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Abstract. Bank customer management service is very important for banks. It
not only reflects the comprehensive level of a bank, but also reflects the impor-
tance that banks attach to customers, thus affecting bank efficiency. The customer
management service of banks is different from the customer management ser-
vice of other industries. Banks must base on their own characteristics and specify
a targeted customer management service model. At present, there are outstand-
ing problems in bank customer management services, such as uneven quality of
service personnel, inadequate complaint feedback mechanism, etc. This paper is
problem oriented, summarizes the problems in bank customer management ser-
vices, and gives corresponding improvement countermeasures to provide ideas for
the optimization of bank customer management services.
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1 Introduction

The bank customer management service refers to that the bank provides various services
for customers purposefully by analyzing customer needs and customer characteristics,
with the purpose of cultivating customer loyalty and improving the bank’s efficiency.
The reasonable bank customer management service is that the bank meets the needs of
customers and improves its own benefits through effective ways.Bank customer man-
agement service is one of the most important parts of the bank. With the continuous
improvement of people’s living standards, customers have higher and higher require-
ments for the bank. At present, people are not only satisfied with the financial function
of the bank, but also pay attention to the service level of the bank [1, 2]. Especially in
the case of a particularly large number of bank brands, people can choose a large num-
ber of banks, which further increases people’s requirements for bank customer service
management capabilities. In this context, it is urgent and necessary for banks to improve
their own customer management services. At present, there are also many problems in
bank customer management services. After a thorough study of the reasons, the bank
itself does not pay enough attention to them, and the guarantee of service personnel is
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not sound enough, which requires the bank to pay full attention to. The bank should also
be soberly aware that people are not only concerned about the deposit interest rate, the
size of the bank, but also pay more attention to customer management services [3].

2 Problems in Bank Customer Service Management

At present, there are many problems in bank customer service management, whether
large banks or small banks, there are generally problems in bank customer service man-
agement. Through sorting out, there are the following outstanding problems. It is mainly
manifested in three aspects: service level, service management and service concept.

2.1 The Level of Bank Customer Service Management Personnel is Uneven

The bank’s customer service managers represent the bank’s image and customer concept
at a certain level. At present, the service level of bank customer service managers is very
different, and there are slight differences between large banks and small banks. This is
due to the different size of the city where the bank is located and the different needs of
customers. For large banks, the ability of bank customer service managers is relatively
high, but their service willingness is not strong. For small banks, the situation is more
complicated [4]. At present, except for large state-owned banks and joint-stock banks,
there are more than 4000 banks in China, accounting for the vast majority (Table 1). The
service attitude of the customer service managers of these banks is relatively backward,
and the service ability needs to be improved. Therefore, there are certain problems in
the customer service management of banks of all types.

2.2 The Bank Customer Service Management Model is not Sound Enough

The bank customer service management mode is an important basis for the bank to
carry out the bank customer service management, and also an important guarantee for
the bank customer service management. At present, some banks still do not have sound
bank customer service management models and norms, or even some banks do not
specify bank customer service management regulations, which will inevitably lead to
the absence of bank customer service management [5]. Some banks have formulated
bank customer service management norms, but in terms of implementation, they have

Table 1. List of Domestic Banks

Bank Type Quantity
Large state-owned commercial banks 6
Joint-stock bank 12

City Commercial Bank 118
Rural Commercial Bank 3800 +
Other Banks 19
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not strictly followed the contents of the norms, which has led to the bank customer
service management in a nominal form and has not played its due role. Therefore, the
absence and imperfection of bank customer service management model has become one
of the outstanding problems of bank customer service management.

2.3 The Bank’s Customer Service Management Ideology is Relatively Backward

With the continuous progress of the society, the customer’s thinking mode and living
habits have undergone tremendous changes. If the bank still carries out services according
to the bank’s customer service management ideas a few years ago or even more than a
decade ago, it will inevitably fail to meet the customer’s needs. Even if the bank makes
more efforts in service, it will not yield results. Some banks have strengthened the service
of their member customers, but they have not classified their member customers, such
as male customers and female customers, young customers and elderly customers, and
have not made specific distinctions [6]. If they still serve according to the same service
philosophy, it will inevitably lead to the lack of service, reduce customer satisfaction,
affect customer experience, and ultimately damage the interests of the bank.

3 Analysis on the Causes of Problems in Bank Customer Service
Management

There are many problems in bank customer service management, and there are various
reasons behind them. It is mainly manifested in the following three aspects, exploring the
causes behind them will help to propose countermeasures for improving bank customer
service management.

3.1 Inadequate Training of Bank Customer Service Management Personnel

Training is the main way to improve the service level of service personnel, and it is
also the case in bank customer service management. At present, there are deficiencies in
the training of bank customer service managers, mainly in the following aspects. First
of all, the training time for bank customer service management personnel is less, and
the training time cannot meet the requirements. Secondly, the training content of bank
customer service managers is relatively backward, especially for local banks, which
have less contact with international big banks, and there are loopholes and gaps in the
advanced training content [7]. Finally, it is the lack of learning awareness of the bank
customer service managers themselves, and the bank customer service managers did not
fully realize the importance of learning, resulting in the lack of learning.

3.2 Inadequate Implementation of Bank Customer Service Management
Standards

The standardization of bank customer service management personnel is an effective
magic weapon to ensure the normal operation of bank customer service management.
However, due to insufficient implementation, the bank customer service management
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is insufficient. First, the bank’s own management is insufficient. Some banks have not
set up professional departments and personnel to supervise and inspect the management
norms of bank customer service, leading to the absence of bank customer service man-
agement from top to bottom. Secondly, the incentive for bank customer service managers
is insufficient. The bank’s customer service management standards did not provide suffi-
cient protection for the bank’s customer service management personnel, or the protection
was insufficient, resulting in the bank’s customer service management personnel being
unwilling to implement the bank’s customer service management standards [8, 9].

3.3 The Concept of Bank Customer Service Management Was not Updated
in Time

The designation of the bank’s customer service management measures is not once and
for all, but will change with the development of the world. In particular, some local
banks have few opportunities to contact international metropolises and cannot grasp the
trend of the times at the first time, which leads to the backwardness of bank customer
service management. For example, in terms of product marketing for bank customer
service managers, the service personnel themselves do not understand the trends and
prospects of product development, let alone make reasonable explanations to customers,
which will inevitably lead to the failure of product marketing. Therefore, the limitation
of the bank’s own vision has become the main reason for the backwardness of the bank’s
customer service management ideas.

4 Research on Improving Strategy of Bank Customer Service
Management

There are many problems in bank customer service management. We can summarize
the improvement strategy of bank customer service management while digging deep
into its causes, and then provide ideas for the optimization of bank customer service
management.

4.1 Strengthen the Training of Bank Customer Service Managers

Banks should fully realize the importance of the training of bank customer service
managers, and formulate training methods for bank customer service managers in a
planned and targeted manner. Banks should actively learn from the experience of large
banks and banks that have done well in training, and reasonably formulate their own
training methods for bank customer service managers in combination with their own
development positioning. At the same time, during the implementation, the training
time should not be occupied. It should be recognized that a good training is to provide
more energy for the future. The mobilization of training should be done well to make
employees realize the importance of training, for example, to improve their own service
level, and then to positively reflect the promotion of positions, salaries and other aspects.
Therefore, we are all the more in favor of using effective “remote training” methods to
provide convenient and flexible training for customer service managers [10].
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4.2 Improve Bank Customer Service Management Norms

Banks should give prominence to improving their customer service management stan-
dards. It is necessary to clarify key links, absorb more suggestions from grassroots
employees, conduct research on customers, understand their needs, seek opinions and
suggestions from multiple levels and angles, and formulate reasonable and scientific
bank customer service management specifications. At the same time, it is necessary to
dynamically adjust the bank customer service management specifications. In the process
of implementation, it is necessary to find out the existing problems and deficiencies, and
make timely adjustments. It is necessary to take the customer’s needs as the direction
of adjustment. A complaint channel should be set up. When a customer encounters a
difficult problem, or is dissatisfied with something, or is a good suggestion, it can be
delivered to the bank manager in a timely manner. The customer service of China Mer-
chants Bank is a good illustration. Through training for employees, our employees have
a complete set of service specifications, which can meet the needs of most customers
and achieve the goal of bank customer management services.

4.3 Actively Change Ideas and Improve Service Level

Banks should define their own status. For large banks, they should keep in line with
international standards and provide classified services according to different customers,
such as overseas personnel, overseas personnel, transnational business, etc. For small
banks, they should actively learn from large banks, learn from the advanced management
service experience of large banks, and do a good job in basic daily financial services. On
this basis, they should appropriately expand international financial services. At the same
time, banks should actively introduce good financial products, especially those based on
rural development orientation. They should help rural customers understand financial
products. On the one hand, rural customers can enjoy more flexible financial methods,
and on the other hand, they can expand their own business and improve efficiency.

5 Conclusion

The customer service management of banks is a long-term work. At present, there are
various problems in banks. When we find out the problems, we analyze the causes behind
the problems, and then put forward countermeasures such as strengthening the training
of bank customer service managers, improving bank customer service management
standards, actively changing ideas, and improving service levels. Of course, this requires
the bank to take the lead and optimize the bank customer service management from
top to bottom. We should also fully understand the needs and suggestions of grassroots
service personnel and customers, and promote the optimization of bank customer service
management from the bottom up. In a word, the measures to improve bank customer
service management discussed in this paper can provide ideas for banks to optimize
bank customer service management.
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