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CAC NHAN TO MARKETING 
ANH HlTCfNG DEN THAI DO KHACH HANG 

TAI CAC NGAN HANG THl/CfNG MAI 
d TINH KHANH HOA 

• HOANG GIA TRf HAI - DANG HOANG XUAN HUY 

TOM TAT: 
Muc tieu nghien cffu nay Id kiem dinh cdc nhdn t6 marketing anh hffdng de'n thdi dd khdch 

hang tai cac ngan hang thffdng mai Viet Nam tai Khdnh Hda. Ke't qua phdn tich hii qui eho thd'y, 
thai dd khdch hang chiu sff tac ddng eua cdc nhan tô  marketing: (i) CT - Chidu thi; (u) CN - Con 
ngffdi; (Hi) CS - Cd sd vat cha't; (iv) QT - Qui trinh; (v) SP - San pham, dich vu. Tuy nhien, phan 
tich nay cung chi ra rang, thdi dp ciia khdch hdng khdng bi anh hffdng bdi nhdn td" marketing: (vi) 
GC - Gid ca; (vii) PP - Mang Itfdi phan phd'i. Ke't qua phan tieh nay giup cac nha quan tri dffa ra 
quyet dinh hpp ly nham hoan thien hoat dpng marketing tai cdc ngan hang thffdng mai Vidt Nam 
tai Khdnh Hoa, dac biet trong bd'i canh hdi nhdp kinh te' qud'c td' didn ra ngdy cdng sdu rdng. 

TiJf khoa: Khanh Hda, ngan hang thffdng mai, marketing, nhdn td'. 

1. D§t vdfn d l 
1.1. Tinh cd'p thii't cua di tdi 
Drucker (1954) tff Idu dd giff niem tin rang muc 

dich duy nha't cua cde doanh nghidp Id tao ra va 
giff chan khach hang. Dilu nay giai thich sff chu y 
nghien cffu ngay cang tang, vdi stf phat ff-ien cua 
thang do de do Iffdng cdc chilu khde nhau cua khai 
nidm nay bdi Sin (2005). 

Ngan hang thffdng mai thffdng dffdc so sanh vdi 
nhau de khach hang so sanh, thi viec hieu dffde 
nhu cau, mong mud'n cua khdch hang va tim cdch 
thoa mdn mdt each td'i tfu nha't cac nhu cau do se 
gdp phan ra't ldn vao stf ton tai va thanh cdng cua 
edc ngan hang. 

Hien nay, trdn dia ban tinh Khdnh Hoa cd 34 
Chi nhanh tdi chinh tin dung gom: 6 Chi nhanh 
NHTM Nha nffdc, Chi nhdnh Ngan hang Chinh 
sdch Xa hdi, Chi nhanh Ngdn hang Phdt trien, Chi 
nhdnh Ngdn hang lidn doanh, 25 Chi nhanh NHTM 
CO phan; 3 Quy tin dung nhan dan cd sd. Tdng s6 

diem giao dich ngan hang la 150 diem, dffdc phdn 
bd' de'n edc huydn, thi, vung ndng thdn (Ngdn hang 
Nha ntfdc tinh Khanh Hda, 2018) 

Vide tim hieu sff tac dpng cua eac ye'u td'ciia 
hoat ddng marketing tai cde ngdn hang thffdng mai 
Vidt Nam tai Khdnh Hda se lam ed sd de cdc ngan 
hang thffdng mai Vidt Nam tai Khanh Hda c6 th^ 
chu trpng khai thac td't hdn cdng tdc quang ba, 
cung cap cac san phdm vd dich vu dap ffng dffdc sff 
ki vpng ciia khdch hang. Mdt mat, giup cdc ngan 
hang thffdng mai Viet Nam tai Khanh Hoa 
(NHTMKH) nam bat dffdc ye'u to' eua boat dpng 
marketing trong viec thu hut cac khdch hang. Mac 
khdc, nghien cffu cdn la ed sd de cac NHTMKH 
nhdn dinh, ddnh gid thi trffdng va phan dodn nhffng 
thay ddi tren thi trtfdng trong ttfdng Iai nhdm ddn 
dau nhu cdu thi trtfdng. Dd la nhffng ly do ma vide 
nghien cffu de tai: "Ddnh gid cac yeu td hoat ddng 
marketing tai cac ngdn hang thtfdng ma i Vidt Nam 
tai Khdnh Hda" la can thid't. 
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1.2. Mtfc tieu nghien cdu 
Muc tidu chung cua nghien cffu nay la nghien 

cffu cac ye'u to' eua hoat ddng marketing tai cdc 
ngan hang thffdng mai Viet Nam tai Khanh Hda. 

2. Cd s& ly thuyd't, dd'i tif<i;fng va phtfdng phap 
nghidn clhi 

2.1. Cdsdly thuye't 
2.1.1. Thdi do vd cdc thdnh phan cua thdi do 
Thdi dp la sff ddnh gia td't hay xd'u cua cd the', 

dffdc hinh thanh tren cd sd nhffng tri thffc hidn cd 
va ben vffng vl mdt khach thi hay y tffdng nao dd, 
nhffng cam giac do chiing gdy ra va phffdng hffdng 
hanh ddng cd the cd. Trong so'cac md blnh ve thdi 
dp, md hinh cua Schiffman va Kanuk (2000) dffdc 
sff dung rd't phd bid'n, md hinh thai do nay gdm cd 
3 thanh phan cd ban la: nhdn thffc, cam xdc vd xu 
hffdng hdnh vi. Trong do, thanh phan nhdn thffc 
nduldnsffnhanbie't, kid'n thffc cua ngffdi tidu dung 
vl mdt sdn pham nao dd. Nhdn bie't the' hien d 
dang tin tffdng, hay ndi each khdc ngffdi tidu dung 
tin rang san phd'm do cd nhffng dac trffng ma ho 
mong dpi. Thanh phan cam xtie dl cdp mffc dd hai 
long hay khdng hai long, yeu thieh hay khdng ydu 
thich, the hidn 5 sff danh gia. Ngffdi tieu dung se 
ddnh gia san pham do d dang td't xa'u, thdn thien, 
de cam... Va thanh phan xu hffdng hanh vi neu len 
xu hffdng, dff dinh hanh dpng cua ngffdi tidu dung 
dd'i vdi san pham theo hffdng da cd nhdn thffc va 
cam xuc. 

2.1.2. Nhdn td marketing 
Cdc yd'u to' marketing: Mdi ye'u td' marketing 

mix (san pham, gia ca, phdn phd'i, chieu thi) cd the 
anh hffdng dd'n hdnh VI ngffdi tieu dting theo nhieu 
cdch khdc nhau: 

- San pham: nhilu thudc tinh cua san pham nhff: 
thtfdng hidu, cha't Iffdng, tinh mdi me, thdi han sff 
dung... cd the anh htfdng de'n hanh vi tidu diing. 

- Gid ca: gid ca san pham hay dich vu thtfdng 
anh hffdng de'n quyd't dinh mua hang dii cho ngtfdi 
mua hang cd quan tam hay khdng. Ddi khi ngffdi 
tieu diJng cho rang gid dat lien quan de'n hang cha't 
Itfdng cao. 

- Phan phd'i: phan phd'i san pham anh hffdng 
de'n ngffdi tieu dung bdng nhilu each. Gia tdng kha 
nang cd dffdc san pham ddng nghTa vdi vide gia 
tang cd hdi ngffdi tidu diing cd thd tim tha'y va mua 
hang. Nhffng sdn pha'm bdn ddc quyin trong nhffng 

cffa hdng rieng biet cung cd the dffdc cam nhdn la 
nhffng san pha'm cd cha't Iffdng cao. 

- Chidu till: quang cao, khuye'n mai bdn hang, 
ngffdi bdn hang va cdc hoat ddng truyen thdng cd 
the anh hffdng de'n hdnh vi tidu dung hffdng dd'n 
mot san pha'm rieng biet nao do. Nhffng bien phdp 
truyin thdng nay la cdng cu hffu hieu de thdng tin 
vdi ngffdi tidu dung, ndi mua hang va tao ra cam 
nhan cung nhtf hinh anh mong mud'n vl hang hda 
hay dich vu 

- Con ngtfdi: tdc phong, trang phuc, sff than 
thidn, niem nd trong cdng vide, tie'p xuc vdi khdch 
hang. 

- Cd sd vat chd't: he thdng mdy ATM, van hda 
doanh nghiep, van hda NHTMKH, quy chuan vl 
tac phong giao dich cua nhdn vien va thtfc hidn td't 
cdc chinh sdch tai dia phtfdng de nang cao gid tri 
thffdng hidu dd'i vdi cdng ddng 

- Qui trinh: qui trinh phd duydt, thdi gian phe 
duyet, viec ffng dung he thd'ng thdng tm vao chua'n 
hda quy trlnh giao dich, quy trinh tdc nghidp san 
pham dich vu 

2.2. Bdi tUdng 
Dd'i tffdng nghien cffu: cac nhan td' marketing 

anh htfdng de'n thdi dp cua khdch hang tai cdc ngan 
hang thffdng mai tai Khanh Hoa 

Dd'i tffpng khao sdt: khach hang cua cdc ngan 
hang thffdng mai Viet Nam tai Khanh Hda. 

2.3. PhUdng phdp nghien cdu 
2.3.1. Mdu nghien cdu 
Thong tin dff lieu dtfdc thu thap thdng qua dilu 

tra cac khaeh hdng eua cdc NHTMKH. Thdi gian 
thu thap mau chinh thffc tff thdng 5-10/2018 bang 
phdng vd'n gidn tid'p thdng qua ban eau hoi phat 
trffc tid'p cho khach hdng. 

Dp chinh xdc cua ffdc Itfdng phu thudc Idn vao 
each chon mdu. Viec la'y mau phai dam bao tinh 
trdnh thien lech, khdch quan. Theo Iy thuye't, kich 
thtfdc va phtfdng phdp chon mdu dtfdc can cff vao 
muc tidu, phtfdng phdp nghien cffu, thdi gian va 
chi phi, nhtfng ndi chung kich tiiffdc mdu phai du 
ldn. Tuy nhidn, kich thtfdc mdu bao nhidu la ldn, 
hien vdn chtfa dffdc xac dinh rd rdng. Theo kinh 
nghidm cua mdt so' nha nghien cffu, kich thffdc 
mdu to'i thieu phai tff 100 de'n 150 (Hair va etg, 
1998) vd tdi ban phai la 200 (Hoelter, 1983); 
Bollen (1989) eho rdng kich thffdc mau td'i thie'u Id 
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5 mdu cho mdt tham so' can ffdc Iffdng. Cung ed 
nhd nghien cffu cho rdng can 15 mdu cho 1 bie'n 
do Iffdng (Bentle va Chou, 1987), eon theo Le Van 
Huy (2007) can 10 mdu cho 1 bie'n do Iffdng. 

Trong nghien cffu nay, tdc gia sff dung phtfdng 
phdp ehpn mdu theo ban ngach phi xac sua't. Cdng 
thffc tinh cd mau td'i thieu theo Bollen (1989): n = 
5 X 50 phdt bieu = 250 mau. De an todn so' mdu 
khao sat ban dau la 400 mau, sau khr loai bo nhffng 
mdu khdng dat cha't Iffdng, sd' mdu cdn Iai de thtfc 
hidn phan tich la 363 mdu. 

2.3.2. Tong quan cdc nghien cdu trudc do 
Mdt sd' nghien cffu nffdc ngoai nhff Harsh vd 

Leena (2011) ddnh gid chid'n Iffdc marketing dd'i 
vdi nha cung cap vien thdng d An Dd nham xdc 
dinh cdc nhan td' dd nha cung cd'p thanh cdng 
trong vide chie'm Iinh thi trffdng. Tai Viet Nam, cd 
nghidn cffu vl marketing dich vu cua Lifu Van 
Nghiem (2008) nham lam ro quan diem vd 
phffdng phdp giai quye't nhffng vd'n de ve 
marketing trong dieh vu. 

Gdn ddy, tid'p thi quan he (relationship 
marketing) dtfdc ban luan rdng rai trong ca Iinh vffc 
hpc thudt ldn tid'p thi va trd thanh mdt trong nhffng 
xu hffdng trong tid'p thi. Tid'p thi quan hd la qua 
trlnh khong chi kd't hdp quang cdo, da'y manh tieu 
thu, quan he edng chiing va lid'p thj trtfc tie'p ma eon 
tao ra, duy tri vd gia tdng nhffng md'i quan hd quy 
bdu vdi khdch hang va dd'i tdc. Trong qud khff, 
Andrew (1986) cho rang tie'p thi quan hd cd thd' gia 
tang long trung thanh cua khaeh hang. Christina va 
Hailen (2008); Yuksel (2007) cung thd'y rang sdi 
day gan ke't cd anh htfdng quan trpng de'n long 
trung thdnh cua khdch hang, dac biet la gdn ke't ca'u 
true. Hd Huy Ttfu va Nguydn Xudn Thp (2012) ehi 
ra long trung thdnh bao gdm y dinh quay Iai va 
truyin midng cua du khdch. 

Trong nghidn cffu cua minh, hai tdc gia 
Nguydn Thanh Cdng va Pham Ngoc Thiiy (2007) 
da chi ra rang thai dp dd'i vdi chidu thi cd tdc 
ddng dffdng ldn long trung thdnh thffdng hieu dien 
thoai di ddng. Chieu thi chinh Id mdt each dich 
khac ciia hoat dpng quang bd hay truyen thdng 
cd dpng (promotion) khi nghien cffu d ITnh vtfc 
dien thoai di ddng. Angel va Manuel (2005) cung 
da chi ra rdng: hoat dpng quang cdo hieu qua se 
cd tdc ddng tich cffc tdi y dinh quay lai eua khdch 

hang vdi r=0,67. Tac gia da khang dinh y dinh 
quay lai ciia khach hang va sff hai long cua khdch 
hang chiu anh htfdng bdi cac quang cao tich ctfc, 
Quang cdo hidu qua la mot ye'u td' quyel dinh 
dang ke de'n y dinh quay lai ciia khdch hang. 

Akroush (2011) nghien cffu viee trien khai 
quan Iy quan he khach hang: Mdt cupc dieu tra 
ve tinh khdi qudt cua thang do va md'i quan hd ciia 
nd vdi hidu qua kinh doanh trong bdi canh cac 
ntfdc dang phat triln. Muc dich ciia bai vie't nay la 
kiem tra tinh tdng qudt eua thang do quan ly quan 
he khdch hang (CRM) ban dau dtfdc phat trien bdi 
Sin (2005) cung nhtf de dilu tra sffc manh ciia md'i 
lien kd't giffa cdc thanh phan trien khai CRM va 
hieu qua kinh doanh trong cac td chffc dich vu tai 
chinh (FSO) cua Jordan. Nghien cffu ve sff tac 
ddng ciia cdc ye'u to' 7Ps trong marketing dich vu 
dd'i vdi cdc doanh nghiep hoat ddng trong Enh vffc 
dich vu tai Jordan. 7Ps ndy bao gdm san phlm 
dich vu, gia ca, chieu thi, mang Iffdi phdn phdi, 
quy trinh, eon ngtfdi va c6 sd vat chat. Bdi vi cac 
nguyen nhdn sau: Cde dl tai nghien cffu tiiTdc dd 
cd md hinh, ly thuye't va cac khai niem dffdc phat 
trien tai cdc nffdc phffdng Tay vd Hoa Ky ma 
khdng cd cdc nghien cffu tai cdc nffdc dang phdt 
triln, Nghien cffu cua Akroush (2011) thffc hidn 
tai Jordan la mdt qud'c gia dang phdt trien, do d(3 
cdc dac diem vl mdi trtfdng kinh doanh tffdng ddi 
gan gui vdi Viet Nam. 

Tff tdng quan edc nghien cffu, dffa vdo thao 
luan chuyen gia ITnh vffc hoat ddng ngan hang ke 
ca dd'i tffdng va khdch the nghien cffu, tac gia da 
xay dffng cdc ye'u to' marketing anh hffdng den 
thai dp khdch hang trong cdc ngdn hang thffdng 
mai tai Khdnh Hda. 

3. Ke't qua va didn giai ph^n tich ke't qua 
3.1. Thdng tin mdu nghien cdu 
v l gidi tinh va dp tudi: trong 363 mau nghidn 

cffu, ti Id nam (59,5%) vd nff (40,5%) la khd cdn 
bang d mpi Iffa tudi khae nhau nhffng tap trung chu 
ye'u trong khoang tff 30 -55 (chie'm khoang 43,3%). 
Dilu nay cho thd'y dd tudi trung binh cua khdch 
hang tre. (Bang 1) 

Tac gia da tham khao y kie'n ciia cac dng/ba 
la ngffdi quan ly dich vu tai cdc Chi nhdnh, cdc 
ddc trtfng nay ciia mau dai dien td't cho tong thd 
nghien cffu. 
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Bang 1. Thdng tin mdu nghien cCfu 

D$c diem nhan khau hpc 

Gidi tinti 

Tuoi 

Nam 

Ni3 

TC118-30 

Til 30 -55 
Kiiong chinii xac 

Til 55 

Soiiipng 

216 

147 

133 

73 

157 

PhS5Witi(%) 

59.5 

40.5 

36.6 

20.1 

43.3 

Nguon: Tinh loan lif du lieu dieu tra 

3.2. Ket qua nghien cdu vd thdo ludn 

3.2.1. Bdnh gia thang do 

3.2.1.1. Ddnh gid do tin cdy thang do 

Cic thang do dffde ddnh gid sd bd 

thdng qua he sd tin cdy Cronbach's 

alpha de loai cdc bid'n rac trtfdc, cac 

bid'n cd hd so ttfdng quan bie'n tdng 

nho hdn 0,3 se bi loai va tieu chud'n 

chpn thang do khi nd cd dp tin cay 

alpha tff 0.6 trd len (Nunnally & 

Burnstein, 1994). (Bang 2) 

Bang 2. He sd' Cronbach's 

Tieu chf 

alpha 

Ky 

hî u 

cua cdc 

Tmng 

binh thang 

don^u 

loai bid'n 

thang do 

Phuong 
sal thang 
do ne'u 

loai bifn 

Tudng 
quan bien 
-tdnghi$u 

chinh 

Gia tri 

Cronbach's 
alpha ne'u 

loai bien 

SAN PHAM. DICH VU - SP, H« so Cranbach's alpha: 0,89 

1 

2 

3 

San pham djch vu cua NHTMKH detiep can 

San pham djch vu cua NHTMKH rat da dang 

Cac tien ich san piiam djch vu cua NHTMKH dap ting 

tot nhu cau khacli hang 

SP1 

SP2 

SP3 

7,13 

7,09 

7,18 

2,33 

2,39 

2,44 

0,78 

0,85 

0,75 

0,86 

0,80 

0,89 

GIACA-GC, H# so Cronbach's alpha: 0,877 

1 

2 

3 

4 

Chi phi cac san pham dich vu NHTMKH cung cap 
thap hdn cac ngan hang khac 

Chi phi cho san pham djch vu NHTMKH cung cap 

tUdng xLIng vdi chat lUdng san pham dich vu cung cap 

M^c lai su^t huy dpng v6r\ cua NHTMKH cao hdn cua 
cac ngan hang khac 

MLIC iai sul't cho vay cua NHTMKH thap hdn cua cac 
ngan hang khac 

GC1 

GC2 

GC3 

GC4 

9,77 

10,01 

10,14 

10,12 

8,474 

7,38 

7,33 

7,37 

0,59 

0,79 

0,80 

0,76 

0,900 

0,82 

0,82 

0,83 

MANG LUdi PHAN PHOI - PP H^ so Cronbach's alpha: 0,83 

1 

2 

3 

4 

Ngan hang NHTMKH co he thong phan phoi da dang 

Cac phong giao dich cua NHTMKH phan b6 rpng 
khap 

He thong ATM, PCS cua NHTMKH dat 6 ndi thuan 
tien cho khach hang thuc hien cac giao djch qua the 

Lien ket thanh loan true tuySn cua NHTMKH ia thuan 
ti$n va an toan 

PP1 

PP2 

PP3 

PP4 

10,41 

10,83 

10,79 

10,81 

7,18 

6,14 

6,99 

5,65 

0,59 

0,72 

0,70 

0,67 

0,82 

0,77 

0,78 

0,79 
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Tieu chi Ky 
hi$u 

Trung 
binh thang 

do ne'u 
loai bien 

PhUdng 
sai thang 
don€iu 

loai bien 

TUdng 
quan bien 
- tong hl$u 

chinh 

Glatn 

Cronbach's 

alpha neu 

loai bien 

CHIEU THI - CT, H§ so Cronbach's alpha: 0,910 

1 

2 

3 

4 

5 

Mule dp hieu bie't cua khach hang ve NHTMKH trudc 
khi SLI dung san pham dich vu 

Khach hang cd the de'dang biet den cac chuong trinh 

khuyen mai cua NHTMKH 

NHTMKH iuon cd chuOng trinh khuyen mai thudng 

xuyen cho san pham dich vu cua ngan hang 

Khach hang den NHTMKH ia do thuong hieu, uy tin 
cua ngan hang 

Cac chuong trinh khuyen mat cho khach hang rat 

duoc quan tam va thu hut 

CTI 

CT2 

CT3 

CT4 

CT5 

13,83 

13,82 

13,87 

13,92 

13,90 

7,38 

7.10 

7.266 

7,06 

7.28 

0.78 

0,78 

0,81 

0,84 

0.68 

0,89 

0,89 

0,88 

0,88 

0,91 

CON NGUdi - CN, H$ so Cronbach's alpha: 0,917 

1 

2 

3 

4 

Dpi ngu nhan vien NHTMKH cd thai dd nhiet tinh khi 

giao tid'p vdi khach hang 

Dpi ngii nhan vien NHTMKH hudng da'n tan tinh cho 

khach hang khi thuc hign cac giao dich tai ngan hang 

061 ngu nhan vien NHTMKH giai dap nhanh chdng 

cac thac mac, khieu nai cua khach hang 

Tac phong giao dich cua nhSn vien NHTMKH nhanh, 
chuyen nghiep 

CN1 

CN2 

CN3 

CN4 

10,65 

10,65 

10,60 

10,72 

4,54 

4,41 

4,76 

4,81 

0,82 

0,85 

0,81 

0,76 

0,89 

0.88 

0.89 

0,91 

QUYTRlNH - QT, H$ so Cronbach's alpha: 0,840 

1 

2 

^~ 

Cac giao dich cua NHTMKH dupc thuc hien mot each 
nhanh chdng 

Cac thu tuc cua NHTMKH Ihuc hien don gian 

Quy trinh nghiep vu cua NHTMKH an loan 

QT1 

QT2 

QT3 

7,11 

7,06 

7,17 

1,64 

1.77 

2.00 

0,75 

0,74 

0,63 

0.74 

0.74 

0.84 

CO sd V^T CHAT - CS, HS so Cronbach's alpha: 0,89 

1 

2 

3 

4 

Cac diem giao djch cua NHTMKH khang irang, duoc 
trang bi day du cac thie't bi hien dai 

Khdng gian phdng giao dich cua NHTMKH thdng 

thoang, dap ling yeu cau cua anh/chj 

Diem giao dich cua NHTMKH cd nhieu hinh anh dpp 
lien quan den dich vu 

Diem giao dich cua NHTMKH cd day diJ khdng gian 

de dd'otd/ xe may 

CS1 

CS2 

CSS 

CS4 

8.79 

8.98 

8.84 

8,73 

4.16 

3.87 

3.97 

4.60 

0.82 

0,82 

0.75 

0.67 

0,84 

0.84 

0,87 

0.89 

224 So5-Tliang3/2020 



KINHuuANH 

Tieu chi 
Ky 

hl$u 

Trung 

blnh thang 

do ne'u 

loai bien 

Phuong 

sai thang 

do neu 

loai bien 

Tuong 

quan bien 

- tong hl$u 

chinh 

Glatn 
Cronbach's 
alpha neu 

loai bien 

THAI OO KHACH HANG - TD, H§ sci Cronbach's alpha: 0,80 

1 

2 

3 

4 

"Ioi ludn nghT tdt ve chat iupng san pham djch vu ngan 

hang cua NHTMKH 

Cac san pham dich vu ngan hang cua NHTMKH ia 

rat hilu ich cho tdi 

SLI dung cac san pham dich vu ngan hang cua 

NHTMKH la cd ldi 

Tdi cam th% ung y khi sCl dung cac san pham dich vu 

ngan hang ciia NHTMKH 

TDI 

TD2 

TD3 

TD4 

10,49 

10,82 

10,85 

10,57 

3,95 

3,86 

4,61 

4,34 

0,60 

0,70 

0.53 

0,66 

0.77 

0,71 

0.79 

0,74 

Qua sff phan tich Cronbach's alpha dd'i vdi cdc 
thang do, khdng cd muc hdi nao bi loai do cd he so' 
tffdngquan vdi bie'n tdng <0,3. Nhff vdy, td't ca cdc 
muc hdi eua cdc thang do ddu dffdc sff dung cho 
cac phan tieh tie'p. 

3.2.1.2. Phdn lich do gid trj thang do 
- Ket qua phan lich nhan to' vdi cac bie'n 

dpc lap: 

Nguon: Tinh todn di dd lieu dieu Ira 

Ke't qua phan tich EFA cho tha'y cd 07 ye'u td'cd 
Tri ridng (Eigenvalue) Id 4,03 va phtfdng sai trich 
dtfdc la 76,37 vd ehi sd KMO la 0,83. VI thd', vide 
phan tich nhan td la phu hdp va phtfdng sai trich 
dat ydu cau > 50%. Tff ddy rut ra kd't ludn thang do 
dffdc cha'p nhan, cdc bid'n quan sat cd tffdng quan 
vdi nhau xet tren pham vi td'ng the cua mau dieu 
tra. (Bang 3, 4, 5) 

Bang 3. KMO cho thdnh phan doc lap 

H$5oKM0 

Kiem dinh Bartiett 

Gia tn Chi binh phuong xap xi 

Bac tu do 

MLIC y nghTa (Sig.) 

0,83 

6657,90 

351 

0,00 

Bang 4. Ma trgn xoay nhan to 

SP1 

SP2 

SP3 

GC1 

GC2 

GC3 

GC4 

Thanh phan 

1 2 3 4 

0,74 

0,89 

0,90 

0,88 

6 6 7 

0,80 

0.90 

0,88 
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PP1 

PP2 

PP3 

PP4 

CTI 

CT2 

CT3 

CT4 

CT5 

CN1 

CN2 

CN3 

CN4 

QT1 

QT2 

QT3 

CS1 

CS2 

CS3 

CS4 

Thanh phtn 

1 

0,89 

0,90 

0,87 

0,89 

0,73 

2 

0.92 

0,90 

0.88 

0,76 

3 

0.91 

0,91 

0,86 

0.80 

4 5 

0.72 

0.87 

0.85 

0.82 

e 

0,90 

0.86 

0,83 

Nguon: Tinlt todn td dU Ueu dteu tra 

Bang 5. Tong phucfng sal trich cua cdc bie'n doc lap 

Nhan 

to 

1 

2 

3 

4 

5 

Eigenvalues 

ban dau 

long 

7,141 

3.092 

2.860 

2.732 

1.959 

% phUdng sal 

26.449 

11,453 

10,594 

10.120 

7.257 

% tich luy 

26.449 

37,902 

48,496 

58.615 

65.872 

T5'ng blnh phuong 
h$ so tai da trich xuat 

long 

7,141 

3.092 

2.860 

2,732 

1.959 

% phuong sai 

26.449 

11,453 

10.594 

10,120 

7,257 

% tich luy 

26,449 

37,902 

48.496 

58.615 

65,872 

T^ngvong 

quay cija binh 

phuong tai 

long 

4.721 

5,084 

3.128 

3.058 

4,000 
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NhSn 

tci 

6 

7 

8 

9 

10 

11 

12 

13 

14 

15 

16 

17 

18 

19 

20 

21 

22 

23 

24 

25 

26 

27 

Eigenvalues 

bandSu 

long 

1.745 

1,090 

0.741 

0,576 

0,569 

0.454 

0,433 

0.381 

0,356 

0,352 

0,325 

0,299 

0,265 

0,242 

0,230 

0,220 

0,192 

0,181 

0,161 

0,143 

0,138 

0,120 

% phuong sai 

6.463 

4,036 

2,743 

2,135 

2.107 

1,683 

1,605 

1.412 

1,319 

1.305 

1,203 

1,108 

0,983 

0,897 

0,851 

0,815 

0,712 

0,669 

0,597 

0.531 

0,611 

0.444 

% tich liiy 

72,335 

76,371 

79.114 

81,249 

83,355 

85.038 

86,643 

88.056 

89.375 

90,680 

91,882 

92,991 

93,974 

94,871 

96,721 

96,537 

97,249 

97,918 

98,514 

99,046 

99,556 

100.000 

long blnh phuong 

hg so tai da trich xuat 

long 

1.745 

1,090 

% phuong sai 

6,463 

4,036 

% tich luy 

72,335 

76,371 

T^ng vong 

quay ciJa blnh 

phuong tai 

TSng 

3,649 

4,349 

- Ke't qua phan tich nhan 

to'vdi thdi dp cua khach hang: 

Kd't qua EFA thang do mffc 

dp thai dp cho tha'y cd mdt 

ye'u to' cd Tri rieng 

(Eigenvalue) la 2,53 vdi 

phffdng sai trich Id 63,34% va 

chl sd KMO la 0,66. Tff ddy 

rut ra ke't luan thang do dtfdc 

chap nhan, cac bie'n quan sat 

cd tffdng quan vdi nhau xet 

trdn pham vi tdng the eua 

mlu dieu tra. (Bang 6,7,8) 

Bang 6. KMO cho thanh ph6n phu thuoc 

HSsoKMO 

Kiem dmh 

Bartiett 

Gia tn Chl binh phuong xap xi 

Bac tu do 

MLIC y nghTa {Sig ) 

0.66 

545.57 

6 

0.00 

Bang 7. Ma trqn xoay nhan to 

Bien quan sat 

TDI 

TD2 

TD3 

TD4 

Thanh phan 

1 

0,79 

0,85 

0,73 

0,82 

Ngudn Tinh loan tii dd lieu dieu tra 
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Bang 8. Tong phiTdng sat trich cua bien phu thu6c 

Nhan 
to 

1 

2 

3 

4 

Eigenvalues ban dau 

long 

2.534 

0.777 

0,429 

0,260 

% cija phuong sai 

63,344 

19,431 

10,734 

6.491 

% tich luy 

63,344 

82,775 

93,509 

100,000 

long blnh phuong h$ so tai da trich xuat 

TSng 

2,534 

% cua phuong sal 

63.344 

% tich luy 

63,344 

3.2.2. Phdn tich tuong quan 
Ke't qua phdn tich ttfdng quan cho thd'y rdng cd 

md'i ttfdng quan giffa 7 nhan td marketing va thdi dd 
cua khdch hang. Theo ma tran ttfdng quan thi 7 
nhdn to khdng cd ttfdng quan vdi nhau va tffdng 
quan vdi nhan td' Thai dp cua khdch hang vdi Sig. 
ra't nhd (< 0,001). Do vdy, chung deu cdy nghTa ve 
mat thd'ng ke. Md'i lidn hd giffa Thdi dp cua khdch 
hang vd cac thang do ye'u td marketing Id tffdng 
quan ciing chieu. Do dd, 7 nhdn to' marketing se 
dffdc dffa vdo md hinh de giai thich cho bie'n Thdi 
dp khach hang. 

3.2.3. Phdn lich hoi qui 
3.2.3 1. Xdy difng mo hinh 
Ke't qua phan tich hdi qui tuyd'n tinh bdi cho tha'y 

md hinh cd R- = 0,542 va R̂  dtfpc dieu chinh = 
0,513. Ta nhan tha'y, R- dieu chinh nhd hdn R-nen 
ta dung nd de ddnh gia dp phu hdp cua md hinh se 
an todn hdn, vi nd khdng thoi phdng mffc dp phu 
hdp cua md hinh (Hoang Trpng & Chu Nguyen 
Mong Ngoc, 2005). R- dffdc dieu chinh = 0,513 ndi 
ldn dd thieh hdp cua md hinh la 51,3% hay ndi each 
khac 51,3% sff bie'n thien cua bie'n "Thai dp" dtfdc 
giai thich bdi trong md hinh. (Bang 9) 

Phan tich phffdng sai ANOVA cho tri so' F cd 
mffc y nghTa Sig. = 0.000 (< 0.05), cd nghia la md 
hinh hdi quy phii hdp vdi dff Ueu thu thdp dffdc. 

Kd't qua hdi quy cho tha'y, cd 5 nhdn td tac dpng 
tdi thai dp cua khdch hang cd y nghTa thdng ke 6 
mffc 5% dd la CT - Chieu thi, CN - Con ngtfdi, CS 
- Cd sd vdt cha't, QT- Qui trinh, SP- San pham, dich 
vu (Sig < 0,05). 

Gid tn hoi quy chffa chuan hda cua cdc bie'n ddc 
lap trong md hinh cd gia to bao eao lan Itfdt Id: CT 
- Chieu thi: 0,080, CN - Con ngtfdi: 0,271, CS - Cd 
sd vat chat: 0,085, QT - Qui trlnh: 0,375, SP - San 
pham, dich vu. 0,192. 

Phffdng tnnh hdi quy nhff sau: 
TD = -2,129E-16 + 0,080*CT + 0,271*CN 

+ 0,085*CS + 0,375*QT + 0,192*SP + e 
- Dd tim stf vi pham cac gid dinh can thie't trong 

md hinh hdi quy 
Kiem dinh cdc gia thid't can thiet tiong md hinh 

hdi quy cd vi pham hay khdng gdm cac gia dinh sau: 
Gia dinh lidn he tuye'n tinh: dd thi phdn tdn 

Scatterplot phan dtf phan tan ngdu nhidn trong mSt 
vung xung quanh dffdng di qua tung dd 0. Nhff vay, 
gia dinh lien he tuye'n tinh cua md hinh khdng bi vi 
pham. 

Gid dinh phtfdng sai ciia sai sd' khdng doi: Do 
thi phdn tan Scatterplot phan dtf phan tan nglu 
nhien quanh true 0 (tffc quanh gia tri trung binh ciia 
phan dff) trong mot pham vi khdng ddi. Nhtf vay, 
gid dinh phtfdng sai cua cua sai so'khdng ddi khong 
bi vi pham. 

Gia dinh ve phdn phd'i chu^n cua phan dtf: Bieu 
dd Histogram cd mot dffdng cong phan phd'i chu^n 
dffdc ddt chdng ldn bieu do tan so. Phan phd'i phan 
dtf xd'p xi chuan hda (trung blnh Mean gin bang 0 
va dp lech chuan Std.Dev = 0,99 tffc la gan bang 
I). Ngoai ra, dd thi P-P plot, ke't qua cho thd'y cdc 
diem quan sat khdng phan tdn qud xa dffdng thang 
ky vpng. Do do, cd the ke't luan rang gia thid't phan 
phd'i chuan khdng bi vi pham. 

Gia dinh ve tinh ddc lap cua sai so: Gid tri 
thd'ng ke Durbin-Watson = 1.645 xd'p xi 2.0 nen c6 
the nhan dinh rdng hidn ttfdng ttf tffdng quan la 
khdng xay ra. 

Gia dinh khdng cd md'i ttfdng quan giffa cdc 
bie'n dpc Idp: He so' VIF deu nho hdn 2, nhd hdn 
mffc chd'p nhan dffdc 8,0 rat nhieu (Hoang Trpng 
va Chu Nguydn Mong Ngoc, 2005) nen la kd't luan 
hien ttfdng da cdng tuye'n khdng nghiejii trong giffa 
cdc bie'n ddc lap. 
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Bang 9. Phan tich h6i qui 

M6hlnh 

1 
GlatnR 

0.723 
Gia In R' 

0,52 

Gia tn R̂  dISu chinh Sai so chuan cua udc lUdng 

0,513 0,698 
Gia tn Durbln-Watson 

1,645 

ANOVA 

M6h1nh 

1 

Hoi quy 

Phan du 

long 

Mo hinh 

1 

Hang so 

CT 

CN 

CS 

GC 

PP 

QT 

SP 

long cac blnh phuong 

189.043 

172.957 

362,000 

B$ctudo(dt) 

7 

355 

362 

hi$ so hoi qui chua chuIn hoa 

B 

-2,129E-16 

0.080 

0,271 

0,085 

0,007 

0.059 

0.375 

0.192 

Sai so chuan 

0.037 

0.040 

0.046 

0.037 

0,037 

0.041 

0,041 

0,045 

Trung blnh binh phuong 

27.006 

Thong ke F | MUc y nghTa 

55,431 

0,487 

i^^sohoiqui 
chuan hoa 

Beta 

0,080 

0,271 

0,085 

0,007 

0,059 

0,375 

0,192 

t 

0.000 

1.991 

5.852 

2.311 

0,193 

1,432 

9,164 

4,266 

MUcy 

nghTa 

1,000 

0.047 

0,000 

0,021 

0,847 

0,153 

0,000 

0,000 

0,000 

Thong kg da c^ng tuyen 

€}$chap 

nh$n 
i4g 5^ phong dai 
phuong sai (VIF) 

0.830 1.205 

0.628 1,592 

0.987 1.014 

0.983 1,017 

0,798 

0,804 

0,664 

1,253 

1,243 

1.506 

Nhtf vdy md Mnh hoi quy tuyd'n tinh dtfdc xdy 

dffng theo phtfdng trinh hdi qui d tren khdng vi 

pham cac gia dinh can thie't ve hdi quy tuye'n tinh. 

4. Ket lu^n 

Nghien cffu ddnh gid cdc ye'u to boat ddng 

marketing tai cac NHTMKH. Thdng qua vide 

Nguon: Tinh todn lit dit lieu diSu Ira 

nghien cffu Iy thuye't, khao sat thtfc te' thffc trang 

hoat dpng marketing tai cdc NHTMKH cdng vdi 

kinh nghidm thffc tien tiong nganh Ngan hang, 

nghidn effu da tdng hdp mdt each cd he thd'ng cdc 

vd'n de cdn ton tai can khac phuc trong boat ddng 

marketmg tai cac NHTMKH • 
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ABSTRACT: 
This study is to test mariteting factors affecting the customer attimde at "Vietnamese commercial 

banks located in Khanh Hoa province. Results of the study's regression analysis show that the 
customer attimde is affected by following marketing factors: (i) CT - Marketing; (ii) CN - People; 
(iii) CS - Infrastnrcture; (iv) QT- Process; and (v) SP- Products and services. However, the results 
also show that the customer attimde is not affected by the marketing factor including (vi) GC - Price 
and (vii) PP- Distribution network. This study is expected to help managers to make reasonable 
decisions to perfect marketing activities at Viemamese commercial banks located in Khanh Hoa 
province, especially in die contextof Vietnam's deeply international economic integration process. 
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