
TAI CHiNH-NGAN HANG-BAO NIEM 

DANH GIA Sir HAI LONG CUA KHACH HANG 
VE CHAT Ll/CfNG DICH VU TAI NGAN HANG 
TMCP DAU Ti; VA PHAT TRIEN VIET NAM 

- CHI NHANH TINH TRA VINH 

•NGUYEN THI BUP 

TOM TAT: 
Bai vi6't nghien ciJu sii hai long cua khach hang ve chd't Itfcfng dich vu tai ngan hang TMCP 

Dan tir va Phat tri^n Vi6t Nam (BIDV) - Chi nhinh Tra Vinh, tCf do co ccJ sd de ngan hang tiTng 
bifdc hoan thien chat li/dng hoat ddng va nang cao sif hai long cua khach hang. 

Tiif khoa: Srf h^i long ci3a khach hang, cha't lu'dng dich vu, ngan h^ng TMCP Dau trf & Phdt 
trien Viet Nam, tinh Tra Vinh. 

1. D^t va'n de 
Trong giai doan hien nay, cac ngan hang thrfdng 

mai (NHTM) da cd nhiJng bifdc phat trien vrfctt 
bac, gdp phan vao srf phat trien cua nganh Ngan 
hang va toan bd nen kinh te. Tuy nhien, trong bd'i 
canh Vidt Nam dang thrfc hien Id trinh hpi nhap 
v^o kinhte thd'gidi da datra nhii'ng thach thu'c cho 
cac NHTM. Trifdc tinh hinh dd, bat buoc cac 
NHTM cd nhiJng brfdc cai cdch trong djnh hrfdng 
phat trien chid'n Irfdc kinh doanh cua minh. Nhffng 
cai cdch ve ngudn life tai chinh, cdng nghe, nang 
life, kinh nghiem quan tri, cha't Irfdng dich vu,... 

Mdt trong nhffng giai phap de nang cao nang 
life canh tranh cua cac NHTM Vidt Nam trong thdi 
gian tdi la cai tie'n cha't Irfdng dich vu. Khi chat 
lu'dng dich vu dat dffdc srf hai long cua khdch h^ng, 
do se la nhan td' quyd't dinh de'n srf thanh cdng cua 
doanh nghiep. 

Vl vay, ngan hang can khdng ngCfng cai thien 
chat Iffdng dich vu de cd the phuc vu khach hang 
td't hdn, lam cho khach hang cam tha'y hai long khi 
sff dung cac dich vu cua ngan hang. Tren cd s6 
nhan thffc sff can thie't phai nang cao mu'c dd thoa 
man cua khach hang dd'i vdi cac ngan hang, bai 
vie't nghien cffu di tai: "Danh gia sff hai long cua 
khach hang ve cha't Iffdng dich vu tai Ngan hang 
TMCP Dau tff va Phat trien Viet Nam - Chi nhanh 
tinh Tra Vinh". 

2. PhuTdng phap nghien cu'u 
2.1. Mo td nghien cdu 
Nghien cffu dffdc thffc hien qua 2 bffdc: Nghien 

cffu sd bp va Nghien cffu chinh thffc. 
Mlu nghien cffu: Thd'ng ke md ta nhffng ngffdi 

cd giao dich vdi BIDV Tra Vinh vdi 3 loai dich vu 
la; Cho vay - 83 quan sat. Tien gffi - 61 quan sat 
va The ATM - 39 quan sat. Chie'm da sd'la nff vdi 

So 14-Thang 6/2020 341 



TAP CHi CONG THI/ffNG 

102 ngffdi - ty le 55,7%, trong tdng so' ngffdi tra 
Idi cau hdi. Mat khac, nff gidi cung la ngffdi 
chie'm da so' trong vide sff dung dich vu tien gffi 
vdi 55,7% tdng sd quan sat khach hang gffi tien, 
57,8% tdng sd' mau khaeh hang vay tien va the 
ATM vdi 51,3%. Dd tudi khach hang tff 35 de'n 44 
chie'm 33,9% va khach hang co dp tuoi tren 54 
cd quan he giao dich vdi ngan hang it nh^t la 
4,9% trong tdng sd khach hang sff dung d 3 loai 
hinh dich vu ndi tren. 

Ne'u phan loai khach hang theo thu nhap, sd' 
Iffdng khach hang cd thu nhap tff 5 trieu ddng den 
6 tri^u ddng mdi thang giao dich vdi ngan hang 
nhieu nha't - dat 34,4%; khach hang cd thu nhap 
dffdi 4 trieu dong/thang chie'm ty le tha'p nha't la 
3,3%. Ngoai ra, trong 183 ngffdi dffdc khao sat, sd' 
ngffdi giao dieh vdi ngan hang trong thdi gian tff 2 
nam de'n 3 nam la nhieu nha't - chie'm 31,2%, va 
tha'p nha't la dffdi 1 nam - chid'm 14,2%. 

2,2. Mo hinh nghien cdu 
Tren cd sd md hinh 5 khoang each chat Iffdng 

cuaParasuraman&cpngsif (1985), mdhinh 2 bien 
so' Nordic cua Gronroos (1984), md hinh 3 nhan td' 
cua Rust & Oliver (1994) vi nhan td'gia ca cung 
tac dpng de'n sff hai long cua khaeh hang. Md hinh 
nghien cffu dffdc de xua't nhff sau: (Hinh 1) 

Hinh 1: Md hinh nghien cCfu 

[ Thanh phan tin c|y 

[ Thanh phan dap dng 

[ Thanh phan bao dam 

f Thanh phan dong cam 

[ Phuong tien hffu hinh 

[ Sit canh tranh ve gia 

Md hinh gom 6 nhan td' tac ddng de'n sff hai 
long: (1) Thanh phan tin cSy. (2) Thanh phan dap 
ffng. (3) Thanh phan bao dam, (4) Thanh phan 
ddng cam. (5) Thanh phan phffdng tien hffu hinh. 

(6) Thanh phan canh tranh ve gid. 
Mdt so* gia thuye't dffdc dat ra cho rad hinh 

nghien cffu nhff sau: 
HI: Thanh phan tin cay dffdc khach hang ddnh 

gia cang cao thi sff hai long cua khach hang cdng 
cao va ngffdc lai. 

H2: Thanh phan dap ffng drfdc khach hang danh 
gia cang cao thi srf hai Idng cua khach hang cang 
cao va ngrfdclai. 

H3: Thanh phan bao dam dffdc khdch hang 
danh gia cang cao thi sff hai Idng cila khdch hang 
cang cao va ngffdc lai. 

H4: Thanh phan ddng cam dffdc khdch hang 
danh gid cang cao thi srf hai long cua khdch hang 
cang cao va ngffdc lai. 

H5' Thanh phan phffdng tien hffu hinh dffdc 
khach hang danh gid cang cao thi sir hai Idng cua 
khdch hang cang cao va ngffdc lai. 

H6: Thanh phan canh tranh ve gid dffdc khdch 
hang danh gia cang cao thi sff hai long ciia khach 
hang cang cao va ngrfdc lai. 

3. Phan tich va thao lu^n kd't qua 
3.1. Phdn tich Cronbach's Alpha 
Cronbach's Alpha ciia thang do cdc ye'u td'anh 

hffdng gdm: 
- Cac bie'n ddc lap: (1) Thanh phan tin cay (5 

bid'n quan sat: STCI - STC5), (2) Thanh ph^n dap 
ffng (4 bid'n quan sdt: SDU6 - SDU) (3) Thanh phan 
bao dam (4 bien quan sat: SBDIO - SBD13), (4) 
Thanh phan dong cam (4 bien quan sat: SDCH -
SDC 17), (5) Thanh phan phffdng tien hffu hinh (5 
bie'n quan sdt: PTHH18 - PTHH22), va (6) Thanh 
phan srf canh tranh ve gid (3 bie'n quan sat GIA23 
- GIA25). 

- Bie'n phu thudc: Thang do sff hai long (3 bien 
quan sdt: SHL26 - SHL28) cd Cronbach's Alpha 1̂  
0,647; cac he so' tffdng quan bie'n tdng tffdng doi cao 
(tha'p nha't la 0,434). Do dd, ede bie'n do Iffdng nay 
deu dffdc sff dung trong phan tich nhan to tie'p theo. 

3.2. Phdn tich nhdn tdkhdm phd EFA 
Ke't qua kiem dinh Bartletl cho tha\. giffa cdc 

bie'n trong tdng the cd md'i tffdng quan vdi nhau 
(sig = 0,000 < a = 0,05). ddng thdi he sd KMO = 
0.557 (0,5 < KMO < 1) chffng id phan lich nhan to 
cho viec nhdm cdc yeu to' nay lai vdi nhau Id 
thich hdp. 
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He so xac dinh R- da duoc chiing minh la ham 
khong giam theo so bi^'n dgc lap ditdc diia vao mo 
hinh, khi dlXa thgm bien doc l§p vao mo hinh thi 
R' cang tang. Do do, mo hinh thirclng khong phQ 
hop vdi dd lieu thitc te nhu' gia tri R- the hi6n. 
Trong tntcing hap nay, R= dilu chinh tiif R̂  duOc sii 
dung l^m thirdc do mtfc do phia hdp ctia mo hinh 
hoi quy tuyen tinh vi nd khong phu thupc vao do 
ISch phdng dai cua R̂  va R^ dieu chinh, khong nhat 
thiet tang len khi nhieu bie'n diTOc them vao 
phitong trinh. (Bing 1) 

Bang 1. H# so xac djnh 

R 

0,516 

R= 

0,266 

R' dieu 
chinh 

0,250 

Sai 50 chuan 
cua udc iuong 

0,86383420 

Ngudn: Ket qud xd ly sdlieu tif SPSS 

Hd sd' xdc dinh R- dieu chinh = 0,25; nghia la 
25% sff bien thien ve "srf hai long" cua khach hang 
cd the drfdc giai thich bdi cac bid'n ddc lap (sif bao 
dam, sff dap ffng, phffdng tien hffu hinh, sff thuan 
tien, tin eay ve qud trinh eung ca'p dich vu, tin cay 
ve Idi hffa va sff ddng cam) dffdc trinh bay trong 
md hinh. 

3.3. Ddnh gid ve tinh phu hdp cua md hinh 
Tff kd't qua phan tich phffdng .sai (Bang 3), vdi 

mu'c y nghia quan sat Sig = 0,000 < 0,05 ta bac bo 
gia thuye't HO, nghTa la cd tdn tai md'i hen he tuye'n 
tinh giffa srf hai long cua khach hang vdi it nha't 
mpt trong cdc nhan td': Sff bao dam, sff dap ffng, 
phffdng tidn hffu hinh, sff thuan tien, tin eay ve qud 
trinh cung cap dich vu, tin eay ve ldi hffa va sff 
ddng cdm. (Bang 2) 

3.4. Phdn tich hoi quy 
Ke't qua phdn tich d Bang 2 cho tha'y, trong 7 

nhan to'dffa vao md hinh ban dau de phan tich thi 
ed 3 nhan td': 

Sif ddp ffng cd hd so"beta dffdng (0,094) vdi Sig 
= 0,223 > 0,1 nen khdng cd y nghia ve mat thd'ng 
ke hay it ed kha nang anh hffdng de'n srf hai long 
eua khdch hang trong mo hinh. 

Srf thuan tidn cd he sd beta dffdng (0,005) vdi 
Sig = 0,954 > Sig = 0,1 nen khdng cd y nghTa ve 
mat thd'ng ke hay it cd kha nang anh hrfdng de'n sff 
hai Idng eua khach hang trong md hinh. 

Tin cay vd ldi hffa cd he so'beta am (- 0.038) 
vdi Sig = 0,581 > 0,1 nen khdng cd y nghia ve mat 
thd'ng ke hay it cd kha nang anh hffdng den sff hai 
Idng cua khach hang trong md hinh. (Bang 3) 

4. Ke't lu^n 
Trong nen kinh td' thi trffdng, canh tranh la quy 

luat hoat ddng tff nhien d mpi nganh, mpi ITnh vffc, 
dac bi6t la linh vffc ngan hang, vdi xu hffdng cac 
ngan hang cung cap de'n khach hang cac san pham 
ddng nha't nhff hien nay. Xua't phat tff sff ddng nha't, 
dd la ddng Irfc phat trien de cdc ngan hang giff 
vffng thi phan cua minh, md rdng thi phan cua cac 
dd'i thu canh tranh nhdm td'i da hoa ldi nhuan. 

Do dd, khdch hang la dieu kien tien quye't 
quye't dinh sff thanh cdng cua ngan hang. Kha nang 
duy tri va khdng ngffng nang cao chat Iffdng dich 
vu thdng qua cd che dap ffng nhu cau khach hang 
va lam cho hp hai long la thrfdc do, chia khoa 
thanh cdng cua ngan hang. 

Bai vie't nghien cffu sd bd vdi 25 bie'n quan sat 
dffdc hinh thanh va dffa vao bang cau hdi, 183 mau 
dffdc thu thap dffa vao phan tich, sau khi danh gia 
dp tin eay thang do bang phffdng phap Cronbach's 

Bdng 2. Phan tich phiidng sai (ANOVA) 

Hdi quy 

Sai sd 

Tdng 

long blnh phUdng 

48,428 

133,572 

182,000 

df 

4 

179 

183 

Tmng blnh blnh phUdng 

12,107 

0,746 

F 

16,225 

Sig. 

0,000 

i 
Ngudn: ke'l qud xd ly sdlieu td SPSS 
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Bang 3. 

Nhan to 

SBD 

SOU 

PTHH 

STT 

STC ve qua trinh cung 
cap djch vu 

STC v l idi hLla 

SBC 

Ket qua mo hinh hoi qui ddnh gid sU hai idng cuo 

Cac h$ so hoi quy 

B 

0,266 

0,100 

0,202 

0,005 

0,259 

-0,041 

-0,166 

Sai so 
chu^n 

0,075 

0,082 

0,070 

0,084 

0,076 

0,075 

0,076 

Cach$s5h6i 
quy chuan hoa 

Beta 

0,240 

0,094 

0,190 

0,006 

0,240 

-0,038 

-0,147 

Gia 

tnt 

3,387a 

1,222 

2,883a 

0,058 

3,420a 

-0,553 

-2,191b 

Sig. 

0,001 

0,223 

0,004 

0,954 

0,001 

0,581 

0,030 

khdch hdng 

TTiong ke hi$n tupng 
c^g tuyen 

09 chap 
nh^n 

0,814 

0,699 

0,940 

0,664 

0,834 

0,886 

0,917 

HfsS phong 
dai phUdng sai 

1,228 

1,431 

1,064 

1,505 

1,199 

1,129 

1,091 

Ngudn: ke't qud xd ly sdlieu td SPSS 

Alpha d nghiSn cffu ehinh thffe, 23 bid'n quan sdt 
ed he sd' tffdng quan bie'n - td'ng > 0,3 dffdc giff lai 
de phan tich nhan to'. 

Ke't qua cho tha'y, cd 3 bie'n bi loai do cd trpng 
sd' < 0,5. Vi vSy, 20 bie'n dffdc tdp hdp thanh 7 nhan 
to'dffdc tie'n hanh phan tich hdi quy. Trong dd cdc 
nhan td': Sff dap ffng, Sff thuan tien va Tin cay ve 
ldi hffa khdng cd y nghia ve mat thd'ng ke. Chi cd 
4 nhan to': Sff bao dam, Phffdng tien hffu hinh, Sff 
tin cay ve qua tnnh cung ea'p dich vu vh Sff ddng 
cdm cd tac ddng de'n dp hai long cua khdch hang 
khi de'n giao dich tai BIDV Tra Vinh. 

Sff bao dam the hien nhSn vien tao dffdc srf tin 
cSy, thdi dp lich srf, than thien, cd kie'n thffc chuyen 
mdn, ludn san long giup dd khach hang va ngan 
hang cd chinh sach gia linh hoat. 

Phffdng tien hffu hinh bao gdm yeu td ngan 
hang ed trang thid't bi hidn dai, cd sd vat cha't 

khang trang va ngan hang cung cap dich vu dung 
thdi diem da cam ke't. 

Tin cay ve qud trinh cung cap dieh vu th^ hi^n 
kha nang ngan hang thffc hien dich vu dung ngay 
lan dau tien va nhan vien ban che' sai sot trong qud 
trinh thffc hidn. 

Sff ddng cdm th^ hien ky nang giao tie'p, vi^c 
hieu rd nhu eau, kha nang ddp ffng yeu cau ciia 
khach hang va phong cdch an mdc ciia nhan vien. 

Do dd, de tang cffdng sff hai Idng cua khdch 
hang, ngan hang can nang cao chat Iffdng dich vu, 
cdc ehinh sdch quang bd thffdng hieu, san pham de 
cd cd hpi hieu ro hdn ve nhu cau khach hang. Ddnh 
gia cua khdch hang ve eha't Iffdng dich vu giiip 
ngan hang nhan bie't dffdc vi the'cua minh; tff ddcd 
cd sd de tffng bffdc hoan thien chat Irfdng hoat 
ddng va n^ng cao sff hdi long eua khach hdng hidu 
qua hdn • 
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OF THE TRA VINH PROVINCE'S BIDV BRANCH 
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ABSTRACT: 
This .study analyzes the customer satisfaction with the services of the Joint Stock Commercial 

Bank for Investment and Development of Viemam (BIDV) - Tra Vinh Province's Branch. Based 
on the study's findings, some solutions are proposed to help Tra Vinh Province's BIDV Branch 
enhance its service quality and improve its customer satisfaction. 

Keyworiis: Customer satisfaction, service quality, the Joint Slock Commercial Bank for 
Investment and Development of Vietnam, Tra Vinh Province. 
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