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B 1. Tréi nghiém tai Qudy giao dich

Quady giao dich thédng minh

1. Kiosk:
) Nhan dién khach hang qua sinh trac hoc
Tu dong dién eform tru'de khi vao quay
Cac giao dich tu thuc hién xac thuc sinh trac hoc

2. Teller:
) Co ducc thong tin khach hang nhanh chong
Cé duge nhu cau san pham ban dau cia KH
Phuc vu khach hang tot hon, nhanh hon
Chao ban SP khac thong qua cong cu Sales marketer

Dit lich hen

Té1 VietinBank

lac 9h30

VietinBank

\hethank"\

Nhin dién KH
- Khuén mat & van tay

- Quét CMT/gidy t& tiry than
Tu déng dién form khai bdo

Khiach hang tir phue vu:
- Tuthue hién cac giao dich
phi tai chinh va tai chinh

GDV phuc vu KH:

Phén lubng khéch hang ’ diég trde a(:
- Lay s6 vao quay giao dich Bén chéo sin pham

- Thao tac rit gon do théng tin d3 duoc

- Goi ¥ khach hang céc SP ¢6 thé bsan




1. Trdi nghiém tai Qudy giao dich VietnBank™

Hiéu biét hon vé khdch hang

Sales marketer

TouchPoint Shles & Service Customer Name 12242 - CN HOAN KIEM - PGD HOAN KiEM ‘@& Dhlﬁm"l
| -
o Phiéa TranachiKM | WOsu Thonatnth Cohdibin | Uchsrsukdn | lich Pua ra cdc co héi ban Pua ra danh muc KH theo cac
Seppes et 1 T | A ARG | AT VIE & *
MOt Hai By Nahin cou Lot dia chis I n ; - e T Al S—
Sustemsc Nams Oia chis drass Line 1 Chi nhinh quin K 90498 - CN 2 - TP HCM - HOI S 4 d 4
I Address Una 2 =i SR lién quan dén KH san pham d& ban va cdac san
I £5 du il gin bink quin
Tim kificr nail trong byt 2,109,551.87 2 2
s £5 v vay binh quin pham cé thé ban thém
) odn trong ki1 0.00
oDA | 2.837.793 wwo Dol 1§ Gt thidus Mo Ky Sdnh gib phia khie 1 1
I Tinh trang 88 hdu ahi: nody dénh gié phin khic |
1 & dia il hidn tal bl Lowsi b6 phin khic ty 88ng1 Khing
ME 8 thud: 000000000 Nhém nghn hing 1
Mot sinh) vietnam KM thudc denh séch den N
Losi hink khéch hbng:  HO GIA DINH/CA NHAN Woby cbo ahkt 10401 BAO CAO CHI TIET KHACH HANG CHU'A SU DUNG SPDV CUA VIETINBANK
ME tén gidor a tin Dinh aid ":
Tinh trang Hén nhdn ¢ Lin dich vu khic D iy Hia hoo Cal mhih Phing glse dch
MB o i CDVN CU TRU TAL VN,COVN THONG TIN B SUNG 0298 - CN 1- TP HCM - HOI SO . -
Tinh rang o trdi Regdent M 4.viety Lvsdng 0-KMONG XAC DINM
Quée «K;U " VIET NAM T s vl s Thén girt Thén vay Thétindyng  Thé ghing Intemet Banking
Ty chon Noda ne@ Vo win v KM han ché chp tin dung! N ‘ sbogn | sbayn sbaqe it
L. s e e e RERY e e e Tée khich hing PO | oo | w2 | agd |30 00 | drmea | 01 (dtoge|Tea | 01| om ot M I
=% Ouy tri ME ni bd: KKH CKM & ding SXKD the Viea Master  dja ipry SMSBanking
= pio cio &‘M Nhém ng theo hang rii ro: 5
& Dan v~ "
@ @8 7idn ion e e — Wvbers mgf vk Wi sl ¥ o PHAM TH YEN Nl = 3014434006 CHOBITTIEE 1 0
@ G us tai Khodn e ek Nhém g theo CICH o
® & pna SopdiVEn tin gl THONG TIN KHACH HANG DEN Nhém ng khich hing: TRAN M LUC oo 3015228098 0931340292 1 o 1 1
@ B8 g 1y thao 16 Nguyda shia Noula pfc Téng du nen BUT VAN HAU CNOT  JO1SAGETON CAIMOSY 1 ' T
€l Cang vide gbn diy Téng 88 du tidn gin: 2,887,793.00 . s
Cihu hdi bbo mits VO SON CA =/ 1] 30151836 CHOMEILEE 1 o
Chu rd o0 PHAM HOANG QUYNM  CNO1 3015371308 CI02424897 1 1 1
CSH duy nhiit Phiin clip quin  VIT N N
Bues shdp Bd) d-ve chok bhes ¥ VOTHMYENNGOC  CNOT J0M4504857 91260288 1 [
NGUYEN HOANG HAI (=11} 3014492871 0765887339 1 L]
| Tal khoan i Thé i dint Thé tin ldin lac Noudh Bén hé KH-NCLQ Work Ite o NGU VAN THANM cNot 3015898008 086701632 1 1 1 1
K1 1 o NGONGOCHUNG  CNO1 3018371077 ©M02T84250 '
o~ TRINH KIM LOAN Nt 3015273870 O7TTELE036 1 1 1
= ¢ 0 8 3 j‘ = S = ) SETTED | 1 SAM THI BACH CNOT 3013003708 CRIIGAESHE 1 ' '
e Ko - PHUONG = ‘
VO THE MINH HANH oot 3014272074 0764188880 1 1 1
LY THUT (=" 1] 30154917295 0308353152
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Trai nghiém tai Mobile Banking VietinBank™

iPay
NEW VERSION

VietinBank iPay

i T - BEST MOBILE BANKING APP

P Thonh todn  Nap tién Matudt  Trédng thé Trd ng
don i

— Quan ly thé trén app — Téc dbé cdi thién

— Tiénich thanh todn — Bdo mdt an toan véi Soft OTP

— Loyalty tich IGy — Thao tdc luge gon

—  Daéi diém uu dai —  Tiét kiém chi phi tin nhdn véi OTT
— Tra cuu théng tin — Giao dién than thién

—  Mua sdm tién dung — Cung hang tram tinh ndng khac

v \d —— — E E A @
O & & - % & O G
i Loyalt Uu dé&i thé bét phong Mua vé Thanh todn
th?:?w;htgt:‘m vam uaarhe khach san mdy bay héa don Soft OTP QR Pay

Chuyén tién
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B 2. Trai nghiém tai Mobile Banking

Dich vu phong phu

Banking Beyond banking Va dung Mobile dé rat tién mat
Mua
Mua vé bdo hiém Mua vé

xem phim may bay
Pat phong m ’ ’ .
khach san Pat vé xe j |

=
Mua sém Hanh chinh céng
tryc tuyén
A

|
B

g5 0 X

Chuyén tién Guitiétkiem Uudé&ithé Loyalty Soft OTP oTT

#




l 2. Trai nghiém tai Mobile Banking VietnBank™

~ . ~ . s . !
Két ndi hé sinh thadi = 1IF
t':dgl::otlsjereyn lemucp:iém Di déng trd sau
N
Q o =
bién Nudc Internet
«  Két néivsi 800 nha cung cdp .
- anms) =
. " n’:‘;:bvfy Dat vé xe D&t vé tau
* 14 triéu gioo dich/thdng trong dé c6 6 triéu
» ’
giao dich thanh todn /thdng e . g
khéng day
0 L J
o R 4 Q|
Mua Tai chinh/vay Hoc phi
bdo hiém ey il

2 &

Vién phi Hanh chinh céng

bat phong
khdach san



2. Trainghi

Tro ly tdi chinh

ém tai Mobile Banking

Thanh todn héa don

o

g
Pat lich J
Thanh toéan

o &
) )
Dién

= a

Dién thogi
<& dinh

| { "

BT cé dinh
khéng day

02390088088

Ly
Di déng

tra sau

Internet

3

Truyén hinh
cap

Nhdc lich thanh todn

VietnBank 1Pay

Xin chéo
Tran Cong Quynh Lan

Tél khodn Dich vy Thé QR Pay

Héa don dén hgn

Xem 161 cd

PC123456789
? Tién dién - DHen lyc Ha NoI

TRA NGAY
1,290,000 VND

o

Uu déi thé

Xem todn bd wu d&i

= B

Gidm ngay khi thanh

Uu dél gidm tryc tiép
todn Be bang thé Visa

40,000 VND
w B &5 - B 5

Pat mua

14:33 alF -
Théng tin =
Tatcd
Q VietinBank 940

Héa don dén hon: Bién lyc Ha NéI. Ma héa don:
PC123456789 - 1,290,000 VND. Vui Ibng thonh toan
ngay hogc bd qua néu Quy khdch dé thanh todn.

Ngay 16 Thg 10, 2020

e VietinBank

NHAN PEN
5.5 TRIEU DONG
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Trg ly tdi chinh

VietinBank ‘iPay

~’$ N Xin chdo
L4 )~ Le Phuong Anh

® B F 6 =

c & &

Dich vy Thé QR Pay

Xin chao Phuong Anh!

A e
Ban vira nhdn tién luong. D\;owc;m '
thang via rdi cta ban, ban cé t
tiét kiém 7,000,000 VND vdi Iai xude
chi cé & IPay

Uu déi thé Xem todn bé wu 44l

‘ | be' i |
\\
|
Giam ngay khi thanh Uu ddi gidm tryc tidp
todn Be béng thé Visa 40,000 VND

- B & - B &

Pat mua

2. Trai nghiém tai Mobile Banking

thmBanke

Ggi y tiét kiém, chi tiéu, mua san phdm phu hop

Xin chao Phuong Anh!

Thé 1999 ctia ban chi cén chi tiéu thém
1,000,000 VND dé dugc mién phi thudng
nién. Han dén 20/11/2020 théi nhé!

Xin chao Phuong Anh!

Ban via thanh todn mét khodn vién phi,
ban c6 mudn mua bdo hiém suc khée
khéng? Héay xem VBI c6 thé gilp gi cho
ban!

Xin chao Phuong Anh!

Ban vira nhén tién luong. Dua vao chi tiéu
thdang vira réi cia ban, ban cé thé guii ngay
tiét kiém 7,000,000 VND véi I&i xudt uu dai
chi co ¢ iPay

Xin chao Phuong Anh!

Ban via thyc hién giao dich mua vé may
bay, ban ¢é6 muén mua ngay bdo hiém du
lich cho chuyén di khéng?

Dua vao hanh vi ngusi dung dé dua ra cdc goi y cho khdch hang trén iPay

Cdc goi y duoc cd nhdn hoa téi tung khach hang




B 2. Trai nghiém tai Mobile Banking VietmBank™

Sap ra mat

1040 walll T —-— 10:40 ol T -
Mé tai khoén méi “— Més véil khodn g Yy M& tai khodn mdi QS '
Chuec néng
Mé tai khodn thanh cong! M& tdi khodn qua

TAI KHOAN THANH TOAN
Xin chup énh 1logi gidy t& tuy than & chén dung dé Tén ddng nhap da dugc gui tdi email da dang ky.
md tai khodin VietinBank iPay: cmsﬁm Khting chan e

Mét khdu dé dugc gui téi sé dién thoai dd dang ky.

Chiing minh nhén dén: Chon loai gidiy t& khdc Phi mé 1l khodn Tid (3 WHE Sau khi déing nhép thanh céng Quy khdch cé thé
) i qudn ly tai khodn thanh todn va thé ghi ng maéi mé.

.] 2 Phi et 1y 188 knodn Mk hi® Xin moi ddéing nhap ngay va nap tién vao tai khodan
dé bét ddu giao dich!

Mat trudc CMND Mat sax Phi chusyn khoan treng b théng Aidy Xac thUC khdach hdng dlén T
o Chup CMT, khudén mat
£hl thanih badn hoa don Mk i ang ky dlCh vu su dung

Két ndi véi kho dif liéu sinh tréc
THE GHI NG PHI VAT LY hoc cua VietinBank
gﬂ.ﬂqu& I Tewl i elica

Phi phet hainh the i ol

Ehi thuting rién th .00 VHE TIEP TUC

CHUP CHAN DUNG




» s ‘A . . . a
. 2. Trai nghiém tai Mobile Banking VietinBank™
Tdng trudng

Sé luong giao dich S6 luong KH active

PSS S N ST T S, ST, S, SR ST S, SN - R, B S S, S S P O
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o 4\9\ 4\?'\ ,\-\?\ PO PO AEPUEIP \EP O\ ,\«,Q\ 4\,"'\ ,\«,'13 PP P AP PP\
Sé lugng giao dich qua iPay tang gdp 2,2 lan cung ky nam 2019 S& luong KH active iPay tang gép 1.5 lan cung ky nam 2019
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l 2. Trai nghiém tai Mobile Banking VietinBank™

85% giao dich dugc thuc hién qua cdc kénh dién tu

Téng SLGD tang 34%

100%

90%

31%

80%

48%

70%

60%

50%

40% 38% 35% 34% 32%
200 29% 30% 29%
30% 29% 28% 28% 27% 27%

20%
. = i
0%

T9/2019 T10/2019 T11/2019 T12/2019 T1/2020 T2/2020 T3/2020 T4/2020 T5/2020 T6/2020 T7/2020 T8/2020 T9/2020

. mBranch ~ ATM m POS liPai

19% 20% 17% 17% 16% 16% 15%




I 3. Trai nghiém tai cac kénh phan phéi khéc VietnBank™

Hoc duong

Q SMAR

" CITY

Giao théng Tai chinh




I 3. Trdi nghiém tai cdc kénh phan phéi khac V.ethankQ

VietinBank iPay Doi tac

Dich vu ngdn hang trén ung dung VietinBank Dich vu ngén hang trén ung dung ddi tac




Vuethank"..

External Internal
Customer Customer




I 4. Trai nghiém cia khdch hang néi bé

Cdi tién giup tinh gon quy trinh

CoreBanking

RUt ngdin 2 gié déng clia hang ngdy clia hé théng

Gidi phong va logi bd thay déi I@i sudt thu céng, tiét kiém
4.500 — 4.800 gig/ nam trong toan hang

Rut ngdin 250.000 gis/né&m thsi gian kiém tra bdo cdo cudi
ngay todn hé théng.

N

S

Cung cdp nhiéu chuc ndng xt ly giao dich theo 16;

Nhiéu cong viéc dugc tu ddng héa nhu: Ty déng tinh todn phi
trong giao dich; Tra sodt tu déng; Phong téa/gidi tda ky quy
ty déng...

\

J

©0 00

Vlethanke

Autodocs
QL & tao biéu mdu tu dong
Gidm thai gian xUr ly 1hé so tU 4h xuéng 1h20 phat

VCOMS

QL giam sat tin dung: cAnh bdo sém sai sét tac
nghiép , hd trg viéc theo déi ban giao hé so tin
dung vat ly trén Vcoms Gidm 2 -3p/GD gidi ngén

LIM (RAR)

QL rdi ro thanh khodn trong ngay: Gidm 90% thao
tdac thu cong. Tiét kiém 50% thai gian thuc hién
bdo cdo

RWA
Cdnh bdo sém rui ro: dp dung hoc mdy gilp giadm
1,500h méi thang cho hoat déng thi céng




thmBanke

B 4. Trai nghiém cia khéch hang néi bé

Mobility hoat déng

37 ung dung dugc dua lén mobile/thiét bi di déng dé thuén tién trong qud trinh lam viéc:
— Phuc vu khdch hang tu xa qua tablet/ mobile: truy cdp, cung cdp va cdp nhdt théng tin Bookmaris Bl Recents
— XU ly cdce tdc vy tu xa. Vi du: phé duyét, déng ctra chi nhdnh, kiém tra ATM...

— Truy cgp tdiliéu hop, bdo cdo, di liéu tu xa

; " Du ng tai cac TCTD
b4, Naudi dgi didn lién hi

Risk Profile

1| Diing ky nhiin TBBD TK
o . Y
5 N

Théing tin chung vé KH SAM

2 Team chim séc ki

ceportal

| Vi tin Online

™) quin iy cuic hen
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I 4. Trai nghiém cua khdach hang néi bé VietinBank™
Chatbot - tiét gidm thdi gian
Bot nghi phép Bot hd trg Van hanh

.

< aLUNA v .
I

Budc 1, ban hy lya logi hinh Nghi ‘

phép

1. Nghi phép |

2. Nghi 8m didu trj ngén ngay ;
3. Nghi khang hudng luang £ 2 = Yo ﬁ

;g-ghh?cb:nhm - Cdn bO ddng ky- ‘ 0N E

6. Di cdng téc

¢ 2: Bot nghi phep

- Cdn bd chat hoi:

7. Nghi sinh con Hoat ddng viin hanh Hoat déng 7
2 -, e trg tih 2 .
° - L&nh dao xu ly: mn::; - Bot phan hoi:

Budc 2, ban xin nghi phép BAT
DAU tif nghy ndo.

YL DDV 2010-0712 74,852 don

\ hojic iya chon theo goi ¥ sau nhé

Budc 3, ban xin nghi phép dén

ngdy KET THUC nao.

Hay nhdp ngly theo dinh dang

YYYY-MM-DD, VD: 2019-07-12

hofic lya chon theo danh sich ggi
L ysaunhé

30,236 tra loi

Ban mudn héi ndi dung ndo sau diy?

Thai glan md bén trdi p...
L3I sudit trdi phidu 13 ..

Cém ¢ trdi phidu

Holjic

Théang 10/2019 Théng 11/2019
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I 4. Trai nghiém cua khach hang néi bé
Chatbot - tiét gidm thai gian

Bot ho trg Ban lé ndi bd Bot ho trg DPdo tao

(.? RetailBot

< & skybot-Botdaoto
Xinchdo T8 téin 1 SkyBot - chat bot b3 trg ca
Téi 1a trg Iy 4o cia VietinBank, rit trudng Do tao VietinBank
hén hanh dugc phyc vy quy
khach!

Hign VietinBank dang h trg quy

khach vé mdt s& sdn phim dich _
vy, bao gém:

- San phdm dich vy thé

- 5an phdm dich vy
Internetbanking

- Théng tin chuong trinh khuyén
mai

- Thdng tin lién hé & mdt s6 hd trg
khdc dinh cho khdch hang cé
nhin

Xin mé&i quy khdch kya chon dich
!

[ Lién hé VietinBank

Théng 1/2020

Cdn b chat haoi:

12,960 luot
Bot phdn hoi:
55967 tra 15i

¢

T8I cé thé gitip gi cho ban?

o

[ : Hdi thi ning lyc VietinBank 2020
[ : Van ban, quy dinh & céc chinh
séch v ddo tgo
u:ckkboahoc&cbc:hudngtrkm

u C&vmmg Truting dao tao (dia

diém, géi tri, sinh hoat... tai trubng)
&) : Géc gidng vién, TCHC, ddu méi
dho 1o

Mai ban lya chon cac s8 bén dudi J, dé
i b trg ban dugc chinh xac nhét:
°:

O 8 @8 0@
@y |

o werRTYUI OFPr}

Théng 7/2020

Cdn b chat hoi:
15,972 luct

Bot phdn hoi:
80,933 tra 15i



I 4. Trai nghiém cua khéach hang néi bé VietnBank™

Workplace — Két ndi va sdng tao

(Workplace

T [# Create a Post

VGi 12 -1 4 ng hi n Nngudi dung thudng xuyén hang thdang ‘,’°“'Gf°“

VietinBank Workplace la

Vieti - Vietil k - Vieti - VietinBank  VietinBank -
Y tuéng &.. Hinh Anh.. Trao déi&.. FWP Proje.. KhdiCNTT...

Kénh truyén théng ndi bd

® "y Friday at 16:01 - &
H6i thao that y nghia va két hgp ban hang rat tuyét, déng dé

— TUTSC - CN, tU BLD - cdn bd nhan vién e
— Cap nhat théng tin nhanh chéng, lan téa, truyén tdi gia tri cét 16i, co ché chinh sdch,

s@n phdm dich vy, cdc ndi dung dao tgo va cdc chuong trinh vinh danh, khen thudng...

: g?, Vo Hoang Nha Tuyét vdi sép gil!! @ Q Nguyen Minh Duc Dgi ca 30 ndm mdi cé Workplace ma Sép !l
* Like vl O‘.' D 7 gige;inﬂank Hoang Mai tri 4n khach hang uu tién la phai
[ vV
oy Like (J Comment /> Share
;’f Pham Thanh Hoa Em thay vao Workplace rat 12 tign ich, cé trén o -
dién thoai nén rat de truy cip -
Like - Reply - 1w o -




I 4. Trai nghiém cua khach hang néi bé
Workplace — Két ndi va sdng tao

chia sé Y KIEN
dé cung nhau...
P - y 4 ?
hién thuc héa Y TUONG
C¢6 1510 nhém trong do:
Nhém trao déi va théo luan

3.400 bdi viét ~ 55 nghin lugt binh ludn

Nhém y tuéng va gép y
829 bai viét ~ 16 nghin lugt comment

Highlighted comment Highlighted comment

% Nguyen Thi Tuyet ) Dao Ly Tuong
"Di réi s& dén" Corebanking da tr& thanh cy dia , Véi ty 18 nay thi hoan thanh & mrc cao réi sép a!
than that sy, da bién dugc nhiéu niém mong ... C4 nhén tdi thay hoan thanh 1/3 ¥ tudng da I3 x...

thmBanke

. Tran Céng Quynh Lan - ITC to VietinBank -
Bt Trao ddi & Thao Luan (Q&A) ©

L&i hita ndm trude...

Khi Workplace vifa mdi trién khai, mét post clia ban Do
Huong Giang dudc rat nhiéu su quan tam va déng tinh:
lam sao dé search cac cty dudc mién giam phi. Hién tai

gdv phai Iutu cv truyén théng va nhé thudce long danh
séch cac cty trén 1am tén nhiéu céng slc va t... See More

oo You and 305 others 45 Comments 16 Shares

Q Love () Comment @> Share

Highlighted comment

Q Pham Hoai Thuong
- dirdisé déna:)
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I 4. Trai nghiém cua khdch hang néi bé VietinBank™

Workplace - Két ndi va sdng tao

l'//arr%ﬁ?z ”,5 ﬂﬂ,ﬂ Vi

LIVESTREAM

Poi thoai truc ti'e"p

B e

e | _ KT ———— Y
— :
2 o cams
: 30

I -

— Chia sé vé cdc quy dinh, quy trinh lién quan dén cac
san phdm, dich vu, co ché chinh sdach cua VietinBank
— Thai lugng 60 phut/chuong trinh

— Co tinh tuong tac cao

[f_‘; 1.8 nganlugt LIKE L J 95ngan lugt XEM livestream @5  3.1ngan lugt binh lugn



B 4. Trai nghiém cia khéch hang néi bé VietnBank

Workplace — Két néi va sdng tao

con la

35 Minigame dugc té chuc
721 Su kién dugc chia sé hinh énh

6 trudng hop kéu goi thién nguyén




THANK YOU



