BAO VE KHACH HANG TAI CHINH VI MO TAI VIET NAM

PANG THU THUY *

Tém tit: Bai viét phan tich thuc trang bao v¢ khach hang tai chinh vi mo tai
Viét Nam theo bay nguyén tic cua chién dich thong minh, gdm: thiét ké san

pham phu hop; han ché chong chéo ng; tinh minh bach; gia ca hop ly; dbi xur

cong bang; bao mat thong tin cad nhan va co ché giai quyét khiéu ki¢n. Trén co
sO do, tac gid dua ra cac khuyen nghi bao v¢ khach hang tai chinh vi mo tai

Viét Nam.

Tir khoa: To chuc tai chinh vi md; khach hang tai chinh vi mo; bdo vé

khéch hang; Viét Nam.

1. To chiic tai chinh vi mé tai Viét Nam

Theo Ngan hang Phat trién Chau A
(ADB): Tai chinh vi mé (TCVM) la
viéc cung cap cac dich vu tai chinh nhu
tién gui, cho vay, dich vu thanh toan,
chuyén tién va bao hiém cho nguoi
nghéo va ho gia dinh c6 thu nhap thap
va cac doanh nghiép nho cia ho. Tai
Viét Nam, cac to chirc tham gia cung
cép dich vu TCVM duoc chia thanh ba
nhom: (i) t6 chitc TCVM chinh thtrc; (ii)
Khu vuc ban chinh thuc; (iii) Khu vuc
phi chinh thtrc.

Muc tiéu cia céc to chic TCVM la
huong dén viéc gitp do céac ca nhan, ho
gia dinh tich lily cho twong lai, trang trai
tién hoc cho con cai cta ho, hinh thanh
va phat trién cac du 4n kinh doanh nho,
hodc chi don gian 1a cung cip dén tan
tay khach hang cac dich vu tai chinh co
ban. Bdo vé khiach hang TCVM bao
gdém viéc cung cdp cac san pham dich
vu tai chinh dat yéu cAu va c6 chét
lwong t6i khach hang. Cac nha cung cip
dich vu TCVM can dam béo rﬁng cac
san phém tin dung ma ho dua t6i khach
hang s€ gitp khach hang cia ho thoat
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nghéo, ting budc phat trién. Thuc chat,
bao v¢ khach hang phai dya trén nguyén
tac rd rang: d6i xir v6i khach hang mot
cach minh bach, ton trong va khon ngoan.

2. Thuc trang hoat dong bao v¢
khach hang TCVM tai Viét Nam

Sau khung hoéng tai chinh thé giodi
nam 2008, nhiéu nha lanh dao, quan Iy &
cac to chitc TCVM 16n & céac quoc gia
dd dugc khuyén nghi phat trién theo
Chién dich thong minh véi bay nguyén
tic bao vé khéch hang toan dién trén
quy mo toan cau. Chlnh nhitng nguyén
tic nay dam bao rang, khach hang cua
cac to chirc TCVM duge ddi xir mot
cach ton trong va quyén lgi cua ho ludn
duoc bao vé hop phap, bao gom: (i) thiét
ké san pham phu hop, (ii) han ché tinh
trang chéng chéo ng va ng qué han, (iii)
tinh minh bach, (iv) gid ca hop 1y, (v)
d6i xir v6i khach hang cong bang va ton
trong, (vi) bao mat thong tin cd nhan va
(vii) co ché giai quyét khiéu kién. Cac
nguyén tic nay nham ngin ngira, giam
thiéu nhiing cang thang khi tra ng ciing

® Thac si, Hoc vién Ngan hang.
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nhu thuc thi tinh nhan van, dao dtc
trong kinh doanh.

Nhitng nguyén tic trong chién dich
thong minh hién nay da dugc 4p dung
tai kha nhiéu cac to chic TCVM trén
thé giéi (4232 t6 chuc, mang ludi
chuong trinh)®Y, phuc vu hang triéu
khach hang. Chién dich nay da duoc rat
nhiéu qudc gia huong Gmg vi mang tinh
xay dung va chuan muc ctia nd. Hién
nay, tai Viét Nam da c6 gan 20 t6 chic
16n nhé dang ap dung chién dich hiéu
qua va duoc thé giéi cong nhan nhu: T
chirc Tai chinh vi mé trach nhiém hiru
han (TNHH) mot thanh vién Tinh
Thuong (TYM), To chirc tai chinh vi md
TNHH M7 (M7 MFI), t6 chic SEDA,
Quy Phu nit nghéo, Quy Phat trién phu nit
Quéng Binh, Nhém Cong tic TCVM...

2.1. Thiét ké san phdm phit hop

Giong nhw mét s6 nganh tai chinh
phat trién, sw da dang vé cung cdp dich
vu tai chinh toi khdach hang co thu nhdp
thd'p tai Viét Nam van con khd han ché.
Vi du nhu linh vye bao hiém vi md van
con rat so khai, cac to chitc TCVM van
con dang chu trong dén linh vuc dich vu
tién giri, tin dung cta khach hang nghéo
hay mé rong hon 1a tiét kiém bét buoc.
O Viét Nam, khach hang nghéo thuong
c¢6 thoi quen muon néng tién tai ngudn
phi chinh thuc (phu’(‘mg, hui, ngudi than,
ban be...) va khi co tién mit thi ho lai
cat trong ti tai nha. Rét nhiéu khach
hang cia cac t6 chitc TCVM khi dugc
hoi déu nhan dinh réng, ho thuong c6 xu
huéng vay tién tir cic ngudn phi chinh
thtc hon 1a tir cac t6 chiic tai chinh
chinh thtc, bdi ho khé dap tng dugc
yéu cau tir phia to chirc ciing nhu khé ¢o

thé tim thdy san phidm vay phu hop véi
minh, mic du mot sé khach hang dugc
hoi y thitc dugce viéc ho s€ gap kha
nhiéu rui ro tir viéc vay tu cac t6 chirc
phi chinh thtrc cling nhu phéi chiu muc
141 sudt cao hon binh thudng kha nhiéu.

Quy mo6 khoan vay dugc cac nha
cung cip dich vu TCVM dua ra 1a khac
nhau, b&i vi mdi t6 chirc s& nhdm téi doi
tuong khach hang muc ti€u 1a khac
nhau. Ngan hang Chinh sach xa hoi
(VBSP) va mot s6 to chiic TCVM
hudng td1 phan khic thi truong khach
hang c6 thu nhap thp thi s& cung cip
cac khoan vay rat nho, phu hop. Con
Quy tin dung nhan dan (PCF) va Ngéan
hang Nong nghiép va Phét trién nong
thon (VBARD) thi hudng t&i phan khic
thi truong it ngheo hon. Theo Nghi dinh
28@ va Nghi dinh 165®, muc cho vay
t6i da voi mdi khach hang TCVM la
30.000.000 VND, diéu nay gitp cac to
chitc TCVM hoat dong tai nong thén co
thé giam tai nhu cau ting nhanh ddi voi
cac dich vu tai chinh tr phia khach
hang.

VBSP di dua ra 18 san pham cho vay
khac nhau cung véi cac khoan cho vay
trg cap ddi voi nguoi nghéo va ngudi
can tro cap ¢ vung kho khan. Céac san

@ http:/Amww.smartcampaign. org/about/campaign-
endorsers.

@ Nghi dinh 28/2005/ND-CP cua Chinh phu
ngay 09/3/2005 vé T6 chic va hoat dong ctia t6
chuc tai chinh quy md nho tai Viét Nam.

©® Nghi dinh 165/2007/ND-CP ctia Chinh phu
ngay 15/11/2007 vé& Sira dbi, bd sung, bii bo
mot s6 diéu Nghi dinh s6 28/2005/ND-CP ngay
09 thang 03 nam 2005 cua Chinh phu vé to
chirc va hoat dong cuia t6 chirc tai chinh quy mé
nho tai Viét Nam.
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pham cho vay tir phia VBSP nhu 13 cau
nbi trong viéc thuc thi cac chinh sach
cung vo1 cac co quan ban nganh trong
viéc tiép can cac viung kho khin va
nhitg ngudi c6 thu nhap thap. Trong sd
18 san phim duoc dua toi tay ngudi
dan, doanh nghiép thi da c6 17 san
pham huéng t6i khach hang nghéo, thu
nhap thip. Mdi san pham dua ra déu
dugc Thu tuéng Chinh phu phé duyét
thong qua cac mirc 13i suat wu di, s6
tién duoc vay t6i da va nguoi huong loi
chinh 1a nguoi ngheo nguoi co thu nhap
thip. Cac san pham cho vay bao gom:
cho vay theo nhéom trach nhiém, tra 1ai
theo thang va thoi han thanh toan
thuong tr 6 thang dén 1 niam hoic
khoan vay tra mot 1an khi dao han. Hai
t6 chuc 16n 1a Hoi Lién hiép Phu nir
Viét Nam va Hoi Nong dan Viét Nam
lam dai dién cho VBSP trong viéc thuc
hién mét sb bude trong quy trinh thuc
thi tin dung cia VBSP®,

Dong san pham ma céc t6 chuc
TCVM dua ra thuong bi gidéi han va
khong linh hoat. Cac san pham thudng
¢6 cac dic diém chung 13: quy mo khoan
vay nho, phuong thuc cho vay theo
nhém trach nhiém, tiét kiém bét budc va
phuong thtc thanh toan gdc giam dan.
Céc khoan vay thuong kéo dai tu 3
thang dén 2 nim. Tham chi nhiéu khach
hang cta cac t6 chirc con chon phuong
thirc tra ng hang tuan. Theo Luat Cac to
chte tin dung (2010)®), t6 chac TCVM
dugc nhan tién gui tiét kiém bat budc,
nhu:ng chi ¢ hai t6 chitc TCVM duge
cap phep la TYM va M7MFI duoc huy
dong tién gui tir cac t6 chirc cong, bao
gom ca tién gui tiét kiém tu nguyén. Tai
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Viét Nam hién nay, Quy tro vén cho
nguoi ngheo ty tao viéc lam (CEP) va
TYM I hai t6 chic TCVM c¢6 quy md
16m va hoat dong manh nhét. Hai t6 chirc
nay con cung cap nhitng khoan vay vé
nha & va vé sinh nudc sach. Bén canh
viéc cung cép cac san pham tin dung va
tiét kiém khan cdp, hau hét cac t6 chuc
TCVM con dao tao nguoi dan tao lap
cong an, viéc lam, cham so6c strc khoe
cua ban than va nhitng nguoi trong gia
dinh cta ho. Nhiéu nguoi cho rang, 13
sut trén cac khoan vay cia cac to chirc
TCVM cao hon so véi cac t6 chirc tai
chinh khéc, nhung nguoc lai vu thé cua
cac TCVM la cung cap cac khoan vay
cho cac khach hang ctia minh khong can
tai san thé chap, ddy chinh 1 diéu ma
cac to chirc tai chinh khac khong lam
duoc. Nhiéu khach hang tai cac td chirc
TCVM cho rang, phuong thic tra lai
hang tuan khong thuan lgi, hay ho
khong thich tham gia tién giri tiét kiém
bat budc... Chinh diéu nay ciing chi ra
rang, da dén lac cac t6 chirc TCVM céan
phai quan tdm, xem xét nhu cau, mong
mudn cia khach hang dé kip thoi dap
tmg. Pén khi ndo cic t6 chic TCVM
hiéu dugce viée ho can phai coi “khéach
hang chinh 1 muc dich quan trong nhét”
ma ho can huéng ti trong viéc phat
trién san pham ctia minh thi luc day cac
t6 chitc TCVM moéi c¢6 duoc nhing
chién luoc, phwong thirc tiép can khach
hang mot cach day du va chuyén nghiép.

@ http://www.vbsp.org.vn/evbsp/view_detail.
php?mtt=118&mamm=37.

® Pidu 119 Luit Cac to chic tin dung sb
47/2010/QH12 ngay 16 thang 6 nim 2010 ctia Qudc
hoi nudc Cong hoa Xa hdi chu nghia Viét Nam.
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Trong danh muyc san pham cia Quy
Tin dung Nhan dan (PCF) co ban gdm
¢6 cac khoan cho vay c6 thé chap va tién
giri tiét kiém tu nguyén. Ngoai ra, PCF
con cung cdp ca dich vu chuyén tién.
Hon ntra, PCF khong dung phuong phap
cho vay t6 nhém. Trude khi ky két hop
ddng cho vay khach hang, PCF sé& thoa

thuan phuong thirc thanh todn trudc
nhu: phuong thirc tra gbc va ldi c6 thé 1a
tra gdc va 1ai dan hay gboc giam dan.
PCF hudng téi thi truong khach hang
rong 16n nhung voi phan khuc 1a khach
hang khong qua nghe¢o, boi vi khi vay
khach hang can phai co tai san thé chip
(Bang 1).

Bang 1: Pic diém ciia cac nha cung cip dich va TCVM
trén thi troeomg Viét Nam

VBSP VBARD Ngan hang hop tac | T6 chitc TCVM
ICCFO/PCF chinh thire
M6 hinh | Ngén hang Ngén hang Hop tac xa tai Cong ty trach
chinh séach thuong mai chinh nhiém hiru han
Muc dich | Phi lgi nhuan - | Vi 161 nhuan Mang lai loi ich Tu vitng va dap
thuc hién muc cua céc thanh vién | img nhiém vy xa
tiéu chinh sach tham gia hoi
ctia Chinh phu
San pham | Cho vay theo Dua vao nhu Cho cac thanh vién | Dya vao nhu cau
cho vay chuong trinh cau cua khach tham gia vay. Dya | cua khach hang
du an cia hang va theo vao nhu cau cta va theo Luat
Chinh phu Luat Céc to khach hang va theo | Cac tb chic tin
chuce tin dung Luat Cac to chire dung
tin dung
Phuong Cho vay theo Cho vay c& Cho vay cé nhén Cho vay theo
thic cho | to nhém tiét | nhan; thi diem nhom trach
vay kiém va tin cho vay t6 nhom nhiém
dung tai mot s6 ving

Nguon: Tdc gia phan logi theo website ciia tirng té chikc

2.2. Han ché tinh trang chéng chéo
ng va ng qud han

Chinh phu dwa ra mot sd co ché dé
nham han ché tinh trang no qua han hay
chdéng no. Céc t6 chirc chinh tri xa hoi
tai Viét Nam t6 ra kha hi¢u qua trong
viéc bao vé khach hang cua céc to chic
tai chinh, giup khach hang khong bi roi
vao tinh trang ng quéa han hay chong no.
Hoi Lién hiép Phy nit Viét Nam 13 to

chtrc ludn cung cap thong tin ddy du ro
rang cua tiung t6 chtc tai chinh dén
khach hang vay tiém ning. Hoi nhu
mot t& chtrc trung gian cung cip san
pham dich vu cho VBSP t&i tan tay
khach hang. Ngoai ra, Hoi con dam
nhan vai trd cung cép kién thirc, k¥
ning giup cho khach hang cé thé tu lao

® Quy Tin dung Nhan dan Trung uong.
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dong san xuat. Can bo, 1anh dao cua
Hoi Lién hiép Phu nir Viét Nam ludén
cung cip thong tin ddy du, cap nhat vé
cac san phém, dich vu ma céc to chuc
tai chinh hién dang cung cip tai dia ban
dan cu ma khach hang sinh song. Cac
t6 chitc TCVM c¢6 su phdi hop dong bd
véi cac to chire chinh tri, x4 hoi dé co
nhitng thong tin tin dung cua khach
hang hay tinh hinh vay ng, hoan ng cua
tung khach hang tai dia phuong. Theo
Thong tu 03/2013/TT- NHNN®), Trung
tdm Thong tin tin dung (CIC) ngoai viéc
giam sat cac khoan vay 16n thi bay gio
thi diém cung cap, trao ddi thong tin tin
dung v6i hai t6 chic TCVM chinh thirc

va cac PCF. Theo du kién, CIC s& phat
trién chwong trinh phdn mém quéan ly
thong tin va bat dau chay thi diém vao
cubi quy IV nim 2014®. TYM da cd
géng nd luc dé ngan chdn tinh trang ng
qua han, chéng ng cua khach hang b.;ing
cach dua tai khoan no hién c6 vao viéc
tinh toan kha nang trd ng cung véi viéce
cung cap cac san pham bao hiém khoan
vay bét budc va tién hanh thanh kiém tra
thuong xuyén tai cac don vi nhom vay
trong khu dan cu. Ti 1€ no X4u cua cac
t6 chtc TCVM (nhu TYM, CEP,
M7MFI...), CCF (nay goi la Ngan hang
Hop tac)/ PCF va VBSP thuong thap.
(Bang 2).

Bang 2: T 1é n¢ xau ciia mét so td chire tai chinh

TYM CEP M7MFI CCF VBSP
2012 - 0,02 - 0,729 < 204(10)
2013 0,00% 0,03 0,05¢Y - <1%

Nguon: Mix market

VBARD thuong 4ap dung quy trinh
tham dinh tin dung kha chat ché trudc
khi tién hanh cho vay. Vi du, VBARD
s& giit gidy ching nhan nha dit coa
khach hang trudc dé tranh truong hop
khach hang s& sir dung gidy chimg nhan
nay dé tién hanh vay o t6 chirc tai chinh
khéc. Ti 1& no xau ctia VBSP niam 2012
la nho hon 2%, nam 2013 da giam
xubng murc thip hon 1%. Ciing tuong tu
VBSP, Hiép hoi Quy tin dung nhan dan
(VAPCF) cong bd ti 1é no xau cua cac
PCF 1a thap hon 1%,

Tuy nhién, mot s6 t6 chitc TCVM lai
cho réng,VBSP da gia han mot s6 khoan
vay tir phia khach hang ctia minh dé che
giéu no xau. Mot sd khac thi cho réng,
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no qua han cua cac khach hang cé thu
nhép thap trén thuc té cao hon rat nhi¢u

™ Thong tu s6 03/2013/TT-NHNN cia Thong
dbc Ngan hang nha nudc ngay 28/01/2013 quy
dinh vé hoat dong théng tin tin dung ciia Ngan
hang nha nudc Viét Nam.

® Tai hoi thao “Tai chinh vi moé bén viing va
trach nhiém tai Viét Nam” t6 chirc vao ngiy
19/8/2014 tai Sheraton, Ha Noi.

®) Ong Tran Quang Khanh - Chu tich HDQT
Ngan hang Hop tac tra 10i phong vin Bdo Pau
fw ngay 11/7/2013.

(19 “Plans to restructure VDN and VBSP to be
completed within 2013 Bussiness Time, 2013,
ti 1& nay tinh dén 15/6/2013.

@) M7-MFI t6 chic so két 6 thang dau nim
2014; http://m7mfi.vn/vi/ban-tin-m7/tin-tuc-su-
kien/1779-so0-ket-dau-nam-2014.html.

12 http://www.vapcf.org.vn.
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50 v6i bdo cdo va céc to chirc tai chinh
tién hanh vay nhitng khoan tién 16n tir
phia Ngan hang nha nuéc (SBV) dé ddo
no. Chinh sy yéu kém trong viéc trao
d6i thong tin gitta cac to chitc TCVM va
VBSP lam gia tang kha nang ruii ro cua
viéc ng chéng chéo va no qua han.

2.3. Tinh minh bach

Viéc minh bach 1ii suat trong ly
thuyét khong phai lic nao ciing dugc ap
dung trong thuc t&. Quy mé khoan vay
va 14i sudt ma VBSP dua ra mot mirc cb
dinh va dugc Thu tudng Chinh pht cong
bd trong timg Quyét dinh. Lii suit cia
VBSP thuong dugc tro cip nhiéu tir
phia Chinh phii va do Chinh pha kiém
soat. Moi thong tin vé 1i suat phai cong
bd coéng khai trén website chinh thirc
cua Ngan hang, tai co s& va dugc in
thanh to roi phat dén tan tay khach hang
khi ho bat dau tiép xac voi cac khoan
vay cia VBSP. PCF ciing phai cong bao
mirc gia cho vay va diéu kién vay trén
ngay tuong tai tru s¢ va thong bao qua
thong tin dai chung (nhu dai radio, kénh
dia phuong...) hay phéat to roi toi tan tay
truong thon dé ho co thé théng bao day
du dén timg ngudi dan tai noi cu tru.
VBARD thi cung cip to roi voi day du
thong tin vé 14i sudt huy dong va st
dung phuong tién thong tin dai ching dé
truyén tai thong tin dén khach hang. Cac
t6 chirc tai chinh nay con truc tiép lam
viéc v6i chinh quyén dia phuong cip
huyén, cip xa dé pho bién rong rai vé 1ai
suat tiét kiém dé khuyén khich khach
hang tham gia. Céc t6 chirc TCVM ciing
cong bd vé san pham tiét kiém bat budc
nhu mot phan khong thé thiéu trong hop

ddng cho vay ctia minh véi khach hang.

Tinh minh bach khong phai lic nao
cling thyc hién dugc trong thuc té, nhu
cac Ngan hang thuong mai (CB) thuong
cung cap muc 13i suat tiét kiém cao hon
quy dinh cho phép™®®, diéu d6 lai 1am loi
cho khach hang. Mot sb t6 chitc TCVM
va CB st dung ti 1¢ ¢d dinh dé nhim
lach mot s6 quy dinh ciia SBV. Nhiéu
khach hang cd nhan va doanh nghiép
phai céng nhan rang, ban hop dong ma
ho ky két thuong rat khé hiéu ddi véi
khach hang c6 thu nhép thap, dic biét 1a
cac diéu khoan vé quyén va nghia vu.

Viéc minh bach trong ting san pham
dich vu cta cac to chirc tai chinh cung
cip dén khach hang (bao goém ca san
pham bao hiém, tin dung, tiét kiém...) Ia
hét stc can thiét. Tuy nhién, phan khic
khach hang c6 thu nhdp thip thuong it
khi quan tdm qua nhiéu dén ban hop
doéng ma trong d6 c6 nhic dén quyén va
nghia vu ma ho phai thuc hién. Ho
thuong chi tap trung sy cha y tdi tai san
thé chap, goi san phim vay va phuong
thire tra no d6i voi cac khoan vay.

2.4. Gia cd hop ly

Cac to chuc tai chinh thudng cung
cp cac mirc gia khac nhau cho khach

(13) Thong tur s6 15/2013/TT-NHNN ciia Thong
déc Ngan hang nha nudc Viét Nam ngiy
27/6/2013 vé& Quy dinh 1di suét t6i da ddi véi
tién giri bang USD va dong Viét Nam cua t6
chitc, c4 nhan va Thong tu s6 16/2013/TT-
NHNN cua Théng déc Ngan hang nha nudc
Viét Nam ngay 27/6/2013 vé& Quy dinh i suat
cho vay ngan han t6i da bang dong Viét Nam
ctia td chuc tin dung, chi nhanh ngan hang nudc
ngoai dbi voi khach hang vay dé dap ung nhu
cau von phuc vu mét sd linh vire, nganh kinh té.
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hang ctia minh. Cac to chirc tai chinh
phi chinh thic c¢6 thé ap dung mirc 13
sudt chg den dao dong tir 10% dén 15%
/thang. Lai suat cia VBSP duoc cho 1a
thép nhét béi vi ho nhan duoc su tro cép
trén tirng khoan vay cua Chinh phu. CB
thudng tinh trén co so s6 du giam dan
va thinh thoang ho ap dung murc 13i sut
phang (vi du nhu cho vay tiéu dung).
PCF va VBSP tinh trén s6 du giam dan.
Rat nhiéu cac t6 chitc TCVM 4ap dung
mirc 13i sut phang v&i khach hang cia
minh. SBV khuyén céo dén nguoi dan
va to chue tai chinh nén ap dung cach
tinh theo phuong phap s6 du giam dan
vi cach nay hop 1y va khong gay bét loi
cho khach hang, nhung chinh khach hang
va t0 chuc tai chinh c6 vé yéu thich
phuong phap tinh 13i suat phang hon, vi
n6 dé hiéu. Chinh su don gian va d& hiéu
nay di 1am mo di nhimng diém bét lgi cho
chinh khach hang. C6 kha nhiéu khach
hang phan nan rang, i sut ciia cac to
chitc TCVM cao hon nhiéu so véi mirc
131 suat da duoc tro gia cia VBSP. Pay
chinh 1a 1y do VBSP van 1a t6 chuc tai
chinh c6 luong 16n khach hang & tat ca
cac vung mién trén toan quoc.

2.5. Doi xir véi khdch hang céng
bang va tén trong

Tét ca cac to chire tin dung chu chét
tai Viét Nam vé tong thé déu 4p dung
quy tic tng xir chuan muc va tuyét doi
ton trong quyén loi hop phap cua khach
hang. CB, VBARD, CCF/PCF va cic to
chire TCVM déu dbi xtr v6i khach hang
clia minh mot cach cong bang va ton
trong. Ngoai trir, c6 mot sb ca nhan, don
vi thira nhan rang VBARD trong timg
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thoi diém da co6 su an chia hoa hdng
khong hop phap. Nhung day chi la
nhirng suy nghi, boc bach cua tung ca
nhan khach hang cht hién tai van chua
c6 moQt nghién clru hay bao cdo nao chi
rd vAn nan d6. Hoi Tiéu chuin va Bao
vé nguoi tieu dung (VINASTAS) cling
dd co6 mot sd bao cdo vé viec mot sb dai
1y bao hiém ban khdng dich vu ctia minh
roi mang hét tién ctia khach hang bo
tron. Tuy nhién, dai dién phia VINASTAS
cling khang dinh van dé d6i xur cong
bang, ton trong v6i khach hang & linh
vuc tai chinh va kinh té cao hon rt
nhiéu linh vuc san xuat va thuc phém.

2.6. Bdo mdt thong tin cd nhan

Theo Luat Cac to chtc tin dung
(2010), SBV ciing yéu cau cac to chirc
tin dung bdo dam thong tin khach hang.
Khach ha‘mg cd quyén va nghia vu lién
quan dén thong tin tin dung cia minh va
quyen yéu cdu cac to chuc tin dung va
cac to chuc lién quan xem xét va diéu
chinh thong tin tin dung ctia ho khi ho
phat hién ra nhiing nham 1in hay sai
pham. Tuy nhién, VBSP van coéng b
tén khach hang cung cac khoan vay tai
cac diém giao dich cua minh, thuong la
& Uy ban nhan dan xa, bao gom ca tén
nhitng khach hang chwa hoan tra vén
vay. Dy ciing 13 mot van dé trong viéc
bao mat thong tin khach hang ma VBSP
can phai xem xét va tinh toan.

2.7. Co ché gidi quyét khiéu ki¢n

Co ché giai quyét khiéu kién tai mot
sO to chirc tai chinh chua dugc thong
thoang thuan lgi. Khi c6 bat ky thic mac
nao xung quanh cac khoan vay, thoi han
vay, hop dong vay... khach hang co thé
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gip truc tiép cac t6 chirc dé yéu cau
dugc giai thich, lam rd. Mot sd ngan
hang, PCF, t6 chitc TCVM d4 cung cip
duong day noéng hay trung tdm hd tro
khach hang® dé tao diéu kién thuan loi
nhit c6 thé cho khach hang. Rat nhiéu to
chuc tai chinh dua lén website chinh
thirc cia minh dia chi email dé khach
hang c6 thé truc tiép giri yéu cau dén bod
phan giai dap thiac mac. Ngoai ra, khach
hang c6 thé giri thic mac cta minh 1én
co quan quan ly (SBV, Cuc quéan ly
canh tranh ctia By Cong thuong), céc
hiép hoi (Hiép hoi Ngan hang, Hiép hoi
Quy tin dung nhan dan, Nhém Cong tac
TCVM Viét Nam...) hay VINASTAS.
Trung tdim hd tro tai cac t6 chuc tai
chinh s& giai dap cac thic mac don gian,
con néu thic mic cua khach hang phuc
tap, yéu ciu lam rd, siu sic s& duoc
trung tdm hd trg chuyén dén cac phong
ban chuyén mén dé kip thoi giai dap cho
hi¢u qua.

3. Khuyén nghi bao vé khach hang
TCVM tai Viét Nam

Van dé bao vé khach hang TCVM c6
y nghia v0 cung quan trong trong vi¢c
dinh hudng phat trién bén viing hé
thdng TCVM néi chung va cac t6 chirc
TCVM noi riéng duogc thé hién tai Dé an
xay dung va phét trién hé théng TCVM
tai Viét Nam dén nim 2020 (phé duyét
theo Quyét dinh ciia Thu twdéng Chinh
phu s6 2195/QD-TTg ngay 06/12/2011).
Quyén loi cua khach hang va loi ich cua
t6 chirc c6 mdi twong quan chat ché voi
nhau. Pé quyén lgi cua khach hang
TCVM tai Viét Nam duoc dam bao,
ching t6i xin c¢6 nhiing khuyén nghi sau:

3.1. Déi véi cic t6 chire TCVM

(i) Tang cuong minh bach hoa thong
tin dé ting uy tin va bdo vé quyén loi
khach hang. Dé bao vé quyén loi khach
hang va ting uy tin cua t6 chirc, cin
minh bach héa céac thong tin co ban cua
t0 chtc TCVM nhu: 13i suat, cac diéu
khoan hop dong, bao cdo tai chinh. T
chitc TCVM nén niém yét cong khai 1ai
suat, ddc biét the hién rd 13i sut thuc va
131 suat hiéu qua trong cac hop dong tin
dung. Giai thich rd cho khach hang sy
khac biét giita cac loai 1i suat khac
nhau, hién thi cac mic 13i suét thuc theo
cach co thé so sanh. Pam bao tat ca cac
diéu khoan cho vay khach hang déu
duogc biét va duoc giai thich 1d rang,
nhu: chi phi, tiét kiém bat budc, phuong
phap tinh, tin s6 thanh toan... Céc
quyén loi va nghia vu cua khach hang
trong glri tién va vay von dugc thé hién
rd0 rang trong cac quy dinh, va dugc
niém yét cong khai. Nén thuc hién kiém
toan doc lap thuong xuyén dbi véi cac
bao c4o tai chinh dé tang tinh minh bach
ctia to chic, tir d6 uy tin cta t6 chuc
TCVM duoc xdy dung, cing cb va
quyén loi ctia khach hang dugce dam bao.

(ii) Pua ra cdc san pham dich vu
TCVM phii hop. Céc t6 chitc TCVM can
tién hanh song song viéc cung cip cac
san pham dich vu tin dung phu hop véi
danh gid cac khoan vay mot cac nghiém
tac. Pay ciing chinh 1a bién phap dé
nham giam thiéu tinh trang chong ng.
Néu cac san pham dich vu khong phu

4 So dién thoai dugc cung cap tai website cta
cac to chirc.
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hop dugc dua ra tir cac t6 chitc TCVM
khac nhau hay cung mot to chirce TCVM
ciing dé dang 1am gia ting mirc d6 vay
no tir phia khach hang.

(iii) Ndng cao chdt lwong nguén nhan
lyc. Nang cao nang lyc can bd dao tao
ctia cac td chirc TCVM. Hoat dong dao
tao can b cd ¥ nghia rat quan trong khi
phat trién kénh dao tao truc tiép giita
can by véi khach hang str dung dich vu
TCVM, vi dac thu cua kénh dao tao nay
la c6 su tham gia ctia cac can bd dao tao
trong qud trinh huéng dan, dua ra nhitng
thong tin va kién thirc ma ho cung cip
cho nguoi nghéo co tac dong rat 16n dén
nhan thirc va hanh vi st dung san pham
tai chinh dbi voéi nguoi nghéo. Do do,
can bo can phai dugc dao tao c6 bai ban
dé nim ving duoc nhiing van dé lién
quan dén TCVM, cac san phdm cung
cip cho nguoi nghéo ciing nhu sin sang
dua ra nhitng 16i khuyén, tu van cho
ngudi nghéo khi ho can thong tin dé dua
ra quyét dinh tai chinh ding dan.

(iv) Tang cuong tuyén truyén/gido
duc tai chinh toi khach hang. Gido duc
tai chinh tip trung vao cac van dé& chu
chdt trong TCVM ddi véi khach hang
tai t0 chirc ctia minh théng qua viéc
cung cap cac théng tin rd rang minh
bach vé vin dé 1ai suat va chi phi giao
dich, chi phi co hoi trong TCVM. Thuc
hién nguyén tic bao vé khach hang
(thuc hanh TCVM c¢6 trach nhiém).
Tang cudng tuyén truyén vé lgi ich cho
khach hang va cong ddéng/xa hoi. Khoi
dong cac chuong trinh nghién ctu, diéu
tra khao sat vé kién thirc tai chinh cua
dan cu nham tién toi xdy dung cac
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chuong trinh, chién lugc qudc gia vé
nang cao kién thtc tai chinh ca dan cu.

3.2. Poi véi Ngin hang nha nwéc

(i) Hoan thién va som dwa vao sw
dung Trung tam thong tin tin dung
TCVM (CIC). CIC s€ 1a noi luu gitt va
cung cap cac thong tin tin dung (¢ mirc
do cho phép) ctua khach hang cling nhu
cac to chitc TCVM. Khi Trung tdm di
vao hoat dong chinh thirc thi cac théng
tin vé khach hang (khoan vay, lich st
vay ng...) s€ dugc cap nhap va st dung
dung vao muc dich va quyén lgi ciing
nhu trach nhiém cua khach hang TCVM
cling s€ dugc dam bao hon.

(ii) Tang cwong tinh trach nhiém
trong TCVM. C6 chinh sach khuéch
truong TCVM ¢6 trach nhiém, yéu ciu
cong khai, minh bach vé gia ca va co
bién phap phong ngira nhom c6 ¥ do
truc loi tor nguoi nghéo va thu nhép
thap. Cho phép linh hoat trong cach tinh
1ai nhung phai minh bach héa 13i suét
hiéu qua. Piéu quan trong dé bao vé
quyén loi khach hang va tang uy tin cia
t6 chic 1a can minh bach hoa cac lai
suit co ban. NHNN céan yéu cau cac to
chtitc TCVM niém yét cong khai 13i suat,
ddc biét the hién 1o 1ai suat thyc va i
suat hiéu qua trong cac hop dong tin
dung. Yéu cau cac to chtc 4p dung lai
suat cho vay & mirc hop 1y, trén co s&
cung - cau von thi truong, nhu cau vay
von va mic d¢ tin nhiém cta khach
hang vay, tiét kiém chi phi hoat dong,
tao diéu kién cho khich hang tiép cén
vén vay dé phat trién san xuat, kinh
doanh, gép phan giam d6i nghéo, cai
thién doi song.
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