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LOI CAM POAN

T6i xin cam doan rang, day la cong trinh nghién ciru cua riéng toi. Nhitng sb
lieu, thdng tin va két qua nghién ctu trong luan vian 1a trung thuc va chua duoc sir
dung dé bao vé bit ctr mot luan van nao. Moi su gitip d& cho viéc thuc hién luan
van nay di duoc cam on va cac thong tin trich dan trong luan van déu da dugc ghi

rd nguon géc.

Thai Nguyén, ngay thang nam 2019

Tac gia
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LOI CAM ON

Pé hoan thanh luan vin ndy, toi xin chan thanh cam on téi Ban Giam hiéu
Truong Pai hoc Kinh té va Quan tri Kinh doanh — Pai hoc Thai Nguyén, cam on
c4c thay, ¢ gido da truyén dat cho t6i nhitng kién thic quy bau trong suét qué trinh
hoc tap va nghién cau. Pac biét 1a PGS.TS Tran Chi Thién, nguoi da danh nhiéu
thoi gian, tao diéu kién thuan loi, huéng dan vé phuong phap khoa hoc va céch thuc
thuc hién cac noi dung caa dé tai ndy. T6i xin chan thanh cam on Lanh dao Ngan
hang Céng thuong Viét Nam chi nhanh Cao Bang ciing cac phong, ban va c4c anh
chi trong don vi d3 cung c4p thong tin, va nhiét tinh gitp d& cho qua trinh nghién
ctru va hoan thién dé tai. Trong qué trinh nghién cau, mic du da c6 gang dé hoan
thanh luan vin, tham khao nhiéu tai liéu, trao do6i va tiép thu nhiéu y kién cua thay,
cd va ban bé ddng mon, Song do diéu kién, thoi gian va kha ning con han ché nén
kho tranh khoi nhiing thiéu sét. Vi vay, t6i mong nhan duoc sy quan tam, dong gop
y kién cua céc thay, ¢ gido va cac ban dé luan van dugc hoan thién hon.

T6i xin chan thanh cam on!

Thai Nguyén, ngay thang nam 2019

Tac gia
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STT | Ky hiéu Nguyén nghia

1 CBVC Can b0 vién chuc

2 cIcs Trung tam tuong tac voi khach hang (customer interaction
centers

3 CIF H6 so khach hang - Customer Information Files

4 CNTT Cong ngh¢ thong tin

5 CMCN Céach mang cong nghi¢p

6 CSKH Cham so6c khach hang

7 CRM Quan tri quan hé khach hang - Customer Relationships
Management

8 HDQT Hoi dong quan tri

9 <0 To chic Quoc t¢ vé Tiéu chuén héa - International
Organization for Standardization

10 KHDN Khach hang doanh nghiép
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12 NHTMCP | Ngan hang Thuong mai co phan

13 NHNN Ngéan hang nha nudc

14 NTCTVN | Ngin hang Cong thuong Viét Nam

15 PGD Phong Giao Dich

16 TMCP Thuong mai ¢6 phan

17 TNHH Trach nhi€ém hiru han

18 VND Viét Nam Pong
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