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MOT SO GIAI PHAP PHAT TRIEN DICH VU NGAN HANG BAN LE
TAINGAN HANG TMCP CONG THUGNG VIET NAM- CHI NHANH LUU XA

TOM TAT

Hi Thj Anh”
Truémg Cao dang Kinh té K7 thudt - DH Théi Nguyen

Trong xu thé toan cAu héa va h1 nhép kinh & quéc té clng véi viée thue hién mé cia hoan toan
thi truémg dich vu ngén hang va co ché bao hé cho dich vu ngan hang trong nuée khong con thi
dich vy ngén hang néi chung va dich vy ngan hing ban 18 néi riéng s& canh tranh rt khéc ligt. Nhu
céu v& dich vy ban 1¢ tai cac ngan hang thuong ma1 ngdy cing cao ddi hoi mbi ngan hang phai tim
moi bién phap dé ddy manh hoat déng dich vy, khéng chi ting v& 58 luong san phém dich vu ma
diéu quan trong 13 phi ning cao chat lugng va higu qua clia timg loai hinh dich v, trong 6 ¢6
dich vy ngn hang bén 1¢. Bai bao nghién ciru thyc trang dich vu ngn hang ban 1¢ tai Ngan hing
TMCP Céng thirong Viét Nam - chi nhinh Luu X4 vi tim hiéu nhitng thanh tru, han ché va
nguyén nhin trong viéc phat trién dich vu ngan hang ban 18 tir 46 dua ra mot sb gidi phap nhim
phit trién dich vu bén I¢ tai Ngan hang TMCP Cong thuong - chi nhanh Luu Xa.

Tir khéa: Dick vu ngén hang bén I¢, du no tin dung, gidi phdp phdt trién dich vu,ngan hang.

DAT VAN DE

Trong nhitng ndm qua céc dich vu cia ngan
hing thuong mai ndi chung va dich vu ban 1¢
n6i riéng da c6 nhimng chuyén bién sau séc,
ngdy cing mé rong ca vé sb hwong vA chit
Tugng dich vu I&n pham vi va cc loai hinh dich
vy ban 1é ngdy cing phong pht. Nhéan thic
duge tm quan trong va tiém néang phat trién
dich vu ngan hang ban 1é tai Viét Nam, ngin
hang TMCP Cong thuong Viét Nam chi nhanh
Lyu X4 di t8 chirc co cdu lai bd mdy va dinh
huéng kinh doanh tip trung phat trién dich v
ngén hing b4n Ié song hinh v&i nhimg thé
manh vén c6, dua hoat dong ndy tr&r thanh mot
hoat ddng cbt 15i clia ngén hang. Tuy nhién,
trong qué trinh phét tién dich vy, Ngn hing
con gap nhidu khé khin va han ché, do cdc san
phim dich vy con don diéu, nghéo nan, quy
trinh tha tuc giao dich ngén hiang ban 1é chwa
duge thuéin lgi, hoat ddng marketing ctia Chi
nhanh vin chua c6 duge sy chuyén nghiép.
PHUONG PHAP NGHIEN CUU

D#é nghién ciru v& dich vu ngan hAng ban 1¢ tai
chi nhanh Luu X4 téc gid truc t1ep didu tra, thu
thap ¥ kién tir khach hang, nhén vién va cic
can bd quan 1y ngin hing d€ dénh gia hinh

* Tel: 0979947331; Email Vananh3003@gmail.com

anh thwong higu ciia ngn hang va céc yéu t§
lién quan dén dich vy ngén hing ban 1é cia
Chi nhanh trong giai doan 2010 - 2014. Ngoai
ra thu thap tir cic ngudn tai lidu khéc nhau
nhu: Sach, béo, tap chi chuyén nganh, mot sb
website, céc bdo cdo tong két va hoi théo cia
c4c ban nganh, céc t6 chirc kinh 16 va cic co
quan nghién ciu, cac ¢dng trinh nghién ciu
khoa hoc ¢6 lién quan théng tin do Ngén hang
cung chp. Tix do, tién hanh phan tich, so sanh,
danh gla dich vu ngén hang béan 1é tai chi
nhénh dé c6 thé dua ra mot sb céc giai phap
phat trién dich vu ngén hang ban 1€ tar chi
nhanh Lira Xa.

THUC TRANG PHAT TRIEN DICH VU
NGAN HANG BAN LE TAI NGAN HANG
TMCP CONG THUGNG VIET NAM - CHI
NHANH LUU XA

Tinh hink huy dpng von cia dich vu ngin
héng bin lé

Chi nhénh 4 d4y manh trién khai céc chuong
trinh huy déng vén nhu tiét kiém dy thudng,
tlet kiém ting qua, chimg chi tién giri da dang
vé ky han véi cAc mirc 13i sudt linh hoat theo
st dién bién thi trudng, tudn th ding quy
dinh cita Ngén hang cip trén déng thei dam
bao dugc loi ich hai hoa giffa ngén hang va
khéch hang, lam tdt chinh sich khach hang.
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Bibu a8 1: Tink hinh huy déng vén tir dich vu ngdn héng bdn 1é
cua Chi nhéinh giai doan 2010-2014
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(Ngudn: Béo cdo tng két ciia NH TMCPCT Luu Xd ndm 2010- 2014)

Bidu b 2: Tink hink téng du no va du ng ban 1é cia Chi nhdnh Luu X6 giai dogn 2010 - 2014
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(Ngudn: Béo cdo téng két cia NH TMCPCT Luru Xd ndm 2010- 2014)

Két qua huy dong vén ciia dich vu ban 18 tai
chi nhédnh trong glal doan 2010 - 2014 duge
thé hién thong qua biéu dd 1.

Tinh hinh huy ddng vén ciia Chi nhanh trong
giai doan 2010 — 2014 ¢ xu huéng ting lién
tuc thé hién dugc ph?m ndo sy nd he cb g?mg
ctia can bd nhan vién todn chi nhanh, v tn
tuong cua khach hang vao chi nhénh. Dbi véi
nguon vén huy dong tir bén 1& cung cd xu
hugng tang truéng twong tw nhu tdng ngudn
vbn, Xét vé mit gié tri thi vén huy dong tr
ban 1¢ ting qua céc mim, nhung vé toc do
tang truéng thi las c6 sur bién dong. Trén bleu
blta thay the do téng trudng cha nguon vén
huy ddng tir ban 1é nam 2013 giam dang k&,
Tée dd ting truong chi con 2,19% trong khi
d6 nam 2011 chi tiéu ndy la 37,67%; nam
2012 la 24,45%. Nam 2013 13 mét ndm thyc
su kho khin cho nginh ngin hang néi chung
va cho chi nhénh néi riéng.
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Dich vu tin dung bdn lé

Nhin chung, téng du ng cba Chi nhanh Luu
X4 ting truong kha trong giai doan 2010 -
2014, ngoai trr nam 2014 6 tdc db ting
trudng thép nhét 3% 14 do chiu nh huéng
tiéu cwe cua cuoc khiing hoang kmh 16, ting
truémg kinh t& b suy gidm, xuht khiu gism
sit manh, san xudt gip nhidu khé khan. Su
ting trudng trong hoat ddng tin dung bin
budn 14 chit yéu déng gop vio sy ting trudng
tin dung ciia Chi nhénh, con d6i véi du ng
ban 16 chi chiém mot ty 18 nho trong tdng du
ng cua toan chi nhanh, cy thé nim 2010 du ng
ban 16 chiém 15% téng du ng, nim 2011
chiém 17,77% nim 2012 chiém 18,3% nim
2013 chiém 20,86% v nam 2014 chiém
25,11%. Diu nay xuét phat tir nguyén nhan:
H5 tro trong hoat dong ban Ié con thiéu, quan
1y nha nuwdc dbi v6i hoat d¢ng kinh doanh ciia
cac nhén va hd gia dinh con chwa ¢6 quy dinh
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cu the, kiém tra gidm st gdy kho khin cho
hoat ddng quan ly dong tidn ciza khach hang.
Diu niy dugc thé hién qua biéu 44 2.

Vé chiit iegng tin dyung bdn lé

Hiéu quéa va chat lugng tin dyng duge chu
thanh béi 2 yéu td: Mic dd an toan va kha
nang sinh 1&i clia ngan hang do hoat déng cho
vay dem lai. D& danh gia chét lugng cia dich
vu tin dung bin 1¢ tai Chi nhanh Vietinbank
Luu X3, thc gia tong hop qua hai bang 1 va 2
du6i day.

Dich vy cho vay ciia Chi nhéanh bao gdm hai
logi cho vay c6 tai san dam bao va cho vay
khong c6 ti san dam bao. Nhin chungty 18
DNBL c6 TSDB cia ngin hang giai doan
2010 - 2014 déu dat trén 60%. Pidu d6 cho
théy ngan hang da chu trong dén viée dim
bdo céc khodn vay, tranh xdy ra tinh trang ng
xau, n9 qua han khong c6 kha ning chi tra.
Pbi voi khoan vay khéng can TSDB ciia Chi
nhanh chiém khoang 40% téng du ng. Téc 40
tang trudng cia loai tin dung niy co sy bién
dong, nhét 13 n3m 2012 va 2013 nén kinh t&
¢6 bién ddng, hoat dong cia ngén hing gip
nhidu khé khiin khi 1 suat cho vay thay d6i
lién tuc va c6 thoi diém 13i sudt dat mic ky
lue 17%/nim, do d6 téc dd ting trudmg gidm.

Tuy nhién sang nim 2014, nén kinh t& c6 s
phuc héi, bén canh d6 12 sy canh tranh gay
ght gita cac NHTM trong Iinh vuc ban 1&
khién Chi nhanh thay déi t duy trong céng
téc cho vay, ¢ sy théng thoang hon véi yéu
chu clia khach hang. Bi ciin ¢l mic d¢ tin
nhiém di v6i khach hang chia ra 2 loai cho
vay khong bao dam va cho vay c6 bao dam.
Trong d6, cho vay khong bao dam la loai cho
vay khong c6 tai san thé chp, cm cb hodic s
béo lanh cia ngudi thir ba, ma viéc cho vay
chi dva vao uy tin cta ban thén khich hang.
Dbi véi nhing khach hang tht, trung thyc
trong kinh doanh, cé kha ning tai chinh lanh
manh, quan tri c6 hiéu sudt va phwong 4n
kinh doanh hiéu qua thi ngin hang c6 thé cip
tin dung dya vio uy tin cia ban thin khich
hang ma khong cin mét ngudn thu ng thit hai
b3 sung 14 tai sin bio dam. Chinh nho sy thay
d6i d6 ma tbe 6 ting truémg trong tin dung
ban 1¢ khong c6 TSDB cia Chi nhanh ting
33,01% so v6i ndm 2013.

Chét Iuong tin dung ban 1é dwoc phan anh
qua céc chi tiéu sinh 11 tir dich vu NHBL
mang lai, tai Chi nhianh Lwu X4 chi tiéu dugc
tdng hop & bang 2,

Bang 1: Du no tin dung ban 1é theo TSDR cia Chi nhdnh giai dogn 2010— 2014

BVT- Trigu dong

Tée df ting truémg

Chi tié Niim Nim Nim Nim Nim binh quin (%)

ttien 2000 2011 2012 2013 2014 1110 1911 1312 14/13
?é"n';f"“d““g 183104 293.656 328.602 416463 520502 60,38 1190 26,74 25,00
Dung TDBL 93932 157105 192.561 266952 321725 6725 22,57 38,63 20,52
c6 TSDB
Du no TDBL

867 53,13 -037 9,90 33,01

Khbmgos TSR 89172 136551 136041 149511 19886

(Ngudn: Béo cdo téng két cia NH TMCPCT Luu Xd nam 2012- 2014)
Bang 2: Ty ¢ thu ldi tir hoat dong tin dung ban Ié cia Chi nhdnh Luu Xd ndm 2012 - 2014

Don vi tink. triéu ddng

Chi tiéu Nam 2012 Nim 2013 Nam 2014
Lai t tin dyng chung 245.002 194.836 198.890
Lii tir tin dyng bén 1 44.941 40.695 50.532
Ty 16 thu 13 ti tin dyng bén 1 18,34 20,38 2541
Ty ¢ sinh 16 cia TDBL 13,67 9,77 9,7

(Nguén: Bdo cdo két qua hogt dgng ndm 2012,2013,2014 Vietinbank L Xé)
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Do lai sut tin dung ban 1& luén cao hon cho
vay doanh nghiép nén ty trong thu I&i tir tin
dung ban 1& ludn cao hon ty trong du ng ci
nhn trén tdng dw ng. Didu ndy cho thiy, hoat
dong tin dung ban 1¢ dem lai mitc loi nhudn
16m, dong gop vdo sy téng trudng chia todn
ngin hang.

Ty 18 thu 13i tir tin dung ban 1¢ cho biét cir
trong 100 déng thu 13i tir tin dyng thi c6 bao
nhigu ddng do TDCN mang lai. Chi tiéu nay
cho biét hoat dong TDCN déng gbp bao nhiéu
vao tbng 14 tir hoat dong cho vay. Tai Chi
nhanh trong 100 dbng thu 13i tir tin dung thi
nim 2012 cé 18,34 ddng 13i tir ban 1&; nim
2013 ting lén 20,88 ddng va nim 2014 ting
16n 25,41 dong.

Ty 18 sinh 1&i cua TDBL phan anh kha néng
sinh 101 cia hoat d6ng TDBL, né cho biét sb
tién 14i thu dwge trén 100 ddng dir ng 13 bao
nhiéu. Chi tiéu ndy cao chimg to chit luong
tin dung t5t. Tai Chi nhanh Luu X4 trung binh
100 dfmg du ng bén 1é thu dwoe 10 ddng 13i.
Didu niy cho thiy chit legng tin dung bin 1¢
clia Chi nhénh twong dbi tét va n dinh.

Két qui dich vu ngiin hang ban 1é

* 8 lugmg khdch hdng va thi phdn

Tinh dén hét ngay 31/12/2014 thi sb lugng
khach hing cia Chi nhanh la 29.400. Trong
diéu kién trén dia ban c6 trén 19 NHTM dang
hoat d6ng, ngoai ra con ¢6 2 quy tin dung nhén
dan ciing tham gia cung cip dich vu ngén hang,
méi tnromg canh tranh kha khéc liét thi thi phin
hoat ddng clia Chi nhinh vin duy tri én dinh,
thuc tbp din dhu trong toan tinh.

* HE thong cdc kénh phdn phéi

Hi¢n nay, Chi nhanh d& phét trién duge 06
phong giao dich theo chi dao ctia cfp trén, dia
diém céc phong giao dich tip trung quanh khu
vire Gang thép cia tinh Thai Nguyén, didu nay
lam ndng cao khd niing canh tranh cta Chi
nhanh ta1 cic khu vuc trong didm tip trung
nhiéu doanh nghiép lién doanh, doanh nghiép
trong nudc ¢6 nhiéu tiém ning hira hen s&
mang lai cho Chi nhénh ngudn thu vé tin dung
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v dich vy. Dén 31/12/2014, Chi nhinh c6
duoc 16 miy ATM, 22 diém POS, tao dieu
kién thuan loi cho khéch hang trong viée giao
dich thanh toén, chuyén tién va sit dung céc
dich vy ngan hing, gop phin ning cao hinh
anh va vi thé ctia Vietinbank trén dia ban.

* Ndng cao thu nhdp cho ngén hang

Viéc phat trién c4c dich vu NHBL da mang lai
cho Chi nhanh mét ngudn thu nhép &n djnh va
ting truomg din qua cic nim. Hién tai trén
toan hé théng Vietinbank vin chua c6 chirong
trinh quan 1y thu nhap, chi phl theo timg dong
san pham nén vin chua thé tich bit duqc
nguén thu tir neng dich vy ban 16 so v6i ngudn
thu tir c4c san phém khic. Tuy nhién, ude tinh
cho thiy ty trong ngudn thu ndy co thé dat
khoang 9%, va trong tuong lai, lwong khich
hang cda céc dich vy nay ting lén s& 1 nguén
1¢1 16m hon nita cho Chi nhanh.

Han ché

* Vé cdc sdn ph(fm dich vy: Cac san phém
dich vu con don diéu, nghéo nan, chua
phong phii, da dang, chwa tao ra dugc su
khéc biét hoan toan, ndi trgi hon so véi cic
ngén hang khac.

* Vé mé hinh to chize: Chi dao ctia Lanh dao
Ngin hing vé viéc dinh huémg phit trién
thénh mdt NHBL hién dai cling nhur phat trién
céac dich vu da dang, tién 1ch méi chi 1a bude
dhu. Chc chi dao cu thé vé hoat dong bén 1
chua ddng bd, mang tinh 1& t&. TS chirc v&
con ngudi, md hinh, co ché, chinh séich, san
phim chua chuyén nghiép, chua ddp img
dugc doi hoi cia Ban linh dao ciing nhw yéu
cAu ciia mjt NHBL hién dai.

*Vé céng tdc marketing va cung cdp dich vu
Céc hoat ddng marketing ctia Chi nhinh vin
chua ¢6 dugc sy chuyén nghiép, bai ban ké tir
khau nghién ciru thi tnromg, tiép th san phim
cho dén khau “b4n hang” tryc tiép. Chi nhnh
vin chua c6 mét chu trinh chuén nao huéng
dén cu thé thirc hién céc hoat ddng marketing
nén trong qué trinh thyc hién mét sb chic
ning cia cic phong ban cén chdng chéo
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nhau. Chi nhanh chura thiét 1ap dirgc cac kénh
thu thap va xir Iy théng tin, chua c6 phin
mem Quin 1y quan hé khich hing (CRM),
chua ¢6 trung tim tu vin dién thoai (Call
center) din i viéc nghién ciru thi phan hé
trg khéch hang, nghién ciru v& phan hdi ciia
khéch hang véi san pham, gidi dap thic mic
chra dugc thue hién tét.

GIAI PHAP PHAT TRIEN DICH VU NGAN
HANG BAN LE TAI CHI NHANH

- Tié'p tuc hodn thién va phat trién cdc dich vy
NHBL méi: Cung chp thém mdt sb san phim
huy dong mdi ma Chi nhénh chwa cd nhu: 181
sufit tha ndi theo ky; tiét kiém bing vang; tiét
kiém c6 ky han bing VND dam bao bing
USD,... dong thoi thic hién kém theo mét sé
chinh sdch wu d3i v& 1@ sudt cho cic dbi
tugng khach hang dic biét.

- Néng cao ning lic tai chinh, tao didu kién
hién dai héa cong nghé: Xay dymg, mé thém
céc phong, didm giad dich m&i kém theo viée
lép dit cdc may ATM, POS tai cac huyén ma
Chi nhénh hién vin chua tiép cén duge nhu
Phé Yén, Pha Binh. Tiép tuc chinh sira, hoan
thién thém hé théng trang thiét bi hién co,
dim bao may méc van hanh tt, khong bi
hong hoc, mét dit Tigu, hay truc tric vé dudng
truyén trong quA trinh hoat déng, dép g
duge nhu ciu cia khach hang ciing nhu bin
thén céc can bd lam viée trong Chi nhanh.

- Ddy manh va ndng cao chét lwong cung vmg
dich vu NHBL: Do débi tuong khach hang cua
dich vy NHBL 14 rt da dang, thudc mo1 tng
16p dén cu trong %3 hoi, nén a8 tao sy chit
ddng, linh hoat cho cic nhin vién trong qua
trinh thuc hién giao dich thi Chi nhanh cin
tién hanh phan loai khach hang theo timg déi
fnrgng cu thé nhw khich khach hing VIP,
khich hang trung hru, khich hang binh
thuémg dé c6 chinh séch phit hop, 4p dung hé
théng tinh diém khich hang c4 nhan nhim
giam bét rii ro, gidp viée ra quyét dinh cho
vay dugc nihanh chéng, chinh xéc.

- Tang cwong hoat dong marketing: Thianh
lap mét bd phén Marketing chuyén nghiép,
phén céng nhiém vu 15 rang cho tung cé
nhan, phat trién cdc chién lugc sin phim,
chién lwoc “gia”, chién hrge xic tién hdn hop.
Dy manh hon nita cong tac quing co, gibi
thiéu cic dich vu NHBL trén cac phuong tién
thong tin dai ching, treo cic bing rén, khiu
hiéu tai nhilmg noi duge phép.

KET LUAN

Phat trién dich vu NHBL 14 mot xu hwong tht
yéu clia cic ngin hang hién dai trén thé gioi,
didc biét 12 trong giai doan ma nén kinh t&
khép noi dang phai trai qua thoi ky kho Khin,
bién dong khén hrong nhw hién nay, cho vay
c4c doanh nghiép I6n s& chira dyng rit nhiéu
rii ro. Nhén thirc duge diéu d6, Ngan hang
TMCP Cong thucmg Viét Nam-chi nhinh
Luu X4 d3 bit du c6 nhimg budc tién méi
sang linh vuc NHBL dé theo kip véi thoi dai,
dbng thoi gép phin gy dung tén tudi ngay
céng 16n manh hon trong 1ong ngudi déan. Vi
mong muén nhimg sin phém hién dai, cong
nghé cao ctia ngin hang duge tidp can véi
ngudi dan tinh nha, gitp ho hiéu biét hon linh
virc méi mé niy dé c6 thé lya chon san phim
dich vu ¢6 ich nhét, phit hop nhdt véi minh,
Ngén hang TMCP Cong thuong Viét Nam-
chi nhénh Luu X4 cAn khic phuc nhimg han
ché cia minh vi nhanh chéng dua dich vu
ngan hang ban 1& phat trién hon nita trén dia
ban tinh Thai Nguyén.
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SUMMARY

DEVELOPMENT SOLUTIONS RETAIL BANKING IN VIETNAM
JOINT STOCK COMMERCIAL BANK FOR INDUSTRY AND TRADE
—~LUU XA BRANCH

Ha Thi Anh’
College of Economics and Technology — TNU

In the trend of globalization and mtemational economic integration, along with the implementation
of fully open market of banking services and mechanisms of protection for banking services in the
country is no longer the general banking and retail banking services in particular will be very
fierce competition. Demand for retail services at commercial banks increasingly require that each
bank must find ways and means to promote the service, not only increased the number of products
and services that it is important to improve the quality and effectiveness of each type of services,
including retail services. Articles baseline study of retail banking services in the Bank Trade of
Vietnam-branch Luu Xa and find out the achievements, limitations and cause the development of
retail banking services thus brought a number of measures to develop retail services in
Commercial Bank for Industry and Trade - Luu Xa branch.

Keywords: Retail banking services, credit ding, solution

services,banking.
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