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MO DAU

1. Tinh cip thiét cha dé tai:

Thé gioi dang dén ra xu ti¢ toan éu hoa va hi nhap kinh
té, cling Wi xu huéng dé la sr phat trién khdng ngng aia khoa lc
cbng ngld. Thi truong Tai chinh Ngan hang &i Nam ding khéng
nam ngoai xu kréng d6. Ngay nay, trén ihtruong d& xuit hien rat
nhiéu ngan hang, khéng th nhing ngan hang tronguwéc ma con
la nhiing ngan hanguvc ngoai. Cac Ngan hantang phi dbi mat
vé6i s canh tranh qut liét.

CAc ngan hang cungg cac cong taarbng tr nhau, o S8
canh tranh nkr thé nao? Lam té ndodé cé tré phat trén thi truong
khéach hang va gidugc chan khach hang?

Vai trd @ia khach hang ltc nayétdén it quan tong. Vi
vay, haat dong chlim so6c khach hang c6 y righquan tsng mang
tinh quyét dinh dén qua trinhang trrong va phat tén cia cac Ngan
hang throng mai trongdiéu kién hoi nhap ngay nay. Cim séc khach
hang cé cht lvong cao & rt co hoi cho cac ngan hang xayrag
long trung thanh & khach hang. Khach hanguilng coi ctaim soc
khach hang la gt tiéu chdn quan tong khi quyt dinh lya chon
ngan hang nao trondttca cac ngan handang hat dong trén t
truong. Chinh vi 9y ma codng tac etm séc khach hang céékiuoc
coi la chia khoa thanh céng gilp Ngan hang éoctimh tranh va
phét trén bén viing.

Ngan hang tiong mai c6 phan Ky thuong Viét Namda thyc
hién nhiu chinh sach ém séc khach hang i qui. Trong qua
trinh 1am véc tai ngan hang Thong mai ¢6 phan Ky thuong Viét
Nam Chi nhantba Ning, tac gi da tim héu va nghién ¢u \é chinh
sach cim soc khach hang, cacdtaong chim séc khach hangék
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hop Vi nhitng kién thirc V@ chit lugng cdng tac, tac gida chon dé
tai “Hoan thén cong tac cim s6c khach hangitNgan hang TMCP
K§ thuong Viét Nam — Chi nhantba Ning” cho dé nghién ¢u
nham giGp cho hat dong chim séc khach hangitNgan hang TMCP
K§ thuong Viét Nam Chi nhantba Ning ngay cang chuyén ngpi
gop phin vao & phat trén bén vitng va lau daiga Ngan hang.

2. Muc tiéu nghién aru:

- Tim hiéu ly luan V& haat dong chim séc khach hangua
Ngén hang thiong mi.

- Tim héu hat dong aia Ngan hang TMCP Kthuong Viét
Nam Chi nhanfa Ning, danh gia thrc trang hait dong chim soc
khach hang trong th gian qua (8m 2008, 2009, 2010) va tim&hi
nhitng thanh ¢u dat dugc, nhing ©n tai trong Coéng tac ¢m séc
khach hangai cia Ngan hang K thuong Viét Nam Chi nhantba
Ning

- Tir nhitng phan tich trédua ra cac gii phap @ thé phu
hop wi tinh hinh thrc # cia Ngan hang TMCP ¥ thuong Chi
nhanhba Ning nhim ddy manh hait dong chim séc khach hang.
3.Poi twgng va pham vi nghién aiu:

- Béi twong nghién ¢u cia dé tai 1a khach hang c& nhan s
dung dch w cia Ngan hang TMCP Kthuong Viét Nam — Chi
nhanhba Nang.

- Pham vi nghién ¢u la hat dong chim soc khach hangit
Ngan hang TMCP K thuong Viét Nam Chi nhanba Ning trong
03 ram (2008, 2009, 2010).

4. Phrong phap nghién au:

Luan vin ar dung cac plrong phap nghiéniai truyén thong
nhu théng ké, so sanhdmg hop, suy ludin logic, thu thp tai liéu tir
sé&ch baoap chi, trang web...
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Ngoai ra, ldn vin con tép cin nghién ¢u theo lwéng diéu
tra th truong théng qua dng cau bi thangdo luong thaidg. Bang
cau hi nay dugc xay drng theo thangtiém Likert wi nam sr lya
chon dé danh gia ¢ thuc trang hait dong chim soc khach hangit
Ngan hang TMCP K thuong Viét Nam Chi nhantba Ning. Dia
ban tén hanh thu thp dir liéu 1a khach hang B tai caa Ngan hang
TMCP Ky thuong Viét Nam Chi nhana Ning bao gm khéach
hang &i Chi nhanh va cac Phong giaach tnre thube. Khach hang
tra 1oi phong van dugc chon ngiu nhién trong & nhiing khach hang
ngdi cho giao dch. S bang cau bi phat ra la 250,&bang cau bi
hop 18 thu \é 1a 250.

Toan 1 s liéu thuduoc tir khao sat thrc tién duoc xu ly
theo trinhitng dung Excel.

5. Y ngtia thuc tién cia dé tai:

Pé tai nay c6 y ngia quan tng v mat thyc tién, cung ép
céi nhin éng quat ¥ haat dong chim séc khach hangitNgan hang
TMCP Ky thuong Viét Nam Chi nhantba Ning trong thyi gian din
day, Hng Kt nhiing thanh qa dat dugc va néu ra @t b ton tai
trong hat dong cham séc khach hangit Ngan hang TMCP K
thuong Viét Nam Chi nhantba Ning. Tir d6 dé& xudt mot sb giai
phap nfim day manh hat dong chim soc¢ khach hang, tréo & d6
nang cao kiu qui haat dong kinh doanh trongih wrc Ngéan hang,
gilp Ngan hang phat én va kn viing.

Viéc nghién éu dra trén o v diéu tra, kho sat thec & cam
nhan cia khach hang & cong tac cim séc khach hangitNgan
hang nén cdo tin ciy cao. Vi \y, dé tai c6 kh ning ap a@ng vao
thuc tién haat dong aia Ngan hang TMCP Kthuong Viét Nam Chi
nhanhba Ning ntim nang cao ch luong hait dong chim séc
khach hangday manh phét trén hat dong kinh doanh.



6. Két cau cia dé tai:

Ngoai pln mo dau, két luan va tai [éu tham kko, noi dung
dugc trinh bay trong 3 atong, a1 thé nhr sau:

Chuong 1: Ly Itin chung ¢ cong tac cim soc khach hang
cia Ngan hang trong mai.

Chuong 2: Thrc trang cdng tac cim séc khach hanait
Ngan hang TMCP Kthuong Viét Nam Chi nhania Ning.

Chuong 3: Gai phap hoan tin céng tac cim séc khach
hang & Ngan hang TMCP K thuong Viét Nam Chi nhanhba
Nang.
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CHUONG 1 :
LY LU AN CHUNG VE CONG TAC CHAM SOC KHACH
HANG CUA NGAN HANG TH UONG MAI

1.1. KHAI NI EM CONG TAC CH AM SOC KHACH HANG
Theo ngfia Hng quat nht, chim séc khach hang (hayoth

vu khach hang - Customer Care) f ¢a nhing gi @n thiét ma
doanh nghip phai lam dé thoa man nhu &u va mongloi cua khach
hang, fic 1a phuc wu khach hang theo cach ma mong mén duoc
phuc wu va lam nliing viéc cin thiét dé giit cac khach hang minh
dang co.
1.2. CONG TAC CHAM SOC KHACH HANG TRONG HO AT
PONG NGAN HANG

1.2.1.Pic diém ciha hoat déng kinh doanh Ngan hanganh
hwéng dén cong tac clim séc khach hang.
- Ngan hang la 6t nganh dch w véi cac gn phim vé hinh.
- Nganh ngan handpi hoi ngudn nhanirc chit luong cao.
- Hoat d@6ng kinh doanh ngan hargi hoi sx tng duing cao @a cbng
nghé théng tin
- Trong nganh ngan hangadhanh déch wa ¢é nhirng dac thu riéng
va chradugc ap ding pho bién.

1.2.2. Nbi dung co ban cia céng tac ckim séc khach hang i
cac ngan hang
- Xay drng va qun ly hé thdng théng tin khach hang.
- Ban hanh cac Qujinh chim soc khach hangia Ngan hang.
- Quy trinh clim s6c khach hangitcac Ngan hang



Phan lai khach hang

A
Lap Ké haach
cham so6c Khach hang

A 4
Thuc hién
cham séc khach hang

\ 4
Lap Bao cao

cham soc khach hang v

P=-4

danh gia kt qua

So @6 1.1: Quy trinh chim séc khach hang 4i Ngan hang

1.2.3. Cac nhan & anh hwéng dén chim séc khach hang trong
Ngan hang

C6 3 nhand anh hrong dén chim séc khach hang trong Ngan
hang la nhém cacéy t vé san phim va gia dch w, nhém céc §u
t6 thuan tién va nhom cacdu t6 vé con ngroi.
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1.2.4. Chinh séach chung & chim séc khach hang trong Ngan
hang

Cac chinh sachévwchim séc khach hang trong Ngan harigng
cung dp thong tin cho khach hang,ath hoi tryc tiép haic gian
tiép, uu dai \e 1ai suit, giam phi cho khach hangu tién trong giao
dich cho khach hang va cac chinh sactchéc khac.
1.3. 9 CAN THIET CUA CONG TAC CHAM SOC KHACH
HANG TRONG NGAN HANG

Cham séc khach hangtt st mang i cho Ngan hang néi
loi ich nhr sau:

Tha nhat, chim séc khach hang gidpa sy trung thanh ga
khach hang.

Tha hai, chim séc khach hang la cong gdc tén ban hang
hiéu qua nhét.

Tha ba, ctim séc khach hangtt giip Ngan hang nang cao
hinh anh va ting arong khi ning anh tranh vi cac déi thi canh
tranh.Dong thyi, 1am ting ring stit va doanh thu, ihphan va bi
nhuan trong hat dong kinh doanh.

Thi tu, chim s6c khach hang giup Ngan hang giagt
nhitng loi ich tir phia nhan vién Ngan hang.
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CHUONG 2:
PANH GIA TH UC TRANG CONG TAC CHAM SOC KHACH
HANG TAI NH TMCP K Y THUONG VIET NAM
— CHINHANH DA NANG

2.1. TONG QUAN VE NGAN HANG TMCP KY THUONG
VIET NAM — CHI NHANH DA NANG

Techcombank Mt Nam dugc thanh 4p vao ngay 27 thang
09 nim 1993. Techcombanba Ning dugc thanh 4p vao ngay
04/9/1998, khai trong va chinh thc di vao hat déng tr ngay
28/09/1998

Qua nhéu nim thanh 4p va phat tén, Techcombankba
Néng da dat dugc thanh eu dang K

+ V& tinh hinh hat dong huydong von cia Ngan hang ludn
dat mirc ting tnrong cao vatéu dan qua cac &m.

+ V& tinh hinh hat dong tin ding

v' Tinh hinh hat dong cho vay: Doanhdscho vay éa
Techcombaniba Ning luéndat & mirc cao vaing déu qua cac am.
Ty I ng quéa han cia Chi nhanh gim dan qua cac im.

v Co ciu nganh ngh linh wrc cho vay ch yéu tap
trung vao cac nganhithng mai va dich w va nganh an xut, gia
cong clé bién.

+ V& tinh hinh phat tén mang legi khach hang: & lugng
khach hangiea Techcombank chi nhafya Ning c6 & tang trong
manh n& qua cac am

+ V& tinh hinh Kt qua haat dong kinh doanh:&c d6 ting
truong \ tong tai én va doanh thu hangim cia Techcombanba
Néng trong nhdu nim qua ludndat tir 30% te lén.
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2.2. THUC TRANG CONG TAC CHAM SOC KHACH
HANG TAl NGAN HANG TMCP KY THUONG - CHI
NHANH PA NANG TRONG THOI GIAN QUA (GIAI POAN
2008-2010).

2.2.1. & cong tac xay ang va quan ly h¢ théng théng tin
khach hang ti Ngan hang Techcombank Vgt Nam va thuc
tr ang tai TechcombankPa Ning.

Viéc quan ly hé thdng théng tin khach hang tiy t#w vao
La&nh dao aia trng don vi kinh doanh/Chi nhanh/Phong giadciol
Céacdon vi kinh doanh ch yéu quan tamién théng tin cac khach
hang VIPdé c6 chinh sach @m soc phi bp. DBbi véi cac khach
hang & dung cac dch w khac, Wi cac fin suit giao dch it ton thi
gan nhr khéngdugc cip nhit théng tin vao & théng quin ly théng
tin khach hangbiéu nay § gay kho kkin trong cong tac phando
khach hang, va tit hién cac gii phap clim s6c khach hang khac
nhaudbi véi cacddi twong khach hang khac nhainh hrong dén két
gua hoat dong kinh doanhwa Ngan hang.

2.2.2. Quydinh - Quy trinh cham s6c khach hang éa Ngan
hang Techcombank V§t Nam va danh gia viéc thwc hién quy
trinh quy dinh tai Techcombankba Nang.

D¢ thuc hiégn chim séc khach hang, Ngan hang TMCR K
thuong Viét Nam da ban hanh nbii quy dinh & chim séc khach
hang, a thé:

» Quy trinhdo luong sr théa mén éa khach hang c6 hiéu
lyc tr ngay 24/04/2003

> Huéng din lap danh sach va phanalokhach hang co
hiéu luc tir ngay 29/05/2003
» Chinh sach cdm séc khach hang co6 &i luc tr ngay
29/05/2003
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» Quy trinh claim s6c khach hang cééui hrc tir ngay 08/07/2006
> Quy dinh & O tay chit lugng Techcombank ban hang ngay
13/07/2007.

> Huéng din giai quyét khach hangai Ban dch w khach
hang co hu lyc tir ngay 25/07/2007.

> Quy trinh thu thp va »r ly y kién caa khach hang cé
hiéu luc tir ngay 13/08/2007

2.2.3. Thrc trang quy trinh cham séc khach hang 4i
Techcombankba Ning

C6ng tac phan i khach hang va xadinh cac tiéu chié
phéan lai khach hang la do & s¢ Chinh Ngan hang TMCP K
thuong Viét Nam xay ang. Hién tai, Hoi s chinh ch ban hanh cac
tiéu chidé phan lai va xacdinh dbi tugng khach hang Priority, ala
c6 cac tiéu chiwcthé dé phan lai cacddi tuong khach hang khaait
Techcombank.

Tai TechocombanBa Ning, viéc thec hién phan lai khach
hang dra trén © s cac tiéu chi phan 4 cia Hoi so Techcombank
va chra c6 s chi dong dé xuit phan lai khach hang cho phiop
véi tinh hinh thre t dia phrong.

Ké haach chim séc khach hangia Hoi s quy dinh ai thé
vé ndi dung chim séc khach hangio thrc hién va ngién kinh phi
dé thuc hién ké hoach @6, phan b kinh phi cho #ng Chi nhanh,
huong din thyc hign cong tac cim soc khach handén ting Chi
nhanh va cacdphan cé lién quan.

Trén © 5 ké haach chim séc khach hangua Hoi so,
Techcombankba Ning lén K hoach trién khai cong tac ¢m séc
khach hangai Chi nhanh. Bi Techcombankba Ning, cong tac
hoach dinh K& hoach va trén khai cac chinh sach @h séc khach
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hang duoc thec hién boi Bo phan Marketing Mén Trung ti Ba
Nang.

Hang rim, Bo phan Marketing Mén Trung hp cac K hoach
cham séc khach hang tréw sv ké hoach chim séc khach hangia
tdan & théng do Tong giamddoc ban hanhiéng thyi to chic trién
khai k& haach i Chi nhanh Techcombari Ning.

Bo phan Marketing Mén Trung @m c6 4 nhans chuyén
thuc hién cac cong tacdvphat trén hé thong, ting arong cac hat
dong chim soc khach hang cho cden vi Techcombank trc thuwce
khu wrc Mién Trung bao dm ci Techcombaniba Ning.

Mot sb cdng tac trong cacékhoach va chinh sach am soc
khach hang @@ Techcombank & s chra duoc trién khai i
Techcombankba Ning 1a do ngan lyc by phan Marketing Mén
Trung con hn cké.

2.2.4.Panh gia két qua cham soéc khach hang 4i Ngan
hang TMCP K§ thwong Chi nhanhPa Nang.

2.2.4.1.panh gia \é qué trinh o va cung @p sin phim
dich wu cho khach hangdi Techcombankba Néing.

Theo Kt qua diéu tra 250 khach handyroc phat phiu diéu
tra, c6 123 khach handganh gia cao @ phim dich w cua
Techcombank chim ty Ié twong tng 1a 49%, c6 49% khach hang
danh gia sn phim dich w ¢ mac binh throng va 2% khach hang
cho #ing sin prim dich w it da cang va clra daprng duoc nhu éu
cia khach hang.Tuy nhiénd suong khach hang chaimg sin phim
dich w rat da cing, throng xuyénduoc d6i méi, dam bao phic wu
nhu éu aia khach hang I&t cao va kh ning daptng Ht nhu du
cua khach hang.

Nhin chung, khach hantanh gia ét vé hé thong sin phim
dich wi tai Techcombank, & gia ¢ va chit luong sin prim dich w
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tai Techcombank. ¥ gia & sin phim, da $ khach hang choing
cac mirc phi @ia Techcombank la qua cao si@ gac Ngan hang trén
dia ban, g thé nhr phidinh gia tai 8n, phi qun ly tai sin, phi plt
tra no trudc han...Vé chit luong sin phim da $ khach hangtanh
gia ©t, tuy nhién mt sd khach hang con phan nan vi quy trinlugh
vu con chra dap ung nhu éu aia khach hangdé khach hang ph
cho doi lau.

2.2.4.2.Péanh gia \ cac Yu té tgo thugn tign cho khach
hang trong giao dch tgi TechcombankPa Ning.

Vé mang lu6i hoat dong, da $ khach hangiuoc diéu tradéu
nhan xét mang luéi Chi nhanh, Phong giadah tai Techcombanba
Néng la nhéu vadapung duoc nhu éu cia khach hang. Trongng
s 250 khach handuoc diéu tra, c6 202 khach hamginh gia ét vé
mang lréi hoat dong aia Techcombanba Ning, chém ty 16 81%,
chi c6 2% khach hang oh hai long ¢ mang luéi hoat dong, chi
yéu roi vao caaddi tuong khach hang nhiing viing lan én, xa trung
tam thanh pé.

V& tién nghi trong giao ith, da & khach hangtanh gia 4t
t6t vé co sy vat chit va tién nghi trong giao @h adia Ngan hang
Techcombank Chi nhariba Ning. C6 68% khach hantanh gia 4t
t6t, cho Bing @ so vat chit ky thuat cia Techcomban®Pa Ning kha
guy md va khang trangash dep. CH cé 3% khach hang khéng hai
long, throng foi vao cacddi tuong khach hangim cac Phong giao
dich msi vé6i co s vat chit ky thuat con it. Nhr vay, & phuc wu
khach hangdt nhit, Techcombaniba Ning cin chi ydau tr co s
vat chit ky thuat ddy da va to didu kién mdi twong 6t nhit cho
nhan vién trong qua trinh laméei dé tao 4n trong ©Ht nhit cho
khach hang.
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Vé quy trinh phic w, trong $ 250 khach hanguogc diéu
tra, c6dén 31 khach hang phan nam wquy trinh plhc w tai
Techcombaniba Ning chim va phirc tap, chém ty 16 13%.PHn 16n
cac khach hang tinudg phan nandthoi gian, quy trinh cho vay la
phic tap va thvi gian tea 1oi két qua a rat cham. Béi véi cac b so ca
nhan, thong tintt khach hang cho &, thoi gian tr lic tiép nhan hd
so chodén IGc nhin két qua va tién hanh céc tintuc tiép theo la
khoang fr mot tudn dén muai ngay,do |1a khvang thyi gian kha lau so
vé6i nhu éu cia khach hang.

Déi véi cong nglé ung dch wi trong Ngan hang, khach hang
thuong am nhan cdng ngh dich w qua k& thong may ATM, qua &
théng céng ngh dién tr phuc vu qua trinh lam \ic aia nhan viénai
quay giao dch va théng qua 6t sd sin prim ang ding cdng ngh
nhue Token Key, tk ATM, Visa...

Déi véi cac yu t vé tao ar thuan tién cho khach hang trong
qua trinh giao ith,,da $ khach hang céusdanh gia cadlic biét 1a
vé mang luéi hoat dong aia Techcombanla Ning so i cac Ngan
hang tréntia ban, ¢ tién nghi trong giao ih, & sr tng ding cong
nghe hién dai trong cunging sin pham dich w.

2.2.4.3.Panh gia coéng tac qdn ly nguén nhan lec thec
hién céng tac cldm soc khach hangdi Techcombankba Ning

Quadiéu tra cho thy, da $ khach hangtanh gia ét tot vé
chit lugng doi ngii nhan vién Techcombaria Ning. Pa $ khach
hangduoc diéu tradé cho &ng ddi ngii nhan vién Techcombaria
Ning nhanh nén, nhét tinh va chuyén nghp. Sr chuyén nglip
cia nhan vién th hién tr phong cach trang ph, cho dén céach
huéng din, tr vin cho khach hang va baansphim dich w cho
khach hang. Trongdhg $ 250 khach handuoc diéu tra, cédén
51% khach hanganh gia ¢ doi ngii nhan vién ¢a Techcombank
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ba Ning binh tlrong, 6t va rt tét. Chi c6 3% khach handéanh gia
vé chit lugng doi ngii nhan vién kém, ahyéu tip trungé cac phong
giao dch va pi vao cac nhan vién ém tuyén dung, tinh chuyén
nghiép trong plic wu khach hang ara cao dn dén sr phan nan ea

khach hang.

Khéch hangtanh gia it cao \¢ tinh chuyén nglép va trinh
do chuy@én mona doi ngii nhan viéngi Techcombania Ning.

2.2.4.4 Panh gia 6 cong tac clim soc khach hang sau khi
mua va theo ddi g hai long aia khach hang & Ngan hang
TMCP Ky thuwong Pa Néing.

» Céc chrong trinh clam soc khach hang sau khi mua va
cbng tac danh gi4 theo do6i 1 hai Iong @a khach hang di
Techcombanba Ning.

Techcombankba Ning da thrc hién nhiéu chrong trinh
cham soc khach hang ohgiri thiép, dién hoa, qua chdc img nhan
cac dp B té, sinh nfat, ngay thanhdp cong ty,dién thai tham
hoi... Ngoai ra, chi nhanh com tthic nhiéu chrong trinh bn danh
riéng cho khach hang tréry thdng, khach hang cém luoc acia
Techcombania Ning nhr t6 chirc i nghi khach hang.

Tuy nhién, cac Giong trinh nay thong ap ang ddi véi
cacddi tugng khach hangisdung throng xuyén caci pham dich
vu cia Techcombanba Ning hdic 1a nhing khach hangsh co
tiém nang phat trén theodinh hrong aia Techcomban®a Nang.

Mot diém han ché cia Techcombanba Ning la chra chi
dong theo doi s hai long @a khach hang théng qua cacdoehthim
do mrc d6 hai long @a khach hang .
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> Mgt s danh gia khac ¢a khach hang&céng tac chim
séc khach hangit Techcombanba Nang.
Vé hogt déng cung @p thong tin kip thei phuc v khach hang

Théng tin tr cupc diéu tra cho thy, Techcombanba Ning
da thyc hién trong ddi tét céng tac cungap théng tin plc wu khach
hang.
Vé hogt dgng twr vin khach hang

Déi vai cac hat dong tr vin cho khach hanguéng khach
hang clra tha man &haat dong nay chém ty 1¢ trong ddi cao.
Vé hogt dégng khuyén mai

Thyc €, Techcombank afa c6 clrong trinh khugn mai
dbi vai cacddi tuong khach hangisdung sin phim tin ding, thanh
toan, thkt..ma chii yéu sr dung cac chrong trinh khugn mai vao cac
hoat dong huydong von.
Vé hogt dgng xi ly khiéu ngi sau khi giao dch aia khach hang

Céac phan nanua khach hang chyéu lién quandén cac
khoan phi va l4i sit nhr sy thay doi tang I4i sut caa khach hang,
cac mirc phi ta no truéc han la qua cao...
Vé cac chrong trinh cham séc khach hang sau khi giagich

Theo théng tin pbng Van trec tiép cac khach hangia $
cac khach handéu cho &ng chrong trinh clim séc¢ khach hang sau
khi giao dch aia Techcombanba Ning |a #t it, va ch tap trung
vao cac khach hangn, c6 quan & giao dch throng xuyén i
Techcombankbéi véi cac khach hang ca nhan, caarehg trinh
cham s6c khach hangtrhan ché.

* panh gia chung ¥ mic dé hai long aia khach hangdai

voi dich wu cham soc khach hang &a Ngan hang TMCP K
thiwong Viét Nam chi nhanhPa Ning.
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Theo Kt qua diéu tra tr khach hang,yt 1é khach hang hai
long va At hai long & cobng tac chim soc khach hangait
Techcombania Ning chém ty 1& cao, 110 khach hangivty 18 1a
44%. Piéu nay cling © thoi gian qua, TechcombariRa Ning da
thuc hién nhiéu chinh cim s6c khach hang khaghi qui vadem hi
sir hai long caati véi khach hang.
2.3.PANH GIA CHUNG V E CONG TAC CHAM SOC KHACH
HANG T Al NGAN HANG TMCP K Y THUONG CHI NHANH
PA NANG THOI GIAN QUA.

2.3.1. NHrng thanh tich dat dworc.

T6 chac trién khai mé hinh &th w cho ting phan khdc
khach hang, thed6 déi tuong khach hang ca nhéigc phan thanh
hai nhom la khach hang cafipova khach hangip trung.

Techcombankia ky hyp ddng Wi nhiéu don vi nhe ky hop
dong lién Kt vai nhicu don vi kinh doanhdé cung ép cac gn phim
phu hyp cho khach hand@dng thyi tung nhéu chrong trinh khugn
mai throng dugc tung ra vao cacip 1€ dat biét

Doi ngii nhan viéndi Techcombanba Nang dugc danh gia
l& kh& chuyén ngBp so i cac Ngan hang khac trén cudig. ban.

Hé théng @ s vat chit ky thuit ciing duoc chi tong du tu

Céc clwong trinh clim séc khach hang ohtiang hoa, qua,
giri thiép vao cac fp I8 tét, sinh nlat, khai trrong, ky niém thanh
lap...duoc t chac thrc hién kha bt.

Thuc hién thi diém thanh céng mé hinhas ptim dich w
Ngan hanguu tién danh chaddi twong khach hang Priortyait
Techcombank Phong giagctt Chy Han.
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2.3.2. NHing ton tai trong cdng tac chim séc¢ khach hang 4i
Ngan hang.

Viéc thuc hién cac clrong trinh clim soc khach hang khéng
mang tinh ch dong.

Viéc trién khai chrong trinh clim soc khach hang Priority
dbi vai cac dbi twong khach hangtic biét caa Techcombank con
cham.

Chua c6 céc ctiong trinh clim séc khach hang danh chio t
ca cacddi tuong khach hangia Techcombank.

Techcombania Ning chra quan tand@én cong taaiao to
chuyén sadoi ngi cham soc khach hang chuyén ngi

Chua xay drng Fe théng thdng tin khach hang.

Céc quy trinh, th tuc giao dch nhing Van chra to thuin
tién tbt nhat cho khach hang.

Gia ¢ san phim dich wi chra ¢6 & canh tranh i cac Ngan
hang tréndia ban.

Mot s cong tac ciim séc khach hang el dugc chi dong
thuc hién tai cac Phong giaoidh Chi nhanh Techcombaiiia Nang
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CHUONG 3:
Gl Al PHAP HOAN THI EN VA NANG CAO CHAT LUQNG
CONG TAC CHAM SOC KHACH HANG T Al NGAN HANG
TMCP KY THUONG — CNPA NANG

3.1. Q0 SO HINH THANH GI Al PHAP.

Viéc xay drng gii phap dr tréndinh hrong chén luge phat
trién chung éa Ngan hang TMCP ¥ Nam trong thi gian i la
day manh phat trén thi truong khach hang trérocd d¢ay manh cong
tac chim séc khach hang va nang cama hrc canh tranh wi cac
Ngén hang trédia ban.

3.2. GIAl PHAP HOAN THI EN VA NANG CAO CHAT
LUQNG CONG TAC CHAM SOC KHACH HANG T Al NGAN
HANG TMCP K Y THUONG — CHI NHANH PA NANG

3.2.1. Phén lai khdch hang va xay drng chinh sach clim séc
khach hangdéi véi tirng ddi tweng khach hang ai NH TMCP K §
thwong - Chi nhanhba Ning.

Thuc hién phéan lai khach hang thanh 3 nhdm khach hang
VIP, Khach hang Priroty va khach hang thongpting.

Trén @ so phan lai khach hangio, tac gi dé ra cac chinh
sach cam séc khach handdi véi tirng ddi tugng khach hangam
cac chinh sachéhtro khach hang & mit thdng tin, cac chinh sach
tham hoi, tang qua; Chinh s&aku dai lai suit, phi; c&c chinh saaku
tién trong giao ath...

Hang rim, cin ar vao phan lei khach hangté to chic cac
chuong trinh thim quan duith ©ng Kt hoat dong chim séc khach
hang danh riéng cho cééi tuong khach hang VIP, Priorty...

DPbi véi cac dbi twong khach hang VIP va khach hang
Priority, VAN tiép tuc trién khai thrc hién cac clrong trinh clim séc
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dic biét theo goi 8n phim chim séc khach hang danh riéng atto
tuong khach hang nagd ban hanh nhtrién khaidoi mai co so vat
chit k§ phuc, cach tiic phuc vu, nhan vién ciim sécdic bigt va cac
chwong trinh lién Kt nhu Bao hiém Priority, clim séc $c khoe dic
bigt....
3.2.2. Gii phap nang cao clit lwgng sin phim dich vu.
- Xay dyng cac sn phim c6 chit lugng, dapiing ©t nhu du
khach hang &i gia c phu top anh tranh
- Ph bién théng tin ¢ san phim dich w dén khach hang
mot cach rd rang, sadmg va tép thi ban hang Bu qua:
3.2.3. Nhém céc dii phap tao ar thuin tién toi da cho khach
hang.
- Cai tién méi trrong phuc vu
- ba cang hda cac plong thrc giao dch
3.2.4. Nhoém céc gii phap nham cai thién yéu té con ngrai.
- Quan ly ngbn nhanrc phuc wvu khach hang
- Nang cao cit lvgng dch wi khach hang
- Nang cao Hiu qua trong lic giao tip voi khach hang
3.2.5. Nhém céc dii phap vé quan ly hé¢ théng théng tin
khach hang.
- Nam r6 toan b thong tin khach hang:
- Nim ré nguyénic, phrong thic thu thip, phan lai thong
tin cuna khach hang:
- Biét phan tich, & ly théng tin @a khach hangé phuc wu
t6t cho cong tac ¢im soc khach hang vé slung thong tin Hu qua.
- Biét cach qgan ly hd so khach hang va khéng ingg doi
mai thuong xuyén &p nhit ho so khach hang.
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- Biét sr dung thong tin khach hang véirv dung mot cach
linh haat, quan ly dugc dong thai @ia khach hangitdo tim radugc
khach hang tmgdiém.

3.2.6. Cac gii phap khac:

- Thuong xuyén vadinh ky c6 sr danh gia éng thé vé qua
trinh chim séc khach handing nhr sy hai 1o0ng @a khach hang :

- Sau khi & chic danh gia va kho sat Kt qua chim s6c
khach hang,an t chic 1én K hoach chim séc, xay dng chinh sach
d6i véi ting ddi tugng khach hang, ban hanh quy trinhirahsoc
khach hang chung cho toaa théng Ngan hang TMCP Kthuong
Viét Nam va c6 hiéng din thec hién a thé.
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KET LUAN

Thuc # cho thiy hoat dong chim séc khach hang ngay cang
c6 y ngha quan tsng mang tinh quit dinh dén qué trinh ang
truong va phat tén aia cac Ngan hang wong mai trong diéu kién
hoi nhap ngay nay. Cim séc khach hang coé thiuong cao la rit
co hoi cho cac ngan hang xayag long trung thanhai khach hang.
Khéch hang thong coi clim s6c¢ khach hang laantiéu chidn quan
trong khi quyét dinh ra cton ngan hang nao trongttca cac ngan
hangdang hat déng trén th truong. Chinh vi iy ma cong tac am
séc khach hang cé dhtugc coi la chia khoa thanh coéng gitp Ngan
hang cé th canh tranh va phat &n bén viing.

Ngan hang tiong mai c6 phan Ky thuong Viét Namda thrc
hién nhiéu chinh sach ¢im séc khach hang i qua. Tuy nhién, bén
canh d6 ding ©n tai mot sb han ché nhit dinh va clra dam bao chit
lwong chim séc khach hang éh cach 6t nhit. Nhitng i dung
nghién @u cia dé tai 1A @ s dé diy manh hait dong chim séc
khach hangai Ngan hang TMCP K thuong Viét Nam - Chi nhanh
Pa Ning ndi riéng va &ithdng Techcombank néi chung.



