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Y cmammi G0C/IOXEHO Ki/lbKicmb  K/lieHmIg —
HOpUOUYHUX ma hiBUYHUX OCIO, siKi ducCMaHUitiHO
o6esy2osyromecsi - 6aHKoM.  [poaHa/izosaHo
3acmocysaHHsi ma eghekmusHicmb ducmaHyi-
HUX KaHasig obcry2o8ysaHHs KiieHmis AT «Kpe-
006aHK». JJOC/ioKeHO CcymHicmb  ducmaHuit-
HO20 06C/Ty208yBaHHS], NMPOAHa/308aHO0 MepesiiK
riocsiye, siki 00CmyrnHi (hi3U4HUM ma FoPUOUYHUM
ocobam 8 iHmMepHem-b6aHKiH2y, MOPIBHSIHO Bap-
micmb ocmyrHUX 07151 K/ieHmiB roc/ye. Cucme-
Mamu308aHO, OXapaKmepu308aHO OCHOBHI repe-
Ba2uU ma Heoo/TiKU 3aCmOoCyBaHHs1 oUCMaHyitiHo20
6aHKIBCbKO20 06C/1y208yBaHHSI. Po32/isiHymo oco-
67uB0CMI Ma MPU3Ha4YeHHs1 iIHMepHem-6aHKiHay
SIK BIOHOCHO HOBO20 Ma MePCreKMUBHO20 BUOY
ducmaHyiliHo2o  obc/y2o8yBaHHS.  BusHayeHo
cucmemMy oucmaHyitiHoeo 06c/1y208ysaHHs AT
«KpedobaHk», siKa Kopucmyembcsi HalGiTbwum
ronumom cepeo KriieHmis 6atky, 06IpyHmMosaHo
MPUYUHU  BUKOpUCMaHHs yiei cucmemu. 30il-
CHEHO aHa/i3 KiflbKOCi M/1ami>kHUX OOKYMEHMIB,
SIKi poxodsmb Yepe3 IFOBS, a makox icHytomb y
riareposomy sapiaHmi.

KntouoBi cnoBa: oducmaHyiliHe 06c/y208y-
BaHHs1, iIHMepHem-6aHkiHe, MOBI/IbHUU GaHKIHe,
71amixkHi O0pyHEHHSI.

B cmambe ucci1edoB8aHo Koau4yecmso K/u-
eHmos — iOpuaU'-IeCKUX u d)US‘U'-IECKUX /iy,

Komopble OuCMaHUYUOHHO 06c/y)usaromcesi
6aHkoM. [lpoaHasiu3uposaHbl NPUMEHeHUe
U aghhekmusHocmMb OUCMAHUYUOHHBIX KaHa-
7108 06cayxusaHusi KnueHmos AO «Kpedo-
6aHk». ViccnedosaHa cymb OUCMaHUUOHHO20
06CyXUBaHUS, NpoaHaau3upoBaH nepeyeHb
ycnye, Komopble 00CMymnHbl  (hU3UHECKUM
U topuduyeckum auyam 8 UHMepHem-baH-
KUH2e, CcpasHeHa CmoumMocmb OOCMYMHbIX
07159 K/lUeHmMos ycye. Cucmemamu3uposaHsl,
Ooxapakmepu308aHbl  OCHOBHbIE  MPEUMy-
wecmsa u Hedocmamku MPUMEHeHUs1 Ouc-
MaHYUOHHO20 6aHKOBCKO20 06C/YXUBAHUSI.
PaccMompeHbl 0C06eHHOCMU U Ha3HauyeHue
UHMepHem-baHkuHza Kak OMHOCUME/IbHO
HOB020 U MEPCreKmusHo20 Buda OucmaH-
YUOHHO20  o6CcnyxusaHus.  OnpedesieHa
cucmema OQuCMaHYUOHHO20 O06C/Ty)XuBaHUS
AO «KpedobaHk», Komopasi 1o/1b3yemcsi Hau-
60/1bLUUM CrIPOCOM CPedu K/IUeHmMos 6aHka,
060CHOBaHbI MPUYUHBI UCMO/Ib308aHUs1 amoli
cucmemsbl. Ocywjecms/ieH aHaiu3 Kosuye-
cmsa naamexHbix O00KyYMEHmMOoB8, KOmopble
npoxodsim 4epes IFOBS, a makxe cyuje-
cmsyrom 8 6yMaxHoOM BapuaHme.

KntoueBble cnoBa: oucmaHyUuoHHOEe 06C/TyXU-
BaHUe, UHMepHem-6aHKuH2, MOBU/IbHBIU 6aH-
KUHe, M/1amexHble MopyYeHUsI.

The article substantiates that one of the main directions of development of modern banking sphere is introduction and development of remote service sys-
tems. The features and purpose of Internet banking as a relatively new and promising type of remote service have been considered. It has been determined
that the essence of remote servicing in the bank is that the client self-services through online banking systems. The main advantages of using the client-
bank system have been summarized, in particular: convenience, efficiency, mobility, security. It has been noted that using Internet technologies, banks save
on rent and maintenance of the premises, on staff salaries. It has been proved that the use of remote systems allows to inform and sell banking products
to a growing number of clients, as well as to satisfy the needs of the most demanding users of banking services. A thorough estimation of the number of
clients — legal entities and individuals, which are serviced remotely by the bank, has been presented. The application and efficiency of the remote customer
service channels of Kredobank have been analyzed. It has been proved that the introduction of innovations in the remote customer service system supports
Kredobank’s competitiveness in the banking services market. Existing types of remote services have been investigated and the list of services available to
individuals and legal entities in Internet banking has been analyzed. The cost of services available to customers has been compared. The main advantages
and disadvantages of remote banking have been systematized and characterized. The types of remote servicing of Kredobank have been determined,
which is in high demand among the bank’s clients and the reasons for their use has been substantiated. It has been noted that the factors encouraging the
client to use the KredoDirect system are favorable conditions when opening deposits online, in particular: receiving a bonus (plus interest rate); automatic
online banking connection. The number of payment documents that pass through IFOBS and in paper version has been analyzed. The dynamics of reduc-

ing the number of branches have been given and the reasons for their decrease have been identified.
Key words: remote servicing, Internet banking, mobile banking, payment document.

MoctaHoBKa nNpoGnemu. diHAHCOBUIA PUHOK B
YKpaiHi akTUBHO 3a3HA€ NEBHMX 3MiH, CYTHICTb SIKMX
nonsra€ B YCKIaAHEHHI MOro CTPyKTypu Ta nocu-
NeHHi KOHKYpeHLiT Ansa nigTPUMKN KOHKYpEeHUii cepes
piHaHCOBUX yCTaHOB. KOHKypeHL,isi ICHye K 3 GOKy
YKpaiHCbKMX (DiIHAHCOBUX YCTaHOB, TaK i 3 60Ky iHO-
3eMHUX, TOMY ANs TOro, wobwu 6yTn KOHKYPEHTO-
CMPOMOXHMMU, 6GaHKM Ta HebaHKIBCbKi yCTaHOBU
6epyTb y4acTb y 60p0Tb6i 3a KNieHTa. 15 Toro wobm
BMOOPOTM NOro, HEOBXIAHO 3HAXOAUTK HOBI Cnocobu
HafaHHA Moc/nyr i3 3aJ0BOJIEHHS NOTPe6 HaliBu-
6arnmBIlIOrO KieHTa. BaHKM akTMBHO BRPOBAaLKY-
0Tb iHHOBALiViHI TeXHOMOrIT 415 TOro, LWO6WU K/IiEHTH
MOINK 34jlicHioBaTK onepauii 6e3 BiaBigyBaHHSA CTIiH
6aHKy, TO6TO 6aHKM MparHyTb aBTOMaTu3yBaTu BCi
3aBAaHHs, SKi BUHMKalOTb B Mpoueci poboTn 6aHky.

5%y} Bunyck 37. 2019

LLiBnake o6pobseHHs MOTOKIB iHpopMaLii € ogHUM
i3 FO/IOBHUX UMHHMKIB, LLO BM/IMBatOTb Ha NPUAHATTS
yNpas/iHCbKMX pilleHb Ta epeKkTUBHICTbL 6aHKIBCbKOI
fisinbHOCTI 3arasioM i AT «KpepaobaHKy» 30Kpema.
3a3HayeHe BU3HaYaE akTyaslbHICTb BUOPAHOT HayKo-
BOI TEMM.

AHanis ocTaHHiX pocnigpkeHb i nyonikauii.
Heabusikuii iHTepec [0 iHTepHeT-6aHKiHTy 3 6OKy
GaHKIB Ta iX K/IEHTIB CNPUYMHMB AOCAIMKEHHS, SKi
onucaHi B poboTax 6araTtbOX BITYM3HAHUX Ta 3apy-
GKHUX yuyeHux, Takmx sk O.4. Bosuak, O.0. laspu-
noea, B.M. Kpaseup, A.M. HoBuubkuii, /1.HFO0. Opge-
roea, O.0. Uy6 [1-9]. AHauli3 HasABHUX AOCNIAXEHb
NPOAEMOHCTPYBAaB Te, LLI0 06C/1YrOByBaHHS B CUCTEMI
IHTEPHET-6aHKIHTY [0CUTb NPOAYKTUBHE, OCKiNbKU
[Jae 3MOory HajasaTu MacoBWii Ta Hefoporui cep-
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Bic. OCKifIbkM nocnyru, siki HagatTbCA MOLIGHUMN
pecypcamu, LBUAKO PO3BMBAIOTLCA, TO X SKICTb Ta
KifIbKICTb TaKOX 3pOCTalTb. 3a3HavyeHe 06YMOB/IHOE
NOCTifiHe JOCAIMKEHHS HAYKOBOI NPO61eMaTuKm.

MocTtaHOoBKa 3aBfaHHA. MeTol HayKoBOro
[OCNIMKEHHA € aHaUli3 3aCTOCYBaHHA OUCTaHLiAHNX
KaHaniB 06cnyroByBaHHA KNieHTIB AT «KpenobaHk»
Ta ioro eheKTUBHOCTI.

Buknag OCHOBHOro martepiasly AOCAiIKEeHHS.
AT «KpegobaHk» — Lie YKpaiHCbKuiA 6aHK, 3acCHOBaHWI
y 1990 poui, 3 rosioBHUM ocpicoM y JIbBOBI. AKLjiOHe-
pom 6aHKy € PKO “BankPolski SA”, skoMy Hanexarb
100% akuiil Ta KWt € eANHMM akLioHepoM. baHk mae
JocTaTHi piHaHCOBI MOX/IMBOCTI 419 BNPOBaKEHHSA
HaWcy4acHIWoi TexHiKM, TOMy came AUCTaHLUinHe
6aHKiBCbke 06C/yroByBaHHS € TUM MNEPCMNEKTUBHUM
Ta aKTya/lbHUM HanpsiMmom AUCTPUOYLIT 6aHKIBCbKNX
NPOAYKTIB, WO NOTpebye A0AATKOBOIO BMBYEHHSA Ta
noAasibLIOro BNPOBaKEHHS.

CyTHICTb  AMCTaHUiiHOrO  06CNYyroByBaHHA B
6aHKy nonsrae B TOMY, L0 K/iEHT camocTiliHO ce6e
006CyroBye 3a A0MNOMOIO0 CUCTEM OHNANH-GaHKIHTY.
3acToCOBYOUM IHTEPHET-TEXHONOTIT, 6aHKN €KOHOM-
NSATb BATPATV Ha OpeHAy Ta 06CNyroByBaHHS Mpu-
MILLLEHHSA, onnaTty npavi nepcoHany. Takox BUKOpUC-
TaHHA AUCTaHUINHMX CMCTEM Aa€ 3Mory iHhopmyBaTu
Ta npogaBaT OaHKIBCbKi MPOAYKTU BCE LUMPLLOMY
KOJTy KMIEHTIB, @ TakoX 3a40BOMbHATY NOTPE6U Hali-
BMGArnmMBILLNX KOPUCTYBauiB GaHKIBCbKMX MOCNYT.

Be3nepeyHo, roffloBHOK NepeBarok CUCTEMU «Ki-
€HT — 6aHK» € Te, LL|0 BOHA A€ 3MOrY K/TiEHTY 3/iACHIO-
BaTU pO3paxyHKOBI onepauii Ta KOHTPOsoBaT CTaH
paxyHKy 3i cBoro ocpicy [10]. OgHak cnig, 3a3HaunTH,
LLIO e He eaMHa nepeBara CUCTEMU «KITIEHT — BaHK».
3ara/iom MOXHa BUAIMTU Taki nepeBarn (Tabn. 1),
SIK 3pY4YHICTb, ONepaTMBHICTb, MOBINLHICTL, 6Ge3neka.

OpHak pa3om 3 6e3yMOBHMMMW nepeBaramu CUc-
Tema «KNieHT — 6aHK» Mae HU3Ky Heponikis. OCHo-
BHMM HE0NiKOM € Te, Lo Nepekas KOLUTIB 3 BUKOPUC-
TaHHAM Lj€T cMCTEMU NOTPEBYE NOCTINHOT MPUCYTHOCTI

KepiBHUX Oci6, TOGTO AupekTopa Ta rofIoBHOroO Oyx-
rantepa, ski HafjisieHi npaBoM MepLloro Ta Apyroro
niagnucie. IHakwe KepiBHMKU NigNpUEMCTBA MYCSTb
BIAKPUTM €NEeKTPOHHWIA nignuc iHWuM ocobam, Lo
36inbwye Hebe3neky HecaHKLiOHOBaHOINo BUKOPUC-
TaHHA KOLWITIB Ha MOTOYHOMY paxyHKy. Kpim Lboro,
MOXYTb BUHWUKHYTU MOMWJIKWU Mif 4Yac nepeHeceHHs
iHdbopMalLlii i3 cMCTeEMU «KMIEHT — 6aHK» A0 aBTOMa-
TN30BaHOI 6aHKIBCbKOI cuctemun 6aHKy (ABC), SKWO
Li cMcTeMn CTBOPHOBa/IMCS Pi3HUMMK PO3POGHUKaMMU.
OTxe, JOopeyHO 6yno 6 BM3HAUYUTM TE, HACKINbKU
CYMICHUMW € NPOrpamMHNIA KOMMNIEKC KKITIEHT — BaHK»
i ABC, L0 BMKOPUCTOBYETLCSA B OaHKy. Bucoka uiHa
PO3pP06/IEHHS] Ta BNPOBaAKEHHS CUCTEMU «KMIEHT —
GaHK» pobuThb Ti HeeheKTUBHOK A/151 HEBENUKNX GaH-
KiB, @ HEOOXiAHICTb 3aBaHTaXKEHHA I onnatu chewj-
&/1bHOIO NporpamMHoro 3abesneyeHHss 06MeXye Koo
NOTEHLIAHMX KNIiEHTIB [11].

Mepenik NOCyr, AKUMU MOXE KOPUCTYBaTUCh KJTi-
€HT AT «KpepobaHk» 3aBAsikM ANCTAHUINHOMY GaH-
KiBCbKOMY 06C/yroByBaHHI0, HaBeAeHO B Ta6/1. 2.

Mig yac aHanizyBaHHA AisiNbHOCTI iIHopMaUiinHoT
NiHIT AT «Kpego6aHk» BUSIBNIEHO, L0 BEMIMKA YacTUHA
KNIEHTIB X04e BUpILLYBaTU CBOT cnpasu No TenedoHy,
He BUTpayaroun yac Ha Moi3gKn Yy BigAineHHsa ans
KOHCYyNbTaUil 3 MeHemKepoM, TOMY 36i/bLUYyeETbCA
Ki/TbKICTb 3BEPHEHb N0 Ten1edoHy, 36iNbLIYETHCS Kiflb-
KICTb MpauiBHMKIB iH(bOpMaLiiiHOT AiHiT, BiANOBIgHO,
3MEHLUYETLCA KiNbKICTb BiggineHb 6aHky (puc. 1).

BukopucToBytOUM AaHi 3BITHOCTI GaHKy, MOXEMO
npoaHanisysatu AnHamiky 36iNbLIEHHS KibKOCTI KNi-
€HTIB — OPUANYHMX OCI6 Ta KieHTIB cuctemn “IFOBS”
(puc. 2). Ak BUAHO 3 pUC. 2, KiSTbKICTb KNIEHTIB — HOpU-
AN4YHMX oci6 y 2019 poui NOPIBHAHO 3 KiNbKICTIO KAi-
€HTIB cTaHOM Ha 2015 pik cyTTEBO 3p0Cna, a caMe Ha
17 238, To6TO Ha 47,7%. NpoaHanizyBaBLU KiflbKICTb
KopucTyBadiB “IFOBS”, MOXeMO Takox nobaunTtu
NO3UTUBHY TEHAEHLit0: NopiBHAHO 3 2015 pokom iX
KiNTbKICTb 36isblUMNack Ha 22 105 KopucTyBadis, abo
Ha 76,5%.

Tabnuya 1

MepeBarv BUKOPUCTAHHA CUCTEMU «KMIEHT — GAHK»
Oonuc

3abesneyye aBTOMaTM30BaHy NiArOTOBKY TaKMX AOKYMEHTIB, K M/1aThKHE LOPYYEHHS, MEMOPIasIbHUIA
opaep, 3asBka Ha nepekas BaMoTW. LLaGnoHW [N BBEAEHHS €NEKTPOHHWUX [OKYMEHTIB
BMKOPWCTOBYIOTbCA 3MiAHO 3 TWNOBMMW CTaHAapTamu, SKi 4iloTb B YKpaiHi i MakcumaibHO
HabnmxeHi [0 nanepoBux. FK i ManepoBi, eNeKTPOHHI NAAaTPKHI AOKYMEHTH, WO BiAnpaBneHi Ao
6aHKy, nignMcyloTb NOCafoBi 0CO6M MiANPUEMCTBA, asie 3aMiCTb 3BMYAHOTO BMKOPUCTOBYHOTb

€/1eKTPOHHUI LMPOoBMiA nignuc.
Mig, yac BUKOPUCTAHHSI CUCTEMU «KNIEHT — B6aHK» 36iNbLUYETLCS LWBUAKICTb MPOXOKEHHS NiaTexis.

Bricoka onepatuBHICTb 3yMOB/IEHA TUM, LU0 M/IATDKHE [AOPYYEHHS B €/IeKTPOHHOMY BUIsA;
roTyeTbCS.

HasBa
3py4HicTb

OneparuBHICTb

MOGisnbHICTb Crictema «KNieHT — 6aHK» fa€ 3MOry KOHTakTyBaTh 3 6aHKOM 6e3 06MEXEHb Y Yaci, OCKINIbKM TEXHIYHI
MOX/IMBOCTi GiNbLLIOCTI MPOrpamMHMX KOMIJ/IEKCIB [aloTb MOX/IMBICTb LiN0A4060BO BignpasisaTy
OOKYMeHTU A0 6aHKy Ta nepernsgaryi oTpumaHi 3BigTu.

besneka 3acobn 3axucTy iHpopMauii B CUCTEMI «KMIEHT — 6GaHK» 3a X NPaBWU/IbHOMO BUKOPUCTAHHS

rapaHTyloTb HafiiHWIA 3aXMCT Bif, HECAHKLiOHOBAHOIO AOCTYNy Ta Moaudikauii iHdhopmadii.

Lxepeno: [11]
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TakoX 3INCHEHO aHani3 KiNbKOCTI NNaThKHUX
[OKYMEHTIB, AKi npoxoaATh Yepes “IFOBS” Ta icHy0Tb
y nanepoBomy BapiaHTi (Tabn. 3). 3a pesynbratamu
Tabnuui 6aunmo, WO KMEHTU Oinblle 3AiACHIONTb
nnarexi yepes “IFOBS”. Hanpuknag, y Il ksaptani
2019 poky B naneposBoMy BUrNSAAI MAATKHUX [OOKY-
MEHTIB HaiiLno Ha 184 454 wWT. MeHLUe, HiX B e/ek-
TPOHHOMY. MOXHa 3p06UTK BUCHOBOK, LLO HOPUANYHI
0ocobu Ta POl aKTMBHO KOPUCTYIOTLCA Bifdas/IEHUM
6aHkiHroM. AT «KpeagobaHk» A5 KNieHTIB — PisnyHMX
ocib Hagae JOCTyN A0 IHTePHET-6aHKiHTY Nifg Ha3BOH
“KredoDirect” (puc. 3).

Ak 6aummo 3 puc. 3, B AT «KpepobaHk» BifobyBa-
ETbCA HAPOLLEHHA KNIEHTCbKOT 6a3n hi3nyHMX 0cCib,
a nopiBHsHO 3 2015 poOKOM KifbKICTb BMpOC/Ta Ha

119 905 «kuieHTiB. TakoX 3pocsa KiNbKiCTb KOPUCTY-
BauiB cuctemun “KredoDirect” Ha 221 748 kopucTyBa-
yiB, WO rOBOpUTbL NP0 Te, WO iHHOBALii aKkTUBHO BTPY-
YalTbCA B XMTTA yKpaiHLiB, AKi BigfaloTb nepesary
3py4YHOMY CepBicy BigaasieHoro 6aHkiHry.

OfHMM 3 YMHHWKIB 320XOYEHHS KNIEHTA KOPUCTY-
Batnca cuctemoro “KredoDirect” € BUrigHICTb YMOB
nig yac BiAKPUTTSA Aeno3nuTiB OHMaiiH (puc. 4). Akwo
KNiEHT 6axae BioKpUTU fenos3unt y «KpegobaHky», To
3a Moro BigKpUTTS Yepe3 BigaasieHNin 6aHKiHT KNiEHT
OTpMMYy€e 6GOHYC [0 MPOLUEHTHOI cTaBku. KnieHTn B
LUbOMY 3auikaB/ieHi, TOMy nig, vyac BiAKPUTTA MOTOY-
HOr0 paxyHKy NPoCcsATb Bigpasy Migka4aTy OHNanH-
GaHKiHr, Wobu nicna peectpauii BiAKPUTU Aen03nT
OHfMaliH Ta oTpMMaTn 6axkaHe 3a0X0UEHHS.

JiHanaEa SMeHIeHHA KUTbkoceTl BupineHs AT "KpegodaH”

120
100
50
i
40
20

T1e 110

{

1012015 0101201

01012017

1l
102
a3
8

01.01.2018 01012009

Puc. 1. iluHamika 3MeHLWeHHA KiSIbKOCTi BiggineHb AT « KpegoGaHk»

Lxepeso: cknadeHo asmopamu Ha OCHoBI [12]

Tabnuus 2

AHanis3 foCTYNnHUX NOCnyr B iHTEePHET-GaHKiHry

BaprticTtb nocnyru

Hassa nocnyru

Ana pisnyHux ocid

ANA pugniHnX ocié ta PO

Mepernsag 6anaHcy nNo paxyHkax Be3koLwToBHO Be3koLwToBHO

Mepekas KowTiB No B mexax baHky Be3koLwToBHO Be3koLwToBHO

YKpaiHi 3a Mexi baHky <10 000 rpH. — 6e3KoLTOBHO; | [lo 17:00 — 3 rpH.; nicnsa 17:00 — 5
> 10 000 rpH. — 0,2% Big Cymu | rpH.
nepekasy

Mepekas KowTiB 3a Mexi YkpaiHi

BiacyTHs nocnyra

0,25% Big cymu nepekasy
(min: 15 pgon., max: 50 gosn.)

Mepernsg iHdopmadii Npo Kypcu BasitoT Be3kowToBHO Be3kowToBHO
IMoNoOBHEHHA paxyHKIiB (MOTOYHMX, KAPTKOBUX, Be3koLToBHO Be3koLToBHO
KPeAUTHUX, AENO3UTHIX)

Onnara KOMyHaslbHUX NOCnyr Be3KoLToBHO BigcyTHs nocnyra

IMonoBHEeHHA MOGINbHOTO TeneoHy

2 rpH. 3a onepawito

BiCYTHA nocnyra

KyniBnisi-npoaax BasloT OHNAiH

BiacyTHs nocnyra

0,2%

Ta B/IACHWX PaxyHKIB Yepes3 KOHTaKT-LeHTP

KopucTyBaHHS nporpamMamu /1I05/1bHOCTi Be3koLwToBHO BigcyTHs nocnyra
(Hanpuknag, “Mastercard Rewards”)

Po3paxyHkn B Mepexax 3a 40MNOMOror Be3KoLToBHO Be3KoLToBHO
MOOGINbHUX AoAaTKIB

OTpuUMaHHs KOHCY/bTaLil WoAo NpoaykKTiB 6aHKy | Be3kowToBHO Be3kolwToBHO

Lkepeno: y3aza/ibHEHO aBmopamMu Ha OCHosi [12]
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120000 Kinbkictp
100000 KOPHUCTYBaYiB
IFOBS
80000 51014
46593 49712
60000 38375
28909
40000
¥ KiIbKiCTh
20000 IOpuanunux
0 oci6 Ta ®OII, sxi
2015 2016 2017 2018  1I kBapran 00CITyTOBYIOTECS
2019 B banky

Puc. 2. AnHamika 36iNnblUeHHA KiNIbKOCTi K/MIiEHTIB — OPUAUYHUX OCIO
AT «Kpepgo6aHK» Ta KnieHTiB cuctemu “IFOBS”

Lxepeno: cknadeHo Ha ocHosi [12]
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el FAMEBKICTE KMIEHTIE aIrmmHms ocid

W KAMEKICTE KOpIICTVEATIE cricTenmr Fredolirect

Puc. 3. JnHaMika 36i/IbLUeHHA Ki/IbKOCTi KNi€EHTIB — hi3udHNX oci6
Ta KkopucTtyBauiB cuctemu “KredoDirect”

Lxepesno: ckradeHo Ha OCHosiI [12]

Tabnuya 3
AHani3 pyxy njaTiKHUX JOKYMEHTIB uepe3 AUCTaHLilHI
Ta TpaguuiliHi KaHanu o6cnyrosyBaHHsa AT «Kpepo6aHk» npotsarom 2015-2019 pokis

KinbkicTb nnatixxHux KinbkicTb nnatiXxHux 3arabHa KINLKICTL
Mepiog LOKYMEHTIB, L0 NpoxoasaTb [OKYMEHTIB y nanepoBomMy NNATIKHUX NOKYMEHTIE
yepes “IFOBS” BUrNAgi Aoyl
2015 280 002 432 275 712 277
2016 350 845 388 288 739 133
2017 450 486 320 436 770922
2018 487 985 311 563 799 548
Il kBapTan 2019 501 178 316 724 817 902

Lkepeno: cknadeHo Ha ocHosi [12]
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Puc. 4. YacTka 3gilicHeHux onepauiii 3a gonomoroto cucremu “KredoDirect”

Lxepesno: ckiadeHo Ha OCHosi dOxepena [12]
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Puc. 5. CTpyKTypa KifibKoCcTi TepMiHaniB camoo6enyroByBaHHsA AT «Kpepo6aHk»

Lkepesno: cknadeHo Ha OCHoBI Oxepena [12]

YacTo KNIEHTU KOPUCTYIOTLCA MOBISIbHOKO BEPCiEtD
“KredoDirect”. [na 3aBaHTaXeHHSA Jofartka KNieHTy
HeobxigHo 3aiiT B GooglePlay un AppStore i 3HaiiTh B
MOLLYKY Liei gogatok. Micnsi 3aBaHTaXeHHs BXif Y cuc-
TEMY KMIEHT 34IAICHIOE aHaUT0NvYHO BXOAy Yepe3 Gpay-
3ep. MobinbHa Bepcia Bigpi3HAETbEA Big Web-Bepcii
He Tifibku IHTepdelicom, ane i aeskumMu (PyHKLisMn.
Ha xanb, yepes MobinbHUIA LOAATOK HEMOX/TMBO CTBO-
pUTY WAaGN0oH Ha 3AJNCHEHHS MaTexiB 3a A0BITbHUMU
pekBi3uTamMu, a Takox LWabnoH NonoBHeHbL MOGINIbHOTO
TenedoHy. TakoXX HEMOX/IMBO BiAKPWUTU HOBWIA Aeno-
31T, LLIO YaCTO LjiKaBUTb KMiEHTA HGaHky.

OkpiM iHTEpHET-6aHKIHTY, «KpegobaHk» NponoHye
CBOIM K/IiEHTaM KOPWUCTYBaHHS TepMiHaniamu camo-
06CNyroByBaHHA. ®PyHKUiAMU TepMmiHasy camoob-
cnyroByBaHHs «KpepobaHKy» € MOMOBHEHHSI KapTw,
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MOMOBHEHHSA MOTOYHOIO PaxyHKy, NMOMNOBHEHHA KapT-
KOBOTO paxyHKy, noraleHHs kpeanty «KpenobaHky»,
noraweHHs kpeguty «fnatuHym-6aHky» (419 KnieH-
TiB, SIKi MasM TOTIBKOBI KpeanTun y BXe 36aHKpyTOoBa-
HOMY «[lnaTtuHym-6aHKy», 4ni Kpegutu nepennun
nig, oniky «KpegobaHky»), BXig B 0COBUCTUIA KabiHeT
OHNawnH-6aHkiHry “KredoDirect”.

Lleii doyHKUiOHaN AOCTYMHWIA nuwe Ansa KiieH-
TiB — (Pi3MyHUX 0Ci6 «KpegobaHkKy», TOMY KAIEHTU
MOXYTb 34iCHIOBaTM HEOOXiAHI AOCTYNHI nnaTtexi,
He O4iKyloumn A0Brux Yepr. Taki TepMiHanu posTallo-
BaHi y BiggineHHsAx «KpepobaHky» (61 TepmiHan),
ane gocTyn Ao Aeskux 3 HUX € Linogo6osum (nuwe
30 TepmiHaniB), TOMy MOXHa 34iiCHATA MONOBHE-
HHS paxyHKy HaBiTb Yy nic/isonepauiinHumii yac po6oTtu
BiagineHHs (puc. 5).
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Ans opnanyHux ocié Tta disnyHnx ocié — nig-
NPUEMLIB, Ha Xasb, Uel yHKUIOHaN HeaocTyn-
HWiA. MpoTe Ansa Takux 0oci6 nuwe y ABOX BigaineH-
HSIX 6aHKy No YKpaiHi € BCTAHOB/IEHMI Tak 3BaHWUi
[eno3nTHWA ceindp. Lle Takox NporpaMHO-TEXHIYHWIA
KOMM/IeKC, 3a A0NOMOrol SIKOro KAiEHT MOXe nono-
BHUTW B/IACHUIA paxyHOK. FKLLIO B TepMmiHani camo-
06C/1yroByBaHHA KMiEHTN — (Pi3NYHI 0COBU BHOCATb
Mo OAHIN Kyntopi, @ MakcMMasibHa BHECEHA CyMa He
MOXe nepeBuwysaTtn 14 999 rpH. 3a ogHy onepa-
Lito, TO yepes «aeno3nTHuin cedp» POIM Ta topu-
ANYHI 0COBM MOXYTb BHOCWUTM KYMOPW Naykamu,
a MakCcuMasibHa CymMa MNOMOBHEHHS CTaHOBUTH
149 999 rpH. B ubomy celichi BXe BMOHTOBaHWIA
Takuii Kynoponpuinmad, B KM He06XigHO NokacTu
KOLUTI, WO 6yayTb NepepaxoBaHi Ha paxyHoK. AKLWO
Kyniopa 6pakoBaHa, TO «4eno3nTHWIA ceith» Biacie
TaKy Kyniopy B OTBip ANns 6GpakoBaHux Kynwop. Lle
3pYYHO A/19 KMIEHTIB, SIKi BHOCATb Ha BNacHUA paxy-
HOK, Hanpuknag, TOproey BMPY4YKY Y1 0COBUCTO Bia-
KnageHy cymy kowTiB. OgHak nif Yyac NONOBHEHHS €
oavH HoaHc. Ocoba, fka npuiillia BHOCUTM KOLUTK
yepes «Aeno3nTHWiA ceith», MOBUHHA MigiATM Ao
MeHeKepa i oTpuMaTy 403Bi/T HA BHECEHHS KOLUTIB
Ha NOTOYHUIA paxyHOK, afpke € NeBHEe AOBIPEHE KOO
0Ci0, siKi MOXYTb 3AiACHIOBATU CaMe MOMOBHEHHS
TOrO YK iHWOro paxyHkKy. KpiMm Toro, Kfi€eHTW YHuUKa-
I0Tb Yepr y BignineHHAX 6aHky.

OkKpiM iHTepHeT-6aHKiHry 118 ¢i3uYHUX 0cib, KIli-
eHT-6aHky “IFOBS” Ta gogartkis [o HWUX, 6aHK iHdop-
MYy€E KMiEHTA MPO PYX KOLUTIB LUISAXOM HaACW/IaHHSA
SMS. MNMocnyra “Mobinform” € iHpopmyBaHHAM Aep-
XaTtena KapTu nNpo onepauii Ha oro paxyHky 3a
[onomMoroto SMS Ha M0ob6ifIbHWUI TeNnedgoH.

OTpumytoun SMS npo npoBefeHHs onepauiii 3
KapTKOl, K/IiEHT Mae MOX/IMBICTb Bigpasy BigcTe-
XUTWU cNpobu Ti HecaHKLiOHOBAHOIO BMKOPUCTaHHSA
(30Kpema, BUKOpPUCTaHHA i NNATKHUX PEKBI3UTIB)
Ta BXUTW Yy 3B'A3KY 3 UUM HEOOXiAHUX 3amno6iXHUX
3axofiB LWOA0 YCYHEHHS pu3KKy piHAHCOBMX BTpAT.
ABTOMATWUYHO 34iACHIOETLCS PO3CK/IKa MOBILOMEHb
WoAO0 MigKNIYEHHA/BIAKNIOYEHHS  KNieHTa [Ao/Big
nocnyrun “Mobinform”; HaGNMXEHHST 3aKiHYEHHST Tep-
MiHy Ail nnaTbkHol kapTu (Haaxogutb 3a 30 AHiB [0
3aKiHYeHHA TepMiHy AiT); 6noKyBaHHA/PO3610KyBaHHA
NAaThKHOT KapTu; cnpawoBaHHA cuctemmn 6esneku no
onepavuii 3 N1aTiKHOK KapTo.

3 2 nunHa 2018 poky y AT «KpepobaHk» Bnpo-
Ba[P)KEHO HOBY MOC/Yry, a came HafaHHs KNIEHTY
enekTpoHHoro lMIH-kogy 3amicTb naneposoro [MIH-
KoHBepTa (KNiEHT 6yae OTpuMyBaTW €EeKTPOHHUIA
MIH-kog y Buriagi SMS Ha o0cobucTuii Homep
MOOGifbHOro TenedioHy). Tenep He MOTPIGHO KK
y BiggiieHHa 3a naneposum BapiaHToM [11H-koay,
agpxe oTpumatu HoBwmii MIH nerko. KnieHT mae Big-
npaBnTK A0 6aHKy Ha BU3Ha4YeHWii HoMep TenedoHy
3i cBOro piHaHcoBOro Homepa CMC 3 TEKCTOM 2#****
e * — ue ocTaHHi 4 undopu KapTu KnieHTa. MpoTsarom

5 XBW/IWH K/TIEHTY Y BiANOBIAb NPUXOANTL HOBWUIA MIH-
KOA, SIKWMIA BiH MOXKe 3MIHWUTW Ha 3py4YHuii ons cebe
y 6yab-akomy 6aHkomarti «KpegobaHky» abCcosnoTHO
6e3KoLITOBHO [12].

BucHOBKM 3 NpoBefeHOro AocnimKeHHs. bes-
YMOBHO, CUCTEMA AMCTAHLAHOrO 06C/yroByBaHHS
BiZlirpae BaXKNUBY Posib AK Y AiSNbHOCTI 6aHKy, Tak i B
npoteci o6¢cyroByBaHHA camux KnieHTiB. AT «Kpe-
[06aHK» yCMilWHO MPOWLIOB 4Yepe3 nepiog eKoHo-
MiYHOro cnagy  kpusu. KnieHtn 6aHKy matoTb 3pyuy-
HWIA [OCTYyn A0 rpolwei yepes mepexy BigaineHb
i baHKOMaTIB, a TaKoX 3a A0NOMOroK IHTEepHeTy W
TenedoHy. Cepen cucteM [ucTaHuiiiHOro obcry-
rOByBaHHA HalibiflblUMM MNONUTOM KOPUCTYIOTbCA
TepMmiHann camMo06CyroByBaHHs, ki 3HaX0AATbCA
y BigaineHHax AT «Kpeno6aHk», AOCTYN [0 SKUX €
Li/I0f060BMM, LLO € YYA0BOK anbTepHaTuBo A/1A
BUPILLEHHS NPO6eM K/ieHTa.

CborogHi isnyHi ocobu, ki 06CyroBYOTLCA
B AT «KpepobaHk», KOPUCTYIOTbCA CUCTEMOHO
“KredoDirect”. Lis cuctema € He [0 KiHUSA BAOCKOHA-
JIEHOI0, OCKINIbKM B Hiii HEMae 3MOry NigKIUNTUCH
[0 CUCTEMW OHMAlH Ta 34icHI0BaTK onepadiii, AKMMn
YacTo KOPUCTYHTbCS KMIEHTU B IHTEPHET-6aHKiHrax
iHWKMX 6aHKiB (MUTTEBMI Nepekas 3 KapTKu Ha KapTky,
OTPUMaHHS BUMUCKN OHNaliH-onepawii, ApyK BUMUCKM
3 (paKCMMINbLHOK MevyaTkol, BIOKPUTTA Oeno3vTy
yepes MOGIbHUIA JoAaTok Towo). JoonpautoBaHHA
BULLIEBKa3aHNX HefonMiKiB BXe Bif0yBa€eTbCsl, OCKINbKM
B AT «KpegobaHK» CbOrofHi TECTYETbCS HOBa CUC-
Tema knieHT-6aHky “iBANK”, sika Gyge cnisibHOW [0
KOPWUCTYBaHHA Mporpamoro Ans pisnyHmx ocib, opu-
AnyHux ocié Ta ®OTl. MepenbdbadvacTbCsi OHOBIEHHS
iHTepdoelicy, Skunii byae nerkum fo cnpuiAHATTS. 3ara-
JIOM BrPOBaKEHHSA HOBOIO K/iEHT-6aHKy Cnpustuve
Giflbll  MOBHOMY HafaHHIO MNOCNYr AUCTAHLUINHOIO
06CNyroByBaHHs, MONUT Ha SKi BXe Ha3piB cepes K/i-
€HTIB 6aHKy, Ta 6ifbLU NPOAYKTMBHOMY BUKOPUCTAHHIO
CUCTEMMU iHTepHeT-6aHKiHra KnieHTaMmu 6aHky, Lo A0Ci
He KOpUCTyBa/MCA LMMW MOC/yraMu yepes BigcyT-
HICTb MOTPIGHUX ANA HUX (PYHKLiA, 30KpeMa MUTTE-
BOIO rnepekasy 3 KapTku Ha KapTky.
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EFFICIENCY OF DISTANCE SERVICE OF CLIENTS AT THE KREDOBANK

The purpose of the article. The financial market in Ukraine is actively undergoing some changes, the
essence of which is to complicate its structure and strengthen competition to maintain competition among
financial institutions. Competition exists both from Ukrainian financial institutions and from foreign ones. There-
fore, in order to be competitive banks and non-banking institutions are involved in the fight for the client. Par-
ticular attention is paid to the customer retention system of the remote customer service system. Therefore,
the main purpose of the research is to analyze the use of remote channels of customer service in Kredobank
and its effectiveness.

Methodology. The study is based on the substantiation of the peculiarities of using in the activity of Kredo-
bank remote customer service system, the efficiency of using the list of remote services and determining the
benefits of such services for the client.

Results. The article substantiates that one of the main directions of development of modern banking sphere
is introduction and development of remote service systems. It has been determined that the essence of remote
servicing in the bank is that the client self-services through online banking systems. The main advantages of
using the client-bank system have been summarized, in particular: convenience, efficiency, mobility, security.
It has been noted that using Internet technologies, banks save on rent and maintenance of the premises, on
staff salaries. It has been proved that the use of remote systems allows to inform and sell banking products to
a growing number of clients, as well as to satisfy the needs of the most demanding users of banking services.
A thorough estimation of the number of clients — legal entities and individuals, which are serviced remotely
by the bank, has been presented. The application and efficiency of the remote customer service channels of
Kredobank have been analyzed. It has been proved that the introduction of innovations in the remote cus-
tomer service system supports Kredobank’s competitiveness in the banking services market. Existing types
of remote services have been investigated and the list of services available to individuals and legal entities
in Internet banking has been analyzed. The cost of services available to customers has been compared. The
main advantages and disadvantages of remote banking have been systematized and characterized. The types
of remote servicing of Kredobank have been determined, which is in high demand among the bank’s clients
and the reasons for their use has been substantiated. It has been noted that the factors encouraging the client
to use the KredoDirect system are favorable conditions when opening deposits online, in particular: receiving a
bonus (plus interest rate); automatic online banking connection. The number of payment documents that pass
through IFOBS and in paper version has been analyzed. The dynamics of reducing the number of branches
have been given and the reasons for their decrease have been identified.

Practical implications. The features and purpose of Internet banking as a relatively new and promising
type of remote service of Kredobank have been considered.

Valueloriginality. The results of the study showed that in order to ensure a high competitive level of cus-
tomer service of Kredobank, it is necessary to take measures to improve the existing system of remote cus-
tomer service. This includes services that enable you to connect to the system online and perform transactions
commonly used by customers in other banks’ online banking, including: instant card-to-card transfer, receipt of
online statements, printout of faxes, opening a deposit through a mobile app.
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