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DANH GIA SU HAI LONG CUA KHACH HANG
VE CHAT LUQNG DICH VU TAINGAN HANG
TMCP PAU TU VA PHAT TRIEN VIET NAM
- CHI NHANH TiNH TRA VINH

@ NGUYEN TH| BUP

TOM TAT:

BA1 vi€l nghién ciu sy hai 1dng ciia khich hang vé chit lugng dich vy 1ai ngan hang TMCP
Bdu e va Phit trién Viét Nam (BIDV) - Chi nhanh Tra Vinh, 1i d6 ¢6 cd 58 dé ngan bang tifng
budc hoan thién chat lvgng hoat ddng vi néng cao sy hai long cia khach hang.

T khéa: Sy hai long clia khdch hang, chdt lugng dich vu, ngan hing TMCP Piu w & Phét

1rién Viét Nam, tinh Tra Vinh.

1. D3t vn dé

Trong giai doan hién nay, cic ngan hing thuong
mai (NHTM) dd c6 nhitng bude phat trién vugt
bac, gép phdn vao sy phat ri€n cda nganh Ngén
hang va toan b nén kinh t&. Tuy nhién, trong b&i
cdnh Viét Nam dang thire hién 19 tiinh héi nhiap
vao kinh t& (h€ gidi da dit ra nhitng thdch thitc cho
cdc NHTM. Trudc tinh hinh dé, bit budc cdc
NHTM c6 nhitng bue cdi cdch trong dinh hudng
phdt trién chién ludc kinh doanh ciia minh. Nhiing
cdi cich vé ngudn lyc tai chinh, cong nghé. niing
Iyc, kinh nghiém qudn tri, chat ligng dich vu,...

Mat trong nhitng gidi phip d& ning cao niing
Iye canh tranh cda cdc NHTM Viét Nam trong thdi
gian (di 1A cai (i€n chal lugng dich vy. Khi chit
lugng dich vu dat duge sy hai ldng clia khdch hing,
d6 € 12 nhén (& quyét dinh dén sy tharh cong clia
doanh nghiép.

Vi vdy, ngdn hang cdn khéng ngitng cdi thién
chat lugng dich vu d€ ¢6 thé phuc vy khich hang
(8t hon, lam cho khdch hang cdm thay hai Jong khi
st dung cdc dich vu cia ngén hang. Trén cd sd
nhan thde suf cin thiét phdi nang cao mic d¢ thoa
man clia khdch hang d6i vdi cdc ngan hang, bai
viét nghién citu dé tai: “Ddnh gid su hai long cda
khdch hing vé chat lugng dich vu tai Ngin hing
TMCP Pau v va Phit trign Viét Nam - Chi nhanh
tinh Tra Vinh™.

2. Phudong phap nghién ciu

2.1. M6 td nghién citu

Nghién cifu dude thyc hién qua 2 budc: Nghién
cfu s0 bo va Nghién aitu chinh thic.

Miu nghién ciru: Thdng ké md té nhirng ngudsi
¢ giao dich vdi BIDV Tri Vinh vdi 3 loai dich vu
Ja: Cho vay - 83 quan sit, Tién gifi - 6] quan sdt
v Thé ATM - 39 quan sit. Chiém (L| W& 1A nit vén
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102 ngudi - ty 1& 55,7%, trong t6ng s& ngudi trd
181 cau héi. Mat khdce, n gi6i cing la ngudi
chi€m da s6 trong viéc st dung dich vy tién gdi
v6i 55,7% t3ng s& quan sit khich hang gii tién,
57.8% t8ng s& miu khach hang vay tién va thé
ATM v3i 51,3%. Db i khach hiang tir 35 d€n 44
chi€m 33.9% v khach hing c6 do wdi trén 54
¢6 quan hé giao dich véi ngdn hang it nhat 1a
4,9% trong t8ng 56 khdch hing sit dung & 3 loai
hinh dich vy néi trén.

N€u phan Joai khach hang theo thu nhap, s
Iuong khich hang c6 thu nhap (¥ 5 triéu ddng dén
6 trigu déng méi thing giao dich v6i ngan hing
nhiu nhat - dat 34.4%; khéch hing cé thu nhip
dudi 4 triéu dbng/thdng chi€m y 1& (hap nhit 1
3,3%. Ngodi ra. trong 183 ngudi dugc khéo st s6
ngudi giao dich véi ngan hang trong thyi gian ur 2
nidm dén 3 nim la nhiéu nhal - chi€m 31,2%. va
thap nhat 1a dudi | nam - chiém 14.2%.

2.2. Mb hinh nghién citu

Trén cd s md hinh 5 khodng cich chit lugng
cia Parasuraman & cong sy (1985), mé hinh 2 bién
53 Nordic cia Gronroos (1984), mé hinh 3 nhan &
clia Rust & Oliver (1994) va nhédn 1§ gid ca ciing
tic dong d€n si hai long cia khdch hang. Mé hinh
nghién citu duge dé xuat nhu saw: (Hinh 1)

Hinh 1: M6 hinh nghién clu

Thanh phan ddng cadm — ‘

Ma hinh gdm 6 nhin 18 tic dong dén sy hai
long: (1) Thinh phin tin ¢dy. (2) Thanh phin dip
ing. (3) Thanh phin bio dim. (4) Thinh phin
déng cim. (5) Thanh phin phudng uén hixu hinh,
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(6) Thanh phin canh tranh vé gid.

Mot s8' gid thuy&t duge dat ra cho mé hinh
nghién cifu nhir sau:

H1: Thianh phan tin ciy dugc khdch hang ddnh
gid cang cao thi sy hai 1dng cia khdch hang cing
cao vi ngugc lai.

H2: Thanh phin d4p ing dugc khich hang ddnh
2id cang cao hi sy hai long cia khdch hang cang
cao va ngudc lai.

H3: Thanh phin bdo ddm dugc khich hang
ddnh gid cang cao thi sy hai long cla khdch hang
cang cao va nguoc lai.

H4: Thanh phin déng cdm dudc khich hang
ddnh gid cing cao thi sy hai [6ng ciia khich hang
cang cao va ngudc lai.

H5' Thinh phidn phudng tién hitu hinh dugc
khdch hiing ddnh gid cang cao thi sy hii 1ong clda
khach hing cang cao va ngugc lai.

H6: Thanh phan canh tranh v& gid dugc khich
hang ddnh gid cang cao thi si hai ldng cha khich
hing cang cao va ngudgc lai.

3. Phén tich va thio luin k&t qua

3.1. Phan tick Cronbach’s Alpha

Cronbach's Alpha ca thang do cic y&u 16 dnh
hudng gdm:

- Cdc bi€n doc lap: (1) Thanh phz‘in un cay (3
bi€n quan sdt: STCI - STCS), (2) Thanh phin ddp
Ung (4 bi€n quan sit: SBUG - SDU) (3) Thanh phan
bio dim (4 bi€n quan sdt: SBPIO - SBD13), (4)
Thanh phan déng cim (4 bién quan sit: SDC14 -
SDC17), (5) Thanh phin phuong tién hiru hinh (S
bién quan sat: PTHHI8 - PTHH22), va (6) Thanh
phiin su canh tranh vé gid (3 bién quan ~it GIA23
- GIA25).

- Bi€n phu thudc: Thang do sur hai long (3 bién
quan sit: SHL26 - SHL28) ¢6 Cronbach's Alpha 13
0,647; cdc hé s6 widng quan bi€n tdng wong dsi cao
(th&p nhat la 0.434). Do dé. cic bién do ludng ndy
déu dugc st dung trong phéin tich nhan 15 ti€p theo.

3.2. Phén tich nhéan 6’ khdm phd EFA

Két qui ki€m dinh Bartlett cho thdy. gita cdc
bi€n trong tdng thé c6 mdi wudng quan vdi nhau
(sig = 0,000 < & = 0.05). dong thdsi hé s¢ KMO =
0.557 (0.5 < KMO < 1) ching 18 phén tich nhan (&
cho viéc nhém ciic y&éu 13 ndy lai vdi nhau 12
thich hgp.
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Hé s8 xdc dinh R? dd dudc ching minh 12 ham
khong gidm theo s bién ddc 13p duge dua vio mé
hinh, khi dua thém bi€n doc lip vio mé binh thi
R? cang tang. Do d6, md hinh thudng khéng phi
hgp véi dif li€u thue 1€ nhu gid tri R? thé hién.
Trong tnidng hgp ndy, R? diéu chinh 1 R duoc sif
dung lam thudc do nufc A8 phd hgp ciia md hinh
bdi quy tuy&n tinh vl n6 khéng phu thude vio dé
Iéch phéng dai ciia R? vii R2didu chinh, khdng nhat
thi€t tang 1€n khi nhiéu bi€n duge thém vao
phuang trinh. (Bing 1)

Bang 1. Hé 6 xdc dinh

. R R diéu Sai s chudn
chinh clia uée lugng
0,250 0,86383420

Ngudn: Kér qud xit I 56 liéu tit SPSS

Hé 53 x4c dinh R? diéu chinh = 0,25; nghia 13
25% sy bi€n thién vé& “sy hdi long” clia khdch hang
6 thé dugc gidi thich bdi cdc bién dc 1ap (su bio
dim, sy ddp dng, phudng tién hitu hinh, sy thuin
tién, tin ¢y v& qud rinh cung cap dich vu, tin cdy
vé 13i hira v sy déng cim) dugc trinh bay trong
md hinh.

3.3. Pdnh gid vé tinh phit hop ciia mé hinh

Tir k€t qué phén tich phuong sai (Bang 3), v6i
mitc y nghia quan sdt Sig = 0,000 < 0,05 ta bic bd
gid thuy€t HO, nghia 12 ¢6 (8n 12i m&i hién hé tuyén
tinh giia sy hai long cia khdch hing vdi it nhat
mdt trong céc nhin 18: Sy bio dim, su dép ing,
phudng tién hitu hinh, sy thuin tién, tin cay vé qué
trinh cung cdp dich vu. tin cdy vé 18i hta va sy
ddng cim. (Bdng 2)

3.4. Phan tich hoi quy

K&t qué phin tich & Bing 2 cho tha'y, trong 7
nhin t8 dua viao mé hinh ban ddu d€ phan tich thi
¢6 3 nhan (3:

Sy ddp dng c6 hé s6 beta duong (0,094) vdi Sig
=0,223 > 0.1 nén khong cé ¥ nghia vé mjt thong
ké hay it c6 khd nang 4nh hudng d€n su hii long
cta khdch hang trong mé hinh.

Su thudin tién c6 hé s& beta dudng (0.005) véi
Sig = 0,954 > Sig = 0,1 nén khdng cd y nghia vé
mat thdng ké hay it cé kha ning dnh hudng dén syt
hai 1dng cia khdch hang trong mé hinh.

Tin cdy vé 181 hita c6 hé s6 beta am (- 0.038)
vGi Sig = 0,581 > 0,1 nén khéng c6 ¥ nghia vé mat
thng ke hay it c6 kha ning dnh hudng dén sy hai
1dng clia khdch hang trong mé hinh. (Bang 3)

4, K&t luan

Trong nén kinh (& thi trudng. canh tranh la quy
ludt hoat ddng ur nhién 8 moi nginh, moi linh vue,
ddc biét 1a Iinh vyc ngin hing, vdi xu huéng cdc
ngin hang cung cip dén khich hing cic sdn phim
ddng nhat nha hign nay. Xuat pht tir sy ddng nhat.
46 1a d6ng lue phit ri€n dé cic ngin hing giir
vitng thy phdn cha minh, md rdng thi phin cda cic
ddi thd canh tranh nhiim 181 da hod Idi nhudn.

Do d6, khich hang Ja diéu kién tién quyél
quy€t dinh sy thanh cdng clia ngén hing. Khi ning
duy tri v khdng ngitng ndng cao chit lugng dich
vu théng qua cd ché€ ddp dng nhu ciu khich hing
v lam cho ho hai long la thude do. chia khod
thinh cong cia ngan hang.

Bai viét nghiéo ciu 50 bo v@i 25 bién quan sit
duge hinh thanh va dua vio bing cau héi, 183 mau
duoc thu thap dua vio phin tich. sau khi dinh gid
44 tin ciy thang do bing phuong phip Cronbach’s

Bdng 2. Phan tich phuong sai (ANOVA)

Tong binh phuong T df
AR =

Héi quy 48428 \ 4
) [
Sais§ 133,572 179 |
Téng ‘ 182,000 183

J Trung binh binh phuong ‘ F ‘ Sig. ‘
12,107 | 16225 ] 0,000 |
0.746

Nenon: At qud xit I sihéw it SPSS
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B3ng 3. K&t gué mé hinh hdi qui ddnh gid sy hai 1dng clia khdch hang

\ - Céc hg s5hdi Thong ke higntugng |
Céc hé 85 h6i =
‘ o % quy quychudnhéa | gig chng tuydn ‘
! Nhan t& Sig.
B Sai 85 G tnt Bochdp | Hé s phong
chuén nhén dai phuong sai
SBD | 0256 | 0075 0,240 3387a | 0001 | 0814 1228
soU [ 0100 | 0082 0,094 1222 | 0223 | 0699 1431
PTHH 0202 | 0070 0,190 2883a | 0004 | 0840 1,064
STT 0005 | 0084 0,005 0058 | 0954 | 0,664 1,505
STC vé qua trinh cung o
i 0259 | 0,076 0,240 ‘ 3.420a | 0,001 J\ 0834 1,199
STC vé I6i hiia | 0041 | 0075 -0,038 0553 | 0581 | 0886 i
| sec 0,166 | 0076 | 047 2,191b | 0,030 ‘ 0917 1001 |

Alpha & nghién cdu chinh thite, 23 bién quan st
c6 hé s& tuang quan bi&n - tdng > 0,3 dudc giit lai
d& phan tich nhin 13.

K&t qua cho thiy. c§ 3 bién b loai do cé trong
58 <0,5. Vi vdy, 20 bién dugc tap hgp thanh 7 nhan
18 dugc ti€n hanh phan tich hdi quy. Trong dé cdc
nhén 13: Sy ddp dng, Su thuan tién va Tin cy vé
181 hita khdng c6 y nghia vé mat théng ké. Chi cé
4 nhan t8: Sy bdo dam, Phudng tién hitu hinh, Sy
un cdy vé& qué trinh cung cap dich vy va Sy déng
cdm ¢6 1dc dong dén dd hai 1dog cda khich hiang
khi &n giao dich tai BIDV Tra Vinh.

Su bdo dam (hé hién nhin vién 1ao duge sy tin
cdy, thdi db lich sy, than thién, c6 kién thirc chuyén
moén, ludn sin long gidp d3 khich hang va ngan
hang ¢6 chinh séch gid linh hoat.

Phuong uén hiru hinh bao gém y&u t8 ngin
hing ¢6 trang thi€t bi hién dai, cd s vit chat

TAI LIEU THAM KHAO:

Nguon: kér qud xit Iy s6'liéu 1ir SPSS

khang trang vA ngan hing cung ¢ip dich vy ding
thdi diém da cam két.

Tin ciy v& qud tinh cung c&p dich vu thé hién
kha niing ngdn hang thuc hién dich vy ding ngay
1in ddu tién vi nhan vién han ché sai s6t rong qué
trinh thyc hién.

Sy déng cim th€ hién ky ning giao 1iép, viéc
hi€u 15 nhu cau, kha ning dép ¢ng yéu cau cia
khdch hang va phong cdch &n mic ciia nhan vién.

Do d6, d€ 1ing cudng sy hai long cla khach
hang, ngan hiing cin nang cao chit lugng dich vu,
cic chinh sich quang b4 thuong hiéu, san phim dé
¢6 ca hi hiu 6 bon vé nhu cAu khich hang. Ddnh
gid cha khdch hang vé chal lugng dich vy gitp
ngin hang nhan bi€t dugc vi thé cha minh; tir d6 c6
cd 5§ dé timg buGe hoan thién chal lugng hoat
Aaéng va ning cao su hai long cia khich hang higu
qud hon =
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ANALYZING THE CUSTOMER
SATISFACTION WITH THE SERVICES
OF THE TRA VINH PROVINCE’S BIDV BRANCH

® Ma. NGUYEN THI BUP
Lectuere, Faculty of Economics - Law,
Tra Vinh University

ABSTRACT: }

This study analyzes the customer satisfaction with the services of the Joint Stock Commercial
Bank for Investment and Development of Vietnam (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.

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