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Abstract

At present, there are many banks in the banking industry and fierce
competition in the financial market. With the change of policy and
international situation, the pressure of bank operation is constantly
increasing. At present, all banks pay more attention to customer
marketing, marketing methods are constantly updated, and the resources
invested continue to increase. Effective customer marketing concepts and
marketing methods can significantly improve the performance of banks,
expand business scale, build a solid customer base, and enhance market
competitiveness. Customer relationship management has become the
business starting point for commercial banks to enhance their core
competitiveness, and the importance of CRM has been increasing in
recent years. As one of the most important commercial banks in the local
financial market, ZG Bank X Branch faces competition from many other
banks. How to win customers and improve market share in the fierce
competition has become a problem that must be faced at present.
However, the current customer relationship management system of X
branch of ZG Bank is relatively backward, and there are still many
problems in customer maintenance and resource mining, which cause
certain obstacles to business development. Therefore, it is of great
practical significance to carry out research on the optimization of

individual customer relationship management in X branch of ZG Bank.
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This paper USES the related knowledge and theories of management,
customer relationship management theory, the theory of customer
satisfaction and customer life cycle theory as the main research direction,
choose mid-december, bank X branch as the research object, and study of
its existing customer relationship management. By summarizing the
performance data of X branch, combining the questionnaires and the
survey and interview, a comprehensive investigation and research was
carried out. First of all, we find four problems in X branch: the existing
differentiated service is not obvious, the customer business experience is
not good, the customer acquisition ability is not good and the customer
relationship management mechanism is not perfect. Secondly, through the
analysis of the causes of the problem, the author determines the
deep-seated reasons for the current problems, such as the outdated
concept of customer relationship management and the lack of customer
segmentation consciousness. Finally, it puts forward the strategy of
establishing customer segmentation and differentiation service,
optimizing customer service quality, improving customer acquisition
ability, optimizing customer relationship management mechanism and its
specific detailed measures, and finally improve the market
competitiveness of the bank and achieve the development goal, hoping to
provide certain reference for the industry and other researchers.

Keywords: Bank; customer relationship management; customers
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