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Abstract

The research investigates the the problems existing in credit business process in China medium and small-
sized commercial bank and further redesigns the optimization of the credit business process based on in-
depth interviews with 20 chosen staffs who working for Changzhi rural commercial bank. The findings
illustrate that firstly, the bank originally design the basic process of bank credit business in nine steps after
the credit rating: application of a loan, receiving and investigating the loan, review and risk assessment,
review and approval, sign a contract, loan review, loan payments, loan management, loan repayments and
disposal. Secondly, the main problems of credit process are waiting time of the whole process is too long,
waiting time for the approval of loan is too long, a large amount of procedures and materials need to be
approved for many times. Thirdly, there are four main recommendations from Changzhi rural commercial
bank employees, which are customer-oriented or consider the customer's needs and satisfaction, simplify the
procedures of credit business process, outsourcing audit process and establish a special credit approval team.
Finally, regarding to the third objective, the final purpose is to redesign a reasonable optimization of the
credit business process of Changzhi rural commercial bank, which is specifically redesigned in customer-
oriented aspect, simplifying the complexity credit process aspect, establish credit approval team aspect and

outsourcing audit service aspect.
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Chapter 1. Introduction

1.1. Background Information

After entering the twenty-first Century, China's financial market is gradually opened to foreign banks, the
internationalization, liberalization of financial markets and the trend of information technology could not be
stopped, the stable macroeconomic environment is be changed. Ke (2015) believed foreign banks come into
China bringing a huge impact, for instance, the demand of customers present a diversified trend, the interest
rate basically is reached the marketization. Moreover, Liu (2004) pointed out a large amount of changes in
the financial environment let China's commercial banks facing unprecedented pressure and challenges. A
large number of banks are facing costs going up, the decline of interest rate spreads, financial pressure and
other aspects. All these phenomenons show that the disadvantages of the traditional management methods
are increasingly exposed, therefore improve their own competitive ability becoming a problem which
domestic commercial banks should be faced up to. In comparison, Chu (2013) pointed out, look back the
management change of western financial institutions, which is obviously seeing the business process re-
engineering and optimization make numerous western financial institutions having development and
transformation, furthermore, these financial institutions get rid of the trouble and even walk into the
forefront of the world. Under this trend, in recent years, commercial banks of our country also improve its
competitive advantage by focus on the business process optimization, and they are trying to through the
reasonable business process optimization to implement the transformation of their own, moreover, they try
to occupy an important one seat in the new competition pattern. Therefore, Wu (2008) claimed how to
optimize the own management of these commercial banks through effective business process optimization,
and how to achieve the transformation of the management and management transition become a hot topic of
a number of domestic commercial banks. Moreover, Liu (2004) pointed out in numerous banking business,
credit business is the one of the important business area for commercial banks, therefore, the optimization of
credit business process is not only a critical starting point, but also is one of effective methods to enhance
the benefits of the bank. Achieving the optimization of the credit business process is one of the most crucial
methods to enhance the competitiveness of majority banks, especially, for commercial banks, therefore, the
majority banks pay more attention about it. In addition, Doyle (2014) pointed out bank credit business
process optimization is the extension and development of the process management concept, which is based
on the information technology platform to adjust the business process and to optimize the process. In the
credit process, managers through the re-arrangement of the business process structure, and also through the
merger and division to constantly improve the management level and reduce the credit risk of the direction
of optimization. Moreover, Fritz & Hosemann. (2000) pointed out this is a change of management, by
reducing the cost of credit operations management, improving the level of credit operations management,
improving the efficiency and effectiveness of bank loans to improve the bank operation efficiency, finally,

to improve the integral level of competition in the banking.
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Throughout the domestic and foreign financial sector, to compare with those advanced management banks,

Chu (2013) pointed out, China's medium-small sized banks have a gap in credit operations, specifically,
there are a large amount of problems exist in credit procedure, for instance, the credit process is too
complex, the approval process is too much and other aspects. Moreover, Fritz & Hoseman (2000) claimed
defects of the credit business management of commercial banks is one of the important reasons for the
problem existence. In summary, through the effective improvement of the existing credit business process
could effectively improve the credit asset management level and risk control ability.

1.2. Research Aims and Objectives.

Ke (2015) pointed out the change of the international financial market environment has aroused the attention
of the optimization of the bank business process by domestic bank leaders. Wu (2011) pointed out, with the
reform of China's financial system, the key to the success of commercial banks in the wave of reform is that
whether banks could effectively enhance their competitiveness and finally form a competitive advantage.
Furthermore, credit operations as one of the core business areas of the bank, the research of it has a practical
significance. Moreover, Wu(2011) also believed to establish a scientific process optimization program has a
crucial impact in enhancing the efficiency of credit. The thesis analyze the Changzhi rural commercial bank
current credit business process, and investigate the factors which affect the credit operations, furthermore, it
puts forward a design and scheme of bank credit procedure optimization . The existence of a variety of
problems illustrate the importance of the study, therefore, this research aims to investigate what are the main
problems existing in credit process of China medium and small-sized commercial bank and further redesign

a optimization program in credit process of the commercial bank .

This research is mainly based on three objectives:

(a) What is the current situation of credit business process in the China’s commercial banks?

(b) To find out the existing key problems of credit business process in the China’s commercial banks?

(c) Through the analysis put forward a number of appropriate suggestions and recommendation in order to
redesign a reasonable optimization program of the credit process of Changzhi rural commercial bank.

1.3. The Structure of the research

The integral thesis consists of seven main chapters. Chapter one introduces the background of the research
topic and the rationalization for choosing the topic, furthermore, it provides readers some basic information
regarding the research topic. Chapter two gives a critical review of related literature on the definition and

theories relating to the research topic in this investigation. Chapter three describes the related methodology
2
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adopted by the research which includes research philosophy, research method, research approach, data

collection method, data analysis method, research limitation and research ethics, moreover, it provides the
critical rationale for the chosen research methods. Chapter four summarize the findings of the research.
Chapter five gives a critical analysis and discussion of findings from the research through a comparison with
the findings which is summarized from the literature. Chapter six redesigns the optimization program of
credit process. Chapter seven reviews the findings of the research, presents the limitation of the research and

provides recommendations.
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Chapter 2. Literature Review

2.1. Introduction

This chapter critically reviews the literature which are related with the research topic to collect the
secondary data for the research questions and to set the study context. As literature review is necessary for
the sake of exploring and finding a gap in the previous literature, this chapter will discuss the previous
literature regarding the issues existing in the credit process re-engineering and optimization in China
medium and small-sized commercial bank and how to redesign the optimization of the credit process,
moreover, this chapter will catch sight of a gap in the literature in this domain or area. Regarding this reason,
the theory of business process management, business process re-engineering and business process
optimization theory have been chosen in this chapter particularly. The chapter focuses on a critical review of
the literature on the study field of business process optimization for the sake of assisting readers get a
theoretical context. The main body of this chapter is comprised of five main portions, the first portion is to
introduce the correlative concepts and definitions of business process management, the second section is
intend to review main theories and concepts of the business process re-engineering, the third part is to
review the business process optimization, the fourth section is to review the concepts of bank credit process
optimization and the last part is to review previous studies on the credit process optimization both in
domestic and overseas banks, furthermore, the main findings from past studies will be critically compared

and reviewed in this chapter.

2.2 Business process and Business process management
2.2.1 Business process
2.2.1.1 The Definition of Business Process

Weske (2012) claimed a business process is a series of activities that are jointly completed by different
people in order to achieve a specific value goal. Activities are not only strictly limited sequence but also
have clear arrangements and definition of the contents, the method and the responsibility of activities in
order to make the transition possible between different activities in different positions and roles. Between
the activities and activities in the time and space of the transfer could have a larger span. In comparison,
Weske (2012) pointed out the narrow business process, it is considered that it is only a series of activities
related to customer satisfaction. However, Hammer & Champy (1993) have the classical definition of
business processes: we define a set of activities as a business process, this group of activities has one or
more of the input and the output, the results for customers is a value-added. To sum up, the business process
is a combination of a series of activities which create value in a business. Davenport & Short (1990) also
believes the business process is a collection of the structured measurable activities, and it has for a

specifically fixed output for particular market or specific customers. Harrington (1991) says:
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""a business process consists of a group of logically related tasks that use the

resources of the organization to provide defined results in support of the

Organization's objectives".

To sum up, a business process represents the flow of linked activities through a enterprise, across the
borders of departments and sections rather than up and down the management chain (Fisher, 1996). A
amount of functional integration and organizational communication would have to happen, said by Peppard
(1995), to make a business process restructure successful. According to Harrington (1991), it is expected
that a cross-functional environment encourages employees to take the initiative, by gathering information,

consulting with other function experts and solving issues collaboratively.

2.2.1.2 The significance of business process

Scheer (2012) claimed the significance of business process for the enterprise is not only a description of the
key business, but also has guiding significance for the enterprise business operation, moreover, the meaning
is reflected in the optimization of resources, the optimization of enterprise organization and a series of
changes of the management system. Furthermore, Kirchmer (2012) believed the objective of this kind of
optimization is also the goal which the enterprise pursues: to reduce the operation cost of the enterprise, to

increase the response speed of the market demand and to maximize the profit of the enterprise.
2.2.1.3 Six basic elements of business process

Business process includes six basic elements: input resources, activities, the interaction of activities, the
output of the results, customers, value. Moreover, the input resources refer to various input factors, including
information, funds, personnel, technology, documents and so on. And activity is comprised of action and its
objects. While customers include internal customers, external customers and stakeholders. Rosemann &
Vom (2015)

2.2.2 Business process management
2.2.2.1 The concept of process management

A large amount of scholars both at domestic and abroad have studied the process management, and each
scholar has its own emphasis. Jeston & Neli (2014) believed process management is to clarify and optimize
the enterprise's existing management processes and is the reconstruction of organization theory, the
reconstruction of organization structure and improvement of organizational performance evaluation system,
rather than it just could only adjust part of merge or lay off employees. However, Zairi (1997) believes that
process management is the method which is based on the analysis of the original process to improve the
activities on the basis of the original organization. Moreover, Dale & and Elzinga (1995) emphasize on

business management should be based on analyzing the original process to achieve improvement, in order to

5
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let the original product and service after improvements becoming more systematic and structural. In

comparison, Mei (1997) emphasizes the goal of process management is to achieve continuous improvement
of organizational performance, and to build a standardized business process as the center, and to reduce
unnecessary processes or links, so as to improve the efficiency of the entire organization. Process
management is a systematic approach to continuously improve the organization's business performance as

the purpose,
2.2.2.2 The development stage of the process management

Dumas te.al. (2013) believed the formation of the process management thought has passed hundreds of years,
and gradually formed a theoretical system. The development of process management could be divided into
three stages.

The first stage is the embryonic development period. That is also the period of scientific management. In
this period, the process management thought is in the embryonic stage, the embryonic form of thought began
to show, the main representative: Taylor proposes to realize the operation of the procedure and reduce the
unreasonable division of labor. While Gantt puts forward through control the chart schedule method to
monitor each link of enterprises production, and adjusts the unreasonable links or process. Ford mentions
production assembly line mode. These methods are advocated to improve the work of the original method or

work flow.

The second stage is the stage of production development, the main representative of this period is the quality
management movement and business process automation. In 1970s, Japanese scholars summed up the
practical experience of their own enterprises, and then present the idea of total quality management.
Moreover based on the development of the thought of process management, some scholars put forward to

use advanced technology to realize the automation of a business process.

The third stage is the stage of comprehensive development, due to the total quality management exists a
large amount of problems in the implementation process, So numerous companies proposed a more
innovative and reformation approach which is the business process re-engineering, moreover, on the the
concept of reformation of the organizational structure, it emphasis the oriented process instead of oriented
function, furthermore, it also attach importance to the play of process in order to make drastic changes in the

organization. Dumas te.al. (2013).
2.3 Business process re-engineering
2.3.1 Defines of Business Process Re-engineering

Public focused on "Business process re-engineering' developing in 1990 after the theory was widespread by
Michael Hammer. While, the term has so far been “a theme', and is not well explained among practitioners

and a rang of academics. The reason emerges from the shortage of a shared vocabulary and definitions
6
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among BPR writers which certainly drive the readers misinterpretation. Belmiro et al, (1997) illustrate those

languages and conceptual distortions a rang of definitions of BPR which are showed in the following
paragraphs. In Hammer's book "Re-engineering the corporation: a manifest for business revolution’, co-
authored by J Champy (1993) the “term' was officially formalized. In this book, re-engineering is defined as:
"The fundamental rethinking and radical redesign of business processes to achieve

dramatic improvements in critical measures of performance such as cost, quality,

service and speed".

Davenport and Short (1990) say:

"Business Process Re-design is defined by the analysis of work flows and processes within and between
organizations".

The re-engineering theory, as Talwar (1993) points, basically ignores traditional functional and
organizational boundaries.

Although the definition of BPR was approximately in the early 1990s, a range of authors, for instance,
Davenport and Short who initially had preferred to call it differently. Despite the difference on the emphasis
of the definition, business process re-design is really similar to the method given by Hammer and Champy.
Nevertheless, Davenport and Short underlines the value of information technology of Business Process Re-

design.

2.3.2 Critical success factors of BPR implementation

Ahmad te.al. (2007) conducted a investigation on definition of critical success factors of BPR. It was found
that the common critical success factors were:

[ Teamwork and quality culture

) Quality management system and satisfactory rewards (motivational incentives)

1 Change management (very difficult to deal with HR)

(1 Less bureaucratic and participative

O IT/1S

) Project management

[ Adequate financial resources

Moreover, Fahimi te.al. (2014) also pointed out teamwork and project management are the critical success
factor of business process re-engineering.

Because of these crucial success factors are proved to be the most crucial contributors, moreover, the
previous studies have also confirmed that they are critical for the success of BPR wherever on sector, firm or
departments. Osano & Okwena (2015) suggested that for better consequences, organizational development
for managing change in the organization so that staffs get satisfied in all aspects. In a current study of Habib
and Wazir (2012), it was found that providing employees with appropriate training assistance could gain the

successful implementation of BPR in the public sector. Likewise, in another investigation it was supported
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with proof that developing cross-sectional teams and encouraging teamwork is a source for successful

implementation of BPR (Habib, 2011).

2.3.3 Failure factors of BPR implementation

There is a list of failures BPR implementation in the business world besides the success stories of BPR.
These reasons of failure vary from case to case and firm to firm. A number of the common reasons to
illustrated by authors Al-Mashari & Zairi (1999) are:

Management heterogeneity: “BPR requires the coordination of people, processes and technology, however it
can only be achieved with clear vision and values. Top management sometimes is rigid in this regard and
fails to bring harmony and integration in the key components.”

Vague methodology: “adaptation of suitable methodology is essential for the success of a radical change
process but firms when adopting BPR often fails to choose the right approach for introducing the transform.
Cross-functional teams creating issue: in the majority situation, enterprises fail to build proper teams and
because of the need for cross functional teams, it produces a problem for management. “

Employee commitment and job security: “top management now and then forgets to assure job security and
this lead to low morale and decrease in employee commitment.

Pay attention to short-term objectives: “sometime firms expect that BPR will deliver expected results soon
in short-term but it is not suit in the situation. BPR is long-term process due to transform enduring and it
costs much longer time than the TQM and value-chain process to offer results. «

Basic concept: “enterprises that are following someone’s steps ignore or are not able to fulfill the
prerequisites of BPR and results in failure. «

Lack of proper training: “when BPR is implemented, numerous of the tasks and functions transform. For this
reason, employee is required to get the new skills but enterprise usually pay less focus on provide training.
Other factors including, lack of leadership support, resources, communication with employees, resistance to
change, organizational structure and culture.” Magutu te.al. (2010) argued that manufacturing also is human

resource practices within an organization influencing the success and failure ratio of BPR.

2.4 Business process optimization and methods

2.4.1 Business process optimization

Kirchmer (2012) believed the business process re-engineering theory has a large amount of issues in practice,
in order to face of this situation, numerous management scholars start to strengthen the business process
research, and put forward the theory of business process optimization. Xi te. al. (2013). Pointed out business
process optimization is to solve the problems which are existing in business processes in enterprises, with
the help of information technology and other supporting means to investigate and analyze the existing
process, furthermore, according to the results of the analysis on the existing business processes to sort out,

and find out the important and key links, then analyze the non value added and redundant links, then
8
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optimize important links on the basis of above aspects, reduce the unnecessary links and break the

communication barrier between the original parts of enterprises. Lin (2011) pointed out, finally, make the
efficient cooperation among the various departments of enterprises, so as to improve the operational
efficiency of the business process in the enterprise.

2.4.2 Methods of business process optimization

Vergidis (2008) pointed out to optimize existing business processes needing some kinds of methods, the
selection and application of these methods will be helpful to improve the operational efficiency of the

business process.

Six Sigma management method. Zu & Douglas(2008) pointed out in 1980s, Motorola's Bill.Smith studied
on the company and its competitors, he summed up the relevant theoretical experience, and then put forward
the concept of six sigma. Then, in the 90s of the 20th century, Welch Jack summarizes the successful
experience of comprehensive quality management, refining the essence and effective method which is six
sigma management method, and he through further practice summary to making this approach becoming a
kind of management models which is used to enhance the market competitiveness of enterprises.

Néslund (2013) believed specific implementation steps: firstly, definition. Analyze the company's existing
links, product and process , through compare the same industry competitors or in accordance with the
standard of the industry to check, so as to find out which aspects of product and process need to strengthen
and improvement, and analyze the product and process, then make sure the improvement of these links,
product and process needs to consume how much of the manpower, material resources and financial
resources. Secondly, Goetsch & Davis(2014). Pointed out to identify existing problems of product or process,
and determine the level of defects in these products and processes. Through the collection of better products
or processes in the industry using to measure the bottom line or standards, as to determine the need to
improve the steps or degree, and then determine the goal of improvement. Thirdly, Pyzdek & Keller
(2014).pointed out to analyze the need to improve the arrangement of the product and process. Then carries
on the analysis of collected data of business processes in the measurement phase, then according to the
importance of product or process variables which affecting the normal operation of enterprises to arrange, as
to determine the sequence of the need to improve products and processes. Fourth, improvement. After
analyzing the required data, then it needs to determine the relevant optimization solutions, and it needs to
ensure the optimization program could achieve or exceed the objectives of the quality improvement. Fifthly,
control. Problems will arise in the process of implementation of the optimization program, it needs to
constantly adjust and control to implement the process, moreover, it need to ensure that the program could
continue to carry out and finally get the ECRS improved method, which is namely: eliminate, combine,
rearrange, simplify. Elimination is to analyze the whole process of the enterprise and find out the redundant
or unnecessary link which could not create value added and finally remove it. Sixth, merger. Atmaca &

Girenes (2013) believed clearance phase will remove some of no value added or redundant processes, after

9
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completing the removal, the processes of the enterprise may not connect smooth, so there is necessary to

merge those work content close and resource utilization of similar functions or processes to reduce the waste
of enterprise resources, as to reduce business costs. Seventh, rearrangement and integration. After
cancellation and the merger two links, the degree of convergence between the operation of business
processes will reduce, this need to integrate rearrange these existing processes and to further optimize the
enterprise process, as to reduce the waste of personnel and resources, and finally improve the utilization
efficiency and resources. Eighth, Conger (2015) pointed out to simplify is through using advanced
information technology to realize the automation of the work flow, reduce unnecessary links, improve the
efficiency of each process, reduce the number of labor. By simplifying the process, reducing the current
process in the enterprise which does not increase the value of the link or activities, and increase attention for
the company's current core value-added activities in the process,as to improve their competitiveness.

Bench marking method. Zhu (2014) pointed out bench marking method is to use the best products and
services of the enterprise in the industry as a standard, compare with their products and services, find out
shortcomings of their own company, then determine their own improvement plan, in order to improve the
efficiency and the performance of the enterprise. Rolstadas (2013) believed by using this method, the
company is needed to compare with the excellent competitors regularly and find out the company's
disadvantages and advantages, furthermore, Gaieski te. al. (2013) believed to improve the deficiencies and

to continue to play the advantage.
2.5 Research on the theory of bank credit business process optimization
2.5.1 Research on the theory of foreign banks' business process optimization

Europe and the United States and other developed countries have been applied to the theory of banking
reconstruction in the actual operation of the bank in twenty or thirty years ago. Firstly, Doyle & Mbohwa
(2013) claimed developed counties change the concept of process management, they transfer the traditional
functions of management as the center to the new process management as the center, and highlight the
importance of the process, emphasize the value of value added and creation. Secondly, the change of the
organizational structure concept emphasizes the establishment of care which is as the center of the
organizational structure, and emphasizes on customer needs, then re-design and re-create the construct of
organization. Finally, research the process according to the value added ability of the Bank, and then
advocate to improve the whole process.

Rafi & Singh (2013) pointed out in order to solve the problems existing in the banking system, in 1988, the
American Goodstein Hank proposed improving the efficiency of the banking system by reforming the
banking operation. This theory has been taken advantage of a large amount of big banks abroad, and it has

achieved good results in practice.
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Davenport (2013) pointed out in 1992, George Berkeley in his “re-engineering financial processes” detailed

introduces the business process re-engineering in the financial institutions by using a large amount of cases,
and this causing the resonance of a lot of financial experts, and it opened the research prelude of the bank
financial process re-engineering. He advocated to re-design and re-create the process of the financial sector

in the process, which provides a theoretical support for business process re-engineering

In 1994, the expert of bank re-engineering Konovalov & Razumchik (2015). put forward and focuses on the
motivation, concept and method of the bank business process re-engineering in “The bank re-engineering”.
And combine theory and practice, then list a large amount of examples of the business process re-
engineering and a large number of related cases, he through sufficient material to prove the importance of

business process re-engineering (BPR) theory.

Jagric & Jagric(2015) pointed out after the writing of the related methods and motivation of bank re-
engineering, a large amount of foreign banks are competing to apply process re-engineering, at the same
time, the scholars make a summary of the experience. Amanquah & Adjei (2013) through to investigate a
large amount of the United States commercial bank business process re-engineering cases to sum up the
experience and lessons of commercial banks in the business process re-engineering, and put forward the

theory of commercial bank business process re-engineering.

In comparison, Zhou (2013) believed with the rapid development of information technology, information
technology has been gradually applied to production practice. Zhou (2013) also put forward to realize the
optimization of bank credit business process information and automation, in order to optimize the program

and measures to be more simple, fast and efficient.
2.5.2 Research on the theory of domestic banks' business process optimization

Yang (2010) claimed to understand the credit process from a multidimensional perspective. After a full grasp
and understanding of the credit process, then from a multi-dimensional perspective to construct the credit
process, using customer value oriented, and using the cost concept as a guide to construct the new value-
added business processes. Finally, through the application of information technology to realize the

automation and standardization of credit process management.

Li (2012) proposed by positioning the personal credit business, optimizing the credit business process,
improving risk control system,formulating accurate assessment guide and so on to solve the problems occur

in the China Merchants Bank Shenzhen Branch personal credit business process.

Zhang (2013) claimed to re-design each function module from the technical level to analyze problems,
builds models and perspective of management software based on the analysis of the demand of the

commercial bank. Finally, test the optimized system in practice and measure the commercial value.
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In China, the research on the optimization of the bank business process starts relatively late, and the scholars

have a tendency to combine combine the related theory and practice together, then constantly sum up the
experience and lessons. In view of the basic characteristics and the idea of China's banking business process,
the scholars of China put forward a number of useful ideas and methods to solve the problems in the process

of banking business process optimization.

2.6 Previous studies of the domestic and the foreign bank credit business process optimization

Song te. al.(2015) believed since business process re-engineering theory to be implemented, therefore, a
large amount of enterprises are reborn, these enterprises in such a trend through process optimization design
to improve the competitiveness. Mengze & We(2015) believed at the end of last century, the international
macro environment changed, the competition of the global commercial banks intensified, and several large
commercial banks led by the United States of America began to explore the process of introducing the
process re-engineering into the bank’s business transformation. Haihua & Branch (2013) claimed facts have
proved that this attempt to make they have achieved excellent results. Fekadu (2015) pointed out Allen, an
American scholar of the United States investigated banks which implemented process re-engineering from
1986 to 1996 , he got the obvious conclusion and his statistical results showed the bank's main economic
indicators show improvement trend and rate of return on total assets increased by 0.5 percentage points,
average cost and profit ratio decreased by 10 percentage points. Luo (2013) pointed out business process
theory in China started relatively late comparing with foreign countries, so the concept of process
optimization is also introduced into China relatively late. This thesis through the case of Process Re-
engineering more successful and thorough banks such as Citibank of the United States and one of China's
four major state-owned banks which is China Construction Bank case to analyze the experience and lessons
of the commercial banks in the aspects of process optimization, hope to provide the enlightenment to the

China's credit business process optimization.
2.6.1 The practice of Citibank credit business process optimization
2.6.1.1 Citibank credit business process optimization ideas

Data show that in 1991 the amount of Citibank's loss up to 457 million $, the credit rating from BAAL down
to BAA2, dismal business situation causes the value of its stock fell sharply. Agarwal te. al.(2013) Moreover,
internal management problems occur frequently. However, Priya & Giri (2014) believed the rise of the
concept of external business process management let Citibank try to achieve their own difficult
transformation through the process of optimization. After making the strategic decision, Citibank began to
diagnose the problem of itself, it found that the original commercial banks is set up in accordance with the
functional departments through the investigation and study, and the Department setting up is according to
bank business and service as the starting point and the foothold. However, Liu (2013) pointed out in the

actual operation of the business process, such a set of programs will cut a complete business into several
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parts, and its management process is also broken. Consequences of formation is causing a large amount of

collaboration links between departments and internal, moreover, this situation could easily lead to friction.
Furthermore, the branches also have the strong internal competition, and the internal friction cost is too large.
To sum up, this situation is obviously not suitable for the current international trend of financial competition.
There are a number of deficiencies of this set of functions which is according to the functional division,
obviously, Yao (2014) pointed out it is not conducive to providing customers with integrated services,
moreover,it is not conducive to the realization of integrated management. For example, in the daily

operation of the bank, even to provide financial services to different sizes of companies, the bank is also
taking the same or basically same business process, the difference is very low. There is no difference

between the customer classification, so in terms of service and service content are also difficult to have
differences. Sui (2013) claimed through the analysis and positioning of its own business process, the goal of
Citibank bank business process is established. In the management, it gives up the former model which is
established to focus on departments, it tries to take the business process as the dominant management model.
At the same time, the concept of the customer as the center runs through the transformation.Moreover, Liu
(2013) pointed out Citibank through the construction of an information platform to achieve the control
management which is background business centralized processing, focusing on assessment process and

process internal control. The process of Citibank's business process optimization is shown below:

Figure 1 Basic steps of Citibank process optimization
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2.6.1.2 The implementation of Citibank credit business process optimization

Zhou (2011) pointed out the specific process of the optimization of the credit business process design
includes at least the following aspects. Firstly, expand the existing business and ensure the existing aspects
of the business, then in accordance with the work order to write the key points which should be set up in the
process, establish the direction of the process, drawing out the work flow chart. Moreover, Bhatnagar (2012)
claimed in the process of drawing, it is necessary to integrate the concept of the customer as the center,
consider the customer's opinion on the products and services. Then, in accordance with the priorities of all
aspects of the work and in accordance with the actual operation efficiency of the highest step of processing
node to arrange and determine the starting point of field process optimization. Bhatnagar (2012) also
believed assess and select the initially established program of the cost and effectiveness, and then revise and
adjust this program. He (2012) pointed out in general, process optimization scheme is the result of the
balance and coordination of all aspects of the organization, after the optimization of business process plan, it
should be equipped with the organization, resources and other conditions to adapt to the program. Specific

improvement measures are as follows:
A. Vertical operation and management of business lines.

He (2012) believed simplify the functional department is the first stage in Citibank business process

optimization. Management layer reform the functional departments, unnecessary parts are removed in the
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actual operation of the business and classify the relevant functions, finally only ten functional departments

be retained. Three of the main business sectors are wholesale banking, retail banking, and emerging market
sectors in charge of emerging businesses, and seven other secondary sectors are retained and integrated.
Relations between the various sectors show the status of non membership and separation of each other. After
simplify the functional departments, banks implement matrix results in the management, the implementation
of front and back are separated, business operation and management are parallel to implement, management
series into a line, part of the business series into another line, eventually parallel into two lines, they
separated from each other but complementary membership. He (2012) pointed out among them, the
characteristics of the business lines implement top-down vertical integration between the head office and
branches in the operation and management, in the business, the Bank branch on business issues directly
report to the head office for instructions. Because of business lines and lines of management are separated,
the business lines have more rights, so as to realize the governance and the property rights, moreover, these
rights are relatively independent. As business lines, vertical operation of the line of business separate with its
management lines making the branches could be better to carry out the strategic intent and enhance the sense
of competition. In addition, Michopoulos te.al. (2013) pointed out from the point of view of resource

allocation, this model improves the efficiency and risk management is also controlled excellent.
B. Customer centralization idea

In the process of optimizing the process, He (2012) believed Citibank makes the real customer demand as
the center of the first principle of optimization. First of all, Xue & Sambamurthy (2013) believed this idea is
embodied in the arrangement of organization and management structure, and process optimization should
be accompanied by the reconstruction of the new organizational structure, especially, management structure
of the new design is effective organizational guarantee and foundation, its status is the key, and it provides
hardware support for process optimization. In the re-arrangement of the organizational structure, a number
of the responsibilities need to be determined from to meet the diverse needs of customers and the integrated
services. Secondly, Varghese te.al. (2015) believed the practical ideas of the business process are to provide
customers with convenient and efficient service as a starting point, moreover, the purpose of the idea is to
meet the customer diversity needs. He (2012) pointed out in order to realize this idea, Citibank generally
implemented the system of customer manager. Customer manager is fully responsible for their customers,
their relationship is maintained through to provide customers for reception services and other bank business,
and customer manager could timely understanding customer financing needs and customer needs through
customer manager visit customers. In addition, Ahmed, A. (2014) believed in terms of risk management and
control, the customer manager could follow the customer's business situation in a timely, which includes
production, operation, property and development. From another point of view, the customer manager in the
new business development could collect customer demand, make business development and promote the
banking business. Another optimization measure for credit process is classified management, in order to

achieve differentiation. For those customer and business belonging to the low risk areas, Falahat & Moradi
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(2013) pointed out Citibank takes a more convenient credit process. For example, low risk business could be

handled at the bank counter or customers could handle their own by using the Internet. While, for those
customers and business with moderate risk, Citibank in accordance with the standardized process of the
bank for business management. Relatively, the higher risk of credit business is not that popular with the

banks, for this situation, the bank take special mechanisms to deal with.

In the personal credit business, Citibank's customer segmentation management for personal finance products
presents the characteristics of individuation and differentiation, which is one of the forms of business
portfolio innovation. He (2012)

Citibank through comprehensive investigate the customer's occupation, age, income and assets and other
aspects to achieve the specific classification of customers , then the bank through the weight of these factors
to determine the customer's credit status. The last step, it through to focus on the customer segmentation
management to make the bank's personal financial services from the traditional unified and normal

transforming to current fine differentiation and penalization. He (2012)
C. Separate risk line and business line

Lam, J. (2014) claimed risk management and control is one of an important parts of the credit business
management, regarding this situation, He (2012) pointed out Citibank's process optimization measures are to
separate risk lines and business lines. After implement the separation of risk management line and the
business line, the risk management reflects the characteristics of vertical and independent operation,
moreover, in the examination and approval, the assessing officer at various levels take responsible for senior
management personnel which is strengthening the main responsibility in the business process. At the same
time, the staff of business line could concentrate on the results of the branch management.

For the management of the examination and approval authority, Citibank takes a combination of training and
grading test. Approval authority is a combination of dynamic change and static, and the approval of the
authority change once a year. Finally, on the basis of the results of the comprehensive study, the leadership
decide to reduce or improve the level of assessing officer's authority based on the assessment results. He
(2012)

D. Based on the platform of information technology

He (2012) pointed out Citibank uses the artificial intelligence programs to instead of the traditional credit
assessment. As long as put the customer's basic information into the system, it will automatically give the
customer credit score. Thus, the bank staff could be very convenient in accordance with the credit score of
different grades to inform the customer of the standard and how much they are allowed to loan and the rate

of return. Moreover, Willmott (2016) pointed out through the operation of the intelligent system platform,
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only one person could complete the total work of a few people, as a result, it saves a lot of manpower for the

bank, but also save a large amount of time for customers.
2.6.1.3 The enlightenment of Citibank business process optimization.

In the case of business process optimization in the financial sector, He (2012) believed Citibank is a classic
case of success. After successful business process re-engineering and optimization, Citibank achieves their
own transformation. Moreover, business process optimization continues to deeply develop in Citibank

makes it become currently the world's largest business scale and one of the largest commercial banks in the

business. The inspiration of Citibank has the following several points:
A. The reconstruction of organizational structure is the precondition of process optimization.

Jarso (2013) pointed out business process optimization could be carried out smoothly and achieve the
desired results which could not be separated from the corresponding organizational design that is the key to
organizational restructuring. The internal adjustment of the organization mechanism is a difficult transition
for the enterprise, however it is one of the core competitiveness of Citibank. He (2012) believed in order to
enhance the competitiveness of banks, make the real implementation of business process optimization and
reflect the concept of customer centered concept, Citibank re-design the structure of the organization.
Moreover, He (2012) pointed out Citibank re-design the system from direct contact with customers in the
background system. However, the resistance could be imagined, as a result, how to break the organizational

structure to reshape the resistance is the first difficult business process optimization.
B. Process optimization should be supported by information technology platform

Davenport, T. H. (2013) pointed out the breakthrough of information technology makes the modern
enterprise management more convenient, and the enterprise could realize the resource sharing and the
standardization construction. The development of information technology allows the process to be connected
in parallel, at the same time, the process could be reduced due to the rapid spread of information. In this way,
He (2012) believed the essence of the bank business process optimization is also to subversive re-design the
traditional way of the traditional bank management process through using the computer information
technology and information technology platform. To sum up, information technology is always in the

process of organization and management optimization.
C. Process optimization could be obtained through non core business outsourcing.

Bhat te.al. (2015) pointed out in recent years, the concept of outsourcing has been clearly known.The
enterprise take outsourcing, on the one hand, the firm could through use outsourcing enterprises to avoid
their own professional defects. On the other hand, utilizing outsourcing could improve production efficiency

and increase output. Therefore, He (2012) believed banks could be outsourced to those links which are the
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bank itself needs to spend a lot of effort to do. The bank is entrusted the part or the whole program to the

Professional Company to charge, in this way, they could use their expertise to create value for the bank.
2.6.2 The practice of credit business process optimization of China Construction Bank
2.6.2.1 The problems of China Construction Bank credit business process.

Song te. al. (2015) believed recently, the international competition in the financial market has intensified,
and a large amount of banks have successfully realized the process re-engineering and optimization in the
promotion of foreign advanced ideas. Relatively, domestic research of the process management research and
application starts late, moreover, the research is not deep. In this situation, China's commercial banks taking
business process optimization are not too much, however, the bank which has taken the process optimization
really getting a number of achievements, especially the Construction Bank of China. Zhu & Huang (2014)
pointed out China Construction Bank is the commercial bank which early attempts to apply the business
process optimization, it combines its own characteristics to research the business process optimization and
to implement it. The results of implementation are obviously, as one of the biggest four banks of the state-
owned, the implementation of business process optimization in construction bank could be a successful
experience and examples for other commercial banks in our country. Before taking the business process
optimization, China Construction Bank credit business process mainly exists a number of issues in the

following aspects:
A. The high cost of multi-sectoral coordination and low efficiency

The original business process of Construction Bank is also in accordance with the collaboration of division
functions, a business usually requires multiple parts, in this reason, it needs to go through all aspects of the
operation. Moreover, in the whole process of credit management, the client needs to submit a variety of
approval materials with the salesman, this phenomenon reduces the efficiency of the bank and customer
satisfaction. Furthermore, if the customer manager complete a credit business process, he needs to report to
multiple departments and multiple leadership also need to coordinate. Moreover, if the overlap between the
responsibilities of the Department, the process will be replicated, in particular, when the responsibility is
unclear, the process will be stopped because of the dispute of the various sectors. Zhu, J., & Huang, Z.
(2014).

B. Business process chain and cycle are too long

The structure of Pyramid is one of the most commonly used and typical organization and management
structure of state owned commercial banks. The functional relationship between the head office, branches,
sub branches and bank branches is typical of the functional departments, which are namely the department
bank. Wei & Carley (2013) pointed out the business process is influenced by the traditional culture of the

state-owned enterprise, and the management links are too much in the actual operation, as a result, the
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decision is delayed. The operation of this kind of enterprise is obviously not suited to the dynamic financial

market, which is not conducive to the promotion of the market competition. Chen (2007) pointed out a
business loan is usually going through more than 20 links from the customer to apply to the completion of

the loan, obviously, the cycle is relatively too long. Business chain composition is shown below:

Figure2 Construction Bank loan approval process.
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Source: from Chen (2007) Research on the process reengineering of state owned Commercial Banks

Traditional corporate culture and work methods of state-owned banks relatively less consider the customer
demand. However, now the bank as a service finance industry needs more consideration of customer

requirements.
C. Credit risk management does not run through the whole process.

Project evaluation and risk management is an important aspect of credit, because it is related to the profit
and loss of the bank, therefore, this link also is the most time-consuming part. On the one hand, there are a
large amount of rules and regulations in the credit risk management of current construction bank, however,
in the new competitive aspects whether the old system adapting to the new market environment is an
unknown, on the other hand, the system in the specific operation of the process implement in place or not
could not be accurately reflected. From another point of view, credit personnel training and assessment of
the bank are not perfect, especially, if the customer information collected by the credit staff is not
comprehensive enough which may influence to the information grasp of the backstage management

department. Wei & Carley (2013)
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2.6.2.2 The implementation and management of credit business process optimization of China Construction

Bank.

With the concept of process optimization come into China, He (2012) pointed out the Construction Bank in
the application of process optimization has been in the ranks of the pioneers. Firstly, construction bank has
established the leadership group who is mainly responsible for the leadership process optimization work. At
the same time, the Construction Bank established executive group and this group through to communicate
with each branch business department to diagnose and screen the business process and to present the
business process optimization scheme. Moreover, Matthews (2013) pointed out the group through to
cooperate with the assistance of the advanced banking and management consulting testing on a
comprehensive and detailed work, and it makes field trial in parts of the bank branches and parts of the
credit business, then according to the feedback to continuously adjust and optimize the program, and finally
establish the credit business process of the bank, then promote the program in various branches. Parts of the

main initiatives are as follows:
A. Management level flattening.

Mengze & Wei (2015) pointed out in view of a large amount of problems in the credit business process of
examination and approval and communication links, the Construction Bank takes the method which is to
streamline the management level. The Construction Bank mainly through to merge and compress the
management level to make the management level of the organization department to flatten. At the same time,
the Construction Bank through reducing the link management to make the information uploading and
releasing faster, and closer to the market. Moreover,using this way, the market information could quickly be
strained, it also enhances the management of the execution. For cumbersome approval process, the
Construction Bank has also been simplified, and through the flattening of the management level to achieve
the improvement of the work efficiency.

B. Hiring professional institutions for credit project evaluation.

In the initial stage of business process optimization of credit management, the construction bank focused on
risk management and project approval. Because the approval of bank credit business is the key link; it
usually consumes more time, and professionalism of it is relatively strong, as a result, it is the main point of

risk management and control. Mengze & Wei (2015)

He (2012) pointed out in the process of credit business process optimization, the Construction Bank through
to employ the multinational consulting company to conduct industry analysis, so as to improve the grasp of
the situation of the industry. And the Construction Bank's assessment of professional projects is also carried
out by hiring professional assessment agencies, moreover, in this way to avoid problems of banks in a

number of areas is not professional enough. Finally, the construction bank is also through hiring professional

20



THE BUSINESS SCHOOL ul368418
survey agencies to carry out investigation of the foreign related enterprises, so as to improve an efficiency

of examination and approval, and it effective reduces the bank approval time and the risk.
C. Credit process implements standardized operation.

Mengze & Wei (2015) believed in the process of building a bank's business process optimization, there is a
very important point which is to achieve the standardization of credit business. The standardization
operation of credit business is to optimize the combination of human, material and other factors of
production, so that customers who have the same conditions could meet the same business experience. The
standardized credit business process could also reduce the repetitive operation and make the process more
stable, moreover, the customer's experience could be realized consistency. In process optimization, a variety
of documents issued by the head office is equivalent to the standard operating guidance, which guides the
staff to carry out the work, moreover,the staff only needs a little training who could accurately and quickly
complete the work. For example, He (2012) pointed out in recent years, the Construction Bank launch the
credit plant model of the business process for the small and medium enterprises, which is namely as credit
facility. Specifically, the credit facility through the bulk operation of the bank's credit business of small and
medium enterprises in accordance with the form of the assembly line, it is convenient and quick. Through
the line integration and process re-engineering, business processes in the credit facility have changed, as

showed in the figure:

Figure 3 China Construction Bank credit facility flow chart.
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C. Integrated Six Sigma management method.

Brue (2015) pointed out six Sigma management method through to define, measure, analyze, improve and
control to redesign and improve the process of the five processes. First of all, it through to collect the voice
of customers to understand customers need what kind of products and services, as well as know the
existence of customer dissatisfied aspects. After the collection of customer needs, it collects the facts and
data as the analysis of the material, and to analyze the process of each link, especially the key business links.
At the same time, the Six Sigma management method also stressed the employee satisfaction,and listen to
their voice, and help employees to get rid of the complicated process and the tedious operation links, so that

services are refined and better realize the optimization of customer satisfaction.
2.6.2.3 Enlightenment of China Construction Bank's credit business process optimization.

Song te.al. (2015) pointed out problems existing in the original business process of the China Construction
Bank the could reflect the disadvantages of current business processes in China's banks. Moreover,
Construction Bank of China has the common features which the Commercial Bank of our country also have.
Furthermore, there has a similar with the Changzhi rural commercial bank which the thesis will investigate,

so it could provide inspiration for credit business process optimization of Changzhi rural commercial bank:
A. Flattening of organizational structure.

In the relationship of the head office and the various branches of the management, the Construction Bank
implements direct management in the two branch of the city's various branches, in order to achieve a
simplified approval process. In each internal branch, management department also adjust, merged and
simplified a number of sectors, so as to improve work efficiency, and then the examination and approval of
the credit business is no longer as before which needs to go to several departments to apply, now it could
achieve one-stop service under the guidance of the salesman.Song te.al. (2015)

B. Business process is more simplified.

For complex and repetitive links, banks could be simplified, and through the deletion and consolidation to
reduce the excess of the approval process. Serial process has the characteristics of long chain and long time,
therefore, it could be transformed into a parallel process, and it could improve the efficiency in the process
of non conflict. In addition, bank establish the information platform through introduce the improved bank
management system of information technology and database technology to make the information shared in
the bank. For example, the release of new products and the results of credit assessment and other aspects
using information platform transforming into a synchronous way, moreover, it could effectively save time

and improve the efficiency of the process in this way. At present, the Construction Bank has established and
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used the electronic document processing system. As a result, the use of this system greatly saves bank

time.Song te.al. (2015)
C. Integral coordination is important

The the implementation of process real needs the professional management system and mechanism, which
requires the implementation of the overall facilities. Process optimization should be carried out with the
attention of the leadership, but also through the leadership to make the arrangement of other systems and
their cooperation. However, the effect of process optimization is usually affected by various factors which
are formal and informal factors. Moreover, if a excellent banking program could really be implemented, it
needs a comprehensive set of supporting of the organization system, corporate culture and performance
appraisal and other aspects.Song te.al. (2015)

D. Process operation standardization

The standardization of process operation is one of the specific performance of process optimization, and it is
also one of the effective ways to reduce the repetitive operation. In the credit business of bank, the
standardized operation of the credit process could improve the efficiency of the bank, that is to say, in the
same time, banks could provide more customer service, meet the financing needs of customers quickly and

easily, and reduce the transaction cost and supervision cost and other aspects.Song te.al.(2015)
E. Adopt advanced management method.

Firstly, in the credit business process optimization process, construction bank adopt six sigma management
mode which consider from customer demand to understand customer needs and from the employee's
perspective to consider, so that to let customers and employees in the best condition to discuss

cooperation.Song te.al. (2015)

Secondly, banks as a service industry, its products is to customers provide services. Therefore, the customer
satisfaction depends in bank business process efficiency and quality, and ultimately reflected in the bank's
profitability, market share rate and the rate of bad debts and other key strategic indicators. Through the use
of advanced management theory, and base on data analysis to improve the core competitiveness of the
Construction Bank and sustainable development ability, so that it could achieve the world first-class

management level.Song te.al. (2015)

Summarize the two cases of banking business process optimization above, the specific implementation steps
of their business process optimization are as follows: after the company strategic level determine the
strategic plan, according to the needs of the organization to carry out the organizational construction. The
project implementation of specific process optimization is determined by the top management team and they
determine the composition of the process optimization group or to hire a professional consulting company to

organize specific processes.
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The first step is to investigate the bank's current situation. Through process optimization group and the

advisory team composed of professional team to investigate on the status of the bank, collecting bank credit
related data on the problems existing in the bank's credit process. Moreover, carrying out the in-depth
research on strategic objectives, related experience of domestic and foreign bank credit process optimization
and information technology application status, then analyze and draw the business flow chart, indicate the
existence of the problem to prepare for the subsequent adjustment. Several tasks that need to be addressed in
the current survey include: identify the needs of the business process which require to be improved, identify
the final objectives of the business process optimization and organize the preparation of the investigation

report.

The second step is to manage the diagnosis. Credit business process optimization group negotiate and
correct the survey content with the optimize the credit departments, and carry out in-depth analysis and
research according to the customer demand analysis and staff requirements or suggestions. Finally, for the
various aspects of the problem, the group give the solutions, moreover, it requires to form the content of the

diagnosis report.

The third step is to refine the implementation. After the group established the diagnostic report, it is
necessary to revise and consult the specific issues, and then adjust the process and make the optimization
ideas specific. Finally, draw the specific process optimization diagram, and refine the various processes of
the flow chart of the process, and write specific details of the operation. On the implementation of this
program, the group need to pay attention to the dynamic adjustment. Moreover, in the process of the

implementation of the program, a timely feedback could make the final program to achieve the best.

In addition, according to the different business process improvement and optimization, the method of
business process optimization could be divided into two kinds: one is the system transformation, the other is
the new design method. The first approach is based on the existing process to eliminate, simplify, integrate,
and automate operations to redesign the work. The second way is start from obtained results of the process
as the starting point, and design a new process from the beginning, which is a more radical and thorough
method relative to the first method. To sum up, the time of Citibank's business process re-engineering and
optimization is relative earlier than domestic commercial banks, and the bank's process re-engineering is not
only more thorough, but also is one of the more successful cases of banks process optimization. While,China
Construction Bank implement the adjustment of the process optimization in the external environment is
relatively stable, that is to say, the Construction Bank is carried out on the basis of the original business
process improvement, this way is relative moderately and stably. Moreover, Construction Bank as the four
state-owned banks, this method of re-engineering is more suit China characters. Furthermore, China
Construction Bank and the rural commercial banks in Changzhi have a large amount of similarities.

Therefore, it has a value reference.
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In summary, until now just few studies investigated the optimization of credit process in China’ commercial
banks, moreover there is not any studies to investigate the optimization of credit process in Changzhi rural
commercial bank. This thesis will fill this gap.

2.7 Conclusion

The literature review and theoretical summary of the process management, business process re-engineering
and business process optimization theory are described in order to provide a theoretical basis for the case
study of Changzhi rural commercial bank credit process optimization. The study of the relevant theories and
cases of bank credit business process optimization provides a reference for the study of Changzhi rural
commercial bank credit business process optimization. Finally, there just few studies investigated the
optimization of credit process in China’ commercial banks, moreover there is not any studies to investigate

the optimization of credit process in Changzhi rural commercial bank. This thesis will fill this gap.
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Chapter 3. Research Methodology

3.1. Introduction

Base on the business dictionary (2012) describes that, methodology is a system of broad principles from
which specific methods or procedures perhaps derived to interpret or solve different problems within the
scope of a particular discipline. Methodology is playing a core role for developing a successful research
process. Additionally, any research requires supporting the possibility, strength and reliability of its results
with a well structured demonstration for the research process, where all the research components are
clarified and related in a comprehensible and rational way. Bryman & Bell (2007) Research methodology
plays a significant role in providing supervision of the suitable research methods which will be capable of
answering the research questions. This chapter demonstrates the research methodology that used throughout
this research to solve the research questions. Moreover, this chapter provides a widespread plan regarding
methods which aid researcher to collect, generate and analyze data which will solve the questions of the
research. Firstly, the research objectives will be mentioned again and the researcher will choose the
philosophy of the research which is the base of the research. Then, research approach and strategy will be
chosen. Subsequently, the research will be designed. Thirdly, the data collection and analysis methods will
be discussed. At the final stage, research limitation and ethical issues will be shown. The aim of this chapter
is going to identify a methodology that will be applied to develop this research process depends on the

research question and the objective.

3.2. Research objectives

The objective of the particular research is to find out a number of information and evident to support the
original question: what are the main problems existing in credit process of China medium and small-sized
commercial bank and further redesign a optimization program in credit process of the commercial bank .
In order to address the original question, firstly, the research objectives should be cleared.

The research objectives are respectively:

(b) What is the current situation of credit business process in the China’s commercial banks?

(b) To find out the existing key problems of credit business process in the China’s commercial banks?

(c) Through the analysis put forward a number of appropriate suggestions and recommendation in order to

design a reasonable optimization program of the credit business process of Changzhi rural commercial bank.

3.3. Research Philosophy
The research philosophy involves significant assumptions about the way in which observe the world. It is an
over-arching term link to the knowledge development and the nature of knowledge (Saunders. Lewis and

Thornhill 2009). According to the research philosophies which enable to help integrate more practical
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aspects. Chris & Lan (2010) There are three key aspects will be mentioned in the research philosophy,

which are epistemology, ontology, and positivism. Base on Bryman and Bell (2007) showed that. ‘an
epistemological issue concerns the question of what is (or should be) regarded as acceptable knowledge in a

discipline.’

3.3.1. Epistemology

Firstly of all, as the epistemology, the interpretive perspective, from the Saunders, Lewis and Thornhill
(2009) defined that this perspective is to focus on understanding differences between humans in our role as a
social actor. This view pays more attention on the difference between conducting research among individual

rather than objects such as books, foods and television.

3.3.2. Ontology

Secondly, for the ontology, according to Saunders, Lewis and Thornhill, (2009) present, this is concerned
with the nature of reality. The ontology was divided into two parts which are objectivism and subjectivism.
The objectivism is social entities exist in external reality to social actor, it concern with their existence, for
instance, this perspective think management is similar in all organizations. Whereas, the subjectivism is
possessing the social phenomena which are created from the perceptions and consequent actions (Saunders,
Lewis and Thornhill, 2009).

3.3.3. Positivism

Thirdly, the positivism viewpoint, which is ‘working in the tradition of the natural scientist (Saunders, Lewis
and Thornhill, 2009).” For instance, when to make an hypotheses, researchers need to produce a research to
collect numerous of data or information in order to develop hypotheses, as the result the hypotheses will be
confirmed and tested according to the scientist (Saunders, Lewis and Thornhill, 2009).

3.4. Research approaches

According to Bruce (2010) analysis, there are two forms of research approaches which are deductive and
inductive. Base on the Mark, Philip and Thornhill (2009) discuss that, ‘the deductive approach is to develop
a theory and hypothesis and design a research strategy to test the hypothesis, however, the inductive
approach is to collect data and develop theory as a result of the data analysis. In this research, the researcher
adopts the inductive as the approach. Moreover,in this research, the researcher through collect data and
analyses data to summarize a number of suggested solutions and optimization program to main problems
existing in the credit process re-engineering in China medium and small-sized commercial bank.

3.5. Research strategies

Saunders et.al believed that surveys are the most broadly used for a diversity of research strategies to reach
scheduling methods to reply research questions. Saunders et.al (2007) There are seven types of research
strategies which all have advantages and disadvantages. Moreover, a quantity of them can be used in

business research and others are rigorously used in the scientific field. A number of research are quantitative
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in nature and others are usually quality, regardless of what kind of research, and the use of strategies which

can be done separately or in combination being dependent on the purpose of the research and their approach
and philosophy. Research strategies are as follows : case studies, research work, and experience, the theory
of the earth, ethnography, surveys and research. Cohen et.al. (2007) Saunders et.al. (2007) also described the

following strategies of the research.

Figure 4: the strategies of the research

Survey

Used in this
research

Case study

Used in this
research

operational

Action research
research

l modelling M Ethnography

Source: Saunders et.al. (2007)

In this research, the researcher will adopt a case study as a research strategy. It has been stated that using a
case study strategy with a low number of cases, could affect the trustworthiness of the analysis outcomes.
This strategy has been also discussed for being heading only for investigative research and others argue that
it is a prejudiced research strategy for analyzing a restricted number of data by establishing only single or
couple of case studies. Yin (2003) However, although case study strategy has been seriously criticized, it has
been obvious that the case study strategy has been frequently used to explore or survey a real life problem,
phenomenon and circumstances. Saunders et.al. (2007) For instance, this research intends to investigate the

main problems existing in credit process re-engineering in China medium and small-sized commercial bank,
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which could be associated with the above explanation of the case study execution. In this research, case

analysis has been adopted with the purpose to decide main problems that exist in credit process re-
engineering in China medium and small-sized commercial bank. For the purpose of this research scheme, a

case study will be investigated in the next chapter.

3.6. Research Design: quantitative VS qualitative

It is critical to make a distinction between qualitative and quantitative data in order to analyze and generate
helpful information which is used to conduct a related analysis. In order to generate a research to analyze a
specific issue or question, quantitative method and qualitative method are often being employed. The
quantitative data is primarily used as a synonym for any data collection technique or data analysis procedure
that produces or uses numerical data (Saunders, Lewis and Thornhill, 2009). The purpose of quantitative
data collection is to provide the reader with a source of evidence against the testing hypotheses (Lee and
Lings, 2008). Quantitative data is usually started by a researcher who supposes they are going to be
collecting when they commence a research degree (Lee and Lings, 2008). The questionnaire as a useful
research approach often employed by a quantitative method.

For the qualitative data which is a data in a general sense is can be transformed into words rather than
numbers (Lee and Lings, 2008). The quantitative research usually be mentioned in the data such as graphs or
statistic, however, the qualitative usually use the non-numerical data, for instant picture and video clips.
Mark, Philip& Thornhill, (2009). Furthermore, qualitative research will take and implement the inductive
approach which requires the researcher to collect data, moreover, the collocated data will help researcher to
determine the gap investigation, similarities and variations on the collected data compared for instance to the
literatures. Alan & Emma (2011)

Table 1: Comparison of quantitative research and qualitative research

Quantitative Research Qualitative Research
Focus on collecting the numerical data Focus on collecting non-numerical data
Objective in nature Subjective in nature
Depend on large sample Depend on small sample
Focus on breadth of the research Focus on depth of the research
Results are easy to be analyzed and Results are different to be analyzed and
compared compared
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Have a relative higher requirement of the | Have a relative lower requirement of the

researchers skills researchers skills

Source: Saunders et al (2007)

There are noticeable differences between quantitative and qualitative research. Firstly, the qualitative
research focus on collecting non-numerical data, for instance, attitude,views, thoughts and opinions of
people, however, quantitative research focus on collecting numerical data, such as degree, range and
frequency. On the other hand, qualitative is more subjective in nature. In comparison, quantitative method is

more objective in nature. Saunders et al (2007)

Furthermore, the quantitative method makes the respondents to reply from the restricted options which may
not be favored or not reflect the respondent’s point of view due to the limited and restricted answer.
However, qualitative research will adopt and execute the inductive approach that requires the researcher to
collect data and the collected data will direct the researcher to settle on the gap research, similarities and
variations on the collected data compared for instance to the literatures. Dylan & Kerstin (2010) Additional,
Saunders et.al.(2007) have considered the researcher who conducts qualitative research as active and active
seeker. For instance, high participation and communication level of a researcher who is conducting
interviews with target audience from the business sector, can beneficially gain experience, build relationship
and collect useful well-founded data.

In general, the quantitative method makes the respondents to reply from the restricted options which may
not be favored or not reflect the respondent’s point of view due to the limited and restricted answer, and it is
more objective. In comparison, qualitative research is more subjective in nature, moreover, the qualitative
research focus on collecting non-numerical data, for instance, attitude,views, thoughts and opinions of
people. As a result, qualitative research will be used in research to examine the main problems existing in
credit process re-engineering in China medium and small-sized commercial bank. Because the research will
depend on a case study to collect non-numerical data from the investigated commercial bank and the
research will be subjective in nature because subjective views of the participants from the investigated China
commercial bank play a significant role in influencing the findings of the research.

3.7. Data collections

The section will be divided into data source, data collection tools, the interview question design,

implementation and recording the interview data four aspects.

3.7.1. Data source
There are two key data sources which are the primary data source and a secondary data source. Collins &
Hussey (2003) Primary data is the data collected from the study participants. It derives such things as actual
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experience. Base on Clough and Nutbrown (2007), it is the most significant data in a research study. Primary

data information can be collected from the audience that has been selected by the researcher to expressive of
the purpose of the research. Saunders te.al. (2007) The target audiences or respondents can be grouped,
individual and panels. Sekaran (2003) In practice, the researcher plans to interview mainly leaders of
Changzhi rural commercial bank, for instance, the senior manager, the vice manager and the manager of the
credit department of this rural commercial bank.

In addition, in terms of the order of the interview, it can be said that the questions of the interview will be
asked from the universal question to a particular question.

In comparison, the secondary data is the data collected from scholarly articles, books, and peer reviewed
journals. Both primary data and secondary data will be adopted in the research, secondary data will be
collected from scholarly articles and books to provide the relevant background and theoretical basis for the
research, while primary data will be collected through the research conducted in the investigated China

commercial bank.

3.7.2. Data collection tool

The selection of the detailed tool for data collection should be determined base on the type of research. Due
to the use of primary research, the relevant data collection technique has to be used. In general, interview,
questionnaire and focus group is key tools to be used to collect data in the procedure of research. Sanuders
et.al. (2007) Based on Sanuders et.al, questionnaires make the respondents to reply from the restricted
options which may not be favored or not reflect the respondent’s point of view due to the limited and
restricted answer. In comparison, according to Bryman and Bell, in-depth interview is a data collection
technique that collects data and information through ask questions and get answers in a face to face
communication with researcher. In this way, researcher could get relatively comprehensive answers. In this
research, the in-depth interview is the best way to understand the perspectives of employees or managers of

Changzhi rural commercial bank.

3.7.3. Data collection: The interview question design

The nature of qualitative interview is based on verbal communication; however, there are a variety of
techniques the researchers be likely to rely on for documenting such as interview transcripts, personal
clarification, audio and video records. Sanders, et.al. (2007) At the same time, regarding the data collection,
the researcher requires to ask question, inquiry questions and records the experiences of the respondents.

In addition, question design for the interview should pay attention to a number of issues. Firstly, the question
should be directly related to the research aim and objectives as the aim of the question is to collect useful
information for achieving research objectives. Sanders, et.al. (2007) Secondly, questions should be ordered
in a logical series to be convenient for the interviewees to reply them. Sanders, et.al. (2007) Thirdly,
questions should be pleasant to make the interviewees easily comprehend and to keep away from their
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misunderstanding of the significance of the questions. Sanders, et.al. (2007) Finally, the number of questions

should be reasonably determined base on time constraints of the interview. Sanders, et.al. (2007)
Based on the literature review and the research aims and objectives which help researcher to find out
significant questions of the interview, the interview questions are listed following:

Interview Questions

(1). What is your post of your department?

(2). Are you clear about your specific job responsibilities?

(3). Do you need any help with your work?

(4). In the credit business process, you usually need to directly contact which departments or personnel?
(5). What do you think of the coordination degree between employees?

(6). Do you think whether the communication between departments is smooth?

(7). What are your problems at work? Or do you think the problems that need to be improved in your work?

(Please briefly describe)
(8). What is the problem which customers frequently complain to you about? (Please briefly describe)

(9). According to your experience, which aspects of the credit business process do you believe needing to

improve? And what is your recommendation? (Please briefly describe)

(10). What is the current situation of the credit business process of Changzhi Rural Commercial Bank? (only

for the manager and vice manager of credit department)

3.7.4. Implementation and recording the interview data

After determining the Changzhi rural commercial bank is selected to investigate, the appointment will have
to be done with Changzhi rural commercial bank to determine time and place of the interviews through
telephone or email. The researcher should consider the time and place of the interviews should convenient
for the investigated company. When the time is made with the Changzhi rural commercial bank, the
interview will be conducted at the appointed time and place. Each interview will take about 20-30 minutes.
In the process of the interview, the content will be recorded and key notes also will be taken. In addition,
about the recording method, the audio recording interviews data is the most well-established and reliable
method of recording interviews. Greener (2009) Although the audio recording interview is pretty popular
and convenient, this recording way has unavoidable shortcoming, for instance, if the researcher loses the
device, it will affect the whole research process, moreover, the researcher need to make the new
appointment once again. Another reason is some of the interviewee is unhappy to use audio recording. For
these reasons, the researcher decides to use a safe and typical method which is documenting data to record

the interviews.

32



THE BUSINESS SCHOOL

Table 2: About the information of the interview
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The post Interviewee Job Grade Interviewed Date
Credit Department Li Jianbin Senior manager 20. July.2015
Credit Department Wang Shujuan Vice manager 02.August.2015

Credit Approval Miao Xiu Staff 08.August.2015
Credit Approval Zhang Huahang New Staff 11.August.2015
Credit Approval Zhao Liang Staff 11.August.2015
Credit Approval Dong Aiming Staff 12.August.2015
Credit Approval Li Peng Staff 12.August.2015
Independent Approval Li Zhenghong Staff 20.July.2015
Independent Approval Xu Jing Staff 20.July.2015
Independent Approval Jia Xianghong Staff 21.July.2015
Credit Approval Lin Jian Staff 21.July.2015
Credit Approval Zhao Hongyu Staff 25.July.2015
Credit Approval Xing Susu Staff 05.August.2015
Credit Approval Hao Limin Staff 07.August.2015
Credit Approval Li Mao Staff 10.August.2015
Credit Approval Zhang Yuhong Staff 01.August.2015
System Establishment Wang Yong Staff 23.July.2015
System Management Zhang Yuming Staff 28.July.2015
System Management Yang Ye Staff 27.July.2015
Integrated Management Song Fei Staff 27.July.2015

Source: developed by the researcher

3.8. Data Analysis
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In the procedure of conducting interviews, the researcher will make notes of the key points of the answers

from interviewees and the whole procedure of interviews will be recorded. In the procedure of analyzing
qualitative data, firstly, key themes relating to the research will be developed based on research objectives.
Mikes & Huberman (1994) Secondly, key information relating to different subtitles will be summarized
from answers of the interviewees. Then different information relating to different headings will be classified
into different categories. Lastly, the information in different categories will be critically compared and
analyzed to produce the results of the research.

3.9. Research Limitation

There is a quantity of anticipated limitations involved in the research. The primary limitation is that the
research will be conducted in Changzhi rural commercial bank, moreover, in the investigation of a specific
period of time, the result may not be comprehensive, and cannot fully reflect the employee perceptions of
the problems existing in the credit process of Changzhi rural commercial bank. The researcher just selected
twenty people to interview; the results of the interviews may not contain all opinions of the staffs in the
Changzhi rural commercial bank The second anticipated limitation is that when the researcher is in the
interview process, there will be having some limitations, such as the time is limited, researcher cannot fully
control the access process, and respondents could suspend the answer at any time. The third anticipated
limitation is that is realized in the potential data bias in the research. Data bias will not only be caused by
their interviewer’s misunderstanding and subjective judgment but also be caused by the interviewees,
misrepresentation in the process of the interviews. Bias of the data may have a negative impact on the
accuracy of the research findings.

3.10. Ethical Consideration

The researcher is required to pay attention to ethical considerations because ethical issues play a significant
role in affecting the research and the researcher needs to be conducted ethically. Sanders, et.al. (2007)
Firstly, the plan of primary research needs to obtain the approval of the university. Secondly, the researcher
needs obtain the consent from the investigated China commercial bank before interview is conducted with
them. Thirdly, research aims and objectives have to be clearly explained to research participants before
starting the interviews with them. Fourthly, the research should not produce any conceivable harm, health
and security of the research participants. Finally, all collected information including research information
and private information of the participants needs to be kept in confidentially.

3.11. Conclusion

Firstly, this research is primary research rather than secondary research, moreover, qualitative approach
rather than a quantitative approach will be adopted in the research. On the other hand, both primary data and
secondary data will be adopted in this research, furthermore, the data collection technique of in-depth

interview will be adopted to collect first hand data from the investigated Changzhi rural commercial bank.
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Chapter 4. Research Results and Findings

This research is to investigate what are the main problems existing in credit process re-engineering in China
medium and small-sized commercial bank, moreover, the research intends to investigate the correspondent
solutions of these issues. Finally, to further redesign the optimization of the commercial bank credit process.
For these reasons, the main section of this chapter is to interpret and summarize the results of interviews

conducted with the participants who were chosen from the investigated Changzhi rural commercial bank..

4.1. Case Study: Changzhi rural commercial bank

4.1.1. Background of Changzhi rural commercial bank.

Changzhi rural commercial bank is founded in 1953 which is based on Changzhi City rural credit
cooperative foundation, and it through a legal person and natural person to co-sponsor and establish the
joint-stock Rural Commercial Bank. Moreover, it is the second listed in the rural commercial banks in
Changzhi City, Shanxi Province. Changzhi rural commercial bank develop from the rural credit cooperatives
and this bank now has sixty years history. Moreover, with the continuous opening and improvement of the
Chinese market, Changzhi rural commercial bank has also experienced a large amount of changes, and now
it has same kind of scale.

In addition, Changzhi rural commercial bank take the response of the call of the state and city construction,
it participated in the various preferential agricultural policy project, and support agriculture engineering,
moreover, it also actively participates in and supports the high-tech projects and key projects which are
launched by local municipal Party committee and municipal government. In a word, the Changzhi rural
commercial bank actively participate in social construction. However, In recent years, with our country
encourage and support China's financial institutions, our government proposed a series of promoting policies
and measures of the development of new financial institutions, this situation has brought certain influence to
the development of the rural commercial bank in Changzhi. Meanwhile, in recent years, the rapid
development of technology, information and data and the improvement of human cost have brought great
challenges to the management and operation of the bank. Therefore, Changzhi rural commercial banks also
need to adjust their business processes in order to achieve cost savings and improve the results of the bank's
business purposes.

4.1.2 The organizational structure of credit management department in Changzhi rural commercial bank.
The Changzhi rural commercial bank's credit management department uses the traditional linear functional
organization structure. The organization structure of the original function is shown in the Figure 5:

Figure 5. The organization structure of the original function

35



THE BUSINESS SCHOOL ul368418

Manager
Vice manager
Independent System Credit System Integrated
Approval Establishm ent Approval Management Management

Source: relevant documents of Changzhi rural commercial bank.

It could be clearly seen from the figure above, the original functional form of organizational structure
supports the original management model and operational model, and also it supports the organization of the

original business process.
4.1.3 The current situation of the credit business process of Changzhi Rural Commercial Bank.

Changzhi rural commercial bank credit business mainly provide services for enterprises, individual
businesses and farmers. In order to ensure the credit business goes smoothly and safety, the bank design the
basic process of enterprises credit business in nine steps after the credit rating: application of a loan,
receiving and investigating the loan, review and risk assessment, review and approval, sign a contract, loan

review, loan payments, loan management, loan repayments and disposal.

4.2. Interpretation and Summary of Research Findings

In the process of in-depth interviews, the interviews were conducted by the researcher retrospectively with
20 research participants who were chosen from Changzhi rural commercial bank. Due to the use of
structured interviews, a predetermined and identical set of questions were asked to each interviewee during
the process. The findings of the structured interviews base on the answers and replies of interviewees are

summarized and interpreted in the following parts.

The first question is to investigate the post of the employee in Changzhi rural commercial bank. Because it
could help the researcher to better understand the credit process of Changzhi rural commercial bank.
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Moreover, through the post of the staff who relate with the bank credit process, the researcher could know

same kind of the work style of the staff and to further know the current situation of the credit process.
According to Table 3. below, the results of the interviews show that 2 of 20 investigated employees who are
manager and vice manager of credit department in Changzhi rural commercial bank. Moreover, there is a
same number of another post of Changzhi rural commercial bank employees who is also 2 of 20 participants
taking charge of system management. In comparison, there are 11 of 20 interviewees who come from
Changzhi rural commercial bank are responsible for credit approval, it shows there are a large amount of
staff working for this post. However, there is only 1 of 20 interviewees is in charge of system establishment,
and there is the same situation of integrated management which is also one participate to charge. In addition,
there have 3 of 20 interviewees in the post of independent approval. To sum up, the result findings illustrate
there are more than half interviewees taking charge of credit approval, in comparison, only few staff are in

other post.
Table 3. What is your post.
Question Answers Results
Manager 2
System management 2
Credit Approval 11
What is your post?

Independent Approval 3
System Establishment 1
Integrated Management 1

The second question is to investigate whether the staff clear about your specific job responsibilities.
According to the findings which is shown in Figure 6 below, most of the investigated staffs of Changzhi
rural commercial bank (50%) expressed that they are not clear about the responsibilities of their specific job,
nevertheless, only 25% of the investigated staffs expressed that they are clear about their job responsibilities.
In comparison, another 25% of the investigated employees expressed they just generally clear about their job
responsibilities, in other word, they meat they just understand some kind of their job responsibilities. In
general, half of interviewees considered they were not clear about their job responsibilities, that is to say,
this situation should be a problem which affect the efficiency of credit process in Changzhi rural commercial
bank.
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Figure 6. Whether the staff clear about their specific job responsibilities.
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The third question is to investigate Whether the staff need any help with their work. Depending on the
Figure 7 below, overwhelming majority (80%) of interviewees expressed they need the assistance or
cooperation, even teamwork with other department or staff, they also expressed, usually, they could not
finish one business or task only by themselves. Nevertheless, only (20%) participants said they do not need
the assistance form other department or staff. Moreover, most of these staff are doing independent approval
work. In general, base on the results, majority of staffs in .Changzhi rural commercial bank need the help

and cooperation from other staff or departments.

Figure 7. Whether the staff need any assistance with their work.
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Whether the staff need any help with their work.
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Fourthly, the question is to examine in the credit business process, which departments or personnel the staff
usually need to directly contact with. According to the Figure 8. below, the answers is majority of (70%)
interviewees said they need to contact with credit approval in their daily work nearly. However, 30%
participants expressed usually need to work with independent approval. In general, according to the findings,
most staffs required to work with credit approval.

Figure 8. The staff usually require to directly contact which departments or personnel?

Which department the staff directly need to contact
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39



THE BUSINESS SCHOOL ul368418
The fifth question is to examine the coordination degree between employees. Based on the findings

presented in Figure 9. below, the answers of participants were divided into three main parts. Firstly, most
interviewees (70%) expressed coordination degree between employees are not that good. They believed,
usually, majority of staffs only take responsibilities for their own department, they rarely care about issues
from other departments. Secondly, in comparison, only 5% of interviewees believed they often have good
cooperation with other staffs or departments. However, most of these interviewees are managers or
department managers. Thirdly, in addition, 25% interviewees said they felt general good about the
coordination degree, that is to say, some times they feel it is easy to cooperate with other staffs or
departments,while, same times they do not feel it is easy enough to work with others, however, generally,
they feel it is almost good. To sum up, based on the results of investigation, majority of staffs believed they
do not have a good coordination degree when they are required to work with other departments or other

employees.

Figure 9. The degree of coordination between employees?
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5%

25%

Good
General Good

uuuuu

75%

Sixth, the question is to investigate whether the communication between departments is smooth or not.
According to the findings shown in Figure 10. below, 60% interviewees expressed the communication
between departments is not smooth. They expressed usually the communication with other departments is
difficult, moreover, it takes lots of time. In comparison, 10% participants expressed they felt they frequently

have smooth communicate with other staffs or departments. However, 20% interviewees believed they
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usually have a general smooth communication with other departments or employees, that means, some times

maybe smooth, and maybe some times not that smooth. In general, according to the findings, majority

interviewees expressed they felt the communication between departments is not smooth.

Figure 10. whether the communication between departments is smooth?
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The seventh question is to examine the problems at employees’ work or they think the problems that need to
be improved in their work. According to the results shown in Table 4, 80% interviewees expressed waiting
time of the whole process is too long, in other word, they believed the period of the credit process is really
too long. For this reason, their working efficiency are also affected. Moreover, 75% interviewees believed
waiting time for the approval is too long. They said they usual need to take several months to wait for the
approval, moreover, this situation cause the dissatisfaction of their clients, finally, it is really not well for
customers’ business requirements. There were the same proportion of interviewees (75%) expressed
materials of loan need to be approved for many times, which is a big problem for the whole credit process.
They believed this problem should because of the design of loan procedures. However, 60% interviewees
thought there are too many procedures in the credit process, they also said this problem causes the increase
of the cost of this commercial bank. To sum up, the main issues of at employees’ work are waiting time of
the whole process is too long, waiting time for the approval is too long, too many procedures and materials
need to be approved for many times.
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Table 4. The problems which need to be improved in employees’ work?

Question Answers Choices
Waiting time of the whole
_ 16 (80%)
process is too long
What are your problems at Waiting time for the 15 (5%
. 0
work? Or do you think the approval is too long
problems that need to be
improved in your work? Too many procedures 12(60%)
Materials need to be
) 15(75%)
approved for many times

Eighth, the question is tantamount to investigate the problem which customers frequently complain about.
According to the findings shown in Table 5. below, 85% interviewees believed waiting time of the whole
process is too long, this situation cause their clients’ dissatisfaction, moreover, because of this issue, a
number of their customers give up to loan from Changzhi rural commercial bank. However, 70%
participants expressed too many procedures causing lots of complain from their customers. In comparison,
minority of interviewees (30%) said poor business ability is the issue which their clients frequently to
complain. In addition, 35% participants expressed poor service attitude is the problem which affect their
customers’ satisfaction of their services. In general, the main issues which is frequently complained by
clients are waiting time of the whole process is too long, poor business ability, too many procedures and

poor service attitude. These problems cause the loss of Changzhi rural commercial bank.
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Table 5. The problem which customers frequently complain

Question Answers Choices
Waiting time of the whole
_ 17 (85%)
process is too long
Whatis the problem which Poor business ability 6 (30%)
customers frequently
complain to you about? Too many procedures 14 (70%)
Poor service attitude 7(35%)

Ninth, the question is to investigate according to employees’ experience, which aspects of the credit business
process do they believe needing to improve? And what are their recommendations? The findings of this
question were divided into four parts, firstly, based on the results shown in Table 6. below, 80%
interviewees expressed the bank should take customer-oriented as primary goal and consider the customer's
needs and satisfaction. Moreover, they believed clients were crucial important for the benefit of any banks.
Moreover,there are same percentage (80%) of interviewees expressed establish a special credit approval
team is a better method to improve the efficiency of the credit process. However, 90% interviewees believed
simplify the process of credit business is crucial for Changzhi rural commercial bank. They said too many
procedures will cause they lose their customers. In addition, 60% interviewees said outsourcing audit
process will be a effective method for Changzhi rural commercial bank. To sum up, based on the findings,
there are four main recommendations, which are customer-oriented, and consider the customer's needs and
satisfaction, simplify the process of credit business, outsourcing audit and establish a special credit approval

team.

Table 6. What is your recommendation about re-designing credit process.
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Question

According to your
experience, which aspects
of the credit business
process do you believe
needing to improve? And
what is your

recommendation?

Answers Choices
Customer-oriented, and
consider the customer's 16 (80%)
needs and satisfaction
Simplify the process of
P fy p. 18 (90%)
credit business
Outsourcing audit 12(60%)
Establish a special credit
16(80%)

approval team

ul368418

The last question is to investigate the current situation of the credit business process of Changzhi Rural

Commercial Bank. (This question only for the manager and vice manager of credit department.) According

to findings shown in Figure 11. below, the bank design the basic process of enterprises credit business in

nine steps after the credit rating: application of a loan, receiving and investigating the loan, review and risk

assessment, review and approval, sign a contract, loan review, loan payments, loan management, loan

repayments and disposal.

Figure 11. The current situation of the credit business process.
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Chapter 5. Analysis of findings
5.1. Introduction
According to the research findings which were interpreted and summarized in the last chapter, this chapter is
structured to provide a critical analysis of the findings generated by the research. In this chapter, research
findings will be analyzed and discussed in terms of the key objectives involved in the research and the

discussion covers the literature review which is related with the literature review.

5.2. Discussion

The first objective was to investigate the current situation of credit business process in the China’s
commercial banks. It is found from the Table 3, Figure 7, Figure 8. And Figure 11.

Firstly, Table 3. illustrates that 2 of 20 investigated employees who are manager and vice manager of credit
department in Changzhi rural commercial bank.

However, the findings showed there is a same number of another post of Changzhi rural commercial bank
employees who is also 2 of 20 participants taking charge of system management. In comparison, according
to Table 3. there are 11 of 20 interviewees who come from Changzhi rural commercial bank are responsible
for credit approval, it shows there are a large amount of staff working for this post.

While, based on Table 3, there is only 1 of 20 interviewees is in charge of system establishment, and there is
the same situation of integrated management which is also one participate to charge. In addition, according
to Table 3, there have 3 of 20 interviewees in the post of independent approval.

So it can be concluded after the critical analysis of the findings that there are more than half interviewees
taking charge of credit approval, in comparison, only few staff are in other post.

Secondly, Figure 7. illustrates that overwhelming majority (80%) of interviewees expressed they need the
help or cooperation, even teamwork with other department or staff, they also expressed, usually, they could
not finish one business or task only by themselves. Regarding to the literature review, Zairi (2007) claimed
teamwork is one of the crucial success factors of business process re-engineering. Nevertheless, only (20%)
participants said they do not need the help form other department or staff.

In general, base on the results, majority of staffs in .Changzhi rural commercial bank need the help and
cooperation from other staff or departments. Thirdly, according to Figure 8, majority of (70%) interviewees
said they need to contact with credit approval in their daily work nearly. However, 30% participants
expressed usually need to work with independent approval. According to the literature review, in another
investigation it was supported with proof that developing cross-sectional teams and encouraging teamwork
is a source for successful implementation of BPR (Habib, 2011). Moreover, Al-Mashari & Zairi (1999)

believed BPR requires the coordination of people.

In general, according to the findings, most staffs required to work with credit approval.
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Finally, based on Figure 11, the bank design the basic process of enterprises credit business in nine steps

after the credit rating: application of a loan, receiving and investigating the loan, review and risk assessment,
review and approval, sign a contract, loan review, loan payments, loan management, loan repayments and
disposal. In the literature review, Liu (2013) pointed out in the actual operation of the business process, such
a set of programs will cut a complete business into several parts, and its management process is also broken.
Consequences of formation is causing a large amount of collaboration links between departments and
internal.

In summary, the findings above illustrate that the current situation of business process in the Changzhi rural
commercial bank is: firstly, more than half interviewees taking charge of credit approval. Secondly, majority
of staffs in Changzhi rural commercial bank need the help and cooperation from other staff or departments.
Thirdly, most staffs required to work with credit approval.Finally, the bank originally design the basic
process of enterprises credit business in nine steps after the credit rating: application of a loan, receiving and
investigating the loan, review and risk assessment, review and approval, sign a contract, loan review, loan
payments, loan management, loan repayments and disposal.

The second objective of the research was to investigate the existing key problems of credit business process
in the China’s commercial banks. It is found from the Figure 6, Figure 9, Figure 10, Table 4 and Table 5.
Firstly, from the Figure 6 show that the most of the investigated staffs of Changzhi rural commercial bank
(50%) expressed that they are not clear about the responsibilities of their specific job. In the literature review,
Zhu & Huang (2014) pointed out if the overlap between the responsibilities of the Department, the process
will be repeated, in particular, when the responsibility is unclear, the process will be stopped because of the
dispute of the various sectors. In comparison, from the Figure 6 analysis, the findings were only 25% of the
investigated staffs expressed that they are clear about their job responsibilities. In addition, findings of the
last part illustrate another 25% of the investigated employees expressed they just generally clear about their
job responsibilities, in other word, they meat they just understand some kind of their job responsibilities.
Therefor, it can be said that, half of interviewees considered they were not clear about their job
responsibilities, that is to say, this situation should be a problem which affect the efficiency of credit process
in Changzhi rural commercial bank.

Secondly, according to Figure 9, most interviewees (75%) expressed coordination degree between
employees are not that good. They believed, usually, majority of staffs only take responsibilities for their
own department, they rarely care about issues from other departments. In the literature review, Zairi (2007)
claimed teamwork is one of the crucial success factors of business process re-engineering. Moreover,Zhu &
Huang (2014) pointed out Construction Bank has high cost of multi-sectoral coordination and low efficiency.
In comparison, only 5% of interviewees believed they often have good cooperation with other staffs or
departments. However, most of these interviewees are managers or department managers. In addition, 25%
interviewees said they felt general good about the coordination degree, that is to say, some times they feel it
is easy to cooperate with other staffs or departments,while, same times they do not feel it is easy enough to

work with others, however, generally, they feel it is almost good. In literature review, Fahimi te.al. (2014)
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found teamwork is the crucial success factor of business process re-engineering. Moreover, in another

investigation it was supported with proof that developing cross-sectional teams and encouraging teamwork
is a source for successful implementation of BPR (Habib, 2011).

To sum up, based on the results of investigation, majority of staffs believed they do not have a good

coordination degree when they are required to work with other departments or other employees.

Thirdly, based on Figure 10, the finding shows that 60% interviewees expressed the communication between
departments is not smooth. They expressed usually the communication with other departments is difficult,
moreover, it takes lots of time. In the literature review, Liu (2013) pointed out in the actual operation of the
business process, such a set of programs will cut a complete business into several parts and this situation
could cause deficient communication between departments. In comparison, 10% participants expressed they
felt they frequently have smooth communicate with other staffs or departments. However, 20% interviewees
believed they usually have a general smooth communication with other departments or employees, that
means, some times maybe smooth, and maybe some times not that smooth. According to literature review,
Fahimi te.al. (2014) believed teamwork is the crucial success factor of business process re-engineering.

In general, according to the findings, majority interviewees expressed they felt the communication between
departments is not smooth. Moreover, Ahmad te.al. (2007) conducted a investigation on definition of critical
success factors of BPR. It was found that one of the common critical success factors was teamwork and
communication with employees.

Fourthly, from Table 4, the finding illustrate that 80% interviewees expressed waiting time of the whole
process is too long, in other word, they believed the period of the credit process is really too long. For this
reason, their working efficiency are also affected. In the literature review, Hu & Carley (2013) pointed out
the business process is influenced by the traditional culture of the state-owned enterprise, and the
management links are too much in the actual operation, as a result, the decision is delayed. Moreover, 75%
interviewees believed waiting time for the approval is too long. They said they usual need to take several
months to wait for the approval, moreover, this situation cause the dissatisfaction of their clients, finally, it is
really not well for customers’ business requirements. There were the same proportion of interviewees (75%)
expressed materials of loan need to be approved for many times, which is a big problem for the whole credit
process. They believed this problem should because of the design of loan procedures. However, 60%
interviewees thought there are too many procedures in the credit process, they also said this problem causes
the increase of the cost of this commercial bank.

To sum up, the main issues of employees’ work are waiting time of the whole process is too long, waiting
time for the approval is too long, too many procedures and materials need to be approved for many times.
Fifthly, the finding from Table 5 indicate that 85% interviewees believed waiting time of the whole process
is too long, this situation cause their clients’ dissatisfaction, moreover, because of this issue, a number of
their customers give up to loan from Changzhi rural commercial bank. However, 70% participants expressed
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too many procedures causing lots of complain from their customers. In comparison, minority of interviewees

(30%) said poor business ability is the issue which their clients frequently to complain. In addition, 35%
participants expressed poor service attitude is the problem which affect their customers’ satisfaction of their
Services.

In general, the main issues which is frequently complained by clients are waiting time of the whole process
is too long, poor business ability, too many procedures and poor service attitude. These problems cause the
loss of Changzhi rural commercial bank.

In summary, the findings above show that the main problems of credit process are: firstly, half of
interviewees considered they were not clear about their job responsibilities. Secondly, majority of staffs
believed they do not have a good coordination degree when they are required to work with other
departments or other employees. Thirdly, majority interviewees expressed they felt the communication
between departments is not smooth. Fourthly, the main issues of employees’ work are waiting time of the
whole process is too long, waiting time for the approval is too long, too many procedures and materials need
to be approved for many times. Fifthly, the main issues which is frequently complained by clients are
waiting time of the whole process is too long, poor business ability, too many procedures and poor service
attitude. These problems cause the loss of Changzhi rural commercial bank.

The third objective of the research was to through the analysis put forward a number of appropriate
suggestions and recommendation in order to design a reasonable optimization program of the credit business
process of Changzhi rural commercial bank. In terms of the suggestion and recommendation which are
found from Table 6, it illustrates that 80% interviewees expressed the bank should take customer-oriented as
primary goal and consider the customer's needs and satisfaction. Moreover, they believed clients were
crucial important for the benefit of any banks. In the literature review, Bhatnagar, N. (2012) claimed in the
process of drawing, it is necessary to integrate the concept of the customer as the center, consider the
customer's opinion on the products and services. Then,in accordance with the priorities of all aspects of the
work and in accordance with the actual operation efficiency of the highest step of process node to arrange
and determine the starting point of field process optimization.

Moreover, Brue (2015) pointed out through to collect the voice of customers to understand customers need
what kind of products and services, as well as know the existence of customer dissatisfied aspects.
Furthermore, there are same percentage (80%) of interviewees expressed establish a special credit approval
team is a better method to improve the efficiency of the credit process. In the literature review, He (2012)
pointed out in the process of credit business process optimization, the Construction Bank through to employ
the multinational consulting company to conduct industry analysis, so as to improve the grasp of the
situation of the industry. Moreover, Al-Mashari & Zairi (1999) believed enterprises fail to build proper

teams and because of the need for cross functional teams, it produces a problem for management.

However, 90% interviewees believed simplify the process of credit business is crucial for Changzhi rural
commercial bank. They said too many procedures will cause they lose their customers. In the literature
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review, .Song te.al. (2015) pointed out for complex and repetitive links, banks could be simplified, and

through the deletion and consolidation to reduce the excess of the approval process. In comparison, 60%
interviewees said outsourcing audit process will be a effective method for Changzhi rural commercial bank.
Therefore, based on the findings, there are four main recommendations, which are customer-oriented, and
consider the customer's needs and satisfaction, simplify the process of credit business, outsourcing audit and
establish a special credit approval team.

Finally, regarding to the third objective, the final purpose is to design a reasonable optimization of the credit
business process of Changzhi rural commercial bank, which will be specifically discussed in the next
chapter.

5.3. Conclusion

From analysis and discussion of the findings, it has found that, main problems of credit process of Changzhi
rural commercial bank are: Firstly, majority of employees are not clear about their job responsibilities.
Secondly, majority of staffs believed they do not have a good coordination degree when they are required to
work with other departments or other employees. Thirdly, majority interviewees expressed they felt the
communication between departments is not smooth. Fourthly, the main issues of at employees’ work are
waiting time of the whole process is too long, waiting time for the approval is too long, too many procedures
and materials need to be approved for many times. Fifthly, the main issues which is frequently complained
by clients are waiting time of the whole process is too long, poor business ability, too many procedures and
poor service attitude. These problems cause the loss of Changzhi rural commercial bank.

Regarding the recommendation, based on the findings, there are four main recommendations, which are
customer-oriented, and consider the customer's needs and satisfaction, simplify the process of credit

business, outsourcing audit and establish a special credit approval team.

In addition, the findings and results of this research are only applied in Changzhi rural commercial bank,
especially, for the credit process. The findings perhaps could be applied in other Chinese commercial bank
which has the similar situation with Changzhi rural commercial bank, however, it is not to say these findings
could be applied to any Chinese commercial bank.

Finally, optimization of the credit business process of Changzhi rural commercial bank will be specifically

discussed in the next chapter.
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Chapter 6. Optimization Program of credit business process

Through the second chapter review the process optimization theory and to analyze the Citibank and China
Construction Bank in the experience and lessons in practice on credit business process optimization. In
literature review, Zhu (2014) pointed out bench marking method is to use the best products and services of
the enterprise in the industry as a standard, compare with their products and services, find out shortcomings
of their own company, then determine their own improvement plan, in order to improve the efficiency and
the performance of the enterprise. Rolstadas (2013) believed by using this method, the company is needed to
compare with the excellent competitors regularly and find out the company's disadvantages and advantages,
furthermore, Gaieski te. al. (2013) believed to improve the deficiencies and to continue to play the

advantage.

Moreover, through using process optimization methods. In addition, through the chapter five analyzes the
existing problems of the Changzhi rural commercial bank business process and suggestions this chapter re-

design the optimization scheme of Changzhi Rural Commercial Bank credit business process.
6.1 Integral optimization of credit business process.

According to the recommendation of majority interviewees, redesign the optimization should focus on the
satisfaction of the customer, which is customer-oriented. Therefore, customer-oriented should run through
the whole process of optimization in Changzhi rural commercial bank. In the integral credit business process
optimization design of Changzhi rural commercial banks, it also adopt the principle of first rating, , and then
loan. Moreover, it needs to change the previous concept which is making business as the center to customer
oriented in the credit business process optimization design based on fully exploiting the market. In the
specific design of Changzhi rural commercial bank credit business process, in order to fully understand the
situation of the market and customer's demands, this thesis uses the the successful experience of the credit
business process optimization in practice of China Construction Bank for reference, moreover, it uses the
Six Sigma management method for reference. The overall flow chart of Changzhi rural commercial bank

credit business process optimization is as follows:

Figure 12. The integral flow chart of Changzhi rural commercial bank credit business process optimization
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In the fourth chapter, the current credit business process of Changzhi rural commercial bank is prolix long,
and it is mainly reflected in the approval process of credit business. Therefore, in order to effectively solve
this problem, this chapter combines the context, using the business process optimization method which is
mentioned in the literature review to sort out the overall credit business process of Changzhi rural
commercial bank. In literature review, Conger (2015) pointed out to simplify is through using advanced
information technology to realize the automation of the work flow, reduce unnecessary links, improve the
efficiency of each process, reduce the number of labor. By simplifying the process, reducing the current
process in the enterprise which does not increase the value of the link or activities, and increase attention for
the company's current core value-added activities in the process,as to improve their competitiveness. The
specific method is ECRS analysis method which is by eliminating non value added process steps, merging
prolix process, rearranging disordered process and simplifying the complexity process steps to optimize and
adjust the whole credit business process.Song te.al. (2015) After the optimization of the credit business
process, it is significantly more streamlined and smooth than in the past. The specific process is shown

below:

Figure 13. After optimization, the basic steps of credit business of Changzhi Rural Commercial Bank.
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6.2 Establish credit approval team

According to the Chapter 4, Changzhi rural commercial bank credit business process has the problem of too
long process and low efficiency, the best way to solve this issue is to integrate the business process.
According to the fourth chapter, what the majority of the interviewees recommended and suggested to
integrate a credit approval team. In literature review, Al-Mashari & Zairi (1999) believed enterprises fail to
build proper teams and because of the need for cross functional teams, it produces a problem for
management. Establish the credit approval team before the customer completes the loan application and
begins to enter the credit appraisal process. Its members is comprised of Changzhi rural commercial bank
related departments and the review group consists of one or more staffs who are from related departments.
Moreover, the leader of the group selected by the team who is responsible for lead the whole team and make
the final decision. The formation of a review team to shorten the approval process has two advantages:
firstly, shorten the approval cycle, saving time. Secondly, reduce financial costs and process costs. Moreover,
these two points will bring Changzhi rural commercial bank competitive advantage. The composition of the

credit approval team is shown below:

Figure 14. The credit approval team.
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6.3 Outsourcing audit service

According to the fourth chapter, what the majority of the interviewees recommended and suggested to
outsourcing audit service. In literature review, Bhat te.al. (2015) pointed out in recent years, the concept of
outsourcing has been well known.The enterprise take outsourcing, on the one hand, the firm could through
to use outsourcing enterprises to avoid their own professional defects. On the other hand, using outsourcing
could improve production efficiency and increase output. Therefore, He (2012) believed banks could be
outsourced to those links which are the bank itself needs to spend a lot of effort to do. The bank is entrusted
the part or the whole program to the Professional Company to charge, in this way, they could use their

expertise to create value for the bank.
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Only the creation of value activities is the key activities of the enterprises, commercial banks is similar to
other enterprises. Therefore, Changzhi rural commercial banks in the credit business process optimization to
of optimization should using central resources and energy to focus on the core business processes to
improve the core competitiveness. However, for those business which is the bank not good at business or not
its leading advantage, bank could use outsourcing method, that is to say, outsourcing those business to
related professional company. This thesis analyzes the Citibank credit business optimization in practice
process, and combines with the actual situation of the rural commercial bank in Changzhi, and learns the
Citibank's successful experience, then Changzhi rural commercial bank is decided to outsource audit which
the bank are relatively not good at to external accounting firm. This method will not only give full play to
the advantages of accounting firms to audit the authenticity of customer financial statements, but also makes
the rural commercial banks in Changzhi could focus on the development of core competitiveness of business
processes. Audit outsourcing process is as follows:

Figure 15. Audit outsourcing process.
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In general, according to the majority interviewees’ recommendations and suggestions, and relevant literature
review, this chapter is redesigned in the credit process of Changzhi rural commercial bank in customer-
oriented aspect, simplifying the complexity process aspect, establish credit approval team aspect and

outsourcing audit service aspect.
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Chapter 7. Conclusion and Recommendation

7.1 Conclusion

The aim of this research is to investigate the main problems existing in credit process of China medium and
small-sized commercial bank and further redesign a optimization program in credit process of the
commercial bank .

The research was inducted based on in-depth interviews with 20 chosen for Changzhi rural commercial
bank staffs. Depending on this, three objectives have been set. Moreover, the study has attempted to fulfill
these objectives through the review of literature and the findings from interviews.

The first objective is to find out the current situation of credit business process in the China’s commercial
banks. The findings of research illustrate that the current situation of business process in the Changzhi rural
commercial bank is: firstly, more than half interviewees taking charge of credit approval. Secondly, majority
of staffs in Changzhi rural commercial bank need assistance and cooperation from other staff or departments.
Thirdly, most staffs required to work with credit approval.Finally, the bank originally design the basic
process of enterprises credit business in nine steps after the credit rating: application of a loan, receiving and
investigating the loan, review and risk assessment, review and approval, sign a contract, loan review, loan
payments, loan management, loan repayments and disposal.

This finding is supported by Zairi (2007), who claimed teamwork is one of the crucial success factors of
business process re-engineering. Moreover, Ahmad te.al. (2007) conducted a investigation on definition of
critical success factors of BPR. It was found that one of the common critical success factors was teamwork.
[

The second objective of the research was to investigate the existing key problems of credit business process
in the China’s commercial banks. The findings show that the main problems of credit process are: firstly,
half of interviewees considered they were not clear about their job responsibilities. Secondly, majority of
staffs believed they do not have a good coordination degree when they are required to work with other
departments or other employees. Thirdly, majority interviewees expressed they felt the communication
between departments is not smooth. Fourthly, the main issues of employees’ work are waiting time of the
whole process is too long, waiting time for the approval is too long, too many procedures and materials need
to be approved for many times. Fifthly, the main issues which is frequently complained by clients are
waiting time of the whole process is too long, poor business ability, too many procedures and poor service
attitude. These problems cause the loss of Changzhi rural commercial bank.

The third objective of the research was to through the analysis put forward a number of appropriate
suggestions and recommendation in order to design a reasonable optimization program of the credit business
process of Changzhi rural commercial bank. Based on the findings, there are four main recommendations,
which are customer-oriented, and consider the customer's needs and satisfaction, simplify the process of

credit business, outsourcing audit and establish a special credit approval team.

1



THE BUSINESS SCHOOL ul368418
Finally, regarding to the third objective, the final purpose is to design a reasonable optimization of the credit

business process of Changzhi rural commercial bank, which is specifically redesigned in customer-oriented
aspect, simplifying the complexity process aspect, establish credit approval team aspect and outsourcing
audit service aspect in the sixth chapter.

This finding was supported by Song te. al. (2015), who pointed out for complex and repetitive links, banks
could be simplified, and through the deletion and consolidation to reduce the excess of the approval process.

In addition, the optimization program and findings of this research are only applied in Changzhi rural
commercial bank, especially, for the credit process. The optimization perhaps could be applied in other
Chinese commercial bank which has the similar situation with Changzhi rural commercial bank, however, it

is not to say these optimization program could be applied to any Chinese commercial bank.

7.2 Recommendation

The research pays attention to investigate the main problems existing in credit process of China medium and
small-sized commercial bank and further redesign a optimization program in credit process of the
commercial bank. According to the research findings, future research could pay attention to some main
aspects, firstly, the future could be undertaken to involve more Changzhi rural commercial bank staffs to
engage the interviews. Secondly, future research could adopt the mixed research qualitative and quantitative
approach to future investigate the credit process problems existing in Changzhi rural commercial bank.
According to the limitation of both qualitative and quantitative methods, the combined use of them has

become a tendency in diversity form. Haegeman et. al. (2013)
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Appendix A: Interview Questions

(1). What is your post of your department?

(2). Are you clear about your specific job responsibilities?

(3). Do you need any help with your work?

(4). In the credit business process, you usually need to directly contact which departments or personnel?

(5). What do you think of the coordination degree between employees?

(6). Do you think whether the communication between departments is smooth?

(7). What are your problems at work? Or do you think the problems that need to be improved in your work?

(Please briefly describe)

(8). What is the problem which customers frequently complain to you about? (Please briefly describe)

(9). According to your experience, which aspects of the credit business process do you believe needing to

improve? And what is your recommendation? (Please briefly describe)

(10). What is the current situation of the credit business process of Changzhi Rural Commercial Bank? (only

for the manager and vice manager of credit department)
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Appendix B: Interview Transcript

(1). What is your post of your department?

Interviewee 1: Manager

Interviewee 2: Vice Manager
Interviewee 3: Credit Approval
Interviewee 4: Credit Approval
Interviewee 5: Credit Approval
Interviewee 6: Credit Approval
Interviewee 7: Credit Approval
Interviewee 8: Independent Approval
Interviewee 9: Independent Approval
Intervieweel0: Independent Approval
Interviewee 11: Credit Approval
Interviewee 12: Credit Approval
Interviewee 13: Credit Approval
Interviewee 14: Credit Approval
Interviewee 15: Credit Approval
Interviewee 16: Credit Approval
Interviewee 17: System Establishment
Interviewee 18: System management
Interviewee 19: System management

Interviewee 20: Integrated Management

(2). Are you clear about your specific job responsibilities?

Interviewee 1: Yes, | am clear.

Interviewee 2: Definitely, I am clear about my job.

Interviewee 3: To be honest, not very clear.

Interviewee 4: Not clear.

Interviewee 5: Just understand some kind of my job responsibilities

Interviewee 6: Generally know..
11
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Interviewee 7: | still confuse about my job.

Interviewee 8: Of course, | am Clear.

Interviewee 9: | know some parts of my job, but not all of them.

IntervieweelO: Not that clear.

Interviewee 11:

Interviewee 12:

Interviewee 13:

Interviewee 14:

Interviewee 15:

Interviewee 16:

Interviewee 17:

Interviewee 18:

Interviewee 19:

Interviewee 20:

Generally understand.

| feel I still not very clear.

Not enough, I think.

No.

Not clear, because | really feel confused sometime.

To be honest, not very clear.

Yes, | understand.

| just know some of my job responsibilities.

Not understand too much.

Of course, | am clear.

(3). Do you need any help with your work?

Interviewee 1: Yes, | usually need some help from credit approval.

Interviewee 2: Of course.

Interviewee 3: Really need.

12
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Interviewee 4: | need the help with other departments.

Interviewee 5: | need cooperation with other staffs.

Interviewee 6: Yes, need.

Interviewee 7: Need some teamwork with other staffs.

Interviewee 8: | do not think so.

Interviewee 9: | usually do not need.

IntervieweelO: No need.

Interviewee 11:

Interviewee 12:

Interviewee 13:

Interviewee 14:

Interviewee 15:

Interviewee 16:

Interviewee 17:

Interviewee 18:

Interviewee 19:

Interviewee 20:

Yes.

Need, because | could not finish one business or task only by myself.

Often need.

Need the help.

Yes, of course.

Need, especially, with credit approval.

| do not think so.

Really need.

Need the help from other departments.

Yes, of course.

13
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(4). In the credit business process, you usually need to directly contact which departments or personnel?

Interviewee 1: | need to work with independent approval.

Interviewee 2: Independent approval.

Interviewee 3: | need to contact with credit approval in my daily work.

Interviewee 4: Work with independent approval.

Interviewee 5: | think it will be credit approval.

Interviewee 6: Independent approval.

Interviewee 7: Staff of credit approval.

Interviewee 8: | think I usually need to contact the independent approval.

Interviewee 9: Staffs of credit approval.

Intervieweel0: Credit approval.

Interviewee 11: Of course, credit approval.

Interviewee 12: | think it should be credit approval.

Interviewee 13: The manager of credit approval.

Interviewee 14: Staffs in credit approval.

Interviewee 15: Staffs of approval.

Interviewee 16: Credit approval.
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Interviewee 17: | think | often need to contact the independent approval.

Interviewee 18: Credit approval.

Interviewee 19: Of course, credit approval.

Interviewee 20: Approval department.

(5). What do you think of the coordination degree between employees?

Interviewee 1: Just so so.

Interviewee 2: | think it is not that good.

Interviewee 3: Not good enough.

Interviewee 4: | do not think so. Because sometimes, other staffs only care about their own business.

Interviewee 5: Sometimes, really bad.

Interviewee 6: Not that good.

Interviewee 7: Really trouble me.

Interviewee 8: | feel general good about the coordination degree.

Interviewee 9: | do think no good.

Intervieweel0: Sometimes, not that good.

Interviewee 11: Always bad.

Interviewee 12: To be honest, just so so.

Interviewee 13: Sometimes not good enough.

Interviewee 14: | do not feel good about the coordination degree.
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Interviewee 15: | do not think so.

Interviewee 16: Not good.

Interviewee 17: The coordination degree, general good.

Interviewee 18: | often have good cooperation with other staffs or departments.

Interviewee 19: Sometimes good.

Interviewee 20: | do not often have good cooperation with other staffs.

(6). Do you think whether the communication between departments is smooth?

Interviewee 1: General smooth.

Interviewee 2: It is generally easy to communicate with others.

Interviewee 3: No smooth.

Interviewee 4: To be honest, really not good.

Interviewee 5: Not smooth enough.

Interviewee 6: Not good.

Interviewee 7: It is difficult to communicate with other departments.

Interviewee 8: Sometimes, it is really smooth.

Interviewee 9: Sometimes, difficult.

Intervieweel0Q: | do not think so.

Interviewee 11: No smooth. Especially, when | need to work with other departments.

Interviewee 12: General good.
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Interviewee 13: Most of the time is smooth.

Interviewee 14: Difficult.

Interviewee 15: | think | do not often feel it is good or smooth.
Interviewee 16: Not that smooth enough.

Interviewee 17: Often very well.

Interviewee 18: Most of the time is difficult.
Interviewee 19: | do not believe it is smooth.
Interviewee 20: Often not smooth enough.

(7). What are your problems at work? Or do you think the problems that need to be improved in your work?

(Please briefly describe)

Interviewee 1: | often feel the waiting time is too long, and the period of approval is also too long. Materials

of loan need to be approved for many times.

Interviewee 2: It is really a long time for approval, and too many process, to finish full process sometimes
need to wait several months, and the materials are needed to review many times.

Interviewee 3: Long period, and too many procedures.

Interviewee 4: | think it is too many process, and it needs long time to wait, long period, and materials

usually are needed to audit many times.

Interviewee 5: Lots of procedures, materials often is required to review many times. And long waiting

period, long approval period.

Interviewee 6: Long time to wait for review, long period for full process, and materials are needed to review

many many times.

Interviewee 7: Long approval period, long time for whole procedures, and materials of loan are required to
audit lots of times.

Interviewee 8: Lots of repeat process, like materials, and it needs long time to wait.

Interviewee 9: Both the approval and full process are too long, and there are many repeat work, like review
materials.

Intervieweel0: Long waiting period.
17
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: Long waiting time and approval time. And loan documents are required to review too many

: Lots of procedures, and long time for approval and waiting. Loan documents are needed to

audit many times.

Interviewee 13:
Interviewee 14:
Interviewee 15:
Interviewee 16:

Interviewee 17:

Interviewee 18:

Interviewee 19:

Interviewee 20

Materials are required to review lots of times, long time for approval and lots of procedures.
Long time for approval, especially, for materials, and lots of process.

It takes long time for audit and for materials review. Too many procedures.

Long time for approval and for materials audit, long period, and too many process.

Lots of process, and long period for waiting and approval.

It really cost long time for waiting and too many procedures.

Long waiting period.

: Too many process and long waiting time.

(8). What is the problem which customers frequently complain to you about? (Please briefly describe)

Interviewee 1:

Interviewee 2:

Interviewee 3:

Interviewee 4:

were affected.

Interviewee 5:

Interviewee 6:

Interviewee 7:

Interviewee 8:

Interviewee 9:

IntervieweelO:

Such as too many process, and the whole process is too long.

Usually, clients often complain waiting time is too long and too many procedures.

Poor business ability and long waiting time.

Some customers complained we have poor business ability, because of these, their business

Business ability is not good enough.

Poor service attitude and too many procedures.

Poor business abilities and long waiting time.

Some clients feel we fave poor business abilities, and waiting time is really too long.

Lots of procedures and long period for waiting.

Poor service attitude and too many procedures, and waiting time is too long.
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Interviewee 11: Lots of procedures and long period for waiting.

Interviewee 12: Poor service attitude and long waiting period.

Interviewee 13: Too many procedures and long period for waiting.

Interviewee 14: Customers often feel there are lots of procedures and long period for waiting.

Interviewee 15: Clients usually complain too many procedures and long period for waiting.

Interviewee 16: Poor service attitude and too many procedures, and waiting time is too long.

Interviewee 17: My customers usually complain too many procedures and long period for waiting.
Interviewee 18: Poor service attitude and too many procedures, and waiting time is too long.

Interviewee 19: Clients usually complain our poor service attitude and too many procedures, and waiting

time is too long.

Interviewee 20: Poor business abilities and poor service attitude and too many procedures, and waiting time

is too long.

(9). According to your experience, which aspects of the credit business process do you believe needing to

improve? And what is your recommendation? (Please briefly describe)

Interviewee 1: | believe the credit process should take customer-oriented, and consider the customer's needs

and satisfaction, and delete those useless process of credit business, and outsourcing audit.

Interviewee 2: Delete the useless procedures, consider about the really needs of clients and outsource the

audit.

Interviewee 3: | think the bank really need to think about the requirements of our customers, and give up
those repeat process, and make a special team only charge for audit process.

Interviewee 4: | believe shorten the credit process is very important, then make a audit group, of course, first,
the bank needs to think about how to meet the needs of their clients.

Interviewee 5: Consider about the satisfaction of our customers, and build a approval team.

Interviewee 6: | always believe we should first consider about the needs of our customers, then establish a

approval team.
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Interviewee 7: | think it is very important to think about the needs of customers, and shorten the credit

process.
Interviewee 8: Build a approval team, delete those useless procedures.

Interviewee 9: Making a group for credit, and meet the needs of clients.
Intervieweel0: Outsourcing audit, simplify the process of credit business, establish a special credit approval
team.

Interviewee 11: Simplify the process of credit business, establish a special credit approval team.

Interviewee 12: | always believe we should first consider about the needs of our customers, then outsourcing

audit and shorten the process.

Interviewee 13: Outsourcing audit and shorten the process.
Interviewee 14: Making a audit group, and shorten the process, and consider about the real needs of

customers.

Interviewee 15: Consider to outsource audit process and consider about the real needs of customers, delete

the useless process.

Interviewee 16: Think about the needs of clients, and shorten the process.

Interviewee 17: Pay more attention on the needs of clients, and shorten the process.

Interviewee 18: | always believe we should first consider about the needs of our customers, then delete the

useless process.

Interviewee 19: Shorten the credit process, and pay more attention on the needs of clients, outsourcing audit.
Interviewee 20: | think the bank really need to think about the requirements of our customers, and give up

those repeat process, and outsourcing audit.

(10). What is the current situation of the credit business process of Changzhi Rural Commercial Bank? (only

for the manager and vice manager of credit department)

Interviewee 1:
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Appendix C; Chinese Interview Transcript

Explanation:

For the reasons of the interviewees do not want to be recorded the interview process and researcher does not
have an interview record. The researcher can not hand in the hard copy in a form of DVD or CD. Moreover,
during the process of interview, the researcher writes a large number of Chinese notes and useful

information in the paper. So researcher just can provide my Chinese notes to readers.
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