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Tém tit:

Trong bdi canh nganh ngan hang dang chuyén dich manh mé theo huéng s hoa va 14y khach hang
lam trung tdm, quan tri quan hé khach hang (Customer Relationship Management — CRM) déng vai
trd then chét trong viéc nang cao trai nghiém, giit chan khach hang va thuc ddy tang truéng bén viing.
Dé tai "Hoan thién cong tic quan trj quan hé khach hang c4 nhan tai HDBank — Phong Giao dich Nui
Thanh" duoc thuc hién nhim danh gia thyc trang hoat dong CRM hién nay tai don vi, chi ra nhiing
han ché ton tai, tir ¢6 d& xut h¢ thdng giai phap ddng bo nhdm nang cao hiéu qua trong tuong lai.

D& 4n tap trung 1am rd ba noi dung chinh: (1) Co s6 Iy luan vé CRM va mé hinh IDIC trong bdi
canh ngan hang hién dai; (2) Phén tich thuc trang cong tac quan tri quan hé khach hang c nhén tai
PGD HDBank — Nui Thanh thong qua cac ti€u chi nhu nhan dién khach hang, phan khic, tuong tac, ca
nhan héa va do luong hiéu qua; (3) D& xuit giai phap hoan thién CRM theo mé hinh IDIC két hop tng
dung cong nghé sb, phét trién nhan lyc chuyén trach va gén két chat ché gifra dir 1iéu — hé théng — con
nguoi.

Két qua nghién ctru cho thiy, PGD Nai Thanh d& budc dau trién khai mot sb hoat dong CRM nhu
phan loai khach hang theo s du binh quan, img dung eKYC, 6 chitc cdc chuong trinh chdm séc
khach hang dinh ky. Tuy nhién, hoat ddng CRM hién vin con mang tinh rdi rac, thiéu hé théng'dﬁ' liéu
tap trung, chua tng dung cong nghé phan tich hanh vi va tri tué nhin tao. Bén canh do, nhén sy kiém
nhiém nhidu vai trd, chua duoc dao tao chuyén sau v& CRM; céc chi tiéu do ludong hiéu qua cham soc
khéach hang con thiéu hodc chua duoc gén KPI cy thé.

Tir nhitng phén tich trén, dé tai dé xut cac giai phap theo chudi hoat ddng CRM hién dai gbm:
chuén hoéa dit liéu va eKYC; phan nhém khach hang dong dwa trén mé hinh RFM va phan cum hanh
vi; ttng dung uu dii theo ngit canh; dong b hoéa twong tac da kénh (omni-channel); xay dung d6i ngi
CRM chuyén trach tai PGD; ddng thoi kién nghi Hoi s& trién khai cac nén tang dit liéu va Al hd tro
toan hé théng. Két qua ky vong sau 6-12 thang gbm: ty 18 dif liu chinh x4c > 98%, ting CLV > 15—
20%, CSAT > 90%, thoi gian xir Iy yéu cau giam > 25%, va ty 18 hoan thanh dao tao CRM > 95%.

V& ¥ nghia khoa hoc, dé tai gop phan hé théng hoa kién thirc vé CRM va m6 hinh IDIC trong
nganh ngén hang, tao co s tham khao cho cac don vi trong cting hé théng HDBank hoic cac ngn
hang twong tu. Vé y nghia thue tién, két qua nghién ciru c6 thé 4p dung truc tiép tai PGD HDBank —
Nui Thanh va c6 thé nhan réng tai cac PGD twong ddng vé quy mé, dic diém khach hang va nang luc
véan hanh.

Huéng nghién ctru tiép theo ciia dé tai c6 thé tap trung vao viée do ludng dinh luong hiéu qua
CRM theo tung chi so (CLV, NPS, CSAT) hoéc ing dung hoc may trong phan khic khach hang, tir do
dé xuat cac m6 hinh dy bao hanh vi va tu ddng héa cham soc khach hang trong moi trudong ngén hang
s0.



Tir khoa: Quan tri quan hé khach hang, khach hang c4 nhin, CRM, mé hinh IDIC, phéin
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Abstract:
In the context of the banking industry undergoing a strong transformation towards digitalization

and customer-centricity, Customer Relationship Management (CRM) plays a crucial role in improving
customer experience, retention, and sustainable growth. The thesis titled "Enhancing Personal
Customer Relationship Management at HDBank — Nui Thanh Transaction Office" is conducted to
evaluate the current CRM practices at the unit, identify existing limitations, and propose a system of
comprehensive solutions to enhance future efficiency.

The thesis focuses on three main aspects: (1) Theoretical foundations of CRM and the IDIC model
in the modern banking context; (2) Analysis of the current situation of personal customer relationship
management at HDBank Nui Thanh based on criteria such as customer identification, segmentation,
interaction, personalization, and performance measurement; (3) Proposed solutions to improve CRM
according to the IDIC model, integrating digital technology, developing specialized human resources,
and strengthening the connection between data — systems — people.

The research results show that HDBank Nui Thanh has initially implemented some CRM activities
such as customer classification based on average balance, eKYC application, and periodic customer
care programs. However, CRM operations remain fragmented, lacking a centralized data system and
the application of behavioral analytics and artificial intelligence. Moreover, staff often multitask and
are not yet professionally trained in CRM, while performance indicators are not clearly defined or tied
to specific KPIs.

Based on the above analysis, the thesis proposes modern CRM solutions including: data
standardization and eKYC; dynamic customer segmentation using RFM model and behavioral
clustering; contextual offers; omni-channel interaction synchronization; developing a specialized
CRM team at the branch; and recommending the head office to deploy data platforms and Al across
the system. Expected results after 6-12 months include: data accuracy > 98%, CLV increase > 15—
20%, CSAT > 90%, request handling time reduced > 25%, and CRM training completion rate > 95%.
In terms of scientific significance, the thesis contributes to systematizing knowledge on CRM and the
IDIC model in banking, serving as a reference for other units within HDBank and similar banks. In
terms of practical significance, the research results can be applied directly at HDBank Nui Thanh and
replicated in branches with similar size, customer characteristics, and operational capacity.

Future research directions may focus on quantitatively measuring CRM effectiveness through
indicators such as CLV, NPS, and CSAT, or applying machine learning in customer segmentation to
propose behavioral prediction models and automate customer care in a digital banking environment.

Key words: Keywords: customer relationship management, personal customer, CRM, IDIC
model, customer segmentation, customer experience, 360-degree data system



