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Abstract

Banking industry is not only a financial industry but also a typical
service-oriented industry. With the continuous advancement of interest rate
marketization, the continuous improvement of multi-level financial markets and
the rapid development of Internet finance, the competition among banks is
further intensified, and major commercial banks also attract new customers and
retain old customers through different financial products. In recent years, the
rate of return on bank financial products has been declining, coupled with other
factors, our bank's stock customers have been losing. At present, China is in a
new development pattern with domestic circulation as the main body and
domestic and international circulation. In the face of the normalization of the
epidemic, the speed of economic transfer from offline to online is accelerating.
Under this background, we need to improve and innovate the quality of financial
services in the new era, which is both an opportunity and a challenge for our
bank. It is necessary to provide customer-centered and comprehensive financial
services to improve customer satisfaction, reduce customer churn rate and
enhance the competitiveness of our bank in the industry. In this paper, the main
research object is the personal financial services customers of the Industrial and
Commercial Bank of China Bayi Sub-branch, consulting the relevant literature
on customer satisfaction of financial services at home and abroad, and
combining with the 4p and 4C marketing theory, to explore the countermeasures
to enhance customer satisfaction of financial services. Through the analysis of

the development and marketing status of the bank's personal financial services,
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the distribution of customer questionnaires designed with reference to the
SERVQUAL model and the conduct of interviews with customers and internal
staff, this paper summarizes the problems existing in the customer satisfaction of
the bank's personal financial services, and combines the 4p and 4C marketing
theories to summarize the problems and their causes. Financial products and
customer demand, product pricing and customer purchase cost, financial
purchase channels and customer convenience, financial promotion and customer
communication. Finally, in order to ensure the effective implementation of the
financial customer satisfaction promotion strategy, this paper provides
organizational and institutional guarantees from the aspects of staff skills
training, strengthening department communication and collaboration, financial
technology empowerment, establishing a scientific performance appraisal
system, and implementing the authenticity of customer feedback evaluation.

It is hoped that through the research on the personal financial customer
satisfaction of our bank, the promotion strategy given by combining the theory
with the actual situation can improve the customer satisfaction of our bank,
reduce the loss of customers, promote the better development of financial
business and even retail business, and enhance the competitiveness of our bank.
At the same time, it can also provide a certain reference value for the industry

with similar situations.

Key words: ICBC Bayi Sub-branch; Personal Financial Services; Customer

Satisfaction; 4p, 4C Marketing Theory
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