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NGHIEN CUU & PHAT TRIEN

Chié_‘n Iwtgic Gn dinh va phat wién nén
kinh (& Viét Nam hién nay da khiing dinh

“Nén kinh & Viét Nam la nén kinh ¢

nhiéu thanh phin, van dong theo ¢d ché
thi truding dinh hudng XHCN, ¢6 sir diéu
ti€t va quén Iy ctia Nha nudc bing phip
ludit, k&€ hoach, chinh sdch va cic cong cu
khdc” nhitm gidi phéng moi ning Iic sin
xudl X2 hoi, khai thic stf dung ¢6 hi¢u qui
moi liém niing von ¢ cia dal nudc.
Hudng ra thi ufing, cdce doanh nghi¢p lua
chon linh vire hoat dong. mit hang. quy
mo cong ngh¢ vi hinh thie & chie kinh
doanh nhiim dat hi¢u qua cao nhil trong
mdi truting hop tic va canh tranh. Do d6,
s0 ludng cdc don vi tham gia hoat dong
san xuét kinh doanh xudl hién ral nhiéu
v rill da dang nhu trnhin, ¢4 thé. don vi
kinh 1& quise doanh, hdp doanh. .. véi nhu
¢l von it 1én. MOt rong nhitg cong cu
i chinh dé ddp tmg cho ngudn vén hoat
dong sin xudl kinh doanh ndly 12 ngin
hing.

Nganh ngin hang Vi¢ét Nam da ¢o
twdi ddsi hon nita the ky. Su nghiép ngin
hang Viél Nam gin licn vdi si nghiép
khing chién kich quéc clia Pédng vi nhin
déin trong sudt nhfl'ng thiip ky qua. Nhiing
ddng gop clia ngin hing Viét Nam cho
ditnudic ¢o mm quan trong dic biét. ngiin
hiing. trong nén kinh (& thi (ruding dong vai
(o phu “wdi tm 1én™ cung ¢ip midu do —
i&n von. d&n cho @1 ¢i cic doanh nghiép
16n. nhd thude cic thanh phén s hitu khic
nhau ctia nénkinh (&, thdng qua hoat dong
lin dung “di vay d& cho vay” va thanh
todn, Cd cilu 1 chite, ¢ ¢hd van hanh va

NANG CAO NANG L(C CANH TRANH
cdA s6 G0 DICHII
NGAN HANG PAU TU
VA PHAT TRIEN VIET NAM

moi trudng hoat déng clia ngéin hing véi
tinh cdch 1a mdt doanh nghiép kinh doanh
tién (& trong nén kinh & thi tudng ciing

hoan toan khic so vai nén kinh & k&

hoach héa tip trung quan liéu bao cap
e day. Trong thivi dai kinh (€ théng tin
vit kinh (€ tri thite dang din chi€m wu the
thi vai tro clia ngan hiing cing quan trong.
Tuy nhién, khi nén kinh & cang pha trién
thi quy ludt canh tranh it y&u sé cing
dién ra gay gdl. Va, rong nén kinh & thi
truting. quy luit cung ciu va cic yéu o
canh tranh khong loai trir bil ki mot sai
1am ndo ctia doanh nghigp. trong bat ky
céic linh vige ndo, ké ca ngin hang. Viée
huy dong va sif dung nguon von hidu qua
cting nhu viée bam sl thi ruding va xir 1y
(6t moi tinh hudng phat s:nh [ nhiig
cong viée rit quan trong v cin thiét. He
thong ngan hang thuong mai day dac nhu
hién nay, cling vdi su tham gia vio thi
inking tién &, cung (ng ¢dc sin phim
dich vu tong wrthay the clia cdc dinh ché
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Anh Hoang Tuén

LUONG NGOC BIiCH

phi ngéin hiang nhu cdng ty 2i chinh, cong
ty chiing khodn, chuy&n khodn kiéu hi.
cong ty vang bac dd quy. quy tiél kiem
buu dién, v.v... cing lam gia ting siic &p
canh tranh. D€ ¢6 thé ton tai vi ding
vitng (rén thuUng truting nay, cic ngan
hang cang phdi déc stic diy nhanh tién do
céi 18, d6i mdi moi phuong dién nhiim
ning cao nang lwc canh tranh, giit vimg
thi phan.

Trong hoan cinh hoal dong kinh
doanh kho khin nhu vily. nhung S¢ giao
dich IT — Ngin hang dau wr va phit trién
Viét Nam (SGD II) viin khiing dinh duge
minh biing hi¢u qua kinh 1&. Viée thuc
hién 161 cong tdc huy dong von, cho vay
va thu ng di lam cho k€t qua hoat dong
kinh doanh ctia ngin hiing trong nhitng
nim qua ¢6 nhitng budc phit tién ding
k&, cu thé 1a wong nam 1999 1¢i nhudn
trude thu€ clia ngn hing dat dugc trén 10
ty. nim 2000 Igi nhudin di ting gip doi
dat uén 20 1y, d&n nam 2001 con sb nity
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di 1én dén rén 30 1y. Piy 1a ddu hiéu
cho thay ftinh hinh hoat dong kinh
doanh tai SGD II rat khd quan.

Tuy nhién, SGD 1I it nhiéu da vip
phdi mot s6 kho khan, Jam han ché ning
Iuc canh tranh. vi vdy. trong bai Vi€l nay,
chiing 161 mudn dudc dé xudt mot sO gidi
phép nhiim gop phin thio g3 nhimg khd
khan, vuting méic nay.

1. Tang cuong va phat trién hoat
dong tiep thi

Lucgng khich hiing cia SGD 1T con
it. lugng giao dich chua nhicu. ngan hang
van chia tinh odn va xdc dinh dudc
ngudn Idi thu duge r cic khich hﬁng
nhum khich hang: do do chifa 6 ch& do

wu dii hop Iy nhiim thu hiit khdch hang, &n -

dinh va giit chin khiich hang mot cdch lau
dai. Ngin hing viin chua tich cue chi
ding trong tim ki€ém khich hang ma tréi
lai viin con W widng chif khach hing dén
vdi ngin hang mdt cich thu dong hodc
qua gidi thidu. Cc cong tdc ti€p thi khich
hang. im ki¢m khdch hing vin chua duge
phal wién. chua chi wong dén vice phat
irién phong ti&p thi. Trong khi do. G€p thi
lai 12 mot cong cu hitu hi¢u nang cao sifc
manh canh tranh cho cic NHTM trong cd
¢he thi truding v déng vai rd dic bict
quan trong dén sy thanh cong a.ho moi
ngin hang. Chinh vi vay, SGD 1 can p}ml
chu rong dén hoat dong nay. BE ¢o lhc
phit trién hoat dong GEp th. SGD 1 ¢in
thue hién 3 chién luge. do la:

- Chién loe dinh vi thi trimg:
Trong chién luge ndy, SGD 1 ¢in ¢d mt
d0i ngdi chuyCn “phan tich thi trGng™
nhcml thu thiip nhimg thong tin can ll'm,t
vé mife dd, khuynh hudng ctia nhu ciu
khich hing. thdi d§ cha ngudi sit dung
trong cde phin khie thi truting khic nhau,
stte ép ctia ¢ice sin pham thay the khic..
Mot ddi ngii khic s€ chuyén “phian lth
nHi bo™ nhim Gm ra duge nhitng diém
manh va di¢m y&u ctia chinh minh. Ngoai
ra. can ¢6 thém moL ddi ngdi chuyén “phiin
tich d&i thi canh ranh™. Trén ¢d 53 nhin
dang. nghién ciiu va phin tich ddi thi
canh tranh s¢ gitip cho ngin hing tim ra
o hoi tao nén s khae biét hoa trong sin
pham. dich vt cung ding. Ngodi ra. viée
tinh todn trude st manh cta doi thi canh
tranh s& gitip cho ngdn hiing & viio thé chi
ddng. khong bi rdi vio tinh the Ning ting
khi bi di thi canh tranh phin @ng hay
tung nhitng don tan cong mdi.

Tir nhitng phéin tich nay s& gitip cho
ngan hang ¢6 dutic k& hoach hinh dong
cho tirmg phin khtc thi ruting d¢ xdc dinh
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dude nhitng thi trudng muc tiéu nhiim
phuc vu 6t hon nhitng mong ddi tir phia
khéch hang.

- Chién luge quun hé khdch hang:
Trong hoat dong kinh doanh ctia ngin
hang néi riéng va clia 11 ¢ cdc nganh
kinh doanh khéc néi chung thi su thanh
cOng hay that bai ctia ho déu lién quan
dén khach hiing. Trong Gi€p thi ngin hang,
quan hé véi khach hang gitt mdt vai o

cuc ky quan trong vi khéch hang 12 yéu 1§

tham gia truc ti€p vao qud trinh sén xudt
va phan phdi dich vu ngin hang, ho tao
nén nhu cu ciia thi truding — doi tigng chi
yéu cilia hoat dong ti€p thi. Do d6, viéc tao
lip va duy tri quan hé ¢6 ¥ nghia sdng con
ddi véi ngin hang va ngén hang phéi chi
dong trong tit ¢4 cdc quan hé khach hang.
Chién Iudc nay déng vai trd chii dao tao
nén su gdn k&t gitta khach hiang va ngin
hang.

Muc tiéu cudi ciing cia hoat déng
1i€p thi 12 théa min i da nhu ciu clia
khach hang, chinh vi vy, toan bd cdc hoat
dong hudng 6i khach hing déu thudc loai
hoat dong tiép thi nhut: G&p thi nghién ciiu
nhu ciiu va thdi do cia khich hang: tép
thi tim cdch dua dén cho khich hing

' nhitg dich vu phit hgp nhél, nhanh nhit

vdi gid ci hgp Iy nhat G€p thi tao cho
khdch hing cdm gidc thodi mai va thuiin
lién trong qud trinh giao dich: ti€p thi chi
din cho khich hing tién ich ctia nhiing
dich vu mdi ma khdch hang chua bict....

- Chién luce chdt liong dich vu ngan’

héng: Tuy khong déng vai rd md diu
nhing trong hoat ddng G&p thi. chat higng
dich vu trd thanh tiéu dicm quy€l dinh su
thiinh cdng clia ngin hang én thi rudng.
Chat Iugng dich vy 1a y&u & chi chot ma
hiu hét cac ngén hing ngay nay déu cong
nhin d6 12 1oi the canh tranh ¢in phai p
trung moi nd lue.

Thém vio d6, SGD 1T nén thanh lap
phong ban chuyén trich u€p thi. Phong
ban ndly s€ gitip ngiin hang thu thip dudc
thong tin vé khéch hang, vé cdc doi thi
canh tranh khac dé tr do6 ngin hang sé
vachra dinh hudng kinh doanh diing din,
trién khai cdc chién luge mot cdch phit
hop nhitm duy tri va phat trién quan hé vai
khich hang muc ti€u. ning cao hi¢u qua
hoat dong kinh doanh ctia ngdn hang.

2. Dao tao va quan Iy ngudn nhan
luc

Nhin chung. d6 wdi clia cin b dicu
hainh tai SGD I1 cao hdn so v6i he thong
NHTMCP, NHLD va chi nhanh NHNNg;
Vi vy dai vap phii mot s6 kho khiin nhit

dinh trong viéc trién khai tri thic, nghiép
vu mdi, hién dai trong hoat dong kinh
doanh. Phin 16n cdn b diéu hanh cdc cip
clia SGD T déu ¢6 trinh dd dai hoc trés 1én,
nhung khi niing vé ngoai ngif con yéu
nén gap phdi nhitng han ch€ trong viéc
nghién citu cling nhf trong giao UEp voi
nude ngoii nhim md rong quan hé v
céic dinh ché i chinh qudc (€. Pa phin
nhan vién chia SGD IT déu con tré. wy ho
rit ning dong va nhay bén lrong cong
viéc nhung van con thi€u kinh nghiém
trong hoat ddng quan 1y va tac nghiép. Vi
vily, SGD II ¢éin phii quan tAm diing mifc
dén viéc 16 chite, dao tao, phét rién va
quin 1y ngudn nhin luc mot cich hiéu
qué biing cich:

- T8 chifc nhin vién lam viéc co
hiéu qua.

- binh gid trinh do. k¥ ning lam
viée clia nhin vién.

- Ning cao vai trd qudn tri qud trinh
hoat dong.

3. Nang cao hiéu qua hoat dong
kinh doanh

Nghiép vu huy dong von va nghiép
vu tin dung 1a 2 loai hinh nghi€p vu mang
lai thu nhap chii yéu cho ngin hang. Vi
viy, dé tao diéu kién phd.T. trién cdc
nghiép vu khac thi tnidc tién can phai chii
trong néng cao hiéu qua hoat dong ctia 2
nghiép vu nay.

a. Pt voi nghiép v huy dong von.

- Cin phit tién nhitu loai hinh gii
&t kiém.

- Mé thém cic dich vu mdi nharnhin
thanh todn tién ludng, thanh todn w dong
céc dich vu thuting xuyéncho khich hang
gtfi tién ( tién dién nudic. dién thoai. thu¢
nha, thanh todn tién nha 4 gop ).

- Cii li€n cung céich phuc vu. cdi tién
quy trinh nhim tao diéu kicn d¢ dang.
thue hién dich vu nhanh chong cho khich
dén giao dich, Can ting dung cong nght
thong tin dé phuc vu khich hang theo
phuong thic * w phuc vu™ nhu h¢ thing
ngin hang Internet, ngianhia ng dién thoai.
dich vu ATM, thanh toindiing the, thanh
(odn qua cdc may ban hing (ai cdc sicu
thi, khdch san. nhd hing, sin bay. cic
trung tm mua bin 16n. ..

- Nghién ctu thue hién phén loai
khich hang d& phuc vunhiim tang nhanh
thdsi gian phyc vu. chiing han, khiach du.n
giao dich khong dung tign miatthico qua\
liép riéng. khich dén «wm dich vdi so
lugng tién mit Ién thi cd qudy tp khic.
véi s0 luong tién mat aho Lhi s¢ 6 quily
khdc nita...Cic quy Irinh can ph.u 0
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ring, rinh mach; ¢6 bing hudng din
cu thé cho khdch hang.

- Can ¢6 mdt bd phin chuyén tiép
xtic vi khich hiang ( Customer service )
d& gidi ddap moi thile mic v giap khich
hiing thuc hién viée chudn bi cde hd sd ¢6
lién quan. Ngodi ra, cling ¢in phdi thuting
xuyén cif cin b ¢6 trich nhiém Gép xiic
vdi khiach hang nhiim phit hién, diéu
chinh nhitng sai s6t, bit hdp Iy trong cong
viéc. trong quan hé véi khich hang.

h. PO vai nehiép vu tin dung:

- Cin ¢6 ¢im nang. quy trinh cho
tting loai nghiép vu cho nhin vién d¢ gitp
ho hoin thanh 161 cong viée clia minh.
Quy trinh duyét chitng tif nén phan trich
nhiém duyél ching tr theo han mic.

- Cin dua dang héa hoat dong cho
vay ddi vdi cdc thanh phin kinh t€ biing
cach:

+Md rdng doi igng cho vay: ngoai
cic doi (ugng truyén thong thi ngdn hing
ciing nén luu ¥ cho vay cde di wigng méi
nhu cho vay sinh hoal ticu diing, cho vay
c¢in b cong nhin vién. ..

+ Ap dung didu ki¢n cho vay vén
thong thodng.

+ Ba dang hda phucng thire cho vay
nhw cho vay qua nghiép vu phdl hiinh va
strdung thé tin dung. cho vay hap vin. cho
vay tra gop...

+ Thdhi han v & sudt cho vay hgp
Iy.

+ Han mute cho vay hdp ly

- Ciin gia ting wong viée xir 1y ng
xiu dé nang cao tinh an toan, hi¢u qui
hoat ddng tin dung.

- Can thiét xdy dung mot hé thong
quan 1y rii o ( rdi ro [ai sudl, i ro tin
dung. riii ro ty gid, rii ro thanh khodn ).

4. Quan Iy rii ro

NEU i ro xdy ra. vi von by ¢6 clia
ngin hiing khong bao dim. thi ngiin hang
§¢ rdfi vAo tinh trang mal khi ning thanh
todn. Bicu ot 161 nhat L. ngin hiing phii
O bién phdp quén Iy i ro mot cdch co hé
thong va ¢6 hidu qui. Quin 1§ rii o, ¢in
phai k&t hgp chit ch véi cic hoat dong
khic ciia ngin hang. Vite dinh gid va
Kicm sodt rli ro mot cdeh hiu qud s€ dim
hito khong b qua cie ed hoi kinh doanh,
Iefi the canh tranh duge ting cuting vi thosi
gian quén 1y bo ra s€ it han. Vi vy, viée
danh gia va xdc dinh duge rii ro la nén
ting ctia mdt h¢ théng kiém sodt hi¢u qud
cho SGD. Ngin hiing nén ciin nhiic 1t ci
cic loai rii ro s¢ gdp phii wong kinh
doanh. Sau khi da xdc dinh va phin loai
rtii ro, ngdn hiing ¢iin vach ra nhitng chién
PHAT TRIEN KINH TE Thimg Muii 2002

lugc dic biét nhim phong trdnh hay gidm
thiéu cdc tic dong tiéu cuc ctia nhitng loai
rili ro ndy. ngén hing ¢6 thé chuyén méot
phin hay toan bd rii ro cho ddi tic ( bio
hi€m, lién doanh ): ki€m sodt riii ro biing
cich xiy dung hé thong bio vé& hay phii
chap nhéin i ro. Nhu vy, c6 nén ching
phii xay dung mot bd phin &€ quan 1y,
tinh todn va du bdo mii ro? Cdc nhén vién
thudc bd phdn nay phai ¢6 trich nhiém
téng hap, phan tich va bdo cdo cdc chi tiéu
quén Iy riii ro quan trong cling vdi két qua

. clia cong viée kiém tra. kiém sodl ndi bd

mdi cich déu din, thuding xuyén dén ban
lanh dao ngan hang. Trén cd sd ting
cuting hoat déng kiém tra gidm sit vi
kiém tra ndi bd thi viéc quéin Iy rii ro tai
SGD II méi thu duge nhitng k&t qua nhw
mong ddi.

5. Xay dung chién lugc lgi thé ¢anh
tranh _

a. Chién luge dia trén khdch hang:
Nén kinh 1& cang phit rién, s& kéo theo
nhitng doi hoi ngay cang cao clia khich
hang, SGD 11 khong thé théa man tat cd
khdch hang vdi hiéu quéa (5t nhit. Nhu
vy, lam th& nao dé c6 thé vugt wén doi
thti canh tranh? Vi nhu ciu va thi hi€u ctia
khdch hang cé su khdc biét I6n, do do
ngin hang nén cit lat thi ruting dé Iua
¢hon nhiing nhém khéch hang phit hgp
v@i minh, ir d6 tp trung nd lye d¢ ddp
ttng nhitmg nhu ¢Au nay, C6 thé cit lat thi
triting theo muc tiéu, nghia la phin nhém
khich hang theo muc dich sif dung sin
phim ctia ho, hay cit 1t thi truting theo
khd niing ddp ting clia ngin hang.

Chi€n luge dwa tén khich hang 1a
cd 58 ctia moi chién luge, do dé ngin hing
cdn phdi tip trung moi nd lyc dé phuc vu
khidch hing mot cdch 6t nhil, ¢6 hiéu qué
nhit méi ¢6 thé vuit 1én rén cdce doi thi
canh tranh va gia tang lgi nhudn.

b. Chién luge dit trén doi thit canh
tranh: O3 phiin trén, ching ta da dé cap
dén tinh (it y&u phii hudng cic hoat dong
kinh doanh ngin hang vi muc tiéu thoa
min (5i da nhu ciu ctia khich hang. Tuy
nhién, thuc (& cho thily nhitng nd lwe nhiim
thda man nhu c¢iu khich hang chi ¢6 gid
tri khi ddi thii canh tranh ctia chiing ta
chuta ¢6 dugie nhitng 16 e dé, hodic da co
nhitng nd Iy do song dat mifc do thoa
min thip hon. Chinh vi vy, cdc loai hoat
d6ng nhiim chién thiing di thii canh tranh
mang ¥ nghfa quan trong tudng duong nhu
¢dc hoat dong theo dinh hudng khich
hang. Nhu vdy, wén ¢d 3 nghién ciu
phén tich d&i tht canh tranh. ¢dc nha quan

tri can phai sdng tao ra su khac biét cho
riéng ngan hang minh @ khau huy dong
von ( dau vao ) cho dén khiu sit dung von
(dura ) va quy trinh ngudc lai Ia thu hdi
von va hoan trd von. .. BALkY swkhac biét
nio mang lai sur ién ich cho khach hang
ciing s& 1a nhan t§ g6p phin gianh vu the
ap ddo so véi ddi thi canh tranh.

¢. Chién luge dua trén’ sy lién hop:
Trong chién luge nay cin xdc dinh 1o
chifc nang chti y&€u clia ngin hang minh,
diéu nay giin lién véi viéc xdy dung cdc
chi€n Iugc chiic ning ciia ngin hang. Bé
thuc hién chi€n luge niy, ngan hiang ¢in
nghién ctiu thit ky luBng sao cho gidm
duge chi phi thip nhat nhung vin hiéu
qud hon so vdi cdc d6i thi khic. Pdng
thdfi, ngan hang cling cin phii tao ra su
riéng biét sdc nét cho sin pham va dich
vu ctia minh. Ngoai ra, ngéin hing cling c6
thé chia & mot s& chite ning nao dé véi
don vi khic trong cting hé théing hay khic
hé théng ngin hang nhu ddng tai trg cho
vay, lién k&t dai Iy ... nhiim tao hiéu qud
cao cho hoat dong kinh doanh.

6. Mot sd giai phap hoat dong
khac

o. Hign dyi .hoa cong nghé ngdn
hang: Ngay nay, véi hang loat cdic gidi
phap nhiim cdi thién cong nghé cung ting
dich vu nhu ting cuting tuyén chon vi
dao tao nhin vién 11, tng dung rong riii
thanh tiu cong nghé thong tin véi cac
méy tinh hién dai va duding truyén din
Jién thong quéc €. .. SGD 11 ¢én phai tinh
todn k¥ luding, tiry theo khi nang (vé quy
md von va inh hinh (ai chinh hién 6 clia
ngn hang) d€ ¢6 nhitg phudng dn khi
thi, phit hgp. Trong tudng lai, ngin hang
nén nbi mang qudc & (mang SWIFT). h¢
théng thanh todn lién ngan hiing, hé thdng
xit Iy (i khoan thanh todn. ..

b Hop tic, lign két vai cde t chite
dinh ché&'téi chinh quéic 1€ Ngin hiing cin
thi€t xédc dinh nhitng thi truding tiém niing
trong khu v vi qudc (&, xéic dinh céic doi
tic chién luge d€ hop tdc, lién k&t trong
céc linh vuc nhu: vay von. dai 1y, Gy thic.
dau tr, ddng ti trg, ddo tao. chiing khodn,
leasing. .. nhiim nng von W ¢6, von hoat
dong. phat uién nghiép vu, cung ing sin
phiim mdi, md rdng mang WG phuc vu.

. Thanh lap thém mén s6 chi nhdnh,
phang giae dich: D& thuin ién cho khich
hang trong viée giao dich vdi ngin hiing.
SGD II nén md rong mang ludi phuc vu
cia minh khdéng chi tong dia ban
TP.HCM mii ¢d ¢ cdc tinh thiinh khic ncu
di diéu kién ®
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