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Abstract

Abstract

As an important subject of the modern financial industry, banks are the vanguard and
main force serving the real economy and promoting the construction of a strong country.
However, affected by factors such as the downturn in the real estate market and the slowdown
in economic growth, the profitability of banking institutions has declined to varying degrees
in recent years, and insufficient effective demand and weak social expectations have led to
insufficient impetus for the growth of bank credit. Industry inventory competition is more
intense. In the past, the traditional competitive advantages brought by the number of outlets
and personal connections have gradually disappeared, and the competition in the industry has
evolved into the competition of service quality and marketing ability. Improving customer
satisfaction and loyalty is becoming the key to improve the core competitiveness of banking
institutions. The lobby manager, as the first person responsible for the hall management of the
grass-roots network, assumes the important responsibility of retail and service, which is an
important part of improving the marketing ability of the grass-roots network.

Based on this, this thesis takes optimizing and improving the marketing ability of lobby
managers as the research object, and studies the path mechanism of improving the marketing
ability of lobby managers of Y Branch of A City Commercial Bank. First of all, this thesis
sorts out and summarizes the literature related to the marketing ability of lobby managers, and
sorts out and summarizes the basic theories involved in the research process, laying a solid
theoretical foundation for the follow-up research in this thesis. Secondly, this thesis briefly
summarizes the basic operation of Y branch of A City Commercial Bank, the composition
structure of lobby managers, responsibility positioning and performance appraisal methods,
and makes a preliminary assessment of the marketing ability of the network. In order to
further analyze the factors affecting the marketing ability of lobby managers of Y Branch of A
City Commercial Bank, this thesis also designed corresponding questionnaires based on the
basic characteristics and behavioral characteristics of lobby managers, conducted on-site
interviews with some lobby managers, and sorted out and analyzed the problems found in the
questionnaires and interviews. Finally, the thesis puts forward some countermeasures and
suggestions based on the development strategy planning and operation status of Y branch of
A City commercial bank.

The research finds that, on the one hand, the lobby manager of Y branch has some

problems such as weak professionalism, lack of business service ability and self-regulation
1
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ability, and there is still much room for improvement in personal marketing ability. On the
other hand, the performance appraisal system of Y Branch does not match the complex duties
of the lobby manager, which causes the lobby manager to spend a lot of time and energy on
chores unrelated to the main responsibilities, which is difficult to mobilize the enthusiasm of
the lobby manager, which is not conducive to releasing the marketing potential of the lobby
manager. In view of the above problems found by the research, this thesis puts forward
corresponding policy suggestions for strengthening the marketing ability of lobby managers
from two perspectives of establishing regulations and improving personal ability. On the one
hand, Y Branch of A City commercial bank should optimize the selection and employment
system, optimize the internal talent training and selection mechanism, and strengthen the
rotation of posts; Optimize the function setting, simplify the handling process, improve the
performance appraisal system, increase the adaptability of the performance appraisal system
to the job responsibilities, focus on the assessment of the service ability of lobby managers,
establish a service ability evaluation and scoring system, and stimulate the enthusiasm of
employees. On the other hand, it is necessary to improve the business ability of lobby
managers, increase the intensity of business training, enrich service methods, improve service
skills, improve comprehensive literacy, improve the ability to identify and tap customers by
using information technology means, and make full use of information technology means to

achieve precision marketing.

Key Words: lobby manager; comprehensive marketing ability; customer satisfaction;

marketing conversion rate
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