
Cac nhan to anh hu'dng den 
quyet djnh vay von 
cua khach hang ca nhan 
tai BIDV Chi nhanh Tay Do 

NGUYEN TH! "GP^ SCTdNG' 
Tom tat 
Thdng qua khdo sdl 300 khdch hdng cd nhdn co vay von, bdi vie't nghien cdu cdc nhdn to anh 
hudng di'n quyi't djnh vay vdn cua khdch hdng cd nhdn lgi Ngdn hdng ThUffng mai Co phdn Ddu 
tu vd Phdt trien Viet Nam. Chi nhdnh Tdy Do (BIDV Tdy Do). Ket qud nghiin cdu cho thdy, quyi't 
dinh vay vdn cda hg phu thuoc vdo cdc nhdn td: Thdi dg chieu thi; Quy dinh, trmh tii vd thu tuc 
trong hogt dgng cho vay, Cff sd vdt chd't vd thuffng hieu cda ngdn hdng; Ldi sudt vd phi sit dung 
dich vu; Thdi do phuc vu. Trong do, Thdi do chiiu thi vd Quy dinh, tnnh tU vd thu tuc irong hoat 
dgng cho vay cd tdc dong ldn de'n quye't djnh vay vdn cua khdch hdng hffn cdc bie'n cdn lgi. 

Ttf khoa: quye't dtnh vay vdn, vav vdn sdn xud't kinh doanh, vay vdn phi .mn .vudt kmh doanh 

Sunimary 
Through a survey data of 300 individual customers, the paper determines factors affecting their 
loan decisions at Joint Stock Commercial Bankfor Inveslment and Development of Vietnam, 
Tay Do Branch (BIDV Tax Do). The results indicates that their loan decision depends on 
Marketing attitude; Regulations, order and procedures for lending activities; Facilities and 
brand qf ihe bank; Interest rates andsenice charges: Service altitude In particular, Marketing 
attitude and Regulations, order and procedures for lending activities create a greater impact 
on loan decision than the remaining factors. 

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

GI61 THIEU de vay vdn hoac stf dung cdc san pham 
dich vu khac. 

Theo Ngan hang Nha ntfdc TP. Can Thd, thi hien Xua't phat ttf nhffng van dl neu iren, 
nay (nam 2019), TP. Can Thd cd 53 td chtfc tin diang vi$c nghien ctfu cac nhan id anh htfdng 
(TCTD), trong dd cd 46 chi nhdnh ngan hang thtfdng den quyet dinh vay vdn ciia khach hang 
mai (NHTM) va 7 quy tin dtang (QTD) ciing boat ca nhan lai BIDV Tay Do la can thiel. 
dpng. Dilu nay da lao ra stf canh tranh manh me, ddi 
hoi mdi TCTD phai khong ngtfng cai thien chat Itfdng CO SO LY LUAN VA PHU'ONG 
hoai dpng cung cap dich vti den khach hang. PHAP NGHIEN CUU 

Hien nay, bai todn dat ra cho cdc ngan hang la 
cdc nhan id' nao anh htfdng den quydt dinh cua mot Cdsof ly luan 
khdch hang khi Itfa chpn vay vdn d ngan hang nay, Thuyet hanh dpng hdp Iy (The • -, of 
ma khong phai ngan hang khac? Khi xac dinh dtfdc Reasoned Action - TRA) dtfdc phi. -uen 
cdc nhan id da dnh htfdng den quyel d[nh ciia khdch bdi Ajzen va Fishbein (1975), la TI.' • '̂  
hang, ngan hang se tim ra giai phdp de gia tang kha cho thuyet hanh vi co kd hoacl . ^, 
nang thuyel phuc khach hang It/a chgn ngan hang dtfdc phat ttien bdi Ajzen vao n;^ 1991. 

• Ngan hang TMCP D iu ttf va Phat trien Viet Nam, Chi nhanh Tay Do 
Ngdy nhdn bdi: 02/10/2019; Ngdy phdn bifn: 15/10/2019; Ngdy duySt ddng: 21/10/201^ 
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TRA la mpt mo hinh cho tha'y, xu htfdng 
tieu dung la nhan to dtf doan tdt nhat ve 
hanh vi tieu diJng. Theo do, thai do dtfde 
do Itfdng bang nhan ihtfc ve cdc thupc 
linh cua san pham va chuan chu quan 
CO the dtfdc do Itfdng ihdng qua nhffng 
ngtfdi CO lien quan den ngtfdi lieu dung. 

Thuyel hanh vi dtf dinh (Theory of 
PlanedBehavior-TPB) ctfa Ajzen (1991), 
gia dinh rang mot hdnh vi cd the dtfdc dtf 
bao hoac giai thich bdi cdc xu htfdng hanh 
vi de thtfc hi6n hanh vi do. Md hinh TPB 
dtfdc xem nhtf tdi xiu hdn md hinh TRA 
trong viec dtf dodn va giai thich hanh vi 
cua ngtfdi tieu dung trong cCing mgt not 
dung va hoan canh nghien ctfu. Bdi vl, mo 
hinh TPB khde phuc dtfdc nhtfdc diem cua 
md hinh TRA bang cdch bd sung them 
yeu (6' kiem soat hanh vi cam nhan. 

Theo Koller (2001), khdch hang se 
chpn mua hang cua nhffng doanh nghiep 
nao ma ho cd the nhan dtfdc gia in danh 
cho hp la cao nha't (gpi la gid tri danh 
cho khach hang) va neu san pham, dich 
vu ddp tfng dtfdc nhtfng raong mud'n cua 
khach hang, thi ho se trung thanh va se 
mua lai d nhtfng lan tiep theo, cung nhtf 
mua nhilu hdn; dong ihdi, quang cdo hp 
cdng ty ddn nhtfng ngtfdi tieu dung khac. 

Nganh ngan hang la nganh co tinh 
canh tranh cao. Cac ngan hang khdng 
chi canh tranh vdi nhau, ma cdn canh 
tranh vdi cac to chtfc phi ngan hang va 
to chtfc tai chinh khde. Ly do la vi hau 
het stf phdt trien eac san pham dl dang 
bj sao chep va cd luc cdc ngan hang cung 
cap cdc san pham gidng hgt nhau, chung 
chi dtfde phan biet dtfa tren ed sd la gia 
va chd't Itfdng. Do do, viec duy tii khach 
hang tiem ndng la eong cu hi6u qua, ma 
cae ngan hang stf dung nhtf la mgt Idi the' 
d6 phai trien chidn Itfdc kinh doanh, de 
CO the ton tai trong mdi trtfdng canh tranh 
gay gat nhtf hien nay. 

Mo hinh nghi§n ctfu 
Kd thtfa kdl qua ciia cdc nghien ctfu 

trtfdc, ldc gia da liê n hanh xay dtfng md 
hinh nghien ctfu nhtf Hinh. 

Trong do: 
- Cd sd vat chat va thtfdng hieu ciia 

ngSn hang: La tSp hdp cdc nhan td ve cha't 
lu'dng Clia cd sd vat chat, vi Iri, trang thiet 
bi... va hinh anh thtfdng hieu ciia ngan 
hang theo cam nhan cua khdch hang. 

- Thai do chieu thi: Bao gom cdc 
nhan to' the hien stf quan lam, dam bao 
thtfc hien cac cam ket vd uy lin cua ngan 
hang theo cam nhan cua khach hang. 

HINH: MO HINH NGHIEN CtfU 
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Ngudrr Tac gia de >, 

- Cdc quy dinh, trinh ttf, thu luc trong hoat ddng cho 
vay: Nhdm nhan td nay Id tap hdp cdc nhan to' lien 
quan den eac quy irinh va quy dinh cua ngan hdng dd'i 
vdi ttfng khoan vay theo cam nhan cua khdch hang. 

- Thai dp phuc vu va stf chuyen nghiep cua nhan 
vien: Day la nhdm cdc nhan to' the hien stf chuyen 
nghiep va ky nSng phuc vu khdch hang cua nhan vien 
ngan hang theo cam nhan cua khaeh hang. 

- Lai sud't va phi stf dung dich vu: Day la nhdm cdc 
nhan id' the hien stf cam nhan ciia khaeh hdng dd'i vdi 
lai sud't va phi stf dung eac dich vu lien quan den hoat 
ddng vay vd'n. 

- Anh htfdng ciia ngtfdi thSn: Ddy la nhdm cac nhan 
to danh gia tac ddng ciia nhtfng ngtfdi than cd lien h6 
mat thiel vdi ngan hang se cd tac ddng nhtf the nao 
de'n quye't dinh vay vdn ciia mdt khdch hang? 

Tdc gid da de xua't 6 nhan to dtfdc eho la cd anh 
htfdng ddn quy6't dinh vay vd'n cua khdch hang cd nhan 
vao md hinh nghien ctfu (̂ Hinh). Sau dd, qua tham khao 
ykien chuyen gia, cdc nhdn td'anh htfdng tdi Quyel dinh 
vay vdn cua khach hang dtfdc nil xudng cdn 5 nhan td va 
dd Id cd sd de thidt kdbdng cau hdi khdo sdt khdch hdng. 

Phtfdng phap nghien ctfu 
Bdng cdch chpn mau qua nhieu giai doan, sau khi 

sang Ipc danh sach khaeh hang theo mot sd' lieu chi 
ve muc dich vay, nhdm tdc gia tie'n hdnh khdo sdt trtfc 
tidp 150 khach hang ca nhan vay vdn san xua'l, kinh 
doanh va 150 vay vd'n phi san xua't, kinh doanh lai 
BIDV Tay Dd. Kdt qua thu ve dtfdc 300 quan sdl hdp 
le, dai 100% tong sd phieu phdtra. 

Tren cd sd so' lieu khdo sat, phtfdng phdp thdng ke 
md la va hdi quy da dtfdc stf dung de phdn tich. Khao 
sat dtfdc thtfc hien dau ndm 2019 (Bdi vie't sd dung 
cdch vie't sd thdp phdn theo chudn qudc te). 

KET QUA NGHIEN cCu 

Cac nhan t6'anh htfoTng ddn quydt dinh vay vdn 
cua nhdm khach hang san xua't, kinh doanh 

Mo hinh hoi quy dtfdc thtfc hien vdi 5 bien ddc lap 
anh htfdng den bien phu thudc Id Quyet dinh vay ciia 
khach hang ca nhdn vay vdn kinh doanh lai BIDV Tdy 
Dd. Kdt qua phan lich dtfdc the hien qua Bang I. 

Bang 1 cho tha'y, md hinh hoi quy dtfa ra ttfdng dd'i 
phu hdp vdi mtfc y nghia 1%. He sdR^ - 0.537, nghia 

Economy and Forecast Review 35 



BANG 1: Mflc DO AMH HISdna CUA CAC NHAN TO DEN QUYET DIUH 
VAV VON CUA NHOM KHACH HANG SAN XUAT, HNH DOANH 

B i ^ n s ^ 
Hang so 

QDkd 

PV21kd 
CTJtd 

VCTHkd 
LSkd 
SQ quan sat 

R- hieu chinh 

Gia tri P cua kiem dinh F 
Durbin - Waison 

Hf9(r«0cbva]>9 
4 276 
0.113 
0.061 
0.312 

0.165 
0.078 

Gia tri P 
.000 

.000 

.035 

.000 

.000 

.008 

VIF 

1.000 
1.000 
1000 
1.000 
1.000 

150 
0.537 
0.000 
1.892 

BANG 2: MCTC DO ANH HtfCiNG COA CAC NHAN TO DEN QQYET DINH 
VAY VON COA NHOM KHACH HANG PHI SAN XOAT, KINH DOANH 

Bi^nsS' 

Hang so 

QDkd 

PV21kd 

CTkd 

VCTHkd 

LSkd 

So quan sat 

R-hieu chinh 

Gia tri P cua kiem dinh F 

Durbin - Watson 

H^siaScbtifBS^ 

4 149 

-13; 

.457 

,065 

.082 

.044 

Gia t r iP 

(100 

000 

000 

00} 

.000 

.043 

\1F 

1000 

1.000 

1.000 

1.000 

1.000 

150 

0.779 

0.000 

2.177 

la 5 bien doc lap di/a vao mo Mnh phan tich giai thich 
dtJctc 53.7% quyet dinh vay vo'n cua tihom khach hiing 
kinh doanh tai BIDV Tay Do. 

Vdi P = d.OOO. nen ino hinh hoi quy la thich hdp. 
Gia tri Durbin-Watson & mo hinh la 1.892 cho thay, 
cac nhan to giai thich cho sir quyet dinh co tac dong 
den nhau nht/ng khong dang ke. Hdn nifa, cac gia tri 
VIF cda cac bien trong mo hinh chi co 1.000 (nho hdn 
nhieu so vdi 10). Vi vay. cac bien du'a vao mo hinh la 
khong CO hien tirdng da cgng tuyen. 

PhUdng trtnh the hien moi quan he gifla Quyet djnh 
cua nhom khach hang ca nhan vay von san xuat, kinh 
doanh tai BIDV Tay Do (Ykd) vdi 5 bien doc lap: Cac 
quy djnh, trtnh tU, thu tuc trong hoat dong cho vay 
(QDkd); Thai dp phuc vu (PVkd); Thai do chieu thi 
(CTkd); Cd sd vat chat va thirdng hieu cua ngan hang 
(VCTHkd); Lai suat va phi sil dung dich vu (LSkd) 
diTdc the hien qua phUdng trinh (1). 

Ykd = 4.276 + 0.II3QDM + 0.061PVM + 
0.312CTkd * 0.165VCTH2M + 0.078LSlid 11) 

PhUdng trinh (1) cho thay, cd 5 bie'n dpc lap deu cd 
mo'i tUdng quan thuan chieu vdi Quye't dinh cua nhdm 
khach hang ca nhan vay von kinh doanh tai BIDV Tay 
Do Trong do. nhom nhan to Thai do chieu thi; Cd sd 
vat chat va thfldng hieu cua ngan hang la cd tac dpng 
manh nha't. Tie'p de'n la Quy trinh, trtnh tfl, thu tuc 

trong hoat d5ng cho va>; U i ™ '̂- ^J" 
siJ dung (iich vu va Thai >)? P*,.™ ^,^, 
nhan vien cung co anh hfldng tdi q . 
dinh vay von cua khach hang, niy nme" 
mflc do tac dong nho hdn nhieu so vo 
cac nhan to' khac. , „-. 

Cac nhan t6' anh hiring den ijuyei 
dinh vay von cua nhdm khach hang 
piii san xua't. kinh doanh ^ 

Mo hinh hoi quy dfldc thflc hipn voi 
5 bie'n doc lap anh hfldng den bien Phy 
thupc la; Quye't dinh vay cua kliach 
hang ca nhan vay von phi san xuat, lonh 
doanh tai BIDV Tay Do. Ket qua phan 
tich dfldc the hien qua Bang 2. ^ 

Ke't qua phan tich Bang 2 cho thay. 
mo hinh hoi quy dfla ra phii hdp vdi mflc 
v nghia 1*. He sp R= hieu chinh cua mo 
hinh = 0.779. Do dd. khoang 77.9ft Quyet 
dinh vav von ciia nhom khach hang phi 
kinh do'anh tai BIDV Tay Do dfldc giai 
thich bdi 5 bie'n da dfla vao mo hinh. 

Ke't qua. gia tri P = 0.000. nen mo hinh 
thich hpp. Gia tri Durbm-Watson d mo 
hmh la 2.177 cho tha'y. cac nhan to giai 
thich cho Quye't dinh vay co uic dpng Iln 
nhau khong dang ke Hdn nSa, gia tn VIF 
ciia cac bie'n trong mo hinh chi cd 1.000 
(nhd hdn nhieu so vdi 10). Vi vay. ta ke't 
luan rang, cac bie'n dfla vao mo hinh la 
khong CO hien tfldng da cpng tuye'n. 

Phfldng trinh the hien moi quan he 
gifla Quye't dinh cua nhdm khach hang ca 
nhan \a\ von kinh doanh tai BIDV Tay 
Do (Ykd) vdi 5 bien dpc lap; Cac quy 
dinh, irinh tfl. thii tuc trong hoat dong cho 
vay (QDkd); Thai dp phuc \TI (PVkd); 
Thai dp chieu thi (CTkd); Cd sd vat chat 
va thfldng hieu cua ngan hang (VCTHkd): 
Lai sua't va phi sfl dung dich vu (LSkd) 
dfldc the hien qua phfldng uinh (2). 

Yplid = 4.149 + O.lSSQDpkd 
+ 0.4S7CTplcd + O.mSPVpU + 
0.0S2VCTHplid +0.044LSpkd (2) 

Phfldng trtnh (2) che tha'y. lat ca cac 
bie'n trong mo hinh deu cd y nghia tho'ng 
ke va cd moi quan he thuan chieu vdi 
bie'n phu thupc. Trpng do, nhan so' Thai 
dp chieu thi (CTpkd) cd tac done ldn 
nha't tdi quye't dinh va\ von cua -ac 
hang ca nhan vay \ 6'n phi san - . it. 
kinh doanh (CTpkd); ke de'n Qu\ . 
trinh tfl, thu tuc trong hoat dpng ch; 
(QDpkd) cung co anh hfldng dar.: t.e 
de'n quye't dinh \a\ \ 6'n cua khach 'ang. 
Cac bien con lai cung cd tac d o ' : den 
quye't dinh vay \6'n ciia khach ^ ;ig vdi 
mflc dp gan tfldng ddng nhau. 

36 



Tiy ke't qua 2 mo hinh nghien ciJu do'i 
vdi nhom khach hang vay vo'n san xuS't, 
kinh doanh va nhom phi san xuat, kmh 
doanh d6u cho tha'y, Quyet dinh vay von 
cua khach hang phu thugc vao cac nhSn 
t^: Thai dp chieu thi; Quy dinh, tiinh ty, 
Ihu tuc trong hoat dpng cho vay; Ctf sd 
vit cha't vh thirdng hi6u ciaa ngan hang; 
Lai suat, phi su" dung dich vii; va Thai 
dp phuc via. Trong do. Thai do chieu thi 
va Quy dinh, trinh tu", thu tuc trong hoat 
dong cho vay co tac dpng ldn den quye't 
dinh vay v6'n cua khach hang hdn cac 
bien con lai. 

KET LUAN VA M 6 T SO DE XuXl 

Ke't quS phan tich cho tha'y, cd 5 
nhan to' cd anh hu'dng de'n quye't dinh 
vay von cua khach hang ca nhan tai 
BIDV Tay D6, gom: Cd sd vat chat va 
thu'dng hieu cua ngSn hang; Cac quy 
dmh, trinh Ui, thu tuc trong hoat dong 
cho vay; Thai dd chi6u thi; Lai sua't/phi 
dich vu va cud'i cung la Thai dd phiic 
vu va sy chuyen nghidp cua nhan vien. 
Trong do, Cac quy dinh, trinh ty, thu 
tuc trong hoat dpng cho vay va That dp 
chi6u thi la 2 nhan td'cd ban anh htfdng 
de'n quye't dinh vay vo'n cua khach hang 
ci nhan. 

Can ctf kd't qua nghien cdu neu trdn, 
lac gia de xua't cac giai phap dn dinh va 
phat trien khach hang ca nhan vay vo'n 
tai BIDV Tay D6, nhtr sau: 

Thti nhdt, can nang cao hinh anh 
ihi/dng hieu, trang bi cd sd vat chat hien 
dai dap iJng nhu cau phat trie'n trong thdi 
dai mdi. Trong giai doan Cach mang 
Cdng nghiep 4.0 dang bung nd, hoat 
dpng kmh doanh ngan hang khdng nSm 

ngoai xu the' phat trien, do do vide trang bi hd thong 
cdng nghe hien dai phuc vu phat trien cac dich vu 
ngan hang dien tû , phat trien dich vu ngan hang thdng 
minh, ty ddng hda mdt so' dich vu ddn gian qua do 
tao diroc niem tin dd'i vdi khach hang de cung cd' nen 
khach hang hien hiJu, day manh tang tru'dng khach 
hang mdi theo dinh htfdng phat trien ngan hang ban le 
cua he thd'ng BIDV. 

Thd hai, xac dinh mtfc iai suat cho vay hnh boat, 
phu hdp vdi mpi dd'i tifdng khach hang, miJc phi dich 
vu hdp ly la nhan td' tac ddng de'n quye't dinh lya chon 
ngan hang cua khach hang. De thyc hien td't viec nay, 
Chi nhanh can xac dinh va phan khiic ti^ng nhdm khach 
hang. Trdn cd sd do, xay dyng chinh sach ap dung do'i 
vdi mdi nhdm dam bao du'dc nguydn tac "chia se cd 
hgi - hdp tac thanh cdng". 

Thdba, tang cifdng hieu qua ve phong each phuc 
vu cua nhan vien dd'i vdi khach hang cd nhan vay vd'n 
tai BIDV Tay Do. Theo do, co the ap dung mdt so'giai 
phap sau: 

- Quan tam chu trgng cdng tac dao tao lien tuc va 
thifdng xuydn de cd the nang cao trinh dp, kien thdc 
doi ngu nhan vien, nham phat trien cac ky nang dac 
biet, nhu": ky nang giao tiep, tie'p xdc khach hang, ky 
nang dam phan... 

- Xay dyng cd che khuyen khich va chd' tai minh 
bach, cdng bang de xay dyng va hinh thanh van hda 
cua to chtJc trong giao tie'p dng xu* vdi khach hang. 

ThUtu, cai tien thu tuc vay vd'n, dieu kien vay ddn 
gian, ro rang tao dieu kien cho khach hang de dang 
tie'p can nguon vd'n ngan hang. Tang cu'dng cdng tac 
ra soat va rut gpn cac thu tuc lien quan dd'n viec cap 
tin dung, nhifng van dam bao tuan thu theo dung quy 
dinh ndi quy cua BIDV va cua Ngan hang Nha nifdc; 
niem ye't cong khai cac thu tuc vay vdn, hd sd giao 
dich c^n cung cS'p dd'i vdi tyng mang nghiep vu; thyc 
hien bang cdng bo' thdi gian thyc hien tttng Ioai giao 
dich tai quay giao dich de khach hang cd the tryc tie'p 
kiem tra viec thyc hien cua nhan vien ngan hang. Qua 
dd, gdp phan nSng cao cha't lu'dng tttng san pham ngan 
hang cung ca'p cho khach hang.O 
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