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T6m tdt: 
Nghien cuu nhdm mue tiiu kiim tra tdc dgng cda gid tri cam nhgn din y djnh vay vdn lgi cua 
khdch hdng cd nhdn. Sic dung phucmg phdp nghien cicu dinh luang vai 250 mdu tic khdch hdng 
din vay vdn tgi ngdn hdng Agribank huyin Bdc Ai - Ninh Thudn. Kit qud cho thdy cd 4 nhdn 
td gid tri tiin ti, gid tri thudn tien, gid tri cdm xue vd gid tri xa hgi diu ed dnh huang tich eire 
din y dinh vay vdn lgi cua khdch hdng. Trong dd, gid tri cdm xdc cd tdc dgng mgnh nhdt den y 
dinh vay vdn lgi eua hg. Tic kit qud nghiin ciru, gidp Ban lanh dgo ngdn hdng ndy hiiu ro cde 
nhdn td gid tri cdm nhdn dnh hu&ng din ydinh vay vdn lgi ciia khdch hdng de dua ra nhirng 
gidiphdp nhdm thu huty dinh vay vdn lgi cua hg. 
Tir khoa : Gia tri cam nhgn, gia tri tien te, gia tri cam xiic, gia tri thudn tipn, gid tri xa hdi, Y 
dinh vay vdn lgi. 
Ma JEL : L20, M14, M15. 

Perceived value impact on the customer's re-borrowing intention 
Abstract: 
This study examines the impact of perceived value on the intention to re-borrowing from 
individual customers. Using the methodology of quantitative research with 250 sample from 
customers to borrow money of Agribank in Bae Ai - Ninh Thuan district. The results indicate 
that all of four factors of price value, convenient value, emotional value and social value 
have positive effects on the intention to re-borrowing. In particular, emotional value has the 
strongest impact on intention of borrowers. From the research results, helping the Directors 
of this bank understand the perceived value affects the intention to re-borrowing customers so 
that there are solutions to attract their intention to re-borrowing. 
Keywords: Perceived value, price value, emotional value, convenient value, social value, 
intention to re-borrowing. 
JEL Code: L20, M14, Ml5 

1. Gidi thipu sau radi ldn sii dyng dich vu ludn la van de ma cac 

Trong mdi tiirdng eanh ttanh hidn nay, khach hdng doanh nghipp cd gdng tiiyc hidn vdi tdt ca khd ndng 

la nhdn td quylt dinh su tdn tai cua doanh nghidp. cua minh. Do dd, nghien ciiu gia tii cam nhdn ciia 

Chiln lupc kinh doanh hudng din khdch hdng dang l^ach hdng se cho td chiic bilt dupe phai tgo ra 

tid thanh chiln lupc quan ttpng hdng ddu ciia cac cdi gi, phdi lam gi nhdm tiiu hiit dupe sy quay Igi 

doanh nghiep. Doanh nghidp ndo ddp img kip thdi cua khach hang. 

nhihig nhu edu cua khdeh hang se tgo lpi thd cgnh Tuy nhien, cho ddn nay nghien ciiu vd moi quan 

tianh cho minh thdng qua su tmng thdnh cua khach he giiia gia tri cam nhdn vd y dinh quay Igi ciia khdch 

hang (y dinh su dyng lai). Tuy nhidn, ldm thi ndo hang vdn ehua dupe phdn tich sdu. Da sd id nghidn 

dl dem den cho khdeh hang sy cam nhgn tdt nhdt ciru vd cde nhdn td dnh hudng din gid tri cam nhgn 

i 78 thing 8/2020 52 kill) (filial IrifD 

mailto:camtta@ntu.edu.vn


Hi§n nay, d Viet Nam, ngdn hdng la rapt frong 
nhung nganh cd miic dp cgnh tianh cdng luc cang 
gia tang. Khi nghidn ciiu ve gid tri earn nhan din 
sy quay lai ciia khach hang thi ngdnh ngdn hang 
la ngdnh phu hpp dd chpn lam ddi tupng nghidn 
cuu. Hipn nay, Agribank cd hon 2200 ehi nhdnh 
va dilm giao dich dupe bo fri rdng khdp fren todn 
quoc vdi gdn 30.000 can bd nhdn vien. Cd thi ndi 
rdng Agribank la ngan hdng thuong mai ldn nhdt 
Viet Nam cd vd vdn, tai sdn, dpi ngu can bd nhdn 
vidn, mang ludi boat dpng vd sd Iupng khach hang. 
Tren dia ban tinh Ninh Thudn, Agribank Id mdt 
ttong nhiing ngan hdng hoat ddng dau tidn tai huypn 
ngheo Bae Ai. l/u tidn vdn tin dyng tap tmng vao 
phat tridn ndng nghidp, ndng thdn va chuang tiinh 
cho vay ho tip lai sudt theo chuang trinh Nghi quydt 
30A ciia Chinh Phii vd vdn cho vay tieu diing ddi 
tupng can bd cdng nhan vidn frdn dia bdn. 

Qua kdt qua hogt dpng cac nam gdn day, tir 2015 
den 2018, ta cd the thay dupe tdc dp tang tradng du 
np khd deu nhung sd Iupng khdch hang vay chua 
thyc sy tang tmdng tuong xiing vdi tidm nang cua 
dan v) tgi dia bdn. Mac khac, vide phdt tridn sd lupng 
khach hdng mdi cdn khd khan. Bdn canh do, ttdn dia 
ban hidn nay lai xudt hidn nhilu ddi thu cgnh tranh 
nhu ngdn hdng Lidn "S d̂t, Ddng A, Sacombank,... 
vdi cdc ehinh sdeh eho vay vdi miic vay cao, thii tyc 
nhanh gpn, vd ed tgo ra su mdi me frong hoat ddng 
kinh doanh. Dilu nay ldm cho su cgnh franh giua 
cac ngan hang thuang mai ngay cang quylt lidt hon. 
Trong khi dd, quy trinh nghipp vy, thii tue giay td 
vay vdn tgi ngan hang Ndng nghiep cdn phiic tap, 
mdm ra, thdi gian giai ngan cho khdch hang cdn 
cham, chua kip tiln dp. Vdn dl nay cOng la mdt 
ttong nhung bdt cap tgi ngan hang Ndng nghidp 
huypn Bdc Ai - Ninh Thuan, phdn ndo dnh hudng 
den cdc khdch hdng tmydn thdng vdi y dinh vay vdn 
lai tai ngan hdng. Do dd, rapt sd khach hang tmyen 
thdng cua Agribank cd xu hudng chuydn ddi vay 
vdn tgi ede ngan hang thuang ragi khac, dge bidt la 
khdi cdn bp, vidn chiic tgi dia bdn. 

Vi vgy, nghien cira nay tgp trung vdo su tdc dpng 
cua gia tti cam nhdn din y dinh vay vdn Igi cua 
khdch hang cd nhin tgi Agribank huypn Bdc Ai -
Ninh Thu^ la vide cdp thilt. Didu nay cd tiid bii dap 
dupe mpt phdn cdn thieu tiong cdc nghien ciiu da 
tien hdnh d Vipt Nara tiirdc ddy. 

Muc tidu cua nghien cuu nay nham xac dinh dupe 

cac nhan to cua gia tri cara nhgn cd anh hudng ddn y 
dinh vay vdn lai ciia khdch hdng cd nhan. 

Doi tupng nghien ciiu: cdc ylu to vd gia tii cam 
nhgn cua khach hdng, y dinh vay vdn Igi eua khdch 
hdng tgi ngdn hang Agribank huypn Bdc Ai - Tinh 
Ninh Thuan. 

Ddi tupng khdo sat: Id khdeh hang dang vay vdn 
tai ngan hdng Agribank huypn Bae Ai - Tmh Ninh 
Thudn. 

Sau phan gidi thidu nay, cdu tnic cua bai bao dupe 
chia lam 4 phan: (1) trinh bay vd tdng quan ly tiiuylt 
vd rad hmh nghidn ciiu; (2) ban vl phuong phap 
nghien ciiu; (3) thdo lugn vd kit qua nghien ciiu; va 
(4) kdt ludn chung cua bdi bdo. 

2. Cff so* li thuyet va md hinh nghidn ciru 

2.1. Gid tri cdm nhgn 

Theo Zeithaml (1988), gia tti ngudi tieu dung 
nhdn dupe ehinh la sy chenh Ipch giiia tdng gid tri 
dupe nhgn va tdng chi phi phdi tid. Ciing rapt sdn 
phdm va dich vu thi gia tti nhdn dupe dupe danh gia 
khde nhau ddi vdi mdi ngudi. 

Hdu nhu cdc nghidn cim gdn ddy (Wei & Jung, 
2017; Park & Lin, 2018; Yu & Lee, 2019) cho rdng, 
gia tri cam nhan Id dai didn eho cdc ylu td khde nhau 
cua gia tri, ma nd cd tdc ddng khde nhau ddn nhiing 
bdi cdnh khac nhau. 

Khai nipm gia tri cdra nhdn ttong nghidn ciiu nay 
dua ttdn ly thuyet gid tri tidu dung ciia Sweeney & 
Soutar (2001). Theo dd, gia tri cdm nhdn bao gdra 3 
gia tri sau cdu thdnh: Gia tri chite nang, gid tri earn 
xiic vd gia tri xd hpi. Kilra dinh ciia Sweeney & 
Soutar (2001) chiing minh rdng day cung Id 3 ydu td 
dnh hudng ddn y dinh, hanh vi va su lya chpn ciia 
khdeh hang Wei vd Jung (2017). 

2.1.1. Gid tri chuc ndng 

Gia tri chiic nang Hen quan tdi Ipi ich cd dupe tir 
chdt lupng san phdm vd hogt dpng ciia sdn pham. 
Gid tri nay cd lien quan den tinh thiet thyc vd kinh 
tl, din nhttng Ipi ich gdn ket vdi vide vay vdn tgi 
Agribank dupe khach hang ddnh gia tten mpt chudi 
nhung thudc tinh ndi bat nhu lai sudt thap, sy dang 
tin cay, tinh lau bin ciia ngdn hang. Gid tti chiic 
nang gdra gid tri tien td vd gid tri thudn tipn. 

a. Gid tri tiin ti 

Gid tii ndy gdn lidn vdi sy danh gid lidn quan den 
cdc khia canh vl gia cd thdng qua kinh nghipm sii 
dung. Cy till la edm nhdn d lai sudt phii hpp vdi nhu 
cdu sdn xudt ndng nghiep, lai sudt cd tinh cgnh tranh; 

So 278 thdng 8/2020 kinh teihat trien 



phu hpp vdi thu nhgp ciia khdch hang la ndng dan. 

Theo thuc te, ngudi di vay ludn quan tdm hang 
dau Id lai sudt. Ddi vdi lai suat tgi cdc ngan hang 
hogt ddng tten dia ban Bdc Ai thi lai suat tgi ngdn 
hang Agribank Bdc Ai -Ninh Thugn Id thdp nhdt so 
vdi mat bang chung. 

Theo nghidn ciiu ciia Bolton & Lemon (1999) ve 
sy khac bipt ciia raire dp nhgy ve gid (ddi vdi khdch 
hdng dich vu didn thoai di ddng) eho rang khi sdn 
pham cdng dupe danh gid Id cd gid tri thuc td thi 
khach hdng cang it nhgy ve gia, cdn vdi nhiing san 
phdm mang tinh thod man khdng ed nhilu gid tri 
thuc td thi ydu td nhay gia se gia tang. 

b. Gid tri thudn tiin 

Khai nipm nay md ta su dd ddng vd nhanh ehdng 
dgt dupe hidu qua edng vide, tidt kiem thdi gian vd 
cdng sue (Anderson & Srinivasan, 2003). Sy thugn 
tipn dupe cho Id ddng lyc chung itiiat dd sit dung 
dieh vu (Anckar & D'Incau, 2002). Va thd hidn rd 
nhat thdng qua cac ling dung cua E-mobile Bankmg 
ma ngan hdng ed, khdeh hang cd the tia ciiu thdng 
tin khodn vay ciia chinh minh thdng qua iing dung 
didn thogi cd the tta ciru lich ttd np, Uch sir tia gde 
vd lai, du no hidn tgi. 

Tuy each thiic vay vdn tai mpi ngan hang la khd 
gidng nhau vd ede sdn pham dich vy, cdng nghd, 
each thirc... nhung nhiing thay ddi vd each boat ddng 
eung nhu phdt triln mpt sd iing dung cdng nghp phii 
hpp la yeu td tgo ndn su khde bidt cua ngdn hdng 
Agribank Bde Ai -Ninh Thugn. Vi du nhu td chiic 
eho vay vd thu np luu dpng cua ehi nhdnh Agribank, 
thay vi nhde gde, lai din hgn eho khach hdng thi 
nay hp ed thd frdi nghiem each nhde np mdi thdng 
qua ling dyng E - mobile nhdra tao sy thugn Ipi cho 
khdch hang kiem fra thdng tin tm dyng cua rainh 
mpt each nhanh chdng va chinh xac nhdt. Va chinh 
nhung khac biet nay se mang lgi mdt cam nhgn tdt 
noi khach hang vay vd tit dd tao ndn nhiing tdc ddng 
tich cue ddn y dinh cua hp. 

2.1.2. Gid tri cdm xue 

Gid tri ndy xuat hipn khi khdch hdng vui ve hay 
cd sy thich thii khi su dung (Holbrook, 1994). Theo 
cdc nghidn ciiu cua Childers & cdng su (2001), 
Sdnchez-Franco & Roldan (2005) vd Imh vyc dich 
vy eung cap Intemet, gia tri cam xiic tich cyc tac 
dpng den hanh vi mua frong cde dich vu Intemet 
nhara thod man nhu cdu gidi tri nhidu han Id trong 
cac dich vy Intemet mang tinh thyc te cao. Khi cdra 
gidc tieh eye xuat hipn cdng nhidu thi vipc tang miic 

san Idng trd va lan tmyen nnuug uiu^g, — - JC 
cang dupe ky vpng. 

Vu Trdn Anh (2010) cho rdng ngudi tidu diing 
cd gid tri cdm xiic cang cao thi hp sdn sdng tra gia 
cao hem va hdnh vi tmyIn mipng cang tich cyc ban. 
Dien hinh tiong vipc vay vdn tai ngdn hdng, neu hp 
vay dupe vdn ngdn hang dl thyc hipn cdng viec rad 
hp da can nhde, suy nghi, hp se cdm tiidy vui ve, 
hgnh phuc va hdi long thi chdc chdn ndu sau ndy hp 
cd nhu cdu vay hp se sii dung lai vd ciing gidi thidu 
den gia dinh, bgn be va ngudi than. 

2.1.3. Gid trixa hgi 

Gid tri xa hdi Id sy ddng tinh ciia xa hdi hoac lam 
tang gia tri dia vi xa hdi do vide sir dung dieh vy 
(Sweeney & Soutar, 2001, ti-ang 211). Gia tii xd hOi 
cd anh hudng nhilu ban din vipc sii dyng vay vdn 
tai ngan hang bdi vi chiing thudng lien quan den dnh 
hudng cd nhdn (Sullivan Mort & Drerman, 2005). 

2.2. Khdi niem y dinh sir dfing lgi 

Y" dinh mua Igi Id vide tdi su dung hay mua lgi 
sdn phdm/dich vy ciia mdt nha cung cap ttong tuong 
lai (Fomell, 1992; Jarail Bojei & Wong Chee Hoo, 
2012). Viec nay de cap din khd nang raua sii dyng 
Igi sdn phdm, dich vy cua mdt thuong hidu rad hp 
da sir dyng. Khi khdeh hdng da cd y dinh hudng den 
mdt thuong hipu nao dd thi khd nang hp mua Igi san 
pham eua thuong hieu dd cao. 

Mpt sd nghien ciiu (Jones & Saser, 1995; Kotier, 
1999) cho rang ndu ngudi diing hdi long vdi chdt 
lupng dich vy, san phdm sau khi mua thi hp se cd hanh 
vi mua lap lai vd gidi thidu eho nhiing ngudi khac. 

2.3. Gid tri ^^^ nhgn vd y dfnh vay vdn lgi cua 
khdch hdng cd nhdn 

Theo Woodmff (1997) gid tii cam nhdn Id mpt 
ngudn lpi thd canh tranh; bdi vi khdch se chpn mua 
hdng d nhung doanh nghiep ndo rad hp cdm nhan 
dupe gia tri danh cho hp la cao nhdt (Kotler, 2001). 

Tir kdt qua cua nhiing nghidn ciiu tmdc (Carman, 
1990; Boulding & cpng su, 1993; Parasuraman & 
Grewal, 2000) da ehi ra rang gid tii cam nhdn cua 
khdch hang Id rapt nhan td du bao ddng tin cdy cua 
y dinh mua va hanh vi tidu dung. Gallarza & Saura 
(2006) cho rdng gid tri cam nhan cd tac ddng din su 
thda raan cung nhu y dinh mua lgi ciia khach hdng. 

Cy till, kit qua nghidn ciru cua Campbell (1999); 
Suter & Hardesty (2005) ehi ra rdng gia tii tiln t§ cd 
dnh hudng den chdt lupng va sy san sang mua cua 
khdeh hang. Nguai tidu diing tiiudng xem gia tii tidn 
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^ giSi thich gia tri cam nhdn va y dinh vay von lgi ciia khach hdng 

Gia tri tien te 

Gia tti thuan tien 

Gia tri cam xue 

Gia tri xa hoi 

Hi 

Y dinh vay von lai 

te la tin hipu dd danh gia chat Iupng khi hp chua bidt 
gl vd sdn phdra dd (Voss & cdng su, 1998). Trong 
nghien ciiu ndy, gia tii tiln te gdn lidn vdi lai sudt 
cua ngan hdng rad dupe ngudi di vay rat quan tara. 
Ndn hy vpng gid tri tidn td cd dnh hudng den y dinh 
vay eiia khach. Tii do, tdc gid de xuat gia thuydt thii 
I nhu sau: 

H^: Gid tri tien ti co dnh hu&ng tich cue den y 
dinh vay von lgi 

Theo kit qua nghidn eiiu eua Kim & cpng su 
(20II), Kalinic & Marinkovic (2015), gid tii thudn 
tidn Id nhdn td quan tipng cd tac dpng ddn hdnh vi 
vd thdi dO raua hdng online, nd giup khdch hdng tidt 
kidm dupe nhidu thdi gian va tidn bae khi mua hang 
online cung nhu khi hp mudn so sdnh cac sdn phdm 
khde nhau. Tuong ty, Hsu & Lin (2016) ciing eho 
rang gid tri thuan tien cd dnh hudng tich cue ddn y 
dinh mua hang cua ngudi tieu dung. Trong nghidn 
ciiu nay, khaeh hang eiing cd thi giam thdi gian ehd 
dpi lam thu tuc vay vd ttd np thdng qua dich vu E-
mobile Bankmg. 

H^: Gid trf thugn ti$n ed dnh hu&ng tich cue din 
y dinh vay vdn lgi. 

Nghien ciiu cua Yu vd Lee (2019), khdch hang 
ed thai dp tich cyc ddi vdi san phdm/ dich vy khi hp 
cam nhan dupe gid tri cam xiic. Ma gid tri cam xiic 
nd xudt phat tir cam nhin ciia ngudi tieu dung ve sdn 
pham hp su dyng. Van der Heijden (2004) khuyen 
nghi rang nen tap trung vdo cdm xiic dd thda man 
gid fri cdra xtic nhdm phat friln thdi dp tich eye cua 
khdeh vdi ddi vdi sdn phdm/ dich vy. Do dd, tdc gid 
hy vpng ttong bdi cdnh nghien ciiu nay gid tri cdm 
xiic cd dnh hudng tich cyc ddn y dinh vay vdn. 

H^: Gid trf cdm xue cd dnh hu&ng tich cue den y 
dinh vay vdn lgi. 

Theo Kim & cpng sy (2013), khdch hdng khdng 
chi ddnh gia san phdm/ dich vy thdng qua gid tri tiln 
tp, gia tri thugn tien, cam xiic md hp cdn quan tam 
den gia tri xa hpi khi sir dyng sdn pham / dich vy nao 
dd. Vi gia tri xa hpi giup ngudi tidu dung tdng vi thd 
ciia hp frong cpng ddng (Kumar & Noble, 2016). 
Do dd, gid tri xa hpi la yeu td quan frpng dnh hudng 
din thai dp, ddng eo vd hdnh vi cua nguiri tidu dung 
frong cdc bdi cdnh khde nhau (Kim & Han, 2009; 
Yang & Jolly, 2006). 

H_^: Gid tri xd hgi cd dnh huang tich cy:c den y 
dinh vay vdn lgi. 

Tir cdc bidn ludn vd gid thuydt neu frdn, cung nhu 
cac khai niem de xuat, md hinh nghidn eihi dupe the 
hidn frong Hinh 1. 

3. Phuong phap nghien ciru 

3.L Doi tugrng nghiin cuu 

Ngan hdng Agribank huydn Bae Ai - tinh Ninh 
Thudn dupe chpn dl nghidn ciiu vi (1) hidn nay frdn 
dia ban tmh Ninh Thuan xuat hipn rat nhilu ngan 
hang ddi thu cgnh timih, nhung nhirng quy ttinh 
thu tyc gidy td cua ngan hdng nay van edn mdm 
ra, gidi ngdn chgra,v.v. Day Id m^t bdt cgp ciia ngdn 
hang Agribank ldm cho khdeh hang phan ndn va dnh 
hudng din hidu qud boat dpng eua ngdn hang; (2) 
Day la nghidn ciiu ddu tidn vd gia tri cam nhan anh 
hudng din y dinh vay vdn lgi ciia khdch hang ca 
nhan tgi ngan hdng Agribank huydn Bdc Ai - Ninh 
Thudn. Thdch thiic ciia ngan hdng la dua ra dupe cdc 
chidn lupc dl thu hiit khdch hang su dung cac djch 
vy eua ngdn hang mitih. 

3.2. Phdt triin cdu hdi 

Bdng cdu hdi dupe chia ldm 2 phdn: (1) cac yeu 

td vl gia tri cam nhan, (2) y dinh vay vdn lgi cua 

khdch hang. 
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Bang 1: Cac nhan to de danh gia gia trj cam nhan va y dinh vay v6n lai 

C^c nhan to va cac bien quan sit 

Gia tri tien tf 
Vay von t̂ ii Ngan hang nay c6 muc lai suat liop ly 
Vay von tai Ngan hang nay giiip toi tiet kiem du<?c tign bae 
Vay von t^i Ngan hang nay giup toi tiet kiem dugre c6ng siic 

P 

0.94 
0.92 
0.79 

Gii 
tri t 

29.98 
20.54 
15.15 

Do tin 
c»y 
0.92 

PhuoTig 
sai trich 
0.78 

Gia tri xa h§i 
Vay vin tai Ngan hang nay khien toi cam thay minh hieu biet ro ve 0.87 15.64 
thong tm vay so vdi cac ngan hang khac 
Vay vdn tai Ngan hang nay khien tdi cam thdy minh dupe danh gia 0.89 16.01 
cao khi du dilu kien vay cua ngan hang 
Vay von tai Ngdn hang nay khien toi cam thay duac phuc vu tan tinh 0.83 14.60 
khi giao dich tai nfiSn hdng 
Gia tri thu^n ti^n 
Toi danh gid vay vdn tgi Ngan hang nay thi rat de, thuan tipn 
Vay von tai NgSn hang nay giiip toi thuc hien dy an ciia tdi dl dang hon 
Vay vdn tai Ngan hang nay giiip tdi co the cap nhat thong tin vay vin 
_nhanh chong 

0.84 
0.91 

14.62 
13.83 

Gia tri cam xue 
Toi cam thdy minh co nhieu co hpi thyc hien dy an khi vay von tai 
Ngdn hdng nay 
Toi cam thay thoai mai khi vay von tai Ngan hang nay 
Toi cam thay thu vi khi vay von tai Ngan hang nay vi toi duoc hudng 
dlnjihilu thdng tinye vay von 
'i djnh vay vdn Igi 
Toi se gidi thieu ngudi khac vay von tai Ngdn hang nay neu hp cd nhu 
cau vay vdn 
Tdi san sdng sii dyng lgi nhung dich vu hS ttp cho viec vay vdn tai 
Ngdn hdng nay de thyc hipn dy an ttong tucmg lai 
Toi CO y dinh tiep tyc vay von tai Ngan hang nay de thyc hien dy an 
ttong tuong lai 

0.81 
0.74 

11.97 
10.95 

x2 = 180.57; df = 120; y.2/df- 1.51; p-value - 0.000; CFI = 0.97; GFI = 0-95; RMSEA - 0.05 

Ghi chu: Tat ca cac he so P deu co y nghia thdng ke tai p < 0,001. 

Cde nhdn td ciia gid tri cdra nhan dupe phdt tridn 
bdi Sweeney & Soutar (2001). Thang do nay cd 19 
bidn quan sdt dupe chia lam 4 nhdm: gia tri tien tp, 
gia tii thugn tipn, gid tii cam xiic va gia tri xa hpi. 
Tuy nhien, tac gia cd sy thay ddi mpt it cho phu 
hpp vdi bdi cdnh nghidn eiiu thdng qua nghidn ciiu 
dinh tinh, vi du nhu bd sung cum tii "vay vdn Ngdn 
hdng ndy". ^ dinh vay vdn Igi dupe phat tridn Gan 
& Wang (2017), gdm cd 3 bidn quan sdt. Tdt cd 22 
biln quan sdt nay dupe do bang thang do 5 dilm ciia 
Likert, tu hodn todn khdng ddng y (I) den hodn toan 
ddng y (5). 

Nghidn cuu dinh tinh dupe tien hdnh qua phdng 
van sau ddi vdi 10 ngudi, chia lam 2 nhdm. Nhdra 
1, chpn 5 nhd quan ly nhan su cua ngan hang dd 
phdng van. Nhdm 2, phdng vdn 5 khdeh hdng ngdu 
nhien thudng xuyen den giao dich tgi ngdn hang. 
Ket qud ede cupc phdng vdn sau la mOt sd phdt bidu 
dupe logi ra va thdra rapt sd phdt bidu mdi dd phii 

hpp vdi dae trung tiong bdi cdnh nghidn cim. 

Sau dd, bang cau hdi nay dupe giri den cho 280 
khach hang, ket qua thu vl dupe 250 miu dii tidu 
chuan sii dyng cho nghien ciiu nay. Bang cau hdi 
dupe phat eho khach hdng khi hp ddn ngdi dpi dd 
thuc hipn giao dieh tgi ngdn hdng. Ddng thdi, cd 1 
sd bang hdi dupe phdt true tilp cho khdch hdng khi 
nhan vien ngdn hdng ddn tdn nha ciia khdch hang dd 
tu vdn hay thpc hipn mpt sd cdng vipc chuydn mdn. 

4. Ky thudt phdn ti'ch va kit qua nghidn cihi 

4.J. Ky thugt phdn tich 

Dd dgt dupe muc tidu nghidn ciiu, tdc gid tidn hdnh 
phan tich nhan td kham phd cho 6 thang do do ludng 
cdc biln sd frong md hmh dd xudt d Hinh I. Sau dd, 
ky thugt phan tich nhdn td khdng dinh (Confirmatory 
Factor Analysis - CFA) dupe sit dyng dl xde djnh 
gia tii hpi ty va gid tii phan bidt. Tilp tiieo, tdc gia 
thyc hipn kilm djnh cac quan hp cdu true giira cdc 
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Bang 2: Gia tri trung binh, dp Ipch chuan, vd he sd tuong quan cua cac nhan to 

Bi4n quan sdt 

1. Gia tri tidn te 

2. Gia tri xa hpi ' 

3. Gia tri thuan tien 

4. Gia tri cam xue 

5. Y dinh vay lai 

Trung 

binh 

3.63 

3.22 

3.31 

3.22 

3.56 

SD 

1.02 

1.18 

1.11 

0.97 

0.75 

AVE 

0.78 

0.75 

0.69 

0.64 

0.73 

Moi tirong quan 

1 

0 . 6 " 

Q l » » 

0.25** 

0.36** 

2 

0.36 

0.41 *• 

0 . 3 " 

0.42»» 

3 

0.01 

0.17 

0.2** 

0.35** 

4 

0.06 

0.09 

0.04 

-
0.59** 

5 

0.13 

0.18 

0.01 

0.35 

GAic/f«.Tdtcacachdsdtirangquancdy nghia thdng kd tai p< 0.01; 

khdi nidm trong md hinh nghien ciiu, ddng thdi tinh 
toan dp tin eay tdng hpp (Composite Reliability) vd 
phucmg sai ttich (Variance Extracted). Cudi ciing, 
phuong phdp md huili hda phuong trinh cau tnic 
(SEM) dupe sii dyng dd kidm dinh cac gia thuyet. 
Tdt ca cac budc phan tich deu dupe xir ly bang phdn 
mdm SPSS va AMOS 21.0. 

4.2. Kit qud nghiin ciru 

Trong qua frinh phdn tich nhdn td khara pha, tac 
gid da loai bd nhiing thang do cd hp sd beta < 0.5 ra 
khdi phdn tieh nhan td. Kdt qud phdn tich nhdn td va 
dp tin cay dupe trinh bdy ttdn Bdng 1. 

Tii Bdng 1,4 nhan td dupe chpn de danh gid dnh 
hudng cua gia tri cdm nhgn din y dinh vay vdn lgi 
ciia khdch hdng deu tach rdi. Cde hp sd p (da chuan 
hda) ddu ldn ban 0.5 vdi p < 0.001, vi vgy cac cau 
friie ddu dgt dupe gia tri hpi tii- Ngodi ra, gia tri cila 
RMSEA = 0.05 < 0.08 (Browne & Cudeck, 1992), 
Chi-square (x2) = 180.57 (df = 120, p = 0.000); GFI 
= 0.97; CFI = 0.95 > 0,9. Kdt qud ndy chihig ramh 
rang sy do ludng Id ddng tin cdy vd md hinh nghien 
citu phil hpp vdi du lieu thu thap. 

De kiem tm gia tri phan biet, eae he sd tuong quan 
frong Bdng 2 cho thay binh phuang he sd tuong quan 
eua cae cap nhan td nhd hon tdng phuang sai ttich 
ciia timg nhan td dd ndn cdc do ludng ttong md hinh 
dgt dupe gia tri phan biet (Fomell & Larcker, I98I) 
va khdng xudt hidn vdn dd da cpng tuyen. 

Ket qua frong Bdng 2, ta thdy gid tri xa hpi vd gid 
tri tien td Id cap nhdn td cd he sd tucmg quan Idn nhdt 
(0.6). Binh phuang he sd tuang quan ndy Id 0.36, nd 
thdp hon phuong sai trich eua radi nhan td dd (0.75 
cho gia tii xa hdi vd 0.78 cho gid tri tidn td). Do dd, 
cac nhan td dat dupe gia tri phdn bidt. 

Kit qud phdn tich md hmh cdu tnic SEM dupe 

trinh bay ttong Bang 3. 

Sau khi phan tich md hinh cdu tnic SEM, kdt qua 
Bdng 3 cho thdy chi so Chi-square = 287.90; x2/df 
= 2.21 (<3); CFI = 0.93; GFI = 0.91 vd RMSEA= 
0.068 (<0.08). Cae chi sd ndy diu thda man didu 
kien, do dd cd thd kdt ludn rdng md hinh do ludng 
phii hpp vdi dii lieu thi trudng. 

Thdng qua kit qud fren, chung ta thdy rang gia tii 

Bdng 3: Du bao y dinh vay v6n Igi dua trdn gia tri cam nhdn 

Bien quan sat 

Gia tri tien td 
Gia tri xa hoi 

Gid tri thugn tidn 
Gia tti cam xiic 

R== 

Y dinh vay vdn 

B 
0.27 
0.18 
0.22 
0.43 

t - value 
4.03 
2.68 
3.27 
5.88 

Sis. 
0.000 
0.007 
0.001 
0.000 

39% 
X2 = 287.90; x2/df = 2.21; CFI - 0.93; GFI = 0.91 RMSEA = 
0.068 
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cdm nhan (bao gdm: gid tri tidn td, gid tri xa hpi, gid 
tri thuan tidn, gid tri cdra xiic) la tidn de cua y dinh 
vay vdn lgi tgi ngan hang. Do do, cdc gid thuydt H ,̂ 
Hj, Hj vd H^ deu dupe chap nhan. 

Nhiing nhan td nay gidi thich 39% gid tri phuang 
sai trich cua y dinh vay vdn lgi cua khdeh hang. Nhin 
chung, kit qua nghien ciiu da tid ldi dupe cdc gia 
dinh dat ra d tien, ddng thdi ddng gdp nhat dinh vdo 
cdc y nghia ly thuylt va thuc tidn. 

5. Ket lugn vd ban che 

S.L Kit lugn 

Muc dieh cua nghidn ciiu la kiem tta su tae ddng 
eua gid tri cam nhgn ddn y dinh vay vdn Igi cua 
khdch hang ca nhan. Kit qud cho thdy gia tri cam 
xiic cd anh hudng mgnh nhdt ddn y dinh vay vdn Igi 
ddi vdi khach hang vay vdn tai ngan hdng Agribank 
Bdc Ai - Ninh Thugn. Cdra nhan cdra xiic cua khach 
hang cdng cao khi vay vdn tai ngdn hdng thi vide vay 
von Igi cua khach hdng eiing cdng eao vd tich cyc 
ban. Vdi van hda noi lam vide ludn lang nghe, cd 
kien thiic vd ky nang xir ly tinh hudng, nhdn nai vd 
kiem che, dien dat rd rang, cd thdi dp thdn thidn vd 
tac phong nhanh nhpn vdi khdch hdng khi thuc hidn 
giao dich. Vi vay, ngoai nang lyc cua d$i ngii can bd 
thi thai dp phyc vy (tdn ttpng khdch hdng) ciing la 
nhung yeu td khuyen khich cho y dinh vay vdn lai 
eiia khach hang. 

Gia tri tien td ed dnh hudng tich cue din y dinh 
vay vdn lgi eua khach hdng. Hp ludn uu tidn chpn 
lua ngdn hdng Agribank Bdc Ai - Ninh Thuan khi cd 
nhu edu vay vdn de thue hien dy an. Khdch hang eho 
rdng tilt kidm ehi phi ludn dupe uu tidn hon, nhdm 
tdi da hda loi nhugn. 

Gia tri xa hpi cd dnh hudng tich cyc den y dinh 
vay vdn lai cua khach hang. Dieu nay cung thi hien 
sy hieu biet cua khach hang vd cac san pham dich 
vu cua ngan hang vdi gia dinh, bgn be, ddng nghidp. 
Vi vgy ma khi khach hdng cho Id cd su khde bidt vd 
cam nhgn gia tii xa hpi thi se anh hudng len y dinh 
sir dung Igi. Gid tri xa hpi ciia khach hang cang cao 
thi vipe vay vdn Igi cua khach hang ciing cang cao 
vd tich cue han. 

Gid tri thudn tipn cd dnh hudng tich cue ddn y 
dinh vay vdn lgi cua khach hang. Agribank Id don 
vi vdn nhd nude nhimg ludn ed gdng thay ddi, cdi 
tidn dd phu hpp vdi xu thi hidn tai, ludn cd gang 
thyc hien theo mong mudn; "Mang phdn thinh den 
khdeh hang". 

Nhimg kit qud ndy phu hpp vdi gia tnuyei uuoc 
^ dupe phdn tich trong nghidn ciiu cua cac tac gia 
Bouldmg & cdng su (1993); Parasuraman & Grewal 
(2000). 

Nhin ehung, Ban lanh dgo cdn quan tdm vd can 
nhde tiong kd hoach phat tiidn ciia minh dd tap tiimg 
nang cao thi raanh eua minh va thu hut khach hang 
vay. Ndi ehi tilt dd chinh la ngan hang ndo cd nhidu 
thuan Ipi, tidn ich ban, tilp can ngudn vdn dd ban 
thi khdch hdng se ludn uu tidn khi cd nhu cau vay. 
Ngodi ra, hidn nay cac ngan hdng cung md rpng vide 
cho vay luu ddng tgi cdc xa, phudng cung tao dieu 
kidn eho ngudi dan tilp can dl dang hon vdi ngudn 
vdn eiing nhu tao didu kidn thugn lpi hon cho khach 
hdng ed nhu edu tidp edn vdn vay, ciing se khidn 
khach hdng cdm thay hdi ldng vdi ngan hdng hon 
vd su gdn kit, trung thdnh sir dung djch vy ciia hp 
se ngay edng cao hon. Mac khac, ngan hdng cdn tgp 
trung dd ndng cao thdi gian cdng vide cho cdc cdn bd 
dia ban tgp trung tidp nhdn, thdm dinh nhanh chdng 
cho khach hdng khi cd nhu cdu vay vd gidi quydt hd 
so mdt edeh nhanh chdng hipu qud vd tap trung cu 
the cho cdc nhdra khdch hdng cd chung nganh nghe 
(nhdm lien ket ttdng mi, chan nudi bd, nhdm khdch 
hang budn ban nhd...), ddi tupng ddu tu lidn quan.... 
nhdm gidra thdi gian, chi phi di tham dinh cdc khdch 
hdng nhd Id, ridng bidt. Day Id vdn dl cung rat quan 
frpng vd can thidt vi cd rapt thuc td nhu tdc gid da de 
cgp ben fren la khach hang se cdm thay thudn tidn vd 
hdi long ban khi hp khdng radt qua nhieu thdi gian, 
edng siie khi vay vdn tai Ngdn hdng dd hp thyc hipn 
cdc du dn phu hop vdi khd nang tdi chinh ciia hp. 

5.2. Hgn ehe 

Bdn canh nhirng kdt qud dat dupe, nghidn cihi 
ciing edn tdn tai rapt sd han chd nhu sau; 

Thir nhdt, nghidn ciiu chi thuc hidn tai dia ban 
Ngdn hdng Ndng Nghiep Huyen Bdc Ai - tinh Ninh 
Thugn. Kha nang tdng quat hda kit qua cua nghidn 
ciiu se cao ban neu nd dupe lap lai tai cac chi nhdnh 
khac cua ngan hang Ndng nghipp vd Phdt Tridn 
Ndng Thdn tgi Viet Nam. 

Thii hai, Nghidn ciiu chua so sanh su tdc dpng ve 
dp tudi, raiic thu nhap, hpc van, nam kinh nghipm 
din y dinh vay vdn lgi ciia khach hang. 

Vi vdy hudng nghidn ciiu tilp theo rad rpng sang 
nghidn ciru tae dpng cua nhirng thdnh phdn gid fri 
cam nhan ddn y dinh vay vdn lgi cua khach hang doi 
vdi nhihig ngdn hdng khde. 
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