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NGHIEN ctfu SC HAI LONG 
CUA KHACH HANG DOI VOfI 

CHAT LI/0NG DICH VU CUA CAC 
NGAN HANG THl/OfNG MAI TRONG NlTCfC 

TREN DIA BAN TIIANH PHO BIEN HOA 

» PHAM THj MONG HANG 

T6MTXT: 
Nghien c(hi hh\m xdc dinh md'c dp Snh hildng ciJa cdc nhSn t6 den sif hki l&ng cua khdch h^ng 

d^i vdi chlTt liT^ng djch vu cHa cdc ngdn hdng thifdng mai trong niTdc tren dia b^n TP. Bien Hda. 
Qua dd, tdc gid d^ xu^t ni$t s6^bi$n phdp nh^m ndng cao s^ hdi ldng c6a khdch hdng &6i vdi 
ch^t lifdng dich vu tai ddy. Cdc phifdng phdp nghidn cii'u djnh tinh vd dinh lifdng ddng thdi dif^c 
dp dung. Ket qud phan tfch 700 mlu dieu tra thu th$p tn^c ti^p tCr khdch hdng cho th^y, cd 4 nhdn 
tS*dnh hifdng d^n SI; hdi ldng ciJa khdch hdng, sdp x^p theomi^cdO gidmdSn: l)ThdidQ phyc 
vif ci5a nhdn vidn; 2) DO tin c|y; 3) Tinh hitu hinh; 4) Ky ndng cua nhan vidn, 

Tiir kh6a: Chlft lifdng dich vu, khdch hdng, stf hdi ldng, ngan hdng thifdng mai, TP. BiSn Hda. 

1. D$t vfi'n dl 

Ngdn hdng Id t^ chiJc chuydn nghidp trong ITnh 
vtfc cung cS'p cac djch vu tdi chinh cho cdng 
chiing. thdng qua hoat dgng chap nhan tien giJi 
vd dinh kenh nhffng lien gilfi dd vdo cdc hoat dgng 
cho vay trtfc tiep hodc gidn tiep ciia cac thi trtf9ng 
vd'n. Td'c dd todn cau hda vd ttf do hda thtfdng 
mai nhanh chdng trong nhiJng ndm vtfa qua dd 
iao ra nhieu thay ddi ldn ve mdi trtfdng kinh te. 
Bdi d^u lif ngay 01/01/2011. cdc ngdn hdng 100% 
vtfn ntfdc ngoai se dtfdc dd'i xii: b^nh ding hoan 
lodn nhtf cdc ngSn hdng trong ntfdc. Theo do. cac 
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ngSn hdng trong ntfdc se phdi dtfi mdt vdi stf canh 
tranh gay gdt di giff thi phin trdn thi trtfdng, cung 
clfp cac sSn pham dich vu trong Hnh vi/c tdi chfnh. 

Trong mdi trtfdng cg,nh tranh khtfc Hdt nhtf 
vdy, khdch hang Id nhdn ttf quye't dinh sif ton tai, 
dinh vi thtfdng hidu cua cdc ngdn hdng. Ngan 
hang ndo gidnh dtfdc mtfi quan tdm vd stf trung 
thanh ciia khdch hdng se diinj: .i/ng vd phdt 
trien. Chien Itfdc kinh doanh dirl' hifi'in,, khdch 
hang dang trd thdnh chitfn Itfdc . , irong hdng 
dau cua cdc ngSn hang. Lam th- ,, j ^ ' j ^ . _ jg 
stf hai Idng cho khdch hdng mr.i cjich (Oi nhfi't 
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luon Id \an Jc ma cdc ngan hdng thtfdng mai 
[rong ntfdc dang CO g^ng thtfc hien thtfdng xuyen 
vd lien luc. de cd the ddp tfng kip thdi nhu cau 
ciia hp. 

Tren dja ban thanh phd Bien Hda trong 
nhffng ndm gan day. tinh hinh canh tranh ciia 
cac ngan hang thtfdng mai trong va ngoai ntfdc 
dien ra het sii'c khd'c liet, VI vdy, viec ddnh gia 
chal Itfdng djch vu cdc ngan hang thtfdng mai 
trong ntfdc tren dia ban cung ca'p cho khdch 
hiing trong thdi gian vilfa qua thtfc stf cap thie'l, 
g6p phan nang cao chd't Itfdng dich vu id'l hdn 
Jc iao nen stf hai Idng. tff dd tao ra stf trung 
lhinh cda khach hdng. Qua day. tdc gid quye't 
dinh Itfa chgn de tai "Nghien cffu stf hai Idng 
ciia khdch hang doi vdi cha'l Itfdng dich vu ciia 
cic ngdn hang thtfdng mai trong ntfdc tren dja 
binTP. Bien Hda" de nghien cffu. 

2. Ctf sd l> thuyd't vd phtfdng phap nghien 
ctfu 

2.1. Cu sd ly thuyet 
Theo Ludt Td chffc tin diing (ndm 2010, sffa 

d î bd sung ndm 2017): "Ngan hang la loai hinh 
id chffc tin dung dtfdc thtfc hien ta't ca c:ic hoat 
dOng ngdn hang va cdc hoat dgng kinh doanh 
khic cd lien quan". Nhffvay. chung ta cd the xem 
ngan hdng Id loai hinh td chffc tai chinh cung cap 
m^tdanh muc cdc dich vu tai chinh da dang nha't, 
die hi^t la tin dung, tie't kiem. djch vu thanh loan 
vd thtfc hien nhieu chffc nang tdi chinh nha't so 
vdi bdi ky mot td chffc kinh doanh nao trong nen 
kinh lc. 

Ngan hang thtfdng mai la mot trong nhffng ioai 
hlnh phd bie'n nha't 6 Viet Nam hien nay. Theo 
nghia rdng, ngdn hang thffdng mai (commercial 
bank) Id cac dinh che tai chinh dffdc phep nhan 
tî n glVi \ a cho vay dtfdi nhieu hinh thffc va dieu 
ki?n khac nhau. Theo nghia hep. khai nieni nay 
diing dc chi cac ngan hang tdng hdp thffc hien 
Ciic nghidp vu nhtf nhdn tien gu'i vid't sec. tien gffi 
lidi kicm cam cd'. cho vay (thtfdng la ngan han). 
mdi gidi chffng khodn.... (Theo Nguyen Van 
Na»'c. 2()i:). 

Tffdd.cd the hieu dich vu ngan hang la nhffng 
dich vu thudc ITnh vtfc tai chinh do ngan hang 

cung cap cho khdch hdng cua minh. bao gdm cdc 
nhan id'hien hffu giai qu>et cdc mdi quanh? giffa 
khach hang hodc tai san ma khach hang MI hffu 
vdi ngtfdi cung cap \a khdng cd stf chuyen giao 
quyen sd hffu. 

Dd'i vdi sff hai Idng ciia khach hang, Kotler va 
Armstrong (2012) cho ring, stf hai Idng ciia khdch 
hdng la ddnh gid \ e san pham hodc dich vu dffdi 
stf mong ddi cila khach hang ve san pham. dich 
vu dd. 

Zeithaml va Bitner (2000) dinh nghTa stf hai 
Idng ciia khach hang la ke't qud stf trai nghiem 
ciia khdch hang sau khi sff dung mdt dich vu. 
Theo dd. stf hai Idng nii> la cam nhan cua khdch 
hang \e mdt san pham ha\ mdt dich vu da dap 
ffng dffdc nhu cdu va sif mong ddi ciia hp. 

Cha't ltfdng dich vu la mot khdi ni^m gay 
nhieu chii y va tranh cai trong cac tai lieu nghien 
cffu, bdi vi cac nha nghien cffu gdp nhicu kliu 
khdn trong viec dinh nghTa va do Iffdng chat Itfdng 
dich vu ma khdng he cd sir thd'ng nha't nao (Theo 
Wisniewski. 2001). 

Chut Iffdng dich vu dtfdc dmh nghTa bSng nhieu 
cdch khdc nhau liiy thudc \ao dd'i ttfpng nghien 
cffu va mdi trtfdng nghien cffu. Cha'l Iffdng dich vu 
la mffc do ma mgl dich vu dap ffng difdc nhu cau 
va stf mong ddi ciia khach hang (Lewis & 
Mitchell. 1990: Asubonteng & ctg, 1996; 
Wisniewski & Donnelly. 1996). Edvardsson. 
Thomsson & Ovretveit (1994) cho rSng, cha't 
Iffdng dich \u la dich vu dap ffng dffdc sff mong 
ddi ciia khach hang vd lam thda man nhu cau ciia 
hg. Theo Parasuraman & ctg (1985, 1988). chat 
Iffdng dich vu la khoang each giffa sff mong ddi 
cua khdch hang \a nhan thffc cua ho khi da sff 
dung qua dich vu. 

Trong mdt thdi gian dai, nhieu nha nghien cffu 
da cd' gang dinh nghTa va do Iffdng chat tffdng 
dich vu. Lehtinen (1982) cho rang, cha't Itfdng 
dich vu phdi dffdc danh gia tren hai khia canh: (I) 
Qua trinh cung ca'p dich vu; (2) Ke'l qua cua dich 
vu.Gronroost 1984) cung de nghj hai ITnh vffc cua 
cha'l Iffdng dich \ u. dd la: (I) Chat Itfdng k> thuat: 
(2) Chat Iffdng chffc ndng. Parasuraman & ctg 
(1985) dtfa ra md hlnh 5 khoang cdch vii 5 ihdnh 
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phin cM'l luang dich vu. gpi iSt 14 SERVQUAL. 
Nhilu c6og Binh nghien ctfu ihtfc ti{n vi mfii 

quan h# gitfa chfl lUOng dich vu v4 stf thoa man 
ciia Ichich hing. Cronin & Taylor (1992) da Idem 
dinh mfi quan nily vi kft lu§n ring c5m nhan 
ChS't Itfdng dich vu din tin stf thoa man cua 
kh4ch hing. Cic nghidn ctfu da ket luan ring 
chSft ltfdng djch vu 14 tiln de cua stf thfia man nhtf 
Cronin & Taylor (1992); Spreng & Mackoy 
(1996). 

Nghien ctfu n4y stf dung md Wnh SERVQUAL 
cua Parasuraman, g6m 5 th4nh phin d^ 14m nln 
ting xSy dtfng m6 hinh nghifin ctfu nhrf sau: 
(Sddl 1) 

SO tJi I: Md hlnh nghlSn cClu 04 xtifl? 

D« lin cSy (Reliability): N6i len kha ning 
Ihtfc hi^n dich vu phii hop v4 dung thdi ban ngay 
liir Iln ddu tiin. 

S\t d i p itng (Responsiveness): Ndi len stf 
mong mu6'n v4 sSn sing ctia nban vien phuc vu 
cung cS'p djch \ u cho khich h4ng, thii do than 
thien. lich thiep. d l gin gui. 

Ning life phvc \\) (Competence): Ndi lan 
tlinh d$ chuydn mon d l thtfc hi^n dicb vu, khS 

nSng nghien ctfu d l nim bit th. ' '" l"^" '*"'"' 
cin tbilt cbo viSc phijc vu khich ning. 

Sif d ing c i m (Empathy): The Inen '•i' 1""" 
tim, chSm sdc din tilng c i nhfin. khach hing. 

Tfnh hflu hinb (Tangibility): Tbl hi$n qua 
ngoai binh, trang phuc cia nhSn vi6n. cac trang 
tbilt bi phMC vu cho dich vij nhtf: Mang Itfdi quIy 
giao dicb, he thong ha ting cd sd. 

2.2. Phumg phdp nghiin ctiu 
t)& ttfdng nghien ctfu 14 khich bing stf dyng 

cic dich vu cia ngin hing thtfdng mai trong ntfdc 
tr6n dia bin TP. BiSn H6a. Thdi gian khio sit tir 
thing 10/2019 den thing 02/2020. Bing cSu bdi 
dtfdc xiy dtfng gIm 5 thang do vdi 25 biln quan 

sit. Kich thtfdc mlu 14 700. Hai 
phtfdng phip nghi6n ctfu djnb tinh 
va dinb ltfdng dtftjc s4 dung, cij thi 
nhtf sau: 

Nghi«n ctfu dinb tinh: Diy 14 
btfdc nghidn ctfu sd bO diTcJc thiJc 
hi#n vdi ky tbu|t thio luin nhdm 
v4 phdng vlfn thtf. Myc dfch ciia 
phtfdng phip niy nb^m diiu chinh 
v4 b l sung thang do. 

Nghiin ctfu dinb ltf(?ng: Dly 14 
btfdc nghien ctfu chfnh thtfc dtf(?c 
thi/c bien vdi ky thu$t phdng v^n 
tn/c t i lp khich hang tbdng qua 
bing ciu h6i. S6 lilu thu thip dtfdc 
se xtf ly bing phin mem SPSS. 
Cic ky thuit dinh gii dp tin c^y 
bing he %6 tin ciy Cronbach's 
Alpha, phin tich nhin 1.6 khim phi 
EFA, phin tich boi quy tuyln tinh 
vi thong ke mo t i . 

3. K i t qua va thao lu^n 
3.1. KSi qua ddnh gid dg tin c^y thang do bang 

h$ s^ Cronbach's Alpiia 
Nhin vio Bing 1 ta thi'y, ti't ci cac thang do 

deu dat do tin c4y ttfdng doi cao. Ben anh dd, 
he so' ttfdng quan biln tong cua ta't ci c ic bien 
deu > 0,3. VI vSy, tic gii gitf lai t.a ca cic thang 
do de phuc vu cho nhffng nghien ctfu nep theo. 

3.2. Kei qui phin Hch nhdn lolihdnt ni,,; gf^ 
Kit qui phan tich nhin to khim phi nhtf sau: 
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Bdng 1. Ktt qud kl^m dinh <]$ tin cgy cOo ttiang do bang h# sd Cronbach's Alpha 

Thang do ludng 

1. DO lin c4y 

2. SI ; dip tfng 

3. Ning 1(10 phgc vu 

4.8(1 ddng cim 

5. Tinh hOu hlnh 

6. SM hii ldng chung 

sar bieh quan sat 

Tnldc khi 
M&ndinh 

8 

4 

4 

4 

5 

6 

SaukN 
Memdinh 

e 
4 

4 

4 

5 

5 

SSbifii quan sat lofl htf 
khiithaiqdokiang 

0 

0 

0 

0 

0 

0 

Alpha 

0,833 

0.741 

0,831 

0,773 

0,822 

0,853 

Cic biln EMP4, REL4, REL3, REL2, EIVIP3 Iln 
litcjt hi lo?i do h^ s i tai nhin to < 0,5. EFA trfch 
MIC 4 nhfin t i t j i Eigenvalue 14 1,097 vi phtfdng 
sai bich dtfdc 60,340% vdi chi s i KMO 14 0,933. 
i nghTa kilm dinh Bartlett: Sig. = 0, thda min 
diiu ki^n Sig. < 0,05. Nhtf v8y, viSc phin tich 
nhin t l li thfch hdp. Tic gii til'n hinh dat t in 
cho cic nhin t l nhtf sau: (Bing 2) 

NguSn: Tinh todn tU s^lieu diiu tra cua tdc gid 

3.3. Ket qud phdn tich hoi quy 
Ket qui kilm dinh md hinh hii quy da biln: 

HI s i R' bilu chinb 14 0,751, nghTa 14 ml hinh 
cd mtfc dl giii thfch khi tit, cd 4 nhin t l giii 
thich 75,1% thay dii ciia stf bii ldng khich hing 
di i vdi chfift Itfdng dicb vu cua c ic ngin hing 
thtfdng mai trong ntfdc. Dai Itfdng thing kl F cd 
gii tr| 528.996 vdi Sig.=,000(a), c ic dai ltfdng 

Bdng 2. Ket qud dgt t6n nhan >6 

NhintI 

Fl 

Fj 

Fa 

F4 

TSnnhintl 

Thii do ph(ic vg ciia nhin viOn 

DO tin ciy 

Tinh hOu hlnh 

Ky ning phgc vg cue nhan viin 

Bieh thuOc nhin t l 

COM,, COM,, COM3, COM4, RES,, EMP2 

RELs, RELs. RELs, EMP, 

TAN,, TAN2, TAN3, TAN4, TAN5 

RES,, RES3, RES4, REL,, REL7 

Nguon: Tinh todn td so lieu diiu tra c&a Idc gid 

Bang 3. Bang Model Summary** 

Model 

1 

R 1 RSquais 

0,868' 0,753 

Adjusted R Square 

0,751 

Std. Emv of the Estimate 

0,33643 

a. Predictore (Constant): Ky ning, HOu hinh, Tin ciy, Thai dd 

b. Dependent Variable: Sg hai long 

Duibin-Watson 

1,626 

Nguon: Tinh todn td sd lieu diiu tra cda tdc gid 
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Bdng 4. Bdng Coefficients" 

Unstandanlzed 

Model 1 ' = ° ° ' " ° ^ 

B 1 Std.Emir 

(Constant) 3,844 0,013 

F, . 0,326 , 0,013 

1 ! F, 0.289 0,013 

i F3 1 0,280 

1 F4 1 0,272 

0,013 

0,013 

a. Dependent Variable: Sg hii Ilng 

'standanized 
CoefHclenlB 

Beta 

0,483 

0.429 

0,416 

0.404 

t 

302.298 

25,609 

22,743 

22,009 

21,413 

Sig. 

0.000 

0,000 

0,000 

0,000 

0,000 

CoHnesritj 

Totetance 

1,000 

1,000 

1,000 

1.000 

SUIIstlcs 

VIF 

1,000 

1,000 

1,000 

1,000 

NguSn: Tinh todn t£e s^ li^u diiu tra cda tdc gia 

thCpng k6 t diu c6 gid tri P-value < 0.05. Cic ki^m 
djnh khdc v^ miJc dO ph"l hdp cua mo hlnh nhif 
phifdng sai sai s^ kh6ng ddi, da c^ng tuyS'n, W 
ti/dng quan vk phSn ph6'i chu^n ciia phin dtf diu 
dat y6u ciu. 

Mfl hinh h<5i quy difdc vie't nhif sau: 
f= 3.844 + D,326Fi + 0,289F2 

+ O.28OF3 + 0,272F4 
Kit qud phdn tich hoi quy da bi^n da xdc dinh 

sif hdi I6ng ciSa khdch hdng dd'i vdi chat lifdng 
dich vy cia cdc ngSn hdng thrfdng mai trong nifdc 
chiu sif dnh hifdng bdi 4 nhan to theo thd" tif miJc 
do quan trong tif cao d6'n th^p Id: 1) Thdi dfl phuc 
vu ciia nhdn vi6n. 2) D6 tin cdy, 3) Tinh hffu hlnh, 
4) Ky ndng phuc vu cua nhan vien. 

3.4. Kit qud thd'ng ke mo td 
Kit qud ddnh gid cua khdch hdng trong tifng 

nhdn to cho thd'y deu dat tren diem trung binh 
(mdc 3). Nhffng ddnh gid tha'p nhd't ciia khdch 
hdng Id nhffng diem y^u, nhffng dieu md cdc 
ngdn hdng chifa ddp ffng difdc mong ddi cua ho. 
Vi th6', cdc ngan hang thifdng mai trong nifdc tr€n 
dia bdn cdn phdi ban chS'va khdc phuc trong thtJi 
gian tdi, bao g6m cac nOi dung sau: 

• "Ngdn hdng cd nhffng nhdn vicn th^ hien si; 
quan tam din cd nhdn anh/chi". 

• "Hi iho'ng mdy ATM Iu6n dif^c hoat dOng 

ifl't". 

• "Ngdn hdng thi hi6n sif quan tSm d€'n cd 
nhdn anh/chi". 

• "Thdi gian va thii tuc xO" ly giao dich tai 
ngdn hdng nhanh, diing hen". 

• "Ngan hdng thifc hi$n dich vv diing ngay tff 
iln diu tien". 

4. Ke't lu^n va khuydn nghi giai ph^P 
Nhif v4y, ke't qud chinh dat difdc cfia nghiSn 

cffu ndy la hoan thidn thang do, d^ xud't nhffng 
nhdn t6 dnh hffdng cung nhff mtfc dfl dnh hffdng 
cfla chiing dii vdi sff hdi long cfla kh^ch hdng vd 
doi vdi chd't Iffdng dich vu cfla cdc ngdn hdng 
thffdng mai trong nffdc trSn dia bdn TP. BiSn H6a. 

Ket qud nghien cffu la cd sd quan trong di cic 
ngan hang thifdng mai trong nffdc nang cao chd't 
Iffdng dich vu cung cd'p cho khdch hdng trong 
tffdng lai. 

Dffa tr6n ket qud phan tich h6i quy vd thong 
k€ mfl td, tdc gid dffaramot sode xud̂ t gidi phdp 
nh^m ndng cao sff hdi 15ng ciia kbdch hdng dii 
vdi chat Iffdng dich vu ciia cdc ngan hdng thffdng 
mai trong nffdc tren dia bdn TP. Bien H6a nhff 
sau: 

- Can phdi tdng cffdng ddo tao. vd tdi dao tao 
v^ van hda doanh nghiep, xay di/ng v5n hda 
doanh nghi?p theo hffdng t§p trung vdo thdi d0 
ffng xff doi vdi khdch hdng. dao i^o jjy ngj,g 
chuyen mdn nghidp vu ngdn hdng. 
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- Tdng ldng tin cua khdch hdng vao dich vu 
ldng vi^c xflf ly chinh xdc, nhanh chdng cdc va'n 
M thic mic cin dffdc gidi quy^t cfla khdch hang 
vd ludn lufln giff ldi hffa, tao cdm gidc an todn 
cho khdch hdng khi giao dich. 

- Tdng cffdng md rdng mang Iffdi giao dich 
({riidng giao dicb, ndi ddt mdy ATM) de thuan 
tî n cho khdch hdng. 

- Cin theo doi, quan tdm hdn d^n nhffng nhu 
ĉ u phdt sinh trong giao dich, quan tdm hdn de'n 
tdm ly cfla khdch hdng. 

Ve phffdng diSn tong th^ cin duy tri vd cai 

tie^n hdn nffa cdc tieu chi thudc cdc thang do 

dffdc nit ra tff k^t qua nghien cff̂ . Di^u ndy can 

ph^i dffdc thffc hien mdt cdch thffdng xuy€n lifin 

tuc, vi trong thdi ky kinh le'hOi nhap xung quanh 

se cd r^l nhieu dd'i thu canh tranh n^u chung ta 

khdng tien len chdc ch^n se bi loai trilr. Nhffng 

tidu chi dffdc khdch hang ddnh gid cao cin duy 

tri phdt huy, nhffng tieu chi bj ddnh gid thi'p cin 

phdi dffdc cdi thien ngay d^ phil hdp • 
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A STUDY ON THE CUSTOMERS SATISFACTION 
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COMMERCIAL BANKS IN BIEN HOA CITY 
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Dong Nai Technology University 

ABSTRACT: 
This research is to identify the influencing factors and assess the impact of each factor on the 

satisfaction of customers with the service quality of domestic commercial banlcs located in Bien 
Hoa City and propose some measures lo improve the customer satisfaction. The qualitative and 
quantitative research methods were employed to conduct this research. By analyzing 700 
survey questionaiies collected directly from customers who using services of domestic 
commercial banks in Bien Hoa City, the research fmds that 4 factors affecting the customer 
satisfaction are 1) Service attitude of employees, 2) Reliability, 3) Tangibility; 4) Employee 
skills; these factors are listed m descending order accordmg to influencing level. 

Keywords: Service quality, customers, satisfaction, commercial bank, Bien Hoa City. 
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