TAP CHI CONG THUONG

QUAN HE. GIUA CHAT LUGNG DICH VU,
HAI LONG, TRUNG THANH KHA CH HANG
VA Y PINH CHUYEN POI NGAN HANG:
CACH TIEP CAN MO HINH
CAU TRUC TUYEN TINH

® DINH PHI HO - PHAM HUGNG DIEN

TOM TAT:

Hau hét cdc ngdn hang dang d6i mit vdi giit viing khach hang va md rong thi phin. Nghién
cttu vé m&i quan hé gita sy hai long 461 v6i cha't lugng dich vu nhung xem xét moi quan hé qua
lai gitta chd't lugng dich vu, hii 1ong va trung thanh chua dugce quan tAm, dic bi€t 1a ¥ dinh dich
chuyén sang ngn hang khdc céia khdch hang. Pay 1a vin d& thach thic cho cdc nha quan ly.
Nghién cttu nay stt dung dit liéu khdo sdt 360 nhan vién clia Ngin hing TMCP Piu tu va Phat
tri€n Viét Nam - Chi nhdnh Binh Thuan (BIDV) vi 4p dung mé hinh c4u tric tuyén tinh trong
phén tich. K&t qua cho bi€t c6 mdi quan hé tuyén tinh giita hai 1ong, trung thanh khach hang va
¥ dinh chuyén d6i ngan hang. Cédc y&u t6 ciia chalt lugng dich vu 4nh hudng dé€n hai long bao
gom: (i) Pdp wng; (ii) Phuong tién hitu hinh; (iif) PAm bio; (iv) Tin cdy va (v) Pdng cim.

Tit khéa: hai long, trung thanh, ¥ dinh dich chuyén, m6 hinh SEM, ngan hang BIDV Binh

Thuéin, Viét Nam.

1. Gidi thi¢u

Sy hai 1ong khdch hang 1a két qud quan trong
nhdt trong marketing nhim thu hdt khich hang
giao dich v6i ngan hang. Tuy nhién, dé giit vitng
thi phin bén vitng lai cin lugng khach hing trung
thanh va gdn k&t v4i ngan hang. Trong thdi gian
qua, ¢ rat nhi€u nghién cttu v& m&i quan hé giita
su hai 1ong ddi véi chat lugng dich vu nhung xem
xét mdi quan hé qua lai giita chdt lugng dich vy,
hai long, trung thanh va y dinh dich chuyén ngin
hang chua dugc quan tim, ddt biét 12 ¥ dinh
chuyén d6i cia khach hang. Pay ciing 1a van dé
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thdch thitc cho cdc nha nghién citu va quén ly trong
b1 cdnh Viét Nam hoa nhap thé gidi, nhit 1a trong
linh vyc ngdn hang dang c6 sy canh tranh gay git
vé khach hang va thi phian. Nghién cttu nay tap
trung vao: (i) Xdc dinh mdi quan hé giita chit
lugng dich vy, hai long trung thanh va § dinh
chuy€n déi cia khach hang; (i) Xay dung mé hinh
dinh Iugng vé mdi quan hé trén. Nghién ctu ti€n
hanh khdo sit 360 khdch hang tai Ngin hang
TMCP Piu tu va Phat trién Viét Nam - Chi nhanh
Binh Thuin nhim tao cd s& thuc tién cho md hinh
do ludng. Ngan hang Pau tu va Phat trién VN 12
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Hinh 1: Mé hinh nghién ciu
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ddi (INS)

( Déng cam (EMP)

4. Phuong phap nghién ciu

4.1. Do luong

Tat cd cdc thang do dugc di€u chinh tir céc
nghién ctru trude v6i mot s6 diéu chinh d€ phi hop
v4i boi canh nghién citu tai Viét Nam. Chiing toi
thi€t k& 3 quy trinh d€ tié€n hanh cudc khio sit.
Dau tién, ching t6i khio sit bing phuong phip
chuyén gia trao d8i v6i cdc chuyén gia nganh ngin
hang bao gdm 10 chuyén gia c6 it nhat 5 nim kinh
nghiém lam viéc tai ngdn hang. Sau d6, ho dé xuit
mot s6 diéu chinh dé ddm bao bang ciu hdi ph
hgp v6i nganh Ngan hang & Viét Nam. Thi hai,
mot cudc khdo sdt thi di€m vdi 20 ngudi tra 15i
dang 1a khach hang cia ngdn hang BIDV véi tu
cdch 1 khach hing nhim ki€m tra lai bing cdu hdi
khdo sdt khong c6 sai s6t va ndi dung phi hgp.
Mau khdo sdt dugc chon dya trén mitc dd sdn sang
tham gia nghién cifu cta ngudi trd 13i. Thit ba,
khdo sdt toan bd v6i doi tugng 1a khdch hang c6
giao dich v6i BIDV tai tinh Binh Thuén. T(“_;ng s&
6 380 ngudi trd 10i dd dién vao bang cau hdi duge
chon tir BIDV,

Thang do Likert nim khodng cach bat dau tir
“hoan toan khdng déng ¥~ d&€n “hoan toan dong ¥~
dudc st dung d€ do ludng tat cd bién quan sat.
Thang do vé chat lugng dich vu va trung thinh
khach hang dua chd yé&u trén nghién citu ctia Karim
(2019) va dugc diéu chinh phi hgp véi bdi canh
Viét Nam va ¢6 vai bi€n quan sat méi duge céc tac
gid phat trién 12 k&t qua clia cdc cudc thdo ludn
chuyén gia nhu “Nhan vién ngdn hang c6 tic phong
chuyén nghiép” va “Dich vu sinh hoat cho khach

hang day dd, thuin tién” trong thang do phudng
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tién hitu hinh; “Ngin hang c6
sdn cdc chuyén gia & cic bo
phén chuyén trdch” va “Khéach
hang cdm thdy an toan khi giao
dich” trong thang do tin cly;
“Nhéin vién thong bdo ro rang
tinh trang va két qua giao dich
cho khiach hang” trong thang do
ddp dng; “Nhiing giao dich va
thong tin c4 nhan khiach hang
ludn dugc bdo mat” trong thang
do ddm bao; “Nhin vién ngin
hing t¢ van thuin tién cho
kh4ch hang bing dién thoai khi
c6 sy kién phdt sinh” trong
thang do dong cdm”. Céc thang do vé chit lugng
dich vu bénh vién c6 25 bi€n quan sat vi Trung
thanh khach hang” véi 3 bién quan sit. Thang do
“Hai long khiach hang” dya trén nghién cifu cia
Anjalika & Priyanath (2018) vé6i 4 bién quan sit.
Thang do v& “Y dinh chuyén d8i” c6 4 bi€n quan
sat, dya chli yéu trén nghién cifu ciia Mohsan vi
cdng sy (2010), dudc didu chinh phu hop véi diéu
kién Viét Nam va mot bién quan sdt méi dudc cic
tic gid phat trién nhu “Tdi quen thudc v6i phong
cach lam viéc cia nhén vién ngdn hang BIDV”.
Bang do ludng chi ti€t thang do va cdc bi€n quan
sdt c6 ¢ phan phu luc.

4.2. Thu thdp va xi ly dit ligu

Chiing t0i d ti€n hanh khdo sat bang ciu hdi tai
BIDV-tinh Binh Thuén. T4t c& nhitng ngudi trd 16
dugc xadc dinh 12 khach hang giao dich v6i BIDV
v8i 380 bing ciu hdi khdo sit. Khdo sat ti€n hanh
tir thing 4 dén thdng 5 ndm 2020. Sau khi thyc hién
xU 1y dir liéu, da c¢6 360 quan siat dim bao phut hgp
va st dung dé phan tich dir liéu.

Do md hinh 1y thuy€t véi mot tip hop cac quan
hé dan xen, m6 hinh ciu tric tuyén tinh (Partial
Least Square - Structural Equation Model, PLS-
SEM) dugc st dung d€ kiém dinh cdc gid thuyét
trén (Kline, 1998). Theo McDonald & Ho (2002),
phén tich ciu tric tuyén tinh dugc thuc hién theo
quy trinh bao gdm 4 budc: (i) Kiém dinh tin ciy
thang do (Reliability test of scale); (ii) Phdn tich
nhan t6 khdm pha (Exploratory Factor Analysis-
EFA); (iii) Phan tich nhan t§ khing dinh
(Confirmatory Factor Analysis-CFA) va (iv) Phan
tich cfdu tric tuyén tinh (Structural Equation

Trung thanh
(LOY)
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Hinh 7: Két qud cua phdn tich cdu tric tuyén tinh

DOBO POPY OO0

CMIN/df = 1.754; TLI = .933; CFl = .939; RMSEA = .045

thit ty dnh hudng: SAT, LOY. (Bédng 6)

6. Thao luan va ham ¥ chinh sach

Mot la, nghién ctu da xédc dinh “Chat lugng dich
vu clia ngdn hang” vdi 5 thanh phan: Phuong tién
hitu hinh, B9 tin cdy, Pdp dng, Pam bio va Pdng
cam. K&t qua nay tuong tu két qua nghién citu cha
Karim (2019) vé nganh ngin hing to nhin &
Bangladesh. Tuy nhién, nghién ctu nay cé phdt
hién thém vai bi€n quan st mdi, nhu: “Nhén vién
ngin hang c6 tdc phong chuyén nghiép” va “Dich
vu sinh hoat cho khdch hang dy dd, thuin tién”
trong thang do phuong tién hitu hinh; “Ngin hang
¢6 sdn cdc chuyén gia § cac bd phan chuyén trach”
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va “Khdch hang cdm thdy an toan khi giao dich”
trong thang do tin cay; “Nhin vién thdng bdo rd
rang tinh trang va két qui giao dich cho khéach
hang” trong thang do ddp dng; “Nhitng giao dich va
théng tin c¢d nhan khach hang luén duge bdo mat”
trong thang do ddm bao; “Nhén vién ngén hang t
van thudn tién cho khach hing bing dién thoai khi
¢6 sy kién phdt sinh” trong thang do déng cam”.
Hon nita, nghién citu cho biét cdc yé&u td ciia chat
lugng dich vu tdc dong tich cyc d€n sy hai long va
trung thanh khach hang. P& ning cao chit lugng
dich vy, Ngin hang nén tip trung vao: (i) Nang cao
tdc dong clia phuong tién hitu hinh; (ii) Ning cao



























