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Abstract

CRM is a business strategy that involves complex processes and enables long-term,
profitable relationships with specific consumers. In the modern, competitive
environment, the competitive advantage has become more important, CRM's goal is
to maintain the base of existing users at the expense of loyalty and seek new
customers. And most importantly, it's all without a futile cost to the company. We
agree that CRM's correct implementation increases the level of consumer satisfaction.
What we have conducted and searched is a result of many research findings.

The purpose of the research is to demonstrate the situation in the Georgian banking
sector in CRM, whether banks are using CRM. What does it lead to or does not exist?
Also show the difference between banks who have and who have no CRM.

Based on our goals and objectives, we conducted quantitative research, closed
questions, and qualitative research - open questions, the research centers were the
three leading banks, employees and managers of the Georgian market, as all three
parties involved in the successful implementation of CRM. In order to find in-depth
information, various foreign and Georgian sources have been used, previously
researched, papers, theoretical and practical articles. We discussed the Georgian
banking sector. We made a SWOT analysis and present the relevant recommendation.

The main recommendation is that it is necessary to understand the importance of
the relationship between the customer in the business and the importance of it. In a
modern, highly competitive environment, it is one of the main strengths that makes
the company distinguish from other companies. The main focus of the banks should
be in this direction, which will significantly improve the situation in the banking
sector.



