
Phan tich yeu td anh hudng den quyet dinh su- diing 

the tin dung cua khach hang ca nhan tai Ngan hang 

Dau tu va Phat trien Viet Nam, chi nhanh Thai Nguyen 

UThiKImAnh 
Ttuong Dal hoc Kinh te va Quan M Kinh doanh Thai Nguyen 

Tnidrc su phat trien ciia l̂ hoa hpc cOng ngh$ hi$n nay. Cac ngan hang su dung nhi^u phuang ti^n trao doi thanh 
to^n. Mgt trong cac phucmg tien thanh toan ph6 Ijien hien nay 1̂  The tin dung (TTD). Day la mot loai hinh dich 
vu mang lai h'nh canh tranh cao cho cac ngan hang. Tuy nhi6n, tren thi/c t€ 6 Vi&t Nam, chua thtrc sir phat trien 
manh. Vi vay viec tim ra cac nhan to anh huang den quyet dinh su dung TTD se gop phdn to ion vao su phat 
tri^n cua cac ngan hang, tU 66 dua ra dugc nhtrng chinh sach hieu qua. 

1. Nhan la hinh anh thirong hieu ngan hang 
Bins 1: Veil l6 nbin v&i Dsin b^ i ta i i ! xuklifn Ifo, ahanliiili^ vMkMdi bine 
N&in vika ngao bing ihig 
tik khio Ito, nbanb obfo 
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h tit tdc gid 

Vo cfng doD 

3.92 
11.76 

23.53 
41.17 
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Ylu td Nhan vien ngan bing flng xii khdo leo, 
nhanh nhen vdi khieh hing cd inh hudng khi ldn 
din quyet dinh lua ehpn thuang hieu ngan hing efla 
khich hang. Trong 255 ngudi tham gia khio sit, ed 
58,82% khieh hing hoan toin ddng y, cd 17,65% 
khieh hang dong y vdi tidu chi nay. Ngoii ra cd 11,76% 
y kiln phin vin khdng bidt ylu td nhan vidn ngan 
hang flng xfl kheo leo, nhanh nhen vdi khach hang ed 
quan trpng hay khdng, ed 7,84% khaeh hing khdng 
ddng y, eo 3,92% khieh hing hoin toin khdng dong y 
ylu Id nhin vien ngin hang ung xu kheo leo, nhanh 
nhen vdi khach hang nay la quan trpng. 

Thfl tye cap thd cfla ngan hang nhanh gon, khoa 
hoc 

Bing 2. YJ i t6 thil tgc cip the cni ngin hing nhanb ggn, hboa hge 

Tbn cgp thi Dbanb 
g^n. kboa hî i 
Hoac toan khSne Jong y 

Khona doag 5' _ 

NguSn-Dai^uphkn ttch Hi tdc gid 

Ti-i?(%) ^ c^ng d&n 

Thu tyc cap lhl cfla ngan hang nhanh gpn, khoa 
hpc CO inh hudng kha ldn din quylt dinh lua chpn 
thuong hieu ngin hing efla khieh hing. Trong 255 
ngudi tham gia khio sit, cd 56,86% khaeh bang hoin 
loin ddng y, eo 19,22% khieh bang ddng ^ vdi tieu ehi 
nay. Ngoai ra ed 9,80% y kien phin van khdng bill ylu 
id thfl tue eip thi cua ngin hing nhanh gpn, khoa 
hpevdi khich hing ed quan trong hay khdng, ed 9,41% 
khieh hing khdng ddng y, cd 4,71% khich hang hoin 
toin khdng dong y ydu td thfl tye eip thi cua ngin 
hing nhcinh gpn, khoa hpevdi khich hang nay la quan 
trpng. 

+ Ngan hing cd uy lin trong vide giii quylt eic van 
dl efla khaeh hing 

B i ^ I. YcaJngiD hing t 6 » lin trong vljrgttlqnytt cie rin a i cfla kbicb bing 

bing 
n al 

Hoin loan khdng il6ng ^ 

Nguon. Du Ii4u ph&n tkh 10' ldc gid 

Ngan hang ed uy tin trong vide giii quydt cie vin 
d l efla khich hang ed inh huang ddn quydt dinh lua 
ehpn thuong hieu ngin hing efla khieh hing. Trong 
255 ngudi tham gia khio sit, cd 39,22% khieh hing 
hoin toin ddng y, ed 23,53% khieh hang ddng y vdi 
hdu ehi niy. Ngoai ra ed 20,78% y kiln phin vin 
khdng bidt yeu td ngin hing ed uy tin trong \adc giai 
quyet cie van d l cua khach hing vdi khich hing ed 
quan hpng hay khdng, ed 12,55% khieh hang khdng 
ddng y, ed 3,92% khich hing hoin toin khong ddng y 
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ylu td ngan hing co uy tin trong vide giii quydt cac 
vin d l Clia khieh hang vdi Idiich hing niy la quan 
trpng. 

Nhan td an toin bao mat 
Bang 4. Y ^ to cicqny djnh, birtug din cua ngin bing vcvi^sibdi^ng 

v i b io m^l diong tin cdi cbfi the rt ring, c&f 1 cb( 
Cie qny dlnb c i i ngSn 
bing ve vlfc sur dyng v i 
bao m^t tbdng tin eit cbd 
tbf tit r ing, cbftcbi 

Hoan toao khdng dong v 
Khong d6Dg ^ 
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Hoin loin dSog f 
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6,67 

14.12 
29,41 

47.06 
100.00 

Nguon. Dit lliu phdn tieh tit tdc gid 

Cie quy dinh, hudng din efla ngin hing vl vide su 
dung vi bio mit thdng tin cua ehu thi ro rang, chat 
ehd ed inh hudng ldn din quylt dinh lua ehpn nhin 
td an toin bio mat thd tin dyng efla khich hang. 
Trong 255 ngudi Iham gia khao sil, ed 52,94% khich 
hing hoin toin dong y, cd 17,65% khieh hing ddng y 
vdi tidu ehi niy. Ngoii rg cd 15,29% y kiln phin van 
khdng biit ylu td cac quy djnh, hudng din eua ngin 
hing vl vide sfl dung vi bio mat thdng tin efla ehu the 
rd rang, chat che vdi khich hang cd quan trpng hay 
khdng, ed 7,45% khaeh hang khdng ddng % ed 6,67% 
khaeh hang hoan loan khdng dong y ylu id eac quy 
dinh, hudng din eflg ngin hing vl vide sii dung va 
bio mit thdng tin efla ehfl the rd ring, ehat ehd li 
quan trpng. 

Bang 5. Yia to the tin dgng dirfc gin the chip glfip giao d|ch th^c hi{n 
an loin v i ngin n 

Thi tin difng tlwfc gin 
m rbSp giap giao d|ch 
tbi^ bifn an toin 

Hoin loin khaoR d^ng i 

Khdng dong i 

Khong CO V loen 

D6ngJ 

Hoan loin ding y 
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fra 8li mjo 

T f l t ( M ) 

3.53 
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63.14 

100.00 

H c$ng ibn 

3.53 

1176 

23.14 

36.E6 

100 00 

NguSn: Dit h^ phdn tich tir tdc gid 

Ylu td Thi lin dung dupe gin the chip giflp giao 
dieh thyc hien an loan cd inh hudng ldn din quylt 
dinh lua chpn nhin id gn toin bio mit the tin dung 
efla khich hang. Trong 255 ngudi thgm gia khio sit, 
cd 63,14% khach hang hoin toin ddng % ed 13,73% 
khaeh hing dong y vdi tidu ehi nay. Ngoii ra ed 11,37% 
y kiln phin vin khdng bill ylu td thd tin dyng dupe 
gin thi chip giup gigo djch thye hidn gn toan vdi 
khich hing cd quan trpng hay khdng, ed 8,24% khieh 
hang khdng dong y, cd 3,53% khich hing hoan toin 
khdng ddng y yl'u td the lin dyng duac gin lhl chip 
giup giao dieh thue hidn an loan l i quan trpng. 

Nhin td ehi phi sfl dyng 
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Bing 6. via t6 ngin hing c&ng b i o ly ai vk rO r ing cie khoin phi 
v i lit m i b«n pbif chin khi id diina tht ifn dung 

Ngin b ing cdng b6 diy dA 
rt r ing cie khoin phi v i 
lii m i bf n pb i i cb{u khi ti 
dyng Ihi tin dgng 

Hoin toEtn khQng ddi^ ^ 

Khdng dong V 

Khdttg cd V kiln 

D o i ^ ^ 
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100.00 

Ngu6n: Dit ll(u phdn tich tit tdc gid 

Ngin hing edng bd diy dfl rd ring cie khoin phi 
vi lai m i ban phii chiu khi su dung the tin dung cd 
inh hudng ldn din quydt dinh lya ehpn ehi phi su 
dyng the tin dung cfla khich hing. Trong 255 ngudi 
tham gia khio sil, co 71,37% khieh hing hoan toin 
ddngy, ed 11,76% khieh hing ddng y vdi tidu ehi nay. 
Ngoii ra ed 8,63% y kiln phin vin khdng bill ylu td 
ngan hang cdng bd diy dfl rd ring cac khoan phi va 
lai m i bgn phii chiu khi sfl dyng lhl tin dung vdi 
khich hing ed quan trpng hay khdng, cd 4,31% khieh 
hing khdng ddng y, co 3,92% khich hang hoin toin 
khdng ddng y ydu td ngin hing edng bo diy dfl rd 
ring cie khoin phi vi lii m i bgn phii chiu khi su 
dung thd lin dyng Ii quan trpng. 

BinR7 .V^u t6c icmih : 
Cic mih; phi ngan bing i p 
dgng phal cgnh tranh 

Hoin loan khdng ddng i 

Khdng ddng ^ 
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n tkh ti tdc gii 

H c{kng d&n 

3.92 

11.76 

29 41 

S2.16 

100.00 

Cie mue phi ngin hing i p dung phii cgnh tranh 
ed inh hudng khi Idn din quyet dinh lua chpn chi phi 
sfl dung the tin dyng cfla khich hing. Trong 255 ngudi 
tham gia khio sal, ed 47,84% khieh hing hoin toin 
ddng y, c6 22,75% khich hing dong ^ vdi tidu ehi niy. 
Ngoai ra ed 17,65% y kidn phin vin khong bill ylu td 
cic mfle phi ngin hing i p dyng phii egnh tranh vdi 
khieh hing ed quan trpng hay khdng, ed 7,84% khieh 
hing khdng ddng y, cd 3,92% khieh hing hoin toin 
khdng dong y ydu td eic mfle phi ngin hing ap dung 
phii eanh tranh li quan trpng. 

2. Giai phap nang cao hieu qua djch vu the tin 
dung 

Thu nhit, Giii phip vl dieu kidn triln khai va phat 
triln eua Ngin hing: - Hoin thien md hinh id chflc 
chuydn nghidp, hidu qui, cie quy trinh nghidp vu, quy 
ehi quin tri dieu hinh, phin cip fly quyin vi phdi 
hpp gifla cie don vj hudng ddn sin phim vi khieh 
hing theo thdng Id qudc t l lot nhit. Phit triln nhanh 
ngudn nhan luc ehit lupng eao dya tren su dung vi 
phit triln ddi ngu chuyen gia h-ong nude vi qude Id 
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