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ABTOMATHU3AILIUA OBPABOTKH KJIMEHTCKHUX 3AITIPOCOB B BAHKOBCKOI C®EPE

AnHomayusi:

Ha CeFOI[HHIlIHI/Iﬁ JCHb YK€ MMOYTHU HCBO3MOKHO MPEACTABUTL NPECANTPUATUE, TAC XOTA ObI B OJHOM U3 OT-
JIeNIOB He OBLIa BHEJpEHA aBTOMATH3aIN] BHYTPEHHUX U BHEITHUX MPOIIECCOB WA JOKYMEHTOOOOPOT HE
OBLT TepeBe/IcH B AIICKTPOHHBIN BUA. MBI KHBEM B 30Xy WHHOBAIMW, W Pa3BUTHE WH(POPMAINOHHBIX
CHCTEM TI03BOJIACT CIENIATh KAYeCTBO JKU3HH HAMHOTO JIyYIIIE.

OmHUMH U3 TIEPBBIX, KTO BHEAPHUI aBTOMATH3AIIHIO MPOIECCOB B CBOKO paboTy cTaimy OaHku. B ycnoBmsax
BO3pOCIIEH KOHKYPEHIINH, KK OaHK CTPEMHTHCS MPEIOCTaBUTh KIMCHTY IIUPOYANIINA CIIEKTp yC-
JyT ¢ HanOoJiee BBICOKUM KauecTBOM. OCOOCHHO Ba)KHO KauyeCTBEHHO OTPadaThiBaTh BXOSIIHE 3aPOCHI
KIIMCHTOB: 3a4BKH Ha KPEAUTHI, BKJIaJbl, pACYCTHBIC CUETA, COIPOBOKAATH IO BO3HUKAIOUINM BOIIpOCaM U
p.

Hepe,u 6aHKOBCKI/IM CCKTOpPOM CTOUT LCJIb NPHUBJICYb MAKCHUMaJIbHO 0O0JIBIIOE KOJHMYECTBO KIMEHTOB H
OBITh JIydllle, POTPECCUBHEE CBOMX KOHKYpeHTOB. CylecTBYeT TEHACHIIMS HeloBepHsl OaHKaM, CBsI3aH-
Hasi CO C1aboi 0OpaTHOI CBSA3BIO CO CTOPOHBI COTPYTHHKOB OaHKOBCKOM cephl. ABTOMaTH3anus oopa-
OOTKHM KIMEHTCKHX 3alPOCOB MOXKET CTAaTh OJHHM M3 PEIIAIOMINX aCIEKTOB B Pa3BUTHH JaHHOU cepwl,
yAepKaHUs CTapBIX U MPUBJICUYCHHUS HOBBIX KIMCHTOB. J[I HJOCTMXECHHUS MMOCTABICHHOW eI He0OX0au-
MO TIPOBECTH TEOPETHUYCCKHUHA aHAIN3 CTAaTeH, MPOBECTH COLMUOJIOTHYECKHIA OMPOC KaK CPelr KIMEHTOB,
TaK U CPeIu COTPYIHUKOB OaHKOB.

B nenoMm, aBTOMaTH3anMsA OKa3bIBACT MOJOKHUTEIBHBIN () (HEKT: COKPAIIAIOTCS U3ICPIKKH, YBEININBACT-
Csl CKOPOCTh OAHKOBCKHX IPOIIECCOB, TOBBIMIACTCS JIOSUIFHOCTh KIIMEHTOB, YTO B CBOIO OYEpEb IPHBO-
JIUT K POCTY JIOXOJI0B OaHKOB.

Knouegvie crosa:
aBTOMaTH3aLusl, 00paboTKa 3arpocoB, HHGOPMAIMOHHBIE CUCTEMBI, OaHKH, KIIMEHTHI

KoMmmbroTeps! 1 OprrexHiKa He TOIBKO KOPEHHBIM 00pa30oM W3MEHIITH OOJMK OpPTraHU3alid, CTHIIb UX PabOTHI,
HO M 00ECTICUMBAIOT OOJBITYI0 MOOWIEHOCTh UX JIEATEIHHOCTH. BOJBIIOe KOMMYECTBO BCEBO3MOKHBIX KOMIIOHEHTOB KOM-
MHIOTEPHBIX KOMIDICKCOB, MPEIaraéMbIX Ha PhIHKE, CO3MAET 3HAYUTENBHBIC MPOOJIEMBI B UX MPAaBIIHLHOM IPHIMCHEHUN U
HMHTETPUPOBAHUH B JICSTEIHHOCTD Opranu3anui. KoMreke oprucHOro 0o00pynoBaHuUs TODKEH OBITh HE TOIBKO TEXHHICCKH
COBPEMEHHBIM, HO M ONTHMAJBHBIM TI0 COCTaBY, YETKO OPUCHTHPOBAHHEIM Ha PEIICHUE 3a/a4 YIPaBICHUS KOMMEPYCCKIM
MPEINPHUATHEM U TTOJKPEINIEHHBIM MOIITHOW CEepBUCHOM mozepkkoi. CoBpeMeHHbIe HH(POPMAIMOHHBIE CHCTEMBI 00ecTIe-
YUBAIOT CO3JAHUE OIPENCIEHHBIX NPEUMYIIECTB IEPE] KOHKYPEHTaMH, aBTOMATH3HMPYs OIEpaly BHYTPH CHCTEMBI U
yilydlllasi Ka4eCTBO WJIM IIOCTaBKYy KOHEYHOIO IPOAyKTa opraHusanuu. [IpenmyiiecTsa BHyTpY CaMOM OpraHU3aluy IposiB-
JISIFOTCSI B TIOJUIEPIKKE OTEPAMOHHOTO KOHTPOJIS, OpPraHU3aIMi YIPABJIEHUYECKOTO KOHTPOJIA U B CTPATETHYECKOM IUIAHHUPO-
BaHnH. Kpome Toro, HQOpMAIMOHHBIE CUCTEMBI YITyUIIAIOT KA9eCTBO MPOAYKTA, PACIIHUPSIS €ro JOKYMEHTAIbHYIO 0a3y U
cepsuc. Mcmonb3yst T700aMbHYI0 KOMIBIOTEPHYIO CeTh MHTEpHET, pyKOBOAMTENIH CIOCOOHBI MONy4aTh M OOMEHHMBATHCS
OTIepPaTUBHOW MH(OpPMAIIHEH, a TaKXKe MPOBOAUTH PA3IMIHOTO poJia HCClenoBanus. Takum o0pa3oM, aBTOMATHU3AIHS YIIPaB-
JICHUA KOMMEPUYCCKUM HPCATNIPUATHEM B COBPEMCHHBIX YCJIIOBUAX — 3aJI0T yCl'IGI.HHOﬁ JCATCIIBHOCTU JIF000i OpraHusanuu u
(hopMHUpOBaHUY €€ KOHKYPCHTHBIX ()aKTOPOB yCIeXa.

B coBpeMEHHBIX YCIIOBUSX BaXKHOW 00IACTHIO CTAI0 HHPOPMAITOHHOE 00ecrieYeH e, KOTOPOE PeTHA3HAYCHO IS
cOopa u mepepaboTKH HHPOPMALUH, HEOOXOIMMOH IS MPHUHSTHSI 0O0CHOBAHHBIX YIIpaBICHYSCKHX pereHuit. [lepenada u
B3aMMHBII 00MEH HH(pOpMaIHel MKy OTACIFHRIMA TIOIPA3/ICIICHUSIMA OCYILECTBIISIOTCS HA 0a3e COBPEMEHHBIX TEXHOJIO-
THI U CPENICTB CBS3U. B JEeATENFHOCTH KOMMEPYECKHX OpPTraHW3allfii, KOTOPBIC YacTO MPEACTABILIIOT CO00H 00beINHEHHUS
MOBCEJIHEBHO CBSI3aHHBIX M B3aUMOJICHCTBYIONIHMX (PIIIMAJIOB, Iepeada HHPOPMAIIUH SIBISIETCS IEPBOCTEIICHHBIM U HETIpe-
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busHec-HopmaTHka M MaTemaTMyeckoe MogenupoBaHue B LIMPOBOI 3KOHOMMKE

MEHHBIM (haKTOPOM HOPMAIILHOTO (DYHKIIMOHHUPOBAHUS TaKOH CTPYKTYyphl. [Ipn 3TOM 0coboe 3HaueHne mpruodpeTaeT obec-
IeYCHNE OIIEPATHBHOCTH U IOCTOBEPHOCTH NepeaBaeMOil HH(OPMALIIH.

OpmHIMH W3 JHIAEPOB B 00IAaCTH aBTOMATH3ALMKA WH()OPMAIIMOHHBIX CHCTEM SBILSFOTCS OaHKH, YTO OOYCIIOBIICHO
MHOXeCTBOM (hakTopoB. B cepe GaHKOBCKHUX ycITyr B HaCTOsIIIEE BPEMsi IPOM30LLIO PE3KOe OXKHBIICHUE OTPEOUTETEHOTO
KPE/IMTOBAHMS: CTABKU CHI)KAIOTCS, B TO BpeMs KaK peajlbHbIE 3apIlIaThl MOCTENEHHO pacTyT. CyIecTByeT HOJMOKUTEbHAS
TEH/ICHIMS 110 JIOCPOYHBIM TIOTAIICHUSIM, 8 TaK)Ke CHU3MIACh CyMMa OOIIeH 3a/I0JDKEHHOCTH HACENICHHS 110 KPEAUTaM.

Maunslit 1 MUKpO-OM3HEC Hayalu aKTUBHEE Pa3BUBATHCS: BO3POCHIA MOTPEOHOCTh B OTKPBITHH PACUETHBIX CUETOB.
Ormmpasich Ha cratucTuky LB P®, konmuuecTBo OTKpBITHIX pacdeTHbIX cueToB B 2017 romy Beipocio Ha 3,5%.

He cMoTpst Ha MONOXKUTENBHYIO TEHICHIUIO Pa3BUTHsI OAHKOBCKOW c(hepbl, CYIECTBYEeT HOTPEeOHOCTh B aBTOMATH-
3allMH 3aIPOCOB KIIMEHTOB. B 11epByto odepens 910 Kacaercsi 00pabOTKH 3alpOCcOB Ha KPEAUTOBAHUE M OTKPHITHE PACYCTHBIX
CYeTOB. ABTOMATH3AIMsI JAHHBIX IIPOLIECCOB MOMOXKET COKPATUTh BPEMsI PACCMOTPEHHS 3asBOK, UCKIFOUUT «SJIOBEUESCKUI
(haKTOp» M NPHBIICYET HOBBIX KJIMEHTOB.

Cama o cebe aBTOMaTn3anys OM3HEC-TIPOIIECCOB MPSAMOTO SKOHOMITIECKOTO 3((eKTa He MPHHOCHT, C 3THM CO-
IJIaCHBI OOJIBIIHHCTBO AKCIIEPTOB. Be3ryMHO NPHMEHSATH €€ K CIIOKHMBIINMCS B OpraHM3alliy GH3HEC-TIporieccaM Hellb3s, 3TO
OyJeT He MPOCTO OECHOJIE3HOI TPATOH JIEHET, 5TO MOXKET MPUBECTH K HOBBIM IPOOJIEMaM B OIEPALIOHHON JIESTEILHOCTH
0aHKa, a TaKKe ISMOTHBHPOBAThH EPCOHAL.

Bce, uto pabotano Graromapst BBICOKOH KOMIIETCHIIMM M MOTHBAIIUKM COTPY/IHHKOB, B aBTOMAaTH3UPOBAHHOM BHIE
MOXXET CTaTh MaJKOW B Kojieca OusHeca. MIHBIMHU ci10BaMu, IEpes TeM KaK aBTOMAaTH3UPOBATh - ONTUMH3UpY#Te. OCHOBHBIM
TIOJIOKUTECIIBHBIM PE3YJIbTATOM aBTOMaTHU3alluu 6I/I3HCC-HpOHeCCOB SBJICTCS UX OIITUMM3ALIUA. BHC}IpeHI/Ie ABTOMAaTU3UPO-
BaHHOM CHCTEMBI MPEIOJaracT U3y4eHue OU3HEC-TIPOLIECCOB M B OOJIBIIMHCTBE CIy4aeB MX M3MEHEHHE C YUETOM HOBBIX
BO3MOKHOCTEH. ABTOMAaTH3aLMsI OM3HEC-TIPOLIECCOB «KaK €CTh», TO €CTh BHEAPCHHE CYIIECTBYIONINX IPOLECCOB B aBTOMa-
TH3UPOBAHHYIO CUCTEMY, TOYHO He JacT OusHec-3(ddexra, a Ha000POT, IPUBEAET K JIMIIHUM 3aTpaTaM U HEAOBOJILCTBY MEp-
COHaJIa.

OJHAKO eciM BCE CHEJAHO NPABHIIBHO, 0aHK MPEBPAIlaeTCs B OTIKCHHYIO MALIMHY, (yHKIHOHHPYIOUIYIO Kak
emHoe 1Ienoe. Yike He OyzeT Toil 3aBUCHMOCTH OT KBATM(UKAIMK ¥ MOTHBALMM KITIOYEBBIX COTPYIHUKOB, HE OyAeT BBICO-
KUX TPeOOBaHUH K KBATM(HKALMN PSAIOBOTO MEPCOHANA, YIYULIUTCS B3aMMO3aMEHIEMOCTh PAOOTHIKOB U CHU3HTCS YHCIIO
YEeJIOBEYECKHX OLIMOOK.

B pesynbrate onepanroHHas JesTeNIbHOCTh 0aHKa CTAHOBUTCS 3HAYMUTEINBHO JICIIEBIIE, M 3TO MPU BO3POCILEH YI0B-
JICTBOPESHHOCTH KJIMCHTOB. Y 0aHKa, KaK y OHU3HECa, MOSBIISACTCS OOJIbIIC BO3MOKHOCTEH ISl Pa3BUTHS, BJIOKCHUS JICHEK-
HbIX CPE€ACTB B HOBBIC NPOAYKThHI U CO3J1aHUA Ooiee MPUBJICKATCIIbHBIX U KOHKypeHTOCHOCO6HI>IX yCHOBHﬁ JJIs1 KIIMCH-
ToB. Hampumep, npu mojaue 3asiBKM 4epe3 MHTEPHET - OTKpbITHE cuera win 3anpoc BKU mpenocrasisercs 6aHkoM
OecriaTHo.

B nenom aBToMaTH3a1Ms OM3HEC-TIPOLIECCOB OKa3bIBACT, HECOMHEHHO, ITOJIOKHUTENBHEIN 3 deKT. DTo cBsA3aHO
C MHOTOKPATHBIM YCKOPEHHEM MPOLECCOB BHYTPH OaHKa, YTO YMEHBIIACT U3ACPKKU Ha ONEPALHOHHYIO eITeIBHOCTE.
CHmKeHHe H3JIepKeK MOKHO YBHICTh Ha PUMEpe KPEOUTHOro KoHBeiepa. [lo aBTOMaTH3alMH [IPOLEcC MOT 3aHUMATh
HEJIeJI0-/IBe, TI0Cie — OT OOpAIleHHs KJIMeHTA M0 Pa3InYHbIM KaHaliaM OOCIY)KMBAaHHA 10 BBIIAYH KPESAUTA IPOXOIHUT
nopsiaka 30 MUHYT. AHaJOTMYHO ¢ (OPMHUPOBAHHEM CIPABKU O COCTOSHHHM CyeTa Uil KIHeHTa. Jlo aBToMaTu3aunuu
crpaBKa coOMpaeTcs BpyUHYIO IOpsIKa TpeX JTHEH, 1ocie — 3a HECKOJIbKO MHHYT.

Hano noHuMaTh, 4To KpaTKOCpOuHOro Ou3Hec-3(GpeKTa OT aBTOMATH3aIMHK XKJaTh HE CTOUT, TOYHEE, OH TI0XO
npejckazyeM. Bce 3aBUCHT OT BHELIHMX YCIOBHII M OT TIIyOWHBI IpeoOpa3oBaHuii, KOTOPbIE MPUAETCS MPUBHECTH B
O6u3Hec-TpoLecchl. ABTOMaTH3aI — JOJTOBPEMEHHBIN IPOEKT C MPHIIEIOM Ha IIEPCIIEKTHUBY.
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AUTOMATION OF CLIENT’S REQUESTS PROCESSING
IN THE BANKING SECTOR

Abstract:

To date, it is almost impossible to imagine an enterprise where at least one of the departments has not im-
plemented the automation of internal and external processes or the document flow has not been translated
into electronic form. We live in an era of innovation, and the development of information systems can
make the quality of life much better.

One of the first who introduced the automation of processes in their work became banks. In the conditions
of increased competition, each bank strives to provide the client with the widest range of services with the
highest quality. It is especially important to qualitatively fulfill incoming requests of customers: applica-
tions for loans, deposits, checking accounts, to accompany on emerging issues, etc.

The banking sector has a goal to attract as many customers as possible and be better, more progressive
than its competitors. There is a trend of distrust to banks, associated with weak feedback from employees
of the banking sector. Automating the processing of client requests can be one of the decisive aspects in
the development of this field, keeping the old ones and attracting new customers. To achieve this goal, it
is necessary to conduct a theoretical analysis of the articles, conduct a sociological survey among both
clients and employees of banks.

In general, automation has a positive effect: costs are reduced, the speed of banking processes is in-
creased, customer loyalty is increased, which in turn leads to an increase in the incomes of banks.

Key words:
automation, query processing, information systems, banks, customers
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