Cac nhan t& anh hugng dén
quyét dinh vay vén

cua khach hang ca nhan
tai BIDV Chi nhanh Tay Po
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Tém tdt

Thong qua khdo sit 300 klmch hng cd nhén c6 vay von, bai viér nghién ciu cic ahdn 16 dnh
hudng dén qmel dinh vay vén ctia khdach hang ca nhan rai Ngan hang Thitong mai Co ph/m DPau
weva Phat rrién Vigr Nam, Chi nhdnh Tay Bé (BIDV Tiy Dé). Két qua nghién ciiu cho hiy. qu\el
dinh vay von ciia ho phy thugc vao cic nhan 167 Thdi dé chién thi; Quy dinh, trinh it va thit tue
trong hogr ding cho vay. Co sé vt char va thitomg hiéu ciia ngén hang; Lai sudtva phi sit dung
dichivu; Thii dé phuee vu. Trong d6, Thai do chiéu I/H va Quy dinh, tri mh 11/ v thii tue trong hoat
dpng cho vay cé rac dong lon dén quveér dinh vav vén ciia khdich hang hon cic biéh con lai.

T khéa: quyér dinh vay vén. vav vén sin xudt kinh doanh. vay v6n phi sdn xudt kmh doanh

Summary

Through a survey data of 300 individual customers. the paper determines factors affecting their
loan decisions at Jomt Stock Commercial Bank for Investnnent and Development of Viemam,
Tay Do Branch (BIDV Tay Do). The resulis indicates that their loan decision depends on
Marketing artitude: Regulations, order and procedures for lending activitjes: Facilities and
brand of the bank: Interest rates and service charges: Service attitnde In particular. Marketing
attitude and Regulations. order and procedures for lending activities create a greater impact

on loan decision than the remaining faciors.

Keywords: loan decision. loans for business, loans for non-business

GIGI THIEU

Theo Ngan hang Nha nudc TP. Can Thd. thi hién
nay (nim 2019), TP. Can Thd ¢6 53 18 chic tin dung
(TCTD). trong d6 c6 46 chi nhinh ngin hang thuong
mai (NHTM) va 7 quy tin dung (QTD) ciing hoat
dong. Préu niry da tao ra sy canh tranh manh mé, doi
héi méi TCTD phm khéng ngling cii thi¢n chi't lugng
hoat déng cung cip dich vy dén khdch hang.

Hién nay, bai todn di1 ra cho cic ngin hang la
cdc nhan t8 nao dnh hudng dén quyél dinh cia mot
khdch hang khi Ira chon vay v&n @ ngan hang ndy,
ma khong phul ngdn hang khdc? Khi xdc dinh duoc
c4dc nhan t8 da anh hudng d&n quy&t dinh cda khich
hang, ngdn hing sé€ (im ra gidi phip d€ gia ting khd
ning thuy&t phuc khdch hang lya chon ngan hang

€ vay vén hoac si dyng cic sin phém
dich vu khdc.

Xudt phat ti nhing van d& néu wén,
viéc nahlcn cifu cdc nh'\n 16 dnh hudng
a€n quydt dinh vay vén cia kluch hang
cd nhin tai BIDV Tiy DG 12 cAn thiél.

CO SO LY LUAN VA PHUONG
PHAP NGHIEN cUu

Co 56 1 ludn

Thuyét hanh dong hap Iy (The of
Reasoned Action - TRA) duge phit 11¢n
bdi Ajzen va Fishbein (1975). 1a
cho thuy€t hinh vj cg k& hoac! e
dudc phattrién b Ajzen vaoni 1991,

*Ngan hang TMCP Dau tu va Phat trién Viet Nam. Chi nhanh Tay Dé
Ngdiy nhdn bai: 02/1072019; Ngay phan bi¢n: 15/10/2019; Ngary duyét dang: 2171072+
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TRA 12 mt mé hinh cho thay, xu hudng
tiéu ding 1a nhan 18 dy dodn (81 nhat vé
hanh vi tiéu dung. Theo dé, thdi 49 duge
do ludng bling nhdn thite vé cic thude
tinh cda sdn phdm va chuén chi quan
c6 thé duge do ludng thdng qua nhitag
ngudh ¢6 lién quan dén ngudi tidu ddng.

Thuy€l hanh vi du dinh (Theory of
Planed Behavnor TPB)cda AJzen (1991),
gid dinh riing mdt hiinh vi c6 thé dude dy
béo hoac gidi thich bdi cdc xu hudng hanh
vi d€ thyc hién hanh vi d6. Mé hinh TPB
duge xem nhu 13i wu hon md hinh TRA
trong viéc du dodn va gidi thich hanh vi
clia ngudsi tiéu dung trong cdng mdt nd1
dung vi hodn cdnh nghién cifu. Bai vi, mé
hinh TPB khic phyc dudc nhuge diém cia
mb hinh TRA bling cdch b3 sung thém
y&u 16 ki€m sodt hanh vi cAm nhan.

Theo Kotler (2001), khdach hang sé
chon mua hﬂng cia nhitng doanh nghiép
n2o ma ho c6 thé nhan dvge glé 1 dinh
cho ho I3 cao nhat (goi la gid tri dinh
cho khdch hang) va néu sin phim, dich
vu ddp ing dugc nhirng mong mudn cla
khdch hang, thi ho sé trung thanh va sé
mua lai & nhirng 1an 1i€p theo, ciing nhu
mua nhiéu hon; d8ng thdi, quing cdo hd
cdng ty d€n nhirng ngudi tiéu ding khéc.

Nganh ngin hang 12 nganh ¢6 tinh
canh tranh cao. Céc ngin hang khdng
chi canh tranh v@i nhau, ma cdon canh
tranh vdi cdc 18 chire phi ngan hing vi
18 chic tai chioh khdc. Ly do Ia vi hiu
hé1 sy phit tri€n c4c san phim d& ding
bi sao chép va €6 lic céc ngan hang cung
cip cic sin phﬁm gidng hét nhau, ching
chi duge phan bi€t dva trén o s§ la gid
v chat lugng. Do d6, viéc duy trl khéch
hang tiém nang 1a cbng cy hiéu qua, ma
cdc ngan hing sir dung nhu 1a mot lgi thé
dé phét tri€n chién luge kinh doanh, d€
¢6 thé 16 13i trong mdi trudng canh tranh
gay gt nhu hién nay.

M@ hinh nghién ciu

K€ thira k€1 qud cla c4c nghién citu
tide, tdc gid da tign hanh xay dung mé
hinh nghién ctru nhv Hinh.

Trong d6:

- Cd sd vt chdt va thudug higu cia
ngin hdng Laddp hgpcdcnhin 16 vé chit
lugng chia cd s vat chat, vi tri, trang thiét
bi.. vd hinh dnh thudng hiéu cda ngan
hiing theo cAm nhan cda khich hang.

- Thir d§ chiéu thi: Bao gdm cdc
nhin 18 thé hién sy quan tim, dam bio
thyc hién cdc cam k&t v uy tin cda ngin
hang theo cim nhén cia khdch hang.
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Quybt dinh vy vn cia khich
hang ca nhdn (Yid)

Nguén Tac gid d& wual

- Cdc quy dinh, trinh ty, thd tuc trong hoat déng cho

vay: Nhém nhén (8 nay 1 (4p hop cac nhan 15 lién

quan d€n cic quy trinh va quy dinh cda ngan hang d6i
vdi tirng khodn vay theo cim nhan cilia khdch hang

- Thdi do phuc vu va sy chuyen nghlep cGia nhan
vién: Day la nhém cdc nhin 15 thé hlén sy chuyén
nghiép va ky ning phuc vu khdch hang cia nhan vién
ngan hang theo cdm nhén clia khich hang.

- Laj sudt va phi sif dung dich vy: Pay 14 nhém cic
nhin !o thé hién sy cim nhan cda khach hang d&i véi
141 sudt va phi sir dung cdc dich vy lién quan dén hoat
déng vay vén.

- Anh hudng ctia ngudi thin: Dy [a nhém cdc nhidn
{3 ddoh gid tic dong ciia nhitg ngudt thin ¢ lién he
mit thi€t vdi ngdn hang s& ¢ tic dong nhy thé nio
dén quy&t dinh vay v&n clia mt khéch hing?

Tic gid di d& xuit 6 nhdn 3 dude cho la ¢ dnh
hudng dén quy&t dinh vay van ciia khdch hing cd nhan
vao md hinh nghién ctru (Hinh). Sau d6, qua tham khido
¢ ki€n chuyén gia, cic nhin (8 dnh hudng 16i Quyét dinh
vay v&n cha khach hang dudc riit xuSng con 5 nhan 3 va
d6 la cd s dé thi€t k& bang ciu hdi khao sdt khich hang.

Phuong phap nghién ciu

Bing cdch chon miu qua nhiéu giai doan, sau khi
sang loc danh sdch khich hing theo mot s6 tidu chi
vé muc dich vay, nhém tdc gid 1i€n hanh khio sdt insc
1i€p 150 khdch hang ¢d nhan vay v6n sdn xual, kinh
doanh va 150 vay vén phi sin xuét, kinh doanh 1ai
BIDV Tay D6, K&t qud thu vé dugc 300 quan sit hop
1€. dat 100% t3ng s3 phi€u phdt ra.

Trén cd s& s5 liéu khio sdt, phuong phdp théng ké
mé 14 va héi quy da duge st dung dé phan tich. Khio
sit duge thyc hién ddu nim 2019 (Bai viel sit dung
cdch viét s& thdp phin theo chuén quéc 18).

KET QUA NGHIEN cUu

Céc nhin t& inh hydng d&n quyét dinh vay vén
cGa nhém khich hang sdn xudt, kinh doanh

M6 hinh hdi quy dugc thuc hién vé1 S bién doc lap
inh hudng dén bién phu thudc [a Quy&t dinh vay cila
khich hing ¢ nhin vay von kinh doanh tai BIDV Tay
Pa. Két qui phqn tich dugc thé hién qua Bing 1.

Bdng 1 cho thiy, mé hinh hdi quy dua ra tudng d&i
phd hdp vdi mitc ¥ nghia 1%. Hé s8 R* = 0.537, nghia
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BANG 1: M(IC DO ANH HUGNG ClIA CAC NHAN TG BEN QUYET DINH

VAY VOGN cdA NHOM KHACH HANG SAN XUAT. KINH DOANH

] Bin 55 H¢ of wic hugng p Gis i P VIF
|Hing s& 1276 000 3
QDkd 0143 .000 1.000
PV21kd 0.061 035 1.000
[CTkd 0312 000 1000
VCTHkd 0.165 .000 1.000/
LSkd 0.078 .008 1.000
& quan st 150
R* hidu chinh 0.537]
d trj P cila ki€m dinh F 0.000]
Durbin - Watson 1.892

BANG 2: Mac po ANH HUBNG ClA CAC NHAN T6 BEN QUYET BINH

VAY VON CclA NHOM KHACH HANG PHI SAN X(.IAT KINH DOANH
Bidh s& [ He s& véc higng P | GistriP | VIF |
Hing s8 4149 0N -
QDkd | 13 000 1000]
PV2ikd 437 000 1.000]
CTkd L0635 0Ny 1.0001
VCTHkd 082 000 1.000,
LSkd 044 043 1.000
S5 quan sit 150)
R’ hiéu chinh 0779
Gié i P cia kiém dinh F 0.000
Durbin - Watson 2177

~-

12 5 bi€n dac 1ap dua vio md hinh phan tich gidi thich
dugc 53.7% quy&t dinh vay vén clia nhém khach hang
kinh doanh tai BIDV Tay Bb.

Vi P = 0.000, nén mé hinh héi quy T thich hop.
Gié tri Durbin-Watson & md hinh 14 1.892 cho thay,
chc nhin t6 gidi thich cho sy quy&t dinh cé tdc dong
d&n nhau nhung khéng dang ké. Hdn nira, céc gid tri
VIF cia cdc bi€n trong md hinh chi cé 1.000 (nhd hon
nhiéu so v8i 10). Vi vay. cdc b;er\ dva vio mé hinh Ja
khong c6 hién tugne da cona tuy€én.

Phuong trinh thé hién méi quan h a Quyétdinh
clia nhém khich hang cd nhan vay von san xuat. kinh
doanh tai BIDV Tay Do (Ykd) vdi 5 bi€n ddc lip: Cac
quy dinh, trinh 1. thd we trong hoat dong cho vay
(QDkd): Thai d6 phuc vu (PVkd): Théi 86 chiéu thi
(CTkd); Co sd vit chit va thuong hiéu ciia ngén hang
(\/CTde) Lij sudt va phi st dung dich vu (LSkd)
dudc thé hién qua phuong trinh (1).

Yid = 4276 + 0.1130Dkd + 0.061PVkd +
0.312CTkd + 0.165VCTH2kd + 0.078LSkd (1)

Phuono tiinh (1) cho mav ¢4 5 bi&n doc lap déucd
mai wong quan thudn chxeu v6i Quyét dinh cda nhém
khéch hang ca nhin vay vén kinh doanh ti BIDV Tay
Pé. Trong 46, nhém nhin 18 Thdi d6 chiéu thi; Cd 56
vat ch&t v3 thuong hiéu cia ngin hang 12 6 téc dong
manh nhét Ti€p d&n 13 Quy trinh, trinh ny, thi we
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L3i sut. plu

rong hoat déng cho vay:
c\vuy cLla

st dung dich vu v Thai do phu
nhan vién cang ¢6 dnh hudng 16 quy’ &
dinh vay \én cda khdch hang. IUY nhién
mc do tic dong nhé han nhiu 50 véi
cdc nhan 16 khéc.

Céc nhan 18 anh hudng d€n quyét
dioh vay vén cha nhém khich bang
phi san xu4t. kinh doanh

M hinh hdi quy dudc thyc hién voi
5 bién doc tap anh hudng dén bién phu
thuge 1a: Quyét dinh vay cia khdch
hang cd nhan vay von phi <n xuél. kinh
doanh tai BIDV Tay Dé. Két qui phéan
tich dugc thé hién qua Bing 2.

K&t qud phn tich Bing 2 cho thay.
md hinh héi quy duara phil hop vdi ouic
v nghia 1%. Hé s6 R? higu chith cliz md
hinh =0.779. Do d6. khodng 77.9% Quyét
dinh vay vén ciia nhém khich hang Phl
kinh doanh tai BIDV Tiy D6 dudc gidi
thich bdi 5 bién di dua vio mé hinh.

K&tqui. gid uj P =0.000. nén md hinh
thich hagp. Gm tri Durbin-Wawon 8 mé
hinh 14 2.177 cho thay. cic nhan 18 gidi
thich cho Quyé1 dinh vay ¢6 tdc dono l4n
nhau khong ding hé Hon nita. gid ti VIF
clia cdc bien wong mé hinh chi ¢6 1.000
(nho hon nhiéu so véi 10). Vi viv. ta k&t
luan rdng cic bi€n dua vio mé hinh 12
khéng cé hién tuong da cong (uyeu

Phuong trinh lhe hién m&i quan hé
gilta Quyé&t dinh clia nhém khach hang cd
nhan vay vén kinh doanh tai BIDV Tay
D& (Ykd) vdi 5 bién déc 1ap: Cic quy
dinh, trinh 1. thil tuc trong hoat déng cho
vay (QDkd): Thai d6 phuc vu (PVkd).
Thdi dd chiéu thi (CTkd): Cd s& vat chat
Vi thUnE hiéu ciia ngin hang (VCTHkd):
Lai suat va phi sit dung d:ch vy (LSkd)
dugc thé hién qua phlfUns trinh (2),

Ypkd = 4149 + 0.135QDpkd
+ 0457CTpkd + 0.065PVpkd +
0.082VCTHpkd + 0.044LSpkd _(2)

Phudng trinh (2) cho lha; 141 ¢a chc
bién trong mo hinh déuc6 ¥ nghia théng
k& va c6 m&i quan hé thudn ch;eu véi
bign phu thude, Trong 6. nhin s& Thai
d6 chiéu th (CTpLd] €6 c dong Jon
nhat t6i quyét dinh vay vén clia “dc
hang c¢d nhin vay \6n phi sian - &,
kinh doanh (CTpkd): k& dén Quy .
trinh wt. thii ue trong hoat dgng ct
(QDpkd) ciing c6 anh hudng dé-

dén quveldmh vay \an eda khdck ang.
Cdc bién con lay ciing ¢6 thc 6 . dép
quyél dinh vay \Gn cha khdch & g v

mite dé gan dng ddng nhau.



Tir k€t qud 2 m& hinh nghién ctu asi
vdi nh6m khdch hing vay von sdn xudl,
kinh doanh va nhém phi sin xudt, kinh
doanh déu cho th'y, Quy&t dinh vay vén
ctia khdch hang phy thudc vao cdc nhin
16: Théi dd chiéu thi; Quy dinh, tinh vy,
thd we trong hoat doéng cho vay; Co s8
vit chdt va thuong hiéu cia ngln hang;
Lii sudl, phi si¥ dung dich vu; va Thé
d phuc vu. Trong d6. Thai d6 chiéu thi
vi Quy dinh, trinh ty, thd e trong hoat
ddng cho vay c6 tdc ddng I6n d€n quyét
dinh vay von cla khdch hang hon cdc
bi€n con lai.

KET LUAN VA MOT sO BE XUAT

K€l qud phén tich cho thdy, ¢é §
nhin (3 c6 4nh hudng d&€n quyé&t dinh
vay von ciia khdch hang cd4 nhan ti
BIDV Tiy B8, gdm: Co s8 vit chit va
thusng hi€u cia ngdn hiang; Cic quy
dmh, trinh ty, thd e trong hoat déng
cho vay; Thdi dé chiéu thi; Lai suadt/phi
dich vu va cudi cong 12 Thdi d6 phuc
vu va su chuyén nghi¢p cda nhan vién.
Trong 46, Cdc quy dinh, trinh g, thi
tuc trong hoat ddng cho vay va Thdi do
chiéu thi 1a 2 nhan 16 cd ban dnh hudng
@&n quy&t dinh vay vén clia khdch hang
cd nhan.

Can ctt kel qué nghlen cifu néu trén,
tdc gid de Xuilt cdc gidi phdp 6n dinh va
phét trién khich hang ¢4 nhan vay vén
tat BIDV Tay B9, nhu sau:

Thit nhét, cin nang cao hinh anh
thuong hiéu, trang bi ¢ sG vat chat hién
dai dip itng nhu cdu phit tri€n trong thdi
dai mdi. Trong giai doan Cich mang
Cong nghiép 4.0 dang bung nd, hoat
ddng kinh doanh ngan hang khéng nim

TAILIEU THAM KHAO

ngoai xu thé phdt trién, do d6 viée trang bi hé thng
cdng nghé hién dai phuc vu phét trién céc dich vu
ngan hing dién o, phdt tri€n dich vy ngan hang théng
minh, tf dong h6a niét s6 dich vu don glén qua do
tao dugc niém tin d8i v6i khach hang dé cung c8 nén
khich hang hién hiru, ddy manh tang rudng khich
hang mdi theo dinh hudng phdt trién ngan hang bén 1&
cla hé thdng BIDV.

Thit hai, xsc dinh mdc 1a1 suit cho vay linh hoat,
phi hgp v6i moi d8i wigng khdch hémg, mifc phi dich
vu hop 1y 12 nhan t8 tic déng d&n quyét dinh lya chon
ngin hang Lun khéch hing. DE thyc hién 6t viéc ndy,
Chi nhinh cdn x4c dinh va phan khiic tng nhém khich
hiang. Trcn co 58 d6, xay dung chinh séch dp dung d&1
v6i m8i nhém dam bio dudc nguyén tdc “chia sé cd
hoi - hgp tdc thanh cong™

Thit ba, ing cuding h:éu qua vé phong cdch phuc
vy cla nhan vién d8i v61 khach hing c4 nhan vay vén
1ai BIDV Tay Db. Theo 46, cd thé 4p dung mdt s6 gidi
phép sau:

- Quan tdm chi trong cd cdng tdc ddo tao lién tuc va
thudng xuyén d€ c6 thé nang cao trinh 43, ki€n thire
doi ngll nhan vién, nhiim phdt ri€n cdc k¥ nang dac
biét, nhu: k¥ ning giao tiép, 1i€p xdc khdch hang, ky
nang dam phdn...

- Xy dung cd ch€ khuyé€n khich va ch& tai minh
bach, cong bing d& xdy dung va hinh thanh vin h6éa
cha 1§ chifc trong giao 1i€p tng xﬁ v@i khdch hang.

Thif tu, cdi (i€n thi tuc vay von, diéu kién vay don
glan 13 rang (20 diéu kién cho khach hang dé dang
uep c&n ngudn v&n ngan hang. Ting cucng cong lac
ra sodt va rit gon cdc thi tuc lién quan dén viéc cdp
tin dung. nhung vin ddm bdo wén thd theo ddng quy
dinh ndj quy clia BIDV va cia Ngin hang Nha nu6e;
niém yél cong khal céc thii tyc vay von, hd sd giao
dich cin cung Cdp ddi véi titng mang nghiép vu; thyc
hién bidng cbng b3 thasi glan thyc hién llmg loai glao
dich tai quiy giao dich d€ khdch hang c6 thé tryc 1iEp
kiém tra viéc thuc hién ctia nhén vién ngan hang. Qua
46, gép phan nang cao chat lugng ting sin pham ngin
hang cung cdp cho khdch hang.Q
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