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Study on the realities and the improvement measures

of the customer loyalty programs in Korean major retail banks
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Abstract

SRS

With a severe restructuring and a high competition in the bank industry, the emphasis of
business is increasingly put on profitability. Especially for retail banks, the classification and
management of customers based on profitability becomes important issues.

However, the cost required in maintaining relevant systems is so high also with one spent

in acquiring data for customers as a whole. In fact, most benefit of a certain bank is

gathered from a few loyal customers. Accordingly, most of banks are vigorously trying to
measure ROI of the few royal customers and striving to raise earnings from them. This is
also true to domestic retail banks which are recognizing the need of loyalty program and

operating diverse programs.

This report is executed to help design and manage effective loyalty programs. We conducted
interviews on the persons in charge of royalty programs of 9 major domestic retail banks and

made a survey on 5 banks among them. Based on data from these researches, we reviewed

on royalty programs of Korean domestic banks and propose improvement measures to

facilitate royalty program.
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