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T 6 M TAT: 
Bai vid't xac dinh cdc nhdn td' knh hffdng den sff hai long dd'i vdi dich vu mdi gidi ehffng khoan 

(MOCK) tai Cdng ty Cbffng khodn FPT Da Nang. Kd't qud nghidn cffu cho tba'y, sff hai ldng dd'i 
vdi dicb vu MGCK bj tac dpng bdi 5 nhan td chinh, bao g6m: Mffc do tin cdy, Mffc dp ddp ffng, 
Ndng lffc phuc vu, Mffc dd d6ng edm vd Phffdng tidn hffu hinh. Trong dd, mffc dd ddp ffng Id yd'u 
to' anh hffdng tich effe nha't. 

Bai viet cung de xuat mot so' khuyen nghi cho nha qudn ly nham nang cao hdn nffa sff hai long 
doi vdi djeb vu MGCK tai cdng ty. 

Ttt khoa: Sff hai ldng dd'i vdi dieh vu MGCK, cdng ty chu^g khoan FPT. 

1. D$t vS'n d^ 
Sff hai long dd'i vdi dieh vu dffde xem la 

phffdng tbffc tie'p can quan trong nhd't trong qudn 
ly kinh doanh nham dam bao sff thda man ciia 
khdch hang, ddng thdi giup tang kha ndng canh 
tranh va hidu qua ngdnh (Arun Kumar G., 
Manjunath S. J. vd Naveen Kumar H., 2012). Vdi 
thi trffdng ehffng khodn Vidt Nam hidn nay thi van 
de nay cang trd ndn cd'p thie't. Trong thdi gian qua 
xdy ra cdc sff cd' nham room, he thd'ng phan mem; 
thao tdc nhan, ddt lenh sai; cdsd ha tang chffa ddp 
ffng nhu e^u phdt trien eiia thi trffdng... da gdy thiet 
hai khdng nhd cho ede nha dau tff. Do do, sff hdi 
long doi vdi MGCK ddng vai trd vd eung quan 
trpng trong vide thuc day boat ddng eua thi trffdng 
ehffng khoan. 

MGCK la trung gian ke't nd'i giffa edng ty ehffng 
khoan va nha dau tff d^ dem lai sff thoa man ldi da 

cho cac nha dau tff. Mdt khi sff hai long ddi vdi 
MGCK dffpc cai thien thi day cung la mot bien 
phdp canh tranh hffu hidu dd'i vdi cdc cdng ty 
ehffng khoan. 

Xua't phdt tff nhu cau mud'n cdi thidn sff hai Idng 
dd'i vdi dieh vu MGCK tai Cdng ty FPT, nhdm tae 
gia da tie'n hdnh thffe hidn "Nghien cffu nhffng 
nhan td' anh hffdng dd'n sff hai long dd'i vdi dieh vu 
MGCK tai Cdng ty Cbffng khodn FPT Da Nang". 

2. Md hinh nghien ciJu 
2.1. Cdc nghien cdu trd&c ve sUhdi long ddi vdi 

dich vu MGCK 
Niveen El Saghier, Demyana Nathan (2013) 

thffe hien nghidn effu "Service Quality Dimensions 
and Customers'Satisfactions of Banks in Egypt", 
nham ddnh gid sff anh hffdng ciia chd't Iffdng dich 
vu len sff thda man eiia khach hdng tai cdc ngan 
bang Ai Cap. Kd't qud ngbien cffu cho tha'y, cd 4 

So 16-Thang 7/2020 229 



TAP CHi CONG THlfdNfi 

yd'u to' anh hffdng dd'n sff hai long cua khach hang, 
bao gom: Dp tin cdy, Sff dap ffng, Sff dong edm va 
Dam bao. Qua do, giup cac ngdn hdng eung nhff 
cdc nhd qudn ly cd them hieu biet ve nhan tbffc 
cua khdeh hang eung nhff ve eha't Iffdng dieh vu 
ngan hang, tff do cd phffdng hffdng nham cdi thidn 
sff bdi long eua hp. 

Kbalil Ahmed (2011) tiiffe hidn de tdi "Online 
Service Quality and Customer Satisfaction: A 
case study of Bank Islam Malaysia Berhad" 
nhdm nghidn cffu chat Iffdng dich vu ngan bang 
online vd sff bai long ciia khdeh hdng tai ngan 
hdng Islam Malaysia Berhad. Ke't qua cho tha'y, 
eac ye'u to'Phffdng tidn hffu hinh. Dp tin cay, Sff 
dap ffng, SiJf dong cam cd anh hffdng den sff hai 
long eiia khdch hang dd'i vdi dich vu ngdn hang 
didn tff. Trong do, Sff ddng cdm ed anh hffdng 
manh nha't de'n sff bdi idng cua khdch hang. Ke't 
qua nghien cffu cung ciing quan diem vdi mpt sd' 
nghidn effu trffdc nhff Mobarek (2007) va 
Nupur(2010). 

2.2. Mo hinh nghiin cdu de xudt 
Dffa tren cdc nghien effu trdn, nhdm tac 

gid tid'n hdnh xay dffng md binh nhff sau 
(Hinh 1) 

Gia thuyd't HI : "Mffe dp tin edy" cd 
tffdng quan eung chilu vdi sff hai long dd'i 
vdi dich vu MGCK. 

Gia thuyd't H2: "Mffc dd ddp ffng" cd 
tffdng quan ciing chieu vdi sff hai long dd'i 
vdi dich vu MGCK. 

Gia thuyd't H3: "Nang life phue vu" c6 
tffdng quan ciing ehilu vdi sff hai long dd'i 
vdi dieh vu MGCK. 

Gia thuyd't H4: "Mffe do d6ng cam" cd 
tffdng quan cDng chieu vdi sff bdi long dd'i 
vdi dich vu MGCK. 

Gia thuyd't H5: "Phffdng tien bffu hinh" 
cd tffdng quan cung chieu vdi sff hai long 
dd'i vdi dieh vu MGCK. 

3. Phifcfng phap ngliien etfu 
3.1. Mdu nghien ciiu vd thu thap dSlieu 
Bang eau bdi khao sdt dffde trien khai 

dffdi hinh thffe trffc tid'p de'n cac nha dau tff 
ca nhan tai FPTs Da Ndng. So' Iffdng mlu 
dffde tinh dffa vdo ly thuye't ciia Tabachnick 
& Fidell (1996). Tuy nhien, de han ehd sai 

sdt, hff hdng trong qua trinh tbu thap dfl Ueu vd 
tang do tin cay, nghien cffu tiin hdnh khao sdt 550 
bdng cau hdi va thu ve 502 ban trd ldi hdp Id. 

3.2. Phuang phdp xic ly dS lieu 
So' lieu thu thap dffde sau giai doan khao sdt se 

dffde tid'n hanh kiem tra loai bd cac bang khdng 
dat yeu cau. Toan bd dif lidu thu dffde se dtfdc ma 
hda, nhdp lieu, xff ly va phan tich bang edng cu 
SPSS 20.0. 

4. Kd't qua 
4.1. Kiem dinh Cronbach's Alpha 
Bang 1 cho tha'y, td't cd cde nhan td trong mo 

hinh deu cd gid tri Cronbach's Alpha > 0,6. Dieu 
ndy cbffng to dd tin cdy cua cdc thang do Id tdt va 
ta't ca nhan td deu dffde dffa vao phdn tich d bffdc 
tid'p theo. Nhff vdy, md hinh nghien cffu sau khi 
kiem dinh Cronbach's Alpha bao gom 5 nhdn to' 
dpc lap (22 bie'n quan sat) vd 1 bie'n phu thupc (5 
bid'n quan sdt). 

Hinh 1: Mo hinh nghien cOu dS xud't 

Mirc dd dong cam 

Phuang tien hffu hinh 

Bang 1. Kiem djnh Cronbach's Alpha 

Nhan to 

Mule dd tin cay 

Mile do dap Ling 

Nang luc phyc vu 

Mile do dong cam 

Phuong tien hdu hinh 

SiJ hai iong doi vdi dich vu 

MGCK 

Cronbach's 

Alpha 

0.783 

0.700 

0.718 

0.773 

0 820 

0.804 

SobiSh 

quan sat 

5 1 

3 

4 

3 

7 

5 

Nguon: Ke't qud phdn lich SPSS td dd li^u thu thdp dugc 
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4.2. Phdn tich nhdn to'khdm phd EFA 

4.2.1. Kiem dinh tinh thich hop cua mo hinh 

phdn tich nhdn td EFA 

Ngu6n: Ket qua phan tich SPSS tff dO* lieu thu 

th?p dffde 

Chi sd KMO cd gia trj bdng 0,907 thda mdn 

dilu kidn 0,5 < KMO < 1 nen phdn tich nhan id' 

kham pha la phu hdp vdi dff lieu thife td'. Ben canh 

dd, mffe y nghia eua kid'm dinh Bartlett sig = 0,000 

< 0,05, dii cd sd bac bd gia thuyd't HO cho rang cae 

bid'n quan sdt cd tffdng quan vdi nhau trdn pham vi 

t^ng M. (Bdng 2) 

Bang 2. Chi so KMO va Barlett 

Kalser-Meyer-OII(in Measure 

of Sampling Adequacy. 

Bartlett's 

Test of 

Sphericity 

Approx. Chi-Square 

df 

Sig. 

.907 

3523.459 

231 

.000 

4.2.2. Kiem dinh nhdn to khdm phd 

Kd't qua phdn tich nhan td kham phd eho thay, 

ta't ca cic bid'n quan sat deu dffde giff lai vdi he sd 

Bang 3. Ma trgn xoay 

FPTs CO thdi gian iam vi§c thuan tien cho ban. 

Nhan vien FPTs co trang phuc heh su. 

Cd sd vat ch^t cua FPTs hien dai, thoai mai. 

FPTs CO h§ thong edng nghe hien dai. 

FPTs ed day du trang thiet bj phuc vu cho nha dau tu. 

Khdng gian cua FPTs rang rai. mat me. 

Cho'gCli xe an toan, thuan idi cho ban khi lien he giao dich. 

Thuong hi^u FPTs lam ban tin tudng. 

FPTs ludn giai quySt thoa dang nhQng thac mac, khie'u nai 

cua ban. 

FPTs thong bao kip thdi cho ban biet khi cd sy thay ddi trong qua 

trinh thuc hien nhOng cam ket trong hop ddng. 

Khi ban can giup dd, FPTs nhiet tinh giup ban. 

Ban cam thay an tam khi SLI dung dich vy tai FPTs 

Cung each phuc vy cua nhan vien trong FPTs tao su tin tudng ddi 

vdi ban. 

Nhan vien FPTs cd kien thUc de tu van cho ban. 

Nhan vien FPTs giai dap, hudng dan ro rang cac thac mac ciia 

bgn ve djch vy. 

NhSn vien FPTs iudn lich sy, an can vdi ban. 

Nhan viSn FPTs iudn cd nhiing idi khuyen tot khi ban can tu van 

FPTs tao di^u kien tdt nhat ed the cho nha dau tu. 

Nhan vien FPTs ludn quan tam, tim hieu tam tu, nguyen vong 

cOa ban. 

Nhin to 

1 

.871 

731 

715 

.634 

.609 

.593 

.591 

2 

.770 

.741 

.733 

.701 

.690 

3 

.818 

.729 

.722 

.556 

4 

.852 

.824 

.748 

5 
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NhSn vien FPTs phye vu ban nhanh chdng. 

Nhan tS 

1 

Nhdn vidn FPTs ludn san sang giup dd ban. 

FPTs cung cap nhieu djCh vy tidn ich cho ban. 

2 3 4 1 5 

.808 

.792 

1 1 , ^=2 

tdi > 0,5. Kd't qua nay mdt lan nffa khang djnh dp 
tin cay va y nghia thd'ng ke cua cdc bie'n trong md 
hinh Id phu hdp. 

Nhff vay, md hinh nghien cffu de xud't sau eung 
bao gdm 5 bie'n dpc lap: Phffdng tidn bffu hinh, 
mffc dd tin cay, nang lffc phuc vu, mffe dp dong 
cam, mffe do dap ffng. 

4.3. Ke't qua phdn tich hoi quy tuyen tinh da 
bie'n 

4.3.1. Kiem dinh mdc do phd hop cua mo hinh 
Tff ke't qud hoi quy, he sd Sig = 0.000 < 0,05 

thda man dieu kien, cho tha'y md hinh ly thuye't 
phu hdp vdi thffe td'. Hd so'hidu chinh R2 ia 0,534, 
ngbia la md hinh phan dnh dffde 53,4% dff Hdu 
bid'n thidn cua thj trffdng. (Bang 4) 

Hai long dd'i \6\ dich vu MGCK 
= 0.226*Phtf<mg ti^n hifu hinh 
+ 0.089*Mtfc dO tin cSy 
+ 0.144*Nang. Itfc phuc vu 
+ 0.084«Mtfc d$ d6ng cam 
+ 0.415'i'Mtfc d$ dap tfng 

4.4. Thdo lugn vd ket qua 
Cd the thay, Mffe dp ddp ffng tdc dpng Idn nhat, 

tie'p de'n la Phffdng tien hi?u hinh va Ndng lffc phuc 
vu. Tff dd, nhdm tdc gid de xua't mdt sd khuyen 
nghi lam tang sff hdi long cffa khaeh bang ddi vdi 
djch vu cua FPTs; 

Thffdng xuydn giff vflng thdng tin lien lac vdi 
khdch hdng. Ben eanh do, e^n da dang hda cdc 
kdnh lien lac de khdch hdng ed the kd't nd'i mpi 

Bang 4. Phan tich ANOVA ve stf phu hdp cua phtfdng trinh hoi quy 

Md hinh 

Hdi quy 

Phan du 

Tong 

long binh phuong 

100.372 

86.068 

186.441 

df 

5 

496 

501 

Trung binh binh phudng 

20.074 

.174 

F 

115.686 

Sig. 

.000b 

Nguon: K^t qud phdn tich SPSS lit dd lifu thu thdp du<?c 

Gid trj F = 115.686 > 5 va p-value = 0.000 < 
0.005, ehffng td md hinh ed y nghia. Nhff vay, md 
hinh hoi quy vdi 5 bid'n dpc lap phu hdp de' giai 
thieh sff thay ddi trong sff hai long dd'i vdi dich vu 
MGCK. 

4.3.2. Kiem dinh cdc gid thuyet cua mo hinh 
nghien cdu 

Gid tri Sig < 0,05, ehffng td ede bid'n deu cd y 
nghTa trong md hinh. Bdn canh dd, VIF < 2 nen 
khdng cd hidn tffdng da cdng tuyd'n xay ra. Tff ke't 
qua d trdn (Bang 5), nhdm tdc gia xay dffng dffde 
md hinh sau: 

each nhanh chdng, thudn tidn nhrf dffdng day ndng 
24/7, tff vd'n trffc tuyd'n,.... 

Ngoai nhffng buoi bo sung kid'n tbffc thi nhd qudn 
trj can to chffc boi dffdng ky ndng mem eho nhan 
vidn. Cd die to chffc cde gameshow de nhan vien 
thi tai ve thi tiffdng, ve kid'n thffe hay ve ludt. Qua 
do, gan kd't hp vdi nhau de hp tff hd trd tffdng tac. 

Dd'i vdi nbffng nhan vidn cd tinh than U-dch 
nhidm cao, thdi dp lam vide nghidm luc, hi?u qua. 
dffde khdch hdng khen ngdi thi phai cd nhiing phan 
thffdng xffng ddng de khich Id, ddng vien. Ho Ird 
mffc cdng tdc phi cu the eho cac nhdn vien theo 
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Bang 5. H$ so mo hinh hoi quy 

Md hinh 

1 

(Hang so) 

HH 

TC 

PV 

DC 

DU 

H$ so hoi quy 

chua chulh hoa 

B 

.528 

.201 

.078 

.126 

.060 

394 

Sai so chuan 

.147 

.036 

035 

.033 

.025 

.034 

H$ so hoi quy 

chuan hoa 

Beta 

.226 

.089 

.144 

.084 

.415 

T 

3.592 

6.572 

2.240 

3.851 

2.387 

11.672 

Sig. 

.000 

.000 

.026 

.000 

017 

.000 

TTldhg ke da cQng tuylTn 

E)$ cha'p nh$n 

.566 

592 

.665 

.743 

.735 

VIF 

1.767 

1.690 

1.504 

1.346 

1.360 

Nguon: Kel qud phdn tich SPSS td dd lieu thu thdp duoc 

khu vffe bdn bang . H a n g thang, edn cff vao ke't qua Sd' Iffdng nha diu tff lau nam cdn thap, do dd, 

lam vide, nhd qudn trj se cd chinh sach khen pha i thffdng xuydn cd Idp dao tao, r en luyen ky 

thu'dng dd'i vdi tdp the hoac cd nhan cd thdnh tich ndng b a n hdng, h ieu rd tdm ly khach hang cho 

tdi trong kinh doanh. nhan vidn M G C K • 
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A STUDY ON FACTORS AFFECTING THE SATISFACTION 
OF CLIENTS WITH SECURITIES BROKERAGE SERVICES 

PROVIDING BY FPT DA NANG SECURITIES COMPANY 

• LUU THI THU HUONG 
• NGUYEN PHAN TRI HIEU 

Duy Tan University 

ABSTRACT: 
This study identifies factors the affecting the satisfaction of clients with securities 

brokerage services wtiich are provided by FPT Da Nang Securities Company. This study finds 
out that the satisfaction of clients is affected by 5 main factors including reliability, 
responsiveness, service capacity, sympathy level and tangible means. Among these factors, 
the most positive impact factor is the responsiveness. This study also prtjposes some 
recommendations for managers to improve die satisfaction of cUents widi FPT Da Nang 
Securities Company's securities brokerage services. 

Keywords: The satisfaction of clients with securities brokerage services, FPT Securities 
Company. 
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