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(J^/^i phit triin cQa cdng nghi thdng tin va viin thdng, die biet la su bung no cua cdng nghi di 
V dpng nhu hien nay, sing tao vi cung dp dich vu ngin hang di ddng (NHDD) da trd thanh xu 

hudng cd tinh tat ye'u tren toin the gidi trong hoat dpng kmh doanh ngin hang. NHDD dua tren cac 
thudc tinh die biit cua thiit bi va nhQng cai tiin mdi cua ha tang viin thdng cho phep cung dp cic 
dich vu cd tinh ea biet hda. ei nhin hda, tao sp thuin tien tol da cho ngudi dung khi sQ dung dich vu 
ngin ning. Tai Viit Nam, sau rat nhiiu nam phit then NHDD, cho den nay dich vu cung cap da kha 
hoin thiin ve tien ich vi tinh da dang, tuy nhiin s& luang ngudi dung dich vu nay cdn rat han chi. Thim 
chi ngay ca vdi khich hing di sQ dung thi tiin ich duac sO dung nhieu nhi't cung chl la de nhan biet 
thdng bio ve phat smh cd trong tii khoan va truy vi'n so du, cac tiin ich khic du da rat tot nhung chua 
duac sQ dung. Dieu nay cho thay hoat ddng truyen thdng marketing ve gii tn dich vu NHDD duac cic 
ngin hing thuang mai (NHTM) thuc hien cdn qua yiu chua tao duac dd thu hut, hap dan de kich thich 
nhu cau vi tao ra sU yin tim, tin tudng cho khach hang sO dung. Bai viet cua tac gia di dUa ra mpt so 
nguyin nhin ca ban vi cich thQc giup cac NHTM co the dat duac hiiu qua cao hon ddi vdi hoat ddng 
truyen thdng marketing dich vu NHDD, qua do thu hut duoc soiuong ngudi sQ dung tUdng xdng vdi cac 
tiem nang vi su dau tu trong eung dp dich vu cua cic NHTM Viet Nam. 

TQkhoa: truyen thdng marketing, dich vu ngin hing di dpng, ha tang viin thong, ngan hang thuong mai 

Md dau va cd thai dd tfch cue ve NHTM cung nhu san 
Nguyen Bach Khoa (Marketing thuong mai. pham cua NHTM de khach hang cd nhan thQc day 

2011) cho rang phat trifi'n hoat dpng truyen thdng du hon, thdng qua viec so sanh giQa d|ch vu 
markehng cho \h\ trudng muc hfiu la ydu td cue ky NHDO cua NHTM nay vdi eac d|ch vu NHDO ctia 
quan trpng de eung cdp thdng hn, truyen tai lpi ich, NHTM khac trong eiing dieu kien. Qua dd, thu hut 
sp kh ic biet cua san pham, d|ch vu bat ky nham duoc sd luong Idn khach hang sd dung d|ch vy 
thu hut khach hang, duy tri va c i i thifin hinh anh NHDO tQ nhOng tien ich dOn gian eho den nhQng 
cua doanh nghifip thuong mgi. Do dd, vai trd cua hfin ieh phQc tap tren thief b| di ddng. 
cac hogt ddng truyen thfing markehng ia tao dieu 1. Khai qu i t ve hoat dpng truye'n thong mar-
kien cho doanh nghifip cung ci'p tiep can tren dien keting djch vg NHDD cua NHTM 
rdng den khach h ing mgc heu [2]. Theo RRMiller ef al (Mobile banking, 2010) 

Nhu vfiy, muc fieu chlnh cCia cac hoat dpng cho rang truyen thdng marketing dich vu NHDD 
truyfin thdng markehng dich vg NHDD l i thuyfit cua NHTM l i tong hop cac hoat ddng fruyen tai 
phuc, kich thich, thuc day khach hang quan tam thdng tin, tUOng t ie , chi dan, goi md ve d|ch vy 
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NHDO va cae hen fch eung nhU hieu qua cua no 
ddi vdi ngudi dung khi thue hien eac d|ch vg ngan 
h ing tai chtnh nham thu hut ngiy cang nhieu sd 
iupng ngudi dung d|eh vu va thdng qua dd NHTM 
cd the dgt dupe nhiing lpi ich cao hdn [5], 

Hpc gia N.Bhas (Mobile & Online banking, 
2014) eho rang ph i t trien c i c hogt ddng truyen 
thdng marketing djch vg NHDD se giup cho NHTM 
dgt dupc nhQng gia tn sau d iy : 

+ Gi inh dupe khach h ing: khich hang mdi sQ 
dung d|ch vg NHDO ed the xuat ph i t td mdt trong 
hai ngudn ehii yeu. Nguon dau tien la nhQng 
khaeh hang mdi thuc sg - mdi b| thu hut va budc 
vao giai dogn ddu trong chu kjf song ciia dich vu 
NHDD do NHTM cung cdp (vl du nhU: SMS bank
ing, Apps). NhQng khach hang nay dupc xem nhu 
mdt CO hdi kinh doanh hoan to in mdi. Ngudn hep 
theo la nhQng khach h ing gianh gial duoc tQ ehinh 
c ic ddi IhQ canh tranh kh ic trfin cung thi Irudng 
nhd hogt dfing truyen thdng vfi khac biet gia tr| 
d|eh vu NHDD so vdi c i c doi thii. 

+ buy tri duoe khaeh hang: dudi gde dp quan 
tn, nfiu gianh dupe khach h ing mdi la dieu rat 
quan trpng thi duy tri, giQ ch in khaeh hing la difiu 
kien can thiet de ngan hang ed the tdn tai va phat 
trie'n. Vfi co ban, hau het c i e nha quin tn d|ch vg 
ngin hang deu ed the nhan thay rang chi phf cua 
c ic hoat dpng gi inh gigt khach hang mdi se cao 
hon nhifiu ifin so vdi ehi phi can thifi't de duy tri 
khaeh hang thdng qua vific truyfin thdng ve tinh 
mdi trong cae giao d|ch va su cai hfin, tinh thuan 
hen cua cac giao dich NHDO. 

+ Truyfin tai su nhan thQc ve dich vu NHDD va 
thuong hieu cua ngan hang trong edng chung: 
ngoai vific truyen thdng trpc hep hoac gian tifi'p 
den eac khich hang ca nhin ve loi ich cua dich vu 
NHDO, c i c NHTM se tao ra dupe sU nhan biet eua 
cdng chung ndi ehung ve san phdm d|ch vy cua 
minh, ve hlnh anh thUdng hieu cua ngan hang 
minh trong tam tri edng chung. Oong thdi, truyen 
thdng markehng cung giup ngin h ing tao ra cac 
moi quan hfi tich cue vdi cpng dong thdng qua c ic 
hoat ddng the hifin trach nhifim vdi xa hpi. 

+ Tgo sg d'n dmh cua bd may td chQc: khach 
h ing v i cac ben lien quan can nhin thdy ngan 
hang noi hp dang sQ dung d|ch vy la dang hn c iy 
va ehae ehin. Hoat ddng pfi i f then fruyen thdng 
marketing vfi dich vu NHDD cd the thuc hien 
dupc dieu n i y bdi vi ngoai cac hoat dpng quang 
cao cd lifin quan, nd truyen di c i c thdng difip tdi 
khach h ing myc heu ve ehi phi ma NHTM cd the 
chl tra eho quang cao va eae hoat dpng dau tu 

khoa hpc = 
34 thddng mai 

cdng nghe mdi trong cung cap djch vy ng in hang 
hifin dai nhu NHDD. Oieu nay ft nhieu cung cho 
thay ng in hang d ing tin e iy va dang hoat dpng 
dn d|nh, ben vOng. 

Ve CO ban hogt ddng truyen thdng marketing 
gia tn cQa d|eh vy I^IHDD hien nay thudng tap 
trung theo hai hUdng chinh nhu sau' 

Mdt la, cac hoat ddng quing cao 
+ Quing c i o truyen thong: hoat dpng quang 

eao truyen thdng tap trung manh nhat va mang lai 
hifiu qua nhieu nha't, thu hut su quan tam eao nhat 
cua khich hang myc tieu la qua cae phUPng fien 
truyen thdng dai ehung nhu: truyen hlnh, phat 
thanh, rap chidu phim, tap chf... Loai hinh nay cho 
phep dat dupe hifiu qua vd mat chi phf vi cd th^ 
ttep can se lUdng Idn khan thinh gia vdi chi phi dau 
ngudi thap[2]. Ooi vdi cac NHTM, each thdc nay 
cho phep lap lai cac thdng difip quing cao va 
n ing cao hinh anh djch vu NHDO cung nhu 
thuong hieu cua ngan hang. Tuy nhien, chi phi 
chung cd the cao, thudng khdng cd sQ phan hoi 
nhanh chdng, ed sQ khd khan trong vifie do IUdng 
tae dpng cua nd den doanh so. 

+ Quang cao trpc tuye'n: theo E.Turban et al 
(Electronic Commerce: A Managerial Perspective, 
2010) thi quang cao true tuyen chu yeu thdng qua 
cac hinh thQe nhu: banner, edng cu hm kiem, 
quang c io tra hen theo lupt click chudt (Cost Per 
Click-CPC), email... Chi phf thudng thap hdn 
nhieu so vdi quang c i o truyen thd'ng, hieu qua co 
the do ludng dupe dpa tren nhQng thdng l<e cy the 
ve so lan truy cap, sd click phan hdi, so iUdng 
dang ky, g i i tri giao djch [6]. Loai hinh nay cho 
phep cac NHTM truyen thdng ve djch vu NHDD 
tifip can vdl so lupng Idn khach hang muc heu, tao 
duoc kenh mdi fhu hut khach hang, gia tang viec 
sQ dung dich vu NHDD, dieu chinh dupe sdtien 
quang cao theo loi fch thu dUdc, thdi gian phan hSi 
nhanh hdn so vdi quang cao truyen thdng v i nang 
cao thuong hieu d|ch vu NHDO eung nhU thUdng 
hieu ngan hang. 

Hai li, cac hoat dpng quan he cdng chung 
+ Quan he cdng ctiung truyen thong- thdng qua 

eac phuang hen nhU: tfi chQc su kien, hdi chp trien 
lam, cac phdng su trfin phat thanh, truyen hinh, 
fhue eac tiao tap ehi viet cac bai ve dich vy NHD0 
va ve cdng nghfi cung cap d|eh vu mdi ciia ngSn 
hang Loai hinh nay giup tgo ra nhan fhUc ve dich 
vu NHDD, thuong hifiu va cac hoat dpng ctia tS 
ChQc, giup khac phuc hinh anh heu cue cua ngan 
hang, quan trpng hOn loai hinh nay cung cap 
thdng tin ve djch vg NHDD cd tinh thuyet phye cao 
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hon tdi ddi tupng nhfin hn vi tfnh khieh quan v i 
hifiu qua taiyen mieng cua khieh hang. Tuy nhifin, 
thdng difip truyen thdng thudng khdng dupc l i p 
Igi, t h im chf cd the "tam sao that b in " , han ehe ve 
thdi gian v i khdng gian tidp xuc. 

+ Quan he cdng chQng dign tQ: thdng qua cac 
phQOng tifin nhQ: mang xa hpi (facebook, hvit-
ter...), vidt e ic b i i tren bao dien tQ hoac tgp chi 
ehuyen nganh, sQ dgng blog, dieh dan [6] de tao 
c i e thdng hn trao ddi ve lOi fch, tfnh thief thpc la 
nhQng dac trung g i i tr| cua djch vu NHDD va 
nhQng khae bifit trong cung cdp dich vu NHDO 
cua NHTM. Hinh thQc n i y eho phep khach h ing 
dupc tham gia trao ddi, thao lu in , chia se kinh 
nghifim, kidn thdc sd dung... Mye dich n ing cao 
hidu bidt cua khach h ing mgc tifiu ve d|ch vu 
NHDD va thUPng hifiu cung ntiu nhQng khac biet 
d|ch vu NHDD cua NHTM. Chi phf eho cac hoat 
ddng nay phan nhieu la mifih phi, nhung thdng hn 
cung cdp lai kha quan va thuyet phge hon, hep 
can khaeh hang mgc heu nhanh chdng hon bat 
chap thdi gian va khdng gian, sU lan truyen ve 
thdng diep giQa kh ich h ing muc tifiu v i khich 
h ing mdi nhanh hdn, thu hQt hdn ve sg trai 
nghifim d|eh vg NHDO vdi ngudi dQng. 

2. Thpc trgng hoat dpng ^ y a n thong market
ing d|ch vu NHDD cQa cac NHTM Vifit Nam 

2.1. Phuang phap nghiin du thuc bang hoat 
dpng tmyen fftong dfch vu NHDD cua dc NHTM 
Viit Nam 

Nghifin cQu thuc trang hoat ddng truyen thdng 
marketing d|ch vu NHDO cua c i c NHTM Viet Nam 
dupc thue hifin bang difiu tra trac nghiem vdi 20 
ngan hang difi'n hinh, trong dd dieu tra ehuyen 
vien ngan hang dupc thue hien vdi 160 phidu dieu 
tra va didu tra khich hang duoc thuc hien vdi 600 
phifi'u difiu tra [7]. 

+ Vdi 160 phidu difiu tra phat ra cho chuyfin 
vien hogt ddng lien quan true hfip tdi eung cap 
d|ch vu NHDD, so phieu thu dUOe l i 108 phieu 
hpp le. Day l i trudng hpp tong the nhd v i bidt cg 
thd tdng the', nen i p dung edng thQc de tinh ed 
m i u nhu sau: n = N/1 + N(e2) 

Theo dd, n = 108, N = 160, sai sd t inh dUdc. 
e = 5,485%. Nhu vay vdt 108 phieu thu dUdctU 
dieu tra la cd tinh dgi difin vdi dd tin cfiy 
khoang 95%. 

+ Vdi 600 phieu difiu tra khach hang sQ dgng 
d|ch vg NHDD vd cac hinh thQc truyen thdng mar
keting g i y sQ chu y, khoi gpi su td md v i nhQng 

•i gia tri cua d|ch vg NHDD. Kdt qua thu duoc 514 
phifiu hpp le. Day cung la trudng hpp tong the nhd 

va bidt cu thd tdng the, ap dung cdng thQe tfnh ed 
mau: n = N/1 + N(e2) 

Theo dd, n = 514, N = 600. sai sc tfnh dupc: e 
= 1,67%. Nhu vgy, vdi 514 phieu thu dupetQ cudc 
dieu tra ta cd tfnh dai dien vdi dd hn cay khoang 
98,33%. 

2.2. Thuc trang ho^t ddng truyen ffidng did vu 
NHDD cua dc h(HTM Vipt Nam 

a. DQ lieu dieu tra c i c chuyfin vien eua 20 
NHTM didn hinh tai Viet Nam ve thpc trang hoat 
ddng kinh doanh dich vu NHDO va eae hinh thdc 
truyen thdng marketing dieh vg NHDO 

Ket qua xd ly dQ lieu dupe minh hpa fai bang 1 
va 2 sau diy. Trong dd, dQ lieu xQ ly d bang 1 ve 
thuc frang hoat ddng kinh doanh d|eh vy NHDD 
cho thdy: 

+ Dfii vdi cae hoat ddng phat trien da dang hda 
loai hlnh dich vu NHDO: cd 4 loai hinh dich vu 
NHDO bao gom: NHDO sQ dyng hn nhan SMS; 
NHDO sQ dgng frinh duyet di dpng, NHDO sQ dung 
Qng dung tai ve; NHDO sQ dung Qng dung cai san 
tren SIM. Phat tnen da dgng hda loai hinh d|ch vu 
NHDO cua c ie NHTM nham gia tang sU lUa chpn, 
su thuan hen ĥ ong ding ky va sQ dyng cho khaeh 
hang. Chiem ty le Idn eae chuyen vien eho rang 
NHTM Viet Nam da thyc hien d mQc Kha v i mUc Tdt, 
Dieu n iy chQng fd phdn Idn cac NHTM Vifit Nam da 
thuc hien da dang hda cac logi hinh dich vg NHDD, 
cy the la: 62,96% so NHTM da eung cap 3 ioai hinh 
NHDO; 21,3% cac NHTM Viet Nam da cung cap day 
du ca 4 loai hinh d|ch vu NHDO, 

+ Phat trien da dang hda cac hen ich eua cac 
d|eh vy NHDO nham cung cap sU xQ ly da dang 
cho khich hang khi thUc hien cac giao dich ngan 
hang tai chfnh. Theo so lieu dieu fra the hien 6 
bang 1 cho thay chiem ty le Idn cae NHTM Vifit 
Nam da thue hien d mUc Tot (54.63%) va 19,44% 
thuc hien d mQc Kha, Dieu nay chUng fd phan Idn 
cac NHTM Viet Nam da eung cap eac hen ieh d|eh 
vy d mQc hoan chinh, khong ehi la nhOng tien fch 
ddn gian nhU: nhan thdng bao bien ddng tai 
khoan. kiem fra so du, lief ke l|eh sQ giao d|eh ma 
hien nay khaeh hang sQ dyng cdn cd the thpe hien 
ehuyen khoan frong va ngoai he thd'ng, thanh toan 
hda don tren thiet b| di ddng. 

+ He thd'ng ngan hang loi dupe xem ta nen tang 
cdng nghe cho mpi hoat dpng eung cap d]eh vy 
mdi cd tinh sang tgo nhu NHDD, Internet banking, 
ngan hang dien tQ... Chiem 67,59% cho rang he 
thdng ngan hang ldi hien tgi da dat d mQc Tdt va 
15,74% d mQc Kha. Dieu nay ehe thay mpt thuc tfi 
hien fai e ic NHTM Viet Nam da dau tu kha tot cho 
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Bang 1. ThUc trang hoat dong kinh doanh dich vu NHDD ciia cic NHTM Viet Nam da kha hoan thien va 
dieu kien thpc hien 
dich vu NHDO tgi 
Vifit Nam da rS\ 
thuin Ipi 

Nhu v iy , theo 
b ing 1 cd the thay 
dieh vu NHDD ma 
eae NHTM Vigt Nam 
eung cdp d i hoan 
thien ca ve so luong 
loai hinh v i hen icti 
dich vu, taosufhu^n 
fien fdi da, het kiem 
ehi phi, thdi gian va 
an toan cho khacti 
hang khi thuc hien 
eae giao d|eh tai 
ehfnh ngan hang 
tren thief b| di dpng, 
Tuy nhien, hoat dong 
truyen thdng market
ing vedieh vy NHD0 
ctia cae NHTlVl Viet 
Nam thuc hien con 
nhieu yeu kem, bat 
cap khie'n cho ,s§ 
lupng kliach hang ŝ  

dgng cdn qua nhd, ehua tUPng xUng vdi sir dau tU 
va nd'lyc cua c i c NHTM, • ( 

Theo dQ lieu dieu tra dUdc the hifin trong bang 
2 ve hinh thQc truyen thdng markehng ma NHTM 
Viet Nam sd dung cho thay: 

+ Cae NHTM Viet Nam ve cd ban da sQ dung 
da dang eac hinh thdc truyen thdng markehng de 
truyen t i i ve dich vu NHDO tdi cac khach hang 
tiem nang. Tuy nhien, hogt ddng sd dgng cac cdng 
cy dmh hudng quang eao vdi truyen thdng mot 
chieu tdi khach hang la ehu ydu, chang han nhil: 
sQ dyng banner, email quang eao ve dich vy 
NHDD ehiem tdi 81,48%, fruyen hinh, pano, phat 
td roi chiem 77,78%; sQ dung website ciia NHTM 
chiem 72,22%. Vdi thpe te hien nay, cac hoat dfing 
truyen thdng mpt ehieu nay td ra cd hieu qua rat 
thap vi sp ap dat cua eac thdng tin quang eao va 
su thie'u tin tUdng cua khach hang tiem nang viii 
nhQng thdng difip duoc fruyen fai. 

+ Su frao dd'i ve d|ch vy NHDO dudi su t$n 
dung anh hudng eua ban be, ngudi thin khadi 
hang cung mdi dupc cac NHTM Viet Nam khai 
t h i c d mdc dudi trung blnh (chiem 44,44%). Cac 
hlnh thQc fruyen thdng mang lai sU hn tudng hOn 

Ngudn: XQ ly dO lieu diiu tra bang SPSS 
cdng nghe ngan hang ldi, vi vay rat thuin hen khi 
cung cap b i t ky dich vu ngan hang hign dai nao 
ma khdng he gap khd khan ve mat edng nghe, 

+ Odl vdl bat ky giao dich NHDT ndi chung va 
NHDO ndi rifing, an toan thdng tin, bao vfi tinh 
neng tu cua mdi giao d|ch va quyen kiem soi t eae 
thdng hn tai chinh ludn la moi quan t im hang dau 
eiia khach hang sQ dyng. Cd the thay, phat trien 
hfi thdng bao mat va c ic yfiu cau an to in thdng hn 
trong cung cap d|ch vg NHDO da dUOc cac NHTM 
Viet Nam tap trung dau tu frien khai vdi 56,48% sd 
chuyen vien cho rang nhan dinh d mdc Tdt va 25% 
nhin dmh d mdc Kh i . Nhu vgy, ve co ban, cac 
d|ch vu NHDD dUOc cung cap kha an toan, dam 
bao tdt cac yeu eau ve ttnh bf mat va tinh toan ven 
cua cac giao dich khi khaeh hang sd dung. 

+ Ve phaf trien truyen thdng marketing dich vy 
NHDO cho thl trUdng mye hfiu dupc cac NHTfVl 
Viet Nam thuc hien chua tdt, the hien qua cac mQc 
Kha va Tot ehi chiem ty trong rat nhd d mQc lan iuot 
la 4,63% va 3,7%. MUe Kem chiem ty trong Idn 
nhdt 52,78%, Yfi'u chie'm 12,04% va Trung Binh chi 
chiem 26,85%. Day cung l i iy do co ban giai thich 
eho thuc te so lupng khach hang sQ dyng d|ch vy 
NHDO vail cdn qua it m i c dti cac hfin ieh dich vu 

khoahge = ^ ^ = = ^ ^ = ^ = ^ = ^ 
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V i thdng tin cd tinh kh ich quan. Bang 2; Hinh thQc truyen thdng marketing ma NHTM Viet Nam 
cho phep khach hang flm kiem, sQ dung di truyen tai vi dich vu NHDD tdi khich hang tiem nang 
trao doi thao lu in hai chifiu nhu: 
truyen thdng qua edng ey tim 
kifim chi chiem 37,04%; sQ dgng 
dlfih dan, mgng xa hdl ehiem 
32,41%; sQ dung bao ehf, tap chi 
difin tQ de viet bai ve dich vg 
NHDD chiem 28,7%. NhU vay, cd 
thd thay ty Ifi sQ dung c i e hlnh 
thdc truyen thdng khaeh quan, 
hai chifiu cua cac NHTM Vifit 
Nam cdn rat han che, rat thieu 
va ydu. Oieu nay cung ddng 
nghTa vdi viec hogt dpng truydn 
thdng marketing ve d|ch vu 
NHDO chua tgo duoc su thu htjt 
v i hap dan vdi kh ich hang hem 
nang, khien cho so lupng kh ich 
hang sQ dung chua eao va hieu 
qu i sQ dyng cdn thap 

b. DQ lieu dieu tra khach hang sQ dung d|eh vu 
NHDO cua 20 ng in hang dien hinh tai Viet Nam 
ve c ie hinh thQc truyen thdng markehng gay sy 
chu y, khPi goi su td md v i nhdng gia tn cua dich 
vg NHDD. 

Ket q u i xQ ly dQ lieu dieu tra khach hang dupc 
minh hoa tai bang 3 va 4 dudi day. Trong dd, dQ 
ligu bang 3 dupc the hien nhu sau: 

+ Chiem v| tri thQ nhdt vdi ty le 88,33% eao 
nhat trong eac hinh thdc truyen thdng markehng 
dich vg NHDD dUpc c i c NHTM Viet Nam sQ dgng 
ma khach hang cam thay thu vi, mudn hm hifi'u sQ 
dgng la dieh dan, mang xa hdi. Oay la hinh thQc 
cho phep khach hang cd the 
tham gia thao luan, trao doi, 
dpc e i c thdng hn ehia se tQ 
chfnh nhOng khach hang da sQ 
dung trudc dd va ddng thdi cd 
the dUPe giai d i p eac thac 
mac vfi dich vu NHDD td 
nhQng ngudi tham gia khac. Vi 
v i y cac thdng hn cd tinh khach 
quan v i dp hn c i y eao hon 
nhifiu ian so vdi nhOng hlnh 
thQc tuong doi quen thupe va 
cd tfnh ap dat nhu: truyen 
hinh, pano, td rdi, banner, 
email quang c i o hay nhQng 
gidi thieu ve dich vy tren chfnh 
website cua c i c NHTM. , , „ . , . ,. ^ - , . . ^-- , ..^ ^.^oo 

Nguon: Xu ly du lieu dieu tra bang SPSS 

Nguin XQ /y du liiu dieu tra bang SPSS 

+ Hinh thQc fruyen thdng marketing thdng qua 
sd dung c i c bai viet gidi thieu ve cac tien ich, eac 
gia tr|, each dang ky, sd dung cua d|ch vu NHDO 
tren bao ehf, tap ehf dien tQ chidm ty le 83,07%. 
O i y la hinh thQc truyen thdng ddng thQ hai ve sU 
hap dan vdi khach hang, cac bai vie't ludn cd tinh 
chdt goi md, cung cap eac thdng tin mdi la, thu 
hut, khai gdi su td md mudn tim hieu vdi cac khach 
hang hem nang. 

+ Truyen thdng markehng thdng qua sQ dung 
cdng cu hm kie'm chidm vt trf thQ 3 ve su thu hut, 
khdi goi khich hang hm hieu vdi fy le 70,62% Day 
eung la hinh thQc truyen thong dupc khach hang 
sii dgng rat pho bien, vi khi can hm hieu bat ky 

Bang 3.- NhQng hinti thUc truyen thdng marketing dich vu NHDD ma 
khach hang cam tha'y thu vi, khai gai su to md va mu&n tim hieu 
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m6t thong tin nao do khach hang thudng nghi tdi 
cac cong cu tim l<iem. 

Ben canh do, chiem vi tri thil tu vdi ty ie 
61,87% la hlnh thiJc truyen „ . ^ , ^^f^^ j^ ( ^^3 ^.^f, ^^, NHDB ma khach hang duac trayen 

d|ch vy da rat hoan thifin nhQng so iupng khach 
hang sd dgng lai qua it va chua tuong xQng vdi sy 
dau tu va nd'luc ctia cac NHTM. 

thfing lan tda bang vide t i n 
dgng sQc anh hudng ctia ban 
be, ngudi th in eua khaeh h ing 
tiem nang dd eung cap c i c 
thdng hn ve g i i tn hfin fch cua 
dich vu NHDO, Day la hlnh thQe 
truyfin thdng cung cap cac ldi 
khuyen hQu ich, ed g i i fr| tao ra 
su hn tudng vdi khacti tiang 
hem nang. 

+ Cac hlnh thQe truyen 
thdng khac nhu: website, ban
ner, emaii quang cao... ve dich 
vu NHDO dupe khich hang 
danh g i i chi chifim mQc dp hap 
dan nhd, khdng tao dupc su thu 
hut, sQc hap ddh va khdng khPi 
gpi tfnh td md muon tim hieu va 
sQ dyng cua khich hang. 

Theo dQ lifiu dupe the hien trong bang 4 cho thay. 
+ Gi i tn cua d|ch vg NHDD the hien qua c ic hen 

fch va Uu diem ciia viee sd dung dupc cac NHTM Viet 
Nam fruyen thdng rdt md nhat Cac diem nhan quan 
trpng cd sdc thu hut khich hang tham gia nhU' da 
dang tifin fch sd dyng; dd an toan va bao mat eao ma 
ktiach hang dupc truyen thdng ehi ehidm ty te tan tupt 
la 32,49% va 34,44%, Cic lpi fch nhu: tifit kidm thdi 
gian, chi phi giao d|ch; toe dd xQ ly giao dich nhanh; 
quy trinh thuc hifin dOn gian eung ehi chiem nhQng ty 
le thap dao dpng trong khoang tQ 30% - 40%. Dieu 
nay chQng td hoai ddng fruyen thdng ve gia tri cua 
dieh vu NHDO eiia eae NHTM Vifit Nam edn nhieu 
yfiu kem, chua de lai an tuong ro rang va khdng biet 
nhan mgnh vao cac diem khac biet tao Idi the so sanh 
ciia d|cti vu de fhu hut khach hang tiem nang. 

+ Ooi vdi sg Uiufin tifin cua giao dich mpi ltic mot 
noi 24/7 mac du chiem ty te 56.42%, tuy nhien day 
cung ehua phai ty le thue su eao. Hon nua. nhifiu 
d|ch vu ngan hang khac cung cd the thuc hien 24/7 
t^ang hgn nhu: d|ch vy Intemet banking, vi vay day 
chua phil diem nhan chinh tao su khae biet ve gia 
tn eua cac dich vy NHDO. Vific c i c NHTM Viet 
Nam t ip trung nhieu hon vao truyen thdng sU thuan 
tifin 24/7 so vdi cae difi'm nhdn quan trpng nhu, da 
dang hen feh; dfi an toan va bao mat eao ehi 
ChQng td sU yeu kem trong nhan dmh ve thQ fu dp 
quan frong c ic gia tn cdt loi eua dich vy NHDO. 
Dieu nay cung phan nao ly giai tai sao hien nay cae 

khoahge = 
38 thddng mai 

thdng tU cac NHTM Viit Nam 

Nguon: XQ ly dQ lieu dHu tra bang SPSS 

2.3. Cac phat hipn qua phan tidi OiUc trang 
truyin thong marketing d/ch vu NHDB cua cac 
NHTM vm Nam 

Qua ph in tich thuc trgng da cho thay dich vu 
NHDO dupe cung cap bdi cac NHTM Viet Nam 
da ed su hoin thifin ca ve tien feh lan su da dang 
ve loai tiinh d|ch vu. Tuy nhien, doi vdi hoat dpng 
truyen thdng marketing d|ch vy NHDO, each lam 
phd bien hien nay cQa c i c NHTM Vigf Nam la 
ehu dpng gQi di thdng difip mdt chifiu ve d|ch vg 
NHDD eua mtnh vdi hi vong khach hang sedey, 
tim hieu va qua dd se thiic day viec dang ky, sil 
dung dich vu NHDD. Ben cgnh dd, eac hoat 
ddng truyfin thdng hai chieu mang ffnh khach 
quan cho phep kh ich h ing cd the chia se, trao 
dd'i, thao lu in , lan tda ve d|ch vu lai dUdc cac 
NHTM Viet Nam thuc hifin cdn qua yeu. Ton tai 
nay cua hogt dpng truyen thdng markehng khien 
cho c i c d|ch vg NHDD mac du da rat hoan thien 
nhung sd luong ngudi sd dung lai qua thdp bdi vl 
nhQng ly do sau day: 

ThQ nhi't, viee sd dgng cac cdng eg truyen 
thdng markehng dich vu NHDO cua cac NHTM 
va'n don le, chua cd sp phdi hpp de tao hieu Ung 
phli chdng nham truyfin thdng tdt hdn ve d|ch vu, 

ThQ hai, khaeh h ing sd dyng dich vy NHBT 
ndi chung va d|eh vu NHDO ndi rifing ngay cang 
qua t i l va khdng hdp t i e trudc luong thong hn do 
so, mpt chifiu ma cae ehuyen gia markehng cua 
NHTM ap dat. Bieu hien cu the la cac email quang 
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cao ve e ic togi d|ch vy cua NHTM ed the bt xda 
ma khdng can xem, fti$m chf nhidu khieh hang 
cdn sd dgng ph in mem chgn thu r i c hay nJt ten 
kh^i danh sach email cua NHTM. C i c poster, thu 
giay b| vQt vao sot rae khi cdn chua md ra. Quang 
cao tren TV, ph i t thanh thl cd the bi chuydn kenh 
ngay khi hifin tht ehuong trinh quang eao. Quang 
cao bang difin thogi true tiep thi thudng xuyen bi 
khach h ing tQ chdi vdi nhieu ly do va eupc goi 
quang c i o cd the b| ch in . Quang c i o banner 
thudng xuyfin khdng dupc xem, va khieh hang cd 
thd khdng truy cap website nao dd neu c i m tha'y 
chung q u i tam dyng quang c i o . 

• ThQ ba, ehi ptii ngudi dQng bd ra de tim kiem 
hoge mua sam mot hang hda/dich vg mdi trfin 
internet (thdng qua cac edng eu tim kiem, c i c 
blog, mgng xa hdi) re hon nhieu so vdi viee tham 
gia mdt hdi thao chuyen dd hay mfit hpi eho 
thuong mai d dau dd. 

ThQ tu, hogt ddng truyen thdng markehng chua 
biet each tao an tuong, tao sp tin cay cho khach 
hang tifim nang, ehua nhan manh vao diem khie 
biet tgo g i i tn ndi trdi cho c i c d|eh vg NHDO so 
vdi cae d|eh vu ng in hang khac. Vl vay, qua trinh 
truyen thdng cdn md nhgt, chua tao sp thu hut, 
hdp dan vdi khach h ing . 

ThQ nim, vdi su ph i t tridn cua so iuqng ngudi 
sQ dgng Internet va cac cdng dong ngudi dung 
trfin mang, xu hudng ngUdi dung muon hm hieu 
eae thdng hn ve d|eh vu NHDD qua c ic ngudn 
khaeh quan nhu cdng eg tim kiem va mang xa hdi 
de ed the theo doi c i c c i m nhan, danh gia eac 
chia se ve tien ich, gia tn, each thdc thpc hien d|eh 
vg ng i y cang gia tang. Dieu nay, khien cho cac 
cdng cg truyen thdng mot chieu td ra khfing cdn 
sQc hdp d i h v i thong hn truyen thdng khdng tao 
su hn c i y edn thiet de gd the thu hiit khach hang 

3. Glal phap phat trien truyen thdng marketing 
d|ch vg NHDD cho cac NHTM Vigt Nam 

Oe cd the giai quydt nhQng tdn tai trong q u i 
trinh truyen thdng markehng d|ch vg NHDD, cac 
NHTM Vifit Nam can phai cd chien lUpc truyen 
thdng gia tri che phep tUOng tac hai ehieu vdi 
khach h ing muc tieu, thdng qua dd eung cap 
thdng hn hQu ich ve d|ch vu NHDD theo each thQc 
khach quan va cho phep khaeh h ing thao lugn, 
chia se, Cy the, cac NHTM Viet Nam can thpe 
hien 3 nhdm edng vific sau day 

M6t la, can phai sd dgng phoi hpp cae cdng cu 
quang cao truyen thfing v i true tuyen 

Trong dd, sQ dung cac cdng cu quing cao 
truydn thong nhu: phat thanh, truyen hlnh, poster. 

pano, ap phich tren dudng pho de thuc hifin vai trd 
bd sung, hd'tra, khoi got mdi quan t i m cua khieh 
h ing ve d|ch vu NHDO tdi c i c website ngin h ing, 
eac edng cu tim kiem, didh d i n , mang xa hpi - ndi 
khich hang cd the tim kidm cac ttidng fin day dii 
hdn va bd feh hdn ve dich vu NHDD, 

Hai la, sQ dgng edng cu tim kidm de marketing, 
truyfin thdng gia tr| djch vu NHDD 

Oe thgc hien cdng viee nay mdt each hifiu qua, 
eac NHTM Viet Nam can sQ dung ddng fhdi hai 
phQOng phap: 

(1) PhUdng ph ip quang cao tai trp sQ dyng 
Google Ad words 

C ic NHTM Viet Nam phai d ing ky vdi edng eg 
tim kiem Google c i c tQ khda ve dich vy NHDD de 
khi khach hang myc tieu tim kidm c ic tQ khda cd 
lien quan ddn d|eh vu NHDO, mau quang eao ve 
d|ch vg NHDO etia NHTM dd se xuat hifin 6 gde 
bfin phai cua danh sach ket qu i hm kiem Theo 
tae gia, c i c tQ khda ve d|ch vu NHDO ma NHTM 
ed the dua ra: d|ch vu NHDO, NHDO, SMS bank
ing, chuyen khoan di ddng, thanh toan di dpng... 

Bfin canh dd, cae NHTM cQng can phai luu y 
viec thief ke doan quang cao Google Adwords, do 
chi cd the sQ dyng dupc tdi da 95 ky tu fren dean 
quang cao nay, Myc dich ehinh eiia doan quang 
eao la tgo ra nhQng thdng diep cd tfnh ket noi vdi 
suy nghT cua ngudi hm kiem thdng hn ve d|ch vy 
NHDO va hudng dan hp truy c ip vao website myc 
tieu. Khi thifit kfi doan quing cao ve d|ch vu 
NHDO tren Google Adwords, cac NHTM Viet Nam 
c i n ehu y nhQng edng viec sau: 

ThQ nhat, dUa tQ khda chinh ve dich vg NHDO 
v i o heu de cua doan quang eao. Khi mdt khich 
h ing go v i o hop tim kiem cua may hm kifim 
Googie tQ khda "NHDO" thi tQc t i khaeh hang da 
dupe nghe, dupc nhin d dau dd ve tU khda nay va 
trong tam tri khaeh hang, td khda dd da dupc dmh 
hinh san. Do dd, nfin dUa tQ khda chinh ngay v io 
heu de de het kiem ky tu, vi dung lupng toi da cua 
doan quang cao Adwords la 95 ky tu. 

ThQ hai, sQ dung nhQng tU ngan gpn khi ndi ve 
d|ch vu NHDD. Cac NHTM phai ludn ludn sQ dyng 
nhQng tQ ngQ ngan gon nhung y nghTa rd rang khi 
ndi ve d|ch vu NHDO trong doan quang cao, Du 
dang viet ddng tieu de vdl tdi da 25 ky tu hay 2 
ddng ndi dung chinh vdi toi da 35 ky tu eho moi 
ddng, can phai ludn nhd la mpi ky tu deu rat quy 
gia. Viec sQ dung tU ngO ngan gpn se eho phep 
cae NHTM cd thfim khoang trdng de the hien thfim 
ndi dung thdng diep ve dich vg NHDD fruyen tai 
tdi khich hang myc tieu. 
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ThQ ba. ndi dung quang cao ve djch vy NHDO 
phai lifin quan va cu the, Mau quang eao ve d|ch 
vg NHDD cua cac NHTM se xudt hifin trfin trang 
kdt qua tim kidm, sfi cgnh tranh vdi nhQng quang 
cao tim kiem tg nhien va quang cao t i i trc) khac ve 
d|ch vu NHDD. Ndu quang cao nay khdng ed gi 
khac tiiet hay not bat vdi nhung quang cao tim 
kiem tp nhifin va quang c io tai trp khac ve dich vg 
NHDO tren cQng trang, thl co hdi thu hut khach 
hang truy cap se trd nen rat xa vdi. Mdt each de 
tgo su khae bifit, la hay gidi han thdng diep va phai 
rat eg the, vl du: khdng nen vidt "dich vu NHDO" 
ma tiay viet "djch vy NHDO da hfin ich" hoge 
khdng vidt "chuydn khoan" m i vidt "ehuyen khoan 
khac he thdng", ho§c khong viet "thanh to in" 
Chung ehung ma vifit "thanh toan hda don" hay 
"thanh toan hang hda, d|eh vy"... 

(2) PhUdng phap tdi Uu hda cdng cu hm kiem 
(SEO) ve dieh vu NHDD 

Hien nay, vdi su thdng dung eua cac may tim 
kifim d ie biet la Google, khi ngudi dung muon hm 
kiem mpt thdng hn bat ky nhung khdng biet thdng 
hn dd nam d d i u va website nao chQa dung thdng 
hn dd, hp se sQ dgng Google de hm kiem. Theo 
nghifin cUu cua To chQc d inh gia cae may tim 
kidm - Search Engines Watch eho rang: nhOng v| 
tri dfiu tien trong danh s ich ket qua flm kiem la 
nhOng v| trf ed kha n ing thu hut ngudi dung truy 
cap vao nhieu nhat de tim kiem thdng hn, 

Trong thdi gian qua, mSc du eac NHTM Viet 
Nam da cd nhieu nd'luc thuc hien fdi uu hda cdng 
cu hm kiem Google, ntiung c i c g i i i phip dUoe hen 
hanh deu khdng cd tfnh chat ddng bp va phan tdn 
chi tfip trung vao toi Uu hda mpt bp phan nen thQ 
hgng trong danh sach ket qua flm kiem khdng cao. 
Minh hpa trong hlnh 2 da chQng minh khi thpc hifin 
mfit truy vdn vdi tQ khda "NHDO" website bao mdi, 
website kinh td vifit nam xuat hien d vi tri thQ 3 va 
thQ 4, trong khi dd c i c website cua ngin h ing 
khac ngoai viettinbank v i vietcapitalbank thi deu d 
v| tri sau (hlnh 2). 

Do vgy, cac NHTM Viet Nam can thQc hien td't 
phuong phap nay, dd giiip khich hang mue heu 
hm kiem ehinh xac va nhanh chdng eac thdng hn 
ve d|eh vy NHDO, Cu the: 

ThQ nha't, toi uu hda tieu de eho cac tQ khda ve 
d|ch vy NHDD. Cac NHTM Vi§t Nam nen tao nhieu 
b-ang web khae nhau cho c ie tQ khda khac nhau ve 
d|ch vu NHDD. Moi trang web nam trong website 
cQa NHTM chi nen toi uu hda eho mdt tQ khda ve 
d|ch vy NHDO duy nhat tren heu de de khach hing 
muc tieu va edng ey tim kiem Google bidt ehu de cu 
the cua trang la gi. Vific tcfi Uu hda tieu de cho eac 
tQ khda ve d|ch vg NH[3D nen tu in thu theo 3 

khoa hgc . . . . ^ = ^ = = ^ = , = 
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nguyen t i e dupe de xuat bdi Google, dd la, 
- Tifiu dfi phai md ta chfnh xac ndi dung frang 

va phi i chUa dung fU khda can td'i Uu hda ve d|ch 
vy NHDD. Ndi c i ch khac la heu de phai lien quan 
ddn ndi dung chfnh cua frang web va tranh sil 
dung c i c heu dfi cd tinh mac dmh nhu "frang 1", 
"trang mdi 1"... 

- Tao the hfiu de ve mpt td khda d|ch vu NHDB 
duy ntidt cho mdi trang. Dieu n i y se giup may hm 
kiem Google bidt trang nay ndi ve d|ch vg NHDD 
khdng giong nhu c i c trang khae ve d|ch vg NHDD 
tren website eu the cua mpt NHTM bdt ky. 

- SQ dyng cac heu de ngan gpn nhung giau 
thdng hn, mang tfnh mo ta cao, Tranh dung cac 
heu de qua d i i , trong danh sach kdt qua tim kiem 
se khdng the hifin th| hfit. 

ThQ hai. tdi uu hda nOi dung frang web ve 
d|ch vu NHDO. Ndi dung trang web ciia NHTM 
nfin bao gdm su xudt hien nhieu lan cua tU khoa 
vi d|ch vy NHDD ma NHTM muon truyen fhong 
cho khach hang mge tieu. Dieu nay se giup 
khich hang muc tieu khi thue hien truy van vdi 
mdt td khda dich vu NHDD, se bie't lieu npi dung 
trfin trang web cua NHTM dupc tim thay cd phii 
hpp vdi yeu cau flm kiem cua minh hay khong. 
Tuy nhien, ndi dung truyen thdng vfi d|ch vu 
NHDD phi i d i m bao 3 nguyen tac: vQa thong 
nhat vdi hfiu dfi, vQa neu dupe c i c tifin fch cua 
djch vy NHDO, vQa thu hut khaeh h ing muc fieu 
de dam bao sy logic, eung cap thdng tin day du 
ve d|Ch vu NHDO eho khach hang. 

ThUba. tdi Uu hda cdu true dUdng dan URL cua 
trang web ve dich vu NHDD, Viec tgo eic danh 
mue va ten tep cho cac thdng hn ve dich vy NHDD 
tre'n trang web cua mdt NHTM bdt ky. khdng chi 
giup NHTM dd sap xep trang web tdt hOn ma con 
dan den viec khich hang myc tieu thu thap thong 
hn ve dieh vy NHDD de'dang hon trfin edng cu hm 
kifim. dudng dan URL hien th| dudi dgng mot 
phan cua ket qua tim kidm, bfin dudi hfiu dfi va 
ben trfin ndi dung trang web. Vi vay, khi tao dUdng 
dan URL cho c i c thdng hn ve dieh vy NHDD, mpt 
mat cae NHTM can phai dam bao URL chUa cac 
tQ lien quan den ndi dung va heu de trang web ctia 
NHTM, Tdt nhdt trong URL cung bao gom tQ khoa 
ve djch vy NHDO ma NHTM can td'i Uu hda, chang 
han'nhu "TTDD", "ngan hang di dpng", "d|ch vu 
NHDO",.. Mat khac, c i c NHTM can phai sd dyng 
eau tnic thU mue tnang tao dudng dan URL fdi cac 
thdng hn ve djch vg NHDD, nham tao khach hang 
dfi" d ing biet vi \r'\ eua ho tren trang web cua 
NHTM. Trinh sQ dung ten dudng dan chung 
chung nhu: "thu mgc 1", "thu mue 2" se khdng 
cung cap thdng hn can thiet ve npi dung v i dinh 
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hudng tQ khda d|eh vu NHDD. 
Ba la, cac NHTM Viet Nam can phai hoan thien 

chidn lupc truyen thdng xa hdi vfi gia tn v i tien feh 
dich vg NHDD tdi khach hang mgc heu 

Theo G. Kawasaki and P. Fltzpatrick (The art of 
Sodat Media, 2014) cho rang hien nay tren the 
gidi ed hon mdt ty ngudi sQ dyng mang xa hpi 
Facebook, va hon hai tram trieu ngudi dung doi vdi 
mgng xa hpi Twitter. D i e die'm ehung cua ngudi 
dung mang xa hdi la thudng rat nhiet flnh trong 
vific tu hm hifi'u thdng hn vfi san pham, dich vg 
thdng qua sU chia se kinh nghifim, got y, binh lugn 
hoac lien kdt cua ban be tnjde khi mua sam, sd 
dgng [4]. Day ehfnh la cO hdl hifim cd cho cac 
NHTM Vifit Nam tan dgng mang xa hdi de truyen 
thdng lan tda vfi d|ch vu NHDO v i c i c hfin ich eua 
nd tdi e ic khich tiang mgc heu tdt nhat. Oe hoan 
thien chien lupc tnjyfin ttidng xa hfii ve gia tr| va 
tifin fch cua dieh vu NHDD, e ic NHTM Vidt Nam 
can phai thuc hifin cae edng viee sau d i y 

+ Cac NHTM Viet Nam can xay dung nhQng 
cpng dong khaeh h ing sd dung dieh vu NHDO 
trfin mgng xa hfii. Tgi day, c i e NHTM cho phep 
c i c khich hang cd Uie trao doi, thao lugn, ehia se 
kinh nghiem tQ hoat ddng dang ky dfi'n sQ dung 
dieh vu NHDD v i c i c hen ieh eua d|ch vu NHDD, 
Khich hang bat ky cd the dat cau hdi, xin tu van 
cua nhOng khach h ing kh ic - nhQng ngudi da trai 
nghiem vdi nhQng flnh hudng kh ic nhau khi sd 
dgng d|ch vu NHDD Cac NHTM sfi ddng vai trd 
thuc ddy cae trat nghifim nay bang each giiip 
khich hang tham gia md rdng ket noi vdi xa hdi, 
bgn be, ddng nghiep va chia se vdi nhau nhdng 
thdng hn dang tin cfiy dua tren c ie trai nghiem sQ 
dgng dieh vu NHDD cua minh. Dieu nay se tao sU 
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T T thu hut v i lan tda ve dich 
vu NHDO tdi nhOng khach 
hang hem nang khae, 
thdng qua dd cung cap cho 
hp nhifiu thdng tin hPn, 
giup hp cd dli can eU can 
thidt de ra quyfi't dinh dang 
ky sQ dung dich vu NHDO. 

+ Cac Ni-JTM Viet Nam 
can tan dyng sQc anh 
hudng eua khach hang 
trung th inh de tao ra nhu 
cau ve d|ch vy NIHDO. Cae 
NHTM can tgo ra va nudi 
dudng mdt so tuong khach 
hang trung thanh ed sQe 
anh hudng manh me den 

I ngan hang dl dpng nhQng khaeh hang khic, 
Khach hang trung thanh cd 

the la nhQng chuyfin gia tu van eiia ngan hang s i n 
sang chia se kidn thQc, hudng dan va hd'trp cpng 
ddng ngudi sQ dung ve dich vu NHDD Tuy nhien, 
nhQng chuyen gia nay nen thuc hien cac chia se 
n i y dudi danh nghTa khich hang nham tao tinh 
khich quan, frung thuc ciia thdng tin cung cap ve 
d|ch vu NHDD. 

Ngoai ra, cac NHTM cung can phai cd sy hd'tra 
c i c khach hang trung thanh xay dung uy hn trong 
cpng ddng. Cd the i p dung cae hinh thQc nhU: 
g i im g i i ho ic mien phi dang ky, mien phi sd dgng 
cac fien ich d|ch vy NHDO eho nhQng khach hang 
n iy hoac thudng hen mat eho nhOng khach h ing 
than thiet. Bfin eanh dd. tao dieu kien de nhQng 
khach hang than thiet ludn la nhQng ngudi dau hen 
duoc trai nghiem eae hen fch hay loai hinh mdi cua 
d|eh vu NHDO, ho' trd ho xay dung cac doan 
video, nhOng cau chuyen ve trai nghi§m c6 that 
cua khach hang trong qua frinh sQ dyng dieh vy 
NHDO de tao sQc anh hudng tdi cpng dong khacti 
hang hem nang, 

+ Cae NHTM can khoi ngudn y tudng mdi ve 
d|ch vu NHDD thdng qua trf tue ciia khaeh hang 
Cac NHTM ed the sQ dung mang truyen thdng xa 
hdi nhu mdt edng cu ngliien edu thi trudng dich vu 
NHDO. Mang xa hoi cho phep moi ngUdi den vdi 
nhau. theo ddi va giQ ke't ndi vdi nhau. Ci vi tri cua 
minh, eae NHTM cung nen lam dieu dd vdi eae 
khicl i hang sQ dung d|ch vu NHDO vi truyen 
thdng xa hpi la mdt xa lp bai chieu. Chang han, khi 
dang chuan b| tung ra mdt loai hinh djch vu tslHDO 
mdi hoic mpf fien ich mdi cua dich vu NHDO, 
NHTM ed the tham dd cac khach hang theo doi, 
de biet nhQng gl ho suy nghT ve eac ehi tiet cu the 
nhu: mQc gia, hen fch nao ho muon cd them, tdc 
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dp giao d|ch, su thuin hfin... Qua dd, c i c NHTM 
khdng chi dgt ddn mdt kdt qua nghien cUu thi 
trudng cd g i i tn ve dicti vg NHDO vdi chi phi thgc 
su hfit kifim, ma cdn tham nhip dupe v i o gidi hfiu 
dung true hep de flm hifiu quyet dmh mua hing 
eua ho. 

Ngoai ra, vific hdi tham y kidn cua khach hang 
ve dich vu NHDO cdn cho thdy r ing cac NHTM 
thuc su coi trpng khaeh hang. Mpt khi khach hang 
cam thay nhQng y tudng cua hp se trd thinh hifin 
thuc thi eung cd nghTa la NHTtVl da tao nen dupc 
d|ch vg NHDD mdi ehua cd ddi thu canh tranh. 

+ Oe tgo an tuong va cung cap thdng tin khaeh 
quan vdi dp hn cay cao ve d|ch vg NHDD, cac 
NHTM Viet Nam can sQ dung c i c bai viet trfin c i c 
tap chf chuyen nganh ngin hang va CNTT ve dich 
vu NHDO. Cac bai viet nay cd thd do nhan vien 
ngan hang tg viet hogc ttiue eac b io viet Ndi 
dung cac bit vidt n iy can nhan mgnh v i o sU da 
dang hen fch; tinh an to in va bao m i t cao; tiet 
ki^m ehi phi giao dich; quy trinh dang ky, sQ dung, 
sg thugn hfin cua viee sQ dung d|ch vu NHDO, 
Ben cgnh dd, c i c npi dung bai viet chi nfin dQng d 
mQc gidi thifiu, cd tfnh chat goi md, thu hut sp td 
md flm hieu eua doe g i i . Cuoi cac bai vidt nen cd 
dudng dan ey thd tiudng tdi website eua NHTM de 
ddc gia quan t i m va mud'n flm kidm thdng fin dSy 
dQ cd the truy c ip , thdng qua dd ed the thu hut 
khach tiang muc heu. 

4. KSt ludn 
Trong boi c inh cac d|eh vy NHDD tgi Viet Nam 

da cd su hoin thifin ca ve hen feh cung cap va da 
dgng loai hinh thi hoat ddng truyen thdng market
ing ed y nghTa rat ldn trong viee tao su hap dan, 
thu hut sd lupng khaeh hang sQ dung dich vu 
NHDO tuong xdng vdi su dau tu va nhQng nd'tuc 
trie'n khai cua c i c NHTM Viet Nam. Thdng qua dd, 
cac NHTM ed the dgt duac tiieu qua cao hon frong 
kinh doanh d|ch vg ngin h ing ndi ehung va dieh 
vy NHDD ndi rieng. Oe thue hien c ie hoat ddng 
truyfin thong markehng dich vy NHDD mdt c ich 
hieu qua. ddi hdi eac NHTM Viet Nam phai phoi 
hpp nhuan nhuyen va thuc hifin dong bp cac glai 
phap tRDng dd nhdn mgnh vao truyen fai cae gia tr| 
cot loi cua d|ch vy de tao sU khie biet thdng qua 
sQ dyng c ic cdng ey truyen thdng cd tinh khach 
quan, hai chieu va t i n dung loi the anh hudng ctia 
c i c khach hang trung thanh tdi eac khach hang 
hem nang khac . * 
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Summary 

With the development of information and com
munications technology, especially the boom of 
mobile technology creating and supplying mobile 
banking services tias become an inevitabie trend 
of the international banking business, tVlobile 
banking is based on special features of equipmeni 
and Innovated infrastructure, enabling the supply 
of disfinctive, personalized services which create 
maximum conveniences to users of banking serv
ices. In Vietnam, after many years of develop
ment, mobile banking services have become quite 
complete in terms of funchons and diversity, how
ever the number of their users is still limited. Even 
with customers who have already used the servic
es, the most widely-used application is just to 
receive messages on changes in accounts and 
balance; other useful functions have not been ub-
tized. This indicates that markehng communica-
hons on mobile banking values have not been well 
implemented by commercial banks, thus failing to 
attract customers and shmulate demand, create 
trust and credibility for users. In his article, the 
author idenhfies some major causes and suggests 
solutions to help commercial banks gain higher 
efficiency in their markehng communications of 
mobile banking services in order to attract a large 
number of users in proportion with their potential 
and investment in the services. 
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