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XU HUONG QUAN TRI MO QUAN HE VoI :(m[wn HANG
TRONG NGAN HANG TREN THE GIOl.

g4an hang xét vé mit
kinh doanh thi thudc
loai hinh dich vu.

Chinh vi th&, khich hang c6 ¥
nghia rd't to 16n doi vdi ngin
hang. Ngay nay, véi sura ddi cia
hang loat ngdn hang nén sy canh
tranh cang nhiéu nhung bén canh
d6, su suy gidm 1ong trung thanh
ctia khdch hang v4i ngan hang
ciing 12 mot van dé khong kém
phin quan trong. Chinh vi lo sg
th4t bai trong cudc chién gianh
khiach hang ma cdc ngdn hang
trén thé€ gidi hién nay dang dua
nhau thyc hién chi&n lugc quin
tri moi quan hé khach hang. Bai
Vi€t s& gidi thiéu 2 xu hudng
qudn tri mdi quan hé khach hang
ctia ngdn hang trong hién tai. D6
12 quédn tri m&i quan hé khdch
hang tich hgp cho nhiéu kénh
phan phdi va quan tri quan hé
khich hang riéng 1é theo ting
kénh phan phoi.

TruGc ti€n, ching ta s€ tim
hi€u vé khai niém vé quan tri
mdi quan hé khdch hang. Theo
Galbreath (1998) thi quén tri m6i
quan h¢ khdach hang (Customer
relationship management —
CRM) tich hgp chic nang
marketing, bin hang va phuc vu
thong qua mot qud gidi phdp
cong nghé, ty dong hda qui trinh
kinh doanh va thong qua ngudn
Iuc thong tin d€ t6i da héa kha
ning ti€p xic khach hang. CRM
lam cho mdi quan hé giita khdch
hang, ngan hang va nha cung cap

va nhan vién dugc thuin Igi hon.
N6i ngdn gon 1a, ndi dung ctia
CRM 1a ngdn hang sé sit dung
cong nghé dé tiép xiic véi khdch
hang sao cho hiéu qud nhdt
nham dat dugc gid tri I6n nhat.

Bay gi¢, d€ hi€u 16 khdi niém
trén, chiing ta sé khdo sit ciu
tric cia CRM dé€ thay su tich hop
marketing, bdn hang va chim
soc khach hang (dich vu) 1a nhu
th& nao, va yéu to cong nghé tdc
dodng ra sao trong viéc tdi da héa
kh4 ning ti€p xiic vdi khach hang
ctia ngdn hang.

Lé Chi Thanh*

phdi cAn dugc phan tich 1am rd
thém & cdc qud trinh sau.

@ “He¢ thong thong tin diu
ndo” clia ngin hang dudc dua
trén nhitng giao ti€p co ban véi
khach hang va thong tin tir ndi bo.

Heé thong tin dAu ndo clia ngin
hang dugc chia thanh 2 bo phan:
“khai thac va phan tich” va “kho
dir liu”.

Kho dir liéu dugc coi nhu la
nha mdy théng tin cia ngin
hang, né thu thip va chuin bi
thong tin cho ngan hang khi cin
stt dung. Con hé thdng khai thic
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MOT SO DIEM MAU CHOT
CUA MO HINH:

QTtr hoat dong cia bg phin
phia trude (bao gdm toan thé bd
phdn marketing, bin hang va
chdm séc khdach hang), ngdn
hang c6 thé thu thap thong tin
cia khach hang — khach hang
bén ngoai. Nhung cdi nhin téng
thé€ vé nhu ciu va sd thich thi lai

va phén tich st dung nhing
“cong cu” (bai vi€t s& gidi thiéu
ki cong cu & phan sau) dé€ cho
phép nhitng nha kinh doanh ngan
hang hiéu sy khac biét cia khach
hang vé hanh vi, dong co thic
ddy va nhitng chi phi va 1gi
nhuin lién quan tryc ti€p dén
khach hang.
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“Qui tdc va ddy chuyén
CRM™' s& chuyén thong tin da
xU li cda ngdn hang cho bd phan
phia tru6c d€ nhan vién bo phan
nay sé& hi€u dugc hon dic diém
va nhu ciu cla khdch hang khi
ti€p xtic vdi ho. Piéu nay sé ting
sy thda man nhitng nhu cau clia
khiachhang. Lic nay, ngdn hang
cho phép bd phdn phia trudc
duoc gidi quy€t nhitng vudng
mdc cia khdch hang tai thdi
di€m giao dich.

B0 phan phia truéc va bd
phan phia sau lién k&t véi nhau
qua Két néi “mdt thiét ”* . Sy két
ndinay thé hién qua céc trao ddi
thuéng xuyén gitta 2 bd phén.
K&t qud la c4c thong tin cip nhat,
cdc chinh sich dugc truyén dat
hiéu qud nhim thuc hién quin
tri quan hé khdch hang tot nhat.

Nhitng hé thong do luong
thich hgp cho phép nha quan tri
hi€u c gid tri cong ty tao ra cho
khach hang va gid tri khach hang
tao ra cho cong ty, d€ ma cong
ty s& cAn bing hai gi4 tri nay.

Nhin chung, CRM nghe rat
hiéu qua nhung CRM lién quan
dén moi quan hé nhiéu mat giira
cic b phan: Marketing, bdn
hang, dich vu, x& 1i thong tin,
truyén thong tin... Bén canh do,
1gi ich cia CRM mang lai thong
thudng mang tinh chat dinh tinh
(lién quan dén sy théa man cla
khach hang, long trung thanh cia
khdchhang..). Vivay, sé raitkhé
hinh thanh va phdt trién CRM
trong ngan hang néu ngan hang
khong do ludng dudc viéc thuc
hién CRM. C6 nhiéu phuong
phap do ludng CRM?, nhung nhin
chung cic phudng phap kha phiic
tap va doi hdi ngan hang phai dat
mot trinh dd cong nghé nhat dinh.

Qua cdc li gidi & trén, ching
ta hi€u dugc sy tich hgp giira 3

bd phdn marketing, bin hang va
chim s6c khach hang phai that
tot thi thong tin vé khach hang
dugc thu thap s€ chinh xac, hoan
chinh. Va ngugc lai, thong tin
da xt 1i sé cung c&p lai cho 3
bod phan nay d€ cung phuc vu
khdch hang t5t hon. Ngoai ra,
ching ta ciing tha'y rd ring mo
hinh CRM chi ¢6 thé thuc hién
dugc véi sy dong gop tich cuc
cia cong nghé thé€ hién qua
viéc: xay dung kho thdng tin vé
khach hang, khai thic va phan
tich théng tin, xdc dinh dugc
pham vi cho méi trudng hoat
dong nhim gidi han dudc thong
tin, xay dung cdc chudng trinh
cu thé d€ bd phan phia trudc
thuc hién cho ding din.

Sau day, bai vi€t s& néu ra hai
céach ap dung CRM qua khdo citu
hai ngdn hang: Buildsoc va
InterBank (Tim Hughes, 2003).

Khéo ciitu 1: CMR tai Buildsoc
(Quan tri quan hé khich hang
tich hgp nhiéu kénh).

Buildsoc 1a mdt ngdn hang cé
hoat dong e-banking bdn phan,
tic 1a cac giao dich dua trén 2
mang chinh: d6 1a chi nhdnh thuc
(brick and mortal branches) va
phi chi nhanh (internet). Trudc
day, Buildsoc chi dua thong tin
1én website ciia minh va lap ra
mot bd phan d€ quan 1i nhitng
khdch hang trén mang. Tuy
nhién, trudc yéu cau ngay cang
gia tdng cta ngudi st dung truc
tuy€n, Buildsoc da phai thay d6i
cach quan i quan hé khach hang
cia minh theo hudng tir quan 1i
riéng 2 kénh sang quan 1i chung
thanh 1 kénh. Cachlam nay dua
lai nhiéu thanh céng cho
Buildsoc.

Céach ti€n hanh ctia Buildsoc
nhu sau. Ngin hang da diu tr
cho cdc chi nhdnh nhitng mdy

méc dién tf tién ti€n cling nhu
phat trién trung tim hoat dong
ban 1€ cia minh. Nhg vay, khach
hang dén giao dich tai chi nhanh
hay giao dich tai nha s& tu minh
hoan tat dich vu. Trong khi dé,
vai trd chinh cda cdc chi nhdanh
12 hd trg khach hang. Cu thé 1a
nhédn vién s€ tham gia mot “tro
choi” xay dung mdi quan hé véi
khdch hang, bdn hang, ndi
chuyén, gidi thich sin pham...
Ngoai ra, v4i trung tdm hoat
dong ban 1é (mang dién thoai va
internet), Buildsoc s& phuc vu
lién tuc cédc giao dich tai chinh
vd c& nhitng truy vaAn phi tai
chinh (hdi ddp thic mic, thong
tin s6 du tai khodn...). Véi cdch
lam ndy, ban qudn tri cia
Buildsoc c6 thé thu thip thong tin
tir phia khach hang (thong qua
Feedback cua trang web) ciing
nhu quan trung gian 1a by phan
nhan vién cia minh. Hién tai, ho
dang xAy dyng mot hd sd thong
tin khiach hang véi nhitng thong
tin bao gdm c4 tai chinh va phi
tai chinh nhim hi€u thém vé
khach hang ctia minh. Buildsoc
Iic nay da khdong con ranh gidiro
rang gilta dau 1a kénh khach hang
dién tif va dau la kénh khach hang
truyén thong (phi dién ti).

Tuy nhién, cdch lam cia
Buildsoc thanh cong dugc 1a nho
ho c6 mdt mang ludi chi nhdnh
rong rai. Cic chi nhdnh nay phat
huy rt t5t trong viéc duy tri quan
hé v6i khach hang. Pay ciing chi
12 mit xich quan trong nhat trong
qua trinh quén tri tich hgp mdi quan
hé khéch hang trong nhiéu kénh.

Khiao ciu 2: CRM tai
Interbank (Quan tri quan hé
khach hang riéng 1é cho tirng
kénh phan phoi).

Ngugc véi & trén, Interbank
dudc thanh 1ap mot cich tdch biét
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vdi ngdn hang chinh cla né.
Interbank hoat dong chi trén
mang. Qud trinh thanh 1dp
Interbank da bit dau véi chién
lugc thu hiat nhitng khdch hang
tré. Do thi trudng cdc tai khodn
dang & dong va ngan hang c6 thé
nhin thdy 1¢i nhuin hién tai
khong duy tri dugc gidng nhu
trude. Vi thé, ngdn hang da nhin
ra dugc vai tro cia cong nghé,
coi ddy 12 mot co hgi tot dé phat
tri€én mot kénh phan phdi dva
hoan toan bing Internet. Cudi
cung Interbank dugc lap khong
phdi d€ cung cAp mot kénh giao
dich nita cho khdach hang ma 1a
dé cung cdp nhitng sin phim
mdi khdc nhim thu hdt thém d6i
tugng khdch hang tré. Vi th€,
Interbank c6 thuong hiéu, qui
trinh hoat dong va hé théng
khdc hoan toan so vdi ngin
hang chinh.

Béi vi Interbank dugc phat
tri€n mot cach tich biét so véi
nhitng cu triic ha ting clia ngin
hang me trong hién tai, vi th€ né
cin thi€t phdi tdp trung vao
khdch hang. C6 nhiéu 4p lyc khi
phdi tip trung vao khach hang.
Tuy nhién, Interbank di c6 géng

Ot hinh dnh ngdn hang thuong mai tai Pai Loan

taora mot “Luatcho thanh cong”
(our rules for success). Bao gdm:

+ Cung cip cho khich hang
nhitng dich vu 8t nhat.

+ Ling nghe nhitng gi khdch
hang néi — khach hang thudng
n6i cho ta bi€t nhitng diéu chiing
ta chua nhan ra truge do.

+ Tao ra mdt mdi truGng noi
d6 khuyé&n khich nhan vién hanh
dong duva vao nhirng gi ho nghe
duoc.

Vi phuong ti€n lién lac dién
tl hién dai thi cdc phdn hoi clia
khach hang s€ dugc thuc hién
nhanh chéng va tryc ti€p t6i mot
trung tdm hon 1a phdi thong qua
mdt bd phin gidn ti€p nao do6
(khdc v6i mdi trudng chi nhanh
truyén thong). Va cdc phin hoi
nay théng thudng rdt nhanh
chong (trdi lai v6i hoat dong
ngan hang truyén thdng can thdi
gian @€ 1am bdo cdo). Va ngin
hang khong chi 12 nhan phan hoi
ma phdi trd 15i lai cho khach
hang trong thdi gian hgp li
(thudng 13 24h). Van dé quan
trong la nhan vién ngdn hang
phdi lo ling nhitng gi ma khdch

hang cta ho dang lo 1ing. Phdi
hi€u vi sao ho phai hdi thong tin
cho ngén hang, vi sao ho gdi
email. Tai sao ho lai ti€p xtic v6i
ngidn hang theo cdch nay, ho
mudn trd 15i nhanh téi mdc do
nao? Phai x 1i va luu gitt cac
phan hdi mot cdch hop 1i. Sau do,
cdc phdn hdi s& dudc tip hop lai
ro6i xui't ban. Cdc 4n bin nay
dugc gbi qua email cho khach
hang d€ trdnh ric rdi tuong ty.

'PHAN TiCH 2 BIEN CUU
vGiI MO HiINH CRM CO BAN:

Hai ngin hang trén c6 diém
giong nhau 13 ho déu chi trong
dén vdn dé quédn tri quan hé
khachhang. Ngodira, xét vé mit
ban chat, ho déu lam theo huéng:
18y thong tin tir khach hing cang
nhiéu cang tot sau d6 tip hop va
Xt 1i lai. Ti day, ho c6 dugc
nhitng théng tin cin thi€t vé
khach hang cia minh. Du viy,
cdu tric CRM mo ta & trén chi
néi d&€n van dé quan tri quan hé
kh4ch hang ma chua dé cip dén
su quan tri d6 1a trén 1 kénh hay
da kénh. Chinh vi th€, trong phan
tich CRM tai cdc ngin hang &
dudi day, bai vi€t sé co ging lam
o thém van dé nay. Bén canh
d6, bai viét sé so sanh hai cach
qudn tri mdi quan hé khach hang
clia 2 ngin hang d€ tim ra su
kh4c biét ma ban than ciu tric
CRM chua chi ra dugc.

DAu tién phai néi d&n ciu tric
t6 chifc. Ngan hang Buildsoc c¢6
mot cAu triic quan tri ki€u thang
bac truyén thdng. Vi thé, viéc 4p
dung internet trong hoat dong
ngin hang ciing dudgc quéan tri
theo ki€u cAp bac nay. C6 nghia
12 s& c6 bo phan c6 quyén lam
viéc nay va s€ cé bd phin cé
quyén lam viéc khdc. Piéu nay
vO hinh chung chua phdt huy

nganhang
E
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dugc khdindi Ivc cia ngan hang.
Trong khi Interbank da cé dugc
mdt ciu tric t& chdc hoan toan
khdc. Ho dua trén ki€u phin
quyén theo xu huéng mot nhan
vién lam dugc nhiéu viéc cho mot
khach hang. C6 nghia la nhitng
giao dich ctia khdch hang ciling
nhu nhitng thic mic, phdn hoi
ciing do mot nhin vién ddm nhan.
Diéu nay c6 nghia 12 mot nhin
vién ctia Interbank c6 thé ddm
nhdn cung lic 3 nhiém vu:
Marketing, Ban hang va Chiam
s6c khdach hang. Trong khi
Buildsoc vAn can duy tri 3 bd phan
riéng biét d€ hd trd khach hang.

Thi hai, vé vai trd clia “qui
tic va day chuyén CRM” va két
ndi “mat thi€t”. Ta thdy trong
Buildsoc ¢c6 mdt cach biét 16n
gitta by phdn nhan vién va bd
phdn quédn tri. Nhan vién c6
nhiém vu ti€p xdc véi khdch
hang nhiim ban dugc nhiéu sin
phdm nhat ddng thdi thic diy
thém quan hé khdch hang. Con
bd phdn qudn tri sé thu thip
thong tin tir ndi b va thong tin
tir phia khdch hang. Piéu nay thé
hién r6 trong md hinh CRM cd
ban: khi cdc bo phan phia trude
hd trg thdng tin cho bd phan phia
sau va hé théng ndi bo. Tuy
nhién, md hinh van chua thé hién
hét dugc mdi quan hé truc tiép
gitra khach hang va b phan phia
sau - hé th6ng ndi bo. Trong khi
d6, khi nhin lai tinh hinh cda
Interbank, ta thi'y dugc moi lién
hé chit ché gitta Khdch hang —
Nhéan vién - B§ phdn phia sau &
Hé thong ndi bo. Su gdn két chit
ché nay khong thé hién & viéc
cdc bd phan ciia ngan hang phai
lién lac véi nhau qua qui tic
CRM - Truyén tin va k&t ndi vat
chat, ma ban than cdc nhan vién
ciing nhu ban qudn tri d nim rd

dugc tinh hinh khdch hang cla
minh mdt cdch thudng xuyén.

Thtt ba, van dé& vé khai thdc
va phin tich thong tin d& tir d6
c6 thé luu lai trong kho dif liéu
clia ngin hang. Ta thdy ring
Ngéin hang Buildsoc phdi thu
thdp va x& 1i thong tin tir hai
ngudn thdng tin tir phia bd phan
phia truSc va thdng tin tryc tiép
tir khach hang. Vdi cach quan 1i
kénh nhu vay, ho budc phi d6i
mit véi mot s& lugng thong tin
khSng 16. Néu may min, sau khi
gidi quyét dugc “ndi” phan hoi
tor phia khdach hang, ho sé c6
nhiéu thong tin vé kh4ch hang,
con néu khong, s qud tii sé lam
thong tin tré nén hdn don va khé
ki€m sodt. Trong khi, Interbank
huéng gidi quyét thic mic cia
khdch hang cang nhanh cang t6t,
dua trén nguyén tic tit cd cdc
nhin vién cdc cip cling tham gia
gidi quyét. Sau mdi ki, nhan vién
cdc cip sé& tong k&t van dé minh
da gidi quyét va téng hdp lai
thanh bao cdo luu lai.

Thit tw, hé thdng do ludng clia
hai ngdn hang cling s€ khdc
nhau. Trong mé hinh CRM
chiing ta th'y dudc ring hé thong
do ludng dudgc hinh thanh dya
trén tat cd cdc hoat dong clia bd
phan trong ngadn hang nhim duy
tri va phat trién mdi quan hé véi
khdch hang. Nhung mo hinh nay
chi thé hién trong trudng hgp &
dayla 1 kénh. Con trong trudng
hgp nhiéu kénh thi sao? D6 chinh
la sy khdc bi€t gifta 2 ngdn hang
Buildsoc va Interbank. Buildsoc
xay dyng cach quén tri quan hé
kh4ch hang tich hgp nhiéu kénh
mot lic diéu nay tao ra su khé
khin trong van dé do ludng trong
hoat dong ngdn hang. Trong khi
Interbank ¢6 c6 1 kénh duy nhat

l1a Internet nén viéc do ludng sé&
dé dang hon nhiéu.

Cudi cung 1a su phan hoi lai
cho khdch hang. Ngidn hang
Buildsoc phdn hdi lai cho khich
hang chd y&u dya vao bd phan
phia truGc. Con bd phén phia sau
va hé thdng ndi bd chi thu thap
thong tin. C6 thé néi, Buildsoc
st dung CRM co ban. Trong khi
Interbank phan hoi truc ti€p va
nhanh chdéng cho khich hang tit
tAtca cdc b phan clia ngin hang.
Do d6, m6 hinh CRM co ban ldc
nay chua thé hién hét dugc hoat
dong qudn tri quan hé khéch
hang clia ngan hang.

KINH NGHIEM CHO CAC
NGAN HANG VIET NAM:

0 Viét Nam, hién tai, chua cé
ngin hang nao hoat dong kiéu
Interbank ma da s6 theo kiéu
Buildsoc. Tuy nhién, cich lam
cta Interbank khong phai 1a qué
xa vdi ddi v6i mdi trudng ngan
hang Viét Nam. Cu thé 1a cdc
ngan hang nhé c6 thé dua vao loi
thé phi qui md (tiic qui md nhd)
d€ phat trién mot hé thdng cong
nghé thong tin d& quan 1i khach
hang hiéu qud nhat. Chinh sy
phan hoi thong tin thudng xuyén
tir hai phia ngdn hang va khéich
hang s€& tao ra mot hiéu qua I6n
trong cudc chay dua gianh khach
hang trong hién tai. Du vdy, ngan
hang nhé ciing phéi biét rd doi
tugng khach hang minh nhim t6i
nhidm gia ting hiéu qua phuc vu
khach hang ciing nhu tir 6 c6 thé
dat dugc muc tiéu mong mudn.
Ngoaira, van dé phan quyén cling
nén dugc chd y. Ngan hang nho
vGi doi ngli nhan vién con mong
thi nén c6 chinh sich phian quyén
hop li @& cic nhan vién c6 thé gidi
quyét cdc khic mic cla khach
hang trong thdi gian nhanh nhit m




