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AHOTAIIA*

IIseup €.I. AHani3 ynogod0aHp CHOKHBa4viB O0aHKIBCBKHMX MOCJIYI Ta
PO3po0Ka peKoMeHaalliil 010 BJOCKOHAJEeHHA 00CIyrOBYBaHHS.

VY naniit poOOTI pO3MISHYTI TEOPETUYHI ACTIEKTH aHaJI3y yNoJ00aHb CIIOKHUBAYiB
O0aHKIBCHKUX MOCHYr Ta iX 3Ha4Y€HHs Uil OAHKIBCBKMX YCTAHOB. Y MEpIIOMY pO3ALTI
JOCIIIPKEHO CYTHICTh Ta pOJib aHAII3y YNOA00aHb CIOXHBA4iB, OCHOBHI METOAM 1
OiIXOAM 110 MOro MPOBENEHHS, a TAKOXX BpaxyBaHHsS KYJbTYpPHHUX, COLIAJIbHUX Ta
€KOHOMIYHUX (PakTopiB. Y aApyromy po3auri 31iCHEHUN aHalli3 ymo100aHb CIIOKUBAYiB
0aHKIBCHKUX TMOCIYr y KOHKpETHIM OaHkiBchbkidi ycranoBi AT "IIYBM", Bkitouatouu
XapaKTEPUCTUKY ii TOCMOAAPChKOI AIsNIbHOCTI, aHammi3 puHky, SWOT-anaii3, a Takox
anami3 (ig0eKky KIIEHTIB Ta PIBHS 3aJ0BOJIEHOCTI HAAAHUMHU MOCIyramu. Y TPETbOMY
PO3111 po3p00IIeH] NIISAXU BAOCKOHANeHHs obciyropyBanHs B AT "[TYBM" Ha ocHOBI
pE3yNbTATIB aHali3y ynoao0aHb KIIEHTIB, 30KpeMa MPOEKT YJOCKOHAJECHHS CEpBICY,
BIIPOBA/DKEHHSI TIEPCOHAII30BAHMX ITIIXOJIB Ta OI[IHKA E€KOHOMIYHOI e(EeKTUBHOCTI
3aIpONIOHOBAHUX 3aXO0/I1B.

Kuarwu4osi cioBa: ananiz ynojgo6aHs CrokuBauiB, 0aHKIBChK1 TOCIIYTH, KI1€HTH,
BIIOCKOHAJIEHHS OOCTyrOBYBaHHS, IEPCOHATI30BaHICTh, €(DEKTUBHICTb.

SUMMARY

Shvets E.l. Analysis of preferences of consumers of banking services and
development of recommendations for improving the service.

This paper considers the theoretical aspects of the analysis of preferences of
consumers of banking services and their importance for banking institutions. The first
section examines the essence and role of customer preference analysis, the main methods
and approaches to its implementation, as well as the consideration of cultural, social and
economic factors. The second section analyzes the preferences of consumers of banking
services in a particular banking institution JSC "FUIB", including the characteristics of
its business activities, market analysis, SWOT analysis, as well as analysis of customer
feedback and the level of satisfaction with the services provided. The third section
develops ways to improve the service at JSC "FUIB" based on the results of the analysis
of customer preferences, in particular, a project for improving the service, introducing
personalized approaches and assessing the economic efficiency of the proposed measures.

Keywords: analysis of customer preferences, banking services, customers, service
Improvement, personalization, efficiency.
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