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Chat lugng nguon nhan lvc
ngan hang thudng mai trong boi canh
chuyén doi s6

LE THU HANH"
NGUYEN NGQC MAI*
Tém tit
Cdch mang cong nghiép (CMCN) 4.0 da va dang tdce dong séu sdc dén cdc hoat déng kinh té,
chinh tri, xa hoi, trong do tai chinh, ngdn hang hién la mét trong nhiing linh vic diwge danh gid
d mitc cao vé iing dung céng nghé thong tin va chiu nhiéu tdc dong ciia cudée CMCN nay. Trén
co s0 khdi niém chdt liong nguén nhan lie va vai tro ciia ngudn nhan lie voi cdc ngan hang
thiong mai (NHTM), nghién citu chi ra tdac dong ciia cuée CMCN 4.0 dén hoat dong ciia cdc
NHTM, chdt lugng mgmfn nhan luc hién tai ciia cdc NHTM va dé uufr mot 50 gidi phdp nhdm
ndng cao chdt liigng nguon nhéan lue NHTM trong boi canh chuyén doi so.

T khod: chdt lugng nguon nhén lice, ngan hang thuong mai, chuyén doi sé

Summary

The Fourth Industrial Revolution has been exerting profound impact on economic, political
and social activities, in which finance and banking is highly intensive in information
technology application and is strongly affected by this revolution. Based on the concept of
human resource quality and the role of human resources with commercial banks, the study
points out the impact of the Fourth Industrial Revolution on the operation of commercial
banks, the quality of current human resources of commercial banks and thereby proposing
some solutions to improve the quality of human resources of commercial banks in the context

of digital transformation.
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HOAT BPONG NHTM TRONG BOI CANH

CHUYEN P01 SO

Cong nghé sd dang dan thay doi cd bdn hinh thic
cung (ing cic dich vu tai chinh - ngin hang. Su xdm
nhip clia cdc ga khong 16 vé cong nghé thong tin (IT)
va buu chinh vién thdng vao cung ing dich vy tai chinh
lam thay déi cin bin bd mit nganh dich cu tai chinh,
phé di tinh ddc t6n cla ngdn hang trong linh vuc nay.
Mot nhan t6 nita gép phin tao nén cich mang trong
nganh ti chinh s6, d6 chinh 1a sy tham gia sdu rong cua
cdc cong ty comg nghé trong linh vue tai chinh (Fintech).

Trude sy phit trién va dnh hudng manh mé cia
Fintech dén nganh tai chinh - ngin hang, cic NHTM
da tirng bude chuyén doi mo hinh hoat dong theo hudng
cong nghé s6. Cac NHTM Viét Nam di va dang tng
dung, trién khai nhitng cong nghé mdi nhat trong hoat
dong kinh doanh ndi chung, dich vu thanh todn nodi
riéng, dic bi¢t vé dich vu internet, dich vu qua thiét
bi di dong, dich vu thé. Cic NHTM tiing budc th'iy
d6i vd ning cao hé théng dich vu thanh todn, tit ci
cdc hé thdng va cong cu thanh todn duge 1am 2 phan:

"TS., "' ThS., Hoc vién Ngan hang

hé thong thanh todn truyén thdng va hé
thong thanh todn dién tir. C6 thé thiy, sd
lugng giao dich thanh todn thé thdong qua
POS tang qua hiang nim. Theo Céng ty
C6 phin Thanh todn Qudc gia Viét Nam
(NAPAS) (2023), nam 2022, hoat dong
thanh todn dién tlf ti€p tuc ting trudng
nhanh vdi tdng s6 lugng giao dich va gid
tri giao dich thyc hién qua NAPAS tiép
tuc ting tuong dng la 96,5% va 87.3%
s0 v6i ndm 2021: v ti€p tuc ghi nhin ty
trong cdc giao dich it tién mét trén tong
giao dich xi{f 1y qua hé thong NAPAS
gidm tr 12% trong nam 2021, xuéng mifc
6.56% cta nam 2022. Ty trong giao dich
thé chip thuc hién qua hé thong NAPAS
U€p tuc ting tf 26% nam 2021 1én dén
hdn 60% nam 2022,

Cdc NHTM da cung dng cdc chudng
trinh $6 héa, cu thé nhu: NHTM C6 phan
Negoai thugng Viét Nam (Vietcombank)
dng dung dich vu ngin hang s6 VCB
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Digibank; NHTM C6 phin Pau wr va
Phit tri€n Viét Nam (BIDV) phdt dong
chi€n dich chuyén doi so trén nén khéch
hang “BIDV Digi Up”; NHTM C4 phin
Cong Thuong Viét Nam (VietinBank) véi
k& hoach xdy dung @ng dung “chatbot”
(robot tv dong ndi chuyén, tudng tic
vdi khdch hing) “da nhiém” hon; Ngan
hang Quin doi (MBBank) ti€p tuc dude
ddy manh véi cdc Ging dung ngin hiing s
App MBBank (dianh cho khdch hang ca
nhin) va Biz MBBank (danh cho khdch
hang doanh nghiép); TPBank trién khai
LiveBank gitip khdach hang ding ky vin
tay va nhin dién khudén mat trong vong
| phit va cong nghé dinh danh dién tir
(eKYC) gidp khdch hang diang ky, ding
nhip tai khodn trong vong 5 gidy; VIB
ting dung tri tué nhin tao va dir liéu 16n
vao quy trinh phdt hanh thé tin dung
danh riéng cho mua sim tryc tuyén
Online Plus.

Trude su phat tri€n manh mé ctia hé
thong thanh todn dién t, s lugng giao
dich qua POS, Internet Banking, Mobile
Banking ting nhanh, din dén gidm thiéu
dudge s6 lugng khdch hang giao dich tai
quiy. Biic biét, sd lugng va gid tri thanh
todn qua ATM ga’in nhu khong ting trong
khi cdc kénh thanh todn khong ding tién
mit khic ting manh. Trude kia, NAPAS
xt 1y 90% giao dich 1a qua ATM, nhung
hién nay. s0 ludng giao dich qua ATM
chi con chi€m 6% t6ng s6 giao dich
(NAPAS, 2023). TrudGc sy bién dong clia
kénh giao dich qua ATM, théi quen cta
khdch hang din thay ddi trong viéc han
ché thanh todn biing tién mit va nhu cau
thanh todn qua cédc kénh di¢n tir tang 1én.

Xu th& phdt trién ngin hang so la
mot hudng di tit yéu cia cdc ngin hing
trong CMCN 4.0 ctia nhan loai. C6 thé
phin loai ngin hang s6 thanh 4 cip do
nhu sau: Giai dogn 1.0 1a giai doan ngin
hang da kénh cung cAp nhiéu dich vu nhu
internet banking, mobile banking: Giai
doagn 2.0 13 giai doan tich hgp. chuyén
moi dich vu 1én mdt ting dung. thudn tién
cho ngudi ding st dung: Giai doan 3.0 la
ngudi ding cé thé thuc hién tit ca dich
vu tai chinh tir xa ma khong ¢in dén ngin
hang; Giai doan 4.0 1a tdp trung vao trai
nghiém, cd nhin héa ngudi dung. Nhu
viy, cic NHTM Viét Nam chi mdi dirng
G giai doan 2.0 va mot s6 it san pham dich
vu d giai doan 3.0. Theo s6 liéu thong ké
ciia Ngdn hang Nha nudce (NHNN), ¢d
dén 95% ngin hang da xiy dung chién
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luge chuyén doi so, trong dé 39% ngin hing lén k&
hoach chuyén ddi s6 riéng va tich hgp trong chién lude
phdt trién cong nghé ngin hang, 42% ngin hang dang
hoan thién chién lude chuyén déi s6. Dic biét, mot sd
dich vu ngin hang lién quan dén thanh todn gin nhu di
dudc s6 héa 100%. cho phép khiach hiang thuc hién tat
cd cdc khau trong quy trinh sif dung dich vu thanh todn
ma khong cin phdi dén ngian hang (Nguyén Thi Kim
Thanh, 2022). Nhiéu ngdn hing da dng dung cdc cong
nghé gitip don gidn héa thi tue, rit ngin thdi gian gidi
ngin, khi thim dinh cho vay. Ngoai ra, mot sd cong
nghé mdi nhu: dinh danh dién tr (eKYC), quét ma QR
dé rdt tién, mdy gii rit tién tr dong (Autobank) da
dugce cidc ngin hang 1ing dung ngay ciang rong rii, nhu:
Agribank, BIDV, Vietinbank, MBBank, TPBank...

Sau khi hé théng NHTM trién khai chuyén ddi so,
sO lugng v gid tri giao dich ting manh qua hing nim
cho thay dudgc su thudn tién va hién dai cia ngin hing
s6 mang lai cho khdch hang. Tuy nhu ciu sir dung tién
mat ctia ngudi dan con cao, nhung thanh todn dién tf
dang phdt trién va phd bi€n trong tuong lai sé thay thé
théi quen s dung tién mit clia ngudi dian. Ngoai ra,
ngin hang c6 truyén thong lau doi véi ngudn von doi
dio va ngudn khich hang da dang, tiém ning c6 thé
canh tranh vdi cdc cong ty Fintech. Tuy nhién, sy hgp
tic cia cdc NHTM va cong ty Fintech dé phuc vu tot
cho khdch hing va di kha niing ddp tng yéu ciu cao
ciia khdch hang, thi bt budc cdce ngin hang phdi ludn
thay d6i, phat tri€n dich vu, cip nhat xu hudng, duwa ra
nhitng su lua chon ding vdi cdce nhu ciu lién tuc phit
trién ctia khidch hing.

THUC TRANG CHAT LUGNG NGUON NHAN
LUC NHTM TRONG BOI CANH CHUYEN POl SO

Thuc trang chi't lwgng ngudn nhin hye ngan hiang
thuong mai

Thit nhdt. nganh ngin hing néi chung v tai céc
NHTM néi riéng dang thi€u ngudn nhén lue cé chat
lugng cao. Theo s6 liéu thong k& clia Vu T chiic cdn
bo - NHNN, tinh dén hét nam 2022, toan nganh Ngin
hang udc tinh ¢6 346.614 ngudi, véi co ciu trinh do
gdm: 569 ngudi 12 ti€n s (chi€m 0,16%), 20.286 ngudi
¢6 trinh do thac si (chi€m 5.85%), 263.927 ngudi c6
trinh do dai hoc (chiém 76,16%), 23.453 ngudi ¢6 trinh
do cao ding (chi€m 6,77%), 20.054 ngudi ¢6 trinh do
trung cap (chi€m 5,79%), 18.325 ngudi ¢6 trinh do sd
cip hodc chua qua dio tao (chiém 5.79%).

Xét theo ¢d ciu nhan luc theo cdc hé théng, thi
s6 nhin lyc lim viée trong h¢ thong NHNN 1a 6.871
ngudi; hé thong cdc TCTD la 339.723 ngudi, bao gém
cdac nhéom TCTD nhu sau: Nhém NHTM nha nudce la
110.947 ngudi, khoi NHTM ¢6 phan 13 161.211 ngui,
quy tin dung nhan dan 1a 14.500 ngudi, cOng ty tai
chinh 1a 41.937 ngudi.

Thuc t€ cho thily, cdc TCTD dang thi€u doi ngd céin
b6 chuyén mon cao trong cdc linh vuc hoat dong then
chot cia NHTM, quyét dinh dén hiéu qua hoat dong
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va si an todn cida to chife nhu: quin tri ngan hang hién
dai, phin tich tai chinh, ki€m sodt va kiém todn nodi bo,
phin tich va thim dinh du 4n ddu tw, qudn tri rii ro; dic
biét 1A cdc nghiép vu, sdn phim tai chinh - ngan hang
mdi ting dung céng nghé thong tin,

Thit hai. song hanh vdi thue trang thi€u nguon nhin
luc chat lugng cao, 1a viéc cic NHTM phdi tié€n hanh
thuding xuyén cit gidm va tuyén dung nhin su. Theo
s0 liéu téng hgp tir 26 NHTM trong nude, nam 2021,
tong lugng nhan vién lam viéc trén toan hé théng ghi
nhin ting 613 ngudi, twdng duong 1,1% so véi cudi
nidm trude. Trong do. ¢6 9 ngiin hiing c¢iit gidm nhén su.
VietinBank 12 ngan hang cdt gidm nhin sy manh nhat
trong niim qua v4i mic gidm 1én d&€n 8% (gin 2.000
nhén sy). Theo sau 1a nhém ngan hang ¢6 mitc cit gidm
nhin sy trén 1% bao gdbm: OCB (2,2%), Eximbank
(1,8%) va PGBank (1,6%). Trong khi d6, mot s& ngén
hang, nhu: VPBank (49,8%), Vietcombank (+3,1%),
MBBank (4-3,6%) va Ngan hang Bian Viét (+4,1%) 1a
nhitng NHTM ti€p tuc md rong quy mo véi mic ting
trudng nhén sy ddng ke.

Tir nhitng s6 liéu trén cho thay. dang x4y ra tinh
trang nhén sy cta cic NHTM vira thira lai vita thi€u,
thira ngudn nhan sy ¢6 chit lugng chua cao, nhung lai
dang thi€u ngudn nhin sy chat lugng cao. Thuc té cho
thdy, nhu ciu tuyén dung d&i véi ngudn nhin luc nay
viin con rat 16n, dic biét 1a & mot s& linh vye chuyén
sdu, nhu: xay dung chién luge phar trién, quan tri rii
ro, thanh todn quéc &, diu w quoc t€... O cdc linh vie
ndy, cdc ngin l‘ldl‘l“ kho tim duge dng LLf vién phil hcip
vdi vi tri duge luyen v hién nay mot s ngin hang vin
dang phdi thué cdc chuyén gia nude ngoli dé phuc vu
hoat dong kinh doanh cia minh.

Thit ba, hién nay cic NHTM, dic biét la cic NHTM
nhd khé c¢6 thé tuyén dung dude nhian vién chit lugng
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cao. P6i v6i nhin sy chat lugng, 6 kinh
nghi¢m, ddy la nhitng nguoi bat ky ngin
han" nio cling mong muén tuyén dung
dude va lTudn ludn thi€u hut vi bi canh
tranh gay git. Cong cudc canh tranh
dién ra ¢ cdc ngin hiang nhé vdi ngin
hang 16n, ngin hang trong nudce vdi ngan
hang nudc ngoai. Thuc (€, gilla cudc
canh tranh cdc ngiin hang ndi vdi nhau
thi NHTM nha nude hoidc ngian hang lén
ludn chiém wu thé, bdi cdc ngdn hing dé
¢6 khd niing chi trd cao hon cho ngudi lao
ddng, trong khi phia ngudi lao dong cling
tin tudng lam viée & ngan hang Idn sé
thufin Igi hon. Con gitta ngdn hing ndi va
ngin hang ngoai, thi ngin hiing ngoat lai
¢6 phin hip din hon, bdi mai trudng lam
viéc chuyén nghiép hon va nhiu sic
mau da vin hda. Pay cting chinh 13 bai
todn kho ddi vdi cdc nhd quin 1y nhén
su, dac biétla G nhlfng: NHTM ca quy mo
nhd. Ngoai ra, viéc luycn dung clia ngin
hing chua dugc pho bién rong rii, chlra
theo diing quy trinh clia qud trinh ddm
bdo nhin sy tif bén ngoai. Viéc tuyén
dung chii y&u va phd bién la théng qua
gidi thiéu, quen biét, ngudi thin v cic
tiéu chuin tuyén dung doi khi vin mang
tinh hinh thie, chua that su phi hgp véi
cong viéc. Cong tac lap k& hoach l'uyén
dung & mo6t s6 NHTM chua ddp dng dude
nhu cAu nhin su dai han cta don vi. Tiéu
chi tuyén dung cin bd & mot s6 NHTM
chura phit hop véi dic diém cha timg khu
vuc/dia ban, yéu cau thuc t€ ctia vi tri cin
tuyén. Song song véi dé, cong tic danh
gid sau tuyén dung clia mot s6 NHTM
chua bam sat khung nang luc cia ngan
hang d6i v6i tiing vi tri; v 1& nghi viéc
sau mdi dgt tuyén dung cao va ¢é chicu
hudng ting.

Thit tu, doi ngll nhan luc chit lugng
cao tai cdc NHTM hién nay con mong,
dic biét 1a nhitng chuyén gia diu nginh,
bao gébm cd chuyén gia gidi vé kinh té,
qudn 1y vi md, thanh tra giam sdt an toan
hé théng ngin hang v cdc linh vire hoat
dong then chot ciia NHTM. Ngoai ra,
tinh chuyén nghiép cla nhin luc ngin
hiing trong cdc vi tri cong viéc vin con
han ché, tr k§ niang phuc vy khdch hang,
ki€n thic chuyén mon nghiép vu ngin
hiang va k¥ ning bd trg. Bén canh dé,
ddi ngli cdn bd cua nganh ngidn hang
néi chung con han ch& vé cong nghé.
Song song véi d6, vin con nhitng ngin
hiing chua xiy dung dudce chién luge vé
quén tri ngudn nhén lyc, cong tic quin
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tri ngudn nhan luc con ¢é khodng cédch
so vGi thong 1€. Viéc quy hoach nhédn
st ciing chua dua ra dude k& hoach tdng
thé/ma trin vé cdc vi trf cAn xdy dung doi
ngil k€ ¢in, chua xdc dinh duge quy md,
s6 lugng cdc doi tugng can quy hoach
phu hgp tai tirng vi tri, don vi va cta hé
thong nhiim ddm bdo hiéu qud, muc tiéu
tong thé cia cong tdc quy hoach. Ngoii
ra, hé thong cong cu va chi tiéu ddnh gid
cin b6 hién dd khd da dang, tuy nhién,
mot s6 NHTM chua ban hanh duge quy
dinh ddanh gid cdn b toan dién. Tai mot
s60 NHTM, viéc thyc hién cong tdc cédn
b6 chura gin lién cong tdc ddnh gid cén
bo, nhidu trudng hop cdn bd duge bd
nhiém vugt cip, sip xé&p vao cdc vi tri
chua pht hgp véi ning luc.

Thit nam, cong tic dio tao nhin sy
chua di vao chiéu siu, nhiéu cdn bo clia
ngan hang dudgc dao tao theo chudng trinh
cii. Do d6, ¢in dio tao lai s6 cdn b ndy
dé€ ddp tng vdi tinh hinh phat trién ngan
hang trong thai ky hdi nhip va chuyén
ddi s6. Mot s6 cdn bd dudce cir di dio tao
sau dai hoc, nhung da s& déu da 16n tudi,
néu s6 can bo nay hét twbi lao dong vé
huu s& dan dé€n thi€u hut cdn bd chi chot.
Mt s6 cdn bo chon hoc & cdc co sd dao
tao gin chd lam viéc, dé vira tién cho
ddm bdo cong viéc, vita hodn chinh bing
dai hoc, nén chat ludgng hoc tip doi lic
chua dudc quan tim diing mic. Ngoai ra,
viéc trang bi trinh dg ngoai ngt, trinh do
cong nghé chuyén sdu dugc ngin hang
quan tdm khong ddng bd, chi ¢ s cdn

bo tré duge quan tim diu tu cdn mdt O

ciin bo 16n tudi it chi trong hon.

TAI LIEU THAM KHAO

MOT SO DE XUAT

Nhiim ning cao chit lugng ngudn nhin lyc cdc
NHTM trong boi cidnh chuyén dbi s6, theo nhém tdc
gid, ¢in thuc hién mot s6 gidi phdp sau:

Mt la, chii trong va ning cao viéc dao tao vé ngoai
ngilf va cong nghé thong tin cho nhén vién cic NHTM
dé déap ng ning luc thuc hién cdc cong viéc mdi do
chuyén déi so ciing nhu ddp ng viéc ng dung cong
nghé s6 vao cong viéce hién tai cia doi ngd nhan vién.

Hai 13, tip trung dio tao, ning cao cdc ki€n thic
chuyén siu nghiép vu cé su thay déi va thdch thic do
tdc dong ctia chuyén dbi s6, nhu: quan tri rdi ro; thanh
todn quic (&, ddu o qudc t&, quin tri nhan lye, quén tri
chién luge, marketing sb...

Bala,n ang cao ché& do dai ngo dé giir chan nhén tai,
cdc nhén vién chit lugng cao, gidm dong dich chuyén
nhin su khong chi gitfa cdc ngin hang ma con chdy
dich sang cdc ddi thi canh tranh khdc nhu cdc cong ty
tai chinh, cdc quy dau ur.

Bon la, ning cao cong tic k& hoach héa ngudn
nhan luc, cong tic tuyén dung va tuyén chon ddm béo
ngdn hang c¢6 ding va dd nhan su goép phan thye hién
thanh cong k& hoach chién luge ctua ngén hang, hoat
dong bén vimg. Viéc tuyén chon c¢in dude thuc hién
rong rai, lra chon thi trudng lao dong muc tiéu phu hgp
d€ ¢6 thé thu hit nhan sy ¢é tai, ¢6 ning lyc khdng chi
trong ndi bo nganh ma con tr cdc nganh khac ¢6 trinh
do chuyén mon ¢6 thé chuyén ddi phi hdp

Nim la, thay ddi tu duy. nhén thie clia nha qudn tri,
ngudi ditng dau ngdn hing véi su tién phono din dit,
ciing nhu theo dudi chi€n luge pht trién cong nghé s&
dd xdc dinh mot cdch ddng bo va nhat quén.

Saula, cic NHTM ting cudng két hop véi cdc truding
dai hoc dio tao chuyén nganh ngin hang s dé c6 luc
lugng lao dong la sinh vién mdi ra trudng ding chuyén
nganh ciing nhu két hgp dao tao nang cao cho cdc lao
dong chua di ning lyc trong bdi canh chuyén dai s6.0
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