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Annotation. This article aims to analyze a quite specific strategic aspect for the modern banking
sector, including Moldovan, namely the particularities of management in the promotion of services on
the private clients segment. Methodology of research. The objectives of the article implemented by
using the following general and specific research methods: analysis and synthesis, systematization
and generalization, system and multiagent approach. Findings. Being a relatively recent field in the
practice of national banks, especially in emerging countries, this aspect is rather little studied in the
specialized scientific literature. In our article the following aspects will be analyzed: approaches and
practices related to private banking, its emergence and evolution, the formation of the market of
these services in the Republic of Moldova, the necessity to understand the aspirations of its clients
and addressing them with specific and personalized solutions. Practical value. As conclusions, we
will present examples of loyalty to already existing clients, the role of management and, in particular,
of human resources involved in this banking segment to attract and retain Private customers and
promote a high quality Private banking, but we will also assess the prospects for the future of this type
of services.
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Introduction. This article aims to analyse
a quite specific strategic aspect for the modern

Republic of Moldova, the necessity to understand
the aspirations of its clients and addressing them

banking sector, including Moldovan, namely
the particularities of management in the promo-
tion of services on the private clients segment.
Being a relatively recent field in the practice of
national banks, especially in emerging countries,
this aspect is rather little studied in the specialized
scientific literature. The following aspects will
be analyzed: approaches and practices related to
private banking, its emergence and evolution, the
formation of the market of these services in the

with specific and personalized solutions. We will
try to shape private banking in terms of real op-
portunity for developing and improving the bank-
ing activity on the segment of individuals, on the
grounds that a category of clients with a special
status has emerged today in Moldova, people
with high incomes and considerable wealth. In
conclusions, we will look at some of the results of
existing Private already loyalty, the role of man-
agement and, in particular, the human resources
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involved in the financial and banking segment to
attract and retain Private customers and promote a
high quality Private banking.

Conceptual delimitations. Private banking
is a service that already has a history of several
centuries and which exists due to the presence of
people with an impressive level of wealth. This is
a luxury service for the major clients with great fi-
nancial potential through the businesses they run.
Such services mainly include providing advice
from a personal banker, as well as special working
conditions with the banking institution. Because
people with very high incomes are generally
quite hard to convince, offering exclusive bank-
ing services can make a difference. Businessmen
or managers of large companies do not have time
and do not want to wait at the counters as an ordi-
nary customer. Thus the concept of Private Bank-
ing has emerged. A bank employee becomes a cli-
ent's “financial consultant”. In the current context,
private banking designates personalized financial
advice and money-management for high-income
clients or for those who hold large liquid assets.
Private banking takes into account the unique
needs of each client. Depending on the risk ap-
petite, the objectives and the desired investment
structure, product selection takes place in order
to build a coherent and personalized portfolio for
each client. Investment objectives concern the
risk / return on total portfolio. An exact definition
of what “Private Banking” means is problem-
atic, although in specialty literature we can find
approaches to this topic. For example: “Private
Banking is a wide range of banking services, in-
cluding credit and investment management, for
the very wealthy” [5].

Products and services provided by private
banking can vary considerably from one country
to another, but also according to customer needs.
For example, the situation of the national econ-
omy, the functioning of the capital market, the
inheritance taxes and laws may have a strong in-
fluence on the types of services requested by cus-
tomers. In addition, the organizational structure of
the private banking service provider may also in-
fluence the architecture of the services provided.

We mention such a factor as the globaliza-
tion of financial markets, which has facilitated
the access of private banking customers to more
products, thus contributing to the efficient diver-
sification of the portfolio in order to optimize its
performance.

If we look at things in a historical context, ex-
clusive private banking services have been offered
to some clients ever since the inception of institu-
tionalized banking activity. Developing into a dis-
tinct service of private banking and a significant
development of this service have taken place in
Europe since the 19th century, but the name “Pri-
vate Banking” was used for the first time in the
interwar period.

However, the first banks that have focused
their activity on specific individuals were estab-
lished 500 years ago in Italy. Because they soon
began to finance commercial and entrepreneurial
activities, they were just a prototype for the idea
of private banking.

The service itself emerged on the market 300
years ago, namely at the end of the 17th century
— the beginning of the 18th century, being pro-
vided concurrently in England and Switzerland.
However, this business started to flourish during
the French Revolution, when many elite repre-
sentatives from France emigrated to Switzerland,
where banks were able to provide them with qual-
ity services in managing their wealth. [5]. At the
same time, private banking is a luxury service for
luxury customers. Banking approaches are differ-
ent in terms of inclusion criteria in the category of
potential clients of Private Banking and in quanti-
fying the number of clients (e.g., some banks also
report the members of the family of the private
banking account holder as special clients). As a
rule, in order to benefit from individual banking
services, customers must have considerable as-
sets present in their bank accounts. In developed
countries private banking clients are considered
as those with financial assets of more than $ 1 mil-
lion, in Central and Eastern Europe, Romania and
Ukraine this type of service is also provided to
clients with 50-200 thousand euros.

Private customers can take advantage of all
the offers of such a bank service: more advanta-
geous interest and commission on loans and in-
terest, personalized product packages, cards that
include all sorts of facilities (such as insurance or
discounts) and the existence of a personal banker.

The idea of a private banker is based on the
existence of a specialist employee in that bank.
This employee must advise their clients both on
how to accumulate capital and on how to preserve
its value. The client will not only be counselled as
to the direction that the invested amounts should
take, the bank will even tell them how much of
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the capital they have to invest must be invested
and what money placement instruments are most
beneficial.

It is also worth noting such a conceptual de-
limitation as Private Banking is not identical to
serving individual VIP clients. Often the VIP cli-
ent does not consume the banking products in
complex but separately. The problems of serving
such a client are related to a high-ranking em-
ployee of the bank, but servicing is performed
within the framework of the bank's retail banking
standards. Private banking is the opportunity to
benefit from a personal banker with a complex of-
fer to solve the client’s financial problems through
a package of bank products, created individually
and exclusively for them.

Private Banking imposes very high require-
ments on banking services, qualification and cli-
ent orientation of specialists. Therefore, not all
the banks can afford to have such subdivisions.
Given that such services entail increased costs for
their organization, banks typically set a minimum
level of customer wealth to provide their private
banking services complex.

A sophisticated private banking client “buys”
products and solutions, while an ordinary client
“is sold” products and services. The private bank-
ing client has certain standards, from the way they
are received by the bank's representatives, to the
way their operations are carried out. Private bank-
ing customers are opinion makers, people who are
looked at and listened to by other people.

At present, Private Banking services are pro-
vided both in developed economies and in emerg-
ing countries. This service has emerged with the
diversification of banking services and asset man-
agement and the need to provide a high-degree
service to customers with high financial liquidity.

Private banking is very closed, with limited
information exchange and access restrictions, the
procedures and related information being pro-
tected by financial institutions with utmost cau-
tion. However, through various studies and analy-
ses of the Private Banking market conducted by
large international audit firms, we can conclude
that Private Banking approaches and practices in
different countries and institutions are diverse but
based on the same principles and visions of the
respective segment development.

If we are to analyse the private banking mar-
ket in Moldova, we will find that it is still in the
development stage. However, judging by the evo-

lution of this market, we can conclude that in the
general strategy of banks, the focus on the cli-
ent, the understanding of his/her aspirations and
the addressing to him/her with specific solutions
are increasingly outlined. This represents a radi-
cal change over the period 2000-2013, when the
banks were more likely to be suppliers of products
and services with wider addressability. At present,
Private banking can be regarded as a serious op-
portunity for the development and improvement
of the banking activity on the segment of individ-
uals, which is motivated by the fact that a class
with a special status has already been formed in
the Republic of Moldova today, consisting of peo-
ple with impressive incomes.

On the domestic market, currently only
B. C. “Mobiasbanca — Groupe Societe Gener-
ale” S. A. and B. C. “Moldova-Agroindbank™ S. A.
provide the Private Banking service to their major
clients. The “Private Banking” subdivision of these
banks provides services to a group of approximate-
ly 150-200 clients per bank, providing banking ser-
vices on the local market (classical products).

In particular, the philosophy of the service is
based on international practices in the field and
is based on the efficient, prompt and high quality
meeting of the requirements, wishes and needs of
customers. As a result, Private Banking customers
will have access to exclusive services and prod-
ucts tailored to the highest level of confidentiality,
safety, comfort and efficiency.

First, the service is subject to the “one-stop-
approach” principle, that is, a single contact
with the bank through the dedicated Private
Banker when the classic banking services (cur-
rent accounts, deposits, cashier services, for-
eign exchange, remote banking, bank cards,
credits, money transfers and other services
associated with these products), banking, tax,
insurance and investment consulting services
(local market) will be provided. At the same
time, international investment services are an
opportunity to develop private banking in the
future (government securities and bonds, in-
surance products, investment funds, individual
asset management services, shares, structured
products, derivatives, etc.) through identifying
strategic partnerships with important interna-
tional institutions with experience in the field.
In our opinion, direct access to financial infor-
mation, as well as the expansion of the range of
banking products, will in the future lead to an
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even greater orientation of the clients towards
the private banking service.

It is worth mentioning that the provision of the
Private Banking service for the bank is a strategic
one in order to maintain the leading position in
the local banking market, the image of the inno-
vative bank and the need to maintain and develop
relations with this category of clients. The high
degree of customisation of products, profession-
alism, complex and personalized financial solu-
tions, a wide variety of investment options, the
prioritization of all requirements, together with
maximum confidentiality will generate a high de-
gree ofclient loyalty [7].

Thus, for the efficient organization of Private
Banking, a separate structural subdivision is cre-
ated, usually situated in a special location, ap-
plying the basic principles of this service such as
establishing close relationships with potential cli-
ents, maximum level of confidentiality, high qual-
ity of services tailored to the needs of each client,
convenience in cooperation with the bank through
a Private Banker available 24 hours and 7 days
a week for consulting and solving the financial
needs of clients. The organization of this service
is a response to a current need and represents a
potential competitive advantage for the banks that
provide it [7].

Starting from the imperative postulate that
banking is done through people, in the private
banking sphere the quality of human resources
is even more important as the client relies on the
personal banker both in managing their wealth
and in covering the transactional-operational area
of theircurrent activity. Accordingly, the private
banking specialist advisor is a person who pro-
vides anexceptionality qualitative standard in
relation to the client and who must have sound
financial and banking knowledge, being able to
suggest appropriate financial solutions to each cli-
ent depending on profile and manage the client's
banking activity with maximum efficiency.

The private bank's responsibilities also include
identifying and attracting new clients that meet
the eligibility criteria for the Private Banking
category, focusing on promoting savings, lend-
ing and other bank products to them. It is also
worth mentioning that each client has specific
needs, there are no similar customers in private
banking, so as to generate standardized products,
which is why for each customer a unique solution
is identified that suits their needs. We speak of a

wide range of products that need to be matched so
that ultimately a unique solution can be found for
each customer. However, as heterogeneous is the
range of investments that the bank configures for
each client, so different are the earnings gained by
these customers. And the yield varies according to
the client's profile, the time horizon, and the risk
he/she is willing to assume.

The banks that organize the Private Banking
service from the very beginning focused on the
professional quality of the relationship managers
with the elite clients (Private Bankers), so that the
Private team would consist of people specialized
in managing such clients, a condition being also
their previous experience in financial-banking
field and in relationship with clients with signifi-
cant wealth. So, from our point of view, the most
important attributes are the vast knowledge of the
banking market and the excellent customer rela-
tionship skills.

Taking into account the human and profes-
sional profile required to occupy such a position,
the recruitment of specialists is done from the
branch of directors and subsidiary deputy direc-
tors, people devoted to the bank, with extensive
experience in negotiating with important clients
who know conflict management and techniques
of establishing lasting relationships with existing
and potential bank clients.

Given the complexity and the major impact of
the quality of private bankers, who are responsi-
ble for advising Private Banking clients, there is
a need for continuous training of employees who
provide counselling to this segment of clients [8].

Conclusions. Private Banking is a relatively
recent concept in the activity of the banks from
emerging countries, but which is imposing itself
by the opportunities it offers to the new social lay-
er of clients with significant incomes and wealth.
It is estimated that “the number of clients and as-
sets in their administration will certainly increase
as we are talking about the next generations of en-
trepreneurs or generations that are in the process
of taking over assets or businesses already set up”
[6].

As far as customer requirements are concerned,
in the near future we can predict that there will
certainlybe an increase in the number of people
willing to receive Private Banking services, tak-
ing into account the increase in the overall level
of countries development and wealth of some seg-
ments of population.
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W. OnuHka (HayuoHarnbsHbIl uHCmumym sKoHoMu4eckux uccredosaHul, Pecrybriuka Mondosa). He-
Komophble acrnekmsl ynpaesneHuUsi YacmHbiMu 6aHKoecKuMu ycry2amu e Pecrny6iuke Mosdoea.

AHHOmMauus. Lenb cmambu — npoaHanusuposams 0080/1bHO crieyughudeckuli cmpameaudyeckull
acriekm 05151 coepemMeHHO020 6aHKOBCKO20 cekmopa, 8 mom Hucsie Mondosbl, 8 YacmHocmu 0cobeH-
HOCmu yrpasseHusi U npodeuxeHus ycrya 8 ceameHme KrueHmos Private. Memoduka uccnedoea-
Hus. PeweHue nocmaerneHHbIX 8 cmambe 3adady OCyu,ecmerieHo C MoMOWb0 makux obujeHayYHbIX
U crieyuanbHbix Memodos uccriedogaHusl: aHanu3da U cuHmesa, cucmemamusayuu u obobuweHus,
CUCMEeMHO020 U Mynbmuag2eHmHoz20 nodxoda. Pe3dynbmamsbl. Bydy4u omHOCUMENbHO HOBbIM Ha-
rpaesnieHueM 8 rnpakmuke HayuoHabHbIX 6aHK08, 0COBEHHO pa3susarouUXCsl CmpaH, 3mom acriekm
0080/1bHO MaJsio U3y4YeH 8 crieyuanu3uposaHHoU Hay4Hou numepamype. B Hawel cmambe 6ydym
rpoaHanu3uposaHbl MOOX00b! U NpakmMuKU, Ces3aHHbIe C YaCTHbIMY BAHKOBCKUMMW yCyraMu, Ux 803-
HUKHOBEHUEeM U pazsumuemM, popmMuposaHueM pbiHka amux ycrye e Pecnybniuke Mondoea, Heobxo-
OUMOCMbIO MOHUMAaHUS C80UX KITUEHMO8 U peuleHUs1 C UX MOMOWbH KOHKPEMHbIX U 1epCcoHanu3upo-
8aHHbIX ycrye. lpakmuYyeckasi 3Ha4uMocmb pe3ysibmamoe uccriedogaHus. Bbigods! npedcma-
855IM npuUMepbI JIOSANILHOCMU K YK€ Cyu,ecmayouuM KinueHmam, posib MeHedXMeHma, 8 YacmHocmu
4erioeeqyecKkux pecypcos, 3adelicmeogaHHbIX 8 3moM 6aHKOBCKOM ceameHme Orsl rpusriedyeHus u
yoepxxaHusi 4HaCmHbIX KIIUEHMO8 U MpO08UXXEHUST 8bICOKOKa4YeCMBEHHbIX YCrlye, a makKxe Mnepcrek-
muebl pa3sumusi 3moao guda ycnye.

Knrodeesnie crioga: MeHeOXXMeHm, chuHaHcosasi cucmema, baHkoackul cekmop, VIP-knueHms!.

1. Oninka (HayioHanbHuUl iHcmumym ekoHomidHux docnidxeHb, Pecriybrika Mondosa). Oesiki ac-
nekmu ynpaeJsiiHHs1 npueamHumu 6arHkiecbkumu rnocsiyzamu e Pecny6niui Mondoea.

AHomauis. Mema cmammi — npoaHaridysamu 0ocums crieyuhidHuli cmpameaiqyHul acriekm 0s
cy4yacHo2o baHKieCbKO20 cekmopa, y momy yuchni Mondosu, 30kpema ocobrnueocmi ynpaeniHHa ma
rpocyeaHHs1 nocriye y ceameHmi knieHmie Private. Memoduka docnidxeHHs. PilweHHs nocmaerne-
HUX y cmammi 3ae0aHb 30ilicHEHO 3a O0MOMO_20K0 MaKUX 3a2allbHOHayKo8UX i crieyianbHUx memodie
docnidxeHHs: aHarnisy ma cuHmesy, cucmemamusauii ma y3azanbHeHHs, CUCMeMHO020 ma Myfabmu-
aceHmHoz0 rnidoxody. Pesynbmamu. byOy4u 6i0HOCHO HOBUM HarnpsIMOM y rpakmuui HauyioHanbHUX
baHkis, 0cobriuso KpaiH, Wo po3susaromscs, yel acriekm 0ocume Marsio 8us4yeHuUl y crieyjianizosaHid
Haykosili iimepamypi. Y cmammi npoaHanizogaHo nidxo0u ma rnpakmuku, nog’sa3aHi i3 npusamHumu
b6aHKi8CbKUMU r0Cy2amu, IX BUHUKHEHHSIM ma po38UMKOM, ¢hopMy8aHHSIM PUHKY Uux rocrye y Pec-
ny6niyi Mondosa, HeobxidHicmto po3yMiHHS criodisaHb C80IX KiieHMIg | 8UPIWEHHS 3a ix 00roMOo20t
KOHKpemHux i nepcoHanizosaHux rocsye. lMpakmu4Ha 3Havyywicmb pe3ysibmamie 0cC1iOXeHHs.
BucHoeku npedcmasnsamp ripuknadu f10s71bHOCMI 00 8Xe ICHYrHYUX KITiEHMI8, pofib MeHEeOXMeHMmY,
30Kpema 1o0CbKUX pecypcis, 3adiaHUX y uboMy 6aHKIBCbKOMY ceameHmi Ofif 3aiyyYeHHs U ympu-
MaHHS rpugamHux KiieHmig i npocyeaHHs1 8UCOKOSIKICHUX MOCAYy2, @ MmaKoX nepcriekmusgu po38umky
ub020 8udy rocrye.

Knro4oei cnoea: meHedxmeHm, ¢hiHaHco8a cucmema, baHKiechbkuli cekmop, VIP-knieHmu.
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