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Abstract

Banks are a major component of the financial industry and hold an
important position in the overall socio-economic landscape. With
increasing competition in the banking industry, a buyer's market has
emerged, with customers taking the lead. In this scenario, banks no longer
engage in blind expansion but actively seek to attract customers in order
to safeguard their current earnings. High-quality customers are crucial for
the development of banks, which is why competition for customers has
become increasingly intense. To increase bank profits, it is necessary to
consider how to manage customer relationships. For the current
development of banks, customers are not only a new resource but also an
important foundation for future growth.

This study focuses on the customer relationship management of the
Industrial Bank Lanzhou Branch, aiming to discuss and research ways to
enhance its customer relationship management capabilities. Firstly, the
article introduces the background and significance of this research,
provides an overview of relevant domestic and international literature,
and outlines the main issues that this article aims to address. Secondly, it
describes the basic situation of the Industrial Bank Lanzhou Branch,
analyzes the current status of its customers, and explains the state of

customer relationship management through performance assessment. The
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study employs a questionnaire survey to gather feedback from relevant
customers and employees. The survey results reveal several key issues in
the customer relationship management of the Industrial Bank Lanzhou
Branch, including insufficient depth in marketing relationships with
customers, significant homogeneity in products and services, and a lack
of clarity in the strategic objectives of utilizing big data. The causes of
these problems primarily lie in the lack of differentiated products and
services, unclear concepts and goals in customer relationship
management, inadequate support for mining customer information, and
ambiguity in the strategic objectives of employing big data in customer
relationship management.Lastly, based on the aforementioned analysis,
this article proposes optimization strategies for customer relationship
management at the Industrial Bank Lanzhou Branch.

These strategies encompass accelerating product and service
innovation, implementing diversified marketing models, leveraging data
to explore customer information, and defining strategic objectives for
utilizing big data to enhance the customer relationship management
system. Through in-depth analysis of the current state and existing
problems in customer relationship management at the Industrial Bank
Lanzhou Branch, this study provides research-based strategies to enhance
the bank's customer relationship management capabilities. Furthermore,

these strategies have implications for improving customer relationship
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management in other joint-stock commercial banks.

Keywords: Commercial banks, Customer relationship

management,Optimization measures
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