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GIAI PHAP PHAT TRIEN DICH VU NGAN HANG PIEN TU TAI NGAN HANG
THUONG MAI CO PHAN HANG HAI VIET NAM - CHI NHANH THAI NGUYEN

Pao Thi Hu-(mgl*, Nguyén Thi Gfiml,

Nguyén Thi Thanh Tam', Nguyén Phiing Quén®

YTrieong Pai hoc Kinh té & Quan tri klnh doanh — BH Thdi Nguyén
2Uy ban Dan téc

TOM TAT
Phat trién cac dich vu ciia ngan hang dién tir 1a xu huéng tat yéu, mang tinh khach quan trong nén
kinh té hién dai hoi nhap kinh té quéc té. Loi ich dem lai clia ngan hang dién tir 1a rat 16n cho
khach hang, ngan hang va nén kinh te nho tinh tién ich, nhanh chong, chinh xac va bao mat. b¢ 1a
két qua tit yéu cua qua trinh phat trién cong nghé thong tin, duoc ung dung trong hoat dong kinh
doanh ngén hang, cac ngan hang trén thé giéi di va dang phat trién manh cac hoat dong dich vu
clia ngan hang dién t. Nhitng dich vu ngén hang dién tir hau hét da dugc cac Ngan hang Thuong
mai C6 phan Hang Hai Thai Nguyén 4p dung trién khai thuc hién, nhung lugng giao dich con
thip, nam 2017 tong quy md khach hang dat 7.850 ngudi, chiém 3,21% thi phan vé dich vu ngan
hang dién tr cua tinh Thai Nguyén. Nguyén nhan 1a do lugng khach hang thanh toan khong dung
tién mat thap, ddi twong khach hang chua da dang, cac san pham ngan hang dién tir chua thu hat
dugc nhiéu mbi quan tim cua khach hang. Bai viét nghién ciru thyc trang phat trién dich vu ngan
hang dién tr tai Ngan hang Thuong mai C6 phan Hang Hai Thai Nguyén (Maritime Bank Thai
Nguyén), tir do, d8é xuét cac giai phap nham nang cao chat lwong dich vu Ngan hang Thuong mai
Cb phan Hang Hai Thai Nguyén trong thoi gian t6i.
Tir kKhéa: Ngdn hang thiong mai ¢6 phan, dich vu, ngdn hang dién ti, phat trién dich vu, thuong
Mmai dien tu.

Ngay nhdn bai: 03/10/2018; Ngay hoan thién: 15/02/2019; Ngay duyét dang: 20/3/2019
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Developing e-banking services is an inevitable trend, objective in the modern economy of
international economic integration. The benefits of e-banking are huge for customers, banks and
the economy, thanks to convenience, speed, accuracy and security. That is the inevitable result of
the process of information technology development, applied in banking business, banks in the
world have been developing strong service activities of e-banking. Most electronic banking
services have been applied by Thai Nguyen Maritime Joint Stock Commercial Banks, but the
transaction volume is still low, in 2017, the total customer scale reached 7,850 people, accounting
for 3.21% market share of electronic banking services in Thai Nguyen province. The reason is that
the low number of non-cash payment customers, diversified customers, and electronic banking
products have not attracted many customers' concerns. The article investigates the status of
developing electronic banking services at Thai Nguyen Maritime Commercial Joint Stock Bank
(Thai Nguyen Maritime Bank), from there, propose solutions to improve the quality of banking
services. Thai Nguyen Maritime stock trading in the coming time.
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DAT VAN DE

Ngan hang Thuong mai C6 phan Hang Hai
chi nhanh Thai Nguyén (Maritime Bank Thai
Nguyén) dugc thanh 14p ngay 08/1/2014,
ban dau Mairitime Bank hoat dong 1 diém
giao dich, nay da thanh 14p 2 quay giao dich.
Ngoai nhitng nghiép vu chinh nhu huy dong
vén, tin dung, chi nhanh phat trién kha manh
dich vu ngan hang di¢n ta. Nhiing tién ich
ma ngan hang dién tir dang mang lai rat Ion
cho cac ngan hang & Viét Nam [1]. V& phia
ngan hang, tuy chi phi dau tu cong nghé ban
dau twong ddi ton kém, bu lai ngan hang s&
giam thiéu dugc viéc dau tu nhan luc dan
trai; Khong phai dau tu dia diém va céac chi
phi in 4n, Iuu chuyén hd so cho viéc giao
dich truyén thdng. Pdi vé6i khach hang, ho
s&é nhan dugc sy cung tng dich vu nhanh
hon rat nhiéu so véi truée day [2]. Theo do,
chi mot vai thao tac trén internet, mobile
hay qua hé thdng theé, khach hang c6 thé
thuc hién duoc giao dich chuyén tién. Voi
ngan hang dién tr, khach hang da tiét kiém
dugc chi phi, tiét kiém duoc thoi gian va
giam bét cac thu tuc gidy to [1],[3]. Dich vu
E-banking do Maritime Bank cung cdp bao
gom nhiéu loai hinh nhu: thé thanh toan, may
rit tién tu dong ATM, may POS, Internet
banking, SMS banking, Mobile banking da
dat dugc nhidu thanh tuu tir khi dwoc trién
khai. Va trong tuong lai, Maritime Bank dién
tir S8 tiép tuc phat trién manh, gop phan nang
cao vi thé cua ngan hang, dat duoc muc tiéu
tré thanh tap doan tai chinh viing manh trén
thi truong tai chinh Viét Nam.

PHUONG PHAP NGHIEN CUU

Thu thap sé liéu tha cap: Thu thap tir bao
céo két qua hoat dong kinh doanh, Béo céo
néi bo chi nhanh Maritime Bank Thai
Nguyén trong giai doan 2015-2017.

Thu thap sb liéu so cap: Tir diéu tra, phong
van khach hang c4 nhén ciia ngan hang dang
su dung dich vu ngan hang dién tu tai chi

nhanh lién tuc trong thoi gian 3 nam la 275
ngudi. Ap dung coéng thuc chon miu cua
Slovin n = N/(1+N.e?) trong d6 N la tdng
thé, e 1a sai s6 cho phép thuong 1a 5% [4],
ap dung cong thire tinh dugc s6 khach hang
khao sat 1a 163 nguoi.

Phuong phap phan tich: Su dung phuong
phap phan tich thong ké mo ta, so sanh. Két
qua xur ly trén phan mém SPSS 20.0, diém
danh gia tiéu chi thanh phan theo thang do
Likert (1-1,79: Kém; 1,8-2,6: Yéu; 2,61-3,4:
Trung binh; 3,41-4,2: Kha; 4,21-5: T6t).
TINH HINH PHAT TRIEN DICH VU
NGAN HANG DIEN TU TAI NGAN
HANG THUONG MAI CO PHAN HANG
HAI THAINGUYEN

Phat trién dich vy thuong mai dién tir tai chi
nhanh Maritime Bank Thai Nguyén duogc
trién khai ngay tir nam dau thanh 1ap. Mac du
cac ngan hang khac dang trién khai 1a BIDV,
Agribank, Sacombank, Techcombank... tuy
nhién chi nhanh lya chon khai thic mang
dich vu dién tir va coi 1a hoat dong chién luoc
cta chi nhanh tai dia ban tinh Thai Nguyén.
Hiéu qua cua phat trién dich vu ngan hang
dién td (NHDT) giai doan 2015-2017 1a: ndm
2015, tong s6 luogng thé 1a 2.500 thé, nim
2016 1a 4.400 thé va nam 2017 1a 6.700 thé
Qua ca 3 nam tir 2015-2017 tong sb thé ting
1én ro rét, nam 2016 tang thém 1.900 thé
tuong tng ting 76% so v4i nam 2015; nam
2017 tang thém 2.300 thé twong Ung ting
52,27% so v&i nam 2016.

Nguyén nhan la do nhéom khach hang su
dung thé cua ngan hang déu ting, ting cao
nhat 1a khach hang kinh doanh va can bo
cong chirc nha nude. Tong sd thé clia nhom
khach hang kinh doanh luén chiém ty trong
cao nhat, nim 2015 chiém ty trong 1a 40%
tong s6 thé, nam 2016 chiém ty trong la
44,77%, nam 2017 chiém ty trong la
48,51%. Téc do tang truong binh quin cua
nhom khach hang nay 1a 1,81% [5].
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Bang 1. Tinh hinh khdch hang su dung cac dich vu NHPT tqi Maritime Bank Thdi Nguyén

Don vi tinh: Nguoi

Téc dd ting

Loai hinh dich vu Niam Niam Nim So sanh 2016/201S  So sanh 2017/2016  truwéng GD
NHDT 2015 2016 2017 2015-2017

A (+1) % A (+1) % (%)
1.SMS Banking 1.100  2.100 4.500 1.000 90,91 2.400 114,29 102,26
2.Internet Banking 970 1500 2.700 530 54,64 1.200 80,0 66,84
3.Mobile Banking 70 300 650 230 32857 350 116,67 204,72
Téng cong 2.140  3.900 7.850 1.760 82,24 3.950 101,28 91,53

Dua vao bang sb liéu 1 co thé thdy, sb luong
khach hang st dung dich vu SMS Banking
duogc dung nhiéu nhét trong 3 dich vu trén va
déu tang trudng qua cac nam. Nam 2016, sb
lugng khach hang tham gia 1a 2.100 nguoi,
tang thém 1.000 nguoi twong Ung tang thém
90,91%, s0 Vi nam 2015. Dén nam 2017, s
lugng khach hang tham gia dich vy tang
4.500 nguoi, tang thém 2.400 nguoi tuong
ung voi 114,29% so véi 2016. Giai doan
2015-2017 ¢6 toc do khach hang ting truéng
binh quéan 1a 91,53%. S6 luong khach hang
tham gia tdng truéng manh qua cac nam, cod
thé noi dich vu SMS Baking ctia Maritime
Bank Thai Nguyén da dat dugc thanh cong &
bude dau. Dich vu nay duge st dung nhiéu
hon vi hau nhu khach hang mé tai khoan
giao dich déu dang ky dich vu tin nhin tu
ddng bao bién dong sé du tai khoan, dich vu
nay s& tao thuan loi cho khach hang kiém
soat ngudn tién ra vao [5].

Gia tri giao dich cia khach hang s dung
dich vu NHDT

Dich vu ngan hang dién tir 1a xu hudng tat
yéu cua thoi dai [6]. Khi trinh d6 déan tri
cang phat trién, nhu cau va doi hoi vé dich
cia nguoi dan cang nang lén [7]. Ngan
hang dap tng duoc tiéu chi tiét kiém duoc
thoi gian, cong sic, tién bac cho khach
hang. Dwa vao bang 2, ta thiy c6 55,44%
khach hang sir dung dich vu SMS banking,
37,22% khach hang st dung dich vu
Internet banking, va 7,34% khach hang st
dung Mobile banking [5].

(Nguén: MSB Thai Nguyén)
Bang 2. Gid tri giao dich cia khdach hang sir
dung dich vu NHDT tai Maritime Bank Thdi
Nguyén tir nam 2015-2017

S6 lwong  Tong phi -I;z;_ IgulﬁH
Chitieu  KH (triu N9
(ngusi)  dong)  Qv/T0Nd
s6 KH (%)
Téngsd  13.890 469,15 100
Internet
banking 5.170 284,35 37,22
SMS
banking 7.700 128,7 55,44
Mobile
banking 1.020 56,1 7,34

(Nguon: Maritime Bank Thdi Nguyén)
Dbi voi ngan hang, du ra doi trén dia ban
Thai Nguyén mudn hon cac ngin hang
thwong mai c6 phan khac nhung két qua
khach hang tham gia dich vu NHDT la
turong ddi cao, ngan hang BIDV ¢ khoang
9086 nguoi, Sacombank 8.743 nguoi... CoO
dugc két qua nay 1a do dudi su tu van tich
cuc va nhiét tinh ctia can bd nhan vién tai
Ngan hang, hién nay cang ngay cang co
nhiéu khach hang tin dung st dung dich vu
nay. Tuy nhién, hién téng s6 khach hang chi
nhanh dang quan ly 1a 27.490 nguoi (bao
gom 13.890 nguoi sa dung NHPT va
13.600 khach hang chi st dung th¢), ching
t6 con mdt luong 16n khach hang chua dugc
tiép can, tu van hay chua hiéu rd nhitng tién
ich ma thanh toan qua Maritime Bank cung
cép, vi vy trong tuong lai Maritime Bank
Thai Nguyén can quan tam, tan dung luong
khach hang hién hiru nay hon nita, nham
nang cao sb luong khach hang sir dung, ting
ngudn thu cho chi nhanh [5].

http://jst.tnu.edu.vn; Email: jst@tnu.edu.vn

11



Dao Thi Huong va Ptg Tap chi KHOA HOC & CONG NGHE PHTN 196(03): 9 - 14

Dé danh gia chit lugng dich vu NHDT tai Maritime Bank Thai Nguyén, tac gia tién hanh khao
sat 163 khach hang ca nhan dang sir dung dich vu nay tai ngan hang. Két qua danh gia cua khach
hang nhu sau:
Bang 3. Pdanh gid cia khach hang danh gid chdt hrong dich vy NHPT
tai Maritime Bank Thai Nguyén nam 2017

Thanh phan Cic bién Piém TB Y nghia diém trung binh
Nhan vién luén thé hién su quan tdm ca nhan 3,79 Kha
d6i vai khach hang
Nhén vién chu dong thong bao voi khach hang 3,63 Kha
khi NH thay d6i mirc gia va phi
Nhan vién giao dich v&i khach hang chu dao, 3,48 Kha
nhiét tinh h trg dé khach hang c6 dwoc loi ich
tot nhat
Ngéan hang c6 cac chuong trinh thé hién sy 3,41 Kha

S quan tdm dén khach hang (c6 chuong trinh

khuyén mai, nhén tin chtic ming, ting qua vao
nhitng ngay 1€, ngay dac biét...)

Nhén vién ngan hang luon lich sy, ton trong 3,71 Kha
va niém né vai khach hang
Nhan vién hiéu rd nhu cau dic biét va quan 3,36 Trung binh
tam dén nhu cau ca nhan cua KH
Pi¢m trung binh 3,56 Kha
Dich vu E-banking dugc ngin hang cung 3,24 Trung binh
g dén khach hang mot cach nhanh choéng,
chinh xac
Thu tuc dang ki s dung dich vu e-banking 3,563 Kha
don gian, nhanh chong
Khach hang cam thay tin tudng vao uy tin cua 3,21 Trung binh
Su tin cay ngan hang
j j Tén dang nhap va password, so tai khoan, s 3,57 Kha
du tai khoan va céac thong tin khac cua khach
hang dugc ngan hang bao mat
Nhan vién ngan hang luén tan tinh huéng dan 3,23 Trung binh
khach hang dang ki va su dung dich vu e-
banking
Pi¢m trung binh 3,36 Trung binh
Céc phuong tién vat chat trong hoat dong dich 3,19 Trung binh
vu ngin hang dién tir rat hap dan (trang
webste ciia ngan hang va céac thiét bj dé& dang
tiép can khi thyc hién giao dich dién tir)
o Chi phi dang ki cta cac dich vu ngin hang 3,27 Trung binh
P}ﬁgin}i;fn dién tir canh tranh
Ngan hang bo tri phuong tién vat chat thuan 3,11 Trung binh
tién cho viéc giao dich dién tir
Mtc phi thuong nién va phi su dung dich vu 3,24 Trung binh
cua ngan hang hop i
Piém trung binh 3,20 Trung binh
Ngan hang ludn sin sang dap Gng cac yéu cau 3,41 Kha
cua khach hang
Sudapung Ngan hang ludn giri bdo cdo két qua cac 3,15 Trung binh
giao dich E-banking va sé du nhanh chong,
chinh xac
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Thanh phin Cic bién Piém TB Y nghia diém trung binh
Toc do xu 1y giao dich cua hé thong tu dong 3,38 Trung binh
nhanh chéng, it co sai sot
Piém trung binh 3,31 Trung binh
Mang luéi cua ngan hang rdng, tién lgi cho 3,86 Kha
KH
Nhén vién xur ly cong viéc thanh thao va 3,30 Trung binh
Su bdo dam  nhanh chong
Thic mac hoac khiéu nai luén dugc ngén hang 3,25 Trung binh
giai quyét thoa déng
Pi¢m trung binh 3,47 Kha

(Nguon: Bdo cdo thwong nién Maritime Bank Thdi Nguyén)

Thir nhit, 1a s thau cam. Nhin chung diém
danh gia ctia khach hang & mirc kha. Dé c6 két
gua nay la do Ban lanh dao ngan hang da quan
tAm va sat sao chi dao téi toan thé nhan vién
ngan hang, ludn coi trong quan diém “khach
hang 14 thuong dé” dé phuc vu ho tot nhat.

Thtr hai, 1a sy tin cay. Do ngan hang duoc
thanh 1ap chi nhadnh & Thai Nguyén vao nam
2014 mudn hon cac ngan hang thuong mai cd
phan khac trén dia ban nén khach hang con
chua biét dén ngan hang nhidu. Nhu vay,
khach hang cin thém thoi gian sir dung cac
dich vu cta ngan hang dé c6 thé danh gia va
cai thién diém trung binh trong thoi gian téi.
Thir ba, 1a cac phuong tién hiru hinh. Két qua
khao sat 163 khach hang cho thdy, dé c6 thé
van hanh dugc dich vu NHPT doi hoi su hd
tro déc luc ciia cac minh ching hitu hinh nhu
co sO Vit chat cua ngan hang (tru s, ban ghé
lam viéc, su bay tri khong gian lam viéc,...);
trang web; chi phi, tin suat giao dich. Do
mtc phi duoc niém yét trong toan bd hé
théng nén muc phi con cao ddi véi khach
hang danh gia & chi nhanh Thai Nguyén. C6
thé trong thoi gian toi, Maritime Bank chi
nhanh Thai Nguyén dé xuat voi Maritime
Bank Viét Nam dé diéu chinh muc phi phu
hop vai tirng dia phuong, nhu vay sé thu hut
dugc dong dao khach hang tham gia hon.
Nhin chung két qua danh gia cho sy thau
cam dat & muac trung binh.

Tht tu, 1a sy dap ung. Ngan hang Maritime
Bank chi nhanh Thai Nguyén quan tdm tdi

nhu cau cu thé cta khach hang nhu: kiém tra
s6 du tai khoan, thong tin tai khoan, cap lai
mat khau, kiém tra giao dich... vao moi thoi
diém khach hang d& nghi. Két qua khao sat
dat mtrc trung binh.

Tha nam, 13 sy bao dam, cho thdy biét doi
ngil nhin vién ngan hang dugc dao tao rat bai
ban, dat muc kha. Hang nam Maritime Bank
chi nhanh Thai Nguyén cti cac nhan vién
tham gia cac khoa dao tao cia Maritime Bank
Viét Nam tai Ha Noi, két thuc khéa hoc nhan
vién duoc kiém tra sat hach va cap chung
nhan chuong trinh dao tao. Bén canh do,
thanh phan sy dam bao phan anh dugc tinh
bao mat, an toan va mang ludi ctia ngén hang
trong qua trinh phan phdi dich vu NHDT cua
minh dén khach hang nhanh nhit. Di voi
Maritime Bank Thai Nguyén, méi phat trién
trén dia ban Thai Nguyén duoc 8 nim nén sb
luong cic quay giao dich va chi nhanh cac
huyén chua dugc mé rong.

GIAI PHAP PHAT TRIEN DICH VU NGAN
HANG DIEN TU TAlI MARITIME BANK
THAINGUYEN

Thit nhit, da dang héa, ning cao chit
lwgng cac dich vu ngan hang dién tir

Céac dich vy ngan hang dién tor ma Maritime
Bank cung cap chua wu viét, phuong thirc
dang nhap con phuc tap, tinh nang mdi chi
dung lai ¢ cac giao dich co ban. S¢ giao dich
can phat trién nhiéu hon nita cac dich vu ngén
hang dién tir cia minh, dong thoi nang cao
chat luong dich vy nay.
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Thit hai, phat trién mang lw6i giao dich va
trang bi thém may méc phwong tién hd tro
cho cac dich vu NHPT

Hién nay ¢ So giao dich s6 may moc trang
thiét bi phuc vu cho dich vu ngan hang dién
tr con chwa dap wng nhu cau ca vé sé lugng
va chit luong.

Can ting cudng sd luong cic may ATM tai
céc diém dong dan cu nham tang tinh tién tich
cho khach hang.

Thit ba, ting cudng lién két hop tac véi cac
t6 chire khac

Can m¢ rong ddi tac hon nita nhu cic truong
hoc lién két thu hoc phi.

Nhanh chéng thiét 1ap mdi quan hé hop tac
lien két voi cac don vi, to chiic dé dich vu
NHDT duogc chip nhan rong rai, phd bién &
nhiéu co s¢. Do ciing 1a phuong thirc dé thu
huat khach hang str dung dich vy cia minh.
Thit tw, ddo tao ngudn nhén luc

Can bd sung kip thoi cac can bo tré co ning
lyc, ddng thoi phai phat hién va dao tao
nhitng can by co6 kha nang lam lyc lugng
nong cot.

Phai thuong xuyén to chirc cac khoa tap huan
dé huéng dan vé nghiép vu cho cac can bo.
Pay 1a mot dién dan thuc su b ich cho viéc
tap tiép thu kién thic nghiép vu méi dong
thoi trao doi kinh nghiém, khé khin thyc té
khi thuc hién nghiép vu va rut ra nhitng bai
hoc kinh nghié¢m.

Can phai quan tdm, chu trong t6i cong tac dao
tao nguoi str dung cac dich vu ngan hang hién
dai nay.

KET LUAN

Véi tam nhin tré thanh mét trong nhitng ngan
hang thuong mai hoat dong hiéu qua nhat
Viét Nam, cung cap nhitng san pham dich vu
va tai chinh da ning véi chat lugng theo nhu
cau thyc té cua khach hang, Maritime Bank
da dat ra dinh hudng phat trién dich vu Ngan
hang dién ti, s& tiép tuc mo rong thi truong,
tiép can thém cac nhom khach hang ci nhan
va khach hang doanh nghiép, gia ting quay
giao dich trén dia ban huyén, thi xa cua tinh
Thai Nguyén dé dich vu ngan hang dién tir
dugc phat trién hon trong thoi gian téi.
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