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Tom tdt: Ndng cao hieu qud hogt dong (HQHD) ludn Id van de co tinh chien luoc doi vdi moi 
doanh nghiep (DN) trong ca chi'thi trUdng, dgc biit cdc DN kinh doanh tien ti vi do Id cO sd 
quan trong cho sUton tgi vdphdt trien cua nen kinh te. Ddnh gid HQHD cho phep DN phdt 
huy nhdng mat tich cUc vd dua ra cdc gidi phdp ndng cao HQHD cho cdc ton tgi. Bdng diem 
cdn bang (BSC) cho phep ddnh gid todn diin HQHD tren cd phuong dien tdi chinh vd phi tdi 
chinkBdi viet ndy, tdc gid vgn dyng BSC nhdm ddnh gid HQHD cua Ngdn hdng Thuang mgi 
CO phdn (TMCP) Ngoai Thuong Viit Nam, td do gop phdn ndng cao HQHD cho Ngdn hdng 
trong nen kinh tethi trudng. 

Tit khoa: Hieu qud hogt dong, Ngdn kdng Thuang mgi, ddnh gid hiiu qud. 

APPLICATION OF BSC ASSESSING THE EFFICIENCY OF OPERATIONS OF 
JOINT STOCK COMMERCIAL BANK FOR FOREIGN TRADE OF VIETNAM 

Abstract: Improving operational efficiency (OE) is always a strategic issue for all businesses 
(enterprises) in the market mechanism, especially for currency businesses because it is an 
important basis for existence, and development of the economy. OE assessment allows 
businesses lo bring into play positive aspects and offer solutions to improve OEfor existing 
problems. Balanced seoreeard (BSC) allows comprehensive evaluation ofOE in bothfinancial 
and non-financial aspects. In this article, the author uses BSC to evaluate OE of Joint stock 
Commercial Bankfor Foreign Trade of Vietnam, thereby contributing to improving OEfor 
the bank in a market economy. 

Keywords: Perfonnance, Commercial Bank, performance evaluation. 

1. SdlUdcve Ngan hang ThUtfng mai Co phan dang va tritdng thanh, DN da cd nhflng ddng 
NT Viet Nam gdp quan trong cho sd on dinh va phat trien cua 

»T ~ , . », .^, . . . V , -i~ ,. nSn kinh te'. Ngay nay DN da trd thanh mdt ngdn 
Ngan hang NT Viet Nam IrUdc ddy, nay la . , ^ ^ ''r , ' ^ ,- u , ' -̂  
- , - r^T..-,^., • ., T ^ . - , .- hang da nang, hoat dong da Imh vLfc, cung cap 

cho khdch hdng day du cac dich vu tai chinh. Ngan hdng TMCP NT Viet Nam, di/dc thanh lap 
va chinh thiic di vao hoat dgng ngay 01/4/1963 DN la mdt trong 4 NHTiVl Nhd nudc Idn nhat 
vdl to chtfc tien than Id Cue Ngoai hoi (tnic y-g^ ^ ^ ^ ^^. ^^.^ ^^QQQ ^^^ ^^ ^ j ^ -^ ^-^^^ hdn 

thudc NHNN Viet Nam). La NHTM Nha nUdc 50^ ^hi nhanh/Phdng Giao dichA^an phdng dai 
dau tien dUdc Chinh phu liia chon thifc hien tin' didn/Ddn vi thanh vien ttong va ngoai mtdc. 
dilm CO phan hoa. Doanh nghiep (DN) chinh 
thdc boat ddng vdi tli each la mdt ngan hang 2. PhUdng phap nghign cufu 
TMCP vdo ngay 02/6/2008 sau khi thUc hien Bdi viet thu thap dii lieu thiJ cap tCf cac Bdo 
thanh cdng co phan hda va phat hanh c6 phieu cao tai chinh, bdo cao thifdng nien, bdo cao kiem 
Î n dau ra cdng chung. Trai qua hdn 55 nam xay soat cua Ngan hang TMCP NT tren trang Web 
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doanh nghiep. Tren cd sd sd lieu ciia^cdc bdo 
cao, tdc gia tien hanh thu thap, ti'nh toan cac chi 
ti^du, so sanh, lap bdng de phan tfch cac thdng tin 
tai chinh vd phi tai chfnh phuc vu cho bai viet. 
3. Ke't qua nghi§n cihi 

3.1. Ket qud nghidn citu khdi qudt vi hoat 
dong kinh doanh 

Nam 2018, kinh tg" thd' gidi tiep tuc cd dau 
hieu kha quan tuy nhien vdn tiem an rui ro tCf 
chien ti-anh thddng mai giOa cac nSn kinh te Idn. 
Kinh td' trong mtdc ti^p tijc duy tri dUdc da tang 
tnidng vd vildn len manh rae vdi tang Uitdng 
GDP 6 miic 7,08% vd la miic tang tnidng cao 
nhat trong 10 nam trd lai day; lam phat tiep tuc 
diidc kiem soat thap hdn miic muc ti8u 4% (CPI 
binh qudn tang 3,54%). Ngdn hdng TMCP NT 
ddnh dau chdng dtldng 55 ndm dang xay va phdt 
trien, DN tiep tuc biit pha, hoan thdnh xud't sac, 
toan dien tdt cd cac chi tieu ke hoach de ra, tao 
dd̂ u ah mdi tren nhilu phUdng dien va khang 
dinh vi tri sd I ve Idi nhuan va chat lUdng boat 
ddng. Ket thiic nam 2018, Idi nhudn trUdc thue' 
cua DN dat gan 18.300 ty ddng, tang 61,1% so 
vdi ndm 2017 va gap gan 3 lan so vdl thdi diem 
bat dau tai cd cau giai doan 2016 - 2020. Dac 
biet tren n^n tdng tong tai sdn va tang trtfdng 
tin dung thap hdn so vdi nhiing nam trUdc, Iai 
sud't cho vay thugc nhdm thap nhat tri trUdng, 
kg't qua ndy Idiang dinh difdc ti'nh diing dan cua 
chi^n lUdc chuyen dich boat ddng kinh doanh 

tap trung vdo 3 tru cdt chfnh la ban î , ^-'^ 
doanh von va dich vu, kdt hdp vdi sU tdn tdm 
cdng hien cua todn bd can bg DN tren toan hS 
thdng. Sau day la cdc chi tidu tai clu'nh quan 
trong cua DN. 

- Tdng tdi san tdng tnfdng on dinh va nhanh, 
duy tn vi tri thii 1 ve qui md trong he tho'ng ngan 
hang Viet Nam: mtic tdng trUdng cao nhd't. Den 
31/12/2018, tong tai san dat 1.074.026 ty dong, 
tang 38.733 ty dong, tUdng Ung tang tnfdng 
3,7% so dau nam. 

- Nguon von huy ddng dam bao dap ting 
nhu cau si dung vdn va ddm bdo an toan, 
thanh khodn ciia he thdng, diing cao tren thi 
trudng Huy ddng vd'n tang trUdng nhanh, de'n 
31/12/2018, huy dong vdn dat 899.914 ty dong, 
tang trUdng 13.4% so vdi dau nam (tUdng dUdng 
tang 106,238 ty), thi phan huy ddng vd'n cua DN 
ludn ludn diing dau trong he thong Ngan hang 
ThUdng mai. 

- Du nd tin dung tang trudngcao hdn miic 
tang trudng binh qudn cua nganh va tuan tini 
gidi han quan Iy cua NHNN Viet Nam, chat 
lUdng tin dung dUcic kigm soat theo muc tieu 
da de ra . DU nd tin dung tdng tnfdng nhanh va 
dn dinh ti'nh den 31/12/2018 Du nd tin dung dat 
543.434 t^ dong, tang manh. 

- Ddm bao cac chi deu an toan hg thd'ng, 
kiem toan va dinh hang tin nhiem qudc te: Hd 
sd CAR d mUc duy tri ;" >ll% theo ygu cau cua 

B^ng 1: Ket qua cac hoat dong cua DN giai doan 2015-2018 
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Bang 2: Ty trong tlKng phurong dien tror 
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NHNN, cac cM tieu an todn thanh khoan deu 
ddm bdo dung quy dinh. 

3.2. Ket qud nghien cihi vi thUc trang vd cdc 
dieu kien dp dung BSC tgi DN. 

Sau khi cliinh thUc chuyen d6i thanh Ngdn 
hang TMCP, DN da thay doi nhieu ve qudn tri 
dilu hanh, cdchS'hoat ddng kinh doanh, che do 
lUdng, thudng, phiic Idi... cung nhU viec danh 
gia hieu qud hoat ddng ciia th'ng bd phan trong 
ngdn hdng. Tuy nhien qua trinh ddnh gid hieu 
qud boat ddng thien ve nhiJng chi sd tdi chfnh, 
do vay ban che tam nhin ciia cac cap quan tri 
chiŜ n lUdc. Do vay, trong giai doan phdt trien 
mdi DN da chii trgng de'n viec qudn tri chien 
Iddc mdt each todn dien, do la trien khai dp 
dung BSC 6 tat cd cac cap tiJ cap toan he thong, 
ca'p cdc ddn vi va cap ca nhdn. 

Muc tieu ap dung BSC tai DN: 

Danh gid tinh hinh hoat ddng kinh doanh d 
tat cd cdc cap mdt cdch loan dien. 

Nang cad gid tri cho khdch hang, co ddng, 
nhan vien va cgng ddng. 

(Nguon: Bdo cdo DN ndm 2015) 

Quan Iy hieu qud cac nguon lUc hoat dgng. 
Ket ndi chien lUdc cua ngdn hang vdi cac hdat 
dgng cua nhan vien. 

Tao ra mgt sU thay doi manh me va sU Hnh 
boat cho ngan hang. 

Noi dung cd ban cua BSC tai DN: 

BSC dUdc xay difng tten 04 phUdng dien: 
Tai chfnh, Kliaeh hdng, Quy trinh noi bg, Dao 
tao/Hoc hdi vd phdt trien. De van dung danh gia 
thuc trang BSC tai DN mdt each toan dien, tdc 
gid khao sat cac yeu to, dieu kien ap dung BSC, 
cu the nhu sau: 

3.2.1. Kii qud nghien cdu cdc dieu kien chu quan 

Chiin luac phdt trien cua DN, DN dd hodn 
tdt viic xdy dung Chiin luoc phdt trien den ndm 
2020 vd k^ hogch kinh doanh giai dogn 2015-
2018 trong do phdn tich mdi trudng cgnh tranh 
cua ngdnh, so sdnh vdi cdc ddi thu cgnh tranh, 
due kit nhicng diem manh, diem yeu, cO hpi, 
thdch thdc. Xdc dinh Sd menh, Tam nhin, Gid 
tri cot ldi vd He thSng cdc chi tiiu chien lUOc 
giai dogn 2015-2018 

Bang 3: The diem can bang cua DN: l ^ i a cauli tai cliintl 

, . . . . ^ L . . - . , - Muc tieu TliUcliien Muctifu 
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1.3. NSng cao he Ciii thien mdc dinh hang tin nhiem 
sd tin nhiem qudc te (Moody's) 
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Bang 4: Khia canh Idiach hang 
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Tdc do tang tiTJdng khach 
hang ca nhan mdi/nam 

So' lUdng phan nan cua khach 
hang ca nhdn ve chat lUdng 
san pham dich vu 

Sd lUdng phan ndn cua khach 
hang doanh nghiep ve cha't 
lUdng sdn pham dich vu 

SdlUdng cac CN dat chuan 
nhdn dien thUdng hiSu 

>15% 

>12% 

Tdng tdi thieu 
14%/nam 

Moi nam 
giam 5% 

95% 

•n Muc tieu 
2015 

12% 

12% 

22,40% 

-Tyle 
KH phan nan 

la 10% 
- Gidm 5% so 
vdi nam 2013 

85% 

>I4% 

>13% 

Tang tdi thieu 
13%/nam 

- Ty le KH 
phan nan 10% 

- Giam tdi 
thieu 5%? so 

vdi nam 2014 

95% 

Sut menh: DN ludn d6ng hanh, chia se va 
cung cap dich vu tdi chinh-ngan hang hien dai, 
tot nhat cho khach hang; cam ket mang Iai gia 
tri td't nhat cho cac co ddng; tao Idp mdi trUdng 
lam vigc chuydn nghiep, thdn thien, cd hdi phat 
tri^n nghe nghiep va ldi ich xdng dang cho moi 
nhdn viSn; vd Id ngan hang tien phong ttong 
boat dgng phdt tri^n cdng dong. 

T^m nhin: 

- Trd thanh Ngdn hang sd' 1 ddng dau tai Viet 
Nam. 

- Ld 1 ttong 100 Ngdn hang tdt nhat Chdu A, 
1 ttong 300 Ngan hang qudn tri td't nhat the gidi, 
tudn theo cac quy dinh hien dai. 

Gia tri cot loi: 

Sang tao, mang lai gid tii thie't tiiUc d^n 
ichdch hang 

Phat trien khdng ngifng, hUdng tdi muc tiSu 
danh muc khach hang la nguon tdi sdn quy nhd't 
vd dang tu hdo cua DN. 

Chu ddo, tan tdm vdi khach hang la muc tieu 
phiui ddu. 

Ket noi rdng khap, xdy diing mdt Ngan hang 
qud'c gia sdnh tam vdi khu vUc va die gidi. 

Ludn tim tha'y du khac biet tren n^n tang chat 
lUdng va gid tri cao nhat. 

De cao ti'nh an toan va bao mat bao ve ldi fch 
ddi vdi khdch hang. 

Trien khai The diem cdn hang 

Sau khi hoan thien Chien lUdc phdt trien, DN 
dd xdy dung he thdng cac muc tieu, chi tieu va 
dang xdy dUng chddng trmh cac giai phdp chien 
lUdc KSI 

Bdn phUdng dien tai BSC cua DN bao o6m 
cdc muc tieu va chi ti6u cu the nhu sau- Ve'̂ cac 
gidi phap chie-n lUdc, DN dang trî n khai vdi 
vdl 08 nhom giai phap nham dat dudc cac muc 
tieu chien lUdc, gom: 

1. KSI cdi thien cd cau khach hang 

2. KSI phat trien dgi ngu cha't lUdng cao 

3. KSI phat triin he thdng cdng nghg 

4. KSI tang cUdng quan tri rui ro 

5. KSI cdi tie'n quy ninh httdng ^^^ khach 
hang " 

6. KSI nang cao hieu qua hoat dpng 

7. KSI nSng cao nhto dita thUdng hieu 

8. KSI cai thi$n van hda doanh nghis 

3.2.2. Kel qui nghien ciiu cdc diiu kitn kh • 
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Bdng 5: Khia canh quy trinh ndi bp 

Mu 
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2014 -2015: 
-Tdi thilu 11% 

2015-2018: 
<2% 

Tdi da 10% 

- Danh gia lnam/1 lan 
- Giam 5% so vdi 

nam trudc 

- Tang trUdng 5%/ nam. 
-Nam 2015: 
650 trd/ngUdi 

-Ddnh gid 1 lan/ nam 

Tdi thieu 02 idn/nam 

9,01% 

1,7% 

12% (dd'i 
vdi nganh 

ThUdng mai 

10 Idi/can bd 

550 trd/ 
ngudi 

- Ddnh gid 
1 lan/ nam 

Ddm bdo tdn 
sudt danh 
gid/ra soat 
dinh ky tdi 
thieu 02 Idn 

Tdi thieu 9% 

1,3% 

tdi da 10% 

- Gidm 5% 
so vdi 

nam trUdc 

600 ttd/ 
ngUdi 

- Danh gid 
llan 

Tdi thilu 02 
lan 

Mdi tnfdng phap Iy va chfnh sach cua NHNN. 
Dap ling yeu can ciia dS dn Tai cd ca'u DNNN 
giai doan Men nay ciia Thu tUdng Chfnh phu, 
DN da hoan thanh nhiem vu cd bdn co phin hda 
va thUc hien EPO chfnh thUc niem yet co phieu 
tren san HOSE. Tii do nang cao nang lUc canh 
tranh va doi mdi boat ddng quan Iy dieu hanh. 

Sdc ep canh tranh tU cac Ngdn hang khac. 
Hi$n tai viec ap dung BSC d cdc ngan hang Viet 
Nam van cdn khiem tdn, chii yeu cdc NHTM Idn 
radi cd dll dilu kien ve sU quyet tdm, nhan lUc 
va kinh phf dl ap dung BSC. Hdn niia, viec ap 
dung BSC tai cac ngdn hdng nay cdn chUa triet 
de, mot sd NH ap dung nhU BID, MBBank... 
Mgt sdNHTM tai Viet Nam dang ap dung BSC 
tUdng dd'i thdnh cdng va thu dUdc nhung ket qua 
nhdt dinh nhU Ngdn hdng TMCP A Chdu,, Ngan 
hang TMCP Cdng thUdng (Vietinbank), Ngan 
hang TMCP Quan ddi (MBBank). 

4. Thao luan va khuyen nghi cac dieu kien ap 
dung BSC tai DN 

Thdo luan cdc dieu kien dp dung BSC tgi DN. 

Viec xdy dung Chien luac cda DN khd hodn 
thiin. Chien lUdc phat triin cua DN dUdc xdy 
dung kha chuyen nghiep, chuan bi trong mdt 
qud trinh dai, ky lUdng, cd sU dau tU ve nhan 
lUc va dUdc sU giiip dd cua tU va'n. Cd s6 de xdy 
dUng chien lUdc tUdng dd'i todn dien, chd't lUdng 
td't, chii trgng de'n phan tfch mdi trUdng vi md, 
phdn tich thi ttUdng vd danh gid canh ttanh. 

Mo hinh qudn ly ro rdng vd vai trd Ban dieu 
hanh khd sdu sdt. Ban lanh dao vd Ban dieu 
hanh DN dd the hidn dUdc sU quyet tdm trong 
viec xdy dUng va quan tri chien lUdc khi tham 
gia chi dao tnic tiep. Trach nhiem cua Ban Ianh 
dao trong xay dUng va triin khai BSC dildc quy 
dinh rd rang trong tid'n trinh quan Iy. Ke hoach 
nay cho thay ky vong Idn tii Ban Ianh dao ttong 
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viec quan tti chi^n lUdc de dat dUdc cac muc tieu 
de ra thong qua viec tiien khai dp dung BSC. 

Nh&n luc vd mo hinh triin khai BSC dudc 
dinh hinh vd phdn cdng. Mo hinh to chiic cua 
DN dang tiing bUdc dUdc kien toan tiieo hUdng 
hoat ddng theo chieu dgc, tiieo do quan ly phdng 
ban theo thi tnidng phuc vu. Dieu nay gdp phan 
tao dilu kien ap dung BSC hieu qua vd giiip 
ttog bd phan cd tbl dd'ng gdp vao kd't qua chung 
hodn thiSn cac muc tieu chung. 

Quy trinh xdy dUng BSC tgi DN ro rdng vd 
tuang d6i hodn thien. Cac muc tieu va chi tieu 
ttong BSC da bao gom ca cac chi tieu tai chfnh 
va phi tdi chfnh, tUdng ddi toan dien, bao trum 
cdc mat boat ddng tren cd sd trien khai Chien 
lUdc phat trien da de ra. Cac KSI dUdc xdy dUng 
toan dien, hUdng den dinh vi khach hang va dUa 
tren nhflng gid tri cdt loi cua DN. 

Ca sd vat chat ky thuat du<;c chudn bi trUdc. 
DN da nhdn thdc dUdc vai trd cua dii lieu va 

dang cd cd sd dfl lieu ngi bd Idn ffong "hieu 
nam dua ttdn nen tang cdng nghe hien dai, g^p 
phan tra cdu va dua ra cac quyg't dinh qua" ^ 
dilu hdnh. 

Vdn hoa doanh nghiep dd co si/ thay ddi. C0 
cha'ddng luc lam viec va van hda cong sd dang 
dan thay doi va cki tiiien tai DN, giiip tao ra mdi 
tnfdng lam viec nang ddng, hieu qud hdn, se 
gdp phin quan ttong ttong triin khai thanh cdng 
BSC tai day. 

Tuy nhiSn, DN Id 1 trong nhiJng Ngdn hang 
thUdng mai Idn nhd't Viet Nam, vdi muc tieu 
phat triin trd thanh Tap doan tai chfnh da ngdnh 
nhUng rd rang viSc ap dung BSC vdn cdn nhieu 
han che, do cdc dilu kien van dung chua dam 
bao. 

De xudt cdc gidi phdp hodn thien cdc dieu 
kiin dp dung BSC tgi DN 

Ndng cao vai trd cHa Ban tank dgo cdc Cdp. 
Can gdn chat ttach nhiem cua HDQT vdi viec 

Bang 6: Khia canh Dao tao va Phat trien 

Muc tieu Chi tieu do ludng Muc tieu Thtfc hien Mue tieu 
2015-2018 2014' 2015 

4.1. Phat tiien 
ddi ngu chat 
lUdng cao 

4.2.Cdi Uiien 
van hda 
doanh nghiep 

4.3. Phdt trien 
hd thd'ng 
cdng nghe 

Sd' lUdt cdn bd dUdc dao 
tao nghiep vu hang nam 
(theo sd Idp dao tao) 

Ty IS can bd cd chiing chi 
ngoai ngii dat tidu chuan 
theo quy dinh. 

Ty le nhdn vien nghi vide 
(ttf nguyen va bat budc 
- theo tong sd nhan vien 
toan he thong) 

Ty 1$ can bg nhan thdc, 
hieu vd thiic hien theo 
bd quy tac iing xii, quy 
chuan dao ddc va phong 
cdch giao dich 

SdlUdt truyen 
thdng ve van hda 
VIETCOMBANK 

So lUdng du an CNTT 
cham tien dd/nam 

-Nam 2018: 
15.000 lUdt 

- Toan giai doan: 
60.000 lUdt 

100% 

-Tdi thieu 2%/ 
tong sd nhan vien 

loan he thong 
(hang nam) 

- Ddnh gia 1 n5m/l 
lan 

- Toi tiiieu 95% 

> 1650 lUdt (mdi 
ddn vi to chdc 

td'i thieu 2,5 lUdt 
ttuyen thdng/nam) 

Nam 2015: 5 

12.000 lUdt 

95% 

1,2% 
(190 cdn bd ngW 
viec /I6.560 can 
bd toan he thdna) 

96,70% 

300 

3 

14.000 lUdt 

96% 

>I,5% 

>95% 

400 

3 

———_, 
So 16 thang 12 nam 2019 

i'''nil doanh 



nhij xar. mm iram n"!iin, chinh sdch, dinh hUdng 
chien lUdc va giam sdt theo ddi viec thUc hien 
chien lUdc vd the Men rd rang. Kiii ttach nhiem 
cua HDQT dUdc quy dinh cu the thi trgng tam 
hoat dgng cua HDQT ciing dUdc hUdng den viec 
xdy dung va quan tri chien lUdc. Tif do, PIDQT 
de dang dat dUdc sU dong thuan td'i da va truyin 
dat chien lUdc dinh ra trong toan he thong ngan 
hdng. Khi chie'n lUdc da dUdc phe duyet, Tong 
giam doc (TGD) vd Ban TGD chiu ttach nhiem 
thuc Men Men qua ke hoach chid'n lUdc. Bd phan 
chuyen trach phuc vu qudn tri cMen iUdc theo chi 
dao ciia TGD va Ban TGD Uiiic hien xdy diing 
he thdng bdo cao va theo ddi thuc Men hieu qud. 
Vdi viec trien khai thdnh cong Ke hoach chien 
lUdc la ttach nMem cua Ban TGD, tat ca cac 
ddn vi trong he thdng dUdi sii dieu hanh cua Ban 
TGD se tudn thu sii cM dao cua TGD trong viec 
phdii hdp vdi ddn vi dau mdi phu trach chie'n 
lUdc, triin khai vd giam sat. 

Dinh vi khdch hdng. DN can triin khai dU 
an Dinh vi khach hang cang sdm cang tdt ttdng 
thdi gian tdi. Ddi tUdng khdch hang md DN 
mong mudn phuc vu va hUdng tdi de dem Iai 
Idi i'ch can dUdc xdc dmh rd. Trong giai doan 
03 nam gan day, viec dinh vi khdch hang cua 
DN da md rdng cd Khdch hang doanh nghiep va 
Khach hang cd nhan. Mgt loat cac chUdng tnnh 
cham soc khdch hang cd nhan da dUdc tung ra 
dl thu hiit cdc khach hdng mdi. Tuy nhien vide 
dinh vi nay cdn kha chung chung, ngay bdn thdn 
DN cling can xac dinh dUdc chfnh xac va cu the 
nhdm khdch hang muc tieu, hUdng tdi (theo thu 
nhap, tuoi, vung mien...). 

Hodn ihien nguon nhdn life. DN can day 
nhanh viec hodn thien md Mnh to chdc theo 
cMeu dgc, tap trung hda boat ddng ngMep vu 
dd'i vdi khach hdng DN, khach hang cd nhdn, 
quan ly phdng ban theo thi tinldng phuc vu. 
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