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Serviciile auxiliare sunt un tip special de -

componente ale produselor bancare menite sa
Imbunatateasca gi sa extinda functionalitatea serviciilor

bancare de bazd. In acelagi timp, fiind combinate cu :
serviciile de baza si suplimentare, ele pot forma pachete -

functionale oferite de banci. De asemenea, este de

remarcat faptul cd, de obicei, clientii nu au nevoie de ele -

in mod separat, dar sunt importante tehnologic pentru

serviciile bancare de baza. In viitor putem vedea o -

utilizare tot mai mare a acestui tip de servicii,
determinate de o serie de factori diferiti. Acest articol
analizeaza posibilitatea de punere in aplicare §i de
mentinere a noi servicii bancare auxiliare.

Cuvinte-cheie: banca, produs bancar, clientul -

bancii, tehnologie bancara

JEL: G21

Introducere. Serviciile bancare auxiliare (fiind -

numite si periferice) sunt acele de care clientii nu au

nevoie In mod separat, dar, tehnologic, au importanta -

pentru prestarea serviciilor bancare de baza, precum si a
unor servicii bancare suplimentare.

Serviciul auxiliar este generat de activitati fara de
care produsul de baza nu este posibil, ori calitatea sa este -

afectatd in mod considerabil. [2] Serviciile auxiliare,
adesea, sunt chiar subintelese si asteptate de beneficiari.

Serviciile auxiliare, in conditiile in care ele sporesc -
valoarea prin adaugarea lor la oferta principala, pot spori -

eficienta activitatii prestatorului de servicii. [1], [3]

In acelasi timp, de serviciile auxiliare clientii se pot -
lipsi, dacd nu beneficiaza de serviciile de baza. De exemplu, -
destinatia principald a serviciilor in cadrul sistemului client- -

banca este de a crea conditiile confortabile pentru efectuarea

platilor clientului corporativ. Fard ultima functionalitate, ele -

isi pierd (sau isi reduc esential), respectiv, functionalitatea

proprie. De exemplu, functionalitatea serviciilor prestate cu -

ajutorul bancomatului este redusa radical de vreme ce

clientul inchide contul de card in banca repsectiva. Oricum, -

fara a dispune de card, clientul nu poate folosi acest
dispozitiv bancar.

In unele cazuri, aceste servicii sunt imbinate in -

lantul tehnologic cu alte servicii auxiliare.
De exemplu, pentru comoditatea clientului-

persoand fizica, care a deschis un cont de depozit in -

bancad — banca ii elibereazd un card bancar, pe care se

transferd dobanzile aferente depozitului, iar pentru -

utilizarea lor, clientul poate folosi serviciile oferite cu
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Auxiliary services are a special kind of banking
- products, designed to improve and extend the
* functionality of basic banking services. At the same
time, being combined with basic and supplementary
. services, they can form functional packages offered
> by banks. It is also remarkable that customers usually
do not need them separately, but they are
. technologically important for basic banking services.
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. services.

Key words: bank, banking product, banking
. customer, banking technology

JEL: G21

Introduction. Banking auxiliary services
. (which are called peripherals) are those which
customers do not need separately, but which are
. technologically important for basic banking services,
. as well as for some additional banking services.

“An auxiliary service is generated by activities
without which the basic product is not possible, or its
D quality is significantly affected”. [2] Auxiliary
. services are often assumed and even expected by
consumers.

Auxiliary services, in conditions in which they
. increase their value by adding to the main supply,
increase the efficiency of the service provider. [1],
- [3]

Meanwhile, auxiliary services are those which
. the client does not need apart the provision of basic
services, but they wusually are technologically
. necessary to create conditions for the provision of
basic services. For example, the main destination of
. services within the client-bank system is to create
. comfortable conditions for corporate customer
. payments. Without the latest functionality they lose
. (or reduce their essential) and the functionality of its
own. For example, using the ATM services
. functionality will be reduced dramatically once the
- client closes the bank card account cherish. However,
without having the card, the customer can’t use this
. device bank.

In some cases these services are joined to
. technological chain with other auxiliary services.
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ajutorul bancomatului.

1. Diversitatea serviciilor bancare. Serviciile

bancare auxiliare pot fi de doua tipuri:

- cele care pot exista si in calitate de alt tip de
servicii (de exemplu, serviciile de consultare a
clientilor pot constitui o activitate separatd a -
bancii, dar pot fi Imbinate cu alte servicii de baza,
cum ar fi creditarea, atragerea depozitelor s.a.); :

- cele care, fara serviciul de bazd, nu pot fi -
prestate (de exemplu, serviciul de informare a -
clientului despre miscarea mijloacelor banesti in -
contul sdu de card cu ajutorul mesajelor SMS la -
telefonul mobil al clientului, inceteazd 1in -
posibilitatea de prestare odatd cu inchiderea -
contului de card de citre clientul respectiv. :

Aceastd diferentd poate fi remarcatd si din -

exemplul anterior: serviciile prestate cu ajutorul cardului -
bancar pot exista separat, fiind solicitate in mod -
diferentiat de client, iar cele prestate cu ajutorul -
bancomatului nu pot exista fard ca sa existe conturi de -
card deschise in bancd. De asemenea, trebuie remarcat -
faptul cd, desi caracterul lor este subordonat desfagurarii -
altor servicii, ele nu se contopesc cu acestea si formeaza -
un grup separat de servicii bancare. :

Aceste servicii bancare Tmpreund cu cele de baza -

formeaza asortimentul curent de servicii al bancii. :

Oferirea de servicii bancare auxiliare permite -

solutionarea mai multor probleme: :

- Inlaturarea barierelor existente la unii clienti :
pentru consumul anumitor produse bancare de -
baza. De exemplu, daca oficiul bancar se afla -
prea departe de amplasarea de baza (domiciliu, -
serviciu) a clientului, consumul traditional al -
produsului de bazd (de exemplu, plata facturilor -
pentru serviciile comunale), ar fi prea costisitor -
sau chiar imposibil din cauza orelor limitate de -
lucru ale oficiului bancar. In acest sens, oferirea, :
odata cu produsul de bazi, a celui auxiliar (de -
exemplu, a serviciilor [Internet banking) -
solutioneaza aceastd problemd, daca clientul are -
posibilitatea sa-1 foloseascd (de exemplu, daca -
dispune de un computer conectat la Internet); -

- Formarea intentiei de folosire a serviciului -
bancar de bazi. De exemplu, in cazul oferirii -
unui serviciu bancar de bazi nou, serviciul de -
consultare asupra noului produs va fi foarte -
binevenit. In acest contrar, clientul poate chiar -
lisa fari nicio atentie inovatia bancari (noul -
serviciu); :

- Completarea si/sau perfectionarea serviciului -
bancar de bazd. In unele cazuri completarea -
ofertei serviciului de bazi cu unul auxiliar poate -
schimba esential performantele primului. Drept -
exemplu se poate prezenta impachetarea unui -
depozit bancar pe termen lung cu oferirea unui -
card de credit al aceleiasi binci. Aceasta va -
contribui la solutionarea problemei legate de -
posibilitatea ci depunitorul va avea nevoie de ,

Revista / Journal ,, ECONOMICA” nr. 1 (87) 2014

For example, for customer convenience — an

- individual who opened a deposit account in the bank,
- the bank shall issue a credit card that transfers the
- interest on the deposit, and their use, the client can
- use the service with ATM.

1. Diversity of banking services. Auxiliary

banking services can be of two types:

- those that may exist as another category of
services (e.g. consulting services to
customers of the bank can be a separate
activity, but can be combined with other

basic services such as lending, deposit
taking, etc.);
- those without basic services cannot be

provided (e.g. customer information service
on spread movement of funds in his account
card using SMS messages to customer's
mobile phone SMS client terminates the
possibility of performance with the closing

card account by the client.
This difference may be remarked in the
previous example: using bank card services can exist
separately, as required by the client differently and

- those provided with ATM cannot exist without the

existence of open credit card accounts in the bank.
It should also be noted that in spite of the fact
whether they are underperforming other services, they

- do not merge with them and form a separate group of

banking services.

These banking services, with other basic ones,

form the current range of bank services.

Providing auxiliary services allows solving the

following problems:

- Removing barriers to some customers to use
certain basic banking products. For example,
if the bank office is too far from the location
of the customer base, the traditional
consumption of the base product (e.g. paying
bills for utilities) would be too costly or even
impossible due to limited working hours of
the respective office. In that sens, offering
this product offering the auxiliary product
(e.g. Internet banking services) together with
the standard one solves this problem, if the
client is able to use it (for example, if wants
to use it and has a computer connected to the
Internet).

- Formation of intention to use basic banking
services. For example, if offering a new core
banking service consultation service on the
new product will be very welcome.
Otherwise the client may even leave banking
innovations without attention.

- Completion and / or improvement of basic
banking services. In some cases completing
basic service offering with one auxiliary can
essentially change the first’s performance.
An example may present wrapping a long-
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banii depusi inainte de expirarea termenului -
depozitului. In acest caz, apare teama ca, :
retrdgandu-si suma depusd nainte de termen, -
deponentul va pierde cel putin o parte a -
i imbinarii -
depozitului pe termen lung cu un cont de card -
de credit, dintr-o parte, depozitul pe termen lung -
restituirea -
creditelor oferite prin intermediul cardului, iar -
suma lui — ca plafon pentru volumul creditului. -
Din altd parte, pentru a face rost temporar de -
bani, deponentul nu va fi nevoit si anuleze -
contractul de depozit. De asemenea, in cazul -
dat, nu trebuie uitate i alte avantaje oferite de -

dobanzilor aferente. In situatia

serveste drept garantie pentru

insusi cardul de credit.

Conform opiniilor unor experti, bancile din viitor
vor fi nigte institutii a céror activitate se va baza pe -
tehnologii inalte si care vor utiliza o serie de dispozitive -
avansate pentru optimizarea businessului lor i prestarea -
- advanced devices to optimize their business and
2. Perspectivele activititii bancare. Cu alte -
N nca - [7]
in a carei -

- other words, generally speaking, we can say that the
clientilor sd desfdsoare operatii financiare in orice parte a -
lumii, in orice moment si intr-un mod operativ, eficient si -

: that
bancare -
auxiliare poate fi examinatd prin prisma procesului -
fundamental de trecere de la conceptia ,,Banca 1.0”, care -
urmeaza sa evolueze din anii *70 ai secolului XX pand in -
prezent, la conceptia ,Béncii 2.0”, care examineazi -
banca ca pe o institutie financiard orientd catre client, -
preocupatd de Imbundtifirea permanentd a calitafii -
produselor sale, a carei business se bazeazd pe -
- permanently improving upon the quality of its

Insa evolutia conceptiei bancii urmeaza si continue :
spre crearea ,,Béncii 3.0, care este legatd de practicarea -
activitatii bancare preponderent in mediul virtual, in cadrul -
careia contactul personal cu clientul, obisnuit cu mediul -
activitatii bancare clasice, va deveni, de fapt, un serviciu -

- in which regular personal contact with the customer
directionarea -
transformarii bancilor, pentru a face fati cerintelor pietei -
in viitor, in patru cdi de bazd: mobilitatea, socializarea, :
- transformation of banks to meet future market
1. Mobilitatea. Dispozitivele noi pitrund pe piatd, -
consumatorilor -
produselor bancare. Expertii occidentali sunt siguri, ca -
sarcina de bazi a tehnologiilor moderne este de a aduce -
- expanding the age groups of consumers of banking
Banca viitorului este legatd de telefonul mobil, care va -
deveni analogicd portmoneului si va permite plitirea -
cumpdraturilor si serviciilor diverse. In mobil va fi -
montat cipul NFC, care va permite printr-o simpla -
atingere, desfisurarea tranzactiei bancare, ultimele fiind -
mai sigure fati de operatiile cu carduri, deoarece -
operatorii au posibilitatea si urmireasci telefonul mobil ,

unei diversitati de servicii suplimentare pentru clienti. [7]

cuvinte, in mod generalizat, se poate afirma ca banca
viitorului este o institutie financiara,

sigur. [8]

De asemenea, evolutia serviciilor

implementarea masiva a tehnologiilor informationale.

auxiliar personal exceptional, de elitd. [6]
Savantii  rusi  mentioneaza
personalitatea si proactivitatea [5].

largind categoriile de varsta ale

banca acolo si atunci, unde si cind este nevoie de ea.

term bank deposit with a credit card by the

same bank. This allows solving the problem

of the possibility that the depositor will need

the money deposited by the deadline the

deposit. In this case there fear that

withdrawing the amount deposited before the

deadline, the depositor will lose at least part

of the interest due. If the joint term deposit

with a credit card account, in part, term

deposit serves as security for the repayment

of loans offered by the card and the amount

of - the ceiling for the loan amount.

Elsewhere to get temporary depositors will

not have to break the deposit. Also in this

example should not be forgotten and other
benefits offered by credit card itself.

According to expert opinion, the banks of the

future will be institutions whose work will be based on

high technology and which will use a number of

providing a variety of additional services to customers.
2. Perspectives of the banking activity. In

future of the bank is a financial institution, the
availability of which contains unique technologies
enable customers to conduct financial
transactions anywhere in the world at any time
quickly, effectively and safely. [8]

Also, the design of banking changes: If from
70s of the twentieth century until the beginning of the
21st century the classic banking concept dominated -
"Bank 1.0", then there is currently promoting the
concept of "Bank 2.0", which examines the bank as a
financial institution, customer-oriented, occupied by

products, whose business is based on massive
deployment of information technologies.

But the evolution of the banking concept will
continue to create "Bank 3.0", which is mainly related
to the practice of banking in the virtual environment,

in classical banking actually becomes a personal,
exceptional auxiliary service for the elite. [6]
Russian scientists mention the direction of the

four basic
personality

requirements  in

socialization,

(interactivity) [5]:
1. Mobility. New devices enter the market,

ways:
and

mobility,
proactivity

products. Western experts are confident that the main
task of modern technology is to bring the bank where
and when it is needed. The bank's future is linked to
the mobile phone, which will become the analogy
wallet and allow you to pay purchases and services.

In it will be installed a NFC chip, which will
allow by touch to conduct banking transactions; the
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dupa numarul de identificare. Accesul la produsele -
- the operators have the ability to track the mobile

De asemenea, bancile din tarile industrial dezvoltate -
largesc si dezvoltd cu succes directia de autodeservire a -
clientilor. In acest scop, vor fi utilizate unele inovatii :
tehnice si tehnologice, a caror ofertd spre utilizare, de fapt, -
- purpose will be served through some technical and

bancare va deveni accesibil in permanenta si imediat.

constituie servicii bancare auxiliare noi [7]:

1. Vitrinele interactive sunt, prin

esenta, -

monitoare senzoriale mari, cu ajutorul cirora -
oricine poate sd obtind informatia bancard -
necesard, precum si si completeze unele -
documente. Produse in formd rezistentd, ele -
vor fi amplasate pe perimetrul extern al -

oficiilor bancare.

2. Mesele touch screen sunt deja folosite in -
oficiile bancare din térile industrial dezvoltate -
de tipul Microsoft Surface, cu ajutorul cérora -
vizitatorii pot lua cunostintd de produsele -
bancii, comparand conditiile. Suprafata mare -
si ecranul senzorial fac acest proces mult mai -
comod, in comparatic cu folosirea unui -

computer personal.

3. Camerele biometrice sunt dispozitive de
filmat, capabile, in cazul conectirii la baza de -
date respectiva a bancii, s identifice clientul, -
iar imaginea obtinutd si identificati si fie -
comparatd cu datele personale introduse de -
client cu ajutorul tastaturii, ridicaind astfel -
nivelul de securitate al tranzactiilor bancare -
desfagurate cu clienti la distantd si de -

dezvoltare a serviciilor bancare personalizate.

Tabletele pentru efectuarea semndturilorz

digitale — sunt dispozitive speciale, care -

reconstituie  procesul  de

semnare a -

documentului cu propria mana pe suport de
hértie, cu deosebirea radicald de desfasurare a -
acestui proces in mod digital. Dispozitivul -
urmireste crearea semndturii in timp real, -
cand clientul o aplicd, ceea ce permite -

formarea  unor  profiluri
individuale.  Astfel, semnatura
practic, nu va putea fi contrafacuta.

biometrice
digitala, -

5. Aparate bancare de vinzare, care pe langa -
functionalitatea de bazi a bancomatelor vor fi -
dotate cu functia de eliberare a unor produse -
bancare auxiliare, cum ar fi cardurile bancare -
s.a. Aceste dispozitive, combinate cu solutiile -
electronice ale tabletelor cu semnituri digitald -
si consultare video, vor putea efectua vanzari

,,la cutie/la pachet”.

6. Terminale pentru Internet-banking, care vor -

asigura prestarea serviciilor bancare

la -

distantd clientilor, care nu dispun de conditii -
comode si sigure de folosire a Internet- -
bankingului la domiciliu sau la locul de aflare. -
7. Dispozitivele cu aplicarea tehnologiei NFC -

(Comunicarea Campurilor Apropiate)
permite transmiterea datelor intre
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latter being more secure than card transactions, because

identification number. Access to affordable banking
products will become permanent and immediate.

Also, banks in industrialized countries
successfully develop customer self-service. This

technological innovations, which, offered to the user,

in fact, will constitute new auxiliary banking services.

[7]:

1. Interactive windows are essentially large
sensory monitors with which anyone can
obtain banking information required and
complete some documents. Produced in a
resistant form, they will be placed on the
outer perimeter of bank offices.

Touchscreen tables now used in bank
offices in industrialized countries such as
Microsoft Surface, with which visitors can
get acquainted with bank products and
compare conditions. A big surface and the
touch screen make this process much more
convenient, compared to using a personal
computer.
3. Biometric cameras are devices capable,
when connecting to the database of the
bank, to identify the customer, and the
obtained and identified image to be
compared with the personal data entered by
the customer with the keyboard, thus raising
the level of security of banking transactions
conducted with remote clients and
developing customized banking services.

Tablets to perform digital signatures - are

special devices that reconstruct the signing

of the document by hand on paper, except
for radical development of this process

digitally. The device aims to create a

signature in real time while the customer

applies, which allows the formation of
individual biometric profiles. The digital
signature basically cannot be counterfeited.

5.  Banking sale devices, which in addition to
the core functionality of ATMs will be
equipped with the function of issuing
auxiliary banking products such as bank
cards, etc. These solutions, combined with
electronic devices with digital signature
tablets, will be able to make sales with
video consultation "in the box".

6. Internet-banking terminals will ensure the
provision of banking services to remote
clients who do not have convenient and safe
conditions for the use of Internet-banking
from home or their staying place.

7. NFC (Near Field Communication)
technologies devices — allow the possibility
to exchange data between close devices
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dispozitivele apropiate, fard contactarea lor -
nemijlocitd. Sistemul MasterCard oferd de -
acum carduri PayPAss, care permit, cu -
decontarea -
mijloacelor banesti la distantd fard contactul -
fizic si fard autorizare, ceea ce asigurd -
reducerea timpului necesar pentru deservirea -

ajutorul terminalelor speciale,

cumparatorilor In magazine.

8. Card reader-ul mobil este un alt dispozitiv cu -
perspectiva. Din 2009, a inceput folosirea -
unor astfel de dispozitive cu marca Square. -
Card reader-ul de acest tip poate fi conectat la -
un telefon mobil, permitand, astfel, acceptarea -
platilor cu ajutorul cardurilor de catre orice -

- become a bank worker/consultant, present in several

Unii experti considera cd, in viitor, pe piata bancara -
retail agentul de baza de vanziri va deveni lucratorul bancar- -
consultant, prezentat in cateva comunitati virtuale, in care el se -
va bucura de o anumitd popularitate i incredere, inclusiv in -
calitate de reprezentant oficial al bancii, ceea ce ii va permite -
in mod oficial si consulte membrii comunitdtii referitor la -
selectarea si consumul produselor bancare. Insa acest proces, :
intr-0 masurd mai mic, va avea loc In oficiul bancii si, intr-o -
masurd mai mare, la distantd de oficiu. in acest context, :
bancile occidentale au inceput implementarea serviciilor de -
consultare video. In acest scop, unele din ele fac legatura cu :
clientii, aplicand tehnologia Skype. Ca o continuare a acestei -
idei, au apdrut chioscurile video destinate accesului non-stop, -
receptdrii -
documentelor necesare, obtinute de la o imprimantd -
montabild. Ca exemplu, pot fi mentionate bancomatele de -
generatie noud ale Bank of America dotate cu functia Teller -

Assist, care imbind avantajele deservirii electronice a clientului -

- Assist function, which combines the advantages of

- electronically servicing customer with those of human

Urmdtorul pas in acest proces va fi inlocuirea -
lucratorilor bancari, care consultd clientii cu ajutorul -

Spre deosebire de -

consultantii vii, videospikerii pot lucra non-stop. De -

asemenea, videospikerii oferd un confort suplimentar, -
cici utilizatorii vor putea singuri si determine parametrii -
persoanei virtuale, cu care ar dori sa vorbeasca — barbat -

- to determine on their own the virtual person’s

Astfel, consultarea de citre un lucritor bancar, -
dintr-un atribut firesc, in prezent accesibil oricirui -
consumator de produse bancare, treptat, va deveni un -

- natural attribute, currently available for the client of

2. Socializarea. Pentru a se simti fericit, omul -

Omul -

interactioneazi cu doud medii: intern si extern. Bincile -

viitorului vor tinde si patrundid in ambele medii. De -
exemplu, pentru mediul intern, o persoand poate controla -
impreund cu rudele sale bugetul familiei. De asemenea, -
ar putea fi bineveniti posibilitatea de a efectua decontiri -
reciproce cu prietenii: de exemplu, de a solicita si de a -
rambursa cu usurinti datoriile. Aceasta devine deosebit -
de globalizare, -

comerciant marunt.

a colaboratorului centrului de contact si

cu cele ale comunicarii umane si care vor permite bancilor sa-

si reduca costurile pentru deservirea clientelei. [9]

bancomatelor, cu videospikeri.

sau femeie, blonda sau bruneta s.a.

serviciu auxiliar destinat numai clientilor VIP ai bancilor.

trebuie neaparat sid comunice cu cineva.

de oportun 1n cadrul procesului

without direct contact. MasterCard PayPass
cards now offer special terminals with
remote settlement funds without physical
contact and authorization, which permits to
reduce the time required for servicing
buyers in stores.

8.  Mobile card reader - another perspective
device. Since 2009 it was begun to use such
Square trademark devices. Card readers of
this type can be connected to a mobile
phone and allow, in this way, accepting
payments using cards from any small trader.

Some experts believe that in the future on the

banking market the retail-based sales agent will

virtual communities, where he will enjoy a certain
popularity and trust, including as an official
representative of the bank, which will allow him
officially to consult the community on the selection
and use of banking products.

But this whole process will take place to a
lesser extent in the bank’s office and more at greater
distance in this context, Western banks have started
implementing video consultation services. To this
end, some of them connect with customers, applying
Skype technology. A continuation of this idea became
video kiosks, for non-stop video access to
collaborator of the contact center and for receiving
necessary documents, which are obtained from a
connected printer.

In this connection, it may be mentioned the
Bank of America's new generation of automated
telling machines (ATM), equipped with the Teller

communication, and which will allow banks to reduce
costs related to customer service. [9]

The next step in this process will be the
replacement of bank workers, advising clients using
ATMs with video speakers. Unlike live consultants,
video speakers can work non-stop. Video speakers
provide also additional comfort, as users will be able

parameters, with whom they would like to talk: male
or female, blonde or brunette, etc.
The consultation by a bank employee is a

any banking product, will gradually become an
auxiliary service only for VIP customers of banks.

2. Socialization. To be happy one has the
obligation to communicate with someone. Man
interacts with two environments: the internal and
external ones. Future banks will tend to get into both
environments. For example, a person can control the
internal environment together with its relatives, the
family budget. Also it would be welcomed to be able
to perform mutual settlements with friends: for

caracterizatd prin deplasarea liberd a oamenilor, incat, in , example, to apply and to repay debts easily. This is
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unele cazuri, membrii familiei sunt dispersati in diferite -
localitati si chiar in diferite tari. De asemenea, clientului -
poate sa-i pard interesant sd compare cheltuielile sale cu -
cheltuielile unui grup social, la care el se referi. in :
asemenea caz, informatia de acest gen poate fi prezentata -
in mod depersonalizat. :

Actualmente, o bancd din Germania ofera -
clientilor posibilitatea folosirii portalului sau in calitate -
de pagind personala pentru accesarea retelelor sociale si -
obtinerea informatiei de pe ele. Astfel, banca calculeaza -
bonusuri, care pot fi folosite pentru obtinerea reducerilor -
la produsele bancare.

in general, 1n acest scop, banca, de exemplu, poate -
sa elaboreze o aplicatie de conectare la Facebook, care sa -
includd deservirea standard de gestiune a finantelor, -
aplicatii pentru schimbul reducerilor cu prietenii in -
reteaua sociald, precum si un oficiu virtual video la -
distanta pentru consumul serviciilor bancare de baza. :

3. Personalizarea. Bincile tind sd facd serviciile -
lor mai atractive pentru consumatori. Aceasta presupune -
cd banca cunoagste cine este clientul ei si care sunt -
necesitdtile lui catre momentul dat. Personalizarea -
permite formarea unui contact mai personal, mai apropiat -
si de incredere intre bancd si client, ceea ce permite -
fidelizarea ultimului fatd de prima. :

In urma implementirii masive a tehnologiilor -
bancare avansate, bazate pe automatizarea operatiilor -
bancare si autodeservirea clientilor, se vor elibera resurse -
umane in cadrul bancilor pentru formarea relatiilor de -
incredere dintre bancd si clienti privind gestiunea -
finantelor ultimilor. Subdiviziunile teritoriale ale bancilor -
se vor transforma in teritorii, unde, cu ajutorul unor -
dispozitive speciale, vor putea fi elaborate scenarii -
diferite privind strategiile financiare ale clientilor.
bankingul pentru formularea unor oferte personale destinate
clientilor si crearea unui sistem flexibil de informare a -
consumatorilor cu privire la produsele bancare. :

4. Proactivitatea reprezintd aptitudinea, care ajuta -
0 persoand s obtind rezultate mari. Directiile de baza ale -
activitdtii bancilor proactive sunt legate de crearea asa- -
numitului sistem de supermarket, care ii va permite -
fiecarui client si-si aleagd produsul bancar, care si -
corespunda exact necesitatilor sale.

De asemenea, bancile viitorului pot realiza functia -
de amintire. Cercetand ciclul de viatd al clientului, banca -
ii poate aminti despre plitile posibile (inclusiv in baza -
retelelor sociale). Astfel, bancile pot utiliza informatia -
disponibild pentru a inlitura barierele de formare a -
relatiilor dintre banca si clientul sau.

Mai mult decét atat, in SUA, au fost deja elaborate -
dispozitive de inregistrare video, care permit fixarea -
reactiei clientilor la standurile informationale, obiectele -
care atrag atentia lor s. a. Astfel de sisteme, in viitorul -
apropiat, vor deveni instrumente utile pentru studierea -
preferintelor clientilor.

Unii experti in domeniul bancar considerd ci -
tendinta de bazi in activitatea bancard retail va fi,
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particularly  appropriate in the process of
globalization, characterized by the free movement of
people, when in some cases family members are
dispersed throughout different locations and even
different countries. Also, the customer may be

- interested in comparing his costs with the costs of a

social group of reference. In this case, such
information may be presented in a depersonalized
way.

Currently, a bank in Germany offers its
customers the possibility to use the portal as a

- personal page for accessing social networks and

gather information on them. For this, the bank
calculates bonuses, which can be used to obtain
reductions in banking products.

In general, for this purpose, the bank, for
example, can develop an application to connect to

- Facebook, including finance management service

standards, applications for sharing reductions with
friends in a social network and a virtual office for
remote video consumption of basic banking services.
3. Customizing. Banks tend to make its services
more attractive to consumers. This implies that the
bank knows who her client and his needs are at the

- moment. Customizing allows for a more personal and

closer contact as well as trust between the bank and its
clients, enabling lasting loyalty to the first.

Following the massive implementation of
advanced banking technologies based on automation
and self-service banking customers, new resources
within the banks will be released to form relationships
of trust between the bank and its customers about the
latters’ financial management. Branches of the banks

will turn into regions where using special devices will
- allow the development of different scenarios for

clients' financial strategies.
This approach provides ample opportunities in
context of [Internet banking for personal
customers, making them more flexible and creating
consumer information on banking products.

4. Proactivity (interactivity) is a complex of
skills that help a person to achieve high results. Basic
directions of activity of banks are proactive about

- creating so-called supermarket system that allows

each customer to choose banking product that exactly
matches their needs.

Also, banks of the future can achieve a memory
function. Understanding the life cycle of the
customer, the bank may remember about possible

- payments (including in social networks). Thus, banks

may use the information available to remove barriers
to the formation of relationships between the bank
and its client.

Moreover, in the U.S. there has already been
developed video recording that allows fixing

- customer reactions to information stands and their

eye-catching items. Such a system, in the near future,
will become a useful tool for studying customer
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eficientizarea acesteia prin dezicerea de produsele -
nesolicitate de clienti, precum si transmiterea produselor -
solicitate, dar ineficiente pentru bancd (preponderent -
celor auxiliare), partenerilor de afaceri ai bancilor prin -
externalizare. [4] :
De asemenea, mai pot fi evidentiate si alte directii -

de dezvoltare a activitatii bancare cu amanuntul. [4]
1. Cresterea extensivdi pe seama atragerii -
clientilor noi si a produselor bancare ,,usoare” -
(depozitele, creditele cash si POS, businessul -
tranzactional) se va opri, si béncile vor fi -

impuse sd-si mdreascd volumul vénzarilor -
secundare (cross-sell, up-sell) din contul -
produselor ,,grele” (ipotecii, internet si mobile -

banking, brokerajului), care va fi posibila doar -

in cazul organizdrii calitative a activitatii de -
consultanta. :

2. Separararea bancilor in subdiviziuni de bazi, -

in care se vor forma relatiile béncilor cu -

clientii si reteaua auxiliard (cuburile mobile, -
bancomatele, chioscurile video). :

3. Crearea subdiviziunilor ~ in  retelele -
partenerilor, principalele din care vor fi cele -

de comert cu amanuntul. :

4. Bancile isi pot diversifica ofertele destinate -
clientilor — persoane fizice prin prestarea, pe -

langa serviciile bancare, si a celor nebancare. -

Oficiile teritoriale ale bancilor pot deveni -

locuri special amenajate, unde, in afard de -

folosirea produselor bancare, clientii se vor -

putea odihni, vor comunica cu alte persoane, -

servind o cafea, vor participa la conferinte, -

seminare, concerte etc. :
Businessul bancar corporativ se va schimba intr-o -
masurd mai mica. Relatiile dintre subiectii acestuia va
avea un caracter mai putin virtual fatd de cele formate cu -
clientii-persoane fizice, iar compania (societatea pe -
actiuni) va raméane unitate de baza a economiei.
3. Concluzii. Cresterea proportiilor ramurilor -
economiei va conduce la aparitia unor aliante stabile intre -
bancile globale si companiile globale, legate de -
interpatrunderea reciproci a capitalurilor si crearea -
proiectelor comune in diferite domenii de activitate. -
Serviciile bancilor prestate clientilor corporativi va avea, -
preponderent, un caracter complex. De exemplu, banca -
va oferi simultan servicii de decontdri, servicii de -
organizare a finantirii (legate atit de creditare, cat si de -
atragerea capitalului), servicii de asigurare, servicii de -
gestiune a fondului de pensii al intreprinderii.
Luand in consideratie concurenta serioasi cu -
caracter global, bancile vor avea dificultiti privind -
atragerea clientilor noi. De aceea, se va raspandi practica -
de ,,creare” a clientilor cu ajutorul fondurilor venture si .
participarea bancilor, prin intermediul structurilor afiliate, -
la capitalul agentilor economici cu perspectiva.
in afard de cele mentionate, pot fi remarcate -
unele particularititi ale schimbirii organizirii -
activititii bancilor. Reteaua largd de filiale, ca o ,

preferences.

Some banking experts believe that the
underlying trend in retail banking will be efficient in
its denial of products unsolicited by customers, and

- the transmission of required but for the bank

inefficient (mostly auxiliary) products to bank

- business partners through outsourcing. [4]

They also highlighted other six directions of the
development of retail banking. [4]

1. Extensive growth at the expense of attracting
new customers; "light" banking products
(deposits, cash loans and POS transactional
business) will stop, and the banks will be
forced to increase the volume of secondary
sales of "heavy" products (cross-sell, up-sell)
of accounts (mortgage, internet and mobile
banking, brokerage, etc.), which will be
possible only via qualitative organization of
business consultation.

2. Separation of basic banking subdivisions,
which  will form relationships with
customers and auxiliary supply for banks
(cubes phones, ATMs, kiosks, video).

3. Creating subdivisions in partner networks,
which will be the main retail.

4. Banks can diversify their offers to
individual customers by providing besides
banking also non-banking services. Field
offices of banks can become special places
where besides using banking products,
customers will be able to relax,
communicate with others, serve coffee, and
attend conferences, seminars, concerts.

The corporate banking business will change to

a lesser extent. Relations between its subjects will

have a virtual character, less than those formed with
individual clients, and companies (joint stock

- company) will remain the basic unit of the economy.

3. Conclusions. The proportional increase of
some economy sectors will bring about the emergence
of stable alliances; global banks and global companies
linked by mutual penetration of capital, and the
creation of joint projects in different fields. Banking
services to corporate clients will be mainly of a
complex character. For example, the bank will
simultaneously provide settlement services, financing
services organization (both related to lending and
attracting capital) services, insurance services,

- management of company pension funds.

Taking into consideration the all-encompassing
and serious competition, banks will have difficulties
in attracting new clients. That is why the practice of
creating clients with the help of venture funds and the
participation of banks through structures, affiliated to

- the capital of promising economic agents, will

become widespread.
In addition to the above, some peculiarities of
organization change in the work of banks can be
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totalitate a oficiilor existente si suplimentare, isi va
pierde importanta. Cel mai probabil este c&, in practica
bancard, se va implementa principiul ,,un oras — un
oficiu”, iar oficiul va fi important mai curand din
punctul de vedere al imaginii, decat al functionalitatii
necesare. De asemenea, treptat, va disparea necesitatea
lucrului In comun al Intregului colectiv intr-o singura
cladire. Va fi largitd practica muncii intelectuale la
domiciliu, precum si a credrii colectivelor temporare
de creatie pentru Indeplinirea unor sarcini speciale,
deosebit de importante.

observed. Wide network of branches and the whole
existing and additional offices will lose importance. It
is most likely that the banking practice will
implement the principle "one city - one office", and
office will soon be important from the point of view
of the image, less because of its functionality. Also,
the need of work together the entire collective in the
same building will gradually disappear. The
intellectual labor practice at home will be widened, as
well as the creation of temporary teams to meet some
very important tasks.
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