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ABSTRACT

The Impact of Empowerment and Internal Service Quality on
Customer Orientation

— Focused on China Banks —

Fu, Jun—We1
Major in Service Operations Management
Dept. of Business Administration

The Graduate School, Hansung University

Financial Industry, as a typical sector among service industries, is the heart
of world’'s economy. Especially banking industry is playing a significant role in
financial industry nowadays.

This research will focus on the study of the empowerment and internal service
based on theoretical materials, the valid form of internal organization, the
development of internal service quality test procedure, and the analysis based on
experience of the internal service quality of Bank of China, to explore the
interdependency between empowerment and customer orientation. To reach the
purpose of the study, the impact of empowerment and internal service quality of
Bank of China on the employees’ customer orientation activity, and the forms of
interdependency between the issue empowerment and internal service quality of

Bank of China and customer orientation activity.
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To conduct this research objective, this study will be based on prior study
and practical analysis. Literature research will focus on the study of Banking
industry’s empowerment, internal service quality, and the form of customer
orientation conception. Based on the listed study methods, this study can bring out
available materials on the strategical analysis on internal service management and
human resource management of Bank of China, and be useful to the establishment

of Banking industry’s development strategy.

Keyword: Chinese bank, Empowerment, ervice Quality, Internal Service Quality,

Customer Orientation.
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