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Chuong 1. Tong quan nghé ngan hang — Chapter 1. Banking at a glance

Sau chwong nay ban lam dwgc — What you will be able to do
« Phan biét ngan hang thuong mai v&i cong ty tai chinh, quy tin dung nhan déan va to
chtrc tai chinh vi mo bang dinh nghia ctia Luat Cac to chirc tin dung.
Tell a commercial bank from a finance company, a people's credit fund and a microfinance
institution using the definitions in the Law on Credit Institutions.

« Chi ra ai trong chi nhanh 1am budc ndo ctiia mot hd so vay va goi diung ngudoi khi hd so
vuong.
Say who in a branch handles each step of a loan file and call the right person when a file gets
stuck.

« Tinh ty 1¢ du no trén huy dong va bién 13i thuan ciia mot chi nhanh tir bang s6 lidu.
Work out the loan-to-deposit ratio and the net interest margin of a branch from its figures.

« Lap ké hoach tuan theo nhip nim ctia chi nhanh, tir chién dich huy dong cudi nam dén
chét ndm 31/12.
Plan your week around the branch's annual rhythm, from the year-end deposit drive to the 31
December close.

« Néu cac hanh vi bj cdm vé bao mét thong tin khach hang va ban bao hiém kém san
pham ngan hang, kém sé Diéu.
Name the banned acts on customer confidentiality and on tying insurance to banking
products, with the Article numbers.

1.1. Ngan hang thwong mai lam gi — What a commercial bank does

Luat Cac t6 chirc tin dung s6 32/2024/QH15 (vin ban hop nhat 143/2026, ¢ hiéu lyc tir
01/07/2024) dinh nghia hoat dong ngan hang & Diéu 4 khoan 17: viéc kinh doanh, cung
mg thudng xuyén mot hoic mot sd nghiép vu gém nhan tién gui, cip tin dung va cung
ung dich vu thanh toan qua tai khoan. Ngan hang thuong mai 1a loai hinh ngan hang dugc
thuc hién tat ca hoat dong ngan hang va hoat dong kinh doanh khac theo Luat nham muc
tiéu loi nhuan (Piéu 4 khoan 23).

The Law on Credit Institutions No. 32/2024/QH]15 (consolidated text 143/2026, in force from I
July 2024) defines banking activity in Article 4, clause 17: the regular business or supply of one
or more of three operations, namely taking deposits, granting credit and providing payment
services through accounts. A commercial bank is the type of bank that may carry out every
banking activity and other business allowed by the Law, for profit (Article 4, clause 23).
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Nghiép vu

Operation

N¢i dung

What it means

Khach dua tién vao ngan hang;
ngan hang hoan tra goc va lai theo

O chi nhanh Hai
Phong

At the Hdi Phong
branch

Huy dong 3.150 ty

Nhan tién giri thoa thuan. dong Muc 4.4
Taking deposits Customers place money with the bank, = Deposits of VND 3,150  Section 4.4

which repays principal and interest as | billion

agreed.

Thoa thuan dé td chirc, c4 nhan sit

dung hodc dugc cam két cho st

. dung mot khoan ti.é‘n theo nguyén no 2,520 ty ddng Muyc 4.7 dén
Cap tin dung tac ¢6 hoan tra (Dicu 4 khoan 4). . 4.11
Granting credit An agreement under which a person Loans outstanding of Sections 4.7 to
VND 2,520 billion

or organisation uses, or is committed 4.11

the use of, a sum of money on a

repayable basis (Article 4, clause 4).

Khéch ding tai khoan dé chuyén
Dich vy thanh todn  tién, nhan tién, tra luong, thanh 18.400 khach c6 quan  Muc 4.3 va
qua tai khoan toan hoa don. hé vai chi nhanh 4.5
Payment services Customers use accounts to send and 18,400 customers deal  Sections 4.3
through accounts receive money, pay salaries and settle ~ with the branch and 4.5

bills.

Cac hinh thire cfip tin dung — Forms of credit

Diu 4 khoan 4 liét ké cho vay, chiét khau, cho thué tai chinh, bao thanh toén, bao lanh
ngan hang, thu tin dung va cac nghiép vu cap tin dung khac. RM ciia chi nhanh lam nhiéu
nhat hai nghiép vu du cta bang sau, thinh thoang bao lanh cho khach doanh nghiép.
Article 4, clause 4 lists lending, discounting, finance leasing, factoring, bank guarantees, letters

of credit and other credit operations. A branch RM handles the first two rows of the next table
most of the time, and bank guarantees now and then for business customers.

Hinh thirc

Khoan

Clause

Dinh nghia cia Luat

Form The Law's definition

Bén cho vay giao hodc cam két giao cho khach mét khoan tién

Cho va dung vao muc dich xac dinh, trong thoi gian nhét dinh, ¢6 hoan tra

vay dir gbe va 13, 7
Lending . ,
The lender hands over, or commits to hand over, a sum for a stated
purpose and period, to be repaid in full with interest.
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Hinh thure Dinh nghia cia Luat

Form The Law's definition

Mua ¢6 ky han hodc mua c6 bao luu quyén truy doi cong cu
chuyén nhuong, gidy to co gia ciia bén thy hudng trude khi dén
han thanh toan. 6

Buying negotiable instruments or valuable papers from the beneficiary

Chiét khau

Discounting
before they fall due, for a term or with recourse.

Mua lai khoan phai thu ctia bén ban hodc mg trude tién thanh toan
Bao thanh toan thay cho bén mua theo hop ddng mua ban hang hoéa, dich vu.

1
Factoring Buying the seller's receivables, or advancing payment on the buyer's
behalf, under a contract for goods or services.
Ngéan hang cam két v6i bén nhan bao lanh s& thue hién nghia vy tai
Béo lanh ngan chinh thay khach; khach phai nhan ng bat budc va hoan tra cho
hang ngan hang. 2

Bank guarantee The bank undertakes to the beneficiary to meet the customer's financial

obligation if the customer fails to, the customer must repay the bank.

VI DU/ EXAMPLE — Cubi nam 2025, Chi nhanh Hai Phong ctia Ngan hang Minh Phong c6
3.150 ty ddng huy dong va 2.520 ty ddng du ng. Du no chiém 80,0% huy dong (2.520 +
3.150). Ctt 100 dong huy dong, chi nhanh c6 80 dong du no. Toan Ngan hang Minh Phong, ty
1€ nay la 81,4%.

At the end of 2025, the Hai Phong branch of Minh Phong Bank held VND 3,150 billion of deposits
and VND 2,520 billion of loans outstanding. Loans were 80.0% of deposits (2,520 + 3,150). For every
VND 100 of deposits, the branch has VND 80 of loans outstanding. For the whole of Minh Phong
Bank the ratio is 81.4%.

GHINHO / KEY POINT — Diéu 15 khoan 2 cim t6 chirc, c4 nhan khong phai t chirc tin
dung hodc chi nhanh ngan hang nudc ngoai thuc hi¢n hoat dong ngan hang, trir giao dich ky
quy va giao dich mua ban lai chiing khoén cua cong ty chiing khoan. Nguoi thuong xuyén
nhan tién giri hodc cho vay c6 13i ma khong co Gidy phép 1a d6i tuong bi cam, khong phai dbi
thu canh tranh.

Article 15, clause 2 bans any person or organisation that is not a credit institution or a foreign bank
branch from carrying out banking activity, except margin transactions and repurchase transactions in
securities by securities companies. Someone who takes deposits or lends for interest on a regular

basis without a licence is acting unlawfully, not competing.

1.2. Hé thong to chirc tin dung Viét Nam — The system of credit institutions in Viét
Nam

Diéu 4 khoan 38 chia to chirc tin dung thanh bon nhém: ngan hang, to chirc tin dung phi
ngan hang, t6 chirc tai chinh vi md va quy tin dung nhan dan. Khoan 21 chia ngan hang
thanh ngan hang thuong mai, ngan hang chinh séch va ngan hang hop tac xa. Khoan 41
chia t6 chire tin dung phi ngén hang thanh cong ty tai chinh tong hop va cong ty tai chinh
chuyén nganh, va cho phép ho thuc hi¢n mét hoac mat s6 hoat dong ngan hang, trtr nhan
tién giri ctia ca nhan va cung ung dich vu thanh toan qua tai khoan ctia khach hang.
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Article 4, clause 38 splits credit institutions into four groups: banks, non-bank credit institutions,
microfinance institutions and people's credit funds. Clause 21 splits banks into commercial
banks, policy banks and co-operative banks. Clause 41 splits non-bank credit institutions into
general finance companies and specialised finance companies, and lets them carry out one or
more banking activities except taking deposits from individuals and providing payment services

through customers' accounts.

Loai hinh

Type

Ngan hang thuong
mai
Commercial bank

Pic diém theo Luat
Features under the Law

Thuc hién tat ca hoat dong ngan hang va hoat dong kinh
doanh khéc theo Luat, vi lgi nhuén. Ngan hang lién
doanh va ngan hang 100% vén nude ngoai 1a loai hinh
ngan hang thuong mai.

May carry out every banking activity and other business under
the Law, for profit. Joint-venture banks and wholly foreign-
owned banks are commercial banks.

Do Thu tuéng Chinh phu thanh 1ap, hoat dong khong vi

Can cwr
Basis

Diéu 4 khoéan
23, 40
Art. 4, cl. 23, 40

Ngan hang chinh muc tiéu loi nhuén, thuc hién chinh sach kinh t& — x3 hoi Pidu 16 khoan 1
sach cua Nha nudce. . Art. 16, ¢l. 1
Policy bank Set up by the Prime Minister, not for profit, to carry out the

State's socio-economic policies.

Ngan hang cia tat ca quy tin dung nhan dan; lién két hé
Ngan hang hop tic ~ thdng, hd tro tai chinh va didu hoa vén trong hé thong Didu 4 khodn 22
xa quy tin dung nhan dan. At 4 el 22
Co-operative bank The bank of all people's credit funds, links the system, gives T

financial support and balances funds within it.

T4 chire tin dung phi ngan hang. Cong ty tai chinh

chuyén nganh c6 hoat dong chinh la bao thanh toan, tin Didu 4 khodn
iy iy 6 it dung tiéu dung hodc cho thué tai chinh; cong ty tai chinh 12,13, 41

Finance company

tong hop hoat dong theo Muc 3 Chuong V.

A non-bank credit institution. A specialised finance company
mainly does factoring, consumer credit or finance leasing; a
general finance company operates under Section 3, Chapter V.

Art. 4, cl. 12, 13,
41

Cong ty cho thué Hoat dong chinh la cho thué tai chinh; theo Luat 2024
tai chinh thudc loai cong ty tai chinh chuyén nganh. bicu 4 khoan 12
Finance leasing Its main activity is finance leasing; under the 2024 Law itisa  Art. 4, cl. 12
company type of specialised finance company.
Do phap nhan, ca nhan, hd gia dinh ty nguyén lap dudi

Qi i g s h1nAh th}rc hop tac x\a, ‘cliluiyeu de tuong tro phat trién san . 7
dan xuat, kinh doanh va doi song. Dicu 4 khodn 30

; ities, indivi Art. 4, cl. 30
e Founded voluntarily by legal entities, individuals and
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Loai hinh Pic diém theo Luat

Type Features under the Law

Chu yéu thuc hién mot hodc mot sd hoat dong ngan hang
T6 chirc tai chinh @ dap ung nhu cu cta ca nhan, ho gia dinh thu nhap

vi mo thip va doanh nghiép siéu nho. Diéu 4 khoan 37
Microfinance Mainly carries out one or more banking activities to meet the Art. 4, cl. 37
institution needs of low-income individuals and households and micro

enterprises.

T4 chirc kinh té khong c6 tu cach phap nhén, 1a don vi
phu thugc ctiia ngan hang nude ngoai, dugc ngan hang do

Chi nhanh ngan ) 2 E N p

. , 8 .. bao dam chiu trach nhiém vé moi nghia vy, cam két cua - ,
hang nudc ngoai hinhinh tai Vet N Diéu 4 khoan 5
Foreign bank chinha .2_11 1€ ) am' ) ) Art. 4, ¢cl. 5
branch An economic organisation without legal personality,

dependent on its foreign bank, which stands behind every
obligation and commitment of the branch in Viét Nam.

Véi nguoi lam quan hé khach hang, khac biét thuc té ndm & hai chd. Cong ty tai chinh
khong nhan tién giri cua c4 nhan va khong mé tai khoan thanh toan cho khach, nén khach
gui tiét kiém hodc nhan luong phai dén ngan hang. Quy tin dung nhan dan va t6 chirc tai
chinh vi mé phuc vu nhém khach hep hon, nén chuyén vién chuyén tir ngan hang thuong
mai sang d6 phai lam quen v6i quy mo va tap khach khac.

For a relationship manager the practical differences are two. A finance company cannot take
deposits from individuals or open payment accounts for customers, so savers and salary earners
go to a bank. People's credit funds and microfinance institutions serve narrower customer

groups, so an officer moving from a commercial bank to one of them must adapt to a different
scale and customer base.

Vai tro cia Ngan hang Nha nwéc — The role of the State Bank of Vietnam

Theo Luat Ngan hang Nha nudc (vin ban hop nhéat 141/2026) Diéu 2 khoan 1 va 3, Ngan
hang Nha nudc la co quan ngang b ciia Chinh phu, 1a Ngan hang trung wong, thuc hién
quan ly nha nudc vé tién té, hoat dong ngan hang va ngoai héi. Piéu 4 khoan 1 dit muc
tiéu: 6n dinh gia tri dong tién, bao dam an toan hoat dong ngan hang va hé thong to chuc
tin dung, bao dam an toan cua hé thong thanh toan qudc gia.

Under the Law on the State Bank of Vietnam (consolidated text 141/2026), Article 2, clauses 1
and 3, the State Bank is a ministerial-level agency of the Government and the central bank,
exercising State management of money, banking and foreign exchange. Article 4, clause [ sets its

aims: a stable currency, safe banking operations and a safe system of credit institutions, and a
safe national payment system.
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Viéc ctia Ngan hang Nha nwéc Nguwoi ¢ chi nhanh gap né khi nao

What the State Bank does When branch staff meet it

Cép Gidy phép cho t6 chirc tin dung; thuc hién
hoat dong ngoai Gidy phép bi cAm (Luat
TCTD Piéu 15 khoan 1)

Issues licences, activity outside the licence is
banned (Law on Credit Institutions, Art. 15, cl. 1)

Mbi san pham chi nhanh ban phai nim trong
pham vi Gidy phép cua ngan hang.

Every product the branch sells must fall within the
bank's licence.

Ban hanh thong tu vé cho vay, phan loai ng, Quy trinh ndi bd cua ngan hang dya trén cac
thé, tién gui, an toan tryc tuyén, ty 1¢ an toan thong tu nay; chuong 6 gom danh séch.
Issues circulars on lending, debt classification, The bank's internal procedures rest on these

cards, deposits, online safety and prudential ratios  circulars, Chapter 6 gathers the list.

Dit ty 16 an toan von tdi thiéu 8% hoic cao

hon theo Théng déc (Luat TCTD Diéu 138 Hoi s dung ty 18 nay dé chia han mtc ting
khoan 1) trudng du ng cho chi nhanh.

Sets a minimum capital adequacy ratio of 8% or Head office uses it to set loan-growth limits for
higher as the Governor decides (Law on Credit branches.

Institutions, Art. 138, cl. 1)

Can thiép som: ap dung bién phéap han ché va

yéu cau phuong an khic phuc (Luat TCTD Chi nhanh chiju thanh tra, giam sat; hd so phai
Diéu 4 khoan 3) san sang.

Early intervention: applies restrictions and The branch is open to inspection and supervision, so
requires a remedial plan (Law on Credit files must always be ready.

Institutions, Art. 4, cl. 3)

LOI HAY GAP / COMMON MISTAKE — Giéi thiéu v6i khach mot cong ty tai chinh nhu
noi giri tiét kiém. Khoan 41 Diéu 4 loai hoat dong nhén tién giri ctia ca nhan ra khoi to chirc
tin dung phi ngan hang. Khach bi huéng téi san pham khong phai tién giri, va nguoi tu vin
chiu trach nhiém vé 10i gidi thiéu.

Presenting a finance company to a customer as a place to save. Article 4, clause 41 removes deposit-
taking from individuals from non-bank credit institutions. The customer is steered towards a product
that is not a deposit, and the adviser answers for what was said.

1.3. Ciu tric mot ngan hang thwong mai — How a commercial bank is organised

Céac ngan hang thudng chia cong viéc thanh ba khdi theo thong 1&: khdi kinh doanh ban
san pham va gitr khach (front office), khdi quan 1y rai ro va phé duyét kiém soat viéc cp
tin dung (middle office), khéi van hanh va hd trg xtr Iy giao dich, hop dong, hé thong
(back office). Tén goi va cach chia khac nhau gitra cac ngan hang; luat khong quy dinh ba
khéi nay.

Banks usually divide work into three blocks by custom: the business block sells products and
keeps customers (front office), risk management and approval control the granting of credit
(middle office), and operations and support process transactions, contracts and systems (back
office). Names and divisions differ between banks, the Law does not prescribe these three blocks.
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Khéi
Block

Lam gi

What it does Typical positions

Vi tri dién hinh

RM gap khi
The RM meets them
when

Gi61 thiéu khach, nhan
khach chuyén sang

Tim khach, tu van, ban san Giao dich vién, RM
Kinh doanh pham, gitr quan hé. c4 nhan, RM doanh
(front) Finds customers, advises, sells nghiép

Business (front) | products and keeps

relationships. business RM
Tham dinh doc lap, dat han
mure riii ro, xép hang, phé Tham dinh tin dung,

Rui ro va phé . :
b duyé¢t theo tham quyén, theo

Teller, personal RM,

quan ly rdi ro, tuan

Referring customers and
receiving referrals

Trinh to trinh, tra 101

duyét (middle) =~ 07 ) cau hoi tham dinh
. ddi no xau. thu . .
Risk and ) ) ) ) ) Submitting credit memos
Independent appraisal, risk Credit appraisal, risk . .
approval o i C and answering appraisal
. limits, ratings, approval within management, .
(middle) ) o : questions
authority and monitoring of bad ~ compliance
debt.
Kiém hd so, soan hop df)ng, Chuyén b6 hd so dé
Vanhanh va hd  giai ngan, hach toan, lmuhd ~ HO tro tin dung, ké lam hop dong va giai
trg (back) 50, van hanh hé théng. toan, cong nghé ngan
Operations and Chectks files, drafts contracts, Credit support, Handing over a file for

support (back) disburses, books entries, stores

files and runs systems.

Vai tro
Role

Cép to chirc

Level

Dit chién lugc, san phém, chinh sach; thim
dinh va phé duyét khoan vuot thim quyén
chi nhanh; nguon von, quan 1y riii ro, cong

H61 SO A g R , At 1A
Head office nghé¢, kiém toan ndi bg.

' Sets strategy, products and policy; appraises and
approves loans above branch authority; runs
funding, risk, technology and internal audit.
Ban san phérn, gitr khach, van hanh tai dia

Chi nhanh ban theo phan cdp tham quyén cta hoi so.
Branch Sells products, keeps customers and operates
locally within the authority head office delegates.
Giao dich véi khach ca nhan va doanh
nghiép nho gan noi khach &, chuyén ho so
Phong giao dich  16n vé chi nhéanh.

Transaction office Serves individuals and small businesses near
where they live and passes larger files to the

branch.

accounting, technology

contracts and
disbursement

O Ngén hang Minh Phong

At Minh Phong Bank

Diéu hanh 95 chi nhanh va
210 phong giao dich

Runs 95 branches and 210
transaction offices

Chi nhanh Hai Phong: 62
nhan su
Hai Phong branch: 62 staff

Chi nhanh Hai Phong c6 2
phong giao dich
The Hai Phong branch has 2
transaction offices
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GHI NHO / KEY POINT — Tham dinh nam & khdi khac voi RM dé ngudi dé xuit cho vay
va ngudi xem xét dé xuat khong 1a mot. RM khong coi cau hoi tham dinh 14 can trd; mdi cau
hoi chi ra chd ho so con thiéu.
Appraisal sits in a different block from the RM so that the person proposing a loan and the person
reviewing the proposal are not the same. An RM should not treat appraisal questions as obstruction;
each one points to a gap in the file.

1.4. Cac vi tri trong ngan hang — Positions inside a bank

Mudi vi tri trong bang phii gan hét ngudi lam viéc quanh ban RM. Tén chirc danh d6i

theo ngan hang, viéc chinh thi gitt nguyén.

The ten positions in the table cover nearly everyone who works around an RM's desk. Job titles
change from bank to bank; the main duties stay the same.

Vi tri

Position

Giao dich vién
Teller

RM cé nhan
Personal RM

RM doanh
nghiép
Business RM

Viéc chinh

Main duties

Nhan va chi tién, mé tai
khoan theo ho so, chuyén

tién, nhap giao dich, doi chiéu

gidy to.

Takes and pays out cash, opens

accounts from documents,
transfers money, enters
transactions, checks IDs.

Tim khach, tu van tién gui,

thé, vay mua nha va tiéu
dung, 1ap ho so vay.
Finds customers, advises on

deposits, cards, mortgages and

consumer loans, builds loan

files.

Piu ra
Output

Giao dich dung, quy
khop, chimg tir luu
du

Correct transactions, a
tallied till, complete
vouchers

H6 so du, sé du huy
dong, du ng, phi
Complete files, deposit
balances, loans, fees

Phuc vu doanh nghiép nhd va

vura: han mtrc von luu dong,
vay trung han, tai khoan, tra

luong.
Serves small and medium

enterprises. working capital
facilities, medium-term loans,

accounts, payroll.

T trinh tin dung,
hop ddng, theo doi
sau vay

Credit memo, contract,
post-disbursement
monitoring

Yéu cau
Requirements

Chinh x4c, nhin biét
gidy to gia, giao tiép
ngin gon

Accuracy, spotting forged
documents, brief
communication

Tinh 13i, ban hang, hiéu
quy dinh

Interest maths, selling,
knowing the rules

Poc bao cao tai chinh,
hiéu tai san bao dam
Reading financial
statements, understanding
collateral
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Vi tri

Position

Tham dinh va
phé duyét tin
dung

Credit appraisal
and approval

H5 tro tin dung
Credit support

Quan ly rui ro
Risk
management

Ngudn von va
kinh doanh
tién &
Treasury and
money-market
trading

Thé va ngan
hang sO

Cards and
digital banking

Kiém soat va
kiém toan noi
bd

Control and
internal audit

Viéc chinh
Main duties

Xem to trinh doc lap, kiém sd
li¢u, néu rui ro, phé duyét
hodc trinh cép trén.

Reviews the memo
independently, checks figures,

flags risks, approves or

escalates.

Kiém hd so, soan hop déng,
kiém diéu kién giai ngan, giai
ngan, quan ly tai san bao
dam.

Checks files, drafis contracts,
checks drawdown conditions,
disburses, safeguards collateral.

bait han mirc, Xép hang
khach, giam sat danh muc,
phan loai no, trich 1ap du
phong.

Sets limits, rates customers,
monitors the portfolio, classifies
debt, books provisions.

Can d6i von va thanh khoan,
dat gia diéu chuyén von noi
bd, mua ban ngoai té va giéy
to co gia.

Balances funding and liquidity,
sets internal transfer prices,
trades foreign exchange and
valuable papers.

Thiét ké san pham thé, ing
dung, thanh toan truc tuyén,
xur ly gian 1an.

Designs card products, apps and
online payments, handles fraud.

Kiém tra viéc tudn thu quy
trinh; kiém toan ndi bd soat
ddc lap va bao cao lanh dao.
Checks that procedures are

followed; internal audit reviews

independently and reports to
management.

Piu ra
Output

B4o c4o tham dinh,
quyét dinh cap tin
dung

Appraisal report, credit
decision

B9 ho so du, 1énh giai
ngan ding

A complete file, a
correct disbursement
order

Bao cdo rui ro, dé
xuét han muc
Risk reports, limit
proposals

Gia diéu chuyén vén,
trang thai thanh
khoéan

Transfer prices,
liquidity position

San phém, s6 theé,
nguoi dung tng dung
Products, card
numbers, app users

Béo céo phat hién va
khuyén nghi
Findings and
recommendations

Yéu cau
Requirements

Phan tich tai chinh va
phap ly, gitt doc lap
Financial and legal
analysis, independence

Ti mi, biét phap 1y hop
ddng va bao dam
Detail, knowledge of
contract and security law

Thong ké, mo hinh,
kién thirc tin dung
Statistics, models, credit
knowledge

Hiéu thi truong tién té,
tinh toan nhanh
Money-market knowledge,
quick arithmetic

Hiéu san pham va cong
ngh¢, an toan giao dich
Product and technology
sense, transaction
security

Doc lap, k¥ nang kiém
toan
Independence, audit skills
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Vi tri Viéc chinh Pau ra Yéu cau

Position Main duties Output Requirements

Van hanh hé théng 161, mang,
an toan thong tin, hoat dong

lién tuc (Luat TCTD Diéu Heé thdng chay 6n Ky thuat, phan Gmg
Cong nghé 14). dinh, dir liéu an toan  nhanh khi su ¢
Technology Runs the core system, networks, ~ Stable systems, safe Technical skill, quick

information security and data response to incidents

business continuity (Law on
Credit Institutions, Art. 14).

VI DU/ EXAMPLE — Hb so vay von luu dong cua Cong ty TNHH Co khi Pai Hop Phat di
qua nim nguoi. Anh Quan (RM) lap ho so va to trinh; chi Ha (hd tro tin dung) kiém gidy to,
bao dam; anh Khoi (thim dinh hoi so) kiém s lidu va néu y kién; cip c6 tham quyén phé
duyét; chi Ha soan hop dong va giai ngén; chi Mai (giao dich vién) hach toan chuyén khoan
cho khach khi giai ngan qua tai khoan. Khi hd so vuéng & khau nao, RM goi dung ngudi &
khau do6, khong goi chi Thao trude.

The working-capital loan file of Cong ty TNHH Co khi Pai Hop Phat passes through five people. Anh
Quan (RM) builds the file and the credit memo, chi Ha (credit support) checks documents and
security; anh Khoi (head-office appraisal) checks the figures and gives an opinion; the authorised
approver decides; chi Ha drafts the contract and disburses, chi Mai (teller) books the transfer to the
customer's account at drawdown. When the file stalls at one step, the RM calls the person at that step,
not chi Thao first.

LOI HAY GAP / COMMON MISTAKE — Nép hé so cho h tro tin dung khi con thiéu
giéy t&, dinh bd sung sau. Ho tro tin dung kiém theo danh muc, tra ho so lai, va ca hai bén
mat mot vong.

Handing a file to credit support with documents missing, meaning to add them later. Credit support
checks against a list and sends the file back, so both sides lose a round.

1.5. Tir chuyén vién méi dén giam doc chi nhanh — From new officer to branch
director

Luat Céc t6 chuc tin dung dit tiéu chuan riéng cho ngudi quan 1y, ngudi diéu hanh &
Diéu 41 va nhiing trudng hop khong duge dam nhiém chic vu ¢ Diéu 42 (khoan 1 néu
thanh vién Hoi dong quan tri, Ban kiém soat, Tong giam doc, Phé Tong giam ddc).
Chuong 9 trinh bay chi tiét. Béang sau chi mo6 ta viéc va sai sot ¢ tirng bac dé ban biét
ngudi ngdi trén minh dang lo gi.

The Law on Credit Institutions sets separate standards for managers and executives in Article 41
and bars certain people from office in Article 42 (clause 1 names members of the Board of
Directors, the Supervisory Board, the General Director and Deputy General Directors). Chapter

9 gives the detail. The table describes the work and the usual slips at each level so you know
what the person above you worries about.
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Nhiém vu chinh

Main duties

Sai sét hay gap
Usual slips

Chuyén vién (nam
dau)
Officer (first year)

Chuyén vién cao
cap
Senior officer

Trudéng nhom
Team leader

Pho trudng phong,
trudng phong
Deputy head, head
of department

Giam dbc phong
giao dich
Transaction office
manager

Pho giam dbc,
giam dbc chi
nhanh

Deputy director,
branch director

Lam theo quy trinh: gap khach, lap hd
s0, nhap s6 liéu, viét to trinh dudi su
keém cap cua RM ky cuu.

Follows procedure: meets customers,
builds files, enters data and writes memos
under a senior RM.

Tu phu trach danh muc khach, xt Iy
hd so phire tap, kém nguoi moi.
Runs a customer portfolio, handles
complex files and coaches newcomers.

Chia chi tiéu cho nhom, soat hd so
trude khi trinh, theo doi ng qua han
cuia nhom.

Splits targets within the team, reviews

files before submission and tracks the

team's overdue debt.

Chiu chi tiéu ca phong, phan cong,
phé duyét trong tham quyén, lam viéc
v&i hoi so.

Owns the whole department's targets,

assigns work, approves within authority
and deals with head office.

Piéu hanh mot phong giao dich nho,
vira ban vira kiém soat.

Runs a small transaction office, selling
and controlling at once.

Chju trach nhiém két qua kinh doanh,
an toan hoat dong va tuan thu cua ca
chi nhanh.

Answers for the branch's results, safety of
operations and compliance.

Tin s6 liéu khach khai ma khong
ddi chiéu chung tur; ndp hd so thiéu
gidy to.

Trusts figures the customer states
without checking documents, submits

files with documents missing.

Giir khach quen ma bo ra soét lai ho
so cll.

Keeps familiar customers and skips re-
reviewing old files.

Ky vao s6 liéu cAp dudi lam ma
khong soat.
Signs off on figures prepared by

Juniors without checking.

Chay chi tiéu cudi thang bang cach
néi tiéu chuan ho so.
Chases month-end targets by loosening

file standards.

Mot ngudi vira dé xuét vira duyét
trong cting ho so.

One person both proposes and
approves in the same file.

bé du ng don vao vai khach, vuot
gidi han cap tin dung cia Dicu 136.
Lets loans concentrate on a few

customers, breaching the credit limits
in Article 136.

LOI HAY GAP / COMMON MISTAKE — Coi vi tri chuyén vién nim dau la chd cho 1én
chirc. H) so va s6 liéu ban 1am trong nam dau 1a thir truéng nhom sau nay phai ky; théi quen
@i chiéu chtng tir hinh thanh tir luc nay.
Treating the first-year officer role as a waiting room for promotion. The files and figures you prepare
in year one are what a team leader later has to sign; the habit of checking documents starts now.
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1.6. Chi nhanh Hai Phong va hd so Ngan hang Minh Phong — The Hii Phong
branch and the Minh Phong Bank profile

Ngéan hang Thuong mai c¢6 phdn Minh Phong (tén ty dit) c6 chi nhanh tai S6 25 duong
T6 Hiéu, phuong Lé Chan, thanh phd Hai Phong. Pham Gia Huy vao lam chuyén vién
quan h¢ khach hang & Phong Khéach hang cd nhan va doanh nghi¢p nhd va vura tu
01/10/2026. Moi s6 vé ngan hang va khach hang trong sach 1a s6 minh hoa. Pon vi tién &
bang sau 1a ty dong; nam sé liéu 1a 2025.

Minh Phong Joint Stock Commercial Bank (an invented name) has a branch at S6 25 dwong Té
Hiéu, phieong Lé Chdn, thanh phé Hai Phong. Pham Gia Huy joined as a relationship manager
in the Personal and SME Banking Department on 1 October 2026. All figures about the bank
and its customers in this book are illustrative. Money in the next table is in VND billion, the data
year is 2025.

Chi tiéu Ngan hang Minh Phong | Chi nhanh Hai Phong
Indicator Minh Phong Bank Hai Phong branch

Tdng tai san (ty dong)

Total assets (VND billion) 285.000 -

Tai san sinh 161 binh quan (ty déng)

Average interest-earning assets (VND 262.000 3.300
billion)

Huy dong (ty dong)

Deposits (VND billion) 215.000 3.150
Du ng (ty dong)

Loans outstanding (VND billion) 175.000 2.520
Du ng + huy dong 81.4% $0.0%
Loans =+ deposits > s
Thu nhap 1ai (ty dong)

Interest income (VND billion) 21.000 225,0
Chi phi 13i (ty dong)

Interest expense (VND billion) 12.616 126,5
Thu nhap 13i thuan (ty dong)

Net interest income (VND billion) 8.384 98,5
Bién 13i thuan NIM . )
Net interest margin (NIM) 3,2% 2,98%
Chi phi du phong (ty dong) 1900 )
Provision expense (VND billion) ’

No xau ,

Bad debt ratio 2,1% -

So6 khéach hang 1.250.000 19,400
Customers
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Chi tiéu Ngan hang Minh Phong | Chi nhanh Hai Phong
Indicator Minh Phong Bank Hai Phong branch
Nhan sy
j 2 2
Staff 6.200 6
Chi nhanh; phong giao dich 95: 210 12

Branches; transaction offices

Vi DU/ EXAMPLE — Chi nhanh Hai Phong thu 14i 225,0 ty dong va tra 13i 126,5 ty dong,
nén thu nhap lai thuan 1a 225,0 — 126,5 = 98,5 ty déng. Chia cho tai san sinh 161 binh quan
3.300 ty ddng duge NIM 2,98%, thdp hon mirc 3,2% cua toan ngan hang 0,22 diém phan
tram. Chuong 3 giai thich NIM k¥ hon; & day chi can biét con sb nay 1a thudc do ma hoi so
dung dé so sanh cac chi nhanh.

The Hai Phong branch earns VND 225.0 billion in interest and pays VND 126.5 billion, so net interest
income is 225.0 — 126.5 = VND 98.5 billion. Divided by average interest-earning assets of VND
3,300 billion, that gives an NIM of 2.98%, which is 0.22 percentage points lower than the bank-wide
3.2%. Chapter 3 explains NIM in more detail; for now it is enough to know that head office uses this
figure to compare branches.

Gidm déc chi nhanh Hoi s
Ong Trin Quéc Binh Théim dinh, phé duyét, rii ro
Anh Khéi (thAm dinh)
Branch director Head office

to trinh 2 ¥ kién
N memo == opinion
diéu hanh - directs
( N

Phong Khich hang ci nhin va

Giao dich vién doanh nghiép nhé va vira H{ tro tin dung
Chi Mai Trwéng phong: chi Thio Chi Ha
RM: anh Quén, Gia Huy )
<> <>
Teller Credit support
Personal and SME banking department
-
chuyén khach, ho so = hop dong,
nhén giéi thi¢u gidi ngan
referrals . files 2 contracts
tu d g
Khach hang
18.400 khach
Customers: 18,400

Hinh 1.1. So d6 Chi nhanh Hai Phong va dudng di ctia hd so quanh RM.
Figure 1.1. The Hai Phong branch and the paths a file takes around the RM.
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RM lam viéc véi ai — Who the RM works with

Nguwoi
Who

Giao dich vién, chi
Mai
Teller, chi Mai

H5 tro tin dung, chi
Ha
Credit support, chi Ha

Tham dinh hoi s&, anh
Khoi

Head-office appraisal,
anh Khoi

Hoi so
Head office

Trudng phong, chi
Thao

Head of department, chi
Thao

RM gui di

What the RM sends

Khach muon m¢ tai khoan, gui
tiet kiém; d¢ nghi xac nhan so
du.

Customers who want an account or

a savings deposit; requests to
confirm balances.

Bo ho so vay du gidy to va to
trinh.

A loan file with every document,
and the credit memo.

To trinh tin dung va chung tur
kem.

The credit memo and supporting
documents.

Pé xuit vurot thim quyén chi
nhanh.

Proposals above the branch's
authority.

K& hoach tuan, ho so can y kién,

vuéng mac.
The weekly plan, files needing an
opinion, obstacles.

RM nhan lai
What the RM gets back

Khach méi tir quay chuyén 1én; giao
dich bat thudng thay trén tai khoan.
New customers from the counter, unusual
transactions seen on an account.

Danh muc gidy to con thiéu, hop
dong, 1énh giai ngan.

The list of missing documents, the
contract and the disbursement order.

Cau hdi tham dinh va y kién vé rui ro.
Appraisal questions and a view on the
risks.

Quyét dinh phé duyét, chinh sach va
biéu 13i sut mai.

Approval decisions, new policies and rate
schedules.

Chi tiéu, gop y to trinh, phan cong
khach.

Targets, comments on memos, customer
assignments.

LOI HAY GAP / COMMON MISTAKE — Goi thing giam ddc chi nhanh hozc hdi s& khi
hd so cham & khau tham dinh. Viéc d6 vuot cip, 1am mat 10ng ca tham dinh 14n truong
phong. Di theo tuyén: hoi anh Khéi cau hoi nao con mé, bao chi Thao, roi méi tinh téi cap

trén.

Phoning the branch director or head office when a file is slow at appraisal. That skips a level and

annoys both appraisal and your department head. Follow the line: ask anh Khoi which question is still

open, tell chi Thao, and only then consider going higher.

1.7. M6t ngay cua Gia Huy - A day in Gia Huy's life

Thir Tu 14/10/2026, tuan thi hai ciia Pham Gia Huy, ngay lién trudc chién dich huy dong
cubi nam. Gia Huy chua ty dimg to trinh; anh di theo anh Quan va hoc quy trinh. Gid

giéc 1a s6 tu dat.

Wednesday, 14 October 2026, Pham Gia Huy's second week and the day before the year-end
deposit drive. Gia Huy does not yet write credit memos on his own; he follows anh Quan and
learns the process. The times are invented.
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08:00

08:30

09:30

11:00

13:30

14:30

15:30

16:30

Viéc Lam véi ai

Task With whom

Hop giao ban phong 15 phut; chi Thao néu chi tiéu tuan va
viéc can xong trude chién dich.
A 15-minute department briefing, chi Thao sets out the week's

Chi Théo, ca phong
Chi Thao, the whole

) ) department
targets and what must be done before the drive.

Doc danh sach tién giri ddo han trong bay ngay t6i, danh ddu  Heé thong quan 1y khach

khach can goi. hang
Reads the list of deposits maturing in the next seven days and Customer management
marks customers to call. system

Cung anh Quan gap khach doanh nghi¢p Cong ty TNHH Co

khi Dai Hop Phat; hoi nhu cau von, mua vu, nguoi tra lwong.  Anh Quan, khach
Joins anh Quadn to meet Cong ty TNHH Co khi Dai Hop Phat; Anh Qudan, the customer
asks about funding needs, seasonality and payroll.

Viét bién ban cudc gip, nhap vao hé théng, ghi viéc cin theo Hé thong quan 1y khach
sau. hang

Writes up the meeting, enters it in the system and notes follow-up Customer management
actions. system

Goi cho khach co tién gui dao han; ghi két qua tirng cudc

g01. Khéach hang
Calls customers whose deposits are maturing and records the Customers
result of each call.

Soat bo ho so vay dang chuan bi véi danh muc gidy to ctua

hd tro tin dung. Chi Ha
Checks a loan file in preparation against credit support's Chi Ha
document list.

Ngbi bén quiy 30 phit xem cach dbi chiéu gidy to khi mo

tai khoan. Chi Mai
Sits at the counter for 30 minutes to see how documents are Chi Mai
checked when an account is opened.

Viét nhat ky ngay va ké hoach ngay mai, giri chi Thao. Chi Thao
Writes the day's log and tomorrow's plan and sends it to chi Thao. ~ Chi Thao

GHI NHO / KEY POINT — Mot ngay RM 1a cic 1at cong viéc nho chuyén lién tuc giira
khach, hd so va ddng nghiép. Ghi két qua ngay sau mdi cudc goi va cudc gip; dé dén cudi
ngay thi quén cam két da hira v6i khach.

An RM's day is made of small slices of work that move constantly between customers, files and

colleagues. Record the outcome straight after each call and meeting; wait until the evening and you
will forget what you promised the customer.

Tai liéu nay dugc bién soan boi ddi ngii ctia website: https://globalmarket.vin
Trang 20



S6 tay thyc hanh Ngan hang tir A dén Z / Practical Banking Handbook from A to Z

1.8. Nhip nam cua chi nhanh - The branch's annual rhythm

Chi nhanh 1am viéc theo chi tiéu ndm, chia ra thang. Mdi thang cé ky cht chi tiéu, mdi

quy ¢6 ky béo cdo, va cudi nam c6 hai viéc cung lac: chién dich huy dong va mua vay
von luu dong trude Tét. Bang sau 13 cac méc tir 01/10/2026 dén Tét cua chi nhanh trong
tinh hudng cua sach.

The branch works to annual targets split by month. Each month has a target close, each quarter
a reporting date, and year-end brings two things at once: the deposit drive and the working-
capital season before Tét. The table lists the milestones from 1 October 2026 to Tét in the book's

scenario.

Moc
Date

01/10/2026

15/10/2026

29/10/2026

12/11/2026

26/11/2026

24/12/2026

31/12/2026

Viéc

Event

Chi nhanh hoan tit bdo céo quy
111/2026.
The branch finishes its Q3 2026 report.

Bit dau chién dich huy dong cudi nam.
The year-end deposit drive starts.

Chdt chi tiéu thang 10; ra danh muc
khach vay von luu dong mua Tét.
October target close; review of working-
capital borrowers for the Tét season.

Bit du mua vay von luu dong chuén bj
Tét.
The pre-Tét working-capital season starts.

Chdt chi tiéu thang 11; bat dau thang
chét chi tiéu nam.

November target close, the year-end target
month begins.

Ra soat ng qué han truéc chdt nam.
Review of overdue debt before the year-end
close.

Chét nam.
Year-end close.

Anh huwéng téi RM
Effect on the RM

S lidu quy III d3 khoa; ky méi bét
dau.

03 figures are locked and a new period
starts.

Goi khach dao han va khach tra luong
qua tai khoan nhiéu hon.

More calls to customers with maturing
deposits and salary accounts.

Nop dii s6 lidu trude gio chdt; lap
danh sach khach co thé vay mua Tét.
Hand in figures before the cut-off; list
customers who may borrow for Tét.

HO6 so vay doanh nghiép ting; tham
dinh va ho trg tin dung ban hon.
More business loan files; appraisal and
credit support get busier.

MB&i chi tiéu con thiéu phai co ké
hoach bu trong thang 12.

Every shortfall needs a plan to make it up
in December.

Lién hé khach sép qua han, cap nhat
tinh trang tra ng.

Contact customers close to overdue and
update repayment status.

S6 du, du no, the, phi va bao hiém cua
nim khoa so.

Year-end balances, loans, cards, fees and
insurance are closed.
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Vige Anh huwéng téi RM

Event Effect on the RM

Khéch rat tién, guri tién lai, vay tra ng
Mung 1 Tét. trudc Tét.

06/02/2027 . 4 . .
First day of Tet. Customers withdraw, redeposit and repay

loans before Tét.

01/10 2910 26/11
béo cdo chét chét 3112

o . quy 11T thang 10 thang 11 chot nam
Chi tiéu, bio cio ® ® PY ®
Targets, reports
15/10

chién di(':h huy

doéng cudi nam
Huy dong PY
Deposits

12/11 i 24/12
mua vay Vé}‘ ra soat ng
Tin d Iru dong Tét qua han
n dung
Lending @ L
06/02/2027

Lich chung ming | Tét
Calendar ®

01/10 01/11 01/12 01/01 01/02

Hinh 1.2. Cac mdc cua chi nhanh tir ngdy 01/10/2026 dén Tét 06/02/2027.
Figure 1.2. The branch's milestones from 1 October 2026 to Tét on 6 February 2027.

Chi tiéu cua chinh RM thang 12/2026 gém 5 tiéu chi va Gia Huy dat 95,6 diém; bang va
cach tinh 6 muc 4.12.

An RM's own targets for December 2026 have 5 criteria and Gia Huy scores 95.6 points, the
table and the method are in Section 4.12.

1.9. May, ngan hang so va Al: viéc nao ciia may, viéc nao cia nguwoi —
Machines, digital banking and Al: what the machine does and what a person must do

Hé thdng 161, img dung ngan hang sd va cong cu Al xtr 1y nhanh viéc 1ap lai. Quyét dinh
cép tin dung, x4c nhan danh tinh khi hé¢ théng canh bdo va bao cao giao dich dang ngo
van do ngudi 1am va nguoi chiu trach nhiém.

The core system, digital banking apps and Al tools handle repetitive work quickly. Credit

decisions, confirming identity when the system raises an alert and reporting suspicious
transactions remain the work, and the responsibility, of people.

Viéc May lam dwoc Nguwoi phai lam

Task What the machine can do What a person must do

Xem két qua khi hé thdng canh béo, quyét

Xac thue khach mo  Poc gidy to, so khép khudn ) \ . ¥
) 20 g1y P dinh chap nhan hay yéu cau gap truc ticp.

tai khoan mat, bao diém khop. i
. , Reviews results when the system flags a case
Verifying a new Reads documents, matches faces ) i
and decides to accept or ask for an in-person
account holder and reports a match score.

VISit.
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Viéc May lam dwoc Nguwoi phai lam

Task What the machine can do What a person must do

Giai thich diém bat thuong, ddi chiéu véi

Xeép hang tin dyn . .
pA . < . .2 A . thuc t€ khach, quyét dinh dua vao to trinh.
so bd Tinh diém theo bang ti€u chi. _ ]
o . . L Explains odd scores, checks them against the
Preliminary credit Scores against a criteria table. ) ] )
" customer's reality and decides what goes in the
rating

memo.

Kiém timg s6, ky tén chiu trach nhiém;

nhap thu, t¢
Soan nhdp thu, G khong dua thong tin khach vao cong cu Al

trinh Goiy bd cuc, cau chit. K R
. . cong cong.
Drafting letters and Suggests layout and wording. g cong ) .
merﬁov Checks every figure and signs, never puts

customer data into a public Al tool.

Canh bao giao dich  Loc giao dich theo ngudng va  Xem xét, quyét dinh c6 bao cdo nghi van

bat thuong mau. khong (muc 4.6).
Flagging unusual Filters transactions by Reviews and decides whether to report a
transactions thresholds and patterns. suspicion (Section 4.6).

Tinh gdc, 13i timg ky tir théng  Dbi chiéu vai didu khoan hop dong va biéu
sO nhap. 1i suat dang 4p dung.
Works out principal and interest = Checks it against the contract terms and the

Tinh lich tra ng
Building a repayment
schedule

per period from the inputs. rate schedule in force.
Tra 101 cau hoi Tra 16i mau qua ung dung, tin  Nghe khiéu nai, hiéu hoan canh khach, xir
thuong gap nhan. 1y ngoai 1¢.
Answering routine Gives standard answers through = Hears complaints, understands the customer's
questions the app or messages. situation and handles exceptions.

Can ctt phap luat cho moi dong trong bang nim & ba chd. Piéu 13 khoan 3 Luat Cac to
chire tin dung cAm cung cap thong tin khach hang cho to chire, ca nhan khéc, trir khi co
quan nha nude ¢ tham quyén yéu cau theo luat hoidc khach chap thuan. Piéu 14 budc to
chuc tin dung bao dam an toan h¢ théng thong tin, bao mat dir li¢u va hoat dong lién tuc
theo quy dinh cua Théng ddc Ngan hang Nha nudc. Luat Bao vé dit liéu c4 nhan so
91/2025/QH15, c6 hi¢u lyc tor 01/01/2026, dat thém quy tic xir ly dir li€u cé nhan;
chuong 5 trinh bay cach ap dung.

The legal basis for every row sits in three places. Article 13, clause 3 of the Law on Credit
Institutions bars giving customer information to other persons or organisations, unless a
competent State agency requests it as the law provides or the customer consents. Article 14
requires credit institutions to keep information systems safe, data confidential and operations
continuous as the Governor of the State Bank provides. The Law on Personal Data Protection
No. 91/2025/QH1S, in force from 1 January 2026, adds rules for handling personal data;
Chapter 5 shows how to apply them.

LOI HAY GAP / COMMON MISTAKE — Dan nguyén bang sao ké hodc ban scan cin
cude cta khach vao cong cu Al cong cong dé nhd tém tit. Thong tin khach di roi hé thong
ctia ngan hang, va ngudi dan 13 ngudi vi pham Diéu 13.

Pasting a customer's full statement or ID scan into a public Al tool to get a summary. The customer's
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information has left the bank's systems, and the person who pasted it is the one who breached Article
13.

1.10. Dao dirc nghé: bao mat, hanh vi bi cam, xung dot lgi ich — Professional

ethics: confidentiality, banned acts and conflicts of interest

Piéu 13 khoan 1 Luat Cac t6 chiic tin dung quy dinh ngudi quan 1y, ngudi diéu hanh,
nhan vién cia t6 chirc tin dung khong duoc tiét 1o thong tin khach hang va bi mat kinh
doanh cia to chirc tin dung. Khoan 2 budc t6 chic tin dung bao dam bi mat thong tin
khach hang theo quy dinh cta Chinh phii. Khoan 3 cAm cung cap thong tin khach hang
cho t6 chirc, ca nhan khac, trir trudng hop co quan nha nude ¢ tham quyén yéu cau theo
luat hodc khach chap thuan. Diéu 15 khoan 5 cam t6 chuc tin dung, ngudi quan 1y, nguoi
diéu hanh va nhéan vién gan viéc ban san phdm bao hiém khong bat budc vai viée cung
mg san pham, dich vu ngan hang duéi moi hinh thirc.

Article 13, clause 1 of the Law on Credit Institutions bars managers, executives and employees
of a credit institution from disclosing customer information and the institution's business secrets.
Clause 2 requires the institution to keep customer information confidential as the Government
provides. Clause 3 bars giving customer information to other persons or organisations, unless a
competent State agency requests it as the law provides or the customer consents. Article 15,
clause 5 bans credit institutions, managers, executives and employees from tying the sale of
optional insurance to the supply of banking products or services in any form.

Can cwr
Basis

Nén lam
What to do

Tinh hudng

Situation

Ngudi nha khach héi s6 du
hodc khoan vay cua khach

A customer's relative asks about
the customer's balance or loan

Co quan nha nudce gui van
ban yéu ciu thong tin khach
A State agency sends a written
request for customer
information

Nhan vién cii hodc ban bé hoi
vé khéach ctia ngén hang

A former colleague or friend
asks about the bank's customers

Khéch vay hoi c6 phai mua
bao hiém méi duoc vay
khong

A borrower asks whether
insurance must be bought to get
the loan

Khong cung cip; moi khach tyr dén hodc
dong y bang van ban.

Do not disclose; ask the customer to come in
or consent in writing.

Chuyén truong phong va bd phan phap
ché; khong tu tra 101.

Pass it to your department head and the legal
unit; do not reply yourself.

Tir chdi; khong ké tén khach hay s6 li¢u.

Decline; do not name customers or share

figures.

N6i 18 bao hiém khong bat budc khong
gan voi khoan vay; chi tu van bao hiém
khi khach yéu cau.

State that optional insurance is not tied to the
loan; discuss insurance only if the customer
asks.

Diéu 13 khoan 3
Art. 13, cl. 3

Piéu 13 khoan 3
Art. 13, cl. 3

Piéu 13 khoén 1
Art. 13, cl. 1

Piéu 15 khoan 5
Art. 15, cl. 5
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Tinh hudng Nén lam Cin cir

Situation What to do Basis

Khach quen 1a ban than hodc  Béo truong phong; khong dimg tén thim  Quy ché ndi bd vé

ngudi nha cia RM dinh hay d& xuat ho so nay. xung dot loi ich
The customer is the RM's close Tell your department head; do not appraise or = Internal conflict-of-
friend or relative propose this file. interest rules
Khach ting qua hodc nhd vay — Tir chdi, bao trudng phong; khong vay Quy ché ndi bo vé
muon riéng muon tién khach. dao duc nghé

A customer offers a gift or asks | Decline and tell your department head; never | Internal code of
for a private loan borrow from customers. conduct

Khach d& nghi cap tin dung

cho ngudi thuge déi tuong bi Tir chdi va bao ngay; khong dua vao hd Diéu 134 khoan 1,

- 50. Diéu 135 khoan 1
ca Refuse and report at once; do not put it in a Art. 134, cl. 1; Art.
A request to lend to someone on .

file. 135, cl 1

the banned list

Piéu 134 khoan 1 cidm cép tin dung cho nhitng ddi twong nhu thanh vién Hoi dong quan
trj ctia chinh t6 chtic tin dung; Piéu 135 khoan 1 cAm cdp tin dung khong co bao dam
hodc véi diéu kién uvu dii cho mot sd dbi tuong, trong do6 co kiém toan vién dang kiém
toan va ngudi thanh tra dang thanh tra. Danh sach dy du va xt 1y ngoai 1& do bo phan
phap ché ciia ngan hang giit; RM chi can biét hai Piéu nay ton tai va hoi truong phong
khi khach thugc di¢n nghi ngo.

Article 134, clause 1 bars lending to certain people, such as members of the credit institution's
own Board of Directors; Article 135, clause I bars unsecured lending, or lending on preferential
terms, to certain people, including an auditor currently auditing and an inspector currently
inspecting. The full lists and the handling of exceptions are held by the bank's legal unit; an RM
only needs to know these two Articles exist and to ask the department head when a customer may
fall within them.

Vi DU/ EXAMPLE — Mot khach vay 1au nim nho Gia Huy cho biét khoan vay cua ngudi
em ho & ciing chi nhanh d tra dugc bao nhiéu. Gia Huy tra 16i: ngan hang chi néi vé khoan
vay v6i nguoi ding tén khoan vay, ngudi em ho c6 thé dén chi nhanh hodc giri vin ban dong
y. Gia Huy ghi lai cudc trao d6i vao hé théng va bao chi Thao. Céu tra 16i d6 theo dung Diéu
13 khoan 3: khong c6 yéu cau clia co quan nha nudc va khong co chip thun ctua ngudi vay.
A long-standing borrower asks Gia Huy how much of his cousin's loan at the same branch has been
repaid. Gia Huy replies that the bank discusses a loan only with the person named on it, and that the
cousin can come to the branch or send written consent. Gia Huy logs the conversation in the system
and tells chi Thao. The answer follows Article 13, clause 3: there is no request from a State agency
and no consent from the borrower.

LOI HAY GAP / COMMON MISTAKE — Nhin s du hodc anh chup man hinh hé théng
cho khach qua tmg dung chat c4 nhan dé cho nhanh. Kénh chat ca nhan nim ngoai sy kiém
so4t ciia ngan hang; ndi dung roi khoi chi nhanh ma khéng con dau vét kiém toan duoc.
Sending a balance, or a screenshot of the system, to a customer through a personal chat app for
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speed. A personal chat channel is outside the bank's control, and the content leaves the branch with

no audit trail.

GHI NHO / KEY POINT — Khi khong chic mét yéu cau c6 hop 1é khong, ding lai va hoi
truong phong trude khi tra 16i. Phai xin 16i khach vi cham vai gio tot hon phai giai trinh vi tiét
16 thong tin.

When you are unsure whether a request is valid, stop and ask your department head before replying.
Apologising to a customer for a delay of a few hours is better than explaining a disclosure.

1.11. Viéc can 1am ngay — Action checklist

* Hoc thudc ba nghiép vu cua Diéu 4 khoan 17 va ké duoc mdi nghiép vu mot vi du &
chi nhanh ban lam hodc muén lam.
Learn the three operations in Article 4, clause 17 by heart and give one example of each from
the branch where you work or hope to work.

* Lap bang tam loai hinh td chure tin dung béng 161 cua ban va danh dau loai nao nhan
tién giri ctia ca nhan.
Make a table of the eight types of credit institution in your own words and mark which of
them take deposits from individuals.

« V& so dd chi nhanh cta ban: ai lam giao dich, ai hd tro tin dung, ai tham dinh, ai phé
duyét, kém tén va sb dién thoai ndi bo.
Draw your branch's chart: who handles transactions, credit support, appraisal and approval,
with names and internal phone numbers.

« Tinh ty 1¢ du no trén huy dong va NIM ciia chi nhanh Hai Phong (muc 1.6), r6i tinh lai
bang sb cta chi nhanh ban néu co.
Work out the loan-to-deposit ratio and NIM of the Hai Phong branch (Section 1.6), then redo
it with your own branch's figures if you have them.

« Poc Piéu 13 va biéu 15 Luat Cac to chire tin dung va viét ra ba viéc ban khong duoc
lam vé&i thong tin khach.
Read Articles 13 and 15 of the Law on Credit Institutions and write down three things you
must not do with customer information.

« Viét ké hoach tun dau tién theo mau muc 1.7, c6 gio' goi khach, gid soat hd so va gio
hoc quy trinh.
Write your first weekly plan on the pattern in Section 1.7, with times for calling customers,
checking files and learning the process.

* Panh dau cac mdc cua nhip ndm (muyc 1.8) Ién lich cia ban va dat nhéc viée trude mdi
méc ba ngay.
Mark the milestones of the annual rhythm (Section 1.8) in your calendar and set a reminder
three days before each.

« Hoi truong phong quy ché ndi bd ciia ngan hang vé qua ting, xung dot loi ich va dung
cong cu Al, roi ghi lai diém chinh.
Ask your department head for the bank's internal rules on gifts, conflicts of interest and Al
tools, and note the main points.
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Chwong 2. Con dwong vao nghé ngan hang — Chaprer 2. Getting into
banking

Sau chwong nay ban lam dwgc — What you will be able to do

« Chon mdt trong ba xuat phéat diém (dung nganh, trai nganh, giao dich vién) va lap
danh sach phan kién thirc can bu.
Pick one of three starting points (right degree, other degree, teller) and list the knowledge
vou still have to add.

* Phan bi¢t chuong trinh quan tri vién tap su véi tuyén chuyén vién, va chuan bi cho
ting vong tir hd so dén thir viée.
Tell a management-trainee programme from a specialist hire and prepare for each round
from CV screen to probation.

« Chon chtg chi theo muc tiéu, kiém diéu kién ciia chimg chi dai 1y bao hiém trudc khi
ban bao hiém qua ngan hang.
Choose certificates by goal and check the conditions of the insurance agent certificate before
selling insurance through a bank.

* Lap lich trd ng 60 ky bé‘mg hai cch, thim dinh mét hd so vay mua nha bé‘mg ty 1€ ng
trén thu nhap, doc hai bdo cdo tai chinh.
Build a 60-period repayment schedule two ways, appraise a home-loan file with the debt-to-
income ratio and read two financial statements.

* Theo 10 trinh 24 tun véi san phém tu kiém cudi mdi tuan, va gitt dugc chd thyc tap tai
chi nhanh.

Follow a 24-week plan with a self-check product every week and keep your place as an intern
at a branch.

2.1. Nganh hoc va ba xuit phat diém - Degrees and three starting points

Chuyén vién quan hé khach hang (RM) tai chi nhanh nhan ho so tir ba ngudn: sinh vién
cac nganh tai chinh — ngan hang — kinh té vira ra trudng, ngudi hoc nganh khic chuyén
sang, va giao dich vién d3 ngdi quay mot dén ba nam. Nganh hoc quyét dinh phan ban
phai bu, khong quyét dinh ban co vao dugc hay khong. Mdi nhom bu theo mot thir ty
riéng.

A relationship manager (RM) at a branch is hired from three pools: fresh graduates in finance,
banking and economics, people who studied something else, and tellers with one to three years

at the counter. The degree decides what you must catch up on, not whether you get in. Each
group catches up in its own order.

Xuit phat diém | Pi co Con thiéu Bu truéc
Starting point Already have Still missing Fill first

Tai chinh — ngan Lai suét, tin dung, thanh  Quy trinh that: hd so, hé Excel, ho so vay

hang, kinh té toan, doc bao cdo tai théng, thim quyén; k¥ mau, kich ban goi
Finance, banking, chinh & muc gido trinh.  ndng gap khéach; Excel dién.
economics Interest rates, credit, thuc hanh. Excel, sample loan
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Xuit phat diém

Pa co

Con thiéu

Bu truoc

Starting point

Nganh khac (k§
thuat, luat, ngoai
ngit, su pham)
Other degrees
(engineering, law,
languages, teaching)

Giao dich vién
chuyén 1én RM
Teller moving up to
RM

Already have

payments and accounts at
textbook level.

Tu duy hé thong, k¥
nang viét hodc ngoai
ngit, d6i khi hiéu biét vé
mot nganh khach hang.
Systems thinking, writing
or language skills,
sometimes knowledge of a
customer sector.

Nhan biét khach hang,
quy trinh quay, tién guri,
thanh toan, giong ndi
v61 khach.

Customer identification,
counter procedures,
deposits, payments, the
voice to use with

customers.

Still missing

The real process: files,
systems, approval limits;

meeting customers, practical

Excel.

K& toan co ban, 13i suit,
tin dung, van ban cua
Ngan hang Nha nudc,
thuat ngir.

Basic accounting, interest,
credit, central bank rules,
terminology.

Tin dung, thAm dinh, tim
khach hang chu dong, to
trinh, chi tiéu.

Credit, appraisal, active
prospecting, credit papers,
sales targets.

Fill first

files, call scripts.

Ké toan va bao cdo
tai chinh, tinh 1ai,
luét td chire tin
dung.

Accounting and
statements, interest,
credit-institution
law.

Tham dinh va to
trinh qua hai ho so
mau.

Appraisal and credit
papers through two
sample files.

Nguoi hoc nganh khac thuong lo thiéu bang. Phong tuyén dung doc hd so theo ba ciu
hoi: ban nodi duoc tién giri va cho vay hoat dong ra sao khong, ban tinh dugc 13i khong,
ban no6i chuyén voi khach dugc khong. Mt bang lich tra no tu 1ap va ding, kém mot bai
tham dinh viét gon, tra 10i hai cau dau tt hon mot dong ghi tén nganh.

Career changers worry about the missing degree. Recruiters read a file with three questions:
can you explain how deposits and loans work, can you calculate interest, can you talk to a

customer. A repayment schedule you built and got right, plus a short appraisal write-up, answers
the first two better than a degree line.

VI DU/ EXAMPLE — Tai Chi nhanh Hai Phong ciia Ngan hang Minh Phong, 62 nhén sy
phuc vu 18.400 khéach, binh quan 297 khach mdi nguoi; du no 2.520 ty dong trén huy dong
3.150 ty dong, tirc 80%. Chi Nguyén Thi Phuong Thao can thém mot RM cho nhom khéch ca
nhan. Giao dich vién Lwong Thi Ngoc Mai ndp don ndi bo. Mai dé thudc quy trinh nhan biét
khach hang va biét tén nhiéu khach quen. Chi Thao giao Mai hai viéc trong tam tuan: lap lich
tra ng cho mot khoan vay mau va viét ntra trang tham dinh thu nhép. Hai viéc éy cho chi Thao
thiy Mai d3 sén sang & phan tin dung hay chwa, viéc ma hd so giao dich vién khong cho thdy.
At the Hai Phong Branch of Minh Phong Bank, 62 staff serve 18,400 customers, 297 each on average;
loans of VND 2,520 billion sit on deposits of VND 3,150 billion, which is 80%. Ms Nguyén Thi
Phwong Thao needs another RM for the personal-customer team. Teller Luwong Thi Ngoc Mai applies
internally. Mai knows the customer identification routine and many regular customers by name. Ms
Thao sets two tasks for the next eight weeks: a repayment schedule for a sample loan and a half-page
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income appraisal. Those two tasks show whether Mai is ready on the credit side, which a teller's
record does not show.

Thw miu: giao dich vién dé nghi theo kém RM / Sample email: a teller asks to shadow
an RM
Subject: Request to shadow a relationship manager

Dear Ms Thao,

I have worked at the counter for two years and would like to move into a relationship
manager role.

With your agreement I would shadow Mr Quén on Tuesday and Thursday afternoons for
eight weeks, outside my counter hours.

By the end I will hand in one repayment schedule and one income appraisal for you to mark.

Kind regards,
Mai

Dich: Chii dé: Pé nghi theo kém chuyén vién quan hé khach hang. Téi lam 6 quay hai nam va muén
chuyén sang vi tri RM. Néeu chi dong y, toi theo anh Quan chiéu thir Ba va thir Nam trong tam tuan,
ngoai gio quay. Cuoi dot toi nop mot lich tra no va mot bai tham dinh thu nhdp dé chi cham.

2.2. Hai cira vao: quan tri vién tap sw va chuyén vién — Two doors in: management

trainee and specialist hire

Ngén hang thuong mai tuyén ngudi méi theo hai cira. Cira thir nhat 13 chuong trinh quan
tri vién tap su danh cho sinh vién méi ra trudng: vao theo dot, ludn chuyén qua nhiéu bo
phan trude khi nhan vi tri. Ctra thir hai 1a tuyén chuyén vién cho mot vi tri cu thé, vi du
RM ca nhan tai mot chi nhanh, thudng c6 tin tuyén riéng va can nguoi lam duoc viée
som.

Commercial banks hire through two doors. The first is the management-trainee programme for
new graduates: an intake each year, with rotations through several departments before a post is

assigned. The second is a specialist hire for one position, for example a personal-customer RM
at a branch, usually advertised on its own and needing someone productive early.

Tiéu chi Quadn trij vién tap sw Tuyén chuyén vién
Criterion Management trainee Specialist hire

Sinh vién sap hodc méi tot nghiép, Ngudi ¢6 mot dén vai nim ¢ quay, bao
Nguoi hop chua kinh nghiém. hiém, ban hang hodc doanh nghiép.
Suits Final-year students and new graduates People with one to a few years at a

with no experience. counter, in insurance, sales or industry.

Quyét dinh sau luan chuyén, theo két  Biét trudc tir tin tuyén: tén vi tri, noi

Vitri sau cung qua va nhu cau. lam viéc.
Final post Decided after rotation, from results and Known from the advertisement. the post
needs. and the workplace.
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Tiéu chi
Criterion

Quan tri vién tap sw

Management trainee

Tuyén chuyén vién
Specialist hire

Cach danh gia
How you are
assessed

Thoi diém ndp
When to apply

Piéu can nam
Watch for

them in full.

2.3. Cac vong tuyén dung - The selection rounds

Thi tuyén nhiéu vong, canh tranh theo
dot, chu trong tiém nang.

Multi-round selection, competitive by
intake, weight on potential.

Mua tuyén theo dot, thuong vai thang
trude tot nghiép.

Seasonal intakes, often months before
graduation.

Co thé phai chuyén noi lam viéc khi
luan chuyén.
You may have to relocate while rotating.

Phong vén sat viéc, chu trong kinh
nghiém va kha ndng ban.

Interview close to the job, weight on
experience and selling.

Quanh nim, theo chd tréng cia chi
nhanh.

All year, as branch vacancies arise.

Chi tiéu bat dau sém; thir viée tbi da 60
ngdy véi cong viéc can trinh do cao
déng trd 1én (BO luat Lao dong, Piéu
25 khoan 2).

Targets start early; probation is at most 60

days for jobs needing a college degree or
above (Labour Code, Article 25(2)).

CANH BAO / WARNING - Tin tuyén ghi rd vi tri, noi 1am viéc va hinh thtrc hop dong. Tin
khong néu tén don vi tuyén, doi ndp phi hd so hodc phi dao tao trudc khi nhan viéc 1a dau
hiéu Ira dao; chuong 10 liét ké day du.
A genuine advertisement states the position, the workplace and the type of contract. One that hides the
employer or asks for an application or training fee before you start is a scam sign; Chapter 10 lists

Mot dot tuyén chuyén vién hoac quan tri vién di qua ndm dén sdu vong. Tén vong khéc
nhau giita cic ngan hang, nhung nodi dung gan nhu gidng nhau. Mdi vong loai phan 16n
nguodi du, nén chuan bi cho vong dau quan trong ngang chuan bi cho vong cuoi.

A specialist or trainee intake runs through five or six rounds. Names differ between banks but the
content is much the same. Each round removes most candidates, so preparing for the first
matters as much as for the last.

Vong
Round

1. Ho so
1. CV screen

2. Bai thi
2. Written tests

Hinh thire Ho nhin gi

Format What they look for

Ban chuan bi
Your preparation

Poc hd so va thu Nganh hoc, diém, hoat dong, CV mot trang, mdi dong
xin viéc trong vai  thyc tap, tiéng Anh, s li€ucu  c6 dong tur va con so;

phut. thé trong mé ta viéc. chung chi co that.

Reading the CV and | Degree, grades, activities, A one-page CV, a verb and a
cover letter for a few | internships, English, concrete number on each line;
minutes. figures in job descriptions. certificates you really hold.

Tric nghiém trén Nang luc (logic, sé), nghi¢p vu Toan lai suat, doc bao céo
may, thoi lugng do  (tin dung, tién gui, thanh toan), tai chinh, thudt ngir; [am
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Hinh thirc

Format

Ho nhin gi

What they look for

Ban chuan bi
Your preparation

3. Phong vén
chuyén mon
3. Technical
interview

4. Phong van
cudi

4. Final
interview

5. Kiém tra
thong tin

5. Background
checks

6. Thur viéc
6. Probation

ngan hang quy
dinh.
Computer-based
multiple choice,
length set by the
bank.

Mot hodc hai
ngudi phong van.
One or two
interviewers.

Trudng phong
hodc giam ddc chi
nhanh.

Head of department
or branch director.

Xac minh bang
cip, nguoi tham
chiéu, lich sir tin
dung cé nhan.
Checking degrees,
references and
personal credit
history.

Téi da 60 ngay véi
cong viée can trinh
d6 cao dang tro 1én
(Diéu 25 khoan 2).
At most 60 days for
jobs needing a
college degree or
above (Article

25(2)).

tiéng Anh.

Aptitude (logic, numbers),
banking knowledge (credit,
deposits, payments), English.

Hiéu biét nghiép vu, cach nghi
khi gap tinh hudng tin dung.
Banking knowledge, how you
think through a credit case.

Thai d9, tinh trung thuc, su
hop v6i nhom, dong luc lau
dai.

Attitude, honesty, fit with the
team, long-term motive.

Thong tin khai khop gidy to;
khong ng xau.

Declared facts match the papers,
no bad debts.

Hoc nhanh, tuén tha quy trinh,
gitr bi mat thong tin khach
hang.

Fast learning, compliance,
keeping customer data
confidential.

dé miu c6 bam gio.
Interest arithmetic, reading
accounts, terminology; timed
practice papers.

Giai thich bang s: mot
khoan vay, mdt chi $0,
mot nhém ng.

Explain with numbers: a
loan, a ratio, a debt group.

Mot cau chuyén that cho
mdi diém manh; cau hoi
danh cho nguoi phong
Vé{ln.

One true story per strength;
questions for the interviewer.

Tra hét khoan ng qua han;
chuan bi ban sao bang cap.
Clear overdue debts; have
copies of degrees ready.

K¢é hoach 30-60-90 ngay
(chuong 8).

A 30-60-90 day plan
(Chapter 8).
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S6 minh hoa ciia mét dot tuyén gia dinh

400

Hb so ndp / Applications

120

Qua vong ho so / Passed CV screen

48

Qua bai thi / Passed tests

]m

Phong van chuyén mon / Technical interview

:Is

Phong van cu6i / Final interview

]5

Nhén viéc / Offers

Hinh 2.1. Mot dot tuyén gia dinh: 400 ho so con 5 ngudi nhan viée sau sau vong (s6 minh hoa).
Figure 2.1. A hypothetical intake: 400 applications leave 5 offers after six rounds (illustrative figures).

Tir 400 ho so con 120 nguoi sau vong dau, tic 30%. HO so dé bi loai khi CV dai ba
trang, thiéu con sd hodc md ta viéc bang cum chung chung. Tir 120 con 48 sau bai thi, tirc
40%: & vong ndy, toan i suat va doc bdo céo tai chinh 1a phan dé mat diém.

Of 400 applications, 120 survive the CV round, which is 30%. A file is easily dropped when the
CV runs to three pages, lacks numbers or describes duties in generic phrases. Of 120, 48 survive
the tests, which is 40%: here the interest arithmetic and the reading of accounts are where marks
are lost.

2.4. Chirng chi va khéa hoc - Certificates and courses

Chung chi khong thay duoc kinh nghiém, nhung ba loai giup hd so: ngoai ngir, tin hoc
van phong va ching chi chuyén nganh tai chinh. Bang dudi ghi tén, to chirc cap va ngudi
nén hoc. L¢ phi, sb gio hoc va ty 1& d6 thay ddi theo nim va theo noi hoc, nén ban hoi
truc tiép to chire cap.

Certificates do not replace experience, but three kinds help a file: language, office software and
finance qualifications. The table gives the name, the awarding body and who should take it.
Fees, study hours and pass rates change by year and by provider, so ask the awarding body
directly.

Chiing chi Té chirc cAp Hop véi ai

Certificate Awarded by Suits

Moi ung vién; nhiéu dot tuyén
lay diém nay lam diéu kién hd so
hodc cong diém.

Every candidate; many intakes use

IELTS: British Council, IDP,
IELTS, TOEIC Cambridge University Press &
Assessment. TOEIC: ETS.

the score as an entry condition or
bonus.
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Chirng chi

Certificate

Té chirc cAp
Awarded by

Tin hoc van phong
(Excel)

Office software
(Excel)

Chung chi dai ly
bdo hiém
Insurance agent
certificate

Khoa nghi¢p vu tin
dung, thanh toan,
ngan hang s6
Courses in credit,
payments and digital
banking

CFA

FRM

ACCA

CAMS

Chung chi Microsoft Office Specialist
do Microsoft cép, hodc chiing chi ctua
trung tdm dugc cap phép.

Microsoft Office Specialist from Microsofi,
or a certificate from a licensed centre.

Loai chirng chi do Luat Kinh doanh
béo hiém quy dinh; dao tao va thi theo
huéng dan cia Bo Tai chinh.

Types set by the Insurance Business Law;
training and exams follow Ministry of
Finance rules.

Vién hodc trung tam dao tao tryc thudc

hiép hoi va trudng kinh té — ngan hang.

Institutes and centres attached to banking
associations and universities.

CFA Institute.

Global Association of Risk
Professionals (GARP).

ACCA Global.

ACAMS (Association of Certified
Anti-Money Laundering Specialists).

Ngudi trai nganh can ching
minh Excel; ngudi can on cong
thare PMT, SUMIFS,
XLOOKUP.

Career changers who must prove

Excel; anyone revising PMT,
SUMIFS and XLOOKUP.

RM duoc giao ban bao hiém qua
ngan hang.

RMs assigned to sell insurance
through the bank.

Ngudi trai nganh va giao dich
vién chuyén 1én RM.

Career changers and tellers moving
to RM.

Ngudi nhim phan tich dau tu,
ngudn von — kinh doanh tién té;
RM khong bét budc.

Those aiming at investment analysis
or treasury; not required for an RM.

Nguoi nham quan ly rui ro.
Those aiming at risk management.

Ngudi nhim tham dinh doanh
nghiép, kiém soat noi bo, tai
chinh doanh nghiép.

Those aiming at corporate
appraisal, internal control or
corporate finance.

Nguoi nham bo phan tuan thu —
phong, chong rira tién.

Those aiming at compliance and
anti-money laundering.

Chirng chi dai ly bao hiem: diéu ki€n theo van ban — Insurance agent certificate: what

the law requires

« C4 nhéan hoat dong dai 1y bao hiém phai 1 cong dan Viét Nam thuong tra tai Viét
Nam, ¢ ning lyc hanh vi dan sy day du va c6 chimg chi dai Iy bao hiém phu hop
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(Luat Kinh doanh bao hiém, Diéu 125 khoan 1).

An individual acting as an insurance agent must be a Vietnamese citizen resident in Vietnam,
have full civil capacity and hold a suitable agent certificate (Insurance Business Law, Article
125(1)).

* C6 ba loai: nhan tho, phi nhan tho, strc khoe (Diéu 130 khoan 1). Nguoi da cé chiung
chi nhung khong hoat dong dai 1y ba nam lién tuc phai thi 1dy chimg chi méi trude khi
hoat dong trd lai (Piéu 127 khoan 5).

There are three: life, non-life and health (Article 130(1)). Someone who holds a certificate
but has not acted as an agent for three years in a row must pass a new one before resuming

(Article 127(5)).
« Mbi chi nhanh to chirc tin dung lam dai 1y bao hiém phai c6 tbi thiéu 3 nhan vién duoc
dao tao va c6 ching chi phu hop (Nghi dinh 46/2023/ND-CP, Piéu 62).

Each branch of a credit institution acting as insurance agent must have at least three trained,
certified staff (Decree 46/2023/ND-CP, Article 62).

« Ngan hang khong duogc gin viéc ban bao hiém khong bat budc véi viéc cung Gmg san
ph?lm, dich vu ngan hang dudi moi hinh thue (Luat Cac t6 chure tin dung, Piéu 15
khoan 5).

A bank may not tie the sale of non-compulsory insurance to the supply of banking products or
services in any form (Law on Credit Institutions, Article 15(5)).

LOI HAY GAP / COMMON MISTAKE — Ghi chtng chi dang hoc thanh di c¢é trong CV,
hodc ghi diém dy kién nhu diém that. Budc kiém tra thong tin va bai thi nghiép vu 16 ngay
chénh léch, ho so bi loai. Ghi trang thai ding: da cd, dang hoc (du kién thi thang nao).
Listing a certificate you are still studying for as held, or an expected score as a real one. Background
checks and the knowledge test expose the gap, the file is dropped. State the status truthfully: held, or
studying (exam month).

2.5. K¥ ning so: doc bao cdo tai chinh, tinh 13i va lich tra no' — Numerical skills:

reading accounts, interest and repayment schedules

Bay k¥ ning chia thanh hai nhdém. Nhém sé gom doc béo cdo tai chinh, tinh 14i va lich tra
no trén Excel. Nhém ngudi va chit gdm ban hang — tu vén, giao tiép qua dién thoai, viét
to trinh tin dung, tiéng Anh ngan hang va hiéu quy dinh phong, chéng rira tién (PCRT).
The seven skills form two groups. The numerical group covers reading financial statements and
calculating interest and repayment schedules in Excel. The people-and-words group covers
selling and advising, telephone manner, writing credit papers, banking English and
understanding the anti-money laundering (AML) rules.

Doc bao cio tai chinh doanh nghiép theo Thong tw 99/2025/TT-BTC - Reading
company accounts under Circular 99/2025/TT-BTC

Doanh nghiép nho va vira ndp ngan hang ba bao cdo: Bao cdo tinh hinh tai chinh (mau
BO1), Béo cao két qua hoat dong kinh doanh (mau B02) va Béo cdo luu chuyén tién té
(miu B03). Ngudi méi doc theo thir ty ¢d dinh: tong tai san va tong ngudn vén trén BO1
phai bang nhau (ma 280 va ma 440), r6i doanh thu va loi nhuan sau thué trén B02 (ma 01
va mi 60), roi mé&i dén cac chi sb.
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Small and medium customers give the bank three statements: the statement of financial position
(form B0I), the income statement (form B02) and the cash-flow statement (form B03). A
newcomer reads in a fixed order: total assets and total capital on BOI must be equal (codes 280
and 440), then revenue and profit after tax on B02 (codes 01 and 60), and only then the ratios.

Cong ty
TNHH Co khi
Dai Hgp Phat
2025

Cong ty TNHH
Co khi Dai Hop
Phat 2025

Cach tinh

Poc la

Formula Reads as

Trén 1 1a du tra ng ngan

Tai san ngan han + no han trén s6 sach; sat 1 thi
Thanh toan hién hanh ngén han. 1.19 13n phu thudc thu ng.
Current ratio Current assets = current ’ Above 1 covers short-term
liabilities. debts on paper; close to 1
depends on collections.
Mdi 1 dong von chi s¢
No trén von chu sé Tong no phai trd + von hiru dang génh 1,95 dong
hiru chu s¢ hiru. 1,95 lan no.
Debt to equity Total liabilities + equity. Each dong of equity carries
1.95 dong of debt.
Bén chiu khoang bay
. , . . tuan; so v6i diéu khoan
IO PO Phai thu khach hang binh L ,
SO ngay thu tién binh N ban hang cua doanh
. quan + doanh thu * 365. \ N
quéan (DSO) . 50,3 ngay nghiép.
. Average trade receivables + ; )
Days sales outstanding About seven weeks of credit
revenue * 3035. .
sales; compare with the
company's sales terms.
Cao, nhung di cung don
Ty suat loi nhuén trén  Loi nhuén sau thué + von bay cao; khong doc
von chu s¢ hiru chu s¢ hitu binh quan. 33.25% riéng.
s 0
(ROE) Profit after tax +~ average High, but alongside high
Return on equity equity. leverage; do not read in

isolation.

S6 gdc lay tir bao cdo ctia Cong ty TNHH Co khi Pai Hop Phat, don vi triéu dong: tong
tai san 37.208, vén chi sd hiru 12.608, doanh thu 74.400, lgi nhuan sau thué 3.808. No
phai tra 24.600 cong von chil s¢ hitu 12.608 bang dung tong tai san: phép kiém dau tién
ludn 12 hai vé nay.

The base figures come from the statements of Cong ty TNHH Co khi Dai Hop Phat, in VND

million: total assets 37,208, equity 12,608, revenue 74,400, profit after tax 3,808. Liabilities of
24,600 plus equity of 12,608 equal total assets exactly: the first check is always these two sides.
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VI DU/ EXAMPLE — Khach doanh nghiép xin ting han mtrc. Anh Vii Ptic Quéan héi Gia
Huy ba cdu vé béo cdo cia Cong ty TNHH Co khi Pai Hop Phat: tién mat 1.558 triéu dong co
du tra no ngdn han khong (hién hanh 1,19 1an), doanh nghiép ban chiu bao 1au (DSO 50,3
ngay), ng 16n gap may 1an vén (1,95 1an). Ba cau tra 101 c6 s 4y 1a phan mo dau cua bai thim
dinh ¢ chuong 4.

A corporate customer asks for a higher limit. Mr Vii Purc Quan asks Gia Huy three questions about
the statements of Cong ty TNHH Co khi Dai Hop Phat: is cash of VND 1,558 million enough for
short-term debts (current ratio 1.19), how long does the company sell on credit (DSO 50.3 days), how
many times is debt larger than equity (1.95). Three answers with numbers open the appraisal in
Chapter 4.

Tinh 13i va lich tra ng trén Excel — Inferest and repayment schedules in Excel

Quy tac tinh 13i cia ngan hang: mot nam 13 365 ngay, mot thang 14 30 ngay khi quy doi
1ai suat (Thong tu 14/2017/TT-NHNN, Diéu 4 khoan 1). Ban bam quy tic nay, nham 360
v6i 365 1am 1éch s6 tién 13i trén khoan vay 16n. Vi khoan vay tra hang thang, 13i ky bang
du ng dau ky nhan 14i suat nam chia 12. C6 hai cach tra: gbc déu (gdc bang nhau, lai
giam dan nén tong tién tra giam dan) va nién kim (tong tién tra bang nhau mdi ky, gbc
tang dan).

The bank rule for converting rates is a 365-day year and a 30-day month (Circular 14/2017/TT-
NHNN, Article 4(1)). Follow it: mixing 360 with 365 shifts the interest on a large loan. For a
loan repaid monthly, period interest is opening balance times the annual rate divided by 12.
There are two ways to repay: equal principal (equal principal, falling interest, so the total
payment falls) and level payment (an annuity: equal total payment, principal rising).

=PMT (9%/12, 60,-480000000)

=IPMT (9%/12,1,60,-480000000)

=PPMT (9%/12,1,60,-480000000)

=480000000/60
Bai 1 dung khoan vay 480.000.000 dong, 60 thang, 14i cd dinh 9% mot nam (s6 cua bai
tap). Goc déu: mdi ky gbe 8.000.000 ddng, 13i ky 1 1a 3.600.000 dong, téng tra ky 1 1a
11.600.000 dong; téng 14i ca khoan 109.800.000 dong. Nién kim: tra déu 9.964.011 dong
mot thang, ky 1 gdm 13i 3.600.000 dong va gbc 6.364.011 ddng; tong 13i 117.840.660
ddng (chénh vai dong so voi bang Excel vi lam tron timg ky). Cach nién kim tra nhe hon
& cac ky dau, nhung tong 13i cao hon 8.040.660 dong.
Exercise 1 uses a loan of VND 480,000,000, 60 months, fixed at 9% a year (exercise figures).
Equal principal: principal of VND 8,000,000 each period, interest in period 1 of VND
3,600,000, total for period 1 of VND 11,600,000, total interest VND 109,800,000. Level
payment: VND 9,964,011 a month, period 1 made of interest VND 3,600,000 and principal VND
6,364,011; total interest VND 117,840,660 (a few dong off the spreadsheet because of per-period
rounding). Level payment is lighter in the early periods but costs VND 8,040,660 more interest.

GHINHO / KEY POINT — Téng tién tra ky 1 ciia gbc déu ludn 16n hon nién kim; chon cach
tra theo thu nhap cta khach, khong theo cach nao ré hon trén gidy.

Period 1 of equal principal always costs more than a level payment,; choose by the customer's income,
not by which is cheaper on paper.
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2.6. K§ ning ngudi va chir: ban hang, dién thoai, to trinh, tiéng Anh, PCRT -
People and words: selling, telephone, credit papers, English, AML

K¥ ning

Skill

Bén hang — tu
van

Selling and
advising

Giao tiép qua
dién thoai
Telephone manner

Viét to trinh tin
dung

Writing a credit
paper

Tiéng Anh ngan
hang
Banking English

Quy dinh PCRT
AML rules

Lam dwgc la
You can

Hoi nhu cau trude, dé xuat
mdt san pham hop, xu 1y tir
chdi, hen budc tiép.

Ask about needs first, propose
one fitting product, handle
objections, fix the next step.

Cudc goi 90 gidy: chao — néu
ly do — hoi mét cau — hen
£ap.

A 90-second call: greet, state the
reason, ask one question, fix a
meeting.

Mot trang: khach hang — nhu
ciu — phuong 4n — ngudn tra
no — bao dam — rui ro — dé
XUAt.

One page: customer, need, plan,
repayment source, security,
risks, proposal.

Doc diéu khoan vay, viét
email ngan, giai thich 13i suat
bang tiéng Anh.

Read loan terms, write short

emails, explain interest in
English.

Biét khi nao phai nhan biét
khach hang, khach hang rai
ro cao 12 ai, diéu cAm khi da
bao céo.

Know when customer
identification is required, who is
high risk, what is forbidden after
reporting.

Cach luyén

How to practise

Dong vai voi ban: mot nguoi
1a khéch tiét kiém, mot nguoi
1a chu ctra hang can vén.
Role-play with a friend. one
plays a saver, the other a shop
owner needing funds.

Ghi am chinh minh, nghe lai
va dém sb tir dém.

Record yourself, listen back and
count the filler words.

Viét lai bai 2 thanh mot trang
va nho ngudi doc tim chd
thiéu sd.

Rewrite Exercise 2 as one page
and ask a reader to find gaps in
the figures.

30 phit modi ngdy: mot thuat
ngtt, mdt cau mau, mot email
ngin mdi tuan.

30 minutes a day: one term, one
sample sentence, one short
email a week.

Poc nam diéu ¢ bang sau va
tu lam 10 cau dang sai.

Read the five articles in the next
table and write 10 true-or-false
items yourself.

Dung &
Used in

Chuong 4,
muc 4.2

Chuong 4,
muc 4.2

Chuong 4,
muc 4.10

Phu luc B

Chuong 4,
muc 4.6

Nim diéu ciia Luat Phong, chdng rira tién 2022 cin doc — Five articles of the 2022 AML

Law to read

Diéu
Article

Piéu 9

N¢i dung

Content
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N¢i dung

Content

Article 9 giao dich khong thuong xuyén dat mirc quy dinh, chuyén tién dién tir thiéu thong
tin, nghi ngo rira tién, nghi ngd thong tin da thu thap.
When customer identification is required: first account or relationship, occasional
transactions above the set level, wire transfers with missing data, suspected money
laundering, doubts about earlier data.

Phan loai khach hang theo murc rui ro; rui ro cao thi ap dung bién phap tang

Diéu 16 :
Article 16 cuong. . S ,

Customers are classed by risk; high risk calls for enhanced measures.

Vi ca nhan nudc ngoai ¢6 anh hudng chinh tri phai 4p dung bién phap tang
biéu 17 cuong, trong d6 c6 quan 1y cip cao chip thuan va xac minh ngudn gdc tai san.
Article 17 Foreign politically exposed individuals call for enhanced measures, including senior

management approval and verification of the source of wealth.

Diéu 38 Luu trit ho so, béo cdo: 05 ndm ké tir ngay két thuc giao dich (khoan 2).
Article 38 Record keeping: five years from the end of the transaction (clause 2).

Diéu 40 Khong duoc tiét 10 thong tin vé viée di bao cao giao dich dang ngd (khoan 2).
Article 40 No disclosure of the fact that a suspicious transaction has been reported (clause 2).

Bao mat hd so khach hang 13 diéu ban phai giit ngay tir khi thuc tdp: ngudi quan 1y,
ngudi didu hanh va nhan vién t6 chirc tin dung phai giit bi mat thong tin khach hang
(Luat Cac td chirc tin dung, biéu 13). Bai tap va bai thi mau dung sb tu dat; khong mang
hd so khach that ra khoi co quan dé luyén.

Keeping customer files confidential applies from your internship: managers, officers and staff of
a credit institution must keep customer information secret (Law on Credit Institutions, Article
13). Practice papers and mock tests use invented figures,; never take real customer files out of
the office to practise.

2.7. Lo trinh tu hoc 24 tudn — A 24-week self-study plan

Lo trinh danh cho ngudi hoc budi tdi va cudi tuan, 8 dén 10 gid moi tudn. Mdi tuan co
mot san phém tu kiém: mot trang hodc mot t¢p Excel ban ddi chiéu duge véi dap an.
Tuan 9—10 lam bai 1ap lich trd no; tuan 17-22 lam bai tham dinh mot hd so vay.

The plan is for evening and weekend study, 8 to 10 hours a week. Each week ends with a self-
check product: one page or one Excel file you can compare with a key. Weeks 9 and 10 cover the
repayment-schedule exercise; weeks 17 to 22 cover the loan-file appraisal.
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Tuin 1 Tuin 8 Tuin 16 Tuin 24

Nén tang nghiép vu / Core knowledge
T i
1 1
1

1
Excel va tinh 1ai / Excel and interest

Phong chéng rira tién / AML

Doc bao cdo tai chinh / Reading accounts

1
Thim dinh va t& trinh / Appraisal and credit paper

Thi va phong van / Tests and interviews

Tiéng Anh ngan hang: 30 phiit moi ngay trong ca 24 tuan / Banking English: 30 minutes a day for all 24 weeks

Hinh 2.2. Sau mach hoc trai trén 24 tuan; tiéng Anh chay sudt.
Figure 2.2. Six study strands over 24 weeks, with English running throughout.

N¢i dung San pham tr kiém

Content Self-check product

Heé thdng t6 chtre tin dung, ngén hang lam So 6 mot trang: tién vao, tién ra, ai lam

1 . .
gi, cac vi tri (chuong 1). viéc gi.

) San phém: tién gui, the, thanh toan, cho Bang 12 san phém: khach nao dung,
vay. ngan hang thu gi.

3 Lai suét: danh nghia, ¢d dinh, tha ndi; quy Muoi phép tinh 1ai tay, dbi chiéu may
tac 365 ngay, 30 ngay. tinh.

4 Excel: PMT, IPMT, PPMT; dinh dang ) Mot t€p Excel véi ba cong thire, kiém
kiéu Viét Nam. bang tay.
Nhan biét khach hang va Luat PCRT (Dié . g

5 an bict Xhach hang va Lua (Bicu Bang khi nao nhan biét, ai rui ro cao.
9,16, 17).
PCRT: luu ho so, cim tiét 16 (Diéu 38, 40); A :

6 YA Muoi cau dung sai tu ra, tu giai.
bao mat (Piéu 13).

7 Béng cén d6i ciia ngan hang, thu nhap 1ai, So d6 ngudn vén va st dung von cua chi
ng xau (chuong 3). nhanh gia dinh.
Céc hinh thirc cip tin d tai san ba .

8 ac He cap tn dung, tat san bao Béng 5 nhém ng theo s6 ngay qua han.

dam, nhoém no.

Tai liéu nay dugc bién soan boi ddi ngii ctia website: https://globalmarket.vin
Trang 39



S6 tay thyc hanh Ngan hang tir A dén Z / Practical Banking Handbook from A to Z

Tuin N¢i dung San pham tr kiém
Week Content Self-check product

Tép Excel: ky 1 tra 11.600.000 dong,

9 Bai 1, phan gdc déu: dung lich 60 ky. téng 13 109.800.000 ddng

Bai 1, phan nién kim: dung lich 60 ky, so ~ Tép Excel: tra déu 9.964.011 dong; tong

10 i A
hai cach. 1ai cao hon 8.040.660 dong.
1 Doc BO1: tai san — ngudn vbn, ma 280 va Phép kiém hai vé bang nhau trén bao
440. c4o mau.
Poc B02 va B03: doanh thu, 1¢i nhuén, . - P
12 R N Mot trang nhan xét ba sO quan trong.
dong tién.
. . Béng chi s6 tinh lai: hién hanh 1,1
13 Chi sé: hién hanh, ng trén vén, DSO, ROE,  Dang chi s0 tinh lai: hién hanh 1,19,
DSO 50,3 ngay.
14 So hai nim, tim chd lach. Ba' cévu hoéi gui doanh nghiép tir bao céo
hai nam.
Tai san bao dam: loai, dinh gia, ty 1€ ch . ) e
15 a Safl be}(.) d,a m: loal, dinh gid, ty 1¢ cho Béng dinh gia mot can ho gia dinh.
vay trén ta1 san.
‘ , . Danh muc hd ot trang, danh da
16 Ho so vay mua nha: gidy to, di€u kién. anfimuc ho s mot trang, canh dau

thiéu.

Tuin N¢i dung San pham tr kiém
Week Content Self-check product

17 Tham dinh thu nhap, nghia vu tra ng khac. Bai 2, phﬁn thu nhap.

Ty 1€ ng trén thu nhéap (DTI), ty 1€ vay trén

18 S Bai 2: hai ty 1¢, két luan dat hay khong.
gia tr1 ta1 san.
19 Stra phuong an khi trugt ngudng. Bai 2: phuong &n stra, DTI con 46,7%.
Han mtrc von lvu dong: cong thirc, vi du . )
20 ’ ’ j Mot bang h 1c VO on tu co.
khach doanh nghi¢p (chuong 4). SN RS I S MO B OO
21 Viét to trinh mot trang. T trinh bai 2, nho mt nguoi doc.
22 Stra to trinh theo gop . Ban 2 va nhat ky sira 16i.
ai thi thir: trac nghiém c6 bam gig, 25 ca PR .
23 Bf,u th: u, acng 1§£n ¢6 bam gio, 25 cau Piém bai thi thir va danh sach cau sai.
1ai suat — tin dung — tiéng Anh.
5 CV mdt trang, moi d¢ O dong tir va
24 Ra CV, thu xin vi¢c, ndp ho so. [ G IR R S g

sO.
Bai 2: 6ng A thu nhap rong 30.000.000 ddng mot thang, dang tra khoan khac 5.000.000

ddng, mua cin ho gia 1.800.000.000 dong véi von tu c6 600.000.000 ddng, dé nghi vay
1.200.000.000 dong, 20 nam, 13i 9% mot nim (s6 cua bai tap; ngudng DTI 50% va vay
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t6i da 70% gia tri tai san 1a quy dinh ndi bo minh hoa). Ty 1& vay trén gia tri tai san la
66,7%, dat. Nién kim 10.796.711 déng mot thang; DTI béng (10.796.711 + 5.000.000) +
30.000.000 = 52,7%, trugt ngudng. Ha khoan vay xubng 1.000.000.000 dong (vay 55,6%
gia tri tai san): nién kim 8.997.260 déng, DTI 46,7%, dat; ong A goép thém 200.000.000
dong von tu co.

Exercise 2: Mr A has net income of VND 30,000,000 a month, already pays VND 5,000,000 on
another debt, and buys a flat at VND 1,800,000,000 with equity of VND 600,000,000, asking for
VND 1,200,000,000 over 20 years at 9% a year (exercise figures, the 50% DTI limit and the
70% maximum loan-to-value are illustrative internal rules). Loan-to-value is 66.7%, a pass. The
level payment is VND 10,796,711 a month; DTI is (10,796,711 + 5,000,000) = 30,000,000 =
52.7%, which fails. Cut the loan to VND 1,000,000,000 (loan-to-value 55.6%): payment VND
8,997,260, DTI 46.7%, a pass, Mr A adds VND 200,000,000 to his own funds.

GHI NHO / KEY POINT — Bai 2 chi c6 nghia khi ban ty tinh trudc réi méi so voi dap an;
doc dap an trude thi tuan 17-22 chi con 1a chép.

Exercise 2 means something only if you calculate first and compare afterwards; reading the key first
turns weeks 17 to 22 into copying.

LOI HAY GAP / COMMON MISTAKE — Hoc don mét tuan trudc bai thi va b qua phan
tur 1am. Bai thi tuyén ra ba loai cdu (13i suit, bao céo, tiéng Anh) va phong van chuyén mén
hoi lai diing nhimg phép tinh 4y; nguoi chi doc khong giai thich dugc vi sao DTI truot. Giir
nhip mdi tuAn mot san pham.

Cramming in the week before the tests and skipping the self-made work. The tests draw three kinds of
question (interest, accounts, English) and the technical interview asks the same calculations again;
someone who only read cannot explain why DTI fails. Keep one product a week.

2.8. Thuec tap tai chi nhanh: lam gi dé dwoce gitr 1ai — Interning at a branch: what
gets you kept

Thyc tap tdm tuan 13 budi phong van kéo dai. Truong phong va RM kém cip nhin bon
thi: ban dén ding gio khong, hoi dung chd khong, gitt bi mat khong, 1am xong viéc nho
khong. Giit bi mat va hoi ding chd quan trong ngang kién thic.

An eight-week internship is a long interview. The head of department and the RM who coaches
you watch four things: do you arrive on time, do you ask in the right place, do you keep secrets,
do you finish small jobs. Keeping secrets and asking in the right place matter as much as
knowledge.

Tuén Viéc lam dwoc giao Ngwoi xem Déu hiéu tot
Week Tasks Observed by Good sign

Hoc quy trinh nhan biét khach

. i a o o Giao dich vién va  Hoi mot l4n, ghi lai, khon
hang, cach x&p ho so, h¢ thong tra : j gl £

ho tro tin dung hoi lai.
1-2 ctru. . :
) o - Tellers and credit Ask once, note it, do not ask
Learn customer identification, filing .
: ) support again.

and the look-up system.

Tai liéu nay dugc bién soan boi ddi ngii ctia website: https://globalmarket.vin
Trang 41



S6 tay thyc hanh Ngan hang tir A dén Z / Practical Banking Handbook from A to Z

34

5-6

Viéc lam dwgc giao

Tasks

Soat danh muyc ho so vay, 1ap bang
theo doi dao han.

Check loan-file lists and build a
maturity tracker.

Lap lich tra ng va bang tham dinh
thu nhap cho hd so miu.

Build a repayment schedule and
income appraisal for a sample file.

Theo RM gip khéch; viét bién ban
cudc gap.

Join the RM on customer visits, write
the meeting note.

Ngwoi xem
Observed by

RM kém cap
Coaching RM

Trudng phong
Head of department

Truong phong va
RM

Head of department
and RM

Sau viéc gilt dwoc chd — Six things that keep your place

« Pén trude gio 1am 10 phat, bao trude khi nghi.
Arrive 10 minutes early and give notice before any absence.

Diu hi¢u tot
Good sign

Bang khong sai s6, c6 ghi
chu thiéu gidy to.

A tracker without errors, with
notes on missing papers.

S6 khép dap an; giai thich
duoc vi sao.

Figures match the key, you
can explain why.

Bién ban du nhu cau, sb
liéu, viéc tiép theo.

A note with needs, figures and
next steps.

« Mang s6 ghi chép riéng cho viéc hoc, khong chép thong tin khach hang vao so ca

nhan.

Keep a notebook for learning and never copy customer data into it.

« Xong viéc duoc giao thi hoi viée tiép theo, khong ngdi cho.

When a task is done, ask for the next instead of waiting.

* Nop san phém ding han, kém mot dong noi ban da tu kiém gi.
Hand in work on time with one line saying what you checked yourself.

« Khong chyp man hinh hé thong, khong giri thong tin khich qua ting dung nhan tin ca

nhan.

Do not screenshot the system or send customer data through personal chat apps.

» Khong nhan qua cua khach hang va khong vay muon khéach hang; bao truong phong
néu khach dé nghi.
Accept no gifts from customers and borrow nothing from them; tell your head of department
if asked.

VI DU/ EXAMPLE — Thuyc tip sinh Tran Minh Khang ndp bang theo dbi d4o han cho anh
Quan sau tuan 4, c6 thém mot dong: ba hd so thiéu ban sao hop dong bao hiém tai san. Anh
Quan bao chi Thao. Hai tuan sau, khi chi nhanh can nguoi cho mua vay von cudi nam, tén
Khang duoc néu trudce vi chi Thao da thiy Khang tu kiém va dam ghi chd thiéu.

Intern Tran Minh Khang hands Mr Qudn a maturity tracker after week 4 with one extra line: three
files lack a copy of the property insurance contract. Mr Quan tells Ms Thao. Two weeks later, when
the branch needs people for the year-end borrowing season, Khang is named first because Ms Thao
has seen him check his own work and state the gaps.

Tai liéu nay dugc bién soan boi ddi ngii ctia website: https://globalmarket.vin
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