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TREN PIA BAN THANH PHO HO CHIi MINH
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TOM TAT:

Bai vi€t nghién ¢itu cdc nhin 6 nh hudng d€n quyét dinh gli ti€'t kiém clia khdch hang tai
Ngin hing TMCP D4u tu va Phdt trién Viét Nam trén dia ban TP, H4 Chi Minh (BIDV TP. Hb

Chi Minh).

K&t qua cho thiy, c6 7 y€u 10 tdc dong d€n quy€t dinh gii ti€'t kiém cda khach hang 14n Iude
13: Thudng hiéu ngdn hiang, Su thudn tién, Chinh sdch 1ai sudt, Hinh thifc chiéu thi, Anh hudng
clia ngudi thin, Thi tuc giao dich v Nhin vién ngan hang. T d6, bai vi€t dua ra cdc gidi phdp
@é xud't nhim thu hdt khdch hang giti ti€t kiém tai BIDV TP. Hd Chi Minh.

T khéa: Gii ti€t kiém, khdch hing, Ngin haing TMCP DPau tu va Phat tri€n Viét Nam, TP.

Hd Chi Minh.

1. Pit van dé

BIDV ld m§t trong nhitng ngdn hiing hoat ddng
ldu niim trén dia ban TP, H6 Chi Minh, thifa hudng
thudng hiéu manh. mang hedi rong khip va lugng
khich hang 16n. Tuy nhién, do dnh hudng cla dich
bénh Covid -19 di khi€n cho hoat ddéng huy déng
vén clia ngdn hang tr¢ nén khé khiin hon. Bén
canh dé. sif canh tranh gifra cdc ngdn hing ngay
cang gay giit ciing khi€n cho thj phan huy déng vén
cda cdc Chi nhdnh ¢6 didu hiéu gidm. dac biét 1a
ngudn tién nhan rdi tr din cu.

Do véy. viéc nghién cifu vé cdc nhin t8 inh
hudng ciling nhu mie d6 tdc dong cla cdc nhin &
dé d€n quy&t dinh gifi i€t kiém cda khdch hang 1a
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cdp thi€t, cin duge chu trong, Trén cd sG 46, ngin
hang s& xdy dung chi€n luge huy déng von chi
ddng, hiéu qud nhim théa miin va ddp ng nhu ciu
cda khdch hing mdt cdch tot nhdlt. giip ngan hiang
gilt chdn duge khdch hang hién tai, thu hit lai
lugng khich hang da rdi bé va phat trién md rong
khach hang trong tudng lai.

2. Phudng phip nghién ciiu

2.1. M6 hinh nghién ctu dé nghi (Hinh 1)

2.2, Nghién citu dinh lugng

Nghién cifu dinh lugng dugc thyc hién bing
cdch khao sdt trén cdc khach hiang ¢6 tham gia gtti
i€t kiém thong qua bang ciu hdi, Miu thu thap
dugc s& x(r I¥ bing phan mém SPSS vdi cic cong
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Hinh 1: M6 hinh nghién cuu

[ Thuong hiéu ngan hang

[ Chinh séch 15 sust

[ Hinh thiic chigu thy

( Su thuan tién

[ Th tuc giao dich

( Anh hudng cla nguoi than

[ Nhan vién ngan hang

cu thong ké mod ta, ddnh gid thang do biing hé s6
tin cdy Cronbach’s Alpha, phan tich nhan t& khim
phd EFA, kiém dinh mé hinh biing phén tich twong
quan va phin tich hdi quy.

2.3. Thuc hign nghién citu

Thiét k€ bang cdu hdi: Tit ¢d cdc bién quan
sdt trong cdc thanh phin déu st dung thang do
Likert 5 mitc dg. tir 1 13 “Hodn toin khong dong
" cho d€n 5 1a “Hoin toin ddng ¢

Thiét k€ miu: Téng thé cla nghién ciu 1a
nhitng khdch hing tham gia gifi ti€t kiém tai
BIDV TP. H6 Chi Minh. Miu dudgc chon theo
phudng phap thuin tién (phi xdc sudt). DI twong
li'y miu la nhitng khdch hing cé tham gia gifi
tiét kiém tai ngdn hang BIDV TP. H5 Chi Minh.
Nghién cttu c6 tit cd 36 bi€n quan sdt cin ti€n
hanh phén tich nhan 16. dp dung theo nguyén tac
¢d miu ctia Hoing Trong vd Chu Nguyén Mdng
Ngoc (2008) thi c8 miu can thi€t 1a 36%5 = 180
mau.

Thu thiap va phdn tich dit liéu: S§ liéu khio
sat duge thu thap tit ngay 01/3/2020 dén
30/5/2020, bang ciu héi duge glii dén 300 khdch
hang. Sau khi thu v&, ki€m tra cdc bing cdu hoi.
thi ¢6 241 khdch hang hdi ddp hgp 1¢. Ti 1¢é hdi
ddp dat gdn 80%.

3. K&t qua nghién ciu

3.1. Bdnh gid thang do bdang hé sé tin cgy
Cronbach’s Alpha

Hé s6 Cronbach’s Alpha dugc st dung nhim

loai bé cdc bién rdc khong phil hgp. Theo Hoang
Trong va Chu Nguyén Méng Ngoc (2008), nhiéu
nhi nghién citu déng ¥ riing Cronbach’s Alpha tir
0.8 @€ 1 13 thang do ludng tot, tir 0.7 dén 0.8 13 st
dung dutgc. Cic bi€n ¢6 hé s6 twong quan bi€n tdng
{Corrected Item-Total Correlation) > 0.3 vi hé s6
Cronbach’s Alpha > 0.7 thi thang do dugc chidp
nhin va giir lai d€ dwa vio phan tich nhin 18 ti€p
theo. (Bang 1)

BAng 1. K&t qud danh gié do tin cdy
cdc thang do

‘ Bién G 7—‘
‘ Thang do - Item - Total
| q Correlation ‘
| THNH_1 830 |
| Thugng higu ngan hang: | THNH 2 g |
Cronbach’s Alpha = 924  THNH 3 803
; = .
THNH 4 | 825
CSLS_1 .641 \
Chinh sach (3i suat; P s e
| Cronbach’s Alpha =.792 | Lialay 2 s br2 |
CcsLs_3 591
Anh huéng ciia nquéi l AHNT_1 [ 795 B
‘ than: Cronbach’s Alpha | AHNT 2 863 |
=887 " AHNT 3 573
NVNH 1 | 618
| NVNH_2 731
Nhan vién ngan hang: \ Wﬂs S 770
| Cronbach's Alpha = .838 - ) i
| " NVNH 4 695 |
| NVNH_5 l_ 421
. o e 1 ia DGTK 1 .681
| Quyét dinh gli tigt kigm I “ - |
_ cla khach hang: Cron- ~ QDGTK 2 871
| 's Alpha = .886 e -
| bach's Alpha QDGTK 3 | 791
| [ st | 13r |
S STT2 7%
Su thuan tién: Cron- A -
| bach's Alpha = .886 ! ST A Ei_
: STT 4 610
STT 5 773
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Bigh Cormected |
Thang do sian-gat Item - Total
| ‘ q Correlation
_ | ]
TTGD 1 709
Thu tuc giaa dich: !__-I—TFD—Z ‘ 784
Cronbach’s Alpha TTGD 3 572
=849 TTGD 4 589 ‘
- TTGD_5 875
B HTCT 1 793
Hinh thic chisu |, HTCT_2 812
thi: Cronbach’s HTCT 3 704
Rlptie=890 ~ HTCT 4 702
HTCT 5 660

Theo k€t qud tai Bang 1 cho thiy. Thang do cic
bién doc 1dp gbém: (1) Thudng hiéu ngan hang. (2)
Chinh sdch 13i sudt. (3) Hinh thite chiéu thi. (4) Sy
thuin tién. (5) Anh hudng cha ngudsi thin, (6) Thi
tuc giao dich. (7) Nhin vién ngin hang: déu ¢é cdc
bié€n quan sidt v8i hé s6 Cronbach’s Alpha > 0.7 va
hé s& tuong quan bién téng > 0.3. Theo dé. tat ca
30 bi€n quan sdt ban diu s& duge dua vio phan
tich nhin t& EFA ti€p theo. Thang do Quy¢t dinh
gl tiét ki€ém cla khdch hang vin giff nguyén 3
bién quan sdt. Nhu vy, thang do cdc bién déc lap
va bién phu thudce ¢6 dd tin ciy cao.

3.2. Bdnh gid thang do bang phéin tich nhan té’
EFA

3.2.1. Thang do cdc nhan 16 dnh hudng dén
quyér dinh giti tiét ki¢m ciia khdch hang

Qua k&t qui phin tich EFA, hé s¢ KMO and
Bartlett’s Test cua thang do khd cao = 0.874 vi
théa min yéu cdu 0.5 < KMO < 1. vdi mite ¥ nghia
Sig = 0.000 cho thiy phin tich nhin t& EFA 1i thich
hgp. Midc Eigenvalue: 1.037 > 1. ta ¢6 7 nhin t6
duge rit ra tir 30 bi€n quan sdt dat do tin ciy vdi
phudng sai 73.847%. Tuy nhién. ta thiy NVNH 5
c6 hé 6 tdi nhdn 8 < 0.5 nén sé bi loai. Ta ti€p tuc
dua 29 bi€n quan sdt cdn lai vao phédn tich nhin t6
kham phd EFA 1dn 2.

Qua ké&t qué phan tich EFA 1in 2, hé s KMO
and Bartlett's Test clia thang do khd cao = 0.888 v
thdéa min yéu cau 0.5 <« KMO < [, vdi mic § nghia

286 $6 22 - Thang 972020

Sig = 0.000 cho thiy phan tich nhin t& EFA 14 thich
hgp. Mic Eigenvalue: 1.011 > 1, ta ¢6 7 nhin t&
duge rit ra tir 29 bi€n quan sdt dat do tin cdy vdi
phuong sai 74.982 % khd cao, thda man mifc yéu
ciu > 50%.

3.2.2. Thang do Quvér dinh giti tién tié1 kibm cria
khach hang

BAng 2. Két qud phén tich nhén t& EFA thang
do Quyét dinh g tién 1iét kiém

KMO and Bartle?t's?est

Kaiser-Meyer-Olkin Measure 676

of Sampling Adeguacy.

| Approx. Chi-Square | 470.883
Bartlett's Testof — - : =g =

Sphericity _ __ b 3 _
Sig. Q00

Total Varance Explained -

Iniﬁal Eigenvalues h

Total % of Variance - Cumulative %
2449 81618 81618
M5 13843 ' 95461 |
136 4539 100000

Extraction Sums of Squared Loatrngs

Total % of Variance Cumulative %
2449 ; 81618 81618
Component Matrix -
66mponent B

- =
- anetk2 e
R

QDGTK_1 846

Béng 2 cho thiy. hé s6 KMO and Bartlett's Test
= 0.676. dat yéu cdu vdi Sig. = 0.000. do viy thang
do quyét dinh gt i€t kiém 1i phit hgp. K&t qui
phin tich thang do nay trich ra dudc 1 nhin 1. vdi
mifc phuong sai trich 81.618 % (> 50%). tit ¢4 hé
s0 tai nhin 0 cda cdc bi€n quan sdt cha thang do
quyét dinh gl tiét kiém déu > 0.5.
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3.3. Kiém dinh mé hinh nghién citu

3.3.1. Phdn tich tuong quan Pearson

Tir két qui phéan tich tugng quan Pearson cho
thdy. bi€n THNH, CSLS. STT, AHNT, TTGD.
HTCT, NVNH ¢6 gid tr1 Sig. = 0.000 < 0.05 (nufc
¥ nghia 5%) nén c6 su tudng quan cic bién dic lap
vil bi€n phu thudc, méi tweng quan nay 1a phd hgp.

3.3.2. Phén tich héi quy (Béing 3, 4)

gtri tiét kiém cia khdch hang tai BIDV (cic bién
doc lap).

M#&i quan hé giita quy€t dinh gt ti€t kiém clia
khdch hang tai BIDV TP. H6 Chi Minh véi cic
bi€n doc 1ap nhu sau:

- Khi Thudng hiéu ngdn hiang tang 1én | ddn vi
thi quyét dinh gtti ti€t kiém cda khach hang ting
1én 0.221 ddn vi. Tdc 14, khi Thuong hi€u ngan

Bdng 3. PaAnh gia dé pha hop cia méd hinh

Model Summary®
T D Std. Error Change Statistics
‘ | R2hidu | : : Durbin - !
Model | R | R | "SE ofthe  [Rsquae|  F | o | 58 | wason
| | T | Eetmeto | Gtange | Change | T | ™ |Fctamge| |
N R S SO S | SE ) S| 7 W, o0 | e |

K&t qui phin tich ¢6 R2 hiéu chinh =0.513 cho
thdy 6 phi hgp clia mé hinh 14 51,3%, hay ¢6 thé
hi€u 51.3% dd bi€n thién vé quyét dinh gii tiét
kiém ciia khach hang tai BIDV dugc gidi thich bdi
7 bién doc 1ap trong mo hinh.

hang manh 1én s& 1am cho khédch hing quyét dinh
gii ti€t kiém nhiéu hon.

- Khi Sy thuin tién nhiéu hon nhu phong giao
dich gan nhi, gin ndi lam viéc hon cling tdc dong
din dén quyét dinh giti ti€t kiém cla khdch hang

BAng 4. Kiém dinh dé phu hop ¢lia md hinh

ANOVA® |
T Model | SumofSquares | df MeanSquare |  F sig |
" Regresson | 100086 7 T a0 ar086 w00a |
i Residual |  ses%0 233 | s |

" Tota 18996 240 |1y

Két qud phén tich phudng sai ANOVA cho
thiy. gid tri thong ké F dudc tinh tir gid tri R* clia
mé hinh ¢ gia tri sig rdt nhé (sig = .000) < 0.05
nén mé hinh héi quy tuyén tinh phi hop vdi tp dir
li¢u v c6 thé sk dung dugc.

Phudng trinh héi quy:

ODGTK = 0.221*THNH + 0.157*CSLS

+ 0.123*HTCT + 0.163*STT + 0.117*TTGD

+ 0.120*AHNT + 0.081*NVNH

Trong d6: QDGTK la quy€t dinh gi ti€t kiém
cta khich hing tai ngan hing BIDV (bi€n phu
thude): THNH, CSLS. STT, AHNT. TTGD. HTCT.,
NVNH li cic nhin t6 dnh hudng dé€n quyét dinh

189.916 240

tang lén. Hay khi Sy thuin tién ting {én | don vi
thi quyét dinh gii i€t kiém clia khdch hing ting
1én 0,163 don vi.

- Khi Chinh sach ldi suit cao hon, linh hoat hon
sé thic diy khdch hang d&n gii ti€t kiém nhiéu
hon. Tic 14, khi Ldi sudt ting | don vi thi quyét
dinh g(i ti€1 kiém cda khdch hing ting 1én 0.157
dgn vi.

- Khi Hinh thic chiéu thi ctia ngiin hang hip
din hon, ngin hang cé nhiéu chuong trinh khuyén
mii hon 1 don vi thi quyét dinh gt ti€t kiém cla
khich hing ting 1én 0.123 don vi.

- Khi Anh hudng clia nguesi thin ting 1én 1 don

$6 22 - Thang 9/2020 287




TAP CHi CONG THUONG

vi thi quyé&t dinh giti ti€l kiém tang lén 0.120 don
vi. Diéu nay cho thay. niém tin vio si ting hd cia
ngudi thin doi véi quyét dinh gdi tiét kiém cla
khdch hang la rat 16n.

- Khi Thu tuc giao dich don gidn hdn 1 ddn vi thi
quyé&t dinh gtfi ti€t kiém ting 1én 0.117 don vi. Thd
tuc giao dich cing nhanh chéng. don gian thi ho s¢é
giao dich véi ngin hang nhiéu hon, ciing nhu quyét
dinh gii i€t kiém nhi€u hon so vdi cdc kénh diu
tu khdc.

- Khi nhiin vién ngin hing tao dn tugng tot hon,
tin tinh va chu ddo v&1 khdch hang ting 1én 1 don
vi thi quyét dinh gifi tiét kiém ting 1én 0.081 d¢n
vi. Tuy nhién. inh hudng ciia Nhin vién ngan hiang
dén quyét dinh giti tiét kiém cda khdch hang tai
BIDV TP. Ho Chi Minh khéng siu sic bing cdc
nhin & con lai. (Gid tri hé s& hdi quy = 0.081).

4, Giadi phdp nhiim thu hat khich hang gui
ti€t kiém tai BIDV TP. H6 Chi Minh

K&t qua nghién citu quyét dinh gii ti€t kiém
clia khdch hang tai BIDV TP. Hé Chi Minh phu
thudc vao 7 nhin (8 theo thit ty giam dan nhu sau:
Thuong hiéu ngdn hing. Su thuin tién, Chinh sich
lai sudt. Hinh thitc chiéu thi, Anh hudng ngudi
than. Thu tuc giao dich, Nhdn vién ngdn hing. Tl
dé. tdc gia dé xuat mot sd gidi phap dé thu hit tién
gifi tiét kiém cla khdch hing gdm:

Cdc Chi nhinh BIDV TP. H6 Chi Minh nén
tin dung th&€ manh vé thudng hiéu ngin hing sin
6 dé tao hinh dnh dep trong mit khich hang. tao
cho ho cdm gidc an toan. tin cdv khi dé€n aifi tiét
ki€ém nhu: Pdu wr xay dung cd s& vat chit cho
twong xing vdi iém lifc, tao khong gian giao dich
lich sy, khang trang. hién dai; Tich cyc tham gia
cdc cong tdc xd hoi thé hién trich nhiém xi hoi
cda BIDV d6i v6i cong dong: Hop tic vdi dia
phudng xav dung ¢dc¢ ¢ong trinh ¢dng ¢dng nhu
nhi ch& xe buyt, ghé dd céng vién.. lam cho
thugng hi¢u BIDV tré nén quen thude vdi ngudi

TAI LIEU THAM KHAO:

dén. gép phan dua uy tin, hinh dnh cia BIDV di
vao long khach hang.

Ra sodt {ai toan bd mang hrdi giao dich trén dia
ban, md rong va xiy dyng thém nhiéu phong giao
dich dé€ tiép can dude nhiéu khich hang han.

DPiy manh ddu tv cong nghé théng tin, phdt
trién hinh thic gifi ti€t kiém online gitip khich
hang thao tdc nhanh chéng. thuin tién hon khi gii
ti€t kiém ma khong mat thii gian dén quay giao
dich va cho dgi. Ngin hing nén dp dung chuong
trinh cong 1ai sudt khi khdch hing tham gia gii tiét
kiém online — diy dugc coi 1a gidi phdp ting tién
ich va thu hit khach hang gii ti€t kiém tai BIDV.

Tao dung website chuvén nghiép, ludn cdp
nhit théng tin vé cdc sdn pham mdi. chudng trinh
khuyén mii d€ tao sif thudn Igi cho khdch hang
trong viéc ti€p can thong tin vé sdn phim. dich
vu cua ngin hing mét cdch nhanh chéng va hiéu
gui nhit.

Tan dung cdc khidch hang hién hitu nhv mdt
kénh ti€p thi hitu hi¢u. Theo d6. ngan hing c¢in
phuc vu t3t trong tit ¢d cdc khau d€ bi€n khich
hiing hién tai trd thinh nhitng tuvén truyén vién
tich cue cho minh,

B4 tri nhdn vién tu vin, hd trg khich hing vé
thii tuc. gidy (3 ciing nhur tin tinh gidi dip thic mic
ciia khdach hang mot cdch nhanh chéng. Thiét lap
duting diy néng dé khich hing cé ¥ kién hoic
khi€u nai. Thiinh 1ap t6 xi¥ I¥, gidi quy€t khi€u nai
cta khdch hing nhanh nhat.

Vin dong phong trio “M&i nhin vién cia
BIDV chi sit dung dich vu tai BIDV ™ va "M&i nhidn
vién déu 1a nhin vién ti€p thi khach hang moi lic.
moi noi”.

C6 ch& d6 dai ngd. thudng phat hgp Iy dé
khuyén khich nhin vién lam viéc tdt hon, nhiét
tinh hon. Khen thudng, néu guong nhin vién dién
hinh d€ khuyén khich tit cd nhin vién phuc vu
khdch hing ngay cang tét hon m
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FACTORS AFFECTING THE CUSTOMERS' DECISIONS
TO DEPOSIT THEIR MONEY AT THE JOINT STOCK
COMMERCIAL BANK FOR INVESTMENT AND
DEVELOPMENT OF VIETNAM (BIDV)

INHO CHIMINH CITY

® Master. TRAN PHAM HUU CHAU
Faculty of Finance and Accounting, Nguyen Tat Thanh University

ABSTRACT:

This paper examines the factors affecting the customers' decisions to deposit their money at
the Joint Stock Commercial Bank for Investment and Development of Vietnam (BIDV) in Ho
Chi Minh City. This paper’s findings show that there are seven factors affecting this decision
including the brand of bank. the convenience, the interest rate, the promotion, the influence of
relatives, the transaction procedures and the staff of bank. Based on these results, some
solutions are proposed to help the BIDV in Ho Chi Minh City attract more customers 10 open
saving accounts.

Keywords: Savings deposit, customers, Joint Stock Commercial Bank for Investment and
Development of Vietnam, Ho Chi Minh City.

$6 22 - Thang 9/2020 289






