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(^^^^y^^hanh tuu khoa hgc cdng nghd vJ dgl nhat trong dau the ky 21 la su phat trien cda cdng 
-^ nghd dl dgng, the hidn d viec phd cap nhanh chdng cda dien thoai di ddng (DTDD) va cai 

tien khdng ngdng cua cae he thong truyen thdng di dgng. Dieu nay da md ra mgt loat nhdng ca hgi 
rat ldn cho hoat ddng sang tao va cung ca'p dich vu mdi cd tinh ca nhan hda tren nen vien thdng di 
ddng (eMS), dac bidt la cung cap cac dich vu ngan hang tai chinh. Nhan thdc ra't rd xu hudng va xem 
day la ea hdi canh tranh cdng nghe ed tinh cha't quye't dmh trong cung ca'p eac dieh vu ngan hang 
dien td (NHDT), hau het cae ngan hang thuang mai (NHTM) tren the gidi da then khai cung cap va 
phat then thi trudng eMS trong cac hoat dgng kinh doanh cda minh. Tuy nhien, ddi vdi nhieu NHTM 
Viet Nam hoat ddng trien khai, phat trien thi trudng eMS cdn rat cham va thieu hidu qua. Nguyen 
nhan cua thuc trang nay cd ra't nhieu, nhung nguyen nhan chfnh nam d ehdcae NHTM Viet Nam chua 
hoan toan nhan thdc rd hoat ddng phat trien thi trudng eMS la xu hudng khach quan ma cac NHTM 
phai thue hidn tot trong qua trinh phat trien cac dich vu ngan hang hien dai nham da dang hda tien 
ieh va tao su thuan tien tdi da cho ngudi sd dung. Bai viet da phan tich, lam ro xu hudng ta't yeu khach 
quan den td sU hgi tu eua nhieu ye'u to khac nhau td mdi trudng ben ngoai va dua ra cac ham y glal 
phap phat trien thi trUdng eMS trong hoat dgng kinh doanh ddi vdi cae NHTM Viet Nam tren ea sd 
tdn dung tdt nha't cac tgl the khach quan td xu hudng dd. 

Td khda: thj trudng eMS, vleh thdng di ddng, ngan hang dien td, kinh doanh ngan hang, ngan hang 

1. Khai quat ve th| tradng eMS chu yeu dddc thuc hien tren mang truyen thdng 
Ve m§t ban chat, eMS la sa phat trie'n sau cua khdng day (vd tuyen). 

cac dng dung cung cap d|ch vu trong TMDT. Cac Vdi each tiep can nha vay, d/c/i vu eMS dugc 
hoat dpng d|ch vu eMS chi xuat hien khi TMDT da hieu la toan bd nhdng dich vu dugc cung ca'p qua 
phat trie'n den mdt mdc dp nhat dmh, khi cac nen cac thie't bj di ddng nhu: DTDD va cae thie't bj sd 
tang ha tang vleh thdng, cung nhd sU tich hdp ca nhan (PDA) ed sd dung mgt mang truyen thdng 
nhat the' hda cua nhieu thiet b| dien td dieh ra tren khdng day. 
dien thoai di ddng hoac cac thiet b| sd ca nhan. Theo quan die'm nay, eMS cd ban chat va ndi 
Die'm khac biet cd ban gida eMS vdi cac djch vu dung la cac d|ch vu thdng thadng nhdng sd dung 
cua TMDT la hoat dpng d|ch vu TMDT chu yeu thanh tdu cua cdng nghe viCn thdng di dpng trong 
dUdc thuc hien qua mang Internet bao gdm ca hdu cung cap va sd dung d|ch vu. Vi vay, ben canh cac 
tuyen (sd dung day ndi) va vd tuyen, cdn eMS thi dac die'm cua d|ch vu thdng thadng, eMS cd nhieu 
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die'm khac biet, bie'u hien cu the' nhu sau: 
+ Mac du van mang day du caC dac die'm cua 

dich vu thdng thudng, nhdng qua trinh cung dng 
eMS khdng can thiet phai sd dung nhieu lao dpng 
sdng. Toan bd hoat ddng cung dng va sd dung 
d|ch vu cd the dUdc tien hanh ta dpng hda thdng 
qua cac he thdng dien td, qua cac thiet b| di ddng 
va mang vien thdng. 

+ Qua trinh cung dng, tieu dung eMS dieh ra 
nhanh chdng hdn va khdng phu thupc vao cac gidi 
han cua khdng gian hay thdi gian. Cac eMS dUdc 
cung cap lien tuc thed yeu cau tai bat ky thdi die'm 
nad khach hang cd nhu cau, cho du khach hang 
dd d bat cd dau, khdng phu thupc vao khoang 
each giOa khach hang vdi nha cung cap eMS 
thdng qua cac thiet b| di ddng. 

+ Cac eMS cdn cd mpt dac tfnh rat rieng, dd la 
ca nhan hda ngddi dung rat cao, chfnh vi vay ma 
cac djch vu cung cap mpt each chfnh xac tdi eac 
khach hang muc tieu. Dieu nay md ra rat nhieu 
dng dung mdi trong quang cao va cung cap cae 
djch vu tai chinh ngan hang tren thie't b| di ddng. 

+ Cae eMS vdi ban chat la cae d|ch vu thdng 
thadng nhung dape dng dung cdng nghd vien 
thdng va CNTT trong cung cap d|ch vu nen ed the 
giam thie'u dddc tfnh khdng ddng nhat eua d|ch vu. 
Sd dT nhu vay, la vi cae d|ch vu cung cap dUdc 
dien td hda va tu ddng hda qua trinh cung cap nen 
chat lUdng tai cae lan cung cap hau nhu khdng ed 
sd khac biet nao dang ke'. Chang han mpt khach 
hang sd dung d|ch vu ngan hang dien td (NHDT) 
de thue hien chuye'n khoan dien td, trong hau het 
cae lan chuye'n khoan cua khach hang nay djch vu 
cung cap la ddng nhat do ddpe dien td hda quy 
trinh cung cap. 

Cach hie'u nhu tren ve eac dac die'm chung va 
rieng biet eua eMS so vdi cae d|eh vu khac, eho 
thay hoat ddng kinh doanh eMS va hoat ddng kinh 
doanh eac djch vu khac la tddng ddi giong nhau 
ve dich vu cung cap nhdng khac nhau d each thdc 
tien hanh. Do dd, ve mat ed ban th| trudng eMS va 
th| trudng d|eh vu khac cung giong nhau ve cac 
yeu td cau thanh, nhung thi trudng eMS dac biet 
hdn do ed sif tham gia eua yeu td CNTT va vleh 
thdng ma bie'u hien la eac nha cung cap d|eh vu 
mang vien thdng di ddng cd the' tham gia niia mdt 
ben thd ba ddng vai trd ket ndi gida nha cung eafp 
d|eh vu va ngudi dung. The che th| tradng eMS vi 
vay cung phdc tap hdn, khdng chi bao gdm ca 
nhdng dieu ehinh trong he thdng luat phap, chfnh 
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sach ddi vdi nha cung cap djch vu va khach hang 
sd dung ma cdn ddi vdi cae nha cung cap dieh vu 
mang vien thdng va CNTT. 

Nham dmh hddng eho nhdng luan giai ve phat 
trie'n th| trddng eMS, tren cd sd phan tfch dac die'm 
eua eMS va hoat dpng kinh doanh eMS, tac gia 
quan nidm thj trudng djch vu e-mobile (eMS) dugc 
hieu la tdng hda cac hoat ddng cung ca'p va tieu 
dung dich vu trong mdt the che xac dmh dugc difn 
ra thdng qua cac thie't bi di ddng nhu: DTDD va 
eac thiet bi sd ca nhan (PDA) ed sd dung mdt 
mang truyen thdng khdng day. 

Nhu vay, thj trudng eMS cung giong nhu thj 
trudng d|ch vu ndi chung dupe van hanh theo cac 
quy luat kinh te th| trudng nhd quy luat cung cau, 
quy luat gia tr|, quy luat canh tranh. Ngoai ra thj 
trudng eMS cdn phai chm sd dieu tiet eua luat kinh 
doanh nganh d|eh vu qudc gia va quoc te, cung 
nha cac quy tac va he thong luat phap trong cung 
cap, sd dung djch vu vien thdng va CNTT. 

2. Sa can thie't khach quan cua phat then 
thj trudng eMS trong hoat dpng kinh doanh 
ngan hang 

Mdt thdc te rat de" nhan thay la cae thiet b| di 
ddng va eac dng dung eMS trong nhieu ITnh vdc 
cua nd da trd nen phd' bien va trd thanh mpt tieu 
ehua'n eua cudc sdng hang ngay eho nhieu ngiidi 
tieu dung tren khap the gidi trong suot mdt th§p ky 
qua. Dang ke nhat trong sd cac dng dung eMS la 
su lien tue dd'i mdi cua hang \og{ cae djch vu tai 
chfnh di ddng cua eac NHTM. Dieu nay da cho 
thay mdt sd tiem nang thay dd'i each ngddi tieu 
dung tien hanh cac giao d|ch tai chfnh va tao cd 
hdi Idn cho cac ngan hang cung cap cho ngiidi 
tieu dung d|ch vu mdi. Tuy nhien, eac dich vu tai 
chfnh di ddng cua cac NHTM chi thdc su dUdc chu 
y khi eac thiet b| di ddng trd nen phd bien va trd 
thanh mdt cdng cu thiet yeu doi vdi cudc sdng 
cung nhu cdng viec kinh doanh eua dai bd phan 
cac ca nhan. Rat nhieu nha nghien cdu nhd Mark 
Schwanhausser, chuyen gia phan tich cao cap 
cua Cdng ty Chien Iddc va D|eh vu Nghien cdu tai 
chinh Javelin da chi ra rang, sU phat trie'n hanh vi 
mua cua eac khach hang cua NHTM ndi chung 
chm sd dieu hddng cua sd phat trien cae cdng 
nghe di dpng va cae yeu td nen tang khac nhU 
cdng nghe web, sd tfch hdp thanh toan... dd cung 
la bade tien khach quan cua th| trddng eMS trong 
hoat dpng kinh doanh ngan hang vi nd the hien 
dddc nhOng du the vUdt trdi va tien ieh trong cung 
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cap djch vu tai chfnh cua cae ngan hang va sd 
dung d|eh vu eua ngadi dung. 

Thue te eho thay, su phat trie'n eua th| trudng 
eMS trong hoat ddng kinh doanh eua cac NHTM 
khdng phai la hien tupng ma la ban chat khach 
quan nay sinh td sa phat trie'n cua hang loat cae 
yeu to mdi cd tfnh he thong tUdng hd'lah nhau, 
khien cho qua trinh tiep can d|ch vu tai chfnh 
dUdc dieh ra mdt each ddn gian hdn, tiet kiem 
hon va hieu qua hdn khi giao d|eh dupe thue 
hien qua thiet b| nhu DTDD. Sa can thiet khach 
quan nay dupe the' hien thdng qua mdt sd van 
de cd ban sau day: 

SUphat trien phd bien cda cae thie't bj di ddng. 
Day la yeu td dddc danh gia cd tam anh hudng 
quan trpng nhat tdi viec sd dung trong ddi sdng va 
cdng vide kinh doanh cua khach hang. Portio 
Research - cdng ty nghien cdu ddc lap ve su phat 
trie'n cua eac thue bao di ddng dd doan rang cae 
thue bao di ddng tren toan the gidi se dat 6,5 ty 
vao cudi nam 2013; 6,9 ty vao cudi nam 2014 va 
xap xi 8 ty vao cudi nam 2016. Portio Research 
Udc tfnh rang thj phan cua cac thue bao dien thoai 
di ddng khu vdc Chau A Thai Binh DUdng se tang 
td 50,7% nam 2011 len 64,9% vao nam 2016. Den 
nam 2016, chau Phi va Trung Ddng se vUdt qua 
Chau Au la khu vac Idn thd hai eho thue bao di 
ddng. Sd phd' bien eua cae thiet b| di ddng da 
khien DTDD trd thanh mdt vat dung can thiet, viec 
sd dung DTDD da trd thanh thdi quen mac dmh, 
tham ehi mdt ngadi ed the' sd hdu nhieu hdn mdt 
thiet b| DTDD. DTDD ludn gan eh§t va thupc sd 
hdu cua mdt ngddi dung cu the', do dd ed tfnh ea 
nhan hda rat cao. Tam ly chung cua ngudi dung 
thi'eh sd dung cae thiet b| nhd DTDD cho cae cdng 
viec ca nhan can sd rieng ta hdn nhieu lan so vdi 
eac may tfnh ca nhan, d§c biet la doi vdi cac giao 
d|ch tai chfnh. Chfnh vi vay, trong hoat ddng kinh 
doanh eua eac NHTM, phat trie'n thj trddng eMS 
ve cac d|ch vu tai chfnh cung cap tren thiet b| di 
ddng la dieu tat yeu can thiet de' theo k|p sd phd 
bien eua cae thiet b| di dpng va phu hdp tam ly, 
dap dng nhu cau can su rieng tu, tien Idi eua 
khach hang. 

SU phat trien eua cdng nghd dl ddng. Vao thdi 
gian dau khi xuat hien cac DTDD, khach hang 
ngddi dung chi sd dung DTDD de' thdc hien mdt sd 
tac vu cd ban nhd gpi, nghe, nhan tin. Tuy nhien, 
cung vdi sd phat trie'n cua cdng nghe di ddng da 
giai quyet dddc cac van de ve bd nhd, bang thdng 

va man hinh nhd eua thiet b| di ddng. Cae thiet b| 
di ddng da va dang tang trudng hang loat dng 
dung mdi mdt each nhanh chdng, dang ke' nhat 
nhu ludt web too dp cao, email khdng may khac 
biet so vdi cac may tfnh ea nhan. Dieu nay tao ra 
mdt su thuan tien eho ngudi dung, dd la d bat cd 
dau va bat ky luc nao, khach hang cung cd the' ludt 
web tren thiet b| di dpng, ed the' xem bat ky mpt 
website nao vdi tu the tuy thich, khdng nhat thiet 
phai bd budc tai mdt ndi ed dmh nhu khi sd dung 
vdi eac may tinh ea nhan. Ddi vdi cae chu the' cung 
cap d|ch vu tren nen di ddng, sd phat trie'n cdng 
nghe di dpng da tao cd hdi thuc day hoat ddng 
cung cap eac d|eh vu tren thiet b| di ddng trd nen 
dCdang hdn. Thuc te eho thay, ngoai trd mdt so 
tinh hudng dac biet, da phan khach hang ngddi 
dung thi'ch sd dung thiet b| di ddng hdn cac may 
tfnh ea nhan, dac biet eho cae giao d|ch trao dd'i 
thdng tin va giao d|eh tai chfnh. Do dd, nham tao 
thuan Idi hdn cho khach hang sd dung, dap dng 
cac yeu cau ea biet eua khach hang trong hoat 
ddng kinh doanh ngan hang can thiet phai cung 
cap cae d|ch vu tai chfnh tren nen di ddng, phat 
trie'n nang lac cung dng eMS eua eac NHTM. 
Chfnh vi vay, trong hoat ddng kinh doanh d|ch vu 
tai chinh ngan hang, phat trie'n th| trudng eMS la 
mdt tat yeu khach quan. 

Mdc do phd cap eua Internet di ddng. Truy cap 
Internet thdng qua thiet b| di ddng dang trd nen 
phd bien vdi gia ea ngay cang re, eac gdi d|eh vu 
Internet di ddng ngay cang da dang hdn phu hdp 
vdi mpi nhu cau va thu nhap eua cae doi tupng 
khach hang khac nhau. Ben canh dd, Idp ngudi tre 
sinh ra va Idn len cung vdi cac thiet bj di ddng se 
tang len. Theo dd doan eua Forrester Research 
thi den nam 2020, <5d Iddng ngUdi sd dung Internet 
di ddng se tang len 5 ty ngddi, viec sd dung cae 
d|eh vu ngan hang di ddng va cdng nghe thanh 
toan di ddng cung tiep tue tang trddng nhanh 
chdng. Thang 3 nam 2014, 4 trong sd 5 ngddi 
dung tai My va Chau Au vdi mdt tai khoan ngan 
hang va mdt DTDD cd d|ch vu Internet da sd dung 
didn thoai eua hp de' xem sd dd tai khoan, nhdn 
dupe thdng bao tai khoan va tien hanh cac giao 
d|ch tai chfnh vdi td' chdc tai chfnh eua hp.' Dieu 
nay eho thay thdc te eua su tang trudng nhanh 
chdng ve hanh vi, thdi quen cua mdt sd Iddng rat 
Idn ngddi dung DTDD da sd dung Internet di ddng 
de' tien hanh giao d|eh vdi eac ngan hang di ddng 
va tham chf tien hanh hoat ddng mua ban vdi eac 
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website ban hang tren Internet. Chinh vi vay, trong 
hoat ddng kinh doanh ngan hang, phat trie'n th| 
tradng eMS la mdt tat yeu khach quan de theo kjp 
su phd cap cua Internet di dpng va thdi quen eua 
ngUdi dung thiet b| di ddng. 

su phat trien cua cae loai hinh kinh doanh tren 
web di dgng. SU phat trie'n eua cac loai hinh kinh 
doanh tren web di dpng dang d giai doan tang 
trudng nhanh chdng, giai quyet dupe cac van de 
Idn trong phat trie'n va tich hdp cac he thdng 
TMDT tren nen di ddng. Dieu nay dUde the' hien rd 
net nhat d viec website nao cung co gang thiet ke 
de' cho phep hie'n th| di ddng tdt, phu hdp cao vdi 
man hinh nhd va bd nhd cung nhu bang thdng han 
che. Dieu nay md ra mdt tUdng lai cho phep 
chuye'n giao cac md hinh TMDT dua tren Internet 
va cac may tinh ca nhan sang eac hoat ddng 
thUdng mai tren nen di ddng va cung ddng nghTa 
vdi viec nhdng gi khach hang da thuc hien dddc 
tren cac may tinh ca nhan khi duyet web cOng se 
thuc hien dUde vdi cac thiet b| di dpng. Nhd vay, se 
khdng khd khan gi ddi vdi eac khach hang khi da 
sd dung d|ch vu Internet banking sang mobile 
banking khi truy cap va sd dung cac d|ch vu tai 
chfnh do cac NHTM cung cap. Theo ComScore, 
cudi nam 2013 ngudi tieu dung Nhat Ban van duy 
tri d mdc tang trudng cao trong viec sd dung 
DTDD vao cac cdng viec ea nhan, cu the vdi 
55,4% truy cap Web di dpng cho cac djch vu tai 
chinh va 57,1% sd dung email, ngudi tieu dung tai 
My va Chau Au cung dang nam bat dUde nhanh 
chdng xu the nay. Ngay ea d cac nude piiat trie'n 
ndi cd su tham nhap cua dien thoai thdng minh 
cao hdn cac quoc gia khac, ty le ngudi sd dung 
web di ddng eho cae d|eh vu tai chinh cao hdn so 
vdi cac dng dung di ddng. Chi cd 6% ngudi dung 
dng dung d My va 7% d Chau Au khdng sd dung 
trinh duyet di ddng eua hp de' tien hanh cae giao 
d|ch tai chinh. 

Su phat trien mong muon cua khach hang vdi 
cac dich vu tai chinh cua NHTM. Trudc day doi vdi 
khach hang, viec chuye'n tien truyen thdng ludn 
tieu ton thdi gian. Neu chuye'n tien qua ATM phan 
Idn chi thue hien dddc trong ngan hang ndi bp. Vi 
thd khach hang mudn chuye'n tien lien ngan hang 
van phai tdi cac diem giao d|eh de' lam thO tuc, vda 
tdn thdi gian lam thu tue lai vda keo dai thdi gian 
chuye'n tien. Hdn nda, eac quay giao d|ch cua 
ngan hang lai hoat dpng ed gid giac nen khdng 
phai viec chuyen tien luc nao cung thUe hien dddc. 
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Do la cdn chda tinh den nhdng sai sdt do dien sai 
thdng tin, tien loanh quanh vai ngay trong h$ 
thdng ngan hang, ngudi gdi thi lo mat tien, ngudi 
nhan thi sdt rudt vi dpi mai ma tien chda tdi. Chinh 
vi vay, khach hang sd dung d|eh vu chuye'n tien 
lien ngan hang ndi rieng va eac d|eh vu ngan hang 
khac ndi chung deu mang tam ly e ngai va khd 
khan. Dieu nay dan tdi he qua la da phan khach 
hang eua eac NHTM deu cd mong muon sd dung 
nhdng d|eh vu ngan hang mdi tien ieh hdn, ddn 
gian hdn, tiet kiem thdi gian hdn va ed the thUc 
hien dupe vao bat ky luc nao khach hang cd nhu 
cau, eho du khach hang dd d bat ed dau, hoan 
toan khdng phu thupc vao gid giae ddng cda hay 
md cda eua cae NHTM nhu eac djch vu: Intemet 
banking va dac biet nhd cac d|eh vu ngan hang 
tren thiet b| di dpng - mobile banking. Chinh vi vay, 
de' dap dng cac mong muon nay cija khach hang, 
trong hoat dpng kinh doanh cua cac NHTIVI can 
thiet phai phat trien eac eMS va phat then th| 
tradng eMS. 

Su phat trien cua cae cdng ddng ao. Cac cdng 
ddng ao nhu dieh dan, mang xa hdi dang thu hut 
sd Iddng ngddi dung khdng Id, ngudi dung cd the 
chia se cam xuc, chia se kinh nghiem, ban tan hay 
thao luan ve mdt van de cdng quan tam vdi tat ca 
ban be eua minh mpt each nhanh chdng. Thdng 
qua cac cdng ddng ao, viec chia se va lan toa 
dddc thue hien d ea hai phia, td phfa cac doanh 
nghiep cung cap d|ch vu ndi chung, eac NHTIVI ndi 
rieng va td phfa khach hang ngddi sd dung deu 
ed the' chia se kinh nghiem sd dung d|ch vu ngan 
hang, gidi thieu tien ich eac d|eh vu ngan hang 
hien dai mpt each de"dang, khach quan, khdng b| 
bd budc bdi tfnh chat md pham hay giao dieu nhii 
viec tuyen truyen theo each thdc truyen thong. 

Mpt ngudi dung neu thay hay cd the' chia se 
ve nhdng cam xuc, sa tien Idi gida d|ch vu ngan 
hang hien dai vdi cac djch vu ngan hang truyen 
thdng. Qua dd nhan dddc nhieu phan hdi, ddng 
gdp ve kinh nghiem khi sd dung d|eh vu. Dieu 
nay cung cap them cac kien thdc va kinh nghiem 
trong sd dung eac d|eh vu mdi nhu d|eh vu ngan 
hang di ddng va quan trpng hdn cae kien thdc, 
kinh nghiem nay dddc lan toa mdt each rdng rai 
trong cdng ddng mang mdt each nhanh chdng. 
Khach hang ed the' ban dau chda sd dung d|ch 
vu ngan hang di dpng vi cam thay chaa that sU 
can thie't hoac quy trinh tham gia kha phdc tap, 
nhung qua trao dd'i vdi ban be hoac do ban be 
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chia se kinh nghiem cam xuc khi sd dung d|ch vu 
dape lan toa tdi khach hang dd, se khien cho 
khach hang dd cd sa thay dd'i rat Idn ve nhan 
thdc va cung muon dape tham gia trai nghiem 
neu ed dieu kien. Chinh vi vay, su phat trie'n cua 
cae cdng ddng ao vd tinh la mpt yeu td tUdng hd" 
rat Idn lam thay dd'i hanh vi cua khach hang 
ngudi sd dung d|ch vu eua cac NHTM. 

SU gia tang ve canh tranh, dac biet la canh 
tranh ve cdng nghe kinh doanh, cung cap cac dich 
vu tai chinh ngan hang cda cac NHTM. Sa phat 
trie'n manh me cua TMDT khie'n eho eac hoat dpng 
thUdng mai va giao d|ch tai chinh ngan hang deu 
dupc dng dung cac thanh tuu ndi trdi nhat eua 
cdng nghe hien dai. Dieu nay vd hinh lam gia tang 
su canh tranh gida cac NHTM vdi nhau ve mat 
cdng nghe, the' hien d viec hau het cae ngan hang 
deu CO gang dau tu trong kha nang cua minh eho 
cd sd ha tang cdng nghe ngan hang nham phat 
trie'n hinh anh cua mdt ngan hang hien dai va gia 
tang su thuan tien toi da eho khach hang khi tien 
hanh cac giao d|ch tai chfnh. 

Ben canh dd, cac nen tang ha tang vie"n thdng 
lien tuc dupe md rdng va nang cap the' hien d too 
dp va dung lupng truyen tai d cac mang di ddng 
khdng day va cd day (ed dmh) cd khoang each 
ngay cang dupe thu hep. Xu hudng tfch hdp nha't 
the' hda cua cac thie't bj dien td die"n ra mdt each 
manh me, mdt thiet b| dien td cd the' thuc hien 
nhieu chdc nang khac nhau ma trade day phai do 
tdng thiet b| chuyen biet mdi cd the' thuc hien. Die'n 
hinh nhat eho xu hadng nay la su tich hdp cac 
thiet b| dien td trong dien thoai di dpng hoac eac 
thiet b| sd ca nhan (mpt dien thoai di ddng hoac 
mdt thiet b| sd ca nhan dupe tich hdp bdi rat nhieu 
cac thiet b| nhd: may nhan tin, may dam thoai, 
may anh, may gdi va nhan email, ddng hd bao 
thdc, l|ch thdi gian, dae biet la dupe tfch hdp eac 
tfnh nang ludt web va mpt sd tinh nang khac cua 
may tinh ea nhan). 

Chfnh su xua't hidn ddng thdi cua cac yeu to 
ke tren da md ra mpt tUdng lai mdi cho cac hoat 
ddng thuc thi cae giao d|eh tai chinh ngan hang 
va hoat ddng thUdng mai tren nen eac thie't b| di 
ddng. Cae NHTM tren khap the gidi cung ddng 
thdi nam bat dupc sa phat trie'n cua xu hudng 
nay va ddng loat trie'n khai d|ch vu ngan hang di 
ddng (eMS trong kinh doanh ngan hang). Cac 
dng dung cua d|ch vu nay cho phep khach hang 
cd the' tien hanh cac giao d|ch tai ehinh nhu: truy 
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van sd da, chuye'n khoan, thanh toan hda ddn, 
tham ehi mua sam eho bat ky hang hda, d|eh vu 
nao qua thiet b| di ddng. 

3. Ham y giai phap phat trien th| trUdng eMS 
trong kinh doanh ngan hang dol vdi cac NHTM 
Vipt Nam 

Tren cd sd nhan dmh phat trie'n th| tradng eMS 
trong hoat dpng kinh doanh ngan hang la tat yeu 
khach quan, tham chi cdn la van de sdng cdn 
trong canh tranh cung cap eac dich vu NHDT cua 
cac NHTM. Doi vdi cac NHTM Viet Nam, de' cung 
dng tdt dich vu ngan hang tren thiet b| di dpng va 
dam bao hoat dpng phat trie'n th| trudng eMS trong 
kinh doanh ngan hang, can thuc hien mdt sd giai 
phap sau day: 

Thd nha't, phat trien nhu cau, hanh vi sd dung 
eMS eua khach hang cua NHTM. Day chinh la ndi 
dung cdt Idi va trpng tam cua phat trie'n thi trUdng 
eMS. Van de quan trpng d day la phai xac dmh 
dupe nhdng nhu cau tai chfnh cd ban cua khach 
hang va nhdng gi thuc day, dinh hudng khach 
hang cd hanh vi sd dung dich vu ngan hang tren 
thiet b| di ddng. De' thuc hien dupe nhiem vu nay, 
cac NHTM Viet Nam can xac dmh khach hang va 
nhu cau cua khach hang qua viec tim hie'u ke hd 
thi trudng, td dd xay dung mdi lien ket va cd che 
tao thuan Idi che giao djch tai chinh eMS. Viec tim 
tdi nhdng thj trudng chUa khai pha la dieu quan 
trpng, bao gdm khach hang, loai san pha'm ma hp 
can va kenh phan phdi. Vi vay, ddi vdi khu vuc 
ndng thdn khi ma ngudi dan chUa lam dUdc lam 
quen nhieu vdi eac d|ch vu ngan hang nhung mdc 
dp phd bien cua DTDD Idn thi tiem nang cua th| 
trudng eMS tai nhdng khu vac nay la vd cung Idn 
va cac NHTM Viet Nam can tap trung khai thae. 

Thd hai, lua chon gia tri eMS cung dng cho 
khach hang muc tieu cua NHTM. Cd the' nhan 
thay, do tinh dac thu eua doanh nghiep nen trong 
tat ea eac giao d|eh ngan hang tai ehinh, hau het 
cac doanh nghiep deu sd dung cae djch vu ngan 
hang truyen thong la ehinh. Hoat ddng sd dung 
d|ch vu NHDT thUe hien tren may tinh ca nhan va 
Internet hien nay cung la lua chpn cua nhieu 
doanh nghiep. Tuy nhien, ddi vdi d|ch vu ngan 
hang cung cap tren thie't b| di ddng - eMS dupe rat 
ft doanh nghiep sd dung. Neu ed thi hoat ddng nay 
cung chi ddng lai d tien ich cd ban nhat, ddn gian 
nha't, dd la nhan thdng bao phat sinh ve sd dd 
trong tai khoan. Cae tien ich chuyen sau nhd 
thanh toan hda ddn, chuye'n khoan khdng dupe 
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doanh nghiep sd dung va thuc te tren the gidi cung 
ehi cd mdt so cue nhd NHTM cung cap d|eh vu 
nay cho doanh nghiep. 

Vi vay, doi vdi eMS, dmh hddng khach hang 
muc tieu cua NHTM Viet Nam nen tap trung chu 
yeu vao eac khach hang ea nhan. De' lua chpn gia 
tri eMS cung dng eho khach hang muc tieu, cae 
NHTM Viet Nam can thUe hien nhiem vu sau: 

+ Laa chpn phan doan th| trudng: doi vdi hoat 
ddng cung dng eMS eho tap khach hang ea nhan, 
cac NHTM Viet Nam cd the' ed 5 each phan doan 
th| trudng bao gdm: phan doan th| trudng ddn, 
plian doan thi trudng chuyen mdn hda cd chpn 
Ipe, chuyen mdn hda theo san pha'm, chuyen mdn 
hda theo th| trddng, phuc vu toan bd th| trddng. 

+ Phat trie'n chien lupc khac biet hda eMS theo 
doan th| trudng muc tieu. Hoat ddng chien iddc 
nay dupc the' hien qua viec nhan thdc khach hang 
mudn gi va nhdng gi ma doi thu canh tranh dang 
mdi chao khach hang. Viec phat trie'n khac biet 
hda eMS trong kinh doanh ngan hang can tap 
trung vao phan san pha'm thue va san pha'm gia 
tang, bdi vi ve cd ban san pha'm Idi eua cac NHTM 
khac nhau la tUdng doi giong nhau. Viec phat trie'n 
chien lUdc khac biet hda eMS trong hoat ddng kinh 
doanh cua NHTM nham vao san pha'm thdc, chu 
ye'u tap trung vao mdc dp dng dung eua eMS vdi 
tdng ddi tUdng khach hang sd dung thiet b| di 
ddng. Vi du: ed ngan hang cung cap d|eh vu eMS 
dua tren tin nhan ngan SMS, ed ngan hang cung 
cap djch vu eMS sd dung dng dung tai ve tren 
thiet b| di ddng, ed ngan hang lai cung ca'p eMS sd 
dung dng dung cau hinh san tren SIM, cd ngan 
hang cung cap eMS sd dung trinh duyet di ddng. 

Khac biet hda eMS tap trung vao san pha'm gia 
tang gia tr| bie'u th| bang mdc dp hap de'n eua eMS 
trong hoat ddng sd dung eac d|eh vu ngan hang 
Cd ban nhu: tang tdc dp, sa thuan tien trong giao 
d|ch chuye'n tien, thanh toan, quan ly tai khoan, 
truy van sd du... tai bat ky thdi die'm nao khach 
hang cd nhu cau tren thiet b| di ddng. Su khac biet 
d day dape hinh thanh td dmh hddng ktiach hang, 
chang han cd the' den td yeu to cdng nghe phu 
thude vao ha tang nen tang eua mdi ngan hang 
khac nhau. Vf du: cung cung cap eMS thdng qua 
tin nhan ngan nhUng ed ngan hang mdi ddng lai d 
mdc dp eho phep khach hang truy van sd dU tai 
khoan tren thiet b| di ddng, tuy nhien cd ngan 
hang sd dung eMS da eho phep khach hang thdc 
hien quan ly tai khoan sau hdn bang nhieu d|eh vu 
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nhd chuye'n tie'n, thanh toan hda ddn. Net ke giao 
d|eh gan nha't... 

Thd ba, phat trien hoat ddng quan ly nang 
sua't, chat lugng, dmh vi gia tri eMS theo chu ky 
sdng eua eMS cho thi trudng muc tieu. Vdi siJ 
phat trie'n manh eua cac thiet bj di ddng va cac 
dng dung trong nhieu ITnh vdc khac nhau cua 
nen kinh te, dng dung eMS trong hoat ddng kinti 
doanh hien la hudng phat trie'n chien Iddc cQa 
cae NHTM toan cau. Xu hudng nay cung hinh 
thanh nen mdt cudc chay dua ve phat trie'n ufng 
dung eMS trong cung cap cae d|ch vu ngan 
hang tai cae nude dang phat trie'n nhu Viet Nam. 
Vi vay, ddi vdi eMS, hau het cac NHTM dang 
chay dua nhau ve phat trie'n chien Iddc chat 
lupng, nang suat va dmh v| gia tri thed chu ky 
sdng eua eMS eho thj trudng muc tieu ea ve quy 
md phat trie'n, tiem luc ve vdn, be rpng he thong 
mang Iddi, cung nhu chieu sau edngmghe. 

Ban chat eua eMS trong hoat dpng kinh 
doanh ngan hang vda mang thude tfnh'cua d|ch 
vu tai chfnh lai vda mang cae thude tinh cdng 
nghe di ddng. Do dd, khi thuc hien hoat dong 
phat trie'n ed tinh chien Iddc ke' tren ddi vdi eMS, 
eac NHTM Viet Nam can phai thdc hien quan ly 
ca hai mat bie'u hien la tai chfnh va cdng nghe di 
ddng eua eMS. Tranh viec tap trung thien ve mdt 
thupc tinh nao dd, se khien cho hieu qua quan 
ly khdng cao, dmh vj gia tr| khdng phu hdp vdi 
th| trudng muc tieu. 

Thd tu, phat trien cung dng, truyen thdng gia tn 
cho thi trudng muc tieu cua NHTM. Gidng nhu bat 
ky mdt san pham djch vu nao, viec phat then th| 
trudng eMS ludn dddc thue hien bdi eac kenh 
phan phdi. Dieu nay giup cung dng eMS den cac 
th| trddng muc tieu mdt each nhanh chdng, chinh 
xac va neu to chdc hieu qua eac kenh nay se giup 
tie't kiem dddc nhdng khoan ehi phf khdng nho doi 
vdi cac NHTM. Doi vdi cac NHTM Viet Nam, ben 
canh viec sd dung nhdng kenh phan phdi truyen 
thdng nhd ehi nhanh, phdng giao d|eh, can phai bo 
sung them he thong kenh phan phdi dien tC( nhU: 
ATM, website eua ngan hang va cac ddi tac, mang 
xa hdi, mang di ddng nham tao sd da dang, thuSn 
tien trong dang ky va cung cap eMS cho khach 
hang muc tieu. 

Muc tieu chinh cua cae hoat dpng truyen thdng 
eMS la thuyet phuc, kich thi'ch, thue day khach 
hang quan tam va cd thai dp tfch cdc ve ngan 
hang cung nhu san pha'm eua ngan hang de 
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khach hang ed nhan thdc day du hdn thdng qua 
viec so sanh gida eMS eua ngan hang nay vdi cae 
eMS eua ngan hang khac trong cung dieu kien. 
Vdi eac NHTM Viet Nam, de' thae hien truyen 
thdng tdt can ket hdp va gia tang sd dung cac 
cdng cu quang cao true tuyen (banner, cdng eg 
tim kiem, mang quang cao, email, tin nhan SMS) 
vdi cac cdng eu quan he cdng chung dien td (dieh 

an, mang xa hdi, su kien true tuyen). 
Thd nam, phat trien the che thi trudng eMS 

"•ong kinh doanh eua NHTM. The' che th| trudng 
eMS quan trpng nhat la cae chfnh sach, van ban 
quy pham phap luat cd lien quan nham dmh 
hudng, dieu chinh va giam sat thj trudng, tao lap 
nen tang mdi trudng thdng thoang va lanh manh. 
Vdi cac NHTM Viet Nam, phat trie'n the' che th| 
trudng eMS trong hoat ddng kinh doanh ngan 
hang can tap trung vao hai nhiem vu trpng tam: 

+ Phat trie'n ket cau ha tang thdng tin va truyen 
thdng xa hpi dap dng yeu cau eua hoat ddng kinh 
doanh, cung cap d|ch vu NHDT va eMS. 

+ Phat trie'n to chdc quan ly Nha nude ddi vdi 
thj trudng d|eh vu thdng tin ndi chung va eMS ndi 
rieng, bao gdm: hoan thien mdi trudng phap ly hd" 
trd hoat ddng dng dung CNTT, truyen thdng va 
phat trie'n d|eh vu thdng tin dien td; phat trie'n 
ngudn nhan lue eho th| trudng CNTT, truyen thdng 
va djch vu NHDT; tang cudng hdp tac, lien ket 
nham tan dung su chia se cdng nghe, kinh nghiem 
trong cung cap cae d|eh vu NHDT va eMS. 

+ Bao ve quyen va Ipi fch hpp phap eua khach 
hang sd dung eMS. 

Kg't lu|in 
Nhu vay, phat trie'n thi trddng eMS trong hoat 

ddng kinh doanh ngan hang la van de ta't yeu 
khach quan cua eac NHTM. Nhan thdc rd xu 
hudng nay se giup cac NHTM Viet Nam chu ddng 
hdn va tap trung hdn trong phat trie'n cac d|eh vu 
ngan hang hien dai, cd tinh canh tranh, theo k|p 
xu the phat trie'n chung cua cdng nghe di ddng va 
khai thae tiem nang eua cac doan thj trddng mdi. 
De' thae hien, cae NHTM Viet Nam can phai phdi 
hdp thdc hien ddng bd eac giai phap trong dd lay 
pliat trie'n nhu cau va hanh vi sd dung eMS cua 
khach hang muc tieu lam trpng tam va ktiai thae 
tdt Idi the td xu the ta't yeu khach quan nay nham 
dua su phat trie'n trong cung cap d|eh vu NHDT tai 
Viet Nam len mdt tam cao mdi.^ 
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Summary 

The greatest technological achievement of the 
eariy 21st century is the development of mobile 
technology, illustrated in the fast spread of mobile 
phones and the ever improvements in mobile 
telecommunication system. This has brought out 
many opportunities for creative activities and per
sonal services supplied on the basis of mobile 
service, especially the finance - banking services. 
Realizing the trend and considering it a decisive 
opportunity to compete in supplying electronic 
banking services, most commercial banks in the 
worid have applied and developed eMS market in 
their business performance. But to many Vietnam 
commercial banks, the development of this market 
has been quite slow and ineffective. There are 
many reasons for this situation, but the major one 
is Vietnam banks are not fully aware that develop
ing eMS is an inevitable trend which they need to 
catch up with in their process of developing mod
ern banking services in order to optimize the ben
efits and create conveniences for users. The arti
cle analyses the subjective trend from different 
external factors and proposes policy implications 
to help Vietnam commercial banks develop eMS 
market in their business activities on the basis of 
exploiting the benefits from the subjective trends. 
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