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Tém tit: D 4n “Hoan thién hé thdng chi tidu do ludng va danh gia thanh qua tai phong giao dich Son
Tra ctia Ngan hang TMCP Nam A” da dat duoc mot sb két qua chinh. Trude hét, dé 4n da hé théng hoa
co s6 1y luan vé do ludng va dénh gia thanh qua trong ngén hang thuong mai, ddc biét la cic ndi dung
lién quan dén hé théng chi tiéu KPI va mé hinh Thé diém can bang — BSC. Trén co s6 ly luan do, lun
vin 1am rd vai trd clia viée x4y dung hé thdng chi tiéu danh gia thanh qua trong quan trj hoat dong ngan
hang, khong chi nhim do luong két qua kinh doanh ma con hd tro kiém so4t chit lugng hoat dong, nang
cao hiéu qua quan ly va dinh huéng hanh vi lam viéc cua nhén vién.

V& mit thuc tién, luan vin da phan tich thyc trang hé thdng chi tiéu do ludng va danh gia thanh qua tai
phong giao dich Son Tra trong giai doan 2023-2025. Két qua nghién ciru cho thay hé théng chi tiéu hién
hanh da goép phﬁn dinh huéng hoat dong kinh doanh, tao co s& danh gid mirc d6 hoan thanh cong viée
cuia nhan vién va hd tro Ban lanh dao trong cong tic quéan ly. Tuy nhién, hé théng nay van con mot sb
han ché nhu: con thién vé cic chi tiéu tai chinh, chua phéan anh dAy du chat lugng phuc vu khéch hang,
hiéu qua quy trinh ndi bo va nang luc phat trién ctia nhan vién; mot sb chi tidu chua that sy phi hop véi
dac thu timg vi tri cong viéc; viée theo ddi va danh gid con chu yéu thue hién theo dinh ky, chua hd tro
kip thoi cho céng tac diéu hanh trong qué trinh thyc hién chi tiéu.

T nhitng han ché néu trén, luan van da dé xut giai phap hoan thién hé théng chi tiéu do ludng va danh
gia thanh qua tai phong giao dich Son Tra theo dinh huéng BSC. Hé théng chi tiéu dé xuit duoc xay
dung theo huéng két hop gifta chi tiéu tai chinh va phi tai chinh, ddng thdi phan bé trong s6 phi hop
véi dic thu tirng b phén, cu thé 1a bo phan Kinh doanh va by phén K& toan — Xt ly giao dich. Bén canh
d6, luan van ciing dé xuét bd sung mét sé chi tiéu nhu mirc do hai long cua khach hang, ty 1€ sai s6t
nghiép vy, thoi gian xit ly giao dich, s6 lugng giao dich binh quan va murc d6 hoan thanh dao tao. Nhiing
chi tiéu nay gbép phan gitip viéc danh gia thanh qua tré nén toan dién, cong bing va sat véi thuc té hoat
déng hon.

V& y nghia khoa hoc, luan van gop phan 1am 6 viéc van dung mo hinh BSC trong xdy dung h¢ thdng
chi tiéu do ludng va danh gia thanh qua tai cAp phong giao dich ngan hang thuong mai. Nghién ctru cho
thdy viéc danh gia thanh qua can duoc tiép can theo huéng cin bing, khong chi dua vao két qua tai
chinh ma con cin xem xét cac yéu td phi tai chinh c¢6 anh hudng dén hiéu qua hoat dong dai han.

V& y nghia thuc tién, cdc gidi phap cua ludn van c6 thé hd tro phong giao dich Son Tra hoan thién cong
tac danh gia thanh qua, ning cao tinh cong bang trong danh gia nhén vién, cai thién chét luong phuc vu

khach hang, giam thidu sai s6t tac nghiép va tang hiéu quéa diéu hanh ctia Ban lanh dao don vi.



Trong thoi gian téi, dé tai ¢6 thé tiép tuc duoc nghién ctru theo huéng mé rong pham vi khao st tai
nhiéu phong giao dich hozc chi nhanh khéc ctia Ngan hang TMCP Nam A d8 c6 co 50 so sanh va danh
gia toan dién hon. Ngoai ra, cac nghién ciru tiép theo c6 thé kiém dinh hiéu qua ciia hé théng chi tiéu
sau mt thoi gian 4p dung, ddng thoi nghién ctru Gng dung cong nghé sb, bang didu khién quéan trj va hé
thdng canh bao sém trong theo doi, danh gid KPI tai ngan hang.
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Abstract The thesis entitled “Improving the System of Performance Measurement and Evaluation
Indicators at Son Tra Transaction Office of Nam A Commercial Joint Stock Bank™ has achieved several
key results. Firstly, the thesis systematizes the theoretical basis of performance measurement and
evaluation in commercial banks, particularly the contents related to the KPI indicator system and the
Balanced Scorecard (BSC) model. Based on this theoretical foundation, the thesis clarifies the role of
developing a performance evaluation indicator system in banking management. Such a system is not
only used to measure business results but also to support the control of operational quality, improve
management efficiency, and guide employees’ working behavior.

From a practical perspective, the thesis analyzes the current situation of the performance
measurement and evaluation indicator system at Son Tra Transaction Office during the period
2023-2025. The research results show that the current indicator system has contributed to
orienting business activities, providing a basis for evaluating employees’ job completion levels,
and supporting the Board of Management in managerial activities. However, this system still
has several limitations. It remains heavily focused on financial indicators and has not fully
reflected customer service quality, internal process efficiency, and employees’ development
capacity. Some indicators are not truly suitable for the characteristics of each job position. In
addition, the monitoring and evaluation process is mainly conducted periodically and has not
provided timely support for management during the implementation of assigned targets.

Based on the above limitations, the thesis proposes solutions to improve the performance
measurement and evaluation indicator system at Son Tra Transaction Office according to the
BSC orientation. The proposed indicator system is developed by combining financial and non-
financial indicators, while allocating appropriate weights in accordance with the characteristics
of each department, specifically the Business Department and the Accounting — Transaction
Processing Department. In addition, the thesis proposes adding several indicators, such as
customer satisfaction level, operational error rate, transaction processing time, average number
of transactions, and training completion level. These indicators help make performance
evaluation more comprehensive, fair, and consistent with actual operations.

In terms of scientific significance, the thesis contributes to clarifying the application of the BSC
model in developing a system of performance measurement and evaluation indicators at the
transaction office level of a commercial bank. The research shows that performance evaluation
should be approached in a balanced manner, not only based on financial results but also taking
into account non-financial factors that affect long-term operational efficiency.

In terms of practical significance, the solutions proposed in the thesis can support Son Tra
Transaction Office in improving its performance evaluation practices, enhancing fairness in
employee assessment, improving customer service quality, reducing operational errors, and
increasing the management effectiveness of the unit’s Board of Management.

In the future, the topic can be further studied by expanding the research scope to other
transaction offices or branches of Nam A Commercial Joint Stock Bank in order to provide a



basis for comparison and a more comprehensive evaluation. In addition, future studies may
examine the effectiveness of the proposed indicator system after a period of application, while
also researching the application of digital technology, management dashboards, and early
warning systems in monitoring and evaluating KPIs in the banking sector.
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