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INTRODUCERE

Motto: ”Clientul este fluidul viu ce pune in

miscare toate resursele bancii”

Certitudinea financiard a unei banci comerciale este determinatd de un sir de indicatori,
preponderent calitativi, printre care se afla si calitatea produselor si serviciilor bancare.

Asigurarea calitatii in sistemul bancar este o parte specializata a managementului general
si conform standardului ISO 8402/1994, revizuit sub ISO 9000/2000, reprezintd ansamblul
activitatilor functiei generale de management, care determind politica privind calitatea,
obiectivele si responsabilitdtile pe care le implementeaza prin mijloace cum ar fi: planificarea,
tinerea sub control, asigurarea si Tmbunatatirea calitatii, in cadrul sistemului calitatii.

Unul din teoreticienii importanti ai sistemului de asigurare a calitatii, Theodore Levitt,
profesor la Harvard, susfine cd orice companie trebuie sa incerce sa satisfaca nevoile cliengilor
sdi. Apare astfel o nouad filosofie de afaceri, un concept modern de marketing ce isi are punctul
de pornire 1n exterior, de la nevoile indivizilor din cadrul pietei-tintd, urmand ca prin producerea
si oferirea a ceea ce ei 151 doresc, firma sa realizeze profit.

Termenul de calitate are acceptiuni si conotatii diferite in contextul optimizarii calitatii
produselor si serviciilor oferite de bancile comerciale. Ghidurile sau procedurile nu pot descrie
un model unic de calitate, universal valabil pentru orice institutie de credit.

Implementarea standardelor de calitate 1.S.0O. da posibilitatea bancilor sa ofere produse
sau servicii, care se inscriu in sfera unor cerinte bine definite, satisfac asteptarile consumatorilor,
respecta specificatiile si standardele aplicabile in domeniu si sunt in conformitate cu regulile
statuare sau alte exigente cu privire la sandtate si securitate, protectia mediului inconjurdtor si
conservarea energiei §i a materialelor, si toate acestea la costuri mai scazute si niveluri de
eficienta mai ridicate.

Scopul oricarui prestator de servicii bancare este ca serviciile lui sa satisfaca cat mai bine
posibil nevoile consumatorilor si sa fie percepute ca un beneficiu de catre acestia, pentru a mai

apela si 1n viitor la respectivele servicii. Tocmai din acest motiv, politica de produs, cu
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componentele si particularitatile sale, joaca un rol atdt de important in politiciile si strategiile
unei firme.

In ziua de astdzi, clientii au devenit mult mai informati despre ce trebuie sd le ofere
piata. Necesitatea calitatii serviciului este o problema reala pentru furnizorii de servicii
financiar-bancare.

Bancile trebuie sa monitorizeze nivelul serviciului §i sa se asigure ca acesta este suficient
de ridicat pentru a capta interesul clientului pentru oferta bancara. Calitatea serviciilor §i
continuitatea in oferta de produse §i servicii vor ajuta la cresterea fidelitatii clientilor, acestia
fiind astfel mai putin tentati sa evalueze alternativa utilizarii serviciilor concurentei.

Interferenta sistemului bancar cu celelalte segmente ale pietei financiare si chiar cu
spatiul economiei reale a condus la aparitia unor produse si servicii ,,de granita”, cum ar fi de
pilda: servicii privind piata de capital, sau in legatura cu aceasta; produse de tip banc-
assurance §i legate de fondurile de pensii; consultanta si suport in afaceri.

Este evident ca nu toate institutiile de credit practica intreaga paleta de servicii permise,
dupd cum nu oferd nici intreg pachetul de produse bancare. Principalul motiv il reprezinta
specializarea bancara, potrivit strategiilor si politicilor proprii de dezvoltare.

Scopul tezei de doctorat este tocmai acela de a investiga influentele pe care deciziile luate
la nivelul diferitilor factori de decizie le au asupra calitatii serviciilor bancare si de a furniza o
metodologie clara de investigare a acestora.

Calitatea produselor si serviciilor financiar-bancare reprezintd o problema de cultura
organizationala si de etica, care {in de o anumitd maturizare si stabilitate a pietei financiare in
ansamblul ei.

Optimizarea continua a calitdtii iIn domeniul financiar bancar se referd la cele doua
elemente definitorii ale calitatii si anume: calitatea conceptiei si calitatea de conformitate.

Optimizarea calitatii produselor si serviciilor presupune si introducerea unor elemente de
noutate, precum noi segmente de piata, produse §i servicii noi sau perfectionate, o noud abordare
strategicad, institutii, calificari noi si mai ales o noud mentalitate in abordarea afacerilor.

Calitatea de conformitate a produselor si serviciilor, vizeaza in primul rand, activitatea de
supraveghere, managementul si implicatiile reduse de factorul uman.

Sistemul de management al calitatii (SMQ) este cheia eficientei procesului de
imbunatatire, avand un obiectiv important pentru toate organizatiile. Fard un bun sistem de
management al calitatii, activitatile de optimizare nu sunt durabile. Intenfia unui sistem de
management al calitatii este aceea de a garanta cd o organizatie satisface cu consecventa cerintele

clientilor.
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Standardul ISO 9001:2000, international recunoscut, este un standard generic. Obiectivul
acestuia este de a stabili cerinte internationale pentru sistemul de management al calitatii in orice
domeniu. Managementul calitatii reprezintd ceea ce practicd organizatiile pentru a asigura
produse si servicii in conformitate cu cerintele clientilor sdi. Un certificat ISO 9001:2000
dovedeste ca sistemul de management al calitatii intruneste toate cerintele acestui standard
international. Un sistem de management al calitatii certificat demonstreazd angajamentul
organizatiei pentru calitate si satisfactia clientului. Increderea in capacitatea de a produce
"calitate" a unei organizatii este premiza de baza pentru o cooperare fructuoasa.

Calitatea, ceea ce inseamna calitatea proceselor si a rezultatelor, este si va fi intotdeauna
un factor de competitie important, dacd nu cel mai important.

Importanta temei rezultd din rolul bancilor comerciale in politicile si strategiiile privind
asigurarea continui a noilor servicii si produse bancare. In prezent, bancile comerciale activeaza
in condifiile unui risc inalt ca urmare a situatiei de criza existentd in prezent, schimbarilor
politice si inflafiei. Pozitia produselor si serviciilor bancare pe piatd, determinarea nisei de piata
si a segmentelor-tintd, utilizarea mijloacelor de promovare si stimularea vanzarilor acestora,
necesitatea diversificarii, sunt probleme ce tin de marketingul bancar. Solutionarea acestora
depinde de combinatia de resurse, de posibilititile, capacitatile si strategiile fiecdrei banci in
parte.

Datorita rolului pe care bancile il au in asigurarea bunei functiondri a unitatilor, a
economiei in ansamblu sau, trecerea la economia de piatd presupune pe langa alte cerinfe si
crearea unui sistem bancar modern, capabil sa ofere o gama larga de servicii tuturor categoriilor
de agenti economici. Alaturi de instrumentele, pietele si reglementdrile juridice, bancile
reprezintd o componentd a sistemului bancar, care concentreazd capitalurile disponibile in
economie si le pun la dispozitia agentilor economici, a statului sub forma de credite.

Daca in conditiile economiei planificate, in care statul era singurul proprietar, alocarea
resurselor se facea cu ajutorul bugetului de stat si a sistemului de preturi, in cadrul economiei de
piata, pretul este un instrument de marketing, iar bugetul reprezintd o componentd a sistemului
economic general si nu a celui financiar, in care principalul mijloc de concurentd il constituie
rata dobanzii.

Aparitia bancilor a fost determinatd de necesitatea desfasurdrii normale a vietii
economice, fiind un proces obiectiv, propriu unui anumit stadiu al dezvoltarii productiei si
comertului. Astfel, prima bancad din lume, Monte dei Paschi di Siena a fost creata la Milano in
secolul al XII-lea. Perioada scursa de la acel moment s-a caracterizat prin cresterea rolului pe
plan intern si in cadrul schimburilor internationale, pe masura dezvoltarii societatii, activitatea

bancara cunoscand o puternicd expansiune.
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Reglementarile adoptate in ultima parte a anului 1990 si anul 1991 vizau trecerea de la
distribuirea administrativa a fondurilor locative pe baza criteriilor pietei, a cererii si ofertei,
precum si crearea unui sistem bancar, in care creditul si dobanda (prin mecanismul cererii si
ofertei) sa actioneze ca parghii in redistribuirea resurselor disponibile. Prin aceste reglementari s-
a redat sistemului bancar rolul de coloana vertebrald financiara a economiei de piatd. Se poate
vorbi astfel, de reinfiintarea Bancii Nationale, aceasta institutie dobandind atributele pe care le
are 1n orice tard cu traditie in economia de piatd, avand urmatoarele functii: de emisie, de
asigurare a stabilitafii monetare, de administrare a rezervelor valutare ale tarii, de urmarire a
executarii balantei de plati externe, de supraveghere a activitatii celorlalte banci.

Pe plan institutional, restructurarea sistemului bancar vizeazd nu numai Banca
Nationala, ci si alte verigi, reglementarile cuprinzand prevederi referitoare la crearea unei piete
monetare prin infiintarea bancilor comerciale (care preluau majoritatea atributelor Bancii
Nationale, aceasta ramanand banca de emisiune) si crearea bursei de valori.

Toate acestea determind necesitatea credrii unui sistem bancar cu o structurd
institutionald adecvatd mecanismelor pietei si continuarea actiunii privind schimbarea
continutului de ansamblu al relatiilor din acest domeniu prin:

1) stabilirea unor conditii de creditare prin care sa se asigure:

¢ garantarea imprumuturilor cu patrimoniul agengilor economici solicitanti ;

¢ intdrirea controlului in cursul deruldrii actiunilor de creditare, in vederea mentinerii
echilibrului dintre masa monetara in circulatie si cantitatea de bunuri si servicii nou create;

2) optimizarea sistemului de decontéri;

3) actiuni asupra factorului monetar, pentru ca acesta sa actioneze in sensul impulsionarii
procesului global de reechilibrare a economiei nationale.

Produsele si serviciile bancare s-au diversificat extrem de mult, au aparut tipuri noi, in
special ca urmare a progreselor tehnologice in informatica i comunicatii, ceea ce a produs
profunde transformari in relatia banca-client, in organizarea si conducerea sistemului bancar.

Unele dintre aceste servicii nu sunt oferite pe piata romaneasca, iar altele existd in oferta
bancilor, dar nu prezinta interes crescut pentru clienti. Cauzele pentru care aceste servicii nu sunt
oferite de bancile comerciale din Romania sunt: infrastructura deficitara, lipsa fondurilor
necesare instaldrii unor sisteme performante de calculatoare, deficitara introducere a card-urilor,
etc. Pe de alta parte, un alt obstacol il reprezinta mentalitatea oamenilor, greutatea cu care acestia
accepta lucruri noi. Desi in aparenta foarte multe persoane folosesc serviciile bancare (dovada
cozile de la ghisee), in realitate acestia sunt detinatori ai unui cont curent sau de economii, iar
operatiile ce le efectueaza sunt operatii simple legate de Incasari, plati, dobanzi, etc.

Lucrarea de fata este structurata pe sapte capitole.
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Capitolul I prezinta cateva aspecte ale sistemului bancar romanesc in etapa actuala, rolul
si locul Bancii Nationale a Romaniei in sistemul bancar romanesc, precum si cadrul legislativ
care guverneaza sistemul bancar. S-a analizat evolutia sistemului bancar in Romania precum si
particularitatile acestuia. De asemenea sunt prezentate caracteristicile generale si particulare ale
serviciilor bancare si modul in care acestea influenteaza activititile de evaluare ale calitatii
produselor si serviciilor bancare in vederea alegerii strategiilor de imbunététire a acestora.

Capitolul II contine notiuni legate de bancile din Romania si cerintele comunitare. in
acest capitol este definitd notiunea de societate comerciald bancara din perspective juridice,
forma juridica, pe care o imbracd, caracteristicile si functiile societatii comerciale bancare,
obiectul de activitate pe care acesta o desfasoara, tipuri de banci existente in sistemul bancar si
riscurile la care acestea sunt supuse.

Capitolul III abordeaza factorii determinanti ai calitdtii produselor si serviciilor bancare,
precum si evolutia sistemului bancar, avand in vedere ca in ultimii ani, sectorul bancar a suferit
modificari fara precedent in evolutia sa, accentudndu-se astfel importanta calitatii si a strategiilor
orientate spre client, pentru a pastra si a mari cotele de piata si profitabilitatea. Pentru atingerea
acestui scop, s-a realizat investigarea bancilor comerciale din Romania, prin evaluarea relatiilor
de piatd existente intre institutiile bancare si clientii persoane fizice, precum si politicile si
strategiile adoptate de banci in cadrul procesului comunicational cu acestia si asigurarea calitatii.

Al patrulea capitol introduce conceptul de calitate al serviciilor bancare si prezintd acest
concept in relatie cu politica si strategia de evaluare a calitatii ardtand evolutia lui, importanta
masurarii calitatii serviciilor in sectorul bancar si impactul acesteia asupra profitabilitatii
bancare. In acest context este abordata si problematica intercorelatiei dintre calitatea serviciilor
bancare si satisfactia clientului fatd de banca care le presteaza.

De asemenea, se abordeaza necesitatea implementarii managementului calitatii in cadrul
bancilor, ca urmare a tendintelor actuale de standardizare a serviciilor bancare, precum si
necesitatea asigurdrii unei calitati inalte in prestarea serviciilor, prin atitudine orientatd spre
clienti si prin fidelizarea acestora.

In cadrul capitolului V obiectivele principale au fost analiza comportamentului si
preferintelor consumatorilor, ca element determinat al calitétii, precum si demersurile intreprinse
de banci, in ceea ce priveste realizarea unei comunicari eficiente cu clientii, perceptia acestora
din urma cu privire la promovarea bancara si factorii care ii determind sa se informeze si s
achizitioneze produse si servicii financiar-bancare. Este prezentat procesul decizional de
achizitie a serviciilor bancare atat in abordarea sa rationala cat si in cea euristica, bazata pe
inabilitatea consumatorilor de a lua decizii rationale in mod consistent.

In cadrul acestui capitol se abordeazi dimensiunile si particularitatile pietei financiar-
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bancare din Romania, teoretizarea comportamentului consumatorului de servicii financiar-
bancare, modalitatile de optimizare a relatiei client-banca si particularititile comportamentului
consumatorului de servicii financiar-bancare din Romania.

Obtinerea unui nivel ridicat de performantd in cadrul bancilor comerciale este
conditionata de cunoasterea si intelegerea comportamentului consumatorului in contextul unui
mediu concurential, economic, tehnologic, politic, demografic i socio-cultural.

In cadrul capitolului VI s-au analizat principalele strategii privind implementarea calitatii,
menite sa sporeasca utilizarea intensiva a produselor/serviciilor, de catre consumatorii existenti
si chiar sa consolideze exclusivitatea relagiei cu acestia. De asemenea, se abordeaza aspecte
teoretice si practice privind strategia calitatii produselor si serviciilor bancare, rolul strategiei de
piatd pentru atingerea obiectivelor bancii; locul strategiei de piatd 1n cadrul politicii de piatd;
tipologia strategiilor de piatd si, nu in ultimul rAnd, insemnitatea mixului de piatd, concretizarea
strategiei de piatd, operatiunile si obiectul de activitate pe care aceasta le desfasoara, oferta de
produse si servicii, precum si cateva opinii personale referitoare la posibilitatile de imbunatatire
a ofertelor de produse si servicii ale bancii.

Capitolul al VII-lea se finalizeaza cu un studiu de caz privind impactul politicilor de
imbunatatire a serviciilor bancare in randul populatiei, ale caror rezultate pot fi vazute in
activitatea de planificare strategica, de catre bancile din Romania. Este realizata o prezentare a
metodelor si instrumentelor de cercetare a calitatii produselor si serviciilor bancare, utilizate la
nivel international n evaluarea calitatii serviciilor, inclusiv a celor bancare si aplicatiile sale in
acest domeniu. De asemenea, este concretizatd o scurtda trecere in revistd a modelelor actuale
propuse sau folosite pe plan international pentru surprinderea calitatii serviciilor.

Avand in vedere rezultatele obtinute in cadrul celor doua cercetari de piatd, abordarile
teoretice s1 analizele intreprinse in finalul tezei, sunt prezentate o serie de concluzii si sinteza
propunerilor privind metodele de imbunatitire a strategiilor de piatd bancard la nivelul
institutiilor de profil, in conditiile cresterii competitivitatii ofertantilor s1 a exigentelor
consumatorilor.

Lucrarea contine pe ansamblu, un volum de 274 pagini si are la baza peste 130 de surse
bibliografice. Fara pretentia de a fi abordat sub toate aspectele problematica supusa atentiei,
consideram ca prezenta lucrare va constitui un pas In conturarea unui cadru teoretic §i practic
pentru orientarea optiunilor de dezvoltare ale calitatii produselor si serviciilor bancare.

Nu putem incheia aceasta introducere fara a aduce multumirile cuvenite tuturor celor care

au ajutat la realizarea acestei lucrari.
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INTRODUCTION

Motto: "Customer is the living fluid which puts live in

all bank resources”

Financial certainty of a commercial bank is determined by a number of indicators, mainly
qualitative, among which is the quality of banking products and services.

Ensuring quality in the banking system is a specialized part of overall management
according to ISO 8402/1994, revised under ISO 9000/2000, comprise general management
function activities that determine quality policy objectives and responsibilities which are
implemented by means such as planning, controlling, quality assurance and improvement within
the quality system.

One of the major theorists of the system of quality assurance, Theodore Levitt, a Harvard
professor, argues that every company should try to meet the needs of its customers. This raises a
new philosophy of business, a modern marketing concept that has its starting point outside of the
needs of individuals in the target market, followed by manufacturing and offering what they
want, and the company makes profit.

The term quality has different meanings and connotations in the context of optimizing the
quality of products and services offered by commercial banks. Guidelines or procedures can not
describe a single model as universally valid credit institution.

Implementation of quality standards 1.S.O. enables banks to offer products or services
that fall within defined requirements, satisfy consumer expectations, comply with the
specifications and standards in the field and are in accordance with statutory rules or other
requirements relating to health and safety, environmental protection and conservation of energy
and materials, and all at lower cost and higher efficiency levels.

The goal of any banking service provider is that its services meet the needs of consumers
best possible and be perceived as a benefit by them to resort to it in the future to those services.
Because of this, policy of product, its components and specificity, plays an important role both in

policy and strategy firm.
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Nowadays, customers have become more informed about what the market has to offer.
The need for quality of service is a real problem for the banking and financial services providers.

Banks should monitor the level of service and ensure that it is high enough to capture the
interest of the client to offer banking. Quality of service and continuity of supply of products and
services will help increase customer loyalty, and they are thus less inclined to evaluate
alternative use of competing services.

Interference with other banking and financial sectors even with the space of real economy
led to the creation of "border" products and services like for example: capital market services, or
in connection with it; bench type products -assurance and related to pension funds, consulting
and business support.

It is obvious that not all credit institutions practice the whole range of services allowed,
as they do not provide the whole package of banking products. The main reason is banking
specialization according to their own development strategies and policies.

The aim of the thesis is precisely to investigate the influences on the decisions taken by
the various decision makers have on the quality of banking services and to provide a clear
methodology for investigating them.

The quality of banking and financial products and services is a matter of organizational
culture and ethics pertaining to a certain maturity and stability of the financial market as a whole.

Continuous improvement in the quality of bank finance refers to the two elements of
quality, namely: quality of design and quality compliance.

Optimizing the quality of products and services requires the introduction of new elements
such as new market segments, new or improved products and services, a new strategic approach,
institutions, new skills and especially a new mentality in business approach.

Quality of conformity of products and services aimed primarily oversight and
management implications of reduced human factor.

Quality Management System (QMS) is the key to improve process efficiency, with an
important objective for all organizations. Without a good system of quality management,
optimization activities are not sustainable. The intention of a quality management system is to
ensure that an organization consistently meet customer requirements.

ISO 9001:2000 internationally recognized standard is generic. Its objective is to set
international requirements for quality management systems in any field. Quality management is
what practice organizations to provide products and services in accordance with the requirements
of its customers. An ISO 9001:2000 certificate proves that the quality management system meets

all the requirements of this International Standard. A certified quality management system
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demonstrates the organization's commitment to quality and customer satisfaction. Confidence in
the ability to produce "quality" of an organization is the basic premise for fruitful cooperation.

Quality, which means the quality of processes and outcomes, is and will always be an
important competitive factor, if not the most important.

Important themes arising from the role of trade banks in continous insurance of policies
and strategy on new banking products and services. Currently, trade banks operate in conditions
of high risk due to the crisis situation currently existing, policy changes and inflation. Location
of banking products and services on the market, determining market niche and target segments,
use of promotion and boost their sales, the need to diversify, are issues related to bank
marketing. Resolution depends on the combination of resources, opportunities, capabilities and
strategies of each bank.

Due to the role that banks play in ensuring the smooth running of the units of the
economy as a whole, the transition to a market economy involves among other requirements and
creating a modern banking system capable of delivering a wide range of services to all categories
of economic agents. Besides instruments, markets and legal regulations, banks are part of the
banking system, which concentrates available capital in the economy and make them available to
businesses, to the state in the form of loans.

If the centralized economy, the state was the sole owner, resource allocation is done
using state budget and the price system. In the market economy, price is a marketing tool, and
the budget is a component of general economic system and not of the financial one, in which the
primary means of competition is the interest rate.

The emergence of banks was driven by the need to conduct normal economic life is an
objective process, specific to a certain stage of development of production and trade. The world's
first bank, Monte dei Paschi di Siena was founded in Milan in the twelfth century. Period since
that time was characterized by the increasing role domestically and in international trade, with
the development of society, knowing a strong banking expansion.

Rules adopted in late 1990 and 1991 aimed at moving from administrative distribution of
funds on the basis of housing market supply and demand, and creating a banking system, the
loan and interest (through the mechanism of supply and demand) to act as levers to redistribute
resources. Through these regulations to the banking system played the role of financial backbone
of a market economy. One can speak thus about the reestablishment of the National Bank, the
institution acquiring the attributes you have in any country with a tradition of market economy,
with the following functions: broadcast, insurance monetary stability, the management of foreign
exchange reserves of the country, the tracking performance of the balance of payments,

supervising other banks.
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On the institutional restructuring of the banking system covers not only the National
Bank, but other links, regulations containing provisions relating to the establishment of a
commercial bank money markets by setting up (which took over most of the attributes of the
National Bank, the remaining bank accounts) and create a stock exchange .

Creating trade banks organized as joint stock companies shall ensure cover capital needs
and development of the competitive process for the economic benefits for the national economy
as a whole.

On the national level, achievement of program development, given the
internationalization process depends on both internal factors and external factors. Therefore, our
country international payments corresponding exchanges with various countries, possible only
through banks, as relations with the international financial institutions (World Bank and
International Monetary Fund), from which Romania has credit is of particular importance.
Positive consequences of cooperation with the IMF are not only directly but also indirectly as
credit agreements with this organism represents a guarantee of solvency under which our country
can apply for loans from private banks.

All this leads to the need for a banking system with adequate institutional structure of
market mechanisms and further action on the overall change of the relations in this area by:

1) The establishment of credit conditions that ensure:

* guaranteeing loans with the heritage of applicants;

* strengthening control over the conduct of lending activities in order to maintain the
balance between money in circulation and the quantity of goods and services newly created;

2) optimization of the settlement;

3) actions on monetary factors, for taking action to boost the overall process of
rebalancing the economy.

Banking products and services have diversified immensely, there appeared new types,
especially due to advances in computer and communication technology, which has produced
profound changes in bank-client relationship, management and organization of the banking
system.

Some of these services are not offered on the Romanian market and some increased
customer interest. Causes for these services are not offered by commercial banks in Romania are
poor infrastructure, lack of funds performance computer systems installation, poor input card
sites, etc.. On the other hand, another obstacle is the mindset, the weight with which they accept
new things. Although apparently many people use banking services (proof queues at counters),
in reality they are holders of a current or savings account and the operations that they perform

are simple operations related receipts, payments, interest, etc..
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This paper is divided into seven chapters.

Chapter I presents some aspects of the Romanian banking system in the current round
and the place of the National Bank of Romania in Romanian banking system and regulatory
framework governing the banking system. We analyzed the evolution of the banking system in
Romania and its particularities. It also presents the general and particular characteristics of
banking services and how they influence the quality assessment activities of banking products
and services to improve their election strategies.

Chapter II contains notions of banks in Romania and EU requirements. This chapter
defined the notion of legal perspectives of banking company, its legal form, which are the
characteristics and functions of the banking companies, the activity which are conducted, types
of banks in the banking system and the risks to which they face.

Chapter III deals with the determinants of the quality of banking products and services
and the development of the banking system, given that in recent years, the banking industry has
undergone changes unprecedented in its evolution, emphasizing the importance of quality and
customer oriented strategies, to maintain and increase market share and profitability. To achieve
this goal trade banks in Romania were investigated, evaluating market relations between banking
institutions and private clients, as well as policies and strategies adopted by banks in the process
of communication with them and quality assurance

The fourth chapter introduces the concept of quality of the banking services and presents
this concept in relation to policy and strategy of the quality assessment showing its, the
development, the importance of service quality measurement in the banking sector and its impact
on bank profitability. In this context intercorrelations between the quality of banking services
and customer satisfaction they provide issue is addressed.

It is also addresses the need to implement quality management in banks, following
current trends of standardization of banking services and the need to ensure high quality service
delivery through customer-oriented attitude and loyalty.

In Chapter V main objectives were to analyze the behavior and consumer preferences as
given element of quality and the steps taken by banks in terms of achieving effective
communication with customers, the perception of the latter on the promotion of banking and
factors which determine them to be informed and to purchase products and banking and
financial services. Purchase decision making is presented to both banking and rational approach
to the heuristic based on the inability of consumers to make rational decisions consistently.

In this chapter the size and features of financial-banking market in Romania, theorizing

consumer behavior for financial and banking services, how to optimize client-bank relationship
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and particularities of consumer behavior for financial and banking services in Romania. are
addressed

Achieving a high level of performance in trade banks is contingent to knowledge and
understanding of consumer behavior in the context of a competitive environment, economic,
technological, political, demographic and socio-cultural.

In Chapter VI we analyzed the main strategies for implementing quality to enhance
intensive use of products/services by existing customers and even strengthen their relationship
exclusivity. It also addresses the theoretical and practical aspects of quality of banking products
and services strategy, the role of marketing strategy for the bank's objectives, marketing strategy
within market policy; typology of market strategies and, not least, the significance of the market
mix ,realization of the marketing strategy, operations and business object that it carries,the offer
of products and services as well as some personal views on ways to improve product offerings
and services of the bank.

Chapter VII concludes with a case study on the impact of policies to improve banking
services among the population, whose results can be seen in strategic planning activities by
banks in Romania. It is a presentation of the research methods and tools of quality banking
products and services used internationally to assess the quality of services, including banking
and its applications in this field. It is also embodied a brief overview of the current models
proposed or used internationally for capturing service quality.

Considering the results obtained in the two market research, theoretical approaches and
analyzes undertaken in the final of the thesis, there are presented a series of conclusions and
synthesis of proposals on how to improve the marketing strategies in the banking institutions as
competitiveness of tenderers and consumer demands is increasing

It contains, as a whole, a volume of 274 pages and is based on over 130 bibliographic
sources. Without pretending to have addressed all issues ,through the items brought before, we
believe that this work will be a step in outlining a theoretical and practical framework to guide
the development options of quality banking products and services.

We can not conclude this introduction without proper thanks to everyone who helped

make this work.
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REZUMAT

Continutul acestei lucriri este orientat spre evidentierea posibilitatilor de crestere si
evolutie a produselor si serviciilor bancare oferite de bancile din Romania.

In lucrarea de fati s-a dorit si se pund accentul mai mult pe latura pragmaticd a
sistemului financiar-bancar, oferind date cu privire la modul de functionare si de utilizare al
produselor si serviciilor bancare, care fac mai facila intelegerea mecanismului financiar,
subliniind atributiile si responsabilitdtile sistemului bancar, ca intermediar principal in
transferurile de fonduri si in finalizarea platilor.

Au fot stabilite urmatoarele obiective:

- analiza sistemului bancar din Romania pe tipuri de banci;

- stabilirea directiilor strategice, precum si perspectivele dezvoltarii pe viitor a acestor
institutii;

- identificarea si analiza principalilor indicatori de performantd financiara in sistemul
bancar romanesc;

- analiza principalilor indicatori de performanta financiard in cadrul unor institutii
bancare;

- stabilirea particularitatilor, principiilor de identificare si clasificare a riscurilor bancare;

- stabilirea continutului, a structurii si a metodelor de identificare, evaluare si control a
riscurilor bancare, in special a riscului de credit, de lichiditate de piata si operational;

- analiza lichiditatii in cadrul unei institutii bancare;

- analiza cerintelor organelor de supraveghere bancara, respectiv prevederile Acordurilor
Comitetului de la Basel,;

- analiza unor cazuri de disfunctionalitati §i crize bancare, cu accent pe identificarea
cauzelor producerii falimentelor unor banci;

- analiza producerii crizei financiare si impactul acesteia In lumea bancara.

In prezent, bancile se confruntd cu noi provociri: se impune trecerea de la centrarea pe
masa de clienti la centrarea pe individ. In contextul actual, serviciile traditionale, pot fi
insuficient adaptate conditiilor pietei, ceea ce evidentiazd necesitatea completarii acestora cu o

noud viziune cu privire la abordarea oportunitatilor pe piata.
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Pentru atingerea acestui scop s-a realizat investigarea sectorului financiar-bancar
romanesc, prin evaluarea relatiilor de piata, existente intre bancile comerciale si clientii persoane
fizice, precum si a tehnicilor de promovare, adoptate de banci, in cadrul procesului
comunicational cu acestia.

In alegerea temei, au contat doua motive esentiale:

1. Stadiul evolutiv al sistemului bancar creeaza premisele dezvoltarii activitdtilor de
evaluare a calitatii clientelei, activitati de management a céaror importantd nu este suficient
constientizatd de bancile romanesti care, cu toate ca afirma ca au relatii de afaceri orientate catre
client, in realitate au aspecte structurale/organizatorice si de mentalitate apropiate mai mult de
orientarea citre produs a managementului relatiilor de afaceri'.

2. Dezvoltarea produselor si serviciilor noi ale bancilor comerciale si diversitatea
clientelei determina necesitatea trecerii de la o evaluare a calitatii clientelei orientatd pe produs
sau in cel mai bun caz pe segmente mari de clienteld, catre managementul clientelei one-to-one,
dezideratul bancilor internationale.?

Dezvoltarea sistemului bancar romanesc se incadreaza, astfel, in tendinta de globalizare,
care a dominat economia mondiald 1n ultimele decenii, cu atit mai mult cu cat serviciile
financiare reprezinta, alaturi de informatica, unul din domeniile cu cea mai intensa manifestare a
acestui fenomen.’ De altfel, in cazul Roméniei mai corect ar fi termenul de regionalizare, in
conditiile 1n care capitalul strdin prezent pe piata bancard romaneasca provine cu precadere din
tarile Uniunii Europene, contribuind la procesul de integrare al intregii economii romanesti in
acest bloc comercial. Din aceasta perspectiva suntem mai integrati decat tari precum Irlanda sau
Suedia, unde mai mult de 50 % din sistemul bancar se afld inca in proprietate nationald. Aceasta
nu Tnseamna 1nsa ca, in viitor, cand capitalul privat romanesc va cépata suficienta fortd, noi banci
romanesti nu vor putea apirea ca actori importanti in sistem.”

Totusi consumatorii sunt reticenti in privinta metodelor alternative de plata oferite de
banci, alegand varianta clasica a platii cu cec sau cash. Din acest motiv este foarte important
modul in care bancile 1si dezvoltd produsele si serviciile, dar in mod special modul in care sunt
facute cunoscute avantajele folosirii acestora: posibilitatea unei erori este tot mai scazutd, un

foarte bun control asupra platilor si un timp de realizare al acestora cat mai redus.

! Manolescu, Gh., Diaconescu, A., ,,Management bancar®, Ed. Fundatiei ,,Roménia de maine*, Bucuresti, 2001

2 Sorin V.Mihdescu —,,Controlul Financiar Bancar”, ed. Sedcom Libris,lasi 2002.

3 Olteanu A., Olteanu F.M., Badea L -Management bancar. Caracteristici, strategii, studii de caz.-, Editura Dareco,
2012;

* Stoica, Ovidiu; Capraru, Bogdan; Dragos, Filipescu - Efecte ale integrarii europene asupra sistemului bancar
romdnesc, Editura Universitatii Al 1. Cuza”, lasi, 2005, p. 79
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Necesitatea implementarii unui sistem de management al relatiilor cu clientii in sistemul

bancar rezida din specificul activitatii $i comportd parcurgerea urmatoarelor etape:

elaborarea unei strategii pentru orientarea catre client;
- segmentarea clientilor si intelegerea nevoilor fiecarui segment;
- modificari organizatorice, procesuale si aspecte legate de sistemele de decizie;
- definirea tehnologiilor necesare pentru implementare;
- alegerea unui partener IT.
Necesitatea implementarii sistemului de asigurare al calitatii este determinatd nu numai
de dorinta de a obtine profit, ci si de urmatoarele aspecte:
- obtinerea de performanta pe termen lung;
- intelegerea nevoilor clientilor;
- automatizarea proceselor bancare si diversificarea serviciilor impun o integrare a
informatiilor si datelor despre clienti;
- necesitatea monitorizarii performantelor clientilor;
- fidelizarea clientilor.
Elaborarea unei strategii bancare reprezinta elementul principal in realizarea unui
management de succes.

Elementele principale ale strategiei trebuie sa vizeze:

cota de piata pentru diferitele activitati;
- oferta de produse si servicii financiar —bancare;
- imbunatatirea tehnologiilor si platformei IT;
- perfectionarea pregatirii personalului;
- dezvoltarea retelei teritoriale;
- dezvoltarea structurilor de relatii cu clientii.
Pornind de la strategie, banca concepe evaluarea generala a afacerii si categoriile
principale de management pe activitati:
- evaluarea riscului;
- evaluarea relatiilor cu clientii;
- evaluarea urmaririi capitalurilor si fondurilor proprii;
- evaluarea gestiondrii portofoliului de credite;
- evaluarea resurselor umane.
Sistemul de asigurare al calitatii este o categorie relativ noud si este numita si evaluarea
clientelei si are drept scop mentinerea si dezvoltarea fondului de clienti prin intampinarea
necesitatilor lor.

Categoriile de clienti au necesitati si asteptari diferite din partea bancii.
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Utilizarea sistemului de asigurare al calitdtii permite o adaptare continud la cerintele
pietei, optimizarea deciziilor de marketing, optimizarea procesului de vanzare pe baza
cunoasterii mai amanuntite a clientelei.

Sistemul de asigurare al calitdtii — este un proces asistat tehnologic, prin care sunt
colectate informatii pe baza carora bancile pot sa-i trateze pe clienti ca indivizi si nu ca segmente
de consumatori in vederea optimizarii relatiei cu clientii, pe o piatd unde succesul depinde nu
numai de produsele oferite, ci si de diferentierea acestora functie de necesitatile clientilor.

Sistemului de asigurare al calitatii ofera resursele, care permit bancilor si inteleaga pe
deplin segmentele de clienti, s& maximizeze valoarea furnizata clientului pe durata ciclului de
viatd al acestuia, sd prevadd comportamentul consumatorului si sd initieze campanii de
marketing eficace.’

Principalele obiective ale sistemului de asigurare a calitatii sunt:

- reintroducerea accentului personal al relatiei cu clientul;

- cultivarea unei fidelitati pe termen lung, prin construirea unei relatii cu acestia;

- maximizarea duratei de viatd a relatiei cu clientii prin intermediul vanzarilor
incrucisate;

- actiuni imediate pentru pastrarea clientilor valorosi;

- identificarea clientilor cu risc ridicat §i ajustarea corespunzatoare a serviciilor;

- crearea de posibilitdti de a veni in intdmpinarea nevoilor clientilor cu oferta
potrivita la momentul potrivit;

- cresterea eficientei investitiei de marketing.

Avantajele sistemului de asigurare al calitatii sunt:

- cresterea fidelitatii clientilor;

- scaderea costurilor de atragere a clientilor noi;

- obtinerea de profit mai mare de la clientii existenti.

In ultimele decenii, un nou concept — cel al sistemului de asigurare al calitdtii —, vine si
marcheze o noua etapd in evolutia conceptului de marketing. Aceastd noud orientare susfine ca
sarcina unei organizatii este aceea de a determina nevoile, cerintele pietelor-tinta si sa ofere
satisfactia asteptata Intr-un mod mai eficient decat concurentii sai, in asa fel incat sa mentina sau
sd sporeasca bunastarea consumatorilor si a societé@;ii.”6.

Avand in vedere rezultatele obtinute in cadrul celor doud cercetari de marketing,
abordarile teoretice si analizele intreprinse in finalul tezei, sunt prezentate o serie de concluzii si

sinteza propunerilor privind metodele de imbunatatire a strategiilor de marketing financiar -

5 Sorin V.Mihiescu —,,Controlul Financiar Bancar", ed. Sedcom Libris,lasi 2002.
% Balaure V. (coordonator)-Marketing, ed. Uranus, Bucuresti, 2000, p. 16-35
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bancar la nivelul institutiilor de profil, in conditiile cresterii competitivitatii ofertantilor si a

exigentelor consumatorilor.

SCOPUL CERCETARII

Scopul si obiectivele cercetdrii. Scopul lucrarii este acela de a determina impactul pe care

il au schimbarile pietei bancare privind elaborarea de strategii, privind evalaurea sistemului de

asigurare al calitatii produselor si servicilor bancare oferite de bancile comerciale, si elaborarea

unor propuneri de reorientare a bancilor, pe baza criteriilor actuale europene, reiesite din studiul

realizat, adaptate la realitatile actuale si a noilor orientari ale U.E.

Pentru realizarea scopului propus am vizat realizarea urmatoarelor obiective:

>
>

analiza structurii bancilor comerciale In Romania;

efectuarea unui studiu privind sistemul bancar in Roménia $i in unele tari din
UE.;

analiza modelelor de integrare existente in lume;

determinarea rolului produselor si serviciilor bancare in relatiile cu clientii si
respectiv a importanfei economice a acesteia;

analiza evolutiei ofertei bancare din tara noastrd, precum si produselor si
serviciilor bancare;

dezvoltarea bancard pani in anul 2020, precum si perfectionarea sistemului
bancar;

asigurarea financiara si eficacitatea economica a bancilor;

STADIUL CERCETARILOR PRIVIND TEMA PROPUSA

>

Termenul de planificare strategica este utilizat incepand cu anii ’60, in domeniul

managementului strategic, numerosi autori incercand sa reflecte adevarata sa semnificatie:
Wilson (1965), Ring Bakk (1971), Cateora si Hess (1971), McDonald (1982, 1999), Day
(1984), Aaker (1984), Ansoff (1977,1994), Mintzberg (1994), Kotler (1994), Cook (1994).

>

Un rol important in dezvoltarea conceptelor de strategie si piatd strategica I-a avut

si Scoala romaneasca de piatd. De exemplu, in conceptia lui C. Florescu “strategia de piata

desemneaza liniile definitorii ale atitudinii si conduitei bancilor comerciale, in vederea

atingerii anumitor obiective. Modalitatea de punere in aplicare a strategiei este domeniul

tacticii de piatd. Acesta implica actiuni practice prin care banca isi pune in valoare potentialul,
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adaptandu-se totodatd conditiilor concrete ale pietei, astfel incat, pas cu pas, sa se indrepte
spre obiectivele strategice pe care si le-a propus”.

» Un alt autor, V. Olteanu precizeaza ca “strategia de piatd definegte atitudinea
bancii fatd de mediu si totodata comportamentul sau in raport cu componentele acestuia”.

» Dupa prezentarea conceptului de strategie, in general si strategie de piatd, in
particular devine necesarid explicarea conceptului de piati strategici. In literatura de
specialitate exista o serie de definitii, care incearca sd explice ce Tnseamna si cu ce se ocupa
piata strategica. Daca ne referim la literatura din domeniul pietei, dar si la cea din domeniul
managementului observdm o mare asemanare in prezentarea conceptelor de strategie,
planificare strategic, piatd strategici si management strategic.

> Ambele concepte, piatd strategici si management strategic reunesc o serie de
componente importante ca: misiunea bancilor si strategia bancilor comerciale, pozitionarea
produsului (serviciului), analiza concurentei.

» Astfel, in cartea “Management” a autorilor I. Verboncu si O. Niculescu strategia
este definitd ca “ansamblul obiectivelor majore ale organizatiei pe termen lung, principalele
modalitati de realizare impreund cu resursele alocate, in vederea obtinerii avantajului

competitiv potrivit misiunii organizatiei”.

METODOLOGIA CERCETARII UTILIZATA

Din punct de vedere metodologic, lucrarea se bazeaza pe o evaluare tehnica, mai degraba
descriptiva si apreciativa, decat una care sa propund solutii inovatoare pentru reformarea
sistemului bancar romanesc. De asemenea, partea de analizd a documentelor este importanta. Ca
metoda de culegere si prelucrare a datelor a fost aleasa in cadrul ambelor studii, ancheta, iar ca
instrument de cercetare a fost utilizat chestionarul.

Investigatiile se bazeaza pe un sistem de metode de cercetare corelate intre ele cum sunt:
metoda normativa, statistica, sinteza, inductia si deductia. Totodatd sunt aplicate metode
moderne de diagnosticare cum ar fi: metodele calitative (compararea, gruparea si
descompunerea) si cantitative (corelatie, modelare economico-matematicd), metode grafice,
precum si metode utilizate in managementul strategic (metoda SWOT, metoda de analiza prin
raiting, scoring).

Metodologia de cercetare utilizatd in cadrul lucrdrii de doctorat a avut in vedere
urmatoarele aspecte:

» studiul bibliografic din literatura de specialitate interna si internationala;
» culegerea informatiilor concrete din cadrul zonei cercetate;
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» ordonarea, prelucrarea si prezentarea rezultatelor in forma sintetica;

» analiza si interpretarea rezultatelor, formularea concluziilor si a recomandarilor.

Pentru acest studiu s-a optat pentru ambele metode de cercetare, atat cantitativa cat si
calitativa.

Metodologia calitativa este un tip de cercetare ce pune accent pe calitatea informatiilor
culese de pe un esantion restrans de subiecti, dar reprezentativ. Din cadrul acestei metodologii de
cercetare fac parte:

v’ Interviul individual ce presupune doi participanti, intervievator si intervievat. In
functie de tema si directiile de cercetare, modul de derulare al acestei metode are in vedere
urmadrirea unui ghid de interviu mai mult sau mai putin structurat.

v Focus - grupul — discutie in profunzime. Prin aplicarea unei astfel de metode se
are in vedere filtrarea si verificarea informatiei, in grupuri de 8-12 participanti care, prin
prezenta moderatorului, receptioneaza si emit opinii, idei cu privire la un subiect focalizat.

v Observatia dintre subtipurile mentionate de sociologia aplicata, cercetarea vine
cel mai des in contact cu observatia non-participativa, efectuatd de cercetdtori externi
mediului investigat, pe baza unui ghid sau a unei fise de observatie.

v’ Analiza de continut un plan investigativ axat doar pe analiza de continut este
rezumat la preluarea din diverse surse a unui calup informational (scriptic, audio sau video)
pentru “cernerea” si asezarea in formate cat mai facil de abordat pentru cercetator.

Metodologia cantitativa este tipul de cercetare ce utilizeazd un esantion extins de
subiecti, carora li se aplicd chestionare structurate, datele obtinute urmand a fi prelucrate
statistic. Din cadrul acestei metodologii de cercetare amintim:

v" Ancheta psiho-sociologici vizeaza subiecte $i teme de larga raspandire sociala,
de cele mai multe ori fiind cuplatd cu tehnica sondarii opiniei publice (chiar confundata cu
aceasta), dat fiind faptul ca se realizeaza de cele mai multe ori pe esantioane extrase din
populatia investigata.

v Sondarea opiniei publice aplicati pe baza chestionarului psiho-sociologic,
sondarea opiniei publice se face prin interactiune directa sau indirecta (prin operatorul de
interviu, dupa metoda fatd in fata, telefonic , prin mailing etc.).

v" Analiza statistici a datelor - gestionarea bazelor de date
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ABSTRACT

The content of this paper is focused on highlighting opportunities for growth and
development of banking products and services offered by banks in Romania.

In this paper we wanted to focus more on the pragmatic side of the banking system,
providing data on the operation and use of banking products and services that make it easier to
understand the financial mechanism, emphasizing the duties and responsibilities banking system
as a leading intermediary in the transfer of funds and the completion of payments.

Once upon the following objectives:

- Analysis of the banking system in Romania by types of banks;

- Setting the strategic direction and future development prospects of these institutions;

- Identification and analysis of key financial performance indicators in the Romanian
banking system;

- Analysis of key financial performance indicators in the banking institutions;

- Setting features, principles for the identification and classification of banking risks;

- Determining the content, structure and methods for identifying, assessing and
controlling bank risk, particularly credit risk, market liquidity and operational

- Analyze liquidity in a banking institution;

- Analysis of the banking supervisory requirements, ie provisions of the Basel Committee
Agreements;

- Analysis of cases of failures and banking crises, with a focus on identifying the causes
of failures of banks;

- Analyze the occurrence of the financial crisis and its impact on the banking world.

Currently, banks are facing new challenges: we must shift from focusing on mass
centarrea on individual clients. In the current context, traditional services may be insufficiently
adapted to market conditions, which highlights the need to supplement it with a new vision on
addressing market opportunities.

To achieve this goal was achieved investigating Romanian banking sector by assessing
market relations existing between commercial banks and private clients, as well as promotional
techniques adopted by banks in the process of communication with them.

In choosing the theme, mattered for two main reasons:
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Evolutionary stage of development of the banking system paves customers quality
assessment activities, management activities whose importance is not sufficiently aware of
Romanian banks, although states have business oriented client relationships, in reality structural
issues / organizational and mental orientation closer to business relationship management
product.

Developing products, and services commercial banks and customer diversity determines
the need to shift to a customer-oriented quality evaluation of the product or in the best case by
large segments of customers, the management client one-to-one, the desire of international
banks.

Development of Romanian banking system fall so in the trend of globalization, which has
dominated the world economy in recent decades, especially since the financial services, together
with a computer, one of the areas with the most intense manifestation of this phenomenon.
Moreover, if Romania would be more correct term regionalization, while the foreign capital
invested in the Romanian banking market comes mainly from the European Union, contributing
to the integration of the entire Romanian economy in the trading bloc. From this perspective we
are more integrated than countries such as Ireland or Sweden, where more than 50% of the
banking system is still in national ownership. This does not mean that in future the Romanian
private capital will gain enough strength, we Romanian banks will not appear as important actors
in the system.

However consumers are apprehensive about alternative payment methods offered by
banks, whichever classic payment by check or cash. For this reason it is very important how
banks develop their products and services, but specifically how they are made known advantages
of using them: the possibility of error is decreasing, a very good control over payments and a
time line of such as limited.

The necessity of implementing a customer relationship management in the banking
system lies in the specific activity and involves the following steps:

- Develop a strategy for customer orientation;

- Customer segmentation and understanding the needs of each segment;

- Changes in organizational and procedural aspects of decision systems;

- Defining the technologies required for implementation;

- Choosing an IT partner.

The need to implement the quality assurance system is determined not only by the desire
for profit, but also the following:

- Obtaining long-term performance;

- Understanding customer needs;
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- Banking and diversification process automation requires integration of information and
data about customers;

- Customers need to monitor performance;

- Customer loyalty.

Develop a bank is the main element in achieving a successful management.

The main elements of the strategy should be to:

- Market share for various activities;

- Offer banking products and services sphere;

- Improving technology and IT platform;

- Training the personnel;

- Development of the territory;

- Development of customer structures.

Quality assurance system is a relatively new category is called client assessment and aims
to fund the maintenance and development of customers by meeting their needs.

Categories of customers have different needs and expectations from the bank.

Using quality assurance system allows continuous adaptation to market requirements,
optimize marketing decisions, optimize the sales process based on more detailed knowledge of
the customer.

Quality assurance system - is a guided process technology, which collects information on
which banks can treat customers as individuals and not as a consumer segments to optimize
customer relationships in a market where success depends not only the products offered, but also
their differentiation according to customer needs.

Quality Assurance System provides resources that enable banks to fully understand
customer segments, maximize customer value provided during its life cycle, provide consumer
behavior and initiate marketing campaigns effectively.

The main objectives of the quality system are:

- Re-emphasis of the personal client relationship;

- Cultivating a loyal long term by building a relationship with them,;

- Maximizing lifetime customer relationships through cross-selling;

- Immediate action to preserve valuable customers;

- Identification of high-risk customers and to adjust services;

- Provide opportunities to meet the needs of customers with the right offer at the right
time;

- Increasing the efficiency of marketing investment.

Advantages of quality assurance system are:
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- Increase customer loyalty;

- Lower cost of attracting new customers;

- Obtaining more profit from existing customers.

In recent decades, a new concept-that of quality-assurance system comes to mark a new
stage in the evolution of the marketing concept. This new guidance states that an organization's
task is to determine the needs, requirements of target markets and provide an expected
satisfaction more effectively than its competitors, so as to maintain or enhance consumer welfare
and society. " .

Considering the results obtained in the two marketing research, theoretical approaches
and analyzes undertaken in the final thesis presents a series of conclusions and synthesis of
proposals on how to improve financial marketing strategies - the banking institutions of the

conditions increase competitiveness and consumer demand bidders.

PURPOSE OF STUDY

The purpose and objectives of the research. The purpose of this paper is to determine the
impact of changes in banking market on developing strategies on evalaurea quality assurance
system and bank service products offered by commercial banks, and developing proposals for
reorientation of banks, based on the current European , arising from the study, adapted to current
realities and new EU guidelines

To achieve our aims we aimed to achieve the following objectives:

» Analysis of the structure of commercial banks in Romania;

» a study of the banking system in Romania and in some EU countries;

» analyze existing integration models in the world;

» determine the role of banking products and services in dealing with customers and that

its economic importance;

» bank offer analysis of the evolution of our country, and banking products and services;

» 2020 banking development and improvement of the banking system;

» ensure financial and economic efficiency of banks;

STATE OF RESEARCH ON PROPOSED ISSUE
» term strategic planning is used since the '60s, strategic management, many authors

trying to reflect its true meaning: Wilson (1965), Ring Bakk (1971), Cateora and Hess (1971),
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McDonald (1982, 1999 ), Day (1984), Aaker (1984), Ansoff (1977.1994), Mintzberg (1994),
Kotler (1994), Cook (1994).

An important role in developing the concepts of strategy and strategic market had and
School Romanian market. For example, in the minds of C. Buchanan "market strategy means
defining lines of the attitude and behavior of commercial banks in order to achieve certain goals.
How to implement the strategy is the marketing tactics. It involves practical action by which the
bank tential, while adapting to the concrete conditions of the market, so, step by step, to move
towards strategic objectives and proposed them. "

Another author, V. Olteanu states that "market strategy defines the bank's attitude
towards the environment and also its behavior in relation to its components."

After presenting the concept of strategy, market strategy in general and in particular
becomes necessary to explain the concept of strategic market. In the literature there are several
definitions that try to explain what it means and what it does strategic market. If we refer to the
literature of the market, but also the management of a notice great similarity in presenting
concepts of strategy, strategic planning, strategic marketing and strategic management.

Both concepts, strategic marketing and strategic management together a number of
important components that Mission banks and commercial banks strategy, positioning the
product (service), competition analysis.

Thus, in the book "Management" Verboncu authors and O. 1. Niculescu strategy is
defined as "all major objectives of the organization in the long term, the main ways of achieving
with allocated resources to obtain competitive advantage according to the organization's

mission."

RESEARCH METHODOLOGY USED

From the methodological point of view, the work is based on a technical assessment
descriptive and appreciative rather than one that propose innovative solutions for reforming the
Romanian banking system. Also, the analysis of documents is also important. As a method of
data collection and processing was chosen in both studies, surveys, and as a research tool was
used in the questionnaire.

The investigations are based on a system of interrelated research methods such as
normative method, statistical synthesis, induction and deduction. Also applied modern methods
of diagnosis such as qualitative methods (comparing, merging and decomposition) and
quantitative (regression, correlation, economic and mathematical modeling, balantierd),
graphical methods, and methods used in strategic management (SWOT method, the method

Analysis by raiting, scoring).
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The research methodology used in the doctoral thesis has considered the following:

» bibliographic study of domestic and international literature;

» concrete intelligence of the investigated area;

» ordering, processing and presenting the results in summary form;

Analysis and interpretation of results, drawing conclusions and recommendations.

For this study we chose both research methods, both quantitative and qualitative.

Qualitative methodology is a type of research that focuses on the quality of information
gathered from a small sample of subjects, but representative. From this research methodology
are:

» personal interview involving two participants, interviewer and interviewee. Depending
on the theme and direction of research, the conduct of this method is considering
pursuing an interview guide more or less structured.

» focus - group - discussed in depth. By applying such a method is envisaged filtering
and verification, in groups of 8-12 participants who by moderator receives and issue
opinions, ideas on a focused topic.

» subtypes mentioned observation of applied sociology, research most often comes in
contact with non-participant observation conducted by researchers investigated the
external environment, based on a guideline or observation forms.

Content analysis an investigative plan focused only on content analysis is summarized
from various sources on taking an information block (scripting, audio or video) for "sifting" and
putting in formats as easy to approach for the researcher.

Quantitative research methodology is the type that uses a broad sample of subjects
covered by structured questionnaires, the data obtained will be processed statistically. From this
research methodology are:

» psycho-sociological investigation to subjects and themes of widespread social, often
being coupled with public probing technique (even confused with it), since it is most
often performed on samples drawn from the population investigated .

» public opinion polls on basis of psycho-sociological survey, public opinion polling is
done by direct or indirect interaction (via interviewer after method face to face,

telephone, mailing and so on).
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