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Ngan Hang TMCP Viet Nam Thinh Vuong




NZAV e R

Vi mét Viet Nam thinh vugng

1. BOi canh va xu hudng chung cua thi truong

2. SO hoava tu dong hoa toan dién dich vu ngan hang cho khach hang



Cach day gan 3 thap ky, Bill Gates da tirng nai...

v

VY VPBank




“Vaccine cdng nghé” 1am thay doi hanh vi khach hang théi Covid-19

DPIEN TU THWONG XUYEN

72 75
| HON | 60
HON e J
40 28 39
20
**Khao sat tai chinh cad nhan Q3 nam 2021 cua Nielsen
0

B&o céo vé Anh hwéng cia Covid 1én nguwoi Viét Nam (3/2020), N=500
Q4/2018 Q4/2019 Q4/2020 Q3/2021

\v/ VPBan N = 2079 N = 2008 N = 1200 N = 1200

N P . . . TAI VIET NAM, INTERNET & MOBILE BANKING
{ NHU CAU GIAO DICH SO NGAY CANG LON J { CHIEM U'U THE }
Pai dich COVID-19 da day nhanh sy dich chuyén sé trong moi linh Ty Ié sty dung Mobile banking
vue doi song. o0
68 68
T e — 60
O NTD SE TIEP TUC SU’ DUNG | TOC DO GIAO HANG NHANH LA MOT | 42
O GIAO HANG THU'C PHAM - TRONG NHUNG YEU TO QUAN - 40
THUONG XUYEN HON SAU ' TRONG CHO SU HAI LONG '
COVID-19 | ' ' | S
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Ty lé str dung Internet banking
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O HANG TRUC TUYEN / Vi | THONG MINH, AN TOAN & NHANH
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“Vaccine cdng nghé” lam thay do6i hanh vi khach hang th&i Covid-19

Dan sd Dong Nam A

(15 tudi tr& 1én)

. 71in 10 °
448M

trd thanh “Digital customer” tinh dén cuoi
nam 2021

437M

Ké tir khi dai dich Covid 19 bat dau, 70 triéu ngudi (tir 15 tudi

tro’ 1én) tré thanh “Digital Customer”

2019 2020 2021F

\\f, VPB anm * Hon 70 Triéu nguoi da tro thanh “Digital Customer”

Nguon: Facebook, Bain & Company
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Cac thoi quen va hoat dong tai chinh dang bién doi ting ngay

Tw Pén

Giao dich tai chi nhanh ngéan hang ?iao dicp ngéT)héng true tuyén, ngan hang hop kénh
omni-channe

Moi khach hang déu giéng nhau Mbi khach hang la mét ca tinh

Thu hat khach hang Gitr chan khéach hang

Thai gian giao dich Giao dich 24/7

Nhan vién tw van, ban chéo truc tiép Nhan vién tuw van qua mang xa hoi

Cai tién dich vu

San pham ngan hang (san pham la trong tam) Giai phap khach hang (khach hang la trong tam)

Chat lugng dich vu

\v/ VPBank Nguén: NielsenlQ Unlocking Consumption global survey.
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Phat trién Hé sinh thai s6 hoa & cac siéu ihg dung/nén tang

¥ VPBank NSO
Ngdn hdang s6 todn ndng
Tai khodn thanh —— Phat trién hé
. toan . |sinh thai phuc
Lu?:f Ch';',ng vu nhu cau cuédc
nhip song , song cua khach
The hang
— Tién gwi Cho vay Bao hiém*

VY VPBank



Mo tai khoan thanh toan va thé phi vat ly trén dién thoai di dong trong
vong 5 phut

MG tai khoan so dep

Thong tin dang ky

° Thanh cdng Xong

Dich vu gia tang

Thang tin dang ky va kich hoat tai khoan so dep
tai VPBank NEO sé dugc gui t6i s6 dién thoai/
email Quy khach da dang ky

vién anh trén gidy td tly than ban goc

1 VPBank NZO

Dich vu ngan hang dién tu

0985300924

S0 tai khoan Phi mé (c6 VAT)

Goi VPBank NEO: EKYC

Tén déng nhap VPBank NEQ
Dudc gt tdi email ciia Quy khach khi dang ky thanh cdng

[P [P

Chup mat trude GTTT Chup mat sau GTTT

Tén khéch hang

550,000 d HOANG ANH QUAN

90985300924
1300,000-4 |
S0 tai khoan

Phudng thiic nhan OTP 10131111253

Méc dinh 1 Smart OTP - Khéch hang ¢6 thé thay déi hinh
thic nhan OTP khéc (qua email/SMS...) theo quy dinh cla
VPBank qua tling thdi ky

< Pang ky md tai khoan VPBank

550,000 4
200985300924

=0

Quay video liveness

i Phi md tai khodn (Co VAT)
Quy khach vui long lua chon phudng thiic dang ky md tai Mién phi

khoan phu hdp

550,000 d

310985300924 " Lua chon chi nhanh thudn tién giao dich
100,000 Tén dang nhap VPBank NEO

Tén dang nha 550,000 d g
A Sl 420985300924 S6 GTTT Tinh, thanh phd HA NG 0985300924

1,100,000-4 Han mtrc giao dich

550,000 d Quan, huyén PongPa »

&  Matkhau M@ tai khoan
CHONSOPEP ©
Danh cho khach hang mdi

530985300924
1100,000-4
550,000 d Chi nhénh VPBank Lang Ha >
640985300924
1100,000-4 g ky
Dich vu thé VISA PRIME PLATINUM DEBIT
550,000 d
750985300924

Chi nhanh giao dich

VPBank Lang Ha
Toa nha VPBank Tower, SG 89 Lang Ha, Phuong Lang
Ha, Quan Dang Da, Thanh phd Ha Noi

1100,000-4 "
VISA PRIME PLATINUM DEBIT

Dang ky dich vu

NGAN HANG SO

®
Danh cho khach hang da co

tai khoan/thé A
Lira ChOnA,SO TKAGQ‘%VJhU’ Chup CMND mat trwére, Pang ky dich vu gia tang: VBANK Nhap OTP va hoan tat
mong m‘;?” vaan ‘vang mat sau va quay video NEO, IDC Prime (bao gébm thé vat ly m& combo tai khoan
y ngay liveness va phi vat ly) thanh toan 3 trong 1

Dang nhap VPBank NEO

THE PHI VAT LY Phat hanh thé tin dung qudc té &o (danh cho KHHH da c6 han mdrc phé duyét trwde)

DPang ky Hé trg

Chon “Dang ky thé tin
dung ao trén VPBank
NEO” — c6 thé chon
dén 70% han murc
duwoc duyét

< Card Details & Controls < Card Details & Controls

vvvvvvv < Card Details & Controls J

1234 5678 9102 3456

W Virtual Card

¥ VPBank

Card Balance
11,500,000d

eaes 1589 Additional Card Details

Additional Card Details
Report Lost / Replace Card

Report Lost / Replace Card

Rest PIN

Lock Card

o
tome

Sau 1 - 2 tiéeng phé duyét, khach . ,
hang nhan dwoc SMS thong béao thé Kich hoat & Truy van thong tin Xac nhan OTF,) de nhan S6 thé,
phi vat Iy phat hanh thanh cong, thé tai ngan hang dién tr CVV, ngay héet han the va bat
chwa 4 sbé cubi thé. dau giao dich ngay



Mo the tin dung, chi tiéu tire thoi

MO THE TiN DUNG 100% ONLINE

Lan diu tién tai Vigt Nam, chi mét 10 phat
dang ky va upload hd so online, ban sé
nhan thé tan tay ngay noi ban muén

10 PHUT DANG KY ‘

r\

S,

Truy cap: bién théng tin co
https://thetindung.vpban ban: tén, dién thoai,
k.com.vn/ email

: 10 phut dang ky
Dién don m¢& thé va upload tai liéu
online

¥ VPBank

Hay Iwra chon nhir ic
c6 cho chiéc thé cd

Chon loai thé Pién don dang ky

App goi ¥ loai thé phU hop duwa trén sé thich va I6i séng cda khach hang

Phé duyét tw déng . . Nhan the tan nha
Hé thong cta VPBank tw dong xt Iy va The duoc giao tai dia diem KH lya
phé duyét hd so chon

Upload ho so



-

S6 hoa cac san pham tin chap

1- T 3 N o\ A A o AN N v 4 ?

ru.y =l 2. Chon so tien vay 3. Dién thong tin 4. bien OTP 5. bién don dang ki, 6. Giai ngan
website/VPBank NN . "
NEO va thoi han co ban upload ho so

CONTRACT

Lo'i ich
. \/E)éngAky k’hoén V.aY = v Phé du_Y_ét ntlanh\: thén v:ay SE 4 v Giao dién than thién duwoc
4 ngay Iap tlrc, moi lic — dwgc giai ngan vao\tal khoan c4 nhan hoa
Mol nol. khach hang trong vong 72h sau | W —

khi nép ho so’



Vay mua xe 6 t6 100% so6 hoa da dang trong 10 phut

Luong Offline Race App

Giai phap Race App - Instant Approval

Phé duyét trong ~1.14  Phé duyét trong ~5.3

Race App — phat trién bdi VPBank — Phan mém cho vay 06 t6 tw ddéng dau tién ngay phut
va duy nhat trén thj trwdng.
I’?ace App raA doi voi ?L'J’ ménh\téngAtc‘)C fj’c} phé du;iét khoén Yay 6\t6 bén\g cach Yéu chu ddy dd chimg  Yéu cAu hd so nhan
rng d’ung cong nghé OCR vao viéc xac minh thong tin khactl hang, vz’a duwoc tor vay vén than Khach hang
Ién két v&oi cac mo hinh A-score & external score trén LOS dé ra quyeéet dinh
ohé duyét trong vong 5-10 phut.

Khéng yéu cau chirng minh thu nhép, chi yéu cau céc giay co ban vé nhan Ngan hang lua chon Ngan hang lva chon
than cta khach hang: CMND, sb hd khau, gidy dang ky két hon (néu cb). sau cung dau tién
2) s T E; m
’ M e S ‘ )
1 2 3 4 5
2 Rhut 20 phut 19i@ 2 gio
Nhan vien Showroom " A i A : .
thu thap thang tin KH nhan  duoc ngay gﬁ‘a”th V'?r}‘(H\gFiBa,”k A KH mang gidy to nhan  Giai ngan khoan vay Khach hang:
nhan than cia Khach Thong bao phe duyet cho | '.e?hA Oa't. h? >;ac Pt an than dén VPBank theo lich Khéng yéu cau cung cap hé so bdo hiém
vay chinh thue. al hong i phe ddyet va hen va ky hop dong vay vat chat xe tai bwdc giai ngan.

hang hwéng dan thwe hién cac

: vén, hop ddng con viaantaei T A e b
budec tiép theo. 7P g g Thoi gian giai ngan toi da 2 tieng (v&i ho

chirng. so day du chirng ttr theo quy dinh).



Vay thé chap nha online

Uu diém

Khach hang la ngudi chi dong thiét ké phwong an vay mua BDS: sau khi

nhap da thong tin va hinh anh, chi can 3p KH sé biét dwoc khd nang vay

von clia minh

Hoan toan tw ddong trong khau phé duyét khoan vay & soan thao hop

dong: tiét kiém I&n vé chi phi hoat déng

Kinh doanh khéng gian doan, co6 thé phuc vu KH ngay cé khi chinh quyén

dia phwong tién hanh cac bién phap gidn cach xa héi do dich bénh

3=

Truyén thong

Dinh gia truc tiép mat tlr 1-2 ngay &

mat chi phi

CB tin dung Iap to trinh trinh cap co
tham quyén phé duyét

KH dén chi nhanh ngan hang hoan
thién thu tuc, ky hd so giai ngan

TAT: 02 tuan lam viéc

S6 hoa

Dinh gia tw ddng c6 két quéa ngay lap

tirc & hoan toan mién phi

KH tw nhap thong tin va nhan két qua
phé duyét

KH dwoc hwéng dan hoan thién ho so
& ky ho so truee tuyén

TAT: 01 tuan lam viéc

<.
111}

_1_2_3_4_5_6—

Lwa chon can
ho
= Khach hang lwa chon BDBS
trong trén hé sinh thai doi
tac.
= BPS da c6 san thong tin
gia tri dinh gia

Nhap ’th()ng tin
vay von

Khach hang nhap va dé
lai théng tin vay von truc

tuyén

10 phut

Tham dinh & phé
duyét

Ngan hang thwc hién tham dinh
trwc tuyén, két hop voi dir liédu
KH thu thap dwoc bang cdng
nghé big data, phé duyét truc
tuyén qua hé thdng chdm diém

tin dung tw déng

03 phut

Nhan dién khach
hang

Ngan hang lién hé khach
hang théng qua cac kénh
Video call dé thyc hién e-
KYC khach hang va huédng

dan thad tuc ho so

10 phut

Hoan thién ho
SO’

Khach hang va ngan hang
phdi hop bd sung théng tin,
hoan thién tha tuc, ky ho so

tin dung trwec tuyén.

30 — 60 phat

Giai ngan

Khach hang hoan thién va
ky hd so chuyén qua cac
kénh s6 cho ngan hang
kiém tra va hoan thién giai

ngan.

30 pht



M¢& tai khoan ngan hang va tai khoan giao dich chirng khoan ngay 1ap tirc

1. Lién két tai khoan, nap tién chirng khoan ciing ngan wu dai

1. M& TK Ngan hang qua eKYC

2. Lién két doi tac mé Tai khoan chirng khoan 100% online 2. Glao dich real time gitra TKNH < TKCK lien ket

< Nap tién chifng khoan

Co6 ngay TK Ngan hang va £\ Tai khoda chinh - 116417573
ca TKCK trong Vbng 5 phl:lt ’ rE aEE R2E @ \ ‘\. '/O 'J‘ Q Tim nha cung cap

& VPBank (e o -
3 Y5 CT TNHH CK Mirae Asset Viet Nam
NGAN HANG f_ﬁ
DAL TIEN ; ; 5 =
TRIEN KHAS \ CTCP Chung khoan KB Viét Nam

MIRAE /
XL

Chiing khoan VNDIRECT

Chiing khoan VPS

Cong ty CP chiing khoan AIS

VIET CAPITAL R
SECURITIES [& .

Cong ty C6 phan chlng khoan Ban Viét

& Matkhau @ 3
. )
VP§ Cong ty Co phan chiing khoan Tan Viét
N /:' SECURITIES
Dang nhap @\)\)}

M& tai khoan a

: VPS
Quén mat khau?

/ _ TRAI NGHIEM
DAU TU’ @NLINE

Mién phi giao dich chir

VPBord.

|
\|/

DANG XY DICH W

CHIHQTUDONG

TRis nOsae 0o TV TRA valy

CHI TRONG 5 PHUT

&1’0

Chuyén tién QR Pay -

HoO tro ATMs Thong bao Smart OTP



Bancassurance online

Bao hiem nhan tho

Bao hiém phi nhan tho

CAC TUONG TAC
ONLINE

CHI NHANH

= Phéat hanh Hop ddng dién t& - E Policy
= Khéng can gap mat can bd tw van truc tiép, khdng can chiy
ky twoi, quy trinh xac thwe dwdi dang so hoa
= Chi can c6 thiét bj online vao website, két hop

zoom/zalo/viber ttr bwée tw van téi ky hop dong

N
Kt{//7 VPBanI\ Trcnicm'l San phdm Tra clu thong tin Lién he

Péng ky Bdo hiém Phi nhdn tho
truc tuyén cung VPBank
Pon gian - Nhanh chéng - Dé hiéu

Nhiing hodi b&o trong cong viéc
Nhiing uéc mo vé hanh phuc trong gia dinh
Tat cda déu trong tam tay khi ban co6 stc khoe...

Bdng ky ngay

Budc 1: Théng tin yéu cdu bdo hiém

Théng tin Ngudi mua bdo hiém

Ban mudn mua bdo hiém cho

= Landing page bao hiém phi nhan tho: Dang ky thong tin co’
bén, thanh toan phi bdo hiém qua VPBank NEO
= Nhan don bao hiém dién chi tlr 5 phut
= Pang m& rdng vai tat ca loai hinh bao hiém phi nhan tho

ma VPBank lién két.




Cham séc khach hang ciing can so6 hoa

24

Hé thong tong dai Cisco

Rut ngan théi gian giao dich, giam
ap lwc cho déi ngli tbng dai vién,
tiét ki@m nhan sw/thang dé bb sung
thém cac dich vu phire tap hon ho

tro KH.

Cong thong tin CSKH
M¢& réng thém cac kénh twong tac
dé hé tro KH trén nén tdng Web

hang v&i chire nang "All in One"

Internet call

Tao thém 1 kénh call hd tro KH két ndi tor cac thiét bi co
két ndi mang

Thuan tién dat tai cac diém touch-points khac nhau
(web/app/SSM/Kiosk Tablet,... cé két nbi internet) dé hdé
tro KH, co s& dé thuc hién cac dich vu ¢6 tinh phirc tap

va rui ro qua call

Callbot, chatbot

Nang cao trai nghiém KH: Trao quyén chd déng cho KH
trong viéc tim kiém, tra ctru thong tin va dang ky san
pham dong thdi gidm thdi gian tiép can véi KH, muc tiéu
chatbot hé tro dwoc 90% yéu cau KH, giam 40% thoi
gian cho ctia KH khi két ndi 247.

Nang cao hiéu suat, tdi wu hda ngudn Iwc: cung lic hd

tro dwoc nhiéu KH

Nhan dién KH bang giong noi

Giam ty |é sai 16i trong qua trinh xac thwe théng
tin KH truyén thdng (bam phim) tai hé théng téng
dai ty dong IVR

Tang cwong kiém soat gian 1an, nhan biét KH
chinh xac hon, tr d6, mé réng cac dich vu ho tro

KH qua cudc goi tai CSKH 24/7



Kiosk Bank VPBank NEO Express

Cac dich vu thwc hién tai Kiosk Bank

N

MG COMBO TAI KHOAN, DANG KY MO THE

THE, NGAN HANG DIEN TU TIN DUNG

|
|
|
NGAN HANG ,
PIEN TU :
|
|
|

o o ——
o m — —  m— — — ———

N

__:l__—_

DPANG KY VAY PANG KY VAY CONG THONG TIN
TiN CHAP THE CHAP CHAM SOC KHACH HANG

o e o o e o e -

@ 190054 5415

www.vpbank.com.vn

Lol ich mang lai cho khach hang

Toi wu trai nghiém khach hang

@ - Thc‘)’i giaq phuc vu 24/7 ]

- - Pong nhat phuc vu gitra cac dia diém

- Chuyén dbi trong tam vao phuc vu nhu cau va trai nghiém
ca nhan

VY VPBank




Chuyén doi so - Xu hwéng tat yeu

$4.00
Cai thién TAT (Turn-Around-Time)
Giam rui ro va gian lan
Tang trai nghiém khach hang
Giam chi phi van hanh $2.50
Tilé CIR 2017 AVNRS AONRS 2020 $0.85
-
VPBank 44.6% 40.9% 38% 29.2% Digital anat”er Chi nhanh

Chi phi cho 1 giao dich theo kénh

Nguén: © 2020 by The Financial Brand

Chi phi cho 1 giao dich trén digital thap hon 96% so v&i kénh chi nhanh






