BBl coneneHE NGAN HANG

Phan khuc khach hang
cia ngan hang

Dan nhép

Ngay nay, tiép thi sin phdm tai chinh
chu yéu vin dua vao dic di€m nhin khiu hoc
cia khach hang (demographic features), di ring
cdch tiép thi huéng dén nhém khdch hang
muc tiéu (target group-orientated) cha trong
viio nhifng dic trung tam 1y thi c6 thé sinh ra
dich vu dua trén nhu cédu tirng cd nhan. Cho
dia la tim hiéu ddc diém nhan khdu hoc dé
hon tim hiéu dic trung tam 1¥ cda khach hang,
song moi tiong quan gidla diac diém nhin khiu
hoc va nhu cdu khach hang khing rd nét. Do
tinh pho cip cua phuong tién cing nghé thong
tin, nén khé c¢6 thé két luin vé nhu cdu khédch
hang dua trén hd so thing tin cia khdch hang.

0 ngan hang ban 1é, khong thé didu chinh
dich vu theo ¥ thich timmg khéch hiang do vin
dé chi phi va thii gian. Vi thié, can mot mie dp
chuin hda. Su cin bing giita dich vu chufin hoa
va dich vu huéng theo nhu cdu timg khédch hang
b thé dé thue hién hon néu phan loai khach
hang theo nhimg dic diém tinh cdch ndi tai da
chiéu (multi-dimensional intrinsic characteris-
tics of personality). Thing qua ciach phan khic
nay, nhimg nhém khdch hang déng nhat duge
xdc dinh theo cdch hudng vé khach hang hon
la qua cich phan khie nhan khau hoc

Bai viét dua ra mot cdch ti€p cin da chiéu
(multi-dimensional approach) déi véi phan khic
khéch hang, ma c6é thé dp dung dé lam ting
hiéu qua chién luge ti€p thi cia ngdn hang.
Bai viét dac biét cha ¥ dén dich vu ngin hang
dién tu, la mét dang trao déi thong tin tu
ding gifa khdch hang va ngin hang, cling
nhu chi ¥ dén dich vu thong tin hd tro khdch
hang trong qud trinh quyét dinh danh mue tai
sdn (asset portfolio).

Phédn khic khdch hang trong tiép thi
ngan hang

Cdc cing ty cd ging phin khic khdach hang
cia ho biing cich xdc dinh nhing nhém khédch
hang vdi co ciu nhu ciu (need structures) cing
dong nhit cang tét trong moi nhém va khidc
biét rd rang gida cdc nhdm (Smith 1956). Lac
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dé ¢6 thé dp dung nhimng chién luge duge thiét
ki riéng bigt nhung cong chuin hda lén nhing
nhiém nay (Kotler 1980). Muyc dich la dé xda di
méu thuin gida cdec cdch thie thia mdn nhu
cdu timg khdch hang song lai tiét kiém trong
phéin bd ngudn tai nguyén tié€p thi (marketing
resources) (Wind 1978),

Cic phuong phdp truyén thing trong
phin khue khich hang

Cdec ngin hang van cin phin khie khich
hang theo phuong thic truyén thing, 1a theo
loai khdch hang cing ty hay khich hang lé.
Khdch hing cong ty lai duge phin biét theo
vang phin bd dia Iy cia cdc hoat déng cia
cong ty dé (khu vuc hay quic t&€). U dich vu
ngan hing ban lé cd nhan, cdc tiéu chi vé
nhan khéu hoc hay kinh t& nhu nghé nghiép,
tudi, thu nhdp hay tai sin thung la nhing
phucng dién (dimensions) duge uwa chuing trong
phan khiae khdch hang (Meidan 1984; Harrison
1994), Cdch phin khic mé chon trude cdc phin
khiie cia mit din sé khdach hang duge, va qua
nghién ciu, ddnh gia nhimmg dac thi cia khach
hang goi la cdch phan khic dinh séin (a priori
segmentation) (Green 1977).

"“




Cach phan khic dinh sidn cho ring tén tai
mot tuong quan cbé ¥ nghia gilta cde dac trung
bén ngoai cua khiach hang va nhu ciu cia ho.
Tuy nhién, cdc tiéu chi vé nhan khdu hoc va
kinh t& chi la nhitng chi bdo thé (rough indica-
tors) déi vdi ¢o ciu nhu cdu (need structures) va
kiéu ddp ung cia khdch hang lé. Néu ngin
hang ldy tiéu chi “nghé nghiép” lam co s& cho
chinh sdch ti€p thi chudn héa, thi khong thé
mang dén nhimg thong tin va dich vu cho timg
c¢d nhan theo nhitng tinh cdch khéc nhau trong
nhom khéach hang nay. Chang han nhu mit ky
suf chudn bi ding may tinh dé thue hién nhirng
thanh tedn gua ngin hang. Ngudi k¥ su nay
duge théng tin ré rang vé cde tiéu chudn an
ninh cia Internet; ngudi k¥ su nay thich nhing
chitng khodn nude ngodi rdi ro cao va quyét
dinh khiéng bao vé tuong lai cda minh. Tuy
nhién, cing c¢6 mijt ki su thich true tiép dén
giao dich véi nhéin vién ngin hing & mjt chi
nhdanh, vi hoai nghi vé céng nghé hién dai,
thich mua nhing trdi phiéu tiét kiém rdi ro
thdp va ddm bdo tai chinh cho nhitng ngay
nghi hwu clia minh qua bao hiém nhén tho.

Tuong tu, khi st dung phuong phdp goi la
vong doi cd thé (life-stage), ¢6 nghia la gia
dinh riing nhu ciu tai chinh cia khich hang
thay doi khi ho di qua cujc diri, thi mit ngan
hang s& bét quan tAm vé cdm xic tidm 1y, ma
chii trong vao tudi, ma khdi niém tudi ¢ day
c6 thé khde vdi tudi sinh hoc. (Speed va Smith
(1992), va Stanley et al. (1985) di mang dén
mdt nghién edu thye nghiém vé tiéu chudn
phin khic niy.)

DMing cdch phidn khic nay, cé kha ning
cao la nhimmg géi dich vy chuin duge chao cho
khdch hang, s& khing phi hop vdi ho lam. Vi
thé&, khdch hang s& khéng théa min miy va
cH thé di cu sang ngin hing khic. Tuy nhién,
muc dich cia ngin hang la giv duge sy trung
thanh cia khdach hing bing cdch mang lai
cho ho nhimng cim gidc hai long.

Ciac phuogng phap hién dai trong phin
khic khich hang cia ngéin hang

Phuong thie phan khic hién dai dinh nghia
phin khic khdch hang 1a khong dinh sdn (post
hoc). Vi thé, mét didn sé6 khéng déng nhdt
duge diéu tra vi cdc phian khic duge xdc dinh
trén co s¢ mau ddp dng dong nhdt tir bén
trong din sd. Nha nghién ciu tim nhiing cdch
thite dé “b6” khdch hang thanh nhing nhém
c6 tiém ndng sinh lgi bén trong din sé (Gwin
va Lindgren 1982).

Mgt s6 nghién ciu trong linh vue nay si
dung ciu tra loi cua khéch hang dbi vl ede céiu
hoi vé dac diém sin phim hay cong nidng san
phiam. Vi du nhu Burnett vA Chonko (1984) da
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sif dung phuong phdp phén tich nhan té (factor
analysis) dé xdc dinh bén phén khic khich
hang vdi miu tdn sudt cong ning sian phiam
tuong ty nhau. Vi nhu thé nhin cia cdc phin
khiic 14 — “truyén thing”, “tién lgi”, “ddu tu” va
*ng” — duge nit ra tif nhing dic trung coa cdc
san phim va chon trong nhimg phan khiec nay.

Nhiéu nghién citu khéae st dung phuong phap
phéin khiic khiing dinh siin huing vé cde yéu td
tdm ly eta khdch hing ma cdc nghién ciu iy
goi la phin khic theo tim 1y db (psychographic
segmentation) hay phin khic theo loi ich (ben-
efit segmentation) (xem Beane va Ennis 1987).
Phuong phdp phin khic theo taim 1y do xét dén
céc diic trung tinh céch, cdc gid tri, cic niém tin,
va 1oi song (xem Ziff 1971). Trong phuong phap
phin khie theo lgi ich, cde khdch hang tiém
ning duge nhdém theo lgi ich ma khdch hang
mong dgi tir myt san phim cua ngin hang (Haley
1968). Phin khic theo lgi ich t6 ra hinu ich trong
ciic thi trubing tidu dung (Haley 1968; Myers 1976),
trong cdc thi trubing hiing cong nghiégp (Moriarty
vi Reibstein 1986) va cing hitu ich d cdc thi
truimg dich vu (Calantone va Sawyer 1978 Soutar
va McNeil 1991).

Mot vi du nghién cdu dinh tinh (qualita-
tive) vé phdn khuc theo tim 1y do dugc
Harrison (1994) trinh bay si dung cdc bién sd
nhy kién thie va hiéu biét clia timg cd nhén
ddi vdi dich vu tai chinh, niém tin va kha
nang xif 1y ede vin dé tai chinh va biéu hién
muc quan tdm dén cdc dich vu tai chinh.
Nghién ctiu nay cé thé xde dinh duge bon phén
khie khdch hing riéng biét dua trén trinh dé
va mic trudng thanh vé mét tai chinh (finan-
cial maturity) cia cdc khdach hang. Cdc phéan
khic khich hang duge dit tén la “bdi rdi ve
miét tai chinh™ (financially confused), “ngudi
theo phe thiéu sd thd o" (apathetic
minimalists), “nhiing nha diu tu thin trong”
(cautious investors), va “nhimg nguii tich lay
vin” (capital accumulators), va vi thé thé hién
nhitng thdi di riéng biét cia khdich hang ddi
viii cde dich vu tai chinh.

MecDougall va Levesque (1994) ti€n hanh
mit nghién ciu vé phan khic theo lgi ich trong
viée sif dung cdc phuong dién chat lugng dich
vu cia ngadn hang bin 1é. Qua phéin tich nhdém
{cluster analysis), cde tde gia xdc dinh duge
hai phén khiic khédch hang: phéin khiic vé niing
luc hoat dong (performance segment) va phén
khie vé sy tién loi (convenience segment). Bai
viii nhim khdch hang trong phin khic ning
luc hoat déng, diéu quan trong la ngin hang
thue hién dich vu ding trong lan dau tién va
ngan hang phdi cé nhing nhin vién day ndng
luc trong cung cdp dich vu.

Cong nghe mal'lhaﬂg m
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Khdch hiang trong phdn khic vé sy tién
lgi thich gid md cda thudn tién, chi nhdnh
ngdn hang ¢ dia diém tién loi va cé mdy
ATM. Nghién cdu cua MecDougall va
Levesque (1994) xdc dinh cdc nhim khidch
héang vdi nhing nhu cdu dich vu hoian toan
khdc nhau, song cdc nhém duge guan =it
cho thdy tdc gia khéng chi dua vao nhing
ddc trung nhdn khdu hoc. Trong nghién
cifu cua Machauer va Morgner (2001), phdn
tich cing dva trén thdi d¢ khde nhau déi
vdi dich vu tai chinh. Nhiéu bién sd vé
thdi dé la biéu hién cia nhing lgi ich ma
khdch hiang mong d¢i tif méi quan hé vdi
ngdn hang. Vi thé, phin khic khdch hang
mang dédc trung mét sy két hop gida thdi
dé va lgi ich khdech hiang mong dgi. Cdn
chi ¥ dén thdi d§ déi vdi dich vy thing
tin va coing nghé thing tin cling nhu nhing
loi ich khdch hing mong dgi ti nhing dich
vy nay, bdi 1& ngay nay, khdch hang khidc
nhau ngay cang nhiéu vé lugng théng tin
cidn dé co cdu danh muc tdi sin cda ho,
cing nhy vé tinh uyén chuyén va khd ndng
tiét kiém chi phi do ding nhidng dich vu
ngin hang true tuyén hién dai. Thye té la
ngay cing cd nhiédu hon cde ngdn hang
truc tié€p (direct banks), chi dua vao dién
thoai hay Internet cing nhuy md ring déng
san phdm cla cdc ngan hang truvén thing
dua thém cdc dang giao dich nhu thé vao
dong sdan pham cia minh. Tinh sdn siang
s dung nhdng dich vu giao dich gid ré
ngay cd d¢ mua vd bdn ching khodn,
thuéng ld khiéng can dén sy tu vdn cia
nhdn vién ngidn hiang nda, va diéu d6 cing
ham ¥ rdng khdch hing sdn sang quyét
dinh danh mue¢ ddu tv dya trén phan tich
théng tin cia chinh minh. Vi thé déi vdi
mdt 6 phdn khie, nhu cau tu vdn di chuyén
thanh nhu cdu truy cdp nguén théng tin
duge cung cdp tif phia ngdn hang.

Thii dé va lgi ich mong dgi la nhing
bién phip ddnh gida chu gquan (subjec-
tive evaluation) cac dich vu ngin hang

Thédi d§ doi vdi cde khia canh khdc nhau
trong méi quan hé gida khdch hang-ngin
hang la két qud clia muc tiéu va kién thie/
kinh nghiém cua khach hang. Thdi 4§ ed the
duge dinh nghia la ddnh gia cua ca nhan ddi
vdi mit ddi tugng tdm 1y (déi tuong kich
thich) (psychological object — stimulus object)
ma of thé dua mdt nguii dén nhimg ddp dng
cam xic, nhan thic va udc muin déi vai dai
tugng dé (affective, cognitive, and conative
responses) (Ajzen va Fishbein 1980: 19-20;
Rosenberg va Hovland 1960},

Cang nghé nga‘l héﬂg
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Trong nghién cdu cua minh, Machauer va
Morgner (2001) dé cip dén cdc phudng dién
cua thdi d¢ (attitudinal dimensions) vé mai
quan hé khdch hang-ngdn hang. Mdt sd
nhing phuong dién cdaa thdi d§ lién guan
true tiép dén lgi ich mong dgi, con nhing
phuogng dién khde cia thdi dd thi tao nén
lgi ich mong dgi néu phuong phdp phin khie
duge ngin hang si dung eé xét dén thdi dj
khdch hdang mét cdch ding muc. Vi thé&,
phugng thdc phdin khic duge ding trong
nghién ciu dé cd thé duge xem la dang thie
phin khic theo lgi ich.

Kham pha thai dé khach hang, md hinh
thdi dd, va xdy dung ma trdn chién lugc
trong phan khic khach hang

Khiam pha thai dd khiach hang

Dua trén tiéu chuin do Burnett vad Chonko
(1984), Boyd et al. (1994) va McDougall va
Levesque (1994) dé nghi, cdc khdach hang dugce
hii dé ddnh gid vé cdc phuong dién cia thdi
dg, va tir quan diém cia khdch hang, cé thé
ddanh gid chdt lugng dich vu eia ngin hang.
Nghién ciu cua Machauer va Morgner (2001)
khing dinh tdm quan trong clia nhiing tiéu
chuidn sau diy:

*  “Théng tin va tu vin";

* “Thanh todn giao dich m{t cdich ding
tin cay™

*  “Céc diéu kién hién tai cia ngin hang™;

*  “Cdc loai dich vu cia ngin hang™

*  “Dich vu ca nhin & chi nhidnh ngin hang™

*  “Tinh an toan va nghiém tic trong cdc
thanh todn giao dich™ va

* “Ha tidng k¥ thuit cia dich vu ngian
hang dién ta™

Tém tdt vé cdc phuong dién thdi dé nay
biéu thi bin chit cia lgi ich ma khdch hang
mong ddi tif dich vu ngan hang. Cdc phuong
dién cua thdi dé duge phin loai nhu sau:

* Thong tin;

*  Thanh todn;

*  (Cdc didu kién;

*  (Cdc loai dich vu;
* Dich vu cd nhén;
* Sy an toan; va

* (Cong nghé.

Bang 1 mang dén mdt cdi nhin tong thé
vé cdc phuong dién clia thdi dé.



Bang 1. Téng quan vé cac phudng dién thai dé ciia

khach hang

cone neHE NeanHAnG [T

DPé so sdnh cdc khdch hang,
mit thude do tinh khing dong dang

duge xdc dinh. Thude do nay duge

Phung dién thii 35 Mo ti

Thing tin Dijchi vy thing tin vii wr vin che khich hing

Thiag tin tyc fuyén Théimg tim v 17 viln qua cic phatdng fién ngin hang dién i

Thanh tadn By tin edy cda e thanh iodn gize dich ngin hing

Thanh todn e luyen B tin cdy cde thash todn bling pharoag tién ngdn hing didn or

Bidu kién Céc didu kién ngin hing yéu cha 08§ vi cde dich v ngin hing

Céic boga dich vy Cic bogi dich via v tinh wyén chuyén cia cie dich vy ngin hing

Dich vy cd mhin Dijch vy cd phin khich himg A chi ahinh ngdn hing gin nhd

Tink am iokn Tinh an todn v nghidm tic clia cée thanh todn gise dich

Ciing nghé Ha ting k¥ thudt ngdm hiing cumg cip cho dich v ngin himg didén o
Ehdch hiing chon dich v ¢b rli ro

R rov Ehdch hkrg khing con phu thudc vio gilf giao dich cia ngdn king cing

Tink d6c Lip nhaf phy thudc vio nhin vidn mngin hing

chon theo cdch ma sy khde biét
gita hai nguisi vé cac phuong dién
cha thadi dj biéu thi dudi dang ting
hgp vé mit todn hoe (Vé danh
sdch md rong gom cdc thude do
tinh khéng dong dang, xem Gower
(1985), va vé cdc thuit ngil todn
hoe, xem Gordon (1981).) Sau khi
thit nghiém vdi thude do goi la
khéi nha thanh phd (city-block-

Mo hinh thai dj

Théi df cia mjt khdach hang ddi vdi quan
hé khach hang-ngin hang bao gom cdc phuong
dién thai df khdic nhau. Panh gida phuong dién
thdi d¢ j qua chi s6 E, c6 thé tinh dugc bing
cich thém chi s6 danh gia (x,) cua cdc thai dé
ij do khdch hang néu trong ciu trd l&i, cing
vi trong s6 g dugc dua vao:

1
Ej= gy+xy, (1)

trong dé:

E, = chi s3 phuong dién thdi d j;

g, = trong sd cua thdi d ij dé tinh phuong
dién thdidp ji=1, .., I); va

x, = chi g0 danh gid thdi 4o ij theo khach
hang

Néi chung la khé cé thé héi khdch hang
vé trong s6 g mot cdch truc ti€p. Thim chi
khi muc dich cia cuic diéu tra duge gidi thich
can ké, cing cidn dén nhing ¢d ging tu duy
cia ngui nghién cdu dé xdc dinh trong s
muc tiéu cia khdach hang. Vi thé, trong nghién
ctiu cua Machauer va Morgner (2001), da khing
ed tim trong sd muec tidu true tiép tif noi khdach
hang, ma qui trong s§ g, bang 1 (xem Everitt
1998: 39-40).

Khii niém phin tich nhom (phin tich
cum) (cluster analysis)

Muc dich eaa phéin tich nhém la xdc dinh
nhimng tip hop con ding nhit tit mot miu cdc
dii tugng khong dong nhiét (trong truong hgp
nghién cifu & ddy la nguid, 14 khdch hang). Vi
thé&, phin tich nhém cé vé la mit edng cu
thich hop dé phén khic khiach hang. Qué trinh
phan tich nhém duge chia thanh hai budc, Bude
1 la so sanh cac dbi tugng theo nhimg thuje
tinh nao dé (d¢ day la cde phuong dién cua
thdi dg) va budc 2 la nhém cdic déi tugng dé
theo cic phudng dién thai dp nay.

metric) va khodng cich Euclid, thi
kham phd ra réing ca hai phuong phdap déu cé
thanh phdn nhém nhu nhau. Do viy, 14 mét
thuée do cudi cung vé tinh khong ding dang,
thude do khoi nha thanh phdé duge chon, do bai
kha néing =0 ¥ trung tinh cde dir liéu quan sait.

Thuit todn nhim s dung cdc gid tri khing
ding dang nay dé xdy dung nén cic phin khic
khich hang véi cde ciu tric thai do dong dang
nhdt ((Everitt 1998). Trong nghién ciu cua
Machauer va Morgner (2001), phuwong phip trjn
phédn lop phin cdp (agglomerative hierarchical
method of merging) duge sif dung. Khodng céch
gilta mit ndm mdi trjn va cdc nhéim con lai duge
tinh toan theo phuong phiap Ward (Ward 1963).

Binh vi cdie nhdm trong ma trin chién
Ivde trong phin khue khich hang

Thai dj vé théng tin va cong nghé dic bigt
phit hgp dé ddnh gid cdc nhém trong ma trin
phin khiae chién luge. Hinh 1 minh hoa ring
loai phin khiic nay c6 thé 14 xuit phét diém cho
phuong thic ti€p thi phan biét vé dich vu thing
tin khach hang cing nhu phan bé dich wvu.

Hinh 1. Ma trdan chién lugc trong phan
khuc khach hang

Slaim 3 Nhim 4
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Phudng thie phin khic dudge st dung trong
bai viét nay thé hién thuin lgi & chd ddp dng
dén nhu cdu tiing khdch hang song vin theo
chudn, wu viét hon so vdi phuong thic phin =
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(tiép theo trang 37)

Quy tin dung nhan dan ...

nén kinh t&, dong thoi trién khai nhiém vu
phdt trién md hinh QTDND theo hudng “ting
cuong ning luc va chdt lugng hoat ding cua
QTDND; phidt trién viing chde, an toan cdc
QTDND duge thanh lip mdi", nhimg nim téi
hé théng QTDND can trién khai tét cdc muc
tiéu dinh hudng chién luge sau:

Mét la: Phdt trién QTDND thue sy trd
thanh t6 chie tin dung hgp tde dée lap, dua
trén nguyén tdc tu nguyén, tu chi, tu chiu
trich nhiém két qud hoat déng v4 nhdm
muc dich chi yvéu la tuong tro gita cdc thanh
vién, pham vi hoat déng chu yé&u cia QTDND
la huy djng vén va cho vay edc thanh vién
d khu vife ndng thén nhim huy ding cde
nguéon lue tai chd dé gép phin phdt trién
kinh t&, xéa d6i giam nghéo va ddy lai cho
vay nang 14i.

Hai ld: Hoan thién md hinh td chidc hé
thoing QTDND bao gém QTDND Trung uong
va cdc QTDND co sé. Phdt trién QTDND Trung
vong dé ¢ di néng lue tai chinh, khd ning
cham séc va la ddu mdi didu hda vin hd trg
cho cdc QTDND co sé vé quan ly, cong nghé
nhim dua hoat déng QTDND di ding hudng
vi dam bao an toin. Kién toan td chidc lién
két phat trién hé théng QTDND, trong do to
chife ddu mdi la Hiép hji QTDND Viét Nam.

DPé thue hign tét nhing dinh huéng chung clia
hé thing cin thuc hién tot mjt si giai phdp sau:

- Cdc QTDND phai tudn tha theo ding tén
chi mue dich hoat djng, chu y&u la tuong trg
gifta cdc thanh vién, ning cao tinh thin tuong
trg, phat huy sdc manh tdp thé cia titng thanh
vién, giip dd nhau thyc hién cé hiéu qua cdc
hoat déng sdn xuit kinh doanh, dich vu va ca
thién doi song.

- Pdy manh cing tdc dao tao quy hoach va
sif dung cin b dé dam bdo cdc cdn b déu
duge diao tao va ddp (ng tot yéu ciu cong vige
chuyén mon trong hién tai va tuong lai. Nang
cao chdt lugng cong tde qudn tri diéu hanh,
diic biét chi ¥ dén chéit lugng cing tdc kiém
sodt ndi b trong hoat ding clia Quy.

- Pdy manh cing tdc huy ding vin tai
cho, 4n dinh ldi suit huy djng va cho vay hgp
ly, phi hgp véi miat bdng ldi sudt thi truimg
vid theo ding quy dinh cia NHNN.

- Tap trung moi nd luc dé hoan thanh cong
tde cung ci, chin chinh khiic phue cdic sai pham
véu kém dé tir dé ndng cao chdt luong hoat
djng dam bdo phat trién an toan va bén vimg
clia timg quy va ca hé théing QTDND.

- Can tiing cuifng cong tde thanh tra, kiém
tra gidm sdt hoat dong cia QTDND dam bdo
cho cdc QTDND trong hoat déng tuin thu cdc
quy dinh hién hanh cia phap luit.

Céap dy chinh guyén dia phuong can quan
tim hd trg cho hé thing QTDND phat trién
an toan cdé budc phdt trién ldn manh®

khiic theo tiéu chi nhin khdu hoc. Ding tiéu
chi nhan khiau hoe, cic chuyén gia tiép thi hy
vong tao dyng dugc mdi quan hé gidn tiép vdi
cdc kifu thdi dj cta khdch hang. Tuy nhién,
trong cdc nghién cifu dé, biang ciu héi cha trong
dén thdi d§ hay lgi ich mong dgi mgt cdch
true tiép. Hon nita, k¥ thuit phéin tich nhdm
xdc dinh cde nhém khdech hang, déng nhat
trong cdc nhém duge chon va khing dong nhat
giila cdc nhém. Biéu nay cho thiy riing khach
hang trong cdc nhém thé hién nhimg thdi d§
ritng biét hon so véi cic nhém dude xde dinh
theo tidu chi nhin khiu don thuin, va do vay,
tao ra su cin biing gifta tinh riéng biét timg
cd nhdn va tinh chuin héa trong qud trinh
phén khiae khach hang.

Bén canh két luin chung ring phuong phap
phén tich nhéom dya trén sy két hop cde thdi
dd khdch hang d6i véi dich vu ngin hang hay
lgi ich mong doi 1a phuong phdp phin khie
khich hang ngin hang hiéu qua hon so vdi
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phuong phdp nhém khdch hang theo tiéu chi
nhin khiu hoe, thi bai viét con cho thiay rang
thdi dj cia khdch hang déi vdi cong nghé va
ede dich vu thong tin chi#ém vi tri quan trong
trong phén khic khdch hiang. Ngay cang cb
nhidu ngudi hon eé khuynh hudng thue hién
giao dich v&i ngin hang ma c6é thé tiép cén
duoe biing dién thoai hay Internet. Cdc khdch
héng nay chi dén cdc chi nhdnh ngin hang
dé thuc hién nhing giao dich khéng chuin
héa (non-standardized) nhu nhimg khodn vay
bat ding sidn chidng han. Mot sé ngan hang
ch ging gin nhitng sin phim ngin hang gid
ré trén co sd¢ s dung cing nghé, vao danh
muc dich vu d& ngin khdch hang khing nghi
dén viée md mot tai khodn song song & mot
ngin hang truc tiép (direct bank). Chién lhige
nay ¢é vé lién quan nhiéu hon dén thai dj va
nhu cdu clia khdch hiang va la mit thude do
ean thiét dé giir cho mdi quan hé ngin hang-
khdc hang bén ving va phdt triénm



