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90093990 g58myqbgds, HMAMMOE sM0L: derm3Bgobo, bywwmzbm®o 0bdgwadd o, Msbsdgmmgy
139(3000B0MGIMWo  LoLEBHYIJd0. FogMsd, oo I6YMP359Y 9930 GOIE0S M5bsTYOMMZY
39960m™ma0900L 35630 Bogdd0sbMdsBY BYRo3wgbols s 459mYgbgdols 9539dEH05bMdOL Fgxsligds,
6HoLOo 2obbMME09Wgds3 LO3TIMP MM, sOLYIMBL Lb3oEILLIZs g0MEYdO, FogMsd gOH-9MH
159939mqLM Bl FoMTMogbls ds630L  LogdosbMdOL  dBOBOYL-3MM(3ggdols gdwdsgzgds s
99535L905, MHMIYdToE 3935 olHobgdMos  Msbs8gMM3g  9JbmEmyogdols dsdmygbgds.
00Dbgl-36OME3gLo dolo IMEYIW0MgdOL F9d39Mmd0m 0deg3s LMo gdsl Jgnslicogl 5ds mv) 0d
0bLEGHOMAGBEHOL godmygbgdol 9539dEH0sbMdS.

6530330 Eobollos™MGIMWos 0F)-0l MobsdgEM™mag LobBHgdgdo s GHgdbmemaogdo,
Omdgwoi  godmoyggbgds  Bsdsb3m  Lgddm®ol  dmfobsgzg o0bLEGHoEMEHJd30.  Bsadseomobmazols
9my356005  309000GHJOMb  FMFomdol  M3gM(30900. 9895390 0s  d0DBBIL-3OM3gLO
AM5©03E0Mwo 0bxmM3s30wwo bobEgdol 2s9mygbgdom, sligzg 89849ds390wos Bs3MgOG™
15g805b6mdsd0 gMH-9MH M0 0bM3530cMm0 B3gE0swoboMYdMEo LoLBHIIol Asdmygbgdol doBbgl-
36m39L0. Fom3mygboos d0BbIL-3MM39LYdOL FMEIWgdO, om0 LOTMEs30S s BLOWWS300L
390929%0. 8900939000 Lsx3dz9w b Jglodergdgeos 95356l b3gE0s0BOMYdo LolEgdolb
3990996900l M30M5@glMmdgd0. 30BbgL-3MHMEgLYdOL TgRsLgdol JoAMds Fqlsdwrgdgwos Lbas
sbseo 0bLBH®TgbEHYdoL godmyggbgdol glogsligds. Bsa®sd, gl 0d69ds Fbmwmwm gMo-ghmo
39390900 3035Omm)gdol Jgi3sligds. mdas 9JGOe Lsgombl  [oMdmoagbl 85630l
15g8056MdOL s FoLTo 0F-0b MbsdgMM3Yg J0(939d0L 25dmMygbadol 3m3wgdlmEo dggi3sligds.

DM, 856308 bogdosbmdol s dslido IT-ol s 0bymMIszomwo LolEgdgdol (IS)
99%399dBH056md0L Fgloxzsligdeo@ go8moyqbgds bbgzoolibgs 8gomm@gdo, Bssmoms: Return on
Investment (ROI), Total Cost of Ownership, System Usability Scale o Ubgs, dog®sd dbmerm
Balanced Scorecard (BSC) — 0dgggo 10899500905 30083¢09dlbvoo 99530 gl 096306 Loddoobmds
5, 053 860936935605, 03 BOBOYL-3MIM(39L9d0L FoM35eolHobgdom, MM gddos 3sdmoygbgds
56999006 ™39 IT-0b dowfjg39d0.
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Balanced Scorecard (BSC) - 05639693gd0ol  @odoeoblgdoeo  LbolEgdol ob@m®os
5353969305 Balanced Scorecard 3mbagnEool Bsdmyswrodgdsbmsb 1990 Fgubl, Gmogbss
Abexeomdo 36md0wo BssEOGHMOM-3mblogGHobammo 3md3sbool "KPMG Peat Marwick“-ols
3319300 (396030 99mabgb 08 GqlsdgdEMdgdols s 0blEMmTghEgdol dogdsl, GmIgwos
MBOHM639WYMmBs JoOM30L 953993 056MdOL BOHELL.

DMA905©, d0DbYL-3OHMEILYdOL MBYBY  LEHMIEIFOWWOo  Bsddosbmdol  3MmbEHM™MEo
b 30900905 9.5, Logdd0sbmdol 3356dmz560 F5B39690gdol Lodwswgdom (Key Performance
Indicator - KPI), ®m3gdog 69o¢0mdsdo §o0dmoaqbgb do0bbgdol domfgzomdol Labmal, s
3939  00BbYL-3OMELYOOL @S  MOOMYMWO  MBTIOMIWOl  FMTFsmdoL 9539 E0BMdOL
3sbsli0smgdEgdl. 499mdobotg 9dgsb, dsB39690gdol  IBIEBLYdMo LoliGgds (AwU),
6HmIgeoi mMm09bG0Mmgdwos KPI-gdol 9953s590s%9, (o0moygbl s dod@GHm LEGGMs@ga0Iwo,
51939 ™39MH9GH00 FoOMZ0L 0bLEBHOTIBEL. IL-U M30MSBHIBMBL FoMTmMoygbl o, HmI
mM560Bs305, MMIgwos  IBgMHRO3L  5©0bodbme  LolEgAsL, MYdMWMdL  dmddgEdgdOL
30mO0b0MYdME BolEgdsl, GMIYEoE Tggbodsdgds LEMoE 0ol BsGmM30L yzgws mbyby, s
59005690 bbgoolbgs  g3mbdaombocme  Lgg@ml, dsgsmoms:  39Mbmbsol  Bsmm3y,
530656900, IT s Bbgs.

659G ddo 99Im035D90E0s B3630L Boddosbmdol 9i39d@0sbmdol gxsLgdol doymds
Balanced Scorecard dgo;mol ULogd3zgebg. dmygzsbowos dolo doMomso bsdoxgdo s
3900 035%909o0s ol KPI-gdo, ®mdgeog 99odegds ogml go9mygbgdrero 35630L d0Bbgls-
3639900l s F5To MsbsFgEM™3g IT-0b godmygbgdol Iglogzsligdes.
153396dm  LoByzgdo IT-ob  9x39dEH0sbmdol  Fgxusligds 056380, Tl gdol  doMHOMSEO
0bozs@m®mqdo KPI (key performance indicators), d5B39690egdol odseobligdvcmo Lol@gds

(Balanced Scorecard)
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©O90LYM30L 05639080 BOOSO 5B IMH0s M9BITIOOMZ9 0F-0l FJMPYOOL 45dMmYygbgds,
0935 969603509 UBoFoMms Fgxslgl Fosmo Bgys3wgbs Lsgobsbbm Lsgddosbmds®y s
2090g9gbgdol 9539dBH056Mds, o3 bmME0gm©gds ds639d0L IT-LEHMoEga00l Loxgmdzgabyg [1].
5990056 359Mm30bstg 0965d9MHM39 8563900 BB OO gsdmf)393900L F0bsdg, ) MMAMM
995035bmb  mogol ddomdsdo IT-ol sbsdgdmmzg Fowgzgdol 4sdmygbgdols 9539d@0sbMds.
sMLYdIMBL IM935¢00 FgMmEO  LHg3obsBLM LgdBHmEMmol ddsmdol s d363d0 0bxgm®mIszommo
LbobBgdgdol s  3Hgdbmmmyogdol  s0mygbgdol  9x39JGH0bMdOL  Tglogsligdrs. O3S
36200 g3sL Fo3mg9bL 83630l sgddosbmdol 3nd3Egdlvyeo FgBsligds.

IT-ob o IS-ob 989JGH0BMdOL Tgx3slgds  60dz69wMm3zs60s FMsgzoeo  FobgHBol  godm.
0bgzm®dszommo  LobGgdolb  9539JG0bMdOL  Tgxrsligds  360d3bgem3zsbos  0dobmgzol,  H™I
52069l LoLEBHYIOL FMJomdol botolbo, dobo godmygbgdol 93mbmdoz Mo slsdmgds,
MBOBOOMbMYdS s Ubgs 85839690900, MHMIWgdoE o3 gbsl sbgbab 89630l  LogHom
006853 9d5%g [2]. gl FgBoLYds Fgodegds obbmM309w gl Lb3salibgs dgmmgdom, Mmdwgdos
0m35oljobgdgb  LobEgdol  BMbJaombosEmMBLL,  LEBOWWOMdSL,  dmIbToMgdEOL
305913000905l s Bb3s s13gdBHgodL, Fog®d U 56 0dg3s 3MI3EgdLwIMO FgrsLYdIOL LodMoEgdSL.
50 59m3560L H950DYdS BMYSIE B53ToMP MMME0S - 30MHZ3ge M0YT0, IMZ5¢0 356M5d9EHMOL
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5MlgdMdoL  @odm.  Fglodrgdgeros 999 3s3gl Lbgossbbgs  doamds,  MH™Igwos
06096300930 0gdb9gds 356339Mew JoBbgdby, I3 gOm-gHmo LHmEMmo aBs sGol Tgz3slgds
00Bbgl-3Mm(39Lgd0L dgd3zgmdom [2]. 53 gdmbggzsdo Fgbodergdgaro bogds Gggsligdol olgmo
39mEOL gs9mygbgds MHmym®og séol Balanced Scorecard (BSC), Hmdgwog vbebzgerymels
036308 15gddosbmdol  3mA3wgdumE  Tgxgsligdol Food  FmEOL  dOBOYL-3HMEgLYdOL
230035¢olfobgdoom.

(0obs8gdsmg  Bsddmddo  [omImagbowos  Bs630L  ghm-ghmo  JodsGrmegdols -
36900390056 3Mm8omdol d0BbgL-3MMEgLgdoL F90v)ds390s, s0b0dbME Bsddosbmdsdo HmamM3
A5003E0wo 0683m®MAs30e0 LobEGHYIol 1939 B3xE0IODOMmYEMEO LoLEGHYIOL godmyqbgdoom.
9my356005 8999995390091000 00BBYL-3OMELYOOL Imggdo BPMN-bm@siool bygmdzgaby,
BoB9690905 IMgegdol LodMesE0s s RIBBMEMEF0YEYdME0s F9gEJO0L 565¢0BO. 535LMb
90ms© 65d6O™Ido  FoMIm9bowos 35630L Logddosbmdol  gx39dBH0sbMdOlL Fgnsligdsdo BSC-
3900m©OL  259mygbgds, 99dmmogsbgdmeo KPI-gdo, Gmdgmmms 99d39mdoo  dgliodangdgeros
9985Lgl 36> FodBHM BMYss© d3630L Bogd0sbmdy, Mg TsLTo OG-0l MIbsTgEMMZY
domfigg900l 35dmygbgds.

d0M0mMs50 bsfogro

565890MMm39  LsdsB3Mm  LgdBHMEOO bsbosmgds IMBsBHgoo  3mb3Memgbgoom, Mol
306090003 8563986 figgen  sbogro  IMALsbMGMIgOOL  Fgmegz5Hgds  LogMHmsdMMHOLM
UBOBIMGHIOOL LOMWO 330 [3]. 53 3MPbom 0obs 3esbbg 0fjggL LodsB3M CbgMMIsz0Mwo
3996mma0900L  359mygbgdols  AslidEHedgdo, 0bm3z530900L  sbgMY3s, dsmo  bocolbol s
0905359900 2H900. 0bx3MEOs30090  FHJJbMmwMmy0gdo Lsdwmoegdsll 0dwggzs obgzomstMgls
bodsb3m  30MmEdBHo s  IMALobMENds,  39b300MEIL  BSBEOOL  0bBEOSLEHOWYIEHWES,
396bmO309Eal BobM  3MbGHOMWo  Bsdsb3Mm  GHGMBDod3090Dg s  3wogbBgol dogEgl
39305800 EOoLEBE00L BovbgEszs LolivyMmzgwo dmMALobEm9dOL dowy ool
99L5dEgdMds. 06EIOBYETS 3M0b303mEs F9;339ws bYM30LgdOL FofmEadol sG®bgdo s, ol
L50563M™ MABOEbYMBOL Fofmgdol »dbodzbgermgzs69l 0bLEMMAgbES© 0d3s. 36083bgem3zs60s
05639035 06m35:30900L obTsMIO0™ 300093 MBOM FJsT30MMb bIBIOK GO0, M3 FoBsSOMHMDYOL
dsm0  Imdgq0056mdol  BOEIL. mMI3s g Yym3zgwogzg Ls3Tom Mo  3OMEILOS S
30393500056 39MH0Mm©L IMO(33L.

Lo0bRMM 5300 (9o MmR09d0L 49630050905 YOS, 15639835 F75930MgL M30L0
15gd05bMdOL botrx 00, 255999xMdIBIL 9B9JEH00MdS s JOOBIOMMMZgL 309gbEHJOoL dsBs IT-0l
208myg9gbgdom [2]. Abmxzwom oldEHd00 0563900 SbMEME09wqd9b 063530796 GHgdbmemaom®o
Loobegqgdol sbgM35L sfYgdwo BHMIOE0IEo bsdsb3m LYM30L9d0m ITMOZMGOMEO
dmd0MOmHo  d563060L,  goobgdol,  bgwmazbmmo  0bGgwgddHols s  derm3hgobby
553736930 o5HY39BH0wgdgd0m. Bsdsb3Mm LgdBHMmMmo 5©a3GHMPYdS 3w09gbEHJOmMsb s
05DMoL LHOIRs® (3390905 LB FOMHMYdGOIMSD. MMI3s U Y39eongmo dglsdwgdgeros Fbmerm
IT-0b 56308 Mbs3gM ™39 doymdol Lsxgdzgw by, Mmammoi sGol ITSM Esgmdbgdmwo
ITIL-%g [4].

056599060H™39 06m353016 G9gdbmermyogddo dglsdergdgaros bsbo as3mgso: Fintech,
999 HOMbM EHOIBEDBIY3090L, 909dEHOMbME Lsgmergl, derm3hgobl, Al s 5.9.
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Lod363™ BH9gdbmmyool gemgmmo Ggbwgbios G0l Al-0l IBsMEO 4s8mygbgds Lodsbzm
boddgdo. 8563900 @s FBobsbLMO  0bBLEBHOEGMGHIO0 063 bLoMsE  bghgeggb wobargl Al
A96@0963090L 5 BLEM35BMBIE  MBROM IMLEbYMBYdgE s bgedobsfzmd gMH30Lgdl Ms30560
dmdb3o690gdl, Moms 994dbsb ©390m9L0 Bodsb3M 2oTM3OEGdS Y39 sbm30L. ogsomaq, Al-
b9 9m3M0o39 BoGHOMGHI00 300093 MIROM A93M(39WIIMWO 49BYBS, MO3E dMmIbIsMgdEqdl 24/7
b6 FIML @S 39OLMbIE0DBYIM 093TgbH3090L BOWB39wymaL.

Lods63m bogdgdo dm3Bgobols 0bEHIYME0sL 5d3L F9MIsTEHIBO 3MmBHBE0sWwo. dolo g~
9OD0 258N M30L905 MO MLOGOMBMYdS. oo ©I396EMIW0DBYdIMwo dmbgdols dodm,
A56b5d309%0 MBsBOMbMS 5 FEYMIOs J9g4oedgdol Jodsmrm. g gosdHy39@0s Bowowro
69o@0bgol  ddmbg  LogmmETMOOLM  BHMBEBIJ309d0LMZ0L.  dEr™3Pgob-EHEMBbBod30gdd0
999585300930l d90306M9ds 0f)393L HMBDIJ300L Logmoloml Log®dbmdes d9930Mmgdsl, o3
A36bog3098L MBOM BHOOR ©s 008l bol. dwmzbgobo  259m0ygbgds Logowolisbsm s
330bsbLEO  5gBH03MmdYOOL  FOLOTIMBH0390O®  MOYMS  YYM3BId03  soLOIbML  BMWsEO
390500363900, G90Ms35¢0 S BMYYds[5].

056390l 51939 999050 8Mm0Ybmb deM3BgObo FoILEHLIEIBOL S Fo00 BObIBLLIMO
39092900l 259mb5M3W IS M5O EOMT0, MZ5WYIM0 5©J36Mmb MomMYMWwo BowosErols
A56Yog3098L 5 ©o93MM3Mb dmbs398g00 9Om, 5030WsE obsH3MI 0RO Lozsgdo.
099935 9M935¢ 9399496530, XJMSG 96 5MOL F0VGIWO A50FY39G0W0S d563900L Logddosbmdsdo
0™ 3B90bobL 459myqbgdslmsb 3530060 9d00.

Mbs 500b60dbMml, ™I Jobgszs dmy35b60wo MB30MSEHILMBYOOL, B3633s 535 vy 0d
06m35300L ©sbgMY3580Y, M6 Fgoxzslmlb dolio Tgboderm Bgas3wgbs 35630l Lgd0sbMdsBY s
2990yggbgdol 93399dBH05bMdS.

OMAmO3 36md0w0s 856300 IS-0b s IT-ol  FgLogolgdws 259m0Yygbgds 6339990
0900m9d0. 9909y  dmyzsbowos  0bxzm®Bsgowmo  LobGgdolb s Bgdbmermaogdols
91839930560l Jgx35L930L y39esDYg 3930 3E)gdo dgomEYdo:

1.1.2. 1. Return on Investment (ROI) — 0639b¢90300b 0586969800 G58396989¢70

9L 8900m©O godMm0ygbgds 0ol goblisDBL3zmOLmM30L, M) M8IBs© 9BIJGH00s© botrxsgL
05630 530l MglOLYdL 06R3MM T3040 LoLEJYOOL s GJJdMWMY0gdOL YobgzoMsMmgdsdo. ROI
0m3olb LolEgdsdo gobbm®mEogwgdmwo 0639LE0E0gd0L 899900l BobsblmEm Bgas3wgbsls.
5060360 IgomEol M306MsEHYLMds 00500 3EYRMToMgMdL, O™  JoMEH035@ SBLbsOs MMI3s
990dgds 96 sboboggll 0ligo BoJBHMMYOL, OMYMOOESS FMIBAsMYOOL  3dsgmBowgds o6
LoLEGYIOL MLOFOMLMYdS [6];

1.1.3. 2. Total Cost of Ownership (TCO) - bolidgdol doermbgcrmdol bsgtorm
QOOIBIErg8s

TCO 256L5BM3M3L y39es botrxls, HMmIgEoE ©939300609390s BsobRMMTszom LoliBgdol s
3996 my09d0l 3609d3H06M9dLm5b, 3963000060)9050b, 2965begdslmsb Qo
993 BO300LMSb. 53 FgOMEOL LETMOEGdO” MMHPBOD30gd0 (00 Fgdmbggzsdo 85639d0)
b9s396, M5 ®Msbbgdo obsMxgds LoLEGHJIoL sOLYIMBSDBY s FsOHM35Dg dolo Lologmabwm
39600m©ob 968530Mmd5d0. TCO-b 255695600905 ImoEogL: 3GrMyMmsdwer s 535Modvgen bty gdls;

3dLabryMgdol s FbsGsFIMHOL bty gdls; 3gMlmbseols BMgobobaols batxgdl [7];
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1.1.4. 3. Performance Metrics — Jgb9¢m980b dsbsliosogbengbo

LobEGHYIoL AsbslinsMYIGOL FMGMOL Y39eoBY 33OV OS:

e LobEgdol GgogaoMgdol EMM: Msd9bs LGRS 250l 0bBMEOTs30s LobGHYdsdo o
65009650 LHMs8s© M1950M90L LoLEYAs 3€0gbEHOLS S M3YMS309d0L FMNBM369dDY,

e MM393900Ls s  Jg3mdgdols  dohgzgbgdgmo:  Mdgbs  bdoGos  Lol@gdol
dmMmbgro  2oBgMgds b Lbgs 36MHmdgdgdo. gl 563969090  gobls3mm®mgd0m
360036935605 MLoxz3OHPHMYOOL S BOTYOMMBOL MZoElsBOHOLOM,

o IALIBYOGIOL M(IYg39G™Mds: M0dIbo© IMM3gMos LolEGgdol bgerdobsfizmadmds,
65003 0379olbdgds LobiEgdolb 4oBgMgds 56 gorgds®mmomds;

1.1.5. 4. User Satisfaction Surveys - 8020bds®98¢nol 3059300980 3307995
9L 89000 BM3MLOMEPYdS IMTBT>MGOOL F5TM(3POEGOSBY s LobBHIIol Jodsmo dob
©50Mm300090)gdsDBY.  305YMB0gdoL 330093900  55b50BYdL,  Mdgbs  FoMEBH030 s
983930560 0ym LolEgdol gsdmyghgds, Ms99bo LHMRs® 5089l IMIbAsGMYOgdds Bsmo
5363430900, M5 3M:MdWgdgdo Fo6r3m0dzs s MO orax ™mdgligdgdo dgodergds dsbbmMmEogwoqgl;
1.1.6. 5. Benchmarking — 8968330630
09635030690 4EollbdMdL 0bxzm®MTszomwo LolEgdol BxbJzombocmgdol TgEscgdsl
bbgo mGob0Bs3090msb (056390056) 96 06MLEHM00L Lym3gmabim 369gE0390msb. gl Igommo
L5359 5393l 3963/ MEYIB0BHF0SL 2o5601330MUb, M5 YMISMYMDF0s 0l 316 31M9b 36
09056090000 ©s M5 (33¢°0gd900 Fgodegds  obbMMmE0gEEIl  LoLEBHGIOL  FOTIMHMNMEOMIOL
39999% md9L9d0LM30L;
1.1.7. 6. Risk Assessment — (0l 3980L 099350985
9b 9900 Imo393L LoLEgdol MLsBOMbMGdOL, Lo0TYEMMBOLS S 3565d9EHMYdOL FgzzslgdOL
6H03900L M35eLEBOOLOM. 53 3OM39Ld0 bgds 00 BoJGMMIOOL 0IBEOBOEOMYds, OHMIgdOE3
dgloderms  203agbol  sbgbgb  LoLEBgdolb 96 BB3IOL/MORBOBsGoOL  LE0TgEMBSDY,
MBOBOHMBMYILS 5 M39M53090DY. MoLZd0L Tgx3sL9ds, MMM Habo, ImoEs3L: BmdbAsGmgderols
MREIdJOOL 5 MLIBODHMYOOL 3M0BHO30L b5 oDBL, JoMomMsEo Fmbs3g8900L (339,
3396306 3946036 bo6rzgHgdL;
1.1.8. 7. System Usability Scale (SUS) — bobgdob 3539969800 liz5¢7s
SUS  a9cobbdmdl  3000b3s0l, G™Igeo 290m0ygbgds Lobidgdol  gsdmyqbgdsmdol
99535L900bmM30L. gl IgMEO  LETMOEGISL 0dWg3s 9633979 0gbsl, ®sdgbs TomEH0300
LobEBYTs 30gbEHJOOLMZ0L, s CMYMEOOS FMIHBTMJIW YOOl ASTIMEFPOYGdS, MMEILsE olobo
3185096 LoLFHYISLb;
1.1.9. 8. Process Efficiency Analysis — 360339000 9399305602800 565¢»0bo
50 0900mEOoL  BMAqdd0 By  MmMAB0DIF0ME  3OM39LgdbBY  0bBMEOTs30o
LoLEBHQAOL  @o3gbols  Tgxgsligds. vy LoLEGHYIs  SbMOE0gEWgdL  M3ges30gdl  LHGIRs®
9983990565, gl 25BMEOL 3MMEILYdOL 9539dE0BMBSL s 993060 IYdS botrxgdo;
1.1.10. 9 . Balanced Scorecard (BSC) — ©s85¢»s5bli9deycmo dsb39698¢n980b
bobhgds
BSC gb  56MH0b LobEGIMEGo domds, MMIgwoi  LsdMsgdsl  5dwg3l  Lodsbzm
62560D53090L, 95835mb LobEYIob 9839JE0BMBS Mo FbMEM© B0bIBLYIOO 3G:0EIM0MTgdom,
56599 8mdbdsmgdEols 3059MmR0gdol, 0bmM3z530930Ls s Jos 3MM39L9d0L 9B9JEH0BMdOL
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35¢0LsBOOLbom. BSC-0b 259mygbgds Lsd0ogdsl 5deg3l 3563901 s Bb3s mMsbobsiogol,
995035mb 965 FbmwmE BobsbLMGmO Fggagdo, M99 Lbgs d60d369emzsbo  Sidgddgdo,
QMO0 ImIBTSGYOEOL 3054mBogrgds, LoxsMGMmds ©s dM9bol 0doxo, 0bmgs30900
$936mema 0900l ©sbgM39, F0s 3BGM3EILYdOL M3EH0T0BsE0s [8].

50b0dbmwo Igmmo  goblisgmmmgdom 3603369em3560s LsdE3M Lgd@meMmols 3mTomdol
99%39dBH056md0L  Fgx358900LMZ0L, MOS0 0dwgzs  YzgsBg BMLE  Fggal  Logdosbmdol
Lbgoslibzs 08sMmgd9gd0l gosbserobgdol aBom [3]. LHimMgw s90@E™a, dmEgdvee bsddmddo
3obbowmos Balanced Scorecard ULolL@gdob go9mygbgds, GmIgaroa bbgs JodoMmgdgdmab
90O 55Bse0oBgdl  B0BOYL-3MM3gLYdIOL  gbbmEME0gWgdsL. g BoJBHMOO  BEOSE
360036935600, 306500056 gB-gH Bl 0bFMEOTs3009e0 LoliEgdgdols s GHgdbmemaogdols
2090g9gbgdol  93399dBH056MdOL  FLogolgdws  FoMdmoagbl d0BbIL-3OM39Lgd0L  Tgisligds,
HmIwgddoa gl 9659900MM39 0bBMMT5309wo 39dbmemangdo s LobGgdgdo sdmoyqbgds.

99009  39bbomos  Bsgombo, 53538060900 B5630L  Logd0sbMdsdo  0F-0b
06m3530996M0 Jomf93900L 258tmggbgdol 9339dEH056mdOL Tgz35L0dsLmsb. 39MHdM LodsMs doB3OL
153090 ™M bgdd0bsBY. 056380 3090EOL 253995 65TOMITO 30MMIOMOSW WIYMTBO0S 2 §BO35:
»30900E0L 29653boOL ogds s 965¢0B0%, ,,3090BHOL ILEHMIOS S Jo(39as*.

93930 ,3090003H0L  2obsgbool Jomgds s 965¢0B0“ dmoEsgl 899y M39Mo3ogodL:
3w096@&0bL Boliges 356390 s 30M90EHOL F0GIOL MHMBSBY obEbIIOOL 4539009ds; 05630l Boge
3690030L 5b53bsol BoMgds; 309oG0L FobsEboOL sBsEw0D0o; ITsEJdoMO LHdMMYdOL
9mmbm3zbs/Homagbs; bo3goEm Imbligbgdol dmdBsgds; dmbligbgdol FowoyHagbs by3zMgoG™
Lo FM30; LO3MIOEM LEdFMA0 2ob53boEOL Qobbogrgs.

sr’vsa@;@nb 39080 ©s85800 U53900¢ 250330365 39603bo©

3obsgbon 8565660 o ® L536900H™ als @sbabfg
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Bob.1. BH6soE0mwo 0bgm®mdsizovgemo Loli@gdol 3sdmygbgdom 30M9go@olb Asbsgbool
900900Ls s 5BsE0BOl B0DBBYL-3MMEgLO

93330 »,309OEHOL LGOI s 353995 ImoEs3L 8999 M3gMs30IRL: L3MILOGBHM
Lo0FMEIb IO 3sbbols Jogds; LoFoMmgdol Fgdmbgzglzsdo @sTsGHJoomo  Tolorgdols
3o0dmmbmgs 3000963 0LYsh;  bgwdg3mgdols  Bmdbogds, bgEdg3MEgdOL  AOBMEOIYOS;
3690030 353995; Fgbodsdolbo MHgbgMmzol dmdbowgds.
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50f9M0wo  93o3900L dobg3zom  899Mm935H90os  Jglsdsdolbo  doBbgL-3OHM3Eglgdo
(Bsb.1 o 69bH.2), HMIWgGd0oE 930l AoBbMM 30993530 4EPolbAMBL BHMIOEOIEo Lsdsb3M
068303530000 LobEGIob s8mygbgdsL.

3990092, 9390905 30900GHOL gobobooll owgdols s s65eP0BOL, Sg3g AOBMOBYOOLS
5 353990L 9393980l BOBbYL-3MIM(3gLYdOL MY gdo. sMbodbMwo  BOBOL-3MM39LgdOL
9m9gdol  53900LsL  499mygbgderos  BPMN-bm@ozos, bmerm  99damd  dm@geotqds
BoB99090s B393050B0MGdMwo LobBgdol Bizagi BPMN Modeler-ols g59mygbgdoo.

A5003E0Wo 06x3mOBs3009w0 Lolidgdol 2s8mygbgdoom 3090E 0L sbsbowols
300900L5 s 565E0BOL BOBOIL-3MMEFILOL FMEIEO BHMSPOE0E0 0bBMOTSFOWO
LoLB9Aol godmygbgdom Fomdmpygbogros bsb.3-Bg. beem s0bodbmEo dmgwol Lodmesgos
Bsh3969005 bob.4-bg.
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Bsb.4. 3090003)0b gobsbool BoMgdols s 9650BOL BoBBIL-3MMEILOL Lo S30s

990l Lo 30000 J0MGOIE0s 899900 1 s 2 (Bsb.5 s bsb.6).
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sshamendn manesfin

Bsb.5. 30900030L obs3bool JoMgdols s 965¢P0BOL BoBBYL-3HMEILOL dmEgErols
LodmEsE3ool d9gagoo 1

s7en 360

smse

65b.6. 303900030L gobs3bool BoMgdols s 365OBOL BoBBYL-3HMEgLOL dmEgErols
LodMEs300L 990 2
3b65¢MQ0MM5© 53198535 BHMOIPOE0Mo 0bBMMTs30o LoliGgdol sdmygbgdoom
36M900GHOL  20x3mMIJOol s 2539d0L  d0BBYL-3OMEgLoL  Imgeo  BPMN-bm@siools
2090yg9bgdom, ®MmIguog Hoddmygbowos bob.7-bg.

afg@edeb gagale

Bob. 7. &®500030Mwo 065335300 LobEgdob 4o9mygbgom 309Gl Qo3MEOHIGOOLS
253990l d0Bbgl-3MrM39b0L Im©ero

3bsmyom®ms fobs 990mbzg30L, Bo@o®ms LodMsE0s 3GMMmy™msds Bizagi BPMN Modeler-
ol Lodw99 YOO S oY 0gbs T9YRd0 1 s 2 (65H.8 s 65b.9).
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B5b.8. 30900030 FoBRMOTYds s 539l dB0DBbIL-3OMEaLOL  BmEgErols Lodwsgools
990920 1

65b.9. 30900030 Q9xMOTYds s 53900l d0BOIL-3MMEILOL  IMgE oL LOdMEs300L
89©939%0 2

306500056 B5dOMIoL JoDobl Homm©ygbs Lo3Mgo@m ™m3gho309ddo 0bmgsoMo
1393000B0MYIMo LobEBHIIoL 4sdmygbgdols 33e93s, dbg3g 998mPs3s dglisdsdolo doBbYL-
36m39Lgdo nCino LolEGHYIoL QsdMmYgbgdom, MHMIgEoE OIOLIMZ0L FoMTMoEYIbl 0bmzszom®
BsdoxL 309003H0Mb 3dsmdol byg®mdo. [9] bsb.10-Bg FoMdmoygbowos nCino Loli@gdol
2090myg9bgdom 30M900EHO0L A9bsEbsOL JogdoLs s 965EOBOL dBOBOYL-3MM3gL0. bmerm nCino
LoLEBYAoL 299MmYygbgdom 3MIPOEGHOL QoBMMIGIOLS s o390l doBbYL-3OMEglo dm3gdmos
6ob.11-%y.

65b.10. nCino Loli@gdol 459mygbgdoom 3090EHOL gobsgbsol domqdols s sbseobols doBbgL-
36MHm3qLo
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300900Ls S 565E0BOL BOBBYL-3MHMELOL FMEIWOMYDds. 5g FOTMYMBOWOS MO 356056G0.
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36m3gLbol dmgero

nCino LobGgdob gsdmygbgdom 3M9OE L gobsgbsol omqdols s sBseoBols dBoBOL-
36O m3gLbol Imgerol Lodesgool 3OHMEgldo doMgdME0s 99003900 1 s 2 (bob.13 s bob.14).
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6sb.13. nCino LobiEgdol 259mygbgdoom 30190000 49bsEbool doMgdols s sBseEoBols dBoBbgL-
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Bsb.14. nCino Lobi@gdol 259mygbgdoom 3090000 49bsEbool domgdols s sBseoBols dBoBbgL-
36MHm39LoL Imgeol Lodesigool G990 2
d9mMg 35606531 Homdmoagbl nCino LoLEgdol 4s9mygbgdom 30M9oEHOL obsgbool
300900L5 s 9BsE0BOL BOBOYL-3MMEILO LsdFML BsGINEMdom (bsb.15)
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Bob.15. nCino LobEBgdol AsdMYgbgdom s LdFMUL BsOMNYMIOM 3MJOEOL J9bsEbosOL Bowgdols s
3bseroBols d0BbaL 3O mE3glol Impgero
BoBoMgdeos nCino LoLEJIOL A59myghgdom s BsdFML BsOMMWMdOM  3MJOGHOL
39b53bool Bomqdols s sBsEoBol B0BbYL-3MMEgLloL dmEgol LodMWs30s, GOL T9JOIRS©
300931905 M0 3bGowo (bsb.16 s 17).

65b.16. nCino LobiEgdol 259mygbgdoo s BodFML RO MdOM 3MJOOEO0L Fobszbools

900900L5 s SBsE0BOl BOBOYL-3MM39LOL FM@YEol LodMs300L gy 1
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Bsb.17. nCino LobiEgdol godmygbgdom s LsdFML BIOMMWMO0m 3MJOEGEHOL  dobsabsols
300900Ls s 565EPOBOL BOBBYL-3MMEILOL BmEgErols LodMwsiool Fggaqdo 2

9990092 9290905 nCino LobEHol sdmygbgdom  3MIPOGHOL AIBMEOIGOOLS S 5390l
00DbgL-36Mm3gLOL dmEgwro BPMN bm@ssools godmygbgdom (bob.18).

il R o CERTHRIET, B S . S T I Py ey T e e

s 2 = & 5 0O

65b.18. nCino LobEYdol 2o9MmYgbgdom 3MIVOEGEHOL FoBMOTYIOLS s 5300l doBBYL-3HMEglol ImEgero

BoG969005 8ol LodMHE0s s IMEYX0MJOOL 9IRS J0MIOIMWO0S
390092900 - ™60 3bOHowo (655.19 s 65b.20).
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e b

Bsb. 19. nCino LobEgdob o8mygbgdomM3MYVOEOL AOBMEOIJOOLS S J5:39dol dOoBBYL-3HMELOL
9ol Bodwmws0ol dggyo 1

65b.20. nCino LolEgdol 259mygbgdoom 3M9EO0EOL OBMEOIJOOLS S J5:39dol dOoBBYL-3HMEILOL
9ol Bodwmws00L 99gy0 2
Mbs 500603bml, GM®I dglsdwgdgwos Bgdme dmyzsbowro dm@gmgdol b3zsslbgs

3565993HM9gd0L  bbgoslbgs 360d369wmd9d0LmM30L LodMszool BoGsMgds, Mog msgol dbog
09935 Bsdoegdsls  MHglMLgdol  Lbgoslbgs  dmbdstgdom  300gdo  bbgoolibgs
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3560563900056 JgMbgme 0dbsl 85630LmM30L  3MgOEHOL AobsEboOl Jomgdol, BseroBob,
23980MIGO0L s 253990L 9E93900L 2oBbMEME0gEgdoL Lo 3gmglicm 350M056&0 [10].

399009y 396bowos BgdmImygzsbowo d0BbgL-3MM39L900L s 500 FMPIOMYdOL
390093900L 359mygbgd0L bogzombo Bsb30lL Loddosbmdol Jgxsligdsdo dL-ob bydwsergdom. dobo
doMOMOEO 0Ys dEYMIsMgmdl 03580, MM Foh39690cgdol LobBHds OdssblEYds Mmmbo
X31%30L Loboo (bsb.21).

Bob.21. 35839690900l ©sdsEsdLYdEo LobEgdol sGLO

dL-ob dgomEol dobgz00m 30039 9Bs3bg bmOE0WwEgds bggols s dolbool
Bo0MYsE0dgds, Fobo0sd  49myYsgm  LEHMIGJR0Mo  FoBbgdo, OHMIgwms  Jobowgzo
00530905 LEAMSGJR0s. 9999y bGds 4 0o GdOL dodmymaxzs s Bsmmzol KPI-gdol
LoLEBHYAOL BoTMYsE0dYdS.

300390  Xa9B0  (B0bsBLOO  F0ToOmMMgds) TMO393L  BHMOOE0Y  3obsbLEM
0539690 gdL, 4eolbbdMmdL  39380M0L  oYYBIL  3MI3sBool LBHMoGIYOsLS s FobIBLME
d0Bb90L Mo, HMIGO0E 930L9dOHO MMHOIbEHOMYd0s bbgs F900gbgdol sdmEsbgdols s
3565993HM9go0L 35BLIBOZMOL OMU.

3969 %3530 (LEIMIHAsMGd ™M B0FoOHPNMEGds) SOFIOL Lsfo®ImML (A396 F9dmbggzsdo
05630L) 2009 2569dmb, Jol IM30YdEGdL 30gbEJOM, 2oblobL3Megl LodMIbTsMgd ™
05BMoL JoHBbMdM03Z 19dxbEHJOL s 360gbEHYOOL oBbMdMOZ X aMRBL.

d9L5d9 X 3MR30 (B0 3OHMEILBYOOL F0TSOMMNEGds) ABLIBOZMZL BoddosbmdOL Lobgmdgdl,
HMIgeois Y39 sbHg 3609369035605 dmbdsMgdegdols s sd30mbgMgdols 3oBbgdols Jobowmfigzs.
dm390veo 998960l doBbgdols s 5B39698gd0L BmMToMYds bmMEogergds Bobsblrdo
5 309b6@gdol 999p9bqd0l 3853900l 989y, Mo 0dwg3s dos dOBOYL-3MIMEgLYdOL
35653930 gooL M6096@0M9gd0L LodOGISL 3w096@gd0Uls N 0930Mbgem9d0L
©530594mB0wqdsbY.

dgmobg xamx0  (LFogzwgdol s BOHEOL  F0dsM0Egds)  sBMOHToMGOL  Lofo®dmdo
d9L5050LL  Bo3oMM  MBOHMB39wymasl. 53 Fgpagbol doMomso dsB3969dgdo  0derggzs
LodM5egdSL J9RBoBEIL LOISOM LoEMs30s 3MI3sbosdo[1].

MmO 3 93060369m, Balanced Scorecard (BSC) Lobi¢gdol omommgwyar 8035610009¢0qdsl o3l
d9glodsdolo  KPI  (Key Performance Indicators) 356050936900, 6OmIwgdog godmoygbgds
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6560Ds300L 39dsmdols gloggsligdes®@ @s 3963056 gd0L BoFoMHMgdOOL 2obLOlEBOZMS.
J390mm  9m390wos  ®OMMYNo  F0dsOHMgdolsmzol  GHodMo  KPI-gdol  xamx39dol
Bodmbomgowo:
1. 80bsBLwGO Foh39bgdengdo (Financial Perspective):
dmgds (Profitability); 89dmUsgsero (Revenue); fo®dmgdol 3o30EHowols 4o8mygbgds (Capital
Utilization); 00690 gds s botxgdo (Cost and Expenses); 530656Lw96M0 LEodom®mds
(Financial Stability):
2. 9mIbToMxdgd0/d5Bsto (Customer Perspective):
9mdbdsegdeols  3doymxuowgds  (Customer Satisfaction); 9mdbdocmgdeol  9gbscbbgds
(Customer Retention); 0560l ffoero (Market Share); dmdbds6gderols dmermoobo (Customer
Expectations);
3. 305 d0Bbgl-3MMm39gLgdo (Internal Business Processes):
36398900L 9539JEH0sbmds (Process Efficiency); bas@olbo (Quality); obmgsgos (Innovation);
3M39L0L M3EH00BsE0s (Process Optimization):
4. LAY o LFs3Es O J9630050Mgds (Learning and Growth):
0565396:M3germs 30594Mmi30¢gds s ImEo3s30s (Employee Satisfaction and Motivation);
9399990 3mEbs s Mbs®gdo (Skills and Knowledge); 0bmgs30mMo 309en@um®o
(Innovative Culture); ¢9dbmemyom®o gobgzomstmqds (Technology Development).
390009y 9mysgzboeros ol KPI-gdo, ®mdgwwog 99godegds oymb  godmygbgdmeo dos
3639900l JgLoxslgdws B39bL dogem 993853900 S FgnsLgdEo d0BbgL-3MMEgLYdOL
d90mbgggodo:
bs6rxgool 8993060905 (Cost Reduction),
1505630 3OMOJEHOL 56 IMALob OOl dofirrgdol dm (Cycle Time),
Lodwgdom 3MMEgLYBOL AOMAX MO,
060353099600 0009900l goblsbmMEogmgdws bsFomm Mglm@Lydo;
1505630 3OMOJEHOL 56 IMALObOHGOOL obbMEE309wgdOL 9B9JBHVIOMDOL BO.;
H9LbOLYGOOL ToJLoToEMO A5TMYqbgdes.
g439wsbg 960093690 m3zs60 Ho®dmoygboen 65dmddo 30 sMoL ol, GMI 89d+9d539dw9o
00BbgL-36MM 39900, B0 FMPYEdO S LOTMESE0S 0935 LTS GdS 3060306 TgRsLiEgls
dmyzsb0o KPI-gd0. ymgzgeogg s0bodbmero 30, ms30l dbG0g, 399353806000 byl gmdls
05630l d0BbgL-3OHMELYLYdOL Lowy3gmgLm Bobood s3MMYJEHJOSL.

o336
06x3m®3s30w0 LobEBHJIOL s GgJbMEMY0gdol 9539dE05BMdOL Tgxzslgdol bB3sILLIS

99000900 396 36056 LOHME LYGSML LoLEBHYIOL FoMBoGJool b6 Formds@Hgdermdols Tgbobgd. gl
09000900 gbBoMgds MmEMRBODBIE090L, FgoRolimb 3Fow-39e3g Lbgoalbgs 8035 gdgdom
90@gdo 899agdo.

053969000l ©odsEsblgdMmo  LolEgds (Balanced Scorecard) ULodsbzm Lgg®mdo
990dgds 350mygbgd e 0465l HMYMOE LEAHMIGHIR0O FoOM30L 0bLEBMWIgEEH0, GMIgwos
bl Mfgmdl 05638 I 3935000560 s 3MIJ3500560 F0BbYdOL FlermeEngdsls, H™MIgEos
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903538 B0bsBLME s IMSz5e b3 BsB39690gdL. 58 LoLEYIoL 4sdmygbgdom dsb3o dgdegdls
565 dbmwm  GBobsblMmo  FoMo@gdol  @obMEL, M99 QoI MOJLIOL  3e0gbE S
9bobm9dol  boGolbl, BssGotmml dos 3Mm3gLlgdol m3EG0dobsgo s  gobsbmMEoguml
565336 g00L 2563000560900l LBEGHMSER09d0.

0563900Lsm30L 05639698530l BIWBLGdWMO LobEHYTs“ Homdmoygbl dglobodbsg
0bLEGHMMIBAL, MMIgroi bgwl MHgmdl LEHMsGIR0o JoBbgdol dorfigzsl. 8 LolEgdol
b3sMgd0m 0563900 d9derqdb:

1. gobsblwm®mo dsB39698egd0l 25de0gMgdsl: dgliodargdgeo 0gdbgds d9dmlageols, batxqgdols
5 dmgqd0l 35839690930l 9539JBYIMS© BoOMZS, M3 BOWB3gymal 3063960960
30053 gLMOOL J9bsmBMbgdL B5BIODY;

2. 309639d0b 30594mBogdoL 5350 gdSL: ©B5EsbLYdIIE0 LolEgds Lodsegdsls sderg3L
0563908 980350 TMIMIRYME  M3056m0  LgMzoLgdo  3w0gbEGMs  FMmmMbmgbgdl o
95bEobMb ImabBTs69dol 390090 dMALEHKYMYOOL BEGSBHIR00L 39B300569ds;

3. 90gs 3Gm39LYdOL gomdx MmdYLYdSL: gbadergdgero begds Mm3gMmo309d0L M3EH0d0bsE0s s
o300l  FoMM35, M3 Pobs3oMmMdYOL  B5B30L  M3gMO30M 9BIJGHOBMISL s
BEOOOENYOHMBSL;

4. 05b53d6OMIgdoL  356300056gd5L:  LOLGJIOL  BoMYEGdTo 03630 EOE  YIMOOYOL
WIMOL  965ddOMIWGIOL  MbsM-B393900L  296300MgdL, o3 DBMHOL  AbGo
31850md0b FglodegdemdIIL S MOYBOBIEFOWO 3MEEHMHOL gorgdx mdgLlgdL.
dos 30mEqLY0Msb J08o60790590 bsBo MbEs 2591358 0F)-0b MbsTJEOM3Z9 0bM3zs30MGO

30093900l 25dmygbgdols  Fgg3oligdol  FglodErgdEMdSl @S  db3oL  LyJdosbMdsBg dsmo
993930960l JglHogensls.

5033565, ,09639690gd0L  VIEbLYdIMEO  LoLEBGIs“  FoMTMOEAIBL  SMETIOEH™
330bsblmo JoBbgodol dofgzol bgwbsfgml, sMs8g byl »fymdl gyzgus 860336gwm3zsbo
3033mbgb@ol  ofmbolmegdsl,  Mo3  39MEIM3swo  bgds 056306 [o®mBsdgdrero
a3bJ30mboMgdolmzol 3Mmdgw3s0sb 3gMomedo.
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@OBIOATOS

1.

0.009300MM5dg, 6.)mwwm30dg, 9.00500560, 8.Logrmbmizodzowo. m,6Hmbsdg, 8.690096M0dg.
0683m®m3s30M0  BH9dbmemaogdol BEMsBHIR0s.  LodsGmzgwrml  B9dbozmco
60396L0GHIGH0, 3odmigds 2, 2019 (2021), LG«y-U dodEroMmmg3s CD - 6155, 25093.
0.009300MM5dg, 8.LEEPMb 3003000, b.4MYMSdY, M.OXWbsdg. 0BBIB-3OHMEILYOOL
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Estimation of Effectiveness of Modern Information Systems and Technologies in Banks By Balances
Scorecard (BSC) Method
Nino Melikidze
Resume
Today, it is relevant for banks to use modern advancements in information technology (IT) such as
blockchain, artificial intelligence, and modern specialized systems. However, before their
implementation, it is necessary to assess the impact of modern technologies on the bank’s operations
and the effectiveness of their use, which can be quite challenging. There are various methods, but one
of the best approaches is the development and evaluation of business processes within the bank,
considering the use of modern technologies. Business processes, through their modeling, allow the
effectiveness of using certain tools to be assessed.
The paper describes modern IT systems and technologies used in leading institutions of the banking
sector. As example there are provided operations related to working with loans. The business processes
have been developed using traditional bank information system, as well as a business processes with
using one of the innovative specialized systems in credit activities. Business processes models, their
simulation, and the simulation results are presented. Based on the results, the advantages of using
specialized systems can be assessed. The approach of evaluating business processes can also be used to
assess the effectiveness of other any new tools. However, this would only be an evaluation of one
specific direction. The relevant issue, however, is the comprehensive evaluation of the bank's
operations and of the use of modern IT achievements within it.
In general, various methods are used to assess the effectiveness of the bank's operations and of its use
of IT and information systems (IS), such as Return on Investment (ROI), Total Cost of Ownership,
System Usability Scale, and others. However, only the Balanced Scorecard (BSC) provides the
opportunity to evaluate the bank's operations comprehensively, and importantly, considering the
business processes in which modern IT achievements are applied.
The history of the Balanced Scorecard (BSC) — a system of balanced indicators — is connected with the
formation of the Balanced Scorecard concept in 1990 when the well-known auditing and consulting
company "KPMG Peat Marwick" began researching tools and possibilities for increasing management
efficiency at its research center.
In general, at the level of business processes, strategic activities are controlled through Key
Performance Indicators (KPIs), which represent measures of goal achievement and also indicate the
effectiveness of business processes and each employee’s performance. Therefore, the balanced system
of indicators (BSI), which is focused on the evaluation of KPIs, serves as not only a strategic but also an
operational management tool. The advantage of BSI is that an organization implementing this system
obtains a coordinated system of actions that aligns with the strategy at all levels of management and
integrates various functional areas, such as: personnel management, finance, IT, and others.
This paper proposes an approach to evaluating the effectiveness of bank operations based on the
Balanced Scorecard method. The key steps are outlined, and KPIs that could be used to evaluate the
bank’s business processes and the application of modern IT in them are suggested.
Key Words: Evaluating the effectiveness of information technology in banking, KPI (key performance

indicators), Balanced Scorecard Method
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