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Tém tit:

Dé 4n "Phat trién dich vu ngin hang s dbi voi khach hang ca nhan tai Ngan hang TMCP
Piu tw va Phat trién Viét Nam Chi nhanh Hgi An" da hé thong héa co s6 1y lun va thuc tién vé
phét trién dich vu. ngan hang sb, phén tich thyc trang hoat dong tai BIDV - Chi nhanh Hbi An, va dé
xudt mot hé théng cac giai phép toin dién nhim thic ddy chuyén ddi sé, nang cao trai nghiém khéach
hang, va cling ¢4 vi thé canh tranh trong béi canh Hoi An 13 trung tdm du lich quéc t& véi nén kinh té
phu thuge vao céc giao dich nho 1é va nhu ciu tai chinh tién lori Céc giai phap dugc dé xuét bao gdm:
gia tang quy md khach hang va thj phén dich vu ngn hang s6, nang cao hidu qua mang ludi va kénh
phén phdi, hoan thién nhan sy chét luong cao, ning cip co s& ha thng, va dAy manh tuyén truyén,
quéang ba chinh sach phét trién dich vu sb.

Qua phan tich thyc trang, dé 4n nh4n dinh ring BIDV Chi nhanh Hoi An d3 dat dugc nhung Kkét
qué tich cye trong viée trién khai dich vu ngan hing s6. Tuy nhién, chi nhanh Héi An van dbi mat véi
nhiéu thach thirc nhu théi quen sir dung tién mit ciia khach hang trung nién va 16n tudi, canh tranh gay
gt tir céc ngén hang 601 thi nhu Vletcombank Agribank véi phi dich vu thap hon va nhén thirc han
ché ciia tidu thuong v& c4c san pham sd.

Céc gidi phap duoc dé xuat trong dé 4n mang tinh thyc tién cao, phu hop véi dac thu dia phuong
va dinh huéng chuyen dbi s6 ciia BIDV. Giai phép gia ting quy m6 khach hang tap trung vao da dang
héa sin phim sd, hop tic v6i doanh nghiép du lich va gido duc tai chinh cong ddng. Giai phap nang
cao higu qua mang luéi co ciu lai hoat dong 4 phong giao dich truc thude. Giai phép hoan thién nhén
sw va ha ting cong nghé véi ndi dung dao tao 100% c4n bd thanh “chuyén gia s§”, trién khai hé théng
Ezone ty phuc vy. Cudi cling, giai phap tuyén truyén, quang ba str dung truyén thong da kénh, trién
khai hdi thao tai chinh, c4c chién dich quang ba tai cac chg, trudong hoc, phéi hop véi cac don vi x4,
phudng trén dia ban dé t6 chiic céc budi tuyén truyén va gido duc cho ngudi dan vé nhan thic an toan
an ninh mang, tiép can va trai nghiém céc dich vu tai chinh sb. Nhiing giai phap nay dugc xay dung
dua trén phan tich thyc trang, tin dung tiém ning thi truong du lich Hi An, va phi hop véi cac chinh
sach quoc gia, ddm béo tinh kha thi va hiéu qué khi trién khai.

Dé 4n khong chi mang y nghia ly luan trong viéc hé théng héa co s¢ phat tridn dich vu ngan hang
s6 ma con ¢b gia trj thyc tién cao, cung cdp dinh hudng rd rang cho BIDV - Chi nhanh H§i An trong
viéc ning cao chét luong dich vy, dap ting nhu cau ciia khach hang c4 nhan va khing dinh vai tro tién
phong trong chuyén ddi s6 nganh ngén hang tai mét dia phuong cé déc thi du lich doc déo.

T khéa: (ngin hang b, dich vu ngin hang sb, BIDV, chuyén ddi s6, khach hang c4 nhan).
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Abstract:

The project titled " Developing Digital Banking Services for Individual Customers at The Joint

Stock Commercial Bank for Investment and Development of Vietnam (BIDV) — Hoi An Branch"

has systematized both theoretical and practical foundations regarding the development of digital

banking services. Through analysis of the current situation at BIDV — Hoi An Branch the project

proposes a comprehensive set of solutions aimed at promoting digital transformation, enhancing

customer experience, and strengthening competitive positioning in the context of Hoi An being an

international tourist center with an economy reliant on small-scale transactions and a high demand for

convenient financial services.

The proposed solutions include expansion of the customer base and market share of digital banking
services, improvement of the efficiency of the branch network and distribution channels, constructing
a high-quality  workforce, upgrading infrastructure, and intensifying public communication and
promotion of digital service development policies.

Through analysis of the current status, the project acknowledges that BIDV — Hoi An Branch has
achieved positive outcomes in implementing digital banking services. However, the branch still faces
several challenges, such as the habit of cash usage among middle-aged and elderly customers, fierce
competition from rival banks like Vietcombank and Agribank (which offer lower service fees), and
limited awareness among small business owners regarding digital banking products.

The proposed solutions are meant to be highly practical, aligned with local characteristics and BIDV’s
digital transformation orientation. The customer base expansion strategy focuses on diversifying
digital products, partnering with tourism businesses, and promoting community financial education.
The ‘Network efficiency enhancement strategy’ involves restructuring the operations of four affiliated
transaction offices. Human resources and technology infrastructure improvements include training
100% of staff to become “digital experts” and deploying self-service Ezone systems. Finally, the
promotion strategy involves multi-channel media communication, hosting financial seminars,
promotional campaigns at markets and schools, and collaborating with local wards and communes to
organize awareness sessions on cybersecurity and to help residents access and experience digital
financial services.

These solutions are built upon thorough analysis of the current situation, leveraging Hoi An’s tourism
market potential, and are aligned with national policies, ensuring feasibility and effectiveness upon
implementation.

The project not only holds theoretical value in systematizing the development of digital banking
services but also provides high practical value, offering a clear direction for BIDV — Hoi An Branch in
improving service quality, meeting the needs of individual customers, and affirming its pioneering role
in the digital transformation of the banking sector in a locality with unique tourism characteristics.

Key words: Digital banking, Digital banking services, BIDV, Digital transformation, Individual
customers.



