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ABSTRACT

The city commercial banks in China's financial system is an important financial
institutions, since this century, great progress has been obtained, to effectively support
the local economy and regional economic development. With the domestic financial
market competition becomes more intense, urban commercial banks not only need to
be involved with the state-owned commercial banks and joint-stock commercial banks,
competition in the domestic competition and need to be involved with foreign
commercial banks or foreign banking institutions in the competition, therefore, the
cultivation of core competence China's city commercial banks in the ultimate strategic
objectives.

Customer relationship management is the modern commercial banking
operations is an important strategy, in the state-owned commercial banks and
joint-stock commercial banks have been widely used, effective in promoting the
growth of the bank's core capabilities. In this century, China's city commercial banks
in order to quickly enhance their core competitiveness, have implemented a customer
relationship management strategy. After nearly a decade of exploration and practice,
China's city commercial bank's customer relationship management strategy has
achieved a considerable success, but there are also insufficient space for customer
relationship management strategy to be expanded.

The city commercial banks in China based on customer relationship management
strategy operation mechanism of micro-analysis, customer relationship management
strategy built on the core competencies of the incentive model, the customer
relationship management strategy and core competence of system elements based on
the decomposition of the questionnaire design and corresponding data were
investigated by means of structural equation model and theoretical model are
empirically tested, revealing the city commercial banks customer relationship
management strategy for core competencies incentive mechanism of micro-paths, so
as to China's city commercial banks customer relationship management strategy
Putting the theory provides a realistic reference.

Based on the above research objectives, innovative research of this study include
the following three aspects:

First, build a customer relationship management, city commercial banks and the
Core Competence of the correlation model.
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City commercial banks to implement customer relationship management capabilities
of the core must have a substantial role in promoting the realization of which promote
the function of the path is achieved through a variety of micro. In this study, customer
relationship management into strategic planning, implementation and resource
allocation behavior of three elements, the core competencies are divided into risk
control, internal control, product development and marketing capacity of four
elements, in order to build the city commercial banks customer relationship
management and core competencies of relevant structural equation model.

Second, build a city commercial banks customer relationship management and core
competence of the index measurement system.

City commercial banks customer relationship management and core
competencies are included a number of elements, which not only state-owned
commercial banks, joint-stock commercial banks, there are differences related to the
elements, and dynamic, with the city commercial bank in the external environment
changes . In this study, drawing on state-owned commercial banks and joint stock
commercial banks on the basis of research, city commercial banks by operating
activities of the theoretical analysis of city commercial banks built Customer
Relationship Management and Core Competence of the measure index system, so as
to empirical testing provide a platform for the implementation.

Third, city commercial banks reveals the core customer relationship management
capabilities for micro-path mechanism.

Empirical found: customer relationship management strategic planning has
contributed significantly to the risk control, internal control, product development
capability and marketing capability formation; customer relationship management
implementation behavior has contributed significantly to the risk control, internal
control and marketing ability to form, but the lack of effective product development
incentives; customer relationship management, allocation of resources has contributed
significantly to the risk control capability and marketing capability formation, but on

the internal control and product development capabilities lack of effective incentives.

KET WORDS: city commercial banks, customer relationship management, core
competencies, structural equation model
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4.4.2 ML REN IR RYUE L

AR AETEF R SHERE, B SPSS11.5 fl Lisrel8. 7 XM M Ak
RITRLRENERARRITRERR, BRERRERUR 44 iR, RIBRE
SGRTH, BHEWRTROEIERNRTEERENE.

F4-4 BRI ORIRERR

ER B R-F s g HE T
R Y1 0. 64 0.14 4.65
=i Y2 0.54 0.10 5. 40
ie7 Y3 0.43 011 3,89
W Y4 0.36 0.09 4.00
=l Y5 0.52 0.15 3.80
L Y6 0. 60 0.12 5. 00
=5 Y7 0.47 0.13 3.78
R Y8 0.41 0.10 4.10
L2 Yo 0. 68 0.11 6. 19
#% Y10 0.75 0.13 5.68
=% Y11 0.79 0. 14 5.91
L2 Y12 0.81 0. 12 5. 76
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5.1 IR

5.1.1 G AEERNERS

LEHHTEMEA (Structural Equation Model) f&j#% SEM, &—AMEEHEIBS
R, TAUMT—EERETEMERKER, RNLEZMETERT
iR AT ERUAF AN CEZNMEER FFERENEZRSNERE.
RN EFEUAETFRERE. FRERBERNEER, i8R
SEEENA, EMELSE. CEZNHEEMANEMLA LS 2.

SWHRBERSN, RS FEEE (Structural Equation Modeling),
RETRENMHZEERSNRRZ X RN—FG %, EmEHRANT
EGHAT. GUHEMTEER—FLIERER, IFAR—FHHEEEREAR. R
BEUHBRERM P KRB — R EAENER, BRAAREEET AL
HMABRENRHE M EERREAE, MARKEARIRNRA—HEE
R, REEAAMARBMNERREFE—ENSBEEEILY, E28%A
BUEZIA R MTRN H 89, Bk, AHARASHIEBREER TR
TUHRIR T B 7.

5.1.2 B ARRENEGN

Gl REANT S AMESE (neasurement equation) & H
(structural equation) F#E7. MEHERAUHBRELEE/IZZEIIXR,
A ERUERERRZ EMX R,

SHREZRENESBREADMT:

X=Axt+0 (5-1)

AEBZENESRERAMT:

Y=Ayn+e (5-2)
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H1, YRRIME (exogenous) FEIFAMMIEIE, YR 7-ME (endogenous)
ERARNAE, (RFINFERR, 1RRANEHREE, 1, BRINEEES
SNRIERBZ IR R, RINRRIFEINERERE EMEFARER, 1, BR
NEBRENEERBZANXR, RAEERENEBTE ENETARE
B, oRRINEIENR X BRED, ¢ RARWAERIY BiRET.

BHUHBRAET AN AEPRENBEARESHERTREZ ANE
RX%Z, HEARAWTF:

n=pn+Ts+4g (5-3)

Hep.

SHHNRIERR, nANERRER, PANERBZAMNXRER, FAEE
RENANEEZRMM, CAGHHRORER, RMT n EHRP KRR
2 di s

1 4

5. 1.3 A EREMOTIR

SEHARERN S TREZEA SPSS1L. 5 Ziit# 4 f LISRELS. 7 #ft.
AGFAA SPSS MR th R ERHTREMEF 447/ Cronbach’ sa f5ER
%, FIAI LISRELS. 7 BATRIEMER T/ MG M BIEA 7. LISREL 3K #HEE
LI T EDAR, T E — RS REENEF 2T KR
BT R MR R T SRR, MEFAE R RIRIRE QL m,
FHF A B R A REER R

—MBIR, LISREL TR BMHALIRAER, HESRERMEITHSHEH
BRAKT 50, TH—~BINAREBE 100-150 Z 674 & &8 FH &K BR T
& OILE) RAGTHAMER. ERAHAKRN (it 400), MLE 4B EH
B, BHRBEMABTE NS BUE BRI . A BAKGHEERZ
ELRLKTF 5, KF 5:1 MLLBIBHENEER=ETER KA,
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5. 2 FRRAE R RIS

KAl LISRELS. 7 #iT&BARR (BEHER), BINFRENALEZEN
MBEERE (r) Wk 5-1 PR,

®5-1 BRRAER
- B iR
| BRRR REAE R THE
~ 2 se :
} Hla | £€1-n1l CRM HEBE KR — B 1% 1 BE 1 0.47 0.10 | 4.70
} Hib | €1—-n2 CRM A8 LR — P BB BE 1 0.38 0.11 | 3.43
1 Hic | €103 |  CRM MG~ RIFRAES 0.32 | 0.08 |4.00
\ Hid | £1—nd |  CRYBHLY~ A EREEN 0.35 | 0.07 |5.00
| H2a | €2—n1|  CRM SEHEATA—~REEEHIRE S 0.37 0.12 |31
‘ Hob | €202  CRMSLHEfT— A BRSIRES 0.45 | 012 |3.65
H2c | €2—13 CRM SEHEAT 7= S FF R BE ST 0.13 0.08 | 1.65
; H2d | €2—n4 CRM SEHEAT A~ HE HAEN 0.30 0.10 | 3.00
H3a | £3—n1 CRM B JRAC B —~ KR HgE /1 0.36 0.11 | 3.34
H3b | £€3—n2 CRM B3 JAC B —~ P BRI HIRE /) 0.18 0.12 | 1.67
H3¢ | £3—n3| CRURBRE-=RFRES 0.15 0.09 | 1.67
H3d | €3—n4 CRM B IRACE ~hHEHAES 0.37 0.10 | 3.70
RN AR SR BTIROR 5-2 Fir:
x5-2 WEKBBIIR
WAEBIF | XYdf | RMSEA | RMR | CFI NFI IFI CFl | TLI | AGFI
TREREME | 1.867 | 0.073 | 0078 | 0911 [ 0910 | 0951 | 0934 | 0927 | 0.8%
BIAE <3 <0.08 <0.1 >0.9 >0.9 >0.9 >0.9 >0.9 >0.8

RE\EMSRETIRTH, HRAEHORBBREY, TRFARINERES
Rk 5-3 i,
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& 5-3 WMRABRRMBRBLER

‘i
BRAR BRER
&R
W RELRITE PR REENE N EE {2t T RITRER
Hia @t
BRI R K.
BHELRITEF R REENB AL EE b3S TRITAL it
H1b i
Bhilge IR K.
BH@WRITE P X ABEEEE Y EE R TRITER it
Hle iU
FREENRIRK.
; BB TEF XA EERBAYNEZ T TRITTS -
1d i
B,
" BHELRITEF X ATELHEITAE R TRITRE it
a ;
i Erpalin]o R
b W RRITE P X REHE LT AR E R T RITAWP it
b yalio] R
B BRITE PR AEBLHT NEE MR8 T RIT= R
H2¢ Fi@ig
FFREENIRK.
o4 BHHLRTEP RAEELHITNEEREHRT RITHS it
BHmhtRE.
" BHHLRTEFXAEERERE S E T TRITRK it
a :
BHIRE R K.
BHBLRTEFXAEERFEALEEE TS TRITAS
H3b FiEit
EEHIBE K.
BHELBRITEFXATERARCES E R TRIT™ M
H3c *idit
FREES IR
BB RTEFXAEERBEREEZHRETRITHS
H3d #it

EHEEIMEK.
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5.3 R ERMIELB NS

RIERRESRTH, KERTHLRITE A XFEERRAE—ERE LR
TRITGLEANEK, ERTHLRITRORNEESETRETEENE
R, B2, EPRZEESRLTHOTEHRBATLOITR, B2k
5ixt.

BT S, MATHLRITE A X RS EEE AR R E R T IRHELRIT
R HIRE ST RERERIGE S PRI REEN ST EHR TN TRk
RTZFRAEELHTHEE MRS T RGN W EHENSTHE
HEENHTEA, EX™RITKENRZE R B, WA LRTEARREH
RIFACE B E iR T R IEHIAE /1 5 M58 Wt D HITERG (B A AR ] g
5 IR RERZH BB

BTRORNEEERKOINARE, RERTRELRITES RAEER
SRR T BARENER, THRITAFET —REMER, TRERE>E
TEMIER. TR, ERERTELRITEAXRAEERBTHIES, Kg
MNP EERRE TRAMKKEER, LRATANTIRHA Rk, MRERER
iRea R L.

ETEPRATESRLHONARE, RERTHLRTREES 6
EWaEHEARETRAERNEE, ABEHENBEAT -—eRENEE,
=@ KENNEBRRERE. TR, EPRATENBNGZORNERET
MAEBMEEEER, AERLRAERRB T EENRK, MALRORNE
RHBKBRNIEE.

AR RERR ERRTRIELRITE P KRE E SIS 06 /R
RHNE, RATEPRZEHELLRNFFRE LA RN, FMUEE
TEPRAZTHARERITEPXATHER, MAFE TR ORNERERT
HLREAER, BRI TRIT U E P XAEESH ORI
REL.
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5.4 MWL RALBRE N

RBAFRORRER, HEETRERBTRHLRTHIZELE, TUKR
R RTINS PR R E RS ITRRMEN T BT R LRI ELEE P %
ZEBRNLEF, —HTHERRREZP RRZERORLUME - THEES)
WIHRHEPRAEENAEZL, FRESRAZFXEZEENBESN, F
REMDIR A B L BE ST RIS B HEAR

5.4. 1 AN EERI 24

(D WAEURITEAXRERKEANBAEE, FEL—DiEH.

BT B EA B RIT SR 6 E AT, ST ML RAT K CRM
WRERAT TR, B, MSSOME, BERT R BRNERESTEE, &
&7 EAEBWLRITSROBIR L RITELHE CRU R FTERSER, 126 T CRM 5%
BURMFIEME. EA—MIRBTHEE, SHE CRM MR T AL IRIT 7 B LR,
AL HE CRM B3R T B L RAT R EHE XS

(2) WHTERITEF X REEMLH BI2HE T RIS H 8 711458,
FRER-B KD,

ERRELRITEE NP, CRM 8 BARHARME— IR B TR E 0 ThEE,
TOAT R T R sl ERFRSREER. TinEHE CRY KL
WEXE R, HMRAEEENRRER CRM HPEMBRER, MRORAKEER
CRM B ZB B B, HAT, K& CRY MR i d LR T#R A M TR &
F & BT E L RITRE T, HFRERAMTESRERKKIT, REBTE
ZIHHR. |

Q) WAL RITE P X REHEA A R RE T T E B R,

RS — DY,

BEBH L RITE CRU LHEEY, AFEETSENEHEEUAR,
AR E P RESTIHEHET T TR, BT ERRT T EENH
W, XismebndeT 7 RZRS T, FRRERAARMEERZEHART I
7, WERTERRENRMEN. BTHHEHKERF, BAELRT CRY B
S5EHMLRTSReHELRITNAFEERENZE, IXRATHERE
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SREMHBEANL, HR, BATHELFET CRUKEESRIAREEN.
5.4.2 REZALHISH

(1) EHALRTHEFRRZAEERELEASS, FEEIHITRE.

BATE, RERTRLRITESEE M XZERTES, RERENRA
BX, BREZKMHRELRALE, BRAEEMANRENTFR. FERTHEL
FRATAE T T & 50 CRM B, DAR BBV, ERBRZ S EHIR
AR EPARIETRAR, BERFOIRABLETIHRS. Bit, #mi
P ARATZE CRM RIEACE R, FERMAATIRREBR, MARAHRHERRE
N, LSRG RORE, EREORBRS RIEDRZE, BEFHET
T+

(2) BHELRTEPXAETENLHAGNRERTHHESR, 2ZAT>
I RMFR, NEBPH>BITFREAEFRREEN—NFREBRF.

BB KR 5T L AR AT B9 CRM SEREH ) 8248, K5 CRM A9SEHE B AR AL T 1iF
SEHNRE, BRTRASHBEFNRREFE, BIRFAFENTFR.
@I RLAUNTG R RE, UNGHTRRAZM, UTHNAREE, BHFA
CRM LHEFTRIEIZ P2, R#TMEH. FEMSEmRL. B, REM
TRMARIT 7™ RIT R T EBRE, MUFF=STRENRR, thRFEU™
RGNS, ERAENS CRUSSE.

(3) BEPXAEHENT TN BEHL T REAERE, SRZ MM

A B R R ER T R RIT AR ARG, £THREBEELERKNE
M. CRMSCHEFRET, AHEHMRELRARE—eRENTEH, FENEAN
HEH PR ITRE M. R, ERERTLAE, 5EAHFETHARE
AR —A MR RRIEE, T TEE L RIT RO HELRT, B
7 ML ARAT B45 B4 P9 BR 32 0 58 1 SE A7 55, S CRM B SE SR 2 0 P AR 42 1
it
5.4.3 BAMITIURENRY BT

BHRLRTELHE P XA EHSRNLRED, LRAFEEE SRS,
tEFEEFEBNAR. BEFRT, HTEENMORRE. UREERBIK
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Faitt, ST A ML RIT RN RE B SO H ER R, R RIE F KL 55,
MIAREBHRE PR R E BB LERRE I, TEkE. Bk
MNE KRG BRI,

L A LR R Z AL AT T L — 5 IR, B B I T A AR AT RS 2
RBRELE, FANKE. KUEENEGHREMEN, ROERERIERE
LR, MAMANBROBRE SR, RHRERERALTIEE FINER T
W= @IFREITR, ROFIA CRM EHEFTKIR K& P15 BT R0 T4
FIRGRE AL, JF o 9 AR F B IR B S 0040, LA bt saa R M i L R AT
HILBEST o

WAL RITE S K RGBSR R — MRS, BTRLRTEER
it B RIVEN B ST A, URKREE A X RERNONE, BBREOESE
71, Bk, MTEFM—-MREELRITMETE, TUREAFTHRRE SR,
SHATIE PR R TR ARME 0 B AR SE i SR AT B — X L AT, 6 1 5 1 S
S H RSO AT B, DUPIRAT LR BT baiE, UABRRThAELL
HATE, ROHSLHEBNRBSEENE ATAELEEXRTR.
S LHIER S ARALSHEA L), A X E AT P TR I 5 2R R,
MTIRERFETUREP RRAEBLHA.

EXFRANBERABLRED, RAGFSENHLRITIHOE X REEY
B SR A HAE, BRELS IR, KR TRAGRITIHEP X REEH
SR DL, BB IARITYG RS B AR, DURB)TILE () CRM B 174l
WAL G EIE. RE CRM MSLIEE—ERE L WA TR LRTHEER
x, HRRE—EMBZE, CRMIITHRSEAE A THRRA, X, BERS
R NLARAT AR A SE R A2 THI SR 8 ML CRM ARBB SCHERY PERE, R I CRM (Bt e,
f2iE CRM Big 1. AT, BTTLIESEHAREORE, FLRARLRETH
PR BETERUX — BRI B S

WAL RITE P R FEERZORAORER - HBHNEE, FEH
PRGN BRI, SHAEMBA, NIRRT B RTE X
AEROLHERECFEHRRES.
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6.1 AIREG

ABHRETFRARDL R TR AR B iR, 5 T &2 % RSBt
BB MR B, R T B REENME LS, NTAETE %
R IR AR T R L AT RO BT B AR B T AT SRS T L
HREFAFRMLS, AFRNEENELENTFEAFE:

(1) HRTRHRARTE LR R R EER ORI E R,

ol BT E R B RAT 0 R (0 B0 FL 47, TOZE B A S MhaF
EGFFET, BPEREEMROENNEEEESEROBRER . S
WRFEP X AEBRRAE—RIEE, SEEHLRT. RONBLRTE
PR AEBEMEREAH LSNE LREERANER. B, AFALTR
R AR AT SC S B TR, SERMART T TR % 2 R
W ih RWGHER, NTTRLT B/ % B8 BB EERL 8IS B MM E
EWH, UL AFRRRGHEETRENEAEH,

(2) HBTRHHLRTE S RET RSN R.

B RITNE P L AEBEBAE—RIER, TE - EENAEH
Riff). EHH. HEONE. ATREE TREBHRLERTE S % REBNE
MRS, HE—A BT T AN, \TTHETRTELERFE
Pk RS E R O '

(3) WERTRNELRT RO R E.

BHBLRITHOENR—FEH, REETHEVENBATIR EUF
HE—RBULR L5 6 DB B 1. BRI RN R ORI EESEE R
RIT. ROHELRTFEEER, EFRETRATHLRTHEE LR, £3
% R TR H LRI R,

(&) RBHBHLRTE P % REB LS LR T T LM
FiAA.
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ERTRARITE R RERERER SR LR ARG RNERM L, A6
RHATT BB ATFRARLRITEP XRAETELHRR S R0 IEER
REEIERE, FERBBARLRTHET 7 L, RN TRAEENAESR
#, A RERORRRA T LROBIETE,

(5) BTRLRBERNBF, ERFJUBERENRERM L, EBTEHH
BEE, AP FER TRTELRITEF XA ERRROHANE, KU THE
THEZLENORBZHER. —RIERHER. UERFHERER, ATH
BETEPRAEERRAIEA R RITROR AR TR T TRHEREE.

6.2 iRREE

REARTES “HiimLR1T CRY S8 580 RE IR A" X— 18
BT HPORN, AMBTLRRKTFER, LR EELEM ERE—P
KR, ETEAEUTHAME:

(D REFABRREIRBER, BASTBRTELRITES RREHNE
BN

BRMTLRELBRIENME S, FaERBR M ANME. Bk
RITEPRATENEROM ETRFENNRME R IR, 265 ARNE—EEE
E#ATTHY, BFEAEREAEORIT, -SRI BTELRITE
PREEBSROENGRIBEEETER, AXLERRNRLIEE—E
BEE, fanEPREAEERRORATESNSHOEW. AHATEETS
MR LIS, MBHELRTHEP RRERITARTERANAE, UZH
REERT RN ANME.

(2) ¥ REAYE, REFANHEESSEE.

AR R RITO R TG R TARARE, BERLLHT
SEZETHEX. ETHAL /SRR EMRE, EHFRAETTHREH
MEGRRE, REVERHEE 10541, RINIE RS ROEABEMET HR%
SEMBAER. ERELMFAS, TUGERAEHRNHASE BELSY
AEARER, ROFABESUEEFEHL, AiRBTERANMNEES S
B,

48



L 95 K% e B0 % 4 iR 3

¥

HAERGRNIMHWEHR. EAXHHRANSHELRES, TRAIRT
TR M. REEE, EREE. B ERNELRES, RBNSHHRATT
PR FRBOHET. BIMENEESE. WERMIR. &M TERHLE
PRFRBAER, FRRERE, ERERBMRRRONEBE, FBLES
e, BUBRIMS AR, HENE.

BEPTA EREN, EXERL 2 NXIVED, tIT—LF 8K BFE
. WARHOMRERERAEZA . REZALZM IR —HXUR.

Bl 07 AEEMES TEEUSERBMAENFERLES M ES TR
XEMER, PUBEALFZE AR,

B EARBTHEMAERX BB REFSE FHR AN, E
R M ATT OGS SR R B LUBRI 17 B E

Mo, REFRWERXEELBRFIHROXANRMOFZHE, BE N
HWIIR G 305 BB, BEZURATRTRE.

BHEMEREBLPIFELL, BFEAKFAR, £RXEELE DN
BT H R LA BB WA —— SR, SR P e E—&
RZZKE, RBAERMERMIFEIE.
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KR-HIARBRNFLRTE S RAEELRRAS LT AN REDS, #42
REMBBIR T RMARARIVZU . FRBARZATAZA, AEMHSAENHEIE
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