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Abstract. —

The article presents ideas on modern banking operations, its role in the economy, expanding
the types of convenient remote banking services such as "internet banking", "smsbanking" and
"mobile banking" based on modern information and communication technologies offered to the
population and business entities . Also, attention is paid to the systems of remote management

of bank accounts for enterprises and organizations, and to a significant increase in the

popularity of such services.
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AHHOTaLMA

B craTbhe mpejcTaBsieHbl B3rJisJbl HA COBpeMeHHble OGAHKOBCKHE OMNepalyH, UX pPOJib B
9KOHOMUKE, paclulMpeHHe TaKHUX BUJIOB YJAOOHBIX JUCTAHIUOHHBIX GAHKOBCKHX YCJYT, KaK
"UHTepHeT-6aHKUHT", "smsbank” 1 "MoOOUJ/IbHBINA GAaHKUHT", OCHOBAaHHBIX HAa COBPEMEHHBIX
MHPOPMAIIMOHHO-KOMMYHUKALIMOHHbIX ~ TEXHOJIOTUSAX, IpeJJjlaraeMblXx HaceJeHUI U
CcybbeKTaM NpeIpUHUMaTeNbCTBA. TakXKe yiesisieTcs BHUMaHUe CUCTeEMaM JJUCTAaHIIMOHHOTO
ynpaB/ieHUuss OaHKOBCKMMM CuUeTaMH /s MNpeANpUsTU W oOpraHu3anui, a TaKxe
3HAYMTEJbHOMY POCTY MOMYJISIPHOCTH TaKUX CEPBUCOB.

KnwueBble c0Ba: AUCTAHIUOHHble GAHKOBCKHE YCAYTHM, UHTepHeT-0aHK, SMS-O0aHKHHT,

MOOUJbHBIN 6aHKI/IHF, MJIAaCTHUKOBbI€ KAPThI, TPAH3AKIHUH.

Maintaining a stable position of commercial banks in the market largely depends on their
competitiveness, defined strategy, as well as how they manage to organize relations with
customers. In the context of the global COVID-19 pandemic, the rapid adoption of online forms
of banking services by consumers has set the task of quickly introducing effective innovative
solutions in the processes of working with customers in banks. In 6 months of 2020, about 85
percent of bank customers use online banking services, which has provided flexibility to
consumers and, as a result of further tightening of competition in the banking services market,
it is necessary to increase the competitiveness of commercial banks based on customer-
oriented marketing strategies.

Developing new approaches to managing customer relations and working with clients has
become an urgent problem in global practice in the field of banking services. The proliferation
of new start-ups and non-banking institutions entering the global financial market makes it
more urgent for traditional banking providers to develop marketing strategies aimed at
attracting new customers and retaining existing customers.

Meanwhile, a number of measures have been taken to increase the competitiveness of
commercial banks and introduce modern banking services based on the development of
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banking services. Modernization of the banking system - as the main condition for ensuring the
stability and liquidity of banks, it is necessary to develop customer-oriented marketing
strategies in competitive market conditions. These cases make the development of methods for
assessing the state of customer relations in commercial banks urgent.

The activity of commercial banks is conditionally directed to the following four important
tasks: attracting customers, keeping them, developing (growing) and increasing the efficiency
of customers. In this case, its involvement in the customer service system is the first priority.
For this, banks should be competitive and use innovative marketing concepts effectively.
According to Peter Drucker, attracting new customers comes from the need to develop related
activities and thereby improve banking. Therefore, banks are interested in the profit from
selling banking services and products to a new client along with the amount of funds to be
attracted.

President of the Republic of Uzbekistan Sh.M. Mirziyoev our country

In his speech at the extended meeting of the Cabinet of Ministers, dedicated to the main
results of socio-economic development in 2016 and the most important priorities of the
economic program for 2017: We need to speed up the work on structural changes. The issues
of modernization of networks and regions, increasing their level of competitiveness,
development of export potential should be in the center of our constant attention.

Globalization requires commercial banks to introduce high-quality and speedy
performance-based services. Mutual purposeful communication of banks with customers is of
great importance. If we look at the statistical data, the scope of application of the remote bank
account management system in our country has expanded, it has become widely popular among
entrepreneurs, and as of January 1, 2017, the total number of users of the remote bank account
management system has almost doubled compared to the beginning of 2016. reached 2,042
thousand. Among them, the number of users of "Internetbanking” and "Bank-client" software
complex services increased by 135.6 thousand, while the number of users of "Mobilg-banking"
and "SMS-banking" services amounted to 1,906.5 thousand [ 8]. This indicates that the
implementation of modern services in the development of the bank's relations with customers
is improving,.

Number of users of systems providing remote banking services (as
of January 1,2023)
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Figure 1. Number of users of systems providing remote banking services (as of January 1,
2023)
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Figure 1 shows the number of users of remote banking services in 2018-2022, and this figure
was 4453246 people in 2018, as of January 1, 2022 and 4.5 times more than in 2018, 2019,
2020, 2021, 2022 years 4453246, 7959100, 10153460, 14571097, 20203384 people
respectively. It can be seen that the demand for the use of these systems is increasing.

Today, residents can perform real-time card-to-card (P2P) money transfer operations, make
tax, budget, utility and other payments, receive microloans and repay loans, make online
deposits, deposit and widely uses remote opening of loan (credit) accounts, making payments
from an international bank card account, online conversion operations and other remote
banking services.

The number of bank cards issued in Uzbekistan (thousands, as of
January 1, 2023) Figure 2
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Figure 2 analyzes the issue of plastic cards by commercial banks in 2018-2022. At the beginning
of 2018, the number of plastic cards issued was 19,226, and as of January 1, 2022, their number
was 27,106. is organizing the piece

Amount of transactions in national currency carried out through Uzbek
data terminals (in billion soums) Figure 3
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According to the Figure 3, the volume of transactions made through plastic cards in 2021 is
111,137 billion. amounted to soum. On the other hand, for enterprises and organizations,
through remote management systems of bank accounts, in real-time, to dispose of funds in bank
accounts and make payments, to send an order to the service bank in electronic form for the
purchase (conversion) of foreign currency funds. opportunities for sending, transferring
monthly salary and equivalent payments to the bank and using other services have been
created. The main directions of the reforms implemented in the banking system of our country
are focused on ensuring a free competitive environment in the market of banking services, and
the main attention is focused on the establishment of foreign bank branches in our republic.
The number of users of systems providing remote banking services (by type, thousand) as of
January 1, 2023 (Figure 4).
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Figure 4 shows the situation of users of remote banking services by types in 2019-2022. This
indicator was used by 359,800 legal entities and 7,599,300 individuals in 2019, while on 1
January 2022 - as of January, this figure is 968900 legal entities and 19234800 individuals.
From this we can conclude that the demand for the use of these systems is increasing.

Based on the above, the management mechanism of the department for dealing with clients in
commercial banks, legal entities and individual entrepreneurs, individuals is reflected in the
blocks as follows:

1) Information about the client, including determining the following: the main characteristics
and indicators of the client; business structure; customer development directions; customer
feedback; the life cycle of the client's business; history of customer relationships with other
banks.

2) Segmentation aimed at highly specialized grouping of customers by additional criteria, for
example: size of customers; relevance to the field; current income of the client; priority for the
customer and the bank.

3) Service model: system of powers of customer managers and product specialists; service
quality improvement system.
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4) Processes and products: development of integrated product solutions for various customers
depending on the industry; open, simple and reliable process of customer service; convenient
channels of interaction.

5) Relationship culture is manifested in: changes in the mentality of employees, that is, the
behavior of customers; level of qualification and motivation of employees; personnel training
and development program.

CONCLUSIONS AND SUGGESTIONS

1. In addition to the fact that the current financial services of the commercial banks of the
Republic of Uzbekistan have been expanding over the years, ensuring compliance with
international standards remains the main problem. In the development processes of developed
commercial banks, the primary place is occupied by bank advertising, provided financial and
other types of banking services, and it is enough to create new banking services and introduce
new banking services while fulfilling the wishes of bank customers. attention is required.

2. Commercial banks of our republic have wide opportunities to provide a number of modern
banking services, but the practice of managing client's funds and placing them in international
markets is not sufficiently developed. Also, the introduction of the practice of providing
maximum assistance in voluntary issues based on the analysis of the bank client and his
situation serves as a basis for the creation of new financial banking services.

3. The following problems can be solved by effectively organizing relations with customers in
commercial banks of the Republic of Uzbekistan:

« the quality of service in banks and their competitiveness will be increased, the time limit will
be removed through the remote banking service, that is, the client will have the opportunity to
manage his account seven days a week, twenty-four hours a day;

 in modern interactive services, besides the time limit, the geographical location of the client
is not taken into account. Opportunities will be created for the bank client to carry out his
transactions from anywhere in the world, competitiveness will increase due to the reduction of
transactions;

e increasing the competitiveness of the bank in the conditions of interbank competition by
creating new banking products, implementing them or increasing the integration of existing
financial services with remote communication tools;

« decrease in the cost of bank operations by reducing expenses related to branch management.
4. Banking of consumers in commercial banks of the Republic of Uzbekistan

introducing new types of services by determining their satisfaction with their services and

it is recommended to define the perspective. Effective use of this practice

through studying the principle of "bank for the client" as the main criterion and applying it in
practice

new types of services suitable for consumers by creating opportunities for application
encourages implementation.

5. Studying world experience in modern commercial banks from the bank balance while
strengthening the financial intermediation function

It is desirable to expand and diversify activities.

6. Providing banking services to clients in the practice of commercial banks
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In order to establish "digital" banks and banking divisions specializing in the provision of retail
services, it is necessary to introduce innovative banking technologies, provide remote banking
services, and activate the further development of the payment system.

7. Inspections of compliance of financial services with mandatory requirements

to ensure the protection of the rights and legal interests of consumers of banking services by
means of transfer, population and business entities

financial facilities and their level of financial literacy

it is necessary to pay special attention to increase.

8. The bank has a lot of ability to implement an effective product policy

depends on the level of universalization of banking technologies for customer segments.
Universalization of banking products and banking

It is desirable to work on the basis of identification with customers in relation to the
development of specific marketing norms for the classification of products, that is, the pursuit
of maximum technological standardization.

9. In the national currency in systems providing remote banking services

it is necessary to introduce the opening of term deposits and their management in foreign
currency. Such a service not only allows bank clients to quickly invest temporarily free funds in
their accounts, but also increases the opportunity to monitor capital growth.

The proposed measures allow commercial banks to optimize customer policy, improve the
quality of customer service, attract new customers, improve the efficiency of banking services
in regional branches of banks, and ensure competitive advantages.
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