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Abstract. Digital information for financial markets and consumer insight are going to be
extremely important in the near future. This paper is concluded that there is a problem with lack of trust
to the banking system not only in Ukraine, but also in other more developed countries. The aim of this
research is developing theoretical and organizational background of increasing public confidence in
understanding and use of the banking system in Ukraine through building correlation between the trust
levels and marketing trends in the banking industry. Basing on psychological analysis, it is aimed at
improving current situation with trustless feelings to the banking system. As a background for
developing the four-stage model the top 10 trends that have changed the way banks and credit unions
were used. One of the main movers of this model is so-called ‘the boiling frog effect’. Research results
lie in creating a four-stage marketing model ‘Nets for Trust’ to increase the trust level to the banking
industry in Ukraine. The model has four steps of public sentiment changing in order to eradicate
deterrent which manifest itself in lack of trust to the whole banking industry. For moving it into the one
it is necessary to start discussions about the banking sphere initiated by scientists because they have no
subjects they cannot discuss. Nowadays the banking sphere is considered to be in the middle of the first
stage. As a result of these actions, people are going to find banks more reliable than they used to think.
At the second stage it is very important to push on the nature. In the long run, this problem will finally
be sorted out and the number of people who will be against the banking sphere will decrease. More and
more people will think of keeping their savings and «mattress money» in banks which will give us an
opportunity to initiate the third stage. At the fourth stage everything will become much easier because
most people have put up with an idea that in banks their money will be safe and sound.
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AK NIABULIYBATHU I'POMAJICBKY JOBIPY 10O PO3YMIHHS
I BAKOPUCTAHHS BAHKIBCHKOI CHCTEMM:
MAPKETUHI'OBA MO/JIEJIb «PUBAJIBCBKA CITKA JJIs1 TOBIPW»

Anorauis. udposa indopmanis s (iHAHCOBUX PHHKIB Ta PO3YMIHHS CHOKMBAiB
OyayTb HaA3BUYAaHO BaXXKJIMBUMHU B HaHOMMK4YOMY MailOyTHROMY. 3p0OJEHO BUCHOBOK, IO ICHYE
npobnema 3 OpakoMm MOBipY A0 OAHKIBCHKOI CHCTEMHU HE TUTBKM B YKpaiHi, a ¥ B IHIUX OLTBII
PO3BUHEHHX KpaiHax. MeTolo HaIloro AOCHIIKEHHS € POo3poOKa TEOPEeTHYHUX Ta OpraHizalifHUX
3acajl MiABUIICHHS JOBIPH IPOMAACHKOCTI 0 PO3YyMIHHS 1 BUKOpPHCTaHHS OaHKIBCHKOI CHCTEMHU B
VYkpaini nuigxoM noOyaoBH KOpeNsUil MDK PIBHSAMH AOBIPU 1 MAapKETUHTOBHMHU TEHICHILISIMU B
OaHKIBCHKii cdepi. bazyrounch Ha IICHXOJIOTIYHOMY aHaNi3i, BOHA CHPSMOBaHA HA BJIOCKOHAJICHHS
MOTOYHOT CUTYaIlil 3 HEBIIEBHEHUMH ITOYYTTSIMH /10 OaHKIBCHKOT CUCTEMU. SIK OCHOBY UIsl pO3pOOKH
YOTHPHUCTYMIHIACTOT MOJENI BUKOPUCTOBYIOThCS 10 OCHOBHMX MapKeTWHTOBHX TEHJACHIIH, SKi
3MIHHWJIM CIIOCI0 BUKOPUCTAHHS OaHKIB 1 KpeIUTHUX CIIiIOK. OHUM 3 OCHOBHHX PYIIIiB Ii€l Moeni
€ TaK 3BaHUH «e(eKT KHUIIAIOT )ka0u». Pe3ynbraT TOCIiKEHb TOJSATAI0Th Y CTBOPEHHI YOTUPHOX
eTammiB MapKeTHHrOBOi Mojeni «Mepexi Juisi JOBipw» A MiABHWINEHHS PIBHA JOBIPH 1O
0aHKIBChbKOT 1HOyCcTpii YKpaiHu. Mojenh Mae 4OTHPH €Tanu 3MiHM TPOMAJICBKOTO HACTPOIO, 100
YCYHYTH CTPUMYBaHHS, sIKe MPOSBISEThCA y Opaky JoBipu N0 Bciei OaHKIBCHKOI IHAYCTpIi.
CrorozHi OaHKIBChKa cdepa BBAKAETHCS MOCEPEINHI Niepiioro eramy. J{is nepeHecenHs ii B €uHe
MOTPIOHO po3MOYaT OOTOBOPEHHS 0aHKIBCHKOI cdepH, iHIIHOBAHOT HAYKOBIIMHU, OCKITLKA BOHH
HE MaloTh MPEIMETIB, SKI BOHH HE MOXYTh OOTOBOPHUTH. Y pe3yibTaTi MUX JiH JIFOJW 3HAWIYTh
O0aHkM OUTHIN HAJIMHWUMH, HDK BOHM Aymand. Ha npyromy erami qye BaKIMBO HATUCHYTH Ha
JIOACEKY TIpUPOIy. Y JIOBIOCTPOKOBIH IEPCIEKTHBI I MpoOiieMa HapemiTi po3B’sKeTbes, 1
KUTBKICTh JIFOJIEH, K1 OyyTh IPOTH OaHKIBCHKOT chepH, CKOPOTHThLCS. Y ce Oublie i Oubline oaen
TyMaTHMYTh TIpO 30epeXeHHs CBOIX 3a01Ia/KEHb 1 «rpolllell 3 MaTpaiiB» y 6aHKax, 10 AacTh HaM
MOXJIMBICTh iHII[ifOBaTH TpeTid eram. Ha werBepromy erami Bce craHe HabaraTo MpocTimie,
OCKIJTbKM OIMBUIICTh JIFOJICH 3BUKIU JIO JTYMKH, O B 0aHKax iXHi Tpolni OyayTh Oe3NmeYHuMH i
3I0POBUMH.

Kniouosi cnosa: rtpomajacbka JI0Bipa, OaHKIBChbKa CHCTeMa, MOJCNb, TEHJICHINI B
OaHKIBChKiit cepi
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KAK YBEJIMYUTDH OBIHECTBEHHOE JOBEPHUE B IOHUMAHUU
U CHOJIb30BAHUM BAHKOBCKOM CUCTEMBI:
MAPKETUHI'OBASA MOJEJIb «<HEBO/ AJIs1 JOBEPUS»

AnHotauus. lludpoBas wundopmanus g (UHAHCOBBIX PHIHKOB W IOHUMAaHHE
noTpeduTensMu OyIyT 4pe3BbIYaiHO BayKHBI B OmpkaiiieM Oyaymem. CrenaH BBIBOJ O TOM, YTO
CYIIECTBYET MpoOIeMa OTCYTCTBHSI OOIIECTBEHHOT'O JOBEpHUS K OAHKOBCKOW CHCTEME HE TOJBKO B
VYKpanHe, HO U B IpYrux Oojee pa3BUTHIX cTpaHax. Llenpl0 AaHHOTO WCCIIEAOBAaHUS SABISETCS
pa3paboTKa TEOPETUYECKHX M OPTaHU3AIMOHHBIX OCHOB IOBBIIICHUS OBEPHS OOIIECTBEHHOCTH K
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MOHUMAHUIO W UCIOJIb30BAHUIO OAaHKOBCKOH CHCTEMBI B YKpaWHe IIyTeM BBICTpAaUBaHHUS
KOPPEJSIIMKA MEXIy YPOBHSMH NOBEpUS M TEHICHIMSAMH MapKeTHHTa B OaHKOBCKOHM OTpaciH.
OCHOBBIBaSsICh Ha TICUXOJIOTHYECKOM aHAJIM3€, UCCISIOBAHNE HAMIPABICHO HA YIIy4IIEHHE TeKYLICH
CHTyallil OTHOCHTEJIBHO HeNOBepHs K OaHKOBCKOW cucTeme. Pe3ynbraTsl mHcciiemoBaHHN
3aKJIIOYAIOTCS B CO3JaHUM YETHIPEXITAITHOW MapKeTWHroBOW mozenn «CeTu s AOBEpUs» Ui
TIOBBIIIICHNST YPOBHS JOBEpHsl K OAaHKOBCKOM oTpaciu B YkpawHe. MoJenb UMEeT YeThIpe erara
M3MEHEHHUS! OOIIECTBEHHBIX HACTPOCHHUH, YTOOBI MCKOPEHUTH CACPKUBAOLINHA (DaKkTOp, KOTOPBIHA
MPOSIBIISICTCS B OTCYTCTBHH JOBEPHUs KO BCell OAHKOBCKOI WHTyCTPHH.

Knioueevie cnosa: oOmecTBeHHOE 10Bepue, OAHKOBCKas CHCTEMa, MOJENb, TCHJCHIUU B
OaHKOBCKOI1 cepe.

®opmymn: 0; puc.: 1; Tadmn.: 1; 6ubm.: 10.

Introduction. The most complicated part of every bank existence always was to foresee the
changes which will occur in the market. That is why dozens of banks invested huge amount of their
money in order to be in trend. However, nowadays banking industry, especially in Ukraine, has
faced with the problem people don’t trust it anymore [1—7].

Globalization and integration with mobile revealed plenty of fails caused by banks which
had a detrimental effect on the level of trust from the customer’s side. As a result, if the banking
system wants to prosper with globalization, integration and international mobility growth it has to
take modern marketing trends in banking industry into account. Because of using it the banking
sphere can have an opportunity to discover underlying values of its consumers. According to
Marous J. [4] there are 10 main marketing trends the banking sphere cannot ignore. Digital
information for financial marketers and consumer insight are going to be extremely important in the
near future. In the 19th century, almost all financial marketers beated around the «big data» bush
due to the fact they had no enough aptitudes and finance to show results. Cutting-edge technologies
and developed marketing tools make advanced data analysis available for all types of organizations.
The vast majority of spheres are leaders of financial services with insight-driven marketing.

The aim of this research is developing theoretical and organizational background of
increasing the trust level to the banking industry in Ukraine through building correlation between
the trust levels and marketing trends in the banking industry. Research results lie in creating a four-
stage marketing model ‘Nets for Trust’ to increase the trust level to the banking industry in Ukraine.

Literature review and the problem statement. Pauline W. and Fred W. defined integrity
to be an integral and the most important determinant of trust to the banks [2].Trust is a strong
predictor of loyalty. Determinants explaining bank loyalty are: competence, stability, transparency,
and value congruence. System trust is also a determinant of bank trust. They admit that trust in
banks and other financial institutions is crucial for the whole banking system excistance. Restoring
trust is a matter of fundamental changes of the bank-customer relationships, not only by
communication but also with integrity and benevolence in the customer interest.

But regardless of all the efforts the banking activity is going to make, it will be fighting
against the implications. According to surveys conducted by the Center for Social Monitoring and
the Institute of Sociological Studies, about 70 percent of citizens do not trust banks today [3]. The
German Society for Consumer Research only about 10% of Ukrainian citizens trusted banks in

September 2016 [4]. These are rooted into the human condition because Ukrainians do not trust
banks at all. The analysis of the financial technologies impact on the stability of financial system
shows that the lack of institutional support for new financial technologies is the most important
catalyst for the financial industry destabilization and the formation of financial bubbles in various
market segments[5]. Ukraine’s Deposit Guarantee Fund (DGF, or «the Fund») together with other
members of the national financial safety net had to deal with the results of the financial and banking
crises of 2008—2009 and 2014—2016, as well as the clean-up and reform of the banking sector
since 2014[7].
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It is also reasonable to highlight Deloitte[8] research of trust level to the banking industry in
Australia. In particular, it is said that only 20% of all Australians believe that banks in general are ethical
— they do what is good, right and fair while 21% believe banks in general have their customers’ interests
at heart.

As a background for developing the four-stage model the top 10 trends that have changed the way
banks and credit unions approach marketing presented at the Fig. was used.

customization optichannel
and personalization marketing

awareness of the

X expanding use of
customer journey

content marketing

increasing focus on ma:;?eF:in moving social
ROI 9 media mainstream
trends

integration with continuing battle

mobile with ad blocking
embracing insight- introduction of new
driven marketing channels

Fig. Marketing trends the banking industry cannot ignore
Source: created by the authors, based on [9]

As a result, it can be concluded that there is a problem with lack of trust to the banking industry
not only in Ukraine, but also in other more developed countries. However, there is not any sophisticated
and developed solutions aimed on bridging the problem.

Methodology. In so doing there was created a four-stage model how to solve the problem of lack
of trust to the banking system of Ukraine. One of the main movers of this model is so-called “the boiling
frog effect’ [10]. The boiling frog is a principle describing a frog alive slowly being boiled. The premise is
that if a frog is put suddenly into boiling water, it will jump out, but if the frog is put in tepid water which
is then brought to a boil slowly; it will not perceive the danger and will be cooked to death. This idea also
works for people but not in the same way. It means that if we take a person and start to slowly change
his/her environment on the different conditions this person will be not able to figure this out. This is
caused by the higher level of consciousness but if another person shows all the changes happened, there is
a bigger likelihood of real conditions understanding and respectively — reacting on it.

This principal permits to banking industry to swing society, consumers in particular, around. Also
it provides some tools which are necessary in all four stages of the plan. In fact, following this principal
precisely can guarantee success, but there are always some stumbling blocks which can reset all the
efforts. All the steps, all the words and claims should be fully reconciled and are routinely reconciled on a
weekly or even daily basis. This is essential part of this plan success.

Research results. The Table demonstrates the four-stage Model to increase the trust level to the
banking industry in Ukraine.

Each stage has its own specifics and remarkable differences which have to be identified in order to
use right tools and do it as effective as it is possible.

First stage ‘to prepare the nets’ could be described as “anger and mistrust’. It is characterized by
lack of trust from the society and extremely low levels of deposits in banks. People are afraid of banks;
they even can consider them as an evil or associate them with different things which are definitely not
benchmarks of trust. Main remarkable point here is a wide usage of so-called “pillow money’.
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Table 1
The four-stage model to increase the trust level to the banking industry in Ukraine

Actions

to prepare the nets start discussions about the banking sphere initiated by scientists, referring to the history
of the banking system

to throw the nets to push on the nature, promotional campaign in social networks, creating scarecrows

todrop a lure attract national celebrities to make deposits into the bank, show result of people’s trust
to the banks

to pull out the fish commit actions about redirecting cash flows to banks, public destruction of those banks
which have cheated people or the country, social campaigns about trust to banks.

Source: created by the authors.

When people do not trust to the banking industry they still have extra money which they
want to store in order to use in the future for different aims. However, they do not trust to the banks
or institutions like them and as a result — they store this extra money at home. Because of the fact
dozens of people stored them under their pillows, money stored in this way are called ‘pillow
money’.

Also people not only mistrust to the banking industry, but really cannot stand it. They are
full of anger and will enter into a discussion at the earliest opportunity, which is actually good for
the plan.

Second stage can be observed as — ‘what if?” It is characterized by uncertainty and lostness.
After actions done in the first stage, people will start to doubt; they will start to ask themselves
‘What if banks are not as bad as | used to think?” As a rule, society will divides into two camps —
opponents and proponents of the banking industry. Of course there will be some middle ground
presented by those who do not take part in this ‘confrontation’. It is important to control this
separation in order not let it to get carried away.

Third stage can be described as — ‘adoption’. It is characterized by an upward trend of
deposits making. Society is not an opponent of the banking sphere, it does not fighting against it. In
contrast, people became more tolerant to it; they start to trust to banks, they start to deposit their
‘pillow money’” which benefits banking sphere. However, they still are not proponents of it because
fear is still hiding inside their minds. In fact, this stage is a key one; it is a foothold for the next
actions. It is extremely important to make everything extremely careful here even more careful then
we used to. This stage is a foothold due to the fact after reaching its middle — this plan will be able
to finish itself by itself. Thus, after this stage it will be only need in this plan shifting.

Fourth stage can be described as — ‘proponent’. It can be characterized as a completely
favorable situation for banking industry because people love and trust it. Level of deposits has
increased dramatically as well as level of loans issued. There only shifting steps here which are
aimed on increasing a speed of the plan finishing.

Implementation of created model for Ukraine has to include following plan of actions. The
thing which has to be understood here is that it is important to take every shifting move under the
control. As it was mentioned above the plan can be finished by itself but it does not mean that it
will. What is more, even if it is able to reach the end of the plan, there will raise a problem about the
time. It means that realization may be delayed on years.

Nowadays the banking sphere in Ukraine is considered to be in the middle of the first stage.
This conclusion was made on the background of statistics and other factors in Ukraine. Savchenko
admits [4] that only 10% of Ukrainian citizens trusted banks in September 2016, while in previous
periods, the levels were as follows: March 2015 — 11.6%, September 2015 — 13.0%, March 2016
— 11.9%. All these factors clearly show that banking industry in Ukraine is in the first stage —
‘anger and mistrust’.

For moving it into the next one it is necessary to start some actions. First of all, there is a
need to start discussions about the banking sphere initiated by scientists because there are no
subjects they cannot discuss. The key point in it is to stay within the scientific ethics. In the
beginning they should discuss it only at conferences in order to start a fire. Then these discussions

17



will have to be moved to the TV, social media and social networks. As a result of these actions,
society will pay attention on it. Overwhelmingly, people will be completely opponents of the
banking sphere, they even may start to demonstrate against it and this is actually good.

Also it is reasonable to create two groups that will compete against each other. Continuing
the latter theme it is indispensable to show group of scientists who will claim the need in banks and
that they are essential in our lives. On the other hand, there should be a second group which will
claim exact opposite.

Another integral part of moving to the next stage is referring to the history. For example,
discussing the fact that the first banks were located in the temples in Greece. So that means that
banks have been always connected with the God. This will not reinsure people instantly but it will
sow the seed of doubt and this is everything we need at this stage. As a result of these actions,
people are going to find banks not so awful and trustless as they used to think. Of course, there will
be a plenty of people who still will disagree but they will find their judgments to be controversial to
a certain extent. The aim of this stage is to create the so-called shades of gray.

In the second stage it is very important to push on the nature. Either at the conferences or
debates or by media it is necessary to spread information about people’s need for safety which leads
them to depositing money into the bank for saving their future. There also has to be a piece of
information about Maslow’s pyramid in which the need for safety is one of the highest and most
important ones. This is extremely important stage because there a background of the plan success is
created.

Deploying marketing campaign in social networks will give additional benefits to the
banking industry. Pushing on the nature will boost shades’ impact and our seeds of doubt will start
to grow. People will be lost because they will not be able to understand who they can trust. Our two
groups are ready to destroy each other and both their views are right to a certain extend. All these
make it impossible to understand who to support as well. This is the moment when we will remake
them.

In the long run, this problem will finally be sorted out and the number of people who will be
against the banking sphere will decrease. More and more people will think of keeping their savings
and «pillow money» in banks which will give us an opportunity to initiate the third stage.

In the third stage everything will become much easier because most people have put up with
an idea that in banks their money will be safe and sound. The only difficulty may be to attract
famous musicians, writers and other celebrities to make deposits into the banks. Also it will be
necessary to make it public and this money should also be from public actions like Ukrainian
promotional tours of famous Ukrainian musicians.

It is important because people will know that this money is clear, that they were earned
honestly and by law. Another point is that this money should be deposit in the bank people trust
most of all and under no circumstances should this bank be discredited in the fourth stage or at least
within next 10 years.

Therefore, it is requisite to choose this bank as precisely and carefully as it is possible. There
should be neither family business, nor bribes, nor friends, nor things like this because this choice is
literally fundamental. Future of the banking industry in Ukraine depends on this choice. If a mistake
is made here, the entire plan will be destroyed or will be delayed on years at best.

In addition, it will be important to make Ukrainian churches save their money in the banks.
As it was mentioned in the first stage, in the past first banks were located in the temples and
churches. Thus, it will be a symbol of their authority delegation and full trust from their side.

The most difficult at this stage is also to understand when it has finished, because there is
not such a clear border. When you understand that the third stage has finished, you will be able to
proceed with the last fourth stage, which is the most important one. There are a lot of key points and
final blows which have to be there.

First of all, at this stage it is necessary to publish social surveys in which people will
highlight the fact that they completely trust the banks. Publish them not only in social networks, but
also in social media. They should sound like ‘As new social surveys conclude the level of trust to
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the banking industry increased and reached its highest peak during the whole history of our
country’.

As a result of previous stages society became not only more loyal to the banking sphere, but
also started to love it. That is why level of trust really increased but with the aim to boost its growth
such decoys are essential. It is also possible that there will not be a need in such things but in order
to calculate all the variants we should be ready that this growth will not be enough this option is
needed.

The next step is to start the so called «witch hunting». It means public destruction of those
banks which have cheated people or the country. This destruction should be as well-known as it is
possible. Every person, every pupil with a smartphone has to know that ‘cheaters and liars’ were
destroyed. The vast majority of money stolen should be returned but what is more important —
repaid. The next part of this step is to take interviews of people who received their money back,
even if not all of that. Their names even can be minted somewhere, but this is not necessary. Those,
who received most of all, should be invited to talk-shows and claim that banking industry has
changed and this is not the demon that it used to be.

The fourth step is to start legislative consolidation of the banking sphere and it is not about
the banking sphere adoption in our country, but about rejection of bank notes in denominations of
200 and 500 hryvnias as well as introduction of charges on cash withdrawals and the ban on the
salary payout in cash but only its accrual.

These actions are aimed on decreasing the cash usage, which will redirect cash flow to the
banks. They can be changed or improved by economists in order to act more effectively. However,
they should be implemented step by step — consistently. If implement all of them simultaneously,
society will react on it as an indictment. Mass media have to publish information that "doubts about
the banking sphere are by far the most doubtful thing". So that people will be completely sure
which side to join — banking one. All these actions have to completely redirect cash flows to the
banks which will give more resources for their development.

Conclusions. In conclusion, there was created a four stage model * nets for trust’ in order to
solve the problem which concerns the level of trust to banks from the Ukrainian society. Nowadays
the banking sphere is considered to be in the middle of the first stage. For moving it into the next
one it is necessary to start discussions about the banking sphere initiated by scientists because they
have no subjects they cannot discuss. As a result of these actions, people are going to find banks
more reliable than they used to think. At the second stage it is very important to push on the nature.
In the long run, this problem will finally be sorted out and the number of people who will be against
the banking sphere will decrease. More and more people will think of keeping their savings and
«mattress money» in banks which will give us an opportunity to initiate the third stage. At the
fourth stage everything will become much easier because most people have put up with an idea that
in banks their money will be safe and sound.

In addition, it will be important to make churches save their money in the banks since it will
be a symbol of their authority delegation and full trust from their side. However, if Ukrainian
banking industry starts to implement this plan immediately and make all the steps precisely, society
will become a proponent of the banking sphere which will increase the level of income for banks.
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