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Annotation

The dissertation consists of an introduction, five chapters, a conclusion, and a list of
references.

The introduction discusses the relevance of the topic and argues for the need to study the
issue. It defines the goals and objectives, the subject and the object of the study, and describes the
methodology of research, scientific innovation and the practical application of evidence-based
research.

Literature review. This chapter includes a review of Georgian and foreigh researchers
scientific researches and literature to determine the level of study of the posed problem. In addition,
it discusses various theoretical aspects that help commercial banks in attracting and retaining
customers.

Specifically discussed Marketing vision of the relationship between the banking
organization and its prospective customers; Discussed empirical research in the field of financial
marketing in banking organizations and distribution networks within its network. The paper
presents studies of the financial indicators of a financially weak customer and his/her relationship
with the bank, relationship between the banking sector and the corporate / private borrower. The
study discusses how macro and micromarketing changes in the banking sector affect private
clients, as well as decisions on financing firms and manufacturers.

Based on the analysis of commercial banks in Kenya, it is proposed to consider the
approach of Kenyan banks to the financial portfolio of clients for Georgian banks, which should
emphasize the concept of interest rates to increase clients' wallets, which will be focused on clients
rather than bank profits, which in itself leads to an increase bank profits.

A review of existing research on internal marketing and employee relations has shown that
it is actually employees as a whole that create the most value and this can become more visible
when rewarded for their intentions. The latter is interesting and should be considered for Georgian
banks as well. This chapter argues that it is necessary to study the interdependence of such factors
as employee productivity, motivation, quality of service, customer satisfaction, banking image.

At the end, it is noted that the perception of the quality of service when purchasing banking
products is stabilized by certain factors of perception and reliability.

This phenomenon shows that when buying, reliability has the greatest impact on customers,
followed by joint behavior, wealth, and comfort. In the future, in the retail- banking sector, based
on new trends, improving the scale of measuring the quality of retail banking services will lead to
increased reliability.

Delivering services reliably and accurately is the backbone of advanced marketing

service experience. When a company is highly valued, when it makes mistakes that can be
avoided, it shakes customer trust and dampens the chances of gaining a reputation for high quality
service.

The first chapter of the qualification document highlights the important role of the banking
sector in shaping consumer sentiment. The dissertation provides a detailed overview of the
complex and diverse actions of bank marketing in the world in the formation of the real sector of
the economy.

In the same chapter, we ask the question of what kind of marketing strategic and tactical
modeling and especially relationship marketing should be used to support customers and how to
attract them in the future. To formulate a research problem in these areas, we needed to familiarize
ourselves with and analyze new materials in the Western marketing literature. We focus on the
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English-language literature of the last five years, that is, the period when the great marketer Kevin
Keller discovered and developed the method of brand personalization and used it extensively in
both practical and theoretical marketing.

The focus was on the branding of firms, and it was found that injections of international
capital into banks in developing countries, as well as into Georgian banks, have a particularly
positive effect on positive consumer perceptions.

To attract and retain customers, it is important:

1. To study the experience and basics of positioning a banking organization;

2. Scientific substantiation of correct positioning forms through perceptual models and

marketing audits;

3. To determine the methodological perspective of the world experience in positioning

the bank;

4. To create an effective model for using marketing for the correct positioning of a

financial institution;

To explore these issues, the following questions were asked:

1. What strategies / methods for attracting clients are used in the banking sector?

2. What should be an effective model for implementing relationship marketing to retain

customers in the national banking sector?

3. How is relationship marketing used in the banking sector to retain customers?

4. How is relationship marketing used to increase loyalty and retention in the banking

sector?

5. What will be the best form of relationship based on customer relations - Excellent

Customer Relation Management (ECRM)?

Fore research we use appendix 1. The first hypotheses are confirmed by the research.

The first chapter analyzes positioning issues from the point of view of customer relations,
which showed that a banking organization (i.e. target position) could be based on strategic
positioning in the company's market (i.e. at the level of a specific

company) and can be determined by such factors such as: a) key competencies or b)
capabilities.

For the research carried out in the first chapter (Appendix 1), a questionnaire was
developed. The survey was conducted using the existing questionnaire for bank managers,
directors. The aim of the study was to reveal the attitude of banks to favorable positioning in
consumer relations. More specifically, we studied and explored the issue of bank positioning in
terms of attracting and retaining customers; also, to determine the factors affecting the profitability
of the bank branch, we have addressed the issue of managing the customer base of customers using
banking services.

The research results are summarized at the end of this chapter. Specifically: the positioning
offered at a more specific level for a banking brand will depend on:

1. Most Beneficial Position for Customers - Relate to the largest or sufficiently lucrative

segment of customers or differ significantly from competitors.

2. The strategic decision on positioning depends on the competition, the cost of the

structure, as well as the structure of the customer preference.

3. Consumer relations in banks are not used for better positioning and it is not involved

in the strategy of achieving the desired positioning.

4. Positioning maps, often as a concept, are unsuitable for use in the banking sector of

Georgia.
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The same chapter outlines the positioning base scheme that incorporates dominant and
hybrid strategies.

The second chapter of the dissertation is devoted to such an issue as the impact of liquidity
financing. It turned out that Georgian banks rely on forms of marketing that only have an external
effect. These effects better affect consumers who are not distinguished by in-depth knowledge and
customer experience, they also carry high liquidity risks.

Fore research we use Appendix 1; Appandix 2 and Appandix 3, It also discusses whether
the marketing activity affects the target market, we get a regime in which banks go beyond
perception and sentiment to acquire a new ability to persuade. The result showed that banks enter
new markets after relaxation of competition in the target market by creating new destinations /
sectors / products / brands. It is interesting the activity of each bank branch in attracting and
retaining customers and the activity that is called penetrating the customer's mind.

Consequently, the model is interesting - a new branch of digital banking, which will
significantly increase interbank competition if it increases the availability of credit for private
clients and small businesses, as well as contributes to economic growth.

In the second chapter of the dissertation, the most important is the study of consumer
relations models according to Theory of Attitude of the Georgian psychologist Dimitri Uznadze
and theory of expectancy of the American psychologist Victor Vroom — and their experimental
use, since these relations have a great influence on the retention of bank customers.

The main purpose of the research is to study the impact of consumer relations on customer
attraction and retention (appendix 2; appendix 3), which is important for obtaining and
strengthening the image of banks, according to Dimitri Uznadze's Theory of Attitude and Victor
Vroom’s Motivation Theory. The methods of induction, deduction, analysis, and synthesis were
used for this purpose.

In this regard, the issue of attitudes and motivation of customers was studied, as well as the
main aspects of motivation and attitudes of the bank's service personnel, in order to fully present
the factors affecting the attraction and retention of customers.

Based on D.Uznadze's Psychology of Set and the synthesis of marketing psychology, it is
possible to create attitude for the customer that will attract and retain him/her.

Attitude has a lot to do with expectations. The latter is also a psychometric factor in a
person. This paper discusses the Theory of Expectancy from the perspective of customers and bank
staff.

The theory, in addition to general, primary requirements, focuses on the influence of
individual factors of knowledge, experience, skills, and character on the work performed by the
employee. According to this theory, an individual vision of the result of work enhances what level
of motivation we will deal with. Moreover, when buying a product, the customer's expectations
are simultaneously increased in order to get the necessary and beneficial result (cost) (simple
payment loans; pension insurance package with progressive growth; various types of personal
accounts, personal business packages, etc.).

As a result of the research, the paper presents a consumer relations model (according to D.
Uznadze and V. Vroom) and the structure of mood and flexible expectations.

The paper also shows the importance of content marketing in creating a positive attitude.
It also analyzes customer attitude and sentiment towards digital banks, which suggests that CRM
systems can be divided into three parts:

« CRM which creates attitudes as a business manufacturing philosophy;

» CRM of positive attitude as an organizational strategy;
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« CRM which creates expectancy as an excellent positioning tool;

The third chapter of the qualification paper discusses the study of pricing generating
positive attitudes and persuasive expectations in banking marketing and the role of brand
positioning related to it. The financial institution should be able to take advantage of low
production costs. Price competition has its drawbacks. This can lead to price wars, as competitors
are constantly trying to oppress each other. In addition, while price competition is an effective way
to acquire new customers, it usually does not provide customer loyalty programs: the price offered
makes customers more price sensitive and may switch them to more affordable prices.

Pricing for financial services can be divided into comprehensive and segmented pricing
methods. The paper defines each type. The process of financial intermediation generates hidden
prices. This is further complicated by how the financial institution offers "free” banking services.
Banking cannot be "free": when using payment services (as long as there is a credit account),
customers are clearly not accrued, however, there are costs associated with the operation of the
facility and which need to be reimbursed.

In terms of customer retention, the concept of “wallet share” is discussed using a
benchmarking method. The concept of customer retention is compared to the concept of retaining
contracts with a concept.

Research (Bhat and Reddy, 1998; Rigger, 1995; Blankson and Kalafatis, 2004) shows that for
a bank to develop customer-centered positive relationships and positioning around them, an important
systematic sequence must be chosen: customer acquisition; customer retention; staff morale; corporate
stability; public image and consciousness.

The second hypotheses are confirmed by the research in ch.2 and ch,3.

The fourth chapter of the paper is devoted to the discussion and substantiation of the model
obtained from the research results.

The model of attitude development in banks and its research has shown that people evaluate
each new stimulus under the influence of which they are treated individually and not with prior
intention.

The study introduces features such as bank aggregate image. It describes the qualifications
of the bank employees. Correlation is established with the aggregate image and the efficiency of
the bank. The study compared the economic performance of the aggregate image and the structural
units of the bank (number of customers, transaction, and transaction rate). The aggregate image
matrix was constructed using the program SPSS.

The formula for calculating the percentage of improvement in material consent (PSA)
resulting from rational and emotional improvement in processes was developed to assess the
factors that increase customer loyalty through the development of attitude. It allows to check the
customer's views on the attitude of the banking service (aggregate image).

According to the formula, even if the image of a banking brand looks unfavorable, the
consumer attitude, created and improved by the aggregate attitude to the brand, is focused on
overcoming even the negative status of the entire banking organization.

The study demonstrated that because of attitude development, certain positioning strategies
actually lead to different perceptions of users.

Finally, by combining all the components and key aspects of the study, a model of customer
attraction and retention in the banking sector was developed because of the development of
attitude, which is the basis for the formation of a loyal customer and the bank image.

The thired hypotheses are confirmed by the research. At the end of the paper, conclusions
and suggestions are proposed.
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