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TOM TAT: 
Sir phat trien ngay eang manh me cua khoa hpc cdng nghe da, dang va se tac dpng den mpi 

phuong didn cua ddi song, kinh te, xa hpi. Vi vay, cac ngan hang luon phai phat tridn cac san 
pham, dich vu de dap ung cae nhu cau cua khach hang. Viec ra ddi eiia ngan hang difn tir 
(E-Banking - Electronic Banking) da giai quyet nhftng nhu eau phat sinh eiia khach hang tan bii 
toan lai nhuan cua ngan hang. Vol kha nang nam bat xu hudng phat trien cua cong nghe, Ngan 
hang TMCP Phuong Dong (OCB) da phat trien he thong OMNI - He thong ngan hang di|n tii 
theo cong nghd ngan hang hpp kenh diu tidn tai Viet Nam. Voi vi the la he thong ap dung cdng 
nghe moi, ngan hang se gap nhieu thuan lpi va kho khan nhSt dinh. Bai viet nghidn cuu vd thuc 
trang su dung eong nghe ngan hang hgrp kenh tai OCB ciia khach hang, phan tich cic nh^n t6 tic 
dpng ddn su hai long eua khaeh hang doi voi djch vu OCB OMNI. Tir do, tac gia dua ra cac giai 
phap phat trien dieh vu theo cong nghe hpp kenh tai ngan hang. 

Til' khoa: Ngan hang didn tu, OMNI, OCB, dich vii, cong nghd. 

1. Tong quan ve ngan hang dien tii' 
Dich vu ngan hang dien tii (Electronic Banking, 

viel tat la E-Banking) la loai hinh dieh vu ngan 
hang dupe xay dung tren nen lang cong nghe thong 
tin va vien ihdng hien dai. Khaeh hang eo the thuc 
hidn cac giao dieh nhu chuyen lien, Iruy van lai 
khoan, thanh toan hoa don... Ihong qua internet ma 
khong can ho trp trirc tidp tir nhan vien ngan hang 
hoae cae bdn trung gian khac. Loai hinh nay la mpt 
dang cua thuong mai didn tu du'oc ung dung vao 
ITnh kinh doanh ngan hang. Cong nghe hpp kenh 
(Omni-channel) la eong nghe lien tien nhat hidn 
nay. Khach hang co the duoc cung cip trai nghiem 

lien mach bat ky kenh hay thiet bj nao nhu mang xa 
hpi, wedsite, gpi dien thoai, eac iing dung tren 
smartphone. 

Vai nhung doi hoi ve mat cdng nghe ngay cang 
eao eua khaeh hang ihi he ihong hop kenh ra dm 
dap ifng vide khach hang co the trai nghiem dong 
bp va lien mach trdn tat ca cac kdnh giao dich nhu: 
Internet Banking, Mobile Banking, ATM va quay 
giao dich. Ngoai ra thi Omni Channel Banking con 
CO the mo rpng raa nhirng kenh khac nhu mang xa 
hpi, cae doi tac lien kdt. Qua do, cung cap cho 
nguoi tieu dimg duac su dung cac tinh nang khac 
nhu ca nhan hoa giao dien, mua sam,... 
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Y nghia cua viec phat trien dich vu ngan hang 
dien tii theo eong nghd hpp kdnh 

Doi vai ngdn hdng: Giam ehi phi; tang hieu qua 
kinh doanh; mang den cho khach hang dich vu tdt 
hem, dam bao su hai long ciia khaeh hang; thu but 
khach hang moi; gia tang siic eanh Iranh, chimg to 
vi thd ciia ngan hang trdn thi truong. 

Ddi vai khdch hdng: Dupe trai nghiem nhieu san 
phim, dich vu trdn hd thong ngan hang dien tir hem 
so voi tnrac day; dupe trai nghidm cac giao dich o 
bat ky kenh nao ma khach hang lua ehpn, dieu nay 
mang ddn su thuan tien eho khach hang; khong phai 
ton nhidu thai gian de cha dgi thirc hidn giao dieh 
khi ra quay; cac giao dich xuyen sudt khi khaeh 
hang thue hien mpt giao djeh bat ky tren kenh nay 
sau do CO the thirc hien tidp o mot kdnh khac va kdt 
thiic giao djch a mot kdnh tidp theo; nii ro bi danh 
cap lai khoan thap han: viec mpl tai khoan khong 
the dang nhap eiing liic 2 kenh giup ban chd riii ro 
bi danh dp tai khoan so vai tru6c day. 

Doi vai kinh te - xa hgi: Thiic day thanh toan 
khong dimg tidn mat, tidl kidm chi phi; tang cudng 
sir hpi nhap. 

2. Thtfc trang ho^t ddng dich vu ngan hang 
dien tu- theo cdng nghe hop kenh 

Ngay 19/03/2018, OCB (Ngan hang TMCP 
Phuang Dong) la ngan hang dau tien tai Viet Nam 
trien khai dich vu ngan hang didn tii dira trdn ndn 
tang Omni-channel. Dii mdi ra mat nhung Dieh vu 
ngan hang hpp kenh eiia OCB vira dirpe vinli danh 
vcri 2 giai thuong la "Ngan hang so sang tao nhk 
nam 2018" va "Nen tang kenh Omni mai tdt nhat 
Viet Nam 2018" do lap chi Tai chinh Qudc td 
(International Finance Magazine) eiia Anh trao tang. 

OCB Omni ra mat vao cuoi quy 1/2018 da gdp 
phan giiip ngan hang dat ket qua kha quan. 6 thang 
nam 2018, tong tai san dai 90.965 ty ddng, tang 
25% so vdi ciing ky. Lpi nhuan trudc thud la 1.302 
tydong, tang 163,5% so vdi nira nam dau 2017. Vdi 
ket qua tich cue trong nua nam, ngan hang du kidn 
nrpt k6 hoach lpi nhuan 2 000 ly ddng trong nam 
2018. 

Cac tinh nang ma khaeh hang dang su dung pho 

bidn gdm thanh toan online, chuydn khoan, quan ly 
tai ehinh, day la nhiing tinh nang da dupe su dung 
phd bien d he thdng hpp kenh. Khach hang lira 
chpn OCB OMNI vdi 4 nguydn nhan chinh la mien 
phi dich vu, ngan hang cd uy tin, giao djch tien lpi 
nhanh ehdng va quan ly tai ehinh de dang. Thi 
trudng ngan hang hidn nay hau het ddu thu phi dich 
vu ngan hang dien tu, thi viee OCB mien phi dieh 
vu dd khuyen mai khach hang sir dung dich vu mdi 
la each thu hiit khach hang hoan toan hpp ly. 

Khi tham gia khao sat, hau het khaeh hang deu 
danh gia tich cue doi vdi he thong mdi, tuy nhidn 
van ed mpt sd phan nan ve tinh Irang khdng the 
thuc hien giao dieh vao ngay cudi thang, thoi gian 
nay thudng la thdi gian nhan luong thang va khaeh 
hang ngay lap tiic chi tra cho cac khoan thanh loan 
trong thang nhu hoa don, the tin dung... Vi vay, 
tinh trang nghen mang vao giai doan gay khdng it 
khd khan eho khach hang, hp da de xual can cai 
thien van dd nay Ngoai ra, con mpt sd y kidn cho 
rang vide cd them qua nhieu tinh nang mdi lam 
khach hang cam thay boi rdi khi sir dung, dac biet 
hp so rang vide thuc hidn sai thao tac se gay ra 
nhieu phien phue, dd eung la ly do ma nhû ng linh 
nang mdi thi khach hang thudng ban che sir dung. 

Dd do ludng miic dp hai long ddi vdi dich vu 
OCB OMNI, tac gia da sir dung md hinh 
SERVPERF, dupe xay dung thanh 5 nhan to vdi 22 
bien quan sat cimg vdi bidn phu thuoc la su hai long 
ciia khach hang doi vdi dich vu OCB OMNI: 

Fi= -1.323+ 0.527REL + 0.151RES 

-I-0.131ASS-I-0.394EMP-I-0.142TAN 

Trong do: REL: Sir tin tudng; RES: Su phan hdi; 
ASS: Su dam bao; EMP: Su thSu cam; TAN: Sir 
hiru hinh 

Qua phan tich hdi quy bpi, ed the thay rang cae 
tat ca cac nhan td deu ed anh hudng va ty Id thuan 
vdi bien phu thude sir hai Idng Fi, trong dd nhan 
anh hudng manh me den bien phu thuoc la su lin 
tu'dng REL (0.527), sau dd la su thau cam EMP 
(0.394), ba nhan to cdn lai cd mu'C anh hudng tuong 
duang nhau la su phan hdi RES (0.151), su dam 
bao ASS (0.131) va su hiru hinh TAN (0.142). 
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3. Giai phap phat trien dich vu theo cong 
nghe hop kenh tai ngan hang 

Thd nhdt, day manh cae chuang trinh nhan dien 
hinh anh va thuong hidu: Ddi vdi mdi ngan hang, 
hinh anh va thuang hieu ehinh la yeu td dau den dd 
khaeh hang danh gia, vi vay chr\ tang cudng them 
nhieu chien dich quang ba hinh anh va thuang hieu 
cua ban than. Ngan hang can cung cap thong tin de 
khach hang biet ve OMNI nhu hien nay ma cdn phai 
cho khach hang hieu dupe sir khae biet ciia he thdng 
mdi va ydu thich nhung tinh nang mdi eua OMNI. 

Thu hai, nhanh chdng hoan chinh cac tinh nang 
chua dupe dua vao van hanh va tidp tue nghien cuu, 
van hanh nhiing tinh nang mdi: Can phai nghien 
ciiu dd san pham ngay cang da dang phuc vu cho 
nhu can cua khach hang. Ghi nhan nhirng y kien 
danh gia ciia khach hang ddi vdi dich vu ngan hang 
de hieu nhirng gi khach hang mong mudn, tir do 
phat trien them nhirng tinh nang phuc vu cho nhu 
cau eiia khach hang. 

Thu ba, cai tidn cdng nghd: Nang ckp chat lupng 
dudng truydn dd he thdng hoal ddng tran tru va 
thdng sudt, ban chd nhiing trudng hap ngen mang, 
tu chdi giao dich... dac biel vao thai gian cudi 
thang. Dam bao rang phai phan tich riii ro va an 
loan giao djch phai duoc tien hanh day dii va ehinh 
xac trudc khi dua san pham vao thi trudng. 

Thu lu, nang cao nhan thuc cua khach hang vi 
nii ro khi sir dung he thdng ngan hang dien tii theo 
cdng nghd hop kdnh: Hudng din khach h^ng cai 
dat va su dung OMNI an toan dd han chd thong tin 
bi danh cap va bi dang nhap bat hpp phap. Huong 
dan khach hang kiem tra lai nhiing thdng dn ciin 
thiet khi Ihyc hien giao dich dd Iranh sai sol lam 
cham tre viec thanh toan, chuyen tidn... 

Thu ndm. nang cao trmh dp nghiep vy, chuyen 
mon eua nhan vien: dam bao dpi ngii nh^n vien 
ngan hang ludn dupe cap nhal cdng nghe mdi, ti§n 
bd khoa hpe ky thuat de cd thd hd tro khach hang 
khi sir dung cae thiet bi cdng nghd. Khuygn khich 
nhan vien ddng gdp nhirng bat cap ciia san pham 
de cai Ihien trudc khi san pham ddn vdi khach 
hang. 

Thu sdu, giai phap hd trp tir Ngan hang Nha 
nude Viet Nam: ban hanh van ban phap luat quy 
dinh vd hoat ddng dieh vu ngan hang dien tii ro 
rang, thdng nhdt va dn dinh; ban hanh chinh sach 
uu tidn cho su phat tnen nhung san phim ijng dung 
cdng nghe hidn dai. Khi ma cdng nghe ngay cang 
phat tridn, giao dich khdng diing lien mat ngay cang 
dupe khuyen khich thi Chinh phu can c6 nhiing 
chinh sach phii hpp, han che rao can eho su ra doi 
eiia cae san pham, djch vu ngan hang cd ling dung 
edng nghe va nhung chinh saeh kich cSu hpp ly • 

0 doi vdi hoat ddng ngdn hdng diin td", Tgp chi 
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ABSTRACT: 
The strong development of science and technology has been affecting all aspects of life, 

economy and society. As a result, banks must always develop their products and services to meet 
the needs of their customers. The establishment of electronic banking (E-Banking) has solved the 
arising needs of customers and the profitability of banks. With the ability to grasp the 
development trend of technology, Orient Commercial Joint Stock Bank (OCB) has developed 
OMNI - the first electronic banking system which uses the integrated channel banking 
technology in Vietnam. This new banking technology would bring both advantages and 
difficulties to the bank. This article explores the siiuadon of using integrated banking technology 
al OCB, analyzing the factors affecting the customer satisfaction with die OCB's OMNI service. 
This article introduces solutions to develop services according to the integrated channel 
technology at the bank. 

Keywords: E-banking, Omni-channel, OCB, service, technology. 
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