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Abstract: The paper presents Kaizen analysis and the
estimation of the reserves of the quality of functioning of a modern
credit organization as an open dynamic self-organizing system.

The sphere of bank services (BS) is winning new and new positions in
Russian market economy. Its structural and institutional progress has generated
the «start quality» of BS within the framework of the systematic and
informational quality paradigm: extensive and intensive (qualitative) BS
development with the purpose of getting the competitive advantage. The latter is
displayed in BS market through the totality of economic relations concerning
the satisfaction of consumer BS needs. As a whole the quality of a commercial
bank (CB) as a BS producer may appear inefficient only in case of its
productivity restriction. Therefore functioning condition which does not limit
the productivity is effective under any circumstances and should not be limited
by institutional management. Otherwise such regulation will inevitably lead to
the suppression of a producer freedom concerning the satisfaction of the needs
of a BS consumer whereas the latter quite agrees with any activity which in a
pointed manner does not limit BS productivity and thus is quite competitive.

As the efficiency criterion the restriction of CB productivity connected
with BS production of better quality and in shorter terms is most frequently
used [1]. It corresponds to higher degree of the development process of BS
sphere.

Ensuring the BS competitiveness in the market is achieved due to Kaizen
reserves allowing the bank to obtain strategic evolution thanks to its ability to
constantly and dynamically improve the quality of services and processes with
the help of which the CB functions and also to the opportunity to raise the
degree of consumer satisfaction.

Kaizen theory was formed on the basis of ten key principles (focus on
clients, improve constantly, openly acknowledge problems, promote openness,
form work groups, manage projects on the inter-functional basis, stimulate the
processes of mutual support, develop self-discipline, inform each worker, create
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conditions for each worker) and methods of planning the quality improvements
on the basis of K. Levin’s theory of power fields, forming the mechanistic
model of economic system movement to the point of balance.

The evolutionary theory of bank sphere development assumes the
consideration of a CB as a non-equilibrium synergetic economic dynamic
system. Conceptually the reserves of improving the quality of functioning of
such systems are formed by the methods of script modelling; the nucleus of the
script displays quality phenomenology (BS quality), and the covering is formed
by TQM conception (Total Quality Management) and institutional
preconditions of its realization (legislative regulation of competition in the
market of bank services) [2].

In order to provide the conformity of BS to the specification, its reliability,
productivity, adaptability and value for CB consumers it is recommended to
consider such «quality ladder» as the development process supposing the
dynamical program of changes consisting of several Kaizen reserves. The
opportunities which are given to CB are the important means of orienting the
personnel on final changes and their strategic importance.

Work on each step allows CB to appropriately mobilize and direct Kaizen
resources towards solving the given problem.

In Kaizen terms standards are created, and SDCA process provides the
introduction of the standard into operations as the best current way of working.
Without such a consolidation the general improvement of quality in CB
acquires not the S-shaped, but the SAW-shaped character leading the CB system
to stable equilibrium, aimed only at the survival instead of the CB development.

The quality of Kaizen reserve corresponds to the mission, vision and credo
of a CB, and the quantitative estimation is displayed through the benchmarking
self-estimation of CB quality management with revealing the script trees of the
purposes of the realization of reserves within the framework of the
corresponding quality paradigm.

Script performance is realized by means of operational divisions as quality
brigades with gemba leaders, and the dynamics of the formation of teams with
the purpose of the fastest synergy providing becomes the way of the
acceleration of Kaizen culture introduction.

A commercial bank is considered as the enterprise of special sort
producing financial products and services, as a rule, products as bank services.
Such approach suggested by D. Wood in 1975 displays the strategic conception
of a bank as the institute of the quality of services aimed at the evolutionary
development.

The change of demand for bank services and the conditions of the offer of
the factors of «financial» production under the conditions of uncertainty are
connected with the non-equilibrium of the condition of bank functioning.

The formation of the mission, vision and credo of a CB as the starting
components of the practical realization of TQM strategy is possible while
analyzing the synergetic bank economic system with non-equilibrium open
matrix functioning structure [3].

The reserves and mechanisms of the improvement of bank services quality
are formed on the basis of the principles of stages and at the first stage the
cybernetic way of presenting a CB as a model of «black box» (Fig. 1) is
realized.
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Transformation

X, entrance methods — M, Y, output -
(materials — M : deposits and so on) personnel — M3 (bank services quality:
«machines» — M4 credits, investments, budget
measurments — Ms payments and so on)

Fig. 1. Cybernetic way of presenting a commercial bank as a model of «black box»

Under quasi-static condition CB functioning is described by the following
model:

y=f(x(M,),g)+&, (1
where {§ = g1(M>), g2(M3), g3(M4), g4(Ms)} — vector of influencing parameters;
X € [Xmins Xmax]; ye [Ymin, Ymax]; M, e [Mlmin, Mlmax]; M, e [M2_min, M2max]s
Ms e [M3min: MSmax], My e [M4min, M4max]; Ms e [MSmin, MSrnax]; ‘: — additive
model of the hindrance (error) of transformation.

In model (1) hindrance & is estimated as the following model:

g V(o Y
¢ = [axﬂx) *(Eag,.ngf] : )

where Il II, — hindrances x and g; accordingly.

Models (1) and (2) characterize the model of the quality of the condition of
functioning (survivability) of a commercial bank which corresponds to the
model of bank certification at discrete moments of time.

N@j) = PNy (X)), Noj(g), N3i(E)], 3)

where j = I,_m — increment quantity; i =1,_3; @ — functional.
During the process of the estimation of the quality of bank services
parameters x, g;, &, 7 = 1,3 are changing and, hence, certification parameters

are also changing. To estimate the certification opportunities the methods of CB
informational analysis are applied which are subdivided into analog and discrete
(frequency) ones.

The former ones provide the non-equivalent display of certification code
owing to the essential losses of information in the chain of transformation.
Discrete methods have greater productivity and transform information with
minimal losses and consequently carry out the equivalent display of a CB
certification code. It finally leads to the reduction of marking expenses and
increase of services competitiveness.

It is advisable to carry out the development of discrete methods on the
basis of the principles formulated as requirements [4].

Requirement 1. The necessary condition of the estimation of the quality of
services is the presence of CB and its replacement scheme.

YHVUBEPCWUTET um. B.1. BEPHALCKOIO. Ne1-3(28). 2010. 171



Requirement 2. The sufficient condition of the estimation of the quality of
services is the adequacy of CB replacement scheme with the predetermined
degree of accuracy optimizing the estimation expenses.

Consequence 2.1. CB replacement schemes are equivalent if they are
chosen with the determined degree of accuracy.

Consequence 2.2. Replacement scheme may not reflect all the CB services
and external disturbances if the estimation of the quality of bank services with
the determined degree of accuracy is provided.

Consequence 2.3. 1t is advisable to use the replacement scheme expressed
obviously.

Requirement 3. The necessary condition of the estimation of the quality of
services is the comparison of the informational signal concerning services
quality with program-controlled Kaizen signal.

Requirement 4. The sufficient condition is the estimation of the
informational signal concerning the services quality in comparison with the
program-controlled exemplary Kaizen signal with the degree of accuracy
determined according to the optimum error (hindrance) of the estimation of
quality, corresponding to the optimum estimation expenses.

Consequence 4.1. Any CB has its own resonance — bifurcation point.

Consequence 4.2. 1f Kaizen signal corresponds to the bifurcation point the
error of the estimation of the services quality is minimal that corresponds to
minimal expenses.

Consequence 4.3. While estimating the services quality with minimal error
the comparison of Kaizen and information signals of the services quality occurs
in the bifurcation point.

Requirement 5. The necessary and sufficient condition of the optimum
estimation of the quality of CB services is the conformity of the informational
parameters of the services quality to Kaizen signals in the determined range; the
sufficient condition is the estimation with the determined accuracy defined by
the error of Kaizen approximation and optimizing the estimation expenses.

Consequence 5.1. The increase in number of stages of Kaizen technology
reduces the error of the estimation of the quality of CB services and the
expenses for informational analysis.

Consequence 5.2. The sensitivity of Kaizen technology is proportional to
the quantity of stages.

Consequence 5.3. The flexibility of the economic regulator of the
estimation of the services quality is determined by the quality of the algorithms
of institutional and investment management.

Consequence 5.4. Kaizen technology differentiates CB to matrix structure.

The results of the informational analysis of CB are used on the stage of the
development of mission, vision and credo of a CB, and also the business-plan of
BS dynamic improvement.

The enterprises and organizations using Kaizen and Hoshin Kanri
strategies distinguish their Kaizens as the spheres of constant improvements,
and differentiate between them and Hoshins, i.e. those areas where they achieve
break-through. Such strategy provides noticeable benefit as it unites two
versions of changes with which a business-division deals: long-term systematic
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changes aimed at the development of the processes and large single initiatives.
Both types of changes are important for CB strategy taking into account that we
speak about different kinds of activity which hardly follow each other and
consequently can be considered as the useful reference point for the personnel
[3, 4].

References

1. Brodley, J.F. The Economic goals of Antitrust: efficiency, consumer
welfare and technological progress / J.F. Brodley // New York University Law
Review. — Vol. 62. — P. 1023-1053.

2. Wellington, P. Kaizen strategies for customers care / P. Wellington. —
Pitman, 1995. — 239 p.

3. Konenco, M. Crparerus Kkai3eH Uil YCHEIIHBIX OpraHU3alMOHHBIX
niepeMeH : riep. ¢ auri. / M. Koxernco. — M. : Uadpa-M, 2002. — 175 c.

4. Canoxxankos, H.I1. Kaii3eH-pe3epBhl MOBBIMICHUS Ka4ecTBa OAHKOBCKHUX
yenyr : moHorpadus / H.II. CanoXHHKOB ; TOA Hayd. pell. A-pa SKOH. HayK,
npo¢. b.W. I'epacumoBa. — TamboB : U3n-Bo TamO. roc. TexH. yH-ta, 2003. —
176 c.

KaiizeH-pe3epBbl NOBBINIEHUS] KAYECTBA MPOAYKIIUH U YCJIYT
Jlyn Croii 10ii, b.U. I'epacumoB

TOY BIIO «Tambosckuii 20cy0apcmeeHHblIlL MeXHUYeCKUil
yHugepcumemy, 2. Tambos

KiioueBble cjioBa u (ppa3bl: Kaif3eH; KaueCTBO; PE3€PBHI.
Aunnoramus: IlpoBenmeH kaii3eH-aHaNW3 U OIICHKA PE3EPBOB

KadyecTBa (DyHKIIMOHUPOBAHHUS COBPEMEHHOH KPEIUTHOW OpraHusa-
LUH KaK OTKPBITON ANHAMHUYECKOI CaMOOPTaHU3YIOLIEHCS! CUCTEMBI.

© Croii 10i1 JIyn, b.U. I'epacumos, 2010

YHVUBEPCWUTET um. B.1. BEPHALCKOIO. Ne1-3(28). 2010. 173




<<
  /ASCII85EncodePages false
  /AllowTransparency false
  /AutoPositionEPSFiles true
  /AutoRotatePages /None
  /Binding /Left
  /CalGrayProfile (Dot Gain 20%)
  /CalRGBProfile (sRGB IEC61966-2.1)
  /CalCMYKProfile (U.S. Web Coated \050SWOP\051 v2)
  /sRGBProfile (sRGB IEC61966-2.1)
  /CannotEmbedFontPolicy /Error
  /CompatibilityLevel 1.4
  /CompressObjects /Tags
  /CompressPages true
  /ConvertImagesToIndexed true
  /PassThroughJPEGImages true
  /CreateJobTicket false
  /DefaultRenderingIntent /Default
  /DetectBlends true
  /DetectCurves 0.0000
  /ColorConversionStrategy /CMYK
  /DoThumbnails false
  /EmbedAllFonts true
  /EmbedOpenType false
  /ParseICCProfilesInComments true
  /EmbedJobOptions true
  /DSCReportingLevel 0
  /EmitDSCWarnings false
  /EndPage -1
  /ImageMemory 1048576
  /LockDistillerParams false
  /MaxSubsetPct 100
  /Optimize true
  /OPM 1
  /ParseDSCComments true
  /ParseDSCCommentsForDocInfo true
  /PreserveCopyPage true
  /PreserveDICMYKValues true
  /PreserveEPSInfo true
  /PreserveFlatness true
  /PreserveHalftoneInfo false
  /PreserveOPIComments true
  /PreserveOverprintSettings true
  /StartPage 1
  /SubsetFonts true
  /TransferFunctionInfo /Apply
  /UCRandBGInfo /Preserve
  /UsePrologue false
  /ColorSettingsFile ()
  /AlwaysEmbed [ true
  ]
  /NeverEmbed [ true
  ]
  /AntiAliasColorImages false
  /CropColorImages true
  /ColorImageMinResolution 300
  /ColorImageMinResolutionPolicy /OK
  /DownsampleColorImages true
  /ColorImageDownsampleType /Bicubic
  /ColorImageResolution 300
  /ColorImageDepth -1
  /ColorImageMinDownsampleDepth 1
  /ColorImageDownsampleThreshold 1.50000
  /EncodeColorImages true
  /ColorImageFilter /DCTEncode
  /AutoFilterColorImages true
  /ColorImageAutoFilterStrategy /JPEG
  /ColorACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /ColorImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000ColorACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000ColorImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasGrayImages false
  /CropGrayImages true
  /GrayImageMinResolution 300
  /GrayImageMinResolutionPolicy /OK
  /DownsampleGrayImages true
  /GrayImageDownsampleType /Bicubic
  /GrayImageResolution 300
  /GrayImageDepth -1
  /GrayImageMinDownsampleDepth 2
  /GrayImageDownsampleThreshold 1.50000
  /EncodeGrayImages true
  /GrayImageFilter /DCTEncode
  /AutoFilterGrayImages true
  /GrayImageAutoFilterStrategy /JPEG
  /GrayACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /GrayImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000GrayACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000GrayImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasMonoImages false
  /CropMonoImages true
  /MonoImageMinResolution 1200
  /MonoImageMinResolutionPolicy /OK
  /DownsampleMonoImages true
  /MonoImageDownsampleType /Bicubic
  /MonoImageResolution 1200
  /MonoImageDepth -1
  /MonoImageDownsampleThreshold 1.50000
  /EncodeMonoImages true
  /MonoImageFilter /CCITTFaxEncode
  /MonoImageDict <<
    /K -1
  >>
  /AllowPSXObjects false
  /CheckCompliance [
    /None
  ]
  /PDFX1aCheck false
  /PDFX3Check false
  /PDFXCompliantPDFOnly false
  /PDFXNoTrimBoxError true
  /PDFXTrimBoxToMediaBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXSetBleedBoxToMediaBox true
  /PDFXBleedBoxToTrimBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXOutputIntentProfile ()
  /PDFXOutputConditionIdentifier ()
  /PDFXOutputCondition ()
  /PDFXRegistryName ()
  /PDFXTrapped /False

  /CreateJDFFile false
  /Description <<

    /BGR <>
    /CHS <FEFF4f7f75288fd94e9b8bbe5b9a521b5efa7684002000410064006f006200650020005000440046002065876863900275284e8e9ad88d2891cf76845370524d53705237300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c676562535f00521b5efa768400200050004400460020658768633002>
    /CHT <FEFF4f7f752890194e9b8a2d7f6e5efa7acb7684002000410064006f006200650020005000440046002065874ef69069752865bc9ad854c18cea76845370524d5370523786557406300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c4f86958b555f5df25efa7acb76840020005000440046002065874ef63002>
    /CZE <>
    /DAN <>
    /DEU <>
    /ESP <>
    /ETI <>
    /FRA <>
    /GRE <>

    /HRV (Za stvaranje Adobe PDF dokumenata najpogodnijih za visokokvalitetni ispis prije tiskanja koristite ove postavke.  Stvoreni PDF dokumenti mogu se otvoriti Acrobat i Adobe Reader 5.0 i kasnijim verzijama.)
    /HUN <>
    /ITA <>
    /JPN <FEFF9ad854c18cea306a30d730ea30d730ec30b951fa529b7528002000410064006f0062006500200050004400460020658766f8306e4f5c6210306b4f7f75283057307e305930023053306e8a2d5b9a30674f5c62103055308c305f0020005000440046002030d530a130a430eb306f3001004100630072006f0062006100740020304a30883073002000410064006f00620065002000520065006100640065007200200035002e003000204ee5964d3067958b304f30533068304c3067304d307e305930023053306e8a2d5b9a306b306f30d530a930f330c8306e57cb30818fbc307f304c5fc59808306730593002>
    /KOR <FEFFc7740020c124c815c7440020c0acc6a9d558c5ec0020ace0d488c9c80020c2dcd5d80020c778c1c4c5d00020ac00c7a50020c801d569d55c002000410064006f0062006500200050004400460020bb38c11cb97c0020c791c131d569b2c8b2e4002e0020c774b807ac8c0020c791c131b41c00200050004400460020bb38c11cb2940020004100630072006f0062006100740020bc0f002000410064006f00620065002000520065006100640065007200200035002e00300020c774c0c1c5d0c11c0020c5f40020c2180020c788c2b5b2c8b2e4002e>
    /LTH <>
    /LVI <>
    /NLD (Gebruik deze instellingen om Adobe PDF-documenten te maken die zijn geoptimaliseerd voor prepress-afdrukken van hoge kwaliteit. De gemaakte PDF-documenten kunnen worden geopend met Acrobat en Adobe Reader 5.0 en hoger.)
    /NOR <>
    /POL <>
    /PTB <>
    /RUM <>
    /RUS <>
    /SKY <>
    /SLV <>
    /SUO <>
    /SVE <>
    /TUR <>
    /UKR <>
    /ENU (Use these settings to create Adobe PDF documents best suited for high-quality prepress printing.  Created PDF documents can be opened with Acrobat and Adobe Reader 5.0 and later.)
  >>
  /Namespace [
    (Adobe)
    (Common)
    (1.0)
  ]
  /OtherNamespaces [
    <<
      /AsReaderSpreads false
      /CropImagesToFrames true
      /ErrorControl /WarnAndContinue
      /FlattenerIgnoreSpreadOverrides false
      /IncludeGuidesGrids false
      /IncludeNonPrinting false
      /IncludeSlug false
      /Namespace [
        (Adobe)
        (InDesign)
        (4.0)
      ]
      /OmitPlacedBitmaps false
      /OmitPlacedEPS false
      /OmitPlacedPDF false
      /SimulateOverprint /Legacy
    >>
    <<
      /AddBleedMarks false
      /AddColorBars false
      /AddCropMarks false
      /AddPageInfo false
      /AddRegMarks false
      /ConvertColors /ConvertToCMYK
      /DestinationProfileName ()
      /DestinationProfileSelector /DocumentCMYK
      /Downsample16BitImages true
      /FlattenerPreset <<
        /PresetSelector /MediumResolution
      >>
      /FormElements false
      /GenerateStructure false
      /IncludeBookmarks false
      /IncludeHyperlinks false
      /IncludeInteractive false
      /IncludeLayers false
      /IncludeProfiles false
      /MultimediaHandling /UseObjectSettings
      /Namespace [
        (Adobe)
        (CreativeSuite)
        (2.0)
      ]
      /PDFXOutputIntentProfileSelector /DocumentCMYK
      /PreserveEditing true
      /UntaggedCMYKHandling /LeaveUntagged
      /UntaggedRGBHandling /UseDocumentProfile
      /UseDocumentBleed false
    >>
  ]
>> setdistillerparams
<<
  /HWResolution [2400 2400]
  /PageSize [612.000 792.000]
>> setpagedevice


