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The case of KB Kookmin Bank’s
customer-oriented service marketing strategy

Sang Hyun Lee - Changjo Yoo

ABSTRACT

Korean financial services market has been very competitive since 2009. Customer oriented
approach has been very crucial in the fierce competition. KB Kookmin bank has been doing
very good job in customer-oriented service marketing strategy. The finanical situation of KB
Kookmin bank has been very stable. KB Kookmin bank is one of the largest bank and the most
competitive bank in Korea. It has over 1026 retail stores along with 41 campus plaza stores,
24 private banking centers, and 52 local branch in Korea. KB Kookmin is entitled the winner
bank of NCSI (National Customer Satisfaction Index) for 6 consecutive years.

The vision of KB Kookmin bank is a global bank leading the Asian financial industry. To
achieve this vision, KB Kookmin bank has the five core values: Customer-oriented, professionalism,
embracing challenge, respect for diversity, and social responsibility.

This case study is to investigate the KB Kookmin bank's customer-oriented service marketing
activities by using the gap model. The gap model of service quality is the key concepts,
strategies, and decisions in services marketing. The gap model suggests a customer gap and
four provider gaps.

Provider gap 1 (listening gap) points out the discrepancy between customer expectations and
service provider understanding of the customer expectation. The primary causes of this gap
are an inadequate marketing research orientation, lack of upward communication, insufficient
relationship focus, and inadequate service recovery.

To close this provider gap 1, KB Kookmin bank recognize the importance of customer relationship
and conduct various customer-oriented activities. KB Kookmin bank carefully listen and take

Sang Hyun Lee / Associate Professor, School of Business, Dongguk University-Seoul
Changjo Yoo / Professor, School of Business, Dongguk University-Seoul
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care of the internal and external customers opinion through the periodic marketing research.
They also provide various new service products to their customers based on their improved
CRM system. To quickly response customers complains and increase customer satisfaction, KB
has CS dynamic process system.

Provider gap 2 (service design and standards gap) elucidates the difference between company
understanding of customer expectations and development of customer-driven service designs
and standards. This gap exists in service for a variety of reasons such as poor service design,
absence of customer-driven standards, and inappropriate physical evidence and servicescape.
Customer-driven standards should be based on customer requirements.

To reduce the gap 2, KB Kookmin bank attempts to set the customer oriented service standard
and process. KB sets the customer standard based on the voice of customer system. To quickly
response customers complaints KB Kookmin bank set the hours to response within 24hours
after receiving any opinions from outside. It is called as ‘Speed 24hour program.” KB Kookmin
bank also open a new retail shop in college campus to focus more on the potential youth
customers in the future. The new retail shop is called Rockstar Zone. It is very unique and
differentiate some aspects of physical evidences. Rockstar zone has bank zone as well as fun
and community zone. Bank zone is the space for general banking task. Fun and community zone
is the space for college students life environment. College students can do various activities
like using the internet, studying with other students in a semina room, taking a rest in the
lounge, having a coffee in the mini-cafe, and so on. To have a good communication with young
college people in the zone, in addition, relatively young providers (mid-20s and early 30s) are
hired and are working at the zone.

Provider gap 3 (service performance gap) illustrates the discrepancy between development of
customer—driven service standards and actual service performance by the provider. The important
factor in causing the gap 3 is service providers who do not clearly understand the roles they
should do for the customer. So human resource management is very crucial in the gap 3.

To close the provider gap 3, KB Kookmin bank allocates CS experts to appropriate places
and create periodic training program for their internal customers. in addition, KB Kookmin
bank provides one to one customized consulting through out the various branch along with the
in—-depth interview with service providers.

Provider gap 4 (communication gap) demonstrates the difference between service delivery
and the service provider's external communications. A major cause of this gap 4 is lack of

integrated services marketing communications.
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To reduce the gap 4 and increase the image of customer-oriented bank, KB Kookmin bank
implements consistent marketing communication strategies. In addition, KB Kookmin bank
communicates with their customers through the various social service activities. KB Kookmin
bank is growing up to be a leading bank in Korea while conducting various customer-oriented

activities to reduce the gaps effectively.

Key words: KB Kookmin Bank, Service Marketing, Gap Model, Customer-oriented activity,

Customer relationship management
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