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Abstract 

In today's era, the degree of openness of the financial market continues to increase, and 
the competition among my country's commercial banks has become increasingly fierce 
with the development of some foreign banks. The foundation of the bank's survival is the 
customer, and the customer's sense of experience reflects the quality of the bank's 
financial services. High-quality customer resources have become the main target for 
commercial banks in their business development. The use of big data can quickly and 
effectively solve problems such as information asymmetry. Commercial banks can use 
big data technology to innovate, improve their financial services and customers' reliance 
and trust on the bank, and enhance the competitiveness of the bank. 

Keywords 

Big Data; Financial Service Innovation; Customer Experience. 

1. Current status of bank customer relationship management 

The American strategic company Gartner Group first proposed the theory of customer 
relationship management in the 1990s. It follows the "customer-centric" management 
philosophy, based on clear development goals for the banking business, and through rational 
mobilization and coordination of internal resources, Develop a scientific business process, rely 
on IT systems and a sound internal marketing organization, subdivide customers to cultivate, 
maintain and expand customer groups, thereby forming a unique competitive advantage and a 
management system that enables the company to obtain core competitiveness in its operations 
[1]. At present, commercial banks have entered a multi-pronged period of customer-centricity, 
marketing promotion and star-rated services. With the increasingly fierce competition in the 
financial industry, high-quality and stable customers have become the most important strategic 
resources for commercial banks to grab resources. After all, customer quality determines the 
bank’s asset status. So how commercial banks should provide personalized products and 
services to attract customers according to their needs has become the key to the success of 
commercial banks [1]. 

2. Competition for Bank Development 

The development process of my country's commercial banks is long and tortuous, but its 
emergence, development, and growth are the inevitable results of economic and social 
prosperity. Since the day of its birth, commercial banks have assumed the pivotal role of capital 
circulation and are an auxiliary to the country's macro-control policies. The progress of the 
current era constantly requires changes and innovations in various industries. While 
developing traditional businesses in China, commercial banks will also encounter bottlenecks. 
Especially in recent years, with the rapid rise of Internet finance, Internet company giants have 
stepped into finance one after another. This has squeezed the living space of commercial banks 
to a certain extent, and their traditional business has reduced profits, especially the impact on 
the scale of commercial banks’ deposits. A certain scale of deposits is necessary to ensure 
sufficient capital flows for commercial banks, but The emergence of Internet finance is 
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gradually absorbing the deposit and loan business of commercial banks. This situation is not 
good for commercial banks. After all, profit is the goal of commercial banks. The development 
of Internet credit has reduced the scale of commercial banks' revenue. Under the background 
of such macro conditions, it is urgent for commercial banks to carry out reforms and 
innovations. 

In addition, the pressure of competition among banks is increasing. In fact, there is not much 
difference between the banks themselves. In this case, who has advanced information 
technology and scientific management methods, or Whoever has a unique corporate culture, or 
its own premium quality service, will gain an advantage in this smoke-free competition, the 
winner will be the winner, and the loser will naturally be eliminated in this competition of 
survival of the fittest, so In order to get a piece of cake in the market, banks need to continuously 
innovate financial services and improve customer experience [2]. 

3. The development of the financial industry promotes bank financial 
services to accelerate innovation 

During the Spring Festival of 2020, China suffered from the outbreak of the "new crown 
epidemic", retail, tourism, and catering industries were all hit, and the market evaporated more 
than one trillion yuan. Under consumption suppression, the financial industry has also been hit. 
The decline in liquidity of funds during the epidemic is the biggest challenge for the financial 
market. For the financial industry, especially the banking industry, its profit is mainly derived 
from the spread between deposits and loans. The epidemic has suppressed consumer 
consumption, which has caused a decline in liquidity and affected consumer and investor 
confidence. This has led to a decline in the effective loan demand of the banking industry, and 
banks are facing Greater pressure, and the impact has spread to the entire financial market. 
Under the raging new crown virus, my country’s economic growth has slowed significantly in 
the first half of this year. Nevertheless, for China, an economic powerhouse, this economic shock 
is short-term, just like temporarily driving a roller coaster down At the same time, the 
suppressed demand after the epidemic will definitely rebound, which in turn will drive the 
economy to rebound again. For the financial industry, this is tantamount to good news. After 
the epidemic is over, there will be a large number of corporate loan demand, currency liquidity 
will increase, financial business and product demand will usher in an outbreak, and accelerating 
bank financial service innovation is to strengthen commercial banks To achieve its own 
competitiveness and the need to achieve sustainable development, only by continuously 
strengthening financial service innovation can banks stand out from the endless competition. 

At present, with the rapid development of information technology, the trend of informatization, 
electronization and networking in the financial industry is becoming more and more obvious. 
New technologies such as mobile Internet, artificial intelligence, Internet of Things, and virtual 
reality have also matured one after another. The development of information technology has 
provided a good foundation for bank service innovation. The development of new technologies 
has brought new financial tools, new financing methods, new payment methods, etc., and has 
also brought new opportunities and challenges to traditional banks.  

4. The importance of customer experience to bank financial service 
innovation 

The innovation of banking financial services and the improvement of customer experience are 
similar to screws and nuts, which complement each other. On the one hand, banks can improve 
customer satisfaction and experience through continuous innovation of financial services, and 
enhance customer stickiness. Expanding its own market share, on the other hand, customers, 
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as an important part of the bank, not only meet customer needs, but also provide strong support 
and motivation for current financial service innovation. Financial service innovation is the 
"booster" for the development of banks [2]. The innovation of banking services must be 
customer-oriented, serve customers as the purpose, and adapt to the market as the mainstay. 
Through a series of means, financial service innovation must be based on In order to meet the 
needs of customers, through market research and other directions, we can clearly understand 
and explore the true inner needs of customers, and then use this as a basis to formulate 
innovative solutions to meet customer needs. At present, customer experience has gradually 
become an important factor affecting the development of the entire bank, and it is also an 
important part of the bank to maintain its own share. [3] 

Philip Kotler once recorded that consumers are not only concerned about the product itself, but 
more importantly, how customers feel when using the product. Therefore, optimizing customer 
experience is a key to enhancing the core competitiveness of the banking industry in the future. 
As the level of mass consumption increases, consumer demand for services has also changed. A 
McKinsey survey of 700 companies worldwide found that 75% of bank customers want online 
help within 5 minutes, and 61% of customers prefer to choose companies that provide 
customized services. This means that consumers are not only satisfied with product innovation 
and basic financial services, but have begun to pursue higher-quality and high-quality services 
and experiences. Customer experience is an effective strategy for banks to achieve leapfrog 
development. How to meet consumer needs and make users feel the caring service from the 
brand has become an important issue that major banks need to overcome, and it has become 
an important way to improve bank service innovation. The key goal [3]. 

5. The benefits of big data for bank customer relationship management 

Big data has four basic characteristics: large data size (Volume); many types of data (Variety); 
data requires fast processing speed (Velocity); data value density is low (Value). Therefore, if 
big data technology is applied to bank customer relationship management, it will greatly 
enhance the bank's financial services and the customer's dependence and trust on the bank. In 
the era of big data, how to use the background of big data to better promote the healthy and 
sustainable development of my country’s commercial banks has become an issue of public 
concern. On the basis of fine management and service innovation, the competitiveness of banks 
will be improved. 

Big data technology can provide a reliable and objective decision-making basis for commercial 
banks in the future. Big data technology promotes the innovation and development of financial 
products. Banks have already obtained more consumer data than other companies, and the 
number and varieties of customer data held by banks are gradually increasing steadily, and the 
quality is constantly improving. In terms of services, the use of big data technology to achieve 
full service can provide customers with free service experience anytime and anywhere. For 
example, in product design, banks can regularly arrange staff to issue questionnaires to the 
public, especially major bank customers, and model and analyze a large number of customer 
behavior data based on the statistical data. Based on the majority of the public’s choices, the 
bank can formulate questionnaires. The general plan is in the plan, and at the same time, the 
unique customer needs are selected and the corresponding and innovative plans are 
formulated; for many small and medium-sized enterprises, mortgage groups, etc., when 
applying for loans, the bank can base on the income of different customers, Education, credit 
status and family assets, and predict future changes in customer credit. With the continuous 
increase in the number of loans, banks should now promote the paperless application and 
online approval of their loans, and pass the operation procedures to customers; and in the post-
loan warning, we can process customers in real time through bank network data Loan return, 
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overdue, etc.; and analyze the existing transaction records and indirect transaction data of bank 
customers, improve the customer's credit investigation system, establish the customer's own 
file, analyze and discover its related behavior trend characteristics, and predict future risks 
occur [4]. 

6. Suggestions for Banks' Innovative Financial Services 

The essence of finance is to effectively allocate resources. Banks face the new competitive 
environment. Only by constantly exploring better technologies and methods, and better 
innovative financial services, can banks' financial services be more reasonable, effective and 
sustainable. Bring a better customer experience. 

6.1. Changes in the verticalization and mobilization of banking financial 
services 

In the future, bank retail outlets may be gradually replaced by financial technology companies 
and disappear. In this case, banks need to improve banking financial services in many aspects. 
First, the bank needs to support a series of service channels that can meet the convenient needs 
of customers, including online banking, mobile banking, WeChat banking, SMS banking, ATM, 
TV banking, etc., to create a 7*24-hour vertical service time chain and make full use of social 
networks Design a new application interface and adopt personalized functions to continuously 
improve customer experience. For example, through Weibo, WeChat, forums, emails, 
communities and other channels to create a platform that directly meets customer needs. 
Secondly, the introduction of a large number of digital intelligent technologies, through the 
acquisition of multi-channel information to complete customer behavior analysis, further 
narrow the distance between the bank and customers, gradually upgrade the customer 
experience, and provide intelligent financial services. For example, through external channel 
data tracking and analysis, it is known that the customer often uses the platform and his 
preferences; under the condition of full wireless network coverage, an electronic wall 
containing wealth planning and life cycle diagrams is used to support customer touch and 
interactive communication; AI Biological information scanning technology, independent 
identification and authentication of customer identities; through fund tracking technology, 
assist customers to check withdrawal history, prevent fraud; provide property management 
and analysis technology to help customers better complete the management of funds and 
wealth; application of remote advisory platform , Centralized management and control of all 
outlets, providing a full range of financial services [5]. 

6.2. Digitalization of bank customers and innovative technical defenses against 
data 

Commercial banks should make full use of the business intelligence and data mining functions 
of modern systems to analyze and process customer data, use big data to determine the parts 
that are beneficial to their business development or can promote their business development, 
and merge data in a creative way, To retain and improve customer experience and loyalty, and 
reduce bank operating costs. For example, a bank can collect data across all channels of internal, 
social, and supervision of customers, and after sorting it, determine the most valuable 
information. It is also possible to break through the principle of storing data in the existing 
system in accordance with the scope of business, so that the bank itself can examine the 
situation of customers from a 360-degree perspective. For example, when reviewing the 
business of a bank customer, not only can we understand the customer's own situation, but also 
the interpersonal relationship between this customer and other customers, or the situation of 
the group company to which it belongs. On the other hand, when a commercial bank analyzes 
and processes a large amount of customer data, it will bring greater difficulty to its management. 
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Data defense technology must be innovated to prevent leakage, virus, intrusion, and damage. 
Determine the entire life cycle of big data to ensure security. At the same time, standardized 
emergency plans, handling procedures and external risk monitoring mechanisms can also be 
established to prevent the spread of external risks [6]. 

6.3. Customization and socialization of innovative banking financial services 

The customization of banking financial services is the key to retaining old customers and 
attracting new customers. This requires banks to integrate data with business practices and 
consumer behaviors, to find consumer willingness based on customers’ past consumer 
behaviors, and to make financial decisions based on customers’ own needs and preferences. 
Products are selected for value selection, and finally, different types of customers sell different 
banking products. For example, through the product configuration function, a unique product 
number is identified for the product configured by each customer, and the different value of the 
product period and the value of the customer identified by the bank are used to jointly 
determine the product attributes associated with the product, including the starting amount, 
Holding period and other conditions. 

Secondly, through the integration of social elements into innovation, continuous improvement 
of customer experience, and truly personalizing and dynamic financial credit is also an effective 
way to increase the competitiveness of banks. On the one hand, banks can continue to integrate 
and highlight social elements such as travel, movies, and dinners in financial services, develop 
social products that are more in line with the habits and characteristics of young people, and 
launch tailor-made credit cards according to the different consumption habits of young people. 
Supports movie and restaurant consumption discounts, or cards that are suitable for frequent 
travellers with free flight miles and cash back. On the other hand, banks can also provide more 
services that enable communication between customers and between customers and banks. 
For example, provide a virtual credit card community so that cardholders can not only inquire 
about the basics of their credit cards in the community Information, you can also exchange 
opinions and provide suggestions with other users to improve the management and 
development of banking services, or make your own suggestions for credit card functions, that 
is, cardholders have a say in the use of credit cards, or In the portal website, customers put 
forward personal ideas about the technology projects or products that the bank needs to 
develop, and better participate in product design and service design, and facilitate the 
interaction between customers and the bank [7]. 
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