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ABSTRACT

With the rapid development of my country's economy, the development momentum of
the financial market has become more violent, and a lot of new financial institutions such as
multi-ownership banks have emerged in China. The involvement of commercial banks has
made commercial banks face up to the huge impacts and new challenges. Customer
relationship management takes customers as the center to mine customer value and
understand the real requirements of customers; provides accurate customer service, improves
the potential value, and maximizes corporate profits. The new market environment and the
changing customer demands that keep pace with the times have put forward new requirements
for the traditional CRM method.

Thanks to Bank of China’s wide popularity, F Sub-branch has a certain monopoly
market position. The dependence on accumulated customer resources leads to insufficient
awareness of customer relationship management (CRM), and the management concept of
CRM is not outdated enough. The lack of customer identification accuracy and customer
maintenance level has led to the decline of customer loyalty and the loss of customer
resources. Compared with peers, there is a certain gap in CRM. In this paper, taking Bank of
China Branch F as an example, according to the research results of customer relationship
management at home and abroad, through scientific analysis, the long-term practical
experience of the bank is easily found. The author analyzes the characteristics and current
situation of F branch of CRM, and points out the current problems of F branch in the process
of CRM, and finds out the deep reasons with practice. First, the awareness of customer
relationship management is weak; second, departmental barriers hinder the construction of
CRM; third, customer data utilization are insufficient; fourth, the classification of individual
customers is biased; fifth, the application of differentiated customer management is not
suitable.

In this paper, according to the real situation, the problems are deeply studied, and

corresponding improvement strategies are proposed. The first is to improve customer
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information collection and processing capabilities. The second is to improve customer
relationship management, cultivate a customer-centric business philosophy, and rely on big
data technology to improve customer information collection and utilization. The third is to do
a good job in differentiated management of customer service. The company will provides the
management of the daily services and enhances the functions of the management system.
Finally, we must build a professional team. The account professional manager should play an
important role.

Key words: Customer Relationship Management, Customer Value, Differentiated

Management , The Bank of China
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