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MG PAU
1.Tinh cp thiét cia dé tai

Trong méi teong anh tranh hén nay khach hang 1a nhah t
quyét dinh sr ton tai cua ngan hang. Ngan hang nao daohc mi
quan tdm vawstrung thanh ga khach hang, ngan hadg < thing
loi va phat trén. Chén lroc kinh doanh tiéng dén khach hangang
tro thanh chén luoc quan tong hangiau aia cac ngan hang.

Chinh vi vy viéc xay drng mbt hé thong quan tri quan i&
khach hang nim tao ra va duy tri cAc i quan 1§ bén vitng Wi cac
nhom khach hang & cé ding nhr cac nhém khach hangii ning
thdng quadoé thai man 6t nhit cadc nhu &u cia cac nhém khach
hang tr 6 ludn gia ing gia ti cho khach handong thvi gia ting loi
nhuin cho ngan hang.

Xuit phat fr thyc # trén tac gi da chon dé tai: Quan tri
quan h¢ khach hang ti Ngan hangPau tw va phat trén Viét nam
chi nhanh Ddk Ldk.

2. Muc tiéu aia dé tai

- Lam 1 ly Iin vé quan tri quan & khach hang, én trinh
xay drng gun tri quan K& khach hangai cac doanh nghp noi
chung vadi ngan hang nai riéng.

- Panh gia thrc trang xay drng ¢ thdng quin tri quan k&
khach hangai BIDV DBik Lk hién tai dé tir d6 xay drng hé thong
quan tri quan 1§ khach hangai BIDV Bk Lik trong trong lai hoan
chinh hon.
3.Poi twgng nghién aru va pham vi nghién aru

Déi tuong nghién Gu |a: Luan van tp trung nghiéneu ly
luan V& quan tri quan B khach hang, céac giaitkhach hang i@
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BIDV, muc d6 thaa man nhu au cia khach hangéi voi san phim
dich w1 ngan hang

Pham vi nghién ¢u: Luan van chi yéu tp trung nghién ¢u
nhitng van dé thuoc linh wrc quan tri quan k& khach hang ha dong
tién guri cua BIDV Dak Lik.

4. Pheong phap nghién dru.

Luan van ar dung cac pbhong phap nghiénuu khac nhau,
trongdd chi yéu 1a phrong phap duy &t bién ching, duy \t lich s,
phuong phép ép cin phan tich va hthéng hoa cac kn trong aia
cac ddi twong nhr cong @ thong k&, phan tich ngo suy, phrong
phap so sanktinh tinh, dinh krong va quy ap dé nghién du,
phuong phap phan tich nhag théng qua & dung chrong trinh
SPSS for Window
5. Y nghia khoa hpc va thyc tién ciia luan van

Dinh hréng hait d6ng CRM cho BIDVDik Lik.

Phan tich khach hantg c6 mt bic tranh éng thé vé khach
hang va Hu rd ton cac yéu au cia hy théng quaté xay drng chinh
sach lp ly dé thaa man nhu &u ngay cang caoia khach hang.

Xay dung chinh sach chamg nhém khach hanguu tiéu.

Nang cao long trung thanhi@ khach hang théng quadio
dong CRM.

6. Két cau cia luan van: bao @m 3 chrong

Chwong 1 Co so ly luan W& quan tri quan & khach hang

Chwong 2 Thyc trang quin tri quan & khach hang (CRM)
tai BIDV Dak Lik.

Chuong 3 Hoan thén hé théng CRM i BIDV Dik Lik.
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Chuwong 1:
CO SO LY LU AN VE QUAN TRI QUAN HE KHACH HANG
1.1 Céc i dung oo ban cia quan tri quan hé khach hang
1.1.1 Khéi ngm Quin tri quan h¢ khach hang (CRM)

CRM d6 la: “CRM la gt chién lwoc va ndt qué trinh toan
dién nhim dat duwroc, duy tri va éng tac i cac khach hangioc
lwa chpn nhim o ra gia t hiéu qui hon cho céng ty va khéach
hang. N6 bao ém sr két hop giza Marketing, ban hang vaich w
khach hang#é dat diroc nhing hidu qui va higu suit cao hon trong
viéc phan phi gia tr; khach hang”

1.1.2 Bin chdt cia CRM
A

quan B

Marketing

Giao trugn thong

v

Dich san pham amg luc

Hinh 1.1 Bin chit cua CRM

1.1.3 Nji dung aia CRM

Nhdn dién khach hangPhan bgt khach hangSy trao dai,
twong tac Wi khach hangCa nhan hoé khach hang
1.1.4 CAc yéudu cia hé théng CRM
1.1.4.1 CRM hat déng
1.1.4.2 CRM phéan tich
1.1.4.3 CRM éng tac

CRM biéu thi mdt sy chuyén dich hai chéu: mot chiéu la sr
chuyén dich tir suy nghi “chi ¢ giao dch’ sang suy ngh“dé quan
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hé”, va chiéu kia 1a suy nghdua trén in phin? sang dra trén
“nang luc”.

1.2 Céc nguyénic thiét ké hé théng CRM
1.3 Tién trinh quan tri quan hé khach hang

Xay dung oo &
dir liéu khach hang

v

Phan biét khach hang

v

Twong tac khach hang

A 4

A 4
Cé& nhan ho& khach hang
*
Tiép tuc danh gia va
cai tien
v
Hinh 1.2 Tén trinh quin tr; quan & khach hang.
1.3.1 Xacdinh muc tiéu CRM
Muc tiéu @ila CRM: nhu @iu #ng ding CRM xdt phat tr
nhing cdng ty thc sr mwn xay dmg i quan ¢ tot véi khach
hang va mdn ting arong cac khach hangdin ning.
Muc tiéu @ia CRM dra trén 2 An tng:
e Gia tri gianh cho khéach hang

A

® Loi nhugn vieng chic cho cong ty
1.3.2 Thu thap dir liéu trong CRM
1.3.2.1 Tim Hu Vé co s dif liéu khach hang
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1.3.2.2 Xay gng o so dir liéu (CSDL) trong CRM
* Xay dung CSDL (databasé:
* Xay dwng chudn dich vu:
1.3.2.3 M hinhily yéu @u

Cap nhat va khai

o thac dir liéu s
Thong tin i yéuatl Gip
Khach hang nft va xr ly
Thong tin
A 3 . Tur cac g
Khéach hang Yeu ﬁu: Co * du"llgu H phan tich:
Déapiing khach hang Yédw| tién vay, tén
Yéidw Bé&o céo

Nguwai quan ly

Hinh 1.4 M6 hinhx ly yéu @u aia hé thong @ s5 diz liéu

khach hang

1.3.3 Phén bt khach hang
1.3.3.1 Nghién:u nhu @u aia khach hang
Khach hang ca nhan; Khach hadghic:
1.3.3.2 Phéan gt khach hang
1.3.4 Twong téac khach hang
1.3.4.1 Trét ly “one to one”
1.3.4.2 Hat djong trong tac Wi khach hang
1.3.5 C4 nhan héa khach hang
1.3.5.1 Tlda man nhu éu khach hang
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Hudng dén gia ti danh cho khach hangmg chinh la iéng
dén ar thoa man khach hang.
1.3.5.2 Giadng long trung thanhita khach hang

Khé&ch hang trung thanh la g khach hanga c6 quan &
lau dai, trugn thing ddi vai cong ty @a kan.
1.3.5.3 Giii phap ca nhan hoa khach hang

Muc dich aia doanh nglgp trong véc tao ra dch wi khach
hangduoc ca bét hoa 1a tim cach giaoép véi mdi khach hang theo
phuong thrc riéng vadam bio dem hi lgi ich cho khach hang.
1.3.6 Kém tradanh gia va tép tuc aii tién
1.4 Céc yu tb tac dong dén CRM
1.4.1 Céng ngh
1.4.2 Con ngoi:
1.4.3 Min ho& doanh nghép
1.4.4 Ngan sach

Chwong 2
THUC TRANG QUAN TRI QUAN HE KHACH HANG
TAI BIDV PAK L AK

2.1 Qué trinh hinh thanh va phat trién
2.1.1 Gi thigu chi nhanh Ngan hangPau tw Va Phat trign Dk
Lak.
2.1.1.1 Clic nang va nhém w ciia BIDV Pk Lak
2.1.1.2 @ cau t chic aia BIDV Dk Lak.
2.1.2 Sn pham vadic diém cia sin pham dich va ngan hang
2.1.2.1 $n phim va dch w ngan hang



Hinh biéu
thac
twong

Péap ing
nhu cau cap

thi ét

A

Sin phim
cot 16

Sin phim
hizu hinh

Sin phim
bé sung

Hinh 1.1 Ba 6p d¢ cia sin phim dich w ngan hang
2.1.2.2Pgc diém aia sin phim dich w ngan hang.

Tinh v6 hinh; Tinh khéng #tach bét; Tinh khéngdn dinh

va kho xaatinh.

2.2 Phan tich cacdidu kién anh hwéng dén quan tri Quan hé
khach hang trong hat dgng huy dong tién giri tai BIDV ik

Lk

2.2.1Pjc diém khach hang trong quan atién g
2.2.2Ung dung cdng ngl# théng tin

2.3.3 K¢ thang quin ly chit liwgng theo tiéu chdn 10S 9001-2000

2.2.4 C4c gii phap hj trg
2.2.4.1 @ ché vathi tuc
2.2.4.2 Con ngpi trong cunging sin phim dich w ngan hang
2.2.4.3 Phét tén cdng ngh théng tin va hin dgi hda ngan hang
2.2.4.4 V' thé ngan hang trong ha déng tien g




-10 -

2.3 Thuc trang haat dgng quan tri quan hé¢ khach hangtai BIDV
Pik Lak
2.3.1 S¢ ménh va muc tiéu aia hé thong CRM ui BIDV Dk Ldik
2.3.1.1 & m¢nh

Thyc hiégn cam Kt “cung @p nhing sin phim ngan hang co6
chdt lirong cao, tén ich Bt nhat cho khach harig
2.3.1.2 Mc tiéu

- Gitp hat dong aia doanh ngltp nhim dén khach hang
muc tiéu ndt cach rd rang.

- Gilp cac nhan vién lamad hiéu qua .

- Kham phé tim Kim va phat kin khach hang .

- Tang doanh & khach hang.
2.3.2 Haet dgng khéach hang
2.3.2.1 \ nhdn thic
2.3.2.2 \é t6 chirc hast déng

Phong k& hoach va @7
nguon vén <—®— l

Khéch hang

A

Céc phong truc tiép cung ]
cap san pham dich vu @

Hinh 2.1: Quy trinh hat déng chim s6c khach hangitBIDV
Pk Lik
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2.3.3 Haet dgng twong tac wi khach hang

Hoat dong trong tac Wi khach hangd BIDV Dik Lik
chi ding & mirc phan tich va tim B khach hangdap ang yéu éu
ctua khach hangdi cacdiéu kién hieén tai cia ngan hang ma ¢h tim
ra chén lugc trong tac Wi tirng nhém khach hangye trén nhu &u
khach hang, arm sr dung cong ngh théng tindé ghi lai sy trong
tac.
2.3.4 Céc hat dgng dap ing nhu aiu cé bigt

Hoat dong @o ra s khac bét ddi véi khach hangd BIDV
Pik Lik dugc danh gia ladon vi da bét y thic viéc cung ép sin
pham, dich wi lién quan nking Vin chra cé chén lugc d tao ra s
khac bét dbi vai tirng khach hang.
2.3.5Panh gid mic dé hai Iong aia khach hang

Dé ndm hit kip thoi sy phan hdi caa khach hang khiosdung
cac én pHim dich wi tai chi nhanh BIDVDik Lik, y kién khach
hang ¢ thai do, phong céach plt wu cia cac can dtruc tiép haic
gian tép giao dch Wi khach hangté xay drng phrong an @i tién
nang cao cit lugng, hinh tifc, phrong thic cung ép sin phim dich
vu, nang cao ch lvong phuc wu cia ngan hangdi khach hang.

Véi sb phiéu diéu tra trong am 2009, cho thy c6 it nhiéu
nhan 6 anh hrong dén ar hai 1ong @a khach hang. Trong pim vi
nghién @u aia dé tai tac gi dung clrong trinh SPSS for Windown
théng qua \dc phan tich cac nhad.tDir lidu két qua chay dugc tir
chuong trinh § xac dinh duoc mit s6 nhan & anh hrong tuc tiép
dén ar hai l1dng @a khach hang.
2.4 Panh gia hat dong CRM tai Pik L ik
2.4.1 Thanh céng éa CRM
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Hoat dong trong tac i khach hangadi BIDV Dik Lik da
phan tich va tim Bu khach hangdapung yéu éu cia khach hang
vé6i cacdiéu kién hién tai caa ngan hang.

Hoat dong @o ra s khac bét ddi véi khach hanga BIDV
Pik Lik dugc danh gia ladon vi da bét y thic viéc cung ép sin
pham, dich w lién quan nking Vin chra cé chén lugc d tao ra s
khac bét déi véi tirng khach hang.

2.4.2 Nhing %n tai

Truéc hét vé pheong phap & chic thre hién, bb may clim
séc khach hangia BIDV Pik Lik con nhéu han ché, ngn lyc dé
cham séc khéach hang conamg cong vc chim soc khach hang ah
yéu do cac giaoigh viéndam nhin.

Viéc giao tép woi khach hang 1n ti cua BIDV Bik Lik
cha yéu dién ra ti cac quy giao dch, khach hanguttim d¢én ngan
hang.

Chi nhanh cha c6 & chuyén mén hoadwioi ngii nhan vién
cao din dén mot nhan vién phi xir ly nhiéu céng véc.

Viéc thim do y kén khach hang con mang tinh hinhirth
chra hiéu qui cu thé, thiéu tinh chuy&n nghBp trong qua trinh thu
thap, liy y kién khach hang.

2.4.3 Nguyé&n nhandn tai

Viéc tng duing quin ly quan & khach hang vao doanh
nghiép con ndi mé nén clra nkin dugc ar quan tdmiling mrc cia
cap lanhdao.

Doi ngi nhan vién con thu, chra coi tong cong taalao
tao, bOi dudng nang cao trinddé chuy&n mén nghp wu cho can b
cbng nhan vién.
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S lwong khach hang ngay caning va nhu éu cia khach
hang ngay canda cang, khach hang&dang chugn sang ngan hang
khac c6 cht luong phuc wu tét hon trong khi & may quin tri quan
hé khach hangai BIDV Pik Lik cheaduoc doi moi.

Cac kénhutong tac wi khach hang ara c6 & dong b nén
viéc thu thip thong tin khach hang con Bhbihan cté.
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CHUONG 3
HOAN THI EN HE THONG QUAN HE KHACH HANG
TAI BIDV PAK L AK

3.1 Chién lwgc phat trién cia BIDV Vigt Nam va dinh hwéng
phat tri én ciia BIDV Pk L ik.
3.1.1 Sr can thiét phdi thiét ké hg théng Quin tri quan h¢ khach
hang i BIDV Bk Ldik

- Khach hang ngay cang anéhj cdoi hoi va ky vong cao
hon V& cac én phim dich ngan hang.

- Sy phét trén manh & cia cong ngh.
3.1.2Pinh hweéng phét trién BIDV Viét Nam
3.1.3 Muc tiéu phat trén ciia BIDV Dk Ldik téi nam 2015.
3.1.4 bgc diém kinh t¢ x& hji trén dia ban inh Dik Lk anh
huwéng dén hogt CRM aia BIDV Pik Ldik
3.2 Hoan thién hé théng CRM.
3.3.1 Xacdinh s m¢nh va muc tiéu aia quin tri quan hg¢ khach
hang

Vi sir ménh aia BIDV Pik Lik trong thyi gian ©i la
“Phuc wu khach hang 8t nhat, nhanh nhdt, tién ich nht”.
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3.3.2 Hoan thén md hinh CRM @i BIDV Pk Ldik

Xay dung cac @ v dir liéu

khach hang

v

Phéan biét khach hang

v

Twong tac khach hang

y

Cé& nhan ho& khach hang

Tiép tuc danh gia va ai
tien

A

Hinh 3.1 M6 hinh CRMut Pak Lak

3.3.2.1 @ 5 di liéu khach hangdi BIDV Bdk Lak

Co so dit lidu, thong tin ¢ khach hang 14 tais quy gia éa
mot ngan hang va laén mong cho &théng CRM.

- Tinh kio mat caa dx liéu:

- Kha ning lién Kt giita nhing théng tin i rac.

- Ma héa céc théng tinrl trir d@é thuan tién trong qua trinh
khai thac.

- Phii duoc cip nhit thuong xuyénday du.
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- CAc théng titwoc cip nhit phai c6 bing ching hru trit.
3.3.2.2 Phan lgi khach hang
Tiéu chi 1 Phan laii khach hang da vao 8 dir binh quan
Tiéu chi 2 Phan lazi khach hang theo th gian gii tién
Tiéu chi 3Phan laii khach hang theo th gian quan g voi
ngan hang(Long trung thanldwngan hang)
Bang 3.1 : Piém tinh gia tf khAch hang da vao $ dir tién

gui binh quan
S6 dur tién giri binh quén Piém
Tir 1ty tro 1én 100
Tur 700 triéu dén duei 1 ty 80
Tir 500 triéu dén diesi 700 triéu 60

Bdng 3.2 Piém tinh gia t¥ khach hang qua th gian gri tién

Thaoi gian giri tién cia khach hang Piém
Trén 1 am 100

6 < Kyhan < 12 thang 80

3<  Kyhan < 6thang 60

< 3thang 40

Bdng 3.3Piém tinh 1ong trung thanh théng quadstigian quan k&
voi ngan hang

Thoi gian quan k¢ véi BIDV Pak Lk Piém
Tu 5 nim tré 1én 100
Tir 3 im dén dudi 5 nam 80
Tir 1 im dén dudi 3 nam 60
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Bang 3.4. Bing t trong diém aia tirng ch tiéu

STT Chi tiéu Ty trong diém
1 | S du binh quan trén tai kfio 45%
Thoi gian gri tién 40%
3 Long trung thanhi@ khach hang 15%

Théng qua tinh toan cacidiéu danh gia khach hangum
tiéu trong © s dir liéu khach hangim BIDV Pik Lik c6 the phan
thanh 3 nhém khach hangivcac dic diém riéng bét va codiém

tbng @ng duoc quydinh nhr sau:

Bang 3.5 Phaniogn khach hang

Nhém khach hang muc tiéu Piém
Loai Al >80
Loai A2 > 60
Loai A3 > 40

Bang 3.6 Phan lai khach hang theddc diém muc tiéu

Phan dogn Dic diém va nuc tiéu khach hang
khach hang| (bao @m ai khach hang & chirc va khach hang
ca nhan)

KH A1 La cac khach hangmtién vao ngan hang coyk
han dai, tinhon dinh cao, gia tf lon, st dung cac
logi dich w cia ngan hang, khach hang quaa
lau nim, hai long ¥ dich w ngan hangpay |a
nhing mvi quan ¥ cin duroc bio vé vauwu i nhit

>0
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KH A2

La cac khach hangug tien vao ngan hang cépk
han, tinhén dinh cao, gia trlén, sk dung céac

>0

logi dich w cia ngan hang, khach hang quaa
lau ram, nheng dong thoi chwa hai long ¥ dich
vu ngan hang. Cé thcoi day 1a nhizng moi quan
hé can diroc giie gin va duy tri.

KH A3

La cac khach hangigtien va ngan hang coyk
han ngin, gia ti thap, khach hang #i quan i
v6i ngan hang va cé khning chuyn qua céac
ngan hang khacdu thiy cé bi, Khéng co6 chinh
sachdsi véi nhom khach hang nay.

3.3.2.3 Phén lai tung nhém khach hang
Trén © so phan lai khach hang, BIDVPik Lik cin xay

dung chén luoc cho frng laai khach hangethé nhr sau:

Bang 3.7 Chén liroc cho fing nhém khach hang

Logi
khéach Chién lugc
hang
Gia ting gia ti cam nhin bang viéc giam phi
cac dch wi gia ting wrot troi va khac bit hin
AL S0 Wi nhitng laai khach hang khac.
Xay dung cac chlrong trinh clim s6c khach
hang diac biet. tao ar quan tamdac biét voi
nhém khach hang nay.
Cung ép nhing dch w véi mic chi phi niat
dinh. Kich thich mic d¢ sir dung thdng qua cé
A2 chuong trinh clim soc khach hang riéng, ¢o

[

quan tamy mic thip hon khach hang ko A1
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Ap dung cac chinh sach am gia tng long
trung thanh, ang luong tén gri ciing nhr gia
A3 ting cac dch w kém theo. @ ging kich thich
cac giao ith théng qua cac hbdong khuyn
mai va cac chinh sack tro.

Pay chinh la nhém khach hangncap ding cac
chinh séach théng tlong. Tuy nhién éu c6 @
hoi can c6 nhiing chinh sach &m séc riéng vi
nhom khach hang nay gjia ting long trung
thanh i ngan hang sau khkid so sdnh &i cac
ngan hang khéc.

3.3.3 Tang arong hagt dgng twong tac i khach hang

- Gap g tryc tiép

- Thiét lap trang Web

- Thuc hién céc clrong trinh qang ba hinhinh BIDV Bik
Lk:

- Thiét 1ap trung tdm clim séc¢ khach hang:
3.3.4 Phét huy c& nhan ho& khach hang
3.3.4.1 Xay dng céac clrong trinh &o gia tr khac bét cho tng lagi
khach hang

DPéi véi dich w ngan hang, & tat ci mpi logi khach hang
thi yéu du chung la:“ Phai nhanh chéng, chinh xac, an toagnti
loi”, dé thuc hién 6t mong mién cia khach hangioi hoi toan 1
hoat dong aia BIDV Pik Lik cin:

- Mé rong va hoan tkén mang leéi phan ploi.

- Pay manh phét trién cac lai hinh phan pbi sin prim, tién
ich moi trén rén taing dr an hén dai hoa.

- Phét trén va hoan thiin hé théng chim séc khach hang .
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- C6 chinh séacldao to chuyén sau, drluong dac biét cho
cac chuyén gidé xay drngdoi ngi can I gioi.

*  Pgc biét tgo ra nhing gid ti khac bét mang &i cho
khach hang g thé:
3.3.4.2 Hoan thin quy trinh ctim séc khach hang

Ban chim séc khach
hang

3T 4

Co so dir ligu
khach hang

Céc trung tam dich vu
khach hang

1L

Khéch hang

Hinh 3.3: Hoan thin quy trinh clim séc khach hang

3.3.4.3 Gidi phap theo ddi vainh krong 3¢ thad mén @ia khach
hang

* Hé théng khiéu mai gop y:

* Piéu tra s thoa man @a khach hang:

* Phan tich nguyén nhanatrkhach hang:

* Khuyén khich khach hang phan nan:
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3.3.4.4 Giii phap phic hoi méi quan k¢ véi khach hang khi céussai
Ssot.

- Giai quyét van dé caa khach hang ngay sau khiyxra sr
cb:

- Trao qugn cho nhan viéndp xuc:
3.3.5 CAc gii phap h tro
3.3.5.1 Thiét Igp Ban clim séc khach hang

Phwong phap thiét ké ban CRM: C6 2 phrong an:

Pheong én 1 Plrong an 2

Uudiém | - Hgn cké tuyén dung | - Pam hio yéu éu va
nhan vién, #t kiém chi| nhan kc va yéu 6u
phi. cbng Vvéc.

- Thuin lpi hon vi nhan| - Tinh khi thi cao, do
vién da quen thdc wi | nhan  vién duoc
khach hang va md@ichuyén mén hdaom.

trueong lam véc

Nhwoc | - Nhén viéndam nhin | - Tang chi phi dao
diém | nhiéu cong véc cung 1| tzo va tuyn dung.
ldc nén hiu qui codng| - Tang chi phidau tr
viéc & bi anh heong. | thiét bi may méc.
- Hién nay nhan viér
cua phong con it nén
khé dam nhin duoc
nhizng cbng Wc nvi.

Lwa chpn phwong an hoan thén: Tién hanhdanh gia
phueong &n ling cach chdiém.
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Chitiéu | Hé sb Phwong an 1 Phrong an 2
sosanh| quan | Diém Piém Piém Piém

trong quy déi quy ddi
Chiphi | 35 3 105 1 35
Lgiich 2,5 1 2,5 2 5
Kha thi 4 1 4 3 12
Téng 10 4 17 7 20,5
diém

Dya vao lang danh gia trén ta fty pheong an 2 hu qua
hon.
* Xay dwng oo cAu cho ban CRM:

Ban quan tri quan
hé khach hang

e ey

Nghién aru Co s dix ligu Chuong trinh
khach hang khéach hang quan tri quan
hé khach
hang

Hinh 3.4 @ cdu ban clim séc khach hang
Xay drng @ ché tuyén dung rd rang:
Coi trong cbng tadao ko:
Tang arong cho nhan viéndp xdc tire tiép voi khach hang:
Chinh sécfliai ng, khen throng:
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3.3.5.2 \in ho& doanh nghp

“Khéch hang 1a tai én lon nhit cia moi Cong ty, Bi vi
Coéng ty & khong ti ton tzi néu khdng cé khach hahg Erwin
Frand

a. Quan tandén khach hang

b. Ludn nghidén khach hang khi quéy dinh van dé.

c.Ung h caa ban giandéc

d. Bua Vin dé khach hang vao trong ebing trinh tho luan
tai mdi cuoc hop nhan vién.

e. Throng xuyén phan céng cho toad bhan vién
3.3.5.3 Cong ngh
3.4 Mot sb kién nghi va @& xuit thwc hign thanh céng chrong
trinh CRM

Thuc hién danh gia va phan tichjknén khach hang B c6,
tir d6 xay drng va phat tén chodugc mot nén khach hangdt co
nang hyc kinh doanh va khning phat trén trong trong lai. Chrong
trinh CRM mang tinhdt 16i, anh hrong turc tiép dén kha nang anh
tranh @ia BIDV Dik Lik. Do d6 dé thyc hién tot cheong trinh CRM
tac gi co mot sb kién ngH déi vsi Ban giamdéc:

- La&nhdao cin xay drng im nhin CRM cho BIDVDik Lik
va b luc hét sirc dé truyén béa, é dong né cho cac nhan vién, khach
hang hén tai va khach hang&m ning aia BIDV ik Lik. Tam nhin
CRM la hic tranh éng thé vé cach nhin nin danh gia va thu hiéu
khach hang, ¥khach hang mc tiéu mong mén aia BIDV ik Lik
va cach tong tac ly trong Wi cac khach hang we ti€udd. Khéng
c6 im nhin CRM, khach hangia BIDV bk Lik 3 khong tfé thiy
rd chién lugc CRM va bi ich aia n6. Bin than nhan viénimg
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khéng bét ho phai lam gi, duoc nhing loi ich gi,diéu nay khén ar
cong tac @a BIDV Dik Lik tré nén khé khan.

- T chirc hoc tap v CRM déi véi toan I can [ cong nhan
vién, dic biét nhin manh &m quan tong aia CRMddi véi hoat dong
cia BIDV DPik Lik. C6 chinh sachdp ly nhim dao tao nhan vién
BIDV Pik Lik lam viéc vsi phong cach chuyén ndi, ning dong.
Yéu ciu thaido phuc wu khach hang phi than thén va &n tinh.

- BIDV bik Lik cin cé trang Web riéndé khach hang c6
thé truc tiép vira tim héu & lwong cac lai san phim hién c6, cac
chuong trinh hat dong aia BIDV Pik Lik, dic biét co thé gop y @
chit lvong sin phim dich wi ciing nhr cht lugng phuc va ma BIDV
Dik Lik cung ép. Pay dugc xem la ndt trong nhiing cong @ tac
déng vao khach hangun tiéu c6 htu qua bai vi thdng qua internet
khach hang &dang c6 th néi 1én am nhin, sr hai 1ong hay cha
hai long ¢ chit lugng sin phim dich w caa ngan hang.

- Ban giamdbc va cac Phong cé lién quasncthiét 1ap quy
trinh ¢é danh gia nic do hai long @a khach hangddi véi nhirng sin
pham dich w do BIDV Pik Lik cung dp. Ban giamdéc nén &
dung két hop nhiéu phrong phép vi d nhe: Quan sat cac giadah,
diéu tra khach hang...fiimg hait ndy cé y ngta gii téi khach hang
thdngdiép raing BIDV ik Lik luén quan tandén khach hangdén
nhitng mong mén cia hy vadén chit luong aia sin pham, dich w
ma hp nhan duoc. phrong phap nay an dugc tién hanh mt cach
thudng xuyén, calinh hréng, duoc tién hanh i nhiéu loai khach
hang khac nhau.
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KET LUAN

Quan tri quan & khach hang khéng tliem hi lgi ich cho
ngan hang ma cotem hi loi ich cho khach hang.d khach tng
va sr théa man khach hang laum tiéu @ia CRM nlim toi. Qua
CRM mbi quan & ngan hang - khach hanginén @n gii hon, kho
dir liéu cia ngan hangdkhach hanging dugc cip nhit, quado
ngan hang cé thnim bit dugc tit ca nhirng thayddi nho nhit vé thi
hiéu, théi quen tiéu dungua khach hang. Qudd cac chinh séach,
chién lugc kinh doanh ¢a BIDV Pik Lik st diéu chinh cho phu
hop. wi y nghia nhr vay tac gia da hoan thin chrong trinh gan tri
quan I¢ khach hangai BIDV Pik Lik, tac g da di sAu vao nghién
clru CAC vin dé sau:

1. Khai quét héa,dthéng cin ban ly luan va thre tigén khach
quan, khoa éc Vé vin @ quan tri quan & khach hang.

2. Phan tich tic trang CRM aia BIDV Dik Lik, cacdiéu
kién anh hrongdén CRM ti BIDV Pk Lik.

3. Hoan thén h¢ thong CRM ti BIDV Dik Lik.

4. Dya trén nfiing cin ar khoa toc va thre tién dé xay drng
cac chinh sach khach hang cho nhém khach hargtiéu dé phuc
vu cho chrong trinh CRM.



