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Abstract 
The development of bank’s credit card business faces serious challenges, and 
the bank employees’ turnover is becoming increasingly serious. In view of 
this, this thesis takes the employees of the credit card department of the six 
banking institutions in Guangzhou as the research object, and explores the 
key factors that influence the talent turnover of Chinese banking industry in 
the current environment. An official questionnaire is designed for research. 
Combining with the actual situation of corporate and domestic and foreign 
research results, in addition to the relational analysis on salary and benefits, 
career promotion and management communication which are traditional is-
sues, this thesis has constructed a relational model of internal and external 
factors in the context of performance-based high-pressure brought by market 
saturation and the impact of the emerging business of mobile payment and 
virtual credit cards business. This thesis is more scientifically and compre-
hensively used for analysis and discussion. The talent turnover of bank’s cre-
dit card business is mainly due to the ambiguity in the development prospects 
of credit card business, the impact of mobile payment and emerging business 
of virtual credit card on employees’ psychological expectations, the high 
pressure of employees’ performance due to saturation of the credit card mar-
ket, and the development of new consumer finance companies. Also, external 
work opportunities and other intricate internal and external factors lead to 
this result.  
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1. Introduction 
1.1. Research Background 

With the increasingly fierce market competition in China’s financial industry, 
increasingly stringent regulatory policies, the acceleration of marketization of 
interest rate, the acceleration of the financial media process, and increasingly 
complicated customer demands, impact of Internet finance are increasing. Be-
cause Banks’ financing functions start to decline, simple traditional asset and 
liability businesses can no longer create considerable profits. According to The 
People’s Bank of China “Statistics Report on Financial Institutions Loan Invest-
ment” over the years (The People’s Bank of China, 2017), the scale of China’s 
consumer credit balance has grown from 7.5 trillion Yuan in 2010 to 25.06 tril-
lion Yuan in 2016.  

At the same time, the loss of bank employees has become increasingly serious. 
Institutions are facing more and more difficulties and challenges in talent man-
agement.  

1.2. Research Purpose 

Now, the problem of talent turnover in bank’s credit card centre and the stability 
of the talent team are particularly urgent. This thesis is based on previous studies 
of the talent turnover of other companies and a bank’s credit card business. It 
takes the credit card employees of the six banking institutions in Guangzhou as 
the research object, exploring the relationship between talent turnover and 
management factors in the context of new competitive environment in the fi-
nancial industry faced by banks. Based on the findings of empirical research, this 
thesis explores how banks can more effectively build a management system that 
stably and effectively trains and develops talent. By avoiding talent turnover, the 
core competitiveness of banking institutions can be improved and continuous 
development can be achieved. 

1.3. Research Content 

This topic intends to take the credit card business of the banking industry in 
Guangzhou as the research object, and conducts a systematic study on the talent 
turnover from the perspective of management. Through the status quo of the 
bank’s credit card business in Guangzhou, the questionnaires on bank’s credit 
card employees are used to analyze the causes of talent turnover. On this basis, 
the thesis optimizes the design of the human resources management system of 
the bank’s credit card center and proposes countermeasures for the loss of credit 
card talent. 

1.4. Research Structure 

This thesis is composed of eight chapters: 
Chapter 1 is introduction which introduces the research background and sig-

nificance of this thesis, and briefly describes the objectives, contents and re-
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search methods of this research. 
Chapter 2 refers to related concepts and literature review which introduces 

relevant concepts of talent definition and talent turnover, analyzes the theoreti-
cal research of talent turnover model, and reviews domestic and foreign re-
searches on the factors affecting talent turnover. 

Chapter 3 constructs the relational mode of talent loss and management fac-
tors. 

Chapter 4 refers to research hypothesis and questionnaire design and intro-
duces sample data and research methods. 

Chapter 5 includes empirical research and problem analysis. Data analysis of 
the relationships between variables is performed through SPSSAU6.0, and the 
assumptions of different variables are verified. If the relationship is established, 
there is a relation between the variable and talent turnover; if the relationship is 
not established, there is no obvious relation between the variable and talent 
turnover. 

Chapter 6 includes hypothesis verification and research findings which sum-
marizes the relevant conclusions obtained through the analysis and the inspira-
tion for the talent turnover in the field of bank’s credit card business. 

Chapter 7 refers to research conclusions and discussions on countermeasures 
on talent turnover. 

Chapter 8 is conclusions and contains prospects which briefly describes some 
findings of studying, countermeasures of talent turnover in bank credit card 
center and looks into the distance.  

1.5. Research Significance and Features 

At present, there are many theoretical and empirical studies on talent turnover, 
but most of them focus on the research of a certain industry, and there are few 
detailed studies on a certain business sector of the banking industry, especially 
the study of bank’s credit card talent turnover. This thesis has the following fea-
tures compared to previous research theories and content. 

1.5.1. Research Significance 
This thesis is based on previous researches of the talent turnover of other com-
panies and a bank’s credit card business. It takes the credit card employees of the 
six banking institutions in Guangzhou as the research object. Theoretically, it 
explors the relationship between talent turnover and management factors in the 
context of new competitive environment in the financial industry faced by 
banks, which provide a new method of studying and improving the efficiency of 
human resource management. Practically speaking, this thesis explores how 
banks can more effectively build a management system that stably and effectively 
trains and develops talent. By avoiding talent turnover, the core competitiveness 
of banking institutions can be improved and continuous development can be 
achieved. 

https://doi.org/10.4236/jfrm.2018.73019


L. Duan, L. Yan 
 

 

DOI: 10.4236/jfrm.2018.73019 293 Journal of Financial Risk Management 
 

1.5.2. Features 
1) Uniqueness 
The research in this thesis reflects the uniqueness of talent turnover in the 

credit card industry of the banking industry, further enriches the academic re-
search on the talent turnover of employees, and also provides some help for the 
theoretical community in the related research of the banking industry. 

2) Scientificity 
This thesis selects six representative banks as the research objects, including 

state-owned banks, national joint-stock commercial banks, and local commercial 
banks, credit card center staff who received the questionnaires from all levels 
and positions of banks’ credit card center. A total of 175 valid questionnaires 
were successfully obtained. The data are rich, authentic and complete.  

3) Accuracy 
This paper mainly analyzes the talent turnover of the bank’s credit card busi-

ness in Guangzhou, and uses SPSSAU6.0 software to perform statistical analysis 
methods such as cross-tab analysis, relational analysis, and chi-square test. The 
results of the research are more accurate and can stand the test. This has certain 
reference value for the academic community to continue the empirical analysis. 

4) Significance 
Bank’s card commissions have been lowered continuously, and mobile pay-

ments and virtual credit cards have been developing rapidly. The bank’s credit 
card business development is facing serious challenges, and the problem of the 
loss of bank’s employees has become increasingly serious. An empirical analysis 
of the reasons for the loss of credit card talent has been made to upgrade banks 
which have great significance to development of credit card business. 

1.6. Research Method 

This thesis will use empirical research to examine the relation between talent 
turnover and human resource management in the bank’s credit card business. 
This research identifies the intrinsic links between talent turnover and manage-
ment factors in the industry and proposes solutions. The main research methods 
will include the following ways. 

1.6.1. Literature Analysis 
The author uses a large amount of literature on the Internet and libraries and 
browses domestic and foreign journals or professional academic research mate-
rials on professional talent management, conducting analysis and research on 
such issues as talent definitions, talent turnover models, and talent turnover fac-
tors. 

1.6.2. Interviews 
This study aims to address issues related to staff turnover and management fac-
tors, and plans to conduct open interviews with personnel of bank institutions’ 
credit card business in the form of focus discussion, individual talks, telephone 
interviews, and on-line chats. It is to understand their needs and ideological 
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trends for finding the most direct cause or motivation of talent turnover and 
seeking advice and ideas to improve the management capabilities of the compa-
ny. 

1.6.3. Questionnaire Survey 
The relationship model is assumed to empirically analyze a group of 200 credit 
card employees in six banking institutions in Guangzhou. Through post-survey 
data analysis, the relevance of the hypothetical relational model was examined, 
and the relationship between talent turnover and management factors in the 
bank’s credit card business is studied. 

1.6.4. Comparative Analysis 
According to the results of the questionnaire survey, groups of credit card em-
ployees of different banking institutions are compared and analyzed, such as 
gender, age, marital status, working years, employment forms, highest academic 
qualifications, and total income of the previous year. 

1.6.5. Empirical Analysis 
This thesis intends to empirically test the data obtained. Using SPSSAU6.0 tools, 
probability theory and statistical methods in mathematical statistics such as 
cross-tab analysis, relational analysis and chi-square test are employed. Also, this 
thesis establishes models and sets hypotheses with derivation and inductive me-
thod for giving scientific conclusion supported by data and facts. 

This chapter mainly elaborates the research background, purpose, meaning, 
content and method, and confirms the subject of this research.  

2. Literature Review 
2.1. Definition of Talent Turnover 

The talent turnover (Baidu Baike, 2016) refers to the phenomenon in which a 
person who plays an important role in the development of his or her business, 
even a key player, resigns initiatively or loses his active role. There is overt and 
covert loss of talents. The former refers to the company’s talents leaving for 
some reasons and working for another company which causes difficulties for the 
company’s human resources management, thereby affecting its operation and 
development. The latter refers to the company’s talents who lose their motiva-
tion due to insufficient incentives or other reasons that their talents do not come 
into play, thereby affecting the company’s development. 

Classification of Talent Turnover 
To correctly understand and measure talent turnover, talent turnover must be 
classified. There are two common categories of talent turnover for researchers: 
1) According to the classification of decision maker, talent turnover can be di-
vided into active loss and passive loss. The active loss refers to the decision made 
mainly by employees, including the active resignation of all employees. When 
the employee’s wages or the marginal benefits they receive do not meet their ex-
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pectations, they may make decisions to leave the company, and become active 
loss. Passive loss also refers to organization’s unwanted loss that decision are 
mainly made by organizations, including employee dismissal, layoffs, retirement 
and death; 2) In accordance with the impact of employee turnover on the organ-
ization, talent turnover can be divided into disadvantageous loss and advanta-
geous loss.  

2.2. Model of Talent Turnover 
2.2.1. March-Simon Model 
The March-Simon model (James et al., 1993), also known as the “actor-based 
decision-maker” model, is a relatively early and influential general model of em-
ployee turnover. 

The model is actually composed of two models: one model studies the per-
ceived rationality of turnover of the company, including two core factors, name-
ly employee satisfaction and turnover possibility. 

Another model analyzes the easiness of turnover of the company, the number 
of companies that employees can see the availability of qualified jobs, and the 
degree to which they are willing to accept these positions. These factors are de-
terminants in this model. 

This model has a logically clear picture of the factors influencing the behavior 
research of talent turnover, and has become an important theoretical basis for 
later talent turnover research. 

2.2.2. Price-Mueller Model 
American scholar Price (2001) has established an influential model to explain 
the psychological process of employee turnover: when employees are dissatisfied 
with the job, they will look for other opportunities within the organization. 
When they find a better chance, they will leave. When there are no suitable op-
portunities or opportunities are not good enough, they will stay in the organiza-
tion with psychological tendency to leave. 

From the perspective of the model as a whole, the Price-Mueller model is de-
voted to the analysis of the influential mechanism of intention to stay, and the 
variables that affect the intention to stay including five types of environmental 
variables, individual variables, structural variables, intermediary variables and 
control variables. 

The environment variables include two variables: responsibility and opportu-
nity of relatives. The responsibility of relatives refers to the obligation on rela-
tives living in the same community; opportunity refers to the ease with which 
alternative jobs can be found. The model points out that these two variables can 
have direct and indirect effect on the loss, that is, they have an effect on job sa-
tisfaction. 

The individual variables include three variables: general training, job in-
volvement, and positive/negative emotions. General training refers to the extent 
to which employees’ knowledge and skills can be used by other companies. Un-
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der normal circumstances, employers will increase their employees’ salary, sta-
tus, and rights to protect their own investments in special training for em-
ployees. This will reduce employees’ job search behavior and loss intentions. Job 
involvement refers to the extent to which employees work hard and get re-
warded. Increased returns are job satisfaction and organizational commitment. 

The structured variables include seven variables: work autonomy, distribution 
fairness, job stress, salary, promotion opportunities, job monotony, and social 
support. Work autonomy refers to the extent to which employees control their 
own work rights. Distribution fairness refers to the extent to which the organiza-
tion’s rewards and penalties are linked to work performance. Work stress has 
four dimensions: lack of resources, role ambiguity, role conflict, and work over-
load. Salary refers to the money and other equivalents obtained as a result of 
working for the organization. Promotion opportunities are vertical occupational 
movements within the organization. Job monotony refers to the degree of work 
duplication. Social support includes the support level on work from the supe-
riors, colleagues and relatives for work Support level. 

Intermediary variables refer to job satisfaction, organizational commitment 
and job-seeking behavior. Job satisfaction refers to the extent to which em-
ployees like their work. Organizational commitment is the degree of employee 
loyalty to a social unit. Job-seeking behavior refers to the active level of em-
ployees looking for another job. 

The Price-Mueller model abstracts and summarizes the external environment 
and the macro and micro factors of talent turnover. It clearly points out the 
types of variables and specific variables affecting the talent turnover and careful-
ly points out the impact of environment, individual, structure, and process on 
the turnover behavior. It pointed out that the relationship between variables af-
fecting turnover behavior and can be closely combine with the analysis of the 
causes of talent turnover. 

2.2.3. Mobley Mediation Model 
Mobley (1982) believes that research should focus on the behavioral and cogni-
tive processes between employee satisfaction and the actual turnover rather than 
the simple correspondence between employee satisfaction and turnover. Mobley 
builds his own theoretical model of employee turnover selection on the basis of 
absorbing the advantages of the March-Simon model. 

The model points out that: 1) If employees are dissatisfied with the existing 
work, they will have the idea of leaving the company; 2) After the idea is gener-
ated, they will seek an external evaluation; 3) Then, they will evaluate and choose 
the corresponding plans; 4) The intention of resignation comes to mind; 5) The 
final decision is to leave. Therefore, the resignation decision made by employees 
is a result of repeated measurement and adjustment. The main theoretical as-
sumption of this model is that the reason why employees leave is not merely the 
result of the current low level of job satisfaction, but the final decision made af-
ter a comprehensive evaluation of various factors. 
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2.3. Research on Influential Factors of Talent Turnover at Home  
and Abroad 

At present, the research on the influencing factors of talent turnover can be di-
vided into two types in the academia: 1) From the source of talent turnover, 
mainly analyzing the root cause of talent turnover, and thus implementing tar-
geted management; 2) From the results of talent turnover, comparing study of 
various coping strategies to compensate for the negative impact and losses 
caused by talent turnover. The study of the talent turnover in the western coun-
tries was earlier. Scholars have conducted many researches from different le-
vels and perspectives, formed many mature research results, and built theoret-
ical models of talent turnover. Price (1977) believed that the main factors de-
termining the talent turnover are: salary level, integration, tool-based commu-
nication (which directly affects the role of employees), formal communication 
(transmitting information through formal office channels), and centralization 
(centralization of power). Deery & Shaw (1997) found that in addition to fac-
tors such as salary and job expectation, factors that affect talent turnover also 
include lack of effective communication between managers and employees, and 
lack of corporate culture. Hiltrop (1999) pointed out that the factors of talent 
turnover include: work remuneration, job challenges, training and promotion 
opportunities, socio-economic conditions, work schedules, job responsibilities, 
work autonomy, job security and career development opportunities. The study 
of talent turnover by domestic scholars began in the early 1990s, drawing on 
mature theoretical models to creatively study the talent turnover of companies 
based on the characteristics of different industries. Zhang & Zhang (2003) 
sampled 470 technical employees of IT companies and used OLS regression 
analysis to conduct an empirical study of the Price’s turnover intention model. 
Research shows that the model can better explain the intention of turnover of 
the samples in the researched industry. Combining with the actualization of 
China’s industrialization process, Ye, Wang, & Lin (2005) believed that the main 
factors affecting the loss of knowledgeable employees in high-tech companies in 
China are the employees’ satisfaction with existing jobs and the degree to which 
employees’ expectations are fulfilled. At the same time, the personal characte-
ristics and non-work factors of employees also cause the turnover of em-
ployees. Also, employee’s leaving behavior is also affected by external condi-
tions such as supply and demand in the labor market and organizational con-
straints. 

With regard to the causes of the talent turnover, the academic community and 
the business community have conducted joint discussions and achieved certain 
consensus and results. However, due to differences in research perspectives and 
methods, there is no consensus on this issue. From the current research on the 
factors of the talent loss of financial industry, the existing research is more about 
qualitative analysis and listing of various factors. There’s lack of quantitative 
analysis of the various factors, as well as the study of the relationship between 

https://doi.org/10.4236/jfrm.2018.73019


L. Duan, L. Yan 
 

 

DOI: 10.4236/jfrm.2018.73019 298 Journal of Financial Risk Management 
 

the various factors. The talent turnover of enterprises is a whole series of internal 
and external factors of a series of interconnected companies. With summary of 
previous research conclusions, the three main factors leading to the turnover de-
cision are: the breakdown of psychological contract, work characteristics and the 
external environment. 

This thesis analyzes the relevant literature of talent turnover of companies and 
concludes that the talent turnover factors are as follows: 1) Demographic factors: 
age, gender, job tenure, marriage, education background, family burden, etc.; 2) 
Work factors: remuneration, satisfaction with work comfort, integration, posi-
tive/negative emotions, professional reputation, career development opportuni-
ties, job challenges, job requirements, work autonomy, job engagement, job 
stress, job challenges, job complexity degree, job responsibilities, job promotion 
opportunities, tool-based communication, formal communication, corporate 
centralization, expectations for changing job roles within the company, man-
agement personnel and employee communication skills, management systems, 
training, fair distribution, etc.; 3) External environmental factors: policies, so-
cio-economic situation, external job opportunities, etc. 

In one word, it can be foreseen that bank’s credit card personnel pay more at-
tention to personal development space and opportunities. 

Among the work factors, five factors such as work pressure, career develop-
ment prospects, compensation and benefit, promotion opportunities, and work 
responsibilities that are more concerned with by credit card personnel are se-
lected. Other work factors are basically included in these five factors. Because 
work emotions and other factors are not convenient to be scored in quantitative 
analysis due to the unclear meaning, these two factors are excluded. At the same 
time, management factors are added, and the influencing factors of enterprise 
management are attributed to the element of management communication. The 
external environmental factors have selected external job opportunities. The 
macroeconomic factors such as policies and economic conditions which are 
presented in external job opportunities have been excluded from external job 
opportunities. Finally, seven factors are obtained, as shown in Table 1.  
 
Table 1. Influential factors of talent turnover. 

No. Item Factors 

1 S1 Work pressure 

2 S2 Career development prospects 

3 S3 Compensation and benefit 

4 S4 Promotion opportunities 

5 S5 Management communication 

6 S6 Job responsibilities 

7 S7 external job opportunities 
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3. Construction of Rational Model of Talent Turnover and  
Management Factors 

From previous research, it can be seen that the talent turnover may be influ-
enced by one or more factors in the individual, organization and social factors at 
the same time. This thesis assumes that the tendency of the talent turnover of the 
bank’s credit card business is directly related to the dynamic matching of man-
agement factors in banking institution, thereby constructing a related model of 
related factors of talent turnover in bank’s credit card business. This thesis also 
assumes that management factors will affect employees’ salary satisfaction, job 
satisfaction and career development satisfaction. According to these two hypo-
theses, the author constructs relational model of influential factors of talent 
turnover in bank’s credit card business (Figure 1). 

4. Research Hypothesis and Questionnaire Design 

In order to better study the actual situation of the talent turnover of bank’s cre-
dit card employees, the research is conducted on the basis of Weng (2009) 
“Questionnaire on Employees’ Career Growth” and Chay & Aryee (1999) and 
Garavan et al. (2006). The employees of bank’s credit card center are interviewed 
individually. Combined with the organizational environment characteristics 
faced by the employees of bank’s credit card center, 70 items that were combed 
are revised, and finally a formal questionnaire of 63 items was formed. 

In order to eliminate the echo effect, this research employs the Likert-type 
6-points scale, in which “1” means very unsatisfied, “2” means relatively unsatis-
fied, and “3” means somewhat unsatisfied. “4” means a little bit satisfied, “5” 
means somewhat satisfied, and “6” means very satisfied. Participants are asked 
to choose the option that best fits their situation. Through a small sample test, 
the questionnaire has good internal consistency and reliability in the test, but 
also has a good structural validity. 
 

 
Figure 1. Relational model of influential factors of talent turnover in bank’s credit card business. 
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4.1. Questionnaire Design 

The total 6 categories of 63 questions are designed for this questionnaire (see Ap-
pendix). The first category focuses on the basic situation of employees; the second 
category examines the dimension of employees’ loyalty imbalances; the third cat-
egory examines the impact of employee turnover; the fourth category examines the 
assessment of response measures on talent turnover; the fifth category examines 
the subjectivity of internal and external reasons of employee turnover.  

1) Basic information of employees: 7 items including gender, age, marital sta-
tus, highest academic qualification, form of employment, working years, and to-
tal income of the previous year. 

2) Assessment Scale of Employees’ Loyalty Imbalance Dimension: this part of 
the questionnaire mainly refers to the three-factor model of Allen & Meye (1990) 
and developed the “Questionnaire of Employees’ Organizational Commitment 
for Chinese Enterprises” developed by Ling, Zhang, & Fang (2000) and their re-
search results. Employee loyalty has been divided into five dimensions: emotion-
al loyalty, normative loyalty, ideal loyalty, economic loyalty, and opportunity 
loyalty. It has also been designed with reference to the scale of Ke Yuanzhen’s 
(Ke, 2010)” Empirical Analysis on Corporate Loyalty of Enterprises’ Core Em-
ployees with 15 questions. 

3) Scale of Influential Factors of Employee Loss: this part contains 6 items 
such as job responsibilities, career development prospects, compensation and 
benefits, work responsibilities, promotion opportunities, and job responsibilities. 
Each item has 3 to 4 questions and is basically composed of the first-person dec-
larative sentences. 

The questions that respondents are asked to answer mainly present in three 
ways: The first is the objective choice question, which is mainly to investigate the 
basic situation of the respondent. The second type of questions, which is based 
on the Likert-type scale, covers aspects such as work pressure, career develop-
ment prospects, compensation and benefits, promotion opportunities, manage-
ment communication, and work responsibilities. The measurement for these 
elements is based on Likert-type 6-point scale. The third type is subjective prob-
lems which are mainly the investigation of the primary reasons for the resigna-
tion of employees, the prioritization of external job opportunities, and the spe-
cific measures for dealing with talent turnover. 

4.2. Method of Data Analysis 

SPSSAU6.0 is used to process and analyze the data. In addition to the reliability 
analysis of the questionnaire, cross-tab analysis, relational analysis, and 
chi-square test are used to analyze the relationship between variables. 

4.3. Research Hypothesis 

H1: There is a positive relationship between performance pressure of 
credit card business and employee turnover. 
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H1a: There is a positive relationship between performance development pres-
sure and employee turnover. 

H1b: There is a positive relationship between the pressure on bad credit card 
rates and employee turnover. 

H2: The development prospects of credit card business have a significant 
negative relationship with the employee’s turnover of credit card business.  

H2a: There is a positive relationship between the development expectations of 
mobile payment services and employee turnover. 

H2b: There is a positive relationship between traditional credit card business 
and the employee’s turnover in virtual credit card business. 

H2c: There is a positive relationship between the pressure of competition in 
the bank’s credit card business and employee turnover. 

H3: Low satisfaction rate of welfare center in credit card business is the 
first influential factor in talent turnover. 

H3a: There is a negative relationship between compensation and employee 
turnover. 

H3b: There is a negative relationship between fair distribution systems and 
benefits and employee turnover. 

H3c: There is negative relationship between labor income matching and em-
ployee turnover. 

H4: Low maturity of management of credit card business has a significant 
positive relationship with talent turnover. 

H4a: There is negative relationship between management communication and 
employee turnover. 

H4b: There is a negative relationship between the smooth mechanism of in-
formation transmission of the company and the employee turnover. 

H4c: There is negative relationship between promotion mechanism and em-
ployee turnover. 

H4d: There is a negative relationship between reasonable and fair workload 
distribution and employee turnover. 

H5: There is responsibility of employees of credit card center has a sig-
nificant negative relationship with talent turnover. 

H5a: There is a negative relationship between job challenges and employee 
turnover. 

Based on the above discussion and assumptions, this research constructs the 
hypothesis model of loyalty influence factors as shown in Figure 2.  

4.4. Reliability Test 

In order to test the reliability and validity of the questionnaire, this research em-
ployees the “homogeneity reliability (using Cronbach’s α coefficient)” method to 
test the influential factors of employee turnover and the dimension of loyalty 
imbalance on the reliability test. The test results are shown in Table 2 and Table 
3. 
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Figure 2. Hypothetical model for the employee turnover of credit card business. 

 
Table 2. Reliability of influential factors of employee turnover (N = 175). 

Influential Factors Homogeneity Reliability 

Total Reliability 0.834 

F1-1: Work Pressure 0.880 

F1-2: Development Prospects of Industry 0.848 

F1-3: Compensation and Benefits 0.783 

F1-4: Promotion Opportunities 0.903 

F1-5: Management Communication 0.776 

F1-6: Job Responsibilities 0.789 

 
Table 3. Reliability of employee loyalty imbalance (N = 175). 

Factors Homogeneity Reliability (α coefficient) 

Total Reliability 0.818 

F2-1: Imbalance of Emotional Loyalty 0.818 

F2-2: Imbalance of Normative Loyalty 0.770 

F2-3: Imbalance of Ideal Loyalty 0.900 

F2-4: Imbalance of Economic Loyalty 0.775 

F2-5: Imbalance of Opportunity Loyalty 0.792 
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In general, the reliability coefficient of 0.70 or more is in line with psychome-
tric requirements. Table 2 and Table 3 show that the survey questionnaire of in-
fluential factors of employee turnover and loyalty as well as the overall homo-
geneity reliability of the factor all reach 0.80 or more, which ensures the reliabil-
ity of the questionnaire. From the indicators of internal consistency, the homo-
geneity of the influencing factors is basically above 0.77. 

In terms of validity test, the questionnaire was modified based on the verified 
scales. After filling the questionnaires, the respondents were also asked for their 
opinions on the spot. The expression of questions in the questionnaire were re-
peatedly considered and modified. Then, market research was requested. Experts 
in the field checked the questionnaire and revised some of the items according to 
the results of the preliminary investigation. The above steps guaranteed the con-
tent validity of the questionnaire. 

5. Empirical Research and Question Analysis 

The data between variables are analyzed through SPSSAU6.0, and the assump-
tions of different variables are verified. If the relationship is established, there is 
a relationship between the variable and talent turnover. If the relationship is not 
established, there is no obvious relationship between the variable and talent 
turnover. Due to the need to confirm the questionnaire, data analysis is done af-
ter data collection.  

5.1. Descriptive Analysis of Sample Data 

The object of the questionnaire survey include existing employees of credit card 
center, managers of operation department, and some resigned employees of cre-
dit card center. 230 questionnaires were distributed, 201 were actually recovered, 
and questionnaires that did not answer the questions and answered logical con-
tradictions were eliminated. Finally, 175 valid questionnaires were obtained and 
the effective recovery rate was 87%. 

The demographic information of the sample variables are shown: 
1) In terms of gender, there are 53 males, accounting for 30.29%; 122 females, 

accounting for 69.71%. There is slightly more female banking staff. In terms of 
marital status, 56.57% are unmarried and 16% are married (no children), mar-
ried (with children) accounted for 27.43%, basically in line with the overall 
gender and marriage status of employees of credit card business. 

2) In terms of age, the number of people aged between 26 - 30 is the highest, 
accounting for 44%. In addition, employees under the age of 26 account for 
33.14%. The number of people aged 31 - 35 account for 20.57%. The number of 
people over the age of 36 account for 2.29%. In general, the subjects are younger. 

3) In academic background, subjects’ academic qualifications are mainly con-
centrated in junior colleges and bachelor, with the largest number being bache-
lor and equivalents, accounting for 53.71%, junior colleges and equivalents ac-
counting for 43.43%, master’s degree or above accounting for 2.86%. According 
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to the distribution of academic qualifications of samples, the proportion of 
highly-educated persons (undergraduate and above) is slightly higher than that 
of the overall employees of credit card center. This is mainly due to the fact that 
this survey is mainly for formal employees of bank’s credit card centers. When 
banks recruit regular employees from the society or campus, there will be clear 
academic requirements. The labor dispatching staffs of the credit card center 
have relatively low academic qualifications, but this survey did not issue a large 
number of survey questionnaires to Labor dispatching groups. 

4) In terms of employment, the sample includes formal 137 middle and 
long-term contract workers, accounting for 78.29%; 28 short-term contract 
workers, accounting for 16%; and 3 laborers, accounting for 1.71%. It’s basically 
in line with the status quo of personnel structure of credit card. 

5) In terms of the number of working years, there are 44.9% of the employees 
working for more than 10 years, 37.2% of the employees in 4 - 10 years, 13.5% in 
1 - 3 years, and 4.5% in one year. In general, the length of time for participants is 
mostly longer. This is mainly because the employees of state-owned enterprises 
are less mobile. Even if they are not willing to work in the current credit card 
center, the company can better arrange them to other suitable positions. 

6) In the total revenue of the previous year, 50,000 - 100,000 accounted for 
66.29%, 50,000 - 100,000 accounted for 13.71%, 100,000 - 150 thousand ac-
counted for 12%, 150,000 - 200 thousand accounted for 4%, and 200,000 - 
300,000 accounted for 2.86%, more than 300,000 and 1.14%. These are basically 
in line with the current status of the current income of employees of credit card 
center (Table 4). 

5.2. Cross-Tab Analysis and Chi-Square Test Based on Different  
Types of Comparison 

This part mainly analyzes the cross-tabulation of variables of individual charac-
teristics such as gender, age, education, marital status, employment patterns, and 
working years of client managers, and discusses whether these variables are dif-
ferent in the dimensions of employee loyalty imbalance. The entire process is 
performed using the SPSSAU6.0 cross-tab analysis and chi-square test. 

5.2.1. Cross-Tab Analysis and Chi-Square Test of Gender Comparison 
In order to understand the difference in the gender dimension of the talent 
turnover of employees in credit card center, we conducted a cross-tab analysis 
and a chi-square test on employees of different gender in credit card centers. 
The analysis results are shown in Table 5.  

The result show that the gender of employees of credit card center does not 
differ significantly in the three dimensions of emotional loyalty, normative 
loyalty and economic loyalty, but there are significant differences in the two di-
mensions of ideal loyalty and opportunity loyalty, that is, in the employee groups 
of credit card center, the effect of gender to loyalty on employees of credit card 
center is mainly focused on ideal loyalty and opportunity loyalty. It is generally  
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Table 4. Variables situation of individual characteristics of samples (N = 175). 

Items Individual Characteristics Numbers Percentage 

Gender 
Male 53 30.29% 

Female 122 69.71% 

Age 

Under 26 years old 58 33.14% 

26 - 30 years old 77 44% 

31 - 35 years old 36 20.57% 

36 - 50years old 4 2.29% 

50 years old above 0 0% 

Marital Status 

Unmarried 99 56.57% 

Married (No children) 28 16% 

Married 48 27.43% 

The Highest  
Academic  

Qualification 

Junior Colleges and Below 76 43.43% 

Bachelor 94 53.71% 

Master and Above 5 2.86% 

Forms of Work 

Middle and Long-term Contract 137 78.29% 

Short-term Contract 28 16% 

Specific Contract 7 4% 

Labor dispatching 3 1.71% 

Items Individual Characteristics Numbers Percentage 

Working Years In  
Credit Card Center 

Below 1 year 30 17.14% 

1 - 3 years 87 49.71% 

3 - 5 years 32 18.29% 

5 - 10 years 20 11.43% 

10 - 20 years 6 3.43% 

Position 

Staffs 155 88.57% 

Line Managers 16 9.14% 

Middle-level Managers 4 2.29% 

Total Income of the  
Previous Year 

Less than 50 thousand 24 13.71% 

50 - 100 thousand 116 66.29% 

100 - 150 thousand 21 12% 

150 - 200 thousand 7 4% 

200 - 300 thousand 5 2.86% 

More than 30 thousand 2 1.14% 

 
believed that male employees of credit card center are more concerned with the 
future and development prospects than female employees of credit card center. 
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Table 5. Results of cross-tab analysis and chi-square test in each dimension of talent 
turnover on gender (N = 175). 

Factors X2 p 

Emotional Loyalty Imbalance 

11.849 0.037* 

16.077 0.007** 

3.688 0.595 

Normative Loyalty Imbalance 

9.207 0.101 

21.064 0.001** 

12.048 0.034* 

Ideal Loyalty Imbalance 

4.269 0.511 

12.759 0.026* 

7.789 0.168 

Economic Loyalty Imbalance 

18.765 0.002** 

13.684 0.018* 

4.279 0.51 

Opportunity Loyalty Imbalance 

2.724 0.742 

14.112 0.015* 

9.878 0.079 

5.2.2. Cross-Tab Analysis and Chi-Square Test of Age Comparison 
This study divides the age of employees of credit card centers into five levels: 1) 
under 26 years old 2) 26 - 35 years old 3) 31 - 35 years old 4) 36 - 50 years old 5) 
over 50 years old. The analysis of variance and significance of each age group are 
shown in Table 6.  

The results show that there are notable differences between the dimensions of 
imbalance of economic loyalty. There’re no notable differences for the different 
age groups in the four dimensions of emotional loyalty imbalance, normative 
loyalty imbalance, ideal loyalty imbalance and opportunity loyalty imbalance. It 
means that age has not a significant relationship with the talent turnover of em-
ployees of credit card center. Previous studies have suggested that the older you 
are, the better you can be able to keep yourselves that you won’t change your job 
easily. Grusky (1966) found that “organizational loyalty increases as the number 
of employees in the organization increases.” 

After further analysis, it can be seen that young employees of credit card cen-
ter under the age of 30 choose “For opportunities and realization of ideals, I’m 
willing to break through the limitations of the existing family economic condi-
tions”. This is because young employees of credit card center under the age of 30 
have age advantages and have been well-educated generally with advantages in 
foreign language proficiency, computer use, marketing skills, and even physical 
fitness. 
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Table 6. Results of cross-tab analysis and chi-square test in each dimension of talent 
turnover on age (N = 175). 

Factors X2 p 

Emotional Loyalty Imbalance 

18.746 0.225 

11.293 0.732 

13.359 0.575 

Normative Loyalty Imbalance 

19.059 0.211 

18.203 0.252 

23.292 0.078 

Ideal Loyalty Imbalance 

13.302 0.579 

19.133 0.208 

11.175 0.74 

Economic Loyalty Imbalance 

14.346 0.499 

15.232 0.435 

26.629 0.032* 

Opportunity Loyalty Imbalance 

17.938 0.266 

12.389 0.649 

12.713 0.624 

5.2.3. Cross-Tab Analysis and Chi-Square Test of Marital Status  
Comparison 

In order to understand the differences in the dimensions of employee loyalty in 
credit card centers, variance analysis and significant tests on married and un-
married employees of credit card center are conducted. The analysis results are 
shown in Table 7.  

The results show that there are no significant differences in the five dimen-
sions of emotional credit loyalty, normative loyalty imbalance, ideal loyalty im-
balance, economic loyalty imbalance and opportunity loyalty imbalance in em-
ployees of credit card center with different marital status. It follows that there is 
no significant relationship between marital status and talent turnover of em-
ployees of credit card center. 

5.2.4. Cross-Tab Analysis and Chi-Square Test of Forms of Employment  
Comparison 

There are two forms of employment for employees in credit card center, namely, 
contract staffs (regular staffs) and labor dispatching contract staffs (non-regular 
staffs). The analysis results are shown in Table 8.  

The results show that there is no significant difference in the three dimensions 
of emotional loyalty (p > 0.05), economical loyalty imbalance (p > 0.05) and op-
portunity loyalty imbalance (p > 0.05) among employees of different types of 
employment forms; normative loyalty imbalance (p = 0.000 < 0.05) and ideal 
loyalty imbalance (p = 0.000 < 0.05), both of which have significant differences. 
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Table 7. Results of cross-tab analysis and chi-square test in each dimension of talent 
turnover on marital status (N = 175). 

Factors X2 p 

Emotional Loyalty Imbalance 

9.878 0.451 

9.167 0.516 

10.89 0.366 

Normative Loyalty Imbalance 

13.846 0.18 

10.317 0.413 

13.743 0.185 

Ideal Loyalty Imbalance 

11.978 0.287 

12.137 0.276 

9.771 0.461 

Economic Loyalty Imbalance 

15.2 0.125 

12.849 0.232 

12.271 0.267 

Opportunity Loyalty Imbalance 

6.161 0.802 

10.908 0.365 

11.479 0.321 

 
Table 8. Results of cross-tab analysis and chi-square test in each dimension of talent 
turnover on forms of elopement (N = 175). 

Factors X2 p 

Emotional Loyalty Imbalance 

9.999 0.441 

16.137 0.096 

18.305 0.05 

Normative Loyalty Imbalance 

19.307 0.037* 

36.678 0.000** 

35.088 0.000** 

Ideal Loyalty Imbalance 

10.923 0.364 

34.706 0.000** 

11.626 0.311 

Economic Loyalty Imbalance 

13.635 0.19 

7.579 0.67 

5.727 0.838 

Opportunity Loyalty Imbalance 

8.907 0.541 

12.737 0.239 

13.918 0.177 
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In general, formal staffs have deeper corporate loyalty and relevance to com-
panies than regular staffs, and are higher than non-regular staffs in regulating 
loyalty and ideal loyalty. Non-regular staffs have no stable labor relations with 
strong liquidity, high turnover rates, and large salary fluctuations. They have lit-
tle potential for development in this company, and their economic interests are 
more obvious (Wu, 2010). 

However, there are no significant differences between regular and non-regular 
staffs in the aspect of emotional loyalty imbalance, economic loyalty imbalance, 
and opportunity loyalty imbalance. This is closely related to the characteristics of 
sales positions. The first is that employees of credit card center in sales position 
earn sales commission on quality. Except for some social benefits such as 
housing provident funds that are slightly different between regular staffs and 
non-regular staffs, other incomes are generally equivalent. Sales earn money 
from their clients rather than their company. Having source of quality customers 
is the foundation for them. Second, in the credit card industry, state-owned 
banks, joint-stock banks, city commercial banks, rural commercial banks, and 
third-party payment companies are all making great efforts to develop credit 
card business. As long as employees of credit card center have certain working 
experience and marketing experience, they can attract interest of other bank 
which desire to hire excellent credit card sales. In the eyes of competitors, only 
customers and sales are valued, and forms of employees in credit card centers 
are not valued. 

5.2.5. Cross-Tab Analysis and Chi-Square Test of the Highest Academic  
Qualification Comparison 

This research divides the highest academic qualifications of employees of credit 
card center into: 1) high school and below 2) junior colleges and equivalent 3) 
bachelors and equivalent 4) masters and above. The analysis results are shown in 
Table 9.  

The results show that there is no significant difference in the normative loyal-
ty imbalance, economical loyalty imbalance and opportunity loyalty imbalance 
among employees of credit card centers with different educational backgrounds, 
but there are significant differences in the two dimensions of emotional loyalty 
and ideal loyalty, indicating that academic differences are not the important fac-
tor affecting employees of credit cards center on loyalty imbalance. 

According to further analysis, employees of credit card center with bachelor’s 
degree account for 53.71% of the total number, which is the backbone of the 
company. This group has advantages in terms of academic qualifications com-
pared to junior college employees. The proportions of employees with master’s 
or higher degree is small, but have received more attention from the manage-
ment team because of high academic qualification. They have also demonstrated 
stronger qualities in their actual work so that the prospective opportunities for 
the promotion of the position are higher than those of employees with a bache-
lor’s degree. Moreover, the distribution of salary is slightly higher. 
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Table 9. Results of cross-tab analysis and chi-square test in each dimension of talent 
turnover on the highest academic qualification (N = 175). 

Factors X2 p 

Emotional Loyalty Imbalance 

23.022 0.011* 

14.61 0.147 

7.381 0.689 

Normative Loyalty Imbalance 

9.776 0.46 

16.715 0.081 

17.848 0.058 

Ideal Loyalty Imbalance 

12.892 0.23 

24.181 0.007** 

7.919 0.637 

Economic Loyalty Imbalance 

14.278 0.161 

7.798 0.649 

7.286 0.698 

Opportunity Loyalty Imbalance 

10.805 0.373 

16.402 0.089 

14.716 0.143 

5.2.6. Cross-Tab Analysis and Chi-Square Test of Working Years  
Comparison 

This study divides the working years of employees of credit card center in the 
current company into four grades: 1) 1 years and below 2) 1 - 3 years 3) 4 - 10 
years 4) 10 years and above. The analysis results are shown in Table 10.  

The results show that there are no significant differences in the three dimen-
sions of emotional loyalty imbalance, normative loyalty imbalance and opportu-
nity loyalty imbalance in the current employees of credit card center of different 
working years, that is, the working years have little effect on the employee career 
development after the departure of credit card center. However, there are signif-
icant differences in the two dimensions of the ideal loyalty imbalance and eco-
nomic loyalty imbalance. It means that the working year of current company has 
a significant effect on the loyalty of employees of credit card center. 

It is generally believed that the longer the employees work in the company, 
the higher their loyalty to the company. Because they spend more time with 
company as they spend more time working in the company, they increasingly tie 
the company to their career planning, so they are not willing to leave. The new 
employees are just entering the company and are unfamiliar with new environ-
ment to which they are hard to adapt. They will choose to leave company if there 
is any change. 

However, through further analysis, it can be seen that the length of work does 
not form a linear relationship with loyalty. The new employees who have just 
entered the job within a year are more loyal to the company. There are many  
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Table 10. Results of cross-tab analysis and chi-square test in each dimension of talent 
turnover on working years (N = 175). 

Factors X2 p 

Emotional Loyalty Imbalance 

22.905 0.294 

22.935 0.292 

24.229 0.233 

Normative Loyalty Imbalance 

16.212 0.703 

30.192 0.067 

31.257 0.052 

Ideal Loyalty Imbalance 

40.939 0.004** 

35.752 0.016* 

23.943 0.245 

Economic Loyalty Imbalance 

41.051 0.004** 

25.09 0.198 

18.637 0.545 

Opportunity Loyalty Imbalance 

27.851 0.113 

30.012 0.07 

13.188 0.869 

 
reasons for this. Some of them feel confident in their future because of banks’ 
high reputation and they can achieve rapid personal growth in the short term. 
They can get more job satisfaction, especially those who have just graduated 
from school. They are full of interest about the company and are willing to ac-
cept the challenges brought about by the work. Some of them didn’t understand 
the company soon after coming to the company. Their relationships with other 
colleagues are simple and their appeal to the high position is not strong with low 
desire to high compensation. 

5.2.7. Cross-Tab Analysis and Chi-Square Test of Total Income of the  
Previous Year Comparison 

This study divides the total income in the previous year of employees of credit 
card center into 6 levels: 1) below 50 thousand; 2) 50 - 100 thousand; 3) 100 - 
150 thousand; 4) 150 - 200 thousand; 5) 200 - 300 thousand; 6) 300 thousand 
and above. The analysis results are shown in Table 11.  

The results show that there are no significant differences in the three dimen-
sions of emotional loyalty imbalance, normative loyalty imbalance and economic 
loyalty imbalance between employees of different income in credit card center. 
However, there are significant differences in the two dimensions of ideal loyalty 
imbalance and opportunity loyalty imbalance. 

Further studies have found that the higher the income of the credit card cen-
ter, the longer the time for work in this field, the higher the academic qualifica-
tion, the greater the number of external job opportunities, and the higher the  
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Table 11. Results of cross-tab analysis and chi-square test in each dimension of talent 
turnover on total income of the previous year (N = 175). 

Factors X2 p 

Emotional Loyalty Imbalance 

22.629 0.599 

28.438 0.288 

29.07 0.261 

Normative Loyalty Imbalance 

14.785 0.946 

22.516 0.606 

35.934 0.073 

Ideal Loyalty Imbalance 

45.827 0.007** 

50.974 0.002** 

35.858 0.074 

Economic Loyalty Imbalance 

28.918 0.267 

23.04 0.575 

24.382 0.497 

Opportunity Loyalty Imbalance 

21.345 0.673 

25.653 0.426 

42.897 0.014* 

 
demand for fulfillment of ideals. It’s because the low economic pressure on these 
employees of credit card center. After the basic lives have been met, the future 
development will be more important. If company still cannot provide their per-
sonal development platform, they will choose to give up.  

6. Hypothesis Verification and Research Results 

This research employs a relationship test method to perform hypothesis testing 
by using SPSSAU6.0 statistical software. Overall, the hypothesis of this research 
mainly examines the relationship between influential factors of employee turno-
ver and employee turnover in credit card centers. Since the independent variable 
of this research-the employee turnover influencing factor-employee loyalty im-
balance has a multi-dimensional structure. Therefore, the test of the influencing 
factors not only needs to examine the mediating role of the variables as a whole, 
but more importantly, to find out which influential factors of employee turnover 
are used by the dimensions of variables to affect the employee loyalty imbalance 
variables. 

6.1. Relational Test between Influential Factors of Employee  
Turnover and Employee Turnover of Bank’s Credit Card  
Center 

In the test of this relationship, the key is to examine whether the relationship 
between employee turnover and employee turnover (employee imbalance) is 
significant. 
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6.1.1. Relational Analysis 
In statistics, correlation analysis is used to study the uncertainty relationship 
between variables. It is a statistical method to study the closeness of linear rela-
tionship between variables. Based on the results of relational analysis, it can be 
initially determined whether each variable has an effect. The most commonly 
used statistic method for relational analysis is the Pearson correlation coefficient. 
|Rxy| ≤ 1, if |Rxy| is closer to 1, then the linear relationship between variable Y 
and variable X is more significant (Xue, 2013). In this research, the author ana-
lyzes the relationship between six variables in the influencing factors of em-
ployee loyalty scale and the five variables of employee loyalty to study the effect 
of each influencing factor on employee loyalty. The analysis results are shown in 
Table 12.  

From the analysis results, under the significance level of 0.01, each of the in-
fluencing factors has positive and negative relationship with different degrees in 
the five dimensions of employee loyalty imbalance, and the relationship coeffi-
cient is relatively high. 

6.1.2. Relational Test between Work Pressure of Bank’s Credit Card  
Center and Employee Turnover 

As can be seen from Table 13, the comprehensive indicator of the factor of work 
pressure shows a significant positive relationship, supporting the theoretical hy-
pothesis H1. The relationship between multi-dimension of business development 
pressure and reject ratio pressure and employee loyalty imbalance is p < 0.01, 
showing a strong positive relationship, supporting the hypothesis H1a and H1b.  

6.1.3. Relational Test between Development Prospects of Credit Card  
Industry and Employee Turnover 

From Table 14, it can be seen that the comprehensive indicators of the factors of 
the industry’s development prospects show a significant positive relationship, 
supporting the theoretical hypothesis H2. The development prospects of the 
mobile payment business and the impact of the virtual credit card on the tradi-
tional credit card business are related to the employee loyalty imbalance p < 
0.01, showing a strong positive relationship, supporting the hypothesis that H2a 
and H2b are established. 

However, the pressure of horizontal competition, as can be seen from Table 
13, does not show a strong relationship with employee loyalty imbalance. Only 
in the dimension of opportunity loyalty imbalance, there is a positive relation-
ship in horizontal competition pressure, assuming that H2c does not hold.  

In summary, there is a strong positive relationship between credit card per-
formance pressures and industry development prospects for employee turnover. 
In the fierce competition environment of the bank’s credit card business market, 
employees are faced with market development pressures, persistently rising re-
ject rates, difficulty in collecting badly and new market entrants to third-party 
payment virtual credit cards. So, under the ambiguous background of the indus-
try’s development prospects, the greater the pressure of performance in bank’s 
credit card business, the more likely it is that employees will be lost. 
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Table 12. Relational analysis of influential factors of employee turnover and dimensions 
of loyalty imbalance (N = 175). 

Influential Factors Relationship 
Emotional 

Loyalty 
Imbalance 

Normative 
Loyalty 

Imbalance 

Ideal 
Loyalty 

Imbalance 

Economic 
Loyalty 

Imbalance 

Opportunity 
Loyalty 

Imbalance 

Work 
Pressure 

Pearson 
Correlation 
Significance 

0.218** 
0.213** 
0.174** 

−0.072 
0.193** 
0.117 

0.259** 
0.228** 
0.306** 

0.270** 
0.210** 
0.108 

0.379** 
0.329* 
0.101 

0.204** 
0.211** 
0.162** 

−0.022 
0.084 

0.191** 

0.323** 
0.227** 
0.320** 

0.265** 
0.176** 
0.039 

0.217** 
0.201** 
0.222** 

0.150** 
0.101 
0.111 

−0.101 
0.049 

0.1 

0.229** 
0.141 

0.250** 

0.224** 
0.180** 
0.023 

0.285** 
0.224** 
0.167** 

0.049 
−0.002 
−0.024 

−0.149** 
−0.043 

0.01 

0.119 
0.028 

0.163** 

0.112 
0.064 
0.036 

0.266** 
0.194** 
0.091 

Industry  
Development 

Prospects 

Pearson 
Correlation 
Significance 

0.249** 
0.417** 
0.273** 

−0.093 
0.462** 
0.386** 

0.492** 
0.451** 
0.469** 

0.435** 
0.379** 
0.016 

0.288** 
0.243** 
0.233** 

0.167** 
0.240** 

0.09 

−0.08 
0.191** 
0.217** 

0.382** 
0.297** 
0.372** 

0.273** 
0.198** 
0.212** 

0.423** 
0.368** 
0.235** 

0.163** 
0.204** 
0.088 

−0.066 
0.118 
0.133 

0.311** 
0.254** 
0.313** 

0.189** 
0.136 

0.161** 

0.370** 
0.230** 
0.134 

0.200** 
0.246** 
0.096 

−0.057 
0.182** 
0.219** 

0.359** 
0.327** 
0.370** 

0.241** 
0.121 
0.074 

0.313** 
0.275** 
0.113 

Compensation 
and Benefits 

Pearson 
Correlation 
Significance 

0.129 
−0.049 
−0.121 

0.192** 
−0.105 
−0.067 

−0.003 
−0.209** 
−0.087 

−0.087 
−0.097 
0.052 

0.084 
0.025 
0.12 

−0.033 
−0.222** 
−0.252** 

0.288** 
−0.310** 
−0.342** 

−0.298** 
−0.354** 
−0.274** 

−0.283** 
−0.248** 

0.105 

−0.009 
−0.107 
−0.086 

−0.103 
−0.305** 
−0.315** 

0.216** 
−0.268** 
−0.298** 

−0.265** 
−0.380** 
−0.325** 

−0.265** 
−0.211** 

0.122 

−0.031 
−0.075 
−0.11 

Promotion 
Opportunities 

Pearson 
Correlation 
Significance 

−0.107 
−0.119 

−0.225** 

0.348** 
−0.415** 
−0.133 

−0.370** 
−0.323** 
−0.374** 

−0.321** 
−0.142 
0.115 

−0.179** 
−0.153** 
−0.063 

−0.056 
−0.222** 
−0.271** 

0.402** 
−0.439** 
−0.232** 

−0.474** 
−0.423** 
−0.463** 

−0.428** 
−0.267** 

0.129 

−0.155** 
−0.189** 
−0.112 
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Continued 

  
−0.105 

−0.238** 
−0.305** 

0.343** 
−0.450** 
−0.267** 

−0.396** 
−0.481** 
−0.512** 

−0.379** 
−0.243** 

0.142 

−0.194** 
−0.181** 
−0.072 

Management 
Communication 

Pearson 
Correlation 
Significance 

−0.102 
−0.173** 
−0.197** 

0.254** 
−0.289** 
−0.198** 

−0.238** 
−0.399** 
−0.316** 

−0.296** 
−0.158** 

0.043 

−0.004 
−0.106 

−0.212** 

−0.072 
−0.141 

−0.193** 

0.137 
−0.254** 
−0.233** 

−0.157** 
−0.268** 
−0.188** 

−0.198** 
−0.106 
0.181** 

0.08 
0.042 

−0.250** 

−0.114 
−0.187** 
−0.173** 

0.325** 
−0.263** 
−0.245** 

−0.363** 
−0.363** 
−0.429** 

−0.288** 
−0.133 
0.044 

−0.058 
−0.11 
−0.08 

Work 
Responsibilities 

Pearson 
Correlation 
Significance 

0.018 
−0.234** 
−0.207** 

0.489** 
−0.376** 
−0.195** 

−0.466** 
−0.349** 
−0.409** 

−0.495** 
−0.323** 

0.121 

−0.129 
−0.109 

−0.181** 

−0.059 
−0.199** 
−0.172** 

0.364** 
−0.367** 
−0.258** 

−0.445** 
−0.380** 
−0.376** 

−0.425** 
−0.297** 

0.148 

−0.088 
−0.112 

−0.171** 

0.077 
−0.047 
−0.119 

0.252** 
−0.295** 
−0.173** 

−0.270** 
−0.245** 
−0.207** 

−0.321** 
−0.173** 

0.09 

−0.067 
−0.117 

−0.293** 

*p < 0.05; **p < 0.01. 

 
Table 13. Relational analysis of influential factors of work pressure and dimensions of 
loyalty imbalance (N = 175). 

Influential 
Factors 

Dimensions 
Emotional 

Loyalty 
Imbalance 

Normative 
Loyalty 

Imbalance 

Ideal 
Loyalty 

Imbalance 

Economic 
Loyalty 

Imbalance 

Opportunity 
Loyalty 

Imbalance 

Work 
Pressure 

Business 
Development 

pressure 

0.218** 
0.213** 
0.174** 

−0.072 
0.193** 
0.117 

0.259** 
0.228** 
0.306** 

0.270** 
0.210** 
0.108 

0.379** 
0.329** 
0.101 

Ratio 
pressure 

0.204** 
0.211** 
0.162** 

−0.022 
0.084 

0.191** 

0.323** 
0.227** 
0.320** 

0.265** 
0.176** 
0.039 

0.217** 
0.201** 
0.222** 

0.150** 
0.101 
0.111 

−0.101 
0.049 
0.1 

0.229** 
0.141 

0.250** 

0.224** 
0.180** 
0.023 

0.285** 
0.224** 
0.167** 

Horizontal 
Competition 

Pressure 

0.049 
−0.002 
−0.024 

−0.149** 
−0.043 

0.01 

0.119 
0.028 

0.163** 

0.112 
0.064 
0.036 

0.266** 
0.194** 
0.091 
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Table 14. Relational analysis of influential factors of industry development prospects and 
dimensions of loyalty imbalance (N = 175). 

Influential 
Factors 

Dimensions 
Emotional 

Loyalty 
Imbalance 

Normative 
Loyalty 

Imbalance 

Ideal 
Loyalty 

Imbalance 

Economic 
Loyalty 

Imbalance 

Opportunity 
Loyalty 

Imbalance 

Industry 
development 

prospects 

No confidence  
in the long−term 
development on 
banking industry 

0.249** 
0.417** 
0.273** 

−0.093 
0.462** 
0.386** 

0.492** 
0.451** 
0.469** 

0.435** 
0.379** 
0.016 

0.288** 
0.243** 
0.233** 

Market share  
of credit card is 

occupied by  
mobile payment 
business of third 
party payment 

0.167** 
0.240** 

0.09 

−0.08 
0.191** 
0.217** 

0.382** 
0.297** 
0.372** 

0.273** 
0.198** 
0.212** 

0.423** 
0.368** 
0.235** 

Impact brought 
by mobile  
payment 

0.163** 
0.204** 
0.088 

−0.066 
0.118 
0.133 

0.311** 
0.254** 
0.313** 

0.189** 
0.136 

0.161** 

0.370** 
0.230** 
0.134 

Impact of  
the virtual 
credit card 

0.200** 
0.246** 
0.096 

−0.057 
0.182** 
0.219** 

0.359** 
0.327** 
0.370** 

0.241** 
0.121 
0.074 

0.313** 
0.275** 
0.113 

6.1.4. Relational Test between Compensation and Benefits of Credit Card  
Centre and Employee Turnover 

As can be seen from Table 15, compensation and benefits are negatively corre-
lated with employee turnover, but the relationship is weak and supports theoret-
ical hypothesis H3. Unlike traditional perceptions, compensation and benefits 
are not the main cause of employee turnover. The fair distribution system and 
the matching of welfare and labor income with employee loyalty imbalances 
have a strong negative relationship, supporting the assumption that H3b and 
H3c. It means that the stable salary and benefits that meet the living expenses 
and fairness can better maintain the loyalty of employees. Therefore, the estab-
lishment of a reasonable, fair, and scientific remuneration system is an issue that 
company must pay attention to, and it is also an effective way to deal with the 
employees’ turnover.  

6.1.5. Relational Test between Promotion Opportunities of Credit Card  
Centre and Employee Turnover  

As can be seen from Table 16, there is a strong negative relationship between 
promotion opportunities and employee turnover, supporting the theoretical hy-
pothesis H4c. This shows that if employees feel that they have a future in their 
own company, they can be confident that they will work in their own company, 
thus retaining them and coping with the loss of employees.  

6.1.6. Relational Test between Management Communication of Credit  
Card Centre and Employee Turnover 

As can be seen from Table 17, there is a strong negative relationship between  
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Table 15. Relational analysis of influential factors of compensation and benefits and di-
mensions of loyalty imbalance (N = 175). 

Influential 
Factors 

Dimensions 
Emotional 

Loyalty 
Imbalance 

Normative 
Loyalty 

Imbalance 

Ideal 
Loyalty 

Imbalance 

Economic 
Loyalty 

Imbalance 

Opportunity 
Loyalty 

Imbalance 

compensation 
and benefits 

Salary 
0.129 

−0.049 
−0.121 

0.192** 
−0.105 
−0.067 

−0.003 
−0.209** 
−0.087 

−0.087 
−0.097 
0.052 

0.084 
0.025 
0.12 

Fair distribution  
system  

and benefits 

−0.033 
−0.222** 
−0.252** 

0.288** 
−0.310** 
−0.342** 

−0.298** 
−0.354** 
−0.274** 

−0.283** 
−0.248** 

0.105 

−0.009 
−0.107 
−0.086 

Matching  
of  

labor income 

−0.103 
−0.305** 
−0.315** 

0.216** 
−0.268** 
−0.298** 

−0.265** 
−0.380** 
−0.325** 

−0.265** 
−0.211** 

0.122 

−0.031 
−0.075 
−0.11 

 
Table 16. Relational analysis of influential factors of promotion opportunities and di-
mensions of loyalty imbalance (N = 175). 

Influential 
Factors 

Dimensions 
Emotional 

Loyalty 
Imbalance 

Normative 
Loyalty 

Imbalance 

Ideal 
Loyalty 

Imbalance 

Economic 
Loyalty 

Imbalance 

Opportunity 
Loyalty 

Imbalance 

Promotion 
opportunities 

Frequent 
Training 

opportunities 

−0.107 
−0.119 

−0.225** 

0.348** 
−0.415** 
−0.133 

−0.370** 
−0.323** 
−0.374** 

−0.321** 
−0.142 
0.115 

−0.179** 
−0.153** 
−0.063 

Current job can 
provide me with 
promotion and 
development 
opportunities 

−0.056 
−0.222** 
−0.271** 

0.402** 
−0.439** 
−0.232** 

−0.474** 
−0.423** 
−0.463** 

−0.428** 
−0.267** 

0.129 

−0.155** 
−0.189** 
−0.112 

The company  
has a very  
reasonable  
promotion  
mechanism 

−0.105 
−0.238** 
−0.305** 

0.343** 
−0.450** 
−0.267** 

−0.396** 
−0.481** 
−0.512** 

−0.379** 
−0.243** 

0.142 

−0.194** 
−0.181** 
−0.072 

 
Table 17. Relational analysis of influential factors of management communication and 
dimensions of loyalty imbalance (N = 175). 

Influential 
Factors 

Dimensions 
Emotional 

Loyalty 
Imbalance 

Normative 
Loyalty 

Imbalance 

Ideal 
Loyalty 

Imbalance 

Economic 
Loyalty 

Imbalance 

Opportunity 
Loyalty 

Imbalance 

Management 
communication 

Superior 
Communicate 

with you 
initiatively 

−0.102 
−0.173** 
−0.197** 

0.254** 
−0.289** 
−0.198** 

−0.238** 
−0.399** 
−0.316** 

−0.296** 
−0.158** 

0.043 

−0.004 
−0.106 

−0.212** 

Smooth 
communication 
with colleagues 

−0.072 
−0.141 

−0.193** 

0.137 
−0.254** 
−0.233** 

−0.157** 
−0.268** 
−0.188** 

−0.198** 
−0.106 
0.181** 

0.08 
0.042 

−0.250** 

Smooth 
information 

channel  
in company 

−0.114 
−0.187** 
−0.173** 

0.325** 
−0.263** 
−0.245** 

−0.363** 
−0.363** 
−0.429** 

−0.288** 
−0.133 
0.044 

−0.058 
−0.11 
−0.08 
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management communication and employee turnover, supporting the theoretical 
hypothesis H4a. 

At the same time, there is a strong negative relationship between having a 
smooth information channel and employee turnover, and supporting the theo-
retical hypothesis H4b. Bara Aram McGuiness (1998) believes that effective, 
open and candid communication is an important factor in employee loyalty. If 
there is a smooth information transmission mechanism in the company, em-
ployees can easily get some needed information. This can enhance employees’ 
understanding of the company and bring employees closer to the company.  

6.1.7. Relational Test between Work Responsibilities of Credit Card  
Centre and Employee Turnover 

From Table 18, it can be seen that work responsibilities have a high negative re-
lationship with employee turnover and support theoretical hypothesis H5. 
Among them, unlike traditional perceptions, job challenges are highly negatively 
related to employee turnover. It supports the theoretical hypothesis H5a, stating 
that employees want to be able to take on certain responsibilities at work and do 
challenging tasks which can increase their sense of job accomplishment and sti-
mulate their initiative, creativity and sense of responsibility to maintain their 
enthusiasm for work.  

7. Discussion of Research Findings and Countermeasures of  
Talent Turnover 

Based on the analysis of related data conducted in the previous chapter and test 
results of the hypothesis, this chapter summarizes the research conclusions, ex-
plains the limitations and deficiencies of the study, and future research direc-
tions, and discusses the strategies for the employees’ turnover of bank’s credit 
card business. 
 
Table 18. Relational analysis of influential factors of work responsibilities and dimen-
sions of loyalty imbalance (N = 175). 

Influential 
Factors 

Dimensions 
Emotional 

Loyalty 
Imbalance 

Normative 
Loyalty 

Imbalance 

Ideal 
Loyalty 

Imbalance 

Economic 
Loyalty 

Imbalance 

Opportunity 
Loyalty 

Imbalance 

Work 
responsibilities 

I like and 
adapt to 

my current job 

0.018 
−0.234** 
−0.207** 

0.489** 
−0.376** 
−0.195** 

−0.466** 
−0.349** 
−0.409** 

−0.495** 
−0.323** 

0.121 

−0.129 
−0.109 

−0.181** 

The workload 
is rationally 
distributed 

−0.059 
−0.199** 
−0.172** 

0.364** 
−0.367** 
−0.258** 

−0.445** 
−0.380** 
−0.376** 

−0.425** 
−0.297** 

0.148 

−0.088 
−0.112 

−0.171** 

Work is 
challenging 

0.077 
−0.047 
−0.119 

0.252** 
−0.295** 
−0.173** 

−0.270** 
−0.245** 
−0.207** 

−0.321** 
−0.173** 

0.09 

−0.067 
−0.117 

−0.293** 
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7.1. The Main Causes of the Employees Turnover of Bank’s Credit  
Card Business 

After analyzing the statistical data of this research questionnaire, the author 
finds out that the main reasons for the employees’ turnover of credit card center 
are the following aspects: loyalty imbalance, unstable working environment, and 
small promotion space. 

7.1.1. Loyalty Imbalance 
Loyalty imbalance is the primary reason for the employees’ turnover of credit 
card center. The employee loyalty imbalance dimension is related to gender, age, 
education, and marital status, form of employment, working years, and income. 
The imbalance of employee loyalty directly affects the employee turnover rate, 
employees’ satisfaction with the company, and employees’ work attitude. This 
has brought varying degrees of influence to the daily management of the com-
pany, the replacement cost of human resources, and the stability of the team of 
credit card center teams. 

7.1.2. Unstable Working Environment 
The unstable work environment is the second largest cause of employees’ turno-
ver of credit card center. Through questionnaires, this research focuses on data 
collection for currently employed staffs of credit card center. In the face of the 
current reasons for not leaving the company, the table shows that the stability of 
the work environment accounts for 57.14% of the reasons. Through comprehen-
sive analysis, the working environment is divided into two dimensions. The first 
dimension is that banks, as representatives of China’s financial industry, are fa-
vored by many outsiders for their stability. Second, if companies can provide a 
stable working environment, they will be an effective measure to cope with talent 
turnover. 

In summary, based on the advantages of the bank’s institutional management, 
through the improvement of the bank’s internal talent flow mechanism or rota-
tion mechanism, a stable working environment can be created, so that em-
ployees can foresee their career development path (Table 19). 
 
Table 19. Questionnaire on causes that why employees of credit card center haven’t leave 
(N = 175). 

Items Numbers Percentage 

Job repayment is satisfactory. 67 38.29% 

The credit card center has a good prospect. 54 30.86% 

There’s economic burden of family and life. 79 45.14% 

There’s stable working environment. 100 57.14% 

I can’t find better yet 65 37.14% 

Others 6 3.43% 
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7.1.3. Small Promotion Space 
Employees of the bank’s credit card center believe that the small space for pro-
motion is the main reason for choosing to leave. According to the questionnaire, 
the reasons for the most likely to leave are as shown in Table 20. The small 
promotion space leads to 54.86% of the employees choosing to leave. According 
to a comprehensive analysis, the credit card center employees will focus on their 
own development space. There are few opportunities, single forms, and weak 
pertinence in bank’s promotion mechanism. This shows that the company must 
establish a bridge between company development and employee growth. It is 
necessary to better think about the relationship between the company’s devel-
opment goals and the employees’ career development goals. 

Employees often have strong motivation for success and a strong desire to 
pursue self-fulfillment. If an employee feels no hope for his future, he or she will 
doubt and be vulnerable to the seduction of outside companies. Therefore, 
companies must help their employees to plan their careers, so that each em-
ployee can see their own growth direction and growth space and feel the concern 
of the company. This helps employees to stay in the company and is more con-
ducive to countermeasure to talent turnover. 

However, the scientific individual career plan must be combined with the 
company’s strategic plan. At the same time, the company must consciously help 
and guide the employees to formulate their career development plans, provide 
learning opportunities, and promote their sound development in favor of the 
organizational goals. 

7.1.4. Attribution to Convergence of Banking and Pan-Financial Industry  
The proportion of employees leaving the bank’s credit card center to the banking 
and the pan-financial industry has nearly converged. Through questionnaires, 
which channels will be given priority in external job opportunities, as shown in 
Table 21, 54.29% of the financial institutions chose to switch to the 
pan-financial industry, and 53.71% of the inter-bank credit card centers. Gener-
ally, with the rapid development of the Internet finance, third-party payment  
 
Table 20. Questionnaire on causes that why employees of credit card center leave (N = 
175). 

Items Numbers Percentage 

Low income 91 52% 

Excessive pressure on performance 82 46.86% 

Limited future development 31 17.71% 

Small promotion space is small 96 54.86% 

Items Numbers Percentage 

Low leadership management skills 18 10.29% 

Assessment is not transparent and scientific. 22 12.57% 

Work is not challenging. 17 9.71% 

Others 13 7.43% 
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Table 21. Questionnaire of selection preference on external work opportunities of credit 
card center employees (N = 175). 

Items Numbers Percentage 

Inter-bank credit card centers 94 53.71% 

Pan-financial industries 95 54.29% 

Other industries 71 40.57% 

 
companies and other pan-financial industry, the increasing popularity of mobile 
payment and virtual credit card product forms, bank credit card center staff will 
pay more and more attention to the development of the pan-financial industry. 
This shows that the bank’s talent turnover has already faced the competition for 
talent from the pan-financial industry and financial institutions in the same in-
dustry.  

7.2. Compensation and Benefits Isn’t the Primary Factor in  
Employee Turnover 

In this research, through relationship statistics, we can see that compensation 
and benefits are negatively correlated with employee turnover, but the relation-
ship is weak. It means that compensation and benefits is the reason for the em-
ployees’ turnover, but is not the main reason for the employees’ turnover. Fair 
distribution system and benefits, labor income matching and employee loyalty 
imbalance show a strong negative relationship, stating that they can meet the 
living expenses, fair compensation and benefits, and better maintain employee 
loyalty. Therefore, the establishment of a reasonable, fair, and scientific remu-
neration system is an issue that companies must pay attention to, and it is also 
an effective way to deal with the employees’ turnover. Conversely, in the coun-
termeasures to talent turnover, compensation and benefits is not the most effec-
tive measures. Under the condition of limited room for promotion, enterprises 
should provide opportunities for employees to display their expertise as much as 
possible and use post matching to enable employees to do their best and follow 
the company’s growth. Giving employees certain decision-making rights when 
appropriate and letting employees find a sense of belonging is an advantageous 
measure to cope with the employees’ turnover. 

7.3. The Active Role of Employees Emphasizing on Challenging  
Work on Team Stability 

In the work of human resources management such as employee recruitment, 
employee development, and employee career promotion, the company should 
focus on the recruitment, training, and professional development of employees 
with active work characteristics, and expand the influence of this stability factor. 

8. Conclusion and Prospects 

This thesis takes the employees of the credit card center of the six banking insti-
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tutions in Guangzhou as the research object, and explores the key factors that 
influence the talent turnover of Chinese banking industry in the current envi-
ronment. An official questionnaire is designed for research. Combining with the 
actual situation of domestic and foreign research results, in addition to the rela-
tional analysis on salary and benefits, career promotion and management com-
munication which are traditional issues, this thesis has constructed a relational 
model of internal and external factors in the context of performance-based 
high-pressure brought by market saturation and the impact of the emerging 
business of mobile payment and virtual credit cards business. This thesis is more 
scientifically and comprehensively used for analysis and discussion.  

8.1. Findings 

Based on the theory of human resource management, this thesis takes the ques-
tionnaire of credit card center of six banks in Guangzhou as the research object. 
This paper analyzes and studies the key factors that affect the credit card talent 
turnover in Guangzhou under the current economic and social environment. 
The main conclusions are as follows: 

First of all, the unstable working environment is the main reason for the talent 
turnover of credit card center.  

Secondly, the establishment of reasonable, fair and scientific compensation 
system is an effective way for credit card center to deal with talent turnover. 
Compensation and benefits are still the reason for talent turnover, but not the 
main reason for talent turnover. Fair distribution system and welfare, matching 
income and labor, show a strong negative relationship with the imbalance of 
employee loyalty, indicating that stable, fair compensation and benefits, which 
can meet the living expenses, can maintain employee’s loyalty.  

Furthermore, the small space for promotion is the main reason for choosing 
to leave. The bank card credit card center employee will focus on the job oppor-
tunities from both the pan-finance industry and the financial institutions of the 
same industry. It shows that with the rapid development of the pan-finance in-
dustries such as Internet finance, third-party payment companies and other 
pan-finance industries, mobile payment and virtual credit card products are be-
coming increasingly popular. In addition to facing the impact of the Internet fi-
nancial industry on the banking credit card business, it also directly faces the 
competition for talents from banks in its own pan-finance industry. 

Finally, employees with active working characteristics are good at discovering 
opportunities, actively constructing relationships and participating in business 
activities, and actively changing the environment and promoting the stability of 
the team, which are the stable factors in the talent team. Different from the tra-
ditional perception, the high negative relationship between job challenge and 
employee turnover indicates that this kind of employee wants to take certain re-
sponsibilities and do challenging work, which will increase their sense of job 
achievement, stimulate their initiative, creativity and sense of responsibility to 
maintain their enthusiasm for work. 
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8.2. Countermeasures of Talent Turnover in Bank Card Center 

Based on the above conclusions, the corresponding measures to deal with the 
talent turnover of bank credit card center are as follows: 

As for the reason for the talent turnover caused by the “unstable working en-
vironment”, the measures can be taken into account. As representatives of Chi-
na’s financial industry, banks’ stability is favored by many external talents. Bank 
can apply its advantages of the bank’s institutional management. Through the 
improvement of the bank’s internal talent flow mechanism or rotation mechan-
ism, a stable working environment can be created, so that employees can foresee 
their career development path. 

On changing the traditional view that “improving salary and welfare” is the 
most effective measure to cope with the talent turnover, we find that salary and 
welfare is still the reason of staff turnover, but it is not the main reason to affect 
the staff turnover. In the case of limited promotion space, the countermeasures 
of talent turnover can be considered, as far as possible to provide opportunities 
to employees to develop their talents, use post matching, so that employees can 
do their best. By giving employees certain decision-making power, employees 
find a sense of belonging, is a favorable measure to cope with talent turnover 

With regard to the reasons for the talent turnover caused by “employees fo-
cusing on jobs from the pan-finance industry and peer financial institutions at 
the same time,” banks may consider to develop their business in the area of In-
ternet finance. The expansion of the new business areas will provide more room 
for promotion for employees, while taking advantage of the stability of the 
working environment of banks, combining compensation, welfare and staff ca-
reer development, to cope with competition for talent from the pan-finance in-
dustry and the financial institutions of the same industry.  

As for the conclusion that “the employee with active working characteristics is 
the stable factor of the talent team” through the empirical study, attention 
should be paid to the recruitment, training and career development of em-
ployees with active working characteristics, so as to expand the influence of this 
stable factor. 

8.3. Scientificity and Innovation  

This thesis selects six representative banks as the research objects, including 
state-owned banks, national joint-stock commercial banks, and local commercial 
banks, credit card center staff who received the questionnaires from all levels 
and positions of banks’ credit card center. A total of 175 valid questionnaires 
were successfully obtained. The data are rich, authentic and complete.  

The theoretical basis of this thesis is guided by the theoretical model of talent 
turnover studied by previous research. The research background is based on the 
high performance pressure brought by the current market saturation of the cre-
dit card business of banks, which is impacted by the business of Internet finance. 
The internal and external relationship model of the talent turnover and man-
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agement factors of bank credit card center can provide reference for further 
study and promote the human resource management of bank credit card busi-
ness. 

8.4. Limitation and Prospects 

Although the solution proposed by this thesis closely combines the actual situa-
tion of the credit card centers of six banks in Guangzhou and obtains primary 
data, the dimension of the model is relatively single and limited. The parameter 
selection of dependent and independent variables is relatively small, the real data 
has deep digging space, and the in-depth analysis of the correlation between the 
data, need to be further refined and in-depth study. 

The talent turnover of bank credit card center will be a dynamic development 
problem, which needs continuous attention and research. The factors that affect 
the talent turnover will be different in different periods. With the development 
of the talent team, the human resource strategy will follow up with the change of 
the external environment and the development of the bank. Banks’ credit center 
should pay attention to the talent demand, which will lay the foundation for the 
sustainable development of the bank. 
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Appendix: Credit Card Center Talent Turnover Questionnaire  

Distinguished colleagues: 
The main purpose of this investigation is to listen to the voice of front-line 

business personnel, to understand the needs of business personnel, to create or-
ganizational culture suitable for the development of business personnel, and to 
improve the management quality and management level of credit card centers in 
banks. Your opinions and opinions are crucial to the future of the company. In 
this questionnaire, we need to know what you really think. This questionnaire is 
not filled in by secret. All responses will be strictly confidential and will be in-
cluded in the general information for analysis report. There is no right or wrong 
answer, please answer according to your actual situation, no one else undefined 
influence. 

BEGIN 
Part One: BASIC INFORMATION: 
1) Gender: 
A. Male  
B. Female 
2) Age: 
A. Under 26 years old  
B. 26 - 30 years old  
C. 31 - 35 years old  
D. 36 – 50 years old  
E. 50 years old above 
3) Working Years In Credit Card Center:  
A. Below 1 year  
B. 1 - 3 years  
C. 3 - 5 years  
D. 5 - 10 years  
E. 10 - 20 years 
4) The Highest Academic Qualification: 
A. Junior Colleges and Below  
B. Bachelor  
C. Master and Above 
5) Forms of Work: 
A. Middle and Long-term Contract 
B. Short-term Contract  
C. Specific Contract  
D. Labor dispatching  
6) Position: 
A. Staffs  
B. Line Managers  
C. Middle-level Managers  
7) Marital Status: 

https://doi.org/10.4236/jfrm.2018.73019


L. Duan, L. Yan 
 

 

DOI: 10.4236/jfrm.2018.73019 327 Journal of Financial Risk Management 
 

A. Unmarried  
B. Married (No children)  
C. Married 
8) Total Income of the Previous Year: 
A. Less than 50 thousand  
B. 50 - 10 thousand  
C. 100 - 150 thousand  
D. 150 - 200 thousand  
E. 200 - 300 thousand  
F. More than 300 thousand 
Part Two: The following table lists some options for you to determine 

whether the following items are appropriate to your own circumstances and 
to type “√” in the corresponding column.  

 

Item The Evaluation of Employee loyalty 
Highly 

acceptable 
Comparatively 

acceptable 
Somewhat 
acceptable 

A little 
unacceptable 

unacceptable 
very  

unacceptable 

Emotional 
Loyalty 

Imbalance 

As a bank employee, I do not want to  
deliberately emphasize that I am a  
member of the Credit Card Center 

      

I often feel not satisfied with the working 
atmosphere, humanistic environment and 

collective cohesion of the credit card center 
      

I don’t feel like a family  
in the card center. 

      

Normative 
Loyalty 

Imbalance 

I have a deep feeling for card center, if  
I leave the business now, I will  

have a feeling of guilt in my heart. 
      

The company does not provide me  
with a lot of job opportunities, do not  

feel obliged to repay the enterprise 
      

I feel that the success of the enterprise  
has nothing to do with my extra effort 

      

Ideal 
Loyalty 

Imbalance 

Staying in the center and feeling  
the bottleneck in the future  

of personal development 
      

It is often suspected that the ability  
and level of bank managers cannot  

adapt to the management  
objectives of the enterprise 

      

The sense of security that the bank  
provides to its employees cannot meet  

the needs of individuals at all levels 
      

Economic 
Loyalty 

Imbalance 

Although familiar with the environment 
and life of today undefineds enterprise, 

occasionally consider even if want to  
start over, but also want to try to leave 
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Continued 

 

Not afraid to lose the decent  
pay and benefits available 

      

Willing to work and break through the 
constraints of existing family economic 
conditions for the sake of opportunity  

and the realization of ideals 

      

Opportunity 
Loyalty 

Imbalance 

Regular and ongoing recruitment  
of staff among banks 

      

With objective reality, it is not  
difficult to find a more suitable unit 

      

In order to retain the staff, the company 
made the appropriate comfort and  

compromise, but I do not  
want to change the decision to leave. 

      

 
Part Three: please make a judgment on the factors affecting the talent 

turnover in the following table and type “√” in the most objective corres-
ponding column.  
 

Item Employee’s Comment 
Highly 

acceptable 
Comparatively 

acceptable 
Somewhat 
acceptable 

A little 
unacceptable 

unacceptable 
Very 

unacceptable 

Work 
Pressure 

Business development pressure       

Ratio pressure       

Bad credit card collection is difficult       

Horizontal competition Pressure       

Industry 
development 

prospects 

No confidence in the long-term  
development on banking industry 

      

Market share of credit card is  
occupied by mobile payment  

business of third party payment 
      

Impact brought by mobile payment       

Impact of the virtual credit card       

Compensation 
and benefits 

Salary       

Fair distribution system and benefits       

Matching of labor income       

Promotion 
opportunities 

Frequent training opportunities       

Current job can provide me with  
promotion and development opportunities 

      

The company has a very  
reasonable promotion mechanism 

      

Management 
communication 

Superior communicate with you initiatively       

Smooth communication with colleagues       

smooth information channel in company       
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Continued 

Work 
responsibilities 

I like and adapt to my current job       

The workload is rationally distributed       

Work is challenging       

Others 

If so, what kept you from leaving? 
A. Job satisfaction 
B. The credit card center has a better outlook, 
C. Family and living financial burden 
D. Stable working environment 
E. I have not found a better one for the time 
F. Other: 

Choose to quit. Which of the following reasons is the first? 
A. Income is too low, welfare is too poor 
B. Performance pressure is excessive 
C. The bank’s future development is limited. 
D. The promotion space is small. 
E. The leadership management ability is not high 
F. The examination is opaque and not scientific. 
G. The work is not challenging. 
H. Other 

External job opportunities will be given priority. 
A. interbank Credit Card Center 
B. pan financial industry 
C. other industries 

 
Part IV: according to your personal feelings, please predict and evaluate 

the effectiveness of the following measures to cope with the talent turnover, 
and type “√” in the most objective corresponding column.  
 

Number Measures to deal with the talent turnover 
Very 

effective 
effective 

Generally 
effect 

Minimal 
effect 

Poor 
effect 

Very poor 
effect 

1 
Combined with data accumulation and analysis, combined  

with the characteristics of industry and crowd, the  
management system of credit card business was established. 

      

2 
Development of Credit Card products and  

Operation system for different customer groups 
      

3 
Combine the innovation and evolution of  

consumption and payment technology, enrich the  
virtual credit card and entity card payment carrie 

      

4 
Establish a fair and reasonable performance appraisal  

system to achieve rewards and penalties 
      

5 
Improve the transparency of management and  
create an open and fair working environment 

      

6 
Establish a multi-channel promotion mechanism,  

and give timely recognition to the outstanding employees 
      

7 Cultivate the team spirit of the staff       

8 Leaders care about respecting and trusting employees       
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Continued 

9 
Carry on standardized management mode,  

increase employee’s identity to the enterprise 
      

10 
Conduct emotional management and improve  

communication mechanism between superiors and subordinates 
      

11 
Improve the quality of leaders at all levels, strengthen  

management skills training for managers,  
and create a healthy working environment 

      

12 
Provide opportunities for delegation of authority  

and participation in decision-making, and  
create a liberal environment within which to speak out 

      

13 
Provide individualized and effective training  
according to the needs of different positions 

      

14 
Organize activities of interest to employees  

and enhance their sense of belonging 
      

15 
Improve the career planning of employees  

and provide individual development channels 
      

16 
Establish personal growth files for employees and  

provide feedback and reference to employees in due course 
      

 
At the end of this questionnaire, thank you again for your cooperation and 

patience. I promise to keep your information strictly confidential. If you want to 
know the results of this study, please leave your email. I will send the results to 
your mailbox after the study.  
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