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®OPMYBAHH{ KJICHTCHKOI BA3I
BAHKIBCHLEIX YCTAHOB YKPATHI

Cypoe /I.B.
XapkiBCbKMII IHCTUTYT OaHKIBCBKOI cIipaBu
YuiBepcurery 0aHKiBCcbKOi cipaBu HarionasbpHoro 6aHKy YKpainm

CraTTa MICTUTL OIJIAA Ta aBTOPCbKE BU3HAYEHHA IIOHATTA «KJIEHTCbKa 0as3a OaHKY», TaKOMK B Hill
IIpoaHaJIi30BaHo IIporec POpMyBaHHA KJIIEHTCHKNUX 06a3 (BuABJeHO Henotiku). IIpuBeneHo OJoK-cxeMy 3a-
JyUYeHHs IOTEHLIVHNX KJIEHTIB, AKa Jajlia MOMKJVBICTD HaJATU MPOIO3ULIi ITOJ0 BUOKPEMJIEHHA HIIAXIB

dopMyBaHHA KJII€HTCHKOI 0aszm DaHKY.

Karo4oBi cioBa: KJi€HT, peasibHUI KJIEHT, MOTEHIHNI KJIEHT, KJII€HTOOPi€HTOBaHMI, KJIi€HTChKa Oasa,

CcTpaTeTriuHe yIpaBJiHHA KJI€HTCHKOIO 623010 DAHKY.

HOCTaHOBRa npoobaemu. JvHaMiuHNIT
PO3BUTOK OAHKIBCBKUX CHCTEM BCe
IenaJii dacriile copAMoOBye poboTy OaHKIB
B KJIIEHTOOPi€EHTOBaHY 00JIaCTb. Y KpaiHCBhKi
OaHKM He CTaJIM BUKJIIOUEHHSM i3 JaHOl ak-
cioMM, OCKIJIbKM caMe KJIIEHTU € OCHOBHUMMU
CIIO}KMBadaMM IIOCJYyT OaHKIB. ¥ 3B‘A3KY 3
1M BCe Ha OBy yBaru 3acJIyrOBY€E IIN-
TaHHA [OPO PO3POOKY Ta BIPOBAPKEHHA
CTpaTeriyHoro HaIpsAMKY poboTu 3 popMy-
BaHHSA KJI€HTCbKOI 0a3u OaHKY.

Busnauena 3aJjeskHicTb OaHKY BiA
BJIACHUX CIIOKMBAYIB MIATBEPIIKY€E He-
obxigHicTh omTmMizanii oOciyroByBaHHSA
KJIIEHTCHhKUX T'PYIl 3 PIBHUMMU HapaMeTpa-
MM, IiJIBUIIEHHA AKOCTI 00CJIyroByBaHHA
i cTymeHa 3a/I0BOJIEHOCTI KJIIE€HTIB OaH-
KiBCBKMMU ITOcayraMmu Toiro. Bei 11i 3axo-
IV noTpebyTh HAIIPaBJIEHOTO BILJIVBY 3
Oorky OaHKy Ta MyCATb peaJji3oByBaTuUCA
B paMKaxX CUCTeMM YIIPaBJIIHHA KJIEHT-
CbKOIO 0a3010.

AHaji3 ocTaHHIX JOCATHEHb 1 IMyOJIiKa-
mifi. IleBHI TeopeTnyHi i IpakTUYHI acnek-
TY YIPaBJIHHA KJIEHTCHbKOIO 0a30i0 OaHKY
BHAVNLIM CBOE BimoOpaskeHHA B poboTax
3aKOPJAOHHMX 1 BITUMB3HAHUX JOCJIJHVKIB,
sokpema H.B. Kypmakosoi, 1.B. JlomaTin-
cekoi, II.B. Tangynbko, B.B. #abposa, O.
IITTeriu, B.B. Pomanosa Ta in. OcTaHHIM 4a-
COM, IOCUTb aKTUBHO Ha BITUM3HAHIN apeHi
3ABJIAIOTbCA ITyOJIiKallii 3 JaHOrO HAyKOBO-
ro HaIIPpAMKY, cepel AKNUX, 30KpeMa BiaMmi-
tumo poborn T.Bacuaweroi, O. Bacropenka,
I. Tonuaposoi, O. I'puiienko, A. €midano-
Ba, C.lnnamenka, C. Kosbmenka, C. Ky0iBa,
H. MacusoBoi, A. Memepsakosa, 1. Ilapaciii-
Beprysnenko, JI. Pomanenko, 1. Caaa, I. Crmi-

uuHa, f. Coinuua, O. Xpucrodoposoi, H.
ITyneru, JI. Ilyasrinoi Ta in.

S3aIlpoIlIOHOBaHI HUMM METOAVKM, OKpeMi
TEOPeTUYH] II0JIOYKEHHS Ta BUCHOBKM, Ha
Hallly AYMKY, MOKYTb CKJIACTU OCHOBY IIO-
NaJIbINNX BITYMBHAHUX (PYHIAMEHTAJbBHUX
HAYKOBUX PO3PO0OK B maHit cdepi. Pazom
3 TUM, BMCOKO OI[iHIOIOYM BHECOK BiTYM3-
HAHUX 1 3apyOi’KHMX BYEHUX y PO3BUTOK
TeopeTudHoi 0asy yHOpaBJIiHHA B3a€MOJi-
€10 DaHKYy 3 KJIl€EHTaMM, 3ayBaskKUMO, 110 B
OinbIIoCTi HAYKOBUX POOIT IOCJHIMKyBaHA
npobJsieMa PpO3IJIAfa€TbCcA (PparMeHTapHO.
ITe Bu3Hauae HeoOXinHiCcTHL dopMmadizariii
KOHIIEIITYaJbHUX 3acajl CCTEeMN yIIPaBJIiH-
HA KJIEHTChKOIO 0a30i0 OaHKY, MOTJIMOJIEH-
HA HAaYKOBO-METOIMYHOI 0as3m cermeHTarlii
KJIEHTIB OaHKY, nudepenialii MapkeTH-
TOBUX CTpaTeriii 0aHKy B MeKaX OKpPeMUX
CEerMeHTIB KJI€HTCBKOI 6a3M, CTPYKTYpPHOI
JIeKOMITO3UIIi]1 PIBHIB yIIPaBJIIHHA B CUCTEMI
BimHOCKUH «DaHK — KJIEHT» TOIIO. Baskym-
BiCTBb MIOCJIIKEHHA IMX OpodJseM i Hemo-
CTaTHIN piBeHb 1X BUCBITJIEHHA y HayKOBUX
my0OJliKanigax o0yMOBUIM aKTyaJIbHICTH Ha-
YKOBOT'O JIOCJI/IPKEHHSA, CTaJI BU3HAYAJb-
HI/MM IIpY OOIPYHTYBaHHI TeMu poOoTnm, ii
MeTH, 3aBJIaHb 1 3MICTY.

IlocranoBka 3aga4i Ta ii po3B’si3aHHS
Mertoro cTaTTi € OOrpyHTYBaHHA Ta PO3P00-
Ka TEOPeTUYHNUX 1 MeTOAMYHUX IMiIXO0MAIB 0
MigBUINIeHHA eeKTUBHOCTI mporecy ¢op-
MYyBaHHA KJI€HTCBbKOI 6a31m.

s n[ocArHEHHA IIOCTaBJIEHOI MeTU B
POo0OTiI OKpecsIeHO HACTYITHI 3aBIaHHSA:

— BUBHAYUTU CYTHICTH Ta OOIpyHTyBaTuU
€KOHOMIYUHMII 3MICT IIOHATTA «KJIEHTCHKA
Daza»;
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— PO3IJIAHYTHU IIpoliec (pOpMyBaHHSA KJIi-
€HTCBbKOI 0a3mu OaHKM 3 MEeTO Joro yHidi-
Kalii;

— po3poldUTHU cXeMy 3aJlydeHH: IIOTeH-
MIMHUX KJIE€HTIB;

— HaJaTU MPOHO3UINl IIOA0 UIJIAXIB
dopMyBaHHA KJIEHTCHKOI 0a3mu 0aHKY.

Burgag ocHOBHOro marepiajsy mocJii-
nskeHHA. llepmr HiIDK MM nepeiiiemo o
Oi7bIIl AeTaJIbHOTO aHAJi3y HpobiaeMaTuKu
JAaHOTO JOCJIIPKEeHHsI, BBAsKa€MO 3a TOLJIb-
He BU3HAYNMTH, ITI0 K caMe HeoOXigHO po3y-
MiTH TiJT KJII€HTChKOI 623010 OaHKY.

Kaientcbry 0a3y OaHKY MOKHA BU3HA-
4YUTHU AK PAKTUYHY KJIIEHTYpPy OaHKY ILIIOC
YacTMHA I[IOTEHIITHNX CIIO}KMBAYiB OaH-
KIBCBKUX IIOCJYT, fAKa IlepebyBae B MerK-
ax MOMKJMBUX KOHTAaKTIB 3 JIaHUM OaHKOM
i ARy s3azioBoJbHsAE Habip mocsyr OaHKY i1
yMOBM iX HagaHHA [1].

Buxonaun 3 BuIle3a3HavYeHOr0, IIPOIIOHY -
€MO CKOPUTYBaTM BU3HAYEHHH KJIEHTCBHKOI
6a3u OaHKY Ta OKpecsuTH ii AK BIIOPAAKOBA-
HY Ta OPraHi30BaHy MEBHUM YMHOM CYKYII-
HICTb iCHYIOUMX KJI€HTIB OaHKY, sKa II0 CyTi
€ HeBiJ'€MHUM HeMaTepiaJIbHIUM eJleMEeHTOM
jioro pecypcHol 6a3mu, 0e3 Arkoro OaHK He
MOKe po3BuBaTHUCA Ta icHyBaTu, HaaBHICTH
KJI€HTCBKOI 6a3m — 1e HeobOxigHa Iepeny-
MOBa BeJleHHA OaHKiBcbKoro 0OisHecy. Tomy
Bcl acniekTy 6i3Hecy MOBMHHI OyTM Opi€HTO-
BaHi Ha (popMyBaHHA KJII€HTCbKOI Oa3m OaH-
Ky, JOCTaTHBOI NJIA 3abe3reueHHs NpulyT-
Ky B pe3yJbTaTi JI0ro AiAJIbHOCTI ( 32 YMOBU
30epesKkeHHA CTIiMKOCTI KJIIEHTCBbKOI 0asm B
IIpoIieci PO3BUTKY OaHKY).

3araJIoM MeXaHi3M Ta IHCTpyMeHTapii
dopmMyBaHHA / PO3BUTKY KJIEHTCHKOI 0a3mu
OaHKY MOKHa IIOZaTM y BUIJIAAL cCXeMU
npuBeneHoi BacunbeBoo T. A Ta Denip-
ko B.B. (Puc. 1.1). B sAKiii BM3HaYaIOTHCA
IIOCJIIIOBHICTh eTamiB (POPMYBaHHA KJi-
€HTCbKOI 6a31 DaHKY 3 OKpeCcJIeHHAM KOH-
KPeTHIX 3aXOJiB Ha KOXKHOMY eTalli, Bif-
MIOBIIaJIbHMX BUKOHABUMX IIIZIPO3ILIIB Ta
B32€MO3B’A3KIB MK HUMI.

B kouTekcTi maHOro BBajKaeEMO 3a II0-
I[IJIbHE BM3HAYMUTM HAMOIJIBII TUIOBI II0-
MWJIKY, K1 BUHMKAIOTh 1PV CTBOPEHHI 0as3mu
JNaHUX:

— BIJCYTHICTb UITKOTO PO3YyMIHHA Ta
opieHTallll Ha «IJILOBOrO KJi€HTa». B pe-
3yJIbTaTi 3ycuiis OaHKY PO3IOPOIIYIOTh-
cdA, e(PeKTUBHICTh MOPOMaKiB JIOTO ITOCJTYT
3HIKYETHCH;

— ByCUJIA BiAAiny npojaskiB 3 ¢op-
MyBaHHA KJI€HTCBKOI 0a3mu HIAK He BIN-
CYIOTbCA B MAapKETUHIOBY IIOJITUKY, III0
IIPOBOAUTHCA BinaisioMm MapkeTuHry. A6o K
Bizlinm MapkeTuHry, BUOpaB fAK IiJIb OJHY
ITpyIly KJI€HTIB, a IpoJaBIll BCl 3yCuUJ-
JIA 30Cepenuy Ha 3aJlydeHHA 30BCiM iH-
ol rpynu. K HacJTiIOK, Ma€EMO 3HUIKEHHSA
edpeKTUBHOCTI poboTH BCixX CIIy:KO;

— IOMMJIKOBMII IiAXiNT y IIOCTAaHOBIYL 3a-
BIaHHA MeHeJIkepoBl. [lyske udacTo opra-
Hizalll KeHyTbCA 3a KIJIbKICTIO KJIEHTIB.
Ile 30imbmIye ixHI BUTpaTH, Opu IIbOMY 3a-
raJibHa e(PeKTUBHICTDb Di3HECY 3HUIKYEThCA.

Takox HeoOXimHO BiAMITHUTHU TO PakT,
1o Imnporec QOPMYBaHHA KJIEHTCBKOI
0a3u noBuMHEeH OyTU He XaOTUYHUM Ta BU-

IIaJKOBYM, a OCMICJIe-

IMIIXOMH 10 ®OPMYBAHHS /POIBUTKY KIIEHTCBKOI EAIM EAHKY HIM, I[iJIleCrIpAMOBa -
HUM, BIIOPAIKOBAaHUM,

J:L D,. IIOCJIIIOBHNUM, BifIO-
. — T T— BimaTn cTpaTeriyHuM
Hosocmeopenuii 6anx \\‘-___dfiynxqionquuﬁ Ganx > OpieHTI/IpaM 1 MOIKJIV-
BocTAM OaHKRY (puc.

Jl J:L Dz 1.2), 7ioro KoOHIIemIil
S . 03BUTKY 1 cmoemiaJi-
o o | | comyropems e || Powosm mpemimnin | D0 T omyan

Tl {010 CIIOXKHEAYIE — B Ne-
BHHM MHHOM OPraHizoBaHy
KJIIEHTCEKY 0a3y mIaxom
CErMeHTaUIl ICHYIOMHX KiTl-
EHTIB 3 MOJAMLIIHM YIIPAE-
MIHHAM cthopMOBaHHMK
IPYIAMH CIOKHBAYIB

TA KAIEHTCEKOT MOMITHKH
DaHKy, 110 Da3yeThea Ha
CTPaTErMHHX OpPIEHTHpAX
HOT0 QIATIBHOCTI TA PE3yilb-
TATAX MAPKETHHIOBHX J10-
CHIKEHE NOTEHLIIHOTD
0DCIYTOEYHHYOT0 PHHKY

NpOTpaMi PO3BHTKY
KIlEHTChKOI Da3n DaH-
KY 3 BpaxyBaHHAM
CTpaTeriHHX MIaHIB
DaHKy, HOro MOKIHBO-
cTeil, cTaHy moTeHLlii-
HHX Ta ICHYFOMHX KII€-
HTIB

CTaH 30BHIIIHBOTO Ce-
penoBuiia, 0coOJMBO B
po3pisi obciryroByrodo-
o PUHKY, IOTpebu Io-
TEeHIIMHUX KJIEHTIB B
0aHKIBCBKUX IIOCJYTaX,
iXx BanmmTu CTOCOBHO

Puc. 1.1. Iligxogu no dpopmyBaHHs/PO3BUTKY

KJI€HTCHKOT 0a3u 0aHRy [2]

migxomiB g0 006CayroBy-
BaHHA B DaHKY.
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(OCHOBHI TOTOMEHHS cTpaTerii GaHKy ]
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Puec. 1.2. OcHOBHI MOJIOsKEeHHS cTpaTerii 0aHKy
BiJHOCHO KJIE€HTCHLKOI 0a3m OaHKY

Pobora mo zasyueHHIO 0 ODaHKY HOBUX
KJI€HTIB 3 4McCJla yCHIIIHO NII0YMX MigInpu-
€MCTB Ta/4y OpraHizalliyfi BMU3HAYAETHCA
KJIE€HTCBHKOIO ITOJIITUKOI OaHKY i 110T0 MOK-
JauBocTaAMM  (iHopmaliiHuMM, IITaTHU-
M1, (piHAHCOBMMM pecypcaMiu). ¥ TPUMaHHA
CTApOro KJIE€HTa 3BICHO 3HAYHO JleIlIeBIIIe
(mo TpynoBuTpaTax i BApTOCTi), Hi*K IOIIYK
1 BaJrydeHHA HOBOro, TUM OijbIlle eKOHO-
MIiYHO YCIIIITHOTO, HOTPiOHOrO IbOMY OaH-
Ky. AJle AKIIO IIOCTIMHO JIMIlle YTPUMYBaTHU
CBOIO KJIIEHTCBbKY 0asy, He 3aJIydarouyu IIpu
IIbOMY HOBUX KJIIEHTIB, MOKHa 0OaraTo III0
BTPaTUTM B SKOCTI cBoel poboTy, imimeki
OaHKY, Ta po3Mipi npubyTKY.

Bcro poboty 3 miAroTOBKM A0 3aJIydYeHHHA
1 BJlacHe 3aJIly4yeHH:A KJIE€HTIB MOKHA IIpes-
CTaBUTU y BUNIANL OJsiok-cxemu (puc. 1.3).
TaKUiI BapiaHT Jla€ MOYKJMBICTH MIpejcTa-
BUTH 11e}1 IIpolieC B NOPAAKY TE€XHOJIOTIUHUX
mirt. 11 cxema mae MOXKJMBOCTI IJIS CKJIA-
NaHHA MOKPOKOBMX IIOCAJOBMX IHCTPYKIIA
(rkapTy POOOTHM) MeHeAKepa II0 3aJIyIEHHIO
KJI€HTIB OaHKY

3aJTy4eHHA HOBUX KJII€HTIB B OaHK IIOYM-
HA€TbCA 3 aHaJi3y HAABHOCTI IIOTEHIIIHUX
KJI€HTIB (y CBOEMY perioHi, ramaysi, cdepi
6isHecy). EdexTnBrO, Ko B OaHKY poO3-
pobisaeTbca  Oi3Hec-KapTa  IIOTEHIIHUX
KJIE€HTIB JAaHOTO pPeErioHy, B dAKilI BKa3y-
€ThCs HAABHICTh TAaKMX KJIEHTIB, iX Miclle
po3TalryBaHHA Ta (PIHAHCOBI ITOKAa3HUKIY,
JIMOBIpHICTh IpUXoAy ix y maHmii OaHK, a
TaKOYK aHaJi3yeTbCsA KOHKYpPEHTHe cepej-
OBUIIIE.

IIpouec 3anmyueHHA KJII€HTIB ITOYMHAETH-
cA 3 OIL[IHKM OpodpeciiHMX AKOCTel MeHe-
JPKepiB, AKI 3aliMalOTbCA II€I0 MiAJBHICTIO.
Ix mpodecionasizm Bu3HAYAETLCA BUCOKMUM
piBHEM 3HAHHA OcCOOJIMBOCTEll 1 mepesar
cBoro GaHKY, JIOTO MOCJIYT i IPOAYKTIB, BO-
JIOAIHHA KOMYHIKaIITHUMY HaBUYKaMU (Te-
JedoHHi, IiJIOBI IIeperoBopyu, Mpe3eHTallid,
apryMeHTallid i T.I.), & TAKOYK 3HAHHAM 0i3-
Hecy CBOr'O IIOTEHIIITHOTO KJiieHTa. Kparie,
KoJIM Hi3Hec-IIpoIlec 0 3aJIyYeHHIO KJEHTa
ONMCaHMII y BUIJIALL TEXHOJIOTIYHOI KapTu

TIcuxomoriuna
MIrOTOBKA

I TligroroBka 10 3aTy4eHHS
KJIIEHTIB

Oprani3aniitna Tudopmariiitna 6aza

OriHka KepiBHUKA
BIJUIUTY TOTOBHICTh
10 3aJTyICHHS

poboTu, mae cBiii aJro-
puTM 1 po3pobJieHi mpo-
neaypu, Kl T0BOAATHCA

miaroroBka

JI0 BigoMa CIiBpOOiTHM-

II AHaui3 pUHKY 1 OUTYK MiCIIE3HAXOKEHHS
YCHIIIHUX NOTEHIIHHNAX KIi€HTIB

IIT Oninka winHOCTI
TOTEHIITHOTO
KITiEHTA

Excnpec-niarnoctuka

BizHec-miarnocTuka

YupasiiHHS IponecomMm
3aTy4eHHS KIII€HTIB
(mTaHyBaHHS,
KOODIMHALIS,
inpopmariitne
3a0e3IeUeHHs Ta iH.)

1V YTBOpeHnHs
MIepIIOro KOHTAKTY 3
MOTEHI[IHHUM
KJIIEHTOM

KonTakr 3 «XOJIOJTHUM

KJIIEHTOM)

«[Tepexin uepes cexperapsi»

‘ V EdexTnBHi AiT0BI IeperoBopu

OriHKa KepiBHUKOM
BIZUTUTY TITAHY
MaiOyTHIX
MeperoBopiB

‘ VI ITicnsineperoBopHuUii mporec

‘ VII ITigcymKkH, 3BITHICTh, BAHATOPOKSHHS

Puc. 1.3. Biok-cxema 3ajrydeHHsI HOBUX KJieHTIB (Ha 0asi [3])

OriHKa KepiBHUKOM

BIJUIUTY TIICYMKiB poOOTH

10 3aJTyICHHIO KIIIEHTIB

KiB, IPOBIAHUX II0 PO-
oory.

IIpouenypa nigro-
TOBKJM Ta II€PBMHHOIO

KOHTAKTy 3 KJIEHTOM
nependavae  iHdopma-
uiiny (y ToMmy umcJi

OisHec-/1iarTHOCTUKY KJIi-
€HTA), opraHisalinay
(HeoOxinHI mpaBa MeHe-
JKepa 1 10ro Hiipy4YHNui
MaTepias — pekJaMHa
IPOAYKIiA, BIBUTKU, Te-
JedoH i T. IL.), TICUXO0JIO-
riy"Hy MiITOTOBKY, a Ta-
KOK YMiIHHA BCTaHOBUTU
OesrocepenHili KOHTAKT
3 ocoboro, AKa IIpuiiMae
y KJieHTa piHaHCOBI pi-
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Tabmauisa 1.1

ILxsaxu popmyBaHHA KJII€EHTCHKOI 0a3m OaHKy’

MTnax

CopamyBaHHA

XapaKTepUCTUKA

Boi iH(popmartii

PO3MilI[eHHA peKJaMu B 3acobax Maco-

OaraTopiBHEBi 3BrA3KM, IO-

3aJIYy4YEeHHA KJIIEHTIB (I_LU/ITI/I TOH_IO)

pO3MillleHHA 30BHIIIIHBOI peKrJamMu

CHJIaHHA Ha MUHYJI IPOJasKi,
«PO3OLNATH I TaHyBaTU»,

IIIJISXOM OCODMCTIX

BUT'OTOBJIEHHS ITOJIrpadpiuHNX peKJiaM-

TEeXHOJIOTIYHe JIiZIepCTBO, €KOo-

KOHTaKTiB i A HOMifA B MaiibDyTHBOMY, «HOTA B
HMX Matepiajis ( YHJIETiB, BISUTOK Togxo) JIBepSIX», SMEHIICHHS PUSNKY,
pisHOMaHITHVX 3axofiB PR (3BIA3KIB 13 |mopcroguicTs [4].
I'POMAaJICBKICTIO)
. ; 3abesreuye KoMmmaHii icToTHe
70-809% xJieHTCHKOI 6a3M MalOTh CTAHO- | . .
) R MIBUIIIEHHA pPeHTabeJbHOCTI
BUTHU I1JIbOBI KJIEHTH. :
dopmyBaHHA bisuecy

KJIleHTCBKOI 0asm
VIP-kJjieHTiB

bopMyBaHHA KJII€HTCBKOI 6231 Mae HO-
CUTH CUCTEMHII XapaKTep

BCi criocobu 3ajrydeHHs: 7 iHIi
dopMU BIIMBY IIOBUHHI MaK-
CMMAaJIBHO e(PeKTVBHO OifATN
caMe Ha IJbOBMX KJIIE€HTIB.

3aJIy4eHHA HOBUX
KJIIEHTIB

mpoBoauThbea B 7 eraniB (Puc 1.2)

'Baacha pospobdra

LIIeHHdA, Y TOMY YMCJi BUPIIIMBINM 3aBAaH-
HA «IlepelIaryBaHHA» ceKpeTapsa y aJMiHi-
cTpaTopa 1iiei ocobu.

TexHika e(eKTUBHUX OIJIOBUX IIepero-
BOpiB mIpumyckae IpodyeciiiHi BMIHHA Me-
HemKepa:

— ¥ mOiAroToBli ITeperoBOpiB;

— BcraHoBaeHHA moTpibHOI aTmMocdepnu
B IIOYATKOBIN cTajii IIeperoBopis;

— Bepmenni edekTuBHUX MiskocoOucTic-
HIX KOHTaKTiB;

— BusaBJsenHI cripaBsKHIX IHTepeciB IapT-
HepiB II0 IeperoBopax,

— BiAMIHHOCTI IX BiJ IO3uIliii Ha IHepe-
roBOpax;

— YwMminHi 3HaiTH 00’ €KTUBHI KpuTepii y
BU3HAUYEHH] Tapu@HUX,

— pecypcHUX, dYaCOBUX IIapaMeTpiB B
X0/l IIepPeroBopiB;

Cnoucok Jgitepartypu:

— Texuinl gorsiany Bix BUBEPTIB IapT-
HepiB, OTPMMaHHI ONTYMAaJIbHUX

— pimieHb 3a miicCyMKaMlU II€EPeroBOpIB.

3araJioM MO’KHA BUJIIINTY TPU IIJIA-
X1 (pOpMyBaHHA KJIEHTCbKOI 0asm OaHKY
(Taba 1.1).

BucnoBkn. OT:xe, MOXHa 3poOUTM BU-
CHOBOK, PO Te, [0 y HaNOJIMKYIOMY Maii-
OyTHBOMY KOKHa OaHKiBCbKa YCTaHOBA
OyZle mIepeBaskHO OPi€EHTYBATUCA HA TaKWUIL
YMOBHUII IIepeJsik KJI€HTIB, Axkuit 3abe3-
rneuyye Ui Hel MaKCUMaJIbHUII NPUOYyTOK
(ycmimrHO OTeHIIiHI KJII€HTY, BeJIMKI I0pu-
nu4aHi ocobn). OpHak pu podorti 3 besmnoce-
penHbo cPOPMOBAHOI KJIIEHTCHKOIO 0a30r0
BiH Oyze KOpeKTyBaTHuCd, JOIIOBHIOBATHUCS
Ta 3MiHIOBaTUCA 3aJJid 3abe3nedyeHHA BU-
KOHAHHA OaHKOM IIOCTaBJIEHUX 3aBJAaHb Ta
iHTepeciB aKIliOHepIB.
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Cypos /I.B.
XapbKOBCKUI MHCTUTYT ODAHKOBCKOTO JeJa
YuauBepcutera 6aHKOBCKOro Aesia HanmonasabHOro OaHKa Y KpauHbI

OOPMHNPOBAHUE RJII/IEHTCISOIK BA3bI
BAHROBCRUX YYPE:RJIEHNIN YRPANHDI

Pesome

CraTbda comepsKuUT 0030p M aBTOPCKOE OIpefieJieHle IOHATUA «KJMEeHTCKadA 6a3a OaHKa», TaksKe B Hell
IPOaHAJMM3NPOBAH MOpolecc (POPMUPOBAHUA KJIMEHTCKUX 0a3 (BBIABJEHBI HemocTaTKM). llpuBenena
OJI0K-CcXeMa IIPUBJIEYEHMA ITOTEHIMAJBHBIX KJMEHTOB, KOTOpasd IIO3BOJINJIA IIPEIOCTABUTDH IIPEJJIoKe-
HJA OTHOCUTEJIBHO BBIJIeJIeHVA IIyTell (hbOpMMUPOBaHMA KJIVEHTCKOJ 6as3bl 6aHKa.

Karo4deBble cJIOBa: KJVEHT, pPeaJibHbI KJMEHT, IOTEHIVAJbHBIN KJMEHT, KJIMEeHTOOPMEHTUPOBAaHHBIM,
KJIMeHTcKasa 6asa, cTpaTerndyeckoe yrnpaBJeHMe KJIMEeHTCKON 6a30ii OaHKa.
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FORMING OF CLIENT BASE OF BANK INSTITUTIONS OF UKRAINE

Summary

The article provides an overview of copyright and the definition of «customer base of the bank», as
it analyzes the process of client database (identified shortcomings). Their block diagram of attracting
potential customers, which gave the opportunity to provide suggestions on ways of forming the
isolation of the customer base of the bank.

Key words: client, a real client, potential client, client-oriented, customer base, strategic management
client base of the bank.



