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ABSTRACT  

Customer relationship Management is a most attractive word to acquire, treat and retain 
customers. In the recent times without CRM, companies can’t able to withstand the 
competitiveness.  On the other hand companies are attempting to develop and keep up their 
CRM practices with in their organization. This study analyses the significant barriers that are 
facing by the star classified hotels to execute and maintain the Customer relationship 
management. This elucidating study has been carried out random sampling method and the 
sample size was 69. The key findings include the major challenges faced by the star hotels as 
well as the suggestions to overcome the barriers.  
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I. INTRODUCTION 

 
In the Modern Era, every business organization runs in a exceptionally competitive 

market race. Every single day that organization should do innovative approach to their 
customers because of their wants, attitude and desires are high. This competitive market pushes 
the organization to accomplish something in their business. (David Gefen, 2002)Business 
environment, lifestyle and consumption patterns are changing dramatically and customers 
expect to be served individually with direct communication and because of these changes, 
companies are experiencing new situation of business. (Calderia, 2008)However, some of them 
fail to meet management expectations on return on investment (Calderia, 2008). The reason is 
that firms apply the technology with the absence of a coherent business strategy focused on the 
customers. Another problem in customer relationship management is the technology 
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implementation. Cost involved in retaining an extensive customer is less on the other hand to 
get and spread positive remarks to the public in general to acquire a new customer will be a 
harder task. Hence this paper will discuss about the dimension on barriers of CRM among staff 
members. 

II. REVIEW ON BARRIERS OF CRM 

(BRUINE, 1999) said that “the barriers of CRM practices: failure identifies and 
focuses on specific business problems, lack of active senior management (non-IT) sponsorship, 
poor user acceptance, which can occur for a variety of reasons such as unclear benefits (i.e. 
CRM is a tool for management, but does not help a rap sell more effectively) and usability 
issues, and trying to automate a poorly defined process. About 50 percent of CRM projects have 
these significant problems today”. 

(RYALS, 2001) were quoted as saying that “the barriers of CRM practice as follows: 
absence of strong sponsorship, a lack of cultural readiness, inadequate supporting budgets, an 
absence of complementary customer management skills, and business needs not being 
adequately translated into IT strategy barriers”. 

(RAMAN, 2004) conducted a study on the “barriers to customer relationship 
management in modern society and noted that modern organizations adopted innovative 
business practices, marketing strategies and CRM approaches in order to satisfy the changing 
needs and demands of the customers. The scholars suggested that personalizing marketing 
messages with information resources and services that are tailor made would result in more 
premium – driven loyalty for modern organizations”. 

(DAVENPORT, 1998) mentioned that the “main barriers to improving customer 
management and CRM in an organization are lack of investment, lack of resources, the need for 
better IT systems and system integration capability, time pressure and the need for culture 
change and senior management support”. 

(ÖZGENER, 2006) mentioned in the study that “inadequate supporting budgets, lack 
of senior management commitment to CRM, poor communication, an absence of 
complementary customer management skills, inefficiencies in business process, lack of end-user 
input at service (Bruine, 1999)stage, lack of standardization, inter-departmental conflicts, lack of 
cultural readiness as the barriers of CRM practice”. 

SOTOUDEH (2007) reported that the “barriers of CRM in the tourism industry of Iran 
as follows: inadequate supporting budgets, lack of senior management commitment to CRM, 
poor communication, an absence of complementary customer management skills, inefficiencies 
in business process, lack of end-user input at service stage, lack of standardization, inter-
departmental conflicts and lack of cultural readiness hindering the progress of tourism industry. 
The scholar suggested that a holistic approach to customer relationship management would 
make a lot of difference in modern society”. 
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III. OBJECTIVE OF THE STUDY 

 To understand the major barriers in following CRM among star classified hotels 

 To analyze the difference among democratic profile of the staffs and their dimension 
on barriers in star classified hotels 

1. METHODOLOGY 

               The present study was conducted in Madurai region. The staffs of star classified hotels 
were chosen by random sampling method. The data was collected with the help of structured 
questionnaire and the sample size was 69. Percentages are calculated to understand the 
democratic profile of the staffs, mean and standard deviation was calculated to study the 
dimension of CRM among staff members.  

FINDINGS AND ANALYSIS 

DEMOCRATIC PROFILE OF THE 
STAFF 

FREQUENCY PERCENTAGE 

GENDER 

Male 49 71.0 

Female 20 29.0 

AGE 

Below 30 12 17.4 

31 – 40 29 42 

41 – 50 17 24.6 

Above 50 11 15.9 

LEVEL OF EDUCATION 

General Degree 20 29 

Diploma in Hotel Management 25 36.2 

Bachelor in Hotel Management 18 26.1 

Master’s in Hotel Management 6 8.7 

DESIGNATION 

Top Management 18 26.1 

Middle management 30 43.5 

Lower Management 21 30.4 

STAR CLASSIFICATION 

5 Star 15 21.7 

4 Star 22 31.9 

3 Star 32 46.4 

TABLE 1 - DEMOCRATIC PROFILE OF THE STAFFS 

TABLE 1 Shows that 71% of them are male and 29% are females from the total respondents 
and the majority of 42% are falls under 31 – 40 age group, whilst 24.6 % are 41 – 50 age group 
category and the least (15.9) percent from above 50 years age category and 36.2 percent of the 
respondents completed their diploma in hotel Management, 26.1 percent holds their 



 

 

 

S.Senthil Kumar 
 

  s 15 

 Emperor Journal of Operations Research 

 

undergraduate degree and the minimum8.7 percent hold their master’s degree in Hotel 
management and regarding the designation of the respondents majority of the respondents from 
middle management and lower management respectively 43.5, 30.4 percent. Finally 46.4, 31.9, 
21.7 percent of the respondents said they are respectively from 3 star, 4 star, 5 Star category. 
 
DIMENSION TOWARDS BARRIERS OF CRM IN STAR CLASSIFIED HOTELS 
 

BARRIERS OF CRM LOW MODERATE HIGH 

There is inadequate supporting budget to 
practice CRM 

15 29 25 

21.7% 42% 36.2% 

There is lack of communication in CRM 
37 17 15 

53.6% 24.6% 21.7% 

There is lack of Cultural readiness 
21 28 20 

30.4% 40.6% 29% 

There is lack of technology advancement to 
use CRM 

41 23 05 

59.4% 33.3% 7.2% 

TABLE 2 - RESPONSE FOR THE BARRIERS OF CRM IN STAR CLASSIFIED 
HOTELS 

According to the TABLE 2 Out of 69 participates from various star category hotels , 42%, 
36.2%,21.7% of them responded respectively for Moderate, High, Low  for the question there is 
inadequate supporting budget to participate CRM in star category hotels and for the lack of 
communication regarding CRM majority of the participants (53.6%) agreed that low level and 
24.6 % said that it was at moderate level and the minimum (21.7%) agreed it was at high level 
also  for the question Lack of cultural readiness in star category hotels to adopt CRM 40.6% of 
the respondents said was at moderate level, 30.4% and 29% said it was at low and high level 
respectively. Finally the lack of technological advancement to use CRM 59.4% of the 
respondents believes that it was at low level and 33.3% was at moderate level. 
 

IV.CONCLUSION AND SUGGESTIONS 

Based on the study conducted in the star classified hotels of Madurai regarding the 
barriers of CRM in their organization it was observed that all the properties have the awareness 
about CRM only the very few three star category hotels aren’t aware the CRM and most of the 
star category hotels are in lack of technological advancement to practice CRM in their 
organization regardless of lack of technical person, lack of knowledge to use CRM software etc 
and also observed some of the organization’s culture was not ready to develop CRM in their 
esteemed organization. Hence the top Management should take necessary steps to implement, 
organize some lectures about the importance of CRM to develop their own growth as well as 
the company’s growth in an effective manner. 
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