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Abstract

In recent years, the macroeconomic and financial environment facing the development of the banking
industry has undergone profound changes, and the operating profit margins of commercial banks have been
significantly reduced under the circumstances of intensified competition in the industry and continuous
tightening of financial regulatory policies. Driven by the wave of digital economy, the digital
transformation of commercial banks is constantly moving forward in depth and is comprehensively
reshaping the banking business model, and the retail business has become a new development engine for
banks due to its advantages of low risk, stable income and large customer scale. Since 2016, Ping An Bank
has been actively engaged in the in-depth reform of its retail business, combining digital transformation
with retail business in a forward-looking manner. As of the end of 2023, the operating income of retail
business accounted for nearly 60% of Ping An Bank's overall business, which is an important pillar to
support its profit growth. Empowering retail business through digital transformation and improving the
overall operating performance of banks has become an inevitable choice for commercial banks to develop
with high quality. This thesis takes Ping An Bank as the research object to explore the impact of digital
transformation on retail business performance, with the aim of clarifying the key role of digital
transformation in improving retail business performance, and providing reference and enlightenment for
Ping An Bank and other commercial banks in the industry.

In order to achieve the above research objectives, the thesis makes the following structural
arrangements: First, the concepts of digital transformation and retail business of commercial banks are
defined, and the influence mechanism theory of digital transformation on the performance of retail business
of commercial banks is analyzed. Secondly, it expounds the development history of Ping An Bank on the
basis of relevant theoretical basis and concept definition, and makes a concrete analysis of its internal and
external motivations, "three-step" strategy, five measures, advantages and disadvantages in the process of
digital transformation of retail business. Thirdly, it analyzes the financial data of Ping An Bank's retail
business before and after the digital transformation in six aspects: scale, core business development,
operating efficiency, customer acquisition ability, risk control level and operational efficiency. Fourthly,
based on the data of semi-annual report and annual report from 2012 to 2023, the level of digital
transformation of Ping An Bank is measured by text mining method, the comprehensive evaluation score of
retail business performance is calculated by factor analysis method, and the regression model of time series
data is established to explore the influence of digital transformation of Ping An Bank on retail business
performance.

The research draws the following conclusions: (1) Through in-depth vertical analysis of the key

indicators of Ping An Bank's retail business, the performance of its retail business has been significantly



improved, and the implementation of the digital transformation strategy has also achieved good results. (2)
Through empirical analysis, it is concluded that the digital transformation of Ping An Bank has a positive
impact on the performance of retail business, and the higher the level of digital transformation of Ping An
Bank, the better the performance of retail business. For every 1 unit increase in Ping An Bank's Digital
Transformation Index, retail business performance increased by 0.199 units. (3) According to the empirical
analysis results, the thesis puts forward some countermeasures and suggestions from the aspects of defining
the strategic positioning of digital transformation, promoting the innovative application of financial
technology, strengthening the asset allocation of retail business, deepening the quality improvement of
retail customers, and optimizing the cost structure of retail liabilities.

By analyzing the complete process of digital transformation of Ping An Bank's retail business, this
thesis focuses on its implemented digital transformation strategy and obvious performance of retail
business, analyzes and summarizes experience, and the research perspective is innovative. The research
results of this thesis provide reference for the digital transformation of retail business of Ping An Bank and
other commercial banks, so as to promote the healthy and efficient digital transformation of retail business
of commercial banks in China, which has certain practical significance.

Key words: Ping An Bank; Digital transformation; Retail business; Performance
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