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1. Executive summary
The report aims to provide an overall analysis that consists of external and internal analyses, of the Industrial & Commercial Bank of China (ICBC), and makes a critical evaluation of ICBC’s current strategic framework to find the gaps between what it is doing and what it should do for the purpose of delivering personalized customer care. Based on those gaps, some strategic recommendations are crafted for ICBC to achieve the goal of providing better services and gaining competitive advantages. 
Methods used in this report include SWOT analysis and PESTLE framework. The results of analyses display the strengths and weaknesses of ICBC, the political, economic, social and technological environment outside of ICBC, and present the merits and demerits of ICBC’s current strategy which indicate the gaps between its current strategic framework and its future strategic management used to deliver personalized customer care, 
Based on all analyses, some strategic recommendations are crafted from five aspects, including leadership style, corporate culture, employee commitment, information system and modern industries, for ICBC to improve services for customers and gain competitive advantage.  
2. Introduction
According to McKinsey & Company (2020), even before the pandemic, personalization had become an integral part of exceptional customer experience not just in e-commerce channels but in all customer interactions, and the companies should make hyperpersonalization in customer care a top goal for 2025. But currently due to the unimaginable shock of COVID-19, the request of personalized customer care for organizations has become more urgent. 
With sustained efforts and steady development, Industrial & Commercial Bank of China (ICBC), regards service as the very foundation to seek further development and adheres to creating value through services while providing a comprehensive range of financial products and services to 8,098 thousand corporate customers and 650 million personal customers. Under a backdrop of the pandemic COVID-19, peoples are forced to adopt social distancing, while organizations have to deploy the model of work-from-home. Being restricted to do any activities outdoors, all customers rushed to digital channels. Therefore, as a commercial bank in service sector, it is very critical for ICBC to take feasible and effective strategic recommendations to deliver innovative customer care so as to ensure future resilience and sustain competitive advantage in the market. 
Therefore, this report firstly obtains a comprehensive understanding of ICBC based on its internal situation and external environment through SWOT analysis and PESTLE framework. After that, some strategic recommendations are offered to help ICBC deliver the requested personalized customer care, which are also critically evaluated. At the end, there is an overall conclusion of the whole report. 
3. Main findings of strategic analysis   
In this part, internal and external analyses of ICBC are conducted through SWOT analysis and PESTLE framework. PESTEL analysis is used for two purposes in studying multiple perspectives and categories: a) allowing identification of the environment within a business operates, and b) providing information to help predict situations and circumstances that can influence business operations. (Yunkel, 2012) According to Kurttila et al., (2000), the primary aim of SWOT analysis is to examine internal and external system characteristics simultaneously, with the aim of supporting operational decision. Conducting internal analysis enables a company to have a better understanding of how its business currently runs, while external analysis can be understood as a scanning of the environment or the industry. ICBC’s key internal strengths and weaknesses were examined in the context of industry. Those factors beyond the control of the company are discussed to understand the external environment. 
By realizing what a company can do (internal capabilities) and reconcile with what it might happen (external forces), the company can determine the best strategies for gaining competitive advantages. (Hitt MA, 2012) Thus, based on PESTLE framework, the external environment is discussed as follows:  
PESTLE-External Environment
Any business lives in a well-defined global environment and conducts its activities in accordance with national and international conditions. However, certain standards of a political, economic, socio-cultural, ecological, technological and legal influence, the behavior of the company. (T Janet, 2013) 
Political factors include the role of the state, government policies, taxation changes, foreign trade regulations, political risk in foreign market, changes in trade block etc. Economic factors mean the role of macro-economic factors, including business cycles, interest rates, inflation, personal disposable income, exchange rates, unemployment rates, differential growth rates round the world. Social factors contain changing cultures and demographics, such as the aging population, income distribution, lifestyle changes, consumerism and changes in culture and fashion and so on. Technological factors are those new discoveries and technology developments. Ecological factors refer to ‘green’ environmental issues, such as pollution waste and climate change. Legal factors are legislative and regulatory constraints or changes. In this report, ecological and legal factors are not very relevant and are not discussed further. 
Industrial and Commercial Bank of China (ICBC) was established on 1 January 1984. On October 28, 2005, ICBC was wholly restructured into a joint-stock limited company. On October 27, 2006, ICBC was successfully listed on both the Shanghai Stock Exchange and the Stock Exchange of Hong Kong Limited. Through its continuous endeavors and stable development, ICBC has developed into the leading bank in the world, possessing an excellent customer base, a diversified business structure, strong innovation capabilities and market competitiveness. By discussing possible factors from four aspects, external environment for ICBC’s development is outlined as follows. 
Political analysis 
On the positive side:
First of all, even though the whole world is undergoing momentous changes unseen in a century, the national environment in China is relatively stable and safe, which is beneficial to the development of ICBC. Secondly, since China’s accession to WTO, the financial industry has been largely stimulated. According to Justin (2001), prior to the economic reform, China had a planned economy. Regular financial activities were banned. The People’s Bank of China (PBOC) was the only financial institution, serving as the central bank and at the same time providing commercial banking services. After China’s accession to WTO and economic reform, those previously banned banks and nonbank financial institutions were gradually reopened. Thirdly, since China proposed the Belt and Road initiative, ICBC has played an important role in mortgage business for those key projects. Finally, during the attack of the pandemic COVID-19, Chinese government has provided so much support to Chinese enterprises, including the financial enterprises. 
On the negative side:
As China pursued a new round of high-level opening-up, more and more foreign-invested banks have entered into Chinese market. According to Mao (2000), there were three negative impact brought by the entry of foreign-invested banks. First, it increased the difficulty for our country to adjust and control the financial industry. Second, more preferential policies were provided to foreign-invested banks, while less duties were needed, which led to unfair competition for domestic banks. Third, foreign-invested banks had advantages in basic management system and conforming the international standards, which attracts customers both from China and other foreign countries. Therefore, the entry of foreign-invested banks that had larger-scale of capital, more advanced technology, effective management, well-rounded employees and better services brought tons of pressures on Chinese banks such as ICBC, and enforced them to participate in the competition of customers, talents and bank mechanism.
Economic analysis
On the positive side:
On one hand, since the reform and opening-up, China has witnessed dramatic economic growth and social development. The Chinese economy has experienced enormous changes in the last 40 years with spectacular GDP growth, which reached the level of upper middle country. According to Eddy Bekkers et al., (2020), three remarkable features characterized the Chinese economy. First, is has displayed a very high saving rate in comparison to other main countries. Second, the share of manufacturing in production of goods in exports is high. And third, China has displayed a considerable current account surplus. To conclude, all these three features are helpful to ICBC’s growth. On the other hand, Chinese government has adopted proactive fiscal policy and prudent monetary policy in the financial industry for years, which benefited not only the country itself, but also commercial banks such as ICBC. 
On the negative side:
One is that with investment channels getting diversified, more and more savings have been flowing into the capital market, which definitely decreased the total saving volumes in commercial banks including ICBC. Another is that even though the personalized business has made some progress in China, ICBC’s personalized services still lagged behind western countries’ banking industry, which should be improved further. 
Social analysis
On the positive side:
First of all, traditionally, banks are well accepted by Chinese people. Chinese people, particularly the older generations, hold good views towards banks. For them, saving is not only an action, but also a good habit which should be persisted on. Therefore, people’s embrace is of great significance for ICBC. Secondly, banks are still the mainstay in Chinese financial industry. Luo stated that (2003), at present, banks continued to dominate the financial landscape of China relative to capital market. Chinese industry is still reliant on borrowing from banks to finance business expansion and operations. And undoubtedly, the dominate position of banks continued its march now. Thirdly, due to China’s incomplete social security system, such as medical security, housing security and old-age pension etc., people’s wish to save money also get intensified resulting in that more people prefer to save to ensure their life in old age. 
On the negative side:
On one hand, there is a serious shortage of financial talents. Li argued that (2014), with the rapid development and transformation of the financial industry, the society has new requirements on the demand for financial talents. However, as the main channel of talent transmission, colleges and universities still maintain the traditional training mode, which leads to structural unemployment in the financial market and hinders the development of the financial industry. This clearly illustrates that current academic education and industrial training activities are not able to meet the needs of financial talent in financial industry. On the other hand, according to the Fifth Plenum of the 19th Central Committee of the Communist Party of China, (China News, 2020), China is still in an important period of strategic opportunity for development. Aa part of the development, the building of China’s social credit system has been on the process since October 2003, and there are still many credit problems in the whole society, affecting the development of financial industry, including the development of ICBC.
Technological analysis 
On the positive side:
Firstly, China has upheld the central role of innovation in its development, which also drives financial industry to implement the innovation-driven development industry. There is no question that China has the potential for developing modern science and technology. Simon and Goldman commented, “Even with the beginnings of structural reform in science and technology in the post-Mao era, the quality of its professional talent has improved quickly.” (2020) Secondly, the combination of modern management philosophy and advanced information technology application enables ICBC to serve clients from all over the world. 
On the negative side:
Currently, many areas, such as cloud computing, big data and mobile Internet, have experienced rapid development of financial technology (FinTech), which has remarkably changed the financial industry, forcing traditional banks to transform and upgrade. In China, more than 10,000 Internet-based financial enterprises have directly cut into the traditional finance industry, breaking the barriers of traditional financial ecology. (Chen, 2017) Those Internet company giants, such as Baidu, Tencent and Alibaba, are trying to establish an Internet-based empire through their technological advantages, so traditional banks such as ICBC are being terribly challenged. 
SWOT Analysis-Internal Analysis
Scholars in strategic management (Ansoff, 1965; Andrew, 1987; Porter, 1991; and Mintzberg et al, 1998) agree SWOT or Strengths, Weakness, Opportunities, and Threats, analysis provides the foundation for realization of the desired alignment of organizational variables or issues. Marilyn and Judy explained, (2010) by listing favorable and unfavorable internal and external factors in the four quadrants of a SWOT analysis grid, planners can better understand how strengths can be leveraged to realize new opportunities and understand how weaknesses can slow progress or magnify organization threats. In addition, it is possible to postulate ways to overcome threats and weaknesses (eg. Hofer and Schendel, 1978; Schnaars, 1998; McDonald, 1999; Kotler, 2000), or future strategies, form SWOT analysis.  
According to Allan Gray et al., (2004) the focus of an internal analysis of an organization is to identify resources, capabilities and core competencies. Resources are inputs into a production process, such as capital equipment, cash, skills of individual employees, and talents of management. Resources can be divided into two types: tangible and intangible. A SWOT analysis summarizes the key issues from the business environment and the strategic capability of an organization that are most likely to impact on strategy development. (Johnson, Scholes, and Whittington 2008) Therefore, strengths and weaknesses can be seen as part of organization’s internal environment while opportunities and threats are from external environment, such as the industry an organization lies in. (Fred R. David) Through the SWOT analysis, the internal situation of ICBC-strengths and weakness, can be listed as follows. 
Strengths
There are four major banks in China, including Industrial & Commercial Bank of China, Agricultural Bank of China, Bank of China and China Construction Bank. As one of them, ICBC has the largest customer group, and has been one of the world’s 500 largest companies. Strength analysis shows that: 
(1) ICBC is endorsed by a large brand. ICBC has a strong recognition in the world because it has been on the top of The Banker (UK), which is an authoritative magazine that publishes an annual ranking of the world's 1,000 largest banks, Forbes Global 2000 (US), which lists 2,000 leading companies in the world, and the Sub-list of commercial banks of Fortune 500 (US), which has always been the focus of economic community with huge impact, for seven consecutive years, and also on the top of Brand Finance Global 500 (UK) for four years in a row. 
(2) The total assets of ICBC reached over 30 trillion yuan, an increase of about 2.5 trillion yuan than the previous year; Its full-year net profit was 313.361 billion yuan, up 14.638 billion yuan or 4.9% from the previous year; with superior advantages, ICBC has 8.098 million customers by the end of 2019, 1.065 million more than the previous year; ICBC has diversified financial services, including loans and deposits from companies, inclusive finance, institutional financial business, settlement and cash management business, international settlement and trade financing as well as investment banking. (ICBC’s website) 
(3) ICBC has rational distribution of overseas branches. By 2018, ICBC has established 426 overseas institutions, crossing Asia, Europe, North America, South America and Oceania. As these overseas institutions are being gradually completed, their distribution also become more rational. 
(4) ICBC has obvious advantages in cross-border RMB (Chinese currency) business. ICBC has built banks to settle RMB business in three major continents, including Asia, America and Europe. With complete RMB settlement network and systems, ICBC has seen a rapid growth in cross-border settlement business. 
(5) ICBC has apparent technological advantages in talents, electronic products and information systems. According to Zhang (2020), the application team of ICBC’s head office consists of more than 1,300 people. Besides, ICBC discovers financial talents and nurtures its employees by hosting various competitions and trainings, such as Financial Design Competition and other skill competitions related to customer services. Moreover, ICBC has powerful platforms for business innovation with more than 400 products being innovated and promoted annually. Last but not least, the information management mechanism of ICBC is very effective by putting multiple management systems into use simultaneously. 
(6) ICBC has been consciously integrating the social responsibilities with its development strategy and operation and management activities, and gaining wide recognition in the aspects of promoting inclusive finance, supporting targeted poverty relief, protecting environment and resources and participating in public welfare undertakings. All of these brought a good reputation for ICBC among Chinese civilians. 
Weaknesses
To be one of China’s four largest bank, ICBC has to shoulder more responsibilities as well. Like other entities, ICBC is also facing problems in its industry. Based on internal analysis of ICBC, it was found that:
(1) ICBC is still a representative traditional bank, being focused on offline financial business. ICBC expected to take a leading position in Internet finance through a few years of unconventional development, establishing a new “e-ICBC”, even if it knew about the application of Fintech, but it did not strategically position itself as a technical leader, leading to that it lags behind Citibank in terms of Fintech innovation. (Chen, Z., et al., 2017) 
(2) ICBC has a large number of customers with complex needs. According to Machauer, (2001) the marketing of financial products today is still predominately based on demographic features of customers, although target group-oriented treatment focusing on psychological characteristics is more likely to result in a service based on individual needs. However, the cross-border cooperation between ICBC and technology companies is not deep enough. Therefore, it currently cannot meet the personalized needs of customers for products and services. 
(3) ICBC is a state-owned bank. Scholars such as Fu concluded that through researches (2009), the reforms are associated with the joint banks becoming relatively more efficient, but there were no dramatic changes in market structure. This outcome is likely due to rigid regulatory rules governing state-owned banks’ activities (eg. Branch expansion) and strict control over interest rates, which also prevented state banks from enjoying monopoly profits. Such a conclusion also illustrates that with clear and strict organizational structure, ICBC is bound to response to market changes slowly. Due to the management of ICBC is characterized by hierarchy, it has to implement response plans step by step when responding to market changes. 
(4) ICBC has relatively fixed procedures for handling business. As explained by McKinsey, (2020) hyperperonalization should cover four aspects. First, knowing your customer-truly knowing your customer. Second, reacting to customers before they even know they need you. Third, integrating technologies and contacts across all channels. Four, implementing real-time agent tools. By concluding from these four aspects, it is obvious that the key factors to improve customer services are flexibility and speed. But due to complicate procedures and regulation, ICBC is uncapable of addressing customers’ needs with enough flexibility and instant response when facing diversified demands from customers, which leads to poor customer experience. 
Analysis of ICBC’s current strategic management
To retain resilience in the future and gain competitive advantages, focusing on the customer is playing a key role in companies big and small. Adrain stated, (2002) that it is known that it takes up to five times more money to acquire new customer than to get an existing customer to make new purchase. For the past two decades, service quality measurement has received much attention in the literature, (Joseph and Stone, 2003; Yoon, 2010), with various models have conceptualized construct. (Garvin,1987; Cronin and Taylor, 1994) In Yusuf’s conclusion, (2016) it is obvious that benefits of high overall service quality are satisfied and retained customers, increased sales and market share, and so on. To maintain high level of overall banking service quality, managers should pay attention to all of these tributes, such as individual demographics and characteristics, and should focus on reduction of transaction errors, transaction sots, wait time and initial online learning time, which have strong impact on customer satisfaction. 
   ICBC always keeps in mind its underlying mission of serving the real economy with its principal business, and that it prospers, suffers and grows along with the real economy. Taking a risk-based approach and never overstepping the bottom line, it constantly enhances its capability of controlling and mitigating risks. Besides, ICBC remains steadfast in understanding and following the business rules of commercial banks to strive to be a century-old bank. It also stays committed to seeking progress with innovation while maintaining stability, continuously enhances the strategy of mega retail, mega asset management, mega investment banking as well as international and comprehensive development, and actively embraces the internet. ICBC unswervingly delivers specialized services, and pioneers a specialized business model, thus making it “a craftsman in large banking”.
To analyze the ICBC’s strategies on customer care, it is necessary to know its currently overall strategy and figure out the gap between its current strategy and the strategy it should take to realize personalized customer care, which is the essential foundation to provide effective strategic recommendations. Strategy is the direction and scope of an organization over the long term, which achieves advantage in an ever-changing environment through its configuration of resources and competencies with the aim of fulfilling stakeholders’ expectations. (Johnson & Scholes, 2008) According to Johnson et al., strategy statements should have three main themes: 1) Fundamental goals that the organization seeks, which reflect the stated mission, vision and objectives; 2) The scope or domain of the organization’s activities; 3) The particular advantages or capabilities it has to deliver all of these. (2017) Based on these three themes, ICBC’s strategy can be understood as follows. 
Fundamental goals:
(1) ICBC’s mission: 
Excellence for you
--Excellent services to clients
--Maximum returns to shareholders
--Real success for our people
--Great contribution to society
(2) ICBC’s vision: 
Build a world-class and modern financial enterprise with strong global competitiveness by adhering to the principles of "delivering excellence, sticking to our founding mission, customers' favorites, leading in innovation, security and prudence, and people-oriented".
(3) ICBC’s value:
Integrity Leads to Prosperity.
-- Integrity, Humanity, Prudence, Innovation, and Excellence.
After learning from its mission, vision and value, it can be known that ICBC is a financial enterprise being closely linked with its clients, shareholders and employees and the society in which it provides products and services. Pursuing not only profits, ICBC also has a great ambition to promote itself to a higher level, to become a global leader in innovation and to contribute more to humanity and the whole society. 
   The scope and domain of ICBC’s activities: 
ICBC places a high value on the formulation and implementation of its development strategy and has adhered to the strategy in its business development.     In accordance with the national development trend and in order to cope with the global challenges, business transformation is the core strategy of ICBC. Since the joint-stock reform, ICBC has developed and implemented four three-year development plans centering around this core strategy, and made remarkable achievements, proving that the transformation strategy complied with the economic and financial development trend and customer demands, conformed to the Bank's actual operation and development, and thereby was correct and effective. ICBC will keep implementing the guidelines for transformation, focus on the in-depth transformation of business mode, improve the core competitiveness and push forward the sound and sustainable development of all businesses.
1) ICBC’s main achievements in business transformation
Seizing the historic opportunities arising from the transformation of domestic economic development mode after the joint-stock reform, ICBC strived to overcome the adverse impact of international financial crisis, firmly promoted structural adjustment and development mode transformation, and preliminarily built an intensive and sustainable development path featuring balanced assets and capital, quality and benefits, and cost and efficiency. ICBC performed excellently in structural adjustment and development mode transformation, and built a sustainable operation framework. It promoted the transformation of system, mechanism and process in depth and built a sound management framework and foundation for business transformation and development. It also made new breakthroughs in internationalized and integrated operations and kept improving its cross-border and cross-market service capability. In addition, ICBC improved significantly its competitiveness, demonstrating comprehensive competitive advantages among domestic banks, and ranked top among international advanced banks in terms of main competitiveness indexes, showcasing constantly growing market influence.
2) The Strategic Framework of ICBC’s New Three-Year Plan
As the economic and financial environment at home and abroad will still be full of uncertainties and complexities for some time, ICBC will, based on the strategy for the new period, rely on the real economy, focus on stable quality, structural adjustment, pursuit of innovation and transformation promotion, and guarantee the constant quality improvement and efficient development of ICBC by sizing up the situation and taking active efforts. First, ICBC will implement the three major projects (reconstruction of credit management foundation, comprehensive disposition of non-performing loans and improvement of enterprise risk management) and improve the quality of transformation; second, ICBC will implement four major structural adjustments in terms of assets, liabilities, earnings and channels, and build a new operation framework matching with the new market and new type of business; third, ICBC will implement innovative transformation in five fields, namely, IT-based banking, retail banking, corporate banking, mega asset management & integration, and internationalization, and build the strategic foundation for stable profit growth and core competition advantage expanding against the background of new normal and interest rate liberalization; fourth, ICBC will deepen the institutional mechanism reform and lay a solid management foundation for transformation and development.
ICBC believes that the new three-year plan will serve as the strategic guidance and driver for its future operational development, and, following the plan, ICBC will promote its transformation and development to a new level.
   Based on the main achievements, it can be learned that ICBC spent much of its time and energy in transformation or structural adjustment, which is largely driven by China’s national political environment. Besides, sustainable development also plays a significant part in ICBC’s goal, which requires a balance between assets and capital, quality and benefits, as well as cost and efficiency. As the world’s leading bank, ICBC also thinks highly of its cross-border and cross-market service capability. With growing competitiveness, ICBC has been successfully in ranking top among not only domestic banks but also international banks. In the strategic framework of ICBS’s New Three-Year Plan, it is apparent that ICBC takes a long view, focusing on quality and innovation with business transformation being excepted. 
   However, providing personalized customer care has not yet came into the sight of ICBC by now. It has achieved admirable achievements and realized its goals set before, but any strategies or programs about personalized customer care have not appeared in ICBC’s strategic framework neither in the past, at present nor in the future, which has to be changed because there is only one certainty among a persuasive uncertainty about what lies ahead, that is personalization will continue to be central to the customer experience. (McKinsey & Company, 2020) If ICBC is still unaware of the importance of personalized customer care, there definitely will be a lots of competition risks and hidden dangers for it in the foreseeable future.
4. Strategic recommendations for ICBC to deliver more personalized customer care
   As competition has become more global and more intense, many organizations have realized that they cannot compete on price alone. It is in these marketplaces that many companies have developed a strategy of providing superior customer care to differentiate their products and services. (Sarah Cook, 2011) For many banks, customer satisfaction is now the primary criterion for the assessment of their relationship with the market, a permanent object of their operating policies and an important element for the reinforcement of company reputation, as well as fundamental guide to direct operational processes. (Munari Luciano et al., 2013) 
   According to Liu, (2008) it is because of the aggrandizement in diversified and customized needs of customers and strength of competition in terms of homogenized offerings, experiential aspect of products/services have become central to customers. Nowadays, creating and delivering superior customer experience (CE) has become one of the objectives of organizations. (Verhoef et al., 2009) So, marketing managers in organizations need to craft appealing and long-lasting CE for their customers. (Berry et al., 2002) According to Sarah Cook, (2011) the growing importance of customer service must be recognized by senior managers, as it is they who fashion the response of their organizations to this trend. For ICBC, it is also very urgent to craft strategic management to deliver personalized customer care. There are several strategic recommendations for ICBC that should be taken into considerations. 
(1) Change from the top of ICBC 
According to Professor Kotter and Heskett, (1992) whatever the relationship, there is irrefutable evidence that strong organizational cultures are associated with strong and competent leadership. Such an argument indicates that ICBC’s leaders or senior managers play a critical role in nurturing a culture of proving personalized customer care within the organization. Some evidences demonstrate that excellent services won’t be regarded as a vital factor contributing to success in an organization’s long-rang survival unless senior management put considerable capital and efforts to demonstrate their involvement. In ICBC, the senior management should keep sensitive to changes and react actively to them. Instead of just setting goals, fixing procedures and monitoring processes, senior managers should also inspire and drive their team members, modeling the organizational behaviors and values which promote service excellence. 
(2) Maintain the core philosophy of ICBC
Albert Puni stated (2016) that culture represents the unspoken code of communication among members of an organization and it is a convention that helps coordination. And Muda also demonstrated that the assertation that culture impact organizational performance is established on the supposed role culture plays in generating competitive advantage. (2007) The fundamental goals of ICBC, including its mission, vision and value, have been discussed above, which clearly displays that ICBC’s first mission is to provide excellent service to clients and it sticks to customers’ favorites and persist in people-oriented direction in the future development. It is obvious that the core philosophy of ICBC is taking customers as its core, which should be kept in the long-term strategic management. 
(3) Involve all employees of ICBC
The relation between customer and employee relationship and company’s profit is really complex, including some intermediary relations as satisfaction and after-sale behaviors of customer (Athanassopoulos et al., 2001) Customer care employees can be a great source of innovative ideas for developing and delivering new services for customers. Strategic human resource management practice designed to leverage customer care employee deep knowledge of customer’s explicit and tacit needs leads to greater customer satisfaction and organizational performance. (Schneider & Bowen, 1993) During the creation and implementation of the vision to deliver personalized customer care, all employees of ICB should be involved to avoid plans and programs turning out to be empty words. What’s more, ICBC should train employees working in the front line of customer care regularly and empower them to resolve issues by making an appropriate offer or presenting a personalized solution without asking permission from many upper levels because it will cost too much time and lead to poor customer experience. 
(4) Update information systems of ICBC’s customers. 
According to McKinsey & Company, (2020) companies should truly know their customers by aggregate all customer information, including user attributes, behaviors and past interactions across all channels. As a commercial bank, ICBC should collect the above information of its customers to know their needs and predict the problem they might encounter by using multiple and complete information systems, which will not only help ICBC react before customers know they need help, improving customer experience, but also promote employees’ efficiency when addressing customers’ complaints and establishing end-to-end interactions. 
(5) Innovate technologies of ICBC
Based on the technological analysis above, it is apparent that information technology is now being employed to deliver more personalized services to customers. According to Salmen et al., (2003), enormous changes have taken place in banking sector, resulting in a new form of market transparency and a higher degree of standardization of services and leading to increasing availability and accessibility of financial products. At the same time, the Internet function has empowered the bank customers, which means that in digital networks the customer has the power to choose financial services from all over the world form anyone at any time. Therefore, it is critical for ICBC to make major breakthroughs in its key technological innovation, which involves not only the improvements of physical infrastructures, but also digital channels use to serve customers. In the article The Care of One, data and analytic have been stressed repeatedly to highlight their importance. Technologies can be combined with contacts to have a better alignment and collaboration, can create super agents to understand customer’s behavior patterns automatically and correctly. But the optimal balance in cooperation between human and machine have to be further calibrated. 
As a matter of fact, strategic management for ICBC to deliver more personalized customer care can be crafted from many aspects. And here the strategic recommendations are the major ones, including organizational leadership style, corporate culture and employee commitment, information systems and modern technologies. Based on the internal and external analyses above, these five aspects can form the strategic framework for ICBC to improve service quality and gain competitive advantage. 
5. Conclusion 
The emphasis on customer services have been placed increasing emphasis by organizations over recent years, for the purpose of gaining competitive advantages. Many examples in our life have demonstrated that organizations can capture big market share providing high cost-performance products and services, such as Amazon and Alibaba. While in the banking industry, with the dramatic progress of technology and Internet, FinTech has born to offer even more convenient financial services in 24 hours a day, 365 days a year, which definitely poses great threats to traditional banks such as ICBC. 
It is no doubt that a business without the customer is unable to survive and thrive. Therefore, ICBC, as one of the four biggest banks in China, enjoys great reputation in the world with a large base of customers including corporates and individuals. As people’s life have been changed due to the growth of economy and society, organizations have to adapt to the trend, especially those companies engaged in service sector. Therefore, it is necessary for ICBC to have a clear view of its internal and external environment by scientific tools such as SWOT and PESTLE, and implement more effective strategic management based on analysis of its current strategy framework, which is not only factual and practical, but also helpful to deliver personalized customer services and gain competitive advantages in both the banking industry and Internet financial industry. 
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