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Khach hang

« Khach hang la nguwol mua, cdé nhu
cau mua hoac cé suv quan tam, theo
doi mot loai hang hoa hoac dich vu
nao dé6 ma suw quan tam nay co6 thé
dan dén hanh dong mua.
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Phan loai khach hang

. C&n cl vao nguon lgi nhuan khach hang dem

lal: Khach hang dac biét, Khach hang l&n / quan trong,
Khach hang vira, Khach hang nhd, Khach hang phi tich
cuc, Khach hang tiém nang.

Can ct vao tiéu chuan tinh chat khac nhau cua
khach hang: Khach hang la doanh nghiép va khach
hang la ca nhan, Khach hang la cac ctra hang ban budn,
cac ctra hang kinh doanh tiéu thu va nguoi tiéu dung
cudi cung, Khach hang la doanh nghiép quy mé I&n,
vira va nho; Khach hang la doanh nghiép san xuat, dich
VU va cac co quan quan ly Nha nuwé&c cap trung wong,
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Phan loai khach hang

e Can cur vao khu vuwce so tai: Khach hang noi tinh
va khach hang ngoai tinh, Khach hang thanh pha,
khach hang thi tran va khach hang néng thon,
Khach hang trong nwéc va khach hang quéc té

e Can cwr vao gial doan ban hang (trwéc, trong
va sau khi ban hang): Khach hang tiém nang, Khach
hang hién thoit, Khach hang trwdc day

e Can cr theo mdi quan hé cua khach hang vo&i
Ngan hang: Khach hang trung thanh, Khach hang
tang tredng manh, Khach hang khéng co6 tiém
nang, Khach hang can quan tam va cham so6c

Chia sé co hdl, Hop tac thanh cbng

wiww.bldv.com.vn



Thong tin khach hang

BIDVE

Thong tin cta khach hang ca nhan bao gbm
v Tén
v Tubi (Ngay sinh)
v Giay to tuy than: Chirng minh thw, ho chiéu...
v TO chirc / dia phuong
v' Théng tin lién lac: dia chi, dién thoai, email...
v Trinh d6 hoc van
v Tinh trang hdn nhan
v Tinh trang thu nhap
v'S& thich
V...
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Thong tin khach hang

Thong tin cua khach hang t6 chirc bao gom:

v’ Co cau té6 chirc khach hang, tirc la té chirc, co quan hoac
doanh nghiép - noi lam viéc cua khach hang.

v Thoéng tin lién lac bao gom: dia chi, dién thoai co quan, s6
fax, dién thoai di dong, email...

v Thong tin vé bd phan / ca nhan c6 quyén quyét dinh viéc
mua ban san pham dich vu.

v Théng tin vé tinh trang s* dung san pham dich vu cla
khach hang

v Tinh hinh hoat ddong cua khach hang: tinh hinh st&r dung san
pham dich vu, kinh phi/ ngan sach, lgi nhuan...

v' Théng tin vé nganh nghé hién tai cia khach hang: xu huwéng
phat trién va vi tri hién nay clla khach hang trong doanh
nghiép.
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An toan thong tin khach hang

Cac théng tin khach hang can bdo mat (chi
cO y nghia minh hoa)
v' Danh sach khach hang dac biét / quan
trong
v Thong tin quan trong vé khach hang tiém
nang cua Ngan hang
v Chi tiét nghiép vu quan trong cua khach
hang v&i Ngan hang
v' Chinh sach kinh doanh dac biét cua Ngan
hang doéi v&i khach hang dac biét / quan
trong
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An toan thong tin khach hang

Phan cap an toan bao mat thong tin khach hang

v' Cap tuyét mat: Théng tin cap tuyét mat la thong tin quan trong nhat
cla Ngan hang, khi théng tin nay lot ra ngoai thi sé anh hudng
nghiém trong dén lgi ich va quyén lgi cia Ngan hang. Thong
thwong, thdng tin khach hang quan trong anh huwéng I&n truc tiép
dén quyén lgi ciia Ngan hang dwoc coi la cap tuyét mat.

v Cap toi mat: Théng tin khach hang cap co mat la bi mat quan trong
cua Ngan hang, khi théng tin nay lot ra ngoai thi sé anh hudng
nghiém trong dén lgi ich va quyén loi cia Ngan hang. Thong
thuwong, thdng tin khach hang lién quan dén nghiép vu quan trong
cuia Ngan hang duoc coi la cap tdi mat.

v' Cap bi mat: Thong tin khach hang cap bi mat la nhirng bi mat cta
Ngan hang ma khi dé lot ra ngoai sé gay tén hai cho lgi ich va
gquyén lgi cia Ngan hang. Thong thuwong, thong tin khach hang coé
moi quan hé binh thwong véi Ngan hang cling da la cap bi mat.
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An toan thong tin khach hang

Bién phap ky thuat cong nghé
v T6 chirc an ninh bdo mat mang ndi bd
nghiém ngat
v ' Bao vé co so dir liéu khach hang

vT
D
K

Nwo'ng Xuyén danh gia an ninh bao mat,
nat hién 16 hdng bao mat va c6 bién phap

nac phuc kip thoi

v Phan quyén ngu¢i str dung

v"Quan tri phan mém

v Trién khai trng dung hé théng CRM (Quan tri
quan hé khach hang)




An toan thong tin khach hang

B IDV&

Bién phap ky thuat cong nghé

v Phrong tién tim kiém théng tin an
toan

v Bam bdo su toan ven cua théng tin
khach hang

v Ma héa dir liéu

v  Hé théng lwu trlr dir liéu théng tin
khach hang
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An toan thong tin khach hang

Bién phap vé td chirc quan ly

v'C0O chinh sach an toan théng tin, trong
doé c6 quy dinh vé an toan thong tin
khach hang.

v' Quan ly tdét nhan vién nghiép vu ban

hang
v' Thwc hién kiém soat va giam sat
v Co ché quan tri nhan sw
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THAO LUAN

g wmen

Chia sé ca hdl, Hop tac thanh cdng
wiaal bl d v, Com.vn




