
Nghien cuXi 
sir hai long cua khach hang 
ve chat lifgrng djch vu the ATM 
tai BIDV Tra Vinh 

• MGaVEN D^T' 

Tdm tat 
Bdi vii'l sff dung phiUJng phdp phdn lich dinh lugng nham ddnh gid sU hdi long cua khdch hdng vi 
chdt lugng dich vu the ATM tgi Ngdn hdng Thucmg mai Cdphdn Dau tu vd Phdt trien Viet Nam, Chi 
nhdnh Trd Vinh (BIDV Trd Vinh). Ki't qud nghien cffu da xdc dinh duac 5 nhdn tdch& iMng dich 
vu the ATM dnh hudng de'n suhdi long cua khdch hdng, bao gdm: (I) Do tin cgy; (2) Mgng li^; (3) 
Hiiu qud phuc vu; (4) Su ddp ffng; (5) Phi&mg tien hffu hinh. Trincasddd. nghien cffu de xudt mgt 
sdhdm y qudn tri nhdm ndng cao suhdi long cua khdch hdng sff dung the ATM ciia BIDV Tra Vinh. 

Tii khoa: chd't lugng dich vu. su hdi long, the ATM. BIDV Trd Vinh 

Summary 
77i/s article employs quantitative analysis methods to evaluate customer satisfaction with the quality 
of ATM card service at Joint Stock Commercial Bank for Investment and Development of Vietnam, 
Tra Vinh Branch (BIDV Tra Vinh). The result points out five components of quality of ATM card 
service that affect customer satisfaction, including (I) Reliability; (2) Network; (3) Assurance; 
(4) Responsiveness; (5) Tangibles. From that finding, a number of governance implications are 
proposed lo improve the satisfaction of customers using ATM cards of BIDV Tra Vinh. 

Keywords: service quality, satisfaction, ATM card, BIDV Tra Vinh 

Gldi THIEU ZeithamI va Bimer (2000), Ihi dich vu Id 
hdnh Vl. qua trinh, each thffc thffc hidn mdt 

Viec sff dung the ATM ngay cang pho bie'n va mang cdng vide ndo dd nham tao ra gia tri sti 
tinh canh tranh cao giffa cac ngan hdng. So' Iffdng khach dung cho khdch hang, nham lam hai ldng 
hang sff dung the ATM lai BIDV Tra Vinh thdi gian qua nhu cau va mong ddi cua khach hang 
da tang ve mat so' Itfdng, ndn Ngan hang cang phai chu Parasuraman vd cpng sff (1988) dinh 
f den chat Irfdng dich vu nay nhdm nang cao srf hdi long nghTa, stf hai long cua khach hang Id 
cijakhdchhang.cdnhffvay.BIDVTraVinhmdigiffdffdc phdn ffng cua ho ve sff khac biet cam 
khdch hang va duy tri mffc dp tang trffdng. nhan giffa kinh nghiem da biet vd sff 

Xuat phdt tff Iy do trdn. tdc gia tid'n hanh khao sat mong ddi. Theo Fomell (1995)̂  srf hai 
de' phan tich dinh Itfpng nhSm do Iffdng mffc dp anh Idng hoac srf that vpng sau khi tidu diane 
hffdngcuacacnhantd'cha'tlffdngdichvu the ATM de'n dffdc dinh nghia nhrf IS phan tine cua 
stf hai long cua khach hang tai BIDV Tra Vinh. Tff dd, khdch hang ve vide danh gia b'ang cam 
de xud't mdt so'ham y quan tri phu hdp nham ngay cang nhan stf khdc nhau giffa ky vpne trffdc 
dap ii^g td't hdn nhu cau khach hang. khi ddu diing vdi cam nhan thuc te v l 

san pham. dich vu sau l̂ iii tieu dung nd 
CO s a LY THUYET VA PHU'DNG PHAP Nghien cffu cua Le Ngoc Dien vS i ' 

N G H I E N CLfU Dinh Hai. Vd Thi K im Hdng U H U V ' 
Trang, Le Thi C£m Nhung. HfiThu Ouvdn 

Cdsdly thuydt (2017) cho tha>. cd 5 nhan i6', g6m n " 
Theo Shahin (2006). dich vu la mdt hoat ddng hay tin cay; Stf dong cam; Hieu qua phuc ° 

mpt loat cac hoat ddng mang tinh \d hinh. Cdn theo Phffdng uen hffu hinh; Uy lin ngan h" '^' 
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tdc ddng dd'n sff hdi ldng cua khSch hang 
ca nhan doi vdi chd't Iffdng dich vu the ghi 
nd npi dia tai Ngan hdng TMCP Ngoai 
thffdng, Chi nhdnh Dong Nai. 

Nghidn cffu cua Hd Nam Khanh Giao 
(2017) cho thd'y, 5 nhan to', gom: Sff tin cay; 
Sff dong cam; Phffdng tien hffu hinh; Thu 
Uic ddn gian; Tinh de sff dung, tdc dpng dd'n 
sff hai Idng cua khach hang doi vdi dich vu 
thanh loan the qua POS tai Viettinbank, 
Chi nhdnh 2 TP. Ho Chi Minh. 

Theo Ld Thi Thu Hong vd Nguyen 
Minh Tdn, Dd Hffu Nghi, Ld VSn Thff va 
Tang Thi Ngdn (2014), cd 5 nhdn td' tac 
ddng dd'n sff hdi long cua khdch hang dd'i 
vdi chd't Iffdng dich vu th^ thanh toan cua 
Viettinbank Chi nhanh Can Thd, gom: 
Sff tin cay; Sff dap ffng; Phffdng tidn hifu 
hinh; Tinh de sff dung; Sff ddm bdo. 

Dffa trdn cdc nghidn ciiM cd lidn quan. 
Cling nhff cdn cff vao dieu kien thffc lidn 
cua nganh nghe va dia ban, tac gia de 
xua't md hinh nghien cffu cac nhan tdanh 
hffdng de'n sff hdi ldng vl chat Iffdng dich 
vu the ATM lai BIDV Tra Vinh, gom 7 
nhan id' nhff Hinh. 

Cdc gid thuyi't nghien cUu dugc dua 
ra Id: 

HI: Dd tin cdy cd dnh htfdng cung 
chiiu vdi Stf hai long cua khach hang 
dd'i vdi chat Itfdng dich vu the ATM tai 
BIDV Tra Vinh. 

H2: Sff ddp ffng cd dnh htfdng cDng 
chiiu vdi Stf hdi ldng cua khach hang 
dd'i vdi chd't Itfdng dich vu the ATM tai 
BIDV Trd Vinh. 

H3: Srf dong cam cd anh hrfdng cung 
chieu vdi Srf hai long cua khdch hang 
doi vdi chat Iffdng dich vu the ATM tai 
BIDV Trd Vinh. 

H4: Hieu qua phuc vu cd anh hffdng 
ciing chieu vdi Srf hai ldng cua khach 
hang do'i vdi chat Irfdng dich vu the ATM 
tai BIDV Tra Vinh. 

H5: Phrfdng tien hffu hmh cd anh 
hrfdng cung chieu vdi Sff hdi Idng cua 
khdch hang dd'i vdi chat Iffdng dich vu 
the ATM lai BIDV Tra Vinh. 

H6: Mang Iffdi hoai dpng cd anh 
hffdng ciing chiiu vdi Srf hai long cua 
khdch hang dd'i vdi cha't Irfdng dich vu 
the ATM tai BIDV Tra Vinh. 

H7: Srf dam bao cd anh hrfdng cung 
chiiu vdi Srf hdi ldng cua khdch hang 
dd'i vdi chat Irfdng dich vu the ATM tai 
BIDV Trd Vinh. 

PhiTtfng phap nghidn cihi 
D^ cd dff lieu phdn tich, tdc gia dirfc 

HINH: MO HltSH NGHIEN CCfa DE XGAT 

Ngu6n. T6ng hdp ci la tac gta 

BAMG 1: KET QOA PHAN TJCH CRONBACH'S ALPHA 

Thang do 

Suddp 
Ii'ng 

Do tin 
cay 

PhUdng 
ti6n hiJu 
hinh 

Hi6u qud 
phuc vu 

Mang 
lirfli hoat 
dpng 

Sy iJong 
cam 

Si/dam 
bao 

Sif hai 
long 

kfhieu 

SDUl 
SDU2 
SDU4 
SDU5 
DTCl 
DTC2 
DTC3 
DTC4 
DTC5 
PTHHl 
PTHH2 
PTHH3 
PTHH4 
PTHH5 
HOPVl 
H0PV2 
HOPV3 
HnPV4 
H0PV5 
MLl 
ML2 
ML3 
ML4 
ML5 
SDCl 
SDC2 
SDC3 
SDC4 
SDC5 
SDB3 
SDB4 
SDB5 
SHLl 
SHL2 
SHL3 
SHL4 
SHL5 

timng quan 

0.606 
0.667 
0.760 
0.778 
0.735 
0.728 
0.719 
0.714 
0.778 
0.809 
0.773 
0.702 
0.825 
0.752 
0.630 
0.653 
0.718 
0.688 
0.668 
0.84C 
0.855 
0.734 
0.762 
0.709 
0.773 
0.777 
0.747 
0.744 
0.760 
0.769 
0.883 
0.787 
0.526 
0.488 
0.433 
0.5^0 
0.630 

LrOTiDach's 
Alpha n£̂ u 

0.811 
0.789 
0.748 
0.778 
0.868 
0.869 
0.871 
0.872 
0.858 
0.881 
0.885 
0.903 
0.878 
0.894 
0.837 
0.832 
0.814 
0.822 
0.827 
0.874 
0.872 
0.896 
0.89C 
0.905 
0.88C 
0.88C 
0.886 
0.887 
0.883 
0.90C 
0.801 
0.885 
0,702 
0.716 
0,733 
0.703 
0,657 

Cronbach's 
Alpha cQa 

nhSntd 

0,828 

0,891 

0.910 

0,856 

0,909 

0,904 

0,905 

0.749 

Ket qua 
cu^i 

Dal yen 
cau 

Dat yeu 
cau 

Dal yeu 
cau 

Dat yeu 
cau 

Dat yeu 
cau 

Dat yeu 

Dat yeu 
cau 

Dat yeu 
cau 

Mgudn Tinh loan ci ia tac gia 

hien khao sdt thdng qua bang hdi dd'i vdi 220 khach 
hang sff dung the ATM tai BIDV Tra Vinh trong thdi 
gian Iff thang 10/2018 dd'n thdng 02/2019. Kd't qua thu 
vl 213 phie'u, trong dd so'phid'u hdp Id Id 200 phie'u. 
Tac gid phan tich dp tin cay Cronbach's Alpha, phan 
tich nhan td kham pha (EFA), phan tich h6i quy da 
bie'n de do Iffdng mffc do anh hffdng cua cdc nhdn td' 
cha'l Iffdng dich vu the ATM de'n sff hai long cua khach 
hang tai BIDV Tra Vinh. 
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BANG 2: KET QUA K I E H DjNH KMO LAN CUOI 

He so Kai.ser - Mevfrr - Olkin (KMO) 

Kiem dinh Banleu (Bartleu's Test of 
Sphericity) 

ADDFOX Chi-Square 
Df 
Sis. 

Phifdnp sai irich <W«) 

4594.163 
465 

73.575 

K j Uf u 
biCii 

ML2 
MLl 
MLT 
ML4 
MLS 
PTHH4 
PTHHl 
PTHH? 
PTHH"; 
FTHHl 
SDC2 
SDCl 
SDC3 
SDC5 
SDC4 
DTC5 
DTC2 
DTC3 
DTCl 
DTC4 
SDIJ5 
SDU4 
SDU2 
SDUl 
HOPV4 
HOPV3 
HOPV5 
H0PV2 
SDB4 
SDB3 
SDB5 
Eigen 

BAMG 3 : MA TRAN XOAY MHAN TO LAM CUOI 

NhSnto ' 1 
1 

0.902 
0.890 
0.838 
0820 
0.78(1 

5.261 

2 3 1 4 J L .S 

0.867 
0.854 
0.852 
0.839 
0.794 

4,230 

0.860 
0.857 
0.843 
0.842 
0.833 

3.345 

0.864 
0.825 
0.824 
0.823 
0.818 

0.886 
0.877 
0.791 
0.752 

2.8971 2.749 

• • • ' • •«• 1 7 1 

j 
1 

1 

11865 
0.846 
0.788 
0.705 

0.947 
0.892 
0.890 

2.410, 1.917 
Mguon Tinh to.i'^ ' :. i tac gia 

KET QUA NGHIEN COll 

Ki§'m djnh d$ tin c3y cua thang do 
Qua phan tich Cronbach's Alpha cho th^y, nhan to 

Kha nang dap ling co bien quan sat SDU3 "Da dang 
cac loai the" c6 he so Cronbach's Alpha (0,828) ldn 
hdn he so Cronbach's Alpha ciia nhan to' nay la 0,809, 
nen tac gia loai bie'n nay ra khoi mo hinh nghien ciJu. 
Tiidng t\i. trong nhan to PhUOng tien hij'u hinh. tac gia 
loai bi^'n quan sat SDB1 "Tat ca khach hang khi giao 
dich tai BIDV dUdc doi xii binh dang" va bien SDB2 
"Khach h^ng cdm thii'y an lo^n khi sii dung the ATM 
ciJa ngan hang", vi co he so'ti/dng quan bien long lan 
liidt 14 0,172 va 0,102 deu nho hdn 0,3, nen bi loai 
khoi mo hinh nghien cliu. Ket qua cuoi cung phan tich 
Cronbach's Alpha diidc the hien nhii Bang 1. 

Phan ti'ch EFA 
Phdn tich EFA cho cdc bien dOc Idp 
Ke't phan tich EFA lan thu" nha't khi thUc hien phep 

xoay ma tran, thi bien quan sit HQPVl bi loai do co 
2 he so tai nhiin to deu ldn hdn 0,5, nhiing miic chenh 
lecli 0,678-0,500 = 0,178 < 0,3, khong mang tinh dai 
dien cho thilnh phan nao. Do dd, tac gia thiic hien phan 
tich EFA Iln 2. 

Ke't qua phan tich EFA lan thtf hai 
diidc tong hdp trong Bang 2 

Bdng 2 cho thay: Kiem dinh KMO = 
0,713, thoa man dieu kien 0,5 < KMO 
< 1. Dieu nay c6 nghia phan tich EFA 
la thich hdp; Kiem dinh Bartlett cd g\i 
tri Sig. = 6,0000 < 0,5 nghia la cac bien 
quan sat tiidng quan tuye'n tinh vdi nhan 
to dai dien. 

Sau khi thtfc hien cac kiem dinh, tac 
gia thiic hien phep xoay nhan to de dam 
bao cac bien quan sat thuoc cac nhiin to 
cd he s6' tai ldn hdn 0,5 va diidc phan b6' 
deu tren cac nhan to. Ke't qua nhu" Bang 3. 

Ke't qua phan tich (Bang 3) cho thay, 
he so tai nhan to' ciia 31 bie'n quan sat 
deu ldn hdn 0,5, thoa man yeu cau cua 
nghien ciiu. 

Phan tich EFA cho biin phu thuQC 
Ke't qua kiem dinh KMO bie'n phu 

thuoc cho tha'y: Gii tri KMO la 0,631 
(0,5 < KMO < 1). thda man dieu kien 
nghien ciJu; Miic y nghia cua kiem dinh 
Bartlett la 0,000 (Sig. < 0,05), dat yeu 
cau ciia nghien ciiu, dieu nay cd y nghia 
bd so' lieu phii hdp de phSn tich nhan td'; 
Gid tn tong phUdng sai trich la 2,515 ldn 
hdn 1 Id dat yeu cau ciia nghien cd'u; 
Phiidng sai trich la 50,293% ldn hdn 
50%, cho tha'y 50,293% .sii thay do'i cua 
nhan td'difdc giai thich bdi cdc bie'n quan 
sat tao nen nhan to'. NhU vay, ca 5 bie'n 
deu dam bao yeu cau. 

Nhif vay, qua cac bifdc phan tich cho 
thay, mo hinh nghien cilu ban dau tii 35 
bi6'n quan sdt chia thanh 7 nhan to'. Sau 
khi tie'n hanh phan tich Cronbach's Alpha 
va phan tich EFA^cdn 31 bien cho 7 nhan 
to'doc lap vd 5 bien quan sat do ltfdng cho 
bien phu thuoc. Cu the nhu sau: 

- Cdc nhan to' doc ldp la: Mang ludi 
hoat dong (ML) gom 5 bie'n quan sdt 
(MLl, ML2, ML3, ML4. MLS); PhUdng 
tien hiiu hinh (PTHH) g6m 5 bie'n quan 
sdt (PTHHl, PTHH2, PTHH3, PTHH4 
PTHH5). Suddng cam (SDC) gdm 5 bie'ii 
quan sdt (SDCl, SDC2, SDC3 SDC4 
SDC5); Do tin cay (DTC) g6m 5 bie'ii 
quan sdt (DTCl, DTC2. DTC3 DTC4 
DTC5); Sir dap iJng (SDUl g6m 4 bifii 
quan sdt (SDUl, SDI : sr)L4. SDU5) 
Hieu qua phuc vu (HQPV i eSm 4 ^^^ 
quan sdt (HQPV2, HQPV3 HOPV4 
HQPV5); Sii dam bao (SDBl g6m 3 bien' 
quan sat (SDB3. SDB4, SDB5I. 

- Bien phu thuoc Id Sif hdi I6ng (SHLi 
gom 5 bie'n quan sat la; SHI 1 SHI 7 
SHL3, SHL4. SHL5 
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PhSn tich ti/(fng quan 
K6't qua phan Uch hd s6' Uidng quan 

Pearson (Bang 4) cho thay, c6 2 nhan to' 
d6c l$p Ik SDC vk SDB co miJc y nghia 
lan Itidt la 0,802 va 0,848, deu ldn hcfn 
0,05, n6n k6't luan la khong co lu'dng 
quan vdi bi6'n phu thupc. Cic bie'n quan 
sat c6n lai co mijc y nghia deu nho hdn 
0,05 va CO he sd ttidng quan tiJcfng do'i 
ldn, di^u n&y cho tha'y, cac bien doc ISp 
CO ttfdng quan kha chat che vdi bie'n phu 
thuoc. Tac gia tien hanh phan tjch hoi 
quy da bie'n tie'p theo. 

PhSn ti'ch h^i quy da bi§'n 
Ket qua phan tich hoi quy da bie'n, sau 

khi loai 2 bie'n doc lap SDC va SDB vi 
khong CO y nghia trong thong ke (Bang 5). 

Ket qua phdn tich h6i quy (Bang 5) 
cho tha'y: 

- MiJc y nghia cua m6 hinh bang 
0.000, nho hdn rat nhieu so vdi miJc y 
nghTa 1%, n8n mo hmh hoi quy co y 
nghta thd'ng ke, td'c la cac bie'n dpc I&p 
c6 anh hifdng de'n bie'n phu thupc; 

- He so' R̂  hieu chinh la 77%, td'c la 
sU bidn thien md'e dp hai long cua kh^ch 
hang du'dc giai thich bdi cac nhan t6'du'dc 
dUa vao mo hinh la 77%; 

- He sd Durbin-Watson = 1,586, nam 
trong khodng tijr 1,5 den 2,5 cho tha'y, rao 
hinh khong co hidn tUdng tu" lu'dng quan 
va he so' VIF cua cac bie'n quan sat deu 
nho hdn 10, do do khong co hien tUdng 
da cdng tuydn xua't hien. 

Qua kdt qua phan tich tren con cho 
thay, cSc nhan tdgom: DTC, ML, HQPV, 
SDU, PTHH deu co y nghia thdng ke va 
CO anh hudng dê n md'e do hai long cua 
khach hang ve chat liTdng dich vu the 
ATM va d mi?c y nghia I %. Phu'dng trinh 
hdi quy chuan hda co dang nhir sau: 

SHL= 0,45I*DTC + 0,444*ML 
+ 0.40I*HQPV + 0.331 "^SDU + 
0,324*PTHH 

KET LUAN VA HAM Y CHINH SACH 

Kê t qua nghidn cu\i cho tha'y, cd 5 
nhSn to' chi't Itfdng dich vu anh htfdng 
de'n stf hai long cua khach hang su* dung 
the ATM cua BIDV Tra Vinh la: Do tin 
cSy; Mang ltfdi; Hidu qua phuc vu; Stf 
d^p d'ng; Phtfdng tidn hi?u hinh. Tren cd 
sd do, tdc gia xua't mdt so' ham y chinh 
sdch nhtf sau: 

Dd'i vdi nhdn to' Dg tin cgy. Day la 
nhan td tac ddng manh nha't den stf hai 
long cua khach hang ve chat Itfdng dich 

BAMG 4: PHAM TICH Hf SO TtTCJHG QUAN PEARSOM 
Tenblfil 

ML 
PTHH 
SDC 
DTC 
SDU 
HOPV 
SDB 

Mans li/l'd 
Piiitdne nen hifu hinh 
Sif dona cam 
Do lin cav 
Sif ddn iJna 
Hieu qui ohuc vu 
Sudam bao 

0.444** 
0.324** 

-0.18 
0,451** 
0.331** 
0.401** 

-0,014 

Mi7c f nchla 
0.000 
0.000 
0.802 
0.000 
0.000 
0.000 
0,848 

VIF 
1,0000 
1.0000 
1.0000 
1.0000 
1.0000 
1.0000 
1,0000 

** Miic V nghia J9o. * t^iic v neliTa 5% 

BAMG 5: KET QtIA P H A N TICH HOI QGY 

' 
M&iuab 

(Constant) 
ML 
PTHH 
DTC 
SDU 
HOPV 

B 

-3,577E-008 
0,444** 
0.324** 
0.451** 
0.331** 
0,401** 

chu^n 

0.034 
0,034 
0.034 
0.034 
0.034 
0,034 

cbiiSn boa 

Beta 

0.444*' 
0.324*-' 
0,451** 

t 

0,000 
13,064 
9.535 

13.261 
0,331** 9,749 
0,401** 11,806 

(Sig.) 

1.000 
0 OflO 
0,000 
0,000 
0,000 
0,000 

da cdne tiiv£n 

Tolerance 

1.000 
1.000 
1,000 
1.000 
1,000 

H& so R' hieu chinh 
Gia tri Sig. ciia ki '̂m dinh F thav doi 
Gid tri Sig. ci3a kiem dinh F 
Gid tri kiem dmh Durbin-Watson 

H$ sfi'phdng 
d^i pIufcTng 
sfifVIF) 

1.000 
1.000 
1.000 
1.000 
1,000 
0.770 
0.000 
0,000 
1,586 

** Miic V nghia 1 %. * Miic y nghTa 5% 

I Tmh toan cua t. 

VU the ATM tai BIDV Tra Vinh. Chinh vi the, de nang 
cao Do tin cay cua khach hang, BIDV Tra Vinh can 
thtfc hidn diing cam ke't vdi khach hang va ludn dat 
ldi ich cua khach hang len hang dau. Mud'n vay, ta't ca 
nhan vien phai hieu rd nhu'ng san pham, dich vu cua 
he thd'ng, khi do ttf v3'n cho khach hang mgt each chinh 
xac, ttf do cd the tao dtfdc stf tin cay tijf phia khach 
hang. Khi khach hang de'n Ngan hang md tai khoan 
phat hanh the ATM, nhan vidn phai ttf va'n va canh bSo 
rui ro, ma khach hang co the gap phai trong qua trinh 
suf dung the ATM khi de' lo thdng tin the. 

Ddi vdi nhdn td'Mgng liidi hogt ddng. Day la nhan 
td' tac dgng manh thtf hai dd'n stf hai long cua khach 
hang ve chS't Itfdng dich vu the ATM tai BIDV Tra 
Vinh. Ngan hang can thtfc hidn mdt sd'giai phap sau: 

Thff nhdt, BIDV Tra Vinh thtfdng xuyen kiem tra 
va bao tri cac diem giao dich may ATM, nha't la may 
d xa tru sd ma co khach hang thtfdng xuyen de'n giao 
dich. Can nang cap hay thay mdi cac may ATM thtfdng 
xuyen bi ldi; Can trang hi thie't bi tich dien dtf phong 
khi cup dien trong luc khach hang dang giao dich, ma 
ATM bi ldi hoac khdng hoat ddng dtfdc; Can trang bi 
them camera quan sat, thie't bi dien can kiem tra Ihtfdng 
xuyen nham dam bao cac may ATM van hanh tdt. 

Thff hai, dd'i vdi may ATM tai Tru sd chinh, can 
trang bi thdm ghd' ngdi chd, vi day la ndi tap trung 
Itfdng khach hang nhieu hdn cac diem giao djch khac, 
tranh trtfdng hdp de khach hang chd lau. 

Thff ba, thtfdng xuyen vd sinh cac thung dat may 
ATM, CO thung dtfng giay sao ke. chpn diem dat may 
ATM ndi dd tha'y, cd bang hieu thdng bao; Can cd 
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bang thdng bao khi nao mSy ngiftig hoat ddng, vi mdt 
sd nguyen nhan, nhtf: mefl dien... 

Dd'i vdi nhdn toHifu qua phuc vu. Day \k nhan to' 
thu" ba tac dpng tdi stf hai long cija khach hang ve chat 
Itfdng dich vu the ATM tai BIDV Tra Vinh. De' nang 
cao hieu qua phuc vu, thi vâ n de nhan stf ludn la trpng 
tSm hang d3u. De tang ctfdng hieu qua ve each phuc 
vy cua nhan vien ddi vdi khach h^ng, BIDV Tra Vinh 
can ap dung mdt sd giai phap sau: 

Mgt la, phai thtfc hidn dao tao Uen tuc va thtfdng 
xuyen de cd the boi dtfdng trinh dp, kid'n thtfc cho dpi 
ngQ nhan vien hay cac ky nang dac biet la ky nang 
giao tid'p cho nhan vidn nham phuc vu khach hang 
ng^y cang tdt hdn. 

Hai Id, can tang ctfdng phd bid'n vk dao tao quy tiinh 
nghiep vu nhSm nang cao kien thtfc quan ly, trinh do 
chuyen mdn, vi tinh, ky nang ttf van ban hang, cung nhtf 
ky nang giao tie'p td't cho nhan vien toan Chi nhanh va 
lanh dao cap phong trtfc tid'p giao dich vdi khach hang.. 

Ba la, can phdi thtfc hidn thtfdng xuyen de tao nen stf 
nhuan nhuydn khi thtfc hidn cac thao tac, xu" 1̂  nghiep 
vu mdt each chuyen nghiep v^ nhanh gpn, tranh tinh 
trang khich hang khdng h^i long. 

Ddi vdi nhdn toSffddp ting. Nhan tdtdc ddng thtf 
ttf laStf dap tfng vdl he sdbeta: 0,331. Hien nay, BIDV 
dang dtfdc bie't de'n la mdt ngan hang sd'mdt Viet Nam 
trong lmh vtfc ban le, trong do co dich vu the dtfdc 
ddnh gid \k td't nhS't thi trtfdng the Viet Nam. De cung 
cd long tin eua khdch hang, BIDV Trd Vinh can duy 
tri vd phat huy vide thtfc hien diing cam ket vdi khdch 

hang va ludn vi ldi ich ciia khach hangj 
can chii trong den cong tdc an sinh xa 
hdi vl cdng ddng. nhtf: thtfc hidn cdc 
chtfdng tnnh gay quy hgc bdng' xay "ha 
tinh nghia; tai trd cac dtf dn cdng cdng... 
ciing vdi dd la vide xdy dtfng mdt hinh 
anh BIDV tdt dep trong long khach hang 
ttf td rdi, logo, dd'n tru sd, khdng gian 
lam vide, phong each phuc vu cua nhan 
vien... Dac bid! la ddng phuc can phai 
thd'ng nha't toan he thdng va thd' hien stf 
tre trung, nang dgng, chuydn nghiep va 
hidn dai trong mat khdch h^ng. 

mi vdi nhdn toPhffdng tifn hihi hinh. 
Nhan tdcudi ciing co anh htfdng den stf hai 
ldng ciia khdch hdng Id Phtfdng tien htfU 
hinh. Hidn tai, Tru sd chinh cua Chi nhanh 
da dtfdc trang tri lai ttf qudy giao dich 
khdch hang, cdch bay tri ghe ngdi chd, 
mdy mdc trang thie't bi van phong, nhdm 
tao dieu kien thuan ldi cho khach hang dn 
truy cap thdng tui tai khoan, giai dap cdc 
thdc mac, khie'u nai khi co yeu cau. 

Ve trang thie't bi lam vide: Can nang 
cap trang thie't bi tin hpc hien dai hdn, 
thtfdng xuyen kiem tra mdy mdc, vi ndu 
xdy ra stf cd se ldm ti dgng khach hang, 
khdch hdng phai ddi lau. Can c6 mdy 
dtf phong de khi can thie't cd thd' thay 
ddi ngay .Q 
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