TAP CHi CONG THUONG

CAC NHAN TO MARKETING
ANH HUGNG PEN THAI PO KHA CH HANG
TAI CAC NGAN HANG THUGNG MAI
O TINH KHANH HOA

® HOANG GIA TRl HAI - DANG HOANG XUAN HUY

TOM TAT:

Muc tiéu nghi&n cttu nay (3 kifm dinh c4c nhin 6 marketing dnh hudng d€n thdi d§ khach
hang tai cdc ngan hing thuong mai Viét Nam tai Khanh Hoa. K&t qua phin tich hdi qui cho thay,
thdi d6 khdch hang chiu s tic dong cla cdc nhan t& marketing: (i) CT - Chi€u thi; (1) CN - Con
ngudi; (iii) CS - Ca 58 vit chdt; (iv) QT - Qui trinh; (v) SP - S&n phdm, dich vu. Tuy nhién, phin
tich ndy ciing chi ra tling, thdi 4 cla khich hing khong bi dnb hudng bdi nhén 18 marketing: (vi)
GC - Gid c; (vii) PP - Mang ludi phan ph&i. K&t qud phan tich ndy giip cdc nha quin trj dva ra
quy€t dinh hop Iy nhim hodn thign hoat ddng marketing tai cdc ngan hang thudng mai Viét Nam

tai Khdnh Hoa, diic biét trong bdi canh hdi nhip kinh t& quéc (& dién ra ngdy cang siu réng.
T khéa: Khanh Hoda, ngin hang thuong mai, marketing, nhin t6.

1. Dt vdn dé

L.1. Tinh cép thiél ciia dé tai

Drucker (1954) tiY lau di gi@ niém tin ring myc
dich duy nhit ciia cdc doanh nghiép 13 tao ra va
gilf chén khdch hang. Diéu niy gidi thich sy chi ¥
nghién cifu ngdy cing tang, vdi sy phdt trién cda
thang do d€ do luding cidc chiéu khac nhau ciia kha1
niém nay bdi Sin (2005).

Ngan hang thuong mai thudng duge so sdnh véi
nhau d€ khdch hang so sdnh, thi viéc hidu duge
nhu cdu, mong muén cda khich hang va fim cdch
thda man mot cdch 161 wu nhdt cdc nhu cAu dé s&
g6p phin rit 16n vio su 160 1ai va thanh cong cha
cdc ngén hang.

Hién nay, rén dia ban tinh Khénh Hoa c6 34
Chi nhinh tai chinh tin dung gdm: 6 Chi nhdnh
NHTM Nha nudc, Chi nhanh Ngan hang Chinh
sich Xa hdi, Chi nhdnh Ngan hing Phit trién, Chi
nhidnh Ngan hing lién doanh, 25 Chi nhinh NHTM
¢8 phan; 3 Quy tin dung nhiin dan cd s§. Téng s&
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di€m giao dich ngan hang 12 150 diém, dudc phén
b8 d&n céc huyén, th, viing ndng thdn (Ngan hing
Nha nudc tinh Khdnh Hoa, 2018)

Vide tim éu sy tic dong clia cic y&u 18 cla
hoat d6ng markeling tat cic ngan hang thuong mai
Viét Nam (ai Khdnh Hoa s€ 1am cg s& d€ cic ngan
hang thuong mai Viét Nam tai Khinh Hoa c6 thé
chis trong khai thdc t61 hon cdng 14c quing bé,
cung cip ciéc sin pham va dich vy dip iing duge sy
ki vong ctia khich hiog. Mt mit, gitp cdc ngén
hang thudng mai Viét Nam tai Khénh Hda
(NHTMKH) ndm bit duge y&u 16 ciia hoat dong
marketing trong vigc thu hit cdc khdch hang. Mac
khdc, nghién cdu cdn la cd s8 d€ cde NHTMKH
nhin dinh, ddnh gid thi trudng vii phin dodn nhing
thay d6i trén thi trwding trong wong lai nhim dén
du nhu cdu thi trudng. B6 |3 nhimg 1y do ma viéc
nghién ciu dé i: “Pdnh gid cic y&u (5 hoat dong
marketing tai cdc ngan hang thuong ma; v ¢t Nam
tai Khénh Hoa™ 1a can thiél



1.2. Muc tiéu nghién ciu

Muc tiéu chung ciia nghién cifu ndy la nghién
cifu cdc y&u t8 cia hoat dong marketing tai cdc
ngan hang thuong mai Viét Nam tai Khanh Hoa.

2. Ca'sd Iy thuyé't, déi tugng va phueng phap
nghién ciu

2.1. Cosa Iy thuyét

2.1.1. Thdi d$ vix cdc thanh phan ciia thdi dé

Thdi d6 12 su ddnh gid 15t hay xdu cda ci thé,
dvac hinh thanh trén co s& nhirng tri thite hién cé
va bén virng vé& mdt khich thé hay y wéng nao do,
nhi¥ng cdm gidc do chiing gdy ra va phuong hudng
hanh dgng c6 thé c6. Trong s6 cdc mé hinh vé thai
46, md hinh clia Schiffman va Kanuk (2000) dugc
st dung rat phd bi€n, md hinh thi d6 nay gdm c6
3 thanh phin cd bén 12: nhin thifc, cdm xdc vi xu
hudng hanh vi. Trong dé, thinh phin nhan thiic
néu 1&n su nhin biét, ki€n thic cia ngudi tiéu ding
vé mot san phdm nao d6. Nhin bi€t thé hién &
dang tin tudng, hay néi cdch khdc nguii ti€u diing
tin ring sin phim d6 cé nhitng dic trung ma ho
mong dgi. Thinh phin cim xiic dé cip mdc dé hai
10ng hay khéng hai long, yéu thich hay khéng yéu
thich, thé hién & sy ddnh gi4. Ngudi tiéu diing sé
d4nh gid sin phim d6 & dang 15t xau, than thién,
4c cdm.. VA thanh phin xu hu6ng hanh vi néu 1én
xu hudng, di dinh hinh déng cia ngudi tiéu dung
461 véi sin phim theo hudng di ¢6 nhin thic va
cdm xic.

2.1.2. Nhéin 16 markering

Céc y&u 18 marketing: M&i y&u & marketing
mix (sdn phim, gi4 ¢4, phan phdi, chiéu thi) ¢ (h€
4nh hudng dén hanh vi ngusi tiéu ding theo nhiéu
cdch khdc nhau:

- San pham: nhiéu thudc tinh cia san pham nhu:
thuong hiéu, chi' lugng. tinh mai mé, thasi han sit
dung... c6 thé dnh hudng dén hinh vi tiéu dung.

- Gid cd: gid ¢4 sin phdm hay dich vu thudng
anh huéng dén quy&t dinh mua hang dii cho ngudsi
mua hing c¢6 quan tdm hay khéng. Doi khi ngudi
tiéu diing cho rliing 14 @4t lién quan d€n hang chat
lugng cao.

- Phin ph&i: phan phéi sin phim dnh hudng
dén ngudi tiéu ding bliing nhiéu cich. Gia ting khi
ning ¢6 dudc sin phim déng nghia véi viec gia
ting co hdi ngudi tiéu dung c6 thé tim thdy va mua
hing. Nhitng sin pham bin dc quyén trong nhitg

cifa hang riéng biét ciing ¢6 th€ dugc cdm nhan la
nhitng 53n ph&m c6 chat lugng cao.

- Chiéu thi: quéng cdo, khuy&n mai ban hang,
ngudi bin hang va cdc hoat dpng truyén théng c6
thé dnh hudng dén hanh vi liéu ddng hudng dén
mot sin pham riéng biét nao d6. Nhimg bién php
truyén thong nay IA céng cu hitu higu d€ thong tin
v6i ngudi uéu ding, ndi mua hiang va tao ra cim
nhdn ciing nhu hinh 4nh mong muén vé hang héa
hay dich vu

- Con ngudi: tic phong, trang phuc, su thin
thién, niém nd trong cdng viéc, tiép xidc vdi khach
hang.

- Cd 5@ vat chdt: hé thong miy ATM, van h6a
doanh nghiép, vin héa NHTMKH, quy chuin vé
tdc phong giao dich ciia nhan vién va thuc hién t6t
cdc chinh sdch tai dia phudng d€ ning cao gid i
thuong héu déi v6i cong ddng

- Quu trinh: qui trinh phé duyét, thai gian phé
duyét, viéc itng dung hé thdng théng tun vao chuin
héa quy trinh giao dich, quy trinh tdc nghiép sédn
pham dich vu

2.2. D6} tugng

P3i tugng nghién cttu: cdc nhin (8 marketing
dnh hudng dén thii dg cia khéch hang tat céc ngén
hang thuong mat tar Khanh Hoa

D&i tgng khio sdt: khach hang cla céc ngin
hang thuong mai Viét Nam tai Khdnh Hoa.

2.3. Plntong phdp nghién citu

2.3.1. Méu nghién citu

Théng tin dif liéu duge thu thap thong qua diéu
tra cdc khich hang ciia cic NHTMKH. Thoi gian
thu thap miu chinh thic 1Y thdng 5-10/2018 bling
phéng van gidn ti€p thong qua bin cdu héi phét
tnyc i€p cho khach hang.

Pé chinh xdc cia ube lugng phu thude I6n vao
cich chon miu. Vigc 18y miuv phdi ddm bdo tinh
tranh thién léch. khich quan. Theo Iy thuy€1, kich
thudc va phuang phdp chon miu dugce can cif vio
muc tiéu, phuong phip nghién cu, thdi gian va
chi phi, nhung néi chung kich thudc miu phdi di
16n. Tuy nhién, kich thude méu bao nhiéu la 16n,
hién vin chua dugce x4c dinh rd rang. Theo kinh
nghiém cia mét s6 nha nghién cifu, kich thudc
mau 18 thi€u phidi tr 100 d€n 150 (Hair va ctg,
1998) va t8i han phai 1a 200 (Hoelter, 1983):
Bollen (1989) cho riing kich thude mau 131 thiéu 1
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5 mau cho mdt tham s& can uéc lugng, Ciing c6
nh2 nghién ctu cho rang cin 15 miu cho 1 bién
do lugng (Bentle va Chou, 1987), con theo L& Van
Huy (2007) cin 10 m3u cho 1 bi€n do hidng.

Trong nghién cifu nay, tc gid sit dung phudng
phép chon mau theo han ngach phi x4c sudt. Cong
thic tinh ¢d mau (8i thi€u theo Bollen (1989): n =
5 x 50 phat bifu = 250 miu. BE an oin 56 miu
khio sdt ban ddu la 400 miu. sau kiy log1 bd nhing
miu khong dat chat lwdng, s mau cdn la1 dé thye
hién phan tich 1a 363 mau.

2.3.2. Téng quan cdc nghién ciu nude dé

Mdt s6 nghién cttu nu6c ngoai nhyt Harsh va
Leena (2011) dénh gid chi€n luge marketing d6i
v@i nhi cung cip vién thong & An Do nhiim x4c
dinh cdc nhan 16 d€ nhi cung cdp thanh céng
trong vigc chi&€m linh thi trung. Tai Viét Nam, c6
nghién ciu v& marketing dich vy cia Luu Vin
Nghigm (2008) nhim lam rd quan di€m va
phuong phip gidi quyét nhitng vin aé vé
marketing trong dich vu.

Gan day, (€p thi quan hé (relationship
marketing) duge ban ludn rdng rdi trong ci [inh vyc
hoc thuat [3n ti€p thi va trd thanh mdt rong nhitng
xu hudng trong 1iép thr. Ti€p thi quan hé 1a qu
trinh khéng chi k&t hop quing cdo, diy manh tigu
thy, quan hé cdng chiing va uép thi tryc 1i€p ma cdn
120 ra, duy (i vh gia ting nhiing m&i quan hé quy
bdu vdi khdch hang vh déi tic. Trong qud khy,
Andrew (1986) cho riing ti€p thi quan hé c6 thé gia
ting 1dng trung thanh cia khich hang. Christina va
Hailen (2008); Yuksel (2007) cung thiy ring sdi
day gin k& c6 Anh hudng quan trong dén long
trung thanh cda khich hiing, diic bigt 1 gin k&t cau
trie. HG Huy Tuu va Nguy&n Xudn Tho (2012) chi
ra 1ong trung thinh bao gdm ¥ dinh quay lai va
truy&n miéng ca du khéch.

Trong nghién ciu cda minh, hat tic gid
Nguyén Thanh Céng vi Pham Ngoe Thiy (2007)
da chi ra riing thdi d§ 461 vdi chiéu thi ¢6 8¢
dong ducng 1€n 10ng trung thanh thugng higu dién
thoai di d¢ng. Chiéu tht chinh 1a mot cdch dich
khdc cda hoat ddng quing b4 hay truyén thdng
c6 ddng (promotion) khi nghién ctu @ linh vie
dién thoai di dgng. Angel va Manuel (2005) ciing
di chira riing: hoat ddng quing cdo hidu qud s&
c6 tac ddng tich cyre 161 § dinh quay lai clia khdch
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hing véi r=0,67. Tdc gid di khing dinh ¥ dinh
quay laicda khdch hang va sy hai long ctia khich
hing chiu dnh hudng bdi cdc quann céo tich eife.
Quing cdo hiév qud 12 mat yéu 16 quyé€t dinh
ddng k€ dén ¥ dinh quay lai cita khiich hang

Akroush (2011) nghién cifu viée tri€n khai
qudn ly quan hé khdch hang: Mt cude didu tra
vé tinh khii quit cda thang do vi m&i quan hé cia
n6 v6i hiéu qud kinh doanh trong bdi canh cdc
nudc dang phét trién. Myc dich ciia bai viét nay la
ki€m tra tinh 18ng quit cda thang do quan Iy quan
hé khdch hing (CRM) ban dau dudc phét 1ri€n boi
Sin (2005) ciing nhu d€ diéu tra sirc manh clia m6i
lién ket giffa cdc thanh phin wi€n khai CRM vi
hiéu qué kinh doanh trong cac (8 chitc dich vy tai
chinh (FSO) cda Jordan. Nghién ciu vé sy téc
ddng cua cdc y€u (8 7Ps trong marketing dich vy
461 véi cdc doanh nghiép hoat dong trong finh vue
dich vy ta1 Jordan. 7Ps nay bao gdm sin phim
dich vy, gid i, chiéu thj, mang Iudi phan phdi,
quy trinh, con ngudi va cd s§ vat chat. Bai vi cdc
nguy&n nhin sau: Cdc dé tai nghién citu trude d6
©6 mé hinh, 1y thuy€t va cdc khdi niém dugc phdt
trién tai cdc nudc phudng Tay vi Hoa Ky ma
khéng ¢6 cdc nghién cifu tai cdc nudc dang phit
rién. Nghién cfu cia Akroush (2011) thyc hién
tai Jordan 12 mét quSc gia dang phét trién, do d§
céc dic di€m v& mdi trudng kinh doanh tuong 48t
gan giii véi Viét Nam.

Tir tdng quan cdc nghién ciu, dua vio thio
ludn chuyén gia linh vuc hoat dong ngin hang ké
ci d6i twgng va khdch thé nghién cifu, téc gid di
xdy dyng cdc y€u 1§ marketing dnh hudng dén
thdi 4o khich hang trong cdc ngdn hang thuong
mai tai Khdnh Hoa.

3, K&t qua va dién gidi phan tich k&t qu;

3.1. Théng tin mdu nghién citu

V& gidi tinh va d9 wéi: trong 363 miu nghién
cidu, ti 1€ nam (59,5%) va nit (40,5%) 14 kha can
biing & moi lifa wai khic nhau nhung p trung chd
y&u trong khodng ¥ 30 -55 (chi€m khodng 43,3%).
Diéu n2y cho thiy do a1 trung binh ciia khach
hing tré. (Bing 1)

Tic gid da tham khdo ¥ ki€ cia cic ong/bd
12 ngudti qudn 1y dich vy tai cdc Chi nhanh, cic
dic trung ndy cda mau dai dién 1St cho Eng thé
nghién cifu.



KINH DOARH

Bdng 1. Thong fin mdu nghién clu

Bic didm nhan khau hoc S&lugng | Phén trim (%)
Nam 216 59.5
Gidi tinh
N 147 405
T 18-30 133 36.6
. | Tu30-55
T | ang chinh xéc 73 20.1
TU55 | 7 433

Ngudn: Tinh todn tit dit ligu diéu tra

3.2. Két qud nghién citu va thdo lugn

3.2.1. DBdanh gid thang do

3.2.1.1. Bdnh gid di tin cdy thang do

Cic thang do dudc ddnh gid so bd
thong qua hé s& tin ciy Cronbach's
alpha d€ loai cdc bi€n ric trudc, cée
bi€n c6 hé s8 twdng quan bién g
nhé hon 0,3 s& bi loai va tiéu chudn
chon thang do khi n6 c¢é d§ tin cdy
alpha t 0.6 trg 1én (Nunnally &
Burnstein, 1994). (Bang 2)

BAng 2. Hé s6 Cronbach’s alpha cla céc thang do

Trung Phuong Tuong Glatr
Tiéu ch Ky |binh thang| sai thang | quan bién | Cronbach's
higu | donéu | dondu |-t3nghidu| alpha néu
logl biéh | loal bign chinh loal bién
SAN PHAM, DICH VU - SP, H8 83 Cronbach's alpha: 0,89
=
1| San phdm dich vu clia NHTMKH dé tiép can SP1 713 233 0,78 0,86
2 | San pham dich vu cia NHTMKH rat da dang SP2 7,09 2,39 0,85 0,80
Céc tién fch san phdm dich vy clia NHTMKH dép Ung
P x| 2,44 0,75 0,89
16t nhu cdu khéch hang SP3 8
GIACA - GC, Hg 85 Cronbach’s alpha: 0,877
Chi phi cac san phdm dich vy NHTMKH cung c4p
977 8,474 0,59 0,900
L thép hon c4c ngan hang khac 01
Chi phi cho san pham dich vy NHTMKH cung cdp
. GC2| 10,01 738 079 0,82
¢ tudng xiing vai chét luong san pham dich vy cung cip
3 M.l'lc 1ai sué’{ huy ddng vén clia NHTMKH cao hon clia cc3| 1014 733 0,80 082
cac ngan hang khac
4 Muc Iéi‘suét cl"lo vay cla NHTMKH thap hon cla cac ceal| 1042 737 076 0.83
ngén hang khac
MANG LUGI PHAN PHOI - PP, Hg s8 Cronbach's alpha: 0,83
1 | Ngan hang NHTMKH c6 hé théng phan phéidadang | PP1 | 10,41 7.18 0,59 082
2 Cac phong giao dich cla NHTMKH phan bé rong PP2 | 10,83 6,14 0,72 0.77
khép
3 Hé théng ATM, POS clia N!'ITMKH ‘dé( & nai thuén PP3 1079 699 0,70 078
tién cho khach hang thuc hién cc giao dich qua thé
4 L'ién két than.h toan truc tuyén clia NHTMKH Ia thuan PP4 10,81 555 0,67 079
tién va an toan | | B
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Trung Phuong | Tuong Glé tr) )
Tiéu chi Ky |binh thang| sal thang | quan bién | Cronbachs
B e | &
hidu | donéu | dondu |-tdnghigu’ alpha néu
logi bién | logibign | chinh loal bién
[ FE—
CHIEU TH - CT, H8 s6 Cronbach’s alpha: 0,910
[ Mitc dd hiéu biét cia khach hang v& NHTMKH truéc T 1
1 R 3 CTi| 1383 7,38 0,78 089
L khi st dung san phdm dich vu
‘ Khéch hang cé thé dé dang biét dén céc chuang trinh i
. 0,89
2 | Khuyén msi cia NHTMKH Crz| 1882 | 710 | 078
3 | NHTMKH lusn c6 chuang trinh khuyén mai thudng cr3| 1387 7266 0.81
‘ xuyén cho san pham dich vu clia ngan hang ' ! '
Kr\éch hang dén NHTMKH la do thuong hiéu, uy tin CT4 13.92 7.06 0,84
ctia ngan hang
| oa 2 = R T
5 Céc chuang trinh khuyt'an mai cho khach hang rat cTs 13.90 7.28 0,68 091
‘ ‘ dudc quan tdm va thu hat
[ CON NGUG! - CN, Ha s Cronbach’s alpha: 0,917
1 Déi ngﬁ nh'éln vién NHTMKH 6 thai dd nhiét tinh khi ot 10,65 454 082 0,89
giao li€p véi khach hang
D6i ngti nhan vien NHTMKH hudng dén tan tinh cho
i ,85 0,88
]‘ 2 khéch hang khi thuc hién cac giao dich tai ngan hang ﬂ 1065 441 08
Déi ngui phan vién NHTMKH giai dap nhanh chéng
3 céc th&c méc, khigu nai clia khach hang CNs| 1080 Az 0.81 089
4 Tac p‘hong 9!:30 dich cta nhan vien NHTMKH nhanh, cne| 1072 481 075 0,91
chuyén nghiép
| QUY TRINH - QT, Hg 55 Cronbach's alpha: 0,840
R PTIRSTT = T
4 | cac glao(‘i!ch ctia NHTMKH dugce thuc hién mét cach aTt 711 164 ] 075 0.74
nhanh chéng [
2 | Cac thil tuc cia NHTMKH fhuc hién don gian Qr2| 706 177 074 0.74
3 | Quy trinh nghiép vu clia NHTMKH an foan ot 77 200 | 083 | om
| ©O SO VAT CHAT - CS, Hp s5 Cronbach's alpha: 0,89
J | | Céediém giao dich clia NHTMKH khang frang, duoc | oo\ g7 416 o,
trang b1 ddy du cac thist bi hién dai
Khéng gian phéng giao dich cia NHTMKH théng
B Cs2 8,98 3,87 0,82
2 thoang, dap ung yéu cau cla anh/chy 0554
3 Eilem giao dJCh cta NHTMKH c6 nhiéu hinh anh dep cs3| 884 3.97 0,75 0,87
F lién quan dén dich vy - |
4 Di‘é'm’g.ia.o dich Fﬂa NHTMKH c6 déy du khdng gian cs4 873 4.60 0,67 i 089
} d& d& 616/ xe may o
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Trung Phuong Tuong Gia tn
—_—— Ky |binh theng| sal thang | quan biéh | Cronbach's
higu | dondu | dondu |-tdnghigu| alphanéu
loaibién | loaiblén | chinh | loaibign
THAI B KHACH HANG - TD, H8 s& Cronbach’s alpha: 0,80
Toi ludn nghi t6t vé cht lugng san pham dich vy ngan
1 hang clia NHTMKH D1 10,49 3,95 0,60 0,77
Céc san phdm dich vy ngén hang clia NHTMKH 13
2 8 hitu ich cho i D2 | 1082 3,86 0,70 071
Sl dyng cac san phdm dich vy ngén hang clia
3 NHTMKH 12 c6 Ig1 D3| 10,85 4,61 0,53 0,79
Ti cam thay ung ¥ khi stf dyng cac san pham dich vy
(»4 ngén hang cia NHTMKH TD4 | 10,57 4,34 0,66 0,74

Qua sy phin tich Cronbach’s alpha d8i v6i cdc
thang do, khdng c6 muc hdi nio bi loai do cé hé s’
twdng quan vdi bi€n 18ng <0,3. Nhu viy, tat ca cic
muc hdi cla cic thang do déu dugc st dung cho
cde phén tich tiép.

3.2.1.2. Phdn tich dé gid trj thang do

- K& qui phan tich nhin & vdi cdc bi€n
adc lap:

Ngudn: Tinh todn 1iz dit liéu diéu 1ra

K& qua phan tich EFA cho thily ¢6 07 y&u 18 ¢6
Tri riéng (Eigenvalue) la 4.03 va phuong sai trich
dude 1a 76,37 vi chi s6 KMO 1 0,83. Vi thé, viéc
phén tich nhén 1§ 12 phd hop va phuong sai trich
dat yéu cdu > 50%. Ti ddy nit ra k&t ludn thang do
duge chip nhdn, cic bi€n quan st c6 wong quan
v6i nhau xét rén pham vi 18ng thé cia miu diéu
tra. (Bdng 3, 4, 5)

Bdng 3. KMO cho thanh phan déc lap

L He s5KMO 0,83
Gia tn Chi binh phuang x&p xi 6657,90
Kiém dinh Bartlett Bac ty do [ 351
Muc y nghia (Sig.) 0,00 ]

Béng 4. Ma tran xoay nhan t6

Thanh phén

1 2 3 4 5 6 7
SP1 080
sP2 0.90
SP3 N o8 |
GCt 0.74 |
6C2 0,89
GC3 090
GC4 ogs | |
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Thanh phén
! 2 | 8 [ 4 5 8 LA
PP1 [ 072 i
PPz = 087 |
PP3 0.85
PP4 “ 0,82
cT1 0,89 L
‘ cT2 090
\ cT3 0,87
cT4 0,89
CcTs 073
CN1 } 0,92
oN2 | [ 0w ! ‘
N3 0.88 |
CN4 0.76 [
QT 0,90
an 086
QT3 ] 0,83
cst 091 !
cs2 ‘ 091 (
cs3 | ose r ‘
cs4 | | o0 ! ‘
Ngudn: Tinh 104n tir de héu diéu ira
Bding 5. Téng phudng sai frich cla cac bién doc lap
‘ Eigenvalues Tong binh phuong ﬁng.véng
Nhén ban dgu 1 S5 ti 0 rich xu quay cla binh
5 phuong tai
Téng | % phuong sai ‘ %tichliy | Tong | % phuong sal | % tich iy Tng
L 7141 BA9 | 26449 7,141 47 26449 26,449 4721
[ 2 3,092 ( 11,453 { w0z | 309 11,453 37,902 5,084
3 2,860 ) 10,504 | 48496 2,860 10,594 48,496 3128
4 | 2t ] 10120 58615 | 2732 10,120 58615 | 2058 |
5 1950 | 7287 | es872 1,959 7,257 65872 | T 40
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Eigenvalues Téng binh phuong 'I'Sng‘vbng
Nhén ban du 8 55 63 d rich xuét oy
[ phuong 1ai
Téng % phuong sal | % tich ITy Téng % phuong sal | % tich lay Tong
[ 6 1,745 6,463 72,335 1,745 6,463 72,335 3,649
7 1,090 4,036 76,371 1,090 4,036 76,371 4,349
8 0,741 2,743 79.114
9 0,576 2,135 81,249
10 0,569 2,107 83,355
’711 0,454 1,683 85,038
12 0,433 1,605 86,643
13 0,381 1412 88,056
14 0,356 1,319 89,375
15 0,352 1,305 90,680
16 0,325 1,203 91,882
17 0,299 1,108 92,991
18 | 0265 0,983 93,974 !
19 0,242 0,897 94,871
20 0,230 0,851 95,721
21 0,220 0,815 96,537
2 0,192 0,712 97,249
23 0,181 0,669 97,918
24 0,161 0,597 98,514
25 0,143 0,531 99,046
26 0,138 0,511 99,556
N 27 0,120 0,444 100,000 1
- K&t qud phén tich nhin Bdng 6. KMO cho thanh phén phu thuée
16 v6i thdi dd cha khach hang: Hé s5 KMO 0,66
K&t qua EFA thang do mitc i Gia in Chi binh phuang x&p xi 545,57
d3 théi dd cho thiy 6 moL Kiém ainh -2 o 6
yéu 1§ 6 Tr riéng Bartlett Mdc ¥ nghia (Sig ) 0,00
Lﬁf;\"';i;’?k; i‘a 623"5334% Vvé;' Bng 7. Mo I1gn xooy nhan 15
chi 56 KMO 1z 0,66, Tir day Biéh quan sét Théeh phan
nit ra k&t ludn thang do duoc
ch&p nhén, cdc bi€n quan sét D1 g;g
c6 tuai van véi nhau xét D2 \
tr‘:‘:nmp}r:?n? vi tong thé cha hg D3 0,73
miu diéu tra. (Bdng6,7,8) TD4 0,82

Nguon Tinh todn tir dit liéu dvéu tra
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8ding 8. T8ng phudng sai trich ca bién phu thuéc

Nhan Eigenvalues ban d&u Téng binh phuang hé s& tii da trich xust
t6 Tong % clia phuang sal % tich lay Tong
1 2,534 63,344 ‘ 63,344 2,534
2 0777 19,431 82,775
3 | 042 10,734 | 93,509
| "4 | o20 6,491 ] 100,000

3.2.2. Phan tich ruong quan

K&t qua phin tich wong quan cho thiy ring c6
m&i tuong quan giita 7 nhan (8 marketing v thdi do
cia khdch hang. Theo ma trin wong quan thi 7
nhan 1§ khong c¢6 wong quan vdi nhau va wong
quan vd1 nhan 1§ Théi do cta khidch hang véi Sig.
rdt nhd (< 0,001). Do viy, ching déu ¢6 § nghia vé
mit thang ké. M&i lién hé gilra Thdi 49 clia khich
hing va cdc thang do y&u 16 marketing la wong
quan ciing chiéu. Do d6, 7 nhin t& marketing s&
dugc dua viao mé hinh d€ gidi thich cho bien Thdi
46 khéch hang,

3.2.3. Phdn tich hii qui

3.2.3 1. Xay dung mé hinh

K&t qui phan tich héi qui tuy&n tinh bdi cho thiy
mé hinh ¢6 R? = 0.542 vi R? dude didu chinh =
0,513. Ta nhin thay, R? diéu chinh nhé hon R*nén
ta ddng n6 € danh gid do phi hgp ciia mé hinh sé
an toan hon, vi né khong théi phdng mirc db phu
hap clia mé hinh (Hoang Trong & Chu Nguyén
Méng Ngoc, 2005). R* dude didu chinh = 0,513 néi
1én dd thich hgp clia md hinh 13 51,3% hay n61 cich
khdc 51,3% suf bién thién clia bién “Thai do" dudc
2idi thich bdi trong mé hinh. (Bing 9)

Phin tich phuong sat ANOVA cho tri s F ¢
mifc ¥ nghia Sig. = 0.000 (< 0.05), c6 nghia 1a md
hinh hdi quy phit hgp vdi di¥ liéu thu thap dudc.

K&t qua hdi quy cho thiy, c6 S nhan t6 téc dng
t6i thdi do cha khich hang c6 y nghia thong ké &
mife 5% d6 12 CT - Chiéu th, CN - Con ngudi, CS
- Cd'sd vt chit, QT- Qui trinh, SP- Sdn phim, dich
vu (Sig < 0,05).

Gid tr1 hdi quy chua chudn héa clia cdc bién doc
1ap trong mé hinh ¢ gid tri bilo cido lan luot la: CT
- Chiéu thi: 0.080. CN - Con ngui: 0,271.CS - Cd
s& vat chat: 0,085. QT - Qui trinh: 0,375, SP - Sdn
pham, dich vu. 0.192.
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Phuong trinh hdi quy nhu sau:

TD = -2,129E-16 + 0,080*CT + 0,271*CN

+0,085*CS + 0,375*QT + 0,192*SP + ¢

- Do tim sy vi pham céc gid dinh cin thiét ong
mo hinh hdi quy

Kiém dinh céc gia thi€t cin thu€t trong m6 hinh
hdi quy c6 vi pham hay khong gém cic gia dinh sau:

Gia dinh lién hé wyén tinh: dé thi phin tén
Scatterplot phan di phan tin ngiu nhién trong mdt
vung xung quanh dudng di qua tung dd 0. Nhu viy,
gid dinh lién hé tuy&n tinh cGa md hinh khdng bi vi
pham.

Gia dinh phuong sai ciia sai s8 khong ddi: DS
thi phan tdn Scatterplot phin du phan tén ngdu
nhién quanh truc O (tic quanh gis tri trung binh cla
phén dv) trong mdt pham vi khéng d8i. Nhy vy,
gia dinh phuong sai ca ciia sai s& khong ddi khong
bi vi pham.

Gid dinh vé phan phdi chudn ciia phin du: Biéu
46 Histogram cé gt dudng cong phan phdi chuin
dudc dat chdng 1&n bi€u d6 tn s§. Phén phdi phin
du x&p xi chudn héa (trung binh Mean gan bing 0
vi 4% léch chudn Std.Dev = 0,99 itc 13 gdn bing
1). Ngoai ra. d3 thi P-P plot, k&t qua cho thiy cfc
di€m quan sdt khong phan 1an qui xa dudng thing
k¥ vong. Do d6. c6 thé két ludn ring gid thiét phin
phdi chudn khéng bi vi pham.

Gia dinh vé tinh d6c 18p cla sai s6: Gi4 tri
thdng ké Durbin-Watson = 1.645 xdp xi 2.0 nén ¢6
thé nhan dinh riing hién wong ue twang quan 1
khong xdy ra.

Gid dinh khéng c6 méi Wwang quan giira céc
bién déc lap: Hé s& VIF déu nhé hon 2, nhd han
mitc chap nhin duge 8,0 rdt nhidy (Hoang Trong
va Chu Nguyén Mong Ngoc 2005) nén ta k&t ludn
hién wgng da cong tuy€n khong ny
cdc bi€n doc lap.
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BAng 9. Phan fich héi qui

[Mehinh | GiAtnR | GiatnR? | Gidtn R? didu chinh | Sal 55 chusin cia uéc lugng | Gié tn Durbin-Watson |

1 [ 073 | o052 | 0513 0,608 ; 1,645 ]
ANOVA |
M hinh Tong céc binh phuong | Béc by do (df) [ Trung binh binh phuong  Théng ké F | Muc y nghia
HGi quy 189,043 ] 7 27,006 55,431 0,000
1| Phéndu 172,957 [ 355 0.487 T
Tong 362,000 | 3 - | ‘
r H8 55 hdl qui chula chusin hoa | 1 50181 qul Théing ké da cdng tuyéh
chudn héa Mic y
MA bk, B Sal o8 chut e ! nghia | Py chdp | Ha s& phéng dai
2180 chuan a nhan | phuong sal (VIF)
Hings§ | -2,129E-16 0,037 0,000 | 1,000
cT 0,080 0,040 0080 | 1991 | 0047 | 0830 1,205 |
o 0271 0,046 0271 | 5852 | 0000 | 0628 1,502 ‘
, LG8 0,085 0,037 0085 | 231 | 0021 | 0087 1,014
GC 0,007 0,037 0007 | 0193 | 0847 | 0983 1,017
PP 0,059 0,041 0,059 1432 | 0153 | 0798 | 1,253
ar 0,375 0,041 0375 9164 | 0,000 | 0,804 1,243
SP 0,192 0,045 0192 4266 | 0000 | 0664 1,506

Nhi vy mé hinh hi quy tuyén tinh dugc xay
dung theo phuong trinh hdi qui & trén khong vi
pham céc gid dinh cdn thi€t vé hbi quy tuyé&n tinh.

4. K&t lugn

Nghién ctru ddnh gid cdc y€u 1§ hoat dong
marketing tai cdc NHTMKH. Théng qua viéc

TAILIEU THAM KHAO:

Nguon: Tinh todn tic di ligu diéu tra

nghién ctu 1y thuyél, khio sit thye & thuc rang
hoat dong marketing tai cic NHTMKH cong véi
kinh nghiém thuc tién trong nganh Ngan hang,
nghién cttu da 16ng hgp mot cich ¢d hé thdng cic
van dé con 16n tai can khic phyc trong hoat déng
marketng tai cic NHTMKH m
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ABSTRACT:

This study is to test marketing factors affecting the customer attitude at Vietnamese commercial
banks located in Khanh Hoa province. Results of the study’s regression analysis show that the
customer attitude is affected by following marketing factors: (i) CT - Marketing; (ii) CN - People;
(iii) CS - Infrastructure; (iv) QT- Process; and (v) SP- Products and services. However, the results
also show that the customer attitude is not affected by the marketing factor including (vi) GC - Price
and (vii) PP- Distribution network. This study is expected to help managers 10 make reasonable
decisions (o perfect marketing activities at Viemamese commercial banks located in Khanh Hoa
province, especially in the context of Vietnam’s deeply intemational economic integration process,

Keywords: Khanh Hoa province, commercial bank, marketing, factor.
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