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Abstract

The development of retail business plays an increasingly important
role in the market competition of commercial banks. Improving service
quality is an important way for commercial banks to explore the path of
successful development. In this environment, how banks improve the
service quality of retail business is very critical. Lanzhou Bank
Chengguan Branch, as a branch of a city commercial bank, wants to gain
a competitive advantage in the fierce retail market and expand its share in
the regional retail business market by improving the quality of services. It
has become a top priority for Lanzhou Bank to establish a stable retail
customer group.

This paper first elaborates the purpose and significance of studying
and improving the service quality of retail business of Chengguan Branch,
sorts out and reviews the application research of service quality theory in
banking business, and introduces the service quality gap model,
SERVQUAL and other key supporting theories and measurement
tools.Secondly, this paper analyzes the current situation and problems of
retail business service of Lanzhou Bank Chengguan Branch, conducts
customer measurement analysis with SERVQUAL scale, finds out
different measurement results of retail service quality of the branch,
explores the actual cognition and expected cognition, sorts out the gap

between them, solves the existing problems and improves the service
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quality.Finally, combining with the actual situation of Lanzhou Bank
Chengguan Branch, this paper puts forward specific strategies to improve
service level and optimize service management from the three aspects of
service management concept, service process management and staff
management, and sets up safeguard measures from the four aspects of
management, manpower, technology and culture.

This article revolves around lanzhou bank retail business in
chengguan branch, think about how to improve the quality of service of
the retail business, domestic and foreign Banks in reference service
quality improvement strategies on the basis of the bank of lanzhou city
branch retail business are proposed ways to improve service quality,
points out that the guiding suggestion, help the region's other commercial

Banks to improve service quality.

Key words: Commercial bank; Retail business; Service quality
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