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MO PAU
1. Ly do chpn d@ tai

Vi sy xuat hién ngay cang nbi aia cac Ngan hangiing mi
va cac & chrc tin ding, sic ép anh tranh ngay cang kh ligt hon.
Duy tri va phat tén khach hang théng quiptng lién tic nhu éu
cia hp mot cach 6t nht la chia khoa thanh conga sr canh tranh
hién nay.ba tr lau guin tri quan B khach hang (CRM) la &t
phuong phap Bru hiéu gitp doanh nghp tiép cin va giao #p voi
khach hang @t cach c6 Hiu qua thdng qua \ic quan ly théng tin
khach hang, tim Em nhu éu cia khach hang va tim cachothman
ho nhim phic wu khach hang @t cach ét nhit. Tuy nhién,déi voi
cac NHNo Vet Nam no clradugc ap ding ©ng réai.

NHNo & PTNT tinh KonTum la mt trong nkrng ngan hang
thanh &p trong ddi lau vada dat duoc nhiing thanh céng rét dinh.
Tuy d& nhin thiy dugc vai trd quan ting aia khach hang, nimg
dén nay Vin chra xay drng duoc mdt hé théng quan B khach hang
chodon vi. Vi vay, viéc thu hat khach hangétn ning dong thoi giir
chan khach hang én tai nhim ti vu hoéa bi nhuin cia doanh
nghiép va \in dé cip thiét hién nay.

Véi mong mwn gop phn tim kiém céc gii phap cho cong tac
quan tri quan B khach hangai Ngan hang N6ng ngép va Phéat
trién Nong théninh KonTum, t6i chn dé tai “QU AN TRI QUAN
HE KHACH HANG T Al NGAN HANG NONG NGHI EP VA
PHAT TRI EN NONG THON TINH KON TUM” |am Iuan vin tt
nghiép thac 9 quan tri kinh doanh.

2. Muc dich nghién aru
- Nghién @u nhiing Iy luan vé quan tri quan I¢ khach hang.
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- Phan tichdic diém khach hang, tit trang céng tac oin tri
quan 1§ khach hang trong Ngan hang Noéng sghiva Phéat tén
Nong Thén inh Kon Tum.

- B¢ xuat cac ghi phap qun tri quan ¢ khach hang at NHNo
& PTNT trong giaidoan 2010- 2015.

3. Pdi twong va pham vi nghién atu

- Bbi twong nghién ¢u: nhing ly ludn vé khach hang va dm tri
guan | khach hang, ha dong quin tri quan i khach hang.

- Pham vi nghién &u: cac d li¢u thr cip cia cac béo cadiéu
tra khach hang, cac bao céagd két caa NHNo tnh Kon Tum.

4. Phrong phap nghién @&u

- Tiép an tryc tiép: Tim héu thrc € vé& cong tac gén tri quan
hé khach hangai NHNo va PTNT inh KonTum

- Phrong phap duy & bién chrng, duy \t lich sr va phrong
phéap tép cin he thong. Ngoai ra, & dung phrong phap phan tich,
thng ké, so sanh vang hop
5. Y ngHa thyc tién cia dé tai

- Hé théng hoa 4i cac quandiém vé khach hang va dm tri quan
hé khach hang.

- Gilp cac @p quan tri caa NHNo & PTNT tnh Kon Tum lam
co 5 cho chén luge phét trén cia ngan hang giaioan 2011- 2015
6. Cau tric cua dé tai

Chwong 1: Co so ly luan vé quan tri quan k¢ khach hang

Chwong 2: Tdng quan ¢ hoat dong kinh doanh va it trang
cbng tac gan tri quan & khach hangai NHNo va PTNT inh Kon
Tum

Chwong 3: Giai phap gan tri quan B khach hangai NHNo va
PTNT tinh Kon Tum
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CHUONG 1
CO SO LY LU AN VE QUAN TRI QUAN HE KHACH HANG

1.1. KHACH HANG VA QUAN H E KHACH HANG
1.1.1. Khai ném va phan laai khach hang
1.1.1.1. Khai ném khachhang

Khach hang ga not to chic 1a ndt tip hop nhing ca nhan,
nhom ngroi, doanh nghip ... ¢6 nhu &u st dung sin pram cia cong
ty v& mong mén duoc thba man nhu au d6 aia minh.
1.1.1.2. Phan lgi khach hang

- Khach hangd chic

- Khach hang ca nhan
1.1.1.3. Céc lgi khach hang a@ia ngan hang

- Khé&ch hang théc nghiép vu huydong von

- Khach hang théc nghép wu cho vay

- Khach hang théc nghép wu c6 lién quanién cac dch w tai
chinh t&n &, tai sin cia ngan hang
1.1.2. Quan & khach hang
1.1.2.1. Khai nfm guan F¢ khach hang

Méi quan ¢ v6i khach hang & qua trinkrdng tac hai chiu giira
doanh nghip va khach hang trondé hai bén cung tradéi cac
nguon lyc 1An nhaudé cungdat dugc muc tiéu dia minh.
1.1.2.2. Marketing quan &dinh huwéng vao khach hang

Gronroosda dinh nghia Marketing quanénhu sau: “ Marketing
la thiét lap, duy tri va giaing cac nii quan & véi khach hang va
nhitng di tdc khacdé thu loi do viy mdi bén déu dat dugc nhing
muc tiéu @ia minh.DBiéu d6 dat dugc khi c6 & traoddi qua hi va
dapung day du cac cam &”.
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1.1.2.3. Hinh thic marketing one- to- one

Marketing one to one (& déi mot) co nghia 1a khéng chgiao
tiép voi khach hang nin nhiing ca nhanion I¢ , ma con phat #n
cac @n phim va théngdiép tly bén dya vao cac nhuac chra néi
cua khach hang.
1.2. QUAN TRI QUAN HE KHACH HANG (CRM- Customer
Relationship Managerment)
1.2.1. Tong quan ¥ CRM
1.2.1.1. Ngén géc gia CRM

Thuat ngit CRM xuét hién tir d¢au nhitng nim 1990 i nhitng tén
tudi trong givi hoc thuat va cac hangut van cia My. Chodén hién
nay Hiu hét nhirng b phan nhr ban hang, i&h w, hat dong b tro
va marketing ¢a © chirc déu hat dong nhr nhitng b phan don 1é.
1.2.1.2. Tich lp nhing tiép ain vé CRM

- CRM la nt tién trinh

- CRM nhr mét chién hrgc

- CRM nhr mét triét ly

- CRM nhr mét ki nang

- CRM nhr mét k§ thuat

- Tong hop
1.2.1.3. Msi quan h¢ giira Marketing quan I# va CRM

Marketing mbi quan I thuong dugc coi 1a ndt nén tang mang
tinh triét Iy cia CRM. Tuy nhién, khéng éng nhr marketing quan
hé, CRM khéng chtap trung vao \éc thiét 1ap va duy tri niing mbi
quan l&. CRM con lién quarién viéc phat trén, duy tri ndt danh
muc dau tr c6 th tdi da loi nhuan cia mbi quan 1§ véi khach hang
1.2.2. Khai niém va ban chit cia CRM
1.2.2.1. Khai ném CRM
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“Quan tri quan i khach hang (CRM — Customer Relationships
Management) 1a f1 chién luoc kinh doanh ndm hra cton va quin
ly cac mdi quan k¢ khach hang cé giaitnht. CRM doi hoi mot triét
ly va van hoa kinh doanhudng W khach hangté ho tro hiéu qua
cho Marketing, ban hang va cungpadich wi. Nhirng ting ding aia
CRM c6 ¢ dam hao viéc quan ly quan & khach hang ku qu,
mién la doanh nglip c6 s lanhdao sang sbt, c6 chén lugc cong ty
dangdan va phu bp”
1.2.2.2. Bin chit cia CRM

CRM biéu thi sr dich chugn hai chéu: mot chiéu la sr dich
chuyén tir suy nghi “chi dé giao dch” sang suy ngH'dé quan B”; va
chiéu kia la suy ngh“dya trén én ptim” sang “dra trén @ng hrc”.
Két hop ca hai sr dich chugn nay chinh la én chit caa CRM.

Quan i CRIM
ke
khach
hang
& Iarketing

iao o

truyen thén
dich i £
San Wang
phém lec

Hinh 1.2: Biéu hig¢n hiru hinh vé niang hrc aia cong ty
1.2.2.3. lpiich cia CRM
Viéc ar dung CRM mangdi nhiéu loi ich cho doanh ngbp:
- Chi phi thip hon @é thu hat khach hang
- Khéng @n thiét phai thu hat nhéu khach hangié duy tri quy
mé kinh doanh



- Gigm chi phi ban hang

- Gia tang va duy tri 10ng trung thanhia khach hang

- Uéc lwong duoc khi nang sinh bi ciia khach hang
1.2.3. Yéu &u cia m@t hé théng CRM hoan chinh

CRM cong tac
E-Mail
Internet Call Center
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Hinh 1.3: Cac thanh pHin ciaa hé théng CRM
1.2.3.1. CRM @ng tac (Collaborative CRM)

CRM odng tac lién quandt viéc thiét lap, duy tri va phat tén
nhitng kénh giao &p twong tac hai chiu giita khach hang va doanh
nghiép qua nhiu hinh thirc nhr tiép xGc tic tiép (face to face),
internet, email hay trung tamatkoi ty dong.
1.2.3.2. CRM Phéan tich (Analytical CRM )

Nhitng théng tin khadch hang aroc £ duoc tap hop, x ly va
phan tich hinh thanh nén CSDL khach haaguan Iy ho so KH,
quan ly haat haat dong ban hang, hd dong marketing vaidh w.
1.2.3.3. CRM hat dgng (Operational CRM)

Thoéng qua & théng phin mém h tro, ddng thyi s8 dwoc cung
cap ddy du nhirng théng tin én thiét vé khach hanglang tép xtcdé
c6 thé phuc vu mdt cach thich bp va héu qua nhit.

1.3. TRIEN KHAI H E THONG CRM TRONG NGAN HANG
1.3.1. Sr can thiét cia CRM trong ngan hang
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- Xu hudng qubc t# hoa hat dong ngan hangh dén cac ngan
hang trong néc phai d6i mat véi nhiéu déi tha canh tranh lon.

- Coéng ngk ngan hang trén éhgisi da c6 nheu thaydoi quan
trong, cAc ngan hang phatétrithém nhiu tién ich ndi cho KH.
1.3.2. NHrng dac treng oo ban cia CRM trong ngan hang

- CRM aia nganh an xuit dich wi: chit lugng dch wi vira 1a
muc tiéu vira 1a Kt qua haat dong aia CRM ngan hang.

- boi tuong kinh doanh wa ngan hang la cac tairstai chinh,
cac dch w tai chinh tn t: tién wvira & yu 6 diu vao vra & yu 6
dau ra

- Hoat dong marketing ngan hangirg it da cang va plirc tap,
dac bigt phai xir ly mdi quan I¢ giita ngan hang va khach hang, KH
vira la ngroi cungurng Mra la ngroi ti€u dung.

1.3.3. Xay drng hé théng CRM
1.3.3.1. Xaatinh muc tiéu cho I thong CRM

- Gia ti khach hang: gia itikhach hang rim dugc la sr chénh

léch giira ©ng loi ich aia khach hangdi tong chi phi aa KH.

- Loi nhuan virng chic: d6 khéng ch & loi nhuan vé tai chinh
ma con k dén nhing gin bo lau dai, uy tin, trong higu.
1.3.3.2. Phan tich thc trang t chirc theodinh huwéng CRM
Bao @m cac Id phin: con nawoi, tién trinh kinh doanh, céng ngh

Tien trinh dinh Tich hop
huéong khach hang I l chire nang

0

h 4

Chien hrge
tong the

Hinh 1.5: Cac b phéan ciu thanh CRM

I Tien trinh huong

cong nehé
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1.3.3.3. Md hinh IDIC trong CRM

[ [ Fihan dang khach hang (Indertity) ) J

L 4
[ [Bhiin bist ch kchach hang (Differentiate)) J

¥
[ Twong tac véi khach hang (Interact) J

¥

[ [ ELbiEt theo Khach hang (Custoraize) | J

Hinh 1.6 : M6 hinh IDIC trong CRM
1.3.3.4.panh gia chwong trinh thuc hign CRM
- Panh gia bén trongtanh gia #ing luc cung ép SP dch w cia
t6 chirc théng qua cac khbdong lién quan irc tiép ¢én khach hang.
- Panh gia bén ngoaitanh gia bén ngoai m xacdinh phin
rng aia KH dbi véi TC/DN va sin phim (SP) @a hy.
CHUONG 2
TONG QUAN VE HOAT PONG KINH DOANH VA TH UC
TRANG QUAN TRI QUAN HE KHACH HANG
TAI NHNo & PTNT T INH KON TUM

2.1. KHAI QUAT V E NHNo VA PTNT TiNH KON TUM
2.1.1. % lugc qua trinh hinh thanh va phat trién

Ngay 30-8-1991, Téng d6c Ngan hang Nhaudc Viét Nam
Cao § Khiém ra qugt dinh $ 131/NHNN-Q@ giai thé chi nhanh
NHNo tinh Gia Lai- Kon Tumdé thanh fp chi nhanh NHNoinh
Kon Tum va chi nhanh ngan hang NHNboh Gia Lai, c6 Hu hrc
thi hanh K tir ngay 01-10-1991; @rsé giao dch ti 88 duong Trn
Phu, th xa Kon Tum, inh Kon Tum.
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2.1.2. M6 hinh 6 chirc quan ly

Co cu t6 chic caa NHNo & PTNT inh Kon Tumduoc t chic
theo md hinh trc tuyén tham nuu, thec hién cac nghip wu theo
nguyén ic tp trung dan chva cké do mot thi treong.
2.1.3. Céac &n pham va dich vu ngan hang

- Dich w1 khach hang ca nhan

- Dich wa khach hang doanh ngipi vira va nld

- Dich w khéac
2.1.4. Tinh hinh hat dong kinh doanh
2.1.4.1. Hat dgng huydéng von

- Két qua haat dong huydong von: Tong ngwn vén huy dong
toan chi nhanh trc hién dén ngay 31/12/2010 la 1.448 ¢ong, ting
SO \Gi nam truéc 442 § ddng trong ung Wi ty 18 ting 44%. Tuy
nhién th phin caa NHNo rim 2010 \in tiép tuc giam so \6i nam
trudce 1a 2,61%.
2.1.4.2. Hat déng tin dung

- Két qua haat dong tin ding: Tong dr ng cho vay toanibh dén
ngay 31/12/201Qfat 2.757.279 téu ddng, so wi nam 2009 #ng
545.376 tréu ddng rong tng t 16 ting 24,66%. N xau trong @m
2009 chém 1,58% trongdng dr no
2.1.4.3. Hat déng dich wu

Két qua cua Hiu hét cac lai hinh gin prim dich w déu ting
2.2. THUC TRANG QUAN TRI QUAN HE KHACH HANG
TAINHNo & PTNT T INH KON TUM
2.2.1. Phan tichdéi twgng khach hang @a NHNNo & PTNT tinh
Kon Tum
2.2.1.1. Khach hang vaeccidu khach hang @éa ngan hang
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Can ar vao quy mé khach hang, khach hangNHNo & PTNT tinh
Kon Tumduoc phan chia thanh ¢hs nhém © ban saudé ap ding
co ché thich hyp:

- Nhém khéch hang 1a doanh nghi t chic tai chinhén

- Nhém khéch hang la cac doanh gghnho va wra

- Nhém khéch hang lddhgiadinh va ca nhan

- Nhém khéch hang la latdng & cac doanh nghp

- Nhém hoc sinh, sinh vién: & phim chi yéu la st dung SP th

- Nhém hrong lrong tir ngan sach Nhauidc
2.2.1.2.pac diém aia khach hang

- KH thuoc thanh phn kinh € Nha nréc chiém ty trong lon

- KH doanh nghip $ luong it nhrng quy mé giao ih nhiu

- KH tap trungdiu tr 1a KH thudc cac nganh nghtruyén thong:
cbng nbng ngldp
2.2.1.3. Gia ti mongdpi ciia khach hangdéi véi hogt déng dich vu
cua ngan hang

- Chét lugng dch wi

- Gia @& gr dung dch w

- Thaido cua nhan viérddi voi khach hang

- Thuong héu cia mjt ngan hang
2.2.2. Phan tich cac nhanét anh hwéng dén cong tac qun tri
guan hé khach hang ti ngan hang NNo & PTNT finh Kon Tum
2.2.2.1. Quanidiém aia ban lanhdgo hwéng vao khachhang

Tao dung hinhanh “Céan & Agribank fin tinh, chuyén ngBp”
trong 16ng mi khach hang. Vi quandiém nay, NHNo va PTNT
tinh Kon Tum thrc hién phrong cham* Nu cwoi lubn né trén moi
nguwoi can by ngan hang”
2.2.2.2.Ung dung cong ngtg thong tin
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- Vé co s6 hg tang thiét bi tin heoc

Mdi giao dch aia Chi nhanh, phong giadath déu c6 6i thiéu
mot may tinh du hinh cao, & ndi giira cacdiém giao dch: théng
quaduong truyén Leaseline 128Kbpg&ong ko vé thiét bi tich hyp
day du cac dch wi ngan hangtam bao xir ly théng tin théng sit

- Vé cac phin mém iing dung:

Trién khai i théng IPCAS,duoc xay drng trén @n céng ngh
tién tén nHit, tng ding trong qan ly diéu hanh hat dong ngan
hang nlim hién dai hoa ¢ théng thanh toandi bo va K toan khach
hang, gan ly va sr dung d liéu tap trung,daptng yéu du mo rong
san phim dich w ngan hang.
2.2.2.3.Dji ngii can p ciza ngén hang

Xay dung do6i ngii can I trinh d6 ning krc chuyén mén cao,
92,09% CBVC c6 trintd6 dai hoc va saudai hoc; 60,2% CBVC la
dang viénbang ong sn Viét Nam. Dén cuwi nam 2010, toan chi
nhanh cé 224 ladong, trongdo: c6 15 thc g kinh t, 10dang hoan
chinh cao bc. Trong rim c6 20 CBVC thiid cao hc
2.2.3. Tinh hinh hat d9ng quan tri quan hé khach hang ti
NHNo va PTNT tinh Kon Tum
2.2.3.1. W théng thong tin khach hang da NHNo&PTNT tinh
Kon Tum

M6 hinh qudn ly théng tin khach hang:

Chuong trinh qén ly théng tin khach hangugc chay theo
chuong trinh BDS ( Beanch Delivery System).éhlinay théng tin
khach hangia ngan hangugc leu trir trén menu “CIF” va menu
“lich st”

Céac Modulerrng dung chwong trinh CRM

- Module théng tin khach hang (CIF)
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- Module Loan (khén vay)
- Module deposit (&in gii)
2.2.3.2. Xay dng o s¢ di¢ ligu khach hang

Hién nay, toan & thdong tin khach hanaitngan hangiuoc quan
ly thong nHit va #p trung &i tru sv chinh. G thé:

- Dt liéu caa NH duoc hru giir tap trung &i NHNo Viét Nam.

- CAc giao th dugc x ly truc tuyén tai may chi NHNo Viét
Nam

- Hé théng phan kit dir li¢u cua ting chi nhanh dng ma chi
nhanh
- C6 sr lién két thong tin clat ché gitta cac Module nghp wu
2.2.3.3. Codng tac phéan nhém khéch hang

- Ph&n nhém khach hang cé quantim dung: thrc hién phan
loai khach hang quaréttin ding theo H théng Xép han tin ding i
b6 cia NHNo & PTNT Vit Nam.

- Phan nhém khéch hang c6 quartin gui: trong ting thi ky,
ngan hangiua ra nliing chinh sach khach hangphly trén o so
phan lai khach hang. Tuy nhién, & phan lai khong dén ra
thuong xuyén
2.2.3.4. Tinh hinh xay @ng, thuc hién cac chinh sach, ith wu
cham sac 16 trg khach hang

- Bay manh hait dong Marketing

- Biéu tra nghién gu thi truong

- Chinh sach&dong, khuéch wong

- Xay drng chién lrgc sin phim da cang Hip din

- M& rong kénh phan g
2.3. NHUNG TON TAI VA NGUYEN NHAN T ON TAl
2.3.1. Nhrng diém con ®n tai
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2.3.1.1. ¥u té conngudi

- Nhan thic V@ CRM Vin mang tinh cé nhan ¢tchra codinh
huéng xuyén sét tir Ban l&nhdao dén tirng nhan vién.

- Nhan c6 tam ly afng lai sy thaydoi thoi quen hang ngay

- Trinh d9, nang lyc cia doi ngi can B nhén vién éa NHNo
tinh Kon Tum con #n ché, dic biét 1a kién thiac vé CRM
2.3.1.2. ¥u té van hoa quy trinh lam wéc

- Chra xay drng quy trinh cng ¢t rd rang twréc khitng ding
CRM

- Chua c6 Ban ciim s6c khach hang riéngébi quy trinh gai
quyét khiéu mai ré rang

- Dong thdng tin thic hién chi yéu la théng tin rt chiéu

- Co ché, tha tuc van con nhéu
2.3.1.3. Yu té cdng ngte

- Hé théng thét bi con hin cké, the do xir ly giao dch chra cao

- Phrong tién lién ac chi yéu quadién thaai, chua co trang Web
riéng

- Chua c6 ptin mém quan tri quan 1§ khach hang
2.3.1.4. ¥u té ngan hang d ligu khach hang

Dit lisu V& khach hangi@ NHNo tnh Kon Tum ¥n chra duoc
cap nhit thuong xuyén vatay di. Cac yéu au vé dir liéu khach hang
thi hoan toan tlis va khong thng nhit, dya trén d liéu rdi rac hién
cO aia cac phong ban riéng |
2.3.2. Nguyén nhanén tai

- Céc kénhuong tac khach hang oh c6 & phdi hop déng b
nén vic thu thip théng tin khach hang con Bhihan ché

- Nhan thirc aia can B céng nhan vién ata chugn bién kip so
Vi yéu cu aia cong wc
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- NHNo & PTNT tinh Kon Tum clu sr rang béc chung va
rang buwc riéng @ia NHNo & PTNT VEt Nam, ngan hang Nharoc
vé co ché nhit dinh

Chwong 3
GlAlI PHAP QUAN TRI QUAN HE KHACH HANG T Al
NHNo & PTNT TiNH KON TUM GIAI POAN 2010- 2015

3.1. Q0 SO PE XUAT Gl Al PHAP
3.1.1. Tinh hinh kinh #- x& hi dia phwong

Trong diéu kién caa mbt tinh nghéo, \ic huy dong Vvon va s
dung von cia NHNo inh Kon Tum bantiu ding gip nhiéu kho
khan tro ngai. Trinhdo nhan thirc cia ngrdi dan con bn ché
3.1.2. Tinh hinh @nh tranh giira cac Ngan hang

Thi phin caa NHNo inh Kon Tum trong #m 2009-2010 &n
tiép tuc dung & vi tri din dau, tuy nhién c6 xu lng gim so \bi
nam treéc. Thay vaodo, mim 2010 th phan aia cac NHTM nix
Sacombank, Ngo thuong, NHDéng A ting I&én so bi nam 2009
3.1.3.Pinh hwéng phat trién cia NHNo & PTNT tinh Kon Tum
dén nam 2015
Bang 3.1: Mét sé chi tiéu ké hoach hang rim (tir nim 2010-2015)

TT | Noi dung chi tiéu S0 liéu

1 Toc dd tang trdng ngudn von huy déng »35%

2 Ty trong ngudn huy ddng tir dan cw trén tong ngudn von > 60%

3 Ty trong tien g cd ky han dudt 12 thang trén téng ngudn von < 45%

4 Toe df tang tredng tin dung 15-19,5%
5 Khéng ché t§ trong no xau < 2%

& Tée dd ting trivdng thu dich vu TO-85%

7 Ti 18 thu ngoai tin dung 4 — 6%

( Ngwn: Chién lugc phat trén giai dogn 2010-2015 ga NHNo &
PTNT tnh Kon Tum)
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3.2. GIAI PHAP VE QUAN TRI QUAN HE KHACH HANG
TAINHNo & PTNT T INH KON TUM
3.2.1. Thrc hign sr hé tre cia Ban |&nh dao dinh hwéng téi
khach hang
3.2.1.1. ko deng wan hoa marketingdinh huwéng khach hang

Ban lanhdao NHNo & PTNT inh Kon Tum én x&cdinh quan
diém chién lwoc aia khach hang l&uén nghi téi khach hang. Tu
ban lanhdao chodén cac ép quan ly truc tiép phai to rd quyét tam
thuc hién cong tac Marketing thong qua cagt ¥ mi vé chét lugng
dich w, nhitng cam Kt nay phii duoc cdng khai vi khach hang va
toan tit nhan vién va tiong xuyénduoc danh gia kém tra.
3.2.1.2. Thét Igp dong théng tin hai chéu gi#ga khach hang-
NHNo tinh Kon Tum

- Thi nhdt, tao co hgi d@é khach hang néu yédi aia minh

- The hai, dam hio cho nliéng khach hang khdng hai long co
diéu kién khiéu rgi dé dang nfat.
3.2.2. Xacdinh muc tiéu CRM cia NHNo & PTNT tinh Kon
Tum
3.2.2.1. Gia tr danh cho khach hang

NH huéng dén xem xét va gi quyét nhirng van dé con 6n tai vé
|3i stat phu lyp, don gian hoa cac th tuc, dao ko va hudn luyén
nhan vién cé thaio than thén khi giao dch, cé céac cmong trinh
khuyén maidé thu hat khach hang, aiquyét cac thic mic khiéu rai
tao ar tin tréng tuyét di vao ngan hang
3.2.2.2. lpi nhudn viing chic

Dé duy tri mrc loi nhudn vitng chic Ngan hangim xem xét cac
yéu t6 sau:
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- Hudng dén viéc thayddi cong nglt, nhan g, mi quan 1§ voi
khach hangté thu hat khach hang rhi hon.

- Ngan hang nénudng d¢én mt ddi tuong khach hang g tiéu.
3.2.3. Xay drng hé théng CRM tai NHNo & PTNT tinh Kon
Tum

4 tri gidnh cho khéch hing
o Hde dinh muc tigu CRM
thue hign -
Lo nbnzén wime chic
iy dung C3DL trong
CRM
1 Mghitn et rhu chu cda KH
Phén nihdm khdch hing
Phén rihdm khdch hing
Hoat ding tuong tde vid
khéch hing Thia min nbn céu cia KH
1 Cia ting lbng trung thinh o
Cé nhén héa khéch hing e e e
1 4 tri gianh cho khéch hing
4 nhin hia khich hing

Hinh 3.1: Biéu dién tién trinh thwc hign CRM
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3.2.3.1. CSDL khach hangit NHNo & PTNT tinh Kon Tum

Muc tiéu la xay ¢ng CSDL khach hang éng nHit, dit lidu phat
sinh wi cac phan & tién gri, tién vay, ko lanh, ¥p hang khach
hang, bi ich mang i trong 1 khang thyi gian...yéu au nhap day
du, chinh x&c cacidliéu dac biét la cac thdng tin phi tai chinhys
phan nan, rirc d6 hai 16ng, cac tén vong,, nhu &u dic biét, sr thich
trng khi méi teong kinh doanh thagéi vao CIF @ia khach hangé
chi cin “click” vao mdt cheong trinh c6 th biét ddy du vé& khach
hang.
3.2.3.2. Phén tich CSDL khach hang, phan nhom khélséng

* Poi vai khach hang la doanh ngpi

Trén @ so dit liéu v& khach hang doanh ngii tién hanh phan
doan khach hang theo cac tiéu chi sau:

- Tiéu chi 1:Phan nhém khéch hang theo gi&tki han- LCV

- Tiéu chi 2 Phan nhém khach hang thed dr tién gii binh
quan, theo & qua xép han tin ding

- Tiéu chi 3:Phé&n nhom khéch hang thedich mang i tir hoat
dong tin ding + Tén giri + Cac dch wi khac

- Tiéu chi 4:Phan nhém KH theo thhgian quan B véi NH

- Tiéu chi 5:Phan nhém khach hang theo nganhérighh doanh

Trén @ so diém cia i chi tiéu va tpng $ diém aua ting ch
tiéu, thrc hién tong hyp diém cia trng KH DN dé xép nhom

5
Diém khach hang DN :Z Diém tiéu chi i x T trongdiém cua tiéu chi

Dya vao Kt qua chim diém tong hop khach hang, & hanh
phéandoan khach hang thanh cac nhénbang 3.7:
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Bang 3.7: Phandoan khach hang

Nhom EH

Diém so

Bic diém vamuc tifukhach hang

Loal Al

= 80 didm

La cic khach hang quan hé vd1 ngén hang 18 dai, mang lai
lon ich lon, thidng xuyén st dung cée dich vu cla ngén
hang, khach hang hai long v& dich vu ciia ngin hang, 6 thé
coi dy 1& nhing mbi quan hé chn duoc bio vE vi uu 4

nhdt

Loat 42

=60 didm

L& céc khach hang mang lai ot ich twong d61 16n, khach
hang cé quan hé trong ddi 13y nim, déng thei cling hay st
dung cde dich vu clia nghn héng nhimg déng thoi vn chura
hii 16ng 1Am vé dich vy cfia ngin hang, cé thé coi diy 14

nhiing méi quan hé cénduoc gin gift va duy tri

Loal 43

>40 difm

La cAc khach hang mang lai lot {ch twong ddi 1on, tuy nhuén
khich hing quan hé chua 14u, hodc cing quan h# véi nhidy
ngén hing, c6 thé coi déy 13 nhitng mbi quan hé cin duoc

thile déy t6i da

Loat Aéq

Durd 40

<R
diem

L& cde khich héng mang lai 1ot ich thip hodc khéach hang
méi quan hé véi ngéin hang va c6 khi néng chuyén qua cac
ngén hang khic néu thay 6 loi Khdng c6 chinh sach cho
nhom khach hang nay

* Pdi véi khach hang ca nhan
- Tiéu chi 1:Phan bt KH dua trén cac thdng tin cd nham laan
- Tiéu chi 2:Ph&n nhém KH theo tiéu chi quaé\wi ngan hang
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Bing cach 6ng ©ng diém  theo cac tiéu chi. Khach hang s
dugc xép vao cac lei va nhém nix bang 3.10 :
Bang 3.10: Bing phan nhém kh&ch hang ca nhan

Nhom Loai KH Piém
1 Kim Cwong Trén 300
2 Vang 151 - 300
3 Bac 0-150
4 Pong <0

Céch tinhdiém theong cho ting nhom khéach hang:
Piém thwdong =Piém khach hang /Piém téi thiéu cia tirng nhom
3.2.3.3. Hat déng twong tac Wi khach hang
- Gap ¢o tiép xdc trye tiép
- Thiét lap trang web
- Thyc hién chrong trinh qdng b4 hintinh aia NHNo & PTNT

tinh Kon Tum

- Thiét 1ap trung tdm ciim s6c¢ khach hang
3.2.3.4. Ca nhan hoa khach hang

> Péi véi khach hang doanh nghép

Bang 3.11: C4c gii phap ca nhan héa khach hang DN

Nhom KH | Twong tac khach hang Clim soc khach hang
- Gap tryc tiép: 2 Tang qua ngay sinh
lan/thang nhat, ting védi tham quan,
- Gap tai nha: 1 in/thang | du lich hing rim
- Dién thai: khi c6 cac Tang vé céc ctong
Khach hang| chinh sach khuén mai trinh do NHNo tai t
Al - Email, tin nkan: ty dong Tang qua ngayd, tét,

cung d@p nhing thong tin
lién quandén ngan hang
- Dich w ty d6ng: cham
s6c khach hang thea t

khuyén mai va gim phi

dich wi sir dung cac SP
Uu tién pluc vu nhanh

nhét, heéng din giai phap




-22 -

teong “24 giv mot ngay, 7
ngay not tuan” véi chat
luong Bt nht.

- Pinh ky 6 thang é chic
phiéu diéu tra thim do y
kién khach hang

¢6 loi trong qué trinh®
dung dch w
Dbugc hrong cac chinh
sach khugn mai phu bp
Tang qua khid chac
diéu tra khach hang

- Gap tryc tiép: 1ln/thang
- Gip tai nha: 1 kn/ 2

Tang qua sinh nit
Tang qua ngayd, tét
Giam chi phi dch wi sir

tha_rlg . dung cac sn phim moi
. . - bién thai j o
Khach hang L Huéng din, tir van vé
- Email, tin nfan ,
A2 . N cac dch w
- Dich w tr dong Puoc huéng cac chinh
-Pinh ky 1 nim t chic | Duoc huong cac
Y 5 < sach khugn mai phu bp
phiéu diéu tra tthm do y . N
Kién khach Tang qua khid chic
diéu tra khach hang
- Gap tryc tiép: 1 bn/ Tang qua ngayd, tét
3 thang Hudng din, tr van vé
Khéch han - Email, tin nkin cac dch w
A3 9 - Dich wi ty dong Puogc heéng cac chinh

-Dinh ky 1 ram
chac phiéu diéu tra thim
do y kién khach hang

sach khugn mai phu bp
Tiang qua khid chic
diéu tra khach hang

> Péi véi khach hang ca nhan
Khéch hang sau khiugc xép hang € dugc cip thé Customer’s
Loyalty. Khi dén giao dch wi Ngan hang khach hangictin chia

thé 8 dugc heong ché d6 wu dai va clim socdic biét nhe sau:
- (1): Hoa troi va qua, kem theo tép chuc n¥ng ngay sinh nit

- (2): Phat hanh nén phi tié E-Partner

- (3): SMS Banking nén phi
- (4): Uu dai phi chugn tién giao dch trong méc tir 30- 50%,
|3 suét vay ir 0,5 -1%
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- (5): Nhan céac khang tién mit véi diém thuong ronging
1 diém thuong c6 gid tr bing tién mit 1a 500 nghirtdng
S tién thuweng = Piém thuweng x 500 nghindong
Bang 3.12: Cac gii phdp ca nhan héa khach hang ca nhan

Nhom | Loai khach hang Chinh sachru dai
1 Kim crong (1), (2), (3), (4), (5)
2 vang 1), (2), (3), (4)

3 Bac 1. (2. (3)

4 Pdng 1), (2

Chinh sach khach hang trung thahtyc xem nhr 161 cam on
cia Ngan hangtéi vsi cac khach hanga gitr tron niém tin va s
dung cac én phim, dich w cia NHNo inh Kon Tum, quat6 gitp
Ngan hangtaping Ht nhat nhu éu aia khach hang
3.2.3.5.panh gia viéc therc hign tién trinh kinh doanh

banh gia nfing gid ti ma khach hang iéh duoc, sr hai long,
long trung thanh va riimg kién thic ma khach hang afiroc sau khi
NHNo tinh thrc hién chrong trinh CRM.

3.3. MQT SO GIAl PHAP HO TRQ CHO SU THANH CONG
CUA DU AN CRM T Al NHNo & PTNT T INH KON TUM

3.3.1. @ phia nha nréc

3.3.1.1. Xay @ng va phat trén cac thé ché dé rang bupc hagt déng
cia doanh nghép theo nét quy dao phap ly hi#u hi¢u

Viét Namdang trong qué trinh chég ddi nén kinh € va trng
budc hoi nhap vao ’&n kinh € toan éu. Gin c6 ndt thé ché hiru hiéu
buoc doanh ngldip phai minh ach ngwn théng tin éa minh va c6
ché tai xir ly dbi voi truong hyp lam sai éch théng tin hac cheday
théng tin
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3.3.1.2. Xay @ng hé théng cung @p théng tindang bg va day dii
vé cac doanh nghép

Phai hinh thanh chdugc mot hé thong thu thp céc théng tin &
cac doanh nghp, tr lich gr phét trén, kinh nghém kinh doanh,
chién lwoc phét trén (tit nhién tir bi mat kinh doanh), &ing hrc tai
chinh, trinhdd bd may qun Iy qua cac thhé, thim chi @ quy hach
phét trén nhan s caa nganh, ga tng doanh ngldp...tr d6 céng 1B
rong rdidé cac © chac tin ding ding nhr cac ban nganh lién quan
cat nhap khi cn thiét
3.3.1.3. Thét Igp mang lwgi thong tin thi trueong

Ca4c thong tin Win hiru Vé thi treong nhr cung va éu cac hang
héa, dch w can dugc thing ké i muc ti da cé ti va cong b rong
rai.
3.3.1.4. CAc th ché lién quandén hogt dong ngan hang

Can quan trét dén chinh qugn cac ép khéngduoc tiép tuc can
thiép vao hat dong aia cac & chic tai chinhdé khic phac tinh tang
thién kch trong néng nghp va phat tén ndng théndé cac o chic
tin dung doc lap trong hat dong aia minh
3.3.2. @ phia NHNo & PTNT tinh Kon Tum
3.3.2.1. Gii phap xay dmng mé hinh 6 chic kinh doanh ngan
hang theodinh huéng khéach hang

- Chi dao cac chi nhanh thanhd ban Quan &ikhach hang

- Phéan tich cac céngéd aia Ban CRM

- Tuyén dung dao #o nhanirc cho Ban CRM

- Tang quyén chi dong va qugn han cho nhan viénép xac

- Thiét 1ap b phén va quy trinh gii quyét khiéu nai
3.3.2.2. Gii phap \é ngusn nhan lgc hé tre theec hign CRM

- Nang cao cit lvong doi ngii can 1§, nhan vién
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- T chac hoc tip CRMdéi vé6i can H cong nhan vién

- Nang cao ki ning giao tép caa can b giao dch ngan hang
khi tiép x(c tire tiép voi khach hang
3.3.2.3. Gii phap hoan thén chinh sach va h tang cong nglg cia
ngan hang

CRM khong phi l1a cong ngh nhung cbng ngh lai la cbng @
vd cling quan tmg trong véc quyét dinh kha ning thanh céngi@
CRM. Co6 tt¢ thdy yéu t5 cong ngh can thiét phai phat trién 1a:

- Phan aing: ke thong may mac thit bi, hé thdng théng tin

- Phin mém: phin mém v CRM c6 tlé sr dung nhr
MISACRM, VTIGERCRM, SUGERCRM...
3.3.2.4. Gii phap nhim nang cao hinhdnh ngan hang va cht
lwong sin pham

- Tang arong hiéu qua quang ba throng hiéu ngén hang

- Phéat trén nhidu sin phim dich wi da cang hap din

- D6i méi, cai tién quy trinh

- Tha tyc cung ép sin pham dich w

- Thue hién chinh séach 1ai gtiva phi dch w hop ly

- M& rong mang leéi phan ploi
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KET LUAN

V6i muc tiéu nghién €u oo so ly luan cia quin tri quan 1§
khach hang va tit trang quin tri quan & khach hangai NHNo &
PTNT tinh Kon Tum lén vin d& hoan thanh &1 sb noi dung chi
yéu sau:

- Khai quat hoa, hithbng héa niing Vin d Iy luan oo ban @
quan tri quan & khach hangté tr d6 khing dinh ring CRM & nét
chién luoc kinh doanh khéng ththiéu dugc trong hat dong ngan
hang

- Phan tich thc trang bao ¢m nhiing Kt qua dat duoc, nhing
ton tai va nguyén nhan trong cdng tacaguri quan & khach hang
tai NHNo & PTNT tinh Kon Tum.

- Xay drng cac gii phap ¢ quan tri quan |8 khach hangat
NHNo tinh Kon Tum

- Dya trén nling cin ar khoa hc va thre tién dé xay ding
chinh sach khach hang cho nhém khach hang caéigia tr

Mic duda c6 nhéu 06 ging dé co thé dat duoc nhiing Kt qua
nghién ¢u nhr da trinh bay, song do trintd con han ché nén ludn
van khéng tranh ki nhitng thiéu sét. Do Wy, tAc g rit mong nin
duoc y kién déng goép éa cac nha khoaok va nliing ngrdi quan
tam dé luan van dugc hoan thin thém. Nhan gh nay, tac gi xin
chan thanh @m on sr huéng din nhigt tinh aia TS. Ngugn Thanh
Liém. Bén anh do, tac gi ciing xin bay é loi cam on dén cac thy
cb gido va cacdm dong nghép da @n tinh gilpdd trong st qua
trinh lam Idin van.



