RB PHILOSOPHY IN GREECE

Customer -driven Philosophy in Banking Industry: The Case of Greece

Abstract

Relationship banking (RB) philosophy has becomepactof increasing importance in
strategic marketing management. RB concemtes alia the applying of customer-driven
strategies using advanced information technolodys $tudy investigates the RB in the
Greek banking industry overall and under diffe@nhership status too (privately-owned
vs. stated-controlled vs. foreign banks). Basedaonide field of research during the
period 2005-2006, indeed, we find that banks ineGeeapply the philosophy of
relationship banking; however, privately-owned afafeign banks implement RB
strategies more systematically and effectively amparison to state-controlled banks.
Our results usefulness is twofold: they satisfalstqustify the considerable growth of the
private banking sector in the Greek economy andifsigntly enrich the service-profit

chain of the specific industry.
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1. Introduction

Several studies (e.g. Bejetial., 1998; Dibb and Meadows, 2004) note the necegsity
creating bonds with customers. There are three neaisons for this necessity: Firstly, it
costs as much as five times less to retain existirgjomers rather than to acquire new
ones (Ryals and Payne, 2001). Secondly, banks wantd advantage more easily
existing customers’ lifetime value, in terms ofdircial products and services. That is,
they are able to achieve a surplus of revenue erceists of selling to and servicing the
customers (Ahmad and Buttle, 2001). Thirdly, a gagge of minimum profits is
generated per fiscal year, since it is obtainettady stream of annual sales (Reichheld,
1993). All these lead to an increased value-relewai customer orientation. As a result
banks attempt to incorporate into their philosopdyd organizational culture the
framework of relationship banking (RB), that ise toncept of managing the relationship
with a customer (Barnes and Howlett, 1998). Thhs, strategic objective of RB is to
seek for long-term commitment in which the bank Wwé able to maximize the lifetime
value of customer to the bank (Lewis, 2005) anthubh a one-to-one relationship, to
increase bank’s shareholder value (OlavarrietaFaisdimann, 1999).

The general philosophy of RB is shown in figure 1.

HereFigurel

Given that the internal environment is a directed®inant of the external one,

this inter-relationship leads to a triangular iat#ion between banks, employees and
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customers. This interaction expresses the orgaoimdtculture of a banking institution.
Bennett and Durkin (2002) conceptualize organiraticculture as the result of inter-
relationship between variables related to the maleand external environment of banks.
Internal environment refers to internal service liqya employee satisfaction and
employee retention (McKinnoet al., 2003). The external one concerns external service
quality and customer satisfaction (Pettijam@l., 2004).

The interaction of internal and external environtseis examined taking into
account the impact of new technologies on the m®eacellence of banking institutions.
Specifically, technological developments have @@a climate of global change and
increased competitiveness which in turn gives tppodunity for more convergent,
interactive and capable of connectivity networksp(pard, 2000). Banks examine these
developments in order to modulate and support theginess strategy by identifying
potential opportunities in differentiation (Yound,999). For instance, a ‘learning
relationship’ is created, which gives the opporyrio customers to achieve suitable
service delivery (Dibb and Meadows, 2004) and tokbato use rapid technological
changes in order to understand customers’ needbw@andg behavior (Ryals and Payne,
2001). This way, banks are able at first to rethiir survival and in succession their
competitive advantage (Batiz-Lazo and Wood, 2003).

Our study aims to investigate whether banks in Greslapt to a customer-driven
philosophy. In particular, we examine three aspe€tRB: internal service quality (i.e.
employees), process excellence (i.e. informatiochrielogy within institution) and
external service quality (i.e. customers). The wtisgdinnovative due to the following

reason. Greece is a member of the European UnidhWBich has recently achieved an
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important macroeconomic stabilization in the contek European Monetary Union
(EMU). In this environment, the banking industry @reece has undergone major
changes, one of which is the suppression of theirdome of state-controlled banks by
both native private-owned and foreign ones. Consetlyy the banking industry is
comprised of banks of three different types of owhip status; that is, privately-owned,
foreign and state-controlled banks. The main qaestaised here is whether there are
specific remarkable differences in adapting RB urdikéerent ownership status.

This article proceeds as follows. The following tgat provides the theoretical
background to an effective RB philosophy and skésrelevant hypotheses. The next
section describes the sample and the methodologgm@oy in order to analyze an
original data set stemmed from a wide field of e@sk. The subsequent section presents
the empirical results and discusses their impacthenGreek banking sector. The final

section presents summary and concluding remarks.

2. Theoretical background

Nowadays, financial markets meet the criteria ferfgctly competitive markets, which
result in profits that are influenced by competitiwot only from existent organizations in
the market but also from possible-to-enter onedifBazo and Wood, 2001). In this
environment, banks are ever more realizing that thast achieve service excellence in
order to retain their existence, which is translait@o success to understand customer
needs and behavior. In doing so, they have to purate a comprehensive perspective of

customer-driven cultures, with front-office and katdfice integration, which can be
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captured by focusing on a theoretical model sudh@aservice-profit chain of Heskett

al. (1994) in Figure 2.

HereFigure 2

As can be seen in Figure 2, internal quality deilees employee satisfaction,
which “is measured by the feelings that employegtioward their jobs” (ibid., p. 168).
In turn, employee satisfaction leads to loyaltyjekhcomprises a prerequisite to achieve
a low level of employee turnover. The latter result employee profitability, aligning
with the primary corporate goal, and permits thedtention. The entire process is
necessary for achieving high external service vahe increasing the level of customer
satisfaction, since customers will stay loyal teanpany, only if they feel that they
receive greater value than they would do in the cdsnother competitive bank (Angelis
etal., 2004).

According to Hesket#t al. (1994) and Pavlik (2002), an effective RB philosophy
is managed provided that banks have the right tipgratrategy in respect of employees,
process excellence with technological support awmdice delivery system. This element
in conjunction with leadership management and caltnodulate the philosophy of each
bank and set their profitability as a function ofdoyees’ loyalty and customers’ long-
term commitment (Dawes and Swailes, 1999). To beenpoecise, leadership concept
has to do with understanding the service-profitictzand developing and maintaining a
corporate culture which is focused on service tstmmers and fellow employees

(Heskettet al., 1994). Kellowayet al. (2000) link the value of leadership with the visio
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of tomorrow for employees, establishing its proaetiole. Batiz-Lazo and Wood (2001)
highlight the crucial role of visionary (i.e. leadkip) strategies in explaining changes in
size, scope and diversity as a response to teajinalcchanges. Moreover, Barnes and
Howlett (1998) provide evidence that leadership ronps employees’ attitude and
performance when it is associated with commitmemtttie organization, trust in
management and self-esteem. Paleted. (2001) find that leadership training enhances
leadership effectiveness and in turn organizatiandture by applying development
programs which are based on mental and emotioriltd. skarroset al. (2002) highlight
the necessity for effective leadership style beeafsthe existence of a volatile context
and the resulting increased competitiveness. Hoeteal. (2002) investigate
organizational behavior and they result in its @ffeeness by leadership, social cultural
values and strategic organizational contingencies.

In general, banks implement their organizationdtuce based on modulated
values and practices, which in turn are reflectadtieir “reason for being” and the
utilization of their strategic assets, i.e. empkg/@and customers (Hofstedeal, 1990).
The above implementation should be realized bygudifierent means such as e-business
(Ibbotson and Moran, 2003), channel management {&huand Lewis, 2003),
relationships (Durkin and Bennett, 1999) and mameege of the total enterprise (Schultz
et al., 1999) in order to create viable customer relatigps (Peppard, 2000). This would
enhance their ability to reduce cost of businesssfipandé and Farley, 2004), increase
service quality level (Sureshhandsiral. 2002), extend global reach (Canals, 1998) and,

of course, increase profitability (Pettijobnal., 2004).
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Further, McCuistion (2000) supports that banks hHawake into account changes
in several fields such as technology, competitiod enarket share in order to improve
their external service value. Especially, technmaginnovation owes to be integrated
into the productive process of banks, since it @sidered as compulsory and
determinative for the quality level of deliveredhdee. Rewording, our point of view is
that, it is vital for banks to incorporate techrgital changes in order not only to
confront hyper-competition and declining marketreBabut also to utilize them so as to
understand their bottom-line formation. Like thianks will be able to decrease their
turnover and, in turn, to increase their profitapi(Barnes and Howlett, 1998).

Taking into account the entire theoretical backgchuwe are led to three critical

dimensions of RB:

e The dimension of internal service quality, whicltdees on factors of efficient
internal environment and employee satisfactionh g bonus (BO) — e.g. Pavlik
(2002); further education (FE) — e.g. Palraeal (2001) ; recreative exhibits (RE)
— e.g. Palmeet al (2001); seminars (SEM) — e.g. Palneeal (2001); trust and
commitment (TC) — e.g. Dawes and Swailes (1999, &maining (TRA) — e.g.
Palmeret al (2001).

e The dimension of process excellence, which contgiraditative indications about
service delivery system such as: communication mélanCC) — e.g. Shulver and
Lewis (2003); information technology (IT) — e.g.tBa_.azo and Wood (2003);
branch network (BNET) — e.g. Peppard (2000); steffuction (SR) — e.g.

McKinnon et al (2003); process management (PM) — e.g. Hesketdt (1994);
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total service quality (TSQ) — e.g. Schudtzal (1999) and, staff stability (SS) — e.g.

McKinnon et al (2003).

e The dimension of external service quality, whiclmsists of variables setting the
way banks attempt to retain their customers suchustomer profitability (CP) —

e.g. Lewis (2005); customer value (CV) — e.g. Hosis (2002); branding (BRA)

— e.g. Angeliset al (2004); pricing (PRI) — e.g. Deshpandé and Fa(Z904);

bonds (BOND) — e.g. Dibb and Meadows (2004); uptlatgvice delivery system

(USDS) — e.g. Dibb and Meadows (2004); innovativedpcts (IP) — e.g.

McCuistion (2000); and, internal service qualitg@) — e.g. Bennett and Durkin

(2002).

In Greece, banks seem to implement RB philosophgllothese parts of service-
profit chain regardless of their ownership stafrg] this is, because they do continually
seek for improving their competitiveness so as doaspond successfully to the new
environment of financial services’ globalizatiororRhis reason, they have substantially
invested on new technologies, human resources @meraporary promotion systems of
their services. In practice, it is of great intéras research not only the extension of
implementation of this policy but also the potehéisymmetries among the three groups
of financial institutions. Therefore, we consider raotivating to investigate how these
banks modulate their organizational philosophy e tcontext of such mutated
environment setting ownership status fixed-effeats well as examining separately
privately-owned, state-controlled and foreign banks

For instance, Angeliset al. (2004) counts on customers’ satisfaction and

perceived value from the banking received to previdvidence on different
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organizational cultures among privately-owned atatescontrolled banks in Greece.
According to their study, state-controlled banksra present flexible structures and
adaptable procedure¥heir personnel perform a bureaucratic attitude twHeads to
institutions’ glitch in the pattern of “indiffereecabout customer problems, limited
willingness to provide customer service and dismgéor appropriate dress and
considerate and polite behavior to customers, gliglg] that their career is independent
of their performance” (ibid., p. 372). Adaptinggtirame and yet taking into account the
different nature of competitive advantages of egrdup of banks, we assume that there
are virtual differences in their policy regardin® REspecially, in order to check potential
differences between the three groups of banks megpect to the above mentioned three
dimensions, the following three hypotheses hava beenulated correspondingly:

Hi: There are significant differences between the three groups of banks in terms of

RB implementation with respect to internal service quality.

H.: There are significant differences between the three groups of banks in terms of

RB implementation with respect to process excellence.

Hs: There are significant differences between the three groups of banks in terms of

RB implementation with respect to external service quality.

3. Methodology and sample

During the 90’s, the banking sector in Greece hasmmgjor changes. The entire context

of globalization and strong competition has been rdason for important mergers and
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acquisitions (M&As) during this period which havaused the reformation as well as the
modification of the concentration level of the bmngk sector in Greece. In this
oligopolistic environment, there are discernibl@ups of financial institutions which
present particular characteristics and explicit keasuch as ownership status and
business size.

In particular, as far as the ownership issue isceored, the government has
attempted to privatize the state-controlled banlsegtor in order to improve the asset
management of the state. This policy has creaegrbper conditions for the entrance of
new either domestic private-owned or foreign bankghe Greek banking industry
increasing their competition for higher market €isarSimultaneously, it has set the
adoption of continuant technological changes as phnerequisite for obtaining
competitive advantage. With respect to business, siee evolution process has led to
greater banks which attempt to provide custometis appropriate banking products via
the means of universal banking. At the same tilmexet are some small banks with low
market shares which take advantage of specific edasegments operating in the
framework of specialized banking.

To see experience and use of RB, a field researandertaken in order to
examine current practices in Greek banks. The Ghbeeking environment is at present
engulfed in a very healthy and intense competibetween state-controlled, privately-
owned and foreign banks and between large and sneallum banks as well. Therefore,
the industry provides a perfect platform to lootoithe critical issues of RB - from the
perspective of management, marketing and IT - deoto better understand the nature

and the level of RB implementation in the GreekKiag industry.

10
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For the needs of our primary qualitative reseamtdta came from in-depth
interviews and an eighteen-open-question questicnisarvey (see appendix). We use
open-questions because we consider in-depth iet@svias the primary research
instrument. Participants were interviewed in perand were promised anonymity as the
majority expressed concerns about commercial cenfidlity. Interviews typically lasted
one to two hours, while participants were willirmgarticipate for this length of time.

Banks included in the sample are chosen based @n ¢hstomer base and
comprise a representative sample of data fromdpeHirty organizations in Greece. In
particular, we select 8 privately-owned, 4 statetailed and 8 foreign banks during the
period of 2005-2006, which resulted in a total 6f&ganizations. Besides, the number
of large and small-medium banks in the sample epqtional so as to correspond to the
total population. In particular, we select 9 laggedl 11 small-medium banks. In selecting
the interviewees within each bank, we use a gedtifandom sampling based on the
group of bank and we selected at random among middd top level executives

(Sureshchandat al., 2002).

HereTablel

Table 1 demonstrates general characteristics ofrderviewees. A total of 287
executives from 27 different banks were approadnash whom 210 belonging to 20
banks responded, yielding a participation raterotiad 73 percent. The consequential
loss of data is mainly attributable to the domirentbureaucratic circumstances and the

unwillingness to participate in the interview prese

11
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In order to analyze the data and to test our hyseth concerning potential
differences between the three groups of banks gfaiy-owned banks, state-controlled
banks and foreign banks), we apply three statisficacedures. First, the data are
analyzed using frequency counting (Ryals and Pa2061). Second, an ANOVA test
and apost hoc test of Bonferroni (Sureshchandaral., 2002) are also used. Third, RB

indices are computed.

4. Empirical results

4.1. Descriptive statistics

As can be observed in figures 3 to 5, banks, eajpegrivately-owned and foreign ones,
emphasize on both internal and external servicétgu@hey pay attention especially to

mechanical aspects of service delivery, i.e. whe®&Ms work properly (process

guality), to technical aspects, i.e. whether a meatyrivate long-term plan has performed
properly (output quality), or even to the way anota is decorated and modulated, i.e.
whether a branch has the prescription for housifiggadly and comfortable environment
(physical quality). Moreover, they point out thatsaccessful implementation of these
parameters leads to a high level of another kindest/ice quality; that is, corporate

quality, i.e. the image of the bank.

HereFigures3,4and 5

12
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Information technology (82.86 percent) and comroation channels (80.00
percent) are essential for delivering high quadigyvice to the customer. The adoption of
a unified operating system per bank (57.14 perceh® connection not only among
branches (45.71 percent) but also between brarmmgsnanagement through intranet
(80.00 percent) and the development of alternatieewvorks (i.e. internet or phone
banking) permit activity expansion. It is worth niening that at the moment banks
implement five kinds of banking, which are presdnia priority order: traditional
banking; pc-banking (ATMs); phone banking; interteinking; and, mobile banking.
However, application of information technology éiff among banks depending on their
ownership status (100.00, 57.14 and 100.00 perespectively).

Interviewees consider internal service quality ©60.percent), bonds with
customers (100.00 percent) and price of delivemdtice (100.00 percent) as crucial
issues for external service quality and customemten. This finding is also confirmed
by literature. For instance, Harrison (2000) préséhese as the main issues of service-
profit chain and notes that by satisfying the nesdfdbeir employees, banks may be more
efficient in satisfying the needs of their custosn@nd creating bonds with them.
However, our results show that privately-owned tordign banks adopt a more ‘aim-at-
profit’ profile (CP: 62.85 percent and PRI: 1008€rcent); this contrasts with the more
ethical profile of state-controlled banks, whichprasizes on issues such as customer

value (90.00 percent) and branding (64.29 percent).

4.2. Econometric tests

13
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To test our hypotheses, an ANOVA test angdoat hoc test of Bonferroni have been

performed. The results are summarized in Table 2.

HereTable?2

The values for 18 out of 21 variables were foundb® significantly high
compared to the critical value for F-distributiantlze 0.01 level. These findings confirm
our hypotheses, implying significant relationshiyggween the three groups of banks with
respect to all 3 RB dimensions. However, fhest hoc comparisons result in mixed
results, which imply that there are remarkableedéhces in adapting RB under different
ownership status. There are significant differenoesveen privately-owned and state-
controlled banks; privately-owned and foreign barksd state-controlled and foreign
banks with respect to 5 out of 21 variables. Thes@bles are: trust and commitment;
process management; customer value; updated sedeideery system, and internal
service quality. Further, in the case of 9 variaplthere are significant differences
between privately-owned and state-controlled bamkd state-controlled and foreign
banks. These variables are: bonus; recreative kshilsommunication channels;
information technology; branch network; total seeviquality; customer profitability;
branding and innovative products. But there aresigmificant differences between
privately-owned and foreign banks with respecthiese variables.

In addition, there are significant differences obltween privately-owned and

foreign banks and state-controlled and foreign bankhe case of just 2 variables, which

14
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are seminars and training. Similarly, there araificant differences between privately-
owned and state-controlled banks with respect &ff seduction and staff stability.
Finally, there are 3 variables that reveal no Sicgmt differences between the three
groups of banks. These are further education,rgiof delivered service and bonds with
customers.

Empirically, the expected line is privately-owneanks to keep up with foreign
banks, and in general private and public sectobdosignificantly different amongst.
Indeed, these findings show that there is certamllgigh level of variation between
privately-owned and state-controlled banks anastantrolled and foreign banks, but no
significant difference between privately-owned afadeign banks, concerning RB

implementation from the perspective of managenraatketing and IT.

4.3. RB indices

The values of the index for the different groupdicate how well each group of banks

does out of the three dimensions (Table 3). RBbfparticular sector has been computed

by taking the average number of responses in eaxtbrsand normalizing it by dividing

by the number of variables in each dimension. Ailammethod has been used by

Sureshchandaat al. (2002).

HereTable3
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RBI values point out that foreign banks do veryIwelall three dimensions.
Similarly, privately-owned banks are fairly good @rforming RB elements. On the
contrary, RB indices for the state-controlled baatesrelatively low. These indices show
that this group of banks hardly adapts RB philogo@oncerning the banking industry
as a whole, RB indices indicate a satisfactory qgatdnce by the Greek financial
institutions. RB indices present values on the maxn possible score of 1.

For the three groups, foreign banks are able ttebeichieve internal service
quality. In other words, they are capable to readtigher level of employee satisfaction
and, in turn, a lower level of employee turnoveon€equently, foreign banks may better
understand their bottom-line formation and incre#iseir profitability. An efficient
process management with TSQ issues and techndlogiggoort, combined with an
updated service delivery system, integrate the eyainof an effective RB philosophy.
However, it seems that they ignore the social nestbdities (i.e. significant difference in
“customer value” variable and low percentage ratej focus only on financial aspects,
which may be disadvantageous for foreign bankbkeriang term.

Privately-owned banks’ score in ISQ dimension imtreely close to foreign
banks’ one, which implies their effort to increabeir quality level and incorporate
valuable practices from abroad. They also seemetdding well with respect to ESQ
dimension, but they seem to have some problemsoiceps management and in human
resource management. Moreover, their “customerevalariable is poor as well, which
means they have to concentrate more on aspeatsiaf sesponsibility too.

State-controlled banks meet the terms of sociaatibn, whereas they do not

meet the terms of RB implementation. The poor R&8lugs show that they are yet to

16
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come to grips with the real meaning of RB. Thouttescontrolled banks own a major
branch network and have a great market share ikitgumdustry, they fall short of an
efficient customer and quality management progrdmis makes them disable to
challenge foreign banks and privately-owned bank&é long run and gives reasons for
the considerable growth of privatization of stabeicolled banks in Greece. In his
empirical studies Megginson (2004) confirms thattescontrolled banks demonstrate
significant improvement and efficiency regardingithfunction after being privatized.
Similarly, Mohieldin and Nasr (2007) and Omran (2péxamine the case of Egypt and
argue that state-controlled banks lag behind imsepof efficiency and performance
compared to private (domestic or foreign) banksrtti®tdarly, Clark et al (2005)
underline that lower performance of state-contblbanks before privatization is due to
three main reasons; political intervention, corp@mgovernance problems, and problems
associated with competition.

All toghether, concerning the RB indices for thee€¢ banking industry, our
results indicate a satisfactory performance, everudgh there seems to be ability for
further improvement compared to the level of RB lenpentation by EU or US banks
(Deshpandé and Farley, 2004). We regard thesetsessilhighly informative about the
various variables of service-profit chain of Hesledtal (1994) due to the fact that they
reveal most significant components of this chaitemms of the Greek banking industry.
Figure 7 demonstrates, in all, the concept andsthgstically significant elements of RB

in banking industry in Greece as it is presentednimdle and top level executives.

Figure7 here
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Similar results were obtained in studies that exan@ither the Greek market or
other marketsAngelis et al (2004) result in significant cultural differencegtween
privately-owned and state-controlled financial igions by measuring bank
performance in terms of customers’ perceived vatoeived from the banking services.
Moreover, within the measurement of politics effect the correlation between bank
ownership and performance, Mic& al (2007) conclude that state-controlled banks
located in developing countries perform worse cara@ to privately-owned banks in
terms of profitability and cost whereas the oppogttrue for foreign banks. Contrary to
this, Khatri and Kumar (2003) as well as Sensar@@0§) examine performance of
Indian banks after deregulation in terms of efficig and productivity and result in better
performed state-controlled banks compared to fardagnks and sometimes even to
domestic private banks. However, this superioritgsinot necessarily mean that public
ownership is better than private (domestic or fgmgiownership. Finally, Kosmidogt al
(2006) analyze financial characteristics of foremmd domestic banks in the UK and
argue that, despite domestic institutions in dgwetb and industrial countries are
generally more efficient than institutions fromdan nations, this result is not valid for
developing countries, where foreign banks have adihg role on enhancing the

efficiency of the domestic banking sector.

5. Summary

18
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It is obvious that RB is the most updated philogoph financial services industry
worldwide. Based on a sample of 20 banks and 2#&8tgunnaires we have examined the
RB issues in the banking sector in Greece from pkespective of management,
marketing and information technology. In this comteve have investigated three critical
dimensions with respect to RB (i.e., internal ssgvguality, process excellence and
external service quality) setting ownership stditxesd-effects as well as examining each
business group (i.e., privately-owned, state-cdieticand foreign banks) separately.

Our findings show significant differences amongsthéhree groups of banks and
ability for further customer and quality improvemenitiatives. Especially, there is a
clear difference between private and state-comtidtianks. This leads us to a privately-
oriented relationship banking in Greece.

Our results would be useful by satisfactorily jystig the considerable growth of
the private banking sector in the Greek economy laydenriching significantly the
service-profit chain of the specific industry. Ifi, astate-controlled banks could be
rendered much more updated, competitive and proudinancial institutions under
private ownership, which keeps up with our govemtsgolicy to gradually deregulate
the Greek banking market

In order to enhance the value of our findings, w&ppse a cross-country study
including into the sample other open and develogiognomies, as well. Although the
spread of RB is globally avouched, it would be extely interesting to examine whether
the most significant components of service-prdfigio of our country are similar or not

to the respective of other countries. Besides,ngportant matter would be to research
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whether the differences between the three groupzern the same or different

components of the specific chain.
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Appendix

We present the order of questions as they appeprastionnaire.

1. Your bank provides customers with products andiseswvhich aim at covering their
needs. Do you believe that this is enough for tha@ution of your institution? If not,
what is consider as the issue that would resulcdmpetitive advantage for the
enterprise (i.e. increase in customers’ value, cdmeant and trust)?

2. How important are long-term relationships with cusers? What does your bank
attempt to reflect to customers (i.e. image)? Hopartant do you believe is trust in
the context of banking?

3. Relationship marketing:

» Do you know the term relationship marketing?

» Do you apply relationship marketing in your bank?

» Do you believe that this kind of marketing can le@ad higher level of
customer loyalty? If yes, in which way? If not, vhy

4. According to your opinion, which is the role of ammation technology in customer
management?

5. Putin order the following taking into account trume of transactions:

Telephone banking

Internet banking

PC banking

Traditional banking

21
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6. Do you believe that the particular bank acts stoaset on employees’ development?
In which way? May we have some evidence on empbkiyage and education level?
Is there any assistance (i.e. aid) in employeethéun education?
7. Do you believe that relationships with employees. (internal environment) are a
direct determinant for relationships with custor®ers
8. How do the above affect your employees’ developmemategy (e.g. channel
management and communication)? May you give usample?
9. What do you do in order to achieve employees’ fation and in turn employees’
profitability (e.g. bonus, vacations, awards, intdrenvironment)?
10.How much and in which way does customer manageraffiett your business
strategy?
11. According to your opinion, what issues are vitabinder to retain your customer base?
12.Please put the following term in order startingrirthe most valuable and ending to
the less valuable for your institution.
- Current customers profitability
- Service quality
- Customers’ value
- Creating bonds with customers
- Pricing
13. According to your opinion, what makes your banKeatifrom competitors and what
makes it viable in such a competitive environment?

14.Do you believe that specialized banking is bettantuniversal banking? What for?

22



RB PHILOSOPHY IN GREECE

15.Where is there greater need for emphasis, in sequelity or transaction cost? How
do you ensure that your customers are satisfied?

16. Which is the market orientation of your bank?

17.Today, which is your customer base?

18.How do you conceptualize universal banking philds&p

Thank you very much for your cooperation
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Figure 1: Triangular inter-relationship Figure 2: Service-profit chain of Heskett al.
Bank (1994)
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Table 1: General characteristics of interviewees of banks

Private-

State-

Sector owned  controlled Fg;ﬁfsn Total
Banks Banks

# of organizations 8 4 8 20

# of questionnaires 66 84 60 210

Management 36 48 36 120

Marketing 18 18 12 48

IT 12 18 12 42

Table 2: Results of the ANOVA angost hac test of Bonferroni to examine the significance
difference between the three groups of banks

sn

Variables

ANOVA (F)

Bonferroni comparisons

1.

2.

3.

Internal service quality:

Bonus

Further education

Recreative exhibits

Seminars

Trust and commitment

Training

ocess excellence:
Communication channels
Information technology
Branch network
Staff reduction
Process management
Total service quality
Stalff stability

ernal service quality:
Customer profitability
Customer value

OO WNPE

P

=

Bonds with customers

Innovative products
Internal service quality

OJ\I@LH#OJI\)I—‘E\I@U‘IAOONI—‘

Branding and corporate image
Pricing of delivered service

Updated service delivery system

103,69 ** POB-SCB*,
0,95 POB-SCB ,
23,00 **POB-SCB¥,
33,89 ** POB-SCB ,
57,42 **POB-SCB¥,
33,89 ** POB-SCB ,

62,10 *POB-SCB*,
46,58 ** POB-SCB*,
22,43 ** POB-SCB*,

5,39 ** POB-SCB*,

55,36 *POB-SCB*,
46,58 ** POB-SCB*,
5,39 ** POB-SCB*,

54,11 ** POB-SCB*,
47,71 ** POB-SCB*,
11,81 *POB-SCB*,
0,85 POB-SCB ,
0,73 POB-SCB ,
61,82 *POB-SCB*,
155,25 ** POB-SCB*,
57,42 ** POB-SCB¥,

POB-FB , SCB-FB*
POB-FB , SCB-FB
POB-FB , SCB-FB*
POB-FB*, SCB-FB*
POB-FB*, SCB-FB*
POB-FB*, SCB-FB*

POB-FB , SCB-FB*
POB-FB , SCB-FB*
POB-FB , SCB-FB*
POB-FB , SCB-FB
POB-FB*, SCB-FB*
POB-FB , SCB-FB*
POB-FB , SCB-FB

POB-FB , SCB-FB*
POB-FB*, SCB-FB*
POB-FB , SCB-FB*
POB-FB , SCB-FB
POB-FB , SCB-FB
POB-FB*, SCB-FB*
POB-FB , SCB-FB*
POB-FB*, SCB-FB*

Notes: * significant at the 0.05 level; ** significant #te 0.01 level; POB: private-owned banks,
SCB: state-controlled banks and FB: foreign banks
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Table 3: RB indices for the three groups of banks

Private- State- Foreign
sn Dimension* owned  controlled Banks Total
Banks Banks
1 Internal service quality 0,77 0,56 0,79 0,69
2 Process excellence 0,69 0,54 0,73 0,64
3 External service quality 0,78 0,63 0,85 0,75

! variables with respect to internal service quabine bonus, further education, recreative exhibits,
seminars, trust in management and commitment t@tganization, and training; variables with respect
to process excellence are communication channefsrnmiation technology, branch network, staff
reduction, process management, total service gualiid staff stability; variables with respect xbeznal
service quality are customer profitability, custonwalue, branding, pricing, bonds, updated service
delivery system, innovative products, and intesaalice quality.
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Figure 3: Variables that aim at internal service quality (% of respondents)
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Figure 4: Variables that aim at process excellence (% of respondents)
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Figure 5: Variables that aim at external service quality (% of respondents)
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