
July-September 2013, Vol. 4, No. 3

	 Research Articles 
1	 CRM Scale Development and Validation in Indian Telecom Sector
	 Arun Kumar Agariya, Department of Management Studies, Birla Institute of Technology and Science, Pilani, 
		  Rajasthan, India
	 Deepali Singh, Department of Management Studies, ABV-Indian Institute of Information Technology & 
		  Management, Gwalior, Madhya Pradesh, India

20	 An Investigation of Mediating and Moderating Variables in Service Quality – Customer Loyalty 
Relationship: A Research Agenda

	 Medha Srivastava, Faculty of Management Studies, Banaras Hindu University, Varanasi, Uttar Pradesh, India
	 Alok Kumar Rai, Faculty of Management Studies, Banaras Hindu University, Varanasi, Uttar Pradesh, India

44	 Modernism to Postmodernism: The Transdisciplinary Mode-2 Knowledge Production of Relationship 
Marketing

	 S. M. Riad Shams, Faculty of Arts, Business, Informatics & Education, Central Queensland University, Sydney, 
		  NSW, Australia

57	 Exploring Relationship between Service Quality and Positive Word of Mouth at Retail Banks in Rural 
India

	 Mohd Adil, UGC-SRF, Department of Business Administration, Faculty of Management Studies and Research, 
		  Aligarh Muslim University, Aligarh, Uttar Pradesh, India
	 Mohammed Naved Khan, Department of Business Administration, Faculty of Management Studies and Research, 
		  Aligarh Muslim University, Aligarh, Uttar Pradesh, India

72	 A Survey Instrument for Identification of the Critical Success Factors for the Successful ERP 
	 Implementation at Indian SMEs
	 L. Ganesh, Institute of Management, Christ University, Bangalore, Karnataka, India
	 Arpita Mehta, Institute of Management, Christ University, Bangalore, Karnataka, India

International Journal  
of Customer Relationship 

Marketing and Management

Table of Contents

Copyright
The International Journal of Customer Relationship Marketing and Management (IJCRMM) (ISSN 1947-9247; 
eISSN 1947-9255), Copyright © 2013 IGI Global. All rights, including translation into other languages reserved by the 
publisher. No part of this journal may be reproduced or used in any form or by any means without witten permission from 
the publisher, except for noncommercial, educational use including classroom teaching purposes. Product or company 
names used in this journal are for identification purposes only. Inclusion of the names of the products or companies does 
not indicate a claim of ownership by IGI Global of the trademark or registered trademark. The views expressed in this 
journal are those of the authors but not neccessarily of IGI Global

The International Journal of Customer Relationship Marketing and Management is currently listed or indexed in: Bacon’s Media 
Directory; Compendex (Elsevier Engineering Index); Google Scholar; INSPEC; JournalTOCs; MediaFinder; The Standard Periodical 
Directory; Ulrich’s Periodicals Directory


