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ABSTRACT

The Effect of Service Operation Characteristics on
Performance
— Focused on Chinese banking industry -

Lu, Li—Jia

Major in Service Operations Management
Dept. of Business Administration

The Graduate School

Hansung University

People's living standard has risen with the economic development
in the 21st century, and also the life cycle of objects shortened due
to technology transformation. Therefore, the customers have a higher
demand for the quality of service than before. To satisfying the
diverse needs from consumers, companies transformed from traditional
volume production system to multi—product but small volume
production system. Originally, it is necessary to provide good products
to consumers in the production—oriented consumption period. But at
present, it 1s an 1important factor to achieve better corporate
performance in the consumer—oriented service.

Banks are the service—oriented organization that we use the most,
also they are visible and easily accessible. Banks are able to provide
similar services, but they compete with non—financial factors such as
quality of service, flexibility, and innovation rather than their
products. There are a total of 4262 enterprises of the China Banking
Corporation and 3.8 million employees in 2015. By the end of 2015,
the banking industry's capital profit rate was 14.35%, dropped down
2.8% from the beginning of the year, the asset profit rate was
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1.06%, dropped down 0.13% from the beginning of the year. Looking
at the trend of declining profit margins, the banking industry needs to
reform its quality of service and internal structure in order to achieve
better performance after the original high profit growth period. The
Chinese banking industry is becoming more open and internationalized,
also the competition is becoming more serious. The banking industry
needs to reform itself internally to face planning and risk in that
highly competitive environment.

The purpose of this study is to investigate and analyze the
relationship between bank performance characteristics and internal
service operation characteristics of bank employees. The results of
the analysis show that factors such as work standardization,
customer—orientation and communication affect the performance. And
the hierarchical regression analysis shows that the service operation
characteristics are derived and listed on the performance

The results showed that work standardization, customer—
orientation, and communication, which are characteristic of banking
industry operation, have an effect on performance and that work
standardization has the most effect on performance.

[Key words] Banking industry in China, characteristics of internal
service operation, work standardization, customer—orientation,
communication, performance
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