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English Abstract

This research is carried out by means of in-depth interviews. The main interviewees are
persons in charge of small and medium-sized enterprises. There are a total of 6 respondents in this
study. It is attempted to analyze from the aspect of brand equity, the quality of customer relations
(service quality of business personnel) Discuss the main factors considered by small and
medium-sized enterprise customers in choosing credit-granting banks. Through this research, it is
found that the SME customer group attaches great importance to the brand equity of the bank, and
brand equity is also easily affected by brand loyalty and perceived quality. The higher the brand
loyalty and perceived quality of the SME customer group, the easier it is for the brand produce
higher viscosity. In terms of customer relationship quality and service quality, legal and financial
business personnel must use their professional capabilities to help customers tailor-made suitable
quota structures and price conditions, provide comprehensive financial services, and solve their
credit business problems in order to meet customer requirements. demand to create a win-win
situation. The results of this study may provide a reference for banks to formulate relevant

strategies when promoting SME financing business.

Keywords: Brand equity, Relationship quality, Service quality
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