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Tém tit:

Trong bdi canh thi trudng tai chinh ngiy cang canh tranh khdc liét, Ngan hang TMCP Ngoai
thuong Viét Nam (Vietcombank) néi chung va Chi nhanh Da Néng noi riéng da dat dugc nhitng thanh
tuu déng ghi nhan trong cong tac huy dong vén. Tuy nhién, sy mé réng nhanh chéng ciia cic ngan hang
thuwong mai ¢ phan véi nhiéu san phdm huy dong linh hoat, két hgp véi sir tham gia ngay cang sau rong
clia cac ngan hang nudc ngoai, dang tao ra ap luc canh tranh 16n d6i v6i Vietcombank. Xu huéng thanh
toan khong diung tién mat khong chi mé ra co hdi phat trién m&i ma con dit ra thach thirc 16n trong viéc

d6i méi phuong thirc tiép can, cham séc va giir chan khach hang ciia cac ngan hang truyén théng.

Xuét phat tir thuc trang néu trén, tac gia da d& xuit mot sb nhém giai phap nham cai thién san
phém, t8 chirc lai bd may van hanh va nang cao chinh sach chim soc khach hang — trong d6 nhéin manh
vai trd cia viée phat trién dich vu ngén hang sé phut hop véi xu huéng giao dich hién dai. Cac dé xuét
nay duge ky vong s& gitip Vietcombank — Chi nhanh Pa Ning thao g& nhitng viréng méc hién tai, ddng
thdi ting cudng ning luc canh tranh va dép tng hiéu qua nhu ciu ngay cang da dang cia khach hang
trong ky nguyén sb.Vietcombank Pa Ning da dat dugc nhiéu thanh twu dang ghi nhén trong cong téc
huy déng tién guri, ddc biét tir khach hang ca nhan, nhd vao quy trinh quan ly chét ché, minh bach. Tuy
nhién, hoat dong huy dong vén van con mét s han ché nhwr ting tredng chua én dinh, co cdu tién giri
mét can ddi, su phu thudc vao giao dich tai quéy va san phém chua thit su khac biét.

Dé nang cao hiéu qua huy dong tién giri tir khach hang c4 nhén, Vietcombank — Chi nhanh Pa
Néng cén trién khai ddng bé céc giai phép trong tim. Trudc hét, viéc hoan thién céng tac nghién ctru va
phan tich thi truong véi sr hd tro cia cong nghé sé va tri tué nhan tao s& giup chi nhanh chu dong ném
bat xu huéng, phan khiic khach hang hiéu qué va diéu chinh chinh sach linh hoat. Tiép theo, chi nhanh
c4n da dang héa va ca nhén héa chinh sach san phdm, dic biét 1a cic gbi tiét kiém danh cho khach hang
wu tién (Priority), nhim ting tinh canh tranh va giit chan khach hang c6 gia tri cao. V& chinh sach 1ai
suat, can thiét ké linh hoat, phan ting r3 rang theo kénh giri, ky han va nhém khéach hang, két hop véi
wru di tich hop san phim dé t6i wu dong tién. Ddng thoi, chinh sach phan phdi va quang b4 san phim
cling can duoc ddi méi theo huéng da kénh — trai nghiém — thyuc té, day manh hoat dong tai cac diém
dén c6 mat d6 khach hang tiém nang cao nhu trudong hoc, khu cong nghiép. Cubi cung, viéc hoan thién
chinh séch cham sdc khach hang va duy tri chét luong dich vu théng qua dao tao thuc té, ung dung CRM
va ca nhéan hoéa trai nghiém s& gitp gia ting mirc do hai long va trung thanh, tao lgi thé canh tranh bén
vitng cho chi nhanh trong méi trudng canh tranh khdc liét hién nay.
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Abstract

In the context of an increasingly competitive financial market, the Joint Stock Commercial Bank
for Foreign Trade of Vietnam (Vietcombank) in general—and the Da Nang Branch in particular—has
achieved recognition in deposit mobilization. However, the rapid expansion of joint stock commercial
banks with flexible products, along with the involvement of foreign banks, has exerted considerable
competitive pressure on Vietcombank. The growing trend of cashless payments not only presents new
development opportunities but also poses significant challenges for traditional banks in terms of
innovating their approaches to customer acquisition, care, and retention.

The thesis has proposed a number of solution groups aimed at improving product offerings,
reorganizing operational structures, and enhancing customer care policies—with a particular emphasis
on developing digital banking services in line with modern transaction trends. These proposals are
expected to help Vietcombank — Da Nang Branch overcome current limitations, enhance its competitive
capacity, and better meet the increasingly diverse needs of customers in the digital era.

Vietcombank Da Nang has made significant progress in mobilizing deposits, especially from
individual customers, thanks to a transparent and tightly managed process. However, several limitations
remain in its deposit mobilization efforts, including inconsistent growth, an unbalanced deposit
structure, over-reliance on in-person transactions, and a lack of product differentiation.

To improve the effectiveness of deposit mobilization from individual customers, Vietcombank —
Da Nang Branch needs to implement a set of integrated and focused solutions. First, improving market
research and analysis—leveraging digital technologies and artificial intelligence—will enable the
branch to proactively capture trends, segment customers effectively, and adjust policies flexibly.
Second, the branch should diversify and personalize its product offerings, particularly savings packages
designed for priority customers, to enhance competitiveness and retain high-value clients. In terms of
interest rate policies, a more flexible and segmented approach based on deposit channels, terms, and
customer groups should be applied, combined with bundled incentives to optimize cash flow.
Additionally, product distribution and marketing strategies should be modernized with a multi-channel,
experience-driven, and field-based approach, focusing on customer-dense locations such as educational
institutions and industrial zones. Finally, improving customer care policies and maintaining service
quality—through hands-on training, CRM application, and personalized experiences—will help
increase customer satisfaction and loyalty, creating a sustainable competitive advantage for the branch
in today’s fiercely competitive environment.
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