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Key words: The article deals with topical issues of diagnostics and substantiation of
economic diagnostics, competitive competitive advantages in commercial banks. It is stated that the priority for banks
advantages, competitiveness, integral in the context of achieving a high level of competitiveness in the banking services
method, CRM-system. market is to provide competitive advantages over direct and potential competitors

based on the introduction of innovative banking products, improving customer
service, optimizing the cost of attracting and placing banking resources.
Diagnostics of competitive advantages, rocak and strong parts of the evaluated
bank in the struggle against competitors by the integral method is carried out in
this work. The application of this method is based on determining the location of
competitors for each object of evaluation by ranking the achieved values of indices.
It is emphasized that the obtained data, in addition to finding competitive
advantages, allow us to form the main directions of further analysis and
substantiation of management decisions. The competitive advantages of the bank
are the result of effective banking management, its management's ability to respond
promptly to changing market needs and promptly adapt to them. It is noted that in
order to establish and manage customer relationships, it is advisable to introduce a
Customer Relationship Management (CRM) system, which, according to basic
research, improves the quality of service by up to 40%. It has been found that the
CRM system of managing the sales of banking products is more effective due to
the ability to monitor the implementation of the product sales plan and to develop
the customer base through cross-sales, taking into account the client's contact
history with the bank. The development and refinement of such new customer
database technologies causes significant changes in the classic concept of
organization and operation of information systems.

JIIATHOCTHKA | OBrPYHTYBAHHH KOHKYPEHTHHUX IEPEBAT
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Kiouosi ciioBa: Po3risiHyTO aKkTyanbHI MATaHHS TIarHOCTHKKA W OOTPYHTYBaHHS KOHKYPEHTHHX
€KOHOMIYHA JA1arHOCTHUKA, KOHKYPEHTHI nepeBar y KOMepIiiHux 0aHkax. 3a3HaueHo, IO MepIIOYePrOBIM 3aBIAHHM IS
repeBaru, KOHKYpPEeHTOCTIPOMOKHICTb, 0aHKIB y KOHTEKCTi JOCATHEHHS BHCOKOTO PiBHS KOHKYpPEHTOCIPOMOKHOCTI Ha
inTerpanpHuii Meron, CRM-cuctema. PHHKY 0aHKIBCBKHX ITOCIYT € 3a0e3NeyeHHs] KOHKYPEHTHHUX IepeBar MOpiBHIHO 3

OpSIMUMH  Ta TOTCHUIHHMMHM KOHKYpPEHTaMHM Ha IIJCTaBl 3ampoBaKEeHHS
IHHOBAI[IfHMX OAHKIBCHKMX TPOJAYKTIB, IMiJBHUINEHHS SKOCTI OOCIyroBYyBaHHS
KJTi€HTIB, ONTHMI3allii BapTOCTi 3aTyUeHHs Ta PO3MIIlEHHs 0aHKIBCEKUX PECypCiB
Tomo. Y poOOTi MPOBENEHO MiarHOCTHKY KOHKYPEHTHHX IepeBar, CHIbHUX Ta
CITaOKHX CTOPIH OLIHIOBAHOTO 0aHKY B OOpOTHOI 3 KOHKYPEHTaMH iHTETpaIbHIM
METO/IOM. 3acTOCYBaHHsS IbOTO METOAY IPYHTYETHCS Ha BHM3HAYCHHI MicIs
KOHKYPEHTIB 32 KOXHHM O00'€KTOM OLIHIOBaHHS IUIIXOM PpaH)XyBaHHS
JOCSITHYTHX 3HAa4YeHb MNOKa3HUKiB. HaromomieHo, 1o oTpumaHi [aHi, OKpiMm
KOHCTaTallii KOHKYPEHTHHX IIepeBar, 103BOJISIIOTh COPMYBaTH OCHOBHI HAIPSIMU
MOJAJIBIIOr0 aHali3y Ta OOIPYHTYBAaHHS YHPaBIiHCHKMX pilneHb. KoHKypeHTHi
nepeBar OaHKy € pe3ysbTaToM e(eKTHBHOro OaHKiBCBKOTO MEHEKMEHTY,
3[aTHOCTI HOro KepiBHMITBA 1O ONMEPAaTHBHOIO pearyBaHHsA Ha 3MiHy 1oTpe®
PMHKY Ta ONEepaTUBHOI ajanTallii 1o HUX. 3a3HAYEHO, L0 JUIS HAIArOMKEHHS Ta
YIpPaBIiHHA B3a€MOBIHOCHHAMH 3 KIIIEHTAMH JIOLUIBHAM € BIPOBAIKECHHS
cuctemu Customer Relationship Management (CRM), sika 3a pe3ynbraTamu
(dyHAaMEHTaNIbHUX JIOCHI/KeHb MiIBHINYE sKicTh oOcmyroByBaHHs 10 40%.
VYcranosneHo, mo 3a gonomororo CRM-cucremy ympaBiiHHS —IpoLiecoM
NpOoAaXiB OAHKIBCHKUX NPOAYKTIB € OUIbLI eeKTHBHUM 3aBASKH MOXIIHBOCTI
KOHTPOJIIOBATH BUKOHAHHS IJIaHy HPOJAXiB MPOJYKTIB i PO3BUBATH KIIEHTCHKY
6a3y HUIIXOM IEePEXPECHUX MPOAAKIB, YPAXOBYIOUH ICTOPiI0 KOHTAKTIB KIIi€HTA 3
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6aHkoM. PO3BUTOK Ta yJIOCKOHAJICHHS Ha OCHOBI TAKMX HOBHUX TEXHOJOTiil 0a3
JAHUX KIIEHTIB BUKJIMKAE iCTOTHI 3MiHM B KJIACHYHIH KOHIEMNMIi opraHizamii it
eKcIuTyaTanii iHpopMaLiiHUX CUCTEM.

Statement of the problem

In the conditions of market changes characteristic of the
current stage of development of the domestic economy,
improving the competitiveness of economic entities is the
most important task to which the efforts of managers are
directed.

Competitive advantages are formed by the emergence and
development of competition; the more inclusive the
competition becomes, the more significant competitive
advantage as for commercial success. There is currently
no single approach for diagnosing banks' competitive
advantage. The problem of competitiveness assessment is
due to the fact that the Ukrainian banks have almost no
systematic and complex nature of determining the state of
competitiveness and a set of indicators of its assessment.

Today, banking institutions have never before felt an
urgent need to refine their client policies and actualize
marketing strategies that ensure what they achieve the
intended level of market positioning through their constant
adaptation to changing competitive environments. In such
circumstances, it is relevant to study methodological
approaches to assess the level of competitive advantage of
banks as a component of their development.

Analysis of recent studies and publications

Problems of competitiveness and diagnostics of
competitive advantages of commercial banks have been
actively considered by many foreign and domestic
scientists. The general approaches to determining
competitive advantages are outlined in the works of
Yu.B. lvanova, P.A Orlova, A.V. Voychakova,
N. A. Zadorozhny, R. P. Kamyshnikov,
R. M. Bogachova, S. P. Gavrilyuka, L.V. Balabanova.

The issue of the competitive position of banks and banking
products has been studied to a smaller extent. In the
domestic literature there are attempts to determine the
essence of the competitiveness of the bank and banking
products in the works of I. A. Lutogo, O. O Solodkoy [1],
Yu. O. Zaruby, I.O Fomin [2], L.V. Fedulova [3],
S.A. Kozmenko. Directly analysis of the competitive
position of banking services devoted to the work of IB
Andreev, which have important applied value, but do not
sufficiently reveal the theory of the question. The
theoretical aspects of competitive position are most deeply
explored in the works of Yu. I. Korobova.

One of the important issues is the development of
theoretical and methodological provisions for the
diagnosis of competitive advantages. The examination of
economic diagnostics was performed by the scientists
I. O Gutorova [4], V.L. Dykan, R.l. Zhovnach [5],
O.E. Kuzmin [6], D.O. Rybnitsky, V.V. Yatsura,

0.0. Adler [7]. A number of works by domestic and
foreign scientists are devoted to the development of
theoretical and methodological provisions for ensuring the
competitiveness of market players, among them authors
such as T.M. Chechetova-Terashvili, Y. Garachuk,
V. Gorbatov [8].

Despite the importance of existing scientific
developments, it is worth noting that a considerable
number of problems in the study of this topic remains
unresolved, so it is advisable to develop a methodology for
comprehensive assessment of the competitive advantages
of commercial banks.

Objectives of the article

The purpose of the article is to study the problems of
diagnostics of competitive advantages of commercial
banks and substantiate the feasibility of introducing a
comprehensive  integrated assessment of  their
competitiveness.

According to this goal, a set of main tasks aimed at its
achievement is determined: to identify factors that
influence the competitive advantages of the bank and
methods of their diagnosis; to propose the method most
suitable for analysis; determine the competitive
advantages of the research object; to develop ways to
improve the commercial bank's competitive advantage.

The main material of the research

The purpose of the article is to study the problems of
diagnostics of competitive advantages of commercial
banks and substantiate the feasibility of introducing a
comprehensive  integrated  assessment  of their
competitiveness.

According to this goal, a set of main tasks aimed at its
achievement is determined: to identify factors that
influence the competitive advantages of the bank and
methods of their diagnosis; to propose the method most
suitable for analysis; determine the competitive
advantages of the research object; to develop ways to
improve the commercial bank's competitive advantage.

Most authors consider competitive advantage as the level
of effective use of available resources of the firm and
divide them into external (based on distinctive qualities of
the goods that create value for the buyer) and internal
(based on the advantage of the company in terms of
production costs, which are less than competitors ). There
are two groups of factors that provide a business entity
with competitive advantage—activity and resource
benefits. [9, p. 153]. The components of benefits in
resources and activities are indicated in the following
scheme (Fig. 1).
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Fig. 1. Components of benefits in resources and activities

Economic diagnostics uses different methods, techniques
and methods of assessment. SWOT analysis has become
widely used to identify and structure the strong and weak
sides of a bank; as well as peer review methods (Delphi,

round table, interview, peer review, brainstorming,
scripting); method of comparisons (or analogies),
benchmarking, economic and mathematical methods, etc.
(Table 1).

Table 1 — Methods for assessing competitive advantage

Method name

Characteristic of the method

Method of assessing
the competitiveness of
products

The level of competitiveness is estimated on the basis of the consumer value of the products
produced on the basis of the correlation of two characteristics: quality and price. The most
competitive product is considered to have the optimal ratio of these characteristics

A method of
analyzing the
comparative
advantages of
competitors

Winning sustainable competitive positions is ensured by the comparative advantages that make it
possible to reduce production costs compared to competitors. Competitiveness is assessed by
comparing not only production costs but also volumes and profit margins, sales volumes and market
shares.

Method based on the
theory of effective
competition

Comparison of status indicators with competitors and industry averages is used. The most
competitive are those where the best organized work of all units and services. Performance appraisal
depends on resource utilization.

Integral method

It includes two elements: an indicator that reflects the degree of satisfaction of the consumer's needs
and an indicator of production efficiency (in its quality, used return on assets, return on equity or
profitability of production). The Bank's integral indicators are compared with those for competitors.

Method of self-
evaluation of activity

The method involves expert assessment of performance against predefined criteria. The sum of the
estimates obtained for each criterion is multiplied by the significance of the criterion and summed
up, summarizing the overall evaluation of the activity. The value obtained hereafter is compared

with a previous assessment of the enterprise itself or with an evaluation of competitors' activities.

Diagnosis of competitive advantages, strong and weak
sides of the evaluated bank in the struggle against
competitors let’s carry out by integrated method. The
application of this method is based on determining the
location of competitors for each object of evaluation by
ranking the achieved values of indicators. The best
condition is rated by maximum rank. Carrying out such
work allows us to determine by which the compared

102

evaluation criteria the bank is ahead of its competitors, and
by which it is lagging behind (quantitative assessment of
the lag (ahead) is not carried out in this case).

Based on the ranks and coefficients assigned to these
ranks, an integral indicator of the competitive advantage
of the bank is determined, which allows to identify the
most competitive bank (formula 1).
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K = 2?:1 a; * Py, (1)

where K — is an integral indicator of assessing the
competitive advantages of the bank; a — weight of
advantage; P; — is an assigned rank.
The advantage of this method is its simplicity, complexity,
its ability to evaluate both quantitative and qualitative
indicators. At the same time, this method gives only a
generalized result and does not allow to estimate the
degree of lag of the bank from its main competitors.

Bank ratings in Ukraine are calculated using this method.
For example, the National Bank of Ukraine rating banks
separately on assets and liabilities (includes the amount of
assets, equity and liabilities), on the loan and investment
portfolio (the size of the loan portfolio, interbank loans,
commercial loans, securities), on capital and the financial
result (cost of capital, financial result, authorized capital),
on deposits of legal entities and individuals (on demand
and term) [10].

MinfinMedia LLC calculates the rating of banks' stability
by the rank method. It includes the following groups of
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indicators: stress resistance, investor loyalty, analyst
assessment, place in the rating on deposits of individuals.

The online publication Mind.Ua generates a bank viability
rating that takes into account the most important factors
for financial sustainability (asset size, instant liquidity,
bad loans). A score of 1 to 4 is assigned to each factor
before determining its importance.

We will illustrate the application of the integrated method
to the identified competitive advantages on the example of
Credobank JSC (CB) in comparison with the leading
banks in the respective segments of activity — JSC
Privatbank (PB) and JSC Ukrsibbank (UB). Once the
calculated indicators of financial sustainability, image and
quality of services have been assigned ranks, it is possible
to determine the integral indicator of the bank's
competitiveness. The score is calculated on the basis of the
sum of the scores of all points for the corresponding rank
factor. The maximum score can be 10 points. It is in a
percentage ratio of 40% of the assessment of the financial
group of indicators, 30% is based on indicators of the
image and quality of services of the bank.

Table 2 — Analysis of the integral indicator of bank competitiveness

The product of coefficient

Indicators Rank factor Ranks and rank
B PB B CB PB UB
Hl 0,08 3 0,08 0,24 0,16
H2 0,08 0,16 0,08 0,24
H3 0,08 0,24 0,08 0,16
H6 0,08 0,08 0,16 0,24
H7 0,08 0,24 0,16 0,08
HS8 0,08 0,24 0,24 0,08
H9 0,08 0,24 0,16 0,16
HI11 0,07 0,21 0,07 0,14
HI2 0,08 0,24 0,16 0,08
J13-1 0,08 0,24 0,08 0,16
JI13-2 0,07 0,21 0,14 0,07
LCRsB 0,07 0,07 0,14 0,21
LCRiB 0,08 0,08 0,16 0,24
Reliability factor 0,08 0,16 0,24 0,08
Financial leverage ratio 0,08 0,16 0,24 0,08

The ratio of equity participation in the

. 0,08 0,16 0,24 0,08
formation of assets
Capital Multiplier Ratio 0,08 0,16 0,08 0,24
Bank's share in the deposit market 0,13 0,13 0,39 0,26
Profitability 0,18 0,18 0,54 0,36
Popularity 0,13 0,13 0,39 0,26
A level of prestige 0,13 0,26 0,26 0,39
Reputation 0,17 0,51 0,17 0,51
Quality of funding 0,13 0,39 0,13 0,39
Auvailability of the bank 0,13 0,13 0,39 0,26
The cost of deposits 0,33 0,66 0,99 0,33
Cost of loans 0,33 0,99 0,66 0,33
A set of services for individuals 0,17 0,34 0,51 0,17
Set of services for legal entities 0,17 0,17 0,51 0,34

RINIWINRFRPWWINIEFRRFRFRIN N (NNIRPIRPWLWWWWWWW [, WINIFO
NRPIRPIRPINWWWINININIW|) P [RPIRPWWIERLINIEINNIRPRWINWIN|C

The value of the integral index -

PO IWINWIWIFR[(FRPINWIWIWFR| W [(WWINININFRINEFEPINIWIN(IN |-

6,86 7,61 6,1

According to the received data, JSC Privatbank is the most
competitive — 7.61 points, in the second place — JSC
"Kredobank" (6.86 points), in the third place — JSC
"Ukrsibbank” (6.10 points). In addition to finding
competitive advantages, the obtained data allow us to form

the main directions for further analysis and justification of
management decisions. Thus, the components of the
integral indicator of JSC "Kredobank" are 43% financial
indicators, 32% — the quality of services rendered and 25%
— the image of the bank. Thus, the priority efforts of the
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management of JSC "Kredobank" should be directed to
improving the quality of services rendered and the image
of the bank. This can be achieved through proper customer
service, which enables the following results to be
substantiated by basic research [11]:

— 5% increase in the number of regular buyers
increases the sales volume by 25%;

—  the cost of attracting a new customer to the service
of the bank is approximately 5 to 10 times greater than
maintaining the existing one;

—  reduction of customer outflow by 5-10% provides
the bank with up to 75% additional profit;

— 5% increase in customer retention contributes to 85%
increase in bank profit;

— a satisfied customer will report about a good
purchase to at least of five their friends, a dissatisfied
customer to a minimum of 10;

—  Customer Customer Relationship Management
(CRM) — enhances customer service by up to 40%;

—  the costs of attracting every new customer to the
bank with increasing saturation of the market are
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increasing, and the costs of customer retention remain
low;

—  a stable customer base ensures the stability of the
bank's activity and helps to strengthen its competitiveness.
To establish and manage customer relationships, it is
important to ensure that functions such as planning and
controlling the execution of a sales plan are effective. By
this goal, foreign banks actively use the CRM system,
which is based on the use of advanced information
technologies, through which the bank collects information
about its customers [7, p. 45]. All client meetings
conducted by the managers must be scheduled and
recorded in CRM, which allows for the most efficient
preparation for the meeting and the distribution of
workloads. The information provided by the Head of the
Banking Branch allows you to control the number and
effectiveness of client meetings conducted by managers.

The process of selling bank services using the CRM
system is presented in Fig. 2.

Sales Plan

Manager

5 r Head of the department : : Bank head office

- Planning meetings;

- Making information about the
implementation of the
agreement;

- Control of important dates
(birthdays, clients' professional
holidays);

- Analysis of existing customer
base for cross-selling.

- Control of planning and
conducting meetings of
subordinate employees;

- Monitoring the implementation
of the sales plan;

- Distribution of meetings
between employees.

- Consolidated reporting on
meetings and sales;

- Rating of managers,
departments and regions;

- Consideration of indicators
within the motivation
program.

Fig. 2. The scheme of management of sales process by means of CRM-system

Thus, using the CRM system, sales process management
is more effective with the ability to: monitor the execution
of a product sales plan and develop a customer base
through cross-sales, taking into account the client's contact
history with the bank. The development and refinement of
such new customer technologies causes significant
changes in the classic concept of organization and
operation of information systems.

Conclusions

In recent years, Ukrainian banks have been affected by a
large number of changes in the financial services market,
characterized by an increase in the range of banking
products, the introduction of modern information
technologies in bank management, consolidation or
reduction in the number of banks. There is currently no
single approach to diagnosing the competitive advantages
of commercial banks. The problem of competitiveness
assessment is due to the fact that the Ukrainian banks have
almost no systematic and complex nature of determining
the state of competitiveness and a set of indicators of its
assessment.

The competitive advantages of the bank are the result of
effective banking management, its management's ability
to respond promptly to changing market needs and
promptly adapt to them. Accordingly, the level of
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competitive advantages of a bank depends on a certain
combination of numerous internal (efficiency of
organizational culture, qualification of bank staff, high
level of its capitalization, etc.) and external factors
(intensity of competition in the banking services market,
stability in financial markets, the level of state support of
the banking sector, the presence of effective demand for
banking products and services, etc.), the change of which
causes a change in the level of competitive advantages of
a banking institution.

Coming from those that the bank operates in an ever-
changing environment, its management in order to ensure
a stable competitive position in the field of banking
activity must constantly adapt to the requirements and
wishes of customers, maintain an adequate pricing policy,
quickly respond to the emergence of new banking
products and services, provide them implementation of the
bank's practical activities, take into account and quickly
respond to changes in the economic and political situation
in the country. One of the ways to improve our
competitive position in domestic banking market is to
implement a CRM system for managing product sales and
customer base development through cross-sales, taking
into account the client's contact history with the bank and
monitoring the implementation of the plan.
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