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ПРИМЕНЕНИЕ ИНФОРМАЦИОННЫХ ТЕХНОЛОГИЙ  

В БАНКОВСКОМ СЕКТОРЕ 

 

Аннотация: Статья посвящена роли применения информационных 

технологий в банковском секторе с целью предоставления клиентам 

достойного уровня обслуживания и повышения их лояльности, сокращения и 

контроля рисков, снижения расходов и увеличения доходов. 

Ключевые слова: мобильные приложения, конкурентоспособность, 

продуктивность труда, основные активы, значительные капиталовложения, 

унифицированная информационная платформа, интеграция банков с 

соцсетями. 

Every year the influence of information technologies increases both on economy 

and the everyday lives of people. Communications and information search with help 

of the Internet as well as communication in social networks have already become an 

integral part of daily life. Every year information technologies open more and more 

wide prospects for increase of business efficiency and life quality of citizens. World 

experience shows that competitiveness of national economy is connected with 

development of information technologies as a whole. 

The branch of information technologies is one of the most dynamically 

developing branches both in the world and in Russia. The given branch takes a special 

place in economy of our country. This area is dynamic and it does not demand 

significant investments in the fixed assets. The median age of employees in companies 

of this branch does not exceed 30 years old. In the nearest 10 years, the sphere of 

information technologies of Russia can increase several times. 

Introduction of information technologies exercises a significant influence on labour 

productivity. Enterprises and organizations, which use information technologies 

intensively, grow by more than 1,7 times quicker than at the average in economy. So, 

in banking, customer service with help of the Internet (internet banking service for 

clients) allows to reduce labour expenditures 8-9 times in comparison with traditional 

service. 

http://dic.academic.ru/dic.nsf/eng_rus/552044/exercise
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If we track dynamics of technological development of banks, it is easy to notice 

that they have moved rather consistently in one direction during the last twenty years. 

Russian banks have already moved from an isolated infrastructure with separate 

databases to unified integrated and centralized system for a long time. Besides essential 

reduction of expenses due to elimination of duplicate systems and functions, it 

contributes to reception of the original data, which don’t contradict each other. The 

tendency to integration of banks due to absorption of competitors can be considered to 

some extent as the reason of occurrence of new integration projects.  

Another type of integration projects is centralization of servicing. Creation of a 

unified IT-platform for processing requests of customers enables to carry out a detailed 

analysis of all current inquiries and their systematization, and to reduce time spent on 

solving customer problems.   

However, changes that are more essential are such changes, which remain to be 

invisible to clients and are connected with the use of the new Customer Relationships 

Management Technology. This new second-generation technology assumes change of 

workplaces of bank officers who deal with customers directly, decentralization of 

functions of bank marketing and change in the organization and use of customer 

databases.  

These days, banks continue to develop projects concerning introduction of 

analytical CRM and do it actively. Many banks have already made personified offers 

to their customers, and marketing newsletters have become more individual. 

As mobile devices replace stationary devices more increasingly, banks transfer 

 their projects to them. Almost all leading credit organizations have started their own 

mobile applications or websites adapted to mobile devices and their functionality, 

design and usability are constantly being improved. Banks aspired to do all the things 

in the field of IT by themselves before. But now they more often use outsourcing. 

The question of protecting customers from possible difficulties remains to be 

actual. The most customer-focused banks have already begun to think about how to 

make their interacting with customers easier and full of positive emotions. Therefore, 

for example, one of the banks has already started to use the system of speech analytics 
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in its contact-center. In this contact-center, the technology of speech recognition based 

on voice biometrics is applied online. However, one of the most widespread problems 

that can affect the quality of such customer service is the duration of identification 

procedure during which the customer is asked some questions. Such procedure can 

cause the client to react negatively, especially if the person is asked a plenty of 

questions in case of emergency (for example, when somebody has stolen the 

customer’s bank card). 

A separate attention must be paid to social networks integration. Specialized 

applications for social networks are created, which allow not only to look through the 

information about the account, but also to conduct transactions. Users can transfer 

money from one card to another with use of their telephone number and pay for mobile 

service without leaving their accounts. 

Today the structure of the Russian branch of information technologies is 

insufficiently balanced if to talk about sizes and capitalization of companies. Among 

Russian companies, there are no world leaders; that’s why it is not possible to build a 

stable unified system integrated into the global industry of information technologies 

around them. At the same time, there is a number of medium-sized food and service 

companies (by world standards) in the country, and it is possible to solve the problem 

of development of a unified Russian system in IT sphere if to base on such companies. 

Unfortunately, the majority of banks have to reduce their IT expenses under the 

pressure of the present economic situation developed in our country. It is possible that 

reduction of infrastructure expenses, including hardware and software expenses, would 

be a quite obvious and effective measure in the given situation. In spite of this fact, the 

Russian branch of information technologies has a potential of global competitiveness 

and it is to become one of the major growth points of the Russian economy until 2025. 
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