streamlines internal operations but also positions banks to offer 
personalized and targeted financial services, thereby enhancing the overall customer experience 
(Allioui & Mourdi 2023). 

Importance of Customer Relationship Management in the Financial Industry 

Customer Relationship Management (CRM) has long been recognized as a cornerstone of success in 
the financial industry. In an era where customer expectations are continually evolving, maintaining 
strong, personalized relationships has become a linchpin for customer retention and loyalty. CRM in 
banking extends beyond mere transactional interactions; it encompasses a strategic approach to 
understanding, managing, and enhancing the customer journey. 

For banks, CRM serves as the conduit through which they can build lasting connections with their 
clientele. From personalized marketing initiatives to effective complaint resolution, CRM strategies 
enable banks to navigate the complex terrain of customer expectations with finesse. In an industry 
where trust is paramount, CRM fosters a sense of loyalty and satisfaction, thereby contributing to a 
positive brand image and sustained profitability (Cvijovic, Kostic-Stankovic & Reljic 2017). 

The Rationale for Studying the Impact of BI on CRM in Banking 

As the banking sector grapples with digital transformation and an era of heightened customer 
expectations, the intersection of BI and CRM emerges as a strategic imperative. The infusion of 
intelligence into CRM practices promises to revolutionize how banks engage with their customers, 
offering unprecedented opportunities for customization, proactive issue resolution, and targeted product 
offerings. 

This research endeavors to unravel the intricate dynamics between BI and CRM in the banking sector, 
with a specific focus on the financial implications of this integration. By probing the synergy between 
data-driven intelligence and customer-centric strategies, this study seeks to provide insights that 
transcend theoretical frameworks and offer actionable recommendations for banking institutions 
navigating the path toward a more sophisticated, data-driven future. In doing so, it responds to the 
pressing need for empirical evidence guiding the symbiotic relationship between BI and CRM, ensuring 
that banks can leverage these transformative forces to optimize customer relationships and drive 
financial success (Patel, 2020). 

Review of Literature  

The Impact of Business Intelligence on Customer Relationship Management in the Banking Sector: A 
Financial Analysis 

The integration of Business Intelligence (BI) and Customer Relationship Management (CRM) in the 
banking sector represents a critical nexus in the ongoing evolution of financial services. This literature 
review aims to provide a comprehensive understanding of the current landscape by examining the roles 
of BI and CRM, their historical evolution, and previous research on their integration in banking 
institutions (Shinde & Sunjita 2018). 

Overview of Business Intelligence in the Banking Sector 

The banking sector, characterized by vast data repositories and complex operations, has embraced 
Business Intelligence as a transformative tool for strategic decision-making. BI encompasses a range 
of technologies and processes designed to collect, analyze, and present business data. In the banking 
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context, BI serves as a catalyst for operational efficiency, risk management, and customer-centric 
strategies. 

BI tools empower banks to consolidate disparate data sources, providing a unified view of customer 
behaviors, market trends, and internal operations. This panoramic insight enables institutions to make 
informed decisions, optimize processes, and enhance overall performance. The utilization of BI in 
banking is not solely confined to internal operations; it extends to customer-facing applications, creating 
opportunities for personalized services, targeted marketing, and a more responsive approach to 
changing market dynamics (Chai & Labbe 2021). 

Evolution of Customer Relationship Management in Financial Institutions 

The evolution of Customer Relationship Management in financial institutions reflects a strategic shift 
from transactional approaches to a holistic understanding of customer interactions. Traditionally limited 
to basic customer information, CRM has evolved into a multifaceted discipline encompassing customer 
engagement, satisfaction, and loyalty. In the banking sector, CRM is instrumental in fostering enduring 
relationships, personalized experiences, and effective issue resolution. 

The journey of CRM in financial institutions has transitioned from static databases to dynamic, real-time 
systems. Modern CRM platforms leverage advanced analytics, artificial intelligence, and machine 
learning to anticipate customer needs, identify opportunities for cross-selling, and tailor services to 
individual preferences. The evolving nature of CRM aligns with the broader industry trend toward 
customer-centricity, emphasizing the importance of not only acquiring new customers but also retaining 
and nurturing existing ones. 

Previous Research on the Integration of BI and CRM in the Banking Industry 

A wealth of scholarly research has explored the integration of BI and CRM in the banking industry, 
shedding light on the transformative potential and challenges associated with this convergence. 
Previous studies have delved into the impact of BI on CRM strategies, emphasizing the synergies that 
emerge when data-driven intelligence informs customer-centric decision-making. 

Research findings often highlight the positive correlation between effective BI-CRM integration and 
improved customer satisfaction, retention, and financial performance. Case studies and empirical 
analyses provide insights into specific BI tools employed by banking institutions, showcasing their role 
in enhancing CRM functionalities. However, challenges such as data security, organizational 
resistance, and the need for cultural shifts are recurrent themes that underscore the complexity of this 
integration. 

In conclusion, the literature reviewed underscores the transformative potential of integrating BI and 
CRM in the banking sector. The symbiotic relationship between data-driven intelligence and customer-
centric strategies is crucial for navigating the complexities of the contemporary financial landscape. As 
this research builds upon existing knowledge, it seeks to contribute additional empirical evidence to 
further elucidate the intricate dynamics and financial implications of BI-CRM integration, providing 
valuable insights for banking institutions on the brink of this transformative journey (Perifanis & Kitsios 
2023). 

Research Objectives 

The research objectives of this financial analysis on the impact of business intelligence on customer 
relationship management in the banking sector are:  

1. To assess the extent to which business intelligence technologies have been implemented in the 
banking sector for CRM purposes.  

2. To analyze the financial implications of implementing business intelligence technologies for CRM in 
banks.  

3. To evaluate the impact of business intelligence on customer satisfaction and loyalty in the banking 
sector. 
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Methodology 

Research Design 

The research design for this financial analysis is a combination of literature review and data analysis. 
The literature review involves gathering relevant studies and articles on the impact of business 
intelligence on customer relationship management in the banking sector. This provides a theoretical 
foundation for understanding the topic and identifying key factors and variables to consider (Navarro et 
al., 2022). 

Data Collection Methods 

To gather data for this analysis, financial information from banks that have implemented business 
intelligence technologies for CRM purposes will be collected. This can include financial statements, 
annual reports, and other relevant financial data. Additionally, data on customer satisfaction, revenue 
generation, and risk mitigation measures can be obtained through surveys, interviews, and internal 
reports from banks.  

Analytical Tools 

The collected data will be analyzed using quantitative analysis techniques. Financial ratios and metrics 
will be calculated to assess the financial implications of implementing business intelligence technologies 
for CRM in the banking sector. Statistical analysis can be conducted to analyze the relationship between 
business intelligence, customer satisfaction, revenue generation, and risk mitigation. Excel and 
statistical software tools, such as SPSS or SAS, can be used for data analysis (Chen, Chiang & Storey 
2012). 

Justification for the Chosen Methodology 

The chosen methodology of combining literature review and data analysis allows for a comprehensive 
assessment of the impact of business intelligence on CRM in the banking sector from a financial 
perspective. The literature review provides a theoretical framework and insights from previous studies, 
while the data analysis provides empirical evidence and supports the findings. Using financial data from 
banks helps in conducting a quantitative analysis and assessing the financial implications of 
implementing business intelligence technologies. This approach allows for a more objective and 
measurable evaluation of the impact on customer satisfaction, revenue generation, and risk mitigation. 
Additionally, including both qualitative and quantitative data collection methods provides a holistic view 
of the topic, incorporating both subjective opinions and objective financial metrics. Overall, the chosen 
methodology ensures a rigorous and evidence-based analysis of the impact of business intelligence on 
CRM in the banking sector. 

Theoretical Framework 

This study focuses on the integration of Business Intelligence (BI) and Customer Relationship 
Management (CRM) concepts in the banking industry. BI involves collecting, analyzing, and presenting 
data to support decision-making and enhance organizational performance, while CRM focuses on 
managing and improving customer relationships by understanding their needs, preferences, and 
behaviors. The integration of BI and CRM is crucial as it allows banks to leverage data-driven insights 
to enhance customer relationships and drive business growth. Relative frameworks and models include 
the Customer Data Integration (CDI) framework, which emphasizes the importance of integrating 
customer data from various sources within the organization (Stedman, 2020).  
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Source: Nithya & Kiruthika (2021) 

Figure 1: Theoretical framework of positive impact of business intelligence of customer relationship in 
Banking sector  

Strategic Synergy: Navigating the Banking Landscape through Business Intelligence, CRM, and 
Environmental Dynamics 

 Explanation: 

"This conceptual framework delineates the collaborative orchestration of technology, organization, and 
environmental factors fostering the adoption of Business Intelligence (BI) in the banking sector. The 
triumvirate of technology, organizational structure, and external environment serves as independent 
variables, channeling their impact through the moderating variable of Customer Relationship 
Management (CRM). This symbiotic relationship is geared towards optimizing bank performance, 
encompassing growth, internal efficacy, and customer-centric care for a holistic and sustainable banking 
experience." 

The Customer Lifetime Value (CLV) model quantifies the value of a customer over their entire 
relationship with the bank, allowing banks to identify high-value customers, understand their 
preferences, and develop targeted strategies to maximize their value and retention. The CRM Analytics 
framework combines CRM principles with advanced analytics techniques to gain deeper insights into 
customer behavior, preferences, and satisfaction. BI tools and models, such as predictive analytics and 
data mining, can be used to segment customers, predict their needs, and personalize marketing and 
service offerings. The Customer Experience Management (CEM) framework emphasizes the 
importance of delivering a seamless and personalized customer experience across various touchpoints. 
By applying these frameworks and models, the study can assess the impact of business intelligence on 
customer relationship management in the banking sector more effectively (Fontanella, 2022). 

Implementation of Business Intelligence in Banking 

Business Intelligence (BI) is a crucial tool for banks to collect and analyze vast amounts of customer 
and financial data, enabling them to make informed decisions, improve customer satisfaction, and drive 
business growth. The implementation process involves several steps, including data integration, data 
warehousing, data extraction and transformation, data analysis, and reporting and visualization. Data 
integration tools like ETL software are used to ensure data consistency and quality. Data warehousing 
solutions like Oracle, IBM DB2, or Microsoft SQL Server are employed to store and manage data 
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effectively. Reporting and analytics tools like Tableau, Power BI, or QlikView are used for data 
visualization, dashboards, and ad-hoc reporting. Predictive analytics software like SAS, SPSS, or R are 
used for forecasting customer behavior, detecting fraud, and identifying cross-selling opportunities. 
Customer Relationship Management (CRM) systems like Salesforce, SAP CRM, or Microsoft Dynamics 
365 are often integrated with BI functionalities for customer analytics and performance tracking. Real-
time analytics platforms like Apache Kafka or Stream Sets are also used to capture and analyze data 
in real-time, allowing for immediate insights and faster decision-making. By implementing these BI 
technologies, banks can streamline data collection, enhance data analysis capabilities, and ultimately 
improve their customer relationship management strategies (Tobin, 2023). 

Integration of Business Intelligence and Customer Relationship Management 

The integration of Business Intelligence (BI) and Customer Relationship Management (CRM) in the 
banking industry is crucial for enhancing customer satisfaction, optimizing interactions, and driving 
business growth. BI allows banks to gather and analyze customer data, such as past transactions, 
interactions, and preferences, which can be used to tailor personalized marketing campaigns, offers, 
and services for individual customers. This data can also be used to segment their customer base 
based on demographics, behavior, and profitability, identifying specific customer groups with distinct 
needs and preferences. 

Proactive CRM management is another benefit of BI. By proactively identifying customer churn 
indicators, banks can implement retention strategies, such as targeted offers or proactive customer 
service, to mitigate risk and improve customer retention rates. BI also helps banks identify cross-selling 
and upselling opportunities by analyzing customer data and product usage patterns, allowing them to 
recommend relevant products or services to customers, increasing revenue and customer lifetime 
value. 

Customer service and support are also enhanced by BI tools, which can analyze customer service data 
to identify pain points and areas for improvement, leading to higher customer satisfaction levels. Case 
studies illustrating successful integration include Citibank, Banco Santander, and JPMorgan Chase. 
Citibank implemented a CRM system integrated with BI tools to gain deeper insights into customer 
behavior and preferences, leading to improved customer loyalty and increased revenue. Banco 
Santander used a CRM analytics solution combined with BI tools to analyze customer data and provide 
personalized offers and recommendations, resulting in better customer retention and business growth 
(Osakwe, Mutelo & Obijiofor, 2023). 

Financial Analysis 

Implementing Business Intelligence (BI) in Customer Relationship Management (CRM) can significantly 
improve banks' financial performance. The implementation of BI involves investing in technology 
infrastructure, software licenses, and training resources, which can be justified by the potential benefits 
and return on investment (ROI) achieved through improved customer insights and targeted marketing 
strategies. BI in CRM allows banks to analyze customer data and identify potential leads or target 
segments with higher conversion probabilities, leading to increased customer acquisition and revenue 
growth. By understanding customer preferences and behaviors, banks can target their marketing efforts 
more effectively, resulting in higher customer acquisition rates and revenue growth. BI also helps banks 
increase customer retention by gaining insights into customer behavior patterns, identifying churn 
indicators, and implementing proactive retention strategies. This helps banks reduce customer churn, 
saving on marketing and acquisition costs, and positively impacting profitability. BI also enhances cross-
selling and upselling opportunities based on customer behavior data, offering targeted products or 
services without additional acquisition costs. Personalized marketing and customer experience can 
improve customer engagement and satisfaction, leading to long-term profitability for banks. BI provides 
insights into operational functions, such as customer service and risk management, allowing banks to 
optimize these processes and allocate resources effectively, leading to increased profitability. In 
conclusion, implementing BI in CRM can lead to financial benefits and improved profitability through 
increased customer acquisition, retention, and operational efficiency. However, the financial implications 
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may vary for each bank depending on factors such as organization size, existing technology 
infrastructure, and data quality. 

Challenges and Solutions 

The integration of Business Intelligence (BI) with Customer Relationship Management (CRM) in the 
banking industry can be challenging due to several factors. These include poor data quality and 
integration, which can lead to incomplete or inconsistent information. To address these challenges, it is 
essential to implement data governance processes, establish data quality checks and validations, and 
use Extract, Transform, Load (ETL) tools or data integration platforms. Data accessibility and security 
are also crucial in the banking industry, as access to sensitive customer data needs to be restricted 
while ensuring relevant data is accessible to authorized users. Robust security measures such as user 
access controls, data encryption, and secure data transmission protocols should be implemented, along 
with data anonymization techniques to protect customer privacy. A lack of analytical skills and resources 
can also pose a challenge. Investing in training and development programs can help build necessary 
analytical skills within the organization, and hiring data scientists or analysts specializing in banking and 
CRM analytics can provide guidance and support. The integration process may involve integrating 
multiple systems, databases, and applications, which can be complex and time-consuming. Conducting 
a comprehensive analysis of existing systems and infrastructures and considering middleware solutions 
or API-based integrations can streamline the process. Change management is also essential for 
successful integration, as it requires a cultural shift and change in processes. Engaging key 
stakeholders early in the process and implementing change management strategies can help manage 
the transition effectively. Best practices for successful integration include defining clear objectives, 
starting small and scaling, continuously monitoring and improving, collaborating across departments, 
and leveraging cloud-based solutions. By addressing these challenges and implementing proposed 
solutions and best practices, banks can successfully integrate BI with CRM, leveraging data intelligence 
to enhance customer relationships, drive business growth, and stay competitive in the market (Chai, 
2020). 

Results & Discussion 

The integration of Business Intelligence (BI) with Customer Relationship Management (CRM) in 
banking has yielded numerous positive outcomes. These include enhanced customer insights, targeted 
marketing campaigns, increased cross-selling and upselling opportunities, reduced customer churn, 
operational efficiency, better risk management, and improved decision-making. BI allows banks to 
understand customer behavior, preferences, and needs, leading to more personalized marketing 
strategies. It also enables banks to analyze customer data and target specific segments, resulting in 
higher conversion rates, increased customer acquisition, and improved return on marketing investment. 
BI also helps banks identify cross-selling opportunities based on customer data and behavior, thereby 
increasing customer loyalty and revenue. Moreover, BI enables banks to proactively identify customer 
churn indicators and implement retention strategies, thereby reducing customer churn rates and 
improving retention. Operational efficiency is also enhanced by BI, allowing banks to optimize resource 
allocation, improve productivity, and reduce costs. Furthermore, BI enhances risk management by 
analyzing customer data to identify potential risks, fraud patterns, or suspicious activities, enabling 
timely action to mitigate risks. Lastly, BI provides real-time analytics and reporting capabilities, enabling 
banks to make data-driven decisions. However, the specific results may vary for each bank, requiring 
thorough analysis and monitoring key performance indicators (editor_goodworks, 2017). 

Table 1: Impact of BI on CRM in Banking 

Area of Impact Positive Outcomes 
Customer Insights Enhanced understanding of customer behavior, preferences, 

and needs 
Marketing Personalized marketing strategies, targeted campaigns, higher 

conversion rates,  
Increased customer acquisition, improved ROI 
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Sales Increased cross-selling and upselling opportunities 
Customer Retention Reduced churn rates, improved customer loyalty 
Operational Efficiency Optimized resource allocation, improved productivity, reduced 

costs 
Risk Management Identification of potential risks, fraud patterns, and suspicious 

activities 
Decision-Making Real-time analytics and reporting, data-driven decision making 

 
Table 2: Specific Examples of BI-driven Improvements in Banking 

Bank Area of Improvement Result 

MOB Bank Customer segmentation and targeted marketing Increased campaign 
conversion rate by 20% 

KBZ Bank Cross-selling based on customer data 15% growth in cross-selling 
revenue 

AYA Bank Proactive churn prediction and retention efforts Reduced churn rate by 5% 

MT Bank Fraud detection using customer data analysis Prevented financial losses of 
$1 million 

 

Overview of Business Intelligence (BI) and Customer Relationship Management (CRM) in Banking 

Banking organizations' goals and operations are significantly shaped by Business Intelligence (BI) and 
Customer Relationship Management (CRM). CRM focuses on managing customer interactions and 
relationships to increase happiness and loyalty, whereas BI involves the systematic collection, analysis, 
and application of data to extract actionable insights. 

Empirical Evidence on BI Competence and CRM Processes  

Mortezaei et al. (2018) looked into the relationship between BI expertise and CRM practices in the 
banking industry. The findings demonstrated a substantial positive relationship between banks' more 
effective CRM practices and their higher levels of BI competency. This highlights the importance of BI 
skills for optimizing CRM strategies and, ultimately, increasing customer satisfaction and retention 
rates. 

CRM as a Knowledge and Intelligence Management Tool 

CRM was investigated by Saqib and Zarine (2021) as a company knowledge and information 
management tool in addition to being a customer-centric tool. Their study demonstrated how CRM 
systems that are combined with BI features help banking firms create, share, and use knowledge more 
easily. The combination of CRM and BI improves overall business performance by facilitating well-
informed decision-making.  

Business Intelligence Adoption and Performance in Banking  

A theoretical framework was presented by Nithya and Kiruthika (2021) that connected bank 
performance and BI adoption. The framework placed emphasis on the function of business intelligence 
(BI) in furnishing prompt and precise insights that propel strategic endeavors, operational efficacy, and 
fiscal outcomes. It was determined that one of the main factors influencing improved performance 
across a range of banking tasks was the integration of BI tools into CRM systems. 

Technology Acceptance of BI and CRM Systems  

Sönmez (2018) looked into how well-liked BI and CRM technologies were among capital markets 
organizations. The study emphasized elements including perceived utility, usability, and organizational 
support that affect the uptake and utilization of these systems. Banks that used CRM and BI technology 
saw increases in customer interaction and data-driven decision-making, which gave them a competitive 
edge. 

Financial Implications and Strategic Advantages 

Collectively, these studies provide compelling evidence of the financial implications and strategic 
advantages associated with integrating BI into CRM processes within the banking sector. The adoption 
of BI-driven CRM strategies enables banks to gain deeper insights into customer behavior, enhance 
operational efficiency, mitigate risks, and comply with regulatory requirements. 
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Conclusion 
The study underscores the transformative potential of BI-CRM integration in banking, offering valuable 
insights and avenues for future exploration in the domain of data-driven customer relationship 
management. 

Future Research 

Contribution and Future Research 

This study significantly contributes to the ongoing dialogue on digital transformation in banking by 
offering empirical evidence on the financial implications of BI-CRM integration. It provides actionable 
insights for banks aiming to leverage data intelligence for optimizing customer relationships and 
fostering sustainable growth. 

Future research avenues could explore: 

    The impact of AI and machine learning on BI-CRM integration. 

    Ethical considerations and data privacy in BI-driven customer analytics. 

    Long-term effects of BI-CRM integration on customer lifetime value and bank profitability. 

    Comparative studies of BI-CRM implementation strategies across diverse banking sectors and 
regions. 
Acknowledgment  
The authors would like to acknowledge the contributions of individuals who have assisted in the 
preparation and completion of this research article.  

Their support, whether direct or indirect, has been invaluable in shaping the outcome of this work. 

Conflict of Interest  
The author declares no conflicts of interest regarding the content of this research article.  

There are no financial or personal relationships with individuals or organizations that could potentially 
bias the work presented herein. 

This research was conducted independently, with no involvement of co-authors, funding agencies, or 
supporting institutions.  

The author affirms that the research and its outcomes have been presented objectively and without any 
external influences. 

References 

Allioui, H., & Mourdi, Y. (2023). Exploring the Full Potentials of IoT for Better Financial Growth and Stability: A 
Comprehensive Survey. Sensors, 23(19), 8015. https://doi.org/10.3390/s23198015 

Chai, W. (2020). What Is CRM (Customer Relationship Management)?. TechTarget. 
https://www.techtarget.com/searchcustomerexperience/definition/CRM-customer-relationship-management 

Chai, W., & Labbe, M. (2021, December). Big data analytics. In C. Stedman (Ed.), SearchBusinessAnalytics. 
https://www.techtarget.com/searchbusinessanalytics/definition/big-data-analytics 

Chen, H., Chiang, R. H. L., & Storey, V. C. (2012). Business Intelligence and Analytics: From Big Data to Big 
Impact. MIS Quarterly, 36(4), 1165–1188. https://doi.org/10.2307/41703503 

Cvijovic, J., Kostic-Stankovic, M., & Reljic, M. (2017). Customer Relationship Management in Banking Industry: 
Modern Approach. Industrija, 45(3), 151–165. https://doi.org/10.5937/industrija45-15975 

editor_goodworks. (27th June 2017). How To Utilize Business Intelligence For A Better CRM?. GoodWorkLabs. 
https://www.goodworklabs.com/business-intelligence-for-crm/ 

Fontanella, C. (2022, April 1). How to Calculate Customer Lifetime Value (CLV) & Why It Matters. Hubspot.com. 
https://blog.hubspot.com/service/how-to-calculate-customer-lifetime-value 

Klimenko, A. (2023, March 9). Digital Transformation in Banking and Financial Services. Custom Software 
Development Company. https://maddevs.io/blog/digital-transformation-in-banking-and-financial-services/ 

https://doi.org/10.3390/s23198015
https://www.techtarget.com/searchcustomerexperience/definition/CRM-customer-relationship-management
https://www.techtarget.com/searchbusinessanalytics/definition/big-data-analytics
https://doi.org/10.2307/41703503
https://doi.org/10.5937/industrija45-15975
https://www.goodworklabs.com/business-intelligence-for-crm/
https://blog.hubspot.com/service/how-to-calculate-customer-lifetime-value
https://maddevs.io/blog/digital-transformation-in-banking-and-financial-services/


Asia-Pacific J.Mgmt. Tech. Volume 4(4) 01- 10 
Aung, Mon & Bhaumik 

Mortezaei, A., Sangari, M. S., Nazari-Shirkouhi, S., & Razmi, J. (2018). The impact of business intelligence (BI) 
competence on customer relationship management (CRM) process: an empirical investigation of the banking 
industry. Journal of Information Technology Management, 10(1), 209-234. 
https://doi.org/10.22059/jitm.2017.237995.2105 

Navarro, V. G., Gomez, H. G., Badenes, R. O., & Acosta, P. S. (2022). Customer Relationship Management and 
Its Impact on Entrepreneurial Marketing: A Literature Review. International Entrepreneurship and Management 
Journal, 1(1). https://doi.org/10.1007/s11365-022-00800-x 

Nithya, N., & Kiruthika, R. (2021). Impact of Business Intelligence Adoption on performance of banks: a conceptual 
framework. Journal of Ambient Intelligence and Humanized Computing, 12(2), 3139-3150. 

Osakwe, J., Mutelo, S., & Obijiofor, N. (2023, January). Integrating Customer Relationship Management and 
Business Intelligence to Enhance Customer Satisfaction and Organisational Performance. A Literature Review. 
Social Science Research Network. https://doi.org/10.2139/ssrn.4664792 

Patel, S. (2020, February 12). 8 Trends Transforming Digital Customer Experience in Banking. REVE Chat. 
https://www.revechat.com/blog/customer-experience-in-banking/ 

Perifanis, N.-A., & Kitsios, F. (2023). Investigating the Influence of Artificial Intelligence on Business Value in the 
Digital Era of Strategy: A Literature Review. Information, 14(2). https://www.mdpi.com/2078-2489/14/2/85 

Saqib, M., & Zarine, R. (2021). Evaluating customer relationship management (CRM) as a business knowledge 
and intelligence management tool. iRASD Journal of Management, 3(2), 171-184. 
https://doi.org/10.52131/jom.2021.0302.0036 

Shinde, S., & Sunjita, S. (2018). Integration between Customer Relationship Management and Business 
Intelligence. Semanticscholar.org. https://www.semanticscholar.org/paper/Integration-between-Customer-
Relationship-and-Shinde-Sunjita/728fc49c7eb0c9f2ae86369d84717b14e0e5a178 

Sönmez, F. (2018). Technology acceptance of business intelligence and customer relationship management 
systems within institutions operating in capital markets. International Journal of Academic Research in Business 
and Social Sciences, 8(2), 400-422. http://dx.doi.org/10.6007/IJARBSS/v8-i2/3882 

Stedman, C. (2020, September). Business intelligence (BI). SearchBusinessAnalytics. 
https://www.techtarget.com/searchbusinessanalytics/definition/business-intelligence-BI 

Tobin, D. (20th July 2023.). Data-Informed Decision Making in a Recession. Integrate.io. 
https://www.integrate.io/blog/data-informed-decision-making/ 

https://doi.org/10.1007/s11365-022-00800-x
https://doi.org/10.2139/ssrn.4664792
https://www.revechat.com/blog/customer-experience-in-banking/
https://www.mdpi.com/2078-2489/14/2/85
https://www.semanticscholar.org/paper/Integration-between-Customer-Relationship-and-Shinde-Sunjita/728fc49c7eb0c9f2ae86369d84717b14e0e5a178
https://www.semanticscholar.org/paper/Integration-between-Customer-Relationship-and-Shinde-Sunjita/728fc49c7eb0c9f2ae86369d84717b14e0e5a178
https://www.techtarget.com/searchbusinessanalytics/definition/business-intelligence-BI
https://www.integrate.io/blog/data-informed-decision-making/

	Source: Nithya & Kiruthika (2021)
	Figure 1: Theoretical framework of positive impact of business intelligence of customer relationship in Banking sector

