Panh gia anh hudng cda trién khai
thanh cong eCRM tgi hiéu qua moi
quan hé khach hang tai cac ngan hang
thudng mai Viét Nam

Pé c6 khdch hang trung thanh, bén canh viéc nang cao chdt lwong san pham dich vu, cdc
ngdn hang con can xdy dung va lién tuc cdi thién moi quan hé véi khdach hang. C6 dwoc
méi quan hé tot va bén viing véi khdch hang, ngdn hang chdc chdn sé gianh dwoc nhiéu
loi thé trén thi truong, dac biét la nhitng gia tang gia tri vé mat thwong hiéu. Do do, lam
thé nao dé ndang cao hiéu qua moi quan hé khdach hang la mot thach thiec lon dat ra cho
cdc ngdn hang thiwong mai (NHTM) Viét Nam hién nay. Trién khai thanh cong gidi phdp
quan tri quan hé khach hang dién tw (Electric Customer Relationship Managemet- eCRM)
dwoc cde ngdn hang ky vong la gidi phép t0i wu gia tang khd nang hiéu va tiép cdn khdach
hang tét hon, tir d6 ndng cao khd ndang canh tranh ¢ia ngan hang. Nghién ciru sir dung
mé hinh cdu triic tuyén tinh SEM d@é danh gia, kiém dinh mire dé anh hiedng ciia trién khai
thanh céng eCRM dén hiéu qué moi quan hé khdch hang tai cdc NHTM Viét Nam. Két qua
xdc dinh dwoc mé hinh véi cdc thong sé phit hop: P=0.000 (Chi-square/df=2,447; CFI =
0,965; TLI = 0,951; GFI=9,55>0,9 va RMSEA = 0,069<0,08)
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Tu khoa: Quan hé khach hang
(CRM), quan hé khach hang dién
tir (eCRM), dich vu ngdn hang
dién tir (e-banking), hiéu qud moi
quan hé khach hang

1. Pit vén dé

6i canh canh tranh trong linh

vuc tai chinh- ngén hang

manh mé hién nay, cung sy

phat trién bung nd cua cong
ngh¢, doi hoi cac ngén hang phai
g dung cong nghé nham tdi
da hoa nhu ciu ctia khach hang.
Chién lugc kinh doanh huéng
dén khach hang dang tro thanh
chién lugc quan trong hang dau
cta cac ngan hang hién nay. Cac
ngan hang ludn ¢6 cac chién lugc
xay dung mdi quan hé khach
hang va gia tang su théa man
cho cac khach hang. Cac san
pham dich vy ngan hang dién
tr nhu InternetBanking, ATM,
SMS Banking, PhoneBanking,
HomeBanking dugc trién khai
tir 1au trén thé gisi, da bat dau
dugc hau hét cac NHTM Viét
Nam cung c4p nhim thoa méin
t6i da nhu cau ciia khach hang.
Bén canh d6 1a sy thay ddi tir
phia khach hang nhu nhu cau,
hanh vi..., d6i hoi cac NHTM
phai nim bit dugc cac théng tin
vé khach hang, hiéu rd vé khach
hang, tir d6 c6 dugc cac chién
lugc xay dung, duy tri va phat
trién mdi quan hé khach hang.
Viéc nang cao hiéu qua mdi quan
hé khach hang 1a mét thach thac
16n @i voi cac NHTM hién nay.
Nhiéu nghién ctru da chi ra, dé
nang cao hiéu qua mdi quan h¢
khéch hang, cac NHTM da thyc
hién nhiéu giai phap, nhu nng
cao chét luong san pham dich vu,

dau tur cong nghé, nang cao trinh
dd, nghi€p vu cua ddi ngili nhan
vién, cai thién quy trinh... Trong
do, mot giai phap quan trong
duogc cac NHTM ky vong nang
cao hiéu qua mdi quan h¢ khach
hang d6 1, xay dung va trién khai
giai phap quén tri quan hé khach
hang dién tir e€CRM. Tuy nhién,
hién nay chua c6 cac nghién cuu
do luong tac dong cia trién khai
thanh cong eCRM dén hiéu qua
mdi quan hé khach hang tai cac
NHTM. Nghién ciru nay thuc
hién nham danh gia kiém dinh
va do ludong anh huong cua trién
khai thanh cong giai phap eCRM
dén hi¢u qua mbi quan h¢ khach
hang tai cac NHTM Viét Nam.

2. Co s Iy thuyét va mé hinh
nghién ciru

2.1. Co sé Iy thuyét

Nghién ctru dya trén co so 1y
thuyét vé danh gia do luong hé
thong thong tin (HTTT) thanh
cong va danh gia hiéu qua mdi
quan hé khach hang:

Hé¢ thong thong tin thanh cong
Bén chat cua giai phap eCRM
la mot HTTT quan ly. Do 4o,

danh gié trién khai thanh cong
eCRM can duya trén céc 1y thuyét
vé danh gia thanh cong cia cac
HTTT. Banh gia thanh cong cta
cac HTTT la mot linh vyc phire
tap v6i nhiéu mo hinh danh gia
v6i cac quan diém khac nhau.
Hién nay c6 mot s6 mo hinh danh
gia HTTT thanh cong nhu mo
hinh chip nhan cong nghé¢ TAM
ctia Ajzen [1], m6 hinh hé thong
thong tin cua Delone and Mclean
[2], m6 hinh thé diém can bang
cua Kaplan and Norton [3], va
mo hinh tic dong hé thong ciia
Gable, Sedera [4].

M5 hinh tac dong hé thong ctia
Gable dua trén phan bién mo hinh
hé thong thong tin thanh cong
ctia Delone va Mclean dé dua ra
mo hinh d4nh gia hé thong thong
tin thanh cong bao gdm 4 yéu

t6 (Hinh 1): Téc déng cd nhdn
(Individual Impact), tic dong cua
16 chike (Organization Impact),
chdt lwong théng tin (Information
Quality) va chat lwong hé thong
(System Quality).

M@ hinh do luong tac dong cua
HTTT dé xuét dai dién cho céc
dong lgi ich rong tw HTTT tur

Hinh 1. M6 hinh IS-Impact ciia Gable
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trude dén thoi diém do ludng va
dy doén trong tuong lai, theo cam
nhn cia tat ca cac nhom ngudi
st dung chinh. M6 hinh do luong
dugc xay dung don gian, hi¢u
qua c6 thé danh gia trén toan bo
hé théng v6i bdi canh da dang,
va tir nhiéu quan diém cta nguoi
ding. M6 hinh bao gom 4 khia
canh chia 1am hai phan. Phan
‘tac dong’ do luong cac lgi ich
tir trude dén nay, thé hién qua tac
dong ca nhan va td chirc; phﬁn
‘chat lwong’, stt dung Chét lugng
He¢ thong va Chat lugng Thong
tin la cac dai dién cho cac tac
dong co thé xay ra trong tuong
lai. Cac két qua nghién ctru da
chimg minh tinh can thiét, cong
tinh va tinh hoan chinh ctia bén
khia canh nay.

M0 hinh do luong tac dong cia
HTTT st dung danh gia don gian
trong thuc tién. M6 hinh véi cac
khia canh va céc do luong dugc
thiét ké dé don gian, d& thuc hién
do luong va tiét kiém chi phi dé
thuc hién danh gia thé hién trén
cac quan diém nguoi ding so
sanh trén hé thong va ngit canh
khéc nhau. Véi két qua danh gia
tac dong cua HTTT theo mo6 hinh
nay, cac nha quan tri dé dang dua
ra dugc cac danh gia vé HTTT
ctia to chtre bang cach so sanh
giita Chét lugng va Tac dong.
Khi Chit lwgng thip/tic dpng
thép c6 thé cho thay mbi de doa
HTTT, va c6 I& can xem xét lai
hé thong. Tdc dpng thap/chit
Iwpng cao cho thay tiém ning thu
hoach lgi ich dang ké, va can phai
bao dam loi thé thu duge tir chat
luong dat dugc. Tdc dong cao/
chit lwong thip co6 thé co duoc
chién lugc trong ngén han, qua
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d6 can phai dau tu nang cao chit
lwong hé thdng dé dat duoc loi
nhuan cao trong tuong lai; chat
lwong cao/tic dong cao 1a myc
tiéu cudi cung cia cic nha quan
tri d6i véi cac HTTT cua minh.
Trong nghién ctru nay dé danh
gia thanh cong eCRM, tac gia su
dung m6 hinh h¢ thng tac dong
ctua Gable voi 4 thang do tac
dong ca nhén, tac dong dén ngan
hang, chét luong hé théng eCRM,
chit lugng thong tin do hé thong
eCRM cung cip, dong thoi bd
sung thang do danh gi4 tong thé
thanh cong giai phap eCRM.
Hiéu qua mbi quan hé khach
hang

Mdi quan hé giira khach hang va
t6 chirc noi chung va khach hang
v6i cac NHTM noi riéng 1a van
dé phurc tap va c6 nhiéu nghién
ctru da cong bd. Cac nghién ctru
tap trung vao cdu triic moi quan
hé véi khach hang theo két qua
nghién clru cla cda Zineldin [5]
va cua Thunman and Seyed-
Mohamed [6], qua trinh twong
tac (Proenca and Castro [7]),
qud trinh phdt trién méi quan hé
khdch hang(Zineldin [5]), chat
lirong méi quan hé(MBus [8]).
Trong nghién ctru nay, hi€u qua
mdi quan hé khach hang duoc
danh gi4 dya trén két qua nghién
ctru cua Sivaraks, Krairit [9],
Maroofi, Darabi [10] thong qua
cac danh gia v& su hai long, sy
tin tuong, long trung thanh, sy
cam két, luén luén sin long gidi
thiéu nguoi khac s dung ciia
khdach hang d6i véi cac san pham
dich vu cua ngan hang.

2.2. M6 hinh nghién ciru va gid
thuyét

Céc két qua nghién ciru vé higu
qua mdi quan hé khach hang

da cong bd tap trung vao cac
khia canh nhu kinh té, x3 hoi va
chuyén mén (MBus [8]):

Vé kinh té, hidu qua mdi quan hé
khach hang dugc xem xét trén
cac thudc do nhu: (1) Sy phu
thudc 13n nhau vé ngudn luc cua
ngan hang va khach hang; (2)
chit lugng san pham dich vu cua
ngan hang cung cip t6i khach
hang; (3) lgi nhuan thu dugc cia
timg mdi quan hé; (4) su cong
bang trong loi ich thu dugc ctia
ngan hang va khach hang.

Vé xd héi, hidu qua mdi quan hé
khach hang dugc xem xét dudi
cac thude do 1a: (1) Sy tin nhiém
ctia khach hang dé6i v6i ngan
hang va nguoc lai; (2) su giao
tiép giita ngan hang va khach
hang: cac thong tin chinh thirc

va phi chinh thirc dugc hai bén
trao doi giao dich véi nhau trong
mdi quan hé; (3) su cam két trach
nhiém cta mdi bén trong mbi
quan h¢; (4) cac rang budc xa hoi
gitta hai bén.

Vé mat chuyén mon, hi€u qua mbi
quan hé khach hang dugc xem
xét dudi cac thude do: (1) Mirc
d6 thau hiéu nhu cu va kha ning
thich img théa méan cac nhu cau
khach hang cta cac ngan hang;
(2) su chuyén nghiép cua doi ngii
nhan vién ngan hang; (3) k¥ nang
xur ly xung dot dam bao hai hoa
loi ich gitra cac bén.

Hién nay chua c6 nghién ciru tac
dong giita trién khai thanh cong
eCRM dén hiéu qua méi quan

h¢ khach hang. Do d6, nghién
ctru nay dé xuit mé hinh nghién
ctru tac dong giita trién khai
thanh cong eCRM dén hiéu qua
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Hinh 2. M6 hinh nghién ciru

el R 16
thinh cong

mdi quan hé khach hang tai cac
NHTM Viét Nam (Hinh 2).

Trén co s mo hinh nghién

clru, ching t6i dua ra gia thuyét
nghién ctru la:

H:Co méi quan hé ciing chiéu
gitta trién khai thanh cong eCRM
dén hiéu qua moi quan hé khach
hang.

3. Thiét ké nghién ctru

3.1. Phwong phdp nghién ciru
Nghién ctru st dung phuong phap
nghién ciru dinh luong nham dwa
ra nhitng nhén dinh c¢6 tinh co so
va sb liéu minh chimg. Phuong
phap nghién ciru tai liéu nham
dua ra nhiing nhan dinh mang
tinh 1y thuyét vé mdi quan hé
trong mo hinh nghién ciru. Diéu
tra khao sat va phan tich s liéu
tur bang hoi cac ngan hang da
trién khai thanh cong giai phap
eCRM. Str dung cac cong cu
kinh té lugng dé phan tich danh
gia mdi quan hé trong mo hinh
nghién cuu.

3.2. Thang do

M&i nhan t§ dwgc danh gia qua
cac bién quan sat, mdi bién quan
sat thé hién mot khia canh duoc
danh gi4 cua timg nhan t5. Thang
do d4nh gia mdi bién quan st 1a
thang do Likert véi 5 mac danh
gia tir Rt dong y dén Rét khong
dong ¥:

eCRM
Didm kebbmm 50dn thanh
= Mot e 3
e cong
Chervin mén (TC):
[ Nghién
= T cuu st
Hi#n qua mai quan
bé khich hing dung
cac
thang

do cua Gable (2008) trong mo
hinh tic dong hé thong va bd
sung thém thang do danh gia
thanh cong tong thé ctia hé thong:
Chat leong hé thong; Chdt hrong
thong tin; Tac dong ca nhan; Tac
dong 16 chire; Thanh cong tong
the.

Hiéu qud moi quan hé khdch
hang (HQ): Nghién ctru st dung
cac thang do hiéu qua mdi quan
hé khach hang trong nghién

clru cia cua Sivaraks va cong

sy (2011), Maroofi va cong su
(2012): Sy hai long cua khach
hang d6i v6i cac san pham dich
vu ngan hang; su trung thanh

ctia khach hang déi véi cac san
pham dich vu ciia ngan hang; Sw
tin twéng cua khach hang ddi véi
cac san phém, dich vu cua ngén
hang; si cam két ciia khach hang
d6i v6i cac san pham dich vu
ngan hang; su san long gidi thiéu
cua khach hang cho ngudi quen
d6i v6i cac san pham dich vu cta
ngan hang va hiéu qua tong thé
mdi quan hé khach hang.

3.3. Méu nghién ciru

Nghién ctru thuc hién 13y phiéu
theo ca hai hinh thuc tryc tiép

va online. P6i tugng didu tra 1a
doi ngti quan ly, nhan vién ngan
hang lién quan dén qua trinh trién
khai, sir dung hé théng eCRM tai
10 NHTM Viét Nam da va dang
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trién khai cac giai phap eCRM/
CRM, d6i ngii tu van trién khai
giai phap eCRM cho cac NHTM
Viét Nam. Viéc léy phiéu truc
tiép va online déu dam bao s6
phiéu phd rong vé gi6i tinh, do
tudi, thAm nién cong tac, linh vuc
chuyén moén, chtrc vy. Thoi gian
hoan thanh viéc thu thap phiéu

la 3 thang (01/2016- 3/2016).

S6 lwong phiéu thu vé 1a 352
phiéu, trong d6 ¢6 302 phiéu truc
tiép (ty 1& 302/500 dat 60%), 50
phiéu online (ty 18 50/600 dat
8,3%). Nghién ctru da phai loai
di 44 phiéu thiéu nhiéu thong tin
quan trong hodc theo danh gia
cua nghién ctru la tra 101 khao

sat mang tinh khong hop tac.

S6 lwong phiéu thu dugce tir 10
NHTM di va dang trién khai cac
giai phap CRM/eCRM hgp 1€ va
dua vao phan tich dit li¢u duoc 1a
308 phiéu.

3.4. Phwong phdp phan tich so liéu
Sau khi c6 dugc dir li€u nghién
ctru st dung céac cong cu kinh

té lugng dé phan tich danh gia
cac mdi quan hé trong mo hinh
nghién ctru: Panh gia dg tin

cdy thang do, phan tich nhan t6
kham pha EFA, phan tich nhan

t6 khang dinh CFA, m hinh cu
trac tuyén tinh SEM.

4. Két qua nghién ciru

4.1. D¢ tin cdy ciia thang do

Dé danh gia su phu hop cia cac
bién khi dwra vao mo hinh, nghién
clru tién hanh kiém tra do tin cay
clia cac thang do bang hé sb tin
cdy Cronbach Alpha. Két qua
kiém dinh 1an 1 cho thiy, hé s6
Cronbach Alpha ciia bién eCRM
thanh céng c6 bién quan sat
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Bang 2. Két qua phén tich nhén t6 kham

hon 0,3 va hé so pha EFA

Bang 1. Két qua danh gia thang do
biang do tin cdy Cronbach Alpha

| Hesé | Alpha Cronbach Alpha KMO and Bartlett’s Test
Nhan | Bi€n twong néu cacac nhén t6 Kaiser-Meyer-Olkin Measure of 834
té q:éatn quan loai d?u 10’“ hon 0,6 Sampling Adequacy. ’
bién tébng| bién nén cac thang Bartletts |Approx. Chi-Square | 1087,049
Giai | TC, | 0683 | 0,661 do cua cac thanh Testof  |df 36
phap ["7C | 0698 | 0,659 | phanTC(TC,, Sphericity [ Sig. 000
eCRM "5 0618 | 0695 | TC,TC,TC);
thanh 3 -
cong | TG, | 0566 | 0707 | HQ(HQ,HQ, Pattern Matrix
a=0,762| TC, 0,175 0,840 HQ,, HQ,, HQ,) Factor
biey |HQ | 0718 | 0,696 déu duoc chip 1 2
quaméi| HQ, | 0600 | 0729 | nhinduavio HQ, 885
quan hé| HQ, 0,622 0,724 phén tich nhan to HQ, ,680
khach | HQ, | 0529 | 0747 | tiép theo. HQ, 656
hang | HQ [ 0,531 | 0,748 HQ, 641
0=0.781"yq | 0,225 | 0,824 | 4.2. Phan tich HQ, 587
nhan t6 khdm TC, ,896
TC,, bién Hi¢u qua mdi quanhé  phd EFA TC, ,806
khach hang c6 bién quan sat HQ, ~ Phan tich nhan t6 TC, ,654
c6 hé s trong quan bién tong kham phéa EFA dugc TC, 645
<0,3. Do d6 2 bién quan sat TC,  sir dung dé dénh gid lai | Extraction Method: Principal Axis Factor-
. . . Y ¢ J4 ) ’ A1 Al 5 , INg.
P L SN S [ R E——
. ; ¢ N Normalization.
Cronbach Alpha lan 1 dugc thé thanh phan. Nghién a. Rotation converged in 3 iterations.

hién trong Bang 1.

Thuc hién kiém tra d tin cdy cua
cac thang do bang hé sb tin cay
Cronbach Alpha lan 2 (sau khi
loai 2 thang do TC, va HQ,) thu
dugc tat ca cac bién quan sat déu
¢6 trong quan véi bién tong 16n

ctru thyc hién kiém
dinh KMO va Bartlett’s trong
phan tich nhan t5 cho thiy, hé sb
KMO cao (bing 0,834> 0,5) gia
tri kiém dinh Bartlett’s c6 mirc

¥ nghia (Sig.=0.000< 0.05) cho
thdy phan tich nhan t6 EFA rat

vuong goc Promax, phan tich
nhan t6 d trich dugc 2 nhan t tir
9 bién quan sat va v6i phuong sai
trich 1a 62,999% (16n hon 50%)
dat yéu cau. Thuc hién phan tich
EFA cho két qua trong Bang 2.

thich hop. Két qua phan tich nhan t6 kham
Hinh 3. M6 hinh CFA Tai cac pha EFA cho théy cac thang do
— [ ]" Shisguarps8i s - INUC gid tri cua 2 bien eCRM thanh cong
i _.‘_\‘:‘H - _.'_f-;':l Eigenvalues  va Hiéu qud moi quan hé khdfh
I:'-;__'“;I—ll-liﬂ-‘_ ‘:, Chi-pqueansigi=F 447 16m hon 1 hdng dam bao du dicu kiél’l de
. h\ - Sloai, vavoiphép  phan tich CFA va mé hinh cAu
c = " n _'_'___,.gl"k,_\_: £ CFi= 965 trich nhan trac tuyén tinh tiép theo.
.-"--‘ RESEA= D85 té duqc
sitdungla  4.3. Phdn tich nhén té khing
» Principal dinh CFA va mé hinh ciu triic
Axis tuyén tinh SEM
Factoring Nghién ctru thuc hién phan tich
(PAF) véi nhén t6 khang dinh CFA lan 1
phép quay bang phan mém AMOS 20. Két
khong qua thu dugc nhu Hinh 3.
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(eCRM thanh céng) &én HQ (hiéu
qua moi quan hé khdach hang) 1a
0,38 va thanh cong cua eCRM
giai thich dugc 14,4% bién thién
ctia Hiéu qud moi quan hé khdch
hang tai cac NHTM.

Két qua CFA cho thay trong s6
c4c bién quan sat déu dat chuan
cho phép (=0,5) va c6 y nghia
thong ké céc gia tri p déu bang
0,000. Nhu vay c6 thé két luan
cac bién quan sat ding dé do
ludng cac bién thanh phan cua
thang do dat dugc gid tri hdi

tu. CFA cho thay mé hinh ¢

26 bac tu do, gia tri kiém dinh
chi-square= 63,628 voi p-value=
0,000< 0,05; Chi-square/df=
2,447 dat yéu cAu <3 va céc chi
s6 chi ra md hinh phu hop véi
dir liéu thi truong (CFI= 0,965;
TLI=0,951; GFI=9,55> 0,9 va
RMSEA= 0,069< 0,08). Cac
thanh phan eCRM thanh céng
va hiéu qua moi quan hé khach
hang déu khong c6 mdi twong
quan gitra cac sai s ctia bién
quan sat nén déu dat dugc tinh
don hwong. Ngoai ra, nghién cuu
kiém tra gia tri phan biét cua cac
khai niém trong mé hinh. Két qua
cho thay cac khai niém trong mo
hinh dat dugc gia tri phan biét.
M6 hinh cau tric tuyén tinh
(SEM) thuc hién véi phﬁn mém
AMOS 20 thu dugc nhu Hinh 4.
Theo két qua cia mé hinh SEM,
trong s6 chuan hoa ctia TC

4.4. Két qua kiém dinh gia
thuyét

Tir két qua kiém dinh tir bang
trong s6 hoi quy da chudn hoa
cho thay v6i muc ¥ nghia 5% (d6
tin cdy 95%), gia tri kiém dinh vé
mdi quan hé c6 y nghia thong ké
(Pvalue< 0,05=**%), c6 thé két
ludn rang eCRM thanh céng tac
dong dén hiéu qua moi quan hé
khdch hang. Do d6 gia thuyét cua
mo hinh nghién cuu dua ra dugc
chap nhan.

5. Két luin

Naéng cao hi¢u qua mdi quan hé
khach hang mot van dé dugc cac
t6 chirc n6i chung va cac ngan
hang noi riéng dac biét coi trong.
Céc ngén hang da chu trong trong
dau tu ha tang cong nghé, nang
cao chét luong san phérn dich vu,
cai thién quy trinh quan ly, nang
cao trinh 6 nghi¢p vu cua nhan
vién,... dé nang cao hiéu qua mbi

Hinh 4. M6 hinh SEM

quan hé khach hang no6i riéng
va hiéu qua hoat dong cia ngan
hang noi chung.
Bing phuong phép tong quan
nghién ciru, tac gia dé xuat mo
hinh nghién ctru kiém dinh anh
huéng cua trién khai thanh cong
giai phap eCRM dén hiéu qua
mdi quan hé khach hang tai cac
NHTM Viét Nam. Nghién ctru
thuc hién khao sat déi véi 10
ngan hang Viét Nam d trién
khai eCRM/CRM. Véi phuong
phap nghién ctru dinh luong, tac
gia dung phuong phap phan tich
nhan t6 kham pha EFA, phan
tich nhan t6 khang dinh CFA, mb
hinh cau tric tuyén tinh SEM.
Két qua nghién ctru cho thiy,
trién khai thanh cong eCRM s&
tac dong dén hiéu qua méi quan
hé khach hang tai cac NHTM
Viét Nam. eCRM thanh cong tac
dong truc tiép dén hiéu qua moi
quan hé khach hang va giai thich
dugc 14,4% bién thién cia hiéu
qua moi quan hé khach hang. Két
qué nghién ciru ciing cho thay,
cac thang do danh gia thanh cong
eCRM, hiéu qua mdi quan h¢
khach hang déu dat dugc tinh don
hudng, hoi ty, do tin cay va gia
tri phén biét cao
thé hién qua céac

Chi-square=63, 528 dir liéu phan tich
B CFA vimd hinh
Chi-square/df=2 447 cau truc tuyen
GFl=955 tinh. Cudi cung,
4 TLI=.951 - (#8)  két qua nghién
TC2 an EII'-E:__'QE;G 2 ctru dua ra mo
. s JU* &% hinh phu hop

.-—-—_J*‘-TE o
@

= TC3
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voi dit lidu thi
truong voi cac
chi sb thong ké
dat chuén: Chi-
square= 2,447,

why

®®©
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CFI=0,965; TLI= 0,951; GFI=
9,55> 0,9 va RMSEA= 0,069<
0,08. Kiém dinh Bootstrap khing
dinh m6 hinh SEM udc lugng
duoc c6 thé tin cay duogc.

Théng qua két qua nghién ciru,
tac gia dé xuat cac NHTM Viét
Nam can chu trong dau tu trién
khai thanh cong giai phap eCRM

qua hoat dong nodi chung. Giai
phép eCRM gitp cho cac NHTM
cung ¢ mdi quan hé khach hang,
ca biét hoa cac san phém dich vu,
hd tro hoat dong marketing cta
ngan hang dong thoi eCRM gop
phan tao dyng hinh dnh va ning
cao uy tin ctia ngan hang. Dé
trién khai thanh cong giai phap

nhung néu thanh cong s& dem lai
loi thé canh tranh khong nho cho
cac ngan hang.

Han ché cua nghién ctru d6 1a
kich thuéc mau nghién ciru con
nho do s6 luong cac NHTM
Viét Nam da va dang trién khai
eCRM/CRM con it, mtre d¢ hiu
va danh gia khach quan cua cac

eCRM la mot thach thire d6i véi  ddi twong khéo sat vé eCRM

cac NHTM Viét Nam hién nay

de nang cao hiéu qua moi quan
h¢ khach hang noi riéng va hi¢u »
xem tiép trang 53
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SUMMARY

Assessing the impact of Successful Implementation of e-CRM to effective customer relationships in commercial
banks of Vietnam

For loyal customers, in addition to raising the quality of products and services, the bank also needs to develop and
continuously improve the relationship with customers. Having good relationships with customers, banks will certainly
win more advantages in the market, especially in terms of increasing brand value. Therefore, how to improve the
efficiency of customer relationships is a major challenge posed to commercial banks (CBs) in Vietnam. Developing
successfully solutions Electric Customer Relationship Managemet (eCRM) in banks is expected to be the optimal solution
and increase their ability to understand their customers by better approaches, thereby improving the competitiveness
of the bank. This study uses Structural Equation Modeling (SEM) for evaluation, testing the influence of Successful
Implementation of e-CRM to effective customer relationships in the commercial banks of Vietnam. The results determine
the model with the appropriate parameters: P = 0.000 (Chi-square /df = 2.447;, CFI = 0.965; TLI = 0.951; GFI = 9.55>
0.9 and RMSEA = 0.069 <0, 08).

Keywords: Customer Relationship Management (CRM), Electronic Customer Relationship Management (e-CRM),
electronic banking, effective customer relationships.
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SUMMARY
Competitive differentiation of deposit products at Vietnamese commercial banks- Reality and Solutions

In the retail banking market with a high level of competition, the bank deposit products are vulnerable to copying, the
customers’demands are very diverse and customer loyalty is declining, therefore, building and maintaining competitive
advantage for commercial banks become more difficult. Preliminary research shows that very few Vietnamese
commercial banks create outstanding value and unique for their own customers. Their orientation, strategy, products
and services, technology, distribution methods and promotional advertising program are nearly the same. This article
with practical significance will contribute to increasing competitiveness capability for Vietnam commercial banks in

capital mobilization.
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thué; Cong tac to chtc hoat dong
thanh tra, kiém tra; Hinh thuc
cudng ché va hinh phat; Quy
trinh, thu tuc k& khai va np thué;
K¥ néng, trinh 49 va thai d6 cia
can bo thué; va Diéu kién co s&
vt chit.

Pé nang cao chit luong cong tac
quan 1y thué trong thoi gian t6i,
cac giai phap chinh sach can tap
trung vao viéc tang cuong cong
tac tuyén truyén, tu van va hd trg
chinh sach va phép luat thué cho
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cac dbi tugng ndp thué. Pong
thoi, tang cuong cong tac thanh
tra, kiém tra thué ciing nhu cong
tac cudng ché va cac hinh phat
d6i véi cac ddi tuong vi pham.
Can don gian quy trinh, thi tuc
ké khai va ndp thué. Bén canh do,
viéc nang cao k¥ nang, thai 6 va
trinh 6 chuyén moén cho can b
thué, va nang cap co s vat chat
ctia Chi cuc Thué ciing rit can
thiét. m
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thanh c6ng va hiéu qua mdi quan
hé khach hang con chua dong déu
dan dén dit liéu khao sat thu dugc
c6 thé chua dugc dong nhat. Mt
khac nghién ctru mai chi danh gia
tac dong cua eCRM thanh cong
t6i hiu qua mbi quan hé khach
hang chir chua xem xét danh gia
trén cac tac dong khac toi hiéu
qua mbi quan hé khach hang.
Duya trén han ché ctia nghién ctru
da goi mo ra hudng nghién cuu

xem tiép trang TT
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twong lai, 6ng mudn nhdn nhi
diéu gi?

Ong Pham Manh Thing: Cac
ban sinh vién ngay nay da phan
rat nang dong va hién dai, nhung
bén canh do, van co khong it ban
ludn bi tac dong béi nhiéu yéu

t6 khach quan nén chwa xac dinh
duogc 16 rang muyc ti€u ciia minh.
Cac ban thir dat ra cho minh cau
héi: minh mudn gi? Phuc vu cho
x3 hoi hay kiém loi ich cho ban
than? Lam loi cho minh khong
kho, nhung dén mot ching myc
nao do, lgi ich ca nhan ciing s¢€
ra di hét. Thanh cong chi dén véi
nguoi lam lgi ich cho x4 hdi ma
théi. Khi xac dinh dugc mong
muén ctia ban than, céc ban s€ co
dong luc dé budc di.

Toi thuong chia sé véi cac ban tré
rang: Néu dén ngan hang dé kiém
tién thi khong nén dén. Boi tién
chi 1 phuong tién song ma thoi.
Mot nha ngan hang chén chinh,
can c6 cai tim sang. Chinh cai
tdm sang d6 khi dugc rén luyén
qua thoi gian méi lam giau cho
x4 hoi duoc.

Sinh vién khi ra trudng ciing can
phai biét minh c6 thé manh gi;
biét dugc cai gbe cin ban cua
minh ndm & dau, qué trinh hoc
théy c6 thé van dung va tan dung
dugc nhiing gi; hon nira, can phai
du doan duoc trao luu cua xa hoi
dé tim toi, thir sirc, phat huy, gat
hai thanh cong cho minh.

V6i nhiing nha ngén hang tuong
lai, trung thyc 1a duc tinh can
thiét nhat. Boi bét cir hoat dong
nao cua ngan hang cling lién
quan dén tién bac. Néu khong
rén luyén dirc tinh nay, bang bat
ctr phuong thirc nao khong trung
thuc, ban c6 thé nhan théiy thét
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bai nhén tién. Thém vao do, sinh
vién méi ra truong can toi luyén
dtrc tinh kién tri, chiu khé tim
toi, nghién ctru, khong ngai thach
thire, ludén xung phong tran mac
s€ giup ban thém trudng thanh.
Ngan hang 1a mot nganh kinh té
tong hop, néu biét lién két cac
khi kién thirc lai véi nhau ban s&
thdo g& duoc rat nhidu van dé.
Chuc cac ban sinh vién sip ra
truong s& gap nhiéu trai nghiém
quy bau, xtmg dang 1a niém tu
hao ctia mai truong Hoc vién
Ngén hang. Chuc nha truong mot
nam git hai nhiéu thanh cong.m
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chfmg han, bg phéan kiém toan
n6i b truc thude tong giam ddc,
la mot by phén trong bd phan tai
chinh- ké toan, truc thudc ban
kiém soat, sap nhap kiém toan noi
bd vao Bo phan Phap ché da anh
huéng t6i hiéu luc két luan kiém
toan. Tur d6 anh huong toi nguoi
sir dung thong tin bén trong va
bén ngoai doanh nghiép. Bén
canh d6, hién tai chung ta chua c6
nhitng vin ban phap 1y hay chuan
muc cho kiém toan ndi bo dé cap
t6i cAu tric bao cdo két qua kiém
toan hi¢u lyc. Do do, phan tich
trén ddy c6 thé 1y giai cho mot
lwa chon mang tinh tat yéu ddi
v6i phat trién cAu trac kiém toan
noi bo trong doanh nghiép nham
hudng toi cai thién hiéu lyc hoat
dong kiém toan noi bo. m
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thong tin, gia ca va sy tin nhiém,
cung véi 23 bién quan sat dé do
ludng cac nhén tb va xac dinh
anh huong dén sy hai 1ong ciia
nguoi ndp thué. Str dung dit liéu
ctia khach hang nop thué qua Chi
nhanh Ngén hang Vietinbank Phu
Yén, nhom tac gia di kiém dinh
tinh phu hop cua mé hinh trong
thuc té.

Tir két qua khao sat, mot sd

goi ¥ d6i voi NHTM trong viée
nang cao chét luong dich vu thu
ho thué gdm: Giir ving va phat
huy tinh canh tranh vé gi4; ting
cuong tin nhi¢ém cua ngan hang;
dam bao chét lugng thong tin
giita ngan hang- co quan thué va
khach hang ndp thué; nang cao
chét luong dich vu phuc vu trong
hé thong NHTM; ting cudng chat
luong hé thdng va co s& vt chit
ctia NHTM va co quan thué.

Bai viét goi m& hudng nghién
ctru tiép theo vé kiém dinh cac
nhan t6 anh huong dén sy hai
long ciia ngudi ndp thué khi sir
dung dich vy thu h¢ thué qua
NHTM bing phuong phéap phan
tich dinh luong véi qui moé mau
16n hon tai cac NHTM hoac trén
cac dia ban khac. m
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tiép theo danh gi4 1a xem xét anh
hudng cua trién khai thanh cong
eCRM t6i hiéu qua mdi quan hé
khach hang trén mé hinh téng thé
cac tac dong truc tiép va gian tiép
t6i hiu qua mbi quan hé khach
hang. Huéng nghién clru nay sé
dua ra dugc md hinh tong quét
tac dong dén hidu qua mdi quan
h¢ khach hang. m
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