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The efficiency of the activities of credit organizations is largely determined by the state of the bank
management. The sphere of its functioning covers the formation of the process on the rational
management of cash flows and the use of knowledge and experience of bank staff as a necessary
condition for the effective management at the bank. That is why human capital management processes
must take place in inseparable connection with the management of own and borrowed capital ensuring its
effective use in the interests of the bank and its customers. It is not accidental that the purpose of
strategic management is the introduction and development of new areas of activity and banking products
so that they can contribute to the growing volume of transactions, multiply revenues and increase the
market value of shares of a commercial bank. The aim of this research is to study the features of
management of the quality of bank services in highly competitive conditions. The article considers the
peculiarities of the introduction of the policy on management of the quality of banking services both for the
bank itself and for its clients, as well as the necessity of the introduction of the Constitution of a
commercial bank on the example of BB JSC "Sherbank".

The article considers the peculiarities of the introduction of the policy on management of the quality
of banking services both for the bank itself and for its clients, as well as the necessity of the introduction
of the Constitution of a commercial bank on the example of BB JSC "Sberbank".
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KOMMEPUUANDBbIK BAHKTIH KOHCTUTYUUACDIH EHII3Y TYPAIbI
CAYAJIbIHOA BAHKTIK MEHEOXMEHT TUIMAINITIH APTTbIPY MAKCATDI

Yaknaesa M.M. — Axmem BalimypcbiHo8 ambiHOarbl KocmaHal memriekemmik yHugepcumemiHid
Kapxbl xoHe baHkK ici kaghedpacbiHbIH afa OKbIMYyWbICbl

KacbsiHosa B.l1. — Axmem BalimypcbiHoe ambiHOarbl Kocmarali Memiekemmik yHusepcumemiHiH
wem mindepi kagpedpachbIHbIH ara OKbIMYWbIChI

Casicammebi cananbl 6ackapy 60nbin Ke3-keneeH ylbiMObl 6ackapy yUeciHiH e3eai, OHbIH iWwiHOe
6aHk mabbinadel. MyHdOal cassicammbi Kypy 6onbin 6aHk MaleHuemiH ylbimOacmbipyObl ambimyObiH
MaHbI30blI myxbipbiMOamarbiKk Kab0ambl mabbinadbl. baHKmiK KbisMemmi Kypy rpoueciHOe xoHe icke
aceipyda 6aprnblK KambiCywhblnapObliH bIHMbIMaKkmacmelfbl casicammabl o3iprey Ke3iHO0e MaHbI30bl
gakmopbl 6oyl muic. Casicammbl  backapy canacbkiHblH 6acmbl  udesicbiHOa 6aHK ©HIMHIH
canarnbifbIMEH faHa XYMbIC icmeyee muic eMec, XYMbIC repcoHandapbiH Koca anraHOa 6aprbiK yUbiM
canacoiHa Oa KeHin 6erneeH xeH. baHkme Kbidamem canacbl Kyxam mypiHOeai npakmukarsblK 6pHeK
6onybl muic. Cana canacsiHOa baHKkmiH Kykammbl Kabblnday casicambiH, OHbIH Hez2i3iH0e 6apribiK 6aHK
rpoyeciH Kypyra mymkiHOik 6epedi, coHOal-aK esze 0e KyxammapObl Kabbindayda, onap benzineHzeH
canansl casicamka calkec Kenyi muic. Hakmbi 6aHKmiH casicam canachkiHblH KyXambl 6aHKmiH cana
canacbiHOafbl Makcammapbl MeH MiHOemmepi, Heeizei besneinelimiH bafbimmapbl, ©3iHOIK
KoHCcmumyuuscb! 6011ybl muic.

byn makanada 6aHKmiH ©3i yWiH O€ XeHe OHbIH KIueHmmepi ywiH 6aHKmiIK Kbi3Mem canacbiH
backapy bolibiHwa casicam epekuwlernikmepi, coHOal-ak Eb AK "CbepbaHK" MbicarnbiHOa KOMMepUUsinbIK
b6aHk KoHcmumyuusiHbIH KaxxemminiaiH eHeai3inyi Kapacmbipbliadkbl.

Kinmmik ce3dep: 6aHK, MeHeOXMeHM, KOHCMUMYyUusi, cana, 6aHKmik Kbiamem
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lMonumuka ynpaesneHusi Ka4ecmeoMm si8riiemcsi S0POM cucmeMbl yrpaesneHusi /1tobol opeaHu3a-
uuu, 8 mom 4qucne u baHka. [MocmpoeHue makol MOAUMUKU S18/15emMCsl 8aXHbIM KOHUENnmyarbHbIM
waaom Ha nymu pa3sumusi opa2aHu3ayuoHHoU Kyrnbmypbl baHka. CompydHUYecmeo 8cex y4acmHUKO8 8
npouecce co3daHus u peanu3dayuu 6aHkKosckol ycrnyau OO/MKHO cmamb 8axHeUwuM ¢hakmopom rpu
ebipabomke nonumuku. [nasHas udesi NoAUMUKU yrpaesieHusi Ka4ecmeom cocmoum 8 mom, Yymo 6aHk
O0ormkeH pabomamb He MOoJIbKO Had KayecmaoM camMozo rpodykma, HO U Had kayecmeom opaaHu3ayuu 8
uenom, ekmnoyass pabomy nepcoHana. Kadecmeo ycriye e 6aHke OO/MKHO UMemb [pakmu4yeckoe
ebipaxeHue 8 sude OokymeHma. [JokymMeHmarnbHoe npuHsmue nonumuku baHka e obrnacmu kayecmsa
110380/719€M NOCMPOUMb Ha €€ OCHOBE 8CE MPOUECChi 8 baHKe, a Makxe rnpUHsIMb UHble OOKYMEHMbI,
Komopble OO0SKHLI COOmMeemcmeogams yCmaHo8/IEHHOU MoAumMuKe Kkadecmsea. [JOKymMeHm monumuku
Kayecmea KOHKpemHoz2o 6aHka OommkeH 6bimb ceoeobpasHol KoHcmumyuyuel, ycmadasnusarowel
OCHOBHbI€ HarpasneHusi, yenu u 3adaqyu baHka e obracmu ka4ecmea

Llenbto daHHO20 uccriedosaHus senssemcs udydeHue ocobeHHocmel yripaeneHusi Ka4ecmeom
b6aHKOBCKUX yCIly2 8 yCrio8USX XecmKol KOHKypeHuuu. B cmambe paccmampusatomcsi ocobeHHocmu
8HeOPEeHUsT MoNUMUKU MO yrnpasneHuro Kadecmeom 6aHKO8CKUX ycriye Kak Onsi camo2o baHka, mak u
0nd e2o0 KnueHmMos, a makxe Heobxodumocmb esedeHusi KoHcmumyuyuu kommepdeckozo baHka Ha
npumepe b AO «CbepbaHk».

Kniroyesbie criosa: baHK, MEHEDXMEHM, KOHCMUMYUUS, Kayecmeo, baHKoeckasl ycryaa

The activity of any commercial enterprise in the conditions of a market economy requires a high
level of management without which it is impossible to achieve the goals of the enterprise and to ensure its
competitiveness and efficiency. Management of the bank is the process of managing the bank in the
market economy conditions. It is based on management methods concretized by the practice of
conducting banking activity that presents a specific business area, which is directly reflected in the
content of bank management and distinguishes it from management in other sectors of national economy.
As a special form of control bank management arises only in the conditions of a developed market
economy and in a general view presents itself as the management of relationships connected with the
strategic and tactical planning, analysis, regulation, control of the bank activity, management of finances,
marketing activity, personnel which carries out bank operations.

The policy of quality Management is the core of any organization's management system, including
the Bank. There is not a single person from the Chairman of the Board up to a cashier, not affecting the
quality of banking services. The construction of such a policy is an important conceptual step towards the
development of the bank's organizational culture. The cooperation of all participants in the process of
creation and implementation of banking services should become the major factor in the formation of this
policy.

The main idea of the quality management policy is that the bank should work not only on the
quality of the product itself, but also on the quality of the organization as a whole, including the work of
the personnel. Constant improvement of these three components - production, bank, personnel - allows
achieving faster and more efficient business development. Quality is determined by the achievement of
customers' satisfaction, improvement in financial results and the growth of employees' satisfaction with
their work at the bank.

Implementation of the bank's policy on the management of quality of banking services might look
like this (Table 1). The quality of services in the bank should have a practical expression in the form of a
document. Documented adoption of the Bank's policy in the field of quality allows you to build on its basis
all the processes in the bank, and to adopt any other documents that must comply with the established
policy of quality. The document of the quality policy of a particular bank should be a kind of the
Constitution that establishes the main directions, goals and objectives of the bank in the field of quality.
For the psychological perception by all employees of the Bank this document as fundamental in their
activities, it is proposed to call this document, for example, the Constitution of BB JSC "Sberbank" or JSC
"Kazkommertsbank".

Table 1 — An example of the Bank's policy on the quality of bank services management.

Action Bank Client
1. Search for the | Carries out marketing activities, forms a | Feels a need for high-quality banking
potential client quality policy service, looks for sources of funding

2. Negotiations | Holds negotiations with the client, finds | Sends a request to the bank, takes
and collection of | out his desire for the service and its | interest to the development of relations
materials quality with the bank, defines own needs in
quality.




3.Preliminary
assessment of
the client

Preliminary estimates the ratio of quality
requirements and the financial
possibilities of the client

Provides the bank with the information
about his quality requirements and
financial possibilities

4.Analysis of the
client

Gets the client application, studies the
documentation, determines the degree of
risk and individual possibilities for the
client to improve the quality.

Provides the necessary documents,
provision (if necessary)

5. Decision-
making

Makes a decision on the granting of
banking services, informs the client
about his decision and makes out an
agreement ( the bank employees, but not
the client draw up and fill in)

Waits for the bank’s decision

6. Conclusion of
the contract

At the positive decision on the provision
of banking services informs the client
about his decision and makes out an
agreement ( the bank employees, but not
the client draw up and fill in)

Gets a positive response on granting
bank services, concludes the contract,
agrees with the bank the terms of
quality of services with appropriate
financial provision.

7.Providing
services

Fulfills the obligations under the contract

Performs the reciprocal obligations
under the contract, estimates the actual
guality of the resulting bank services

8. Final activities
(with proper per-
formance of the
contract by the
bank)

Controls the quality of the process and
the result of the bank services

Gets documentary evidence  of
rendered bank services, and an
advertising package on the quality of
other services of the bank.

9. Final activities
(with proper per-
formance of the
contract by the

1) Receives from the client motivated
negative assessment of the quality of the
rendered bank services, offers to
formulate in writing.

1) Justifies a negative assessment of
the quality of services rendered by the
bank, makes out it in writing.

2) Waits for the decision.

bank) 2) Evaluates the motivation of a negative | 3) Accepts compensation for damage
assessment of the quality of the client, | or a written proposal (stating
compares with the reality and the content | objections).

of the agreement.

3) Makes a decision on compensation of
damage caused to the client either in
writing or makes out a proposal to
resolve the dispute in court, motivating
his objections.

Each client when applying to any branch of the bank should be familiar with the Constitution,
therefore, the document should be in a visible place in the priority places of habitual residence of
customers. For employees the Constitution should be located in the office on the priority place.
Accordingly, in the individual and collective contracts or local bank acts issued by senior management, a
relatively strict disciplinary responsibility for violation of the Constitution of the bank must be provided.
Each bank customer should be given a mobile possibility to apply with the claim to the employee who has
violated the Constitution of the bank, and the provision about it should be fixed in the final clauses of the
Constitution. On the department of ensuring the quality of banking services should be assigned the
controlling function over a strict compliance with the provisions of the Constitution of the bank by all
employees, including management staff, the conducting of official internal investigation and the transfer of
its results to senior management of the bank for taking disciplinary action in accordance with the labor
legislation and internal local acts. Only such organizational approach will allow changing the staff's
perceptions to the quality and will eliminate the relation to it as to an additional non-obligatory element of
banking services.

Thus, the policy of quality should not be structurally incorporated into the overall policy of the
bank, but should be a priority document upon which the common policy of the bank and its components
(credit, currency, interest rate policy, and so on.) should be formed. This is grounded by the fact that, in
practice, the quality policy of banking services is nothing else but the principle of bank activities in terms




of quality or a long-term goal. The Constitution of the bank should include a list of principles, goals and
objectives of the bank's activities in the field of quality; it must necessarily include the definition of the
quality of banking services, as quality is the central term of this document. It is also based on the fact that
the bank's employees, as well as often the customers themselves, do not understand the exact meaning
of the term or have an abstract and intuitive idea. The mini-survey conducted among the 1527 employees
of the BB JSC "Sbherbank" as one of the leading banks showed that 80% of the employees have an
abstract and incomplete picture of the quality of the concept of banking services. Answering the question
"What is, in your opinion, the quality of banking services?" they responded: "This is when the service is
provided quickly and inexpensively," "Courteous service of customers «, "Additional convenience for
customers", "Friendliness and assistance in matters," and so on. A similar survey of 50 clients showed
their intuitive understanding of quality (Here are the examples of their answers: "If | like the way | have
been served," "If all is done without paperwork and with the results", "I came out of the bank in a good
mood: all is done and the head does not hurt," "Fast transfers, the continued availability of money from an
ATM - it's quality"). Here is given the example of a possible definition of the quality of banking services for
the project Constitution of the bank "Quality is a reflection and anticipation of the expectations and needs
of customers during the development, creation and provision of banking services."

The definition of the quality in the Constitution of the bank should not be scientific or complex in
perception. This will cause a misunderstanding of the definition by a majority of employees and, most
importantly, by clients. Consequently, such a definition will not be of any importance in the bank's
Constitution, the function of which is not formal, but practical. For the analysis the following question was
included in the mini-survey: "What definition of quality seems to you most understandable?" With five
variants of answers:

- quality - is the economic characteristics, purpose, functionality, security, technology, continuity,
design of banking services determining its effectiveness and the level of market prices (Abdrahmanova
A.N) [1, p.15];

- quality is an integral part of bank management system, aimed at meeting customers’ needs and
determining the quality characteristics of banking products (Dolgina A.A.) [2, p.53];

- the quality of banking services is a set of obligatory actions of the bank: customer orientation,
leadership, staff involvement, process approach, system approach to management, continual
improvement, adoption of evidence-based solutions and the establishment of mutually beneficial
relationships with suppliers (Lisak B.l.) [3, p.29];

quality - is the system of balanced indices of bank's activities and characteristics of services
provided by the bank, aimed at the satisfaction of all stakeholders, and determination of the value of the
bank (Lavrushin O.1.) [4, p.160];

quality is a reflection and anticipation of the expectations and needs of customers during the
development, creation and provision of banking services (Albekova S.S.) [5, p.76].

The method of ranking was used to determine the degree of perception of this definition by 1527
employees of the bank and by 50 clients. Tables 2 and 3, present the results of the survey which are
located according to the principle: from more understandable definition to less from top to down. The
place of each definition is due to a greater or less frequency of selection by respondents (Table 2).

Table 2 — The extent of the admissibility of the perception of determination of the quality of
banking services on the results of the survey of bank customers

Variant of the determining of notion The degree of perception availability
Definition of S.Albekova 1
Definition of A. Abdrahmanova
Definition of O. Lavrushin
Definition of A. Dolgina
Definition of B. Lisak

GbhlWIN

As it can be seen from Table 2, from the proposed definitions the definition of S. Albekov was
the most comprehensible to the bank's customers, therefore it should be included in the bank's
Constitution. Preference was given to this definition by 76.3% of clients-respondents. Next, we consider
the results of the survey of bank employees (Table 3).

Table 3 — The extent of the admissibility of the perception of determination of the quality of
banking services on the results of the survey of bank employees

Variant of the determining of notion The degree of perception availability
Definition of S.Albekova 1




Definition of A. Abdrahmanova
Definition of O. Lavrushin
Definition of A. Dolgina
Definition of B. Lisak

glhlwWN

Employees have been warned that the survey does not have the purpose of assessing their
professional skills, and aims to identify the understanding of the notion of quality of banking services. It
allowed to avoid the responses aimed at assessing the suitability of a scientific definition. As it is seen
from the table, the definition of S. Albekova took the first degree of accessibility of perception among bank
employees, the same as on the results of the survey of clients. The rest of the definitions took the position
in another way than in the table for customers it is because of the higher availability of understanding by
employees terms used in the definitions of banking. Preference to the definition of S. Albekovoy is given
by 58% of employees-respondents.

It is recommended to develop and distribute for the employees a brochure explaining each clause
of the Constitution of the bank (i.e. policy in the field of quality.), For example, in the form: "Commentary
on the Constitution of the bank" or the" Handbook of the quality of the bank personnel ". Ideally, one can
place the responsibility on the Department of quality provision to develop such methodological brochure
for each position in the bank from the cashier to the Director of the Bank with the final approval by the top
management of the bank. It will allow ensuring maximum practical use of the Constitution and outlining
the responsibilities of each employee for violation of the provisions of the Constitution of the bank.

This brochure must include:

- the field of application of quality management system of banking services for certain positions;

- documented procedures relating to the competence of the position established for the quality
management system, or reference to them;

- description of business processes, which creates an employee of a certain position, and the
required indicators of their quality;

- methodology for assessing the quality of banking services in part of the competence of the
position;

- indicators of content, formulation and periodicity of presenting the report on the results of the
compliance with the policy of quality by employees.

Of course, the system of responsibility for violation of the clauses of the Constitution must not
prevail. It is necessary to introduce a flexible system of incentives for compliance with the provisions of
the Constitution of the bank. This may be material incentives (remuneration, provision of paid extra days
of rest, career opportunities, and so on.) or moral (awarding the title of "Miss (Mr.) quality", the publication
of gratitude, a leave in the summer time, and so on.). Kinds of rewards and penalties for respectively strict
observance and the violation of the provisions of the bank's quality policy should be included in the
methodical brochure.

The adoption of the Constitution of the bank is certainly a complicated process. In our opinion, in
connection with the need to ensure the practical effectiveness of the quality policy, it is important to
conduct approbation of the Constitution. Approbation should be divided into three stages:

1. Introduction of the Constitution and its attendant documents (for example, the proposed
methodological brochures);

2. ldentification of inconsistencies, incidents, errors and excesses in the clauses of the Constitution
of the bank, their fixation;

3. Introduction of changes to the original draft of the Constitution and their approval.

Only this approach will allow to avoid the pretentiousness and formalities of the policy in the field of
banking services.

The bank's management must define and formulate goals and commitments in the field of the
policy of quality in writing, focusing on the customers' requirements. The policy quality should give
confidence that the ideas in the field of quality are accepted by all employees of the bank. The quality
policy should be clear and feasible.
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