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CAC CHU VIET TAT TRONG LUAN VAN
- NH : Ngéan hang

- NHTM : Ngan hang thuong mai

- TP.HCM : Thanh phd Hd Chi Minh

- CN TP.HCM : Chi nhdnh Thanh phd H6 Chi Minh

- CN NH nudc ngoai : Chi nhdnh ngdn hang nudc ngoai

- Cty cho thué TC : Cong ty cho thué tai chinh

- TCTD : T6 chic tin dung

- Cty TC- CTTC : Cong ty tai chinh va cong ty cho thué tai chinh
- KCN- KCX : Khu cong nghiép- khu ch& xuit

- USD : bola My

- VND : Bong Viét Nam

- ATM : M4y rit tién tu dong

- NH Nong Nghiép & PTNT : Ngan hiang Nong nghiép & Phit trién nong

thon.



LOI MO PAU

Trong nén kinh t& hién dai, sy phat tri€n nhanh chéng va nhitng hd trg to 16n
clia hoat dong ngan hang thuong mai d6i véi sy phét trién clia ddi s6ng va
hoat dong kinh t€ di 1am cho ngan hang thuong mai trd thinh mot dinh ché&
tai chinh ngay cang quan trong. Béi 1& d6, su ton tai cda ngan hang thuong
mai va nén kinh t&€ c6 su gidn b6 chiit ché véi nhau.

Trong nhitng nim vira qua, hoat ddng ngan hang nuéc ta di c6 nhitng chuyén
bi€n siu sic. Quy mo kinh doanh ngdy cang md rong ci vé so lugng 1in pham
vi, cdc loai hinh kinh doanh da dang va phong phd hon. T d6, viéc ti€p thi cic
san pham dich vu ngan hang Ia rat can thi€t. N&u khong c6 Marketing thi ngan
hang sé bi tri tré rat nhiéu va dan dan mat tinh canh tranh trén thi trudng.

Vi th€ cdc chi€n lude chinh sdch Marketing ngan hang da dudc cdc nha ngin
hang quan tAm chi trong d€n nhung hién nay hiéu qua clia hoat dong nay dem
lai chua tuong xng vdi tiém ning hién cé.

T nhitng nhan dinh trén, t6i dd chon dé tai : “Hoat dong Marketing véi
viéc nang cao hiéu qua hoat dong kinh doanh tai cic Ngan hang thuong mai
trén dia ban TP.HCM ”

* Muc tiéu nghién cvu :

- Nhan thifc vé tim quan trong ctia hoat dong Marketing trong hoat dong kinh
doanh ngéan hang.

- Phan tich va danh gid thuc trang hoat dong Marketing trong hoat dong kinh
doanh tai cdc Ngin hang thuong mai trén dia ban TP.HCM, tir d6 dé ra mot s6
gidi phdp va ki€n nghi nhim gép phan ning cao hiéu qui hoat dong Marketing

tai cdc ngin hang.



* Poi tuong, pham vi nghién citu :

- Tap trung vao cédc chi€n lugec Marketing ngan hang.
- Phén tich, danh gid thyc trang hoat dong kinh doanh va thyc trang hoat
dong Marketing tai cdc Ngin hang thuong mai trén dia ban TP.HCM.

* Phuong phdp nghién cviu :

- Dung phuong phép phan tich hé thdng, thdng k&, so sanh.
- Dya trén cdc s liéu thdng k&, bdo cdo cia Ngin hang nha nudc- CN
TP.HCM

* Két cdu ludn vdn :

Ngoai phan md bai va két luan, luan vin dudc trinh bay theo k&t cAu sau :

- Chuong 1 : Cd s 1y ludn hoat dong Marketing trong kinh doanh Ngan hang
thuong mai.

- Chuong 2 : Thuc trang hoat dong Marketing trong hoat dong kinh doanh tai
cidc Ngan hang thuong mai TP.HCM

- Chuong 3 : Nhitng gidi phdp nhim hoan thién hoat dong Marketing tai cdc

Ngan hang thuong mai TP.HCM



CHUONG I: CO SO LY LUAN HOAT PONG MARKETING TRONG
KINH DOANH NGAN HANG THUONG MAI

LTONG QUAN VE NGAN HANG THUONG MALI :

1.Ban chat cia Ngan hang thuong mai :

1.1 Khdi ni¢ém vé NHTM :

Trong nén kinh t€ hang héa, c6 nhiéu cong ty, don vi t6 chic kinh t& hoat
dong kinh doanh trong nhi€u nganh nghé, linh vuc khdc nhau. T4t cd déu gép
phan thiic ddy nén kinh t& x4 hoi phat trién. Trong d6 cdc Ngan hang thuong mai
hoat dong trong linh vic kinh doanh tién t& va dich vu ngan hang. Hoat dong cla
NHTM trong linh vuc tién té tin dung va dich vu dugc coi 12 mot loai dinh ché
tai chinh dic biét ciia nén kinh t€ thi trudng.

“Ngan hang thuong mai” 12 loai hinh ngin hang giao dich tryc ti€p vdi céc
cong ty, xi nghiép, t6 chic kinh t€ va cd nhan bing cdch nhin tién gii, tién tiét
kiém, roi st dung s& von d6 d€ cho vay, chiét khau, cung cip cdc phuong tién
thanh todn va cung tng dich vu ngin hang cho cdc ddi tugng néi trén.

Theo diéu 10 luat s& 02/1997/QH10 luat cic t& chic tin dung Viét Nam
khazlng dinh : “Ngin hang la loai hinh td chiic tin dung dudc thuc hi€én toan bd
hoat dong ngdn hang va cac hoat dong kinh doanh khac c6 lién quan”.

C6 thé néi ring NHTM 1a dinh ché& tai chinh trung gian quan trong vao loai
bat nhat trong nén kinh t& thi trudng. Nhd hé thong dinh ché tai chinh trung gian
ndy ma cdc ngudn tién nhan rdi nim rdi rac trong x4 hodi s& dudc huy dong, tip
trung lai, ddng thdi st dung s6 vdn d6 dé cip tin dung cho cdc to chifc kinh t&,

cd nhin d€ phat trién kinh t& xa hoi.



1.2 Ban chat cia NHTM :

NHTM la mot loai hinh doanh nghiép va 12 mot don vi kinh t€, bdi vi NHTM
hoat dong trong mot nganh kinh t&, c6 cd ciu t6 chiic bd mdy nhu mot doanh
nghiép binh ding trong quan hé kinh t& v6i cdc doanh nghiép khac, phai tu chi
vé kinh t&€ va phdi c6 nghia vu déng thué& cho nha nudc nhu cdc don vi kinh t&
khac.

Hoat dong cia NHTM la hoat dong kinh doanh. P& hoat dong kinh doanh cac
NHTM phdi c6 von, phdi tu chii vé tai chinh; dic biét hoat dong kinh doanh cin
dat d€n muc tiéu tai chinh cudi cung 13 1¢i nhuan, hoat dong kinh doanh cta
NHTM ciing khong nim ngoai xu huéng do.

Hoat dong kinh doanh cia NHTM 13 hoat dong kinh doanh tién t& va dich vu
ngan hang. Pay l1a linh vuc “dic biét” vi trudc hét né lién quan tryc ti€p dén ca
céc nganh, lién quan d€n moi mit clia ddi sdng kinh t€- x4 hoi va mit khéc linh
virc tién té ngan hang 1a linh vuc “nhay cdm” né doi hdi mot sy thin trong va
khéo 1éo trong diéu hanh hoat dong ngan hang d€ tranh nhitng thiét hai cho xa
hoi.

T6ém lai, NHTM la loai hinh dinh ch€ tai chinh trung gian hoat dong kinh
doanh trong linh vuc kinh doanh tién té va dich vu ngin hang, gép phan tao lap
va cung Gng von cho nén kinh t&, tao diéu kién va thic ddy nén kinh t&€ xi hoi
phét trién.

2. Chifc niing cia Ngin hang thuong mai :

2.1 Trung gian tin dung :

Trung gian tin dung 1a chdc ning quan trong va cd ban nhat cia NHTM, né
khong nhitng cho thdy ban chit cia NHTM ma con cho thdy nhiém vu chinh yéu
ciia NHTM. Trong chitc ning “trung gian tin dung” NHTM ddng vai tro 1a ngudi

trung gian ding ra tip trung, huy dong cdc ngudn von tién t& tam thdi nhan rdi
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trong nén kinh t€ bi€n né thanh ngudn von tin dung d€ cho vay ddp tng cic nhu
cau von kinh doanh, v&n dau tu cho cdc nganh kinh t& va nhu cau von tiéu diing
cua x4 hoi.

Chiic ndng trung gian tin dung dugc minh hoa qua so dé sau :

Cong ty, xi | Nhan tién giti ,| NGAN Chovay | Congty, xi
nghiép, t& ; HANG o nghiép, t&
chiic kinh (&, | Ti€tkiém THUGONG | Cumecdpdich | e kinh 6
c4 nhan "I MAI »  cdnhan

vu ngan hang

2.2 Trung gian thanh toan :

Pay 1a chic ning quan trong, khong nhitng thé hién khd ro ban chit cia
NHTM ma con cho thy tinh chit “dic biét” trong hoat dong ctia NHTM.

Khi trong nén kinh t& chua c¢6 hoat dong ngan hang hoic méi c6 nhitng hoat
dong sd khai (nhdn bdo quin tién diic) thi cdc khodn giao dich thanh todn giita
nhitng ngudi sdn xuat kinh doanh va cdc ddi tugng khac déu dugc thyc hién mot
cach truc ti€p, ngudi trd tién va ngudi thu hudng tu chi trd bing tién mit. Nhung
khi NHTM ra ddi va hoat dong trong nén kinh t€, thi dan din cdc khodn giao
dich thanh todn giita cdc don vi va c4 nhidn déu dudc thuc hién qua hé thong
ngan hang. NHTM ditng ra 1am trung gian d€ thyc hién cdc khodn giao dich
thanh todn giita cdc khiach hang, giita ngudi mua, ngudi ban, ... d€ hoan tit cic
quan hé kinh t&€ thuong mai giita ho vdi nhau.

Chitc ndng trung gian thanh todn dugc thé hién qua biéu dé sau :

Ngudi trd tién- Ngudi thu
ngudi mua Lénh trd tién NGAN Gidy bdoc6 | hudng- ngudi
(Cong ty, xi qua ti khodn " HANG » ban (Cong ty,
nghiép, t6 THUONG xi nghiép, t6
chirc kinh té&, MAI chirc kinh té&,
ci nhan) c4 nhan




-11 -

2.3 Cung ung dich vu ngan hang :

Thuc hién chitc ning trung gian tin dung va trung gian thanh todn von da
mang lai nhitng hiéu qua to 16n cho nén kinh t€ xa hdi. Nhung néu chi dirng lai &
d6 thi chua di, cdc NHTM cin ddp Gng tit cd cdc nhu cau cla khich hang c6
lién quan dén hoat dong ngin hang.

Céc dich vu gén lién v6i hoat dong ngan hang khong nhitng cho phép NHTM
thuc hién t6t yéu ciu clia khach hang, ma con hd trd tich cuc d€ NHTM thuc
hién t8t hon chifc ning trung gian tin dung va trung gian thanh todn ctia minh.

Trén day la cdc chitc ning cia NHTM, cic chifc ning ndy c6 moi quan hé,
tic dong qua lai 1an nhau. N&u cdc ngan hang déu chd trong tit cd cdc chiic
nidng nay thi khong nhitng lam cho hoat ddng kinh doanh ¢6 hiéu qua hon, ty
sudt 1gi nhudn cao hon, ma con c¢6 khd ning phin tdn rii ro trong hoat dong kinh
doanh ngin hang. Phdi hgp hai hoa va coi trong cd ba mang hoat dong : tin
dung, thanh todn va dich vu ngdn hang thi cic NHTM sé€ c6 cd hoi1 ding virng
hon trong cudc chay dua trén thi trudng.

3. Nghiép vu cia Ngian hang thuong mai :

3.1 Nghiép vu ngudn vén :
Nghiép vu ngudn vdn 12 nghiép vu nhim tao 1ap ngudn von hoat dong cla
NHTM. Ngudn von ctia NHTM bao gom nhitng loai ngudn von sau :

3.1.1 Von chi sé hitu (vOn riéng) :

Ngudn von chii s6 hitu 13 ngudn von khdi ddu va dudc bd sung trong qud
trinh hoat ddong. Von chd s& hitu cia NHTM gbém :

* Vén diéu 1¢ : diy 12 von dugc tao 1ap ban dau khi méi thanh 1ap NHTM va
dudc ghi vao diéu 1& clia ngin hang. Von diéu 1& phai dat mic tdi thi€u theo quy
dinh cda phap luat. Von diéu 1é dugc st dung trude hét dé xay dung mua sim tai

sdn ¢d dinh, cdc phuong tién lam viéc va qudn ly, téc tao ra cd s§ vat chat cho
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hoat ddng cia ngdn hang. Ngoai ra cic NHTM con dugc sit dung von diéu 1& dé
hiin v6n lién doanh, cAp vdn cho cdc cdng ty tryc thudc va cdc hoat dong kinh
doanh khéc.

* Cdc quy ciia ngdn hang : NHTM ciing 12 mot td chitc kinh t&, vi vay cédc
NHTM déu dugc quyén trich 1ap cdc quy nhu cdc don vi kinh t&€ khic, d€ st
dung cho nhitng muc dich nhit dinh. Ngoai ra, NHTM hoat dong trong linh vuc
kinh doanh tién t& va dich vu ngan hang, 12 mot linh vuc dic biét nén hau hét hé
thong luit ngan hang & cidc nuéc déu cho phép cic NHTM dugc trich 1ap “quy
du trit bd sung von diéu 1&”, thong thudng quy nay dugc trich theo ty 1& quy dinh
tir 1gi nhudn rong hang nim. Cdc quy ctia NHTM bao gém : qu§ du trit bd sung
von diéu 1é (quy dy trit), quy ddu tu phét trién, qu§ du phong, quy khen thuéng
phuc 1di, ...

3.1.2 Von huy dong :

Von huy dong 1a tai sdn bing tién cla cdc chii sd hitu (bao gdom cla phdp
nhian va thé nhian) ma ngin hang dang tam thdi quin ly va s dung. Pay 1a
ngudn von chii y&€u va quan trong vi né khong nhitng chi€m ty trong 16n trong
tdng ngudn von clia cdc ngan hang ma con la ngudn tién nhan rdi cia xa hoi
dugc huy dong va tip trung d€ st dung c6 hiéu qua cho cdc yéu ciu ciia nén
kinh t&€ xa hoi. Von huy dong theo tinh chit dugc phan loai thanh hai nhém :

* Nhém 1 : von huy dong hoat k¥, bao gdm tién giri khong ky han clia cic to
chitc kinh t&€ c4 nhén, tién giti khong ky han cla cic t6 chic tin dung khidc. Pay
12 loai tién gti ma theo tinh chit clia nd, khach hang dugc linh hoat sit dung.
Céc don vi, cd nhin gii tién vao thi khodn nay khdng nhim muc dich huéng 1ii,
ma nhim phuc vu nhu cau giao dich thanh todn cho chinh minh.

* Nhém 2 : von huy dong dinh k¥, bao gém ti€n giti dinh k¥, tién gui tiét

* A 2 A e 2 LN 2 N N A 2 * A - - R
kiém cda cd nhan, td chdc, tién phat hanh ky phi€u, trdi phiéu, ..Pic di€m cua
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loai ngudn von nay la khach hang chi dugc rit tién khi ddo han (tuy nhién trong
diéu kién binh thudng, cdc ngin hang vin cho phép khich hang rit truéc han.
DP&i v6i von huy dong dinh ky, ngudi gl tién c6 muc dich x4c dinh 13 hudng 1ai.
Vi vay ho s& chon ngin hang nao c6 1di sudt cao hon, chit khong doi hdi hé
thong dich vu hién dai nhu doi vi ngudn von hoat k.

3.1.3 Von di vay :

Vén di vay chi€m vi tri quan trong trong tdng ngudn von cia NHTM, nhung
dong thdi 1a ngudn von mang y nghia thiét 1dp su cin bing trong cin ddi va st
dung von cia méi NHTM. Ngudn von di vay bao gdom :

* Vay ngdn hang Trung wong : ngin hang Trung udng s€ ti€p von (cho vay)
ddi v6i cac NHTM thong qua nghiép vu chi€t khau va tdi chi€t khau hodc cho
vay lai theo hd so tin dung ma NHTM xuAt trinh.

* Vay cdc ngdn hang thuong mai khdc : cac NHTM c6 thé vay va cho vay lan
nhau thong qua thi trudng lién ngin hang hoic cdc ngian hang cé thé cho vay
truc ti€p 1an nhau khdng qua thi trudng lién ngan hang. Tuy nhién, dé€ hé thong
ngin hang dn dinh, hoat dong cé hiéu qua hon thi hoat dong tin dung giita cic
ngin hang nén tip trung qua thi trudng lién ngdn hang.

3.1.4 Von ti€p nhén :

Von ti€p nhan 13 ngudn von ti€p nhan tir cdc nha tai trg cla chinh phd t§
chitc tai chinh hoic tuw nhan d€ tai trg theo cdc chuong trinh dy 4n vé phat tri€n
kinh t€ x4 hoi. Ngan hang nio dudc chi dinh ti€p nhan va chuyén giao von nay,
dudc coi 1a thuc hién dich vu trung gian tai chinh theo yéu ciu clia nha tai trg, va

dugc hudng thu nhap dudi dang hoa hdng dich vu tai chinh trung gian.
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3.1.5 Von khic :

Von phit sinh trong qué trinh hoat dong khong thudc cdc ngudn néi trén nhu
von phét sinh trong khi lam dai Iy chuyén tién, thanh todn, cdng ng chua dén han
phai tra, ...

3.2 Nghiép vu tin dung va dau tu':

Nhiém vu cd ban nhit ca bat ky mdt NHTM la chuyén héa ngudn von tién
té huy dong dudc dé dap tng cdc nhu cau cda nén kinh t&€ xa hoi dudi cdc hinh
thitc khdc nhau- d6 1a nghiép vu tin dung va dau tu.

3.2.1 Nghi€p vu tin dung :

DPay la nghiép vu trong d6 NHTM thda thuin v6i khiach hang (qua hgp dong
tin dung) d€ khach hang sit dung mot khoan tién nhat dinh, trong mot thdi gian
nhat dinh, c6 13i sui't va phdi hoan trd. Nghiép vu tin dung bao gdm :

* Cho vay truc tiép : theo loai hinh ndy, ngudi xin vay ti€n hanh céc tha tuc
vay von, ngin hang sau khi thim dinh ki€m tra hd so vay von ctia khdch hang,
néu thay hgp 1€ thi ngan hang sé thuc hién viéc cho vay. Nghiép vu nay dudc
goi 1a cho vay tryc ti€p vi ngudi di vay va ngudi trd nd 12 mot chi thé.

* Cho vay gidn tiép : 1a khodn cho vay dugc thuc hién bing cdch chi€t khiu
chiing tir ¢6 gid hodc mua lai cac ching tir thuong mai theo thda thuin gitra nha
ngan hang véi cdc khach hang.

* Cho thué tai chinh : day la loai hinh tai tr¢ dudi hinh thiéc cho thué may
méc thi€t bi theo yéu ciu clia ngudi di thué va dugc thuc hién qua cong ty con
ciia NHTM (c6ng ty cho thué tai chinh)

* Bdo ldnh ngdn hang : bao lanh ngin hang 1a tin dung bing chit ky, nhd
chitng thu bio lanh ctia nha ngan hang, ma ngudi dudce bio lanh c6 thé ky két va
thuc hién cdc hgp ddng kinh t&, thuong mai, hgp dong tai chinh mot cich thuin

1gi.
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3.2.2 Nehiép vu diu tu :

Pau tu 12 hinh thifc bd von nhim thuc hién va thu dudc mot két qua nhat dinh
vé kinh t&€ x4 hdi. Theo nghia hep hon thi day 13 hinh thic bd von ra diu tu dé
ki€m 18i. PAu tu cia nha ngan hang c6 thé phan chia thanh :

* Ddu tu tryc tiép : ngdn hang bd vdn dau tu tryc ti€p quén 1y va st dung
phan vén clia minh, d€ tao ra 1¢i nhuan. Cdc ngin hang chi dugc quyén st dung
von ctia minh (von riéng) dé€ du tu truc ti€p, gdm hiin von lién doanh trong va
ngodi nudc; mua cd phan clia cdc cong ty don vi kinh t&, clia cdc ngin hang c6
phan; c4p von thanh 14p cdc cong ty con (cong ty cho thué tai chinh, cong ty
chitng khodn, cong ty diu tu, cong ty bdo hi€m, ...)

* Pdu tu tai chinh : hinh thifc dau tu linh hoat, ngudi diu tu c6 thé dé dang
thay d8i danh muc dAu tu theo huéng c6 1di vi vy diy 13 hinh thifc dau tu thudng
dugc cdc NHTM st dung khd phd bi€n. Pau tu tai chinh dudc thuc hién bing
cdch dau tu vao trdi phi€u chinh phi, trdi phi€u clia ngan hang trung wong hay
dau tu vao trdi phi€u cong ty.

3.3 Nghiép vu kinh doanh dich vu ngian hang :

Kinh doanh dich vu ngin hang dudc coi la nghi€p vu trung gian, n6 khong
dnh hudng tryc ti€p d&€n ngudn von va ciing khong dnh hudng truc ti€p dén
nghiép vu tin dung, dau tu. Kinh doanh dich vu ngan hang khong nhitng 1am cho
cdic NHTM trg thanh cdc ngdn hang “da ning” ma con qua hoat dong dich vu sé
tao ra mot phﬁn thu nhap khd 16n vdéi chi phi thdp. Cdc dich vu ngdn hang cung
cAp cho khdch hang bao gdm :

3.3.1 Dich vu chuyén tién : ngan hang nhin chuyén tir dia phuong nay sang

dia phuong khic & trong nuSc hoidc tif nuéc nay sang nudc khic theo yéu cau clia

ngudi chuyén tién.
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3.3.2 Dich vu thanh todn : hau hét cdc giao dich thanh todn trong nudc va

ngoai nuéc déu dudc thuc hién qua ngan hang. NhS viéc nim giff thi khodn cia
khach hang, ddng thdi thong qua viéc ki€m sodt cac ching tir thanh todn ma cic
ngin hang hoan toan c6 kha ning thuc hién dich vu thanh to4n theo yéu ciu clia
khach hang. Cac dich vu thanh todn c6 thé chia thanh :

- Dich vu thanh todn quéc ndi : thanh todn bing séc, nhd thu, Gy nhiém chi,
thé tin dung, ...

- Dich vu thanh todn qudc t& : tin dung thu, nhd thu, chuyén tién, thé tin dung
quoc t€, ...

3.3.3 Thu ho : ngin hang sé& dirng ra thu ho cho khdch hang trén cd sG cac
chitng tir ma khich hang nop vao gdm thu hd Idi tic ¢d phan, Idi tic trdi phi€u,
hoi phi€u dén han, ...

3.3.4 Mua bédn hd : ngdn hang thuc hi€én mua ban hd ngoai t€, da quy, ...

3.3.5 Dich vu 1y théic : ngdn hang nhan thuc hién cdc cdng viéc ma khach

hang Uy thidc nhu bao quédn tai san cd nhan, chitng thu quan trong, tai san quy
gid, bdo quan va luu git chitng khodn ctia khach hang, nhdn va bdo quan hang
héa nhap khiu tir nuSc ngoai, ...

3.3.6 Dich vu tu van tai chinh, thAim dinh dv 4n, cung cip thong tin, ...

3.3.7 Cac nghiép vu kinh doanh ngoai té, vang bac, dd quy, thanh todn thé tin
dung qudc t€.

3.3.8 Dich vu chi trd kiéu hoi, thu ddi ngoai té, ...
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IL. TONG QUAN VE MARKETING VA MARKETING NGAN HANG :

1.Khdi niém chung vé Marketing va Marketing ngin hang :

1.1 Sy hinh thanh va phat trién ciia Marketing :

“Marketing” bit ngudn tir mot thuat ngit ti€ng Anh, nghia den cla n6 12 “lam
thi trudng” hay con goi 12 “ti€p thi”. Thuat ngit “Marketing” dugc st dung 1an
dau tién vao nim 1902 trén gidng dudng Pai Hoc Téng Hop Michigan & My vdi
muc dich nhdn manh tim quan trong cia nghé thuat kinh doanh, dinh huéng vao
chi€n lugc kinh doanh cho cdc nha doanh nghiép.

Khi sdn xui't hing héa ra d5i va phat tri€n thi thi trudng ciing ra ddi va phat
tri€n theo. Lic nay Marketing dugc ra ddi va tdn tai trong sudt thdi ky dai.
Trude chi€n tranh th€ gidi thit hai, cdc hoat ddng Marketing chi giéi han trong
linh vuc thuong mai dién ra & thi trudng nhiim tiéu thu nhanh chéng nhitng hang
héa va dich vu dugc sdn xudt ra. Ngudi ta goi Marketing trong giai doan nay 1a
Marketing truyén thong hay Marketing thu dong. Vi vay, hoat dong cda né chi
gidi han trong linh vyc luwu thong va phin phoi.

Dic biét tr cudc khing hodng kinh t€ th€ gidi trong nhitng nim 1929- 1932
va sau chién tranh th€ gidi thi hai, su phat trién cia chii nghia tw ban v&i nhip do
phdt trién nhanh, mau thuiin clia x4 hoi tw bdn dién ra gay git giita sdn xuit va
tiéu thu hang héa 1am cho khau b4n hang ngay cang khé khin. Pong thdi, khoa
hoc k¥ thudt cling pht trién manh 1am cho hang héa phong phi da dang vdi chat
lugng dugc nang cao, thi trudng mG rdng va canh tranh, nan khing hodng thira
x4y ra lién ti€p, ngudi tiéu dung ngdy cang kén chon khi mua mot loai hang hda,
.. Vi th&é Marketing hién dai ra d5i nhim khic phuc nhitng diéu trén dé qua trinh
tiéu thu hang héa dé dang hon va dat hiéu qua kinh doanh cao nhit trén cd s§ k&

thira thanh tyu clia Marketing c6 dién.
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Marketing hién dai coi thi trudng 12 khau quan trong nhat clia qud trinh ti
sdn xudt hang héa, né cé y nghia quyét dinh dé€n cidc hoat dong kinh doanh cta
doanh nghiép. Marketing hién dai bao gém tit c4 cdc hoat dong nhu : tinh todn,
suy nghi y dd tir truSc khi sdn xui't ra cho dén hoat dong sdn xuat, tiéu thu va ci
dich vu sau b4an hang. Sy ra ddi clia Marketing hién dai di dinh ddu mot budc
phét trién méi trong linh virc sdn xuat kinh doanh.

1.2 C4c khai niém vé Marketing va Marketing ngian hang :

Marketing 12 mdt kh4i niém ri't rong 16n, c6 rat nhiéu khdi niém khdc nhau
vé Marketing nhung lai khong c6 mot khdi niém chung thong nhat vi Marketing
dang vin dong va phat trién vdi nhiéu noi dung phong phi va mdi tic gid déu c6

quan niém riéng v& Marketing.

Theo Philip Kotler trong tic pham “Principles of Marketing” thi Marketing 12
hoat dong clia con ngudi huéng d&€n viéc thda man nhu cau va u6c mudn thong

A N .
qua ti€n trinh trao doi.

Trong tic phdm “Le Marketing” ctia Denis Lindon cho ring, Marketing 13
toan bo cdc phuong cdch nhu nghién cttu thi trudng, chinh sich sin phim, gid,
phin phdi, .. ma mot xi nghiép st dung d€ ban cho khich hang va thuc hién 1gi

nhuin.

Qua cdc khéi niém trén vé Marketing cdc nha kinh doanh cin nghién citu thi
trudng d€ phat hién ra nhitng sdn phim dip tng dugc nhu cau tiém 4n dén tay
ngudi tiéu ding cudi cing ma vin ddm bio dugc kinh doanh 6n dinh va dat hiéu
qui cao nhu khau hiéu “hdy bdn nhitng thtt ma thi trudng cin chit khong bin

nhitng cdi ma minh c6”

Nhan manh tAm quan trong clia viéc ludn 14y khiach hang IAm trung tAm va

coi d6 1a dong lyc cia moi hoat ddng Marketing ctiia doanh nghiép, ddy chinh la
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khdi niém vé Marketing. Pem lai sy hai 1ong cho khdch hang chinh 1a chia kho4

cta thanh cong.

Xét vé ban chit, ngan hang ciing giong nhu cdc doanh nghiép kinh doanh
khdc trén thi trudng, hoat dong ngan hang ciing cian phdi c6 von, c6 mua- bdn,
¢6 16i nhudn, ..nhung hoat dong chli y&u clia ngan hang 1a kinh doanh tién té va
cung cap cdc dich vu ngin hang.

Do dé, “Marketing ngdn hang” la mot tién trinh ma trong dé ngdn hang hudng
moi nd luc vao viéc thod man nhu cdu va mong mudn ciia khdch hang mot cdch
chii déng, tir dé théa mdn nhu cdu va mong mudn ciia ngdn hang.

Marketing 12 mot tri€t Iy kinh doanh, 14y y tudng théa min nhu cau va mong
mudn khach hang 1am phuong chAm cho mot nd luc kinh doanh. Marketing ngan
hang khdng coi 1¢i nhuin 12 muc tiéu hang diu va duy nhat, ma cho ring lgi
nhuin 12 muc tiéu cudi cung va 1a thudc do trinh dd marketing cia mdi ngan
hang.

2. Vai tro va dic diém ctia Marketing ngan hang :

2.1 Vai tro cia Marketing ngan hang :

2.1.1 Marketing tham gia viao viéc gidi quyé&t nhitng vAn dé kinh t€ c¢d ban

cua hoat dong kinh doanh ngin hang

Hoat dong clia ngin hang gin lién vé6i sy phat trién ctia nén kinh t& va trd
thanh bd phan quan trong trong cd ch€ van hanh kinh t&€ ciia mdi qudc gia. Giéng
nhu cdc doanh nghiép, cdc ngan hang cling phdi lua chon va gidi quyét nhitng
van dé kinh t&€ co bdn cla hoat dong kinh doanh véi sy hd tr¢g dic luc cia
Marketing.

Thit nhdt, phai xdc dinh dudc loai sdn pham dich vu ma ngin hang cin cung
ing ra thi trudng. Bd phan Marketing s& gitip ngan hang gidi quyét tdt van dé

nay thong qua cdc hoat ddong nhu thu thap thong tin thi truGng, nghién cttu hanh
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vi tiéu dung, su lya chon ngin hang clia khich hang,.. K&t qui clia Marketing
dem lai s& giip ngan hang quyét dinh phuong thitc, khd ning canh tranh ciing vi
thé cla mdi ngin hang trén thi trudng.

Thit hai, t6 chic tdt qué trinh cung &ng sdn phdm dich vu. Qu4 trinh cung Gng
san phdm dich vu ngin hang véi su tham gia déng thdi clia ba y&u t& cd s§ vat
chat k§ thuat cong nghé, doi ngii nhan vién truc ti€p va khich hang. BO phan
Marketing ngan hang sé& c6 nhiéu bién phap dé€ k&t hdp chit ché giita cic yéu td
nay vdi nhau, gép phan trong viéc nang cao chit lugng sin phadm dich vu, tao uy
tin hinh anh ctia ngan hang.

Thit ba, gidi quy€t hai hoa cdc mdi quan hé 1gi ich giita khdch hang, nhin
vién va ban gidm d6c ngin hang. BO phan Marketing gitp ban gidm ddc ngan
hang gidi quyét tot cdc mdi quan hé trén thdong qua viéc xay dung va diéu hanh
céc chinh s4ch 14i, phi, ... phtt hgp ddi véi tirng loai khdch hang, khuyén khich
nhan vién phat minh sdng ki€n, cdi ti€n cdc hoat dong, thi tuc nghiép vu nhim
cung cAp cho khich hang nhiéu tién ich trong sit dung sdn pham dich vu ngin

hang.

Gidi quyét tot cdc van dé trén khong chi 1a dong lyc thic ddy manh mé hoat
dong ngin hang, ma con trd thanh cong cu d€ duy tri va phét trién madi quan hé

gita ngan hang va khach hang.

2.1.2 Marketing tr§ thanh ciu n6i gin k&t hoat ddng clia ngdn hang vdi thi

N\

truong :
Thi trudng vira 12 ddi tugng phuc vu, vira 1a moi trudng hoat dong clia ngin
hang. Hoat dong cla ngin hang va thi trudng c6 mdi quan hé va dnh hudng truc

ti€p 14n nhau. Vi th€, hi€u dugc nhu ciu thi trudng d€ gin chit ché hoat dong
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cia ngdn hang vdi thi trudng s€ lam cho hoat dong cia ngin hang c6 hi€u qua

cao.

Piéu nay sé& dudc thuc hién tot thong qua ciu ndi Marketing. B&i Marketing
gitip ban gidm d6c ngan hang nhan bi€t dudc cdc yé&u td cda thi trudng, nhu cau
ctia khdch hang, vé sdn phim dich vu va sy bi€n dong clia ching. Nhd c6
Marketing ma ban gidm d6c ngin hang c¢é thé phdi hgp, dinh huéng dudgc hoat
dong clia tdt cd cdc bo phan va toan thé€ nhin vién ngin hang vio viéc ddp tng

ngay cang tot hon nhu ciu cda khich hang.

2.1.3 Marketing ¢6p phan tao vi th€ canh tranh clia ngidn hang :

Mot trong nhitng nhiém vu quan trong clia Marketing ngan hang 1a tao vi th€
canh tranh trén thi trudng. Qu4 trinh tao 1ap vi th€ canh tranh clia ngdn hang cé
lién quan chit ché dén viéc tao ra nhitng sin phdm dich vu & thi trudng muc

tiéu. Cu thé, Marketing ngin hiang can phai :

Thit nhdt, tao dudc tinh doc ddo cda sdn phdm dich vu. Tinh doc ddo phai
mang lai 1gi th€ clia sy khdc biét trong thuc t€ hodc trong nhin thitc ctia khach

hang.

Thit hai, 1am 1o tAm quan trong cla sy khdc biét ddi véi khach hang. N&u chi
tao ra sy khdc biét sin pham khong thdi thi vin chua di d€ tao ra 1gi th€ canh
tranh cia ngan hang. Piéu quan trong 1a sy khic biét d6 phai c6 tim quan trong
ddi v6i khach hang, c6 gid tri thuc t€ d6i véi ho va dugce ho coi trong thuc su.

Thit ba, tao kh3 ning duy tri 1gi th€ vé€ sy khdc biét clia ngan hang. Su khic
biét phdi dugc ngan hang ti€p tuc duy tri, ddng thdi phdi c6 hé thong bién phap
dé chong lai su sao chép clia d6i thii canh tranh.

Thong qua viéc chi rd va duy tri 1gi th€ clia sy khdc biét, Marketing gidp

ngan hang phat trién va ngay cang ning cao vi th& canh tranh trén thi trudng.
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2.2 Pic diém ctia Marketing ngan hang :

Marketing ngdn hang la moét loai hinh Marketing chuyén sau (chuyén nganh)
dugc hinh thanh trén co s§ quan diém clia Marketing hién dai. Tuy nhién,
Marketing ngin hang cé nhitng dic di€m khdc biét so v6i Marketing thudc cdc

linh vuc khac.

2.2.1 Marketing ngin hang 1a loai hinh Marketing dich vu tai chinh :

C4c nganh dich vu rat da dang va phong phd. Thudc linh vyc dich vu ¢6 dich
vu chidm séc stc khoe, dich vu chuyén mon, dich vu tai chinh, dich vu phuc vu

dich vu du lich va cédc dich vu khdc (cidt udn téc, thi y, cAu lac bd thé thao, ...)

Dich vu bao gdm nhiéu loai hinh hoat ddng, cho nén ciing c6 nhiéu cédch
hi€u. Theo Philip Kotler, “dich vu 12 mot hoat ddong hay Igi ich cung &ng nhim
dé trao d6i, chii y&u 13 vo hinh va khong din dén chuyén quyén sé hitu”. Do d6,
viéc nghi€n cttu cdc dic di€m cda dich vu sé& 1a cin ct d€ t8 chic tot cac qua

trinh Marketing ngan hang.

Tinh v6 hinh cia sdn phdm dich vu ngan hang da din dén viéc khach hang
khong nhin thiy, khong thé nim giit dudc, dic biét 1a khé khin trong danh gid
chat lugng sdn phadm dich vu trude khi mua, trong qué trinh mua va sau khi mua.
Pé gidm b6t s khong chic chin khi sit dung sin pham dich vu ngin hang,
khdch hang budc phii tim ki€m c4c dau hiéu chitng té chi't lugng sdn pham dich

vu nhu dia di€m giao dich, mifc d trang bi cong nghé, uy tin cia ngin hang,...

Tinh khong tich rdi ciia sadn pham dich vu ngan hang dugc thé hién trong qud
trinh cung ¥ng sidn phaAm cda ngin hang. Thuc t& cho thiy, qud trinh cung Gng
san phaAm dich vu ngin hang thudng dién ra dong thdi v6i qud trinh tiéu thu.

Chinh diéu nay da lam cho sdn pham dich vu ngan hang khong c6 kh3 ning luu
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trit. Ly do nay doi hdi ngan hang phdi c6 hé thdng, phuong phdp phuc vu nhanh

vdi nhiéu quiy, dia di€m giao dich.

2.2.2 Marketing ngin hang la loai hinh Marketing huéng ndi :

Thuc t€ cho thdy so v6i Marketing cdc linh vuc khdc, Marketing ngan hang
phitc tap hon nhiéu bdi tinh da dang, nhdy cdm ciia hoat dong ngin hang, dic
biét 12 qua trinh cung ¥ng sdn phdm dich vu ngian hiang c6 sy tham gia ddng thdi
cla cé co sd vat chat, khach hang va nhan vién ngin hang. Nhan vién 12 yé&u t6
quan trong trong qud trinh cung ng, chuyén giao sin pham dich vu ngin hang.
Nhitng bién phdp nhim ning cao hiéu qui hoat dong clia toan thé nhan vién
ngan hang theo dinh huéng phuc vu khach hang ngdy cang t6t hon dudc goi la

Marketing huéng ndi.

Thyc hién Marketing d6i ndi, hién nay cdc ngan hang déu tap trung vao viéc
dao tao nidng cao trinh d§ toan dién cho nhan vién ngin hang, dua ra nhirng
chinh séch vé tién luong, ddi ngd khuyén khich nhan vién lam viéc tich cuc, bd
tri cong viéc hgp ly, tirng budc xay dung phong cdch vian hda riéng clia ngan

hang minh- van hoa kinh doanh ngén hang.

2.2.3 Marketing ngin hang thudc loai hinh Marketing quan hé :

Marketing quan hé doi hoi bo phan Marketing phai xdy dung dugc nhiing
mdi quan hé bén lau, tin tudng 14n nhau va cliing c6 1i cho cd khdch hang va
ngin hang bing viéc ludn giit ding nhitng cam ké&t, cung cAp cho nhau nhitng
san pham dich vu chd't lugng véi gid cd hop 1y, ting cudng cic moi quan hé vé
kinh t&, k¥ thuat, nAng cao su tin tudng gitip nhau cting phat trién.

Marketing quan hé dit ra cho bo phan Marketing can tip trung moi ngudn
luc vao viéc hoan thién mdi quan hé trao ddi gitta khach hang va ngan hang, dic

biét 12 duy tri khdch hang hién tai, dong thdi cé nhiéu bién phdp dé€ thd hit
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khach hang tuong lai. K&t qud 16n nhat ciia Marketing quan hé 1a ddm bdo cho
hoat dong cia ngin hang dudc xay dung trén cd s§ clia cdc moi quan hé kinh
doanh t5t. P6 1a su hi€u biét, tin tudng, sy phu thudc 1An nhau va hd trg nhau

cling phat trién bén virng.

3. Su cAn thi€t ctia Marketing trong linh vuc hoat ddng ngin hang :

3.1 Cac nhan td tac dong bén ngoai :

Trong bat ¢t mdt nén kinh t& thi trudng nio, nhitng thay ddi déu mang tinh
lién tuc va ning dong. Su canh tranh giita cdc ngan hang 1a y&u t§ quan trong
trong nhitng thay ddi nhung ban than ngin hang lai chiu sy 4nh hudng bdi mic
dd xuat hién cdc co hoi tot nhu khudn khd phap luat, nhitng thay ddi trong cong
nghé thong tin, nhitng thay ddi d6 c6 thé 1am gidm chi phi va dua ra nhitng
phuong thitc phan ph6i méi. Thay ddi mdi trudng hoat dong da khuyén khich cdc
t6 chifc lua chon cdu triic phit hgp nhiim nang cao kha ning kham phd nhitng co
hoi méi. Va Marketing 14 sy déng gép cho nhitng nd lyc d6 dang dugc phat trién

tai cdc ngan hang cung cip dich vu tai chinh.

Ngay nay, nganh cong nghiép ngan hang c6 khuynh huéng quéc t€ héa. Sy
thAim nhap IAn nhau vao cédc thi trudng clia cdc nha canh tranh nuéc ngoai ngay
cang ting, hé qud clia né 1a din d€n sy canh tranh véi cdc ngin hang dia

phuong.

Céc thi trudng von dudc md ra di 1am bi€n d6i hé thong tién gii truyén
thong. Tir cudi nhitng nim 70, ty 1& cao cda tién giti ngin hang la dua vao tién
von clia cdc ngin hang khdc thong qua thi trudng lién ngan hang phét tri€n véi

sy hoan thi€n cdc cong cu thi trudng.

Cé4c cong nghé mdi ra ddi da c¢é nhitng dnh hudng 16n ddi vé6i linh vuc cong

nghiép ngin hang, nhit 1a d6i véi qud trinh tw dong hda hoat dong ngan hang
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nhu viéc dua vao st dung cdc thé nhua thanh todn, cdc mdy tr3 tién ty dong,
may rit tién mit, ... Su phat trién clia cong nghé thong tin di gitdp cho cdc ngin
hang & cdc nuéc cong nghiép héa c6 mot 1di thé vo cung to 16n, ho da thi€t lap

va stt dung dugc mot mang Iudi toan cau va cdc phuong tién giao ti€p tién tién.

DPdng thdi sy canh tranh con ting I1én trong cd hoat dong phuc vu cdc khich
hang cd nhan. Cdc “hé thdng quin Iy tién mit” dugc 1ap ra d€ thu hit s tién
gi 16n cang lam phic tap thém hoat ddng ngan hang, canh tranh trong linh vuc
cd nhin ciing ting 1é€n. Cdc cong ty st dung cdc loai thé tin dung thong qua cac
ngin hang di cip cdc khoén tin dung ré hon; cdc ctta hang di cung dng cho
khéach hang nhitng khodn tin dung ty dong, cdc cOng ty tai chinh tin dung cip céc

khodn tin dung th& chdp tai san, ...

Su canh tranh ting 1én khong ngirng budc cac ngdn hang phai dua ra cac dich
vu méi d€ thu hit khdch hang, tir d6 chién lugc Marketing di dugc vin dung
gitip ngan hang thda mian khich hang bing cich dua ra cdc sdn phAm ma khich
hang mong mudn. Tai sao viéc thda min dugc khach hang lai c6 y nghia quan
trong nhu vay? Cau trd 16i d6 12 vi mot khi khach hang hai 1ong, ho sé& ti€p tuc
st dung thém, trung thanh hon, tuyén truyén cé 1gi cho sdn phdm, it chd y tdi cic
san phdm canh tranh va cdc quang cdo khéc, it nhay cdm vé sy thay ddi vé gia

hon, ...

Thuc t€ da chitng minh sy hai 10ng ctia khach hang khong chi mang lai 1di ich
nhat thdi ma 13 con dudng tat y€u din d€n sy ting trudng lau dai cho ngan hang.
Vi th€ Marketing ngan hang 13 that sy cAn thiét.

3.2 Cac nhan td tac dong bén trong :

O nudc ta, Pai Hoi Pang 1an VI da chi ra giai doan phdt trién méi cda kinh t&€

Viét Nam : chuyén tif cd ch€ quan liéu tip trung bao cip sang cd ch€ thi trudng
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c6 sy diéu ti€t ctia nha nudc. Kinh t€ thi trudng 12 mot budc phat tri€én manh mé
clia sdn xudt hang héa khi quan hé hang héa tién té phat trién & mic dd cao.
Kinh t& thi trudng gitp gidi quyét dugc cac van dé : sdn xuat cdi gi? tai sao? sdn

xuat nhu thé nao? san xuit cho ai? khi nao va & dau?

D61 v6i hoat dong kinh doanh ctia hé thdng ngin hang cho du 1a linh vuc
hoat dong dic thi nhung d€ ton tai va phat tri€n hoat dong clia minh, tim ki€m
céc 1gi ich trén thi trudng, cdc ngan hang thuong mai chic chin phdi ti€p cin vdi
thi trudng d€ tim hi€u nhu ciu, nguyén vong cda khach hang nhim dua ra nhitng

san phAm dich vu ngan hang phii hgp vé6i chat lugng cao.

Hién nay, linh vyc hoat dong ngin hang Viét Nam da thit sy phat trién. Hé
thdng ngin hang tirng budc diu tu hién dai hé thong thanh todn, dao tao ngudn
nhan lyc d€ ting cudng kha ning canh tranh; déng thdi titng budc md cita cho
phép cdc ngian hang nudc ngoai md chi nhanh, vin phong tai Viét Nam va md
rong pham vi linh vuc hoat dong clia cdc chi nhanh nay phi hdp véi cam két hoi
nhap qudc t&€. Sy canh tranh r6i diy s& tr§ nén rit gay git va theo quy luat thi
trudng, ban thin ngin hang ciing s& bi dao thai n€u khong theo kip thdi dai.
Ngan hang khong thé hoat dong khong c6 thi trudng va khdng c6 khich hang.
Hoat dong ngan hang khong cho phép chiing ta ngdi mdt chd va chd dgi khach
hang tim d&€n minh. Phii cling c6 va chan chinh hoat dong ngan hang, dic biét
trong linh vuc ti€p thi ngan hang 13 vAn dé quyét dinh sy ton tai ciia cic NHTM

Viét Nam.

That ra gin diy Marketing ngan hang da len 18i vio cac NHTM Viét Nam
nhung van dé 13 & chd hoat dong nay chua dudgc quan tim ding midc va do d6
hiéu qud kinh t&€ clia viéc khdo st, nghién cifu thi trudng clia cic NHTM dem lai

chua tuong xing v6i khd ning thi trudng c6 thé dem lai cho ngin hang. Trong
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khi d6 d€ c6 kha ning gianh mot chd ding trén thi trudng thi cong tic nay doi
héi c6 tinh hé thdng rat cao. Chi c¢6 tinh hé thdng mdi giip ngan hang hiéu 16 vé

nhu cau thi trudng vé nhitng gi khach hing dang mong chd & ngan hang.

Marketing trong kinh doanh ngin hang da tré thanh mot phuong thiic mdi,
mdt cong cu dic luc d6i v6i cdc nha quén tri ngdn hang. Nhd Marketing ngudi
quén tri c6 thé nhay bén d6n bit co hoi kinh doanh, tranh ridi ro cda thi trudng.
T d6 hiéu qui kinh doanh cda ngin hang sé phdt tri€n hung thinh. Do vay
Marketing sin phim dich vu ngan hang ngay cing trd nén cip thi€t hon bao gid

hét trong hoat dong clia hé thong ngin hang.

4. Noi dung hoat dong cua Marketing ngian hang :

TS chic hoat dong Marketing clia cdc ngan hiang trong nén kinh t€& thi trudng

thudng tap trung vao hai ndi dung cd ban sau :
4.1 Té chiic nghién citu méi trudng kinh doanh ngin hang

4.1.1 NOi dung nghién cfu mdi trudng kinh doanh cua ngin hang

Nghién cttu moi trudng kinh doanh 13 cong viéc dau tién va quan trong cla
hoat dong Marketing ngdn hang. Nghi€n ctu moi trudng kinh doanh giip ngan
hang xdc dinh dudc nhu cau va su bi€n dong clia né d€ c6 thé chi dong dua ra
cidc hoat dong phli hop vdi yéu cau clia thi trudng. Thong thudng, bo phan
Marketing ngan hang t6 chiic nghién ciu tap trung vao hai ndi dung :

* Nghién cifu méi truong vi mé : nghién ctu cc tdc nhan rong 16n nim ngoai
st quin ly clia ngan hang nhung lai 4nh hudng truc ti€p hoic gidn ti€p dé€n toan
bd hoat dong clia hé thong Marketing. Céc y&u t& moi trudng vi mé gdm moi
trudng dia 1y , din sd, kinh t€, vin héa, x4 hoi, chinh tri- phdp luit va mdi trudng

k¥ thuit cong nghé.
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* Nghién cibu moi truong vi mé : nghién cttu nhitng y&u t6 & pham vi gan 4nh
hudng tryc ti€p dén kha ning cung ¢ng san pham dich vu va hiéu qua hoat dong
ctia mdi ngan hang. Nghién ctfu mdi trudng vi mdé bao gdm cic y&u t6 noi luc
cla ngin hang (von ty c6, trinh do k§ thuit cong nghé, trinh dd cdn bd quan ly
va doi ngii nhin vién, ...), cdc don vi hd trg cho hoat ddong ngin hang (c4c cong
ty tu van, quang cdo, ...), khdch hang cia ngdn hang va ddi thd canh tranh.

4.1.2 Hé thong thong tin nghién ctu moi trudng kinh doanh :

Hé thong thong tin mdi trudng kinh doanh 13 y&u t& quan trong, ddm bdo cho
su thanh cong cua hoat dong Marketing ngin hang. Hé thong thong tin moi
trudng kinh doanh Marketing ngan hang bao gom :

* H¢ thong thoéng tin ndi bo : hé thong nay tao khd ning tich liiy, luu trit
nhitng thong tin can thi€t trong qud trinh hoat dong clia ngan hang. Ngudn thong
tin ndi bd clia ngdn hing bao gém cdc bdo cdo thdong k&, k& todn tai chinh,
nghi€p vu; bdo cdo cla cac nha quan 1y ngan hang G cac vung, khu vuc, chi
nhdnh trong hé thdng; cdc bdo cdo thanh tra, kiém tra....

* He¢ théng thong tin bén ngoai : giip cdc nha Marketing ¢6 dudc nhitng
thong tin can thi€t v& moi trudng kinh doanh ngin hang, dic biét 1a thi trudng
ma ngin hang dang hoat dong; thong tin vé cdc d6i thd canh tranh hién tai va
tiém 4n, cdc khach hang hién tai va tuong lai. Hé thdng nay dugc hinh thanh tir :
céc loai bdo, tap chi dic biét 1a tap chi chuyén nganh; hé thong thong tin truyén
thanh, truyén hinh; cdc bdo cdo thudng nién cla cdc khach hang 12 cong ty; cic
an pham chuyén nganh; hé thdng thong tin clia cdc t6 chiic chuyén mon trong va
ngoai nudc....

4.2 Xac dinh chi&n lugec Marketing ngan hang :

Chién lugc Marketing clia cdc ngin hang dugc xay dung trén co s§ phan tich

cdc y&u t& mdi trudng kinh doanh dé€ dua ra cic bién phap phi hgp vdi dic diém
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diéu kién hoat dong kinh doanh trong tirng thdi ky ctia ngan hang. Chién ludc
Marketing ngan hang bao gdm :

4.2.1 Chién lugc sén phAm va gid ci :

Chié&n lugc sdn phdm va gid cd chi ra cho ngin hang nhitng sdn phidm dich vu
phlit hdp véi nhu ciu thi hi€u cla khich hang, gid tri s dung va gid cd sin
phdm, dich vu d6 trén thi trudng.

Chié&n ludc sdn phdm, gid cd ngan hang trong nén kinh t€ thi trudng phai ddm
bdo dudc cic yéu ciu sau :

- Phén tich, danh gid cdac san ph?fm, dich vu hién hiru.

- Pa dang héa cédc loai san phé’m dich vu

- Phét tri€n nhitng dich vu méi trén thi trudng

- Gia cé phdi hgp 1y va canh tranh

4.2.2 Chién lugc phin phéi sén phidm :

Chi€n lugc phidn phdi sdn phim phdn 4nh viéc ngidn hang st dung cic
phuong tién clda minh d€ dua ra sin pham dich vu ngin hang d&n véi khich
hang nhu tru s&, may méc thi€t bi, mang ludi phan phdi, thdi gian giao dich phi
hgp, trinh @ chuyén mon nghiép vu clia nhan vién, ..

Hién nay, hé thong ngan hang c6 nhiéu cich d€ lwa chon kénh phan phdi :

- Cung cip san pham, dich vu thdong qua mang Iu6i chi nhanh rong khip

- M4y riit tién ty dong ATM

- Hé thong siéu thi tai chinh : noi cung cip tit cd cdc dich vu tai chinh (dau
tu, moi gidi, bdo hi€m, ...)

- Hé thong chi trd dién ti & cac di€m ban hang

- Thanh 14p cdc trung tAm phat hanh va thanh todn thé ndi dia va qudc t&

- Cung c4p cédc dich vu ngin hang tai nha bing dién thoai hodc qua mang

lwdi vi tinh dugc n6i mang.
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Viéc lya chon phuong cich cung cip san phdm, dich vu ngin hang phdi dva
trén cd s& danh gi4, phan tich diéu kién cu thé vé kinh t€- vin héa- xa hdi cda
mdi qudc gia, khd ning thuc t& cda mdi ngin hang va quan trong nhat 12 phai
dva trén mong mudn ctia khach hang.

4.2.3 Chién lugc khuyé&ch truong — quing cdo :

Muc dich ctia chi€n lugce khuyé&ch truong quing cdo 1a tao ra nhitng nhin thitc
t6t hon vé hinh 4nh ngin hang dudi c4i nhin clia khdch hang, gitip ngin hang tao
ra nhitng m&i quan hé rong 16n d€ tirng budc md rong thi trudng, ting hiéu qua
trong kinh doanh.

Ngan hang khuyé&ch truong quang cdo nhim :

- Lam ting nhanh s§ lugng ngudi bi€t dén ngin hang trong mot thdi gian
ngin.

- Lam cho hoat dong ngan hang mau chéng di vao cudc song.

- Lam ting s6 lugng sidn phaAm dudc tiéu thu

- Tao ra hinh 4nh bi€u tugng dep clia ngidn hang dudi con mit clia cong
ching

Hoat dong khuyéch truong quing cdo phdi thudng xuyén véi cdc phuong
phap phu hgp :

- Quang cdo thong qua uu thé clia cdc sdn phdm riéng cla cdc ngin hang

- Quang cdo giy an tugng, khé quén

- Qudng cdo truc ti€p, quing cdo qua ngudi khic theo phuong phdp “truyén
miéng”.

- Quang cdo thong qua chit lugng va 4n tugng vé sadn pham.

- Khuyé&ch truong quang cdo biing cdc hinh thitc khuyén mai, tai trg, ...



-32-

Nhu vay, thong qua khuyé&ch truong, quing cdo cdc ngdn hang nhanh chéng
thAim nhiap va md rong thi trudng, ting doanh thu ti€t kiém chi phi mang lai 1gi

ich t8i da cho bdn thin ngan hang minh.
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4.2.4 Chién ludc t6 chidc nhan su :

Cong tic t6 chifc nhan sy ¢6 tAm quan trong d6i v4i sy thanh cong trong trong
hoat dong kinh doanh ctia NHTM. Chién ludc kinh doanh phu hdp, chi€n lugc
khuyé&ch trudng quing cdo, ... tAt cd sé tr§ nén vd nghia n€u thi€u ving yé&u t&
con ngudi.

M&di ngan hang cin phdi c6 md hinh t6 chitc nhin sy riéng clia minh trong
cong tic diéu hanh, quan tri hoat ddng hiang ngay, trong td chifc tao ra sin phadm
vi cung &ng san pham... d6i ngii nhan su tif ngudi 1anh dao cho tdi nhan vién déu
phai dat dugc nhitng chudn muc nhat dinh :

* DO vdi nguoi lanh dao : thong qua ngudi 1dnh dao ma khdch hang c6 thé
thd'y dugc vin héa, trinh do, hinh dnh cla ngan hang, do vy ngudi lanh dao can
phdi c6 ki€n thitc, am hi€u c4c linh vuc lién quan, hanh dong phai kién quyét, c6
tinh than ddc 1ap trong quyét dinh, phdi biét chiu trach nhiém vé mit kinh t& va
x4 hoi d6i v6i nhitng hanh vi, quy€t dinh clia minh, ...

* DOT vdi nhdn vién : bo tri st dung va nang cao trinh do ctia nhan vién theo
ding cdc k¥ ning cda ho, chd ¥ ning cao kién thiic tong hgp cho nhin vién, tao
cd ch& cho nhin vién gidn b6 véi tap thé, coi tip thé nhu gia dinh thd hai cda
minbh, ...

Nhut vdy, su sdp xép phoi hop giita cdc chién lugc trén cho phit hop vdi diéu
kién cu thé ciia méi ngdn hang dugc goi la Marketing hdn hgp. Noi dung ciia cdc
chién lugc sdn phdm, gid, phdn phéi, khuyéch truong- qudng cdo va nhdn vién
tiép xiic vita la chinh sdch ,vita la cong cu k§ thudt Marketing dé cdc ngdn hang

théa man nhu cdu ciia khdch hang thi truong tai chinh.
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TOM TAT CHUGNG 1

Trong phin nay luin vin giGi thiéu tdng quit vé ngian hang thuong mai,
marketing ngan hang, vé vai trd va su cAn thi€t clia marketing ngan hang trong
linh vyc hoat dong ngan hang. Trudc bdi cdnh canh tranh gay git clia cdc ngin
hang trong va ngoai qudc doanh, sy thAm nhip clia cdc chi nhdnh ngin hang
nudc ngoai, nhu cau va thi trudng thay ddi tirng gid; viéc thuc hién t6t hoat dong
marketing ngin hiang sé& gitip ngan hang diy manh 1gi th€ hién c6, phat huy tiém
luc clia ngAn hang, cung cip cdc sdn phadm dich vu ngin hang thda min dudc
céc nhu cau khdch hang, ti€t kiém t8i da cdc chi phi trong hoat dong nghiép vu.

Marketing ngan hang la nghi€n cttu moi trudng kinh doanh ngin hang va xac
dinh chi€n lugc marketing vé sdn phdm- gid cd, phan phdi, khuyéch truong-
quang cdo va chié€n ludc vé con ngudi. Sy nhan thic thau ddo va st dung cdc k§
thudt marketing mdt cach hitu hi€u trong hoat dong kinh doanh ngan hang la
di€u khong d&. Cong tdc ndy doi héi ngudi lam marketing ngan hang phai c6
mdt cdch nhin nhin, xem xét tit ci cdc van dé lién quan d&€n hoat dong ngin

hang mdt cach trinh d6 va day k¥ ning.
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CHUONG II : THUC TRANG HOAT PONG MARKETING TRONG
HOAT PONG KINH DOANH TAI CAC NHTM TP.HCM

L. TINH HINH KINH TE XA HOT ;

Tinh hinh kinh t& x4 hoi trong 6 thang diu nim 2004 trén dia ban TP.HCM
da c6 k&t qua rat kha quan. Ngoai trif hai tdc nhan chinh 1am cho nén kinh t&
thanh phd trong quy 1 nim 2004 c6 toc do ting trudng cham la bi€n dong gid ca
vat liéu xay dung va dich cim gia caAm, chi 1a tdc nhdn tam thdi, nén tr quy
2/2004 di€n bi€n ting trudng GDP 6 thing diu nim ting 9,9% so véi cung ky
nim trudc, cao hon mifc ting trudng cla cliing ky cdc nim gin day (nim 2002
tang 8,7% va ndm 2003 tdng 9,5%)

Bdng 1 : Toc dé tang trudng khu vee TP.HCM qua cdc ndm

bon vi: %

Cac chi tiéu thuc hién 6 thang/2002 | 6 thang/2003 6 thang/2004
GDP 8,7 9,5 9,9
Nong-lam-ngu nghiép 6,7 14,4 -20,0
Cong nghiép- xdy dung 9,5 14,0 12,5
Dich vu- thuong mai 8.5 6,2 8.8

Kim ngach xudt khdu -6,4 20,1 22,2
Kim ngach nhdp khdu -0,1 24,1 10,0

(Ngudn : Vién Kinh Té TP.HCM)

Nim 2004 12 mdt nim ti€p tuc danh diu sy phat trién n dinh cia TP.HCM,
toc do ting trudng ddng k€ nhat trong 6 thang diu nim 2004 phai néi d€n nganh
dich vu- thuong mai dat gia tri gia ting la 8,8% (cao hon mdc ting 6,2% cla 6
thdng dau nim 2003). Sy ting trudng cao cta khu vuc dich vu thé hién & mic

hang héa va dich vu bdn ra. Nhg vao sy ting gid cad ndng san nén thi trudng ndi
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dia dugc md& rong, din dén nganh thuong mai da cé su ting trudng kha cao so
vdi cdc nim true. Bén canh d6 tidc nhin cia dich ciim gia cAm di dudc han ché
nén cac linh vuc dich vu ¢6 sy ting trudng manh hon. Sy ting trudng kha cao
cta khu vuc dich vu 1a nhin t6 tich cuc d6i véi tinh hinh kinh t€ thanh phd.

Trong kinh t€ TP.HCM, nganh ndong nghiép chi€m ty trong rit nhd, ty trong
nay ti€p tuc gidm trong nhitng nim gan diy (nim 2000, 2001, 2002, 2003 ty
trong nong nghi€p 1an luge 1a 2%; 1,9%; 1,7% va 1,6% trong GDP TP.HCM), 6
thdng dau nim 2004 sdn xuit ndng nghiép chi dat gid tri 860,5 ty déng gidm
22% so v6i cung ky ndm 2003. C6 1& sy sut gidm va thu hep sdn xudt nong
nghiép trén dia ban thanh phd 1a diéu dé hi€u. Céc dich bénh d6i véi vat nudi
(cim gia cam, tom, ...) tuy dudc khdng ché& nhung d€ phuc hoi thi ciing cin phai
c6 thdi gian. Ngoai ra, cdc tdc dong vi md nhu van dé do thi héa, van dé hiéu
qua sin xuit ndng nghiép van luén dé ning, tao ra sy thu hep sin xuit nong
nghiép.

Téng kim ngach xui't khau trén dia ban thanh phd 6 thang diu nim 2004 dat
4,5 ty USD, ting 22,2% so v6i cing ky nidm trude (6 thing dadu nim 2003 ting
20,1%). Trong kim ngach xuat khau, khu vuc kinh t&€ ndi dia ting 22,5% (cao hon
so v6i mic ting 20,5% clia 6 thing dau nim 2003). HAiu hét cdc khu vuc kinh t&
déu dat mic gia ting kim ngach xui't khiau kha cao va déu nhau.

Téng kim ngach nhap khiu trén dia ban TP.HCM trong 6 thing dau nim
2004 c6 gia tri 2,52 ty USD, ting 10% so vdi cung ky nim 2003 (6 thing dau
ndm 2003 ting 24,1%).

Hoat dong ngan hang thanh phd di cé budc phat tri€n cd vé quy mo va chat
lugng. Mang 1u6i hoat dong dugc lién tuc md rong. Nhiu loai hinh dich vu mdi
xuat hién, khoa hoc cong nghé dugc ¢ng dung mang lai nhi€u tién ich va tiét

kiém thdi gian. Hé thong thanh todn dién tf lién ngdn hang cung véi cdc dich vu
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chuyén tién dién ti, thanh todn thé, thanh todn truc tuyén va qua mang, ATM, ...
da thu hit dudc nhiéu khach hang. Tinh hinh huy dong von 6 thang ddu nim kha
quan do 14i sudt VNP van cao, thém vao d6 cdc td chic tin dung ngay cang st
dung nhiéu hinh thitc huy dong hap din khich hang nhu : tiét kiém c6 thudng,
ti€t kiém liiy ti€n, ...Von huy dong clia cdc t6 chifc tin dung trong 6 thing dau
ndm 2004 1a 133.598 ty dong, ting 16,6% so v4i nim trudc.

Hoat dong tin dung ting trudng nhanh, d€ tranh nguy cd rii ro, cdc td chifc tin
dung chi dong ting cudng cdc bién phdp tin dung hi€u qua nhu chon loc du dn
dau tu, san loc khach hang, ki€m sodt chi't lugng tin dung. Téng du ng tin dung 6
thdng dau nim nay dat 118.337 ty dong, ting 17,2% so véi ndm 2003.

Vé mit xa hodi, TP.HCM ciing di dat dugc nhitng thanh qud rat khd quan
trong viéc nang cao chdt lugng cudc song ciing nhu x6a déi gidm ngheo, gidi
quyét viéc lam cho ngudi lao dong.

TAt cd nhitng chi tiéu trén cho thidy nén kinh t&€ thanh phd giit dugc tdc do
phdt tri€n bén vitng. Nhu vdy, sy ting trudng va phdt tri€n ctia nén kinh t& thanh
ph& HO Chi Minh trong thdi gian vira qua di tao ra mdi trudng thuin Igi cho hoat
dong kinh doanh clia cdc ngan hang trén dia ban thanh phd.

ILTINH HINH HOAT PONG KINH DOANH CUA CAC NGAN HANG
THUONG MAI TAI TP.HCM

1.Mang luéi hoat dong té chitc tin dung trén dia ban TP.HCM :

Tinh dé€n cudi thang 12/2003 mang ludi hoat dong clia cdc ngin hang trén dia
ban TP.HCM nhu sau :
- NHTM nha nudc : 3 van phong dai dién, 1 hoi sG, 3 sG giao dich, 38 chi

nhanh cip I, 45 chi nhanh cip II, 56 phong giao dich.
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- NHTM c6 phdn : 17 hoi s8, 3 s& giao dich, 45 chi nhdnh cdp I, 41 chi nhdanh
cap II, 40 phong giao dich. Ngoai ra con c¢é 5 chi nhdnh cip I cia cic NHTM c6
phan c6 hoi s chinh ngoii dia ban Tp.HCM

- NH lién doanh : 4 hoi s& va 1 chi nhdnh cip 1

- Chi nhdnh NH nudc ngoai : 14 chi nhdnh chinh, 4 chi nhdnh phu.

- Cong ty tai chinh cé phdn : 2 cong ty tai chinh truc thudc tdng cong ty

- Cong ty cho thué tai chinh : 3 hdi sd va 1 chi nhanh cong ty cho thué tai
chinh

- Quy tin dung nhdn ddn : ¢6 9 quy tin dung nhian dan cd sG va 1 quy tin dung
khu vuc.

So v6i ndm 2002 mang ludi tai chinh tin dung hoat dong trén dia ban
TP.HCM c6 sy gia ting diang k€& : phdt tri€n thém 1 hoi sd, 3 vin phong dai dién,
3 chi nhdnh cap I, 31 chi nhdnh cap II, 2 s& giao dich va 2 chi nhdnh NH nudc
ngoai, 1 chi nhanh NH li€n loanh va 1 chi nhdnh cong ty tai chinh.

Ngoai ra, trong thidng 10 va thang 11/2004 NH Pong A khai truong thém 2
chi nhanh méi : chi nhanh Phu My Hung va chi nhdnh khu cong nghi€p Tan Tao.
Pong thdi nhim gép phian ddp ng nhu cau vé sin phdm dich vu ngin hang cho
ngudi dan va cdc doanh nghiép trén dia ban Tha Pic, ngay 17/09/2004 NHTM
cd phin Sai Gon Thuong Tin di chinh thifc khai truong chi nhanh cidp 2 Thi
buc, ...

Nhin chung mang Iuéi hoat dong clia hé thdng ngan hang TP.HCM phit trién
manh mé, dic biét 124 NH Nong nghiép & PTNT da ¢6 mang lu6i phan phdi khip
ndi ¢ cd vung sau, ving xa. Cic NHTM hoat dong & cdc d6 thi ciing da md rong
mang 1udi ra gan cdc khu vuc dan cu, khu vuc sidn xuit tao diéu kién cho huy

dong von va phuc vu san xudt kinh doanh.
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Pay 1a sy d6i mdi trong tu duy vé& quan tri cda cic NHTM, 1am cho hoat dong
clia ngan hang gin giii v6i nhan dan hon, gan giii v6i khach hang hon, ..tao diéu
kién d€ gidm thap chi phi vay von, chi phi quin Iy. Vi du nhu nhiéu ngin hang
da c6 chi nhdanh hoat dong trong c4dc khu cong nghiép, khu ché xuit, c6 quay
dich vu ngoai té trong san bay, c6 mdy rit tién & cdc siéu thi, ...

Nhu vay su gia ting nhanh chéng vé€ s& lugng cdc ngan hang hién nay da va
dang dién ra qua trinh chia sé thi phdn va diy manh canh tranh d€n tinh trang
néng hon. Piéu nay cho thdy sy gianh giit thi phan giita cdc ngin hang trong
thdi gian t6i ngdy cang quyét liét hon.

Trong pham vi bai viét, chi dé cip chd yé&u thuc trang hoat dong cla céc
ngan hang bao gdm NHTM nha nuSc, NHTM c6 phan trong tudng quan so sdnh
v6i 2 loai hinh ngan hang c6 sttc canh tranh manh 1a NH lién doanh va chi nhanh
NH nu6c ngoai véi ngudn sd liéu tir NH nha nude — chi nhanh TP.HCM, tir d6
ddnh gia hiéu qua hoat dong kinh doanh cia hé thng NHTM TP.HCM

2. Tinh hinh hoat dong kinh doanh cua cic NHTM TP.HCM :

2.1 Hoat dong huy dong von :

Von huy dong 12 ngudn von quan trong cla bat ky mot NHTM nao. Viéc huy
dong dudc nhi€u ngudn von thi ngin hang cang c6 diéu kién dé md rong ngudn
von tin dung cho vay d6i véi nén kinh t&, do d6 ngudn von nay ludn dugc quan
tAm didng mic. Sau day 13 tinh hinh huy dong von clia cdc td chic tin dung trén

dia ban TP.HCM vura qua.
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Bdng 2 : Tinh hinh huy dbéng vén va thi phdn ciia cdc TCTD trén dia ban

TP.HCM ncim 2003 va 6 thdng dau ndm 2004

Pon vi tinh : ty ddng

Thi phdn von huy dong ting, giam so véGi

Hé théng cic TCTD nam 2003 6 thang/2004 nam 2003

so tién % so tién % s6 tién %

1.NHTM nha nuéc 57,863 50.5( 62,933 47.1 5,070 8.8
2.NHTM cé phédn 32,613 28.5( 40,686 30.5 | 8,073 24.8
3.NH lién doanh 4,724 4.0 4,206 32 |- 518 |- 11
4.CN NH nuéc ngoai | 18,873 16.5( 24,745 185 | 5,872 31.1
5.Cty tai chinh 93 0.1 451 0.3 358 384.9
6.Cty cho thué TC 406 0.4 5717 0.4 171 42.1
TONG CONG 114,572 100 | 133,598 100 | 19,026 16.6

(nguén NH nha nuéc — CN TP.HCM)

Theo s6 liéu bdng 2 cho thdy :

- NHTM nha nudc : tinh d€n 30/06/2004 tdng s6 huy dong dat 62.933 ty ddng,
so vGi s6 von huy dong vao 31/12/2003 (57.863 ty dong) ting 8,8% va chi€m thi
phan uvu th& 12 47,1% vi diy 13 hé thong NHTM qudc doanh nén da tao tim ly
an toan cho ngudi dan khi giti tién vao ngan hang va hau hét cdc doanh nghiép
qudc doanh déng trén dia ban thanh phd 1a khach hang truyén thdng clia NHTM
nha nudc trén linh vyc tién gt thanh todn.

- NHTM cé phan : trong 6 thang dau nim 2004 s6 von huy dong dat 40.686 ty
ddng so v6i nim 2003 ting 24,8%. Tuy ding hang thit hai trong hé thong chi€m
30,5% nhung thi phan trong 6 thang diu nim 2004 c6 gia ting khd quan so véi
nim 2003 (28,5%). Piéu nay cho thdy khdi NHTM c& phan hoat dong ngay cang

c6 hiéu qud, da thu hit dugc nhi€u don vi cd nhan thanh phd gti tién.
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- CN NH nudc ngoai : dat 24.745 ty VND ting 31,1% so vdi cudi nim 2003,
chi€m thi phan 18,5% x&p hang thit 3 trong hé thdng. Trong co ciu tién gii chd
yé&u 12 tir cic t8 chic kinh t&€, nhat 1a linh vyc huy dong von ngoai té con tién gui
tir dan cu chi€m ty 1é khong dang ké.

- NH lién doanh c6 sd von huy dong dat 4.206 ty VND dé&n 30/06/2004 va
chi€m thi phan 1a 3,1%

- Céng ty tai chinh va céng ty cho thué tai chinh trong 6 thing diu nim 2004
c6 s6 von huy dong gia ting dang ké dat 529 ty dong va chi€m thi phan thip
nhat trong toan hé thong.

D4 thi thi phdn vén huy déng cdc TCTD trén dia ban TP.HCM

1%

1% 19% o 5 6
17% NH nha nuéc
CINH nha
nuge CINH cé phin
4% ONH c8 3%
A 0,
0% phén 6% NH lién doanh
CINH lién
doanh [ NH nuéc ngoai
28% O NH nuéc
’ ngoai 31% M cty TC -CTTC
31/12/2003 Mty TC -
ol 30/06/2004

- NHTM nha nudc thi phan gidm 4%

- NHTM c§ phan thi phan ting 3%

- NH lién doanh thi phan gidm 1%

- CN NH nuéc ngoai thi phan ting 2%

Tu thuc trang trén cho thd'y néu khong ké dé€n cong ty tii chinh va cong ty
cho thué tai chinh do c6 s6 vén huy dong thu dudc 12 khong ding k€ thi chi
nhdanh NH nu6c ngoai 1a loai hinh ngdn hang ¢6 t6¢ do ting trudng huy dong von
cao nhit (31,1%) trong 6 thing dau nim 2004 cla toan hé thdng NHTM tai
TP.HCM, ti€p d6 1a khoi NHTM ¢ phan (24,8%), toc dd ting von huy dong
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khong dang ké ctia khdi NHTM nha nudc (8,8%) da dit ra nhitng thiach thitc mdi
ddi v6i chinh sdch huy dong von ctia khdi ngan hang nay. Nhu vay, hién nay
trén linh vuc huy dong vén, nhém NHTM c6 phan va chi nhanh NH nuéc ngoai
thi phan dang tir tr ting 1én, con thi phan clia khi NHTM nha nudc dang bi
canh tranh.

2.2 Hoat dong cho vay :

Pay la mot trong nhitng hoat dong chi dao cia cic NHTM Viét Nam hién
nay, vi hiéu qua ctia hoat dong nay dem lai chi€m ty trong cao trong tdng lgi
nhuin ngin hang. Trong nim 2003 va 6 thing diu nim 2004 linh vyc nay cé
nhitng dién bién sau :

Bdng 3 : Tinh hinh cho vay va thi phdn ciia cdc TCTD trén dia ban TP.HCM

ndm 2003 va 6 thdng ddu nam 2004

DPon vi : ty dong

Thi phan cho vay ting, giam so véi

Hé théng cic TCTD Nam 2003 6 thang/2004 nam 2003

so tién % | so tién % |sotién | %

1.NHTM nha nudc 47,539 47.1( 54,728 46.21 7,189 15.1
2.NHTM cé phin 28,508 28.2| 32,642 27.6] 4,134 14.5
3.NH lién doanh 3,946 3.9 4,479 3.8 533 13.5
4.CN NH nuéc ngoai 18,718 18.5| 23,773 20.1] 5,055 27.0
5.Cty tai chinh 652 0.6 366 0.3 -286 -43.9
6.Cty cho thue TC 1,643 1.7 2,349 2.0 706 43.0
T6NG CONG 101,006 100 | 118,337 100 | 17,331 17.2

(nguén NH nha nuéc — CN TP.HCM)

Tir 56’ lieu bang 3 cho thdy :
Du nd tin dung 6 thang dau nim 2004 dat 118.337 ty dong ting 17,2% so véi
cu6i nim 2003, tin dung ti€p tuc dat mic ting trudng kha va ddm bdo ddp ung

nhu ciu v6n cho nén kinh t&€. Tuy nhién, nhin vao téc do ting trudng tin dung
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clia 6 thing dau nim 2004 so vdi nim 2003 ta thdy khdéi NHTM nha nuéc,
NHTM c6 phdn va NH lién doanh ting khd déu nhau, dic biét khoi chi nhanh
NH nudc ngoai ting khd nhanh 27%; trong khi khdi cong ty cho thué tai chinh c6
toc do ting trudng tin dung vugt bac 43% nhung du ng cho vay khong ddng ké
chi chi€m 2% trong tong du ng cho vay clia toan hé thong.

D4 thi thi phdn vén cho vay ciia cdc TCTD trén dia ban TP.HCM

2% 0,
) ’ O NH nha nuéc 2%
19% 20% I NH nha
O NH ¢4 phin o nuge
NH co6 phan
4% 47941 NH lién doanh % 46% CINH tie
ién
[ NH nuéc ngoai doanh
CONH nuée
. M Cty ngoai
28% TC&CTTC 28% B Cty
TC&CTTC

Cu6i nam 2003 Cudi thang 6/2004
- NHTM nha nudc thi phan gidm 1%
- CN NH nu6c ngoai thi phan ting 1%
biéu nay cho thdy chi nhanh NH nu6c ngoai dang c6 dau hiéu 1an 4p sang thi
trudng ngan hang Viét Nam, thi phan ting do c6 nhiéu d6i tic nuSc ngoai dén
Viét Nam kinh doanh khi thi trudng Viét Nam ngay cang thodng hon va mot
phan do phong cdch lam viéc c¢6 hiéu qua clia chi nhanh NH nudc ngoai da thu
hiit mot s6 doanh nghiép Viét Nam. Do d6, hé théng NHTM Viét Nam can phdi
d4y manh nghién citu chi€n Iugc marketing clia ngan hang minh d€ khoi phuc va
chi€m linh thi phan ngay trén san nha.
Nhin chung hoat ddng tin dung ngan hang trong thdi gian qua da thuc hién

dudc mot sd chi truong chinh sach ciia Uy Ban Nhan Dan TP.HCM dé ra :
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Cho vay kich c4u ddu tu :

Tinh d&n 30/06/2004, cho vay kich cAu diu tu theo chuong trinh ctia UBND
TP.HCM c¢6 18 NHTM dang tham gia vé6i s6 du ng dat 822 ty dong, ting 16.8%
so v6i cung ky nam 2003.

Cho vay Khu cong nghiép- Khu ché xudt (KCN- KCX) :

Hoat dong cho vay KCN- KCX ciling dugc cdc ngdn hang trén dia ban tich
cuc tham gia. Chinh hoat dong cho vay cdc ddi tugng nay dudc md rong da gidp
cic doanh nghiép trong cic KCN- KCX c6 diéu kién dau tuv mdy méc thi€t bi
méGi d€ md rong san xuit, ting khd ning canh tranh. P&n 6 thing dau nim 2004
s6 du ng cho vay trong khu vuc nay dat 8.292 ty dong, ting 57.3% so véi cling
ky nim 2003, dic biét hé thong ngin hang nudc ngoai chi€m ty trong cao nhat
trong téng du ng cho vay, chiém trén 50%. Pay 13 mot thi trudng con nhiéu tiém
ning, do d6 cdc ngan hiang cin cé chi€n lugc phat trién hop 1y d€ md rong thi
trudng nhung phai ddm bdo tin dung phat tri€n an toan — hiéu qua.

Cho vay phdt trién néng nghiép va néng thon :

Hoat dong cho vay phat tri€n ndng nghiép ndng thon cia cic td chic tin
dung, dic biét I1a ctia hé thong ngdn hang Nong Nghiép trong nhitng nim qua di
g6p phan d6i mGi bd mit ndng thon trén dia ban. N6 gép phin gidi quyét kho
khin vé ngudn von hoat dong d6i v6i nhitng hd nong din, nhi't 13 d6i v6i cdc hd
ndong din nghéo con nhiéu khé khin. Tinh d&€n 30/06/2004, s& du ng cho vay
phét trién ndng nghiép néng thon dat 4.097 ty dong, ting 34% so vdi cling ky
nim 2003. Trong d6, cho vay phuc vu trong trot va chin nudi van chi€m ty trong
cao nhit, chi€m 50% trong tdng du ng cho vay phdt trién ndng nghiép va ndng
thon.

2.3 Hoat dong dich vu ngan hang :
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An tugng vé€ cic hoat dong dich vu ma ngin hang dem lai cho ngudi dan dé
12 nhitng tién ich mang lai tir dich vu thanh todn, vdi nhiéu tién ich tién 1di nhd
ky thuit cong nghé hién dai da tao ra kha ning thanh todn, chuyén tién ciing
nhitng tién ich kém theo nhu thong tin thi trudng, 13i sult, ty gia, thi trudng
chitng khodn, .. d@ va dang dugc khiach hang, ngudi didn quan tdm s dung.
Trong d6 dich vu thé dang phat tri€n rat manh, nhiéu t6 chdc tin dung trén dia
ban di bit ddu tham gia lién k&t v6i Vietcombank HCM dé phdt hanh va thanh
todn thé- md hinh lién k&t nay dd budc dau da phan dnh dudc tinh hiéu qua, su
diu tu ding huéng. Tinh hinh phat trién hoat dong dich vu thé trén dia ban dén

nay dugc phdn 4nh qua bang sd liéu sau (s6 liéu tong hop tir 14 TCTD trén dia

ban) :
Pon vi : ty dong
Chi tiéu Thé qudc té& Thé noi dia

- Tong doanh thu 1,697.81 1,276.23
Trong dé : doanh thu dich vu 1,388.75 1,056.22
doanh thu tién mit 309.06 220.01

- Tong phi thu 25.53 5.74
Trong d6 : phi thu dich vu 22.68 5.45
phi thu tién mit 2.85 0.29

- S$6'diém chdp nhdn thé 4,361.00 161.00
Trong d6 : s& di€m thanh todn DV 4,093.00 127.00
s6 di€m tng tién mit 268.00 34.00

- $6" ligng thé phdt hanh 30,879.00 68,750.00

(nguén NH nha nuéc — CN TP.HCM)
Vé hoat dong dich vu ngoai hdi, hién nay cd ch€ quin 1y ngoai hdi gin lién
véi chinh sdch ty gid linh hoat da tao di€u kién thic d:?i’y hoat dong dich vu ngoai

hoi. Dong thdi sy phat trién clia hoat dong sdn xuit kinh doanh xui't nhap khau,
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thuong mai, dich vu va du lich trong 6 thing qua gép phan thuin 1gi hon cho hoat
dong kinh doanh ngoai héi cia cic TCTD trén dia ban thanh phd. Cu thé tng
doanh s& mua ngoai t& 6 thang dau nim 2004 dat 6.136,3 triéu USD ting 47,3%
so v4i cung ky ndm truGc va doanh s6 ban dat 5.782,3 triéu USD ting 56,9% so
v6i cung ky ndm 2003.

Tém lai, can ct vao nhitng hoat dong kinh doanh cia cic NHTM trong nudc
trén dia ban TP.HCM dén cudi thang 6/2004 di va dang c6 nhitng budc ting
trudng dang ké vé so lugng, quy md, cic loai hinh dich vu va mang 1u6i giao
dich; tuy nhién t6c dd ting trudng 12 khong déu nhau giita cdc nhém ngin hang,
dic biét trén linh vuc huy dong von va cho vay. Trong d6 xudt hién hién tugng
cdc chi nhdnh ngan hang nudc ngoai c6 su gia ting nhanh v€é hoat dong kinh
doanh. Pay la cau hdi 16n dit ra cho cdc nha kinh doanh ngan hang trong nudc
néi chung va trén dia ban TP.HCM néi riéng, trin trd va suy nghi dé€ tim ra
huéng di ding cho chi€n ludc phat trién kinh doanh ctia ngan hang minh.

IIL. TINH HINH HOAT PONG MARKETING CUA CAC NGAN HANG
THUONG MAI TAI TP.HCM :

T nhitng thap nién 1980, Marketing ngin hang da dugc ¢ng dung rong rai §
cdc nudc c¢6 nén kinh t&€ thi trudng phat trién trén thé gidi. Lic diu cdc ngan
hang hinh dung Marketing 1a sy két hgp cdc bién phdp kich thich vé6i thdi do
niém nd nhung biy gid ho di c6 nhitng bd phin Marketing, nhitng hé thong
thong tin, 14p k& hoach va ki€m tra.

Trong nhitng nim gan diy, mo6 hinh kinh doanh ngan hang nuéc ta méi dugc
cic nha kinh doanh chi y dé€n, ddnh diu bdi su ra ddi clia cic NHTM c¢d phan
NH lién doanh, cdc chi nhdnh NH nu6c ngoii va cdc td chitc tin dung khic. Pdi
dién véi nhiéu d6i thd canh tranh, d€ ton tai va ph4t trién cic NHTM d3 nhanh

chong van dung cdc hoat dong Marketing vao moi trudng kinh doanh ngén hang.
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Sau day 1a mot s§ chién lugc Marketing dd dudc cdc NHTM trén dia ban

TP.HCM quan tam trong thdi gian qua :

1. Chién luwge san phim :

1.1 San phadm khéng ngirng dugc da dang héa dé dap ng nhu cdu khic
nhau cua khach hang

HAu hét cdc sdn phdm truyén thdng nhu huy dong von, cho vay, thanh todn
khong dung tién mit da dudc da dang hda tao ra mot diy sadn phadm cé nhitng
dic tinh ich 10i khac nhau thda min nhu ciu ngay cang da dang cda khich hang.

Trong dich vu huy djong vén da dudc cdc ngan hang da dang thanh nhiéu hinh
thitc khac nhau nang cao thu hit vén trong xa hoi. Ngoai cdc hinh thitc huy dong
tién gt ti€t kiém hoat k¥ va c6 ky han 3 thang, 6 thang, 1 nim ; cic ngin hang
da md thém cdc ky han 1é nhu 7 thiang, 13 thiang, 25 thiang, 27 thdang, ... 1anh 1ai
trudc, hang thang, cudi ky hay 4p dung 14i sud't bac thang nhu :

- “Thé i€t kiém Phdt Loc bing VND” cta NHTM CP K§ Thuong
(Tecombank);

- NH Pong A v6i “Thé ti€t kiém Thinh Vugng”, chuong trinh “Tich liy An
Cu Pong A”, “tin dung du hoc” hd trg tai chinh cho phu huynh du hoc sinh;

- NH Viét A thyc hién hang loat cdc dich vu nhu ti€t kiém tich liy, ti€t kiém
14i sudt Iy ti€n, tiét kiém ting trudng ...

Vé dich vu tin dung bao gobm nhi€u hinh thifc cho vay bing ti€n va bing tai
san, cho vay c6 ddm bdo hay khong c6 ddm bdo bing tai sdn, cho vay tirng 1an
hay cho vay theo han mifc, thau chi; cdc hinh thifc tin dung méi nhu tin dung cho

thué tai chinh, tin dung dong tai trg, ...
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- Tecombank sau cdc chudng trinh mua nha trd gép, mua 6td trd gép, cho vay
du hoc tai chd, cho vay co phﬁn héa, md thém hinh thic cho vay “Hd tr¢ kinh
doanh cd thé”;

- NH Péng A véi chuong trinh “mua trd gép mdy vi tinh v6i gid wu dai”,
“thué gian hang tai trung tAm thuong mai Hing Vuong dugc vay tién dén 50%
chi phi”;

- NH A Chau (ACB) cho vay trd gép mua xe hdi, cho vay hd trg tiéu ding tir
10 d&n 100 triéu khong c6 tai sin thé chap, ..

1.2 C4c san phAm méi tiing nhanh hiu hét § cic NHTM

Nhu cdu vé€ sdn phim méi trén thi trudng Viét Nam c6 xu huéng ting nhanh,
cdc ngin hang déu c6 bd phan nghién cifu va gidi thiéu cdc sdn phaim mdi dé
tdng cudng suc canh tranh va khai thac khach hang mdi.

- S&n phdm diu tr ty dong ciia NH Ngoai Thuong Viét Nam (Vietcombank)
danh cho cdc doanh nghiép c6 s6 du tai khodn 16n, khi lugng tién trén tai khodn
vugt trén mifc c6 dinh theo thda thuin thi tv ddng dugc chuyén sang tai khodn c6
14i sud't cao hon so vdi binh thudng;

- Cé4c dich vu trd luong cho cdn bo cong nhan vién, giao nhin tién tai doanh
nghiép, dich vu quan 1y tai sdn, dich vu khdch hang g tién & mot ndi nhung
dugc riit tién & nhiéu ndi, ... 43 dugc cdc ngan hang trién khai;

- Thang 2/2003 NHTM CP Xuit Nhiap Khau Viét Nam (Eximbank) da thuc
hién thi di€m dau tién nghiép vu quyén lya chon (option) trong kinh doanh ngoai
hdi. Ti€p d@6 1a cic NH Pau tv & Phat Trién Viét Nam (BIDV), NH Nong
Nghi€p & PTNT Viét Nam (Agribank), Citibank, Vietcombank, NH Cong
Thuong Viét Nam (Incombank) va NH Hongkong bank-CN.TPHCM dugc quyén
thyc hién nghiép vu nay. PAy 1a sdn phdm méi, 1a chia khéa vang gilp céc

doanh nghiép Viét Nam ty bdo vé minh biing cong cu bdo hiém ty gid;
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- Ngay 25/05/2004 NH Pong A dua ra sin phim méi 1a ban “thé trd trudc”
clia cdc mang thong tin di ddng qua may ATM. Khach hang s& dung thé thanh
todn, thé da ning Poéng A c¢6 thé mua cdc loai thé cio cda Vinaphone,
Mobiphone, S-phone, Fonecard (FPT), internet card (FPT) tai cic mdy ATM cua
NH Péng A. Pdng thdi, trong thing 10 nim nay NH Pong A da két hgp véi
nganh dién TP.HCM tri€n khai dich vu thanh todn tién tu dong qua thé. NH tu
dong trich tién tir tai khodn thé clia khdch hang khi nhan dugc gidy bdo tién dién
tir cong ty dién luc va chuyén héa don thanh todn dén tin nha khich hang.
Ngoai ra khdch hang st dung thé Pong A c¢6 thé thanh todn tién dién qua thé
doc (POS) tai cong ty dién luc hodc tai cdc chi nhdanh clia ngin hang;

- Trong khi d6, thang 06/2004 NH A Chau trién khai sin phim “Dich vu ddi
nha méi” véi nhiéu dich vu khdc vé dia dc, nhiim phuc vu nhitng ngudi c6 nhu
cAu thay d6i nha &, dic biét d6i v6i nhitng ngudi mudn mua nha mdi nhung chua
bdn dudc nha cii. Ngoai ra ngan hang con c6 thé cho vay ngin han hoic dai han
vdi nhitng ngudi ¢6 nhu cau vay von va th€ chap bing chinh cin nha mua bdn;

- P€ canh tranh, ngay 08/06/2004 Tecombank tung ra 2 loai dich vu méi 1a
thé F@stSaving va F@stAdvance cho phép khach hang chi tiéu vugt qua 70
triéu dong so v4i s tién minh cé trong tai khodn; va k& tir 18/10/04 Tecombank
sé chinh thifc cung cdp sdn pham “Ti€t kiém dién t&”, vdi loai hinh nay khach
hang phai cé tai khodn cd nhin, khong can phdi bdo quan s6 ti€t kiém nhu tiét
ki€ém thong thudng;

- Khong kém cdc ngdn hang khéc, thing 10/2004 NHTM CP Sai Gon Cong
Thuong di cho trang bi cic may ATM nhan tién gl va ngin hang s& nhin tin
dé&n dién thoai di dong x4c nhan sd tién dudc glri vao tai khodn; dudc bi€t ngan
hang nay di phat hanh rong rii thé da ning Saigon BankCard d€ hd trg khich

hang viéc glti tién mit qua ATM véi cdc chiic ning nhu thanh todn dién, nuéc,
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dién thoai, mua sim tai cdc clra hang, siéu thi, ..hodc rit tién, gl tién khong can
truc ti€p dén ngan hang. Pudc biét, trudc ddy NH Pong A 13 ngin hang ddu tién
c¢6 dich vu gtti tién qua may ATM;

- Song song do, tr ngay 08/11/2004 Vietcombank chinh thic dua ra thi trudng
2 loai sdn phAm md&i thudc dong thé Mastercard, d6 1a :

+ “VCB Mastercard Coi Ngudn™ 1a thé diu tién tai Viét Nam cho phép chd
thé chi tiéu cid bing VNP va USD ma khong phdi chiu thém phi chuyén ddi
ngoai te.

+ Thé ghi ng dién tir “VCB Unembossed Mastercard” dugc k&t ndi truc ti€p
véi tai khodn cd nhin clia khach hang, chii thé dudc phép rit tién mit va thuc
hién céc giao dich mua ban thdng qua viéc xdc dinh chit ky, s& PIN tai cdc diém
chap nhin thanh todn thé tr dong.

- Pugc biét, ngdy 02/12/2004 SGD2- NH Céng Thuong Viét Nam TP.HCM
da ky két thda thuin véi buu dién & cong ty cdp nuéc TP.HCM, nhan lam dich
vu “thu hd” ti€n cu6c phi cho 2 co quan nay thdong qua cong cu thanh toin ATM.
Truéc day, Incombank da phdt hanh 3 loai thé thé vang (G-card), thé truyén
thdng (C-card), thé sinh vién (S-card), ...

Sau ddy la bang tom tdt mot s6" san phdm mdi dugc cdc NHTM trién khai
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Ngan hang San phim

Vietcombank |connect 24, Visacard, Mastercard, Mastercard Coi Ngu6n,

Amex, Unembossed Mastercard, option, ...

Agribank Agricard, option, ...

Incombank |ATM C-card, S-card, G-card, Visacard, Mastercard,option, thu

ho tién dién, nudc qua ATM, ...

Tecombank |thé FastAccess, F@stSaving, F@stAdvance, ti€t kiém dién t, ...

Pong A thé da nang, nhan tién gilti, mua thé dién thoai, thanh toan tién

dién tv dong qua may ATM, ...

A Chau Visacard, Mastercard, Visa Electron, dich vu d6i nha mdi, ...

Nhu vdy, c6 thé thi'y cudc chay dua vé& phat tri€n sdn phaAm dich vu mdi clia
cdc ngan hang trén thi trudng TP.HCM la rit sdi dong. Pic biét, thé thanh todn
da tinh ning 12 xu huéng tiéu dung dudc ngay cang nhiéu khich hang Iya chon
va cdac NHTM trong nudc cling dang tich cuc nim bit 14y cd hdi nay.

2. Chién lugc gia ca :

Gid ca 12 mot bi€n s6 quan trong, sau khi dua ra quyé&t dinh vé& sadn phdm cin
phdi xdc dinh cho cdc sdn phaAm dé mot mic gid hgp 1y. Gid cd déng vai tro don
biy kinh t& quan trong trong moi hoat dong kinh doanh, 4nh huéng quyét dinh
dén k&t qua kinh doanh va Igi nhudn cla ngin hang. Ngay nay, su canh tranh
trong linh vyc tai chinh ngdn hang ngay cang gia ting va gid ca khong chi 1a yéu
td canh tranh giita cdc ngdn hing ma con c6 tdc dong manh mé dé&n quyét dinh
lua chon san phadm dich vu va ngan hang cta khdch hang. Gi4 ca sdn pham dich
vu ngan hang dugc bi€u hién qua 3 hinh thic : 1di suat (tién g, tién vay), phi st

dung dich vu clia ngan hang va hoa hdng (mdi gi6i bat dong sin, chitng khodn).
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Trong thang 7/2004 vira qua theo mot thda thudn thong qua Hiép hoi ngin
hang, cic NHTM nha nu6c da dong loat 4n dinh 13i sudt huy dong tién giti tdi da
13 0,58%/thdng ky han 6 thang vi 0,63%/thang d&i v6i ky han 12 thang. Do khéi
NHTM nha nu6c chi€m thi phan 16n nhit trong tdng ngudn vén huy dong, cho
nén viéc gidm 14i sudt s& dnh hudng 16n d€n mit bing 1di sudt chung.

Miit khdc cung véi chi dao phdi gidm 1di sudt huy dong, cic NHTM nha nudc
cling dong loat ting 13i sud't cho vay. Mdi ngan hang c6 mot chién ludc gia ca
riéng :

- Agribank 4n dinh 1di suit cho vay ngidn han 1a 1%/thdng, trung han la
1,15%/thdng va dai han 1a 1,25%/théang.

- Incombank thi khong quy dinh cu thé ma lai quy dinh mic t5i thi€u : 14i
sudt cho vay ngdn han t3i thi€u 12 8,5%/niam, trung dai han 1a 1di sudt ti€t kiém
12 thdng cong véi 2,5%.

- Vietcombank ciing 4n dinh 14i sui't cho vay tdi thi€u : ngin han thip nhat 1a
0,725%/thang, trung han 1a 13i sudt ti€t kiém 12 thdng cOng vdi 2,2%, dai han thi
cong v6i 2,5%

Tuy nhién, d6i véi cdc khach hang truyén thong, khich hang thudng xuyén,
c6 uy tin trong viéc vay trd thi cdc ngin hang sé& dua ra cdc mifc 1ai suat cho vay
rat canh tranh. Ching han nhu NH Céng Thuong CN6 TP.HCM sé& cho vay vdi
mrc 1di suat tir 0,7% d€n 0,8%/thang.

Déng thoi trong dip cudi nam 2004, cdc NHTM dang gdp riit thu hiit von huy
dong, da dday manh cdc chién luoc gid huy dong hdp dan :

- Incombank cé dot huy dong ky phi€u 7 thing vdi 1di sudt 0.63%/thang

(biing 1di suat ti€t kiém 12 thdng ctia caic NHTM nha nuéc);
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- NH PAiu Tu Phét Trién chi nhdnh Sai Gon vira ting 14i sudt : ky han gti 3
thing 1di sudt 0.575%, 7 thiang 1ai sudt 0.63%/thing, 13 thdng 14di suAt
0.68%/thdang;

- Agribank véi dgt huy dong tra 1ai truGc, quy ra 1di sau : 7 thang la
0.626%/thang, 13 thang la 0.722%/thang.

Ngoai céng cu ldi sudt, sw canh tranh gid con thé hién qua nhiéu hinh thitc
khdc nhu :

- Kh4ch hang dugc mién phi m3 thé va phi rit ti€én mat khi s dung Thé da
ning cia NH Pong A hay dich vu trd tién dién qua thé dugc NH Pong A thuc
hién mién phi thanh todn d&€n hét thdng 12/2005.

- Dich vu chi ludng qua tai khodn Thé cta NH Pong A 1a 1.000 d/ngudi/ky
chi luong, trong khi & Vietcombank 1a 3.000d/ngudi/ky chi luong.

- T ngay 06/12/2004 NHTM CP cdc Doanh nghiép ngoai qudc doanh Viét
Nam (VP bank) s€ 4p dung hinh thitc “gti ti€t kiém VND dugc bu trugt gid
USD”. Theo hinh thitc méi nay, n€u toc do trugt gid cia VND so v6i USD ting
binh quén trong ky han gl vugt qua 0,5%/thing thi ngudi gl tién ti€t kiém
bing VND sé& dugc bu dip 100% phan ty gid ting vudt qud 0,5%/thdng.

Tém lai, trong kinh doanh ngan hang gid ca linh hoat, hAp din 12 mot diém
manh d€ khdch hang lya chon ngin hang va cling c6 vi tri ngadn hang trén thi
truong. Tuy nhién ciling tuy theo ning lyc tai chinh ciia ngdn hang minh ma cac
NHTM c6 mot chinh sdch gid canh tranh phu hgp.

3. Chién lwgc phan phdi san phim :

Kénh phan phdi 1a cong cu tryc ti€p duwa san pham dich vu ctia ngin hang

dé&n véi khdch hang. Truc diy cdc ngan hang déu st dung mang 1u6i chi nhanh
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dé thuc hién phan phdi sdn phdm. Hién nay di xudt hién cic hé thdng kénh
phan phdi méi dya trén co s& cong nghé tién tién.

Agribank da 4p dung mo hinh giao dich mot cira, rit ngdn thdi gian giao dich,
tao nhi€u thuan 1gi cho khdch hang.

Pa s6 cdc ngin hang di dwa hé thong phan phdi tryc tuyén vao hoat dong
“ngin hang tai nha”, khich hang cé thé truy cip vao trang web clia ngin hang,
r6i chon lién k&t ngan hang tryc tuyén. Tai day khach hang dugc cung cAp cic
dich vu clia ngan hang truc tuy&én nhu van tin s6 du tai khodn, tra van thong tin
tai khodan, ...vi du cdc trang web : icb.com.vn, vietcombank.com.vn, acb.com.vn,
eab.com.vn, sacombank.com.vn, .. Pdc biét 12 dich vu ngan hang dién tu
(homebanking) da dudgc Vietcombank va A Chau khai thdc dem lai nhiéu tién
ich cho khdch hang.

Ngoai viéc ting cudng 1dp dit cac mdy ATM tai cdc chi nhdnh, khu trung
tim thuong mai mua bdn, si€u thi, khich san, .. cic ngdn hang thuong mai da
tirng budc lién k&t ATM vdi nhau d€ gidm chi phi dau tu, ting dia di€m giao
dich, gidm bt phién todi cho ngudi sit dung thé khi chd thé cla ngan hang nay
c6 thé giao dich trén may ATM clia ngan hang kia va ngudc lai :

- Cudi nim 2003, ba ngan hang dau tién lién két ATM 12 ANZ, NHTM CP
Sai Gon Thuong Tin va NHTM CP Phuong Nam. Pay dugc xem la buGc di hi¢u
qua dau tién trong viéc phdi hgp cong nghé thé thanh todn clia hé théng ngin
hang Viét Nam;

- Ti€p d6, cdc ngan hang Vietcombank, Eximbank, Sai Gon Cong Thuong va
NH Pong A di thda thuian két ndi cic mdy ATM véi nhau;

- Hién nay, mang lu6i ATM clia Vietcombak da ké&t ndi véi 7 ngin hang tai
Viét Nam, g6m : Tecombank, NH Quan D61, Habubank, VIB, NH Phuong Nam,
NH LD Chohung Vinabank. Pong thdi, trong dau thdng 12/2004 nay lan dau tién
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Vietcombank di tri€n khai thanh cong viéc k&t nSi hé thong thanh todn thé
ATM vé6i NH Ngoat Thuong Lao. Piéu nay cho thdy Vietcombank dang md rong
mang luéi phan phdi nhim chi€m linh thi trudng thé.

NH Pong A khong nhitng ddy manh 1£p dit thé tai sdn bay, sinh chinh Ga
Sai Gon, ma con dwa cd may ATM vao hoi chg vira tri€n 1dm vira phuc vu khich
hang. Viéc 1am nay dugc rat nhi€u khich hang tdn thanh va truc ti€p s dung,
khdch hang c6 thé rit tién tai mdy ATM 24/24 dé mua sim ma khong sd bi cip
mat tién khi di tham quan hoi chg. Pdy 12 mot hinh thitfc mdi “ti€p thi thé” d&n
v4i ngudi ti€u dung mot cich nhanh chéng.

Mot kénh phdn ph6i mdi ma cdc ngin hang da tri€n khai 12 lién k&t vdi cong
ty Bdo hi€ém nhin tho, khuyén khich khdch hang thanh todn phi bio hiém biing
thé ATM :

- Thang 8/2003, khach hang ctia Vietcombank va Prudential khi tham gia bao
hi€m c6 thé thanh todn phi bdo hi€m véi Prudential ngay tai cic mdy ATM cia
Vietcombank dit trén toan quoc.

- Ngay 06/05/2004 NH Pong A va cong ty Bdo hiém Nhan tho Manulife Viét
Nam hdp téc phat hanh “Thé lién k&t Pong A- Manulife” danh riéng cho khach
hang cia Manulife Viét Nam.

Pau thang 12/2004 Vietcombank di ky k&t thda thuin vé thanh todn bién
mau véi NH Trung Qudc- chi nhdnh Quadng Tdy. Kénh thanh todn nay sé& hd trg
dic lyc cho cic doanh nghiép xui't nhap khau véi Trung Qudc, bing hinh thitc
ngan hang s& gitip doanh nghiép chuyén cdc gidy td can thi€t thay vi doanh
nghiép phai ty 1am thd tuc nhu hién nay. Viéc ky k&t ndy di tao thém mdt kénh
thanh todn qua ngan hang cho cidc nha doanh nghi€p lua chon.

D€ dua dich vu ngian hang d&€n ving sdu, vliing xa, ndi chua c6 try sé ngin

hang, NH Nong Nghiép & PTNT Viét Nam di tri€n khai hoat ddng “ngin hang
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lvu dong “. Xe ngin hang luu dong 1an dau tién duge dua vao sit dung & Viét
Nam vao nim 2000. Nim 2001 c6 159 xe 6td ngan hang luu dong do NH Thé
gidi (WB) tai trg. Pudc biét 30/03/2004, WB da ban giao hon 240 xe ngan hang
luu d@ong cho NH Nong Nghiép & PTNT Viét Nam va NH Pau tu Phit trién Viét
Nam. NH Nong Nghiép con 1am hgp dong mua thém 300 xe chd tién luu dong,
cho thdy kénh phan phdi “ngin hang lwu dong” di mang dé€n hiéu qua ding
khich 1€, dudc su ung hd cia ngudi din néng thon.

Nim 2003 Tecombank d3 dua vao sit dung hé thong “Telebank”, 1a hé thong
phin mém thanh todn tryc tuyén tr xa, khdach hang sé thuc hién cic giao dich
vdi ngan hang thong qua mot phan mém dudc cai trén may vi tinh clia ho va két
ndi véi ngan hang qua dudng truyén dial-up, khong phdi két ndi internet. Phan
mém nay cho phép khich hang 1ap cdc 1énh thanh todn, truy van thong tin tai
khodn, quan 1y tai khodn ctia minh ma khong cin phai dén ngan hang vin c6 thé
thuc hién 1é€nh thanh todn dién tf thong qua telebank. MG trdng dich vu nay
nhim d4p Gng nhu ciu giao dich rit 16n clia cdc doanh nghiép vdi ngin hang tir
xa qua mang dién td.

Bén canh thi trudng ndi dia, cdc ngdn hang con md réng mang ludi phan
phdi ra ngoai nudc nhu : NH Ngoai thuong, NH Pau tu & Phat trién, NH Nong
nghiép & PTNT va NH A Chau di md dai 1y va vin phong dai dién tai My.

Nhin chung viéc st dung cong nghé thong tin d€ phat trién hé thdng phin
phdi clia cdc ngin hang thuong mai trén dia ban TP.HCM di c6 nhitng ddi mdi
vudt bac, budc diu ti€p cin véi hé thong phan phdi ngan hang hién dai, mang
lai nhiéu Idi ich cho ngudi tiéu dung.

4. Chié€n lvgc khuyé&ch truong- quang cdo :

Pay la nhitng hoat dong hd trg nhim truyén dat cdc thong diép gidi thiéu sdn

pham, khuyé&ch truong thanh danh va tao hinh dnh t&t cho cdc ngan hang.
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* Hoat dong quing cdo :

HAu hét cdc ngan hang thuong mai ding quing cdo trén bdo Sai Gon Gidi
Phéng, bdo Tudi Tré nhitng thong diép chi y&u vé ngin hang : vio nhitng dip 1&
t€t g&i nhitng 15i chic mirng nim mdéi, giGi thiéu sdn phAm mdi, cdi ti€n da dang
héa sidn pham, ting von diéu 1&, goi von cb phan, ...

Ngoai ra, NH Pong A, Sai Gon Thuong Tin, A Chau, Viét A, NH Qudc T&
con ding quing cdo thudng xuyén trén Thdi bdo Kinh TE Sai Gon. Mot s& ngin
hang 16n ¢6 quan hé qudc t& nhu Vietcombank, A Chau dd xudt hién quing cdo
trén cdc td bdo nudc ngoai nhu Saigon times, Vietnam News, Vietnam Business.

Loai hinh quing cdo dudc 4p dung phd bi€n & cdc ngin hang hién nay la
phdt hanh rong rdi nhitng t& budm, tai liéu vé : sdn phAim mdi, cdc chuong trinh
khuyé&n mii, ... tai cic di€m giao dich.

Tham gia cdc trién lam vé “Thi trudng tai chinh tién t& vdi cong nghiép héa”
12 hinh thifc quing cdo phd bi€n rong rdi thuong hiéu dén véi ngudi tiéu ding
dudc cdc ngan hang tham gia tich cuc. Pay 1a cAu ndi ngidn nhat giita cdc nha tai
chinh, ngdn hang véi nhitng doanh nghiép sdn xuit kinh doanh va céc chii dau tu
dv 4n ti€p can vdi hé thdng cdc ngan hang.

Phuong tién thdng tin quing cdo trén dai va truyén hinh it dudc cdc ngin
hang st dung dén.

Nhu vdy, quing cdo chi dudc thuc hién tuong ddi tt § mot s6 ngan hang ndi
bat nhu NH A Chéu, Sai Gon Thuong Tin, NH N6ng Nghi€p & PTNT, ...con céc
ngin hang khac chua dugc quan tim ding mic.

* Hoat dong khuyé&n mii :

Hién nay, thi trudng canh tranh giita cdc ngan hang ngay cang ting, d€ thu

hiit khach hang cidc ngan hang thudng dua ra cdc chuong trinh khuyé&n maii :
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- Phdt hanh nhitng 4n pham, lich, qua ting cho khich hing thudng xuyén vio
nhitng dip cudi nim va ky niém ngay thanh 14p ngan hang.

- T8 chitc hdi nghi khach hiang theo dinh ky (quy, hang nim) danh cho khach
hang cong ty va khdach hang cd4 nhan c6 mdi quan hé tot.

- Nhan dip khai gidng nim hoc méi tir 20/08- 20/09/2004 Sacombank tri€n
khai chuong trinh khuyén mii “Qua ting mia khai gidng”, cdc khach hang gti
ti€t kiém c6 ky han tir 3 thang trd 1én dudc ting qua gom tap va bit.

- Chuong trinh tring thudng vdi thé ACB, khdch hang s& nhan phi€u dy
thudng ngay khi m& thé tai NH A Chau, viéc md s6 tring thudng duwa vao két
qua x6 sd kién thi€t TP.HCM theo diing ngay mé thudng dudgc quy dinh, c¢6 2 ky
mé thudng vé6i tdng tri gia clia mbi dgt 1a 50,3 triéu dong.

- Chuong trinh “Qua ting vang” tai NH VPBank tir 01/06- 31/08/2004 véi
tong gid tri gidi thudng 1a 50 lugng vang 9999 nhim ddy manh ngudn vén huy
dong.

- P&n hét ngay 31/12/2004 khich hang st dung thé da ning Pong A thanh
todn tién mua hang tai cdc ctfa hang cla cong ty CP Vang bac dd quy Phd
Nhuin- PNJ trén toan qudc s& dugc gidm gid tr 0,5% dén 10% tuy theo loai nif
trang.

- NH A Chiu dua ra cdc chuong trinh “gti ti€t kiém tring xe Mitsubishi” tir
ngay 10/11/04 d€n hét ngay 26/01/2005, ng véi mdi loai tién gli, mic gl va
ky han nhat dinh, khdch hang s& dugc cAp mot s6 du thudng va chi ¢6 gid tri duy
nhit trong mot ky md thudng, gidi dic biét 12 01 xe Mitsubishi vdi nhiéu gidi
thudng khac vdi tong tri gid 1én d€n hang chuc triéu ddng.

Ngoai ra, nhim thu hit khdch hang gti tién vao dip cudi nim 2004, cdc ngian
hang da canh tranh v6i nhau bing nhiéu hinh thiic khuy&n mai hap dan : ting

phi€u mua qua, x8 so tring thuéng, ting vang, ...
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- Nhan dip xuan 2005 NH Cong thuong CN9 khuyén mii biing tién mit 0.1%
trén s tién gli clia khach hang d6i v6i cdc mén tién gii ti€t kiém tir 50 triéu
dong trd 1én.

- NH Pau Tu Phét Trién chi nhdnh Sai Gon c6é chuong trinh gii tién du
thudng vdi 1.440 gidi thudng tong gid tri 1,8 ty dong .

- NH Nong Nghiép & Phdt Trién Nong Thon Viét Nam vé6i dgt huy dong trd
13i trudc, vira x8 s6 triing vang AAA vira ting thudng truc ti€p (g nhiéu thi
dudc ting vang hoic phi€u mua qua, ...)

- NHTM CP Sai Gon v6i chuong trinh gti 10 triéu dong hodc 630 USD dudgc
ting phi€u mua hang tri gid 30.000- 50.000 dong (tay ky han), dong thdi con
dugc du thudng.

- NH Céng Thuong Viét Nam khdi dong cho thi trudng von cudi nim bing
chuong trinh “Tiét kiém du thudng chao xuin At Diu” tir ngay 18/10/2004-
18/01/2005 v&i 1.263 gidi thudng vé6i tong tri gid 1én t6i 2,5 ty ddng. Trong do,
gidi dic biét 1a 1 6t6 Toyota Corolla Altis hoidc 65 lugng vang SJC tri gi t6i da
520 triéu dong, ...

Tur cdc hoat ddong khuyén mii trén cho thdy, hién nay cdc ngin hang thuong
mai di s& dung nhiéu chiéu thic khuyén mii méi va phd bién, diy 1a cong cu
canh tranh manh mé trong mé trong thi phan.

* Hoat dong tai trg, cOng tac xa hoi :

Hoat dong tai tr¢ gép phan ddm bdo sy thinh cdng cla hoat dong Marketing
ngin hang, vi qua d6 sé thu hdit sy chd y cua cdc phuong tién thong tin dai
ching, lam ting thém sy tin tudng, tao uy tin va hinh dnh clia ngan hang .

Gan day, cic NHTM da tham gia kh4 nhiéu vao cdc hoat dong tai trg nhu tai

trg thé thao, tai trg cho dao tao, tai trg cho hoat dong xa hoi- tur thién, ...
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Tai trg cho hoat dong thé thao dem lai nhiéu lgi ich tiép cdn véi nhieu doi
tuong, gidi thudng duogc truyén hinh toan quoc :

- NH Nong Nghiép & PTNT Viét Nam tai tr¢ va td chitc cho gidi béng ban
cdc doi manh toan qudc 2001- Cip bdo Qudc TE; nim 2003 Agribank 1 nha
cung cap dich vu tai chinh chinh thiic cho SEA Games 22 va PARA Games 2 — 1a
mot thanh cong 16n, gitp thuong hi€u Argibank dudgc quang ba ca trong va ngoai
nudc; gan day Agribank 12 nha tai trg chinh mang danh vi “Pdi tdc chinh thic
Agribank Cup”- Gidi béng dd Qudc t€ thudng nién 2004;

- K€ tir ngay 12/11/2004, NH Ngoai Thuong Viét Nam dd chinh thdc trd
thanh nha tai tr¢ chinh cho Pdi tuyén béng d4 nam Viét Nam va Doi tuyén
Olympic — U23 Viét Nam, v6i hop ddng tai trd quing cdo doc quyén nay,
Vietcombank khong chi ¢6 co hoi sit canh cling doi tuyén béng dd nuc nha ma
con nhim quing b4 thuong hiéu.

Tai tro cho hoat dong dao tao ciing la linh vwc ma cdc ngdn hang quan tim
dén

- Hang nim, Tecombank trién khai chuong trinh “Hoc bdng Techcombank”,
theo d6 ngin hang sé& cip 10 sudt hoc bong, mdi suit tri gid 2 triéu déng cho 10
sinh vién dang theo hoc tai cdc trudng PH Ngoai Thuong, Kinh T€ Qudc Dan va
Hoc Vién Ngan Hang.

- Trong nim 2004, Sacombank danh 250 sudt hoc bdng “Uom mam cho
nhitng v6c mo” cho hoc sinh 16p 12 cdc trudng PTTH véi tri gid 1a 1 triéu
ddng/hoc bong.

- Nhiim gitp ning cao chit lugng gidng day va hoc tip, NH Pong A da tai
tr¢ 304 triéu déng cho Trudng THPT Pham Phi Thtt tinh Quing Nam. Toan bo
sO tién ndy diing d€ mua sim thi€t bi gidng day va thi nghiém.
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Cong tdc xa hoi- tie thién ciing la mot hinh thiic “danh bong thuong hiéu” ma
cdc NHTM TP.HCM da thic hién trong nhiéu ndm qua :

- Tinh d&€n ndm 2003, toan hé thong Agribank Viét Nam da déng gép trén 32
ty ddng cho cdc chuong trinh 16n nhu : qu§ “Vi ngudi nghéo” d€ xay dung “Nha
dai doan ké&t”, quy “Pén on ddp nghia”, phung dudng Ba me Viét Nam anh
hiing, ting xe lin cho cdc chdu khuyét tit, xdy dung trudng ti€u hoc, ...

- Vietcombank ciing gép phan khong nhd trong cdc hoat dong xa hdi : gép
200 ty dong cho Ngin hiang phuc vu ngudi ngheéo; gép 5 ty dé xay nha tinh
nghia, nha Tudng niém liét si Bén Dudc, xay dung cong vién thi€u nhi tai Nha
Trang; d6ng gép vao quy vi tré tho Viét Nam, ting qua cho hoi ngudi cao tudi,...

- C4c ngan hang nhu Péng A, Sacombank ciing tham gia nhiéu hoat dong xa
hoi- tir thién : Sacombank ting 400 phan qua Trung Thu cho tré em nghéo, dén
thim va g6p 50 triéu dong cho tré em nhiém chi't doc mau da cam,...; NH Pong
A x4y 30 nha tinh nghia, hd tr¢g 200 ca m3 mit trong chudng trinh “Pem lai 4nh
sdng cho ngudi mu nghéo” tai Quang Ngii, ...

C4c hoat dong tai trd, cong tdc x4 hdi sé gitdp cho ngin hang c6 mdi quan hé
gin bé vdi cac dia phuong hon, buéc diu tao 4n tugng tot dep trong dan chiing.

IV. PANH GIA HOAT PONG MARKETING TRONG HOAT PONG
KINH DOANH TAI CAC NHTM TP.HCM :

1. Nhitng thanh tuvu dat dugc trong viéc ing dung hoat dong Marketing

tai cac NHTM :

Hoat dong Marketing trong kinh doanh ngdn hang da va dang dudc cdc nha
ngan hang dic biét quan tAm dén trong thdi gian gan diy, tuy chua toan dién
nhung nhitng thanh co6ng ma hoat dong Marketing ngdn hang mang lai Ia ddng
khich 1&, gép phan ting sitc canh tranh, phdt trién hinh 4nh ngin hang trong nén

kinh t€ thi trudng.
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1.1 Tao dugc ti€ng vang vé thuong hiéu, gy 4n tugng riéng déi véi khach
hang va cong chiing.

M3i ngan hang c6 mot logo, bi€u tugng riéng biét dugc s dung thdng nhat
trén toan qudc. Pong thdi, cdc phuong cham “ACB ludon huéng dén sy hoan hio
dé phuc vu khich hang”, “Thanh cong clia khiach hang 13 thinh cong clia ngin
hang Pong A”, “Agribank mang phdn thinh d&€n véi khach hang”, ... da tao su
goi nhé d&n hinh dnh ngin hang. Thanh céng vuct bat phii ké dén 1a NH A
Chau, trong thang 8/2004 vira qua di dat danh hiéu “Thuong hiéu ndi ti€ng véi
ngudi tiéu dung”.

Céc ngan hang tao dudc nét dic sic, chuyén biét trong cung cAp san pham :

- Vietcombank : ngan hang hang diu trong tai tr¢ xudt nhap khiu va thanh
toan qudc t&€, ndi bat trong linh vuc lién quan dén ngoai té, chi€m linh trong thi
trudng thé ATM;

- Argibank : chuyén trong linh vuc ddu tu phat tri€n ndng thon va cho vay ho
nong dan;

- NH A Chdu : phét trién manh vé thé Master, Visa card, dich vu dia dc, dai
ly chuyén tién, ddnh manh thi trudng khach hang c4 nhan;

- NH CP Phdt Trién Nha TP.HCM : n6i bat trong thi trudng nha di't cho cd
nhan, cho vay mua nha, cho vay xay dung stta chita nha. ...

1.2 Ting buéc dng dung cong nghé hién dai, dudc sy ing ho ciia nhiéu
doanh nghiép va ca nhan.

Ngan hang dang nd luc gidm din cdc hinh thifc giao dich c¢d dién, ti€p cin
cédc cong nghé ngin hang tién tié€n nhim cung cip nhitng dich vu t6t nhat, tao
nhiéu tién ich, thu hit nhiéu khdch hang tham gia.

- Hién nay, thong qua hé thdng thanh todn dién tir lién hang hoic thanh todn

truc tuy€n da tao ra toc dd chuyén tién nhanh, ba't k€ moi khodng cich vé khong



-63 -

gian, moi giao dich chuyén tién theo yéu ciu ctia khdch hang trong va ngoai
nudc déu duge dap tng. Pay la két qua phdt trién clia hoat dong dich vu thanh
todn ti€n bo so v6i nhitng nim trude day.

- C4c dich vu thanh todn thé : thé ATM, thé tin dung va céc loai thé qudc t&
da va dang dudc st dung rong rdi, khong con xa la d6i véi khach hang. Khdi
niém thé ATM bit ddu dugc nhan biét trong cdc ting 16p dan cu, nhd mot s
dich vu dudc cdc ngin hang trién khai nhu : thanh todn tién taxi, luong, dién
thoai, nudc, mua hang & siéu thi, ...

- Sy hinh thanh hé thdng lién két, k&t ndi d€ thanh todn thé, tao diéu kién
ning cao hiéu qud von dau tu; cho phép cdc ngin hang c6 kha ning tai chinh
thap van c6 thé phat trién dich vu thé. Pdng thdi thic ddy hoat dong thanh todn
khong diing tién mit qua ngin hang phat trién.

- Téng kh&i lugng thanh todn khong dung tién mit qua ngin hang ngay cing
ting, nidm 2000 ty trong thanh todn khong dung tién mit trén dia ban TP.HCM
12 71,1% trong tdng phuong tién thanh todn; nim 2001 : 82%; nim 2002 : 85%;
nim 2003 ty 1é nay 12 86%. P&n nay tdng khdi lugng thanh todn khong ding tién
mit qua ngan hang dat 1.338.112 ty ddng, bing 144.6% so véi ndm 2003 (s8 lieu
10 thdng didu nim 2004) chi€m 85% trong tdng khoi lugng thanh toin qua ngin
hang. Trong d6 phuong thic thanh todn Gy nhiém chi chi€m 70%, Gy nhiém thu
chi€m 2.6%; phuong thitc thanh todn thé chi€m 0.57%; cic phudng thifc thanh
todn khac chi€m 26.83%.

1.3 Nhitng tac dong tir hoat dong Marketing ngan hang da gép phan gia
tang khdi lugng giao dich sin pham dich vu ngian hang.

Khi NH Pong A tung ra dich vu méi 12 “nhén tién giti qua may ATM” da thu
hiit dude nhiéu khach hang, dic biét 1a khach hang c4 nhan, doanh s& tién gti

qua may ting kh4 nhanh, dat 1,7 ty dong/thdng. Nhiu trudng hop da gii tién
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mdi ngdy, mdi tudn nhu bd 6ng heo, cé nhitng mén tién gt chi tri gid 20.000
ddng. Viéc gii tién qua mdy khong giao ti€p vdi nhan vién ngan hang, nhd vay
dd loai bd dudc tAm 1y tu ti clia mot s6 ngudi glri c6 s6 tién gii qud it. Mit khéc,
méy hoat dong 24/24h ngudi din c6 thé giti va rit tién tr mdy ATM tao théi
quen gt tién & ngan hang thay vi gilf & nha.

Dich vu “Ngan hang luu dong” clia Agribank d€n ving siu, ving xa theo
tong k&t ciia Ngan hang thé& gidi, mdi xe ngin hang luu dong trung binh mdi
thdng d&€n 62 dia di€m viing sdu, viing xa, md thém khoang 2.000 tai khoan tiét
kiém m&i v6i tong tri gid 19 ty ddng, gan 2.000 tai khodn vay tong tri gid 15 ty
ddng va thu hon 10 ty dong tién trd ng.

Chuong trinh “Qua ting vang” cua VPBank tir 01/06- 31/08/2004, tuy dugc
trién khai trong khodng thdi gian 3 thang da thu hit dugc khiach hang glri méi va
tdi gti lai, so vdi thdi di€m tru6c ngay bit diu dién ra chuong trinh khuyé&n maii
s6 du da ting gan 200 ty dong.

DPong thdi cdc chuong trinh qua ting, khuyén mai, tai tr¢ hay tung ra nhitng
san phAim méi, ... cia cic NHTM khdc trong thdi gian qua da 1am cho thi trudng
kinh doanh ngdn hang cang s6i dong hon.

Nhin chung c4c chuong trinh khuy&n mii tai cdc ngin hang tuong doi phong
phi va da dang, gép phan dem lai hiéu qua trong kinh doanh thé hién thong qua
tlr hoat dong huy dong von va hoat ddng cho vay qua cdc nim :

Bdng 5 : Hoat dong huy déng vén va hoat doéng cho vay ciia cdc NHTM

TP.HCM qgua cdc ndm

Pon vi : ty dong
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Chi tiéu Nam 2001 Nam 2002 | Niam 2003 | 6 thing/2004
Tong von huy dopng 65,716 85,996 114,572 133,598
- VND 37,952 52,835 77,572 88,184
- Ngoai t¢ quy VND 27,764 33,161 37,000 45,414
- T6c do ting trudng 16.9% 30.9% 33.2% 16.6%
Du ng cho vay 56,189 74,243 101,006 118,337
- VNb 39,563 52,450 68,022 76,304
- Ngoai t& quy VND 16,626 21,793 32,984 42,033
- T6c do ting trudng 17.5% 32.1% 36.0% 17.2%

(Nguén NH Nha nudc- CN TP.HCM)

Theo s6 li€u bang 5 cho thay, tinh hinh huy dong von va du ng cho vay ting

qua céc nim, chitng td cdc ngan hang da thu hit khéi lugng 16n von huy dong ti

dan cu va céc td chitc kinh t€ theo thdi gian, tip trung von x4 hdi vao hé thdng

ngan hang nhiéu hon. Tir d6, md rong hoat dong tin dung, ddp ¢ng nhu ciu von

ngdy cang ting cda cdc don vi sdn xuat kinh doanh. Hiéu qud hoat dong kinh

doanh cia hé thdng ngin hang trén dia ban TP.HCM dudgc thé hién qua do thi

sau

Do thi huy déng vén va du no cho vay ciia cdc NHTM TP.HCM qua cdc ndm
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Ngoai ra, cdc chi€n lugc Marketing sdn phdm, mang ludi phan phdi dugc cic
ngan hang tri€n khai trong nhitng nim gin diy di phdt trién thém nhiéu sin
phdm dich vu mdi, mang lai tién ich cao.

Sau ddy la bdng téng hop tinh hinh phdt trién dich vu ngdn hang trong giai

doan 2001- 2004 trén dia ban TP.HCM



-67 -

Tén dich vu PAu niam 2001 | Phét trién Ghi chi
da co | chua co| 2002- 2004

1. Huy dong von

1. Huy déng tién giti

1.1/ Ti€t kiém bac thang

1.2/ Ti€t kiém tich gép du thudng Phat tri€n manh

1.3/ Ti€t kiém du thudng X Phét trién manh

1.4/ Ti€t kiém khéc X

Mo | M

2. Phdt hanh gidy to c6 gid X Dang phat trién manh

3. Divay

3.1/ Vay NHNN, TCTD khéc

3.2/ Vay t8 chifc tai chinh quéc t&€

II. Tin dung, hd trg, dau tu

X Phét trién manh

1. Cho vay thong thuong

2. Thdu chi theo han miic tin dung

3. Cho vay sinh hoat, tiéu ding X Phat trién manh

Mo | R

4. Cho thué tai chinh

I11. Dich vu thanh toan

1. Dich vu thanh todn thé X X Phat trién manh

2. Dich vu thanh todn khdc

- Thanh toan chuyén tién X Phat trién manh

- Chi tra kiéu héi Phat tri€n manh

- Thu d6i ngoai t& X Phat tri€n manh

M| MR e

- Thanh todn qua mang internet X

IV. Dich vu ngoai hoi

1. Dich vu kinh doanh ngoai t¢

- Mua béan giao ngay

2 2 P
- Mua ban hoan doi

- Mua ban ky han

2. Dich vu quyén chon X Pht trién chua nhiéu

PR

3. Thanh todn quéc t& X

V. Dich vu tu’ vin dau tu, tai chinh

1. Tuvin X

2. Quan Iy ho tai san X Phét trién chua nhiéu

3. Thanh todn mua ban dia 6¢ X

4. Pdu tu tai chinh X Phat tri€n chua manh

MM | R

Phit trién chua nhiéu

5. Thanh todn mua bdan chitng khodn|  x

(Nguén NH Nha nuéc — CN TP.HCM)
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2. Nhitng han ch€ trong viéc twng dung hoat dong Marketing tai cac

NHTM :

Bén canh nhitng thanh tyu dat dudc, hoat dong Marketing ngan hang con cé
mot s6 han ché sau :

2.1 Chua c6 mot chién luge khach hang didng diin :

C4dc NHTM chua that sy chii dong trong viéc xay dung chién lugc khach
hang, tim 1y “chd ddi” khiach hang phdi d€n giao dich véi ngin hang vin con
phd bi€n, nhat 1a cdic NHTM nha nudc. Mit khdc, chi€n luge phan loai khach
hang nhim duy tri nhitng kh4ach hang truyén thdng, trung thanh va 16i kéo nhitng
khach hang mdi chua dugc phdn nhém rd rang, mang lai tinh hiéu qua chua cao.

2.2 Hoat dong Marketing trong cac NHTM hién nay con mang tinh thoi
vu, chua tao thainh mot qué trinh thong nhat va dong bo :

That viy, mdt s6 chuong trinh quing cdo, khuyén mai dugc cic NHTM dua
ra rAm r6 gan ddy nhim huy dong von cudi nim, tao sy chd y cda ngudi tiéu
diing nhung chua thdy c¢6 nhitng chién ludc nhim day manh hoat dong tin dung,
trong khi k&€t qui do hoat ddong nay dem lai hau hét chi€m ty 1& cao trong tong
1¢i nhudn ctia ngin hang.

Hiéu qua do hoat dong Marketing ngdn hang dem lai chi dat dugc muc tiéu
bé ndi, chua phai 1a ban chat. Cac hoat dong Marketing con i rac, chua lién
k&t thanh mdt qud trinh théng nhat va chua that sy dé cao Marketing 1én tuyén
dau kinh doanh ma xem Marketing nhu mdt cong cu hd trg cho cdc nghiép vu
ngin hang.

2.3 Mot so tré ngai trong kinh doanh anh hudéng dén hoat dong
Marketing ngin hang :

Hién nay, trir mdt it ngan hang trén dia TP.HCM la c6 phong ban vé

Marketing; tuyét dai da s6 cdc ngin hang, chi nhanh déu khong c6 “bd phan
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Marketing”; n€u c¢6 chi 1a phong “khdch hang” hay phong “nghién cttu phat
tri€n sdn phdm”, ... P6 1a do thi€u ddi ngii chuyén gia Marketing, cic ngudn luc
khdc ctia ngdn hang con han ché, chua di diéu kién d€ tao 14p nén nhitng co s&
cho hoat dong Marketing mot cach doc lap; nén hoat dong Marketing dudc thuc
hién 10ng ghép trong hoat dong clia cdc phong ban khdc nhu tin dung, ngudn
von, kinh doanh, ..Vi vdy, viéc trién khai hoat dong Marketing ngin hang
thudng theo chi dao cia Ban gidm ddc, dua ra dinh huéng hoat dong Marketing
cho tirng bo phan. Do d6, hoat dong Marketing bi phan tdn, khong tip trung
dong bo va dem lai hiéu qua khong cao.

Chua xdc dinh ngéan sdch riéng cho hoat dong Marketing ngdn hang, kinh phi
cht y&u hién nay cdic NHTM tap trung vao mot s6 hoat dong nhu quing cdo,
khuyé&n mii bing x& so tring thudng, chua quan tAim dén ngin sich tai trg cho
mdt hoat dong chinh y&€u d6 13 nghién ctu Marketing. Do d6, sy dau tu ngin
sach khong mang tinh trong di€m dii dat dugc nhitng hiéu qui nhat dinh nhung
khong duy tri lau dai.

Nhitng khé khin vé ngudn luc ndi tai nhu von, cong nghé, trinh do quan 1y, ..
Nghién cttu Marketing nhim phdt trién hoat dong dich vu tai chinh ngan hang,
cung cAp nhiéu tién ich cho khdch hang; nhung trong thdi dai hién nay, phat
trién hoat dong dich vu ngan hang gin lién v6i qua trinh hién dai héa cong nghé
kinh doanh, qud trinh nay doi hdi nhu cau von rat 16n, vudt qua kh3 ning tai
chinh clia nhi€u ngan hang, nhit 12 ddi vdi cdc ngdn hang nhé thyc lyc tai chinh
thap.

Ngoai nhitng khé khin co ban trén, trong qud trinh phat trién dich vu ngin
hang dic biét 1a dich vu ngin hang dién t, cic NHTM trén dia ban con phu
thudc vao nhi€u yé&u t6 : mic ting trudng cla nén kinh t€, nhu ciu khach hang,

moi trudng phép 1y, théi quen st dung tién mit trong tiéu dung, ...
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Pong thi sy lién két, hop tdc nhim hudng dén viéc khai thac va phat trién
san phdm ctia cic NHTM chua c6 hiéu qua. Hiép hdi ngin hang trong viéc gin
ké&t kh3 ning hdp tdc gilta cdc ngdn hang chua phét huy tic dung.

Nhu vay didng tru6c nhitng khé khin trén, ngoai viéc cling c6 vi tri va phat
trién kinh doanh, cic NHTM can nd lyc hon nita trong viéc van dung Marketing
vio hoat dong ngin hang, gép phan khong nhé vio trién vong kinh doanh trong
tuong lai.

TOM TAT CHUONG 11

Hoat dong kinh doanh ngan hang va hiéu qua do hoat dong Marketing ngin
hang dem lai trong thdi gian qua da tao nhiéu chuyén bi€n trén dia ban TP.HCM
néi chung va hé thong nganh ngan hang thanh phd néi riéng.

Do vdi khdch hang : dap (ng dudc co ban nhitng nhu ciu cta khich hang,

tuy nhién chua hoan toan théa min t6i da dugc nhitng mong dgi ctia khdch hang

nhung ciing c6 thé 1am cho khdch hang hai 1ong dudc trong diéu kién hién nay.

Doi vdi ngdn hang : timg buéc tao dude cd sd ha ting k§ thuit cho ngin
hang. Piéu quan trong 12 ngin hiang nén nhin nhin xem con y&u, con thi€u
nhitng gi d€ tu phat trién hoan thién hon nita ddp @ng nhitng gi ma khich hang
mong dgi.

A 7,0 A . A sz *A 2 A A ~ 2
Doi vdi nén kinh té : giup viéc thanh todn ludn chuyén von nhanh choéng,

chinh x4c, ti€t kiém dudc chi phi va thdi gian gép phan ning cao trong hiéu qua
san xudt kinh doanh, titng buéc khic phuc théi quen, tAm 1y si dung tién mait

trong dan cu.
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CHUONG IIT : NHUNG GIAI PHAP NHAM HOAN THIEN HOAT
PONG MARKETING TAI CAC NHTM TP.HCM

I. MUC TIEU LO TRINH PHAT TRIEN DICH VU NGAN HANG
TRONG NAM 2005 :

1.Muc tiéu :

Trong 2005 cac ngan hang trén dia ban phai ddm bao dudc 5 muc ti€u sau :

- Hoan thién va ning cao hiéu quéd clia cdc dich vu truyén théng hién cé.
DPdng thdi tiy theo tinh hinh thyc t&€ ma mdi ngan hang xdy dung cdc gidi phdp
nhim cung cip cdc dich vu ngin hang tot nhat, tién ich nha't d€ niang cao ning
lyc tai chinh va kha nidng canh tranh.

- Thong qua cdc hinh thic dich vu nay nhiim tip trung khai thdc cdc ngudn
ndi luc trong nuée va thu hit ngudn luc dau tw nudc ngoai.

- Phat tri€n cong nghé ngin hang theo huéng tng dung cong nghé thong tin,
x4y dung va td chifc hé thong mang vi tinh hién dai trong toan hé thdng phuc vu
cho hoat dong dich vu thanh todn ciing nhu phat trién thi trudng tién té lién ngan
hang ddm bdo nhanh chéng, chinh xdc, kip thdi, an toan, hiéu qua.

- Trén co sG phat trién dich vu ngin hang sé& thuc hién hd trg sy phat tri€n
mot s6 dich vu tai chinh lién quan nhv : dich vu moi gidi va tw van tai chinh, dich
vu giit ho va quan 1y ho tai chinh, dich vu bdo hi€m, ...

- XAy dyng va phdt trién mang ludi kinh doanh ddm bio an toan, hiéu qua.
Ti€p can va ddm bio moi nhu ciu tdt nha't cho khach hang.

2. L trinh :

Ngan hang sé dp dung thuc hién mot s6 loai hinh chd yé&u sau :

- Dich vu huy dong von : ting von ty c¢6 dudi cdc hinh thic phat hanh c6

phi€u ra thi trudng chitng khodn.
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- Dich vu thanh todn : cdi ti€n, ph4t hanh cdc loai thé thanh todn ndi dia,
thanh todan qudc t&€. Phat trién manh dich vu thé ATM trén cd s& lién két thanh
todn giifa cdc ngin hang vdi nhau, vira tao tién ich cho khdch hang cé thé st
dung @€ thanh todn tai nhi€u ngin hang vira trdnh lang phi trong viéc mdi ngin
hang tu 1dp dit may ATM chi thanh todn dugc riéng cho tirng ngan hang.

- Dich vu giit ho va qudn ly ho tai chinh, tw vin cho khach hang trong dau tu
von ¢6 hiéu qui.

- Ti€p tuc phat tri€n va ning cao chat lugng cic loai dich vu tin dung : dich
vu tai trg, chi€t khau chitng tir c6 gid, bdo lanh phat hanh chitng khodn, ... Thuc
hién tin dung ngidn han nhu cho vay tng trudc, thau chi theo han mifc tin dung.

II. NHONG GIAI PHAP NHAM HOAN THIEN HOAT PONG
MARKETING TAI CAC NHTM TP.HCM :

Thuc hién cdc muc tiéu va 16 trinh phét trién dich vu ngin hang nim 2005 va
trong thdi gian tdi, theo d6 muc tiéu hang diu 1a tao ra cdc san pham dich vu
ngin hang tién ich nhit dén tay ngudi tiéu dung. Mudn vay, chi€n lugc
Marketing ngan hing cin dudc cdc nha kinh doanh ngin hang dic biét quan
tAm chid trong dén, bdi vi muc tiéu ciia Marketing 12 nhan biét va hi€u khach
hang k§ d&€n mic sdn pham va dich vu s& ddp tng ding thi hi€u ciia khach hang
va tu nd s€ dugc ngudi ti€u dung tin nhiém.

TAm quan trong va thuc trang clia hoat dong Marketing tai cic NHTM trong
thdi gian qua cho ta thdy hoat dong Marketing trong linh vuc ngin hang 13 cin
thi€t. Sau day 12 mot s6 gidi phdp day manh hiéu qui hoat dong Marketing ngan
hang, nhim g6p phin xay dung cidc dinh huéng chién ludc kinh doanh ding din

hon trong moi trudng canh tranh clia cdc ngdn hang hién nay.
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A. Nhitng giai phap vimo :

1.Phan tich niing lyc canh tranh sin pham — dich vu ngin hang :

Duya trén cic yéu to sau :

- San ph&m dich vu : chifc ning va tinh da dang ciia sdn phdm dich vu cé dap
trng dugc nhu cAu ngdy cang cao clia khach hang.

- Gid ¢4 : dua ra mifc gid canh tranh va hap dan.

- Hinh 4nh va thuong hiéu cda sdn phim : &n tugng, doc ddo, d& nhan biét,
dic biét 1a sy 4nh hudng doi véi khach hang c4 nhan.

- Trinh dd phdt trién cong nghé ngin hang : trang web, internet online,
intranet, ...

- P61 ngii ban hang tryc ti€p, trinh dd cdn bd quan 1y : tinh chuyén nghiép, sy
chuyén mon trong nghi€p vu.

- Kh3 ning nhan thic vé sdn phdm dich vu clia toan bd cdn bo cong nhan
vién ngan hang.

- Hoat dong tuyén truyén quing cdo : nhitng nghién cttu mang tinh thi trudng
va huéng vé khach hang. Mitc d6 quing céo tai dia phuong, khu vuc tric thudc
va pham vi rong hon.

- Vai trd clia cdc chi nhdnh, cic dia di€ém giao dich ngin hang : c6 phat huy
hét hiéu qua tinh ning ctia dong sdn pham dich vu.

Tir d6, ddnh gia sy phat tri€n cla sdn phdm dich vu cé tuong xing véi hinh
dnh va tiém ning cla ngan hang.

Khi di dinh vi dugc sdn pham dich vu trén thi trudng, cdc ngan hang sé ti€n
hanh x4y dung cic chi€n lugc cho Marketing sdn pham dich vu d6, nhiim thu hit
su chd ¥ cia khdch hang tiém ning, duy tri khach hang cii tim ki€m khdch hang

mdi, khong ngiing chi€m linh thi trudng.



-74 -

2. Pinh huéng Marketing sin pham dich vu ngin hang :

2.1 Pinh huéng phét tri€n sdn phdm dich vu :

- Chinh phuc thi truong bing cdi mdi : khong ngirng nghién citu phat trién cic
san pham dich vu méi dua trén cdc nén tdng cong nghé sin c6 va tao ra cic gia
tri gia ting cho cdc san pham dich vu hién tai, ting kha ning canh tranh trén thi
truong.

+ BG sung chifc ning mdi

+ Taora cdc gid tri gia tdng khdc bi€t va déc thu.

/\
MA't 30% chi phi o
SP pha h
Tao dugc 70% tac dong phai sin
ngs
- gia tri gia ting SP 15i
e e MAi't 70% chi phi

- ing dung méi trén Tao dugc 30% tdc dong

nén ting cong nghé L

sin c6

Nén tdng cong nghé

"::> Tao ra chat lugng dich vu trong thé lién hoan SPDV

Vi du nhu, thé ATM cda Incombank khong ngirng phat trién cic chic ning
mdi, tif sdn phdm 16i 13 “thé ATM C-card” vdi cdc chifc ning rit tién, chuyén
khodn, thanh todn héa don, van tin; Incombank di dwa ra cdc san phgm mdi dua
trén nén ting “ATM C-card”, d6 1a thé “ATM S-card” va “ATM G-card” bd
sung thém cdc chifc ning méi : han mifc rit tién, bd sung gi4 tri bdo hi€m tai nan
con ngudi, hudng cic chuong trinh gidm gid dic biét.

- Xdc dinh thi truong muc tiéu cho cdc sdn phdm dich vu ngdn hang.

+ Thi trudng cong ty : doanh nghiép, ctta hang cao cip, cita hang thong
thuong.
+ Thi trudng cd nhéan : khach hang nudc ngoai, khiach hang Viét Nam

+ Thi trudng nudc ngoai
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Xay dyng thi truéng muc tiéu

THI TRUONG
| |
Khu vuc ASEAN Viét Nam Cdc khu vuc khdc
[
v
Lao N . Cs 13
Campuchia Thi trudng cong ty Thi trudng ban le
[
| |
Cong ty 16n Ctra hang KH Viét Nam KH nudc ngoai
| [ [ |
Cao Thong Sinh | Thanh| |Tiéu| Ngudi cu trd cu tra
cap dung vién | nién | fthuong gia Viét nude
HS Nam ngoai
CBCNV
Phan doan thi truong

Ngoai cdc nghiép vu truyén thdng nhu huy dong von, cho vay; hién nay céc

ngin hang dang ddy manh phat trién cdc san pham dich vu thanh toin khong

diing tién mit ¢ng dung cong nghé tién ti€n, dic biét 1a cdc san pham thé ATM

ndi dia, thé tin dung qudc t€. Viéc phan doan thi trudng s€ gitp cho ngan hang

c6 thé quyét dinh thi trudng muc tiéu cho chi€n lugc ti€p cin sdn pham.

Chéng han nhu tuy theo tinh ning cia ting thi trudng ma ngin hang dinh

huéng khai thac “chu thé” cho phu hgp :

- Can b0 cong nhan vién ngin hang : co tinh ti€n phong ddc biét, nhan thic

vé 10i ich clia sdn pham dich vu ngan hang, tao cau thanh todn thé.
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- C4c cong ty : 12 cong cu ki€m sodt chi tiéu cho cic can bd nhan vién, lam
qua ting khuy&n mii trong cdc chuong trinh 16n : 1€, ky niém, ..

- Gi6i cong chic : sit dung thé d€ thanh todn hang héa va dich vu, 13 cong cu
ki€m sodt tai chinh cho con cdi (hoc sinh, sinh vién)

- Gi6i tré- hoc sinh & sinh vién : thich ng nhanh v6i cdc sdn phdm méi, tim
1y thich thé hién cdi TOI, tin suat tiéu diing cdc sin pAhm thdi trang, m§ phim,
mua sim tai siéu thi, café cao.

- Ngudi nudc ngoai tai Viét Nam : ¢ thu nhap cao, ¢6 théi quen ti€u dung
bing thé, nhu cAu mua sim tai cdc siéu thi, cic sdn phéfm Iuu ni€ém cao.

Khi da tim hiéu ky cdc tinh ndng ciia thi truong, ngdn hang cé thé lua chon thi
truong muc tiéu theo cdc phuong dn :

- Tap trung vio mot doan thi trudng : doan thi trudng dugc chon cé thé c6 sdn
st phit hop ngiu nhién giita nhu cdu cia khiach hang va sin phdm clia ngin
hang. Hodc doan thi trudng nay phi hgp vdi khéd ning von con han hep cia ngin
hang, hoic la chua c6é ddi thii canh tranh, ..

- Chuyén mdn héa theo tuyén chon : tip trung vio mot sd thi trudng riéng
biét, phu hgp v6i muc ti€u Marketing va kha niang cia ngin hang., phuong dn
nay thich hdp véi ngan hang nhd.

- Chuyén mon héa theo khdch hang : tip trung vao viéc thda min nhu cau da
dang cia m6t nhom khach hang riéng biét.

- Chuyén mdn héa theo sdn pham dich vu : tAp trung vao viéc cung tng mot
loai sdn pham dich vu nhung dap ng cho nhiéu doan thi trudng.

- Bao phii toan bo thi trudng : ddp &ng nhu ciu cia tirng khach hang vé tit c3
cac loai sdn phéfm dich vu ma ho cin, thudng thi cdc ngin hang 16n mdi lua chon

phuong édn nay.
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2.2 Pinh hudéng chinh sich ¢ij :

Dinh gia 1a cong viéc quan trong trong viéc xay dung chié€n lugc kinh doanh
cda ngan hang vi gid cd khong chi 4nh hudng dén hoat dong Marketing ma con
dnh hudng d€n hoat dong va thu nhip clia ngin hang. Tuy nhién viéc dinh gid
ngan hang 1a hét sitc phic tap vi bi chi phdi bdi nhi€u y&u t6 :

- Chi phi c4dc ngudn luc ma ngan hang phdi bd ra d€ duy tri sy hoat dong va
cung cAp sdn phdm dich vu cho ngin hang, bao gdm chi phi ¢d dinh va chi phi
bi€n d6i. Gid cta san phdm dich vu ngin hang t5i thi€u phai bu dip dd cic chi
phi phat sinh.

- Riii ro thyc chat 12 khodn chi phi tiém An. Khi rii ro phdt sinh, n6 sé& trd
thanh khodn chi phi thwc ma ngin hang phdi bu dip trong qua trinh hoat dong.
Do vay, dinh gid cho sdn pham dich vu ngan hang phai tinh d&€n y&u 8 rii ro.

- C4ac nhém khach hang khic nhau c6 dic di€m nhu ciu khdc nhau va s& c6
nhitng phan ng khic nhau véi nhitng thay ddi cda gid. Vi vay, ngan hang dinh
gid thudng cin c vao sy phan tng ctia khach hang d6i véi gia.

- Gid clia cdc doi tha canh tranh trén thi trudng. Ngan hang phdi tinh d€n yéu
t6 nay khi xdc dinh gid sdn pham dich vu, vi gid 12 nhin t& 4nh hudng 16n tSi
niang luc canh tranh cia ngin hang.

Nhu vay, tif nhitng y&u t6 trén ma ngan hang cin phai than trong khi xay
dung chinh sich gid hgp 1y cho sin phd&m dich vu. Vi ngay nay, hau hét cic
khdch hang déu c6 thé tu so sdnh gid cd va chit lugng sdn pham dich vu cla bat
ky ngan hang nao trén thi trudng va gid cd 12 mot trong nhitng y&u t& quyét dinh
gilt khdach hang.

Ngoai ra, ngin hang can thudng xuyén nghién cttu va bd sung céc chinh sach
gid cho cdc san pham dich vu ngan hang. Gi4 c4 con thé hién gi tri & ding cap

/{7 N . 7 A N Z, 7z e A /() *
cia san pham va vi tri ciia ngdn hang. Mdc gia 4p dung cho mot sdn pham dich
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vu c6 tinh thdng nhat trén toadn qudc. V& chifc ning, ngan hang phdi chitng td
cho khach hang thdy dugc sdn pham dich vu c6 nhitng vu viét gi so v6i cic sin
phdm ciing loai cda cdc ddi thi :

- Gia

- Gi4 tri ting thém

- Tinh thun tién trong thi tuc

- Dich vu hau mai

2.3 Pinh huéng phét tri€n kénh phin phdi :

Mang lu6i kénh phan phdi gép phan nang cao chat lugng thdi gian, dua sdn
phdm dich vu d&€n v6i ngudi tiéu diing nhanh nhit, ning cao chu ky song clia san
phdm dich vu va gidm thdi gian theo sau clia d6i thd canh tranh.

Khi xdc dinh quy mé chi nhanh, lga chon dia di€m, loai kénh phéan phdi sdn
phdm, ngan hang can phdi xem xét d&€n céc tiéu chi sau : quy md, tdc dd phat
trién cia thi trudng; tdng lugng khich hang; mifc do tip trung clia ngin hang;
trién vong, tin s6 st dung san phidm dich vu ngin hang cda nhém khich hang
muc tiéu; dic diém, kh3 ning tai chinh cta ho; s6 lugng ddi thi canh tranh hién
tai va tiém ning; nhitng di€m manh, di€m yé&u cta d6i thi canh tranh, ...

Nhin chung, mdt hé thong kénh phian phdi hgp 1y cla ngan hang phdi dim
bdo nhitng yéu ciu co ban sau :

- Thuan tién cho khdch hang trong qua trinh giao dich va ti€p cin v6i ngan
hang;

- Phu hgp v6i pham vi, quy md hoat ddng cia ngdn hang cé trong hién tai va
tuong lai;

- Tao dudc stic canh tranh clia ngdn hang

Hién tai, kénh phan phdoi duy nhat vd quyét dinh viéc marketing phat trién

Ve /{7 b A N ~ rd b Z A N Z e
cac san pham dich vu ngin hang la cdc chi nhanh ctia ngdn hang. Do d6, cic



-79 -

NHTM cin cling ¢d va ning cao vai trd kénh phan phdi clia cdc chi nhdnh ngan
hang thong qua :

- Xay dung va tri€n khai mo6 hinh cdc bd phan, phong ban chuyén trich vé
mdi loai sdn pham.

- Xay dung hé thdng chi tiéu khuyén khich hoat dong kinh doanh :

+ Giao chi tiéu phat tri€n sdn phdm dich vu vé chi nhdnh

+ Miic @0 hoan thanh chi tiéu lam cin ct d€ binh xét thi dua

+ Thudng trén s6 lugng vuot chi tiéu duge giao

+ Chi nhdnh ty x4y dung cd ch€ phi Marketing, chi tiéu bdn hang, thudng
vugt chi tiéu trén co sG dugc giao tr hoi s4.

Trong tuong lai, ngoai kénh phan phdi chi dao 1a cdc chi nhdnh ngan hang,
cdac NHTM can phai nghién cttu va phat tri€n cdc loai hinh kénh phan phdi méi
hd tro :

- Poi ngil bdn hang truc ti€p

- Bo1 ngli ban hang qua dién thoai

- Phuong thic giii thu tryc ti€p

- Lién k€t mdy ATM

- Péi tdc thit 3 : cong ty dién, nuSc, dién thoai, bdo hiém, trudng hoc, ...

Pong thdi, khi phat trién hé thong kénh phan phdi may ATM- chi nhdnh
ngin hang 4o, cdc ngan hang can luu ¥ :

- Hinh 4nh phai thong nhat (box ATM ngoai trdi, ATM trong sdnh, hé thong
banner, poster hd trg)

- D& nhan bi€t va thuin tién khi giao dich

- An toan, hoat dong 24/24 h

- Vi tri diém dit may ATM : trung tim budn ban, cidc cia hang thuin tién,

khu c6ng vién giai tri, ga tau, sdn van dong, cdc clta hang giam gia, b&nh vién,
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siéu thi, gidng dudng, nha hang thdc dn nhanh, khach san, tram xdng, khu vuc
nha mdy, sin bay, bén tau, .. 1a c4c dia diém dit mdy thuin ti€n cho giao dich.

2.4 Pinh huéng hoat ddng quing b4, khuyé&ch trucng :

P4y manh cdc hoat dong tuyén truyén, quing cdo, khuy&én mii va khuyéch
truong qua d6 khai thdc t3i da cdc khiach hang tiém ning cho sdn phim dich vu
ctia ngdn hang qua cdc hinh thic sau :

- Logo, bi€u tugng ngin hang phai thong nhat trén toan qudc.

- Hé thong bing ron, 4p phich quing cédo : tai cdc tru s§ chi nhdnh, phong
giao dich, quy ti€t kiém; tai cdc trung tdm, khu thuong mai.

- Hé thong tJ roi, bruchure gidi thiéu san phé'm dich vu : tai cdc tru sG chi
nhdnh, phong giao dich, qu¥ tiét kiém; tai cic dia di€m giao dich.

- Qua cdc phuong tién truyén thong tai dia ban : bdo chi, dai phdt thanh, dai
truyén hinh, loa, ...

- Piang tdi 1én mang ngan hang, ..

Bén canh dé, ngin hang c6 thé 4p dung cdc hinh thiic nhu : glti mail quing
cdo, goi dién thoai quing cdo vé sdn pham dich vu hay truc ti€p quing cdo gisi
thiéu vé sdn phdm ddi v6i khiach hang giao dich truc ti€p tai chi nhdnh, hoic tai
don vi clia khdch hang tiém ning. Nhung khi thyc hién hinh thitc nay, ngn hang
can phai xem xét :

- Ai 12 ngudi can quing cdo, gidi thiéu (Who)?

- Khi nao thi thuc hién quang cdo, gidi thiéu (When)?

- S& quéng cdo, gidi thiéu bing cdch nao (How)?

- S& quang cdo cdi gi (What)?

Panh béng thuong hiéu con thé hién qua cac hinh thic nhu tai trg cdc chuong
trinh hd tr¢ sinh vién/ hoc sinh, cdc chudng trinh 1& hoi tai dia phuong va céc

thanh phd 16n..
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Thyc hién cdc chuong trinh gidm gid, khuy&n mii ciing 1a mdt trong cdc hinh
thitc thu hdt sy chi y ctia khdach hang.

2.5 Pinh huéng chién lugc khich hang diing din :

Thanh 1ap moét bd “suu tdp khiach hang” : phan loai khiach hang, tip trung
vio tirng d6i tugng khach hang. Piéu nay da tao diéu kién thuin Igi d€ cdc nhan
vién tim hi€u va chim séc khach hiang chu ddo, tip trung vao nhitng vin dé nhd
nhat ma khdch yéu ciu. Tap trung vao tirng chi ti€t nhd chinh 1a bi quyét trong
chién lugc kinh doanh.

Thu hidt sy chid y cia khdach hang : ngdn hang nao lam dich vu chim séc
khach hang tot s& c¢6 cd hdi chi€m linh thi trudng nhi€u hon. Hay ludn chim séc
khiach hang d€ tao cho mdi ngudi c6 cdm gidc minh 13 mot ngudi khich quan
trong dic biét ciia ngan hang. Dich vu chim séc khach hang dugc thé hién qua :

- Hu6ng dan khach hang si dung sdn pham dich vu.

- Trg gitp khach hang trong qua trinh st dung

- Duy tri m&i quan hé véi khach hang : gti thu cdm on, thu chiic mirng, thim
héi nhan dip 1€ t€t, ...

- Thuc hién cdc chuong trinh khuy&n maii, khuyén khich.

Mit khdc, ngan hang luén tim hi€u va nim bit thi trudng d€ c6 thé kip thdi
d4p &ng nhitng nhu cau ctia khdch hang, khong bi tut hau so véi cdc ddi tha.

Va ludn quan tim dé€n nhitng 15i nhidn hdi Am cda khach hang. Mudn thanh
cong, ngan hang phai triét d€ tim hi€u va gidi quyé&t nhitng phan nan cda khach
hang, c6 nhu viy ho mdi cdm thdy ngin hang c6 trdch nhiém va hoat dong mot
c4ch thuc t&.

3. Thanh lap mét bo phan chuyén trach vé Marketing :

Pé€ thyc hién thanh cong cidc chi€n lugc phdt trién sdn pham dich vu ngin

hang, cic NHTM nén sém thanh 1ap mdt bd phan Marketing chuyén biét. Phong
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Marketing c6 vi tri ddc 1ap trong md hinh t§ chifc cia ngan hang dé thyc hién
céc chifc ning clia Marketing (theo s6 d6 sau). Piéu nay xuat phat tir doi hdi
khich quan ctia hoat ddng ngin hang va vai trd ciia Marketing d6i véi hoat dong
ngin hang trong kinh doanh hién dai; dong thdi con thé€ hién trinh d6 nghé thuat
va nhan thifc day di cd vé chic ning, noi dung hoat dong ciing nhu tic dung cda

Marketing ddi v6i hoat dong kinh doanh.

So dé mé hinh té chitc by phdn Marketing djc ldp trong té chitc ngdn hang

HOI PONG QUAN TRI
[
BAN GIAM POC
[
| | | | |
Phong hanh Phong k& Phong Phong tin Phong
chanh todn ngudn von dung marketing
[
| | |
Theo chiic Theo san Theo khu
nang phdm vuc dia ly

B. Nhitng giai phap vi mé :

1. Ngan hang nha nu6c can xem xét cic phuong 4n dé€ dua ra gidi phap phat
tri€n dong bo cdc hoat dong dich vu ngin hang. Nhit 13 trong qud trinh phat
trién va tng dung cong nghé trong hoat dong kinh doanh, theo huéng thanh lap
trung tAm X 1y giao dich thé ATM va thué hé thdng chuyén mach cic giao dich
ATM clia cdc t6 chic thé qudc t€. Xdy dung mot “lién minh thé” dé canh tranh
vdi ngan hang nudc ngoii- 13 mot sdn phadm dugce ddnh gid 1a chi€n ludc cla cic
ngan hang Viét Nam trong ti€n trinh hdi nhap.

2. binh huéng cho cdc TCTD phat trién cdc hoat dong dich vu, nhit 13 trong

viéc phdt tri€n va ¥ng dung cdc phan mém tin hoc nhim didm bio cho cdc TCTD
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diu tu ding huéng, diu tv cé hiéu qua, han ché viéc ddu tu dan trdi, cuc by va
mang tinh ty phat kém hi€u qua.

3. Thudng xuyén c6 thdng tin vé tinh hinh phdt tri€n dich vu clia cdc ngin
hang trong khu vuc va trén thé€ gidi d€ cdc TCTD nim bit vé xu hudng phat
trién ciing nhu x4c dinh dudc vi tri cia mdi ngan hang trong ti€n trinh hoi nhap.

4. Nghién citu dua cd ché thanh todn khong dung tién mit trd thanh mot
chinh sdch ctia nha nudc va moi nganh moi cap phai thuc hién chit khong chi &
pham vi cia nganh ngin hang; dua viéc md va st dung tai khoan thanh quy dinh
bit budc trong moi linh vyc thanh toédn.

- Ting budc khuyén khich viéc chi luong qua hé thong ngan hing ddi vdi tat
cd doanh nghiép thudc moi thanh phan kinh té.

- Ngan hang nha nu6c cin ban hanh viin bdn ch& d6 phi hgp véi viéc thanh
todn phi ching tir va thanh 1ap ngan hang di liéu dién tu.

C. Nhitng kién nghi khac :

1. Ndng cao ¥ thiic ciia nguoi dan han ché théi quen thanh todn bdng tién mdt.

- X4y dung cdc quy dinh khuyé&n khich d6i v6i cd nhan cdc giao dich mua bdn
16n, c¢6 ding ky quyén s hitu nhu mua ban nha, dat, phuong tién di lai, mua ban
gidy tJ c6 gid, ... thanh todn qua ngin hang.

DPé€ khuyén khich moi ngudi sit dung phuong tién thanh todn qua ngin hang
can tuyén truyén, khuyé&n mai thich hgp. Tir d6, ngusi dan tha'y dudc 1di ich, sy
tién 1¢i, sy nhanh chéng, sy an toan va ti€t kiém do thanh todn qua ngin hang
dem lai. Pong thdi, ngan hang phdi cdi cdch viéc thanh todn qua ngin hang sao
cho mang lai kinh t€ ddi v6i ngudi din mot cach thuc su.

2. Ban hanh quy dinh vé khuyén mai trong hoat dong ngdn hang.

Cho dén nay, Viét Nam chua c¢6 mot quy dinh cu th€ vé hoat ddong khuyén

mai trong ngin hang. P& trdnh viéc dua ra cdc hinh thiic khuy&én maii tran lan,
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lap di 1ap lai, mo ho, tao sy nham chdn trong din ching, gy 4nh hudng khong
t6t d&€n hoat dong ngan hang, nha nuSc can phii quin 1y chit ché cdc chuong
trinh khuy&n mii va sém ban hanh cdc quy dinh huéng din thuc hién thdng nhat
trong hé thong ngan hang vé€ hoat dong khuyén mai.

3. Ban hanh ludt thuong mai dién tir

Trudc nhitng bat cAp cia tinh trang chua c6 modt moi trudng phdp ly diy da
va dd cdc diéu kién k§ thuat cAn thi€t cho thuong mai dién t hoat dong, viéc
hinh thinh mot khung phdp 1y vitng chic cho thuong mai dién t¥ phat trién &
Viét Nam sé 12 mot trong nhitng diéu kién quan trong.

Ban hanh ludt thuong mai dién t d€ c6 thé phat trién rong rdi hinh thitc
thanh todn dién t& vi giao dich thuong mai dién t& thuc sy mang lai tién ich cho
ngudi st dung ciing nhu thic ddy cdc don vi kinh doanh bian hang qua mang
trong nuSc gia ting. Tuy nhién khi c¢6 luit thuong mai dién tf thi ciing cin rat
nhiéu thay ddi mot s6 quy dinh khdc : quy dinh vé chitng tir k€ todn tai cdc
doanh nghiép, ngin hang, cling nhu cdc don vi nhd nudc khdc nhu thu€, hai
quan, kho bac, cong ty dién thoai, dién luc, ... 4p dung déng bd cdc hinh thifc
thanh todn qua mang, dé c6 thé tri€n khai thanh todn dién t& mdt cach thuin
tién, nhanh chéng cho khach hang st dung.

4. Hién dai héa ngdn hang cdn tién hanh mét cdch dong bo

Su phdt trién cdc dich vu tién ich cia nganh ngan hang can phai thuc hién
ddng bo trén cd nuSc, khdng chi tip trung tai cdc trung tim kinh t& 16n nhu hién
nay : Ha Noi, thAnh phé H6 Chi Minh, H4i Phong, Pa Ning, .. Pi€u nay cho
tha'y sy phdt trién cdc sdn phaAm dich vu ngin hang con kha khi€m tdn so vdi
tiém ning hién c6. Do d6 hién dai h6a ngan hang, cdi ti€n, ning chat lugng dich

vu ngan hang 13 van dé chung clia toan nganh; cé nhu th€ mdi ning cao nhan
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thitc clia xa hdi trong ti€n trinh hoi nhdp, nhim lam gidm 4p lyc st dung tién
mit trong nén kinh t&.

Hoan thién hoat dong Marketing tai cdc ngdn hang thuong mai phdi la mot
qud trinh doi hdi tinh hé thong va tinh khoa hoc cao. Cdc gidi phdp, chién lugc
duwa ra cdn phdi phit hop vdi tinh hinh kinh t& thi truong va ndng luc thdt sy ciia
bdn than méi ngdn hang.

TOM TAT CHUONG III

Trong nén kinh t& thi trudng, canh tranh 13 tit y&u, 1a dong lyc nhung dong
thdi ciing 12 khé khin thach thiic. Mudn t8 chirc kinh doanh dat hiéu qud, céc
ngin hang phéi c6 gidi phdp phan tich k§, “dinh lugng” cdc rdi ro, danh gid
ding hiéu qud dy 4n dit trong m&i quan hé thi trudng tuong lai nhi€u bi€n dong.
Mit khéc, phai c6 chinh sich Marketing hgp 1y, ddm bdo ting trudng 6n dinh
bén vitng.

Van dé ditra 1a cic NHTM phai biét khai théc 1gi thé riéng vé khdch hang,
dich vu, cong nghé, mang lugi, kha ning linh hoat cia quy mé hoat dong d€ c6
nhitng bi€n phép thich tng kip thai.

Noi dung chuong III phdn nao d4y manh hoat ddng Marketing tai cic NHTM
hién nay, gidp cung va cAu hi€u nhau, nhim dem lai hiéu qud kinh t& thiét thuc

cho khédch hang.
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Tru6c xu thé toan cau héa va hoi nhip, d€ ti€p tuc phat trién 6n dinh va kinh
doanh cé hiéu qud cdc ngin hang thuong mai cian xay dung cdc chién ludc
Marketing phit hgp trén co s§ phat trién thuong mai dién t¥, dua cdc dich vu
hién dai phuc vu khach hang. Pic biét, phdi luén c6 quan niém dat khach hang
1a trung tim trong chi€n lugc phat trién d€ tao dudgc niém tin va uy tin trong hoat
dong kinh doanh.

Cong tdc hoach dinh, nghién cttu cdc chi€n lugc Marketing ngan hang doi héi
cdc chuyén gia ngdn hang phai c6 trinh dd chuyén mon cao, khong chi nim virng
cong cu phén tich dinh lugng tai chinh hién dai ma con c6 ban ning nghiép vu
cao. Hy vong véi trinh dd khoa hoc tri thifc- cdng nghé ngay cang phat trién
nhitng han ch€ trong hoat dong Marketing néi riéng va ngin hang néi chung
ngay cang thu hep.

D3&i dién v6i nén kinh t€ canh tranh day s6i dong, mong ring mdi ngin hang
thuong mai hay tu khing dinh chd ddng trén thi trudSng bing ndi luc clia chinh
minh nhiim tao ra mot vi thé vitng chic, phét tri€n bén vitng.

Tuy c6 nhi€u c6 ging trong nghién ctfu va trinh bay ludn vin, song khé trdnh
khdi nhitng thi€u sét nhat dinh. R4t mong nhin dugc sy dong gép ¥ ki€n cia quy
thay, cd, cdc dong nghiép va cdc cd quan c6 quan tim dén dé tai nay.

Cudi cling tdi xin chdn thanh cdm on sy tin tinh cia Thay huéng din khoa
hoc, su quan tAm cla khoa ngin hang Trudng Pai hoc Kinh t€ TP.HCM, gia

dinh, ban be, dong nghiép da gitip tdi hoan thanh bdn luin vin nay.
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