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MO PAU
1. Tinh cip thiét cha dé tai

Viéc xdy dung mdi quan hé khach hang dai han s& giup giam
b6t sy roi bo cta khach hang, giam chi phi va ting doanh thu. D6i
v6i Ngan hang CP Viét Nam Thinh Vugng — Chi nhanh Pa Nang,
day 1a mot trong so nhitng ngan hang c6 sb lugng khach hang thoa
mén v&i chét lugng cta san phém, dich vu hién tai chua that su
nhiéu. Chinh vi vy, dé c6 thé thanh cong trong chinh sach sir dung
khach hang nhu mét céng cu canh tranh thi Ngan hang CP Viét Nam
Thinh Vuong - Chi nhanh Pa Néng cin xay dyng hé thong quén tri
quan hé khach hang (CRM) nhim tao ra va duy tri mdi quan hé bén
vitng v6i khach hang thong qua viéc thoa man tdi da nhu cau khach
hang, qua do gia tang gia tri cho khach hang, nang cao dugc hinh anh
ctia minh d6i v6i khach hang, va hd trg cho hoat dong cua doanh
nghiép dé dam bao khach hang dugc phuc vu tdt nhat.

Xuat phat tir nhan thirc trén va vi mong mudn tim hiéu, di sau
nghién clru va tng dung kién thuc da duge hoc vao thuc té, toi quyét
dinh chon dé tai ""Qudn tri quan hé khdch hang tai Ngan hang cé
phén Viét Nam Thinh Vwong VPBank, Chi nhdnh Pa Ning” 1am
ludn vin tot nghiép.

2. Muc tiéu nghién ciru

Nbi dung ctia luén van ch trong vao nhimg van dé chinh sau day:

- Hé théng hoa cac khai niém, kién thirc va cac van dé lién
quan dén quan tri quan hé khach hang va chon lya mé hinh tng dung
CRM phu hop véi diéu kién ngan hang thuong mai..

- Phan tich va danh gia thuc trang quan tri quan hé khach hang
tai Ngan hang CP Viét Nam Thinh Vuong - Chi nhanh Da Néng.

- Bé xuét cac giai phap dé xay dung hé thong CRM hitu hiéu.
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3. Poi twong va pham vi nghién ciru

- P6i twong nghién ctru: Hoat dong CRM tai Ngan hang CP
Viét Nam Thinh Vuong - Chi nhanh Pa Nang.

- Pham vi nghién ctru: nghién ctru thuc trang hoat dong CRM
& Ngan hang CP VPBank- Pa Néng tir 2010 -2013.

4. Phuwong phap nghién ciru

- Phuong phap xtr Iy thong tin dya trén nhimng dit liéu thir cip
thu thap tor Ngan hang CP Viét Nam Thinh Vuong - Chi nhanh Ba
Nang.

- Phuong phép diéu tra, phong van, thiét 1ap bang cau hoi két
hop véi phuong phéap phén tich va trinh bay thong tin.

5. Y nghia khoa hoc va thue tién ciia dé tai

- Dinh huéng cu thé hon hoat dong CRM cho Ngan hang CP
Viét Nam Thinh Vuong - Chi nhanh Pa Néng.

- Phan tich khach hang dé c6 mot birc tranh tong thé vé khach
hang va hiéu rd hon vé nhu ciu cua ho, thong qua d6 xay dung chinh
sach hop 1y dé thoa man hon nhu ciu ngay cang cao cua khach hang.

- Xay dung chinh sach cho ting khach hang muc tiéu

- Nang cao long trung thanh cta khach hang thong qua hoat
dong CRM
6. CAu tric ciia ludn vin

Ngoai phﬁn mé dau, két ludn va mot sb phu lyc, luan van duoc
chia thanh 3 chuong nhu sau:

Chuong 1: Co s6 1y ludn vé quan tri quan hé khach hang.

Chuong 2:Téng quan hoat dong kinh doanh va thuc trang CRM tai
Ngan hang CP Viét Nam Thinh Vugng - Chi nhanh Pa Néng.

Chuong 3: Panh gia va hoan thién hé thong CRM tai Ngan
hang CP Viét Nam Thinh Vuong - Chi nhanh Da Nang.
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CHUONG 1
CO SO LY LUAN VE QUAN TRI QUAN HE KHACH HANG
1.1. KHAI QUAT VE QUAN TRI QUAN HE KHACH HANG
1.1.1.Khach hang

+ Khai niém khach hang:

Khéach hang ciia mét t6 chirc 1 mot tap hop nhitng ca nhan,
nhoém ngudi, doanh nghiép... co nhu cau can sir dung san pham cia
doanh nghiép va mong mudn dugc théa man nhu cau d6 ctia minh.

+ Phin logi khdch hang:

Duya vao hanh vi mua ciia khach hang c6 thé phan thanh hai
loai: khach hang ca nhan va khach hang t6 chirc.

- Khach hang t6 chirc:

- Khéch hang ca nhan:

* Cdc logi khdch hang trong ngin hang

Tai cac ngan hang, khach hang thuong duoc tach ra thanh
nhéom dua trén s luong san phém dugc st dung va s6 két du tai
khoan, c6 hai loai khach hang khac nhau lién quan dén ngan hang:

- Méi quan hé giita cac khach hang c6 sé liwong sir dung sdin
phdm va sé duw tai khodn it voi cac ngan hang duoc goi 1a "quan hé
trao ddi giao dich".

- Mdi quan hé giita cac khach hang c6 sé liwong sit dung sdn
phdm va s6 du tai khodn nhiéu véi cac ngan hang sé tao ra mbi quan
hé "Gia tang gia tri" hoac "hgp tac".

* Mpt 56 diic diém vé khdch hang ciia Ngdn hang thuwong mai:

- Khich hang thudc nghiép vu huy dong von:

- Khach hang thugc nghiép vu cho vay:

- Khach hang thudc nghiép vu c6 lién quan dén cac dich vu

tai chinh tién t¢, tai sdn ctia ngin hang:



1.1.2.Gia tri khach hang

a. Khdi ni¢m vé gid tri khdch hang

b. Cdc yéu té quyét dinh gid tri danh cho khdch hang

C. Cdc giai doan phit trién ciia quan hé khdch hang

d. Méi quan h¢ giiva Marketing quan hé va CRM

1.1.3. Khai niém quén tri quan hé khach hang

a. Khai ni¢m

Trong bai luan vin nay, tic gia tiép can quan tri quan hé khach
hang theo khai niém: “Quan tri quan hé khach hang la mot phuwong
phdp giiip doanh nghiép tiép cin va giao tiép véi khdach hdang mot
cdach ¢é hé thong va hiéu qua, qudn 1y cdc thong tin khdach hang va
cdc van dé khdac nham phuc vu khéach hang tot nhdt”

b. Ban chit ciia CRM

Trong tAm ctia mbi quan hé khach hang 1a dich chuyén tir viéc

phdn phéi gid tri sang sdng tao gid tri.

A
Mbi quan CRM
hé
Marketing
truyén thong R
Giao dich San pham Ning luc

Hinh 1.3 Ban chit cia CRM
C. Lgi ich cia CRM
Giam chi phi tim kiém khdch hang;, Khong can phdi tim kiém
nhiéu khdach hang ma thay vao dé la giiv mot nhém khdch hang cii

cua doanh nghiép; Giam chi phi ban hang; Loi nhudn tir khdach hang



cao hon; Tang cuong long trung thanh cua khach hang; Danh gia loi

nhudn tie khach hang

1.2. TIEP CAN QUAN TRI QUAN HE KHACH HANG
1.2.1. Triét Iy twong tac khach hang one - to — one:

Tuong tac khach hang “one to one” 1a triét 1y cia CRM. Nén tang

cta triét 1y 12 “Phuc vu mdi khach hang theo mét cach riéng biét”.

Triét Iy nay bao gdm bdn budc co ban hay con goi la mé hinh

IDIC:

Thong tin dén t6 chire, vé khach hang va
nhu cau cua khach hang

|

!

!

Nhéan dién Phén biét Twong tac Ca biét hoa
khéach hang khéach hang véi khach khéch hang
(Identify) (Differentiate hang (Customize)
théng qua (Interact) cung cp san
thong tin cta théng qua théng qua pham va dich
qua trinh nhu cau va nhu cau va vu theo nhu
tiép xtic. gia tri ma gia tri ma cdu cla timg
khach hang khach hang khach hang
mang dén cho mang dén cho riéng biét
doanh nghi¢p doanh nghi¢p
CRM Phan tich CRM hoat d@ng

N

/

~

CRM Cong tac

Hinh 1.4 Cac cip d ciia CRM
Nguon: The IDIC Methodology ( Peppers and Rogers, 2004)
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Mo hinh IDIC c¢6 thé phan thanh hai hoat dong 16n 1a phan tich
va hoat dong.

1.2.2. CRM hoat dong (Operational CRM)

1.2.3. CRM phan tich ( Analycial CRM)

1.2.4. CRM cfng tac: ( Collaborrative CRM)

CRM cfng tac .
E-mail Call

Internet Center

Lién h¢
truc tiep

NG

CRM hoat
dong
Marketing Bén hang Dklﬁh ‘éu
tu dong tu dong ac
/CRM phan tich Phan tich dir liéu

11

Dir liéu khach hang

NG

Hinh 1.7 Thanh phan kién tric cia CRM
Ngu&n: Kracklauer va Mill, 2004, “Collaborative customer

relationship management taking crm to the next level”
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1.3.TIEN TRINH THUC HIEN CRM:

|
Tao lap Phan tich Phén nhom
CSDLvé M CSDL vé M) Valvachon
khach hang khach hang KH muc tiéu
B =
| |
——
Cong cu sir dung Xay dung chuong
huéng toi khach M trinh quan hé véi BB Danh gid cong tic
hang KH CRM

Hinh 1.8 Tién trinh thyuc hi¢gn CRM
1.3.1. Tao 1ap CSDL vé khach hang
1.3.2. Phén tich CSDL vé khach hang
1.3.3. Phan nhom khach hang va lya chon khach hang muc tiéu
4 Phén loai cic khach hang thanh nhitng nhém khac nhau:
Phan nhém KH theo gia tri: Muc tiéu cta doanh nghiép la

gia tang gia tri khach hang

« Tiéu chi 1: Phan nhdm khdch hang theo gid tri vong doi
cua khdach hang (Lifetime Customer Value LCV)

% Tiéu chi 2:Phan nhom khach hang theo sdan phdam, dich vu
dang sir dung

+¢ Tiéu chi 3: Phan nhém khach hang theo cdc chi tiéu tai chinh
va phi tai chinh

+¢ Tiéu chi 4: Phan nhoém theo chi phi

Phan nhom khach hang theo nhu ciu:.

4 Xdac dinh nhém khach hang muc tiéu:
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Chon cac khach hang ¢6 gi tri nhét trong cac KH theo tiéu chi phan
loai da lua chon.

1.3.4.Cong cu st dung hwéng téi khach hang:

4 Mot s6 cong vu twong tic véi khach hang:

+ DPanh gia cac hinh thirc twong tac:

+ Luwa chon hinh thirc twong tac:

+ Két qua ciia qua trinh twong tac:

1.3.5. Xay dung chwong trinh quan hé véi khach hang muc tiéu

1.3.6. Panh gia cong tac CRM

Dénh gia 1a budc cudi cing ciia mot chuong trinh CRM va

cling la co s¢ dé€ bat dau mot chu trinh mai.

DANH GIA BEN DANH GIA BEN

Nhu ciu, thai
do cua khach

Nang luc tao Nang luc
ra SP, DV cung cap SP,

Kha niing “hiéu” khach hang

e M L

|

___________________________________________________________

Hinh 1.9: Mé hinh dinh gia chuwong trinh CRM
+ Danh gia bén trong:
+ Danh gia bén ngoai:
1.4 NHUNG NHAN TO ANH HUONG PEN CONG TAC
QUAN TRI QUAN HE KHACH HANG

1.4.1. Nhan t6 bén ngoai
1.4.2. Nhén t6 bén ngoai
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CHUONG 2
THU'C TRANG HOAT PONG QUAN TRI QUAN HE KHACH
HANG TAI TMCP VIET NAM THINH VUOQNG - CHI
NHANH DA NANG (VPBANK DA NANG)

2.1.S0 LUQC VE LICH SU HINH THANH, CHUC NANG,
NHIEM VU VA TINH HINH HOAT PONG KINH DOANH
CUANGAN HANG TMCP VIET NAM THINH VUOQNG
(VPBANK)

2.1.1 Lich sir hinh thanh va qua trinh phat trién VPBANK
Pa Ning

2.1.2 Céc san phiam va dich vu kinh doanh

2.1.3 Chirc niing va nhiém vu ciia VPBank Pa Niing

2.1.4 Co ciu bp may to chirc quan Iy cia VPBank Pa Ning

2.15 Tinh hinh hoat dong kinh doanh ciia VPBank Pa Ning

a. Hoat dpng huy djng von

b. Hoat dong cho vay

2.1.6 Két qua hoat dong kinh doanh ciia VPBank Pa Ning
trong giai doan 2010-2013 (Phu luc 3)

Nho c6 sy ting trudng déu dan trong cac hoat dong kinh
doanh, nén két qua kinh doanh cia VPBank trong thoi gian qua
khong ngimg ting 1én. Toc do ting truong loi nhudn trong cic nim
gan day & muc cao. Ngudn thu nhap chi yéu van 1a ngudn thu tir
hoat dong cho vay va céac dich vu tin dung, chiém ti trong rat cao,
trén dudi 90% trong tong ngudn thu nhap cua VPBank. Hoat dong
kinh doanh ngoai hdi qua cac nim déu 15 nhung VPBank van duy tri
nhim da dang hoa cac san ph.'flm va dich vu cua minh. Hoat dong

kinh doanh chiig khoan ciing mang dén cho VPBank lgi nhuan dang
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ké va c6 xu hudng gia taing manh mé, loi nhuan tir chirng khoan kinh
doanh ndm 2013 tang 59,67% so véi 2012, loi nhuan tir chiing khoan
dau tu nam 2013 tang hon 200% so véi nam 2012 , déy loi nhuan tr

murc am sang duong.

2.2 CAC PAC PIEM CUA NGAN HANG VPBANK PA NANG
ANH HUONG PEN CONG TAC QUAN TRI KHACH HANG
2.2.1Pic diém khach hang
Khach hang chii yéu ma VPBank Da Néng nhim dén 1a khach
hang t6 chirc va khach hang ca nhan, thé hién rd trong bang 2.1
Bing 2.1: Ty trong khach hang giao dich véi VPBank Pa Ning
tir 2010-2013

Niam 2010 Nim 2011 Nim 2012 Nam 2013
Chi

eu | g§ | my | sé | Ty | sé | Ty | s& | Ty
nguwoi | trong | ngudi | trong | nguoi | trong | nQuwoi | trong

Khach
hang ca | 3.928 |90,60%| 4.734 |89,56%| 6.661 |88,60%| 10.627 (88,34%
nhan

Khéach
héngté 408 | 9,40% 552 (10,44% 857 [11,40%| 1.403 |11,66%
churc

Nguon: Bdo cdo thuong nién 2013 ciia VPbank
2.2.2 Chit lwgng nguon nhan luc
Cudi ndm 2013, VPBank DPa Ning c6 127 can b, nhan vién
dang cong tac, phuc vu tai, day, trong do: c6 69 can bd, nhén vién
nam, chiém 54,33%; trinh do chuyén mon cu thé 1a: 97 can bo, nhan
vién c6 trinh do dai hoc va sau dai hoc, chiém 71,65%, 27 can b,
nhan vién c6 trinh do cao dang, chiém 21,26% va 9 can bg, nhan

vién trinh do trung cép, chiém 7,09%.
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2.2.3Yéu t6 vin héa

Vin hoa doanh nghiép ciia VPBank duoc xay dung va vun dip
dua trén 6 gia tri cot 16i: Khach hang 1a trong tim, Hiéu qua,

Tham vong, Phat trién con nguoi, Tin ciy, Tao su khac biét.

Va véi phuong cham: “Huwéng téi khach hang 1a gia tri c6t
16i”, VPBank cam két thoa man tdi da loi ich cua khach hang trén co
s& cung cdp cho khach hang nhitng san pham, dich vu phong phu, da

dang, déng bd, nhiéu tién ich, chi phi c6 tinh canh tranh.

2.3 THUC TRANG CONG TAC CRM TAIl VPBANK — CHI
NHANH DA NANG

2.3.1 Thu thap thdng tin khach hang

a. H¢ théng thong tin khdch hang

% Tai bd phén tin dung: Ho so cua khach hang do can b
tin dung quan 1y khach hang luu tai Phong Tin dung, bao gdm:

& Ho so ciia khdch hang ca nhdn, bao gom

& Ho so cua khdch hang doanh nghiép vira va nho

& Ho so ciia khach hang doanh nghiép lon

% Tai by phan Dich vu khach hang: Luu giit cic hd so lién
quan dén hoat dong giao dich tién gui, chuyén tién, thanh toan cua
khach hang.

& Ho so khéch hang cd nhén

& Ho so ciia khach hang doanh nghiép vira va nho

+ Ho so ciia khdach hang doanh nghiép 16n

Viéc heu giit va quan Iy ho so gidy tai VPBank Pda Nang cé su
phan cdp ré rang, thudn tién cho viéc tim kiém ho so va kiém tra
thong tin khach hang khi két thic giao dich. Tuy nhién, cong tac

quan Iy, luu trit ho so tai cdc bé phdn chwa theo mét quy trinh chudn
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nén ciing han ché trong cong tac quan 1y ho so khdach hang. Hon
nita, thong tin phan hoi ciia khdch hang dwoc bo phan Dich vu khach
hang tié}? nhgn va trinh lén lanh dao, chuwa dwoc cdp nhdt vao hé
thong. Viéc ndy sé lam cho lanh dao VPBank Pa Nang bi dong va
khé khan trong viéc giit moi quan hé véi khdch hang.

b. Cac module vrng dung chwong trinh CRM

Ngan hang VPBank Da Ning néi riéng va Hoi s& VPBank no6i
chung déu sir dung phan mém Core Banking T24

Module CIF ( Customer Information File)

Mbi khach hang c6 mot ma $0, goi la s6 CIF; voi ma sb nay,
ngan hang c6 thé quan 1y duoc cac tai khoan khach hang tai ngan
hang, cac khoan vay cua khach hang tai thoi diém hién tai, s6 du tién
vay, s6 du tién gui, tai sdn dam bao, thoi gian thyc hién tin dung, tr
d6 gitp ngén hang dua ra nhiing chinh sach cho tirng khach hang phu
hop.

Nhin chung, qud trinh tao ldp va qudn Iy CSDL vé khdch
hang ciia VPBank Pa Nang dwoc thuce hién thieong xuyén. Tuy nhién,
nhitng thong tin nay con it va qud don gidn, hiéu qua dem lai cho
nguoi sir dung théng tin chwa cao. Viéc quan Iy ho so khdach hang
trén phan mém chwa phan énh day @i cdc néi dung ma ngdn hang
can dé cé thé danh gid duoc thuc trang tin dung cua khach hang tai
ngdn hang. Hon nita, mot $6 cdn bo, nhan vién chua nhén thire dwoc
tam quan trong cia cong tic CRM va ky ning sir dung chwong trinh
phan mém qudn tri chua thanh thao nén viéc cdp nhdt thong tin da
b6 qua mét s6 bude. Han ché nay dan dén khé khén trong viéc xdc
dinh khach hang muc tiéu va kho khan viéc trién khai chuwong trinh
CRM tai chi nhanh Pa Nc%ng mot cach hiéu qua.
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2.3.2 Xay dung CSDL vé khach hang

Xay dung CSDL vé khach hang 1a diéu can thiét truéc khi
budc vao xiy dung mét giai phap CRM ddy du, 14 nén tang cho bét
ky hoat ddng CRM nao. Pdi voi VPBank Pa Ning, dir liéu vé khach
hang da dugc xay dung, cap nhat. Tuy nhién tinh lién tuc va day du
ctia dir liéu vé khach hang dé thuc hién chuong trinh CRM chua
dugc dap mg, can bd sung dé hoan thién CSDL vé khéch hang.

2.3.3 Cong tac phan nhdm va lwa chon khéach hang muc tiéu

a. Cong tac phan nhom khach hang co quan hé tin dung

- Cdc chi tiéu tai chinh

- Cdc chi tiéu phi tai chinh: VPbank tién hanh phan nhom,
chim diém mot s6 chi tidu phi tai chinh sau:

+ Chi tiéu vé nang lyc va kinh nghiém quan 1y ( di véi khach
hang t6 chtrc) gdm 5 chi tiéu:

. Kinh nghiém trong nganh cua ban lanh dao lién quan truc
tiép dén du an dé xuat

. Kinh nghiém ctia ban 1anh dao

. Céc thanh tyu/thit bai ctia ban 1anh dao

. Tinh kha thi ciia phuong an kinh doanh

. M6i truong kiém soat ndi bo

+ Chi tiéu uy tin trong giao dich:

* Cong tdc phdn nhém chiam diém khdch hang:

Sau khi chdm diém xong céc chi tiéu tai chinh va phi tai chinh,
nhan vién chim diém tin dung, phéan loai va xép hang theo cac murc diém
va trong s6 ctia mdi chi tiéu nho theo 10 hang véi thang diém 100.

Tdng diém khach hang dugc xac dinh nhu sau:

Piém ciia khdch hang = Diém cua cdc chi tiéu tai chinh nam x

trong s6 phan tai chinh nam + Diém cdc chi tiéu tai chinh quy x
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Trong s6 phan tai chinh quy + Piém cdc chi tiéu phi tai chinh x
Trong sé phan phi tai chinh.

M&i khach hang khi d3 dwoc danh gia xép hang s& duoc xép
vao mot nhém. Dbi voi nhitng khach hang thuc hién giao dich lan
dau, cong tac cham diém s& dwoc nhan vién tin dung thuc hién ngay
khi 1am ho so giao dich, véi khach hang dugce danh gia xép hang A
trd 1én s& duoc Ngan hang chip nhan cho vay. Cong tac chim diém
khach hang duoc VPbank Pa Ning thuc hién chim diém dinh ky 6
thang/1 lan.

b. Céng tic phin nhém khéch hang cé quan hé tién givi:

Nhin chung, cong tac phan nhém khach hang dugc ngan hang
cha trong. Diéu nay gitp Ngan hang tim kiém dugc khach hang tiém
nang, xac dinh dugc khach hang muc tiéu; duy tri khach hang trung
thanh, loai bé khach hang khong dem lai 1¢i ich cho Ngan hang. Tuy
nhién cong tac phan nhom chdm diém khach hang chua dugc tién
hanh thudng xuyén, van con ton tai nhitng han ché: con mang tinh
dinh tinh, chua di sdu vao timg nhom khach hang dé danh gia dung
ddn gia tri ma khach hang mang lai, sau khi danh gia chua co su ra
soat, kiém tra lai dé sira chita 18i trong qua trinh danh gia.

2.3.4Cong cu sir dung hwéng toi khach hang:

a. H¢ thong cong nghé thong tin

bé truyén dir liéu gitra cac co sé tryc thudc, VPBank Ba Nang
thuc hién theo 2 cach: Két ndi gilta cac may tinh ca nhan dugc két
nbi voi nhau qua mang LAN; Két ni giita may cha cac phong giao
dich va may chu ctua Ngan hang: thong qua duong truyén Metronet
(24/24h).

b. Mt s6 cong cu Marketing

Tai tru s& VPBank Da Ning chi méi thiét 1ap duong day phuc
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vu hoat dong cac may ATM. Cac phong giao dich va cac mady ATM
nay dugc dat tai cac diém c6 mat do dan cu cao, thuan loi cho khach
hang. Viéc tiép nhan cac khiéu nai, gop y cua khach hang hién nay
dugc thue hién chu yéu théng qua giao dich truc tiép, qua dién thoai,
van ban.

Déi v6i khach hang truc tiép dén ngan hang s& duogc nhan vién
tiép tan tai quay tiép don va nam bat thong tin chuyén bo phéan dich
vu phuc vu.

Cac kénh tu van, hd trg khach hang tai chi nhanh khong chi
durng lai ¢ viéc tiép xuc truc tiép, ma con 1a ddu méi tu van ban hang,
tra 101, giai dap nhiing thic méc, khiéu nai vé st dung san phﬁm, dich
vu thong qua internet, email...

Tuy nhién, hoat dong tuong tac voi khach hang cia VPBank
ba Nﬁng van con nhiéu mat han ché can khic phuc:

+ Dich vu cham so6c khach hang chi mang tinh thu dong,
VPBank Pa Néng chua c6 Website riéng, giao dich qua email rat
it...

+ Chua c6 trung tam dich vu khach hang qua dién thoai, khi co
thic mac khach hang goi dén s dién thoai cac phong giao dich.

+ Chua c6 by phén cham s6c khach hang riéng. Khi nhéan vién
giao dich ban ron thi khach hang rat ngai hoi nhiing thic mic cua
minh, dong thoi cac giao dich vién s& cam thay kho chiu.

+ Ngan hang chua c6 dudng ddy néng: moi thic méc phai goi
dén ngan hang thong qua s dién thoai ctia phong giao dich trong gid
hanh chinh.

Co6 thé noi, VPBank ba Ning chua that sy chu trong va dau tu
dung muc dén hoat dong twong tac véi khach hang, chi dimg ¢ viéc

phan tich va tim hiéu khach hang, dép tng nhu cau ctia khach hang
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ddi voi cac diéu kién hién tai cta ngan hang ma chua tim ra chién
lugc twong tic véi ting nhom khach hang dya trén nhu cau cia
khach hang, chua sir dung cong nghé thong tin dé ghi lai sy twong
tac. Diéu nay anh huong nhiéu dén viéc gitip VPBank Pa Néng thu
nhan nhiéu thong tin tir khach hang ciing nhu viéc gin giit cac mdi
quan h¢ 1au dai véi khach hang.

2.3.5 Xay dung chwong trinh quan hé véi khdch hang muc tiéu

Piém cbt 161 cia CRM 1a mot su hiéu biét thau ddo vé qua
trinh tao ra gia tri cho khach hang. Hién nay, VPBank Pa Nang cung
mg nhiéu san phim, dich vu va nhiéu su lwa chon cho khach hang
nhim théa man t6i da nhu ciu cta khach hang.

- Sdn phim huy dpng von

- Sdn phim tin dung

- Dich vu bdo lanh

- Sdn phim thanh todn va tai tro' thwong mai

Bén canh nhiing san phdm giao dich chinh, khach hang duoc
tw vin nhitng san phérn, dich vu céng nghé tién ich khac kém theo
nhu dich vy thé cac loai, dich vu ngan hang dién tir Internet
Banking,... d6i lac dugc wu dai hodc mién giam phi, day ciing 1a mot
10i tri 4n danh cho khach hang than thiét, khach hang trung thanh sir
dung nhiéu san pham dich vu ctia ngan hang.

2.3.6 Panh gia cong tac quan tri quan hé khach hang tai
Ngan hang TMCP Viét Nam Thinh Vweng — Chi nhanh Pa Ning
(VPBank Pa Niang)

a. Khdo sdt sw hai long ciia khdch hang déi véi mét sé yéu to
trong cong tic qudn tri khdch hang tai ngin hang \/Pbank — Pa Ning

béi twong khdo sat : 1a cac khach hang c6 sir dung dich vu tai
VPBank Pa Nang.

Hinh thirc khéo sat: phat phiéu diéu tra (Phu luc 7)



17

Quy mo khao sat: 300 khach hang.

Phuong phap xir 1y dit liéu: Cac sé liéu dwoc xir ly theo
phuong phap théng ké mé ta bang phan mém SPSS.

KET QUA KHAO SAT

+ Phan tich thdng ké mo ta

- Chét hrong san pham, dich vu

- Gia ca sir dung san pham, dich vu

- Thai d9, phong cach lam viéc ciia nhan vién

-Linh hoat, mém déo trong giao dich

- Chinh sach cham séc khach hang

-Vé cac phian mém vng dung

- Cong cu twong tac voi khach hang

Toém lai, qua két qua diéu tra, chung ta c6 thé thay: san pham,
dich vu cung cép tuong ddi tot; Tde do xir ly hd so, thu tuc nhanh;
Gia ca san phérn, dich vu so véi ddi thu canh tranh ch?ip nhan duoc;
Théi d6 va phong cach lam viéc ctia nhan vién tuong ddi tdt; Nhan
vién linh hoat, mém déo khi thuc hién giao dich nhung that sy chua
dat hi¢u qua cao do chua giai quyét tt cac khiéu nai ctia khach hang;
Co s0, phuong tién giao dich thuan tién; An toan va bao mat thong
tin KH; Tuy nhién, chua chi trong xir 1y thong tin phan hdi cia KH
thong qua cac cong cu truyén théng nhim théa méin nhu cdu cua KH
moi thoi diém; Chua c6 nhiéu chinh sach chdm soc dén timg ca nhan
khach hang; Kha ning dap tmg cac nhu ciu dic biét cua khach hang
chua dugc chi trong.

b. Ddanh gida cong tic qudn tri quan hé khdch hang tai ngin
hang VPBank - Pa Ning

% Nhirng ton tai:

- Cong tac quan 1y, luu trit hd so tai cac b phan chua theo
mot quy trinh chuin nén ciing han ché trong cong tac quan Iy hd so
khach hang.
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- Chua c6 chinh sach cu thé ddi véi timg phan nhom khéch
hang ké ca nhom khach hang tin dung va khach hang tién giri dé c6
thé gitr chan khach hang lau dai.

- Viée giao tiép v6i khach hang chua phdi hop cac hinh thirc
twong tac khach hang mot cach déng b6 nhim tao su thudn tién,
nhanh chéng cho khach hang.

- Ngén hang chua xay dung mot chu trinh giai quyét khiéu nai
khach hang.

- Su chuyén mén hoa d6i ngii nhan vién chua that sy hi¢u qua,
dan dén mot nhan vién phai xtr Iy nhiéu cong viéc nén viéc cham soc
khach hang con han ché.

- Quy trinh ap dung tién bo cua cong nghé thong tin trong
quan Iy con cham va chua theo kip voi nhu cau quan 1y hién tai

% Nguyén nhan ton tai:

- Mot s6 can bd, nhan vién ciing nhu cic cap lanh dao chua
nhan thirc duge tim quan trong cua cong tac CRM.K§ nang sir dung
chuong trinh phﬁn mém quan tri chua thanh thao nén viéc cap nhat
thong tin da bo qua mot sd budc.

- Dit lidu khach hang 13 yéu t6 v6 cung quan trong nhung lai
chua dugc cap nhdp thuong xuyén, lién tuc. Cac hoat dong tuong tac
v6i khach hang chua co sy dong bo nén viée thu thap thdng tin khach
hang con han ché, khé nam bét nhu cau cta khach hang.

- Nhu ciu khach hang ngay cang da dang, khach hang d& dang
chuyén sang ngan hang khac dap tmg nhu cau t6t hon trong khi bo
may quan tri quan h¢ khach hang tai VPBank chua c6 su ddi méi rd rét.
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CHUONG 3
GIAI PHAP QUAN TRI QUAN HE KHACH HANG TAI
NGAN HANG TMCP VIET NAM THINH VUQNG
- CHI NHANH PA NANG (VPBANK DA NANG)
3.1.CO SO PE XUAT GIAI PHAP QUAN TRI QUAN HE
KHACH HANG TAI VPBANK PA NANG
3.1.1 Pinh huéng phat trién cia VPBank (Phu luc 9)
3.1.2 Muc tiéu kinh doanh ciia ngin hang VPBank Pa Niing
3.1.3 Tinh hinh canh tranh giira cac ngan hang
3.1.4 Niing luc quan tri ciia VPBank Pa Ning
a. Nang lyc hoat dong
b. Hé théng qudn tri Ngin hang
C. Hé thong cong nghé ciia VPBank Da Ning
3.2 GIAI PHAP QUAN TRI QUAN HE KHACH HANG TAI
NGAN HANG TMCP VIET NAM THINH VUQNG - CHI
NHANH PA NANG (VPBANK PA NANG)
3.2.1Muc tiéu CRM
3.2.2X4y dung h¢ thong CRM
a. Hoan thi¢n CSDL khéch hang
+ Chuin héa vigc lwu triv va quin Iy hé so, gidy to ciia
khach hang
& Pong nhit trong qud trinh cdp nhit va qudn ly théng tin
khach hang
+ Thong tin khdach hang phdi dwgc cdp nhit lién tuc
& Thu thip va cdp nhit théng tin phén héi ciia khdch hang
b. Phan tich CSDL kh&ch hang
& Doi v6i khdch hang doanh nghigp (Phu luc 10)
Tiéu chi 1: Phan loai khach hang theo sé du binh quan
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Tiéu chi 2: Phan loai khach hang theo lgi ich mang lai
Tiéu chi 3: Phan loai khach hang theo thoi gian quan hé véi cac
t6 chirc tin dung
& Doi v6i khdch hiang c& nhan (Phu luc 10)
Tiéu chi 1: Phén loai khach hang dya vao doanh s6 chuyén
khoan trong nam
Tiéu chi 2: Phan loai khach hang dua vao s6 du tién giri binh
guan
Tiéu chi 3: Phan loai khach hang dwa vao thoi gian quan hé véi
céc t chue tin dung.
C. Lwa chon khdch hang muc tiéu
& Doi v6i khdch hang doanh nghigp:
Trén co s& cia mdi chi tiéu va trong sb diém cua timg chi tiéu,
tinh diém cia tirng khach hang doanh nghiép dé xép nhom:
Din=D1c1*35% + D1c2* 50%+ D1c3* 15%
Dun  : Piém doanh nghiép
Drc1 : Diém tiéu chi 1
Drc2 : Diém tiéu chi 2
Drcs : Diém tiéu chi 3
& Doi v6i khdch hang cd nhin:
Trén co s& ciia mdi chi tidu va trong sd diém cua timg chi tiéu,
tinh diém cua tirng khach hang ca nhan dé xép nhom:
Den =Drc1*45% + Drco* 40%+ Dres™ 15%
Den  : Diém cd nhin
Két qua chim diém sé phan thanh cic nhém sau:
+ Nhom 1: Khéch hang c6 tong diém tir 80 diém tro 1én. Day
la nhém khéch hang can duoc “ bdo vé va wu di nhdt”
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+Nhom 2: Khach hang c6 tong diém tir 60 diém tro 1én. Day
la nhém khéch hang can duoc “ gitr gin va duy tri”’

+Nhom 3: Khach hang c6 tong diém tir 40 diém tro 1én. Day
la nhém khach hang can duoc “ thiic day téi da”

+ Nhom 4: Khach hang c6 tong diém tir 20 diém tro 1én. Day
la nhém khach hang can dwoc “ khuyén khich thay doi”

+Nhom 5: Khach hang c6 tong diém duwdi 20 diém . Pay la
nhdm khéach hang can dwoc “ quan hé binh thwong va khdng cé
chinh sach cho nhom nay”

d. Céng cu siv dung hwéng toi khdach hang

VPBank Pa Ning sé tip trung vao mot s6 ndi dung cha yéu sau:

+ Ning cao hi¢u qud vng dung CNTT

+ Si dung cong cu Marketing phix hop véi tieng doi twong
khach hang.

e. Xdy dung chwong trinh quan hé voi khdach hang muc tiéu

% Chinh sach chung:

& Tiép tuc chi trong dén chat liwong phuc vu ciia doi ngii
nhan vién

& C6 cdc chwong trinh cham séc khdich hang cu thé, thiét
thue va phii hop véi tieng doi twong khdch hang

& Xady dung bp phin hé tro khdch hang

% Chinh sach cu thé cho tirng nhém khéch hang (nhom
1,2,34):

& Chinh sich déi véi khdch hang nhom 1

> Chinh sdch tiép thi khdch hang

> Chinh sdch vé cip tin dung

> Chinh sich vé bio dam tién vay

> Chinh sdch vé i sudt tién vay
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> Chinh sdch vé tién giri

> Chinh sdch vé dich vu, phi dich vu

& Chinh sdch déi véi khdch hang nhém 2

& Chinh sdch déi véi khdach hang nhém 3

+ Chinh sdch déi véi khdach hang nhom 4

3.2.3 Mjt sb giai phap hd tre cho hoat ddng CRM tai ngin
hang VPBank

& Co ciu hop Iy mé hinh té chirc nham néng cao chit lwong
quan hé khdch hang ( thanh Igp bé phin chdm séc khach hang)

& Qudn Iy tot khdch hing é giai doan giao dich

+ Gidi phdp vé phian mém quén tri quan h¢ khdch hang

Mua ph:':in mém

Dung phin mém mién phi

& Gidi phdp vé nhan sw

3.2.4 Khéng ngimg kiém tra va danh gia quan tri quan hé
khach hang tai VPBank Pa Ning

Danh gia tir phia khach hang: loi ich cta khach hang, su
trung thanh cuia khach hang, sy théa man cua khach hang.

Danh gia tr phia NH: Doanh thu tr cdic nhom khach hang:
Luong khach hang mdi, 1gi nhudn trén dau tu (ROI), muc d6 hai
long, trung thanh ctia nhan vién.

Phwong phap danh gia:

Tir phia khach hang s& dénh gid qua cac chi s cua tiung tiéu
thirc, ¢6 thé st dung didu tra qua bang ciu hoi dbi v6i khach hang,
dir liéu thu duoc tir két qua hoat dong kinh doanh (cac sb lidu tai
chinh, thi phan...), sau d6 phan tich cic két qua dat dugc.

Tir phia NH s& danh gia hiéu quéa dwa trén hinh thirc cho diém,

thanh tich dat duoc, mic do hoat ddng, su tin tuy clia nhan vién s
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duoc so sanh, xép loai gitra c4c nhan vién v6i nhau va gitta nhan vién
v6i tiéu chuan dat duoc qua cac chi s6 da thiét 1ap trong bo tiéu
chuén chat luong phuc vu khach hang ciia NH.

B¢ phin danh gia:

Dé két qua danh gia c6 tinh trung thuc cao, NH can giao
nhiém vu cho Ban cham sé6c¢ khach hang chu tri tién hanh danh gia tu
phia khach hang théng qua viéc 1ap phiéu thim do khach hang, khao
sat mirc d6 hai 10ng cua khach hang. Pong thoi, danh gia chat lugng
phuc vu khéach hang cua nhan vién.

3.2.5 Mt s6 kién nghi va dé xuét cho viéc xay dung hoan
thién CRM tai VPBank Pa Niing

Dé thyc hién tét chuong trinh nay, tic gia c6 mot sb kién nghi
ddi voi Ban 1anh dao:

- Lanh dao phai xay dung tam nhin va tao diéu kién, ung ho
hét sirc viée trién khai ing dung CRM tai VPBank Pa Ning.

- T6 chire hoc tip vé CRM ddi véi toan thé can bo cong nhan
vién, co chinh sach hop 1y nhim dao tao nhan vién lam viéc véi
phong cach chuyén nghiép

- Can xay dyng trang web riéng cho VPBank Pa Ning dé
khach hang tim hiéu céc loai san phdm hién c6, khich hang c6 thé
gop v kién vé chit luong san pham, dich vu va chat luong phuc vu.

- Ban giam ddc nén thanh 1ap t6 quan hé khach hang véi chirc
nang 1a tiép thi khach hang, cham soc khach hang, dinh ky tong hop
bao cao khiéu nai ctia khach hang

- Ban giam ddc va cac Phong lién quan can thiét l1ap quy trinh
dé danh gia muc do hai long cta khach hang dbi véi nhing san
pham, dich vu do VPBank Da Néng cung cip.

- Thiét 14p quy trinh giai quyét khiéu nai
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KET LUAN

Cong tac CRM tai Ngan hang CP Viét Nam Thinh vugng —
Chi nhanh Pa Ning ciing da dugc chu trong tuy nhién hoat dong nay
cling con ton tai nhiéu han ché va chua mang tinh lau dai. Viéc tim ra
mot chién lrgc kinh doanh nham thu hat, lya chon, xay dung va duy
tri quan hé véi nhimg khach hang c6 gia tri nhat dé tao ra ngudn thu
nhap 6n dinh 1au dai, dong thoi gop phan han ché rui ro 1a vin dé cap
thiét d6i voi VPBank Pa Néng.

Nhirng khach hang dem lai lgi nhuan 16n cho ngan hang nén
ho luén la muyc ti€u sdn don cua cac ngan hang. Nhiing loai khach
hang nay khong chi nhay cam dbi véi 13i sut, boi chi mot sy thay
d6i nho cua 13i suit huy dong ciing tic dong 16n dén tién 13i hing
thang ma con nhiéu nhu cau khac thudng so véi nhitng khach hang
khac. Poi hoi Ngan hang co sy twong tac, nghién ciru nhu cau cua ho
mubn gi. Tir d6 xay dung chuong trinh dap mg riéng biét cho timg
khach hang. Trong tuong lai Ngan hang CP Viét Nam Thinh vuong -
Chi nhanh Pa Ning can c6 mot chién lugc xay dung mdi quan hé lau
dai véi khach hang nhim dam bao trong viéc thu hat von cho vay va
dat dugc muyc ti€u trong dai han. Phat trién nhiéu dich vu méi phu
hop véi mot ngan hang CP hién dai, da ndng va tr¢ thanh ngan hang
béan 1é hang dau tai Viét Nam.

Luan vin dugc thuc hién voi sy ¢b ging va mong mudn gop
phan vao hoan thién CRM tai ngan hang VPBank Da Ning trong
thoi gian sip dén. Song do trinh dd con han ché nén luin vin khong
tranh khoi nhirng thiéu sét. Do vay, toi rat mong nhan dugc y kién
dong gop cua cac thay co va nhitng ngudi quan tim dé luan vin duoc

hoan thién hon.



