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Abstract

Abstract

With the gradual deepening of China’s interest rate market and the rapid development of the
Internet economy, Banking Retail business is facing unprecedented opportunities and
challenges. C Bank Xiamen branch retail business variety, and deeper penetration to the
residents’ living in dribs and drabs, also bring customers convenience but because of a lack of
fast and efficient to the customer problems in service, resulting in customer of C Bank Xiamen
Branch satisfaction overall decline. Using relevant theories of service contact and service
quality, combining characteristics of the C Bank Xiamen Branch of the retail business,
explores the concrete scheme of service process optimization, to achieve customer satisfaction
and C Bank Xiamen branch retail business development "double surplus”. Specifically, the
program is divided into two parts, the first part is service contact process were controlled by
the service organization and the customers, by providing standard services, reducing service
delivery process of human factors and providing a reservation system to solve the problem of
public finance needs, to meet customer expectations; the second part, service contact process
were controlled by the service personnel, extend the standardization of business demand to
non-standardization needs of the customers through active guidance, let the customer access to
affordable, real benefit, to exceed customer expectations. Practice has proved that the
proposed service process optimization scheme, on the one hand, reduce customer waiting time,
on the other hand, customers in the enjoyment of banking services to obtain the additional
value, so as to enhance the loyalty of the Xiamen Branch of the C bank. The scheme has a
certain reference significance in the current development of traditional bank retail business

encounter bottleneck.

Keywords: Bank; Retail business; Process optimization
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