aRT s
UDC Y2

2 M8 K ¥

LANZHOU UNIVERSITY OF FINANCE AND ECONOMICS
EX VI & W
MBA = M 1

wxEE REBRT=MITESEEGR

EizE R ABT T
WA % TR ER
BSHImA . R FEE |\ Bl
R Tk R THEH
{1 TV s I (=1 P, AT EFREE

& H 1 2023.03.01




22N 2 K2 MBA 224103 RARARAT 22 M 9347 5 )1 G B GRS I AR R ARG 5T

etk A B

A NS B BT LA R SORRA ATE S IR S Tl 17 (8 90 11 22 8 o o
FERR. RATE, BT PR BN AR REOH B 5 SRS I
AB2RFBRE ST ARR . SR F T RS A0 5B #0E TR
BEERPET HHmARA RS T ME.

ST T " wram 2Ab L

u
CY TS q é&@% BrAM: o2 b, P

KT RICHE R UL 3

PA

AEANELETHERXTRE. ERAFAOR TN TME, ’QLZS GER“RH
BE”/“FREE" ) LWTFHEMH:

LE#BARREALIMIPHFMER, R XHANNER,. TURS
. FEORARFEABFRRT. TRELR:

2LEBRARAEANNFARIRREFERYE “PEFRYT CetEp 4
FAEH" AT HEASA CNKI (P E AT EE) st X MEE, 1%
A AR A2 MY .

S i A fﬁl@\ wram. F24, P

GI% 4 3 JT ¢ & sram. Jdh b,




=M 2R MBA 22083 RAARAT 22 MM TR T SR AR R ARG 5T

Research on Customer Manager
Performance Appraisal System of Minsheng
Bank Lanzhou Branch

Candidate : Zhang Jianbin

Supervisor: Wang Chunguo



ZEMI R MBA A0 183 RAARAT 22 MM TR T SR AR R ARG 5T

H OE

Rl iR R T IR R R R, DuERAT 20 7 G B P PR T ORI A e B3 17 22
A, DO KR SO E RV RAT Bl AR OB E IR R — B E
TARGUEE S RSP BONARAT & P i e B A g PR LB R PR 3K Xl 28—
BT e T I GTRCE ML BB LAR X 2 P 2 AT B PR MV ARAT R
B4, REGRIEH SRR, WERITIEE S KPR H 7SR,
110N GEURAE R P AR AT 428 i S e v ) Pt DR R AN B BT o £ S ot AT
S5 R Ak H 2™ SR RN, N0 BRI B O 3R THR AT O 55 4 ST
B H 2 RRT SR ACRVAIEES Y, 5 a BN L ER IR AR 55 R AR
KRS BT 2 FORARAT IR 55 I i B AT X R AT e R A ik 8 e 7 A2 LK R
Wi, 390 78 73 B 7 7 2 PR PRAE ARAT T SRR o 1) B AN

AL RAARAT 22N AT R Z BRI N B, RSB AT v 7 R 25 A BAA
F, SEPO RAARAT Z M AT R P &S5 2R R e, kS LIt
PR BT o R RAR AR E: B SERIR ARSI T 5 S s 3 [ A AR 5 STk
WEFC AR S TTIRIEOR 2 . IR R/ A o SR At , s B 47
WM B RA R B EEER, HHEER, ZZEWEIR LERE %
BTk BUG i I RAERAT M0 AT R P GBS 2 DU R A 3l i i
B S HATIRN AN, T 2N AT % P SR A R . 25, R
FERATZMMTE P AR SEE AR TT R, B HbS. BN, SRR R
TRV . SRS RS RZ 4 R N A it e MALZA, i ¢
ARORBEANARNY A TT T, 32 tH BRARERAT = M0 472 P A B GTR0E i Ak R AL vt
St D B 475 it o

e R RENARAT WL 55 I e 1 £ B, 2 2B SUcE %, ML
PERCRA TAE ST W BRI R o Ay B8 I A S AT 70 RAEARAT 22 M 04T
WOk 2% P AP TARWE Be BRIt — S5 K, o0 8 5 A R MV ARAT G158 A 77 52 U
ANGURE B S R R

K BARIT FPGHE GUERRR RTE



=M 2R MBA 22083 RAARAT 22 MM TR T SR AR R ARG 5T

Abstract

The transformation and development of the marketization of the
financial system has created the necessary conditions for the formation
and development of the bank customer manager system. This operation
and management system was born in the 1990s, and has now developed
into one of the most basic and core management systems of China's
commercial banks. The work performance and service level of account
managers become important factors affecting the customer satisfaction
and stability of banks. Therefore, it is necessary to scientifically evaluate
the work performance of account managers to ensure the smooth
realization of their functions, and to ensure the stability of bank
customers and satisfaction with bank services. This requires a set of
comprehensive and perfect performance appraisal mechanism, incentive
mechanism to supervise and manage customer managers. Up to now,
China's financial environment has become increasingly complex, which
has put forward higher requirements for the operation and management
level of commercial banks. Therefore, the importance of human resources
in the operation and development process of commercial banks has been
constantly increasing. With the homogenization of financial products and
services becoming increasingly serious, human resources will become the

main source of the core competitiveness of banks. Account manager is the
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communication medium between the bank and the customer. The
professional quality and service quality of account manager largely
determine the satisfaction of the customer service to the bank, thus having
a huge impact on the sustainable and steady development of the bank,
which fully shows the important position of account manager
management in the bank management system.

This paper takes the account managers of Lanzhou Branch of
Minsheng Bank as the research object, and relies on the balanced
scorecard assessment management system to achieve a comprehensive
review of the performance assessment system of account managers of
Lanzhou Branch of Minsheng Bank to find out the shortcomings and
optimize the design. In terms of specific content, the main aspects are as
follows: firstly, the research background and significance of this paper,
relevant domestic and foreign literature, research content and method and
technical route are explained. Then relevant concepts and theoretical
foundations are introduced. It includes customer manager, performance
appraisal, performance appraisal system, goal management theory,
expectation theory, comprehensive incentive theory and main methods of
performance appraisal. Thirdly, the current situation and problems of the
performance appraisal of account managers in Lanzhou Branch of
Minsheng Bank are analyzed. The basic situation of the Lanzhou branch

of Minsheng Bank and its account managers is introduced. In-depth
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research is conducted through questionnaires to understand the problems
of the performance appraisal system of account managers in Lanzhou
Branch. After that, the optimization plan of the performance appraisal
system for account managers of Minsheng Bank Lanzhou Branch is
proposed, including the optimization design of objectives, principles,
index system, index weights, performance feedback and appeals and
application of appraisal results. Finally, the guarantee measures for the
implementation of the optimized design of the performance appraisal
system for account managers in Lanzhou Branch of Minsheng Bank are
proposed from four aspects: organization, system, technical guarantee and
corporate culture.

Account managers are the main carriers of commercial banks'
business development, and the performance appraisal of account
managers has a very direct impact on their work efficiency and work
performance. It is hoped that the study of this paper will provide some
new ideas for Lanzhou Branch of Mingshen Bank to stimulate the
working potential of account managers and bring inspiration to other
commercial banks in China to innovate human resource management

mode.

Keywords: Commercial bank; Account manager; Performance Appraisal

System; Optimization scheme
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