Banh gia chién luoc quan tri quan né
kindch nang tai Vietinbank bang cong
cu theé diém can bang

ThS. NGO THI MINH PHUONG - TRAN THI NGA

Trong xu thé héi nhap kinh e quéc té, mirc do canh tranh
gitta cac ngan hang thwong mai (NHTM) ngay cang manh
mé va gay gat. Khi ¢é nhiéu cdc chii thé ciing canh tranh
mét “miéng banh thi phan” thi viéc lam thé nao dé thu hit,
duy tri nhitng khdch hang trung thanh, tiém ning cho minh
tré thanh mét bai todn khéng dé.

Viéc xdy dung, gdn két va phdt trién moi quan hé véi khdch
hang la chia khéa then chot givip cde NHTM c6 thé di tdi
thanh céng. Hién nay, Thé diém cin bang dwoc sir dung
nhir mét phirong phép phé bién dé danh gid tinh hiéu qud
ctia chién luwoc Quan tri quan hé khach hang doi véi két
qua hoat déng kinh doanh (HDKD) ciia NHTM. Bai viét sé
nghién ciru cdach thire sir dung phwong phdp nay dé danh
gid hiéu qua cia chién hege Quan tri quan hé khach hang
tai cac NHTM va ung dung voi NHTMCP Cong thuong Viét

Nam (Vietinbank).

T khoa: chién lwgc quan tri
quan hé khach hang, thé diém
can bang, Vietinbank

1. Ly luén vé sir dung Thé
diém cin bing dé danh gia hiéu
qua Quan tri quan hé khach
hang tai ngan hang thwong mai
uan tri quan h¢ khach hang
(Customer Relationship
Management- CRM) la
mot trong nhiing chién
lurge chiém wu thé
dugc cac NHTM ap dung dé “tao
ldp- xay dung- duy tri- mo rong”
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mbi quan hé véi khach hang mét
cach bén viing.

Phurong phdp Thé diém cin bang
(Balanced Scorecard- BSC) la
hé thong xdy ding ké hoach va
quan tri chién lugc nham dinh
hieéng HPKD theo tam nhin va
chién lwoc ciia t6 chire, ndng cao
hiéu qua truyén théng néi bé va
bén ngoai, theo doi hiéu qua hoat
dong cua doanh nghiép so voi
muc tiéu dé ra. V& can ban, cach
tiép can cua BSC dya trén bon
khia canh: Tai chinh (Financial),
Khach hang (Customer), Quy
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trinh ndi b (Internal Business
Process), Hoc hoi va Phat trién
(Learning and Growth). Tung
khia canh cia BSC c6 cac muc
tiéu khac nhau véi nhitng chién
lugc twong ing can dat dugc
trong ting thoi ky cia NHTM.
Mbi muc tiéu lai ¢6 cac thudc do
va hé thong cac chi tiéu nham do
luong, danh gia hi€u qua cua viéc
thuc hién cac muc tiéu va dua ra
cac sang kién vé chuong trinh
hanh dong.

Jonghyeok Kim, Euiho Suh va
Hyunseok Hwang (2003) da xay
dung mo6 hinh danh gia hi¢u qua
ctia CRM tai cic NHTM béng
phuong phap BSC.

Budc dau tién ctia quy trinh nay
la xac dinh nhiém vy, muc ti€u
ma hé thong CRM can dat dugc.
Tiép theo 1a phat hién va phan
tich mdi quan hé giira hoat dong
CRM va muc tiéu kinh doanh dé
tir 46 c6 thé dua ra giai phap dat
duogc hiéu qua tét hon va xac dinh
nhan t6 ¢t 18i trong viéc gia ting
loi ich cho ngén hang. Két qua
cta viéc phan tich nay s€ duoc
danh gia dé nhan dinh hiéu qua
ctia chién lwoc CRM. Qua trinh
nay duoc lap di lap lai, tiép dién
cho dén khi hoat dong CRM hién
tai trd nén hiéu qua hon.

Qua qua trinh nghién cutru, cac tac
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Xac dinh muc tiéu CRM

{} Nhiém vu &

muc tiéu

Xay dwng chién lwgc CRM

<I |7 Nhan té tac

dong chinh

Phan tich mdi quan hé nhan- qua

{} Ké hoach da

nh gia

Quyét dinh vién canh va ma tran

% 5 Phuwong phap danh gia

Phan tich hiéu qua

Két qua danh gia

So d6 1. Quy trinh danh gia hiéu qua ciia h¢ théng CRM bing phwong phap BSC

Ma tran danh gia khach hang
Ccv
(Gia tri cudc doi va (Du Ctﬁ KH)
sy trung thanh) y
Cl CK
(Quan tri kénh twong| (Thong tin va hiéu
tac va HD) biét vé KH)

CV (Customer Value): Gia tri KH
CS (Customer Satisfaction): Sw hai long

cta KH

Cl (Customer Interaction): Sy twong tac

voi KH

CK (Customer Knowledge): Théng tin KH
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gia da xac dinh dugc 4 thudce do
dung dé danh gia hiéu qua cua
chién luoc CRM, d6 1a: Thong tin
cua khach hang, Su tuong tac véi
khach hang, Gia tri khach hang
va Mtic d¢ hai long ctia khach
hang. Thong qua viéc danh gia
mdi chi tiéu s& co thé dua ra duoc
két luan tong quat vé hidu qua
cta chién lugec CRM tai NHTM.
Thir nhit, vé thong tin khdch
hang

Mot chién lugc CRM hiéu qua

s€ gitip ngan hang thu thap va

cap nhat chinh xac nhiing thong
tin vé dic diém va tinh cach cua
khach hang nhu trinh d¢, kién
thire, long trung thanh, do 1éch
chuan va thi hiéu da dang cua ho.
Khach hang muén duge phuc vu
tiy thudc vao nhu cau ca nhan

va tinh doc déao, duy nhét cua ho,
do do, dé phéan tich nhu cAu cua
cua khach hang thi CRM sur dung
cong cu khai thac dit li¢u va cong
cu kho dir liéu thich hop, hd trg
ngan hang c6 thé phan tich ding
dan va dua ra dugc nhing quyét

Béang 1. Thwéce do théng tin khach hang

Muc tiéu
Thu thap théng tin
KH (%)

Thu hat KH moi (No.)
Thau hiéu nhu cau

Nang cao trinh dé,
chuyén mén cua
nhan vién (No.)
Cai thién ky thuat
CRM

Dich vu bao mat

Chi tiéu danh gia

Co cau KH theo dbi twong KH, theo hoat déng
Phan tich dir liéu KH | Sé lwong KH truy cap trang web méi ngay

Sé lwong KH giao dich tai NH méi ngay (No.)
KH Ty |& doanh thu/sb nhan vién (%)

Nang lwc cdng nghé (No.)

Tan suét thuwong xuyén nang cdp phdn mém

Sw dau tw vao viéc Nghién ctru & phat trién
san pham ($)
Mtrc d6 bado mat, an toan (%)
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dinh chinh x4c nhAt.

H¢ thong cong nghé thong tin,
phan mém duoc st dung cang
hién dai, phu hgp thi ngan hang
s& tiét kiém dugc chi phi va nang
cao dugc hiéu suét lam viéc cua
ngan hang. Ngan hang nao dang
st dung trang web ctia minh
nhu mét cong cu CRM thi nén
két hop vai dit liéu nhat ky web,
lugng truy céap trang web va
luong khach hang giao dich tai
ngan hang mdi ngdy.

Thir hai, vé sw twong tac véi
khach hang

C6 nhiéu kénh giao tiép dugc
phat trién dé tuong tac voi khach
hang mot cach c6 hiéu qua nhu
lién lac v&i nhan vién hoac lanh
dao ngan hang tryuc tiép hoic
qua mail, dién thoai... S luong
giao dich cang nhiéu, gia tri giao
dich cang cao va mirc o thuong
xuyén hoat ddng ciia cac tai
khoan ngan hang thé hién dugc
chién lugc CRM d gitip ngan
hang duy tri, xay dung va ngay
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So d0 2. Moi quan hé nhin qua giira cac nhan t6 trong yéu trong quy trinh CRM

MOI QUAN HE NHAN- QUA

N i Thu thap thdng tin khach hang
kzgg;‘gr‘];';‘g Tao co s& dir liéu v& khach hang
e —— Phan loai khach hang
Gia téng thong tin vé
khach hang
ién ha Cung cép SPDV
Sy twong Tien haqh ng pw Quan tri Loai bd KH
O chwong trinh muc tieu . T
tac v&i khach cham séc KH . kénh twong | khéng tiém
hang n Chu’qng tr|’nh tac tich hop nang
muc tiéu quang ba
Gia tang lgi ich tang thém cho khach hang
Gia tang cac chwong trinh quang ba, wu dai, chat lwong SPDV
Gia tri khach — Gia tang sw trung Cai thién thu hut
hang thanh ctia KH khach hang
Tang doanh thu Giam chi phi/méi KH
Sy hai long
clia khach
hang
Tang lgi nhuan

Béang 2. Thwée do su twong tac voi khach hang

cang mod rong moi quan h¢ véi

, . Muc tiéu Chi tieu danh gia
khach hang. o h PR . )
Thit ba, vé gid tri khdch hang E)f;p ung tot 89 chlerl1 d!c’h quang cao’(No.)’
DA . ; . yéu cau KH Tong chi phi cho viéc quang céo ($)
Gid tri khach hang dugc dénh gi Mrc d6 thudng xuyén cap nhat thang tin (No.)
nhir la. loi ich hifu hinh Vafo hinh 15y 4 hop quy |Sé lwong phwong thirc thanh toan (No.)
gat hai duoc tir cac hoat dong trinh KD

CRM. Su trung thanh cua khach
hang thé hién & mbi quan hé giao
dich lau dai, kha nang tang quy
mo va da dang cua giao dich,
kha ning tuyén truyén, van dong
nguoi khac st dung dich vu cua
ngan hang. Su trung thanh cua
khach hang lam tang loi nhuan
thong qua tdng doanh thu, giam
chi phi thu hat, phuc vu khach
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Nang cao trinh
dd quan ly kénh
twong tac voi
KH

T4i da hoa hiéu
qua Hb

Ca nhan hoa
dicp vu va san
pham

Sé lwong kénh tra 161 yéu ciu ctia KH (No.)

+ Kénh truyén théng: thuw, fax, dién thoai

+ Kénh méi: Trung tam tw van (Call centers), Trung
tam dich vu, trang web, dich vu tw van truc tuyén
Téng chi phi cho quan ly kénh tuwong tac ($)

Théi gian trung binh phac dap yéu ciu ctia KH
(No.)

Tan suét giao dich ctia khach hang (No.)

Mirc d6 da dang sé&n phdm

Théng tin chi tiét san phadm

Bién déng doanh thu ctia nhém s&n pham phd bién.

P CHi KHOA HOC & DAO TAO NGAN HA!
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QUAN TRINGAN HANG & DOANH NGHIEP

hang va giam do nhay cua khach  hang vé gia. Thir tw, vé sw hai long ciia
khach hang

Bang 3. Thudéc do gia tri khach hang Pénh gid sy hai long ctia khéch

, Muc tiéu ’ Chi tiéu danh gia hang 13 mot trong nhitng bude
Thuc day théi quen tiéu S0 lwgng KH trung thanh (No.) quan trong nhét cua md hinh
dung ctia KH Thoi gian KH quan hé giao dich véi NH duoc thﬁc hién béi 18 muc tidu
Tang loi nhuan Loi nhuan rong ($); Doanh thu thuan ($) | &1 151 cudi C;mg ciia CRM 1a

Téng tai san/tdng nhan vién ($)
Loi nhuan/téng nhan vién ($) o o
Dw ng cho vay; HBV/tdng nhan vién ($) pham dich vu (SPDV) ma ngan

khach hang théa man véi san

Nang cao dich vu cham Kénh giao dién hé}lg cung cap.
s6c va ho tro KH Kha nang str dung; Mirc do thu hat Dﬁ: danh gia d}rqc chi ti§u nay
Xay dyng moi lién hé v6i | Dinh hudng hiéu qua can dya trén tong hop tat ca
KH Noi dung nghién ctru; Cau truc phu hop nhiing chi tiéu trén, vé sé 1an giao
Béng 4. Thuéc do Sw hai 1ong ciia khach hang dich, mure do thuéng xXuyén giao
Muc tiéu Chi tiéu danh gia dich, nhitng phan hoi ctia khach

Nang cao |Uy tin, thuong hidu (%) hang, sy tuong tac, trao doi thong

chat lwgng | Chat lwvong dich vu (%) (dap rng yéu cau KH) tin gitra ngé.n hang va khach hé}r,lg

dichvu  [Sélwong yéu cau clia KH hang ngay (No.) thong qua viée st dung cac phicu
Mtrc d6 hai long ctia KH (%): hoi, cac phicu danh gia dé thu
Sy ddm bao: Ky néng va trinh do cta nhén vién CRM thap, lay y kién tryc tiép tur khach
truyén niém tin va tw tin cho KH ’ hang.

Xay dung DO tin cady: Kha néng thuc hién cac dich vu da cam két Trong 4 thuée do cia BSC thi

mét cach ddc lap va chinh xac

hméoi/gliJaKrll-l Bong cam: Quan tam, chd y dén ting ca nhan KH th‘uoc do Sy hai lon:g 0132‘1 k‘hach
- Sw dap lai: S&n sang hé tro KH va cung cép dich vu hang quan trong nhat boi vi sy
nhanh chéng thoa man cua khach hang duoc
HGu hinh: Co s6 vét chat, trang thiét bi ky thuét hién dai | lien két truc tiép véi loi nhuan

va sw xuat hién cda nhan vién

clia ngan hang (So' do 3).

So d6 3. Quy trinh danh gia cia CRM

- — -
Trung tam dich vy Sy hai long cdia KH
cham s6c KH
( . p
Chién lvoc [ Dai IV ban I3 ) 1. Thang du ky vong
&/ L allybanie ) (Sw &n twong cua KH)
( : ‘ f Trung tadm tw van ) 2. Hai long voi sy ky vong
Hé thong L ) X . '
CRM (v ot e »  (Swthéa mén cua KH) '
\ J L L van frre tuyen ) 3. Tham hut ky vong
10 thAt vnnn ria
C Trinh @ ) [ — ] (Qup that KH)
CNTT > mal ) .
- [ Khac ] Danh gia sw hai long ctia KH

A

Thoéng tin KH <» Sutwong tac véi KH

Sw hailong cia KH «» | Giatri KH
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QUAN TRINGAN HANG & DOANH NGHIEP

Biéu dd 1. Mot s6 chi tiéu tai chinh co bén ciia VietinBank (2010-2014)

Loi nhuan sau thué (1y déng)

B.259 BT

0o 20m a2

2013

2. Ung dung CRM tai Ngin
hang Thwong mai ¢6 phin
Cong thwong Viét Nam

V6i st ménh 13 ngan hang s6

1 ctia h¢ théng ngén hang Viét
Nam, cung cip SPDV tai chinh
ngan hang hién dai, ti€n ich,

tiéu chuan quéc té, HDKD cua
VietinBank lu6n hudng dén
khach hang; huéng dén sy an
toan, hiéu qua va bén viing.

Day ciing chinh la nhiing gia

trj cbt 151, nhitng triét 1y kinh
doanh ma VietinBank luén

tdm ni¢ém- Sw thanh cong ciia
khdach hang la sy thanh cong
ciia VietinBank- Khach hang

la trung tdm ctia moi hoat dong
cua VietinBank, VietinBank cam
két mang dén nhimg SPDV chit
luong cao va phong cach phuc vu
chuyén nghi€p, nhiét tinh; mot
VietinBank duy nhat dép tmng tot

Téing tai san (ty déng)

2004

v |

2010 2011 2002 2013 2014

nhit moi nhu cau phu hop cua
khach hang véi tiéu chi “Ndng
gid tri cudc song”.

Nim 2014 danh dau nhiéu két
qua kinh doanh kha 4n twong
ctia VietinBank, khang dinh uy
tin va thuong hi¢u manh cua
VietinBank trén thi truong trong
b6i canh ap lyc canh tranh gia
tang. VietinBank tiép tuc dung
viing ¢ vi tri 1a NHTMCP co
v6n chu s hiru (gan 55 nghin
ty dong) va von diéu 1¢ (hon 37
nghin ty dong) cao nhit nganh
Ngén hang Viét Nam.

2.1. Chinh sach CRM cua Viet-
inBank

Nhan thire duogc 1oi ich cua hé
thong CRM c6 thé mang lai cho
Ngan hang nhu cai thién dich vu
khach hang thong qua su thiu
hiéu vé khach hang va cac tuong

661,132 Wiin chai sa hiou (ty ddng)

sars el

18170

2010 2011 2012 2013 2014
Nguén: Bdo cdo thiong nién cia VietinBank nam 2014

tac cua khach hang véi ngan
hang; tang doanh thu thong qua
ban chéo san pham; tw dong hoa
cac giao dich khach hang; cai
thién ning suat cua giao dich
vién, nam 2011, VietinBank da
trién khai du 4n Dy 4n CRM, lya
chon nha cung cap giai phap cho
hé théng CRM, ndm trong chién
lugc phat trién cong nghé thong
tin cia VietinBank giai doan
2010-2015.

Du an “Quan ly thong tin Quan
h¢ khach hang” (VCRM) 1a mot
trong nhitng du 4n trong diém
trong nam 2013 cua VietinBank
nham xay dyng cong cu thong
nhét quan 1y thong tin, hd trg
hoat dong ban hang va quan ly
rui ro d6i véi timng khach hang.
V6i quy mo 16n, hé thong VCRM
nham dat duoc cdc yéu cau quan
ly thong tin, co so die liéu khach

Bang 5. Nhirng thong tin cu thé mdi Khdi/Phong ban theo ddi va quén ly
Khéi/ Phong ban Théng tin theo ddi
Sé dw, chi nhanh, théng tin co ban vé khach hang va nganh nghé hoat déng (d6i voi
khach hang doanh nghiép), tai san Qéo dam, tinh trang no’ vay, tinh trang no tai cac
ngan hang khac, chi phi lién quan dén mét khach hang (mét ho so théng tin khach

Khéi Khach hang
doanh nghiép/

Khoi Ban le hang, sb CIF- Customer Information File).
Khéi Tai chinh Danh gia hiéu qué loi nhuan va doanh thu theo khach hang, theo sé&n pham.

) Quan ly danh muc khach hang theo nganh nghé, dbi twong dé phuc vu cho muc dich
Khéi Rai ro quan tri rdi ro va tuan tha, quan ly mdc do rui ro, cac chi so rai ro cla khach hang va

danh muc cho vay.

Khéi Kiém soat va
phé duyét tin dung
Khdi Dich vu

Chét lwgng tin dung, kha néng trd ng clia khach hang.

Quan ly danh muc SPDV i )
Nguon: Nhom tac gia tong hop
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Biéu d6 2. Huy dong vén va dw ng tin dung theo nhém khich hang tai VietinBank (2013-2014)

Cty Nha
nwdc

hang nhu cdp nhdt, da chiéu, tap
trung, chia sé va lién thong. Tinh
dén hét quy Iv/2014, 100% Chi
nhanh cta VietinBank da tham
gia cap nhat thong tin khach
hang.

VietinBank méi chi xay dung
mot hé co so dit liéu chung cho
viéc tim hiéu thong tin vé khach
hang va chia sé no gilia cac bo
phan marketing, ban hang va
cham soc khach hang khai thac.
Mot van dé 1a hién nay tai Tru
s& chinh cua VietinBank, mdi
Khéi/ Phong ban ¢ hé thong
quan tri riéng, chi theo doi mot
vai thong tin cu thé vé khach
hang lién quan dén mang nghiép
vu cua minh ma chua c¢o su tich
hop thanh mot hé thong thong
nhét cho toan Ngan hang. Hon
nira, VietinBank chua c6 mot bd

Biéu d6 3. Ty trong huy dong von va dw ng tin dung theo nhém khach hang tai
Vietinbank nam 2014

Du ng¢ tin dung

o

Ca nhdn, ho kinh
doanh

"ll —_— “ -

Té6 chitc kinh té

Thanh phin khic

Cicloaihinh  Canhin,
DN HKD

Nguon: Nhom tdc gia tong hop tir BCTC VietinBank da kiém todn (2013-2014)

phan CRM riéng trong td chirc
cua minh.

2.2. Danh gia hiéu qud CRM
ciia VietinBank thong qua cdc
thuéce do ciia cong cu thé diém
cin bing

2.2.1. Thong tin va gia tri khach
hang

a. Co cdu khdch hang

Xét vé khia canh huy dong von,
nhom khach hang ca nhan, ho
kinh doanh déng gop dang ké
nhit vao s du huy dong cua
VietinBank, nam 2014 dat
236.752 ty dong, vuot hon hin
nam 2013 véi chénh léch xép xi
40 nghin ty dong (ty trong chiém
khoang 55- 56% trong co cdu
nhom khach hang theo huy dong
vén). Nguoc lai, xét vé linh vuc

Huy djng von
o

56%

Nguon: Nhém téc gia tong hop

P CHi KHOA HOC & DAO TAO NGAN HA

Pon vi: Ty dong

BTD Nam 2013

B TD Nam 2014
® HDV Nim 2013
®HDV Nam 2014

Khac

tin dung thi nhom khach hang to
chirc kinh té (gdm cong ty Nha
nudc, doanh nghi¢p FDI va cac
loai hinh doanh nghiép) chiém
uu thé véi ty trong trén 80%
tong du no tin dung, nim 2013
dat khoang 316 nghin ty dong va
nam 2014 dat trén 363 nghin ty
ddng. Trong khi d6, nhom khach
hang ca nhan va ho kinh doanh
chi chiém 16-17% tong du ng.
Ngoai nhitng nhom khach hang
truyén thong 1a t6 chirc kinh té,
ca nhan va ho kinh doanh thi hién
tai, VietinBank dang trién khai
nhom Khdch hang wu tién- cic
khach hang c4 nhan than thiét,
gin b6 c¢6 quan hé tién giri hodc
tién vay tai ngan hang va duoc
ngan hang xép hang trén hé
thong. Khach hang uu tién s&
duogc phuc vy tai cac diém giao
dich, c6
chuyén
vién quan
ly quan hé
khach hang
riéng, co
website
thong tin
riéng, dugc
moi tham
du cac su

Té6 chikc kinh té
Ca nhdn, ho kinh
doanh

Thanh phin khic
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kién dic biét, duoc mién phi va
huéng nhidu chinh sach vu dai
khi sit dung SPDV ngén hang va
cac gia tri gia tang khac.

b. Nang luc cong nghé va bao
mat

VietinBank da dau tu hé thong
cong nghé bao mat tién tién theo
chuén quéc té danh cho dich vu
ngan hang dién tir ctia khach
hang va cam két dam bao an toan,
bao mét t6i da cho cac giao dich
tryc tuyén cua khach hang.

Ra mit phién ban danh cho thiét
bi di dong tur 15/11/2013, phién
ban Mobile dau tién trong hé
thong website tai chinh ngan
hang Viét Nam, cung vai viéc
khong ngimg cai tién, nang cao
chit lugng ca vé ndi dung 1an k§
thuat web, www.vietinbank.vn
1uén nd lyc hd trg khach hang va
cbd dong mot cach nhanh chong,
d& dang, tién lgi. Hé théng CRM
cua VietinBank da phat huy hi¢u
qua tbi da khi dugc tich hop véi
cac giai phap ky thuat va cong
ngh¢ thong tin.

c. 86 lwong khach hang truy cdp
trang web

Theo théng k& doc 1ap va tin cay
cua Google Analytics, lugng truy
cap vao website ctia VietinBank
khong ngung tang trudng trong
thoi gian qua. Ngan hang da
timg ching kién moc ky luc 1a
vuot mdce 200 nghin lugt truy
cap mdi tun vao thang 12/2012.
Trong giai doan 2013-2014 thi
binh quan 1 truy cép doc trén 4
trang web, thoi gian luu lai trén
website trung binh hon 4 phut.
Cac doc gia cua vietinbank.vn
dén tir hon 100 quéc gia va ving
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Béng 6. Chi tiéu danh gia gia tri khach hang mang lai cho
VietinBank (2013-2014)

CHI TIEU (ty déng)

LNST

Téng thu nhap HBKD

Téng tai san/Tdng nhan vién
LNST/Téng nhan vién

Tbng dw ne/Téng nhan vién
Tbng VHB/Téng nhan vién

Téng thu nhap HPKD/Téng nhan vién

31/12/2013 | 31/12/2014
5.808 5.727
21.783 21.031
28,98 33,41

0,29 0,29
23,14 27,43
25,73 30,07
1,10 1,06

Nguon: Nhém tac gia tong hop va tinh todn.

lanh th trén toan thé gidi, trong
d6 cac qudc gia co lugng truy cép
nhiéu nhat, ngoai Viét Nam, phai
ké dén 1a My, Pirc, Nhat, Han
Qubéc, Singapore, Philippin, Anh,
Uc, Trung Qudc, Phap, Tiép.
Tinh binh quan mdi nim, website
VietinBank dang tai trén 3.000
tac pham va dugc Google cham
diém 6/10.

d. Gia tri khach hang mang lai
cho VietinBank

Gia tri ma khach hang mang lai
cho VietinBank- ciing 1a diéu
ma ngan hang mong doi- do la
su gia tang cua hi€u qua hoat
d6ng kinh doanh ma cu thé hon
la nguén thu nhap va lgi nhuédn
qua cac nam. Mic du tong thu
nhap va loi nhun sau thué cia
VietinBank c6 xu hudng giam
nhe trong ndm 2014 so voi 2013,
nhung cac chi tiéu danh gia khac
nhu tong du ng/tong nhan vién va
tong VHD/tong nhan vién lai ¢6
xu hudng tang 1én. Didu nay cho
thy nhiing giao dich giira khach
hang voi VietinBank dang c6 xu
hudng ting 1én ca vé so luong
va quy mo. Chi tiéu Loi nhuan
sau thué/tong nhan vién duy tri
& mirc 0,29 ty dong, nhung tong
thu nhap/tong nhén vién lai giam
nhe. Nguyén nhan la do sy giam

st ciia murc thu nhap cung véi
su gia tang quy mo nhan su tai
VietinBank. Nhin chung, nhiing
gia tri ma khach hang mang lai
cho VietinBank 13 twong dbi on
dinh va dugc ky vong tang manh
trong thoi gian téi.

2.2.5. Su twong tac voi khach
hang

a. Chién dich qudng cdo va mirc
do cdp nhdt thong tin

Hoat dong thong tin truyén thong
ctia VietinBank duoc d6i méi
manh m¢ va toan dién, da dang
va phong phu, trén ca 4 mang
chinh 14 Quan hé truyén théng
v6i bao chi, véi nha du tu, khach
hang; Truyén thong marketing
SPDV; Truyén théng thuong
hiéu; Truyén thong ndi bo.

Nho su hop tac chét ché véi cac
kénh truyén hinh c6 uy tin va
dong nguoi xem, nhu VTV,
VTCI1, VITV, InforTV, ATV

ma su hién dién ctuia VietinBank
trén cac phuong tién thong tin
dai chung ludn dat tan sut cao
va su dinh huéng du luin, bao vé
thuong hiéu, xtr ly khung hoang
cling rat hi€u qua. Nam 2011,
VietinBank da dugc Media Tenor
International danh gia la “Ngdn
hang c6 d¢ phi truyén théng tot
nhdt” tai Viét Nam. Vi dinh
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huéng didy manh hoat dong ban
1¢, trung binh trong mot nam,
VietinBank thuc hién truyén
thong cho hon 40 chuong trinh,
phdi hop xay dung hang trim 4n
pham truyén thong, hang chuc
quéang cao truyén hinh va phat
thanh. Nam 2013, VietinBank da
trién khai hau hét cac cong cu
truyén thong dién tir cap nhat,
hién dai nhu email marketing,
SMS, smartphone marketing,
quang cao banner theo mang,
quang céo trén mang xa hoi, i
uu cong cy tim kiém, ing dung
QR code, poster dién tur.
Website VietinBank thuc su trd
thanh nén tang cho céc chién dich
marketing online vdi cong cu
tim kiém duoc t6i wu hoa, duge
xép thir 2 trong hé thong website
nganh ngan hang Viét Nam.
VietinBank dic biét chu y dén
hinh thirc PR online, do d6, muc
dd cap nhat thong tin cia Ngan
hang dugc danh gia 1a rat tét.

b. Kénh hé tro va phic dap yéu
cau cia khdach hang
VietinBank ting cuong hd trg
khach hang trén website chinh
thirc (Onsite) ciia minh. Hon
nira, dya trén nén tang cong
ngh¢ IP, tich hop Internet, cac
cong cu Video Conference,
Audio Conference va cac phan
mém CRM quan 1y lién quan,
VietinBank d dau tu xay dyng
thanh cong hé théng Contact
Center (Trung tam hé tro khéch
hang) dat tiéu chuan quéc té,
mot bude tién phat trién cao so
v6i Call Center, nham muc dich
phuc vu tat ca yéu cau vé dich vu
tai chinh ngan hang cua khach
hang mot cach nhanh chong,

chuyén nghiép, hién dai, hi€u qua
thong qua mot dau méi trao ddi
thong tin tap trung, thong nhat

va tirc thoi gitta khach hang voi
VietinBank.

c. Mike @6 da dang san pham
Mirc d9 da dang hoa san pham
dat trung binh bdi Ngan hang chu
yéu cung cip va cai tién cac san
pham dich vy truyén thong hién
c6. Song hién nay, hudng dén
muc ti€u trd thanh Thuong hiéu
ngan hang ban 1¢ s6 1 tai Viét
Nam, VietinBank cling da khong
ngumg nd luc nghién ciru va phat
trién cac san phém moi thuce sy
dang cép nhim dap tng cao nhit
nhu cau cta khach hang.

Khach hang c6 thé d& dang trai
nghiém dich vu VietinBank iPay-
dich vu Ngan hang tryc tuyén-
trén may vi tinh hay st dung ung
dung VietinBank iPay Mobile
App duge cai dit & cac thiét bi di
dong thong minh dé quan 1y tai
khoan moi lic, moi noi véi tinh
nang da dang va giao dién thong
minh. Pay 1a m¢t trong ba SPDV
cua VietinBank duogc Iwa chon
trao danh hi€u Sao Khué 2015.
VietinBank 1a ngan hang duy
nhét ¢6 san pham chién thing tai
nhém cac ing dung tiéu biéu trén
nén tang di dong va linh vuc cac
ung dung tién ich ca nhan.

Ngay 06/5/2015 danh dau sy
kién VietinBank cung cap dich
vu tai chinh VietinBank Premium
Banking toan dién va da chiéu,
trai nghiém 4n tuong, khac biét,
thoi thugng va giai phap tai chinh
hoan hao nhim gia ting gia tri tai
san ¢4 nhan, ximg dang voi dang
cép va nhu cau cua khach hang
uu tién.
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Xac dinh duge xu thé phat trién
tat yéu ctia kénh Ngan hang
dién tu (E-Banking), ndm 2013,
VietinBank tiép tuc dau tu, xay
dung ning cao chat lwong cac
SPDV E-Banking nhim dép
g nhu cau ciia da dang cac ddi
tuong khach hang. Sy tin nhiém
va tin dung dich vu E-Banking
cua khach hang dugc ghi nhan
tryc tiép tir nhitng con sé danh
gia vé sb luong khach hang, s6
lwong giao dich va doanh s6
giao dich trén kénh E-Banking
ngay cang tang nhanh qua cac
nam. Trong chuong trinh binh
chon “Ngan hang dién tu yéu
thich- My Ebank” tai dia chi
http://myebank.vnexpress.net
trong nam 2014 thi VietinBank
duoc vinh dy nam trong Top 5
Ngan hang c6 dich vu Mobile
Banking dugc yéu thich nhét va
Top 5 Ngén hang dugc quan tam
nhit tai Viét Nam do Bdo dién tir
VnExpress trao tang.

2.2.4. Sy hai long cua khach
hang

a. Uy tin, thuong hiéu
VietinBank ting cudng truyén
thong thuong hi¢u, dinh vi rd
hinh 4nh mdt ngan hang tin

cay, hiéu qua trong long khach
hang, nha diu tu va cong ching.
Thuong hi¢u VietinBank duogc
trao ting nhiéu danh hi¢u uy tin
tir cac to chirc binh chon trong va
ngoai nudc nhu “Top 500 thuong
hiéu gi4 tri nhét thé gioi nganh
ngan hang nam 2013 do tap

chi The Banker cong bd; “Giai
thudng ngan hang Viét Nam tiéu
biéu do ngudi Viét Nam binh
chon” (2013); “Thuong higu
manh Viét Nam” tir 2004- 2010;
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QUAN TRINGAN HANG & DOANH NGHIEP

Biéu db 4. Panh gia cia KH khi sir dung SPDV

cuia Vietinbank (2014)
D4 stk dung DV va khéng hai long 36%

Khong chonsir dung DV | 0%
Khuyén ngwdi khéic ding DV Iz%

P4 sir dung DV va néi tét 21%

i S

0% 10%
Biéu d6 5. Nguyén nhan khién KH khong hai
long

11% 11%

4% 4%
' I s

Thai dé L& suit Phidichvu ATMtra Dichwvu
phucvu thip cao tifnrdch  khéng tién
khéng tét loi

Nguon: buzzmetrics.vn

“Top 10 Thuong hiéu tiéu biéu
Sao Vang Dét Viét”. Pic biét,
VietinBank khang dinh vi thé 1a

20%  30%  40%

doanh nghiép

3 nam lién tiép
trong “Top 2000
doanh nghiép
16n nhat thé
gioi”.

b. Danh gia
cua khach hang
Trong nam
2014, trén social
media, theo
thong ké ciia
Buzzmetrics, ty
1é dugc can nhic
cua VietinBank
dang kha cao,
nghia la khi
khach hang c6
nhu cau st dung
dich vu ngan
hang, ho s€ co
can nhic dén

mot hodc mot sO ngan hang va
néu y kién cua minh trén social

media nham chia sé¢ hoac tim

Biéu d6 7. Ty, trong nhém KHCN
theo so lwgng SPDV

H <3 SP
m3-55P
m =5 SP

kiém 16i khuyén. Ty 1é khach
hang hai long khi sir dung
dich vu cua VietinBank va c6
phan hoi t6t chi 1a 21%, va
khong hai 1ong chiém ty trong
cao nhét (36%). Nguyén nhan
chu yéu la do thai d6 phuc vu
khong tot cung v6i 14i sudt

tién gui thz‘ip. Vi vay, ty 16

Biéu db 8. Panh gia cia KH Kkhi
st dung SPDV NH

[@H:ailong

BHailong 1
phan

BKhong hai

Nguon: Khdo sdt cua nhom tdac gia
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khach hang khuyén ban be,
nguoi than cua minh sir dung
dich vu tai VietinBank chi 1a
2%. Nhitng con s6 ndy cho
thiy rang hién tai nhiing an
tuong, sy hai long cua khach
hang d6i v6i nhimg SPDV ma
long ngan hang ciing cip la khong
cao, chung t6 Vietinbank can
nang cao hon nita hi¢u qua
ctia chién lwgc CRM tai ngan

Biéu db 6. Tan suit giao
dich cia KHCN

® Khich hang ung hé
m Khach hang giao dich mét lan

® Khach hang lap lai

hang.

Nhom tac gia ciing d tién hanh
khao sat ngau nhién 250 khach
hang cé nhan cta VietinBank
trong giai doan thang 3 nam
2015, dia ban diéu tra 1a cac quan
16n & Ha Noi. Duéi day 1a mot sb
két qua sau khi nhom thu thap va
xtr 1y s6 lidu (Biéu db 6, 7, 8).
Két qua khao sat thu dugc ciing
phan anh xu huéng gidng nhu
thong ké clia Buzzmetrics. SO
khach hang ung ho va lugng
khach hang c6 giao dich lap

lai & muec rat thap, chi 11,12%

va 41,5%. Trong tong s6 250
khach hang tham gia khao sat,

s0 lugng khach hang ca nhan

sir dung dudi 3 SPDV chiém da
50, diéu nay cho thiy hoat dong
béan 1é clia ngan hang van ¢ muc
thap boi ngan hang van con tap
trung kha nhiéu cho khach hang
doanh nghiép vén 1a cac khach
hang truyén théng ctia minh. S6
luong khach hang hai long mét
phan chiém ti 1¢ cao nhat 46,07%,
diéu nay chtng to chét luong
dich vu cua VietinBank chuwa hin
nhu khach hang mong doi. Theo
danh gia so bd ciia nhom tac gia,
nhiing khach hang dugc khao

sat phan 16n chua hai 1ong vé
thoi gian chd doi dé duoc phuc
vy, thoi gian giao dich chi trong
210 hanh chinh ctia ngén hang
con chua phi hop voi nhitng dbi
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tuong khach hang la can bd cong
chuc, va quy trinh con tuong

dbi ric rdi phtec tap. S6 con lai

la khach hang khong hai long,
chiém 13,57%, day thyc su 1a
nhitng khach hang c6 nhu cau rat
cao vé chit lugng, can ¢ nhiing
chuyén vién riéng voi nhitng ky
ning giao dich cao hon dé phuc
vu tot nhat nhimg ddi twong nay.
Nhimng két qua nay cho thay rang
céc chinh sach nham thu ht, duy
tri khach hang cua Vietinbank
chua hiéu qua, do do, ngan hang
can c6 nhiéu bién phap thu hut
khach hang hon nita dé ho tham
gia s dung SPDV ctia minh.

2.2.3. Giai phap

a. Hoan thién quy trinh CRM
hiéu qua

VietinBank can tiép tuc hoan
thién moé hinh t6 chirc hoat dong
huéng téi chuan myc va thong 1é
quc té theo tiéu chi hang dau 1a
“Hudng t61 khach hang”; nghién
clru img dung cac giai phap cong
nghé hién dai va xay dung van
héa VietinBank chuyén nghiép,
than thién, gan két cung sy phat
trién bén viing cua khach hang.
VietinBank c6 thé tham khao So
d6 4 nhu 1a mot quy trinh CRM
hi¢u qua.

Buwdorc 1: Thu thdp thong tin,
xdy dung co so dir ligu (CSDL)
khach hang

Thu thap thong tin, xay dung

So d6 9. Quy trinh Quan tri quan hé khéich hang hi¢u qua

Thu thap
théng tin, Phan tich
xdy dung CSDL KH

CSDL KH

54

CSDL théng nhat vé khach hang
1a budc dau tién va ciing 1a budc
nén tang dé xay dung dugc mot
quy trinh CRM hiéu qua tai
VietinBank. Vi tiéu chi day du,
chinh xac, kip thoi, c6 gia tri va
c6 dg tin cdy cao, Ngan hang sé&
thu thap va tap hop thong tin tur
nhiéu ngudn dé xay dyng CSDL-
noi luu trit tit ca thong tin can
thiét vé khach hang- giup ngan
hang c6 thé d& dang tim kiém,
danh gia, phan loai khach hang
va cap nhat thong tin mot cach
thuong xuyén, tur do dua ra dugc
nhiing quyét dinh pht hop va
khach quan.

Buéc 2: Phan tich CSDL khdach
hang

Tir nhitng thong tin ban du thu
thap dugc, cac can bg VietinBank
can xt 1y, phan tich dwoc dic
trung cua khach hang, cdc nhom
khach hang lién quan, dic diém
hanh vi, thoi quen cua khach
hang khi bat ddu mot giao dich.
Ngan hang c6 thé dya trén nhiéu
tiéu chi khac nhau dé budc dau
phan loai khach hang, phuc vu
cho budc tiép theo ciia quy trinh
CRM.

Budc 3: Phan logi khdach hang
va lwa chon khdach hang muc
tieu

Tir CSDL va két qua phan tich,
VietinBank c6 thé tién hanh phéan
loai khach hang dya trén nhiéu
tiéu chi khac nhau. Phéan theo

Phén loai va Xay dung
lira chon chinh sach
KH muc fuong tac

tiéu véi KH

Nguén.’ igtvietham.com
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mirc d9 rtii ro ¢6 thé chia thanh
khach hang t6i wu, khach hang
t6t, khach hang trung binh, va
khach hang loai yéu. Ngoai ra,
con ¢6 thé dua trén cac tiéu chi
phan loai nhu nganh nghé, muc
dich sir dung von hay loai hinh
doanh nghiép d¢ tién hanh phan
loai khach hang. VietinBank khi
lyra chon ddi tugng khach hang
muc tiéu cho minh ciing can phai
can nhéc, xem xét ky ludng, kiém
soat murc d6 rui ro c6 thé xay ra
& mot mue nhét dinh nham muc
dich dam bao an toan cho HDKD
cua Ngan hang.

Buéc 4: Xay dung chinh sdach
twong tic voi khdach hang
Chinh sach tuong tac véi khach
hang bao gém xay dung dich vu
hd trg khach hang, PR, nhitng
chuong trinh c¢6 tinh thuong
xuyén va dap ung duoc nhu cau
cua khach hang. Ngoai ra, viéc
ca nhan hoa khach hang cling
can duge cha Y, vi€c tuong tac
v6i khach hang c6 thé dién ra
bang nhiéu phuong phap nhu
gap g0 truc tiép, qua dién thoai,
qua email hodc ciing c6 thé qua
nhiing cudc khao sat, 1ay y kién
khach hang toan hé thong. Tir do,
s€ dem lai cho khach hang cam
giac dugc tran trong va gop phan
thiic day mbi quan hé hop tac tot
dep gitra hai bén.

Buwéc 5: Kiém sodt, dinh gid,
tiép nhén phén héi va diéu

chinh phu
hop
Kiém sodt, VietinBank
danh gia, can thudng
tiép nhan va xuyén trao
diéu chinh d6i thong
pht hop tin véi
khach hang
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thong qua nhiéu hinh thirc nhu
hdi nghi khach hang; cac chuong
trinh quang c4o, khuyéch truong
SPDV; t6 chite cac cude tham do,
diéu tra nhu cau ctia khach hang;
thiét 1ap duong diy néng. Thong
qua d6, Ngan hang truyén tai dén
khach hang thong tin vé SPDV,
xtr 1y cac yéu ciu ciia khach hang
va thu thap cac y kién phan hoi
ciing nhu khiéu nai cua khach
hang lién quan dén cac mat hoat
dong ngan hang. VietinBank
ciing can thiét luu trit dir liu
thong tin tap trung vé khach hang
dé thuan tién phuc vu hoat dong
trao d6i v6i khach hang.
VietinBank nén coi khiéu nai cua
khéch hang 1a tin hiéu dé ngén
hang khong ngimg cai thién chat
lwong SPDV. Nhiéu nhan vién
ngan hang, tham chi la can bd
quan ly cam thay lo ngai, s¢ hodc
khong thich khach hang khiéu
nai, hoac khi tiép nhén y kién
khiéu nai thi khong xac dinh trach
nhiém hay thién chi giai quyét.
Day la mot quan diém sai 1am,
bdi 1€ ngoai viée c6 co hoi chinh
sira, cai tién quy trinh cung cap
dich vu thi chinh viéc giai quyét
t6t khiéu nai ctia khach hang van
dem lai co hdi cho ngén hang gil
chan khach hang, dong thoi han
ché duoc sy lan truyén thong tin
xau do khach hang khong duoc
ngan hang giai quyét khiéu nai thi
dem su khong hai long ciia minh
nodi voi nhitng nguoi khac.

b. Ndng cao trinh dj va chat
lwong cham soc khdach hang cia
nhan vién ngdan hang

K¥ ning giir va phat trién khach
hang khong chi ndm trong pham
vi cia CRM hay b phan tiép
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thi ma nén dan chuyén sang

dén tat ca cac phong ban ciia
VietinBank, nham phat trién cac
dich vu khach hang, tao mdi lién
hé mat thiét gira khach hang vai
ngan hang. Tét ca cac bo phan
cta VietinBank phai dam bao
khach hang dugc cham séc tur khi
budc vao ngan hang dé giao dich.
B6 phan bao v¢, tiép tan 1a nhiing
nguoi dau tién khach hang tiép
xtic, cac ¢t chi 4n can, hudng
dan khach hang sé tao an tuong
d6i vi khach hang. Céc bo phan
nghiép vu nhu bd phan tién g,
ké toan, kinh doanh tu van va
thue hién cac dich vu cho khach
hang mot cach nhanh chong,
nhan vién cac bd phan nay quyét
dinh viéc duy tri va phat trién mdi
quan hé mat thiét voi khach hang.
Tuy nhién, trén hét phai 1a sy
chan tinh gin b6 cta can b
VietinBank v6i khach hang méi
c6 thé giit chan cac khach hang
truyén thng duoc, hay dic biét
hon Ia sy chia sé chan thanh
trong nhitng brc thu ciia Ban
lanh dao ngén hang g tdi cac
khach hang c6 quan hé véi ngan
hang vao thoi khic khé khan.
Nhu vay, trude hét phai dio tao
cho doi ngii can bd lam viéc co
tam, trach nhiém, hiéu sau hoat
dong cua khach hang, biét “chon
mat gui vang” cung nhau hudng
t6i twong lai. Mot sb giai phap cu
thé dé nang cao chét lwong ngudn
nhan lyc nhu:

Néng cao hiéu biét vé CRM va y
thiec huwong toi khach hang cho
nhdn vién: Cac nhan vién can
dugc dao tao tir giong di€u, tdi
ngdn ngi, thé hién su chan thanh,
than thién, tuan thu theo quy tic
va bao v¢ uy tin cua VietinBank.
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Céc khoa hoc nay s€ la cac khoa
hoc ngén ngay, c6 thé thuc hién
dudi hinh thirc moi chuyén gia vé
1am hoi thao, hay to chirc cac 16p
tap huan ngan han.

Ndng cao trinh do cong nghé
thong tin cho cdac nhan vién trong
ngdn hang: VietinBank co thé
thyc hién mé 16p dao tao dinh
ky, hoac thué cac chuyén gia dao
tao truc tiép. Mot cach nhanh va
tiét kiém hon, d6 1a dao tao cho
can b cong nghé thong tin cua
Ngén hang, sau d6 cac nhan vién
chuyén siu nay sé truc tiép giang
day lai cho cac nhéan vién trong
Ngén hang. Vi cong nghé thi [uén
d6i méi nén cac khoa hoc nay can
phai dugc thyc hién kip thoi, va
thuong xuyén hon.

DPoi véi cdc nhan vién quan hé
khdch hang: Truc tiép thuc hién
cong viée tong hop va phan tich
xur Iy, quan 1y dit liéu, can c6
nhiing khoa dao tao chuyén sau
nhu vé nghién ciru thi truong,
danh gia thi truong, ki nang xay
dung bang hoi, ki ning giao tiép,
khai thac thong tin va xu ly tinh
hudng. Thém vao dé, ciing can
dao tao thém cho cac nhan vién
nay kién thirc vé tong hop va
phan tich dir ligu, st dung cac
cong cu trg gitp thong ké.

Déi véi ban lianh dao cia
VietinBank: Ban lanh dao can
xay dung dugc quy ché hoat dong
quy dinh cho timg bg phén, quy
dinh chit ché vé quy trinh thyc
hién trong giao dich véi khach
hang, phai phd bién cu thé téi
toan nhan vién, coi d6 la nét van
minh va ting budc trd thanh van
hoa cua ngan hang. Dé ctng cb
cho viéc nang cao chit lugng
nhan luc trong ca chuyén moén va
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ki nang dao dac, Ban lanh dao
ciing can c6 nhitng chinh sach
méi hd trg nhu xay dung moi
truong lam viéc lanh manh, canh
tranh, gitp cac nhan vién c6 kha
nang phat huy nang luc va thang
tién trong cOng viéc. Can thuc sy
tin tuong va giao quyén cho nhan
vién, nham tan dung tdi da ning
lyc ctia nhan vién, giam sy chong
chéo, mat thoi gian trong cong
viéc, phu hop véi phuong thiic
giao dich mét ctra.

Mot phuong thire hiéu qua la

sir dung “Khdch hang bi an” dé
thu thap nhiing danh gia cua ho
vé thai do, k¥ nang, trinh do. ..
cua lanh dao/ nhan vién ngan
hang boi nhitng thong tin tir ho

1a nhitng bang ching hiru ich dé
phuc vu cong tac quan ly nhan

su va dao tao ngudn nhén luc

tai ngan hang. Ngan hang c6 thé
ctr chinh can b ctia minh dong
vai, nhung ciing c6 thé thué
ngoai (Outsoursing) bdo dam
tinh khach quan hon. Cac “khach
hang bi 4n” doi hoi phai tién hanh
giao dich that vé SPDV nao do,
¢6 kha nang dién xuat va xu ly
tinh hudng tot. Nhiing giao dich
danh gia phai dam béo tinh bi
mat tuyét ddi, tire 1 nhan vién
ngan hang khong bao gio biét
duoc vi khach nay dang danh gia
minh. Moi giao dich danh gia néu
bi nhan vién ngan hang phat hién
déu phai hity bo va thay thé bang
mot khach hang danh gia méi voi
kich ban hoan toan khéc.

Tit ca nhitng bao cdo cua cac
nhan vién trong vai “khach hang
bi an” déu dugc ghi chép can
than dua trén kha nang quan sat,
két hop voi nhitng doan ghi am,
chup anh hay video c6 thé dbi

chimg. Sau d6 két qua s& dugc
tong hop, so sanh va phan tich
bang nhitng phan mém thdng ké
chuyén biét dé dua ra cac tiéu chi
danh gia, phan loai nhan vién,
phan loai phong giao dich... tur
d6, c6 nhiing bao cao nhan dinh
cu thé va huéng phat trién trong
giai doan tiép theo giri vé cho
Lanh dao Chi nhanh, cac Phong,
Ban lién quan tai Tru sé chinh.
Day duoc coi la cong cu than
thién ctia ngan hang dé xac dinh
v6i can bo nhan vién rang ho
lubn bi kiém tra va danh gia bat
ctr luc nao, chinh vi vay ma thiic
day ho ludn nd lyc phan dau. Véi
nhiing can bg nhan vién c6 nang
luc thi viéc phat hién ra nhitng uu
diém dé ghi nhan, khen thudng s&
lam ho ga“in két bén chat hon véi
ngan hang.

c. Phat trién bén viing SPDV
ngdan hang theo huong da dang
hoa va khac biét hoa

Trong xu thé hoi nhap kinh té
quéc té, cudc canh tranh gitia
cac NHTM ngay cang manh mg;
do do, dé c6 thé dat duge muc
tiéu va chién thing ddi tha, danh
dugc uu tién ctua khach hang

khi lua chon SPDV ngén hang,
VietinBank phai tao ra nhimng

loi thé canh tranh, dem lai cho
khach hang nhiing gia tri ma ho
thuc sy coi trong. VietinBank can
nang cao chat luong SPDV, da
dang hoa cac san pham, ning cao
cong tac cham soc khach hang,
nam bt xu hudng thi truong dé
nghién ciru phat trién danh myc
SPDV da dang, linh hoat, phu
hop véi dac thu tung dia ban kinh
doanh va phan khuc khach hang.
Nham dap tmg tot nhat, dem
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lai sy hai long va théa man cho
khach hang, gop phan thu hut
khach hang méi, gia taing doanh
$6, déng thoi nang cao vi thé,
thuong hi€u ngan hang so véi
dbi thu canh tranh thi VietinBank
nén chii dong dau tu cho nghién
ctru thi truong, thu thap va xu ly
cac thong tin thi truong dé tich
cuc tim kiém, phan tich, ndm
bit kip thoi nhitng nhu cau tiém
an ctia da dang ddi twong khach
hang nham phat trién cac ching
loai, san pham moi c6 tinh sang
tao va tinh vu viét. Hon nira,
VietinBank can theo ddi thuong
xuyén, danh gia hiéu qua hoat
dong cuia danh muc dé dua ra
cac quyét dinh kip thoi loai bo
nhiing san phim kém hiéu qua,
tap trung dau tur vao nhiing san
pham c6 tiém ning, dap tng t6t
hon cac nhu cau ngay cang ting
cua khach hang.

d. Hoan thién kénh tié}? can va
twong tdc

M0t giai phap dac biét va trd
thanh mot vii khi chién lugc gitp
cac ngén hang co thé vuot qua
cac dbi thi canh tranh dé gianh
liy vu thé trén thi truong chinh
1a cach thirc quang cdo, truyén
thong cho san pham. VietinBank
nén quan tim siu sic dén viéc
truyén tai thong diép, hinh anh
thuong hi€u, SPDV mét cach
sinh dong thong qua cac kénh
quéang cao tan dung sy tién bo cua
cong nghé nhu:

- Quang cao man hinh LED
duong phd: v6i mau sic, hinh anh
song dong, thong diép ngan gon,
dé nh¢ cung dia diém dep.

- Quang céo trén phuong tién
thong tin dai ching nhu tivi,
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radio...

- Support Online- cdng cu chat
tryc tuyén va email hd trg khach
hang ngay tai Website clia ngan
hang

- Tao tai khoan trén cac social
media nhu Google Plus, Twitter,
YouTube, Facebook dé cap nhat
thong tin cho khach hang vé cac
san phim méi, cac chuong trinh
khuyén mai va nhan cac y kién
phan hoi, thic méc cua khach
hang. Day la hinh thirc mai trong
truyén ba va tiép can hinh anh
cta minh tdi khach hang.

Trang social media cta
VietinBank c6 thé truyén tai dén
cong ddng mang v6i 3 chu dé:
“Két néi ban bé”: Céc chuong
trinh giao luu, cudc thi hip dan
v6i muc dich xay dung cong
dong mang yéu thich ngan hang.
“Chia sé cudc song”: Gidi thiéu
cac hoat dong tur thién, gioi thi¢u
vé con ngudi ngan hang, vin hoa
doanh nghiép, méi truong lam
viéc nham lam cho cong dong
mang hiéu rd hon vé chan dung,
vé& hinh anh mot Ngan hang ning
dong va dong gop nhiéu cho xa
hoi va cong dong.

“Phuc vu khach hang” tap trung
vao cac théng tin vé SPDV,
quéang céo va thiic ddy viéc ban
hang qua mang.

Khi tao hinh anh dep, gay an
tuong tot cho khach hang vé chat
luong, tién ich cua cac SPDV
ngan hang hién dai va thai d¢
phuc vu nhiét tinh ctia nhan vién
ngan hang thi chinh khach hang
s€ tr¢ thanh cac can by Marketing
gian tiép cho ngan hang bing
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cach gidi thiéu cho ban be, nguoi
than vé ngén hang.

e. Lwa chon phan mém céng
nghé CRM phu hop

Hién c6 nhiéu nha cung cip giai
phép CRM trén thi truong voi
nhitng san pham tich hop da dang
tinh nang, phu hop voi moi yéu
cau ctia ngan hang. Mot sd tidu
chi co tinh dinh huéng trudce khi
quyét dinh Iya chon phan mém
CRM ma VietinBank nén can
nhéc la:

« Phan mém phai phi hop véi
chién lugc CRM ma ngan hang
da xay dung.

* Nhitng néi dung ctia CRM duoc
thé hién trong phan mém phai
day du cac cong cu chii chdt cua
CRM trong linh vyc: Quan ly
trién khai tiép thi; quan Iy cung
cép dich vu; quan 1y hd trg khach
hang. Chirc nang xtr 1y thong ké,
chirc nang dy bao trong nhiing hé
quan ly nay phai dap ung dugc
yéu cau cua ngan hang.

« Mirc d6 sin sang dau tu cua
ngan hang d6i v6i phan mém, bao
gdm yéu cau vé cac ngudn luc
can thiét nhu: tai chinh, hé thong
ha tﬁng IT, nhan luc.

« Kha ning tich hop ctia phan
mém ddi véi cac tmg dung khac
da co cua ngan hang.

« Kha ning hd trg cac phuong
thirc thu thap s6 liéu va twong tac.
« Kha ning tily bién cta phan
mém.

f- Ndng cao co so khdach hang va

cung co niém tin cua khach hang
Tam nhin dinh hudng cua

Customer Relationship Management”.
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VietinBank la s€ tré thanh mot
tap doan tai chinh- ngan hang
hién dai, da nang, theo chuin
qudc té, gitr vi tri try cot trong
nganh tai chinh-ngan hang Viét
Nam, tung budc chinh phuc cac
thi truong quc té, dem lai loi
ich lau dai cho c6 dong. Ngay
22/05/2015 vua qua, Ngan hang
TMCP Xing dau Petrolimex (PG
Bank) chinh thire sap nhép vao
VietinBank. Thong qua giao dich
sap nhap, VietinBank dugc st
dung gidy phép cua 16 chi nhanh,
63 phong giao dich va mang lu6i
quy tiét kiém cia PG Bank va
mé rong mang ludi chi nhanh
ctia minh dén tan x4, thon thong
qua khai thac mang ludi cua
Petrolimex (2.200 cay xang cua
Petrolimex va 4.000 cay xdng cia
cac dai 1y ctia Petrolimex) nham
tiép tuc chiém linh thi phan trong
nudc, tang 1oi thé canh tranh.
Hon nira, VietinBank c6 co hoi
mo rong co s¢ khach hang (tang
thém 15 triéu khach hang) dé day
manh hoat dong dich vu va tao da
phat trién manh mang ngan hang
ban 1é.

Trong thoi gian to1, viéc xay
dung, duy tri, gin b6 bén chat

va nang cao niém tin cua khach
hang hién tai va tuong lai 14 diéu
ma VietinBank can chii trong
bang sy bao dam chét lugng dich
vy, thai dg phuc vy, sy chuyén
nghi¢p va kha nang dap tng cua
nhan vién ngan hang trudc nhimng
nhu ciu ctia khach hang, d6i mai
cach thirc ban hang va thay doi
mo hinh phuc vu khach hang déu
hudng t6i khach hang. m
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SUMMARY
Review customer relationship management strategy at Vietinbank by Balanced Scorecard

In the trend of international economic integration, the degree of competition between Commercial Banks (CBs) has been
increasingly strong and stiff. A number of entities with a competitive “market shares” lead to the fact that attracting and
maintaining their own loyal and potential customers is not an easy problem.

The customer relationship establishment and development is crucial for CBs to become more successful. Currently,
Balance Scorecard is used as a common method to assess the effectiveness of customer relationship management strategy
for CBs’ business operation result. The article will research how to use this method for the purpose of evaluating the
effectiveness of customer relationship management strategy applications at CBs and Joint-stock Commercial Bank for
Industry and Trade of Vietnam (Vietinbank).
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ti¢p theo trang 26 tién hanh xac dinh cac mirc gia

thi truong thay doanh nghiép s€
giup xac dinh mac gia mot cach
chinh xac va nhanh chong hon,

to1 sy kho khan trong xay dung
céc bao cao phan tich. Cac yéu
t vé tai chinh va cac chi phi co
hdi ciing 1a mét trong nhiing kho
khan ctia doanh nghiép trong qua
trinh thiét 1ap cac bao cao phan
tich. Bé gitip cac DNVVN tiép
can mot cach tét hon véi APA, co
quan thué cin c6 cac bién phap
hd trg doanh nghiép vé chuyén
mon trong khi 1p hd so APA. m

v6i cac doanh nghiép 16n. Dé
cac DNVVN tiép can tot hon véi
APA, nhém tac gia dé nghi co
quan thué tién hanh cac cong viée
xac dinh bién d¢ gia thi truong,
dua trén thong tin chi tiét ma
doanh nghiép cung cap vé dic
tinh san pham va diéu kién giao
dich, diéu kién hop dong. Sau
do6, co quan thué tién hanh dua
két qua ra dam phan véi doanh

do co quan thué c6 thé manh vé
chuyén moén, co s¢ dir li¢u phan
tich so sanh.

- Ho trg DNVVN xay dung céac
bao céo phan tich so sanh trong
hd so APA. Céac DNVVN c6 thé
gip phai kho khan nay do nguon
luc cua doanh nghiép khong du
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nghiép. Pong thoi, co quan thué
trinh bay va chimg minh két
luén ctia minh dya trén cac bang
chimg thyc té. Viéc co quan thué

dé dap tmg viéc xay dung cac tai
lidu theo yéu ciu ciia APA. Trinh
d6 nhan vién han ché co thé 1a
mot trong cac nguyén nhan din

P CHi KHOA HOC & DAO TAO NGAN HA!
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