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1. bat van dé

Tinh dén ngay 31/12/2012
trén dia ban tinh Kién Giang c6
46 t6 chiic tin dung, trong d6 c6
07 Chi nhanh ngan hang thuong
mai nha nudc, 16 Chi nhdnh ngan
hang thuong mai ¢d phin va 23
Quy tin dung, tir dé cho thay
khach hang c6 nhiéu lya chon va
doi héi trong viéc gti tién cla
minh tai ngan hang (NH). Chinh
vi vdy cdc NHTM trén dia ban
tinh, trong d6 c6 Ngin hang
TMCP Kién Long can dinh
huéng va dé ra cdc gidi phép,
ki€n nghi nang cao sy hai long
ctia khach hang trong hoat dong
huy dong tién gtri ti€t kiém.

2. Gidi phap nang cao su hai
1ong cia khach hang

2.1. D61 véi nhém nhén t6 Su
tin cqdy, Ndng luc ddp vung va Su
dong cam

Nang cao chat lugng ngudn
nhan luc:

NH cin chi trong hoan thién
k¥ ning mém; dao tao cho nhian
vién c6 ki€n thic toan dién; ning
cao y thifc, dao ditc nghé nghiép.

58

Tu do, xay dyng mdt moi trudng
lam viéc that sy chuyén nghiép
vd hién dai nhim tao tim ly
thodi médi cho nhin vién va
khéch hang; gitp nhan vién hinh
thanh dugc phong cédch giao dich
t0t, thdi do phuc vu khdch mot
cdch an cin, chu ddo, phong
cach x 1y cong viéc nhanh nhen,
kip thdi, chinh xdc. Hudng cho
nhan vién lam viéc v6i muc tiéu
“Ngan hang Kién Long, sdn long
chia sé” trén nén tdng gid tri cot
16i cia NH “Xanh - Tam - Tin -
Kién”

Hoan chinh hé théng cong
nghé thong tin NH:

Cong nghé déng vai trdo quan
trong trong viéc phat trién cédc
dich vu NH hién dai va quan ly.
Do d6, NH cin c6 d6i ngii chuyén
vién cong nghé thong tin gidi dé
van hanh t6t phdn mém, ddm bio
tinh li€n tuc, xuyén sudt, ki€m tra
va ngén ngilra ¢ hi€u qué sy xam
nhap tf bén ngoai nhim bdo vé
an toan tuyét doi cho hé thdng va
thong tin giao dich cta khdch
hang.

2.2. Gidi phdp tinh canh tranh
vé gid

K&t qud nghién citu cho thay
gid ciing 1a mot yéu td rat quan
trong 4nh hudng dén sy hai long
cta khdch hang. Cdc giai phap
bdo ddm tinh canh tranh vé gid
ma NH c6 thé thyc hién nhu: Phat
huy tinh linh déng ctia chinh sich
gid mot cdch c¢6 hiéu qui. Cin
thudng xuyén ti€n hanh khao sét
vé gid dich vu va 1di suit & mot
s6 NH ciing dia ban d€ xem xét
lai chinh sdch gid c4 va 1ai suat
clia NH minh. V& 1ii suit cho
vay, lai sudt huy dong va biéu gia
dich vu, cdc NH nén xay dung
bi€u l4i suat phit hop véi timg doi
tugng khdch hang va ting loai
san pham dich vu. Phin khiic thi
trudng theo th ty uwu ti€n cho
nhitng khach hang 16n va khéich
hang lau ndm.

2.3. Gidi phdp ddm bdo Sw
thudn tién

Hién tai NH Kién Long dang
x&p thit hai trén dia ban tinh Kién
Giang vé mang ludi hoat dong
v6i 17 diém giao dich trong toin
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tinh, chi ddng sau NH Nong
nghiép. Pay 1a mot 1¢i thé rat 16n
ciia NH trong viéc ddp tng nhu
cau clia khach hang. Song day sé&
khong con 1a mot 1di thé 1au dai,
bdi khi duge phép trd lai cdc NH
trén dia ban s€ thuc hién mé3 rong
mang ludi cda minh lam gia ting
su canh tranh rat 16n doi véi NH
Kién Long. Vi viy cin c6 su
chuin bi trudc cho cong tic nay
nhu NH Kién Long vin con ¢6
thé md khoang 3 di€ém kinh doanh
mang lai hiéu qud huy dong von
cling nhu hiéu qud kinh doanh
cho minh d6 la: tai huyén Phud
Qudc, Thi trdin Chau Thanh
huyén Minh Luong va mdt tai
huyén An Minh. Né&u diéu kién
cho phép NH ciing c¢6 thé md
thém mot s6 diém huy dong, day
ciing 12 mot gidi phap dé€ thu hit
tién glii ctia khdch hang.

2.4. Hoan thién va ciing cé

hinh dnh ciia NH

DPong bo va Thong nhat hinh
dnh, nhin dién thuong hiéu cda
NH tir Hoi s chinh cho dén cdc
chi nhdnh dia phuong va Phong
giao dich cdc ki€n tric tru sd,
biang hiéu, logo cho d&€n méi
trudng giao dich bén trong déng
phuc, pano, dp phich... Bén canh
d6 NH can phai duy tri va tham
gia tich cyc hon nita cdc hoat
dong gitp phét trién cong dong
dia phuong, cdc hoat dong gitp
dd ngudi nghéo, quy hoc béng
cho cdc sinh vién tinh nha...

2.5. Xay dung chién lugc phdt
trién khdch hang bén viing

D€ ddm bdo hiéu qui kinh
doanh 1au dai ngoai sy dau tu vé
cong nghé&, nhan sy, thuong hiéu,
chién lugc kinh doanh, thi duy tri
va md rong quan hé khdch hang
12 m&i wu tién hang diau. Xay

dung chi€n lugc khdch hang
nhim xdc dinh phan khic thi
trudng, pham vi, quy mé kinh
doanh, dua ra cdc thach thic va
gidi phdp thu hidt khdch hang.
Lam t6t cong tdc phat trién chién
luge khdch hang 13 cd s tot dé
thuc hién nhiém vu kinh doanh
giip NH thu dugc 1gi ich cao va
bén vitng.

Hién nay viéc t8 chic phuc vu
khdch hang cia NH chua c6 sy
thdng nhat gitta cdc phong ban
hay gita cdc don vi tryc thudc, tuy
theo nhiém vu cia minh tié€n hanh
cong tdc khiach hang mot cich
tuong d6i doc 1ap, thi€u sy phdi
hdp. Vi vay, NH can phai c6 mot
b phan chuyén trach khiach hang
trén cd s& két hop giia cdc don vi,
phong ban dé thuc hién cdc hoat
dong:

Hoat dong xic ti€n b4n hang,
chim séc khdch hang: tryc ti€p
lién hé v6i khach hang dé€ tim
hiéu nhu cdu cda khidch hang,
quing bd gidi thiéu khd ning
cung ting, gidi thich c4c sdn phAm
ctia NH. Ghi nhan nhiing ndi dung
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ma hai bén quan tdim. Thu thip
thong tin khach hang nhu hd so cd
nhan, tinh hinh tai chinh. Thiét
1ap mdi quan hé thudng xuyén véi
khdch hang, hd trg tu van cho
khdch hang cdc van dé lién quan
dé&n san phAm ma NH cung cap.

Hoat dong nghién cttu thi
trudng va phan tich khach hang:
Khao sit, dinh gid, phan tich dé
kip thdi ndm bit cd hdi hay nguy
co tir thi trudng. Thiét k& cdi tién
san phim cho phit hgp v6i nhu
ciu ngay cang cao ctia khdch
hang. Xdc dinh phin khic thi
trudng phu hgp véi kha nang phuc
vu va chién luge phat trién kinh
doanh cia minh.

Hoat ddng giao dich va cung
ng cdc san phdm dich vu: Bo
phan c6 nhiém vu ti€p nhan giai
quyét cdc yéu ciu cda khdch,
cung tng cdc san phdm dich vu
cia NH theo thda thuédn, hgp
dong ky két gitta NH va khach
hang. Thuc hién cac giao dich ctia
kh4ch hang nhu: giti tién, rit tién,
thanh todn... m
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