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METOK HAVKOBOI POBOTU € $

TeopeTUKo-MeTognyHe obrpyHTyBaHHA CUCTEMU SAKOCTI
b6aHKiBCcbKOro ob6cnyropyBaHHs Ta BUSABIIEHHS ocobnuBocTeun
3aCTOCYBaHHSA 1l B nepion KapaHTUHHUX 3aXofiB.

HAYKOBOKO HOBU3HOIKO €
[ f%rnnﬁnenm ICHYIOUMX TEOPEeTUUYHMUX Ta NPAaKTUYHUX po3pobok yC>

cthepi AKOCTI BaHKIBCbKOro o6cnyrosyBaHHA 30KpeMa
3anpornoHOBaHO 3aX04M WL,0A0 aKTUBI3aLil GUCTaHLIMHOro ¢
obcnyroByBaHHA KNieHTIB 6aHKy B nepiog KapaHTUHHUX 3aX0piB. :

NV V#2727




3ABOAHHA HAYKOBOI POBOTU:

3'icyBaTU TeOpPeTUYHI acrnekTu AKocTi BaHKIBCbKOro 3
o6cnyroByBaHHA Ta BU3HAYUTU OCHOBHI MOro

KOMIMOHEHTHU;

30iIMCHUTKM aHani3 6aHKIBCbKUX CTpaTerin Wwomno

YO,OCKOHaNEeHHS AKOCTI HafaHHA 6aHKIBCbKUX NOCNYT; D

OLiHUTK cTaH BaHKIBCbKOro ob6cnyroByBaHHS ;
3aMponoHyBaTHU WAAXU YAOCKOHANIEHHA HanpsaMiB
6aHKiBCbKOro gUcTaHLiMHOro o6cnyroByBaHHs;
YO,0CKOHANMUTU HOBI MApKETUHIOBI IHCTPYMEHTU ANA -
NMOKPAaLLEHHS AKOCTI ﬁaHKiBCWWYFOBYBaHHH nig  “
Yac KapaHTUHHUX 3axopiB cnpuunHeHnx COVID 19.
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&) ?Q* B3AEMO3B'A30K EJIEMEHTIB BAHKIBCbKOIO OBCJTYITOBYBAHHA:
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ﬁ 7 «KJNIEHT» — «CEPBIC» — «<BAHKIBCbKA OMEPALLIS1» 3A TPUPIBHEBUM

Mnaoxoaom Woao 3A00BOJIEHHA NMOTPEB KJTIEHTIB:
\\

ee—

1) «6aHKiBCbKa 2) «6aHKiBCbKe 3) «KNieEHT» Ta
é ornepauisa» Ta 06cnyroByBaHHS> «CepBic» -
«KNIEHT» -i Ta «cepBic» - OYiKYBaHHS
KNIEHT, | BaHK NpUTaMaHHe KNIEHTa B
OYiKYHTb NEBHI 3a,0BOJIEHHS 3a0,0BONIEHHI
pe3ynbTaTu Bif, CepBICHUX nonury y coepi
B3aEMONIl ; notpeb 6aHky ; cepBiCHOro
o6cnyroByBaHH
a.




AHani3 Ta gocnigXXeHHA NOHATTS
NOBIPU KNIEHTIB A0 OaHKIB fanu sMory
BUAINUTHU 1l CKNaApoBi:

@ . @ CTABIJIBHICTb - B .
HALIMHICTD - npoueci cniBnpaui CTIUKICTb -

3[aTHICTb 3abe3neynTyn KnieHTa 3 6aHKoM GyayThb D.DCT:?ITHiCTb KDLI.ITiB"

6e3yMoBHY 36epeXeHicTb Big6yBaTMCs nuwe AN NIATPUMKHM CBOEI
KMEHTCbKMUX KOWTIB | MiHiManbHi 3MiHU B loro NNaToCNPOMOXXHOCTI

NoBHEe BUKOHAHHSA CBOIX po6oTi Ta 6yge Ta NIKBIAHOCTI.

3060B'sA3aHb; 3bepexeHun BakaHuu
pesynbTaT CroXWBaya;

AKICTb OBCJ1YITOBYBAHHA




CKNALOBI AKOCTI
OBCNIVFTOBYBAHHSA KNIEHTIB: MICTKICTb, aQPeCHICTb «NPOJYKTOBOIro Kowunka baHkax,

TEXHONOriA U TPUBaNICTb NpoAaxy;
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KBaniikawia , TONepaHTHICTb NepcoHany Ta piBeHb
nepcoHanisauil obcnyrosyBaHHs;
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3pPYYHICTb MicUA po3TallyBaHHS U BNi3HaBaHUU CTUNDb
(nu3anH) 6aHKy Ta rpadik uoro poboTu;

Bi3yanisauis iHhopmMauil npo 6aHKIBCbKI
npoaykTu/nocnyru Ta ipMoBUM 30BHIWHIK BUrNAL,
BaHKIBCbKOro nepcoHany;
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DOCTYMHa i 3pyYHa ANs KNIEHTIB cucTeMa 3BepHeHb /
CKapr.




MOAEJIb POPMYBAHHA CUCTEMU AKOCTI 5
OBCJIYITOBYBAHHA B BAHKY

QopMyBaHHA NONUTY Ha PUHKY BaHKIBCbKUX NPOMAYKTIB

3aranbHuUA NONUT Ha PUHKY OcobucTi noTpebu
BaHKIBCbKUX mocnyr KJiHTIB

OuiHka akocTi 6aHKIBCbKOro ob6cnyroByBaHHA

®akTuuHi napameTpu CknapoBi AKOCTI

: OuikyBaHi napMeTpu AKOCTI
AKOCTI o6cnyroByBaHHA

XapaKTepUCTUKU NMPoayKTOBOIro KOLMKA

KBanidikauisa nepcoHany

Ctunb (oM3anH), MicLe posTalwysBaHHA 6aHKa

Bisyanizauif iHopMauii

Cuctema 3BepHeHb / ckapr
| |

______________________________________________________________________________________________

MoninweHHs iHaAHCOBOro

' PoswupeHHa KnieHTcbKol Ba3un
cTaHy 6aHKy PeaynbTaTr P




CTPATENT BAHKIB: @ @ —
APATENA JIHEPCTBA CIPATET

NOCUTb BenUKUU obcar AVOeEFERLUIALL .

B6aHKIBCBKUX nocnyr, BAHKIBCBKUAX 110CJIVI
HafABHICTb NepenoBuUX CTBOPeHHS BaHKOM Pi3HUX .
... iHOpMaLiMHUX TeXHOoNOriK; BaHKiBCbKUX nocnyr; .
LT
3ocepepXXeHHA BaHKy Ha BTIIIOETBLCS MpHU .

YITKO BUPaXXeHOMY po3pobui nocnyru, y Kol

PUHKOBOMY CerMeHTi; HeMa€ aHanori




BAHKIBCbKOIO OBCJ1YITOBYBAHHSA

(B paMKax cTpaTeri CUCTEeMHO BaXUMBUX
6aHKiB) IHHOBaLiMHaA KOHKYPEHTHa
Crtpareria nigepcTBa: cTpaTeris:

P :
" HAMPSMW Y0CKOHANEHHS SIKOCT} 0 @

CrtparTeria

Crpareris KOHL,eHTpauii Ha
oudepeHLUiawir: s ﬂb

YKPABOUHK
KredoBank AnsbaBai Paiidpaiizen
Commrzmrrm —

BAHK

TACHOMEAHEHK
MIA BAHK. MOS KPATHA E YKPCHEEAH K

BNP PARIBAS GROUP

®orn

b BaHk

¢ NIBOEHHWW
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YyroBYBaHHS;

B HafaHHA HEMOBHOI YU HETOYHOI inJop‘Ki“""'";
B rpy6e abo HeHanexHe NOBOAXKEHHS 3 BOKy
nepcoHany,

B BigCYTHICTb KOMGOPTY Y Bif OiNIEHHAX

Puc.1. PesynbTaT couionoriyHoro

OMUTYBAaHHS M0 BU3HAYEHHIO /v

H63“3§r°M'W°"° ;pwrepuo AKOCT! pyc.2. CTpykTypa BUNapKiB HEraTUBHOrO XapaKTe
aHKIBCbKOIo 00CJyroByBaHHS. B npoueci 6aHKiBCbKOro o6cnyroByBaHHs.




Puc. 3. NpioputeTHICTb
CKnajgHo BIANOBICTH, PEEI’IDHJJ.EHTiB
wono hopM OTPUMaHHSA
OTPUMaHHSA nocnyr GaHKIBCbKMX MOCyr
GeanocepenHbLO Y
BigLiNneHHi 6aHky;

OTPUMAaHHSA NOCNyr B
CUCTEMI IHTEepHeT- 66,1%
BGaHKIHTYy.

20,0 400 60,0 80,0

Puc. 4. OuiHKa AKoCTb
6aHKIBCbKOITO
o6cnyroByBaHHs
nig Yac Kpusu
3MiHW HENOMITHI; COvID 19
4L6%

3MIiHW HEMOMITHI; Hi; Tak.
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OucTaHuinHe 6aHKiBCbKe 06CNyroByBaHHsS

CmapTtdoH

3acobu pocTyny

MNepcoHanbHu

1 KoMNKoTep

Kananu

/\

KOHTaKTHUI LLeHTp

— |

SMS, Mobil-

IVR-banking

banking
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Mocnyru
Online
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'~ IHthopMaLLinHiI noc'nyru (koHCynbTaWil) |

—

baHkomar
IHTepHeT-6aHKIHr N
N
KnieHt-6aHk a

CneuianizoBaHi
KOMMJIEKCHU




KiAbkicHUU 3pi3 akmuBHOCMI BIMYU3HAHUX OQHKIB
Yy 2A06QAbHUX COUIQABHUX Mepexax ma ix
peldmuH2 30 HOUNONYASIPHIWUMU MepeXaMui:

FACEBOOK

TWITTER

INSTAGRAM




TOI 14 cucTeMHO BaXXNMBUX BaHKIB
3a peuTuHroM y Facebook, yon.

IpyneHs FpyneHb 3mMiHa 2020-2018 pp.
2018 2020 /- ] %
Owan6aHK | 122265 | 202926 | 80661 166,0

| MNpueaTtbaHk 120107 149420 29313 | 124,4

' TackoMBaHK 89522 178384 88862 | 1993

'YMB 93942 135979 42037 | 1447

IYKPCHEEEHH 483N 921189 43798 | 190,5

' VkprasbaHk 17849 100157 82308 | 5611

 PaitbdaitseH Bak Aanb 43959 72012 28053 | 1638

" Anba-BaHk 35525 53453 17928 | 1505

| OTN 6aHk 31091 45284 14193 | 1456

' MiBaeHAMIA 13776 54420 40644 | 3950

| KpenobaHk 20009 24750 a1m | 1237

| YKpcouBaHk 13344 13045 -299 | 97,8

| YHiBepcan 6aHk 178 14340 14162 | 8056,2

| YKpeKciMBaHK 662 2419 1757 | 365,4
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Ueope pynenb2018 | pyaeHb 2020  3mina 2020-2018 pp.

Instagram Instagram +/- %

MNpueatbaHk 18600 140 000 121 400 752,7
YHiBepcan BaHk 15400 94200 78800 61,7
Ansta-baHk 46200 15100 -31100 32,7
OwapbaHk 7158 38 400 31242 536,5
Nnymb 401 11800 7789 294,2
YKkpCubbaHk 2738 7877 5139 2877
Panddansen 84 10 000 9916 | 11904,8
BaHk ABanb

NiBpeHHUK 2874 1049 157,5
YKprasbaHk 37 2586 2 549 6989,2
0TN BaHk 60 1161 1101 1935,0
KpenobaHk 69 1134 1065 1643,5
TackoMbaHK 459 267 239,1
YKpekciMbaHK - -1 0,0
YKpcoubaHk - 0 0,0




Hasea

MNpuBaTtbaHk
TackombaHK
Pantdansen Bank
ABansb
Anbtha-baHK
YkpCubbaHK
YKpeKciMBaHK
MieaeHHMM.
OwapbaHk
YKprasbaHk
YkpcoubaHk
YHiBepcan 6aHk
O0TN 6aHK
NYMB
KpenobaHk

IpyneH
b 2018

118272
2860

2332

457
1368
2486

127
429
321
361
128
150
28

IpyneHb
2020

127 200
2765

2 429

2792
1491

758
897
428
329
373
210

3MiHa 2020-2018
PP.
+/- e
B 928 107.,5
-95 98,7

97 104,2

610,9
109,0
0,0
104,3
2091
133,3
21,1
2914
140,0
0,0
0,0




TPU PIBHA Y1OCKOHAJIEHHS |
IKOCTI BAHKIBCbKOIO y :
OBCJIYTOBYBAHHS B YMOBAX | A?
NAHOEMII COVID 19

o AuctaHuiMHUK:

AIAKUTaNbHI KaHanNu;
iHTepHeT-0aHKIHr;
pobota yar-6oris.

9 MapKeTUHrOBUM:

iHTepHeT MapKeTUHT;
couianbHi Mepexi.

~0 3 nigBuueHHA KBanigikauir;
~ | \ AUCTaHLIUHUIA peXXuM po6oTu.
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