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VAR
THU NG 'A‘
HIEN TRUONG \

I. GIOI THIEU:

Hoat dong thu ng tai hién truong la budc ti€p theo clia nghiép vu ly
ng. Hoat ddng nay dién ra mot cach lién tuc, kéo dai va co thé Iap di
ldp lai nhiéu lan v&i mot khach hang trong su6t thdi gian vay hoac
qua thai gian vay. Hoat ddng xtr ly ng khong don thuan chi la t&i gap
dugc khach hang yéu cau trad ng va chd doi sy may man khach hang
co tién dé trd ng cho TFSVN. Hoat ddng nay doi hdi ngudi thuc hién
phai c6 su nang no, chiu khd, muu tri, thong minh, kha nang doc tinh
hudng va mot trinh d6 ly luan cao dé lam viéc véi khach hang.

1. pOI TUONG FIELD VISIT

A B

Khach hang khong c6 Khach hang khong
phuong an tra ng sau lién lac duoc sau cudc
cubC goi thlr nhat goi thr 2

C

Khach hang c6 s6 Khach hang c6 hanh
ngay qua han tu 60 vi vi pham phap luat
ngay trd 1én
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II. QUY TRINH

Hang ngay nhan vién thu ng sé tién hanh goi dién, kiém tra va yéu
cau khach hang tra ng. Ngoai ra, nhan vién thu ng phan loai khach
hang trén hé théng d6i vdi cac khach hang c6é ng qua han thudc cac

truong hop nhu mé ta & déi tuong.

Trudc khi tién hanh thuc dia, nhan vién thu ng phai nghién clru thuc
trang khach hang, tién hanh chuan bi cac h6 so lién quan dén khodn
vay clia khach hang. Viéc thuc dia c6 thé tién hanh tai nha hodc noi

lam viéc cua khach hang hoac dia diém khac dua trén thong tin thuc
té.
Chuan bi cac tai liéu can thiét trudce khi thue dia nhu:

e Hgp dong tin dung, dang ky vay;

e Chi tiét thanh toan, lich st thanh toan;

e Nhan than

e Anh nha khach hang

e Cactailiéu ching minh tai chinh,...
Theo @6, nhan vién thu ng hién trudng cé thé str dung cac tai liéu trén
dudi dang ban cirng hoac ban mém lam can c tac nghiép thu no.

ULl 'Rl GAP PUCGC KHACH HANG

- Khi gdp khach hang, nhan vién thu ng phai gigi thiéu ban than minh va cong
tac tai dau, bd phan nao va muc dich gap khach hang lam gi.

- Nhan vién thu ng c6 trach nhiém tra 16i cac thac mac cda khach hang vé lich st
trd ng clia khach hang va dua ra cac bang chirng cho viéc tra ng cham cda khach

A

- Tim hiéu nguyén nhan va ly do khach hang khong
tra dung han.

- Thuong lugng véi khach hang cac giadi phap va
phuaong an trad ng cu thé.

- Lap bién ban lam viéc ghi nhan ly do qua han,
ngudn thu nhap thay doi (néu co, ké hoach tra ng cla
khach hang, tinh trang tai san bao dam va cac noi
dung khac tuy theo tinh huéng lam viéc thuc té).
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HOELe L VAl KHONG GAP PUOC KHACH HA

Néu khong gap dugc khach hang, nhan vién
thu ng dé lai thu maoi. N6i dung thu mai la
maoi khach hang 1én Van phong TFSVN lam
viéc vé khoan ng qua han cta khach hang.
Thoi gian dé khach hang sap xép lén van
phong TFSVN la trong vong 10 ngay lam
Viéc.

> > > Truong hop khac

Théng thuong, nhan vién thu ng sé thuc dia nha khach hang theo dia chi khach
hang cung cap dugc ghi nhan trén SIS dé lam dia chi gl thu. Tuy nhién, trong
thuc té khdng phai lUc nao khach hang cling & tai dia chi d6. Theo d6, néu
truong hop khéng gap dugc khach hang. Nhan vién thu ng c6 thé tiép tuc thuc
dia cac dia chi tiép theo nhu dia chi theo h6 khdu cla ngudi vay, dia chi cla
ngudi cung vay, dia chi noi lam viéc cla ngudi vay va ngudi cung vay (néu khach
hang déng y).
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Anh xin 106i,

- nhung a khéng
‘ thé!!
0 ] KHACH HANG KHONG €O TIEN TRA NO

D0i Vi trudng hgp nay, nhan vién thu ng can phan tich cho
khach hang thady hau qua phap ly clda viéc khong tra dugc ng.
Ma theo do:
e Khéach hang c6 thé bi phan loai ng néu khong trd ng sém. v
e TFSVN c6 thé ra Théng béo Thu gitr tai sdn bado dam dé xu ‘ B
ly ng, Quyét dinh cham durt hgp dong tin dung trudc thoi
han va thu hoéi toan bd khoan ng. Bong thoi khéi kién tai ~ 4 u M
toa an c6 thadm quyén néu khach hang khong tra no. (
Do d6, mot trong nhirng giai phap hitu hiéu déi vé truong hop
nay la thuyét phuc khach hang tu ban tai sdn dé tat toan
khodn no.

o

U 2 KHACH HANG KHONG CO PHUONG AN TRA NO

Tién anh cling c6, ng anh cling nhiéu.
Tra ai trudc cling la Tuy Duyén

Khach hang cé nhiéu khoan vay, nhiéu khodn ng, nhiéu
khodn chi tiéu. Do d6, c6 nhiéu khach hang khéng biét chi tra
cho khoan nao trudc. Boi v&i nhitng khach hang nay, can
thuc hién gay surc ép, dinh hudng cho khach hang tra ng cho
TFSVN la diéu phai dién ra thudng xuyén, kip thai.

Do d6, bén cho vay nao dén thu ng trudc, gay ap luc 1én hon,
kip thdi han thi bén do6 sé thu dugc trudc.

U 3 KHACH HANG PA BAN, CAM cO TAI SAN

Trudng hgp nhan vién thu ng gap dugc khach hang nhung xac dinh dugc khach
hang da ban sang tay, cam co6 tai san. Trudng hgp nay, nhan vién thu ng lap bién
ban xac dinh tai san nay ban cho ai, ban khi nao, théng tin ngudi mua, s6 tién
ban, ly do ban.

Yéu cau khach hang nop tién tat toan khoan vay, gidi thich cho khach hang biét
vé nhirng diéu bat Igi ctia khach hang khi ban tai san dang dugc thé chap: trach
nhiém phap ly, hau qua phap ly.
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Vu vay ha, chi hong biét
gi hét nha, ai nho thi chi
gitp a!l Bung kiém chil!

4 KHACH HANG PU'NG TEN VAY GIUP NGU'O1 THAN

Day la mét trudng hop dac biét, bdi ngudi vay va ngudi cung
vay durng tén khoan vay, ngudi sir dung tai san bao dam la
mo&t ngudi khac. V& mat hop dong, khach hang la ngudi phai
c6 nghia vu trd ng cho TFSVN. Tuy nhién, thuc tién x ly ng
cho thay khach hang khong coi trong van dé nay, hoac chi khi
phat sinh khoan vay anh hudng t&i quyén Igi cla ngudi vay
(ng xau), cé lién quan t&i phap luat (bi khdi kién) hodc bi bén
cho vay gay sirc ép lién tuc nham thuc hién nghia vu trd ng thi
khach hang mdéi gay sirc ép déi véi ngudi sir dung tai san bao
dam.

Dé thu dugc ng, ngoai viéc gay surc ép vai khach hang, con can
lién tuc gay sirc ép véi ngudi sir dung tai san bdo ddm nham
muc dich tao ap luc, gitr dugc maéi lién lac véi doéi tuong khach

hang nay. Ngoai ra cling can str dung thém cac hinh thirc khéac /

nhu thu tlr, Théng bao gl khach hang dé nhanh chéng thu
dugc khoan no.

U 5 KHACH HANG KHONG €O MAT O PIA CHi CUNG CAP
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Nhan vién thu ng tim hiéu ly do khach hang khéng c6 D6 anh kiém dugc em!!

mat & dia chi cung cap. Néu khach hang trén ng, tron
tranh nghia vu trd ng do cé nhiéu khoan ng thi can
xac minh thém théng tin, lam viéc véi ngudi than dé

tim hiéu ly do. L
Trong trudng hop can thiét nhan vién thu ng c6 thé I

dé xuat thém cac phuong an xtr ly ng hoac khdéi kién.

DUrng khién moi chuyén tré nén toi té, dung i
bién ching ta nhu thanh ngudi xa la.

Hay "Trao cho t6i” khoan tién ma ban da vay. w

Chai gi, choi méc!!
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Vay roi cé can tra khéng em?

Vé bé ngoai quan trong dén thé sao?? @ }

Tat ca la do chi nghéo, dung khéng?

s

U 6 KHACH HANG CO NHIEU THAC MAC *
¥ I
Khach hang thac mac vé lai suat vay, khéng biét *
thanh todn bang cach nao, khéng nhan dugc tin
nhan nhac ng,...
Nhan vién thu ng can gidi dap tat ca cac thac mac
nay clia khach hang nham cung cap cac théng tin, — = ’
gidi phap dé thanh toan ng. gﬁ) \%

U 7 KHACH HANG MUON BAN TAI SAN PE TAT TOAN

Cho vay ma
Pay duogc xac dinh la mot trong nhirng trudng hop doi tién, nghi
khé dé thu ng. BGi véi trudng hogp nay nhan vién thu choill

ng can tim hiéu ly do vi sao khach hang khong mudn
trd no.

Thuc tién xr ly ng da co trudng hop khach hang

khéong muén tra ng do nhan vién kinh doanh cua dai
ly théng béo 1ai sudt vay khong thay do6i trong suat
thoi ky vay dan dén khach hang chi thanh toan theo I

lich thanh toan ban dau do TFSVN cung cap dan dén
sb tién thanh toan hang thang bi thiéu

&

. U 8 KHACH HANG KHONG MUON TRA NO
Ng thoi ma, ;
free cho anh

Khach hang khong con nhu cau s dung
mot lan dil!

xe, khdng c6 kha nang tra ng hoac vi cac ly
do khac. B6i v&i truong hgp nay, nhan
vién thu ng huéng dan khach hang tu ban
tai san (néu gia tri tai san du tra ng) hoac
yéu cau khach hang ban giao tai san dé xu
ly ng.
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0 9 KHACH HANG CUNG CAP THONG TIN GIAN LAN

Thong thudng, khach hang cung cap
nhirng thdng tin gian lan nhu sau:

- Cung cap muc thu nhap khong dung véi
tuc té. Viéc nay doi hdi nhan vién thu ng
phai khai thac théng tin ky tu khach
hang. B&i sau mot thai gian, khach hang
khéng con nh& minh da khai thu nhap
clia minh nhu thé nao. Nhan vién thu no
dua vao thong tin khach hang dua ra, dadi
chiéu vai dang ky vay, tai liéu cung cap
dé vay dé lam can c&r lam viéc véi khach
hang.

Hay tin anh, anh la ngudi thanh that nhat
hanh tinh nay!! Nha anh may can, thu nhéap
anh bac Ty.

- Cung cap hinh chup nha khach hang khéng dung thuc té. Pay la can cl rd
nét nhat, dé so sanh nhat. Nhan vién thu ng can lam rd ai la ngudi chup anh

nha khac thuc té, ai la ngudi hudng dan khach hang chup dnh nha khac thuc

té nay.

- Cac truong hop khac ma nhan vién thu ng cho rang cé dau hiéu khong

trung thuc.

Tat ca cac thong tin gian lan nay, nhan vién thu ng can phai l1ap bién ban ghi
ré noi dung gian 1an, ly do, ngudi huéng dan cung cdp thong tin gian lan,

muc dich gian lan.

LLLLI Illlr

|

Hinh anh & dia chi bén anh cung cap
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Khi tui em di thuc dia
Noi do c6 gid, ¢ cd, cd nang & c6 |Gi ndi
ddi cta anh!!
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0 ] PAC PIEM KHACH HANG THEO VUNG MIEN

Tuy theo vung mién khach hang tai TFSVN ciing c6 nhirng dac diém vé tinh
cach khac nhau khi lam viéc vé khoan no

Nguwe&i mién Bac: thich sy hao nhoang bén ngoai. Vi
tai sdn bao dam la xe 6 t6, mot khi ho mua dugc xe
(bat ké bang hinh thdc nao) ho cling sé c6 gang gil
duogc tai sdn d6. Vi ho sg rang bi bén cho vay thu xe
hodc khéng con xe sé lam mat bi sy hao nhoang ban
dau va sg bi don théi 1a ng nhu chia Chém mdai phai
ban xe.

Ngudi mién Bac ngugc lai rat gidi kiém tién, gir tién va
tiéu tién. Do vay, néu bén thu ng thudng xuyén lién  Tién anh kiém dugc, em kién
lac, gay strc ép thi rat cé kha nang 16n sé thu dugc tién. nhan doi, vui vui anh tra!
dong nén hoat dong thu ng & day it nhiéu cé sy kho

khan néu bén cho vay thu ng déng dung quy dinh é

phap luat. Thuc tién hoat déng thu ng tai TFSVN cho  Minh thi Iy luan di em,
thdy, khach hang mién trung thuong rat gidi ly luan, it  anh thdng em xéa ng,

Nguwd&i mién Trung: tinh cach tiét kiém hai thai qua, vi
ho gilr tién cho nhirng céng viéc I6n nhu xay dung nha
clra do dac thu & day thudng xuyén c6 thién tai, bdo
lut. Nhiéu trudng hop tai san bao dam & day thuong bi
|G nham chim gay hu héng, lam giam gia tri tai san gay
khé khan cho viéc thu h6i khoan no.

Nguogc lai, ngudi mién Trung rat coi trong tinh cong

khi gitr 16i hra va khodn ng thudng kho doi. anh thua em ng tiép

Newsi mis o T - //‘m
gudi mién Nam: Tinh cach ngudi mién nam vo tu, it (1~ &Y

lo nght xa, c6 bao nhiéu tiéu bdy nhiéu. B6i vdi tinh U

cach clla ngudi mién Nam cé thé gay nhiéu khoé khan o’

cho hoat déng thu ng bdi tinh cach "tiéu nay mai lam". \/\/

Tuy nhién, ngudi mién nam rat hao phdéng. Do vay, \ /

ngudi thu ng can phai ndm bat dugc cac dac diém tinh Mau héng nam tinh,
cach nay dé xac dinh dugc thoi diém khach ng c¢6  namtinh sé uy tin, co

luong, c6 tién dé tién hanh thu nham dat hiéu qua cao |u’o’ngan>htré, em nhé
nhat tranh thu doi, hé hé...
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0 2 MOT SO HINH ANH, CAU NOI HAY VE THU NO

"H&i thé gian vay ng la chi
Ma doi lGa thé nguyén sé tra"

"Khong cho vay mat ban
Cho vay mat ca ban va tién"

a»

Ngudi cho vay

Ngudi vay

L- / "Thé ma nay da dén han hay chua?

Khong nghe thong tin ban nhac

Plung tim anh nita, anh clia ngay xua

trén roill
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ban ng minh ma finh ‘bat laf la sac?

nhd ¢ dau."
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