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Service, Performance, or Talent? The Service
Management Trilemma of a Bancassurance Channel

Jia-Cian Hong?®
Abstract

This case study is set in the fictitious "Chengxin Life Insurance" bancassurance channel, depicting
how Lin Zhi-hao, the Northern Region Operations Manager of the bancassurance division, faces a
management dilemma under triple pressures: performance targets, complaint control, and talent
retention. Chengxin Life has partnered with multiple banks, allowing bank relationship managers to sell
insurance products, forming a typical Bancassurance structure. However, service quality varies
significantly across bank branches, and the headquarters' newly introduced complaint and satisfaction
management framework is met with strong resistance from frontline supervisors, who argue that

"performance is what matters—filling out all those records is a pain."

Facing a paradox of 47% surge in complaints, declining NPS, yet 12% revenue growth, Lin must
present his solution to senior management at the quarterly review—knowing that any path he chooses
will displease someone. This case is suitable for discussing service quality management (PZB Gap
Model), organizational challenges of implementing complaint management frameworks,
standardization vs. personalization tradeoffs, and human resource management in bancassurance
channels. Recommended for upper-division undergraduates, graduate students, or financial industry

executive training programs.

Keywords: service management, service quality gap, bancassurance, complaint management,

standardization

2 Jia-Cian Hong is a Senior Manager at Promise Consultant Co., Ltd. (Corresponding Author) Email:
maxhong@promise-cme.com
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