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LM &

Zel FEAEE 20019 WTO 719le] dare
F5p Hmglom, 200640 olZe) s AYHAL olol wek FF FHAR
S egrre] AR ot JFLAERE AT AL Wold HAUk FF)
ol olz] BRel Fuledo] EAlsEt, 1 % AeHE % 2§ 40l oA
A FE R el HRg welA s AAHe FAoln olg AAY Hue F3
8 AR AL Bl ARG T 5 Yrk

2 FAgden, =AdYed 193 97
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T3], 2010).

<I¥ 1> F471F DEAS WS 4%l dE oA AWsta vk WA &
=3 a, b, ¢, g Yl 77 Fo4H Y A Z 2
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ko

= E4A8g(Input Distance Function)
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gba«] OW AL JHATFREF(VRS)SA 9] AAHs83se o v gt
=8 842 TE=fk/fcE H7}E + Jth Agde = HA ke
ZEEEAL 150 A g § oz B, sloA

A Ao R HINE = drh(EzIY 9], 2011).
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AT 4 ot FEEEA SEE ot ERTFESY slolre 584
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E2AS BISIAT WA, ARESART S Eede] o BA Uehtorn) A
Seas) Uux L8 b Folulg jul o)Al e BE wolA el TgAo] A
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A9 gee] 23l =go] Hrh
RAIAA TS S £o1e sEw st wolt. = &do] ode &
T 5 YE P LT AGFU B 2A%e W5E ARAY T
He 32 230 gEA e AR FejIth
HE A tigk 712 A9 HAIUHES <3El1>ol 29FH o el St
<XE 1> 52 H dEtige] UY
AT7A A e =qus Az
N=a, AL 2
Sherman and A AT AL, HA AT
Gold(1985) = AR-AYJU 8, A&7 AYPAFE D MBS
o) A% oS3
. A 2 ARjOE,
Grj?g;i et 2 CE AR OEsAT  aHANE SEUE,
' A71EAER, QT B F
S T (2008) 7 AN TAANEA, AT 02, o =d%A4
;_qo_]/s §
i . - A &,
A 8] 2 ZT)-$-(2007) Z7) T8 1A, 161 o)
A7) AP er T
L 22 .
[e) o1 =] .l_T.. ’ 7_‘:'
! ‘jn;) ° %70 TS A, j;é
A7) AP cHT
SRR EE=y
919]-8214(2012) Ak T-8-T AR, &z,
FA4 ©}7)4=0] 9]
N B A5 A A, A, FUZZ, oA,
o] F3}- 1} 54:(2016) 70 s, cio]seole]
TNV HTHAAE 8§ /7 2329 F8 7|solB2 HE dF 59 FX
2 HE =E ol 283 dFdd 7R giE 58 T8% FUPIAE En
et B AFoAs 239 F8 A Jles TAA JUle ST HITHE F&
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<E 2> MUHo| A E4

S AFE g

AAY F —

A mf;jj

oAFE o

3.2 XAt 252

<E 3> FHLYP=ZAT LI (2015)7NA AANE FHAGeH ] 57 AGH
AP F £ L A=) BA42 8otk DMUL, DMU6, DMU11, DMU16< b
Aol IFfHar-esiola, DMU2, DMU7, DMUI12, DMUL7& 4HsA o] a-fAake]-e38)o]
t}. 28] DMU3, DMUS, DMU13, DMUISE *+3to]Al, DMU4, DMU9, DMU14,
DMU19%= &84, DMU5, DMU10, DMU15, DMU20-& #|o] A Ao -FAa]-&do|t}

1% WelAAE BRAGe] Saka AFEA B Astel A FRAGe Sain] b

3} SRS FRAGe] Stk
<E 3> 3T TRAYSY TY U MF X=
s AEUS

Prared A2 = AR Arad == ol
DMUI1 20074 4357.26 3985.25 2531.19 60.32
DMU2 21084 6906.50 7220.70 6396.13 152.99
DMU3 14553 12899.63 10698.35 5246.59 151.95
DMU4 17791 4395.06 4063.74 2563.40 54.51
DMUS 16038 23900.00 2174849 4205.24 340.51
DMU6 24574 11057.35 3763.77 1392.89 53.25
DMU7 23886 7230.86 8013.96 5321.53 155.94
DMUS 9559 7684.15 6003.26 3120.16 9777
DMU9 20019 4417.16 4199.79 1988.19 81.76
DMU10 8141 6392 5590.87 2323.55 107.00
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DMU11 15302 3669.01 329740 2076.39 48.84
DMU12 17505 5634.13 4869.82 3686.75 838.76
DMU13 8424 5385.69 4194.90 3126.88 77.09
DMU14 9561 2239.76 2058.51 1309.68 30.17
DMU15 9738 10152.29 5116.75 1907.18 65.06
DMU16 17572 4290.57 4066.69 2250.03 7248
DMU17 19822 5907.61 6453.36 4385.48 136.16
DMUIS8 10355 9241.66 7567.20 3702.94 103.21
DMU19 12739 3896.02 4231.97 2401.81 66.00
DMUZ20 11831 12243.82 9046.90 3576.98 110.18

sl B/913E, ol/IeF

AEAFHA CCREFH BCCRY S ol&sta] T =rdd23 207 AHe] &

o

E oA F A do] CRSE 71€884, Al WAl 49 VRSE &47|&€8 8

do| SEx EAESAHS Uepdth vpA & fEe Fold e
st=d, IRSE TEFYAZS(ncreasing Return to Scale)©]al DRS+ 7FRET<)
(Decreasing Return to Scale)olth. 7FEFAAFTS FULAVE 1949 S71E o 4k
849 STl FEEWH HEEY & A9E rlste v FEFYATS FY
L45 199 S7HE W A=849 Ve FREERY HEsRY 22 7otk
12 FEFEH(CRS: Constant Return to Scale)& EE FYQ47t 199 S/

m o FrAY HEAAE FUH MR ZUeHe AL Rk

2
oyt

e



DMU CRS VRS SE TR
1 0.717 0.793 0.904 IRS
2 1 1 1 CRS
3 1 1 1 CRS
4 0.712 0.780 0.913 IRS
5 1 1 1 CRS
6 0.668 0.747 0.894 IRS
7 0.943 0.99 0.947 DRS
8 0.927 0.933 0.993 DRS
9 0.919 0.999 0.919 IRS
10 1 1 1 CRS
11 0.711 0.821 0.866 IRS
12 0.860 0.914 0.941 IRS
13 1 1 1 CRS
14 0.718 1 0.718 IRS
15 0.648 0.663 0.979 IRS
16 0.841 0.922 0.912 IRS
17 1 1 1 CRS
18 0.985 0.985 0.999 IRS
19 0.748 0.914 0.819 IRS
20 0.850 0.850 0.999 IRS
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3 = 679 AHe FREELA o] 12 UEhgth oL 7&e=uy} Fr=mo)A
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<E 5> AE7|E el BCCRE st 42 F=Axw 7keAle] g a8ja
o|AE HFOR TR AFES] BEEoITh F A BYUYOR AFIT s W &
&2]1 2ol Hew FTMIAE & AE go] AEE vtk «E Ethd DMUL
2 HELFQ AHolw ELH 2oz AME] s DMU2E Hxsho]ok
gt DMU2E DMULS] #7115 eolal 7FgA]E 0361010 =3 vlag2]l ojAds
@9 DMU7E 5 Ao 2ARES 73 gla 7bExe 22 09813 00191t A

MBS/} B2 FANGY AEEAA 242 AFNE Fo
A9l DMUZL 5190& wle] 4tz apol7| % shet. HwAE
nEpow AolF F Ytk
<= 5>°ﬂ/ﬂ EAMGH 7HEA B AEREL 9o Bl fRe = A £
oAtk Belfiold AR 4EFS U FEHE
7_(41

<# 5> BCCZYollMe| HEE 2dX[Fo| oigh &=qe A HM=E

AERER SRR = .
SRR e
& wolol | ¥HLFE AR degy A
2(0.361)
DMU1 659.298 15.712 6205.799 379.979 0 14(0.625)
17(0.014)
DMU2 0 0 0 0 0 1
DMU3 0 0 0 0 0 1
DMU4 722.089 23.369 3753.941 342.525 0 2(0.388)
’ ’ ' ' 14(0.612)
DMU5 0 0 0 0 0 1
14(0.612)
DMUG6 1110.241 18.046 11031.596 7394.416 0
17(0.388)
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DMU7 1032.781 0.629 2898.315 0 515.964 2(0.981
5(0.019)
2(0.027)
3(0.013)
DMUS 223.428 7.001 0 428.362 0 5(0.094)
13(0.867)
DMU9 820.096 0.051 5458.586 390.332 0 14(0513)
’ ’ ’ ' U 17(0.487)
DMUI10 0 0 0 0 0 1
DMU11 454.003 10.806 2975.559 309.265 0 2(0.240
’ ' ' o 14(0.760)
2(0.513)
DMUI12 346.820 8.350 1652.023 864.112 0 14(0.450)
17(0.037)
DMU13 0 0 0 0 0 1
DMU14 0 0 0 0 0 1
10€0.127)
DMUI15 1013.07 33134 0 4242.098 0 13(0.418)
17(0.456)
14(0.543)
DMU16 465.104 6.121 3322.345 374.825 0
17(0.457)
DMU17 0 0 0 0 0 1
3(0.285)
DMUIS 54.730 1.525 0 1269.9330 1097.609 5(0.024)
13(0.691)
2(0.141)
10(0.095)
DMU19 226.863 6.234 0 0 386.545
14(0.599)
17(0.165)
3(0.477)
DMUZ20 629.156 19.380 0 2096.493 633.309 5(0.064)
13(0.460)
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The Efficiency and Service Quality
for Commerce Banks in China

Li, Yi-Meil - Jang, Han-Byeol? - Kim, Dae—Cheol3
Abstract

Under the influence of the WTO, China has opened up its financial markets.
This means that the banking industry is facing a more severe competitive
environment and needs to improve the efficiency of its operations and meet the
needs of customers who want improved service quality. Therefore, this study
focuses on the improvement of operational efficiency and customer satisfaction
with service quality in 20 state owned commercial banks. To analyze the
efficiency using DEA, the data are collected from the 2015 Chinese Banking
Statistics. The intermediate approach is used to select the input and output
variables for DEA. To determine whether the cause of inefficiency is due to
technical or scale efficiency, both CCR and BCC models are utilized. For the 12
banks out of 20 banks, the relationships between service quality and customer
satisfaction are also addressed. Finally, the relationship between the efficiency
and service quality i1s explored by utilizing the quadrant analysis method. Based
on the results of the study, associated suggestions for improvement are

proposed.

Key words : efficiency, service quality, DEA, customer satisfaction, Chinese

commerce bank
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