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ANNA BONEVA: FLEXIBLE BANK
SERVICE - WHEN TALKING TO YOUR
BANK IS HUMAN AND EASY

The member of Tokuda Bank Board of Directors and Executive Director
on personalised approach and client's safety

AHHA BOHEBA: I'bBKABA GAHKOBA

YCAVTA - KOTATO

AA TOBOPUIII C

BAHKATA E AECHO M1 YOBEITKO

Yuenvm na Ynpasumernus ceéem u Hsneanumenen Aupexmop na "Toxyda
banx"3a nepconarusupanomo omuomenne u cu2ypHoCINma Ha KAUEHMA

Banking is among the oldest and most important

columns of economy, and today it is undergoing a radical
technological transformation. At such a moment it is good
t0 know that an established institution such as Tokuda

Bank is led by proven professionals. ANNA BONEVA is
Executive Director and member of the Board of Directors
of Toknda Bank since 2016. Prior to this she has managed
the Markets and Liquidity department at the Bulgarian
American Credit Bank and has worked at the Bulgarian
National Bank. She also has experience in real estate and is
amember of the Bulgarian Dealers Association.

What defines the client experience at Tokuda
Bank? How do you work to guarantee their safety
and satisfaction?

Task different people: What do you want from your
bank? What do we need in these days when our phone
puts us to sleep, works for us and we almost kiss it for
goodnight. And why, in general, we need something
outside the phone? My answer is self-evident: because we
are social beings and we need human contact. We need a
conversation, a collocutor, an idea to discuss regardless of
the digital world of money. Digital services for everyday
operations and personal contact for important decisions
are the important solutions towards which we aim.

Lanxosusm cexmaop e cped aii-cmapume u 8axsciu
CMBAOOBE HA UKOHOMUKAMNA, th OHEC NPEMUHABA NPE3
paduxairna mexnonroeusecka mpancopmayus. B
MAKBE MOMEHTN € D0OPe, KO2AMO 3HACM, 4e HAUEA0 HA
asmopumemna uncmumyyus xamo "Toxyda banx”
105 Q0KA3AHU NPOPECUORANUCINIY.

e Hsnoanumenen Aupexmop u waen na Ynpasumernus
cosem na "Toxyda banx"om 2016 2. I1pedu mosa e
poxosodura omden "[lasapu u auxsudnocm” na Beazapo-
amepurarcka Kpedumna banxa u e pabomura 8 GHB. Fma
OnUTI 8 00AACINING HA HEDBUNCUMUINE UMOTRI. 14 4ACHY6A 8
Boazapcxa duaspcka acoynayus.

Kaxeo onpedeas npexcusasanemo na edun
xanenmna "Toxyda Banx”? Kax pabomume,
3a.0azapanmupame nezo8ama cuzyprocm u
ydosaemsopenocm?

Iutam pasanunu xopa — KakBso nckate or Bamara
6anxa? KaxBo Hu Tps16Ba B Te3u AHH, B KOUTO Teaedo-
HBT HU IPUCTINBA, pabOTH 32 HAC U IOYTH LiCAYBaMe 32
aexa Howy,. M 3a1mo, n3o61wo, Hu Tps16Ba Helwlo U3BBH
TeacdoHa? M MOST OTTOBOp € 04CBUACH — 3aLIOTO CME
COLIMAAHH CBILECTBA U HU TPs16Ba KOHTaKT. TpsibBa Hu
pasroBop, chbeceAHUK, HACS, HAA KOSTO Ad IOCTIOPHM,
HE3aBUCHMO OT AUTUTAAHHMS CBAT Ha apuTe. AUruTas-
HU yCAyrI/[ 32 CO)KCAHCBHHTC OncpauI/II/I U AUYCH KOHTAKT
32 BAKHUTE PELICHU S, TOBA € KbM KOETO CE CTPEMHM.

IlpexxuBsIBaHETO Ha KAMCHTA € KOHLICIIL U5, KOATO
KOMIIAaHUHTE OT BCUYKH CEKTOPHU IIPUIIO3HaBarT. B
"Toxyaa baHK" npexBsBaHETO, ONIMCAHO KPATKO KATO
YAOBACTBOPEHOCT U XKEAAHHE 32 pabOTa ¢ Hac, € OCHO-
BEH BBIIPOC, Ha KOITO ThPCHUM IOAOXKHUTEACH OTTOBOP,
KOTaTO ce peBU3HPA CTAp MAU [IPEAAATa HOB IPOLIEC,
IPOAYKT nau ycayra. [ IpaBum ToBa kaTo sagaBame
BBIIPOCH U cAylaMe oTroBopuTe. Karo nopo6pssame

The client's experience is a concept that companies
in all fields recognise. At Tokuda Bank the experience,
defined in short as satisfaction and desire to work
with us, is a major question to which we seck a positive
answer when an old process, product or service is revised
or a new one is offered. To do this, we ask questions
and listen to the answers. We improve the physical
environment in our offices and of electronic channels,
and we aim towards ease and comfort.

For us, the concept of good client experience is
important also inside the bank, where an employee or
adepartment is a "customer” of another employee or
department. The aim is to create a good team and an
effective work process.

All of this is intertwined in the bank's mission that
is not a formal text, but a way of work: "We support
our clients to make sound decisions for their financial
prosperity. We do this by listening carefully and by
applying our team's skills to solve the client's needs."

How does the banking sector in Bulgaria look in
2020 and whatis Tokuda Bank's position in it?

Competitive. Innovative. Challenging. This is the
market in the recent years and I expect it to remain so.
Tokuda Bank is unique for its Japanese ownership and
small size allowing us to be transparent, flexible and
quick. To be able to offer personal approach and to talk
to our clients. We do not wish to be the cheapest bank.
We all know that when one looks for the lowest possible
price often ends up paying double the price.

What are your most popular services and

financialtools?

The bank is an active lender and in this respect loans
are our most popular services and tools. Our interests
are in corporate and retail banking. Many of our
competitive products are mortgages for individuals.

We have a special product for financing homes built by
developers supported by project financing by the Bank.
We are good at payment operations. We have interesting
saving products.

What new things to expect from the bank?

Upgraded Internet banking. Interesting
advertisement presence with an animation film for our
anniversary. It is our gift to everyone under the shape of
alittle story about 19th century Bulgarian genius master
builder Kolyu Ficheto that shows the parallels of his
work with Japanese culture. We will continue offering
competitive products and individual service.

What is your managerial style and to what extent is
itdefined by you being a lady?

I'would not look for a concrete definition of managerial
style. I encourage open communication, critical thinking,
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pusmdeckara cpeaa B HamuTe opucy, 1op0bpssame
CACKTPOHHHTE KAHAAM H LICAUM ACKOTa U YAOOCTBO.

3a HaC KOHIJENIIHMATA 32 AOOPO KAMEHTCKO IPEXKHU-
BsIBaHE € BasKHA 1 32 paboTrara B 6aHKaTa, KbACTO CAMH
CAY)KHTCA AU OTACA CE SIBSIBA 'IOTPEOUTEA" HA APYT
CAYXKHTCA HAH OTACA, KATO LIEATA € A2 TPAAUM AOOBP
exkun u egeKkTHBHA paboTa.

Bcuuko ToBa € BTbKaHO U B MUCHATA Ha GaHKaTa,
KOSITO BCBIJHOCT He ¢ OPMAACH TEKCT, 2 HAYHH Ha
pabora: "TTopkpensame KAUCHTHTE HU A B3UMAT pas-
YMHH peLICHU S 32 HHAHCOBOTO UM GAQrOACHCTBHC.
ITpaBuM TOBa KaTO CAylIaMe BHUMATEAHO U IIPHAATa-
M€ YMEHHTa Ha HALIK S CKUIT B pa3pelIaBaHe Ha HYX-
AWTE Ha KAUEHTA."

Kax usenexcda banxosusm cekmop npes 2020 2. 8
Boazapusurxaxeomsacmosaema "Toxyda Bank” 6 nezo?

Konkypenren. Mnosarusen. [ Ipeanssukareact. Takss
€ [1a3ap’BT B IOCACAHUTE TOAMHH U O4aKBAM A2 OCTAHE Ta-
kbB. "Tokyaa bank" e yHuKkaaHa 6aHKa ¢ smOHCKa cOOCTBe-
HOCT, MaAKA [10 PasMep, KOETO HH AABa YYACCHOTO [IPEAUM-
CTBO A2 ObAEM IIPO3pauHy, I'bBKABH U Obp3u. Aa nMame
BB3MOXKHOCT Ad TPEAAATAME AMYHO OTHOILICHHE M AQ
FOBOPHM € KAMCHTHUTE CH. He ABpsKHM A2 cMe HepeMeHHO
Haii-eBTHHara 6aHka. Benuku sHaeM, e KOITO Thpeu camo
I[eHa MOJKE AQ CE HAAOXKH AQ TIAQIIA ABA ITHTH.

Kou canaii-nonysspuume 8uycayzu u punancosu
uncmpymenmu?

BaHKara KpeAUTHPa AKTHBHO M B TO3U CMUCDHA Haii-
HOHyAﬂle/ITC HHU yCAyrI/I nu I/IHCprMCHTI/I ca KPCAI/ITI/ITC.
HHTepecuTe HY ca B KOPIIOPATUBHOTO GaHKHpaHe 1 6aH-
KHpaHeTO Ha ApeOHO. MHOTO KOHKYPEHTHHU IPOAYKTH Ca
TE3U 32 MIIOTCYHH KPEAUTH Ha Gpusnyecku anna. Mimame
CIICIIUAACH IIPOAYKT, € KOHTO pHHAHCHPAME KU AHUILA,
[OCTPOEHHU OT CTPOUTEAH, KonTo Bankara moaxpers ¢
MPOCKTHO PHHAHCHPAHE. Ao6pn CM€ B Pas3nAAIaHUATA.
HMaMe HHTEPECHU ACTIOBUTHH IIPOAYKTH.

Kaxeu nosocmumoxcem da ovaxeame om banxama?

O6noBeno nnTepHET 6ankupane. MHTepecHo pe-
KAAMHO NPUCHCTBHE C HALIATA AHUMAL{H I, TOCBETE-

Ha Ha TOAMIIHMHATA HU, C KOSITO HCKAME A2 IOAAPUM
Ha BCUYKH MAAKO HCTOPH S, CBbP3aHa C TCHHAAHHSI
crpoutea Koato Pudero u pa mokaxkeMm mapaseaure ¢
snoHckaTa Kyarypa. Ille mpoAbASKIM ¢ KOHKYPEHTHH
MPOAYKTH M AUYHO 06CAyKBaHE.

Kaxwe e ynpasarenckusm Bu cmus u doxoaxo mo-
6a ce onpedens om Paxma, we cme dama?

He 6ux Thpcraa KOHKpETHA AeUHULINS HA YIIPaB-
AeHCKH cTHA. HachpyaBaM OTKpHTa KOMYHUKALUS, KPU-
THYHO MUCACHE, CMEAOCT 32 HOBU HACH U BboGpaskeHue. 32
A2 HE 3BY9H CTPAHHO, 3a1]OTO KOMCHTHpaMe GaHKa, yTou-
Hs1BaM, 4¢ GaHKaTa e GM3HEC KaTO BCUYKH APYTH, B OCOOCHO
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bravery for new ideas and imagination. In order to not
sound strange, because we are talking about a bank, I
want to specify that bank is a business as any other, in
asingularly regulated environment. In this respect I
connect success with speed and innovation in decision-
making. This can be achieved only with a team of
thinking people with shared goal and similar views. Such
team should not be managed, but inspired. Whether I
am successful is a question to my colleagues. Personal
managerial style is a matter of character, experience and
different schools of thought. I cannot say to what extent
me being alady influences my approach to people. I think
that the times we are living in ask for new flexibility and
communication skills in team management.

We also live in times when employees’ loyalty should
be won every day. How do you secure your people’s

full engagement?

The question contains the answer. Loyalty is won
every day. With loyalty, support and understanding.
With responsibility.

We achieve high engagement mainly with
perseverance and clearly defined goals that we can
measure. Our main projects are widely communicated
within the Bank and thus our teams feel responsible for
our shared success and failures.

What defines a socially responsible company in
2020 and how do you achieve this at Tokuda Bank?

My vision for social responsibility is linked to finding
the need in society you are ready to identify with and to
look for ways in which this thing, person or group can
develop skills that will help them survive in competitive
environment when the additional help is withdrawn.
Unlike single acts of donating. The socially responsible
company of the future is smart, frugal on resources,
investing in smart technologies and projects connected to
protection of environment and sustainable development.

This is my personal understanding and a principle
that we implement at the Bank as well.

The bank's corporate culture encourages ethics in
relationships within the team and in everyday work. We
encourage healthy lifestyle and we talk about happiness
that is linked to increased productivity. We aim at clever
use of resources. A small example is the fact that in our
headquarters we replaced plastic cups and mineral water
with glasses and filtering machines. The colleagues
themselves create different initiatives to support
children institutions.

In 2020 we have desire and plans connected to the
reconstruction of the bridge built by Kolyu Ficheto by
Byala. We will soon share more details about those.

www.tokudabank.bg

peryaupana cpepa. B 1o3u cMucha cBbpsBaM ycriexa HMCHHO
¢ 6'bpsrHATA M HHOBALIMSTA [IPU B3EMAHE Ha CTPaTeriycc-
Ky pemenust. ToBa MOXe Aa ce TOCTUTHE CAMO € CKUII OT
MHCACIIU XOPa, KOUTO HMAT 001112 LieA ¥ TOAOOHU Bh3IACAH.
TaxbB €KUII He ce YIIPABAsIBa, 4 CE BABXHOBSIBA. AaAM yCIIsi-
BaM, € BBIIPOC K'bM KOACTHTE. AMYHUSAT yIPABACHCKHU CTHA €
BBIIPOC Ha XaPAKTEp, OIUT U pasandHn mxoan. He mora pa
HPELICHS AOKOAKO TOBA, 9€ ChM AAMa, BAUSIC Ha MOSI IIOAXOA
KbM XopaTa. Mucas, 4e BpeMeTo, B KOETO SKHBEEM, H3UC-
KBa HOBA I'bBKABOCT M HOBU YMCHU 1 32 KOMYHHKALIH 5T
[PH YIIPABACHUETO HA CKUITH.

2Kuseem u 656 spemena, 6 Koumo roaanocmma ua
cayycumennme mpa66a da ce nevean scexu den. Kax
ocuzypasame nsALAMA AHZANCUPAHOCTIL HA CAYHCUME-
aume cu?

OTroBop’sT ¢ B caMusi BIPOC. AOSIAHOCTTA CE IIEYCAH
Beeku AeH. C AOSIAHOCT, ¢ moaKpena u ¢ pasbupane. C
IIOEMaHe Ha OTTOBOPHOCT.

Bucoka aHraskKMpaHOCT MOCTUTAME C IOCTOSHCTBO U
C 5ICHO IIOCTABEHH LICAU, KOUTO MOXKEM A2 H3MEpBaMe.
OCHOBHHUTE HU IPOEKTH €2 IIHPOKO KOMYHHKHPAHH B
Dankara ¥ 10 TO3H HAYHMH CKUIIUTE HH CE 4yBCTBAT OTIO-
BOPHHM 32 O0IIHMTE YCIIEXH HAH HEYCIIEXH.

Kaxeo onpedesss coyuarno omzo080puamaxomnanns
npes 2020 2. u kax nocmuzamemosa 8 "Toxyda banx"?

MosiTa BU3H S 32 COLJHAAHA OTTOBOPHOCT € CBbP3aHa C
TOBA A2 HAMEPHII OHA3U HY>KAA B 00IL,eCTBOTO, C KOSITO
CHTOTOB AQ C€ MACHTHQUIIMPAI U A THPCHII HAYHHH
TOBA HEILO, YOBEK HAH IPYIIa Ad PA3BHE YMEHMU, C KOMTO
A2 MO>KE AA TIPOABAIKH AA OLICASIBA B KOHKYPEHTHA Cpe-
A2, KOTaTO AOIIbAHUTCAHATA [IOAKPEIIA CE OTTETAH. 32
Pa3AMKa OT CAMHUYHU aKTOBE Ha AapeHue. ConnaaHo
OTrOBOpPHATA KOMITAHH I Ha OBACIIETO € YMHa, I1ecTe-
AMBA Ha PECYPCH, HHBECTHUPAIIA B YMHH TEXHOAOTHH 1
IPOEKTH, CBP3AHH C OIIA3BAHETO HA OKOAHATA CPEAA H
pasBuBalla ce yCTOMYHUBO.

ToBa e AMYHO pasbupaHe U IPUHIIKIL, KOHTO pUAara-
Me u B bankara.

KopnopatnpHaara kyaTypa Ha GaHKaTa HACHPYaBa CTHKA-
T4 B OTHOILUCHHUSTA BBTPE B €KUIIA U B ©KCAHEBHATA pabora.
HaC”bp‘laBaMC 3AP3BOCAOBHI/I5{ HAa4YMH HAa )KHUBOT U FOBOpI/IM
32 IACTHETO, KOETO CE CBBP3BA C [OBHILCHA IPOAYKTHB-
HocT. CTpeMuM ce KbM YMHO U3IIOA3BAHE HA PECYPCHTE.
Maabk npuMep € TOBa, 4e B LIeHTpasaTa Ha GaHKara 3a-
MEHMXME [IAACTMACOBHTE YAl i MHUHEPAAHATA BOAA CbC
cTpKAO U puATpupaiyu MamuHu. Kosernre camu cp3pasar
Pa3AMYHU MHMIIUATHBU B IOAKPETIA HA AETCKH 3ABEACHHU AL,

ITpes 2020 I. UMaMe KEAAHHUE U [TAAHOBE, CBbP3aHH C
Bb3CTAHOBsIBaHETO Ha BeaeHckus mocT Ha MalicTop Ko-
A10 PrryeTo, KOUTO CKOPO Lije CIIOACAUM IIO-IITHPOKO.

Sofia, 21 George Washington St / Codus, ya. "Teopr Bamunrron" 21

phone/rea: +359 2 403 79 00, +359 2 403 79 85
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