
Kinh nghiem phat trien djch vu 
ngan hang ban le of mot so niTdc 
va de xuat cho cac ngan hang 
thu'dng mai tai Viet Nam 

PHAM CHQ THtlY DCTCiMG* 

Hien nay, nganh ngSn hang noi chung va mang ngan hang han le noi ridng 
dang dtfng trtftfc rat nhieu thach thtfc va ctf h6i ttf thay doi mfii trtftfng kinh 
doanh ciing nhtf thai do, suy nghT va thoi quen tieu dung cua khaeh hang. 
Dilu nay bu6c cac ngSn hang phai co nhffng giai phap thay dd'i san phim va 
dich vu cung vtfi each thtfc van hanh de dap tfng nhffng nhu c^u ciia khaeh 
hang. Thong qua phSn tieh kinh nghidm phat tri^n dich vu ngan hang ban Ie 
cua eac ng0n hang thtftfng mai tai Singapore, Thai Lan va Nh$t Ban, tac gia 
dl xû Tt mpt so' giai phap cho eac ng§n hang thtftfng mai tai Viet Nam. 

KINH NGHIEM PHAT TRIEN 
DICH VU NGAN HANG BAN LE 

Singapore 
Tai Singapore, hinh thffc ngdn hang 

dien tff ngay cang trd nen hd'p dan hdn 
vdi khdch hang, ddc bidt la trong bd'i 
canh cd tdi hdn 60% khdch bang cua 
ho sff dimg thffdng xuyen dich vti ngan 
hang thdng qua cdc ffng diing trdn didn 
thoai di ddng. Do vdy, cdc ngdn hang 
ldn cua nu'dc nay nhff OCBC hay DBS 
da va dang day manh ffng dung cdng 
nghe trong Hnh vffc dich vu ngdn hang 
ban Ie. Theo OCBC Singapore (2019), 
kinh nghiem cua ngdn hang nay trong 
vide kinh doanh dich vti ngdn hang bdn 
le,d6 la: 

- He thd'ng chi nhanh rdng ldn, dac 
biet cdc ngan hang ldn lidn ke't de chia 
se he thd'ng may ATM da giup cho 
Idiach hang gap thudn tidn trong vide rdt 
hen va thffc hidn cdc dich vu ngdn hang 
ddn gian, nhanh chdng va tidn ldi, dong 
thdi tie't kidm chi phi van hanh he thd'ng 
ATM cho ngdn hang. 

- Tao thudn ldi td'i da cho khach hang 
ca nhdn khi sff dung san pham dich vu 
ciia ngan hang. Thdng qua ffng dung 
ngan hang dien tff tren didn thoai thdng 

minh, cdc dich vu san pham chinh cua ngdn hang cd 
thi dffdc sff dung ngay lap tffc sau khi khdch hang dang 
ky md tai khoan tai ngan hang. The ngdn hang difdc 
giao tdi tay khach ngay trong ngay, cdc khoan vay 
dffdc duyet trffc tid'p trdn ffng dung va tiln se tdi tai 
khoan khdch hang ngay sau khi khoan vay dffdc duydt 
nhd kho dff lieu qud'c gia Mylnfo va ffng dung ddnh gia 
kha ndng chi tra ddc quyen cua ngdn hang. Quy trinh 
ffng diing tffc didi ky thudt sd cho cdc san pham ngdn 
hang tidu dung hidn nay hoan toan Ididng cin gid'y td 
va khdng philn phffc, nhd kho lu\i trif diJ lieu qud'c gia 
Mylnfo. Cac mdu ddn dang ky difdc diln san cac chi 
tid't cd nhan, chang han nhff bang chffng thu nhap va 
dia chi nha cua khach hang, do do khach hdng khdng 
c^n phat nhdp thdm chi dd't hoac gffi ba't ky tai lidu 
bd sung nao. Ngdn hang sau do cd thi xdc thffc thdng 
tin ve khdch hang trong thdi gian thffc bang quy trinh 
KYC (Know Your Customer) ddc quyin ciia minh va 
ddnh gid mffc dp tin cdy ve tin dung cua hg de phd 
duydt the, cung nhff cac khoan vay ca nhdn va ban md'c 
tin dung cho cac ffng dung thdnh cdng ngay lap tffc. 
Khach hang cd the ddng ky md tai khoan thdng qua 
mang internet va sff dung ngay lap tffc sau khi dffdc xet 
duydt, Thffc td' eho tha'y, cd de'n 1/3 sd tdi khoan dffdc 
md thdng qua cdc phffdng tidn ki thuat sd nhff mdy tinh 
hodc dien thoai. 

Thai Lan 
Ngdn hang Bangkok Id mgt trong nhffng ngdn hang 

ldu ddi vd cd quy md cung nhu'Idi nhuan Idn nhdtThdi 
Lan. Tff nhffng thanh cdng dd dat dffdc cua Ngdn hang 

'ThS., Tru'cing Dal hoc Giao thong Van tai 
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NHIN RA THE GItJl 

Bangkok, cd thi khdi qudt kinh nghidm phdt trien dich 
vu ngan hang ban le, nhu' sau: 

- Ngoai viec cd mang Iffdi chi nhdnh va mdy ATM 
Idn bao phu hau het cdc vung miin cua Thdi Lan, 
Ngdn hang Bangkok tap trung cung cd'p cho khdch 
hang da dang cdc loai dich vu ngan hang phil hdp vdi 
nhieu giai doan trong cude ddi ciia khdch hang. Ngan 
hdng cdn dau tff manh me cho cdc may tff phuc vu cho 
khdch hang, cung nhff dich vu ngan bang sd, bao gdm: 
internet banking (Bualuang iBanking), ngdn hdng di 
dpng (Bualuang mBanking)... 

- Thanh todn qua ngan hang sd dffdc coi Id kdnh 
phi bid'n nbd't d l chuyen tiln va thanh todn hda ddn 
cua khdch hang, Vi vdy, Ngan hang Bangkok dd chu 
ddng midn phi phi giao dich ngan hang sd'. Nhd do, 
trong nam 2018, sd Iffdng chu tai khoan ngan bdng sd 
da tdng ga'p ddi (Bangkok Bank, 2019). 

- Phat triin dich vu thanh todn qua ma QR cd ten 
la BeSure QR de khach hang cd the thanh toan cho 
cdc san pham va dich vu, cung nhff chuyin tien ma 
khdng can mang theo tien mat. Ngan hang Bangkok 
cdng da phdt tnIn cdc giai phap ky thudt sd' de phuc 
vu doanh nghidp va khdch hang td chffc de hd trd he 
sinh tbdi cua hp. Ngdn hdng Bangkok cdn hdp tac vdi 
cdc tru'dng dai hpc hang dau d Thdi Lan de ra mat chffc 
ndng thanb todn thdng minh, giup cac sinh vien dai hoc 
trffc tid'p dang ky Idp hpc, truy cdp thif vien va thanh 
todn qua phan mera internet banking cua Ngan hang 

- Chuyin dich tap trung vao cac dich vu quan !y tai 
san cho cdc khach hang xuydn sud't cdc md'c thdi gian 
trong cude sd'ng. Ngoai ra, khach bang cd thi mua cdc 
san phdm bao hiim phu hdp vdi cd nhan cua ho theo 
nhu cau tff td't ca cac chi nhdnh trdn lanh thd Thai Lan. 

Nhat Ban 
MUFG Id ngan hang Idn nhd't Nhat Ban, vdi ty 

trpng Ipi nhudn tff bdn le cho khdch hang cd nhdn va 
doanbngbidp vffa va nhd len dd'n 41%. Ngdn hang nay 
ludn dat trpng tdm phdt trien nhffng san pham dich vu 
ban le ddp ffng difdc nhu cau cua khdch hang mdt each 
tdt nbd't (MUFG, 2019). Qua nghidn cffu, cd the tha'y 
kinh nghidm ve kinh doanh dich vu ngdn hang ban Ie 
tai MUFG bao gdm: 

Trien khai tich hdp cdc chffc nang ngdn hang 
thu'dng mai vd ban le d l cung cd'p cdc giai phdp toan 
dien mdt cdch lien mach nhdm muc dich ddp ffng chinh 
xdc nhu cau cua khdch hang - hidn dang thay ddi hodn 
todn difdi tac ddng cua cdc yd'u td', nhU: ty Id sinh thd'p 
hdn sff ldo hda nhanh chdng ciia xa hdi, vide sff dung 
rdng rdi cac cdng nghe sd vd nhffng thay doi trong cd 
ca'u cdng nghidp. Ngdn hang ludn co gang cung cd'p 
gid tri dich thffc vifdt xa mong ddi ciia khach hang, coi 
sff phdt trien cua ngdn hang se la sff tang tru'dng ben 
vffng song song vdi khdch hang va xa hdi ndi chung. 

- Dac bidt, khdng nhffng phdt tnen dich vu bdn Ie 
trong nifdc, MUFG cdn day manh phdt tnen dich vu 
d pham vi toan cau, ddc biet d khu vffc chdu A, vdi 
muc tidu thuc day sif thay dii tff vide khdch hdng chi 
ddn gian gffi dd't kiem sang cdc vide sff dung cdc san 
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phara dich vu ngan hang nhii in xay dffng 
tai san dn dinh. MUFG ciing ludn no Iffc 
de giai quyd't vide quan ly tdi san va nhu 
cau xdy dffng tai san tbay doi theo tffng 
md'c thdi gian trong cugc sd'ng ciia hang 
dd'i vdi san phamdich vu cua ngdn hang. 

- Vdi tdn chl la'y khach hang lam 
h-ung tdm, MUFG xay dffng hd^thong thu 
thap phan hdi tff khdch hang di cai diien 
dich vu. Trong nam 2017, MUFG da tie'p 
nhdn hdn 23.000 phan hdi va ddng gdp 
tff khach hdng d l mang lai 458 cai tid'n 
trong boat dOng. Ngoai ra, Ngan hdng 
thifdng xuydn gffi cdc ban dieu h-a trffc 
dd'p hodc trffc tuyd'n dd'n khdch hang de 
dieu tra mffc dd hai long ctia khdch hang 
ddi vdi san phd'm dich vu (MUFG, 2019). 

MOT SO GOI Y CHO VIET NAM 

Vdi dan so' khoang 96 tridu ngffdi, 
Viet Nam la thi trifdng tiem ndng cho 
boat ddng ngan hang ban Ie. U'dc dnh tbu 
nhap binh qudn 1 ngffdi 1 thdng nam2019 
theo gia hidn hdnh dat khoang 4,2 trieu 
dong, cao hdn mi?c 3,9 tridu ddng cua 
nam 2018 (Tong cue Thd'ng ke, 2019). 

Hidn nay, cd hdi tang trffdng tff dich 
vu bdn le xud't phdt tff thffc te' mffc dd 
bao phu cdc dich vu tai chinh d Viet 
Nara cdn rd't thd'p, thd'p hdn nhieu so vdi 
cdc nudc trong khu vffc. Hien ty Id ngffdi 
dung the thanh toan ndi dia la khoang 
16%, trong khi binh quan cac nffdc tff 
30%-40%; vdi the tin dung, con sd chi 
cd 4%, bang mdt nffa so vdi trung binh 
todn khu vu'c chdu A - Thdi Binh Dffdng 
(Thanh Phong, 2019). 

Nhff vdy, vdi mgt Iffdng ldn ngffdi 
ddn chu;a difdc de'p can cdc san ph^m 
dich vu, tign ich ngan hang, cung vdi 
sif phat trien ciia cugc Cdch mang Cdng 
nghidp 4.0, thi hoat ddng ngan hang ban 
Ie se dffpc tid'p sffc manh me khi cd hang 
tneu khdch hdng mdi tff ndng didn tdi dd 
thi difdc tid'p can cdc san pha'm tai chinh, 
cong nghe mdi. Diic ket nhffng bdi hoc 
kmh nghidm cua cdc nffdc, tde gia de 
xuat mdt so gidi phdp nham phat trien 
dich vu ngdn hang ban Id cho cac ngdn 
hang thifdng mai tai Vidt Nam, nhff sau: 

_ Moj la, chu trpng phdt triin mang Iffdi 
cac chl nhdnh, md them cdc phdng giao 
dich V, tinh vdi mdhinn gpn nhe nhdm 
tang nhanh nguon von. dap ff„g nhanh 
chong va hieu qua nhu edu sff dung dich 
vy ngdn hang cu.Miguv. dan Tang ciSSg 
Hen ket g>ffa cac ngan hang thifdn„7ai 



dl md Tdng khd ndng scf diing the va phdt 
huy tinh nang tac dung cua the ATM, tid't 
kiem chi phi va tao thudn Idi cho khdch 
hang. Ben canh viec duy tri vd md rdng 
cac kdnh phdn phd'i truyen thd'ng, cac 
ngan hang thffdng mai Viet Nara cin 
nghien cii'u va dffa vao ffng dung cdc kdnh 
phan phd'i hien dai, ddp ffng nhu can giao 
dich mgi luc mpi ndi de khdch hang cd 
the sff dung nhff dat lenh, thffc hidn thanh 
loan, ttuy vd'n thdng tin trdn ed sd cdc 
cam kd't giffa ngdn hang va khach hang. 

Hai la, ffng dung cdng nghd so' vao 
cac san pham dich vu ban le ciia ngan 
hang. Kinh nghidm cua cac ngan hang 
cho tha'y, hanh vi tieu dung khdch hang 
cang ngay cang dffdc didn ra nhieu tren 
nin tang sd', hp mua sam va thanh todn 
qua mdy tinh va thie't bi di ddng hang 
ngay, dieu nay bdt budc cac ngdn hang 
phai cd nhffng san pham dich vii phii hdp 
vdi hanh vi ciia ngffdi tieu diing vd hd 
trd tdi da cac san ph^m dich vu sd' cho 
nhiing nhu cau tai chinh trong cude sd'ng 
ciia tffng khdch hang. 

Ba Id, da dang hoa va nang cao tidn 
ich san pham va dich vii. Vdi mffc dd 
canh tranh va bao hda ngay cang tang 
cua nganh ngan hang, chid'n Iffdc da dang 
hod san phd'm la xu hffdng td't ye'u ma 
cac ngan hang thffdng mai can ndm bat 
kip thdi dl tang kha ndng canh tranh va 
chie'm dffdc long trung thanh va tin tffdng 
cua khdch hang. O cdc ngdn hang thifdng 
mai tai Viet Nam, it nhieu da hinh thanh 
bo phdn nghien cffu chuydn trach phat 
tridn san ph^m dich vu dffa trdn sff thay 
doi trong hanh vi khdch hang. Dieu nay 
se giup cdc ngdn hang xdy dffng difdc 
nhffng gdi san pham dich vu phii hdp vdi 
nhffng dd'i tffdng khach hang khac nhau 
tff cac dich vu: cho vay tidu dung, bao 

hiim de'n quan ly tai chinh, tin dung dau tif cho cac 
khdch hang cd thu nhdp cao. 

Ben canh boat dgng^cd't ldi la tien gffi va tin dung, 
cdc san pham the, chuyen tiln, ngdn hang didn hi', dianh 
todn hda ddn, bao hiem cung can difdc cac ngdn hang 
nghien cffu vd dffa ra nhilu chffdng trinh, chinh sdch va 
khuye'n mai de thu hut ngffdi dimg. Cac ngdn hang can 
phdn khuc thi tru'dng dl xdc dinh cd cd'u thi trifdng hdp 
ly va khach hang muc tieu, phan nhdm nhffng khdch 
hang theo tidu chi phii hdp, tff do gidi thidu san pham 
phu hdp vdi tffng ddi tffdng khdch hang. Vide phuc vu 
phan khuc khdch hang cao cd'p cung la hffdng di mdi 
ddnh cho cdc ngan hang khi 10% ddn sd'thudc tang Idp 
cao cd'p dang nara giff dd'n 80% tdng tai san cd nhdn 
(Lienvietpostbank Research, 2018). 

^ Bd'n Id, tdng cffdng hoat dong marketing, tdng cifdng 
tdi da chd't Iffdng trai nghiem san phd'm dich vu cung 
nhff cdng tac chdm sdc khdch hang. Vdi sd' ltfdng ngdn 
hang thffdng mai c l pban ndi dia ldn ngdn bdng thffdng 
mai nifdc ngoai hien dang hoat ddng tai thi ttffdng Viet 
Nam len dd'n gan 100 ngan hang, khdch hang hidn nay 
dffng trffdc ra't nhieu Iffa chgn vl san pham dich vu 
tai chinh. Bd't cff ngdn hdng nao khdng cd chid'n Iffdc 
marketing bai ban cung nhff cham sdc khdch hang kem 
hidu qua se rd't khd canh tranh d l thu hut dffdc khdch 
hang mdi cung nhff duy tri dffdc Iffdng khdch hang trung 
thanh. Cai thidn dich vu chdra sdc khach hang cung Id 
mdt trong nhffng van dl quan trgng bdc nhd't trong xu 
the' phdt triin cua cac ngdn hang ban Ie khi cam xuc 
va trai nghiem cua khdch hang Id yd'u to then chd't anh 
hffdng dd'n quyd't dinh ciia idiach hang. Tff kinh nghidm 
cua cdc ngan hang nffdc ngodi cho thd'y, ngdn hang 
mud'n tdng trffdng ben vffng thi phai chuyin dich ehie'n 
lifde marketing truyen thd'ng sang marketing ddt trpng 
tdm tff nhu cau, sd thich cua khdch hang, sau dd dffa ra 
nhffng ehie'n Iffdc va giai phdp, cung nhu' cdc san pham 
dich vu phil hdp vdi cac khdch hang d nhffng phdn khuc 
tff thap de'n cao cd'p. Ddng thdi, san pham dich vu tai 
chinh phai da dang, chd't Iffdng va phai phuc vu dffdc sff 
thay ddi ve nhu cau ciia khdch hang d nhffng mdc thdi 
gian trong cude sd'ng cua hp, tff khi ddc than de'n khi 
lap gia dinh hay ve hffu.Q 
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