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MO DAU

1. Tinh clp thiét caa dé tai

Mot trong nhirng congcu hiru hiéu dang dugc cac doanh
nghiép trongdé cé cac Nganhang throng mai tai Viét Nam quan
tam trén khaico thé gilp doanh ngldp tao ra va duy tri cac éi
quan & bén vitng Wi cac nhom khach hangédni co, ¢ing nhr khach
hang tém ning, tr d6 ting gia ti cho khach hang, pa wu khach
hang nét cach &t nhit. D6 1a quan tri quan I¢ khach hang (CRM).

Voi mong mwn gop plan thiét 1ap, my rong, duy tri néi quan
hé khach hang va tim &in giai phap cho céng tic CRM trong 4to
dong kinh doanh trong t gian dén tai Westernbankba Ning, toi
quyét dinh chon dé tai “ Quan trj quan # khach hangdi Ngan hang
TMCP Phrong Tay - Chi nhanhba Ning” lam dé tai nghién ¢u
luan van thac § cia minh.

2. Muc tiéu nghién aru

- Hé théng héa o sv ly luan vé quan tri quan & khach hang

- Phén tichjanh gié tkrc trang quan tri quan i khach hangai
Ngan hang TMCP Rivng Tay - CNDPa Ning trong tli gian qua.

- B¢ xuit cac gii phaphoan thign cong tac CRMai Ngan
hang TMCP Phiong Tay - CNDa Ning trong tki gian dén.

3. Poi twgng va pham vi nghién airu

Poéi tirong nghién gu: Hoat dong CRMtai NHTM.

Phgm vi nghién gu:

+ Vé noi dung: Phan tich tre trang hait dong CRM &i WTB
Dba Ning theo tén trinh CRM, & d6 dua ra gii phap cho hat dong
CRM trong thyi giandén. Luan van ch giéi han ndi dung nghién gu
hoat dong CRM trong nghiip wu huy dong on, tin ding, dch wi
thanh toan, mua ban ngaé, dich w thé ATM nhung chra trién



khai hat dong CRM trong ngliip wu khac nir dau tu tai chinh,
chirng khoan,...

+ Vé khodng gian: Bi Westernbanba Ning.

+ V& thoi gian:

» Phan tich thc trang hat dong kinh doanh va CRMai
Westernbania Ning giaidoan 2010 - 2012.

= Giai phap hoan thién céngtac quan tri quan i khach hang
tai Westernbania Ning trong thi giandén.

4. Phrong phap nghién d&ru: St dung cac phong phap
thong k&, tng hyp, phan tich trénccsoy dir lidu thr cip aia ngan
hang, & liéu sv cap thu thp duoc bing phrong phapdiéu tradé rat
ra két luan va tim gii phap cho hat dong CRM.

5. Y ngha khoa hpc va thc tién cia dé tai

Hé thong hoa cac quadiém vé quan tri quan & khach hang,
duc Kt co s ly luan vé cong tac CRM.

Tim hiéu duoc nhing diém tich arc trong Kt qua dat duoc,
ciing nhr nhitng ©n tai, han cké va nguy@n nhan phét sinhir @6, dé
Xuat giai phap CRM phu b&p voi tinh hinh kinh doanhi@ Chi
nhanh.

6. Ciu tric dé tai: Ngoai pan mo dau, két luan, danh mc tai
liéu tham ko, luan vin dugc két ciu thanh 3 chong:

Chuirong 1: Gr s6' Iy lugn vé quan tr; quan i KH tzi NHTM.

Chuong 2: Thec trang CRM ti Westernbaniba I\kfng.

Chwong 3: Gui phap hoan thin CRM ti Westernbankba
Néng.

7. Tong quan tai ligu nghién aru

Tur truée dén nay,dé tai vé quan tri quan & khach hang trong
NHTM d& c6 nhéu nghién ¢u aia nhéu tac gi trén kHip ¢ nuoc,



cu thé nhr: Luan van: “Xay deng chrong trinh CRM #i Sacombank
Pa Ning” - Hoc vién: H Thi Kim Nga, rim 2007. Ldn vin: “Quan
tri quan ¢ khach hangai Chi nhanh Ngan han®au Tu va Phat
Trién Da Ning” - Hoc vién: Hynh Th My Linh, nim 2008. Lan
van: “Quan tri quan & khach hangai NH Néng Nghép va Phat
Trién Néng Théninh KonTum” - Hbc vién: Lé Th Kim Thay, nam
2011. Ldin van: “Quan tri quan i khach hangai Ngan hang TMCP
Céng Throng Bic Ba Ning” - Hoc vién: Lé Tinh Diém Loan, Am
2012. Lan van: “Quan tri quan B khach hang doanh ngpi tai
Ngan hang TMCP Céng Tng Viét Nam chi nhantba Ning” -
Hoc vién: Phan ThLinh Nga, am 2012.

> Trén @ s ké thira nhiing két qua dat duoc cia cac cong
trinh nghién @u treéc day, tac gi manh din lya chon dé tai: “Quan
tri quan B khach hangai Ngan hang TMCP Rifong Tay - Chi
nhanhba Ning”. Hon nira, dé tai nayduoc nghién é¢u lan dau tién
tai Westernbankda Ning nénday la céng trinh nghiénra doc lap,
khong trungdp wi bat ky tac gi nao khac.



CHUONG 1
CO SO LY LU AN VE QUAN TRI QUAN HE KHACH HANG
TAI NGAN HANG TH UONG MAI

1.1. KHACH HANG VA QUAN H E KHACH HANG

1.1.1. Tong quan & khéch hang

a. Khai nigm khach hang:Khach hang la @t tap hop nhing
ca nhan, nhém ngi, doanh nghip,...c6 nhu &u st dung sin phim
cia DN va mong mén dugc thba man nhu au d¢6. KH khéng nht
thiét [a nhirng ngroi mua &n phim aia DN. Ho ¢6 the 14 cac nhatau
tu, co quan gan ly va & nhirng ngroi lam viéc trong doanh ngbp.
Ho 1a nhing ngroi ma chiing ta pic wu du by ¢4 tra tién cho dch wi
cua chung ta hay khéng [8, tr. 14-16].

b. Phan laii khach hang: Dya vao mc dich sr dung, phan
loai khach hang thanh: khach harghic, khach hang ca nhan.

c. Vai tro @ia khach hang:Mgt 1a, KH la ngroi tryc tiép tao
nén doanh thu cho DNHai 13, KH 14 nhrng ngroi tuyén trugn sin
pham dich w cia DN \é chit lugng, gi& @, chrc ning, dic diém aia
san phim hay dch w d6. Ba 13, ho 1a nhitng ngroi 6 anh hrong to
I6n dén sy ton tai, phat trén cia DN. Tur 1a, KH ¢6 thé ¢6ng gop y
kién giip DN nang cao éhlugng hay @i tién sin prim, dch w.
Nam 1§ KH la “ang ten” thu thp théng tin th truong cho DN.

1.1.2. Quan i khach hang

a. Khai nigm quan h¢ khach hang:Méi quan & voi khach
hang 1a qué trinhubng tac hai chiu gita ngroi ban va ngoi mua
(khach hang), trondé hai bén cing tra@si cac ngén lyc lAin nhau
dé cungdat dwoc myc tiéu dia minh [3, tr.121].

b. Céc giaidogn aia msi quan hé khach hang



c. Gia ti cia mdi quan hg khach hang

+ Gia ti cho khach hang (customer value): Giacting ép
cho KH la s khac bét giira ong gia ti va bng chi phi éa KH. Gia
tri nay chia lam hai o co ban la gié ti chrc ning va gia tr tam ly.
Gia tri tam ly tté hién gia ti cia quan B khach hang, giaitnay
bén vitng hon nhrng ki khé coduoc.

4 Gia ti tr khdch hang (customer lifetime value): Giatir
KH la nhitng gia ti ma 6 chic nhin lai tir KH khi KH da duoc t
chirc thva man D6 1a gia ti vé mat kinh t va gia ti truyen thong.
1.2. KHAI QUAT V E QUAN TRI QUAN HE KHACH HANG

1.2.1. Khai niégm va dic diém quan tri quan h¢ khach hang

a. Khai nigm quan tri quan h¢ khach hang

“CRM la nt chién lwoc kinh doanh ném kea chpn va quin
ly cac mdi quan k¢ khach hang cé gia inhit. CRMd0oi héi mét triét
ly va vin héa kinh doanh ding \é khach hangié hé tro hiéu qui
cho marketing, ban hang, cundpcdich w va phan tich. Ning ing
dung aia CRM c6 th dam hio viéc quin ly quan i khach hang du
qud, mién 1a doanh nghiip c6 s 1anh dgo sang sit, c6 chén leoc
cong tydingdan va phu bp” [5, tr.19].

b. Pgc diém aia CRM: CRM la ndt chién legc, 1a nbt
phrong phap “toan @n”, c6 lién quantén toan b chu ky va hanh vi
mua hang &a mjt KH, CRM doi hoi ddi xtr v6i cac KH khac nhau
mot cach khéng ging nhau, CRM cho phép & dang, thu hat va
giir 1dong trung thanh riimg KH tt nhit, CRM gia ting hait dong
kinh doanh i tirng khach hang Bn tai caa doanh nglgp [12].

1.2.2. Chirc ning va lpi ich cia CRM

a. Chic nang aia CRM: Chic mang giao dch, chrc ning
phan tich, chc ning p ké haach, chic ning khai bao va gun ly,



chirc maing quan ly viéc lién ke, chrc nang leu trir va ép nhit, chrc
ning b trg cac dr an, chirc ning thio luan, chrc ning qun ly
hop dong, chirc rang quan tri [12].

b. Lgi ich cia CRM: M¢t la tang arong sr hai long dia KH,
quadoé ting $ luong KH mua dp lai, KH trung thanhHai 1a dam
bio DN tp trung vao cac fi quan 1§, cac hat dong bén ngoaiBa
la ¢danh giaduoc kha ning sinh bi cua trng nhém KHdé tap trung
vao nhom KH mangoi nhuin cao.Bon la ting kha niang khai thac
cac © hoi thi truong. Nam l1a huéng ©i taing arong ngwn hyc thi
truong, rim bit théng tin & cacddi thia canh tranh.Sau lagiam chi
phi ban hang, tim &n KH. Bay 1a khéng @n phai tim kiém nhiu
KH ma thay vaaiod la gir mot nhom KH d@. Tam ladam bao co bi
nhuan 6n dinh dai fan khi DN biét danh gia &i nhuan tir KH.

1.3. TIEN TRINH C UA QUAN TRI QUAN HE KHACH HANG

Tién trinh CRMtai NHTM duoc thé hién qua 5 krdc nhr sau:

Hinh 1.2. Tén trinh CRM

Xay drng @ s dir liéu vé KH
v
Phan tich ¢ <6 dix liéu,
phan bét khach lanc
v
Lva clon céng @ tuong tac
vai khach hang nrc tiéu
v
Xay cyng chinh sac
phuc w khach hang nrc tiéu
v
Kiém soatdanh gia
hé¢ théng CRM




1.3.1. Xay drng ov sé dir li¢u vé khach hang

+ Poi véi KHTC: Xay drng @ so dit lidu cia KHTC W cac
théng tin chung, théng tin tinh hinh tai chinh,rhdin & ban 1anh
dao, théng tin ¥ mbi quan 1§ voi to chic tin ding, chinh qun dia
phrong, Wi cac doanh nghp cung nganh ngh théng tin ¥ haat
dong SXKD, thyi gian giao dch, giao dch aia KH trugc day, ...

+ Doi v6i KHCN: Xay dyng @ so dit liéu caa KHCN W cac
théng tin © ban, théng tin ¢ dic diém nhan khu, thdng tin tai
chinh, giao &th aia khach hang tc day, thvi gian giao dch, ly do
khach hang thoi giacich Wi ngan hang,...

+ Phrong phap thu thp dt liéu: Luc lrong ban hangéshd
trg dac hyc trong véc cung p cac théng tin & KH. DN dan chuyén
sang kinh doanh #c tuyén tham gia vao tkong mai dién tir, xay
dung website. Ngoai ra, ¢ cong thu thip thong tin tec tiép nhr
mail, telemarkting, pléu diéu tra khio sat.

1.3.2. Phan tich ¢ s dir li¢u, phan biét khach hang

a. Phan tich o s3 di# ligu khach hang:La viéc thing ké,tinh
toan cac dir liéu vé khach hang, tr d6 phanloai KH theo trng nhom
dé DN thiét ké nhitng quyét dinh marketingphu hop voi KH. Viéc
phan tich CSDL khach hagi véi KHTC, KHCN khéac nhau.

+ Poi véi KHTC: Phantich CSDLIa phantich nHing théng
tin chung, théng tin tai chinh, théng tin ban |&ab, thdng tin quan
hé voi cac b chrc tin ding, chinh qugn dia phrong wi cac DN
cling nganh ngh thdng tin ¢ haat dong sin xuat kinh doanh, ...

4 Poi véi KHCN: Phantich @ so dit liéu caa KHCNI1a phan
tich nhiing théng tin o ban, théng tin ¢ dac diém nhan kAu, théng
tin tai chinh théng tin ha dong, ...

> Sau khi phan tich cac théng tin tr@w¥n hanh thc hién



viéc chim diém cho tng yeu t cia théng tin Dya trén éng diém
cua KH dat duoc, ngan hangé&phéan lai KH vao trng nhom KH
khac nhau.

b. Phéan bgt khach hang: Dya trén hai ti€uchi phan bét
khach hang theogia tri, phan bit khachhang theo nhu au.

+ Phan bit khach hang theo giditiGia ti KH la mt ham $
loi nhuin ma KH c6 th dem hi cho DN trong trong lai. Co6 tié chia
thanh nitng nhdm sau: KH cé giditnhit, KH c6 khi ning ting
truong cao nht, Below-zero (BZs), KHan chuyén dich

4 Phan bit khach hang theo nhiie Mot sb dic diém vé
nhu éu KH nhr 1a nhu du KH c6 tt¢ mang tinh tinh hing, nhu éu
KH c6 thé thaydoi theo thoi gian, nhu éu KH thuong cé & tuong
quan i gia tri KH, nhu du luén ludn thaytéi do ¢6 DN khong ti
dapung duoc sr thaydoi caa nhu @u aia khach hang.

> Sau khi phan lg khach hang, DN én hanhira chon khach
hang mac tiéu dé thyc hién chrong trinh marketing i@ DN. Lya
chon khach hang muc tiéula viéc khoanhviing mbt nhom dbi tuong
khach hang nhit dinh théng qua phatich @ sy dir liéu, sao cho
nhom khach hang nay phu hop nhit voi khai niém dap (ng tiéuchi
cua doanh nglgp. Pay 1a néi dung @ ban giup DN dat hi¢u qua
trong viéc thayddi hanh viva xac dinh chén lugc khach hang.

1.3.3. Lira chpn cdng a1 twong tdc Wi khach hang muc tiéu

Tuong tac i KH la sy hop tac, trongié DN va KH cungdo
dung mot giao dch cé bi cho @ hai bén, cho giaoich K tiép.

% Budc 1: Xacdinh i dung hat dong trong tac

% Budc 2: Xay drng céng @ tuong tac

% Budc 3:Déanh gidfrachon cong a tuong tac.



1.3.4. Xay drng chinh sach plac va khach hang muc tiéu

Coéng tacidh w khach hang.

4 Churong trinh l10ng trung thanh.

+ Cung ép sin prim va dch w theo yéu &u KH.

4 Xay drng truyén thong.

1.3.5. Kiém soét,danh gia k¢ théng CRM

a. Panh gia CRM: CRM, phrong thrc danh gia hiu qua can
phai lay KH lam trung tambanh gia CRMdugc thyc hién ddi véi
cac hat dong bén trong va hd dong bén ngoai Ngan hang.

* Mot S5 tiéu chidanh gia CRM trong NHTM:

- Panh gia bén trong: Két qua haat dong kinh doanh ia
ngan hang. &i ich khach hang mangilcho ngan hang. & trinh
tiép thi, ban hang cacia ptim dich w cia NH phii duoc don gian
héa: Khang thyi gian tr thu ntin, xir ly théng tin @a KH dén khi ra
quyét dinh thrc hién, ty 1¢ sir dung théng tin aa cac phong ngép
vu. Haat dong CRM to src canh tranh so & cac TCTD khac: Th
phin va gia tr nghiégp w cu thé dat duoc, chit lugng dch wi dat
dugc. Ho trg cdng tac gan ly diéu hanh aéa ban lanktao ngan hang
phai hiéu qua hon [3, tr. 224].

- Panh gia bén ngoaiTy I¢ KH chuyén tir quan tam sangis
dung sin ptm dich w, thi phin khach hangi@ ngan hang trédia
ban. Mrc do hai long, 10ng trung thanhia KH sr dung dch wi. Ty
lé¢ khdng hai long @a KH d& sr dung sin prim. Nhip do 1ap lai sir
dung dch w caa KH [12].

b. Kiém soat CRM:Pay la nét trong nlirng @ ché kiém soat
ndi bd nhim quan ly vadiéu hanh het dong CRM dia NH.
1.4.PAC TRUNG CO BAN CUA CRM TRONG NHTM

- CRM aia nganh kinh doanhich w: Qua trinh 40 ra, tiéu
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thy san prim dich w dién radong thyi véi 3 yéu t6: ngudn von,
trang thét bi va KH. CHit lugng dch wi vira 1a muc tiéu, vira la Kt
qua haat dong CRM ti NHTM, la tong hop loi ich NH dem hi cho
KH.

- Péi twong kinh doanhia NH la cac ith w tai chinh tn t@.
Tién wvira 1a nguyén @u aia yéu t6 dau vao vra la yu t dau ra.

- Hoat dong kinh doanh ngan hangédira trong rbi quan ¢
hét src da chng, phic tap.

- NHTM la mot cha thé kinh doanh trén thtruong tai chinh.
NHTM hoat dong di vay dé cho vay nén kinh doanh ngan harig g
nhiéu rii ro. Haat dong CRM phai ¢6 bign phap nem han ché rui ro.

- NHTM haat dong tuan theo quy éhquan ly cia ting laai
hang hoéatic biét d6 1a tién t&. Dodd, CRM trong NHTM phi cha y
dén yéu t6 phéap lydé dam bao haait dong kinh doanh c6 B qua.

KET LUAN CHUONG 1

Trong chrong nay,dé tai nghién ¢u nhing van dé ly luan co
ban vé CRM tai NHTM: khach hang, quanétkhach hang, én trinh
CRM, dic trung @ ban CRM trong NHTM. Dra trén o so ly thuyét
trong chrong, gilp ta nhin rim danh gia tiec trang CRM i NHTM
cu thé. Trén © s d6, dé ra nhiing giai phap phi bip cho hat dong
CRM d& d¢am bao cho NHTM kinh doantén dinh, phéat tén bén
vitng va c6 hju qui cao trong Bi canh cac ngan hang ngay cang
canh tranh gay @ nhr hién nay.
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CHUONG 2
THUC TRANG QUAN TRI QUAN HE
KHACH HANG T Al WESTERNBANK DA NANG

2.1. GIOI THI EU VE WESTERNBANK PA NANG

2.1.1. Gbi thiéu chung v WesternbankPa Ning

a. Qua trinh thanh lip va phat trén WesternBankba Ning

b. Co ciu té churc quan Iy ciia WesternBankpa Ning

2.1.2. Tinh hinh hat dgng kinh doanh aia WTB Pa Ning

a. Hogt dgng huydgng wén ciia WTB Da Ning

- Hoat dong huydong vn

- Co cau ngubn von huydong theaddi tugng KH

- Co cau ngubn von huydong theo K han

- Thi phin huydong von aia chi nhanh trédia ban

b. Hogt dgng tin dung

- Tinh hinh cho vayat WTB ba Ning

- Co Ciu dr ng theo thyi han

- Co ciu dr ng theoddi tugng khach hang

c. Hogt dgng kinh doanh khac

> Westernbank tén khai cac ¢ch w Ngan hang hin dai
trén dia banpa Nang dén nayda gan 6 nim nheng ket qua van chea
khang dinh duwoc Vi tri va vai trd ¢ia WTB tréntia ban thanh pt Ha
Ning. Vi viy, Westernbanba Nang ain duwa ra nhing gidi phap
CRM phu bp nhe mpt gidi phap trong kinh doanié tzo ra va duy
tri cac moi quan k¢ bén vitng Wi khach hang.
2.2. THUC TRANG HOAT PONG CRM TAI WTB PA NANG

2.2.1. Thre trang khach hang ciia WesternbankDa Ning

a. Tinh hinh khach hang giao &th: Ting din qua céac #m
2010-2012. § lugng khach hang am 2011 I 4.681 KH,ihg
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42,63% so &i nam 2010; @m 2012 #ng 11,86% so&i nam 2011.
b.Co ciu khach hang S6 lugng KHCN chém ty trong cao
hon so Wi KHTC.

c. Panh gia sr hai long aia KH tgi WTB Pa Ning

> Kha nang dap #ng sin phim dch w: Kha ning dap ung
san phim dich vu cua WTB Pa Ning dugc KH danh gia & muc do
rat ot chiém ty 1é thap tir O - 15%,da $ KH danh gia ¢ mac do
trung binh chém ty 18 tir 30 - 45%. Mt 5 KH danh gid san pham
dich vu con rat kém chiém ty 1¢ 0,5-1,6% nlr san pram vay \on,
thanhtoan xuit nhap khau, dich vu ATM, muaban ngoai té.

> Danh gia clat luong giao dch:

- Thoi gian xr ly tha tuc ho so: Pa $ khach hang danh gia
thoi gian xir 1y tha tuc hd so & mac do trungbinh chém ty I¢ cao,da
SO trén 40%. Thi gian xr 1y tha tuc hd so dugc danh gia rat nhanh
chiém ty 18 bé hon 14%.

- Thai d6 phuc vu cua nhan viénba $ KH danh gia tot vé
thai d6 phuc vu cia nhan vién WTBPa Ning. Tuy nhién, it s
truong hpp KH phan nan, danh gia chua.

- Panh gia lai sét, phi dch wi tai Westernbankba Ning: LAi
Suit huy dong von dugc KH danh giachii yéu la ét cao, caobinh
thuong theoty |é twong tng 1a 6,5%; 34,9%; 57,5%. L&i dutién
vay ciing dugc KH danh gia 1a rat cao, caopinh throng theoty I¢ 1a
8,1%; 38,7%; 52,7%. Phich w dugc danh gias mic trung binha
chi yéu chiémty 1¢ 87,6%.

- Hd so tha tuc: HO so thi tuc d6i véi cac @n pham dich w
tién gri tiét kiem, tién gri thanh toan, bdo lanh, chirytién trong
nuéc, deh wi the ATM duoc KH danh gia r rat don gian dén binh
thuong chém ty 1¢ cao. KHdanh gia b so thi tuc con plic tap
chiém ty Ié trén 10%d6i v6i cac gn phim dich wi nhr vay von, dch
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vu chuyén tién kiéu hi, dac biét khach hangtanh gia b so tha tuc
phic tap ddi véi san phim thanh toan xit nhap khau trén 50%.

> Déanh gia mic dé hai long @a KH: Ty 1¢ KH cam thay rat
hai long va hai long khién giao dch wi NH chiém ty I¢ cao trén
50%. Mot sd KH van chra hai long khi giao i¢h wi Ngan hang do
hd so tha tuc con plirc tap, thoi gian X 1y ho so con cm. Vi \ay,
dé tao mdi quan ¢ gitta KH wi Westerbanka Ning ngay cangdn
vitng hon va thu hat KH i thi ngan hangan c6 nlitng chinh sach
phuc wu KH thich hyp, da ding ton, aii thién hd so tha tuc, dao ho
nguon hyc dé giai quyét cong véc nhanh nfit va ci thién hait dong
CRM ti chi nhanh 1a rt trong nliing gii phapdé tang sr hai long
cia KH khi giao dch wi WTB Pa Ning.

2.2.2. Thrc trang cébng thc CRM dia Westernbank ba
Ning

a. Xay deng o o dir ligu khach hang

+ Ho so luu trén ghy to

- Tai phong kinh doanh:

+ KHCN: Ho so lwu gdm hd so phéap 1y, ching tr ching minh
nguon thu nkp cuia KH, ching tir lién quandén tai san bao dam, hyp
dong thé chap, hop dong tin dung, ching tir kiém tra sau vaya mot
sb ching tir khac.

+ KHTC: H6 so luu gom gidy phép dang ky kinh doanh, diy
chirng nkin mau diu, diéu 18 cdng ty, qugt dinh kS nhiém giam ddc,
quyét dinh b nhiém ké toan tnrong, biénban hop hi dong quan tri;
b4o c4o tai chinh, phrong an kinh doantciua KH, cac hop dong dau
ra, dau vao caa KH, hyp dong tin dung, hop dong thé chap tai san,
cac gidy to lién quan ¥ tai san, ching tr ching minhmuc dich sr
dung \on vay, kém tra sau vaya mot s ching tir khac.
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- Tai phong DVKH & Ngan gt Luu h so ddi véi KHCN,
KHTC nhr b phén tin ding, ngai trir ching tr lién quandén hd so
tin dung.

+ Ho so luu trénmay

M&i KH c6 mit sb CIF (Customer Information File), nhan vién
c6 thim quyén va KH la chi sb CIF ¢ tfe truy cip, tim kiém tit ca
théng tin tr 6 CIF nay. WTB xay dng @ so dit liéu khach hang theo
tirng phan & quan tri KH, phan & tién giri, phan k¢ tin dung, phan &
chuyén tién chi yéu la nhiing théng tin o ban, con & sai.

* Dit liu phin hoi cia KH: CAc @ liéu théng tin phn hoi cua
KH chi thu thp tir phan hi tryc tiép, khéngdugce cap nhit trén toan
hé thong.

* Phrong phéap thu tp dir liéu: Chra phong phu, ngan hang
thu thap dit liéu trec tiép, quadién thai.

» Nhin chung, thc trang CSDL khach hang trémic phan
hé nghiép v tai WTBPa Ning chi ¢ mirc dé co' ban, chra dap ing
duwoc mb hinh CRM, d¢i dung xay @¢ng CSDL conion diéu.

b. Phan tich & s¢ di# ligu va phan bgt khach hang

* Cong tac phan tichocsy dir liéu

Mot trong nlirng tng ding dau tién dia Ngan hang trong &
ldy théng tin tu trir 14 Ay 5 liéu b&o céo théng qua et ring
89991: “Xembao c40”, nhung thdng tin phan tich khéntgy du.

* Cong tac phan bt khach hang

- KH thugc nghiép w huydéng won: Phan bt KH dya vao $é
du tién goi dang giao ¢th cho @ KHCN, KHDN. Gom KH VIP1 ($
du TG trén 5 ¢ dong); KH VIP2 ($ dur TG 2-5 § dong), KH VIP3
(sd du TG 1-2 ¥ dong), KH VIP4 ($ du TG 500 tréu-1 ty dong),
KH VIP5 (sb du TG 200-500 tdu dong).

- KH thugc nghép w tin dung: WTB thuc hién phan lai KH
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quan g tin ding ddi véi KHCN, KHDN chi yéu dra vao uy tin tin
dung aia KH. Bao @m caclai KH: Loai A, B, C, D, E, F, G.

- KH thusc nghiéép w khac: NH chra quan tamdén cong tac
phan bét khach hang thic cac nghip wu khac dia ngan hang.

» Cobng tacphan lari KH condon diéu, chra c6 ngt tiéu chi
phan lazi cu thé, chra st dung phrong phap cim diém KH.

» Cong tac xaainh KH muc tiéu chra rd rang.

c. Lwa chyn cbng @ twong tac Wi khach hang muc tiéu

Tuong tac twc tiép wi KH, théng qua website
http://www.westernbank.vnfién thai, Fax, tin nkin, Email, phtu
thu thip théng tin KH, @i thu truc tiép, sr dung duong day néng,
cac dch w chim s6c KH nlxr Call Center.

> WTBDHa Ning da sr dung cong @ twong tac mang tinh
dai tra, chwa dua ra cdng @ twong tac w thé doi véi khach hang
muc tiéu. Westernbank gh c6 chrong trinh i nghi khach hang,
chira tz0 s¢ khac bt trong cong tacitong tac Wi khach hangié
gii long trung thanh g&a KH hay thu hat KH ém ning.

d. Xay drng chinh s&ch plac w khach hang nuc tiéu

- Poi voi KH goi tiét kigm: KHCN: Chi yéu tap trung vao cac
can b nhan vién, hu tri wi mic thu nfp 6n dinh. KHTC: Chi
yéu 1a doanh nglgp vira va nlo (SME).

> MO&i KH déu nhin dugc tin nhin chdc ning nhan ngay
sinh ntit haic ngay thanhap, ngay & Mai loai KH VIP ¢6 lai qua
tang nhan ngay sinh ahhay ngay thanhip khac nhau nhVIP 1
dugc taing 1 fing hoa va pin qua, éng gia ti 2 triéu dong; VIP2
dugc taing 1 fing hoa va pin qua, éng gia ti 1 triéu dong; VIP3
duogc ting phin qua ti gid 500.000VND, VIP4iugc ting qua tr gid
200.000VND, VIP5tugc tang qua tr gia 100.000VND.

- Péi véi KH ¢ quan i tin dung: KHCN: Chi yéu tap trung
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vao cac can ®dnhan vién, tu tri wi mic thu ntp 6n dinh va 1
kinh doanh céa th KHTC: Tap trung cli yéu la cac doanh ngip
SME nganh thong mai va dich w, xay drng, céng nglép.

- Poi véi KH si dung sin phim dich w khéc: Chra cé chinh
sach cam soc khach hangithé d6i voi KHDN va KHCN.

> Chuong trinh xay @ng chinh sach eim s6c KH ch yéu
chi trién khaidoi véi KH giao dch tien gi, giao dich tin ding 1a
chii yéu, chra c6 chrong trinh clim s6c KH & dung cac gn phim
dich w khac nle chuyn tién, s¢ dung dich w thé, dich w kieu hai,
mua ban ngai té, thanh toan qéc t, ...

e. Kiém soatdanh gia hé théng CRM

WTB Pa Ning chra c6 ngt chrong trinh kém soa,danh gia
hiéu qua cia viéc ap aing CRM. Tat ca chi dirng ki ¢ viéc thing ké
hing nim cac $ liéu nhr vé hiéu qui haat dong aia ngan hang.

2.2.2.Péanh gia cong tac CRM d@a WTB Pa Niing trong
thoi gian qua

a. Nhing thanh cong trong het dgng CRM: Ngan hangta
luu trir dugc mot luong thdng tin én vé khach hang, théng tidugc
cap nhit trén toan B thong. NH d& xay drng chrong trinh B tro
phan tich CSDL wa KH. Ba c6 & phan bt khach hang giaoich
tién goi, KH vay von vada cé chinh sachdhtrg, chim séc khach
hang. @ so vat chit vé cong ngk va ngn hyc cé trinhdd dam bao
cho viéc nang cao céng tac CRNi thi nhanh. $ luong khach hang
giao dch ti Westernbaniba Ning tingdéu qua cac am.

b. Nhizng han ché trong céng tac CRM

* Xay drng @ so dir liéu khach hang

- Luu h so trén ghy to tai WTB Da Ning c6 sy trang lap.
Théng tin lru giir nay khéng tidng nkit trongcung Ngarhang. Chra



17

ap dung lru trir hd so tai cac phong ban theo tiéu cim I1SO
9001:2008 dod chirc Quacert 4p.

- Chra chd tpng dén cong tac thu #p thém cac @ liéu cia
KH da trng giao dch.

- Dit liéu vé nang luc tai chinh cua KH c6 quan 1§ tin dung
duoc lru trén B so giay, khong cé pin mém hru trix dir ligu.

- WTB chra quin ly dugc cac khan tir chdi cho vay hac KH
hiy bo cho vaydé co théng tin lru trir cia KH va tir d6 s& dua ra
nhitng chrong trinh phit hop véi KH d6 hayla co s @ chon ya KH
vay \Won saunay.

- C4c dr liéu thong tin pan hoi cia KH khdngduoc cap nhit
va pto bién trén toan chi nhanté can § nhan vién 8 dang dm hit
dugc thaido va nhu éu caa KH.

* Phén tich ¢ so dir li¢u va phéan kit khach hang:

- Cong tac phan Bi KH trong hat dong tin ding chra ap
dung tiéu chi phan ko KH, chim diém khach hangwcthé, chra do
luong céac gia ircia KH dé cac chinh sach a@m séc, ban hang i
qua. Chra xay dng tiéu chi phan kg, chim diém khach hang.

* Lwa chpn cdng @ twong tac Wi khach hang mc tiéu:

- Chra dua ra cong ¢ twong tac @ thé ddi véi KH muc tiéu.
Céc cong ¢ tuong tacdang $r dung mang tintdai tra.

* Xay deng chinh sach plt w khach hang mc tiéu:

- Chrong trinh xay @ng chinh sach d@m séc KH cli yéu chi
trién khaidbi voi khach hang giaoidh tién goi va chra cé & dung
cac an phim dich wi khac.

* Kiém soatdanh gia I# thong CRM

Ngan hang afra c6 nét chrong trinh kém soat vadanh gia
hiéu qua cua viéc ap ding CRM i chi nhanh. Tt ca chi ding ki ¢
viéc thing ké ing rim cac $ lisu.
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c. Nhi#ng nguyén nhan xdt phat tr Westernbankdnh
hwéng dén hogt dgng CRM

+ Nang lec quin trj, diéu hanh @a can I quan ly

Ban lanhdao Ngan hang xadinh dugc tim quan tong aia

KH nénda chd tong dén cong tac CRM. Tuy nhién, hiodong nay
mang tinh phat, clra c6 k¢ thong.

4 Trinhdg, chuyén mon ngép w cia nhan vién

Mot sb can 1§ ngan hangai WTB Pa Ning Vin chra dugc
trang h kién thic vé CRM nén khong ththiy dugc tim quan tong
cua hat dong nay trong qué trinh kinh doanh.

+ Yéu 6 van héa 6 chirc, quy trinh cong vt

Chra xay arng vin héa 6 chic dinh hréng vao khach hang,
ldy khach hang 1a trung tadé phuc w. Cong tac ciim séc khach
hang con quécssai, mang tinhyt phat dia trng nhan vién.

4+ Yéu t cong ngld

Téc do xir ly cac giao ith chrong trinh Microbank cia cao,
thuong dip ar ¢6. Chra ap @ng cong ngh phin mém CRM. Dodo,
WTB Da Ning én st dung ptim mém quan ly haat dong CRM.

KET LUAN CHUONG 2

Qua phan tich hww dong CRM ti Ngan hang TMCP Rtvng
Tay, Chi nhanta Ning da cho ching ta cai nhin bao quétthc
trang quin tri quan k¢ khach hangai chi nhanh. Chi nhanta trién
khai hait dong lién quanién CRM nhrng ch & mirc d6 co ban, chra
c6 chinh sach CRMuycthé dé thu hat, gir 1ong trung thanhia khach
hang. Bén anh nhirng két qua dat duoc, Westernbanba Ning \an
con nhéu bit cip cin dugc giai quyét nhim hoan thin hé thong
CRM. Chinh vi Wy, doi hoi ngan hang an phai lién tuc cii tién,
hoan thén chinh sach dun tri quan & khach hang rim théa man
t6t hon nhu éu cia khach hang.
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CHUONG 3
Gl Al PHAP HOAN THI EN CONG TAC CRM
TAI WESTERNBANK DA NANG
3.1. CAN CU PE XUAT GIAlI PHAP CRM TAlI WTB PA
NANG

3.1.1. Phan tich mdi trong kinh doanh aia WTB Pa Ning

a. Mi truwong \i md: Mai trieong kinh € - x& i, M6i truong
chinhty  , M®&i truong cdng ngh

b. M&i trwong vi ma Do thii canh tranh, Ning lec tai chinh
cia ngan hang, trinhis, chit lwong aia can B nhan vién, moi
truong cdng ngh

3.1.2. Muc tiéu vadinh hwéng hoat dgng kinh doanh aia
WTB Pa Ning trong thoi gian dén

3.1.3. Muc tiéu vadinh hwéng hoat dgng CRM ciua WTB
Pa Ning trong thoi gian dén
3.2. GIAI PHAP HOAN THIEN CONG TAC CRM TAl
WESTERNBANK DA NANG

3.2.1. Hoan thén cdng tac xay arng CSDL W khach hang

+ Yéu @u w xay deng CSDL:

- Tap trung \& mot dau moi luu co so dir liéu aia khach hang
dé tranh tinh tang hru trang fip. Kha ning lién Kt giita cac théng tin
roi rac. Ma héa cac thong tinrli trir dé thuan tién trong qua trinh
khai thac.

- Phai dugc cip nhit thuong xuyén vaday du. Cac théng tin
duoc cip nhit phai c6 bing ching hru trit. Luu ho so tai cac B phan
theo tiéu chén 1ISO 9001:2008.

+ Thong tin @n b sung va ép nhit thuong xuyén

- Thong tin tép xdc \6i khach hang: lu trir cac théng tin
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trong qué trinh p xic i khach hang a ting can b qua thi
gian. Bao §m cac thdng tin: tén cardiam viec, thyi diém lam vic,
ndi dung lam véc, cac yéu au cia khach hang, & qua lam vic.
CA4c thdng tin & tiém ning phat trén aia khach hang.

- Thdng tin pAn hoi tir nhitng tacdong marketing: kru trir cac
théng tin pln hoi cua khach hang,...Théng tiré wr phan nan, ric
d6 hai long, céc téin vong aia KH, nhu du dic biét caa KH.

+ Ngwn thu nkip théng tin b sung:Hb so mo tai khain aia
khach hang, hiso vay \bn aia khach hang, péil thim do y kén cia
khach hang, ¢ nghi khach hang,&nhin xétdanh gia khach hang
va cac ngan khac.

4+ Phirong phép thu thp théng tin Thém ndt s6 hinh thirc
thu thip théng tin nir hoi nghi khach hang,éstheo déi ban hang.

3.2.2. Hoan thén céng tac phan bt khach hang

a. Poi véi KHTC: Trén @ s dit liéu v& KHDN, tién hanh
phan tich & so dir liéu va phan &t KHDN theo cac tiéu chi sau:

+ Tiéu chi 1: Phdn nhém KHDN theo gia dai lan —LCV

LCV uq = Doanh thu ¢éa WTB BN/ Tong khach hangia
WTB BN

LCV pykn = Tong doanh thu mangilcho WTB BN/ Tong
san phim dich wi khach hangisdung ti WTB DN

- Phan laii khach hang theo cac nhéod LCV trong dong.
Loai 1 1& nhédm khach hang cé gid thit, tiép dén 1a laai 2, 3, 4.
Loai 1, 2, 3, 4: Chn LCV khaing tir ...dén ... (tiy vao doanh thu
cia CN frng thyi diém va tng $ KHTC cia CN).

% Tiéu chi 2: Phan nhém KHTCékqua xép hang tin ding,
theo $ du tién goi binh quan va dm diém KHTC ¢ quan &tin
dung, chim diém KHTC cé quan &tién goi.

« Tiéu chi 3: Phan Bi khach hang the@i ich mangdi.
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Dé xuat phan chia khach hang thanh cac nhém tréssccac
muc loi ich mangdi cho Western Banka Nang.

% Tiéu chi 4: Phan nhom khach hang thea thian quan &
v6i ngan hang. \dc chim diém phan chia KHDN theo & gian
quan & véi ngan hang c6ai dung chi tét nhr phy luc 3.9.

% Tiéu chi 5: Phan nhém KH theo nganh adinh doanh.
Cin ar vao tinh hinh kinhé& xa i cua dia phrong, dr kién vé sy
phat trén cia th truong...WTBDa Ning € xay drng chinh sach ap
dung déi véi timg nganh. Cing han, giaidoan hién nay,ba Ning
phat trén nganh toong mai dich wi, du lich, xay ding, céng ngldp.

> Ty trong diém cho fring chi tiéu ddi véi KHTC.

> Piém tong hyp dugc tinh nhr sau:

Piém KHTC =Y Biém tiéu chi i x | trongdiém aia tiéu chi

Dya vao Kt qua chim diém tong hpp khach hang, & hanh
phan bét KHDN thanh cac nhdm KH: &hg Al, A2, A3, A4.

b. Déi véi KHCN

+ Tiéu chi 1: Phan Bi KH dua trén thdng tin chung.

% Tiéu chi 2: Phan nhém khach hang theo tiéu ciré G
guan ¢ voi ngan hang.

> Bang cach 6ng tng diém < theo céac tiéu chi. KHCN
dugc €ip xép vao cac lei va nhom nir sau Nhém 1: KH Kim
cuong; Nhom 2: KH Vang; Nhém 3: KHd8; Nhom 4: KHBéng.

* Lya chpn khach hang ot tiéu

Mdi khach hang managilloi ich khac nhau cho doanh nggi
Theo quy ic 80/20 éa Vilfredo Pareto, 80%pl nhuin aia DN dén
tir 20% khach hang mangi,l Westernbank in phii xac dinh dugc
khach hang nrc tiéu, ntiing khach hanga, dang va 8 mang &i loi
ich cao cho Westernbaxiké cé chinh sach phiop voi titng nhém
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khach hang. Khach hangumtiéuddi véi KHDN [a nhém KH Hing
Al, A2, A3 vaddi véi KHCN 1a nhém KH Kim a@rong, Vang, Bc.

3.2.3. Lira chpn cdng a1 twong tdc wi khach hang muc tiéu

Bén anh tiép tuc sr dung céng @ twong tac Wi khach hang
muc tiéu nhr hién tai. Ngan hang an lya chon cong @ tuong tac
phu hyp voi tirng nhom khach han¢g(HTC: Sir dung cbng @ tuong
tac khac nhau cho nhom KHahg Al, A2, A3.KHCN: St dung
cdng @ tuong tac khac nhau cho nhom KH Kinréhg, Vang, Bc.

3.2.4. Xay drng chinh séach plac vu khach hang nuc tiéu

Tay trng nhém KH ma co6 chinh sachyeghw khach hang
khac nhaubic biét d6i véi khach hang mic tiéu.Poi véi KHTC: Ap
dung chinh sach @m s6c cho nhom KH &hg Al, A2, A3.Pdi Véi
KHCN: Sau khi ¥p hang KHCN, KH Kim Grong, Vang, Bc
duogc cip thé Customer’s Loyalty. Khién Westernbank giacich thi
KH chi cin dua thé ra va § c6 cit ¢6 chim séc phi bp.

3.2.5. Tang arong kiém soét,danh gia hé thong CRM

a. Kiém soat: Thanh ip cac phong ban: Phong kinh doanh,
Phong DVKH - Ngan g Phong Hanh chinh-G6hg hyp. Mdi
phong cé nkim wu khac nhau, couskiém soéat chit ché 13n nhau.

b. Panh gia Hoan thén cong taaianh gia bén trong &anh
gia bén ngoai.
3.3. KIEN NGHI
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KET LUAN CHUONG 3

Dya trén thrc trang hat dong CRMd&dé cap trong chrong 2,
chuong 3da dé ra cac gii phap hoan tidh cong tdc CRM, céc &
nghi d6i voi NHNN va Westernbanldo la:

- Pé ra cac gii phap chung, cac gjiphap @ thé co tinh kf
thi cao nlim hoan thén céng tdc CRMai WesternBankba Ning

- Pé xuat cac kén ngh véi NHNN nhim lanh manh hoéa th
truong tai chinhdo sr 6n dinh trong hat dong kinh doanh NH.

- Pé xuat cac kén ngh ddi voi Ngan hang TMCP Rfong Tay
dé nang cao ¥thé cia ngan hang, nang caibcscanh tranh nm dat
dugc hiéu qua cao trong hat dong kinh doanh ngan hang néi chung
va hat dong quan tri quan B khach hang nai riéng.
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KET LUAN

Quan tri quan & khach hang khéng ¢mang 4i lgi ich cho
ngan hang ma con mang loi ich cho khach hang.d khach hang
va sr thoa man da khach hang la we tiéu ma qgan tri quan &
khach hanginéng dén. KH luén la nhand quyét dinh sr ton tai cua
ngan hang trong méittdng anh tranh kidc liét nhr hign nay.

Péi chiéu myc tiéu nghién €u, i dung Iin vin da hoan
thanh c&c nidm w co ban sauday :

- Hé thong hda o so ly luan vé quan tri quan & khach hang.

- Luan vin phan tich thic trang CRM i WTB Pa Ning, dong
thoi chi ra nhiing thanh céng, d4m cké, nguyén nhan phat sinh trong
hoat dong CRM.

- Trén @ s cac muc tiéu vadinh hrong hat dong kinh
doanh, hat dong CRM @ia Western Banba Niang, luan vin dua ra
Ccac ghi phap @ thé.



