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ARTICLE INFO ABSTRACT

Received: 31 Dec 2024 The implementation of Customer Relationship Management (CRM) technology within agri-banking

has radically improved the time-intensive process of lending and diminished the disadvantages of

manual credit application processes and inadequate customer engagement. Prior to CRM, loan

Accepted: 28 Feb 2025  volumetric processes were manual and excessive including multiple entries of the same data, reams
of paper related to the loan application process or tied to physical aspects of loan approvals, access
to supports for subsidizing agricultural loan payments and manually processing all parts of the loan
decisions which resulted in taking several weeks. During loan decisions taking weeks to months,
customer financial needs were always delayed. CRM has improved/automated processes related to
loan work- flows, application data integrated directly into the CRM, live data monitoring to expedite
and build customer rapport, services to track thy days until approvals to build timeliness/delays to
improve loan origination workflows. CRM enables better processes to engage and connect with
customers including automatic prompts for documentation needed by customers, e-signature, and
engagement questions for feedback without waste of time. Individualized dashboards help
representative prioritize loans or loans with customers and provide the needs necessary to fast-track
and complete documents timely as to not unnecessary bottleneck workflows. The automatic
reminders and check-ins for customers whether it is during loans or customers needing loans but do
not have everything in place to strengthen relationship with the bank or credit union. At the end of
the day, optimizing the bank’s systems through CRM ensures loans are completed accurately with
speed and communicated to customers during the transition thus providing them excellent customer
service and bank value. Ultimately, the systems installed through CRM improves productivity
ensuring Agri banking institutions in the marketplace understand and provide value back to the
farmers - having access, timely responses to those that banks or credit unions produce relational
value which further enhance the value proposition of Agri banking institutions.
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1 Introduction

The agricultural lending system serves primarily to benefit farmers and the associated businesses, nearly all of whom
lack the benefit of advanced technology and, at times, find themselves intimidated by the complexity that traditional
loan lending produces. The complexity of traditional loan lending creates many hurdles for farmers that dissuade
them from pursuing a loan or applying for a subsidy they may qualify for through a county or state subsidized
program. This inhibiting aspect prevents them from accessing needed funding, which in turn constrains their
operational capacity and economic viability. There are also inefficiencies created in financial institutions that use
complicated loan lending practices that result in higher operating costs and possible inaccuracy and noncompliance
(Bose, 2009; Marciniak, 2006).

Given these significant barriers and inefficiencies, CRM systems are new forms of technology intended to simplify
the complexity associated with making contact and communicating with agricultural clients and lending institutions.
These CRM systems can engage with clients through meaningful and systematic interactions, allowing loan officers
and credit managers to effectively initiate, automate, and manage complex workflows of interaction that entail data
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collection, document gathering and verification, subsidy eligibility verification, and loan approval processes. The
agricultural lending process has historically relied on manual data entry, paperwork, and extensive multi-step
approval processes, often resulting in a loan decision timeline of one and maybe even two weeks or longer. These
lengthy timelines create a vast amount of uncertainty to farmers without the ability to quickly and effectively manage
their financial and operational planning (Chi Dan, 2022).

Empirical studies provide evidence of the importance of CRM systems in solving these challenges and examples
of effective CRM implementation that leads to improved customer relationship and service levels in rural and
agricultural banking situations (Khan Hussain, 2022). The effective use of forms of CRM can also support effective
operational banking processes, enhance accuracy, and reduce the length of time from process to outcome, thereby
reducing uncertainty and dissatisfaction for customers (Chi Dan, 2022). As noted, the example of the agricultural
banking sector at Agri bank, Vietnam provides evidence that the development of customer relationship management
processes lead to faster processing of loan applications, greater accuracy in loan eligibility and verifiable income and
subsidy eligibility for rural banking stakeholders including farmers and financial service providers (Chi Dan, 2022).

Furthermore, the evidence reveals farmers’ usage of financial services increases substantially because of CRM
technologies making access easier and also helping to bridge the digital divide that hinders a rural population from
fully accessing and utilizing financial services (Bose, 2009). Through highly accessible, transparent, and intuitive
technology platforms, CRM systems can support enhanced sustainable financing in agriculture, both enabling
financial institutions to create stronger, more resilient relationships with their agricultural clients, and enabling
farmers to gain better access to finance (Marciniak, 2006).

This article aims to conduct a thorough examination of the role of CRM technology in the agricultural loan
origination process. The article will specifically assess how CRM systems mitigate inefficiencies caused by traditional
lending workflows while heightening transparency and improving customer engagement and satisfaction. The article
goes on to provide a multitude of context-specific insights into important CRM capabilities - such as automated data
retrieval, workflow efficiency, outreach to customers, and dashboards specifically catered towards agricultural
banking. This research is important because it shows how CRM solutions increase network efficiency, accuracy for
financial institutions, and provide true access and transparency for farmers to promote healthy relationships and
sustainable growth in the agriculture space (Khan Hussain, 2022; Chi Dan, 2022).

2  Challenges of Loan Origination Systems

Agricultural banking, particularly in the context of lending, generally has many deposits and obstacles related to the
processes engaging with customers. Identified below are the specific factors that detrimentally contribute to the
inefficiencies and complexities of Agri-banking within the traditional processes of Agri banking workflows.

3 Data Entry

In the past, loan processing systems widely depended on loan and credit officers to manually enter numerous details
about each customer into an obsolete system. Any interaction with a customer, from initial applications to follow-up
document submissions, involved a manual process. This situation created many chances for errors and inaccuracies
in the data that had to be corrected and re-worked to ensure data was consistently accurate. Each instance of data
entry errors created delays in the processing system and potentially eroded customer trust and satisfaction. The
manual process consumed a large percentage of an officer’s available time and energy to engage with customers
outside of these repetitive, non-value-added activities - which limited the officer’s availability to spend time
meaningfully engaging with the customer or building valuable client relationships.

3.1 Approval Delays

Traditionally, lenders have handled a bulky process of paperwork physically, where documentation was exchanged
among the lender and stakeholders, loan officers, credit analysts, and senior management. Each stage of approval
was contingent upon paperwork, which could result in roadblocks due to officers’ workloads, holidays or vacations,
or waiting on others for paperwork. Sequential approvals added to delays in the approval of loans in case the
paperwork had holes, which could lead to substantial delays of several days or worse, weeks. This lengthy loan
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approval cycle hurt farmers needing timely access to cash for haying, planting, time-sensitive purchases, or a quick
market opportunity.

3.2 Data Collection Delays

A significant stage in agricultural loan evaluation involves determining subsidy eligibility and properly evaluating
loans through county, state, and federal rules. Historically, officers manually collected this key information from
multiple unorganized systems, government agencies, or third-party databases. The lack of systems integration and
information retrieving contributed to significant inefficiencies, delays, and inconsistencies in data. The loan review
system involved back-and-forth communication with external agencies that could take days for a response, leading
to a longer evaluation process and less customer responsiveness.

3.3 Customer Transparency

Traditionally, farmers, as end customers, experienced very little transparency in the loan process. They would not
have any real-time visibility or direct access to communication processes, resulting in uncertainty and frustration.
There would be no updates provided to farmers, nor could they verify if the documents requested by the lender had
been received. To get any form of confirmation or update, the farmers would have to undertake a proactive
communication method - either by telephone or in-branch, each time resulting in inconvenience and time loss. This
uncertainty would result in a lack of confidence in the bank’s ability to manage the loan properly and diminished
customer experience overall.

3.4 Navigating through Systems

Loan officers and credit analysts continually contended with the tedious and prone-to-error practice of utilizing
multiple, disconnected legacy systems to gather and stitch together information regarding customer activities.
Information regarding a customer’s credit worthiness or financial history, loan amount, or subsidy eligibility often
required individuals to manually search multiple systems and compile this data. In the absence of an integrated
system, each time a loan officer or credit analyst interacted with a customer they potentially had to repeat those steps
again adding inefficiencies to the process and risk of missing or faulty information.

3.5 Customer Interaction

The process of contact between loan officers and customers was often manual and repetitive, which meant there was
potential for miscommunication, follow up requests that were forgotten, and customers waiting for longer than
necessary. Loan officers needed to contact customers to retrieve missing documentation, signatures, or other forms
of information. If a loan officer was unable to continue a conversation or a customer was slow to reply to the officer’s
messages, the delays quickly stacked on each other, decreased overall customer satisfaction, and lengthens the time
until the loan was made.

3.6 Data Redundancy

Because there was no central, easily accessible, system for retrieving the data of existing customers, loan officers
sometimes mistakenly treated existing customers as new applicants. In the absence of convenient access to a
customer’s financial information, credit history, or prior interactions relative to that customer and lending, the officer
would often initiate the loan process with that customer at step one, duplicating work and additional effort. This
duplication of work wasted precious officer time and created ambiguities around the data of the customer which
would ripple into the customer experience and overall effectiveness.
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Figure 1: Manual Steps when loan processed via loan origination Taken as a whole, these issues caused major
ineffectiveness, dissatisfaction, and operational friction within the traditional Agri banking loan process — making
the case for addressing the need for technology-based, i.e. CRM integration solutions. As we’ve established, the
manual entry of data, a longer approval cycle, fragmented information sources, and lack of transparency all led to
decreased productivity, increased the cost of operations, and weakened the banking relationship with customers.
Additionally, the repetitive manual processes required too much investment into human capital and redirected
valuable staff from engagement and relationship building. Data redundancy and duplication of data entry adversely
impacted process timelines while negatively affecting the accuracy and reliability of the customer data, as well as
increasing the risk of compliance and undercutting institutional agility to changes in customer needs.
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4  Use Of CRM Integration
4.1  Automated Data Capture

CRM platforms interface directly with financial institution systems and third party database systems (such as
governmental subsidy management, land registration, and credit scoring agencies). Therefore, instead of manually
entering information, CRM platforms can also pull all this information automatically, specifically including land
ownership, customer credit history, historic loans, and subsidy pre-qualification. CRM will eliminate manual entry,
thereby reducing data entry errors. errors, duplication, and discrepancies. The correct and timely assessment is key
to financial readiness.

4.2 Workflow Automation

CRM systems are equipped with pre-determined workflows that move loan applications easily between the required
steps (i.e., pre-verification, document upload, eligibility assessment, approval). Workflows can also be tailored for
specifics such as loan type, jurisdiction (disclosure) requirements, and compliance. This automated system ensures
that no critical step is omitted and decreases processing times since each loan progresses through each step in a timely
manner.

4.3 Real Time Updates

A significant advantage of CRM is the ability to communicate with customers in real-time regarding their loan status
electronically. When the loan moves through the various stages of the processing, such as letting the customer know
when documents are needed, advising that the decision has been made, or informing them that more information is
needed, CRM sends an automatic SMS/email to the customer that instant of the processing change. This real-time,
proactive communication reduces the need for the lender to follow up manually because the customer is already being
updated. This updated proactive communication helps improve transparency, build customer trust, and increase
overall satisfaction.

4.4 Customer Profile

CRM creates long-term comprehensive customer profiles through collecting all available data for the customer, such
as historical loan data, credit ratings, repayment history, product preferences, and communication history into one
database. CRM allows loan officers and credit analysts access to profiles to decide, evaluate risk, customize products,
and proactively offer the right products and services best for each customer’s individual financial situation and needs.

4.5 User Interaction

Through a process of digitalization, CRM accelerates and simplifies the interaction between the bank and its
customers. It sends a safe digital link to customers, enabling them to upload necessary documents, complete forms,
and digitally sign agreements while communicating with the bank directly. Furthermore, the convenience of
automated operations minimizes the manual workload for officers and greatly improves the customer response,
engagement, and document submission turnaround time, resulting in shorter loan cycling times.

4.6 Notification Automation

Inside office workspaces, CRM automatically manages assignments of tasks internally so everyone involved with the
task will instantly receive a notification indicating the action to be taken. The notification will go to the assigned
officer when the customer has uploaded the documents or completed the digital forms. Furthermore, notices of
requested action will be sent to the officer(s) responsible for taking actions and reminders will also go out to the
responsible officer(s) after a certain time. Overall, using notifications and reminders will ensure all the follow-up
actions are executed on time, missed follow-up tasks are eliminated, and the workflow can continuously operate
seamlessly through complex multi-stage approvals.

4.7 Personalized Dashboards

CRM systems automatically provide personalized, role-based dashboards (advisors, loan officers, negotiating officers,
branch managers, etc.) for every employee within the bank. Each employee will see a dashboard that is customized
to their role and primary duties—an advisor seeing their daily tasks with pending documentation reviews for existing
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customers along with loans pending; a loan officer seeing their loans pending for approval, loans under review, and
customer contact that require immediate attention; and branch managers see all of their employees listed along with
the tickets, tasks, or documents that are pending. All of the employee tasks are automatically ranked and prioritized
for the employee based on urgency to support and assist management of multiple loans for approval at the same time
while reducing significantly the bottleneck in the processing of loans.

4.8 Relationship management

CRM is an immensely flexible tool enabling banks to tailor the system exactly to their specific regional compliance
obligations, internal business rules, loan products, and customer engagement strategies. Banks can adjust workflows
rapidly in response to changing regulatory environments or new internal policies. Furthermore, a CRM tool can
ensure relationships are continually nurtured and developed with automated interactions from lenders, including
periodic check-ins, updates concerning financial product offerings, reminders about loan statuses, and customized
communication to clients. This ensures that meaningful relationships with customers are maintained and
strengthened long after loans have been processed. Having said that, all the CRM-driven changes completely alter
how loan applications are processed, as they have and will continue to accelerate accuracy, minimize turnaround
times, improve customer satisfaction, and ensure ongoing operational effectiveness for Agri banking institutions.

Loan Application Submitied via

o

Figure 2: Automated Process with CRM
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5 Benefits of CRM integration in Agri Loan Processing

The introduction of Customer Relationship Management (CRM) systems to processing agricultural loans creates
marked improvements in efficiency, accuracy, and customer satisfaction. By automating and validating
customer data as it is processed in real time, CRM reduces processing time from weeks to mere hours. The
centralized nature of CRM contributes to improvements in accuracy due to no manual entry, allowing for better
compliance, accountability, and documentation quality in meeting audit requirements. Visibly enhancing the
customer experience and confidence, CRM provides proactive engagement through automated communications
and timely notifications, as well as easy-to-navigate digital touchpoints. Internally, CRM functions as a bridge
between the departments, providing real-time task management and reducing administrative lags. Also, the
CRM will notify officers immediately upon customers logging in, accelerating their response times and providing
efficient solutions to any bottlenecks. Once the loan officer has approved a loan, a CRM will securely transfer all
required documentation data into the loan origination system automatically and further improve the quality of
the documentation. Digitizing these processes and engaging with customers electronically will significantly
reduce time and costs associated with processing the documents in physical form, with or without additional
labor and overhead. Officers will also become more efficient with task prioritization through their personalized
dashboards and task assignments. CRMs have a highly configurable framework that enables the unique
customization of aspects to suite local, regional, or institutional needs. Most importantly, the overarching
functionality of CRM is to retain and foster meaningful, individualized relationships with customers through
ongoing engagement. The central, simplified, and user-centered interfaces of the platform also allow lesser-
skilled technology customers to engage and receive necessary banking services to benefit agricultural
communities and increase overall customer satisfaction.

6 Conclusion

CRM systems still have great potential to grow and evolve. The process continues as they show promise and
demonstrate to be relevant to agricultural loan origination. Presently considering benefits and investment, the
end-to-end incorporation of CRM in Agri banking would continue to create agile processes in terms of operations
but will also take the industry down to a more comprehensive transformation embracing digitalization in rural
finance. In the nearer future, further expected developments too include more cohesive integration of the CRM
platforms with other advanced components like artificial intelligence (AI), machine learning (ML), predictive
analytics, etc., which would further streamline the process of decision-making and risk assessment. These
features will help the financial institution in anticipating farmer requirements, recommending unique loan
products, and presenting advance warnings on emerging defaults or financial distress.

The next step very likely entails much deeper integration with government databases and subsidy portals.
Such automatic synching with the latest agricultural and regulatory data can also make those types of facilitation
verification using CRM systems very easy to justify across state and county eligibility requirements so that
farmers can enjoy it with a little expensive motion. This would be especially useful in those areas where subsidies
are accessed through government lazy and time-consuming processes.

In addition, there will be a mobile-first CRM interface evolution that will continue to focus on the usability
of low-tech users. Features like offline use, voice-enabled navigation, vernacular language support, and chatbot
integration will make CRMs more user-friendly for rural dwellers, thus increasing adoption and long-term
engagement.

From an institutional perspective, it seems that CRM platforms will be utilized more towards managing the
full life cycle from loan origination to post loan support, renewals, insurance services, and investment advisory.
This end to-end ecosystem approach can make CRM a cornerstone of inclusive, farmer focused digital banking.

Thus, as Agri banking becomes more competitive and customer-centric, CRM will be a powerful instrument
for banks in building trust and loyalty through consistent, transparent, and personalized service delivery. Future
improvements, however, will also require focusing on data security, digital literacy, and integration with evolving
Agri-fintech tools for scalability and sustainability.
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In such a way, the future of CRM in agricultural lending would be by making it” smarter” for ample inclusion,
and much more deeply interwoven into bank operations as well as farmers’ daily financial journeys, ultimately
leading to a stronger, more robust agricultural economy.
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