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Abstract

This article examines the key aspects of bank customer loyalty. In modern conditions of market competition, in
any stable company or financial institution, one of the main goals is to attract new customers and retain existing
ones. Therefore, there is a need for the bank and all companies in general to develop a plan for building stable
customer satisfaction, as well as build a path with the study of analysis, with drawbacks and possible losses, in
order to have a stable loyalty program. When implementing this program, it will develop a range of marketing
activities. This topic can show that the loyalty program is one of the key levers for attracting customers, which
will primarily affect the profitability, income and performance of the bank as a whole. Thus, it can also be noted
that in the future in any developed or developing country, this program will gain new momentum in the field of
business and banking services.
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B ycnoBusix ObICTpO pacTyiieit KOHKYPEHIIMH, POCTa 3aTpaT Ha MIPUBJICYCHUE KITUCHTOB, TAKHE
MOHATHS KaK « MOTPEOUTEIbCKas JOSIBHOCTD » U « YPOBEHb OOCIY>KUBAHHMSI » CTAHOBSITCS

HCPA3ACINMbIMU ITOHATHUAMU.

Ha nanHoM 53Tarne M BO3HMKAaeT BOINPOC O JIOSUIBHOCTU IepcoHana. Eciu coTpyaHUKH Kak
MUHUMYM, BIUSIOT Ha MPOLECCHYIO CTOPOHY, TO OTHOILIEHYECKAas CTOpPOHA OOCIy>KHBAHMUS
Ipex/ie Bcero OyaeT 3aBuceTh OT nepcoHana. COTpyIHUK, KOTOPBIA aOCOIIOTHO JIOSUTBHBIN K
cBoeMy OaHKy, He OOBEAMHSETCS B KpPUTHKE pabOThl CBOEH OpraHu3aliH, OH BCeria
CTPEMUTCS MOKa3bIBaTh €€ C Jy4IllIel CTOPOHBI, 00Jiee BOBJIEUEH B MPOAYKT, COOTBETCTBEHHO
MOTPEOUTENb, UyBCTBYSI TAKYIO PUBEPKEHHOCTh U HCKPEHHOCTh CO CTOPOHBI €€ paOOTHHUKOB
[I0 OTHOLICHWIO K JaHHOMY HpPOAYKTY M JAaHHOW KOMIIAHMM, IOJIy4aeT KaK MHHHUMYM
MIOJIOKUTEIBHBIE AMOLMN W KaK MaKCUMYM IPUHMMaeT OBICTpOE peIIeHHEe O MOKYIIKE,
PEKOMEHIyEeT KOMITaHHI0, MEHE/I’KEPAa CBOMM 3HAKOMBIM U CaMOe€ TJIaBHOE, CTAHOBUTCS OoJiee

JIOSAJIBHBIM.

AKTyalbHOCTb HCCJIEIOBAaHUS B3aUMOCBSI3M MEXKIY JIOSJIBHOCTBIO COTPYJIHUKOB H
noTpeOuTensIMH B OaHKOBCKOM cdepe oOycrnoBiieHa HECKOJbKMMH TPHUYMHAMHM KaK C
TEOPETUYECKOM, TaK U C MPAKTUIECKOM TOUKH 3peHHs. C MPaKTUUECKON TOYKH 3pEHUSI, MOKHO

IIPUBECTH  CIEAYIOIIAE  apryMeHThl.  BoO-IepBBIX,  KPEOUTHBIM  PBIHOK  MOXHO



OXapaKTepu30BaTh KaK BBICOKOKOHKYPEHTHBIH, OCOOCHHO B pa3BUTHIX cTpaHax. Cam
KPEAUTHBI PBIHOK OBbICTpO oOperaeT HOBbIE 00OpOTHL. Bo-BTOpBIX, Ha OCHOBE
BBIIIIECKA3aHHOTO CIIEAYET aKIICHTUPOBATh BHUMAHUE HA TOM, YTO JAHHBIN PHIHOK HAXOJAUTCS
Ha CTaguu OBICTPOrO Pa3BHUTHS, B CBS3U C ero HackimeHueM. COOTBETCTBEHHO, OaHKU
MOCTETIEHHO MEepPeXOoJsIT OT CTPATEerMy aKTUBHOTO MPUBICUYEHHUS KIMEHTa, Ha CTPATETHUIO

yAepKAHHUSL.

Ha 3anane nannas Tema Havana akTUBHO U3Yy4aThCs elile ¢ KoHIa 80-X ro/IoB MpoLUIoro BeKa,
omnako B ctpanax CHI' (Kaszaxcran, Keipreizcran, Y30ekucTaH) MOXXHO HAWTH JTUIIb
OTJICTIbHBIC HUCCIIEAOBAHUS, IMOCBSIICHHBIC JTMOO JIOSJIBLHOCTH MEPCOHANA, JINOO JIOSUIBHOCTH

3aCMIIIHUKOB.

B cBs3u ¢ 3THM, CYIIECTBEHHBIM JIOCTHXKEHUEM pPAaOOThI, MPETCHAYIOIMEH Ha HAyYHYIO
HOBU3HY, SBJISICTCS aHAJIW3, CUCTEMATU3ALMS TEOPETUYECKUX M MPAKTUYECKUX B3IJIANIOB,
SMIUPHUUYECKUX HCCIEAOBAHUN 3apyOeXHBIX M Ka3aXCTAaHCKUX aBTOPOB O BIHSIHHUH
JIOSUIBHOCTH TIEPCOHANIA Ha JIOSUIbHOCTh KIIMEHTOB JI KpeauTHOro pbiHKa Kaszaxcrana B

YaCTHOCTH.

KauecTBO 00cCiHyXUBaHUSI CEPbE3HO BIIMAET HAa KOHKYPEHTOCIOCOOHOCTH yCIyT U OaHKa, a
3HAYUT, U Ha CTAOMJIBHOCTH JOXOJOB U MPUOBLTE. MUPOBOI OMBIT U MpPaKTUKA MOKA3bIBAIOT,
YTO MHBECTHIIMM B  COBEpIICHCTBOBAaHHME  KayecTBa  OOCHY>KMBAaHHUS  KIMEHTOB
paccMaTpuBalOTCS KaK MHTCHCHBHOE PAa3BUTHE M BIUSIOT Ha CTAOMJIBHOCTH POCTa JOXOJOB

OaHka.

Hanuume JOAJIBbHOCTH, T. €. 6J'IaFOHpI/IHTHOFO OTHOIIICHUA HOTpe6I/ITCJIeI>’I K JaHHOM
opraHu3anvu MU €€ IMIPOAYKTaM, CIIYXKUT OCHOBOM I TOJIYUYCHU A CTaOMIIBHOTO O0BbeMa
npoaax, 4YTO, B CBOIO OUYCPCAb, ABJACTCA CTPATCTHUCCKHM I10KA3aTCJIeM YCICIIHOCTU
opraHu3anyvu. ITox mOSITEHOCTRIO KIIMEHTOB K 6aH1<y IIOHUMACTCS IMOJIOXKUTCIBbHOC OTHOILICHHEC
HOTpC6I/ITeHCI>'I KO BCEMY, 4YTO KaCaCTCA NCATCIbHOCTHU JTaHHOM OopraHu3alru: OKa3bIBAECMbIM
0aHKOBCKUM yciyram, riepcoHainy, uMHUIKY, HUCXOJSIIEH OT OaHka I/IH(I)OpMaI_II/II/I, PCKIIaMHBIM

oOpareHusiM, CHMBOJIUKE U T. T1.



JlosAnpHBIMH MOXHO Ha3BaTh TeX MOTpeOUTeNel, KOTOPhIE B TEUEHUE UIUTEIHLHOTO BPEMEHHU
B3aMMO/ICICTBYIOT C OpraHU3alUeil U COBEPILIAIOT MPU 3TOM MOBTOPHBIE MOKYNKU. OCHOBOM
JUISL JIOSTTBHOCTH CIIY>KUT TIO3UTHUBHBIM OIBIT, KOTOPBIM KIMEHT MNpHOOpesn B Ipolecce

MOJIb30BaHUS IPOIYKTOM, YCIYTOM.

Baxnyio ponb wurpaer Takke CTENEeHb HANPSIKEHHOCTH KOMMYHHKAIUH — MEXIy

MOTPeOUTENIMU OAHKOBCKUX YCIIYT U COTPYIHUKAMU OpraHU3aI|H.

[TosToMy ompeneneHHe MPHOPUTETHBIX MEpP M HEOOXOAMMBIX  KOPPEKTHPYIOIIUX
BO3JCHCTBUI, a TaK)K€ JONOJHUTEIBbHBIX MEPOIPHUATHM B LENAX YIydIIEHUS KadecTBa
oOcity’)kuBaHusi B OaHKe SIBJISETCS IE€PBOCTENEHHBIM (AKTOPOM €ro  yCIEUIHOIo
CYLIECTBOBAHUS Ha PhIHKE. Y POBEHb JOAIBHOCTH NOTpeOUTENeH 0AaHKOBCKUX YCIIYT, CTEIIEHb
UX YJIOBJIETBOPEHHOCTH Ka4yeCTBOM OOCIY’KHBAaHUS B KOMMEPUECKOM OaHKe IpeiIoiaraeTcs

OIPCACIIUTD C MOMOLIBIO MAPKETUHI'OBOI'O UCCIICAOBAaHMA.

Ha ceropnsnnuii 1eHs HabII0AAETCS HEUETKOE Pa3rpaHUYCHNE TEPMUHOB «IIOTPEOUTENIbCKAsS
JOATIBHOCTBY U «JIOSUIbHOCTh OpeHay». OHU MOJIydniIM CBOE pa3BUTHE B pa3HOE BpeMs U B
paMKax pa3HbIX KOHIEMIHN: TEPMHH «JIOSIIBHOCTh OpeH/Iy» ObUI BBEIEH B YIOTpEOJICHHE B
Hayane 20-x rogos B CIIIA u mosiyuusn cBoe pa3BUTHE B paMKaxX KOHLENLUU OpIHAMHIA, a
TEPMUH «IIOTPEOUTENBCKAs JIOSIIBHOCTBY CTall aKTUBHO pa3BuUBaThcs B 80-€ roJibl B paMKax

KOHICIIIHUU MapKECTHUHTa B3aHMOOTHOIIICHUH.

YI[OBJ'ICTBOPCHHOCTB KJIMCHTaAa 3aBUCHT OT Kadc€CTBa pa6OTI>I BCEM KOMIIaHWH, TOorjga Kak
nmporpamMmmy JOAJIBbHOCTHU CICAYCT paCCMAaTpUBATh KaK OJJHY U3 AJIbTCPHATUB MAPKCTUHI'OBBIM
KOMMYHHKAIIUAM. O):[HaKO, HEAOOUCHUBATDH POJIb IMIPOrpaMM JIOSJIBHOCTHU TAKKE HE CIICAYCT,
MMO3TOMY B COBPCMCHHBIX YCIOBUAX IJIA OOJIBIIIMHCTBA KOMITAaHUI nporpaMmabl JIOAJIBHOCTU
JJIs1 KJIMCHTOB H€06XOI[I/IMO JOIIOJIHATE IMporpaMMaMu IO IMOBBIIICHUIO HOTpe6I/ITeJ'II>CKOI\/'I

YAOBIETBOPEHHOCTH.
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IHoBbIlIeHNE JIOSJIBHOCTU KJIHEHTOB B cepe pO3HUUYHBIX
0aHKOBCKMX YCJIYTI U BJIMsIHME HA (PUHAHCOBBIE
pe3yJbTaThl eATEJbHOCTH 0aHKA

Acean UcxakoBa
Heszasucumuviu uccneoosamenn, Kazaxcmau

B nanHOI cTaThe pa30UparoTCs KIIOYEBbIE aCMEKTh KIIMEHTCKOMN JIOSIIBHOCTH O0aHKa. B COBpEMEHHBIX YCIOBHUIX
PBIHOYHOW KOHKYPEHIUH, B JIF000H CTAOMIBHOW KOMIIAaHMH MM (MHAHCOBOM MHCTHUTYTE, OJHOW M3 OCHOBHBIX
LieJIei sIBIIsieTCs- IPUBJICYCHUE HOBBIX KIIMEHTOB U y/IepXKaHUe yxke nmeroniuxcs. [loaTomy ecth HE0OX0AMMOCTD
Juisi 0aHKa W BCEX KOMIIAaHWH B 1eJIOM, pa3paboTaTh IUIAH IO MOCTPOWKE CTAOWIILHON YZOBIETBOPEHHOCTH
KJIMEHTOB, TaK K€ BBICTPOUTH MyTh C U3YYCHHEM aHaN3a, C HEAOCTATKAMU U BO3MOXKHBIMH TIOTEPSIMH, YTOOBI
HUMETh CTaOMIBHYIO HPOTpaMMy JIOSUIBHOCTH. [Ipw BHEOpPEHNMM HAaHHON HporpamMMbl, OHO OyZeT pa3BHBAaTh
KOMILIEKC MapKETUHTOBBIX MEPONIPUATHIL. JJaHHAs TeMa, MOXKET MOKa3aTh, YTO MPOrpaMMa JIOSIBHOCTH SIBISAETCS
OJTHUM M3 KJTFOUEBBIX PHIYaroB IS IPUBIICUCHNS KINCHTOB, YTO B IIEPBYIO OUYEPEb MTOBIHSIOT Ha TPHOBUILHOCTS,
Ha JIOXOJ M Ha IOoKa3aTesu 0aHKa B IEJIOM. TeM caMbIM MOXKHO TaK K€ OTMETHTbh, YTO B OyXylieM B JI0OOH
Pa3BUTOH WM B pa3BUBAIOLICHCS CTpaHe, JaHHAs IIporpaMma OyneT oOpeTaTh HOBbIE 000POTHI B cepe OnzHeca
1 GaHKOBCKOTO OOCITy>KHBAHUS.
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