m [POLWI, ®IHAHCW | KPEAUT

TEOPETU4YHI OCOB/INBOCTI dOPMYBAHHHA
KNTIEHTCbKOI BA3Y BAHKIB YKPAIHU

THEORETICAL FEATURES OF FORMATION
OF CUSTOMER BANK OF BANKS UKRAINE

YK 336.71:339.138
https://doi.org/10.32843/infrastruct36-72

Xpuctocoposa O.M.

K.€.H., JOUEHT Kadeapn MeHeKMEHTY
Ta couiasibHO-TyMaHiTapHUX AUCLUNAIH
XapkiBCbkuii

HaBYa/IbHO-HAYKOBWIA iIHCTUTYT

[BH3 «YHiBepcuteT 6aHKIBCLKOT Cripasu»
XaputoHeHko A.B.

CTyAeHTKa

XapkiBcbkuii

HaBYa/IbHO-HAYKOBUIA iIHCTUTYT

[OBH3 «YHiBepcuTeT 6aHKIBCbKOI cripaBu»

Y cmammi posansHymo meHOeHuil ghopmy-
BaHHS K/IEHMCLKOI 6a3u B 6aHkax YkpaiHu.
JocnioxeHo kaieHMCbKy 6a3y sk Hemamepi-
a/bHUl aKmuB, BaX/1UBICMb $IKO20 3POCMAE
3 KOXHUM POKOM. P032/15IHymo SIKiCmb 3aKOHO-
0agq020 pe2ysoBaHHsl, MPUCBSYEHO20 UbOoMY
ceameHMy. BusHadeHO OCHOBHI eleMeHmu K/ii-
EHMCBLKOI 6a3u ma po3pob/ieHo BacHe BU3Ha-
YeHHS1, sike Gi/lbW MOBHO BI00GPAXaE CymHicmb
daHo20 MoHsIMms. Halibisibw akmyasibHOK 07151
baHKiB € ceaMeHmauyisi KJlieHmis 3a rpubymxo-
sicmio, Oe BOHU MOOIISAOMBCA Ha HalOIbW
MpubYmMKoBUX, MOMEHYIUHO NpUGYmMKosuUX ma
36UMKOBUX | O/ KOXHO20 ceaMeHma po3po-
6/155€MbCs1 NPOOYKM YU r1oc/yaa. Takox npointo-
CMpPOBaHO OYiKyBaHHsi CMopiH (6aHKy i k/lieHma)
00UH Bi0 O0HO20 M0 Yac B3aEMHOI crisrpayi.
MoxHa ckazamu, Wo He auwe KiieHm siooae
cBot0 008ipy 6aHKy, siky moli, CBOEI Yepeoto,
MOBUHEH Burpasdamu siKiCHUMU r1oc/1y2amu, a U
6aHk Bid0ae cBoro 00BIpY K/TiEHMY, 60 crioxusadi
cmaromb  20/108HUMU  YUHHUKaMU OMPUMAaHHS
npubymky 0751 6aHKy. JOoCiOXeHHs rokasasu,
wo cucmema yrpas/iHHs Mae y cobi Yomupu
nidcucmemu, momy 07151 6i/Ibl MOBHO20 PO3Y-
MiHHS1 6710 OOC/IIOXEHO KOXHY 3 HUX OKPEMO ma
3p06/1EHO BUCHOBKU.

KntouoBi cnosa: 6aHk, KiieHmcbka 6asa, K/i-
€HM, Crioxusad, CceaMeHmayis, npuéymox,
HemamepiasibHUl akmus, GhopMyBaHHSI.

B cmambe paccmMompeHbl meHOeHyuuU ¢hopmu-
poBaHusi K/iueHmckoU 6asbl 8 6aHKax YkpauHsl.

ViccnedosaHa knueHmckas 6asa kak Hemame-
puasbHbIl aKmus, B&XHOCMb KOMOpPO20 pac-
mem ¢ KaxobiM 2000M. PaccMompeHo Kade-
CMBO  3aKOHOO0AME/IbHO20  peay/llpOBaHUS,
rnocssiujeHHo20 amomy ceameHmy. Orpede-
JIEHbI OCHOBHbIE 3/1EMEHMbI KIUEHMCKOU 6a3bl
u paspabomaHo cobcmBeHHoe orpedesieHue,
Komopoe 6osiee Mo/IHO ompaxaem CyWHOCMb
0aHHO20 rnoHsmus1. Haubosee akmyasibHol 07151
6aHKoB Ag/Isiemcsl ceaMeHmayusi K/IueHmos o
Mpubbl/IbHOCMU, 20e OHU 0e1Imcsi Ha Haubosiee
MPUGBLI/IbHBIX,  MOMEHYUA/IbHO  MPUOLI/TbHBIX
U y6bIMOYHbIX U 07151 KXKO020 ceaMeHma paspa-
6ambigaemcsi MPOAyKM U/U ycryaa. Takxke npo-
U//IIOCMPUpPOBaHbl OXudaHusi CmopoH (6aHka
U KaueHma) opy2 om odpyeaa fpu B3aUMHOM
compyoHudecmse. MOXHO ckasamb, 4Ymo He
mosibKO KueHm omaaem csoe dosepue 6aHKy,
KOmopoe mom, 8 CBOH 04epedb, O0/DKEH Onpas-
0amb Ka4eCmBEeHHbIMU YC/ly2amu, HO U 6aHK
omdaem cBoe Oosepue K/UeHmy, [omomy
umo nompebumesu CMaHoBsIMCs 2/1a8HbIMU
thakmopamu nosy4YeHusi Mpubbliu 0711 6aHka.
ViccnedosaHusi - rokasa/iu,  4mo  cucmema
yripas/ieHusi codepxum 8 cebe yembipe roo-
cucmembl, MO3Momy 07151 6o/1ee Mo/IHO20 MOHU-
MaHusi uccsiedosaHa Kaxoasi U3 HUX 8 0moe/ib-
HocmUu U coesiaHbl BbIBOObI.

KnioueBble cnoBa: 6aHk, k/iueHmckas 6asa,
KAueHm, nompebumersb, ceameHmayusi, npu-
Obl/Ib, HEMamepua/ibHbIl akmus, ¢hopMupo-
BaHue.

The purpose of article is to summarize theoretical materials about the formation of the bank's client base. Due to the intensification of competition between
banks under the influence of crisis in the Ukrainian economy, the issue of forming a customer base becomes relevant for those banks that want to reach a
new level of development. Methods such as: search observation, systematization of the obtained knowledge, scientific description and graphical method for
the construction of schemes were used for research. The article deals with the tendencies of forming a customer base in banks of Ukraine. The client base
is researched as an intangible asset whose importance is growing every year. The quality of legislative regulation dedicated to this segment is considered.
The results obtained in this article give a more complete understanding of the concept, customer base and its main components. These data will help to
develop a universal strategy of Ukrainian banks' work with clients. The results of the research are: — identify the main elements of the client base; — develop
own definition of the client base, which more fully reflects the essence of the concept. The most relevant for banks is customer segmentation by profitability,
where they are divided into the most profitable, potentially profitable and unprofitable, and a product or service is developed for each segment. The expecta-
tions of all subjects (the bank and the client) from each other in mutual cooperation are also illustrated. It can be said that not only the client gives his trust
to the bank, which he in turn must justify with quality services, but also the bank gives his trust to the client, because consumers become the main factors of
profit for the bank. Studies have shown that the control system has four subsystems, so for a more complete understanding, each of them was investigated
separately and conclusions are drawn. The quality of legislative regulation dedicated to this segment is considered. The basic elements of the client base
have been identified and a custom definition has been developed that more fully reflects the essence of the concept. The results obtained in this article give
a more complete understanding of the concept, customer base and its main components. These data will help to develop a universal strategy of Ukrainian
banks' work with clients.
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MocTtaHOoBKa npo6GnemMu. Yepes 3arocTpeHHA AHaui3 ocTaHHiX gocnimKeHb i ny6nikauiii. Joci-

KOHKYpeHLUiT MK 6GaHkamu nig, BMJMBOM KpPU3OBUX
ABYILL, B eKOHOMIL YKpaiHWN NUTaHHA DOPMYBaHHS KJli-
EHTCbKOT 6a3un CTae akTyaslbHUM AN TUX GaHKiB, SKi
X0OUyTb BUWATU HA HOBUIA PIBEHb PO3BUTKY. 3@ OCTaHHI
pokn 6yno po3pobsieHo Garato niaxonis A0 CerMeH-
Tauii Ta igeHTudikauii KMieHTiB, WO AonomMararTb
B OLiHLi BApPTOCTi CNoXuBayiB 6aHKiBCbKUX NOCNYT Ta
PO3p06/IeHHI MabyTHbLOI cTparterii 6aHKy. Ane, Ha
Xanb, 6aHkM YKpaiHy He mMaloTb CTasioi Ta Hasaro-
[KEHOT cucTeMu poboTK 3 K/TIEHTCbKOK 6a30t0, sika 6
ypaxoByBaJsia BCi acrnekTu AisasibHOCTI.

[PKEHHSIM KMIEHTCbKOI 6a3n 3aliManncs Taki BiTUM3HSHI
HaykoBUi, sK: |. BpitueHko, [. MangyHbko, T. Bacu-
neeBa, 0. NoHuap, A. Patny, B. PomaHos, 4. Cypos,
O. TpukoseHko, B. ®egipko, H. Kywakosa, |. Jlonar-
KiHa, B. XXa6posa, O. LUteiiH, O. BactopeHko, |. IoH-
yaposa, O. lMpuweHko, A. EnicaHoB, C. INnsiLWEHKO,
C. KosmeHko, C. Ky6iB, H. Manuvwesa, A. MeLLepsikos,
1. PomaHeHko, |. Cauio, H. Ynxos Ta iH.

MocTaHoBKa 3aBAaHHA. MeTOW [OCAIMKEHHSA
€ y3araslbHeHHs nornsgiB Ta MeTofiB Ha hopmy-
BaHHS KNIEHTCbKOT 6a3n 6aHKy, BU3HAYEHHS CTasioro




IHOPACTPYKTYPA PUHKY

MOHATTSA KNIEHTCbKOT 6a3n GaHKy, sike Oyae gaBaTu
Oro NMoBHe PO3YMiHHS, BU3HAYEHHS OCHOBHUX KOM-
NMOHEHTIB DOPMYBaHHS K/TIEHTCbKOI 6a3n 6aHKy.

Buknapg ocHOBHOro martepiany AochigXeHHs.
KnieHTcbka 6a3a 6aHKy € OCHOBO A1 MOro doyHK-
LioHyBaHHS. CbOrofHi € Benmka KislbKicTb poo6iT, npu-
CBSIYEHUX Uil Temi. barato BiTYM3HAHMX HayKOBL,iB
3aliManncs OCIMKEHHAM LbOro NUTaHHSA | 3po6un
BaroMuii BHECOK Y cucTeMarm3aLito Lboro NoHATTS.

Y Wwnpokomy AoCTyni MOXHa 3HalnT! Take BU3HA-
YEHHS K/TIEHTCLKOI 6a31 6aHKy: Lie K/TIEHTM | YacTuHa
MOTEHLIAHMX CMOXMBaYiB Nocnyr 6aHky, siki TepuTo-
pia/ibHO 3HAXOAATLCA B MeXax MOX/IMBUX KOHTaKTIB
i3 HUMU | SIKMX 38[10BOJIbHAE HabIp HafaHUX GaHKOM
nocnyr. Ceoeto yeproto, K.b. 3enbuepmaH NponoHye
Take BU3HAYeHHS: Ue 6a3a faHux, gka MiCTUTb Bifo-
MOCTI MpPO BCIX K/EHTIB KOMNaHIi, L0 KONu-Hebyab
yKnaganuv 3 Heto yroaun. Kpim Toro, iHoA4ji 0O K/TEHT-
CbKOI 6a3un BiAHOCATb i Bi4OMOCTI NPO MOTEHLIAHUX
KNIEHTIB KOMMaHIT. [0 KiEHTChKIN 6a3i, Tak 4u iHakLwe,
MOXHa CyAWTU MPO MOJITUKY KOMMaHii BifHOCHO Kni-
€HTIB: XTO CTa€ K/MIEHTOM KOMMNaHii, sika poboTa 34iii-
CHIOETBCA 3 K/TIEHTAMM, XTO NPUNUHSIE CiBMpaLto, ke
3[0a€TbCA HaM OiNbLL NOBHUM Ta PO3KPUTUM. EKOHO-
MiYHWIA C/TOBHMK A€ MPOCTO BU3HAYEHHS KIEHTCHKOI
6a3n GaHKy (KniEeHTypa GaHKy i NMOTEHUIAHI KAiEHTN
6aHKy), L0 He MICTUTb YCiX TOHKOLLIB LbOro NOHATTS.
Tomy B nigpy4HUKy «EHUMKIonenis npogaxy FMCG»
6yno 3HalieHe We ofHe BM3HAYEHHS B GiNbLll LWIMP-
womy doopmari, e KiieHTcbka 6aza 6yna npeg-
CTaB/leHa fK 6a3a faHWX KOMMaHii Npo BCix 1 akTy-
a/TbHUX | NOTEHUAHMX KNIEHTIB (OPUAMYHNX OCIO Ta
iHAMBIOyanbHUX NigNPUEMLIB) Y BCiX KaHanax 36yTy,
L0 MICTUTb HEeOobXiAHY iHCpopMaLito A8 34INCHEHHSA
[INOBMX CTOCYHKIB. HasiBHICTb KMIEHTCbKOI 6a3n gae
3MOry 3fifiCHIOBaTX MpoAaxi Ha pPerynsipHiii 0CHoBI,
aHanizyBaty e(pekTUBHICTb iCHYKUOI cucTeMn 36yTY,
BMOYAOBYBaTW CTPATETit0 i TAKTUKY NOAASIbLLOMO PO3-
BUTKY Gi3HECY KOMNaHil.

Yci ui nornagu gonomorniv cpopmyBaTy BriacHe
BM3HAYEHHS NOHATTS «KNiEHTCbKa 6a3a baHky». OTxe,
KnieHTCbka 6a3a 6aHKy — Lie 6a3a faHunx 6aHky, B SKii
MICTUTbCS IH(DOPMaL,isi PO BCiX iCHYHOUMX Ta NOTEHLil-
HUX K/TIEHTIB, OPUANYHMX Ta I3NYHNX OCIO, SIKI MOXHa
MOAISIMT Ha MNOCTIHUX, MIHMBMX Ta OAHOPAa30BKX
i AKUX YNaLITOBYOTh CNEKTP Ta AKICTb HagaHux nocnyr
y GaHKiBCbKili ycTaHoBI. EhekTuBHe ynpaBniHHA Kii-
EHTCbKOIO 6a3010 fae 3Mory He TiflbKu CTBOPUTU ONTU-
MasibHYy 3a PO3MIpOM Ta SKICTIO CTPYKTYpY, Ska 3abes-
neunTb O4iKyBaHWA [oxig GaHKy, a i NporHolysartu
noAasTbLLUNIA A0r0 PO3BUTOK 3a A0MNOMOrOK PO3YMiHHSA
BapTOCTI K/iEHTA Ta MOro odikyBaHb Bif, 6aHKy, a 0Txe,
oro noganbiui Aji. XX.-E. Mepc’e i X.-E. MiciHi BBa-
XaloTb, L0 K/TIEHTOOPIEHTOBaHa CTpaTeris pPO3BUTKY
6aHKy MOXe MiABULLUTM peHTabesbHICTb 6aHKIBCbKUX
onepauii Ha ogHoro krieHTa go 20-40%. Ane 3a
YMOBW, WO cTpateria hOpMyBaHHSA K/TiEHTCbKOI 6a3u
B YCiX nigpo3ainax oopmyBaHHS KTiEHTCbKOI 6asu byae
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3arasibHO, TO6TO Pi3HI hinii um nigpo3ainy He ByayTb
npautoBatu nvwe 3i CBOiM CerMeHToM [7]. BuBYeHHS
TeMM K/TIEHTCbKOI 6a3n TakoxX 3aiMae Baxk/MBe Micue
3 NOrNsAAY KOHKYPEHTOCMPOMOXHOCTI 6aHKy, 60 OgHMM
3 1l YMHHWKIB € KOHKYPEHTOCMPOMOXHICTb KJ/liEHTa.
OfHVIM i3 YMHHWKIB KOHKYPEHTOCMPOMOXXHOCTI GaHKiB-
CbKMX MPOAYKTIB € eddekT cnoxunsaya Big, NpuadaHHsA
LbOro npoaykty [4].

JocnigmsLun pisHi Nornagn Ha CTPYKTYpYy KMIEHT-
CbKOT 6a3n, MOXeMO oxapakTepusyBaTWu ii OCHOBHI
CKNafoBi enemMeHTn: cucTtemMa cermeHtauil KieH-
TiB Ta KOMM/MIEKCHa cuctema ynpasniHHA. HaibinbLu
aKTyaslbHOK ONns GaHkiB € cerMeHTaujis KNieHTIB 3a
NPUBYTKOBICTIO, € BOHW MOAINAIOTLCA Ha HalibisbLu
NPUBYTKOBUX, MOTEHLIHO NPUOYTKOBMX Ta 36UTKOBUX
i 4151 KOXHOTO CErMeHTY pOo3po6AseETbCA NPOAYKT UK
nocsyra. BBaxaeTbcs HeAOLiIbHUM Npuéupartn 36mT-
KOBUX KJ/IEHTIB i3 6a3n, 60 MoXHa po3pobuTn cTpa-
Terito Al cneviasibHO A1 UbOro Buay. Taka nosuuis
CMMpPAaETbCS Ha CTpaTerito AOBIYHOT LiHHOCTI K/iEHTa
(Customer Lifetime Value) [6]. Takox cnvparoynce Ha
pi3Hy MoZesib NOBEAIHKM, BiNbLUICTL 6aHKIB, HABITb Ti,
LLI0 HE MatTb YiTKO CTPYKTYpOBaHOI CUCTEMM YMpaB-
NiHHA KNIEHTCbKOIO 6a30t0, MOAINSAKTL KNIEHTIB Ha
Pi3n4HUX OCib Ta KOPNOPaTUBHUX KITIEHTIB AN 3pyy-
HOCTi OMpaLloBaHHs 3anuTiB.

KomnsiekcHa cuctema ynpas/iiHHS MICTUTb Y COOi
4yoTMpK nigcucTemMu, Tomy Ans 6ifbL NOBHOMO PO3y-
MiHHS1 BYN10 A0CAIIKEHO KOXHY 3 HUX. OpraHizauinHo-
CTPYKTypHa NigcucTemMa BK/KOHAE Y Ce6e KTIEHTChKY
6a3y 6aHkKy, ska € Tl 06'eKTOM, i Cy6’eKTiB, SKi € OCHO-
BHMMMW perynatopamy hOpMyBaHHS Ta ynpas/liHHA
KNIEHTYPOIO BaHKy, a came C/yx0y MapKeTUHry 6aHky
(oco6nmBO BiAAIN i3 pO6OTAN 3 HASABHUMU KNiEHTAMW),
yfnieHiB npas/iiHHA Ta pagu AMPEeKTopiB, KepiBHU-
KiB cinili 6aHky. LlinboBa nigcuctema 6aHKy Mic-
TUTb Y COGI MOCTAHOBKY 3arasibHMX Ta cneumdiyHmx
uinei. 3aranbHi Lini BKIKYaOTh AKICHE 3a40B0O/IEHHS
notpe6 K/IeHTIB ANs [A0BrOCTPOKOBOI cniBnpadli,
a TaKoX Y3ro[KeHHs cTparteriii 6aHKky i MeToZiB Bia-
noBiAHO A0 NOTpeb KNieHTiB. CneundiyHi wini, CBOE
Yyeprow, NOAINATLCA Ha OCHOBHI, A0 AKUX BXOAATb
ONTUMasIbHWIA 0BCAr | CTPYKTypa KNIEHTCbKOI 6a3sm
Ta eeKkTMBHE BUKOPUCTAHHA KIEHTCbKOI 6a3n Sk
pecypcy iHhopmauii  AnA  NofasibLIOro  PO3BUTKY
GaHKy, a TakoX A0NOoMKHI. KnieHT-opieHToBaHuUin nig-
Xif, 6aHKy, BUSIB/IEHHS MPIOPUTETHMX CETMEHTIB PUHKY,
36ip WKMpoKoro cnekTpy iHcopmauii ans nobynosu
nofasibLUoi cTparerii 6aHKy — yce Le MOXHa BigHecTu
[0 JOMOMDKHUX Uinei. dyHKUIOHasIbHY nigcuctemy
MOXHa onumcaTu siK iIHCTPYMEHTU Ta MeXaHiaMu ynpas-
NiHHA 6GaHKIBCbKOI KMIEHTCbKOK 6a3010, B AKili pO3BU-
TOK Ta YNpaBAiHHA MOXHa MOAINNTY Ha ABa NigxXoau,
SK e 3po6us B.B. XXKabpos. BiH Buginse nigxig ans
HOBOCTBOPEHOro 6aHKy, B IKOMY TiflbKU pPO3po6/s-
H0TbCS | peastisoBYHOTbCS KNIEHTCbKA NOMITUKA Ta KOH-
Lenuis KieHTCbKoi 6a3u, siki MakTb 3a OCHOBY CTpa-
TEriYHi OPIEHTMPKU Ta NPUHUMNM GaHKYy, OCHOBaHi Ha
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MapPKETVHIOBUX AOCAIMKEHHAX. Opyruid horo nigxig
nonarae y nepeTBOpPeHHi HasBHOI KNIEHTYpU 6aHKy
Ha OpraHi3oBaHy KMIEHTCbKY 6a3y LUIAXOM CEerMeHTa-
Uil KNIEHTIB Ta BUBYEHHS TXHIX NOBEAIHKOBUX Ta Cro-
XMBaLbKMX 0COBGMMBOCTEN, BMSIBMEHHS TXHiIX NOTpe6
y MalibyTHbOMY A1 (hOpMyBaHHS i peanisauii cTpa-
Terii poboTy 6aHKy Haf PO3BUTKOM Ta NOAINLIEHHAM
KNieHTCbKOT 6a3un 6aHKy. B3arani cTpykTypoBaHa 6a3a
KNIEHTIB MOBMHHA MOCTINHO aHasisyBaTucs i Aono-
BHIOBaTUCH, W06 iHdhopmaLisi NOCTiliHO Byna akTyasib-
HO0, 3@ TPbOMa OCHOBHUM Hanpsimamu (puc. 1) [3].
[eski nocnigHvky BBaXatoTb, LLO 4719 NPOrHO3yBaHHS
NpubyTKy 6aHKy NOTPIGHO 3HATK MOBEAIHKY HE nuLle
TUX KMIEHTIB, SKi BXE € YaCTMHOK K/TIEHTCbKOI 6a3u
6aHKy, a i NOoTeHLjiiHMX cnoxusadie, 60 Le gano 6
MOX/MBICTb OTPUMATK BifIbLL TOYHI AaHi i CNOHyKaTu
[0 GiNbLL aKTUBHKX [Aiil i3 3a/Ty4eHHSI HOBUX KMIEHTIB.

CbOrofHi KnieHTCbKa 6a3a BBaXKAETbCA HemaTe-
piaslbHAM aKTVBOM, asie AyXe Bak/IMBMM i3 Nornsay
MacLuTabiB AMCKYCIMHOCTI MUTaHHS Yy CBITi, AOCHi-
[DKEHHAM AKOro 3alimanucs Sk Paga 3 MixHapoa-
HUX CTaHAapTiB, Tak i acoujauii ouiHtoBadis CLUA,
a Takox feski ayautopcbki komnaHii (Deloitte, KPMG,
Ernst&Young). [eski 6aHky gna 6Ginbll WBUAKOTO
HapOLLEHHA KMIEHTYPM MNOYMHAKTL ChniBnpawoBaTu
3 HedhiHaHCOBMMU KOMMaHigMW (TypareHuii, areHT-
CTBa HEPYXOMOCTI) i pa3oM i3 HUMU BBOAWUTU HOBI
GaHKIiBCbKi NPOAYKTU A1 KOMMOPTY iXHIX KNIEHTIB.
Lle ponomarae 6aHkam cdopmyBaTyM B nporpam-
HOMY KOMMJIEKCI MEBHMWI «NpPodisib» CnoXusBaya, Lo
B NoAasibLLIOMY Aa€ 3MOry CNPOrHo3yBsaTty oro nose-
AiHKy. Came ToMy Ansi GaHKIB € aKTya/IbHUM MUTaHHS
pO3BUTKY KOMYHiKaLiliHOI cTparTerii, Aka 6yae iHdop-
MyBaTK, NepekoHyBaTV Ta HaragyBaTu KnieHTam npo
6aHKiBCbKi NpoAaykTn [3]. Asie, OCKIJIbKM K/TIEHTChbKa
6a3a sik HemaTepiasibHWIi aKTUB MOXEe MaTu CTPOK EKC-
nnyartauii (Ha MOMEHT 06’eAHaHHS GaHKIB OLIIHIOETLCS
nvwe HasBHa KNiEHTCbka 6as3a, a He MOX/IMBICTb
6aHKy 3ayyatu KieHTIB) i Le BM/AMBAE Ha nogasib-
LMA NpMBYTOK BGaHKy, Le CTBOPKE NepesymoBu Ans
noAasibloro AOCAIMKEHHS iHhopMauii Npo KAieHT-

CbKy 6a3y 6aHKy Ta K/IIEHTIB 3arasioM y po3pisi Hedoi-
HaHCOBMX MOKa3HMKIB. BaX/IMBM MOMEHTOM TakOX
€ Te, WO HUHI BaHK | KNIEHT BMOMpPaKOTb OAUH OAHOrO,
i came TOMy MOXHa BUAINUTK AOBIpYy A0 6aHKy i 6aH-
KIBCbKOT CUCTEMMU 3arasioM siK LLie OAMH aKTUB, KU He
BifobpaxaeTbCcs B GanaHci 6aHKy. MoXHa ckasaru,
L0 He NuLle KNIEHT Big4ae CBOK AO0Bipy GaHKy, SKy
TOIA, CBOEK YEproro, NOBMHEH BUMpaBAaTh SKICHUMUK
nocnyramu, a n 6aHK BigAae CBOK A0BIPY K/IEHTY,
60 cnoxuBadi CTalTb rOSIOBHUMWU YMHHUKAMK OTpU-
MaHHsi NpuByTKy ans 6aHky (puc. 2) [5]. Came Tomy
B OEAKMX KpaiHax pO3MOBCIOKEHI MapTHEPCbKi Bia-
HOCUHM MK KNiEHTamn Ta 6aHKamu. Y Hawiii kpaiHi
Taky TeHAEHLit0 MPOCTEXWUTU CKNaAHO, asle CXOXUM
npuknagom € cuctema AT «[lpuBatbaHKk», fka Mae
Ha3By «AreHT», e KOXeH 3apeecTpoBaHWiA Kopuc-
TyBay MOXe 3ap06/sATX IPoLLi, peknamyoun Ta npo-
cyBakuM Nocayrn 6aHky i TUM caMyMM 3astyyatoun [o
HbOrO HOBMX KJIEHTIB i HaBYaKUMCb (DIHAHCOBIV Ta
MapKEeTMHIOBIN FPaMOTHOCTI.

OCHOBHMMU perynstopamu MNUTaHHSA  BiZAHOCKH
GaHKy 3 KnieHTaMu 6ynu i 3amwatoTbC KOHCTUTYLISA
Ykpainm Ta HauioHanbHuii BaHk Ykpainu [8]. PoboTty
6aHKiB peryniotTb 3aKoHN YkpaiHu «[Mpo HauioHanb-
HWIA GaHK YkpaiHu» [2] Ta «IMpo 6aHkn i 6aHKIBCbKY
JisnbHICTb» [1]. HauioHanbHuiA 6aHK YKpaiHu € OCHO-
BHMM OpraHoOM perysitoBaHHsi BilHOCMH GaHKiB YKpa-
THW 3 KJTiEHTamu.

KnieHTcbky 6a3y nepegyciM MOXHa OUiHUTKU 3a
CTaTUCTUYHUMM aHMMKU Ta 3a AMHaMIKOM 1i nokas-
HWKIB Ha AKICHOMY piBHI (3pOCTaHHA 4n cnag) i Kinb-
KICHOMY 3 KOHKPETHMMM 4YuC/amMu, WO BUPaKaKTb
TeMnn 3MiH. BinbL rMbéoke A0CNIAKEHHSA KTIEHTCLKOI
6a3n MOXnMBe nig, Yac OBUMC/IEHHS MOKa3HWKIB 3a
NEBHUMW KTIEHTCbKMMW CermMeHTamu. Takuii po3pa-
XYHOK CTa€e fiy)xe npobnemaruyHuM, OCKisIbkK Y Bifb-
LLIOCTi yKpaiHCbKMX GaHKIB nMporpamMHe 3abe3neyeHHs
(Hanpuknag, «onepauiliHnii AeHb 6GaHKy») He Mae
aBTOMAaTMYHOIO MNPOpaxyHKy OTPMMaHuX faHux, 60
BOHW OPiEHTOBaHi Ginblle Ha BUMPOOHWMYI MOMEHTH,
HiX Ha K/liEHTa i oro noTpe6w.

4%,’,,,,,/—*’ Hanpsivn ““----e>
MoKIHUBIiCTh OLIbIIT MoenroBaHHs MoenoBaHHs MaiOyTHBOT

rOOKOI cerMeHTartii 3a
HOBHMH
XapaKTePUCTUKAMU
(piBeHb OUIKyBaHb, PIBEHb
PEHTA0EIBHOCTI TOIIIO)

«tpo¢intoy» kiieHra (30ip
aKTyanbHO1 iH(popMarii
PO KJIIEHTA)

MTOBEJIIHKY KITIEHTIB (JyIsI
BUTIEPE/DKEHHSI KOHKYPEHTIB i
OTpPUMAaHHS NO3UTUBHOT
BIJIOBiNI KJTiIEHTIB OaHKY Ha
MIPOTIO3UILIF0 MPUAOAHHS
HOBOI'0 OaHKIBCHKOT'O
POJYKTY)

Puc. 1. Hanpsamu aHanisy i 4ONOBHEHHSA CTPYKTYPOBaHOI 6a3u AaHUX K/IEHTIB

[Dxepesno: asBmopcbka po3pobka
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Bumoru cy6’ekTiB B3a€MOBITHOCHH

P

Bumoru Ganky 1o kiieHra

>

Bumoru kimieHTa 10 60aHKY

-HaliiHICTh OaHKY;

-BUCOKHH IMIIDK OaHKY;
-CTpOK iCHyBaHHs OaHKY,
OJIM3BKICTB 10 CIIOKMBaYa

ocoOu(mianpueMcTBa) B
0aHKy;

. 3aTy4eHHS
-HasBHICTb 3a0€3IeYEeHHS

y KJIieHTa (U151 KPEAUTY);

. i
[To3uyanbHUK (iH.
ecypciB .
peeyp [TocTavanpHuK (DiH.
-JIOTyCTUMHUH PIBEHb pecypcis
KPEIHTO- Ta X X
. - HAJIXKHICTh KJII€HTA JI0
TTATOCTIPOMO>KHOCTI ]
. IPYIH MPIOPUTETHUX
KJTIEHTA; Py ip .p
. CIOKHBAYiB;
-TPHUBAJICTh } o
-BIINOBIHICTh BUMOTaM
00CITyrOByBaHHS

y IETIO3UTHIH MOJITHIT
0aHKy Ta MOJIITHII

HEJICTIO3UTHUX PECYpPCiB

TEPUTOPIAIBHO;

-IIBHJIKICTD 1 KYJIBTypa
0aHKIBCHKOT'O 0OCITYrOBYBaHHS;
-IHIUBiAyaJIbHUH TiOXin, TypOoTa;
-KOMIIETEHTHICTh, BBIYJIMBICTD,
KBaTi(hiKaIlis mepcoHay;
-pI3HOMAHITTS TIOCIIYT;
-aJIcKBaTHA MPOIICHTHA TOJIITHKA

-IIPUAHATHUHN PIBEHb
KPEIUTHOTO PHU3HKY;
-HAJISKHICTh KIIIEHTA 0
IpYyIU CTPATEriuHUX Ta
MPIOPUTETHUX
CIIO)KMBAYiB

OaHKy;

-Cy4acHICTh OaHKY;
-IIMpoKa Mepexa (Guriid Ta
OaHKOMATIB;
-JIOTPUMaHHS OaHKIBCHKOT
TAEMHULI

Puc. 2. Bumoru cyG’eKkTiB B3a€EMOBIAHOCUH «K/MEHT — GaHK»

[Dxepesno: aBmopcbka po3pobka

3a 30notum npasuiomM MapeTto 20% KMIEHTIB Aal0Th
80% poxody 6aHKy, i WO6 Le HarnsgHo npoaHanisy-
BaTW, BUKOPWCTOBYIKOTb Taki BUAW aHaslidy K/IEHTCbKOT
6a3u, SK ONMCOBWIA Ta MPOrHO3HWA. ONMCoBWIA METOA
I'PYHTYETLCS Ha AOCIMKEHHI MUHYNNX Aili Ta CyYacHunX,
LLIO Aa€ 3MOry OLHUTU NOBEAIHKOBY MOAE/b K/lieHTa Tar
3PO3YMITV LLIAGAOHW MUCTIEHHS, IKUMW BiH KOPUCTYETLCS
nig yac BMGOPY MPOAYKTY, OLIHUTA e(heKTVBHICTb Map-
KETMHroBOI kamnaHii. BiH € OCHOBOI [A/151 NPOrHO3HOro
MeTOAY, SKUA A€ 3MOry OUIHM MaiibyTHIO NOBEAIHKY
KMiEHTa, HaNpUKIag OLIHUTY BIATIK KiEHTIB. Hainowwm-
peHiwmm onncoBnM MeTogom € ABC-aHani3, 3aBasku
AKOMY MOX/IMBO CTBOPWTY pekoMeHZaLi LWoao0 poboTu
3 KIIEHTaMK, AKX aHanisyBanu, asie Yyepes CBO Mpo-
CTOTY W4 OUjHKY K/TIEHTIB IMLLE Bif PO3Mipy 060POTIB BiH
He BKJ/THOYAE iHLIMX CreLMIYHNX YNHHIIKIB.

BucHOBKM 3 npoBeAeHOro gocnigxkeHHs. OTxe,
aHaUli3yloum pi3Hi METOAM OLHKM KTIEHTCLKOT 6a3un Ta
I BNAMBY Ha NpMOYTOK 6aHKy, 6a4nMo, L0 HEMAE eau-
HOro nigxondy Ta KpuUTepiiB Ans uboro. XKogeH crnocib
He [a€ MOBHOMo0 PO3yMiHHSI BM/IMBY LbOr0 Hemarepi-
aIbHOTO aKTMBY Ha poboTy 6aHky. LLle ogHieto npobne-
MO0 Y hOpMYyBaHHI Ta ynpas/liHHI K/TIEHTCLKOI 6a30t0
6aHKy € HM3bKa OoBipa A0 6aHKIBCbKOI cucTemu,
a TakoX HW3bKWIA piBEHb (PIHAHCOBOI TPaMOTHOCTI
HaceneHHs. BaxnnMBMMM YMHHWKaMK y poboTi 6aHKa
3 K/iEHTaMU € X cerMeHTaLis 3a pisHUMU Bugamm Ta
pPO3pO6NEHHSA MiACErMEHTIB 3a KOXHUM BUAOM AON15
6iNbll  TOYHOTO MPOPaxyHKy CMOXMBYOI BapTOCTI.

iyl Bunyck 36. 2019

Ha >anb, [OCMiMHKEHHIO LUbOro MUTaHHSA npuaineHo
MaJs10 yBaru cepef BiTYM3HAHMX HayKOBLiB, HE3BaXKa-
H0UM Ha Te WO K/liEHTCbKa 6a3a 6araTboX BITYM3HS-
HUX GaHKiB CNOHYyKasia iHO3eMHi 6aHK/M A0 06'eAHaHb
i3 HUMW. |HO3eMHI 6aHK1 NOAINATb KIEHTCbKY 6asy
AK HemaTepiasibHWli akTUB Ha KNIEHTIB, NOB’A3aHUX i3
6a30BNMKN OEN03UTaMu, i Ha caMi B3aEMOBIAHOCUHN
3 KNieHTamMu, e MaloTb Micue yrnpaBniHHA akTuBamu
Ta CTpaxyBaHHS XUTTS, OCKINIbK/ BOHW € HABINbLIVMM
kareropigmy. 3akoHogaBya 6asa YKpaiHu B NMUTaHHI
hopMyBaHHA Ta ynpas/iHHA KNiEHTCbKOW 6a30t0
HE Mae YiTKO CTPYKTYpPOBaHMX MPUHLMMNIB 4YM CTpa-
Terii, BOHa MICTUTb fILIEe OKPeMi CEermMeHTH, Taki K
ioeHTudikauia knieHTa gnsa 3anobiraHHs neranizauil
[oxofiB, OTpUMaHKX 3/I04NHHUM LWINAXOM. [1a edpek-
TMBHOIO KOHTPOJIO NOTPIGHO CTBOPUTU HOBUIA HOPMa-
TMBHO-NPABOBWIA akKT, SIKUiA Byae peryntoBatu sik dop-
MyBaHHS TaK ynpasniHHA KMIEHTCbKO 6a30t0 6aHKy
Ta TpagmuiliHi acnekTn 06CyroByBaHHS KIEHTIB, Tak
i MUTaHHSA, AKi CTOCYOTLCA IHTepHeT-6aHKiHrY. Ane ue
MOX/IMBO NuLLEe TOAj, KoNu OBinbLicTb (hiHAHCOBUX
YCTaHOB YCBILOMUTb BaX/IMBICTb YNpaB/iHHA aHanisy
Ta MOoNinweHHA KiEHTCbKOT 6a3u, LWo Bxe Biabysa-
€TbCSA B YKpaiHi, K BUAHO 3 TOro, WO GaHKM CTarTb
6iNlbLU KNIEHTOOPIEHTOBAHUMU. 3@ OCTaHHI PokK 6Yyno
po3p06neHo 6arato NiaxodiB A0 CermeHTauji Ta iaeH-
TUdpikalii KMieHTIB, WO AornoMaratoTb B OLjiHLi Bap-
TOCTi COXMBaYiB 6aHKIBCbKMX MOC/Yr Ta PO3PO6/IEHHI
MaiibyTHbOI cTpaTerii 6aHkKy.
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THEORETICAL FEATURES OF FORMATION OF CUSTOMER BANK OF BANKS UKRAINE

The purpose of the article. The main objective of this article is to summarize theoretical materials about
the formation of the bank's client base. Due to the intensification of competition between banks under the
influence of crisis in the Ukrainian economy, the issue of forming a customer base becomes relevant for those
banks that want to reach a new level of development.

Methodology. For research are used methods such as : searching observations , systematize the acquired
knowledge, scientific descriptions and graphic method for building schemes.

Results. The article deals with the tendencies of forming a customer base in banks of Ukraine. The client
base is researched as an intangible asset whose importance is growing every year. The quality of legisla-
tive regulation dedicated to this segment is considered. Examining different views on the structure of the cli-
ent base, we can characterize its main components, such as: customer segmentation system and complex
management system. The most relevant for banks is customer segmentation by profitability, where they are
divided into the most profitable, potentially profitable and unprofitable, and a product or service is developed
for each segment. It is considered inappropriate to remove unprofitable clients from the database, because
it is possible to develop an action strategy specifically for this type. This position is based on the Customer
Lifetime Value strategy. [6] Also, based on a different behavior model, most banks, even those that do not
have a well-structured customer management system, divide clients into individuals and corporate clients for
ease of processing requests. The customer base can first be estimated by statistics and by the dynamics of its
indicators at a qualitative level (rising or falling) and quantitative with specific numbers that express the pace of
change. A deeper study of the customer base is possible when calculating metrics for specific client segments.
This calculation becomes very problematic since most Ukrainian banks (such as "bank operating day") do not
have the ability to automatically calculate the data received because they are more focused on production
points than the customer and his needs.

Pareto Gold Rule: 20% of clients give 80% of bank revenue, and to use this kind of customer base analysis
is descriptive and predictive. The descriptive method is based on a study of past actions and current ones,
which allows us to evaluate the behavioral model of the client's dad, to understand the thinking patterns he
uses when choosing a product, to evaluate the effectiveness of a marketing campaign. It is the basis for a
predictive method that allows us to evaluate future customer behavior, for example, to estimate customer
outflows. The most common descriptive method is ABS analysis, through which it is possible to create the fol-
lowing recommendations for dealing with customers, which were analyzed, but because of its simplicity and
customer estimation, it does not include other specific factors only for the size of the turnover. The integrated
control system has four subsystems, so each of them has been explored for a better understanding.

Practical implications. The results of the research are to identify the main elements of the client base
and to develop their own definition, which more fully reflects the essence of this concept. The most relevant
for banks is customer segmentation by profitability, where they are divided into the most profitable, potentially
profitable and unprofitable, and a product or service is developed for each segment. The expectations of the
parties (the bank and the client) from each other in mutual cooperation are also illustrated. It can be said that
not only the client gives his trust to the bank, which he in turn has to justify with quality services, but also the
bank gives his trust to the client, because consumers become the main factors of profit for the bank. Studies
have shown that the control system has four subsystems, so for a more complete understanding, each of them
was investigated separately and conclusions are drawn. The quality of legislative regulation dedicated to this
segment is considered. The basic elements of the client base have been identified and a custom definition has
been developed that more fully reflects the essence of the concept.

Valueloriginality. The results obtained in this article give a more complete understanding of the concept,
customer base and its main components. These data will help to develop a universal strategy of Ukrainian
banks' work with clients.

yp/N Bunyck 36. 2019




