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DIRECTIONS ENSURE THE COMPETITIVENESS OF BANKS  
IN THE MARKET BANKING SERVICES 

 
Increased competition in the banking market determines the relevance of the issue to 

ensure the competitiveness of the bank through the establishment of long-term, profitable 
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and loyal relationships between the bank and the client. The economic crisis causes urgen-
cy of acquiring the bank flexibility, service and a clear understanding of customer needs 
for effective segmentation and corresponding product and pricing policy. 

The article discusses approaches to ensuring the competitiveness of the bank. Fac-
tors of Bank’s competitiveness are systematized. The relevance of introducing the con-
cept of relationship marketing for the players of highly competitive market for financial 
services is justified. Among the current instruments of this concept the authors point 
out in particular: assessment of the perceived service quality (SERVQUAL), use of the 
system for handling complaints (SRS) and the system of customer relationship man-
agement (CRM). 

Relationship marketing involves: the introduction of CRM-technologies in the 
banking sector; study and organization of VIP-banking as a new direction of banking 
activity related to the emergence of premium category of customers and providing them 
with personalized service; the search for effective mechanisms for analysis of market-
ing information about customers of the banking institutions and the development of 
techniques for evaluation and analysis of the customer base of the bank. 

Keywords: competitiveness bank competitive advantage, relationship marketing, man-
agement competitiveness. 
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