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Tom tat :

Ngan hang TMCP Qudc Dan — Chi nhanh Kién Giang (goi tat 1a NCB Kién Giang) 1a mét trong
nhiéu NHTMCP hoat dong trén dja ban tinh Kién Giang tir nim 1995 va dén nay da c6 gan 3.000
khach hang truc tiép giao dich. Thoi gian vira qua, ldnh dao ciia NCB Kién Giang rat dic biét
chu trong dén cong tac quan tri quan hé khach hang (CRM) va xem déy 1a cong tac vu tién hang
dau trong hoat dong kinh doanh ctia minh. Tuy nhién bén canh nhitng diém tich cuc, thanh cong
thi cong tac ndy van con tdn tai mot sd cac han ché, bat cap can cai tién va hoan thién trong thoi
gian dén. D6 ciing chinh 13 muc tiéu bai viét ciia cc tac gia.

Tir khéa : quan tri quan hé khach hang, ngan hang quéc dan, tinh Kién Giang

ABSTRACT :

National Commercial Joint Stock Bank - Kien Giang Branch (NCB Kien Giang) is one of many
commercial joint stock banks operating in Kien Giang since 1995 and now has nearly 3,000
direct customers. Recently, NCB's leadership in Kien Giang has paid special attention to
customer relationship management (CRM) and considered it a top priority in its business.
However, besides the positive and successful points, this work still has some shortcomings
which need to be improved in the coming time. That is also the goal of the article by the authors.
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Thyc trang cong tac quan tri quan hé lao dong, qpyét dinh b6 nhiém, quyét dinh
khach hang (CRM) tai NCB Kién Giang  lwong...), gidy to' ching minh quyén s hiru
Thuyc trang nay duogc thé hién thong qua cac  hop phap doi voi tai san bao dam...

ndi dung cong tac nhu sau : + HO so cua khach hang doanh nghiép, bao
Thit nhat, thyc trang tao 1ap va quan ly ~gom: gidy d€ nghi vay von kiém phuong an tra
co s6 dit liéu (CSDL) khéch hang ng (theo mau NCB), ho so phép 1y cua doanh

Tai NCB Kién Giang thi viéc tao 1ap va quan nghiép, bao CE’EO tai ’chinh cua c}oanh nghiép
Iy thong tin khéch hang dugc thuc hién bat dau  rong 2 nam gan nhat, tai li¢u vé phuong an,
tir bo phan tin dung va ké toan. Trong d6 : du an vay von, ho so vé tai san dam bao...

- Tai bd phan tin dung: HO so cia khach hang - Tai bo phan Keé toan: Luu gitr cac ho so lién
do céan bg tin dung quan ly khach hang luyu tai  quan dén hoat dong giao dich tién guri, chuyén
Trung tdm doanh nghiép hodc Trung tim Ban  tién, thanh toan cia khach hang.

Lé, bao gom: + Ho 50 khé’ch hang ban !é gom giay CMND/
+ Ho so clia khach hang ban 1¢, bao gom: Gidy ~ho chiéu, gidy dang ky ket hon/ xac nhan doc
dé nghi vay von kiém phuong 4n tra ng (theo than ‘(néu c0), mau chir ky. .
mau NCB), ho so phap 1y, gidy to ching minh  + ‘H() so cua khach hang doanh ~nghiép gom:
kha nang tai chinh va ngudn tra no (Hop dong D¢ nghi mo tai khoan (theo mau cua NCB



Kién Giang), hd so chirng minh tu cach phap
1y cta t6 chirc, hd so ching minh tu cach dai
dién hop phap cua chu tai khoan.

Viéc luu gitt va quan 1y hd so gidy tai NCB
Kién Giang c6 su phan cap rd rang, thuan tién
cho viéc tim kiém ho so va kiém tra thong tin
khach hang khi két thic giao dich. Tuy nhién,
cong tac quan 1y, luu trit hd so tai cac bo phan
chua theo mét quy trinh ISO chuén nén ciing
han ché trong cong tic quan 1y hd so khach
hang. Hon nira, thong tin phan hdi ciia khach
hang dugc cac bd phan chuyén mon nghiép vy
tiép nhan va trinh 1én lanh dao, chua duoc
phan anh véi Tru s& chinh. Vig¢e nay s€ lam
cho lanh dao NCB Kién Giang bi dong va kho
khin trong viéc giit mbi quan hé véi khach
hang.

Céc thong tin ctua khach hang sé dugc luu trit
trén cac module tng dung chuong trinh CRM
bao gém :

+ Thong tin co ban: Ho tén, s6 CIF (Customer
Information File), s6 CMND/DKKD Céng ty,
Ngay sinh/Ngay thanh 1ap, s6 dién thoai/ S6 Fax.
+ Nhom thong tin bo sung: Ma khich hang;
trang thai khach hang, cic giao dich khach
hang thyc hién tai ngan hang

Moi khach hang c6 mot ma sd, goi 13 s6 CIF;
v6i ma sb nay, ngan hang c6 thé quan ly dugc
cac tai khoan khach hang tai ngan hang, céac
khoan vay ctia khach hang tai thoi diém hién
tai, s6 du tién vay, s6 du tién giri, tai san dam
bao, thoi gian thuc hién tin dung, tir d6 gitp
ngan hang dua ra nhiing chinh sach cho tung
khach hang phu hop.

Nhin chung, qua trinh tao 1ap va quan ly
CSDL vé khach hang cia NCB Kién Giang
dugc thuc hién thuong xuyén. Tuy nhién,
nhiing thong tin nay con it va qué don gian,
hiéu qua dem lai cho nguoi st dung thong tin
chua cao. Viéc quan 1y hd so khach hang trén
phan mém chwa phan anh day di cac ndi dung
ma ngan hang can dé c6 thé danh gia duoc
thyc trang tin dung cua khach hang tai ngan
hang. Han ché nay din dén kho khin trong
viéc xdc dinh khach hang muc tiéu va kho
khan viéc trién khai chuong trinh CRM tai
chi nhanh Kién Giang m¢t cach hi¢u qua.

Thir hai, thuc trang phan tich CSDL
khach hang
Hién tai, NCB Kién Giang tap trung cdp nhat
cac sb lieu, thong tin dé 1ap cac bdo cao lién
quan dén tién gui hodc tién vay cua khach
hang va str dung ky nang trong viéc khai thac
dir liéu va cac cong cu phan tich truc tuyén tir
hé thong dé phan chia, danh gia mbi quan hé
v6i khach hang & nhiéu goc d6 khac nhau. Can
cir vao nhiing két qua c6 duge, NCB Kién
Giang dua ra nhimg chinh sich, quyét dinh
ban hang dbi véi timg loai khach hang. Tuy
nhién, cac dir liéu vé khach hang cia NCB
Kién Giang chua duogc tan dung nhiéu dé phan
tich rd hon ddi véi timg loai khach hang, chi
dimg lai ¢ viéc tim kiém thong tin co ban vé
khach hang dé danh gia chung vé loi ich tong
thé mang lai cho Ngan hang.

Thir ba, thuc trang cong tdc phan nhom
khéch hang
Cong tac phan nhom khach hang c6 quan hé
tin dung : Viéc phan nhom khach hang ddi véi
khach hang ban 1¢ va khach hang doanh
nghi¢p dang cé quan h¢ tin dung dugc thuc
hién dua trén viéc chim diém Xép hang theo
phuong phép chim diém cac nhom chi tiéu tai
chinh va phi tai chinh ctia khach hang.

Bang 1. Cong tac phan nhdém khéch hang
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Véi thang diém 4,3 nhimg khach hang duogc
tién hanh chdm diém va xép hang theo cac
mirc diém va trong s6 ctia mdi chi tiéu nho.
Mdi khach hang khi dd duoc danh gia xép
hang s€ duogc Xép vao mot nhém. Pbi véi
nhirng khach hang thuc hién giao dich 1an dau,
cong tac chdm diém s& duogc can bd tin dung
thuc hién ngay khi lam hd so giao dich, véi
khach hang duoc danh gia xép hang A tré 1én
s& dugc Ngan hang chip nhan cho vay. Cong
tac cham diém khach hang duoc NCB Kién
Giang thuc hién chdm diém dinh ky 3 thang/1
lan déi voi khach hang doanh nghiép va 6
thang/1 1an dbi voi khach hang ban 1é.

Thir tw, thyc trang cong tac Ung dung
cong cu Marketing huéng dén khach hang
Tai NCB Kién Giang ddi véi khach hang truc
tiép dén ngan hang s& duoc nhan vién tai quay
tiép don va nam bat thong tin chuyén bd phan
chuyén mén phuc vu. Cac kénh tu vén, hd trg
khéch hang tai chi nhanh khong chi dung lai &
viéc tiép xuc truc tiép, ma con 1a dau mdi tu
van ban hang, tra 10i, giai dap nhiing thic mic,
khiéu nai vé sir dung san pham, dich vu thong
qua internet, email...

Thir nam, xay dung chuong trinh quan
hé voi khach hang muc tiéu
Hién tai NCB Kién Giang trién khai 3 chuong
trinh quan hé véi khach hang do 1a :
- San pham huy dong v6n: Vi nhidu hinh thirc
da dang nhu chuong trinh gui tiét kiém du
thuong voi nhiéu co cdu giai thuong hap
dan... Déi véi nhitng khoan tién giri 16n, NCB
Kién Giang cho nhan vién dén tai tru so cta to
chirc dé phuc vu va tién hanh cac thu tuc giao
dich.
- San pham tin dung: Céan ctr nhu cau vay va
cac diéu kién dap tng nhu cau tin dung cia
khach hang doanh nghiép hoac ban 1¢, NCB
Kién Giang tién hanh tham dinh ké hoach kinh
doanh, tu van khich hang Iya chon phuong
thirc dau tu hiéu qua, cung tng von cho khach
hang kip thoi voi 13i suat hop 1y, dong thoi
kiém tra viéc st dung vén cia khach hang
trudc, trong va sau giai ngan nham hudéng cho
khach hang sir dung von diing muc dich kinh
doanh nham dat duoc hiéu qua kinh doanh tbi

wu nhét, tranh lang phi, that thoat.

- Dich vu bao lanh: Véi uy tin cua minh, bao
lanh do NCB Kién Giang phat hanh dugc bén
nhan bao linh chip nhén va tin tuong. Bao
gdm: Bao lanh du thau, bao lanh thuc hién hop
ddng, bao lanh d6i ung, bao lanh nhin hang,
bdo lanh thué, bao lanh bao hanh...

Bén canh nhimng san phim giao dich chinh,
khach hang dugc tr vAn nhitng san pham, dich
vu cong ngh¢ tién ich khac kém theo nhu dich
vu ngan hang dién tir Internet Banking,... doi
lac duoc wu dai hodc mién gidm phi, day ciing
la mot 1oi tri 4n danh cho khach hang than
thiét, khach hang trung thanh st dung nhiéu
san pham dich vy ctia ngan hang.

Pinh gia vé cong tic CRM tai NCB Kién
Giang

Pé c6 thé danh gia mot cach toan dién hon vé
cong thc CRM, cAc tac gia da tién hanh khao
sat thuc t& vé muc do hai long ddi véi mét sd
yéu t& quan hé khach hang khi sir dung cac
dich vu cia NCB Kién Giang. Ddi tuong khao
sat: 1a cac khach hang cé st dung dich vu tai
NCB Kién Giang. Mau duoc chon theo
phuong phap liy mau ngiu nhién. Phuong
phap thu thap dir liéu 1a giri phiéu diéu tra tryc
tiép dén ddi tuong nghién ctru. Tac gia da phat
ra 300 phiéu diéu tra, trong d6 c6 270 phiéu
hop 18, ty 1& hoi dap hop 18 90%.

Qua diéu tra cho thdy, mic du con chua hai
1ong v6i mot s6 ndi dung lién quan cac yéu to
phuc vu khach hang. Song chung quy lai,
khéch hang déu nhan xét & muc diém 4,45 dén
4,5/5 diém. Pay 1a mic diém cho thay da phan
khach hang kha hai long vé chat luong phuc
vu cua NCB Kién Giang trong thoi gian qua.
C6 thé nhan thiy: san pham, dich vu cung cap
tuong d6i tot; Toc d6 xur Iy hd so, thu tuc
nhanh; Gié ca san pham, dich vu so véi déi thu
canh tranh chép nhan dugc; Thai d va phong
cach lam viéc cua nhan vién twong ddi tét;
Nhan vién linh hoat, mém déo khi thuc hién
giao dich; Co so, phuong tién giao dich thuan
tién; An toan va bao mat thong tin khach hang.
Tuy nhién, van con mot sd cac han ché ma
khach hang nhan xét nhu chua chu trong xu 1y



thong tin phan hoi ctia khach hang thong qua
cac cong cu truyén thong nhim théa man nhu
cAu cua khach hang moi thoi diém; Chua c6
nhiéu chinh sach chim s6c dén ting ca nhan
khach hang; Kha ning dap ung cic nhu cau
dac bi¢t cua khach hang chua dugc cha trong.
Pénh gia cong tac quan tri quan h¢ khach hang
tai ngdn hang NHTMCP Qudc Dan chi nhanh
Kién Giang

Bén canh nhiing phan tich danh gia thong qua
khao sat, nhom tic gia ciing nhan thiy ring
thuc té 4p dung cong tic CRM tai NCB Kién
Giang van con mot sb cac han ché sau day :

- Cong tac quan 1y, luu trir hd so tai cac bo
phan chua theo mdt quy trinh chuan nén ciing
han ché trong cong tic quan 1y hd so khach
hang.

- NCB Kién Giang da thyc hién twong ddi tot
cong tac cham diém va phan nhom khach hang
tin dung, song d6i vi nhom khach hang tién
gui, ngan hang chua thyc hién cong tac phan
nhom, ciing nhu chua c6 chinh sach cu thé dbi
v6i timg phan nhom khach hang ké ca nhom
khach hang tin dung va khach hang tién guri dé
¢6 thé giit chan khach hang 1au dai.

- Viéc giao tiép voi khach hang hién tai chu
yéu dién ra tai cac quiy giao dich, khach hang
tu tim dén ngén hang 1a chu yéu.

- Ngan hang chua xdy dung mét chu trinh giai
quyét khiéu nai khach hang,

- Sy chuyén moén hoa doi ngli nhan vién chua
that sy hiéu qua, ddn dén mot nhan vién phai
xtr Iy nhiéu cong viéc nén viéc cham soc khach
hang con han ché.

- Quy trinh 4p dung tién b cua cong nghé
thong tin trong quan 1y con cham va chua theo
kip v6i nhu cau quan 1y hién tai

M@t sé cac giai phap dé xuat

Dé hoan thién hon nita cong tac CRM tai NCB

Kién Giang trong thoi gian dén can tap trung

dén mot sé céc giai phap nhu sau :
Mot la, hoan thién cong tac tao lap va

qguan ly CSDL khach hang

- Chuan héa viéc luu trit va quan 1y hd so, gidy

to cua khach hang: Hién nay, vi¢c ap dung hé

thong quan 1y chét luong theo tiéu chuan ISO

9001:2008 duoc phan 16n cac ngan hang da ap
dung. H¢ théng nay s& hd trg tich cuc cho
NHTMCP Quéc Dan CN Kién Giang trong
cong tac luu trit, quan 1y va kiém tra hd so cta
khach hang, dam bdo khoa hoc, nhanh chong
va hién dai gitra cac phong hay bd phan nghi¢p
vu, nham dap Gng t6i da nhu cau vé san pham,
dich vu ctia Ngan hang.
- Déng nhdt trong qud trinh cdp nhdt va quan
ly théng tin khach hang: Thong tin cap nhat
vao hé théng phai duoc quy dinh cu thé va thé
hién dung thuc trang véi hd so luu trit bén
ngoai hé thdng. Ddi v6i thong tin con thiéu
phai lién lac véi khach hang dé cap nhat, bd
sung va hoan thién thong tin hién c6 nham
tranh tinh trang bo qua mot sé budc hay mot
vai chi tiét nho duoc xem 1a khong can thiét.
- Thong tin khach hang phai dugc cdp nhat
lién tuc: NHTMCP Quéc Dan CN Kién Giang
can kiém tra dinh ky cac thong tin vé khach
hang. Pinh ky 03 thang hodc 06 thang mot lan,
NHTMCP Quéc Dan CN Kién Giang tién
hanh cdp nhat bd sung nhimng thong tin can
thiét va chinh xac vé khach hang dé c6 thé
thudn tién trong viéc danh gid dir liéu vé khach
hang.
- Thu thap va cip nhat thong tin phan hdi cua
khach hang: Hau hét, cac thong tin phan hoi tir
khach hang dugc nhan tor by phan Dich vu
khach hang. Tuy nhién, nhiing thong tin nay
khong dugc luu trir 1au dai va thong bao cho
toan b Ngan hang. Do d6, ngan hang can chu
dong thu thap thong tin phan hoi tir khach
hang thong qua nhiéu hinh thirc nhu tiép xuc
truc tiép hodc phat thong qua phiéu 13y ¥ kién
phan hoi khach hang. Ngudn thong tin nay sé
duoc tiép thu, gidi trinh va dugc thong béo lai
cho khach hang, tir d6, thong ké nhimng ¥ kién
ctia khach hang dé cap nhat vao hé théng vin
ban ndi b thong bao cho toan thé nhan vién
duoc biét.

Hai Ia, hoan thi¢n cong tac phan tich
CSDL khéach hang
Trong thoi gian dén NCB Kién Giang can thyuc
hién viéc phan loai khach hang theo sb du tién
gtri: Xac dinh khach hang mang lai gia tri cao
cho Ngan hang. Phan loai khach hang theo



nganh nghé kinh doanh: Dwa vao linh
vuc/nganh nghé dua vao hoat dong san Xuét
kinh doanh chinh ctiia doanh nghi¢p d6. Phan
loai khach hang theo quy mo: Xac dinh doanh
nghi¢p 16n, vira hay nhé.Phan loai khach hang
theo thoi gian quan hé: Dé danh gia sy trung
thanh cia khach hang, dong thoi thé hién
chinh sach cham soéc khach hang cia Ngan
hang.

Ba la, hoan thién cong tac lua chon
khéch hang
- Dbi voi khach hang cua san phim tin dung:
Quy trinh chdm diém va xép hang tin dung
khach hang ciing str dung phuwong phap chim
diém cic nhom chi tiéu tai chinh va phi tai
chinh ciia ting khach hang. Véi cach chim
diém nay, khach hang s€ duoc Xép vao 10 loai
va dugc chia thanh 5 nhom (1) AAA, AA; (2)
A, BBB; (3) BB, B; (4) CCC, CC; (5) C, D,
cung véi sy danh gia vé tai san dam bao, ngan
hang s& xép loai theo tinh chat rai ro tin dung
va d6 an toan cua tai san dé quyét dinh chinh
sach cap tin dung.
Két qua chidm diém s& phan biét khach hang
vao nhimng nhom khach hang c6 rai ro khac
nhau; tir d6, tién hanh viéc lya chon khach
hang myc tiéu: Nhom 1(Xuat sac): khach hang
can duoc bao vé va uu ai nhat. Nhom 2 (t6t):
khach hang can dugc gin giit va duy tri. Nhom
3 (trung binh): khach hang can khuyén khich
thay doi. P4i voi nhitng nhém khach hang tir
chdi (ng xdu), Ngan hang s& han ché duy tri vi
s€ anh hudng dén hoat dong kinh doanh cua
ngan hang.
- Pdi véi khach hang doanh nghiép: Khach
hang duoc phan biét dya trén s6 du tién gui
binh quan 12 thang trudc thoi diém phan loai.
Ngan hang s& huéng dén 3 nhom khach hang:
Nhém 1: S6 du tién giri binh quén tir 50 ty
dong tré 1én. Nhém 2: S du tién giri binh
quan tir 10 ty dong dén dudi 50 ty ddng. Nhoém
3: SO du tién guri binh quan tir 5 ty dong dén
dudi 10 ty dong.
- P6i v6i khach hang ban 1é: Khach hang dugc
phan biét dwa trén s6 du tién gii tai théng
truge thoi diém phan loai. Huéng dén 3 nhom
khach hang myc tiéu: Nhom 1: S6 du tién gii

binh quan tir 3 ty déng trd 1én. Nhom 2: S6 du
tién giri binh quén tir 1 ty dong dén dudi 3 ty
dong. Nhém 3: S6 du tién gui binh quéan tir
500 triéu dong dén dudi 1 ty dong.

Boén 13, hoan thién cong tac umg dung
cong cu Marketing huéng dén khach hang
NCB Kién Giang nén tang 1 hoac 2 can b6 phu
trach CNTT va dé ra ké hoach dao tao, boi
dudng nham nang cao ky ning, phat huy kha
nang sang tao cua doi ngii nay trong viéC Xay
dung cac chuong trinh phan mém hd trg, tao
lap hé thdng ghi nhan théng tin phan hdi cua
khach hang hoic cac phan mém hd tro phan
tich CSDL nham danh gi4, phan loai dung
khach hang.

Nam 1a, hoan thién viéc Xay dung
chuong trinh quan hé véi khach hang muc tiéu
NCB Kién Giang nén cha ¥ dén cac chwong
trinh cham séc khach hang cu thé, thiét thuc va
phu hop véi ting ddi twong khach hang:
nhitng mén qua ting nhan céc dip 18, cung cip
mién phi mot vai dich vu; giam phi hodc 1ai
sudt cho vay; nhé tén, ngay sinh nhat; sir dung
cac dich vu SMS Banking dé nhin tin chdc
mimg nhan ngay 1&, thong bao cic san pham
va dich vu méi uu dai cho khach hang,... cling
thé hién duoc sy quan tAm cta ngan hang doi
v6i khach hang.
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