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Tom tit 
Muc tieu nghien cffu la tim ra thuc trang marketing dich vu vi sdn phdm cho vay tiiu dung cd 
nhdn tgi Agribank chi nhdnh Dgi Tff, tinh Thdi Nguyen (sau day goi tat Id Chi nhdnh) nham 
dua ra gidi phdp phu hap vdi ddc thu cua Chi nhdnh de phdt trien, md rgng cho vay tiiu diing 
ciia Chi nhdnh trong thdi gian tdi. 

Tu" khoa: marketing dieh vu, cho vay tiiu ddng cd nhdn, sdn phdm 

Summary 
The research is to find out the current situation of services marketing of personal consumption 
loan at Agribank Dai Tu branch, Thai Nguyen province (hereinafter referred to as Branch). 
On that basis, it offers solutions in line with specific characteristics of the Branch so that it 
can expand personal consumption loan in the near future. 
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GIOI THIEU dich thda man nhtfng nhu cau va mong 
mud'n ciia con ngtfdi. 

Nhan thtfc dtfdc tim quan trong ciia viec phat trien va Cdn theo Tran Minh Dao (2014), 
mdrdngchovaytieudunghiennay,Chinhanhdavadang marketing la qua trinh lam viec vdi thi 
de ra nhffng chie'n Itfdc cu the de phat tnen mang cho vay trtfdng d l thtfc hien cac cuoc trao ddi 
lieu diing ciia minh. Chie'n Itfdc giai doan 2016-2020 cua nham thoa man nhffng nhu clu va mong 
Agribank tie'n de'n muc tieu la mpt tfong nhiftig ngan hang mud'n cua con ngtfdi. Cung cd the hieu, 
ban Ie khdng chi d mang ndng nghiep va ndng thdn, hoat marketing la mdt dang hoat ddng cua 
dpng cho vay tieu dung la mang hoat ddng hieu qua va con ngtfdi (bao gdm ca to chtfc) nhSm 
dtfdc coi la trong tam, nhtfng cac chi nhanh Agribank van thda man cac nhu clu va mong mudn 
dang gap phai nhiJng khd khan do stf canh tranh khd'e Uet ihdng qua trao ddi. 
ttf cac ngan hang flitfdng mai (NHTM) CO phan khac tfen Trong khi dd, marketmg dich vu la 
dia ban, nhtf: BIDV, Techcombank, ABBank... Chinh vi stf thich nghi ly thuye't he thd'ng vao thi 
vay, trong Id ttinh chinh phuc khach hang, Chi nhanh can irtfdng dich vu, bao gdm qua trinh Ihu 
nghidn ctfu marketing dich vu ddi vdi san pham cho vay nhan, tim hieu, danh gia va thda man 
lieu dung ca nhan nham nang cao hieu qua kinh doanh va nhu cau cua thi trtfdng muc tieu bang 
vi the canh tranh tren lhi trtfdng. he ihd'ng cac chinh sach, cic bien phap 

^ z, ' ,' , , , tac ddng vao loan bd qua trinh td chttc 
CO^SO LY THUYET VA P H U O N G PHAP san xua't cung ting va lieu dung dich vu 

NGHIEN CUU thdng qua phan phdi cac ngudn Itfc t i 
chu'c (Ltfu Van Nghiem, 2008) 

Cdsd ly thuydt Cac cdng cu marketing giffp cho td 
Theo Phihp Kotler (2007), marketing la Iam viec chifc cd the dap ifng dtfoc nhu cau cua 

vdi thi trtfdng dl thtfc hien nhtfng vu trao ddi vdi muc khach hang va cung ca'p cho khach hang 
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•HiTn,T^ 

cac gia tri cin thie't. Marketing hdn hdp 
da chl ra chie'n Itfdc triin khai, thi^c hien 
bang c^c cdng cu va ky thuSt nha't dmh, 
nhif: san pham (product), gi^ ca (price), 
phan phdi (place), xuc tie'n hdn hdp -
truydn Ihong (promotion), gpi chung 
la 4Ps. Tuy nhien, si> diing 4Ps da bpc 
16 han che' cua viec sff dung cac cong 
cu marketing cho dich vu ndi chung ya 
cac dich vu cho cac nganh cu thi . Dieu 
nay xua't phat ttf dac diem ciia dich 
vu, nd vtfdt qua 4Ps. Marketing hdn 
hiJp cac nhan td npi tai d mdt to chtfc, 
bao gdm 7 yd'u td cd ban thudc cdng 
cu markedng dich vu, dd la: san pham 
[product), gia ca (price), phan phd'i 
(place), xiic lien hdn hdp - Iruyen thdng 
(promotion), con ngtfdi (people), quy 
trinh (process) va minh chffng hffu hinh 
(physical evidence), thdng thtfdng dtfdc 
goi la 7Ps. Cac nha marketing sff dung 
phdi hdp cac ye'u td' ndi tren vdi mffc dd 
quan trong khac nhau tao thanh khung 
marketing rieng cho ttfng dich vu cu the 
vdi doan thi trtfdng ridng biet (Ltfu Van 
Nghiem, 2008). 

Hilu rdng ra, marketing dich vu ve 
san pham cho vay lieu dilng ca nhan la stf 
thich nghi ly thuye't he thd'ng vao khach 
hang ca nhan cd nhu clu vay tidu dung, 
bao gom qua Irinh Ihu nhan, tim hieu, 
danh gia va thda man khach hang bkng 
hfe thdng cac chinh sach, cac bidn phap 
tac ddng vao toan bd qua Irinh td chtfc 
cho vay lieu dung cd nhan thdng qua 
phSn phd'i cac ngudn Itfc cua ngan hang. 

Phtfflfng phap nghidn cii'u 
Stf dung phtfdng phap thu th^p dff lidu 

thii cap qua cac bao cao ke't qua hoat ddng 
kinh doanh, bao cao cho vay tieu dting ca 
nhan cua Chi nhanh qua cac nam 2017-
2019; sd lieu sd ca'p thtfc hien dieu tra 
phong van 14 i ngtfdi trong thang 01 /2020 
(trong dd 35 nhan vidn va 106 khach hang 
canhan su'dung dich vu cho vay tieu dung 
cua Chi nhanh vdi thdi gian vay la 3 nam 
Mn tuc). Ben canh dd, nghien cffu nay 
thifc hien phan tich dff lieu tren phan mem 
thdng ke SPSS 20.0. 

KETQUAHOATDONGMARKETING 
DICH VU CHO SAN PHAM VAY TIEU 
DUNG CA NHAN TAI CHI N H A N H 

San pha'm 
^ Hien nay, Chi nhanh cho vay tieu 

dung vdi nhieu hinh Ihtfc khac nhau, nhtf: 
cho vay sii'a chtta nha cffa, mua sam vat 

BANG 1: KET QGA KHAO SAT v l CHIMH SACH SAM PHAM 
CHO VAY TIEU DGNG CA NHAN TAI CHI NHANH 

Chl tieu 

San pham dich vu rat da dang, tao 
tra nhieu si/ lifa chon cho ngir6i 
tieu diing 

San pham co sif khac hiet vSi cac 
NHTM khac tren dia ban 
San pham dich vu mang lai nhieu 
ldi ich cho khach hang 
San pham cho vay tifeu dUng mang 
tinh canh Iranh cho chi nhanh 

Mifc danh sia 

Kem 
(1) 

II 

17 

12 

10 

Y6'u 
(2) 

18 

26 

17 

19 

Trung 
binh 
(3) 

26 

38 

25 

24 

TS't 
(4) 

35 

43 

47 

55 

tot 

51 

17 

40 

33 

T^ng sfi" 
phiS'u 
tra ldi 

14] 

141 

141 

141 

Diem trung Wnh 

Di^m 
trung 
binh 

3,69 

3.12 

3,61 

3.58 

3,50 

MiJc 
y 

nghta 

Tot 

binh 

Toi 

Tot 

T6't 

Mgu6n 

dung trong gia dinh, cho vay du hgc, mua ba't ddng 
san... Diem manh ctia cac san pham vay tieu dung Chi 
nhanh la ra't Iinh hoat, bao g6m ca hinh thffc vay tin 
chap va vay the' cha'p. Trong do, quy md cho vay tieu 
dung Idn nha't la cho xay dtfng mdi, sffa chffa nha cffa 
dan ctf, vay mua phtfdng tien di lai va cho vay mua sam 
hang tieu diing, vat dung. 

Kd't qua d Bang 1 cho thay, diem trung binh la 3,5 
diem, trong do, diem tieu chi thanh ph^n nam trong 
khoang 3,12 de'n 3,69. Trong dd, diem tieu chi "San 
phlm dich vu ri't da dang, tao ra nhieu stf Itfa chon cho 
ngtfdi lieu dung" dat 3,69 diem, xe'p diem cao nha't 
va dat mtfc kha. Di^u nay cho tha'y, cac chtfdng ttinh 
cho vay tieu dilng hien Chi nhanh ap dung, nhtf: cho 
vay mua sam tidu dung, tra gdp, mua b§,'t ddng san, du 
hpc, mua phtfdng tien di lai, mua ban gia'y td cd gia., 
vdi cac hinh thffc v^ thdi gian, nhtf: ngan ban, trung 
han va dai han, dieu nay tao dieu kien cho kh^ch hang 
lmh hoat sff dung lai chinh theo cac ke' hoach cua ban 
than khach hang. Trong khi do, tieu chi "San pham 
cd stf khac biet vdi c^c NHTM khac tren dia ban" chi 
dat 3,12 did'm, xe'p diem thap nha't, mtfc trung binh. 
Nguyen nhan la do, hien nay, cac ngan hang khac tren 
dia ban cd cac san pham cho vay tieu dung ve cd ban 
gid'ng vdi Chi nhanh, nen chtfa lao dtfdc stf canh tranh. 
Ben canh do, san pham chtfa nha'n manh vao cac Ioai 
hinh dich vii, nhtf: nganh dich vu (du Iich, dat phdng 
khach san, dat ve may bay,..), nen chtfa cd btfdc tie'n 
dot pha cho Slf khac biet trong san pham tieu diing cho 
khach hang Itfa chpn. 

Gia (lai sud't) 
Nhin chung, chinh sach lai suS't cua Chi nhanh rat 

mem deo, hap din khach hang, lai sual thtfc hien cho 
vay tieu diing dtfdc chia theo thdi gian ngan han, trung 
ban va dai ban. Cu the', nam 2017, Iai suat cho vay^tieu 
diing ngan han td'i Ihieu la 7%, trung han td'i thieu \a 
8% va dai han td'i thi^u 9%. Nam 2018, lai suat ngSn 
han la 9,5%, trung han la 11,5% va dai han la 12,5%. 
De'n nam 2019, lai suS't rat linh hoat, khdch hang vay 
ngan ban td'i thi^u Iai suat la 9%, dd'i vdi khach hang 
vay va diing han tra nd, Chi nhanh ap dung Iai sua't 
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B A N G 2: D A N H GlA VE CHJNH SACH CHO VAY TIEG DCING CA N H A N 

TAI CHI N H A N H 

Chl mu 

Theo quy dinh cua nganh, phap !u;ii 

L m h hoat cho td'ng do'i tifOng 
khach hang 

PhiTdng phiip cho vay phii hop 

Can ciJ dren nhu cau cua khach hang 

Mifc d a n h gia 

K e m 

(1) 

15 

7 

15 

17 

Y e u 
(2) 

15 

15 

19 

28 

Trung 
bmh 
(3) 

30 

30 

27 

35 

T o t 
(4) 

47 

47 

61 

4 3 

RS't 
te't 
(5) 

34 

42 

19 

18 

Tfi'ng 
so' 

phie'u 
tralGl 

141 

141 

141 

141 

D i e m trung binh 

trung 
binb 

3,5 

3,72 

3,35 

3.12 

3,42 

Mtfcy 
ngli ia 

Tot 

To't 

T r u n g 
binh 

Trung 
binh 

To t 

BANG 3: KET QUA K H A O SAT VE mANG LCfdl CHO VAY TIEG DUNG TAI CHI N H A N H 

C h i t i € u 

Dia d iem thuan ltd 

To chifc mang ItfiJi phu hdp vdi 
nhu cau khach b a n s 
Khach hang tie't k i em thdi gian, 
chi phi, conp su'c 

Mii'c d a n h 

K e m 

(1) 

12 

14 

15 

Y6'u 
(2) 

16 

19 

26 

Trung 
binh 
(3) 

25 

25 

27 

sia 

TS't 
(4) 

47 

58 

44 

Ra't 
te't 
(5) 

41 

25 

29 

TB'ng s6' 
phi^u 
tra ldi 

141 

141 

141 

Diem truna binh 

Wtim 
trmig 
binh 

3,fi3 

3,43 

3,33 

3.46 

Mtfcy 
ngli ia 

Tot 

To t 

Trung 
binh 

To t 

r^guon Ket qua khao sal 

B A N G 4: CHI PHI T R U Y I N THONG CHO VAY TIEQ DGNG CA NHAN TAI CHI N H A N H 

Chl t i eu 

T o n s ngan sach 
Ban h a n s c a nhSn 

Quan he cong chiinp 

O u a n a cao 
T d r d i 

Ty l§ dtf nd tang sau Ihifc h ien 
t r u y i n t h o n e (%) 

N a m 2017 

Sd't ien 
( tr i eu 
dong) 

60 
8 

30 
12 
10 

Tvlf 

(%) 
ion 

13.33 

50 

20 

16,67 

8,58 

N a m 2018 

S 6 ' t i l n 
( t r i f u 
dSng) 

76 
12 

35 

15 

14 

T y l & 

100 
15.79 

46.05 
19.74 

18.42 

9,36 

N a m 2019 

So t i l n 
( t r i e u 
dfing) 

87 
15 
35 
20 
17 

Tyl? 

(%) 
100 

17,24 

40. : '3 
79.99 

19,54 

10,54 

>.gi!on Phong Ke toan ngan QW) cua Chi nhanh 

khoang trung han va dai han nam trong khoang 9,5%-
12,5% nam. Ttf ngay 10/01/2018, Agribank chinh thu'c 
giam lai sua't cho vay ngan han tir td'i da 6,5%/nam 
xud'ng cdn td'i da 6,0%/nam va giam lai sua't cho vay 
trung, dai han tî f 8%/nam xud'ng cdn til' 7,5%/nam dd'i 
vdi cac khach hang tfu tien. 

Ke't qua d Bang 2 cho iha'y, danh gia ve chinh sach 
cho vay tieu dilng tai Chi nhanh dat did'm trung bmh 
la 3,42 die'm, trong do, cac tieu chi nam trong khoang 
diem tCf 3,12-3,72 diem. Tidu chi "Linh hoat cho ttfng 
dd'i tu'dng khach hang" dai 3,72 did'm, xe'p diem cao 
nha'l, do Chi nhanh phan loai rd rang khach hang theo 
nhu cau vay de phuc vu, nhiT: cho vay ho gia dinh su'a 
nha cufa, vay du hoc, mua sam vai dung gia dinh,. Tieu 
chi "Can ctf tren nhu cSu khach hang" dat 3,12 diem 
va '̂ThtfOng phap cho vay phii hdp" dat 3,35 die'm, xe'p 
didm tha'p nhat. Hien nay, phu'dng phap cho vay gian 
lie'p ll du'dc Chl nhanh trie'n khai. do la viec khach h^ng 

154 

mua san phS'm hang hda dich vu qua cac 
td' chu'c va cac to chii'c nay se chm trach 
nhidm thanh toan vdi Chi nhanh, hien tai 
tren dia ban chu'a dng dung manh hinh 
thdc nay. 

Kdnh phan phd'i 
Ke't qua d Bang 3 cho thay, danh gia 

ve mang lu'di cho vay tieu diing tai Chi 
nhanh dat die'm trung binh ia 3,46 die'm, 
xe'p Ioai kha, cac die'm tidu chi_ thanh 
phan nam trong khoang 3,33 de'n 3,63 
die'm. Tieu chi "Dia die'm thuan Idi" 
dat diem cao nha't la 3,63 diem. Nguyen 
nhan la do, hien nay ca Chi nhanh chinh 
va phdng giao dich cua Chi nhanh d^u 
nam d vi tri thuan ldi, khach hang de 
tim thay d vi tri trung tam dia ban. Tieu 
chi "Khach hang dd't kiem thdi gian, chi 
phi, cdng su'c" dat 3,33 diem, dat mii'c 
trung binh. Dieu nay phan anh, hien nay, 
khach hang vin dang phai thtfc hien triJc 
tie'p ho sd tai try sd va phdng giao dich, 
trong khi giao dich thdng qua i?ng dung 
cdng nghe cdn it. 

Truydn thdng marketing 
Xac dinh dtfdc l^m quan trpng cua 

truyen thdng, Chi nhanh da gia lang 
quy md chi phi truyen thdng cho vay 
tieu dilng hang nam. So' lieu d Bang 4 
cho tha'y, nam 2017, Chi nhanh danh 
60 irieu dong, nam 2018 danh 76 trieu 
dong va nam 2019 danh 87 tridu d6ng 
cho hoat ddng cho truyen thdng vay tieu 
diing. TiJ" do, hidu qua cua chu'dng trinh 
dtfdc Chi nhanh Itfdng hda thdng qua 
quy md dtf nd cho vay tieu dilng tang. 
Cu the': nam 2017 tang them 8,58% sau 
khi ke't thuc chu'dng trinh truyen thdng 
cua nam, nam 2018 tang them 9,36% 
sau khi kd't thdc chu'dng trinh truyen 
thdng cua nam va nam 2019 tang them 
10,54% sau khi ke't thuc chu'dng trinh 
truyen thdng cua nam. 

Bang 5 cho tha'y, ke't qua danh gia ve 
chinh sach truyen Ihdng trong cho vay 
tieu diing tai Chi nhanh dat die'm trung 
binh la 3,68, cac die'm thinh phan c^c 
tieu ch! dat trong khoang 3,34 de'n 4,28 
diem. Trong do, tieu chi "Da dang hoa 
hinh thUc truyen thdng" dat mtic d-ung 
binh (3,34 die'm). Dilu nay phan anh, 
hien nay Chi nhanh mdi chi ap dung cac 
cdng cu truyen thong, nhtf: phat td rdi, 
quang cao tren Bao Thai Nguydn tai trd 
va ban hang ca nhan ihdng qua nhan vien 
tin dung khach hang ca nhan... Nguyen 
nhan la do dia ban hoat don^ hep Chi 
nhanh chiu sir canh tranh ctia cac NHTM 



khac tren dja ban, nen cht Ida chgn cac 
c6ng cu trayen thdng nay cho chinh sach 
truyen ihdng cua nam. 

Quy trinh 
Hien nay, Agribank tinh Thai Nguydn 

dang ip dung quy trinh cap^tin dtmg dddc 
thong nhat tren toan he thd'ng Agribank, 
nSn Chi nhanh thtfc hien thd'ng nhat quy 
ttinh nay dd'i vdi ta't ca dd'i tifdng khach 
hang, the hien trong Hinh I. 

Ket qua danh gia ve quy Irinh cho 
vay phai trie'n ndng nghiep, ndng thdn 
iai Agribank linh Thai Nguyen dat 3,83 
xep miic kha, trong dd tieu chi "Phan cap 
ro rang, minh bach" dat 4,21 xep mu'c 
loi. Dî u nay phan anh, quy trinh phan 
cap cho tifng phdng/ban/bO phan da tao 
siJ quan Iy rd rang, thuan Idi. Tieu chi 
'̂ Ngan hang tao dtfdc cam giac an loan 
trong vay vd'n bdi quy trinh chat che" 
dat 3,61 diem, xe'p mu'c kha. Hien nay 
can bo tin dung tha'm dinh cac quy trinh 
theo cac phifdng phap tai chinh va phi tai 
cliinh, khach hang khdng dam bao dtfdc 
ban than thdng tin rainh cung cap dddc 
an loan nha't la cac ye'u td' phi lai chinh 
(uy tin, Ian vay tru'dc...). 

Coo nguf&i 
Ke't qua khao sat danh gia ve trinh dp 

doi ngu can bd, nhSn vien cho vay tieu 
diJng tai Chi nhanh dat die'm trung binh 
la 3,63 die'm, xd'p radc kha, trong do lieu 
chi thanh phan nam trong khoang 3,12-
4,28 diem. Tieu chi "Cung ca'p thdng tin 
dSy dli, chinh xac" dat did'm cao nha't la 
4,28 die'm. Day la Idi the' Idn khi thiJc 
hien cac quy trinh, thdng dn tu" van tuyen 
Iruyen cac chu'dng tnnh cho vay tieu 
dung cua Chi nhanh. Tieu chi "Am hie'u 
nhu cau khdch hang" dat 3,12 did'm, xe'p 
mu'c diem Iha'p nha't va dat mu'c trung 
binh. Dieu nay cho thS'y, sif han chd' cua 
nhan vien ciia Chi nhanh trong vide chu 
dOng tim kie'm va thoa man khach hang 
ve sdn pham tin dung tieu ddng. 

Minh chtfng hffu hinh 
Tra sd cua Chi nhanh tpa lac tai trung 

tSm huy$n Dai Tî , tren difdng quo'c Id 
37, da gan bd vdi ngtfdi dan huyen trdn 
30 nam, nen cd vi tri ra't thuan Idi trong 
qua Irinh tie'p can khach hang, vide 
khach hang nhSn didn Chi nhanh khdng 
^(>. Ben canh dd, ket qua danh gia 
khach hang hai Idng nha't khi nhan vien 
CO thifc hien dong phuc (4,5 die'm); tru sd 
de tim dat 4,05 diem; td rdi, bien hieu va 
ap phich dd doc va bat mat dat 3,97 isid'm 
va ghd'ng^i thoai mai dat 3,56 diem. 

BAMG 5; KET QCA DANH GlA VE CHINH SACH TRavIn THONG 
TROMG CHO VAY TIEU DUNG CA NHAN TAI CHI NHANH 

Chi tifeu 

SIJ' dung nhieu kenh truyen thong 

Chinh sach truyen thong dl hieu 
u'ng dung cong nghe thong un 
de truyen Ihong 

Da dang hoa hinh thiJc 
truyin thong 

Mu'c danh gia 

Kem 
(1) 

17 

8 

5 

15 

(2) 

21 

14 

8 

25 

Trung 
binh 
(3) 

25 

30 

12 

26 

T6't 
(4) 

47 

43 

33 

47 

Rat 
t«ft 
(5) 

31 

46 

83 

28 

Tong s6' 
phie'u 
tralM 

141 

141 

141 

141 

Diem trung binh 

U
f 

3,38 

3,74 

4,28 

3,34 

3,68 

Mtfc 
y 

nghTa 

Trung 
binh 

Kha 
Rai 
tot 

binh 
Tot 

HINH 1: QUY TRINH QUAN LY HOAT DONG CHO VAY CUA CHI NHANH 

I B M B I 
Ngubn Phong Tin dung cuii Chi nhanh 

HINH 2; DANH GIA VE QUY TRINH CHO VAY TIEU DUNG CA NHAN 
TA] CHI NHANH 

Siim trUAgbiiih 

N g ^ hang tao diKre cani giac an 
toan U-ong vay v6n l3di quy trinh.,. 

Beta gian, tinh g(?n. g i i^KH tifet 
Idem then ^ a n cong siic 

Phan cap ro rang, minh bach 

Nguon nhan Ivrcphanbo hep ly 

„i„,„,,J 

• H 3 61 

• H 3.(S 

( 3.S. 

3,8 

3.2 3.4 3.6 3.S 
Nguc 

4 4.2 4.4 
1 Kel qua khi io sat 

DE XUAT CIAI PHAP 

vai ket qua nghien cu'u noi tren, nham hoan thien 
cong tac marketing dich vu ve .san phlm cho vay tieu 
diing ca nhan tai Chi nhanh, theo chting toi, can thtfc 
hien co hieu qua mgt so van de nhtt sau: 

Mot la, xay dung chinh sdch khdch hang diing ddn va 
CO hieu qua. Trong cho vay tieu dung, Chi nhanh phai 
xac djnh ro d6'i ttfdng khach hang la ca nhan, ngifdi 
tieu dung co thu nhap on dinh va co kha nang thanh 
toan khoan vay. Doi vdi khach hang hien tai la nhtfng 
ca nhan, ngifdi tieu dilng da va dang Co moi quan he 
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tin dung vdi Chi nhanli, Chi nh^nh can that chat hdn 
nifa mo'i quan he nay thong qua cac dich vu cham soc 
Ichach hang, nhir: tu' va'n tieu diang cho khach hang khi 
cap tin dung hay co the xay difng mpt miJc lai sua't Uli 
dai cho do'i tu'dng khach hang nay nham cung dng cac 
ldi ich cho khach hang. Chi nhanJi cung cd the phat 
hanh ca the thanh toan cho vay tha'u chi thong qua the 
thanh toan do'i vdi nhiJng khach hang cd d6 tin nhi&m 
cao, ne'u nhU khach hang md tai khoan tai ngan hang 
se ddtJc vay tieu diing vdi mgt miJc lai sua't ifti dai hdn... 

Hai Id, tdng cUdng ffng dung khoa hgc cdng nghe 
hiin dgi trong cho vay tieu diing. Trifdc he't, Chi nhanh 
can ap dung trang bi day du may moc cho cac phong/ 
ban noi chung va Phdng Khach hang ca nhan ndi rieng, 
nhu": may vi tinh, may in, may ph5l6, may fax 

Chi nhanh ciing can xay ddng he tho'ng thdng tin 
hien dai, dam bao hoat dong hen tuc, dn dinh, thong 
suo'l. Vide quan ly lu'u trff th6ng tin tren mang mdy 
tinh can dddc cac nhan vien thifc hien thanh thao, 
tranh trifdng hdp hoat dong cua cac nhSn vien chi 
nhdnh bj dinh tre do ldi mang, anh hu'dng de'n khach 
hang, nha't la cac khach hang cd nhu cau cap bach. Vi 
vay, khi xuS't hi$n true trac ky thuat ngan hang phai 
nhanh chdng yeu cau bo phan chuySn trach ve ky 
thuat kip thdi tim bien phap xd ly, giai quye't, tranh 
gay nhiJng ton th§'t khong dang cd cho ngan hang va 
khach hang. 

Ben canh do, mgt dieu rat quan trgng nii'a ma chi 
nhanh can chii y la trang bi kien thdc ve cdng nghe day 
du va rgng khap cho cac nhSn vien ngan hang, dac bi$t 
la bg phan tin dung. Chi nhanh cung nen dau td cong 
nghe hien dai cho cac mdn vay tieu dilng. Chi nhanh 
nen thig't ISp va trien khai he tho'ng thong tin trdc mye'n 
giij'a khach hang va bO phSn chuyen trach ve tin dung 
ti6u dung, nhd do khach hang_c6 the lien he vdi ngan 
hang, trao doi thSng tin tai cho, khong phai de'n ngan 
hang, tie'n tdi thu'c hien cac bu'de hddng din thu tuc vay 
vo'n va lap h6 sd qua mang. 

Ba Id, ndng cao chdt luang nguon nhdn luc. Cu the: 
van dl dao tao va dao tao lai nhSn ldc dd'i vdi Chi 
nhiinh la he't site quan trong nham nang cao trinh do 
nghiep vu nhan thdc cung nhif kinh nghifem de bat kip 
xu the phat trien nhu' vii bao cua cong nghe ngan hang. 

Qua tnnh boi diidng cap huan phai gan 
lien ly luan va thifc (iln de cac can bg tin 
dung CO the van dung mgt each Iinh hô at 
sang tao kie'n thdc vao trong thifc t6. Ben 
canh do, phdi thddng xuyen ch§n chtnh 
vi dao dd'c, tac phong nghe nghiep, tinh 
dian trach nhiem, ky luat lao dgng, van 
minh thu'dng mai... Ben c^nh do, Ngan 
hang can phai co mot che do thi tuyen 
hop ly, cong bang, tranh nhii'ng hien 
tu'dng tieu cifc. Dong thdi, xay ddng mgt 
chinh sach khen thu'dng, ky luat hdp ly. 

Bdn Id, ndng cao chdt lugng cong 
tac thdm dinh khdch hdng. De dam bao 
viec tham dinh co chi't Iddng va giam 
thieu rui ro sau khi ra quye't dinh cap 
tin diing, thi Chi nhanh can: Thong qua 
nhii'ng canh bao ve cac nganh hang dang 
tiem an rui ro, nhii'ng ton tai va bai hgc 
kinh nghiem riit ra cho cong tac tin dung 
trong thdi gian qua, td do co the nh2n 
dang cac rui ro; Khong ugiing hoan thien 
quy trinh, hddng dan tham dinh phddng 
an, dd an cang chi tie't cang td't, de chat 
Iddng tham dmh dddc dong bg, tranh sif 
chenh lech, khap khenh ve trinh do giiJa 
cac can bg tham dinh; Th|n trgng trong 
vi6c nhan tai san bao dam hinh ihanh \\i 
vo'n vay, dac biet tai san la phu'dng tien 
vSn tdi bg, van tai thuy, may mdc thi 
cong trong xay ddng cd ban, vi ra't khd 
khan trong qua trinh qudn ly, gidm sdt 
tai sdn dam bdo. 

Ndm Id, da dgng hod hinh thffc, phffong 
thffc vd dd'i tugng cho vay tiiu ddng. Nhin 
chung, hign nay cdc san ph^m ma Chi 
nhanh dang cung c3'p van chifa bao qudt 
he't du'dc nhu cau cua thi tru'dng. Vi vay, 
Ngan hang can phai phat trig'n them mdt 
so sdn phlm cho vay tieu dung, dac biet 
la n h ^ g sdn pham ma trong thdi gian tdi 
nhu cau thi trddng se tang cao, nhd: cho 
vay du hoc, dich vu the lin dung-.G 
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