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Abstract: The innovation of internet-based financing was a powerful driving force in the reform of tradi-

tional banking service pattern in China. Associated the SWOT analysis between physical channel and inter-

net-based channel in retail banking with competitive power analysis of retail banking, the positive meanings

of channel innovation were demonstrated. Based on the results of the questionnaire of retail banking cus-

tomers in Shanghai, statistics methods were used to analyze the customers’ channel-using characteristics,

then a “Channel-using characteristics—Customer satisfaction” multivariate linear model was constructed to

discuss main factors which affected customer satisfaction.
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