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Abstract. With the increasingly fierce competition in the financial market and
the sustained development of the financial market, the service quality of banks
has become a key strategic factor in the development of banking business. The
quality of bank service is directly related to customer satisfaction, customer loy-
alty, the bank's own brand image and market share, and has become the core
variable that affects the success or failure of banks.

This paper focuses on the grass-roots outlets of JS Bank, and devotes itself to
exploring practical strategies to improve service quality, with a view to enhanc-
ing customer satisfaction and market competitiveness. In the process of research,
the classic theories such as service profit chain theory, SERVQUAL model and
service quality gap model are analyzed by comprehensively combing the relevant
literature at home and abroad, which lays a solid theoretical foundation for it.
Then, combined with the first-hand information such as the operation data, cus-
tomer complaint records, employee feedback, etc. of JS Bank's grass-roots out-
lets, this paper uses scientific data analysis methods to deeply explore its service
status and shortcomings.

The research reveals that the grass-roots outlets of JS Bank need to be
strengthened in five dimensions of service quality: tangibility, reliability, respon-
siveness, assurance and empathy. Among them, the problems of aging hardware
facilities, tedious business processes and weak service awareness of employees
are particularly prominent. In view of the above problems, this paper carefully
designed a set of service quality improvement programs, from optimizing the
layout of outlets, updating facilities and equipment to enhance the tangible;
Standardize the operation process, strengthen risk management and control to
ensure reliability; Simplify business procedures, improve work efficiency and
highlight responsiveness; Strengthen staff training and establish supervision
mechanism to ensure assurance; Pay attention to the personalized needs of cus-
tomers, strengthen emotional communication and implement empathy, and opti-
mize service quality in all directions.

Keywords: Bank service quality; SERVQUAL model; Service quality im-
provement strategy
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1 Introduction

In today's society, the role of financial services can not be underestimated, and it has
become an important pillar in the national economy. Especially banks, as the core of
the financial system, the quality of their services is directly related to the healthy de-
velopment and stability of the whole economy. With the rapid development and glob-
alization of the global economy, the banking industry is facing unprecedented compet-
itive pressure. The fierce competition in the financial market requires banks to contin-
uously optimize their services to meet the growing diversified needs of customers,
which has become the key to the sustainable development of banks. Therefore, improv-
ing service quality is not only the need of bank strategy adjustment, but also the neces-
sary condition for stable economic growth. In the tide of globalization, the rapid devel-
opment of financial markets has brought infinite business opportunities and great chal-
lenges. The acceleration of internationalization of banking business, accelerated capital
flow and active financial innovation have jointly promoted the importance of banking
service quality. Banks are no longer just the access center of funds, but also the provid-
ers of high-quality financial services. With the rise of internet finance and the wide
application of science and technology, traditional banks are facing a major change in
their service model. Customers' expectations of banks have also changed from basic
deposit and withdrawal services to paying more attention to convenience, security and
personalization of services.

As a commercial bank with a long history, JS Bank occupies a place among many
banks. A long history means that it has accumulated a rich customer base and market
reputation, but at the same time, with the change of market environment and the rapid
development of emerging technologies, JS Bank is also facing the pressure and chal-
lenge of updating its service model. Customers' service demand is getting higher and
higher, and they are no longer satisfied with traditional banking services, but pay more
attention to the overall experience of banking services. Therefore, JS Bank urgently
needs to fundamentally improve its service quality to cope with the fierce market com-
petition and maintain its market competitiveness. The improvement of bank service
quality, especially the optimization of service quality in grass-roots outlets, directly
affects customers' cognition and evaluation of the overall image of the bank. At present,
there are many problems in the service process of grass-roots outlets of JS Bank, such
as poor service process, poor service attitude of employees, low business processing
efficiency and insufficient application of technology, which have seriously affected the
customer's service experience. The unsmooth service process not only prolongs the
waiting time of customers, but also reduces the transaction efficiency; The poor service
attitude of employees directly affects customers' emotional experience, which damages
customers' loyalty and satisfaction with the bank; The low efficiency of business pro-
cessing slows down the response speed of customer needs and affects the solution of
customers' urgent needs; The deficiency of science and technology application restricts
service innovation and service quality improvement to a certain extent.

The main purpose of this study is to explore the strategy of improving the service
quality of JS bank's grassroots outlets in order to improve customer satisfaction and the
competitiveness of the bank. In order to achieve this goal, this study will analyze the
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current development trend of financial markets and the importance of bank service
quality. With the constant change of financial market and the increasing diversification
of customer demand, the quality of bank service has become a key factor in bank com-
petition. Especially for grass-roots outlets, as the first line of direct contact between
banks and customers, their service quality directly affects customers' cognition and sat-
isfaction with the overall image of banks. Therefore, understanding the market devel-
opment trend and clarifying the importance of service quality is the premise of improv-
ing service quality.

2 Literature Review

2.1  Research on Influencing Factors of Bank Service Quality

In today's financial service industry, the service quality of banks is regarded as one of
the decisive factors for the success of banks. With the intensification of market compe-
tition and the improvement of consumer expectations, the quality of bank services di-
rectly affects the brand image, customer satisfaction and market share of banks. For
example, Rahat et al. (2024) focused on the impact of technical service quality on cus-
tomer satisfaction of Bangladesh banks, especially during the epidemic!!l. They believe
that technological innovation and green development are the key factors to improve
service quality, and emphasize the importance of digital service platform and its dual
value in improving customer satisfaction and environmental sustainability. Shinner et
al. (2024) discussed the quality of service by evaluating the quality of recovery after
day surgery, and used the results reported by patients for service evaluation®. Their
research reveals the importance of patient experience in medical services, and points
out that personalized care and information transparency are essential to improve patient
satisfaction. Saral et al. (2024) studied the influence of service quality on customer
loyalty in banking industry and the role of customer participation. They found that
service quality directly affects customer loyalty, and customer participation is a bridge
between service quality and customer loyalty, and emphasized the importance of active
customer participation in maintaining long-term customer relations. Sachin et al. (2024)
empirically evaluated the impact of Internet banking service quality on customer satis-
faction™. They put forward a hybrid model, pointing out that the application of infor-
mation technology, the availability and security of websites are the main factors that
affect the quality of Internet banking services, and they are very important for improv-
ing customers' online banking experience.

2.2 Research on the Evaluation System of Bank Service Quality

In the banking industry, service quality is widely regarded as a key factor in shaping
customer satisfaction, enhancing customer loyalty and enhancing market competitive-
ness. With the increasingly complex service environment of banks and the continuous
evolution of customer needs, building a comprehensive and effective service quality
evaluation system has become the cornerstone for banks to continuously improve ser-
vices and optimize customer experience. In response to this demand, many scholars
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have conducted in-depth research on the evaluation system of bank service quality,
aiming to reveal the core factors affecting service quality, put forward evaluation stand-
ards and explore effective ways to improve service quality. When Sheikhidries (2023)
discussed the role of strategic intelligence in improving the quality of publishing and
distribution services, it implied an evaluation system covering information manage-
ment, market insight and customer satisfaction®). Sheikhidries pointed out that a deep
understanding of the market and customer needs is the key to improving service quality.
Sreejesh (2024) put forward an evaluation system including service consistency, chan-
nel integration and relationship quality by studying the influence of channel service
quality of comprehensive banks on brand building. Sreejesh emphasized that these el-
ements are essential for building long-term customer relationships and brand loyalty!®.
Quan et al. (2023) studied the relationship between the service quality of self-service
terminals and customer satisfaction, and put forward an evaluation system focusing on
technical usability, service immediacy and personalized experience!”). They pointed out
that customer acceptance of technology is the key to the success of self-service. Aali-
yah(2023) made a bibliometric analysis of bank service quality, and outlined a broad
evaluation system, including service innovation, customer experience and service re-
coveryl®l. Their research emphasizes the importance of integrating these dimensions to
improve service quality.

3 Research Methods

3.1 SERVQUAL Evaluation Model

SERVQUAL evaluation model is a kind of customer perceived service quality scale
put forward by American marketing scientists Paraxiuraman, Letham Moore and Barry
in 1988, which is mainly used in service industry and retail industry organization eval-
uation questionnaire. In this model, SERVQUAL Scale has designed 97 related ques-
tionnaire questions and corresponding clauses. In the process of questionnaire survey,
participants need to score each service quality expectation according to the scale, and
the difference score of this clause can be obtained by subtracting the expected score
from the perceived score. Then, using the method of mathematical statistics, all the gap
scores are technically analyzed, and the variable dimensions are reduced, and finally
the SERVQUAL scale with 22 items covering 5 dimensions is obtained. It can be seen
that the development process of the scale has good rigor, remarkable reliability and
validity, and high application value.

Through SERVQUAL evaluation model, enterprises can better grasp customers' ex-
pectations and actual experience, which has a positive effect on enterprises to accu-
rately grasp customers' expectations, understand customers' wishes and improve service
level. SERVQUAL evaluation model is based on the analysis of customers' expectation
and actual experience, which helps enterprise managers to understand customers' actual
evaluation of their services. It is more mature in foreign countries and has high relia-
bility and validity. At present, most of China's commercial banks are in line with inter-
national standards. It is imperative to improve the business quality and service level of
enterprises by comprehensively evaluating the service level of commercial banks.
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Although we can't reach a unified conclusion about the specific application of the
SERVQUAL evaluation model in many fields at present, many scholars' research has
proved the superiority of the SERVQUAL evaluation model. The experimental data
used by some scholars in 1993 showed that the accuracy of the SERVQUAL scale far
exceeded that of other standard test scales. Therefore, it adds or deletes the original
SERVQUAL evaluation model to establish a brand-new SERVQUAL evaluation
model which is more suitable for the development of modern banking and can evaluate
the service quality of commercial banks. Based on the brand-new SERVQUAL evalu-
ation model, the characteristics of service quality are further subdivided into five points,
which are in sharp contrast with the five dimensions of the traditional SERVQUAL
scale, and can better reflect the level of service quality. According to the service char-
acteristics of JS bank, combined with the five dimensions of SERVQUAL model (ma-
teriality, reliability, responsiveness, guarantee and empathy), 22 specific indicators are
designed. The questionnaire uses positive questions and Likert five-level scale to score,
so that customers can evaluate the expected quality and actual perceived quality of each
index. The expected quality from 1 to 5 represents the importance of indicators from
low to high, and the actual perceived quality from 1 to 5 represents the satisfaction from
low to high. Specific indicators are as follows:

(1) Tangibility: it involves the internal environment, facilities and equipment, staff
dress and privacy measures of the business outlets.

(2) Reliability: It involves the accuracy of employees' business handling, problem-
solving ability and punctuality of services.

(3) Responsiveness: It involves the response speed of employees to customer needs,
the time limit for problem solving and the attitude of positive help.

(4) Assurance: It involves the service attitude, professional skills and customer's
peace of mind of employees.

(5) Empathy: it involves the flexibility of service, giving priority to customers' in-
terests, employees' understanding of customers' needs and special customer service.

In the process of questionnaire design, in order to ensure the validity and reliability
of the questionnaire, this study conducted a pre-test, collected feedback and made cor-
responding adjustments and improvements. See the appendix for the final question-
naire. Through this questionnaire survey, the purpose of this study is to deeply under-
stand customers' expectations and perceptions of the service level of JS Bank Branch,
and to provide a basis for improving service quality.

3.2  Bank Service Quality Model Construction

Focusing on the SERVQUAL evaluation model, the service quality problem is clearly
defined as five levels, and each level is divided. By distributing survey questionnaires
to customers, customers' perception, expectation and acceptance of services are ob-
tained and evaluated, and 22 important evaluation factors of the model are explained,
and customer evaluation data are statistically summarized and analyzed, and finally the
service quality score is determined. The specific content of the SERVQUAL evaluation
model constructed in this paper is shown in Table 1.
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Table 1. Specific content of SERVQUAL evaluation model.

Dimension  Specific content
Tangibility ~ The internal environment of business outlets is comfortable.
JS Bank has modern facilities and equipment.
JS Bank's service facilities are clearly marked so as to find relevant facilities.
JS Bank employees are dressed in a clean and tidy manner.
The customer's privacy measures are perfect.
JS Bank employees make no mistakes in handling business.
reliability When you encounter problems, JS Bank employees can try their best to help you solve
them.
JS Bank can provide accurate and reliable services within the promised time.
For your service needs, JS Bank can continuously improve to meet your requirements.
JS Bank employees can respond to your needs in the first time.
Responsive- For problems that cannot be handled in time, JS Bank can clearly inform the time limit
ness for solution.
JS Bank employees are always willing to help you.
JS Bank employees can correct mistakes and remedy them in time when they make
mistakes in business handling.
Guarantee  JS Bank employees are polite, warm and thoughtful.
JS Bank employees have strong professional skills and rich knowledge reserves, and
can gain your trust.
You feel at ease in handling business at JS Bank.
JS Bank can provide effective support and training for employees to promote the opti-
mization of services.
Empathy JS Bank can provide flexible services.
dimension  JS Bank gives priority to your interests.
Tangibility  JS Bank employees can fully understand your actual needs.
JS bank service guide is clear and easy to understand, which is helpful for you to handle
business.
JS Bank can provide special services for special customers (such as the old, the weak,
the sick and the pregnant).

3.3  Questionnaire Distribution and Collection

In this survey, questionnaires were distributed through online channels, and the target
was customers who had handled business in the business outlets of JS Bank Branch. In
order to ensure the authenticity and accuracy of the survey, the questionnaire was con-
ducted anonymously. At the same time, the staff will explain the various questions and
investigation dimensions of the questionnaire in detail to help customers better under-
stand and complete the questionnaire independently. In this way, this study tries to get
the real thoughts and comments of customers.

Questionnaires are distributed online through the official website and social media
platform of JS Bank, which ensures that it can cover a wider range of customers and
improve the recovery rate of questionnaires. The filling process of the questionnaire is
completed by the customer to ensure the authenticity and objectivity of the data. The
questionnaire survey lasted for one month from September 1, 2023 to September 30,
2023.
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In this survey, 320 questionnaires were distributed and 310 questionnaires were col-
lected. In order to ensure the validity of the questionnaire data, the questionnaire that is
incomplete or takes less than 1 minute to fill in is regarded as invalid. After screening,
260 valid questionnaires were finally obtained, and the effective recovery rate was
81.25%. This high efficiency shows that most customers have filled in the questionnaire
seriously and completely, which provides a reliable basis for subsequent data analysis.

Judging from the distribution and recovery of questionnaires, online distribution has
effectively improved the coverage and recovery rate of questionnaires. Through the
dissemination of JS Bank's official website and social media platform, the questionnaire
can reach different age groups and different professional backgrounds, ensuring the
diversity of samples. At the same time, anonymity allows customers to express their
opinions and feelings more frankly, which improves the credibility of the data. 260
valid questionnaires were collected for further analysis.

4 Evaluation Results of Service Quality of Business Outlets of
JS Bank Branch

4.1  Tangibility Dimension

In this questionnaire, the tangible dimension involves the internal environment of busi-
ness outlets, facilities and equipment, service facilities identification, staff dress, pri-
vacy measures and so on. According to the data of the questionnaire, this paper analyzes
the problems existing in the physical dimension of the business outlets of JS Bank Sub-
branch. For the evaluation of the internal environment comfort of business outlets, the
average score is 3.2 points, indicating that customers' satisfaction with the internal en-
vironment of outlets is at a medium level. Some customers report that the internal en-
vironment of outlets is crowded, the air circulation is not smooth, and the facilities such
as seats are outdated, which affects their handling experience. The evaluation score of
the bank's modern facilities and equipment is 3.5, which shows that customers are more
recognized for the modernization of the bank's facilities and equipment. However, some
customers still point out that the self-service equipment in some outlets often breaks
down, which affects the efficiency of business handling. In terms of service facility
identification clarity, the score is 3.1, which reflects that some customers have difficul-
ties in finding relevant service facilities. It is suggested that banks further optimize the
identification design to improve the clarity and identifiability of instructions. The aver-
age score of bank employees is 3.8, indicating that most customers are satisfied with
the employees' appearance and image. However, there are still a few customers who
report that some employees' clothes are not standardized enough, which affects the pro-
fessional image of the bank. Finally, the customer's evaluation score on the perfection
of privacy measures is 3.4. Although most customers think that banks have done a good
job in protecting customers' privacy, some customers are still worried about their per-
sonal information security. It is suggested that banks strengthen publicity and education
on customer information protection to enhance customers' sense of security.
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Private banking customers have the highest expectations for the tangible dimension,
especially in terms of privacy measures and employee clothing. The survey results
show that the comfort rating of private bank customers on the internal environment of
outlets is 3.5 (out of 5), and the main problems include crowded environment, poor air
circulation and outdated seats. Although customers have a high score (3.8 points) on
modern facilities and equipment, some customers still report that self-service equip-
ment often breaks down, which affects the efficiency of business handling. The mark
of service facilities is 3.2, and some customers have difficulty in finding relevant ser-
vice facilities. The score of employees' clothing is 4.2, and a few customers report that
some employees' clothing is not standardized enough, which affects the professional
image of the bank. The score of privacy measures is 4.0, and some customers are wor-
ried about the security of personal information.

Vip customers have a moderate rating on the tangible dimension, and the main prob-
lems focus on the identification of service facilities and privacy measures. The comfort
score of VIP customers on the internal environment of outlets is 3.3, and the main prob-
lems include crowded environment and poor air circulation. The score of modernization
of facilities and equipment is 3.6, and some customers report frequent failures of self-
service equipment. The mark of service facilities is 3.0, and some customers are con-
fused when looking for service facilities. The score of employees' dress is 3.9, and a
few customers report that employees' dress is not standardized. The score of privacy
measures is 3.5, and some customers are worried about information security.

Ordinary customers have the lowest score on the tangible dimension, and the main
problems include the internal environment of business outlets, facilities, equipment and
service facilities identification. Ordinary customers scored 3.0 points for the comfort of
the internal environment of outlets, and the main problems included crowded environ-
ment and outdated seats. The score of modernization of facilities and equipment is 3.2,
and some customers report frequent failures of self-service equipment. The score of
service facility identification is 2.8, and some customers find it difficult to find service
facilities. The score of employees' dress is 3.5, and a few customers report that employ-
ees' dress is not standardized. The score of privacy measures is 3.2, and some customers
are worried about information security, shown in Table 2.

Table 2. Scores of private bank customers, VIP customers and ordinary customers in the tangi-
ble dimension

Accuracy  of . Service im-
. Problem solv- Service punctu-
Customer type business han- ine abilit alit provement sat-
dling £ Y Y isfaction
Private banking cus- 33 36 35 34
tomers
Vip customer 3.5 33 32 3.1
Ordinary customer 3.2 3.0 2.8 2.9

Private bank customers have the highest expectations for the tangible dimension,
especially in privacy measures and staff dress, but their scores on the internal environ-
ment and facilities of business outlets are low, indicating that these aspects need to be
further improved. Vip customers have a moderate score on the tangible dimension, and
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the main problems focus on the identification of service facilities and privacy measures.
Ordinary customers have the lowest score on the tangible dimension, and the main
problems include the internal environment of business outlets, facilities, equipment and
service facilities identification.

The main problems existing in the physical dimension of business outlets of JS Bank
Sub-branch include: the internal environment of the outlets is crowded, the air is not
ventilated, and the facilities such as seats are outdated; Self-service equipment often
breaks down; Service facilities identification is not clear enough; Some employees are
not dressed properly; Customers' concerns about personal information security. In view
of these problems, banks should take corresponding measures to improve and enhance
customer service experience and satisfaction.

4.2  Reliability Dimension

The reliability dimension involves the accuracy of bank employees' business handling,
problem-solving ability, punctuality of service and so on. According to the data results
of the simulated questionnaire, this paper analyzes the problems existing in the relia-
bility dimension of the business outlets of JS Bank Branch. The average score is 3.3 for
the evaluation of bank employees' business accuracy, which shows that customers' sat-
isfaction with the accuracy of employees' business is at a medium level. Some custom-
ers have reported that they have encountered mistakes in the operation or information
input of employees during the business process, which not only prolongs the processing
time, but also increases the inconvenience and worry of customers.

When customers encounter problems, the evaluation score of whether bank employ-
ees can try their best to help solve them is 3.4, which shows that customers have a
general recognition of employees' problem-solving ability. Some customers reported
that when encountering problems, some employees had a negative attitude and lacked
the will to actively solve the problems, which led to the problem not being handled in
time and effectively. Whether the bank can provide accurate and reliable services
within the promised time, the average score is 3.2 points, reflecting that some customers
have doubts about the punctuality of banking services. Some customers mentioned that
the bank failed to complete business processing within the promised time, or failed to
provide expected services within the agreed time, which affected customers' trust in the
bank. In terms of whether the bank can continuously improve to meet the customer's
service demand, the score is 3.3, indicating that the customer's satisfaction with the
bank's service improvement is at a medium level. Some customers suggest that banks
should pay more attention to customers' feedback and needs, and adjust and optimize
service processes in time to improve service quality.

Private banking customers have the highest expectation for reliability dimension,
especially in the accuracy of business handling and problem solving ability. The survey
results show that the accuracy of private banking customers' business handling is 3.8
points (out of 5 points), and some customers report that they encounter employee oper-
ation errors or information input errors when handling complex business, which not
only prolongs the processing time, but also increases the inconvenience and worry of
customers. In the aspect of problem solving ability, the score is 3.6, and some customers
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report that when encountering problems, employees have a negative attitude and lack
the will to actively solve problems, which leads to the problem not being dealt with in
time and effectively. For the punctuality of service, the score is 3.5 points. Some cus-
tomers mentioned that the bank failed to complete the business processing within the
promised time, which affected customers' trust in the bank. In addition, the customer's
score on the bank's continuous improvement of service to meet the demand is low,
which is 3.4 points, reflecting that the customer's satisfaction with the improvement of
bank service is at a medium level.

Vip customers rated the reliability dimension as moderate, and the main problems
focused on problem solving ability and service punctuality. The VIP customers scored
3.5 points for the accuracy of business handling, and some customers reported that they
encountered employee operation errors or information input errors in the process of
business handling. In terms of problem-solving ability, the score is 3.3, and some cus-
tomers reflect that employees have a negative attitude and lack the enthusiasm to solve
problems when they encounter problems. For the punctuality of service, the score is
3.2. Some customers mentioned that the bank failed to complete the business processing
within the promised time, which affected the customer experience. In addition, the cus-
tomer's score on the bank's continuous improvement of services to meet the demand is
low, which is 3.1 points, reflecting the customer's low satisfaction with the improve-
ment of banking services.

Ordinary customers have the lowest rating on the reliability dimension, and the main
problems include business handling accuracy, problem solving ability and service
punctuality. Ordinary customers scored 3.2 points for the accuracy of business han-
dling, and some customers reported that they encountered employee operation errors or
information input errors in the process of business handling. In terms of problem-solv-
ing ability, the score is 3.0, and some customers reflect that employees have a negative
attitude and lack the enthusiasm to solve problems when they encounter problems. For
the punctuality of service, the score is 2.8. Some customers mentioned that the bank
failed to complete the business processing within the promised time, which affected the
customer experience. In addition, the customer's score on the bank's continuous im-
provement of services to meet the demand is low, 2.9 points, reflecting the customer's
low satisfaction with the improvement of banking services, shown in Table 3.

Table 3. Rating of private bank customers, VIP customers and ordinary customers in reliability
dimension

Satisfaction
Clarity of time  degree of

. i”» . Timeliness of
limit for prob- waiting time

error remedy

Employee re-

Customer type sponse speed

lem solving for business
processing
Private banking cus- 35 33 3.0 32
tomers
Vip customer 3.2 3.0 2.8 2.9

Ordinary customer 2.9 2.7 2.5 2.6
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The main problems in the reliability dimension of business outlets of JS Bank Sub-
branch include operational errors or information input errors made by employees in the
process of handling business; Some employees have a negative attitude when they en-
counter customer problems and lack the enthusiasm to solve them; The bank fails to
provide accurate and reliable services within the promised time; Banks have failed to
fully meet the needs of customers in terms of service improvement. In view of these
problems, banks should strengthen staff training, improve the accuracy and efficiency
of business operations, actively listen to customer feedback, and constantly optimize
service processes to improve service reliability and customer satisfaction.

4.3  Responsiveness Dimension

The responsiveness dimension mainly focuses on the service responsiveness of bank
employees, including the responsiveness to customer needs, the clarity of the time limit
for solving problems, and the timely remedy when mistakes occur in business handling.
The average score of the evaluation that bank employees can respond to customer needs
in the first time is 3.3, indicating that customers have a general recognition of the re-
sponsiveness of employees. Some customers have reported that employees' response
speed is not fast enough when urgent business needs to be handled, resulting in long
waiting time for customers. The evaluation score of whether the bank can clearly inform
the time limit for solving the problem when it can't handle the problem in time is 3.1,
which shows that customers have doubts about the transparency of the bank in solving
the problem. Some customers said that when encountering problems, the bank failed to
provide a clear solution time, leaving customers in an uncertain waiting state. Regard-
ing the evaluation of whether the waiting time for handling business is satisfactory, the
average score is 2.9, which is the lowest score in the responsiveness dimension. This
reflects that customers are generally dissatisfied with the waiting time for banks to han-
dle business, and think that the efficiency of banks needs to be improved. The average
score is 3.2, which shows that the customer's satisfaction with the bank's error handling
and remedial measures is at a medium level. Some customers reported that when en-
countering business errors, the bank did not handle them quickly enough and failed to
remedy them in time, which affected the customer experience.

Private banking customers have the highest expectations for the responsiveness di-
mension, especially in the response speed of emergency business and the clarity of
problem solving time limit. The survey results show that private bank customers rate
their employees' response speed as 3.5 (out of 5), and some customers report that em-
ployees' response speed is not fast enough when they need to deal with business ur-
gently, resulting in a long waiting time. In terms of the clarity of the time limit for
problem solving, the score is 3.3. Some customers said that when encountering prob-
lems, the bank failed to provide a clear time to solve them, leaving customers in an
uncertain waiting state. The satisfaction with the waiting time for business processing
is 3.0, which reflects that customers are generally dissatisfied with the waiting time and
think that the efficiency of banks needs to be improved. In addition, for the timely re-
medial measures when there are errors in business handling, the score is 3.2, and some
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customers report that the bank is not fast enough to remedy the errors in time, which
affects the customer experience.

Vip customers have a moderate rating on the responsiveness dimension, and the
main problems focus on the clarity of the time limit for problem solving and the waiting
time for business processing. The score of VIP customers on the response speed of
employees is 3.2, and some customers report that the response speed of employees is
not fast enough when urgent business needs to be handled. In terms of the clarity of the
time limit for problem solving, the score is 3.0, and some customers said that the bank
failed to provide a clear time to solve the problem. The satisfaction with the waiting
time for business processing is 2.8 points, which reflects the customer's dissatisfaction
with the waiting time. In addition, for the timely remedial measures when errors occur
in business processing, the score is 2.9, and some customers report that the bank is not
fast enough to deal with errors, which affects the customer experience.

The average customer has the lowest score on the responsiveness dimension, and the
main problems include the response speed of employees, the clarity of problem solving
time limit and the waiting time for business processing. The average customer's rating
on the response speed of employees is 2.9, and some customers report that the response
speed of employees is not fast enough when urgent business needs to be handled. In
terms of the clarity of the time limit for problem solving, the score is 2.7, and some
customers said that when encountering problems, the bank failed to provide a clear time
to solve them. The satisfaction with the waiting time for business processing is 2.5
points, which reflects that customers are generally dissatisfied with the waiting time. In
addition, for the timely remedial measures when there are errors in business handling,
the score is 2.6, and some customers report that the bank is not fast enough to remedy
the errors in time, which affects the customer experience, shown in Table 4.

Table 4. Scores of private bank customers, VIP customers and ordinary customers in respon-
siveness dimension

Satisfaction
Clarity of time  degree of

. ”» . Timeliness of
limit for prob- waiting time

error remedy

Employee re-

Customer type sponse speed

lem solving for business
processing
Private banking cus- 35 33 3.0 32
tomers
Vip customer 3.2 3.0 2.8 2.9
Ordinary customer 2.9 2.7 2.5 2.6

The main problems in the responsiveness dimension of business outlets of JS Bank
Sub-branch include: employees' response speed to emergency business is not fast
enough, which leads to long waiting time for customers; Lack of transparency in the
time limit for problem solving, leaving customers in an uncertain state; The waiting
time for handling business is too long, which affects customer satisfaction; When there
are mistakes in business processing, the bank's processing speed and remedial measures
are not timely enough. In order to solve these problems, banks should strengthen staff
training, improve service efficiency and response speed, and optimize service processes
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to ensure that problems can be handled and remedied in time and effectively, so as to
improve customer service experience and satisfaction.

4.4 Guarantee Dimension

The guarantee dimension mainly focuses on the service attitude and professional skills
of bank employees. Regarding the evaluation of courtesy, enthusiasm and thoughtful-
ness of bank employees, the average score is 3.4 points, which shows that customers'
satisfaction with employees' service attitude is at a medium level. Some customers re-
port that although most employees are friendly, some employees still show impatience
or indifference in the service process, which affects the customer's service experience.
The evaluation score of whether bank employees have strong professional skills and
rich knowledge reserves can win the trust of customers is 3.3, which indicates that cus-
tomers have a general recognition of employees' professional ability. Some customers
said that when handling some complicated businesses, they encountered unclear an-
swers or incorrect guidance from employees, which led to customers' doubts about the
professionalism of banks. As for the evaluation that customers feel at ease in handling
business in banks, the average score is 3.2 points, which reflects that some customers
are worried when handling business. This may be related to the professional skills and
service attitude of employees, and customers are worried that there may be errors or
information leakage in business handling. For the evaluation of whether the bank can
provide effective support and training to employees to promote service optimization,
the score is 3.1, indicating that customers are less satisfied with the bank's staff training
and service optimization. Some customers suggested that banks should strengthen the
training of employees, improve their professional skills and service level, so as to en-
hance customers' trust and satisfaction.

Private bank customers have the highest expectations for the guarantee dimension,
especially in the service attitude and professional skills of employees. The survey re-
sults show that private bank customers' service attitude towards employees is 3.6 (out
of 5). Some customers report that although most employees are friendly, some employ-
ees still show impatience or indifference in the service process, which affects the cus-
tomer's service experience. In terms of employees' professional skills, the score is 3.5.
Some customers said that when handling complex business, they encountered unclear
answers or incorrect guidance from employees, which led to customers' doubts about
the professionalism of banks. The score of customers' feeling at ease when handling
business is 3.4, which reflects that some customers are worried when handling business,
which may be related to the professional skills and service attitude of employees. In
addition, the customer's score of the bank's effective support and training for employees
is 3.3, indicating that the customer's satisfaction with the bank's staff training and ser-
vice optimization is low.

The VIP customers have a moderate rating on the guarantee dimension, and the main
problems focus on the service attitude and professional skills of employees. The VIP
customers scored 3.3 points on the service attitude of employees, and some customers
reported that employees showed impatience or indifference in the service process. In
terms of employees' professional skills, the score was 3.2, and some customers said that
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they encountered unclear answers or incorrect guidance when handling complex busi-
ness. The score of customers' feeling at ease when handling business is 3.1, which re-
flects that some customers are worried when handling business. In addition, the cus-
tomer's score of the bank's effective support and training for employees is 3.0, indicat-
ing that the customer's satisfaction with the bank's staff training and service optimiza-
tion is low.

Ordinary customers have the lowest score on the guarantee dimension, and the main
problems include the service attitude and professional skills of employees. Ordinary
customers scored 3.0 points on the service attitude of employees, and some customers
reported that employees showed impatience or indifference in the service process. In
terms of employees' professional skills, the score was 2.8, and some customers said that
they encountered unclear answers or incorrect guidance when handling complex busi-
ness. The score that customers feel at ease when handling business is 2.7, which reflects
that some customers are worried when handling business. In addition, the customer's
score of the bank's effective support and training for employees is 2.6, which shows
that the customer's satisfaction with the bank's staff training and service optimization is
low, shown in Table 5.

Table 5. Scores of private bank customers, VIP customers and ordinary customers in the guar-
antee dimension

. Degree of
Professional . -
Employee ser- . confidence in Staff training
Customer type . . skills of em- .
vice attitude business han- and support
ployees .
dling
Private banking cus- 16 35 34 33
tomers
Vip customer 33 32 3.1 3.0
Ordinary customer 3.0 2.8 2.7 2.6

The main problems existing in the business outlets of JS Bank Branch include: the
service attitude of some employees is not warm and thoughtful enough, which affects
the customer's service experience; The lack of professional skills of employees in han-
dling complex business leads customers to question the professionalism of banks; Cus-
tomers are worried when handling business, fearing that there may be mistakes in busi-
ness handling; There are some deficiencies in staff training and service optimization in
banks, so it is necessary to strengthen the professional training of staff and the optimi-
zation of service processes in order to improve the trust and satisfaction of customers.

4.5 Empathy Dimension

Empathy dimension mainly focuses on whether banks and employees can fully consider
customer needs and provide personalized services, including service flexibility, giving
priority to customer interests and fully understanding customer needs. As for the eval-
uation that banks can provide flexible services, the average score is 3.3, indicating that
customers' satisfaction with the flexibility of banking services is at a medium level.
Some customers reported that the service process of the bank was rigid and inflexible
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when encountering special circumstances, which could not meet the individual needs.
The evaluation score of whether the bank gives priority to the interests of customers is
3.2 points, which indicates that customers have a general recognition of the bank in
considering the interests of customers. Some customers said that when handling certain
businesses, they felt that banks paid more attention to their own interests and ignored
the real needs and interests of customers. Regarding the evaluation of whether bank
employees can fully understand the actual needs of customers, the average score is 3.1
points, reflecting that some customers think that employees' understanding of their
needs is not deep enough. Customers expect bank employees to know more about their
specific situation and needs in order to provide more intimate services. The evaluation
of the content of the bank service guide is clear and easy to understand, and it is helpful
for customers to handle business. The score is 3.4, which shows that most customers
think that the bank service guide is still clear, but there is still room for improvement.
Some customers suggested that banks provide more detailed information in the service
guidelines to help customers better understand the service content and process.

Private banking customers have the highest expectations for empathy, especially in
terms of service flexibility and employees' understanding of customer needs. The sur-
vey results show that private bank customers rate the flexibility of banking services as
3.5 points (out of 5 points), and some customers report that the service process of banks
is rigid and inflexible when encountering special circumstances, which can't meet indi-
vidual needs. In terms of giving priority to customers' interests, the score is 3.4. Some
customers said that when handling certain businesses, they felt that banks paid more
attention to their own interests and ignored their real needs and interests. As for whether
employees can fully understand the actual needs of customers, the score is 3.3, which
reflects that some customers think that employees do not fully understand their needs.
In addition, the customer's score for the content of the service guide is 3.6, indicating
that most customers think that the bank's service guide is still clear, but there is still
room for improvement.

Vip customers have a moderate score on empathy dimension, and the main problems
focus on service flexibility and employees' understanding of customer needs. The VIP
customers scored 3.2 points for the flexibility of banking services, and some customers
reported that the banking service process lacked flexibility under special circumstances.
In giving priority to customers' interests, the score was 3.1, and some customers said
that they felt that banks paid more attention to their own interests when handling busi-
ness. As for whether employees can fully understand the actual needs of customers, the
score is 3.0, which reflects that some customers think that employees do not fully un-
derstand their needs. In addition, the customer scored 3.3 points for the clear content of
the service guide, indicating that the customer thinks there is room for improvement in
the service guide.

Ordinary customers have the lowest score on empathy dimension, and the main prob-
lems include service flexibility, giving priority to customer interests and employees'
understanding of customer needs. Ordinary customers scored 2.9 points on the flexibil-
ity of banking services, and some customers reported that the service process of banks
was rigid and could not meet individual needs. In giving priority to customers' interests,
the score was 2.8, and some customers said that they felt that banks paid more attention



Optimizing Multi-tiered Service Delivery in Banking an Industrial ... 123

to their own interests when handling business. As for whether employees can fully un-
derstand the actual needs of customers, the score is 2.7, which reflects that some cus-
tomers think that employees do not fully understand their needs. In addition, the cus-
tomer's score for the content of the service guide is 3.0, which indicates that the cus-
tomer thinks that the service guide needs to be further optimized, shown in Table 6.

Table 6. Scores of private bank customers, VIP customers and ordinary customers in empathy
dimension

Give priority to Employees under-

Service Clarity of ser-

Customer type flexibility the interests of stand  customer vice guidance
customers needs.

Private bank- 5 ¢ 34 33 3.6

ing customers

Vip customer 3.2 3.1 3.0 33

Ordinary cus- g 28 2.7 3.0

tomer

The main problems existing in the business outlets of JS Bank Sub-branch in empa-
thy dimension include: the bank service process lacks flexibility and cannot meet the
individual needs of customers; In some cases, banks pay too much attention to their
own interests and ignore the interests of customers; Bank employees' understanding of
customer needs is not deep enough, and the service lacks intimacy; The contents of
banking service guidelines need to be improved to provide more detailed information
to customers. In view of these problems, banks should strengthen the flexibility of ser-
vice processes, give priority to customers' interests, enhance employees' ability to un-
derstand customers' needs, and improve the content of service guidance to improve
customers' service experience and satisfaction.

5 Conclusion

In this study, the strategies of improving service quality of outlets of JS Bank Sub-
branch are discussed in depth, especially focusing on three key areas: improving service
quality in empathy dimension, strengthening emergency management and enhancing
employees' awareness of active service. Through the systematic analysis and strategy
design of these fields, the following research conclusions are drawn.

First, the service quality of empathy dimension is very important for improving cus-
tomer satisfaction and loyalty. By enhancing the flexibility of the service mechanism,
banks can better meet the individual needs of customers, thus establishing a deeper
connection with customers at the emotional level. This requires banks not only to pay
attention to the technical performance of services, but also to the humanistic care and
emotional exchange in the service process. Therefore, improving employees' emotional
intelligence, strengthening the provision of personalized services and improving the
personalized level of services through technical means have become the key strategies
to enhance the dimension of empathetic services.
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Second, the strengthening of emergency management ability is an important guar-
antee to ensure the quality of bank services and the safety of customer assets. Faced
with natural disasters, market fluctuations, technical failures and other emergencies,
banks must have the ability to respond quickly and deal with them effectively. This
requires banks to establish a comprehensive emergency management system, including
risk identification and assessment, emergency plan formulation, emergency resource
preparation, emergency drills and staff training. Through these measures, banks can
minimize the impact of emergencies on service quality and customer assets.

Thirdly, employees' active service consciousness is the core of improving the service
quality of banks. Banks need to establish a customer-centered corporate culture, pro-
vide comprehensive staff training, implement an effective incentive mechanism, estab-
lish an open communication and feedback mechanism, and enhance employees' profes-
sional ethics and sense of responsibility to enhance their service awareness and ability.
The initiative and professionalism of employees is the key to improve the customer
service experience and establish the brand image of banks.
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