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Abstract

In recent years, Internet finance, mobile payment, WeChat payment, Alipay, etc.
have developed rapidly, and the liberalization of interest rates has also been further
promoted. Internet industry giants, non-bank financial institutions and
telecommunications companies have begun to set foot in the financial field, bringing
great benefits to the development of the banking industry. increasing competitive
pressure. With the deepening of China's aging, banking products and services for
elderly customers have become a new commanding height for financial institutions to
compete for their daily financial business. In the new market environment, banks need
to explore new customer relationship management models and optimization strategies
to cope with the enormous challenges brought by the aging population in my country
to the retail banking industry.

JS Bank is a state-owned joint-stock bank. Since its establishment, its market
position has been relatively stable, and it has a certain monopoly nature. It is overly
dependent on existing stock customers, resulting in its customer relationship
management. Problems such as weak customer identification ability have led to the
continuous loss of elderly customer resources, and the decline of customer loyalty has
accelerated. Compared with its peers, JS Bank's gap in customer relationship
management and maintenance is increasingly apparent. Taking the XT branch of JS
Bank as an example, through literature analysis, case studies and questionnaire
surveys, and using relevant discipline theories, combined with the author's many years
of practical work experience in the bank, this paper studies and analyzes the actual
situation of the elderly customer relationship management in the XT branch of JS
Bank. , found the existing problems, and found the deeper influencing factors based
on the actual situation of the bank: first, lack of ideology and role cognition; second,
the classification of elderly customers is not accurate enough; third, the systematic
management of customer information is insufficient; fourth, the implementation of
differentiated customer management is not in place.

According to the actual situation of JS Bank XT branch, it conducts an in-depth
and detailed analysis of the problems existing in its customer relationship
management, and proposes the optimization principles and goals of the elderly
customer relationship management of JS Bank XT branch, as well as a series of

strategies to optimize the elderly customer management, including: (1) Strengthen

II



employees' role cognition of putting the needs of elderly customers first; (2) Adopt a
hierarchical and grouped maintenance system to strengthen the application of
information tools, improve elderly customer service capabilities, and focus on
improving elderly customers through diversified, refined and precise marketing; (3)
Introduce scientific information technology systems, use financial technology to help
banks improve their digital application and operational capabilities, and optimize
elderly customer relationship management; (4) Improve the professional level of
senior customer relationship account managers, etc. Finally, corresponding safeguard
measures are put forward in view of the optimization goals and improvement
strategies, to promote the elderly customer base to bring a higher comprehensive
contribution rate to the bank, to create a powerful and effective elderly customer
service model for JS Bank XT Branch, and to help the bank develop sustainably and
healthily.

Key Words: customer relationship management; the elderly customers; commercial

banks; management optimization
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