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Abstract  

The purpose of this study is to examine the concepts related to the development of 

definitions and dimensions from customer relationship management, and try to develop 

comprehensive model about customer relationship management particularly in banking 

service industry.  

The issues raised in this paper are defined as follows: First, how is the development of the 

concept, definition and dimensions from customer relationship management. Second, how 

to improve a model of customer relationship management which can be applied in banking 

service industry. 

The approach used in the writing paper is dimensional approach; examining the dimensions 

in variables in customer relationship management and seeking new dimensions in 

implementing the customer relationship management.  

The academic implication in this paper is that there are theoretical understandings of the 

cause of failure and success company in implementing customer relationship management. 

Meanwhile, the practical implication in this paper is expected for consideration for business 

people especially banking service industry in applying customer relationship management.  

The developed conceptual focus in this writing paper is examining the dimensions from 

customer relationship management so that it can be managed to be a model that describes 

customer relationship management in banking service industry. The original contribution in 

this paper can give new perspective of customer relationship management to he more 

proactive CRM concept approach.  
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