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2.8. Dich vu
chim sé6c Khich hang

Vi phudng chim “ludn 1Eng nghe” v “Tudn
hudng 3&n sy hodn thien vi Khich hing”,
SCB d3 vimg bude xiy dung w3 hodn thign
kgt ddng chim sdc Khich hing, MNim 2009
diuge xde dinh 14 ndm bin 1& 48 o 4 cho
hoat déng nay. Vdi quan difm 46, cic nin
thng cho hogt dong nity d3 duse wip trung
xdly dyng trong nim 2009,

Har ddu I::-?Lng Vikc :l:.‘l:,.' 1.'|.|,J'|’Lg v hodn chink
cic edng oy, he thing hd trg vi ngudn nhian
sif. SCH M sogn thio mdl v o chinh, Tesin
hinh hang logr cic @i ligw, quy dinh, quy
trinh b litn quan; ban hanh cdc sd ray
chim sdc Khich hing vi cic odng cy khic
hdi trgf cho hoat dfng o vin bin hing trong
todn he thing; o sodt vi tilmg bude hodn
chinh hon nia he thing quin I thang tin
Khich hing, ting bude w3y ding CEM; hodn
thiinh 48 dn vi dang trong giai doan chudn
hi cic ngudn e ob lign quan cho vige
thinh ldp chinh dwic Trung tim dich wg
Khich hing 5CB. Trang tn ndi b SCB
chinh thifc van hinh of 2008 tfp e duge
ning cdp d€ phit huy e dung hon nia,
gitp dii ngd cin bd nhin vien SCB rao 48,
chia 52 vi hoc hdl nhitng kifn thite, kinh
nghitm ciing nhu k¥ ndng gdp phin vio
hidu qui hogt djng ola SCB.

Huing d&n Khdch hing tnje ofp hon nia,
SCB 4 cung cip d¥n Khich hing hing loat
cie you i ghip cho vidc Ifa chon vi sl dung
sin phdm clia Khich hing hidu qui han

M trong nhitng Jiém ndi bat chinh 13 Didn
din tén gl online, Buge widn khai v thing
07/2009, Dién dan ndy dugc ddnh gid 13 ma
cdu ndi khi mdi lp vd higu qud gida cing
|:'|-|f||'|E Khich hing SCB v nhau v v SCB.
SCH e thé nf hio 13 Ngan hing diu tuen
trién khai dich vy ndy d€n Khich hing.

Khéng nhing the, SCB con ludn luin duy td

cie kénh giao
idp  khie v
Khich himg
nhy Hap  thu
"'l:_:l:'I.T'IH %y ':J'-F""'H-
ngdi nhil SCH",
cidn thoai,
email, Fax, ...,
Thing qua dd,
SCH ludn ldng
nghe wvi  sin
sing chia s
ghi ohdn, (iép thy cic ¢ kifn ding pop ola
Khich hing.

Mpodi ra, 36 ngd Chuydn vién quan hé
Ehéch hing bic oo =5 d3 di vio hoat ddng
tromg quy L2009 vdi vai trd f vin bin
hing v hi trg tnye i€p dEn timg Ehéich
hing 43 vimg buwde phit buy tic dyng va ot
duge Khich bang dng h.

Thém vio 36, phitn bin website mdi wii
hiing loat cic tinh ndng mdi cling nhuy giao
difn thin thi#¢n hon wi Ehich hing oing
di chinh thic di vao vin hanh trong quy
NI/200%. Théng tin cung odp J&n Khich
hing dvge da dang v phong phd hon, &y
dli hon giip Khich hing of thf d& ding tra
oty v tim ki¥m théng tin cdn thi®t mdt cich
nhanh chéng vi t&n Igi nhit

Mot difm khic bidt trong hogt d8ng chim
stc Khich hang tal SCB chinh [ viéc thinh
Hp v& duy tif Phéng That glin SCB. Chinh
thic di vio hoat ddng tir 2008, Phéng Thit
giin SCH 48 Iudn duge quan tdm v ting
budc duge hodn thidn, ning cdp wii it
nhifu chifc ning nhy ding tén god cha nd.
Tromg sufit thid glan vita qua, d&dc bigt A
tromg midm 2009, Phéng Thy giin 33 nhin
duge s hoan nghénh cing nhy ddnh gid 4t
cao cua déng dio Khich hang.

Vitc chinh thic bt ddu tip trung vio péu ol
chit lugng dich vy 1 md trong nhing dfm
miH trong ndm 2000 SCE 4 thuye hifn céc
bude khid ddu, 4 of nphitn ofu 380 do
luffeyg saf hil Wing cla Khich hing, khio sit
chit Iugng dich vy ofa 5CB cling nhyf mong
defl cita Khich hing a% véi chét hiong dich
viL Bdiy =8 14 cdc o &5 cho nhitng cil tén
vi hodn thidn hon nida chit lugng dich vy
tal SCB, huting dfn ddp ting nhify hon nda
clc wiu cdu nply cing cao oba Khich hing
khting chi a8 i chinh cic sin phim
Khich hing s dung ma cin 48 wil cd chit
lgng dich vu ma SCB cung cip.

Cufl cing nhung khéng kém phin quan
trpng, céc chuong winh cham séc Khdch

2.9. Hoat ding Cing nghé thing tin.

Trong nim 2009, 5CE tfp oye xic dinh wai
i quan trong cia ofng nghd Ngin hing,
tp trong phéit orifn cic sin phdm dng dyng,
khéing ngitng ning cao chit lugng oo s ha
tdng vi hé thing nhdm phyc vy o5t nhdk 1o
ich oha khich hing. Bén canh v titn hang
Jddu trong vigc hién dai hiéa ngin hing 14
quydt tim tifp tyc trang bi hé théng Core
banking hifn Jdai ddp dng mc o kinh
doanh, SCB ciing 44 hedn thanh hiang logt
chueng trinh @ng dyng hd trg ding kf cho
gf ting g hé thing vd an todn vin
hanh bing viéc trifn khai thinh cfng cic
chuiong trinh b g vin hanh vi kinh doanh
trong miH b .

B ning cao tinh bio mdr, SCB cling 44 ddu
os trang bj ching chi Verisign — ching chi
=8 danh cho thuong mai di#n o - ddm bio
an todn bio mét khi khich hing si dung
cic dich vy Internet banking cia SCB.

Trang bj h® théng ha ting mang ving
magnh, 5CB di vi ludn manh dan trong céng
tic phit trifn k€t ndi o tuyfn mang hodi
cdc Chi nhinh vi Phéng giao dich khip <3
nudc, Wp e dng dyng thinh ofng hé
thfng Hai nghj truyfn hinh 3¢ hii hop, dao
tao nghifp vy, 8t kidm ding kd chi phi
hogt déng cho Ngin hang.

Mim 2009, SCB cling J3 ting owmg ldm
vide v cic 380 tdc uy tin nhy Microsoft,
TBM, Synmantec,... bing vifc ki k&t cic ghi

hiing thuting xuyén A3 duge the hifn lén
e vi xupln su trong ndm 2009 G5 dfn
gin 10 chuong irinh duge trifn khai Hén bc
nhin cic dip sf kitn trong ndm O dy obo
T& ducng lich, Tét nguyvin $bn, Quic of
phy nd, thing an todn glao thing, ngiy gia
dinh Vit Nam, efc ngly dic bt nhe Thi
06 oy 07 thing 08 nidm 09 hay Neiy 09
thing (9 nidm 09, ngiy Qudic of nputd cao
tul, Gifing sinh — TAn nién, _..). Hoat déng
néy khéng chi ghip gia ting lgf fch, wo d4i
A4l wéi Khich hing ma chn titng butic tao,
duy trl v pia ting ldng treng thinh ofa
Ehich hiang 4480 wi SCB, gitp SCB ngiy
cang of nhilu hon nia nhitng Khich hing
thin thif.

nhd vl vidc mua bin quyln phin mdm cic
ing dung, hop tic w¥ hing Synmantec
dinh gid he thing an todn bdo mit, chudn
heéia bt thing cfng nghd thing tin, cing v
IBM dénh gii todn digén modc & gin k&t gida
Cong nghé théng tin v chi¥n luge kinh
doanh nhim hudng d&n 13 Ngin hing i
ddu trong widc dng dung cong nghé hidn
dai, ién n.

B chudn bj cho vide di & Hbi s sang tha
nhé mdi vio nim 2010 khi duge Bgi hid of
déng chip thuin, SCB cing d4i chi ddng
thyc hifn xiy dyng oo 55 ha ting mang wai
cdc trang thift bj hi#n dai, mdi nhdt oba
Cisco, ddy cling duge cod [ tha nha of trang
bi ha tdng CNTT hi#n dai nhit hifn nay.
Bén canh o6, cic céng tic cin thift cho vifc
dia Trung tam dif lidu hogt ddng theo tidu
chudn quic tf do [BM thi® k€ va xdy dung
vao hogt dong tal tha nhid mdi oing dang
duge gip mit hoan wik

Mhin chung trong nidm 2009, 3 sy quan
tim - dinh hudng =it sao cha Chid tch Hai
Bdng Quan Tr, sy chi dao xuyén suft cia
Ban Bidu Hinh, 5CB di o6 nhing thinh
cing nhit dinh trong linh vy Cong nghd
thémg tin, hudng e myc 68u dim bio vin
hanh he théng, phyc v khich hing médt
cich an todn, nhanh chimg, hifw qui ddng
théti gop phdn quing bd hinh Anh ofng
nghe Mgdn hing ra céng ching, tao ddng
hye phat trién rong cic nim i
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