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ABSTRACT
This study investigates the relationship between CRM practices, Innovation capability, and
Firm performance. And the research investigates the role of innovation capability in
organizational performance and CRM practice. So, the study makes a contribution by
integrating organizations' CRM practices with their innovation capability process for
creating firm performance. So, the study's main goal was to contribute to a better
understanding of the role of innovation capability in mediating the relationship between

CRM practices and firm performance.

Structured questionnaires were used to collect data from 212 banking employees in the
Batticaloa district. So, the units of analysis were four selected banks in the Batticaloa
district. Correlation, simple regression, and multiple regression analysis were used to test
research objectives and hypotheses. The results show that results indicate that CRM
practices initiatives have a significant influence on an organization's performance, that
CRM activities result in a strong innovation capability, that innovation capability provides
a competitive advantage by enhancing the firm performance, and that innovation capability
mediates the relationship between CRM practices and firm performance. So, the findings
indicate that innovation capability mediates the relationship between CRM practices and

firm performance.

Hence, this research will help managers/employers in investing in CRM activities and
develop strong innovation capability to attract a variety of stakeholders. It will also assist
businesses in focusing on an appealing value proposition in order to attract various
stakeholders, primarily job seekers. This study adds to the literature on CRM practices and
innovation capability by proposing a statistically tested model of innovation capability
mediation for the creation of firm performance. The research examines the relationships
between CRM practices, firm performance, and innovation capability from the perspective

of the employee.

Key words: Customer Relationship Management, Firm performance, Innovation

capability.

ii



TABLE OF CONTENTS

ACKNOWLEDGEMENT iuusssssswessessssrsoveasssssssssssssossasanssussassenuassossssrorsenssvasssesrersrsns i
ABSTIRAICT .ex e cvenesseoonrornsssnis s s s6765555 5680543455503 08507855945 S0R37 35479536 FAURETOFR I 0RO AR SN SR A S n DS A ii
TABLE OF CONTENTS ..ccccvcissicssisecsanssccsassansssnsnssansssssssssasssassassssssasssassasssssssssssssassaross iii
10 T T TABLES ossmnamssmmmosessmmrmspsmssmensarsssyswsrseresssmsssamsnnsb Gesbies5558 viii
TIST OF FIGURES c.csasssussissssssssssisesssssaasscssssasssssssnssisssasisssassonsssrassansansasssnsosessasasssnsonrs X
ABBREVIATION ....cccovcceccssmsncsncsossassstsssasssssssosssssssasssassnsssssssassassssssassanssosssssssnssnsassssnsse xi
CHAPTER-L.....cucieeeenecnccenessesssssasssssssssssssstssessssssassssssssssasssassanssssssassssssassssssassassnsesssssssns 1
INTRODUCTION canusmusssmmssonsesmosssssssmsssessssssssmsansmsssssssynsspsevsersrssussesesseoravsnsssvessassass 1
1, 1 Backeronmmd. o THe: BUIIY .. . omoomorssimnnsmosos oo i o5 sa5anas s SR8 55 1
1.2 Problem Statement/Research Gap.........ccccoovieriiiiiieniineienie et 5
103 RESEATEI (UIESTIOME 5 cxumsssmsinsoicosossnosanssmnsoy s sssimis shm (es s s i s S oS p s s 6

1 8 R ES QAT ) D ECTUVIES e m om0 .98 8 A58 R S A SR 6
1.5 Bianificance of the BIIAY. ... o smssrsmreanmmamson surs ensssssmsss s i s 5533595555 W3R344 7
1.6 Scope Of the StUAY ...oeeeeiiiiiiie e 7
1.7 Organization OF CRREITOE s sussmsssminmssnsomes s s s s s s sy 8
1.8 ChAapter SUINMIEATY ..o v concmseosesosvassaommammmssmssmmmsassmmsssssnsnstssssanman sasniins s 45455555556 5 158558 9
CHAPTER-2...coommcemsnessorsssssssssrosssnssssensansossasssasssssassasssasassssisisssisisssiissansssisssaosions savsssassvaaa 10
LITERATURE REVIEW ...uiccininininnmneisnnssnesissssssessassssssssssssssassssssasssassnsossssssssassasss 10
22 W0 415 (0 To 1101 o) s Wt g TR 10
2.2 enstomer relationship management PrACtiCes wusumu s csavsvsssmsvssns svmossaessssosesapess 10
2.2.1 Information Sharing.........cccccceiiiiiiiiiiiiiicece e 11
2.2.2 Customer iNVOIVEMENT .....cccuuiiiiiiiiiiiiiiieeiee it 12
2.2.3 Long-term partnership .......cccocoiviiiiiiiiiiie e 12
2:2.3 Teehmolopp-Based CRIV e s mumsoms s innmssmimesiimi s 13

il



2.3 INNOVALION CAPADIIIEY «.vvuveeeieieriireieiereii sttt e 14

2.3.1 Administrative INNOVALION ....ccieiierieriiiiiie it 15
2.3.2 Technological INNOVALION ........c.civiueirieiririeiiiii s 16
2.3.3 Service INNOVATION ......ocvviiiieieeiieee ettt e e 17

2.4 Firm PErfOrMANCE. ......o.vurvruersesisei ittt e 18
2.5 Customer Relationship Management and Firm performance ..o 19
2.6 Customer Relationship Management and Innovation Capabilities...........c..c.cooeee. 20
2.7 Innovation capability and Firm Performance ... 21
28 CRM and Firm Performance Mediated by Innovation capabilities ...................... 21
2.9 Chapter SUMITIATY ......c.ceeieritimnsrsesesersmes ettt sb s e 22
CHAPTER-3....veeeeereeneesssssssssssssssessanessassassssssssessssssssssssanasnaene srveRsss e avors .. 23
CONCEPTUALIZATION AND OPERATIONALIZATION ..cccccoununurnnnunnenesncnsannene 23
3.1 IIIEEOAUCTION 1. e eeeeeeee et e eetee e e e et e bt e e e saa e e e nas e s ekt e s bt et s e st 23
3.2 CONCEPLUATIZALION .....cvvveiverrereiississ st 23
3.2.1 Conceptual Framework ..........ooiviiiiiiiii e 23

3.3 OPEratioNAIZALION ......c.vvrieuriisiiesstseiei e 26
3.4 Chapter SUMIMATY .....c.ccovurrierieresssessestueressiis st st st e 28
CHAPTER -G .ooceeerreeceeesseessessssessesasssssssssssssssssssassasssnsassasesssssssssssasssssssssssnsassasssssssssssssssss 30
RESEARCH METHODOLOGY ...uccciceenrueisuessnnsasssnasaasassssssssssesssssssessssssssnassasssssssesseses 30
4.1 TIEEOAUCTION .. veeeeeeeeee et et eeteeeee et e esae et e e sae e saseeae e b e e sbe e b s et 30
4.2 Research PhilOSOPRY ......cc.couiiiiiiiiiiiiiiee s 30
4.3 Research ApProach ... 31
4.4 RESEArCh SITALEEY ....coveveereureriiiiniiiirietesteresie sttt s 31
4.5 Methodological ChOICE ..........coiviiiiiiiiniesiiisieie et 32
4,6 THNE THOTIZOIS ...vvonersssmenssmonmes susssnesansssmesesss 56 6455655 6034148 56355 AU THERSHE o0 99 4H SRS TR REY o mas s 33

iv



4.8 POPUIALON OF STUAY ..ovvvvrrrrererrensssssssssssssssssssss s 33
4,81 SAMPINE -ovvvoeseeeereremsssssssessssmssss s 34
£.8.2 SAMPLE SIZE..rrrrvvvvussesssssssssssssssssssssss s 35

4.9 Method 0f Data COIECON. c....cuerwwmmrmmssssssssemsssnssssssesssessms st 36
4.9.1 PHMATY DA .oooooevweersssersisesmss s 36
4.9.2 SECONAANY DA ..vooucrmmseessseeimssrssssass s 37

4 10 ReSearch TNSIIUIMENLS .....uoveveesseesssrasmssassssssessssssssmsssssssmssssssasssmss s st 37

411 Method of Data MEASUTEIMENT .......cvmrusserssssomssssssress s s 38
4.11.1 Method of Measuring the Personal Information ... 38
4.11.2 Measurement of VAriables ... 39

412 The PHIOL STUAY «ovvvoveereeeserisnssssessssssssssssssisss s sss s s S 40

4.13 Data Presentation, Data Analysis and EvAlUALION c.vvveeccerecsnrescnsressnneassasasssananens 40
4.13.1 Data PrESENTATION ......ovrrussreserseusemss s T 41
4.13.2 Data Analysis and BVAIUAtion ... 41
4.13.3. Reliability and Validity ANALYSIS ovcvrcvvnrmsssssisessinsmssssss s 41

413,32 REHADIIILY coveorevvsereerreennsrmsssssssssssssms s sssisss s s 42

4.14 Unit of Data ANALYSIS....ccoevmsrrssersrmmssssensssssiss s 43

4.15 Method of Data ANALYSIS .....orvvrresrmmnmmsersssesmmssssss s s 43
4.15.1 UNivariate ANALYSIS......oowreesseemsiusmmssssssesssmssmmsisssssssss e 44
4.15.2 Bivariate ANALYSIS c...c..ooormsereruemmmsssssssisssmsss s 45
4.15.2.1 Correlation ANALYSIS ....cc.ouvevuecmimmrisrssiessmns s 45
4.15.3 Multivariate ANALYSIS ..o eureueesemsmsssssrsesssssmsss sy 46

4.16 Testing HyPOthESES ....rvvvserersuremsserssssssesssssmmsssss s 48

Rz T e it [ vl ————SERER A 49



CHAPTER — 5 .eecuruereresssessesessassssssssssssssssansassssssssssssssasssnssssstatssssssasassanssssststssssasssassansnases 51
DATA PRESENTATION AND ANALYSIS ersesanssasasmerest SSAEHARARSS SR SISO OF TR reess’ 51
5.1 IOEEOAUCHION 1. cveveveeeeeeeeraraseeseseeseesaenesesssss et s b eSS ss s 51
5.2 Reliability ANALYSIS.....orvereirseisiisiisiismemsiss st 51
5.3 Data Presentation and Analysis of Demographic INfOrmation ;s sssesossrsvnaransesens 51
5.3.2 Distribution Of AZE GrOUP .....coovrmiuereuemniriiiimi s e 52
5.3.4 Distribution Of EXPETIENCE .....c.viviviiieirinieieisiimissisisisisiss e 53
5.3.5 Distribution of JOb POSITION .....ccoviiiriririiiiiciiiiiisis e 54

5 4 Data Presentation and Analysis of Research ObJectiVes ..........oovviuniminisencens. 54
R R r st il 0 L - I———— RS L 54
5.4.2 BIivariate ANALYSIS ....c.cociveirirreimieeseteineisins s 56
5.4.3 Simple regression ANAlYSiS ..o 58
5.4.4 Mediation ANALYSIS ...c.vvuererreirisiniitsss s 62

5.5 Testing HYPOThESIS .....crviruiirirrseiiieiisisie s e 66
5.5.1 Testing Hypothesis L......oeiurecnniiinins s 66
5.5.2 Testing Hypothesis 2.....ouueueiememeiniiiimnissis s 66
IR 11 £ g o I CR——— R 67
5.5.4 Testing HyPothesis 4........covriiuriurinmiiimiiss s 67

5.6 ChApLEr SUMIMAY ...cooruuesereesseeseesesessssssssssss s s s 68
CHAPTER — 6..ccccvurernerunecnccassancsnces . tssssessesssessesanassisstssstssanassesasssatsrtsessssnssse 69
FINDINGS AND DISCUSSION ...ccccererrnesneresnasssnssassessesssassnssnssssssssssssssssasassassnsnssssansscs 69
6.1 TIEEOAUCTION 1 eee oot eeeeeee e ese e e eseeebeeueeeae e e e s e e s e s es e sb e a e a bbb s 69
6.2 Discussion of Personal Information ...........c.cooviiiirmiiniiiin 69
6.2.1 Gender of the ReSPONAENt........cccoviiiimiiiimiiniiininii 69

vi



6.2.2 Age Group of the RESPONAENLS w...vovirvrrssisrssisemsmsmsnmssssissses s 69

6.2.3 Educational Level of the Respondents.........cccoveiriiiimsees 70
6.2.4 Working Experience of RESPONAENTS. ......ocvviviiirimmisssssmss s 70

6.3 Discussion of Research INformation ... 70
6.3.1 Discussion ~ODJECHIVE 1 .....vurvimrisiiriciiisirisisss s 71
RN T R e i - S——— SRR 71
6.3.3 Discussion “ODJECTIVE 3 ....vrrmruririieieiinnssssis s 72
6.3.4 Discussion “ODJECtIVE 4 .....oruriiimiuiiiirisss 73

6.4 Discussion of Testing HypOtheses .......ccocviimiiiiinis e 74
6.5 ChAPLET SUMMATY ...ovoorvsssrssseeesssessssosss s 76
Chapter-7 .cccceecescencssnaacsaces teveseesssssseeessessessesssssatesssstteeesssataessssstttesssssastssssstttessana 77
CONCLUSIONS AND RECOMMENDATIONS ..cccctussmsmmnmenensensenssnssmnsmsensesscssess 77
7] TOEEOAUCHION ¢ eevveeeeeseseeeeescecesmsras st s [
7.2 CONCIUSIONS ...cvrveererreeensessernnasesssstsstassssesnsss saentas s ananssnssassssenses T evos s S 77
7.2.1 First Objective of the STUAY ...c.ocuimirriinniis s 77
7.2.2 Second Objective 0f the STUAY ...c.c.oviiiiiii e 78
7.2.3 Third Objective of the StUAY ....covermrin s 78
7.2.4 Fourth Objective of the STUAY ... e 79

7.3 Contribution Of the STUAY ...c.c.cviiirimecei e 79

7 4 RECOMMENAALIONS ....c..vervrveereeesesimsnsssssss s s s e 80
o e el e i 1 R s o S———— SR 80

7 6 Directions for Future RESEArch .........cocveiiiiiiiii e 81
LIST OF REFERENCE ............. teevessessessestestasseseantentestsstestessesasssanasstssasstsansasanantes 82
APPENDIX L. eeccuieseeessesseeesanssssssseessessnsessaossssssssssssessnsasasossssssssssssssssassassssssssssssansonsesssssee 93
RESEARCH QUESTIONNAIRE .....coiiieeieiscsincnnaninanssscssscsacssssusnsnsnsnsssacacssssssasasaes 93

vii



