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TOM TAT:

Hoat ddng thu dich vu khong chi inh hudng dén 1¢i nhudn. thu nhdp cia mét hay mot so

ngin hang thuong mai. md con tic ddng dén hoat dong. dén hid¢u qua cda cd hé thong ngin

hiing néi chung. Nehién ciu phan tich va ddnh gid thye trang st dung cde chi tieu danh gid
hiéu qui ngudn thu dich vy cia ngdn hang thudng mai thdng qua chitiéu vé quy mo thu dich

vu. ¢d cdu thu dich vu. chi phi. chénh léch thu chi. ty 1& chi phi trén 16ng thu dich vu. rii ro

cda thu dich vu. Tit dé. nghién cifu di ¢6 nhing dinh gid, xdc dinh ding thye trang cia cie

ngin hiing thuong mai d€ ¢ dé xuit gidi phip ndng cao ¢di thién hi¢u qua thu dich vu cia

cde ngdn hang thudng mai.

Tt khéa: hiéu qud ngudn thu dich vu. ngén hing thudng mai. hoat dong dich vu.

1. Pac diém dich vu cua ngén haing thuong mai

Qui trinh cung tng dich vy vi s dung dich vy
dién ra dong thi: Qui rinh cung ciip v w17 dung
dich vu ngdn hiing dude dién ra dong thifi. dic biét
¢ st tham gia trie tiep cua khich hang vio qud
trinh cung ne dich vu. M6i dich vy lai idn theo
mot quy trinh nhit dinh khong the chia ¢t duge
thiinh ¢ac loai dich vu khdac nhau nhu quy trinh
tham dinh. quy trinh cho vay... Pi¢u nay lim cho
nedn hang khong ¢6 dich vu d& dang. dich vu luu
khomd dige cung cdp true iép cho khdch hing khi
khich hing ¢ nhu ciu. Do dd. cic ngin hing
thiromy tao dune. duy 11 v phat tricn cie mo: gquan
h¢ vl Khidch hdmg vi cée ngidn hing khie bang
cich ndng cao chit lusng dich vu cung ang phit

rien heat dong cham soc khdch himg wrong doi ngd
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nhin vién ngin hang vi hién dai hoa hé thong cung
tng tao ritinh die biét cua hogt dong dich vu nay.

Tinh khong én dinh v kho vic dinh: Chal lugng
dich vu mang tinh khang dong nhit. Chit lugng phu
thude char ché vao ngudi thue hien dich vu itrinh
d6. k¥ nang... ). Han nita d61 &1 ciing mot ¢ nhiin
cung dng dich v thi chiit lugng dich vu doi khi cling
thay déi thee thifi gian.

Tinh khong leu gilr duge: Cie dich vu ngdn hang
cia ngén hang thusng mai mang tinh vo hinh. do
vy khong the Iuu kho. trong khido nhu cdu dich vu
thuding giao dong ldn co thai di¢m nhu ciu ling do
Bien. Vi du, dich vu thanh todn vi chuvén tidn tai
thivi diém cudi nam la ridt 16n. cic ngén hiing phin
ting cudng phudng ticn cing phu ngudn nhin e

J¢ dam hite thue hicén cic giao dich hiéu qui nhat,



TAL CHiNH - NGAN HANG - BAD HIEM

Dich vy mang tinh vo hinh: Pay chinb 1 dac
di€m chinh dé phan biét dich vu ngian hang véi cic
dich vu ctia cice ngiinh sdn xudt vit chit khic trong
nén kinh té quoc dan. Khdch hang khi d&n vdi ngin
hiing khéng thé biét chdc chdn s& tién cla minh ¢6
duge an toan hay khéng? 80 tién thanh todn cho
khich hing ¢é ding hen hay khong? Do viy. d¢
khic¢ phuc dic diém nav thi trong kinh doanh ngin
hang phdi dira trén od sd long tin. Hoat dong cua
ngin hing phdi hudng viio viéc cling ¢d v tao ra
iong tin doi vai khich hang bang cich nang cao
chiit lugng dich vu. ting tinh hifu hinh cla dich vu.
quing cdo ting hinh dnh cta ngdn hiing. uy tin. tao
diéu Kién d¢ khach hing tham gia vio hoat déng
tuvén truvén cho ngiin hiang.

2. Chi tiéu ddnh gia hi¢u qua ngudn thu tir
hoat déng dich vy cua ngin hang thuong mai

Cheymo thudich vu:

Quy mé 1a chi ticu rit quan trong d€ ddnh gid su
phit trién vi hiéu qui thu dich vu. Quyv mo thu dich
vy cing Idn nie 1 lugng khich hiing s dung dich
vu ¢ing cao. thi phiin thu dich vy ciing nhicu. Pav
chinh li k€1 qué 16ng hap cia viee da dang hoa (e
13 phit trién theo chiéu réng). ning cao hiéu qui
thu dich vu i phét tri¢n theo chidu sdu). Lgi nhuan L
chi tiéu ca bin duge s dung dé do ludng hi¢u qui
kinht doanh ctia ngan hing khi dav manh hi¢u qui
thu dich vu.

Coeduthadich vy:

Trong boi cdnh v 1& Igi nhudn cin bién hho ting
do chénh 1¢ch 1di sudt huy déng vit cho vay ngay
cang thu hep. nhiéu ngdn hing dang im céach giam
dan sy phy thude vio tin dung. da dang hoéa ngudn
thu theo hudng thu phi v dich vu. Trong nhitng
nam trd lai diy ¢d cdu tzo ngudn thu clha cie ngan
hitng ciing dd ¢ nhitng chuvén bi¢n tich cure. Cy
the. v 1& thu nhiip 1ai thua’ln/tﬁng thu nhap hoat
dong cia nhom cde ngdn hang [Gn va trung birh ¢6
xu hudng gidm qua cic nidm. Diéu niy cho thiy cde
ngan hing dang giam din phu thude vao hoat dong
tin dung. Thay vao do. Igi nhudn tir thu dich vu lai
dang o xuhudng ting.

Chi phi, chénh lich thu chi, v 1é chi philthu
dich vu:

N¢u nhie chi tiéu 16i nhudn thu dude f thu dich

vy 13 moOt rong nhitng chi tieu d¢ danh gid hiéu
qui thu dich vu cta ngan hang. thi chi phi dau n
vio thu dich vu lai tde dong trye tiép dén lai
nhudn coa ngén hing. Chinh vivay. tde gid dua ra
chi tiéu chi phi vio thu dich vu d¢ ddnh gid hidu
qua thu dich vu.

Dich vu chi déng gép 1y trong twdng doi nhod
trong tdng thu nhip cta cic ngin hing nhung dav
lai 12 médng kinh doanh nhi¢u ngdn hiing hudng dén
vdi 1y sudt 1gi nhudn 1én 168i 90% . Hién nay dong
gop vao doanh thu wr dich vu cia cdc ngdn hang
chli véu van dén tir cdc phi dich vy thanh todn va
ién mat nhu Mobile Banking. Internet Banking.
chuvén tién... Trong khi d6. phi dich vu trong cdc
ming nhu thé ATM. thé tin dung chi v&u chi di d¢
duy tri dich vu chit khéng ¢6 1at.

3. Thy'c t& gia ting hi¢u qua qua ngudn thu tir
hoat dong dich vu ciia ngan hang thuong mai

Theo dy bdo cua cdc chuyén gia Cong ty
Chitng khodn Réng Viér (VDSC). o trong déng
26p cda thu nhap dich vu trong tong thu nhip hoat
dény cia cde ngdn hing ting tir mmic binh quin
6% ndm 2018 len 10% trong ndm 2019 va 13.8%
trong nam 2020. K&t thic quy 1/2019. bdo cdo clia
nhi¢u ngin hing cing ghi nhin xu hudng ting thu
dich vu kha quan.

Theo biio cdo tii chinh hdp nhat quy /2019 cta
Nein hang Thueng mai ¢ phian Cong thuving Viét
Nam (2019) cho thdy. 131 tir hoat ddng dich vu cla
ngan hiing niy ting Aot bién 64% . dut 969 v dong.
Hout dong dich vu ciing dong gép tdi 1.069 tv dong
vho 16ng thu nhip hoat dong cia Ngin hing
Thudng mai 6 phian Ngoai thudng Viét Nam. ting
21% so véi ciing kv v 13 neudn thu riéng 1¢ 16n thir
hai cia ngdn hisng nay sau tin dung.

K&t qud diéu tra xu hudng kinh doanh clia cac to
chire tin dung quy 172019 do Vu Dy bdo. thong ké
{Ngin hing Nhi nude) ¢ong bd cho thiy nhiéu
ngdn hang thudng mai cing ¢é 1ang trudng in
wigng dai vai thu dich vu trong quy 112019, Dich vu
dem lai cho Negdn himg Thudng mai ¢b phiin Viét
Nam Thinh Vugne lgi nhuan tdi 745 tv dong. ting
137% so vdi cing kv nam tude: 14i dich vu clda
Nedn hang Thuone mai cd phan Quin déi tang t&i
2.4 lin k¥ oude. dat 758 1v dong - déng gép gan
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14 téng thu nhap hoat dong ngan hang quy via
qua. trong khi chng k¥ nim 2018 tv 1é ndy chi han
7¢: Tai Ngin hing Thuung mai ¢d phin Quic &
Viét Nam. mdng naiy ting hon 2.7 1an - dat 348 (v
dong v chiém @i 20% tong thu nhip hoat dong
clia ngin hiing nay: Negin hang Thudng mai ¢6
phan Sai Gon Thung Tin thu dich vu dac 642 v
ddng - tdng 18%: 141 thuan 1 hoat déng dich vu cua
Nein hing Thuong mai ¢ phan Tién Phong tang 3
lan lén gidn 21718 dong.

(6 thé thdy. phin [6n cic ngan hing hién nay
déu di ¢6 nhitng ké hoach nhim da dang hod
ngudn thu tr dich vy. gidm ginh niing thu tin dung,
tao tv 1€ hgp 1Y gitra tin dung va phi tin dung. Ting
thu tir dich vu 12 xu hudng diing diin trong bdi ¢iinh
cde ngdn himg dang phii nd lue dip dng chuin
Basel L (Basel IL 1A phién bin thir hai cua Hiép udce
Busel. trong dé dua ra ¢dc nguvén tac chung vi cic
luiit ngfin hiing clia Gy ban Basel vé gidm sdt ngan
hang. Hiép ude vé von Basel 11 dugie rinh bay nhue
mét 1ap hop cde quy dinh dude dé xudt mi e the <&
mang dén mdt loat edc thich thite vé win thi cho
cde ngdn himg wén thé gidi). Bdi mudn thu [ai ur
hout dong tin duny thi ¢ic ngan hang déu phii tinh
odn Wi viee ting von chi sd hiru, Bén canh do.
hudng di nay cling ¢ép phitn gidm thiéu rii ro. o
tién dé cho Idi nhuan tang tudng bén ving.

4. Gidi phdp gia ting nguén thu dich vu tai
ngin hang thuong mai

Thit nhar, gia ting quy mé (doanh thui: Viéc
ting cudng sdn pham dich vu ngin hing [h mor
chussng tinh can thyc hién thuding xuvén bén canh
cong tic ddi mai cong nghé, Dua twén nhitng sin
phim dich vy hi¢n ¢é. ¢ic ngdn hang thuong mai
cin chi trong dén viée dp dung nhiéu han dich vu
gid tri gla ting cho sin phim. Vi du nhv cdc dich vu
v guan Iy i khodn nhu guin 1y 13 khodn tién gdi.
quin 1 von tdp trung. diu wr tr dong. ddng thdi
thi¢l 1ap «de san phim dich vu ngan hiang bin 1¢
tron géi vii nhitng tinh ning. dac diém phit hop véi
thi hieu ¢l tiing nhém khidch hitng riéng e,

Ning cuo ¢hiit lugng dich vu ngin hing [ vin
dé song con trong canh ranh clia cde doanh nghiép
cung cip dich vy tii chinh, cdc sin pham dich vu da
dang v&i chit lugng viv chi phi thip 1 mét wu thé
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quan trong mang lai hiéu qua cao vong hoat dong
kinh doanh c¢iia mdingan hing.

Thit had, uCt Kiém chi phi: Trong thifi gian qua.
chi phi thu dich vy cia ngin hing ting qui nhanh,
Mat trong nhirng nguvén nhin la do ngdn hang
chua tim cdce gidi phip [am gidm chi phi v st dunyg
chi phi hiéu qua han.

Tang cudng qudn Iy, gidm sdt chi phi. dam bido
tinh thye tién va trung thue trong moi khodn chi, to
chite Kieém tra. kiém sodt vi kién quvét xir Iv cic
khoan chi sai. vuot dinh muic.

Nuodi ra d¢ gidm chi phi can hgn ché 161 da cic
khodn chi ndi bo. cin ¢t gidm nhitng khodn chi
Khéng cin thié. winh st dung ling phi vit li¢u.
gidyv 18, van phong phiim khdc... Nhirne khodn chi
nay tus nhé nhung néu gidm bt & gép phin tich
cue vao viée gidm chi phi hoat déng kinh doanh clia
ngin hing.

Tint ba, giam thicu rii ro thu dich vu: Hudng cdc
dich vu dén s da dang ma hiau qud cda cic hoat
dong thu dich vy do khong lién quan dén nhau chiit
ché. gidp toui trlt mot s& rui ro: Tung ra cde sin
phim dich vy ddc thi cho dia phudng. trén co sé da
khao sit k@ thi rudng.

Piay manh ¢dng tic Kifm sodt ndi bo véi mue
tiéu guan trong xay dung duge hé thong tim ki¢m
nhitng xu hudng tiem dn ticu cute. bat én v thicu
sot trong hoat dong thu dich vy @é dua ra bién phip
chin chinh.

Khi quyvet dinh thye hién cic nghiép vu can
phin chiz phit hop ngudn vén clia ngin hing v
mife do rui ro cho phép. we la van dam bao muc
tiéu ting trudng tin dyng vir huy dong von. khong
don an hee dé day manh quy mo thu dich vu.

Niing cao chitlugng chuyén nghi¢p clia ddi ngi
nhan s, dong théi tp trung sav dung thudng hicu
cho ngiin hilng véi mue tiéu gidm thiéu rii ro nhan
Iue varai ro cho khdceh hang khi sir dung dich vu,

5. Kétlvin

Hoat dong thu dich vu khong chi dnh hudng dén
i nhudn. dén thu nhip cla mot hay mot sd ngan
hang thugng myi. mi con tic déng dén hoat déng,
dén hicu qua cla ca hé thong ngin hiing ndi chuny.
Nghi¢n citu sur dung cdc chi tiéu dinh gid higu qui
thu dich vu coa ngin hing thudng mai thdéng qua
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chi tiéu quy md thu dich vu. ¢d ¢iu thu dich vu. chi thu dich vu cta ngan hang thuong mai. bBay la
phi. chénh léch thu chi. ty 1& chi phf trén tong thu  nhitng nhin t& anh huéng dén ning ve thu dich vy
dich vu. rdiro cia thu dich vu. Khinéi dénnangcao  cla ngan hiang thudng mai. Tir d6 danh gid. xic
hi¢u qud thu dich vy thi phai xdce dinh dugde cic yéu dinh duny thuc trang cda cde ngdn hing thudng mai
t6 méi trudng tic dong lam dnh hudng dén hicu qua dé ¢6 gidi phdap ndng cao hi¢u qui thudich vy m
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Truong Cao dang Cong Thuong mién Trung

IMPROVING THE EFFICIENCY OF COLLECTION SERVICES
OF COMMERCIAL BANKS IN VIETNAM
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ABSTRACT:

This study used some indicators including the size of collection services. the structure of
collection services. the cost. the difference between revenue and cost. the cost to total revenue of
collection service ratio. and the risk of collection service to analyze the efficiency of collection
services. Based on the study s findings. some solutions are proposed to improve the efficiency of
collection services of commercial banks.

Kevwords: efficicncy of collection service, commercial banks. services.
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