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Aoviizazueea A.b.

O HEKOTOPBIX NOAXOAAX BAHKOBCKOI'O MAPKETHUHI' A

IToxa OaHK NpemOCTaBIseT ONpeAeleHHBIH Habop U
o0BeM yciyr — OH cymecTByloT. He Oyzmer ycinyr — He
Oymer u camoro Oamka. To ecTb ycayrm — 93TO
CBOCOOpa3HbIH  «OaHKOBCKMH  KUciopoay. Yto ke
XapaKTepHO I 3TOr0 BayKHEHIIero NoHaTus?

Bo-nepBpIX, 0aHKOBCKas yciIyra — 3TO BBIpaXKEHHE
HaMmepeHHss OaHKa  YAOBJIETBOPATb T€ WIM  HUHbBIE
HOTPEOHOCTH MOTEHINATIBHBIX KINEHTOB (FOPHANIECKUX U
(U3MYECKUX JIMI) B JaHHBIX COLHAIbHO-3KOHOMUYECKUX
ycHoBUsIX. JlaHHOE 3HAYCHHE IOHATHS «YCIIYTH» MOXKHO
Ha3BaTb NOMEHYUANbHLIM, TIOCKOJIBKY BBIPAXKAET TOJIbKO
HaMepeHHe, KeJlaHHe WM CTpeMiieHHe OaHKa OKa3bIBaTb
T€ WIN UHBIE ycayru. Eciu B3STh «CTapTOBYIO CUTYAIHIO
— CO3JaHUe HOBOTO 0aHKa, TO JUIL HETO XapaKTepeH IOHUCK
KJIMEHTOB, TO €CTb IIOUCK TEX YCIYr, KOTOpble MM
HEOOXOIUMEL.

Bo-BTOpBIX, OaHK, CYIIECTBYIOIINNA KaKOKH-TO NEPUOL
BpeMeHH, GaKTUYECKH OKa3bIBAET KAKUE-TO YCIYTU CBOMM
KaueHTaM.  Yepes  mpemocTaBIseMBIE  YCIYTH U
YIOBIETBOPSIEMBIC TOTPEOHOCTH OH «HAIIEM» CBOUX
KJIMEHTOB. DTO 3HA4YCHME MOHATHS «YCIyTH» Ha3bIBaeTCs
@axmuyeckum. Ecim 3TH yCOyrm M WX KadecTBO, TO
MOJYYUM acCOPTHMEHT U KauecCTBO PEaJIbHBIX YCIYT.

Ilepexox OT TNOTEHUMANBHBIX K (PaKTUUCCKHM
yclIyraM  OCYIIECTBJIIETCS. C  IOMOLIBKD  METONOB
0aHKOBCKOIO0 MapKeTHHra. JIpyruMu CcJOBaMH, MpexIe
4eM OKa3bIBaTh T€ WJIM MHBIE YCIYTH, HEOOXOIUMO TIPOUTH
oIpeieeHHbIe OpraHN3alMOHHO-TEXHOJOI HUECKHE
STarbl:

1) momyunuts, 00paboTaTh M MNPOAHATH3UPOBATH
MapKEeTHHTOBYIO HH()OPMAIIHIO;

2) IpUHATH PEIICHHE OTHOCHUTENBHO MOTECHIMANBEHON
yCIyTH;

3) B cnyuae
HNPUHSATOTO PEIICHHS.

baHkn B pa3BUTBHIX CTpaHax B HACTOSIIEE BpeMs
CYyMMapHO OKa3bIBalOT KiHeHTaM okoiio 300 ycmyr. s
KBIPTBI3CKUX OaHKOB MEPEYCHb IMPENOCTABISIEMBIX YCIYT
3HAYUTEIBHO MEHBIE, YTO OOYCIOBJIEHO LEJIBIM PSAAOM
KaK KOHKPETHBIX (Ul KaXJO0ro KOHKPETHOro 0aHKa), Tak
1 0000IIEHHBIX (haKTOPOB (11 OAaHKOB B IIETIOM).

B dakTHueckux yciryrax, IpeIoCTaBIIeMbIX OaHKOM,
CHELHUAINCTHI Pa3INYaoT:

ba3oBbIl MM OCHOBHOW aCCOPTHMEHT -
YCIIyT'H, Ha KOTOPBIX CIeLUalIn3upyercs OaHK.

Texymuii wWiId W3MEHSIEMBIA aCCOPTUMEHT, IS
KOTOPOTO XapaKTepHO CTpeMIICHHE OaHKa MPEeIOCTABIATH
CBOMM  KJIMEHTaM  JIOTIOJIHUTEJbHbIE  BUABI  Kak
¢dopManeHBIX, Tak WM HeQOpMaJbHEIX yciuyr. B stom
«MEHIO» 3aMEHSIOTCS u COBEPILEHCTBYIOTCS

«ga», OpraHu3oBaTb pealu3alnuio

9TO TE€
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CYLIECTBYIOIIME, TOSBISIOTCS  HOBBIE  «OaHKOBCKHE
OJIr01a».

IIpn sTOoM m06ast (QakTHUECKH TIpeIoCTaBiIsIeMast
(Takke Kak W MOTEHLUMANbHAs) yclIyra HWIHM KOMILIEKC
MPEOCTABIAEMBIX (MOTEHIMANBHBIX) YCIyT O00JIamaroT
CIICAYIOIIIMHI OCHOBHBIMH XapaKTEePHCTUKAMU:

1. AnpecHOCTBIO, B KOTOPOH HaXoIAT OTpakeHHE
cnennduieckue 0cOOCHHOCTH KIHEHTa, (PUKCHpyeMble C
[IOMOILBIO aHATUTHYECKONH HHPOPMALHH.

2. Texnoaoruunoctbro. Kaxmas yciayra wumeer
OTIPEIIETICHHYI0 TEXHOJIOTHIO (TIOPSIOK) TPEIOCTaBICHHS
WM TIPaKTHYECKON pealn3aliiy.

3. TpymoeMKoCcTbI® — Kakoii 00BeM paboThI
BBITIOTHACTCSA M CKOJBKO PAOOTHUKOB 3aHATO B IIpoIecce
MPEI0CTABICHUS YCIYTH/YCITYT.

4. IlosIe3HOCTBIO — B uY€M 3aKJIIOYAETCs I0Jb3a OT
JTAaHHOM yCITyTy WIIM KOMIUIEKCa YCIyT AJIS KIMEHTa.

5. Dp(PeKTHBHOCTBIO - YTO JIa€T B CTOMMOCTHOM
W/WIIA HE CTOMMOCTHOM BBIPDOKEHHMHU JaHHAs yCIIyra WU
KOMIUIEKC YCIYT CaMOMy OaHKYy.

B ToM cnyuae, ecnu pedyb HAET O HNOTEHLUAIBHOM

yclyre  WId  IOTCHLUAIbHBIX  yClIyraX, BCE 3THU
XapaKTEPUCTUKU DPACCMATPUBAIOTCA B TAaK Ha3bIBAEMOM
«pacyeTHOM  pEXHME», TO  €CTb  IPOU3BOJUTCS

NOMEeHYUANbHAsA OYeHka OISl TIPUHATHA TOTO WM HHOTO
pelIeHHs.

I'pynma KIMEHTOB, MONB3YIOIIASACS TaHHBIM BHIIOM
yciIyru, obpasyet 1eneBoil peIHOK. IIpu 3TOM, OJUH U TOT
e KJIMEHT MOKET BXOJIUTh B HECKONIBKO LIENIEBBIX PHIHKOB,
TO €CTh IOJB30BATECS pAmoM ycuyr. IlosTomy omnHa w3
BOXHBIX  3a/ad  MapKEeTHHTOBBIX  IIOJApPa3JCICHUMH,
BXOIAINX B CTPYKTypy OaHKa, - ONpeIeleHHe IeleBBIX
pBIHKOB. JIIs 3TOTO OHH WCHONB3YIOT —CIEAYIOIIUE
TEXHOJIOTHH.

IepBast — «oT 0GaHKa»: BEIOMpaeTCs OIpeAeICHHAsS
ycayra, a 3areM coOmpaerca u  oOpabaTsIBaeTcs
nH(MOpMAaLUs O IIOTCHIHAIBHBIX KINCHTAX.

Bropas — «oT kimeHTay: ¢ MOMOIMIBI HMH(OpPMAIUN
BBIABISIOTCS TOTPEOHOCTH BO3MOKHBIX KIHEHTOB U
COOTBETCTBEHHO ONPENENSAIOTCA HYXKHbIE I HHUX BHJBI
YCIIyT.

Ha nepBblii B3MIsA KaKeTCs, 4TO LEIEBOM PBIHOK
IpeAcTaBIseT coboif oqHOpOAHYI0 KiIueHTypy. Ha camom
Jere, aHaIuTH4ecKass MH(GOPMAIMs MO3BOJSIET BBIACIATH
Ha 3TOM pBIHKE ONpEJeNeHHBIE TPYIIBl MOTEHIMANbHBIX
KIMEHTOB B COOTBETCTBHM C UX HOTPEOHOCTSAMH,
OCOOCHHOCTSIMH M COOTBETCTBCHHO, OTHOIICHHEM K
BO3MOKHBIM yciyraMm. Takoe JeneHue HeleBoro pelHKa Ha
COCTaBHBIE  4YaCTM  HAa3plBa€TCsi B MAapKETHHIe
ceamenmayuei, KOTopast HO3BOJISIET:
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1) BbIpa3uTh 11€JI€BOIl PHIHOK C MOMOIIBIO MOHITHS
«TOTPEOHOCTH MOTESHIINATHHBIX KIIUEHTOBY,

2) OueHUTh BO3MOKHOCTH CaMOTro 0aHKa B OCBOCHHH
LEJIEBOr0 PBbIHKA B IIEJIOM HJIM €ro OJHOTI0/HECKOJIbKUX
CErMEHTOB,

3) [pu HanmYuKM BO3MOXKHOCTEH OMPEACITHTH IEIH,

3aJa4d W CpPeACTBAa  pealn3aldd  MapKeTHHTOBOH
HPOTPAMMBIL.

IIpu cerMeHTaNWy LEICBOTO PHIHKA Ha MEPBBIH IUIaH
JUTS OaHka BBIXOJTUT TaKas XapaKTepUCTHKA

MTOTEHIINATIBHON YCITYTH, KaK 3¢hghexmuenocms — OKYIATCS
JIM 3aTpaThl Ha peain3aliio MapKEeTHHIOBON NPOTrpaMMBbl U
KaKOW BBIMTPBHIII B CTOMMOCTHOM BBIPAYKEHUH JIACT (JaayT)
yciyra (yciayru) camomMy OaHKY. Kak mnoxka3biBaet
OTEUECTBEHHass M 3apyOexkHas NpaKTHKa, CErMEHTalUs
MOTEHIIMATBHOTO PBIHKA TPOU3BOJUTCS TO CIIEIYIOIINM
MpU3HAKaM:

- reorpaduyeckoMy (onpenensercs TeppUTopraIbHOe
PAacIoioKeHHEe BOZMOXKHBIX KIIUEHTOB);

- YKOHOMHMYECKOMY (BBISBJISIIOTCS 3KOHOMHYECKUE
XapaKTepUCTUKH WM IOKa3aTeln OyAymuX KIHEHTOB,
KOTOpBIE  JICNATCS HAa  «CWIBHBIX», «CPEIHUX» U
«CIA0BIX»);

- JeMorpadudeckoMy (aHAIM3UPYETCS «CBA3KA» —
«BO3pacT u norpedbHocTH». IIpyu 3TOM NOHATHE «BO3pacT»
OTHOCUTCSI HE TOJNBKO K (UIMUSCKUM JIHIAM, HO U
FOPUINIECKHAM, TIOCKOJIBKY OpTaHW3aINH, TPENNPUITHS U
YUPEXKACHUS TaKXKe UMEIOT CBOM BO3pacT).

B mpunnune mo0as cerMeHTalus phlHKA CBs3aHa C
UCIIOJIb30BAaHUEM  ONpEAETICHHBIX  METo#oB  cOopa,
00paboTkn W aHanm3a HMHGOPMAIKU O IMOTCHIHAIBHBIX
kiaueHTax. [loaToMy B TaHHOM CiTydae MHOTOE 3aBHCHT OT

YpOBHS KBaIM(UKAIUH PaOOTHUKOB MAapKETHHTOBOTO
nojpasjeneHus 6aHka.
HemamoBaxHyi0o ponb wWrpaer B OaHKOBCKOM

MapKeTHHIe CHCTeMa TPOIBIKEHHS ycuyr.  JlaHHas
CHCTeMa, HMEIomas B CBOCH OCHOBE MAPKETHHIOBBIC
HCCIIEOBAHNUS, BKITIOYACT CICAYIOIIHE COCTABIISIONIHE!

- PR, wim umumx (BocmpusitHe) OaHka B TIJia3ax
MMEIOIIUXCS U IIOTCHIMABHBIX KIIHEHTOB,;

- pekjama, WIH CHCTEMa MEPOIPUSITHHA
NPEIOKEHHIO HOBBIX U MOAN(UIINPOBAHHBIX YCIIYT;

- peanm3anys 3a7a4 MpH COOTBETCTBYIONINX OTKIHKAX
KJIMCHTOB  WJIHM, JPYICHMH CIIOBaMH, IIPEBpaIlCHHE
HNOTCHIHAIBHBIX KIUCHTOB B (DaKTHYECKUX.

[Ipu peanu3anny MapKETHHTOBBIX 3a/1a4 paOOTHUKH
0aHKa CTAIKUBAIOTCS C KOHKPETHBIM ITOBEJICHUEM KJIMCHTA
W OIpEeNeNICHHBIMH TIOBEICHUYECKUMH XapaKTePUCTHKAMH,
cpeau KOTOPBIX (B 0000IEHHOM BHIE) UMEIOTCS Hanbomee
3HAYUMBIC.

Omuoutenue K yciyee. OHO MOXKET OBITh TTO3UTHBHBIM
WIN HeraTWBHBIM. HeratuBHOE OTHOIIEHHE (€ro MHOTIA
Ha3BIBAIOT JAWCCOHAHCOM) BCErJa HMeEeT KaKHe-TO
npuuuHbl. [losToMy i GaHka BO3HHKAaeT mpobieMa
NPEOIOJICHHE TUCCOHAHCA.

o
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Cpeau  QakTHYECKMX  KIMEHTOB  OBIBAIOT  TakK
Ha3bIBaEMBIC A8MOpuUmemHble, Ha KOTOPBIX OaHK MOXET
OTMHPaThCS TPH TPOBEICHHH CBOCH MapKETHHTOBOM
CTPATEeTUH U TAKTHUKH.

Momuevt xnuenma. Kaxaplii KIHEHT HMEET CBOH
MOTHBHI - KaK TOJIOKUTEIbHBIE, TAK U OTPUIATEIbHbIE -

IIOJIb30BaHUA TEMHU W HWHBIMHA yciayramu.
ﬂOMHHHpOBaHI/Ie IEPBBIX MOTHUBOB Hanx BTOPBIMH
COXpaHsCT KJIIMCHTA. ITocTenenHnoe HU3MCHCHHUC

COOTHOIIIEHHSI 3TUX MOTHBOB B TOJB3Y OTPHUIIATEIHHBIX
IPUBOAMT K OTKA3y KIIMEHTA OT YCIYTH WIH pPsAAa yCIyT.
CnenoBarenbHO, 0aHKY Ba)KHO 00JIaaTh U HCIOJIb30BaTh
AQHATUTHYECKYI0O HH(OPMAIMIO OTHOCHTEIFHO MOTHBAIUA
CBOMX  KIMEHTOB, MNPOUCXOMSIIMX  MOTHBALIUMOHHBIX
HM3MEHEHHUSIX. DTO AeNaeTcs sl TOro, YTOOBl B MPUHLUIIE
MIOBBIIIATh Ka9ECTBO MPETOCTABIAEMBIX YCIIYT.

Omuowenue x pucky. Puck — 310 HensBecTHOCTh. C
YBEIMUEHHUEM HEHU3BECTHOCTH YBEJIMYHMBAETCS U PHUCK.
KnueHt, u3bpsaBiss KelaHue IMOJIb30BaHUS TOH WIM MHOM
YCIIYroH, «BXOJUT B 30HY PUCKAa» U BIIOJIHE 3aKOHOMEPHO
MPOSIBISIET HEYBEPEHHOCTh M COMHEHHs. [losToMy OaHKY
clleyeT  CcAenaTh  IpejularaeMele  YCOyTH Ul
[IOTEHIIMAJIbHOTO KJIMEHTa B CEMAaHTHYECKOM IUIAHE
MTOHSATHBIMH, B OPTaHMU3AI[MOHHO-TEXHOJIOTHIECKOM
OTHOLIEHMH — YAOOHBIMH, a B OSKOHOMHMYECKOM —
MIPUEMIIEMBIMHU.

Juist cucteMbl IPOBHYKEHUST YCIIYT HEMAJIOBAYKHBIMH
SIBIISIIOTCSL  MHIMBUAYaJbHbIE KaHaJIbl OOILEHHUS WIN
KOMMYHHKallUid OaHKa ¢ MOTEHIHMAJIbHBIMU KIMEHTAMH —
JIMYHOE O0IeHue («y Hac» W/WIM «y Heroy); Oecensl Io
TenedoHy; KOHTAKTbl C IIOMOILBIO IIOYTOBOM CBSI3H,
9JIEKTPOHHOM MOYTHI U JP.

Cucrema MIPOIBIKECHUS ycayr B OaHke
paccMaTpuBaeTCs  CIELUATUCTaMH Kak  CcBoeoOpas3Has
«ycnyea 8 ycny2axy 1 Io3TOMY JIOJDKHA!

- BBIIOJHATHCS (HmpobieMa KaapoBoro oOecredeHus
cucreMsl). Iloggac knueHT BEIOHpaeT OAHKOBCKYIO YCIIYTY
«OT YeNIOBEKay, KOTOPHIH NpeyiaracT ee OT UMeHH OaHKa;

- mIaHupoBaTbes (mpoOneMa IJIAHOBOW OCHOBBI
cucteMmsl). [lnanupoBate — 3HaYUT HaMedaTh ONPEAEIIEH-
HbIE 3aJja4yd 10 PAa3BUTHIO YCAYr M 00ecrneumBaTh HX
BBINOJIHEHUE B OIIPEAEIICHHbIE CPOKH;

- CTHUMYIUpOBAThCS (mpobiieMa CTHUMYJIHPYIOIIEro
MOJKpereHus: cucremsl). CTUMYIMpPOBaTb — 3HAYUT
o0yX1aTh COOTBETCTBYIOLIMX pabOTHUKOB o
BEITIOJIHEHUIO HAaMEUYEHHBIX 3afad B OOJAaCTH pPa3BHUTHS
GaHKOBCKHUX YCIYT.

Takum oOpa3oM, cHCTeMa HPOABIKEHUS YCIYT C
TOYKHA 3pEHUs OpraHu3allii W YIpaBieHUs B OaHKe
COCTOUT W3 KaJApOBOM, IJIAHOBOM W CTUMYJIUPYIOIIEH
COCTaBJIIIOLINX, KOTOpPblE B CBOEH COBOKYNHOCTH B
MIPUHITUITE TOJDKHBI 00ECTICUYUTh €€ Pe3yIbTaTUBHOCTD WITH
3¢ (HEKTUBHOCTB.

Janee 3HAYMMOCTH W BAXHOCTH BEIyIIEe MECTO
3aHUMaeT B OQHKOBCKOM  MapKeTHHIe pexiama
GaHKOBCKHUX yCIyT
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MHorue CHeMUalIuCTBl  PACLEHUBAIOT  peKIamy
0aHKOBCKMX YCIIYT KaK OJUH M3 CIOKHEHIINX ee BHJOB. B
9TOil CBA3M, KaK MOKAa3bIBAaeT IPAKTHKA, KOMMeEpYEcKHe
6aHKH, YCIIEIIHO OCYIIECTBISIOIINE CBOIO AEATEIbHOCTD B
KOHKYPCHTHBIX YCJIOBUSIX, PEIIAlOT JAaHHYIO Ipobiemy B
Ooiee IIUPOKOM KOHTEKCTE — C IIOMOIIBIO TIpocdec-
CHOHAJIEHO OPTaHN30BAaHHOM CITY’KOBI HH(OPMAIIHH.

K OCHOBHBIM (DYHKIMOHAJIBHBIM 33/lauyaM pPEKJIAMBI
6aHKOBCKUX YCITYT OTHOCSTCS:

- WHGOPMHpPOBaHHE KIMEHTOB 00 acCCOPTHMCHTE
YCIYT /WM KOHKPETHOH yCIyTe;

-y0OexxJieHe KIMEHTOB B MOJIE3HOCTH PEeKIaMUpPyeMOoit
yCIyTH;

-moOyXXJeHUE KIHEHTOB K IIOJIb30BAaHHIO MpeAasa-
raeMoy yCIyTH.

B 3aBHCHMOCTH OT COOTHOMICHHS «YCIIOBUS —
HaMepeHHe», Pa3IMYaloT CIEeIyIoIlUe BHIbl PEKIaMHOMN
KaMITaHHH, OCYIIECTBIIAEMOH OaHKOM:

Bsoonas pexnama, Xorga cTaBUTCS 3ajada IO

O3HAKOMJICHUIO  CYIUECTBYIOIIMX W  IOTCHLHUAJIbHBIX

KJIMEHTOB C HOBBIM BHJIOM OaHKOBCKOH yCIIyTH;
Okcnancuenas — pexnama, HanpaBlieHHas  Ha

IOPUBJICYCHUE HOBBIX KIMEHTOB M, CIEJ0BATEIBHO,

pacmmpeHue 1011 6aHKa Ha PBIHKE YCIIYT.

HanOMuHalOWaﬂ pexnama, KOTOpasd HalCJICHa Ha
YACpKaHUE KIIMCHTOB U NOJN PbIHKA.

Hupopmayuonnas pexnama, ucnonpzyemas IpH
HW3MEHEHHUAX B OKa3bIBAEMBIX yCIyrax.
banku B COBpeMEHHBIX YCIOBUSAX BCE wHalle

CTPEMATCA YBCINYUTH HpI/I6I)IJII> HC CTOJIBKO 3a CUCT
BbIJIaYM KPEAUTOB, CKOJIBKO 6J1aroz[ap;1 IIpEAOCTABICHUTIO
caMbIX pa3HOOOpa3HBIX YCIYr CBOMM KiueHTaM. M Ha Hamn
B3MUISZl, B COBPEMEHHOM KBIPTBI3CKOM OaHKE MapKETHHT
JOJDKCH JIC)KATh B OCHOBC (i)yHKHI/IOHI/IpOBaHI/ISI BCEX
HOJpa3AeIICHUHN.
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