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NH’NG XU HUONG HANH VI NGUO'l TIEU
DUNG TRONG KY NGUYEN sO

HANH VI TIEU DUNG TRONG LINH VUC
NGAN HANG TAI CHINH

LOT HO’A THPONG HIEU VA KHA NANG
THWC THI CUA NGAN HANG VIET NAM



NHO’NG XU HUONG HANH VI KHACH
HANG TRONG KY NGUYEN SO




NGUOI TIEU DUNG NOI CUOC SONG CUA HO
BAN RON VA PHU’C TAP TRONG 2 NAM QUA
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CONG NGHE GIUP NGU'O'I TIEU DUNG KHAC CAC CHAU LUC
TIET KIEM THOI GIAN VA CUOC SONG DE THO HON

83%
80% 26% 81% 6%

0,
649 69% 71% 68% 73% 73% 69% 75% -
55% 51% 57%
N
A

CONG NGHE SE GIUP
CUOC SONG PON GIAN
HON

z>A>r

CUOC SONG CUA TOI BAN TOI PUOC KET NOI VO
RON HON CONG NGHE TOT HON

CACH NGUO'l TIEU DUNG NHIN NHAN VE CONG NGHE

Source: Nielsen Global Technology Survey (Q1, 2019)



CHi SO NIEM TIN NGU Ol TIEU DUNG CUA VIET NAM

Viét Nam van 1a mét trong nhirng qudc gia tich cwc nhat trén thé gioi
v&i chi s6 CCl vuwot qua Chau A Thai Binh Dwong va Toan cau.

® Vietnam Asia Pacific @ Global

120 \‘/’.\'——\ .
oo TN\

80

Q12019 Q2 2019 Q3 2019 Q4 2019 Q1 2020 2 2020 Q3 2020 Q4 2020
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CACH PHAN BO CHI TIEU (SHARE OF WALLET)

»  Chi phi thyc pham va cac chi phi khac (bao gom chi phi gido duc, cham soc tré em va chi phi y té)
chiém mot ntra ty trong trong vi cla ngwoi Viét Nam.
«  C6 mot chut thay ddi trong chi tiéu cho mua sdm va giai tri trwéc va sau Covid-19

m Food

m Vacation

Others
Invest

® Transport

Housing and Utilities

= Shopping &
Entertainment

KA

Q1 2020 (pre-Covid) Q4 2020




Top 5 cach tiét kiém chi tiéu

56% san sang chi tiéu cho
nhirng gi ho mudn va can

Cat giam cac hoat dong giai tri bén  gg +4
ngoai gia dinh N o ]
) o « Giam chi tiéu cho, cac hoat
Muaitquan aohon 55 +1 dong giai tri dé tiét kiem,
dac biét la cac ky nghi
Tié kiém gaas va dién 40 -7 hang nam va giai tri ngoai
gia dinh.
TRi hoan viéc mua doé cong nghé a A TR
33 -1 e Chi tiéu cho khi dot va dién

Nnhu may tinh, dién thoai, etc. g ’ - »
tang do tinh trang lam viéc
. _ tai nha va sw xa cach xa
Han ché di du lich 42 +15 hoi
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Ngudn: Nielsen, Q4, 2020



HANH VI TIEU DUNG TRONG LINH VUC
NGAN HANG TAI CHINH

<
F
¢
!
(2]
°
z
g
N



(]
]
=}
o
=
S
=
el
o
9]
-
)
(a]
&
T
)
2
=
Qo
o
2
o
©
c
©
©
E=]
c
[}
o
“
=
(e}
O
J
-
-
o
=)
>
c
©
Qo
E
(e}
O
c
[}
Rul
i
=z
[}
| =1
=
o
o~
(=]
o~
©
=
£
B0
=
>
(o}
(e}
[v]

CAC NGAN HANG TOAN CAU THICH NGHI VOI NHI’NG XU HU’()’N@
VI MO CUA NGANH NGAN HANG

MO HINH KINH DOANH
DAT KHACH HANG LA
TRONG TAM

TOI WU KENH PHAN PHOI

DAN PAU CONG NGHE/
THONG TIN

Nguén: Pwc

3 U TIEN CHINH CHO CAC
NGAN HANG NAM 2020

6 1% ngan hang cho rang diéu nay |a quan trong nhwng chi 1 7% co sy

chuén bj s&n sang

5 7% ngan hang cho rang diéu nay Ia quan trong nhwng chi 1 7% co sw

chuan bj s&n sang

48% ngan hang cho réng diéu nay |a quan trong nhwng chi 1 6% co sy

chuan bj s8n sang

11
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ANH HWONG CUA CONG NGHE LEN TRAI NGHIEM NGUO'l TIEU DUNG

NGAN HANG SO ‘

BANK

Chatbot

Hé tro’ giong noi

[
CTh
b

NEOBANK

Cac dia diém ngan
NGAN HANG TRUYEN i)
THONG

Puwoc hau thuan bai
cac doanh nghiép tai
chinh I&n

Hé théng online va
NGAN HANG SO = trng dung dién thoai

Khéng c6 chi nhanh cu
thé

100% trén dién thoai,

NEOBANK la cac start-up

“Khdch hang dang cho doi nhiéu hon chi la mét “ngén hang sé” - ky thuat sé la diéu dwong nhién trong thei diém hién
tai - diéu ho dang tim kiém la mét thir cé thé mang lai mét trai nghiém dé dang va mang tinh twong téc cao. Khach hang
ciing mong doi mé hinh kinh doanh méi nay dwoc xdy dwng dwa trén loi ich cua khach hang—daéi bén cung cé lgi’” - Eric
Wilson, CEO cua Xinja, Australian Neobank




,
MO HINH CHI NHANH CAC NGAN HANG DANG THAY POl

. . A DA DANG LOAI HINH NHAM
“MANG LU'Ol PHAN BO SMART-SIZING” DAP NG NHU CAU THUAN

TIEN CHO KHACH HANG

distribute.

annn nun nnn
'TE] e T SCB Express
annn nnn

}n‘ Sra S

Cach phén bd chi nhanh hién tai la khéng dap ng duoc
nhu cau luén gia tang khéng ngtrng cua khach hang.

ng dung cac giai phap céng nghé théng tin gan nhw
la bat budc
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DIGITAL BANKING CHi DANH CHO GIOI TRE? HAY SUY NGHI LAl

Internet/mobile banking preference by activity across age groups,' % of respondents by market?
@ Highest observed, % @&® Average across 6 markets? % [JJ] Lowest observed, %
100%
% 82 82
75 - ’ i
- T @
<@® | ] | % 57 57
. 70 67
64 20 : ®
50% |62 @ : i
m ©P 27 o6
@ = @ % ® 19 23
mE U = £50) & ;
23 23 21 ‘ ™ [] i 16
18 12
0% " 16 10
Groups o .. -
Everyday transactions® Simple needs* Complex or ad-hoc activities®

Vigc wa dung céng nghé tai nhém nguwoi tiéu dung Ion tudi tai Tay Au ‘
(51-64 va 65+) la twong dong v&i nhém nguwdoi tiéu dung tré hon cho da phan cac dich vu ngan hang

Nguén: Nielsen
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COVID-19 : YEU TO THUC DAY SU CHUYEN POI S

SNSRI VEVOIILITR | 16c po GIAO HANG SE LA YEU TO CHINH |
VU GIAO BbO AN SAU COVID-19

- — = A
TMDT SE TRO' NEN QUEN THUOC HON |

SR NG TIEE IIE L Sl | V&I NGUOT TIEU DUNG. SAN PHAM CHINH

ONLINE THUONG XUYEN HON SAU

COVID-19 | HANG VA KHA NANG GIAO HANG NHANH |
CHONG SE CHIEN THANG BUQ'C NGU Ol
TIEU DUNG
L TeubuNe | I
AR NI (— — — — — — — — — — — — — —
Vi DIEN T THPONG XUYEN HON NHU CAU CHO CAC CONG NGHE THONG

Source: Impact Of Covid-19 On Consumer Behavior, Vietnam, Mar 2020
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SU’ THAY DOI TRONG HANH VI SU’ DUNG NGAN HANG

TAI KHOAN NGAN HANG

xuyén hon xuyén hon

4

Internet Banking

Mobile Banking

=

36% nguwoi str dung da mé moét tai khoan
ngan hang mai
(checking/ tiét kiém/ tin dung)

Nguén.' Impact Of Covid-19 On Consumer Behavior, Nielsen Vietnam, Mar 2020

Vi dién ti

1)
:

. Chwa str dung hang muc na
Dwa trén: Tat ca dap vién (N=500) {ng hang mt Y
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MUC PO SU DUNG Vi BPIEN TU TAI VIET NAM

TOTAL HCM HANOI
(N=500) (N=250) (N=250)
Avg. spend 3,545,802 3,701,194 2,885,871

Share of wallet

EmMomo mPaypal mViettel Pay mAirpay mZalo Pay ®Moca Others

Q17: Expend on E-wallet | Q18: Share of wallet
Base: All respondents

Nguén: Personal Finance Monitor (PFM) Nielsen Vietnam, June 2020
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MUC DO NHAN BIET VE Vi BIEN TU TAI VIET NAM

TOTAL
N=500
@ 73 100
Zalo S 42 43 90
PayPal 4L 72 90
w5 36 47 86
y
bP
ﬁm oy 21 43 67
VnMart 16 45 62
BAOKIM.VN i 49 57
Paygos  ERE 55

Q10A: TOM | Q10B: Spontaneous
Base: All respondent

Q11B: Aided awareness

TOM
2o B
N=250 Prompt N=250

75 "59E 100 67 99

6 44 41 91 35 49 87
55 74 91 5] 18 62 85
36 48 86 S 34 49 89

un
w
o
=~
[
~
<

—
w
oo
[ap]
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~
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—
(m))]
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3 62 5 4 63
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Nguén: Personal Finance Monitor (PFM) Nielsen Vietnam, June 2020
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CONG NGHE DU'O'C AP DUNG TAI MOT SO NGAN HANG VIET NAM

Théng ké cta Vu Thanh Toan - Ngan Hang cho thay co tei 94% ngan hang dang thuc hién hodc xay dung ké

hoach chuyén dbi sb, trong d6 c6 78 ngan hang cho phép nguwdi dung thanh toan qua Internet va 41 ngan hang
cho phép nguwoi dung thanh toan qua dién thoai di déng.

¥ UPBank o D warsoan BlDVSmar‘tBanklng @]

g g i g g mhs b o g

; \natepmieie

/! ns

-1V € Bank
G

BIDV\)

D L e n— NGAN MANG TMCP DAU TU VA PHAT TRIEN VIET

Website Al cua VPBank
Website Al cia VPBank tw dong

BIDV SmartBanking
(Yng dung ngan hang théng minh

7 TPBark

Livebank ctia TPBank goi y, tw van cac san pham phu . , — tréf‘ diér) thogi di d@pg gidp I.(hé(?h
. hop v&inhu cau cia khach hang VCB-Mobile Banking hang giao dich moi lic, moi noi
M6 hinh giao dich tric tuyen z hu Iy lai cac thang ti . A . .
24/7 (bao gbm ngay nghi) ctia cung nhtr fud lal cac thong tin Ngan hang so VCB Mobile Banking
TPBank, dem lai su tién loi va nham cai thién qua trinh chon hop nhat cac nen tang Internet
nhanh chong, nang cao bdo lwa san pham cua khach hang. Banking va Mobile Banking nham
mat va cai thién trai nghiém cung cap trai nghiém lien mach, qua
ngudi ding. cac may tinh va thiét bj di dong.

Nguén: Doanh nhén Sai Gon, TPBank, VPBank, VCB, BIDV 19



LOI H’A THUONG HIEU VA KHA NANG
THWC THI CUA NGAN HANG VIET NAM




-

t © 2020 The Nielsen Company (US), LLC. Confidential and proprietary. Do not distribute.

4 Copyrig

TUY NHIEN HAY XEM LAI «LO1 HPA» VA «KHA NANG THU'C THI»!

THU NHO

THUONG HIEU HUA DIEU Gi \
KHOANG

CACH

* Chung téi |4 tét nhéat

* Ban quan trong v&i chung toi

* Chung t6i sé cham soc ban

* Chung tdi dén on sy trung thanh cla
ban

* Chung t6i lam ban hai long

* Chung tdi cung cép Iwa chon tét nhat

* Y kién phan héi ctia ban quan trong

KHACH HANG MONG DPQ'l BIEU Gi

Trai nghiém cula t6i sé tuyét voi...

Toi thay co gia tri

Toi thdy minh déc nhéat

Sw trung thanh cua t6i dwoc dén dap
Toi mudn c6 gié tri tét nhat vé tién
Toi c6 thé bay té va duwoc lang nghe

21
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CHi SO SU'C KHOE THUONG HIEU CUA NGAN HANG VIET NAM

(NIELSEN BEI - Q4'2020)

oS

Vietcom|

35

L 2 4

TECHCOMBANK

ACB

(N=1200)

BIDV<¥

BEI RANGE

5-10
3-5
1-3

<1

Strong
Established
Developing

Immature

M MSB|

OUTCOMES
What People Are Willing To Do

PREFERENCE

Favorite Brand

o

k=

BRAND EQUITY INDEX

AFFIRMATION
Recommendation

@Ilingness to pay price premium

Note: Brand Equity Index is calculated based on consumers’ response to their (1) favorite
brand, (2) brand they would recommend and (3) willingness to pay a price premium.

IN-MARKET
Shares, Sales,
Profitability

22
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CHi SO GIOI THIEU CUA KHACH HANG (NPS SCORE)

B Promoter

<>

TECHCOMBANK
ACB

Vietcombank

W MSB
MB ¥-MB

BIDV&

¥ VPBank

Base: Users of each bank

Passive H Detractor

n-2ec NGO 25
N
S
= s B
NN

N=220

N=589

N=53

N=194

N=340

N=160

-
s

21

NPS

58

48

43

San phadm khéng da dang

Lai suét khong hap dan

Chi phi khéng hep ly va ré rang

Chuwong trinh cham spc khach hang khdng
h&p dan hodc khong cd

Quy trinh thi tuc/ yéu cau tai liéu phirc tap,

Mét nhiéu thdi gian dé& khac phuc van dé

Dich vu tai quay cham

23



DINH VI GIA TRl ME-CENTRIC

SAVE

Solution Access Value Engagement

Thay vi Products Thay vi Place Thay vi Price Thay vi Promotion
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AP DUNG VONG PHAN HOI KHEP KIiN, BAT AU TU' LANG NGHE KHACH
HANG TAI BIEM CHAM VA REAL TIME!

L ﬁ [ ﬂ — ,‘7
¥ | e ‘\ ¥ | e A\ i - v
_ v
- V
LIEN LAC LAI KHACH HANG BAO CAO TiNH HINH CUQC GOI

-

25





mailto:Ha.dang@nielsen.com

