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AHomayis

Cmammio npucesueHo 0ocAaidxceHHI0 MmapkemuHz2080i cmpamezii 6aHKy 3 mMoOYkKu 30py KaleHmie 6aHKY.
IlpoananizoeaHo Oesiki achekmu GYHKYIOHY8AHHS OGAHKIBCLKOI MapKemuHz080i cucmemu 8 YKpAiHCbKUX, HA
npukaadi [IAT KB «IllpusambaHKk», ma IHO3eMHUX 6aHKax. BusesneHo O0CHOBHI HANPAMKU NOKpAUWeHHS
MapkemuHz080i pobomu 6aHKI8 3 KAIEHMaMU, 30kpema 88edeHHs HO8UX NPodyKkmie 6aHKY, HOBUX NOCAY2 MaA HOBUX
mexHo/102ill npogedeHHs1 baHKiscbkux onepayitl. O0Hak nocay2u 6aHKy, K | 6aHK, He MoxCymb yHKYiOHy8amu
camocmiiiHo. 3a3HaveHi eseMeHmMuU 3a/excamb 6id 6a2ambox Gakmopis, 00HUM 3 KjA4o8UX € Kaiemm. e
00yM08./110€ nideuweHHs iHmepecy 0o mMapkemuHzay 3 no3uyiii 6aHky. JJocaidxiceHHss npoeedeHo 3 BUKOPUCMAHHAM
aHKemyeaHHs, sike 6y/10 anpobosaHo Ha disabHocmi 6auky IIAT KB «llpusambaHk». Y po3pobaeHiii ankemi 6y1u
neped6aveHi nuUMAaHHs, AKi 0aiomMb MONCAUBICMb HE MiAbKU OYiHUMU pobomy 6aHKY 3a2a/10M, aJe Ul OKpemux lio2o
nidposdinis, ¢iniil, nanok. Taka aHkema 00380.18€ npogodumu aHaAi3 ma ckaadamu pelimuHe 3a pi3Hi nepiodu
uacy, a makodc susisumu 0cobausocmi 8 06¢1y208y8aHHi kaieHmis 6aHky i nocayzax. Kpim mozo, ankemy modxcHa
Modudikyeamu sk cmpykmypHo, mak i 3mMiCmoeHo. 3anponoHo8aHy aHkemy 8apmo po3micmumu Ha caiimi 6aHKy
abo ckopucmamuce Privat24.ua. Pesyabmamu ankemu 06pobsieHi 3acobamu o0Hiel 3 ogicHux npozpam nakemy
Microsoft Office enekmponHux mabauys Excel. I[IposedeHutl aHa.iz daHux aHKemu 8UKOHAHO i3 3dCMOCY8AHHSM 8
e/IeKMPOHHUX MAbAUYSX A8MOMAMUYHOT 06pOOKU JAHUX, 3 BUKOPUCMAHHAM 6i6.1iomeku 86ydosaHux @yHkyil ma
epagiuHux Moxcaugocmell mabauyHozo pedakmopa. Ak pesyssmam, nidmeepdiceHo, WO Npo8edeHHs
aHkemyeaHHs1 € 0ydxce KOpPUCHUM npu eupiuleHHi 8n/augy sK 308HIWHIX, mak [ eHympiwHix ¢akmopie Ha
dopmysaHHs mapkemuH2080i cmpamezii 6aHKY.

Kamwouoei caoea: 6aHkiscoki nocayeu; kpedum; deno3um; aHkema; pechoHdeHm; ejqekmpoHHi mabauyi Microsoft
Excel; po6oua kHuza; eidcomkosutl aHai3.
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QUESTIONNAIRES OF CUSTOMERS

Abstract

The article studies the marketing strategy of the bank in terms of bank customers. Some aspects of the functioning
of banking marketing system in Ukrainian and foreign banks on the example PJSC CB "PrivatBank" are analyzed.
The basic directions of improving of the marketing working of bank with customers, namely the introduction of new
bank products, new services and new technologies for banking operations are studied. However, bank services as the
bank itself cannot function independently. These elements depend on many factors. One of the keys is a customer. In
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the study it has been conducted a questionnaire, which has been tested at the PJSC CB "PrivatBank". In the
application form we used the issues that make it possible not only to assess the work of the bank as a whole, but also
some of its divisions, branches and units have been provided. This profile makes it possible to analyze and draw
ratings for different periods of time and identify features in bank service for customers and services. In addition, the
application can be modified both in structural and content forms. The proposed form can be placed on the bank
website or by privat24.ua. The results of the questionnaire are processed by means of one of the Microsoft Office
programs Office spreadsheet Excel. The analysis of these questionnaires is completed using a spreadsheet automatic
data processing library using built-in functions and graphics capabilities spreadsheet editor. As a result, it is
confirmed that the conduct of the survey is very useful in dealing with the impact of both external and internal
factors of the marketing strategy of the bank.

Keywords: bank services; credit; deposit; questionnaire; respondent; spreadsheets Microsoft Excel; workbook;
percentage analysis.

JEL classification: E58, G20

Bceryn

KoxxeH 6aHK po3po06Jisie mopTdesb MOCAyT, KpeAUTHY, AEN03UTHY Ta iHIII acleKTH MOJITHKH CaMOCTiiHO,
TO6TO POpMyE BJACHY cTpaTeriro. OJHaK MOCAyTryu GaHKY, K i 6aHK, He MOXYTh QYHKI[IOHYBaTU CaMOCTIHHO,
BiokpeMJieHO. 3a3HaveHi eJleMeHTH 3aJieXXaTh BiJ BHYTpIlIHIX Ta 30BHilIHiX $aKTOpiB, OLHUM 3 KJIIOUOBHUX
cepell sAKuUX € KJieHT. lle 06yMOBJIIOE MiBUILEHHS iHTepecy [0 MapKeTHHTy 3 Mo3ullil 6aHKy. OCKiJbKU
3aCTOCyBaHHA BiANOBiHOI MapKeTHMHroBOI cTpaTerii Ta HaJaroJ)XeHHs (QYHKIiOHyBaHHS MapKeTHHIOBOIi
cucTeMy 6aHKY BU3HA4YaA€E He JIMIIe CTIKKUNA PO3BUTOK GAHKY, ajie ¥ HOT0 YaCTKy Ha PUHKY Ta NMO3ULI0.

MapkeTHHTr, 1[0 € cTparerieto i ¢pisocodiero 6aHKy, BUMarae peTejbHOI MiATOTOBKY, aHATi3y Ta MOCTIHHOTO
Bi/ICTE)KeHHSI 3MiH y HaBKOJMIIHBOMY cepefoBuili. OT)Ke, 3aBJaHHAM OaHKIBCbKOI CHUCTEMU € 3aJIyyeHHS
KJIIEHTIB Ta MaKCUMaJibHe 3a/10BOJIeHHS iX moTpeob [4].

3rifHO 3 [JOCJi[P)KeHHAM peHTUHIY YKpalHCbKHUX O0aHKiB, MeTOI0 $KOro OyJI0 BHUSBUTH CTYMNiHb
KJIIEHTOOPIEHTOBAHOCTI MapKeTHMHIOBOI CUCTEMH OaHKy Ta JOCHIJUTH KJ/IOYOBI acleKTH 0O6C/IyroByBaHHS,
yKpaiHCbKi 6aHKU 3aCTOCOBYIOTh iHO3EMHI MapKeTUHIOBI iHCTPYMEHTH, sIKi He Jal0Th Ha CbOTOJHI 04iKyBaHUX
pe3y/ibTaTiB Ta NPONOHYIOThb HE33aJOBIJIbHUN piBeHb o6cayroByBaHHs. Hampuxkisan, «OTIl Bank» Hapae
nepeBary BHUKOPHCTaHHIO “mistery shopping” (mpakTuka oniHKHM SIKOCTi 0GC/AyroByBaHHsS i HpojaxiB 3a
JIOTIOMOr0I0 MiJArOTOBJIEHUX JIIOAEH, fAKi BiABiAyIOTb poO3JpiOHY TOYKY B poJi 3BHYAaHHUX KJIEHTIB),
roJIOCYyBaHHIO «T'0JIOC KJi€EHTa» Ta BiAAiNy AKOCTi 06¢cnyroByBaHHA. «/lenbTabaHk» KOPUCTYETHCS BHYTPIIIHIM
ayAuTOM Ta TeCTyBaHHSIM piBHs 3HaHb POOGITHHUKIB, 3a HEOOXifHOCTI 3abe3neuyye A0JaTKOBe HaBYaHHA [6].
OfHak, 3riiHO 3 JOC/i[KeHHSM, KJIOUYOBHM HeJOJIiKOM ©0aHKiB KJIiEHTH Ha3uBalOTb uepru. Jluiie
«[IpuBaTbaHk» 3aMHUc/IMBCS Haj, Li€lo TPo6J1eMolo i 6yJia BIPOBa»KeHA CUCTEMAa KOHTPOJIIO YEPT 3a I0II0MOT0I0
cMC.

3rizHo 3 pgocaimxeHHsaMu “GFK Ukraine” cmoctepiratoTbcsi HacTynHi TeHAeHUil B ¢QyHKIiOHYBaHHI
6aHKIiBCbKOI MapKeTHHIOBOI CUCTeMHM: MafiHHA penyTalii 6aHKiB, ypa3/JuBicTb MeHLIHX 6GaHKIB (3a AyMKOIO
pecloH/IeHTIB), KOHLIEHTpallisl CIOKUBaviB Ha HaZilHOCTI 6aHKiB, a He cyyacHOCTi Ta yHiBepcaibHOCTi [6; 8].
Takox BaXkKJIMBO 3BEpPHYTH yBary Ha JOCJi[>)KeHHs] OJAHOTO 3 HiMelbKUX GaHKIB PO 0COGJUBOCTI 3JiliCHEHHS
MOKYNKH crokuBadaMu. Ilif «3[ilicCHEeHHAM MOKYNKHW» PO3YyMiEMO 3BEepHEHHs KJIiEHTa A0 OGaHKY 3a MEBHOIO
nocJIyrolo. [HIKMM pakTOpoM € KpU30Be CTAaHOBHIIE. M0XKHA ClIOCTEPiraTh CKOPOYeHHs KiJIbKOCTI BiZ/ji/IeHb, 110
CBi[YUTh NP0 HEMOXJIHMBICTb GaHKIB BUIUIAYyBaTH OpPEHAY IUIOL Ha JaHuKd MoMeHT. o cBiguuTe mpo
HeoOXiZiHiCTb HerafHuX Aiil. Ane «[IpuBaTbaHK» YTPUMY€E NO3MIII ¥ Yac KpU3H B KpaiHi Ta 1mopasy BigKkpuBae
HOBI BigZisieHHs. BaxxiuBum kpokoM y 2013 poui A1 6aHKY 6yJ10 3aIpoBa/PKeHHs 11i/104060BUX BiaAineHb As
3pY4YHOCTI KJIIEHTIB, BXiJl ¥ SIKi 34iiCHIOETHCS 3a AONOMOT0I0 6aHKIBCbKUX KapTOK [7].

HactynHuli ¢akTop $yHKIiOHYBaHHA OaHKIB Ha PUHKY - Ijo6aJji3alisi, sika NPOSBIAETbCA y BUXOJI Ha
PUHOK iHO3eMHHMX 6aHKiB, HanpukJag «Coepbanky Pocii», ikuii 3’ABUBCS Ha YKpaiHCbKOMY PUHKY HEIl0ZIaBHO
[2, c. 125]. 3arpo3amu € Te, 1[0 BUXOJATh Ha PUHOK CHJIbHI GaHKHU 3 BUIIUM PiBHEM PO3BUTKY MapKETHUHIOBHUX
cnyx6. [IppyoMy, sik mokasasio JOCJiPKeHHs, 6iJbIIICTh PECNOH/IEHTIB HAaJal0Th NepeBary iHo3eMHUM GaHKaM
yepe3 BHUCOKHM piBeHb HajilHocTi. HaBiTh 3a Takux ymoB «[lpuBaTGaHK» BUTPHUMYE KOHKYpEHLioO i3
3apy6KHMMU yCTAaHOBaMHM 3a PaXyHOK YBeJleHHs HOBUX INPOJYKTIB Ta HOBHUX TEXHOJIOTiM NpoBeJeHH:A
6aHKIBCbKHUX Ollepalliif, 40ro HeMa€ HaBiTh ¥ JesIKUX PO3BUHEHUX 3apyOiXKHUX OaHKIB, 1110 HaAAOTh NOCJAYTH Y
6aHKiBCbKOMY 06C/IyrOBYBaHHI Ha pUHKY YKpaiHu.

MeTow NOJIITUKH KepiBHUITBA OYy[b-IKOr0 GaHKY i MisIIbHOCTI BCiX HOro Cayk6 € 3ajJlydeHHS1 KJIiE€HTIB,
posmupenHs chepu 36yTy CBOIX MOCAYT, 3aBOIOBAHHS PUHKY, 3DOCTAHHS OTPUMYBAHOTO NMPUOYTKY, 0COBJIHBO
3a yMoB Ivio6asisalii. 3Biicu BesiM4e3He 3HaUYeHHS MapKeTHHTOBOI Po60OTH 6aHKY, 3MICT i Wi sAKoi icToTHO
3MIHIOIOTbCS OCTAHHIM YacoM Iij, BIVIMBOM KOHKypeHIil Ha ¢iHAHCOBUX PUHKAX, L0 Pi3KO MOCUJIOETHCH, i
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CTOCYHKIB, 1110 MOAUGIKYIOTHCS, Mi>k 6aHKaMH i KJIiEHTaMH. MapKeTUHTOBHUH MiAXiJ MPUIYCKA€E NepUIoYeproBy
opieHTalil0 6aHKy He Ha CBill HNPOAYKT, a Ha peasbHi MOTpebW KIiEHTIB. ToMy HeOoGXiTHUM € peTeJsibHe
BUBYEHHS PUHKY, aHaJli3 MOMHUTY, 1110 3MIHIOETHCS, i IepeBar CI0XWBaviB 6aHKIBCbKUX MOCyT [5, c¢. 92-109].

BaHKiBCbKUI MapKeTUHT MOX<Ha BU3HAYUTH fIK [TOLIYK i BUKOPUCTAHHSA 6aHKOM Halb6isbll BUTiAHUX PUHKIB
0aHKIBCBKUX MPOAYKTIB 3 ypaXyBaHHSM noTpeb kiaieHTiB [1, c. 25; 9, c. 184-192; 10, c. 283]. lle nepenbavae
4iTKy IOCTaHOBKY Liijiell 6aHKY, GOpMyBaHHS HIAXIB i cr1oco6iB IX JOCATHEHHS 1 po3p0OKY KOHKPETHHUX 3aX0/[iB
JUI peastizauii muaHiB. Y Mexax MapKeTUHI'OBOI Jisi/IbHOCTI BaXX/JIMBUM € 06'€M BUTpAT, fIKi MOHece GaHK y
pe3yJbTaTi po3poOKM i MpoCyBaHHS HOBUX NPOAYKTIB. A/)Ke GaHK OIepye JOPOTMMU pecypcamu i ix cuif
BUKOPUCTOBYBATH B HAUNPUOYTKOBIIINX CerMeHTax PUHKY, e BUCOKHU MONUT i MOPiBHAHO HU3bKi BUTPATHU MO
Ha/JaHHIO MOCJYT.

MeTa Ta 3aBJaHHA CTATTI

OckizlbKM OCHOBHHUM (aKTOpPOM, L0 BIIMBAE HA BUOIp MapKeTUHIOBOI cTpaTerii 6aHKY, € KJIi€EHT, O6yJO
MPOBEJIEHO BJIACHI JOCTIMKEHHS 1[0J0 33/10BOJIEHOCT] KIiEHTIB «[IpuBaT6aHKy» Ai/NbHICTIO ycTaHOBU. Bysa
CKJIaJleHa aHKeTa, 3a AKOI0 ONIMTAHO KJIEHTIB y BiAJiIeHHAX.

AHKeTa — Ije ONUTYBaJbHUU JIMCT, L0 CAaMOCTiMHO 3allOBHIOETHCSA 3a NEBHUMHU IpaBUJIaMU ONUTYBAaHUM
BiANOBiAAMU Ha cPOPMY/IbOBaHI MUTAHHA. AHKETHI MUTAHHA IIMPOKO BHUKOPUCTOBYIOTbCA AJIs OJepKaHHSA
inpopmalii npo pakTUuHe cTaHOBULIE chepH, 110 BUBYAETHCS, ii OL[iHKY, iHTepecH, AYMKHU JIIOJUHH, AiTbHICTD
pecnoHzieHTiB Ta iH. [IluTaHHA B aHKeTi POPMY/TIOETHCS MaKCUMaJbHO YiTKO, OHO3HA4YHO, JOCTynHO. Cepis
AHKETHUX NHTaHb 3abe3rnedye iHopMalilo ajasa peasnisanii gociPKeHHsA. 3aJieXXHO BiJ 3MIiCTy NHTaHHS,
BUKOPHUCTOBYIOThH Pi3HiI METOH, CIOCO6U AJIS MiABUIEHHS AOCTOBIpHOCTI, icTuHHOCTI iHpopMmariii. AHKeTa Ma€
JleKiJibKa MOPiBHSIHO NPOCTHUX 3alUTaHb ab0 JleKisibKka 3MiCTOBHUX 6JIOKIB 3 cepii 3anuTaHb, e KOXKHUN 6JIOK
3BUYaWHO BUAINAETbCA. 3 KOMbiHaLIl BifjoBifel Ha cepito 3anUTaHb, 0 CTOCYETHCSA OJHOTO W TOrO CaMoOro
npeaMeTa, OPMYIOThCS iHAEKCH.

BukJjiaj 0CHOBHOrO MaTepiajty A0CaiAKeHHA

Jani aHkeTn 6ys0 006poGJEeHO 3acobaMu iHQOpPMAI[iHHMX TEXHOJIOTIH, a caMe 3 BHUKOPUCTAaHHAM
eJleKTpoHHMX Tabsaunp Microsoft Excel [11] (dparmMeHT aHKeTH Ta Ii mpukaaj Ha po6odyoMy JKCTI po6odoi
KHHUTH HaBeJleHO Ha puc 1).
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Puc. 1 ®parmeHT aHKeTH Ha p060YOMY JIMCTi eJleKTPpOHHUX Ta6aunb Microsoft Excel

Y HaBeJleHii aHKeTi PO3IVIAHYTO THTaHHS, fAKi [J03BOJIAIOTh HAJaTU XapaKTEPUCTHKY pPOOOTHU
CHiBpOGITHUKIB GaHKy 3 KJI€HTaMU. AHaJli3 BiJmoBimeld aHKETH J03BOJIUTb CKJIAJaTH PEUTHUHT, MPOBOJAUTHU
aHaJ1i3 BiJHOCHO Tpo6JIeMaTUKH 3a Pi3Hi mepiou Jacy.

Sk Hacni[OK poBeleHUX JOCTiKeHb, 6y/IM OTPpUMaHi HACTYIHI pe3yJbTaTH.

KiieHTaM 6aHKy GyJ/10 3alpONOHOBAHO BiANOBICTH Ha NUTAHHA aHKeTH. OnuTaHo 100 pecnoHAeHTIB y Bili

ISSN 1993-0259. ISSN 2219-4649. EKoHoMiuHMiA aHai3. 2015 pik. Tom 19. Ne 1.
157



Bim 17 mo 70 pokiB. 3a pe3yJsibTaTaMH BiJnoBifel 6yB NMpoBeJleHUH HACTYIMHUH aHaJi3 i ckiaZeHi BiamoBigHi
Tabsuni (quB Tabs1. 1, TabsL. 2, TabJs1. 3, TabJL. 4).

3 faHux Tabuuui 1, BuaHo, o 38 % cki1afaloTb KJIiEHTH Y Bili Big 17 o 25 pokiB, Ha Apyromy Micli KJ1i€HTH
y Bini Big 35 g0 50 pokiB - ix 30 %, Maii>ke o/jHaKOBa Ki/ibKicTh K/ai€EHTIB y Bini Bif 25 mo 35 pokiB Ta Big 50
pokiB - BixnoBigHo 17 % Ta 15 %.

Cepen onuTaHux € ¢i3M4Hi 0cO6U Ta IPUAUYHI, TOOTO NpeACTABHUKHU OopraHizaniii abo opranisanii (¢pizuuni
0COo0M CKIaAaoTh 76 % ONUTaHUX, a OPUANYHI 24 %).

Yos10BiKM Ta KIHKU IO Pi3HOMY KOPUCTYIOThCA MOcCayraMu 6aHky. Tabauns 2 MiCTUTb pe3ybTaTH LbOTO
JOCai>KeHHS.

Tao6smnda 1. Po3noiia BianoBigei Ki1ieHTiB 3a cTaTTIo

CTaTb KJIIEHTIB Bik kieHTiB
. Big 17 mo 25 Big 25 mo 35 Big 35 10 50 Big 50
Z0 16 pokiB . . . .
pOKiB pOKiB pOKiB pOKiB
YosioBiva 0 11 9 15 7
KiHoua 0 27 8 15 8
BigcoTKoBUM aHaJi3: 0 38 % 17 % 30 % 15 %

Ta6smug 2. BUKOpHCTaHHS NOC/AYT GaHKY 40J10BiKaMM Ta )KiHKaMu

AxuMu nocayramu 6aHky Bu kopuctyerecnb?

YacroTta
posmnoziny
3a CTaTTIO

3apIJIaTHUN TPOEKT
MEeHCIMHUN NIPOEKT
CIIOXKHBYE
KpeAuTyBaHHS,
KpeJUTyBaHHS aBTO
a60 XKUTJIa
JIeNO03UTH
nepekasu
KpeAUTHI KapTKHU
BaJIOTOO6MIiHHI
omnepauii
celidpoBi KOMipku
06C/IyrOByBaHHSA
KJIiEHT-6aHKIHT
JIEMO3UTH IOPUANIHUX
oci6
iHLIe
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Kinoua

3 Tabsauni 2 BUAHO, IO GiMbIIICTL KIEHTIB NMpaniodi abo mparionyi neHCIoOHepH, TOMY KOPHUCTYHOTbCS
NOC/AyraMu 3apIlJIaTHOTO Ta MNEeHCIMHUX MPOEKTIB, TAaK0X BeJMKa KIJBKICTb KOPHUCTYIOTBHCA KpeAUTHHUMU
KapTKaMHU Ta MalOTb KPeUT Ha XKUTJIO YU aBTO abo iHIIHH.

Bisiblia Ki/fIbKiCTh KJIIEHTIB-40/10BiKiB Ha CBOI MUTAaHHS YeKalOTh BiZinoBiAl ciBpo6iTHUKIB 6aHKY MeH11e 10
XBUJIMH - 55 %, 30 % - Big 10 mo 20 xBusuH, 10 % 6inbuie 40 xBuauH i Tinbku 5 % - Big 20 go 40 XBUJIMH.
JKiHKM MOKa3ylTh HACTYMHUN pe3ybTaT (puc. 2).

Haii6inbue nikaBasATh afMiHicTpalio Ta cniBpo6iTHUKIB 6aHKy nuTaHHsA «lllo came Bu 6 XoTiniv 3MiHUTH B
00C/IyroByBaHHI KJIi€EHTIB 6aHKy?» a60 «Illo came Bu 6 XoTisiv 3MiHUTH B mocyrax 6aHKy?». Bignosizi kyieHTiB
(4oJioBiKiB Ta )iHOK) MalOTh HACTYNHUH po3noAina (Tabu. 3 Ta Tab.. 4). [lopiBHA/NbHA AiarpaMa BiinoBigel Mae
BUIJISAZ, 1K Ha pUC 3.

BHCHOBKM Ta nepCneKTHBU N04a/IbIINUX PO3BiJOK

Ha Hamy AyMKy, aHKeTYBaHHS € Ay)Ke KOPUCHHUM i moTpebye CTBOpPEHHS MiApo3AiaiB abo HaBiTh OKpeMUX
BiAZisIiB AJ1s1 po3pO6KHU aHKeT Ta aHasi3y iX pe3ysibTaTiB. Taki aHKeTH 6akaHo po3MimyBaTtu Ha cadTi [IAT Kb
«[lpuBatbaHk», 106 KOpUCTyBauyi CaWTy Ta KJIEHTH 6GaHKy MOTJIM He TiJIbKM CHIJIKyBaTHCS 3acobaMu
TesieGOHHOTO 3B’SI3Ky, ajie i OTPUMYBaTH KOHCYJbTAI[il0 Ta BHOCUTH CBOI mporo3urnii abo 6paTy aKTHBHY
y4acTb Y po3po061li Ta 3aCTOCYBaHHI HOBUHOK O6aHKY. Yce Iie cipusaTHMe GOpMyBaHHIO MapKeTHHIOBOI cTpaTerii
6aHky. Ha [fgaHuii MOMeHT BOHa € KJIIEHTOOPIEHTOBAHOIO, Ha [JYMKYy KJIIEHTIB, ajle Bce ILe BHMara€
B/IOCKOHAJIEHHH.

«[lpuBatbaHk» € iHHOBaLiltHUM GaHKOM, IKMH aKTHBHO BUKOPHUCTOBYE Mepexy IHTepHeT ass Toro, mo6
KJIEHTH MOIJIM, He BUXOJAYM 3 JIOMy, KepyBaTH BJIACHUMM paXyHKaMU. 3BaXKal04yu Ha Te, 1[0 3HaYHa 4aCTUHA
HaceJIeHHS1 Haloi KpaiHW Mae€ JOCTyN 0 [HTepHeTy, MPONOHYEMO PO3MICTUTH Ha odiniiiHOMy caliTi 6aHKY
aHKeTy, 3a SKOK NPOBOAWJIUCA AOCHi[KeHHsd. lle gacTh 3Mory WBHJLIE pearyBaTH Ha CKapru Ta HeraTUBHI
BiATYKHU PO yCTaHOBY 3 60KY KII€HTIB. [l 06p0OOKH 3a3HAUYEeHOI aHKETH Ha CalTi Ta iHIIMX CKapT Bif| KJIi€HTIB,
10 HAAXOAATh IHIIUMU IIJISTXaMU, MOXKJIMBO CTBOPUTH OKPEMHUM BiJis y CTPYKTYpi 6GaHKY.
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YacrTka BignoBigeii 40J10BiKiB 3 NHTAHHA
"Yac ouikyBaHHs y yep3i npu BianoBiai cniBpoGiTHUKIB 0aHKY Ha
NUTAHHA KJIieHTa'"

30%

+ o0 wmenme 10 xBUIMH
Ho 20-40 xBuimH

<0 10-20 xBuimH

0 Oumpie 40 XBUINH

YacrTka BignoBigel XKiHOK 3 IMTAHHA
"Yac ouikyBaHH# y Yep3i Ipu BilnoBiai coniBpoGiTHUKIB 0aHKY
HA NUTAHHA KJicHTa"

Puc. 2. YacTkoBi Aiarpamu BignoBigei 40/10BiKiB Ta XKiHOK 3
NUTaHHA «Yac o4ikyBaHHA BiANOBiAl y yep3i»

Ta6smmng 3. 3MiHU B 06C/IyroByBaHHI KJIi€EHTIB 6aHKY (40J/I0BiKiB Ta )KiHOK)

Bignosizi ITo came Bu 6 XOTisi 3MiHUTH B 06CJIyrOBYBaHHI KJIiEHTIB 6aHKY?
KJIIEHTIB 3a S . L . .
kBastidikaniro 3p03yMisicTh HIBUAKICTB AKICTb .
CTaTTIO iHLIEe
epcoHaIy npo6JieMU 06Cc/IyroByBaHH:A 06C/IyrOByBaHHSA
YosoBiua 23 5 7 10 3
Kinoua 23 11 9 15 5
Ta6auns 4. 3MiHU B 06C/IyroOByBaHHI KJII€HTIB 6aHKY (40JI0BIiKiB Ta »KiHOK)
Bignogini Illo came Bu 6 XOTiJi 3MiHUTH B OC/IyTax OaHKY?
KJIIEHTIB 3a . . -~ Tapudu Ha Miclie po3TallyBaHHA .
BiZICOTKOBI CTaBKH KoMicil o . iHLIEe
CTaTTIO MOCJIYTH BiJi/liJleHb Ta 6AHKOMATIB
YosoBivya 24 13 2 2 4
Kinoua 35 19 1 5 4
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IlopiBHsIbHA iarpamMa BinnoBigeil KJieHTIB 0aHKY BiTHOCHO
NUTAaHb 3MiHM B 00CJIyTrOBYBaHHI Ta mocJyrax
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[I{o came Bu 6 x0TiJI 3MiHUTH B IITo came Bu 6 XOTisIM 3MiHUTH B TIOCITyTax
oOcIyroByBaHHI KIIi€HTiB OaHKY? Oanky?

ITuraHHS Ta BapiaHTH BiINOBiIEH

Puc. 3. IlopiBHs/IbHA JiarpaMa BiAnoBigeil 40/10BiKiB Ta »kiHOK 3 NMTAaHHS 3MiHU B 06C/IyrOBYBaHHi Ta

nocayrax kjaieHTiB 6aHKy IIAT KB «IIlpuBatbaHk»
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