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TOM TAT: 
Trong nhffng ndm g^n ddy, cac ngan hang thtfdng mai Viet Nam dang tich ctfc ndng cao tinh 

canh tranh va khai thdc td'i da cac cd hdi ttf thi trtfdng mang Iai, dac biet Id d mang dich vu 
ngdn hang bdn ie. Thach thtfc Idn nha't d Iinh vtfc nay Id vide ap Iffc canh tranh gia tang ngay 
trdn thi trtfdng ndi dia khi Vidt Nam md cffa hdi nhdp va nhu cau hay thay doi cua khdch hdng. 
Bang each tfng dung cdng nghd ngan hang hidn dai, cdc NHTM Vidt Nam da cho ra ddi mdt 
phtfdng thtfc cung tfng sdn phd'm dich vu mdi, dd Id vide cung ffng san pham vd dich vu thdng 
qua kdnh phan phd'i bang mang Itfdi vidn thdng vd internet, dtfdc gpi la "ngan hang didn ttf". 
Bai vie't phdn tich ditfc tiang dich vu ngdn hang dien tff tai cac ngdn hdng tiitfdng mai Vidt Nam 
va triln vpng, gidi phdp phat triln dich vu ngan hang didn ttf. 

Tif khoa: Dich vu ngan hang dien ttf, ngdn hang thtfdng mai. 

1. Thtfc trang dich vu ng3n hang dien tiJ tai 
cac ngan hang thtfdng mai Viet Nam 

/ . / . ThUc trgng hogt dgng ciia E-Banking tgi 
cdc NHTM Viet Nam 

Dich vu E-Banking khdng mdi trdn the' gidi. 
Trie'l ly de cdc ngdn hang dtfa ra dich vu nay la 
dtfa trdn nen tang cdng nghe cao, mang internet, 
didn thoai di ddng va cac thid't bi ttf ddng hidn tai 
khac nhtf ATM, may nhdn tien, ddi tien... Thtfc td' 
da chffng minh, dich vu nay se ra't kha quan bdi 
vi nhffng ldi ich ma thanh toan dien ttf mang lai 
va nd cung la xu the' ta't ye'u. Vi vay, ciing vdi 
ihtfdng mai didn tff, thanh todn dien tff gdp phan 
ihuc day stf canh tranh giffa cac doanh nghiep de 
thu dffdc nhieu ldi ich nhd't. Dieu nay dac bidt 
quan trpng trong bd'i cdnh hdi nhap kinh id' qud'c 
te', khi cdc doanh nghidp trong ntfdc phai canh 

tranh mdt each binh dang vdi cac doanh nghidp 
ntfdc ngoai. 

Cung vdi stf bung no nhanh chdng cua internet 
va cac thid't bi di ddng ca nhdn (didn thoai di ddng, 
mdy tinh bang.,,), cdc ngan hdng trong ntfdc dang 
dd'y manh phdt trid'n cdc dich vu ngdn hdng hien 
dai. Trong dd, dich vu ngdn hang didn tff dffdc 
danh gia la htfdng di mdi cho stf phat trid'n cua cdc 
ngan hang trong ttfdng lai. Trong nhtfng nam gan 
day, cac ngan hang trong ntfdc va ca ntfdc ngoai 
cung da tang ctfdng dp dung nhieu hinh thtfc khdc 
nhau cua E-Banking d l phuc vu khdch hdng lot 
hdn, Iam giam nhieu chi phi, Iam cho Itfdng tien td 
cua qudc gia Itfu thdng dd dang hdn vd dd dat dtfdc 
nhffng thdnh cdng nha't dinh. 

Theo bao cao cua Ngan hang Vietinbank, 
trong nam 2017, hoat ddng kinh doanh cac san 
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pham ngdn hang didn ttf tai Vietinbank tid'p tuc 
tdng trffdng manh me vdi nhieu kd't qua an tffdng. 
Trong do, dich vu VietinBank iPay dtfdc danh gia 
la thd' manh cua VietinBank trong he thd'ng san 
phd'm dich vu ngdn hang didn ttf danh cho khdch 
hang cd nhdn. Nam 2014, VietinBank dd va dang 
tie'n hdnh kd't nd'i cung nhieu dd'i tdc, md rdng 
thanh toan hda ddn da dich vu (hda ddn tien dien, 
ntfdc, truyin hinh cap, truyen hinh ky thuat so,...) 
va da thu hut hang tram ngan khach hang ddng 
ky stf dung. Ciing vdi stf phdt trien vl sd' Itfdng 
khach hdng dang ky, dich vu iPay cung dat dtfdc 
hidu qua kinh doanh d'n ttfdng. Tong so' Itfdng 
giao dich tdi chinh qua cac kdnh ciia ngdn hdng 
didn ttf dat hdn 2,2 tneu Itfdt giao dich, tang 
383% so vdi cilng ky ndm 2013, trong do ty trong 
cua nhdm khdch hang ca nhdn dat 96%. Tong gia 
tri giao dich dat 76,6 ngan ty ddng, trong dd ty 
trpng nhdm khdch hang doanh nghidp Id 88%, 
khdch hanged nhan 12%, tang trtfdng 20% so vdi 
cung ky ndm trtfde. 

Tff d^u ndm 2015, Ngdn hang Vietcombank 
da bat ddu trid'n khai dich vu ngan hang dien ttf, 
bdt dau ttf kenh Ngan hdng trtfc tuyd'n trdn 
internet VCB-iBanking va dich vu Ngdn hang 
qua tin nhan VCB-SMS Banking. Trai qua gan 5 
nam, de'n nay, hang loat cdc dich vu mdi nhtf 
VCB-Phone Banking, VCB-Mobile Banking vd 
Mobile BankPlus ciing rd't nhilu tinh nang, tien 
ich vdi da dang cac nha cung ca'p dich vu khdc 
nhau dd dtfdc Vietcombank gidi thidu dd'n vdi 
ddng dao khdch hdng, 

Theo The Asian Banker, vdi thi phan dat trdn 
28%, Vietcombank da xac lap vi the' ddn dau 
trong ITnh vtfc the vd cac dich vu ngdn hang didn 
tff de khdng dinh stf tang trtfdng dot pha trong linh 
vtfc cd't Idi-bdn le, Cud'i ndm 2018 vtfa qua, Ngdn 
hang TMCP Sdi Gdn Thtfdng Tin (Sacombank) 
cung da dau ttf gan 4 trieu USD vdi stf hdp tac cua 
Infosys (mdt trong nhffng id' chtfc hang dau the' 
gidi trong ITnh vtfc ttf van ky thuat, sdn xud't phan 
mem ngdn hang dien tff) dd' chinh thtfc trien khai 
he thd'ng ngdn hang didn ttf mdi (Sacombank 
iBanking) vdi nhieu tinh ndng tfu vidt, thdn thien 
va an toan nham da dang hda cac dich vu vd nang 
cao cha't Itfdng phuc vu khdch hang trong ITnh vtfc 
ngan hang didn tff. 

Tai nhidu ngdn hdng khdc nhff HDBank, Ban 
Viet, A Chau, Ddng A, Techcombank,,, viec phat 
irid'n cdc dich vu ngan hang didn ttf ciing dffdc chu 
trpng dau tff nham ndng cao stfc canh tranh de gia 
tdng thi phan trong mang kinh doanh nhieu tiem 
ndng ndy. 

O Viet Nam, he thd'ng thanh loan didn ttf lidn 
ngdn hang CITAD la mdt minh chtfng cho thanh 
cdng Idn cua he thd'ng thanh todn didn ttf. Tff chd 
hodn todn thanh toan bii trff vdi nhau thdng qua 
Ngan hang Nhd ntfdc, giao dich ihtfdng ma't ca 
ngdy, CITAD da lam thay ddi ta't ca. Hidn nay, 
cdc ngdn hdng khdng the canh tranh trong dich vu 
thanh loan lidn ngan hang nê u khdng stf dung 
CITAD, giao dich bu trtf chi cdn rd't it. 

1.2. Trien vong phdt trien E-Banking d Vi^t 
Nam 

Cd mdt vdi thdch thtfc dang tdn lai dd'i vdi stf 
phat tnen ngan hang titfc tuye'n tai Vidt Nam. 
Trtfde het do la khdch hang cd nhilu stf ltfa chon 
thay thd' nhtf dd'n giao dich tai chi nhdnh hay thanh 
loan titfc tiep (vi du nhtf cac hda ddn thanh loan 
tai nhd). Mdt rao can nffa dd Id sff thid'u ttf tin trong 
vide stf dung cdng nghd dd'i vdi cac van dd hen 
quan dd'n tdi chinh cua phan ddng ngtfdi Vidt Nam. 
Bdn canh dd, sd Itfdng ngtfdi stf dung cac dich vu 
ngan hdng cua Vidt Nam chtfa nhieu nhtf mdt sd' 
cac ntfdc phat trie'n khac. 

Tuy nhien, trong ttfdng lai khdng xa, nhffng 
ngtfdi stf dung Internet banking se tdng Idn do xu 
htfdng sff dung internet va didn ihoai thdng minh 
ngdy cdng tdng, Bdn canh dd, Viet Nam cd ddn 
sd' tre, hp ra't cdi md vdi nhffng cdng nghe mdi, 
dieu nay Id mdt ldi thd' dd'i vdi cac ngan hdng. 
Nhilu ngdn hang hien nay da dau ttf xay dtfng 
nen tang vd chua'n bi cd sd ha tang td't dd sdn 
sang dem dd'n dich vu ngdn hang trtfc tuye'n (bao 
gdm Internet Banking va Mobile Banking) vdi 
nhieu tidn Ich cho khdch hang. Cd thd' tin rdng se 
cd ngdy cang nhilu khdch hang htfng thii vdi stf 
thuan tien va kha nang kiem soat (24/7) ma dich 
vu ndy dem lai. 

Trong bd'i canh Vidt Nam Id mdt thi trtfdng mdi 
vd ndng ddng, thi ngan hdng trtfc tuyd'n se Id mdt 
dich vu ctfc ky quan trong dtfdc ca khdch hang ca 
nhdn cung nhtf khdch hdng doanh nghiep ky vpng. 
Chiing ta hodn todn cd the ky vong rang d trung va 
dai ban, cac khdch hdng se khdng bi ban chd' bdi 
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phtfdng thtfc giao dich truydn thdng vd se sdn sang 
cdn nhac stf dung ngdn hdng trtfc tuyd'n ciing nhtf 
cdc gidi phdp giao dich trdn ndn cdng nghe khac. 

2. Giai phap phat trie'n dich vu ngan hang 
didn ttf tai cac NHTM 

2.1. Day mgnh viec quang bd san phdm ngan 
hang dien td 

Vdi ddc ihu van hda tidu dung vd thdi quen stf 
dung tien mat nhtf hidn nay, cdng tdc tuydn 
truyin, quang bd, tid'p ihi dd' ngtfdi dan bie't, lam 
quen, tha'y dtfdc Idi Ich thtfc stf va cha'p nhdn cdc 
dich vu lai chinh - ngdn hang la rd't quan trpng. 
NHTM can Idm cho khdch hdng hilu dtfdc dich 
vu ngdn hdng didn tff la gi, nd mang dd'n cho hp 
nhtfng tidn ich gi hdn han so vdi dich vu truyen 
thdng ma Idu nay hp vdn sff dung thdng qua cdc 
hinh thffc sau: 

Thd nhdt, to chtfc cac buoi hdi thao, hdi nghi 
khach hang. Thdng qua cdc budi hpi thao, hdi nghi 
ndy, NHTM cd thd' gidi thidu cac sdn pham ngdn 
hdng didn ttf hidn cd, nhffng phat tnen trong ttfdng 
lai vd cung ca'p cho khdch hdng nhffng kid'n thffc 
can thid't v l dich vu ngan hang didn tff nham de 
nang cao nhan thffc, dan dan thay doi thdi quen stf 
dung tien mat xtfa nay cua hp. 

Thd hai, quang cao thdng qua bao dai. Dd'i vdi 
nhtfng khach hang chtfa giao dich vdi ngan hang, 
nhtfng khdch hdng khdng cd thdi gian tham gia cac 
budi hdi thao, hdi nghi thi cdc phtfdng tidn truyen 
thdng cung Id mdt kdnh quang bd san pham dd'n 
cdng chiing rat hffu hieu. 

Thd ba, nhan vien can chu ddng tff vd'n dich 
vu ngdn hang didn tff vdi khdch hang. Qua sd' lieu 
thd'ng kd cung cho tha'y, vide nhdn vidn ngdn 
hang Iff vd'n san pha'm chie'm ty Id kha cao de'n 
quye't dinh stf dung dich vu ngdn hangdien ttf cua 
khach hang. 

2.2. Phdt trien hg tdng cdsd vd ddu tUcdc cong 
nghe hi^n dgi 

Nhffng vd'n de chinh mpt ngan hang can Iffu y 
khi phdt tnen dichvu ngdn hdng didn iff Id: vd'n va 
cdng nghd, an toan vd bao mat, quan tri va phdng 
ngffa rui ro. Chinh vi vdy, vide dau tff vao cdng 
nghd hien dai la va'n de sd'ng cdn dd'i vdi mdi ngan 
hdng. 

Thti nhd't, van de bao mdt thdng tin: NHTM 
can chu y dau tff vao cac cdng nghd bao mat va 
an toan dff lieu ttf cac ntfdc phat trid'n, bdi vi cdng 

nghe bao mat khdng ngtfng dtfdc cai tid'n vd thay 
ddi lidn tuc. 

Thii hat, phat trie'n ha tang cd sd phai khdng 
ngtfng dau ttf phat triln ha tang ky thudt mang, 
xdy dtfng mot ke't cd'u ha lang CNTT hien dai. 
Ben canh dd, NHTM cung can ndng cd'p md rdng 
dtfdng truyen vdi bdng thdng rdng, dung Itfdng 
Idn, td'c dp cao. Vide cai tao dtfdng truyen la mdt 
giai phdp thid't thtfc nham giai quyd't khd khdn ve 
mat truyin tin tren mang, ban chd'td'i da stf nghen 
mang anh htfdng de'n chd't Itfdng cua dich vu. 

2.3. Da dgng hoa, phdt trien cdc dich vu ngdn 
hdng di$n td 

De cd the dtfa cdc san pha'm ngan hang didn ttf 
ngdy cang pho bid'n vao ddi sd'ng cua ngtfdi dan, 
trtfde tidn NHTM can hodn thidn cac san phd'm, 
dich vu truyen thd'ng quen thudc, sdn cd de cd the 
duy tri Itfdng khach hang hien tai, thu hut cdc 
khach hang mdi, khdch hang tiem nang, ttf dd 
tiê n de'n viec gidi thidu, quang ba cdc san phd'm 
mdi, sdn phd'm ngan hang didn ttf. Khi da dtfa 
dtfdc san phd'm ngan hang didn tff vdo ddi sdng 
cua ngtfdi dan, tao dtfdc Idng tin ndi khach hdng 
thi vide cung cd'p nhffng tidn ich cua san phd'm vd 
stf da dang ve san pha'm Id mdt ldi the'canh tranh 
cua cdc ngdn hang. Tuy nhien, hien tai cdc 
NHTM ciia Vidt Nam mdi chi phdt trien d mtfc 
do nha't dinh, da sd'cdc dich vu ngdn hdng didn ttf 
chu yd'u chi dffng Iai d giao dich vd'n tin tdi khoan, 
kiem tra so' dtf cua tdi khoan, the tin dung, the 
ngan hdng qua mobile,... 

2.4. Phdt trien nguon nhdn lUc 
Trong bd'i canh nen kinh td'hidn dai ngay nay 

thi tri thffc, ndng Itfc cua con ngtfdi trd thdnh ngudn 
tai nguydn so' mdt ciia cac qud'c gia va chinh vi the' 
ta't ca cac ntfdc deu chu y dao tao, nang cao chat 
Itfdng ngudn nhan Itfc. Tuy nhien, de cd dtfdc dpi 
ngu cdn bd nhan vidn cd tnnh do nang Itfc chuyen 
mdn td't va de tranh tinh trang "chay mdu cha't 
xam" khi ngay cang nhilu ngdn hdng dtfdc thdnh 
lap thi ddi hdi NHTM phai cd cac chinh sach vd 
chd'do dai ngd thda dang. 

Tht^ nhdt, chinh sdch ddo tgo nhdn vien. Mdt ddi 
ngii nhdn vidn chuyen nghiep, nhiet tinh, nang 
ddng Id dieu md ngdn hang Iudn htfdng tdi. 

Thd hai, chinh sdch ddi ngo. Ben canh chinh 
sach ve ddo tao, NHTM cung can cd chinh sach 
dai ngd nhan tdi d l cd the giff chan nhffng nhdn 
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vien gidi phuc vu cho ngdn hdng mdt each lau quan tdm, hao bffc cua ngtfdi mdi, ngtfdi tai de'n 
dai va thu hut nhtfng tfng vidn tilm nang tren thi dau qudn, cung nhtf de nhffng ngtfdi hidn dang 
trtfdng lao ddng thdng qua cdc bien phap, nhtf: cdng lac tai ngdn hdng cd the tin itfdng lam vide 
Xay dtfng nhtfng hinh dnh, ban sac rieng mang vd gan bd lau dai • 
tinh truyen thd'ng hay cd the goi Id "vdn hda 
doanh nghidp", d l ttf dd cd the thu hut dtfdc stf 
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ABSTRACT: 
In recent years, Vietnamese commercial banks have actively improved their competitiveness 

and tried to take advantage of opportunities m the market, especially in the retail banking 
services. The biggest challenge for Vietnamese commercial banks in the retail banking field is the 
growing competitive pressure on the domestic market when Vietnam integrates into the global 
economy and customers frequently change their demand. By applying modem banking 
technology, Vietnamese commercial banks have launched a new method of providing banking 
products and services. This is the provision of banking products and services via 
telecommunication networds and the Internet. This provision is known as e-banking. This article 
analyzes the current situation of e-banking services at Vietnamese commercial banks and the 
prospects and solutions for developing electronic banking services. 

Keywords: E-banking services, commercial banks. 
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