TAP CHi CONG THUONG

CHAT LUGNG MOI QUAN HE GITUA
KHACH HANG CA NHAN VA NGAN HANG
TMCP PAI CHUNG VIET NAM
- CHI NHANH SAT GON

® HA NAM KHANH GIAO - HOANG TRAN DUNG HANH

TOMTAT:

Nghién cifu nay nhim muc dich khdm phé va do lung nhifng nhén 5 chinh téc ddng 1én chilt
lugng mdi quan hé giita khich hiing c4 nhan va Ngan hang TMCP Pai Chiing Viét Nam (Viemam
Public Comercial Bank- PVcomBank) chi nhinh S3i Gon (SG), bing viéc phdng vin 350 khich
hang. Nghién citu sif dung cdng cu SPSS 20 € phan tich 6 tin ciy thang do qua hé s§ Cronbachs
Alpha, phin tich nhn (3 khim ph4 EFA, phin mém AMOS 22 dé phn tich nhan t§ khing dinh
CFA, ki€m dinh m hinh cdu tric tuy&n tinh SEM.

K&t qué nghién cifu cho thdy 04 (b3n) y&u (3 tic ddng tich cyc d&n chat lugng méi quan hé, sip
x&p theo do manh gidm dén: 1dng tin, gidi quy&t xung ddt, nang lc nhan vién cam két. Chat higng
méi quan hé cling c6 tic dong tich e ddng k& a&n long trung thanh ciia khach hang. K&t qua ciing
giip cho c4c nhi quan trj chi nhdnh c6 nhitng diéu chinh chi€n lugc v hanh ddng phd hgp nhim
nang cao 1ong trung thanh cia khach hiang ¢4 nhan.

TW khéa: Chat lugng mi quan hé, long trung thanh cia khéch hang, Ngén hang TMCP Pai

Chiing Viét Nam, khich hang cd nhan.

1. Gidi thi¢u

Xy dyng m&i quan hé lau dai gilfa ngudi mua
vi ngudi ban dudc cho I2 mdt trong nhifng tai sdn
chii ch&t d€ mot doanh nghiép thinh cdng trong
mai trudng canh tranh (Bejou va cdng su, 1996;
Roberts va cdng su, 2003; Wong vi cong sy, 2007;
Segoro, 2013).

Khéch hang chinh 12 ngudi mang lai thu nhip
cho ngdn hiang. Trong bdi cdnh canh tranh gira
céc ngdn hing ngdy cang gay gil, dic biét la
gilta cic ngén hang (hvong mai ¢ phdn (TMCP)
thY viéc thiét 1ap, duy tsi va phdt trién chit lugng
méi quan hé gin bé mit thi€t gira khdch hang
va ngdn hang cang trd nén quan trong han bao
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2id hét. Vige nay lai cang quan trong hon ddi véi
Ngan haing TMCP Paj Chiing Viét Nam (thuong
hiéu PVcomBank), von cdn khd mgi mé trén thi
trudng tai chinh.

I1. Cd s¢ 1y thuy&t va md hinh nghién cifu

1. Mpt s6 khdi nigm

Theo Luit cdc Té chire tin dyng s6
4772010/QH12 ngity 16/06/2010 ciia Quéc hdi Viet
Nam, T§ chc tin dung 12 doanh nghiép thyc hién
mdt, mdt s8 hodc 1a1 cd cc hoat dong ngan hing.
T8 chife tin dung bao gdm ngan hang, 18 chic tin
dung phi ngan hang, t§ chifc tai chinh vi mé va quf
(in dung nhan dan. Ngin hang thuong mai 12 Joai
hinh ngin hang dugc thuc hién 141 c3 cic hoat
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dong ngan hang va cdc hoat ddng kinh doanh khic
theo quy dinh cita Ludt nay nhim muc tiéu Igi
nhuan. Hoat ddng ngdn hang la viéc kinh doanh,
cung Ung thudng xuyén mét hodc mdt s& cic
nghiép vu: a) Nhin tén g0i; b) Cé’p tin dung; ¢)
Cung dng dich vu. Ngan hang thuong mai ¢ phan
12 ngdn hang thuong mai dugc thanh ldp dudi sy
g6p von ciia har hay nhidu cd nhin hodc cong ty
theo ¢3 phin.

Theo Berry (1983), marketing mdi quan hé (re-
lationship marketing) dugc xem nhu 12 chi€n luge
thu hit, duy tri va gia ting m&i quan hé vdi khach
hang. Gronroos (1994) da bé sung thém quan diém
vé quan hé v6i cic d6i tugng khéng phai la khich
hang, theo d6, marketing m&i quan hé Ia thi€t lap,
duy tri va tang cudng m&i quan hé véi khich hang
vi cdc déi tdc khac nhdm dat dudc muc tidu cia
c4c bén lién quan, diéu nay dugc thyc hién thong
qua viéc trao d8i lin nhau va gilr 15i hia. Cic
nguyén tdc ciia marketing m&i quan hé: Su vé w,
C4 nhan héa, Dj biét héa.

Dwyer va cdng sy (1987) cho ring chit lugng
m&i quan hé la cAm nhan cida khach hang vé ba
phuong dién chi chSt trong quan hé: su hai long,
16i thi€u héa chii nghia cd hdi va 1dng tin. Crosby
vi cdng sy (1990), 1an ddu tién dua ra khdi ni¢m
day b v& chat lugng méi quan h@ giita khach hiang
va ngudi ban hiang, cho riing chat lvgng mai quan
hé 12 cim nhin cda khdch hing vé long tin vi sy
hai long d3i véi ngudi ban. C6 nhirng nghién citu
cho riing Idng tin va su hai long cta khach hang
¢6 lién quan mat thi€t vdi nhau vi chinh hai khai
niém nary hinh thanh nén thang do chat lugng mai
quan hé (Crosby va cdng su, 1990; Wray va cong
su, 1995; Bejou va cdng su, 1996; Leuthesser,
1997; Naude va Buttlte, 2000; Parson, 2002,...).
Ciing c6 nhitng nghién ciu lai cho riing long tin,
sy hai long, sy cam k&t mdi B y&u 16 ciu thinh
clia chil lugng mai quan hé (Hennig-Thurau va
Klee, 1997; Chu va Wang, 2012;..). Cdc nghién
cttu khéc con b3 sung nhitng thinh t8 khic ciu
thinh nén chidt lugng moi quan hé nhu xung dot
(Roberts va c§ng s, 2003), 137 thidu héa chii nghia
c@ hoi, dinh hudng khach hang, dao difc (Dorsch
va cong su, 1998).

K&t qua cia chat lugng mdi quan hé kha khic
nhau & cdc nghién ciu: duy 11l viéc mua hang
trong tudng lai. duy tri khdch hiang, méi quan hé

dai han, 1dng trung thinh, ¥ dinh duy (i m&i quan
hé trong tuang lai, (81 thi€u héa hanh vi ¢ hoi
(Hoang L& Chi, 2013), trong d6, c6 thé thiy, long
trung thanh xudt hién rong da s8 cdc nghién cu.
Theo Khirallah (2005), ldng trung thanh cia
khdch hiang 12 khi khach hang da lya chon giao
dich v6i mdt ngdn hang, ho sé& 1iép tuc giao djch
vdi ngin hing d6, khuy€n cdo ngudi khdc sit
dung dich vu clia ngdn hang d6. Vi khi ¢6 nhu
cu st dung dich vu khéc, ho s& xem ngin hang
d6 1a lva chon dau tién cho db bi€t c¢6 lva chon
udng d6i t6t hon & ngan hang kh4c.

2. Cdc nghién citu truéc c6 lién quan

Nghién citu cda Crosby va cong su (1990) vé
chat lugng m&i quan hé trong bi cdnh kinh doanh
bdo hi€m tron ddi. K&t qua nghién ciu cho thiy
¢6 3 nhin t§ 4nh hudng d&n chi't lugng mdi quan
hé&: Sy twang déng, Sy thanh thao vé dich vu, v
Hanh vi bdn hiang quan hé. Nghién citu cia Mo-
hammad va céng sy (2011) trong ngianh ngdn
hang cho thiy ring long trung thiinh cia khich
hang c6 thé dudc tao ra, ciing c6 va duy trl biing
cic k& hoach marketing quan hé nhiim xdy dung
niém tin, thé hién cam két phuc vu, giao Liép véi
khidch hang mét cach kip thdi, ddng tin cdy va
chl dong x& Iy xung dot hiéu qua, chi y dén céc
gid tri dugc chia sé, c4i thién khd ning dong cdm
va d3i dng ciia nhin vién ban hang va phit trién
mai lién k€t manh mé gitta ngudt mua vi ngudi
bdn. Nghién citu cda Ndubisi (2016) vé chat
lugng mdi quan hé cda cdc ngdn hiang bdn &
Malaysia cho thi'y Long tin c6 tic dong ding k€
hon dén chit ludng mdi quan hé so v6i cam két,
giao ti€p va xd 1y xung dot.

Nghién cifu cia Hoang Lé Chi (2013) vé chit
lwang mdi quan hé gitfa nha cung cap dich vy va
khdch hang céng nghiép nginh dich vy vién
théng khim phd c6 3 nhin 18 tic déng tryc tiép
d€n cha't lugng m&i quan hé: chat lugng phyc vy,
chi't lugng mang vién théng vi rio cin chuyén
d8i, nghién cifu ciing cho tha'y k&t qui truc tigp
cia cht lugng m8i quan hé 1a 1dng trung thinh
cda khdch hang.

3. D& xudt mé hinh nghién citu

Trén cd 56 ly thuyét marketing méi quan hé,
k&t hgp vai k€l qui cdc nghién citu trudc day, va
nghié&n cifu dinh tinh, md hink nghién ciu duge dé
xu§t nhu trong Hinh 1.
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Hinh 1: M6 hinh dé xudl cla tac gid

I.ONG TIN

— — Nguén: Nhom tdc gid dé xudt

Gid thuyét H;: C6 méi quan hé tich cuc gida
1ong tin va chat lugng méi quan he.

Gid thuyét Hy: C6 méi quan hé tich cuc gida
cam k&t va chdt hegng méi quan hé.

Gidi thuy&t Hy: Co mdi quan hé tich cue gita
ndng lyc nhdn vién va chdt lugng moi quan he.

Gid thuyét H,: C6 méi quan hé tich cuc giita xit
1y xung dét va chat higng méi quan hé.

Gid thuyét Hs: C6 mdi quan hé tich cuc gida
chdt lugng méi quan hé va long trung thanh.

1. K&t qui nghién cdu

1. Théng ké mé td mdu

Miu dugc chon theo phudng phép thuin tign.
D&i wong khdo sdt 13 nhitng khach hang di va
dang giao dich tai PVcomBank SG. Téng céng c6
360 bdng cau hdi dugc phit ra, thu vé 360 bang,
loai ra 10 bang khéng dat yéu cdu, con lai 350
(97,2%). (Béng 1).

2. Ddnh gid dj tin c8y ciia thang do

T 28 bi€n giai thich va phy thudc ban dau. k&l
qué phin tich d6 tin ciy cda thang do da loai b6t
03 bién gidi thich (LONGTINS, NHANVIEN2,

BAng 1. M6 t& mdu diéu tra nghién clu

!‘ Tiéu chi phan loai x; i
 [Nam 141 | 403%
Gidi tinh m %—209 ‘59‘7%
[ Tir 18 dén 25 tugi 34 | 97%
TU 26 dén 35 téi 103 | 29.4%
83 TU 36 dén 45 tuéi 19 | 34,0%
TU 46 dén 55 tuGi 75 | 21.4%
TU 56 tudi ré 1én 19 | 54%
Sau dai hoc 21 6,0%
Trinhd | Bai hoc 181 | 51,7%)
hocvan | Cao ddng, Trung cp 128 | 36,6%
TU THPT tr& xuéng 20 5,7%
Du6i 5 trigu 32 [ 91%
Thunhdp "7i5 6gn dudi 10 tiéu | 78 | 22,3%
binh QUAN | o e GuGi 15 Wéu| 108 | 30.0%
hang thang =
(triéu dong) | TU 15 dén du6i 20 iieu| 92 [ 26.3%
TU 20 triéu trd 1&n 40 | 114%
Théi gian | DuGi 1 nam 77 | 220%
giao dich vOi Ty | gén dusi 3nam | 174 | 49,7%
PVcomBanki
S31Gon | TU 3 d8N dudi 5 nam 76 | 21.7%
(nam) | Ty 5 nam trd Ién 23 | 66%

Ngudn: Két qud tie xit Iy diz ligu

TRUNGTHANH3) khéng phd hep vé mat gis i
thdng ké; nhung bi€n con lai hoan toan thda min
cdc diéu kién v& do tin cay cla lhang do (Alpha
16n han 0,6 v hé s8 tweng quan bi€n-18ng 16n han
0,3). (Bdng 2).

Bdng 2. K&t qud finh fodn dd tin cdy thang do (1&n 2)

— S& bign Cronbach's Tuang quan bién
S Thang do Ky hiu quan st Alpha - !é'n%?‘lhb nhét
|01 [Longtin | 'LoNGTIN 5 0,891 | 0,657
02 | Cam két CAMKET 4 0,890 0,700
03 | N&ng luc nhan vién NHANVIEN 4 0,887 0,734
04 | Xung dét XUNGDOT 3 0,897 0,787
05 | Chat luong méi quan hé QUANHE 5 0,874 0613
06 | Long trung thanh | TRUNGTHANH ) 0.861
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3. Phdn tich nhén t6'khdm phd (EFA)

Phan tich EFA clng ldc cdc nhin (8 déc lap va
phu thudc cho ra hé s6 KMO biing 0,902 (0.5 <
KMO < 1) gidi thich dugc kich thuéc miu phd hgp
cho phén tich ohin (& va hé s& Bartlett's c6 mifc y
nghia quan st 0,000 < 0,05 (¢6 sy tudng quan giita
cdc bi€n) da khing dinh ring phuong phép phan
tich trén 14 phit hgp (hay théa min diéu kién cho

phin tich nhin t8), phudng sai trich dugc 13
73,418% (> 50%) g6p phan gidi thich dugc khodng
73,418%, sy bi&n hién cia c4c bién quan sit, nhu
vay phuong sai trich dat yéu clu. Céc bi€n quan
sdt déu c6 trong s& nhin 18 16n hon 0.5. K&t qud
phén tich nhin t8 EFA khdng c6 bi&n nio bj loai,
¢6 6 (sdu) nhém y&u t& dugc rit ra, nhu md hinh
ban diu.

Bang 3. K&t qud phan tich nhan t6 khém pha

Bi&n quan sat

H8é 58 nhan & tal

3 4 5 6

LONGTIN2 0,885

LONGTIN4 0,868

LONGTIN3 0,837

LONGTING 0,728

LONGTIN1 0,630

QUANHE2 0,937

QUANHE3 0,826

QUANHE1 0,708

QUANHE4 0,702

QUANHES 0,580

CAMKET4

0,881

CAMKET2

0,829

CAMKET1

0,826

CAMKET3

0,715

NHANVIEN3

0816 J

NHANVIENS

0,810

NHANVIEN4

0,809

NHANVIEN1

0,806

TRUNGTHANHS

0,952

TRUNGTHANH2

0,819

TRUNGTHANH1

0,654

TRUNGTHANH4

0,630

XUNGDOT,

0,884

XUNGDOT2

0,860

XUNGDOT1

0,846

Eigenvalues 8,675 2,707

2,375 1.782 1,610 1,206

Phuong sali trich 34,701 10,828

9,500 7127 6,440 4,823

Phuang sal tich Iy 34,701 45,529

55,029 62,156 68,595 73,418

Nguén: Xit Iy tie diz liéu khédo sdt
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4. Phén tich nhén t6'khdng dinh (CFA) Hinh 2: Két qud CFA (chuén héa) mé hinh 16i han
K&t qua udc lugng md hinh & Hinh 2 cho - -

thdy: Chi-square = 1433 <2, va 260 bacty Lo chiauareidt 1433
do v8i gid tri p=0,000. Céc chi tiéu do luur]g O _comatis e @ of 979
mitc phd hgp dat yéu cdu: GFI, TLI, CFI 1in @ _oncrme__| ofi 923
Jugt 1 0,979: 0.923; vi 0,975 déu >09vd @ "o
RSMEA =0,035 < 0.08. Cic chi s6 théng ké @ —

trén cho thdy mé hinh thang do chung thich ® ? 2

hop v6i bo di ligu khio sét. Cic rong s8 | @ > €GP

chuéin héa cia thang do déu cao (> 0.5) va | & ) ‘
d8u cd y nghia thng ké (P-value = 0,000)

nén cic khdi niém dat dudc gid tri hoi ry, L _tmeEm ] \ |
Hinh 2 cho thdy khéng c6 tredng hop cdc sai : > O

56 ciia cic bién quan sdt ¢ tong quan v6i o

nhau, do dé tdp bi€n quan st dat dugc tinh \. u
ddn nguyén. Bang 4 cho thiy hé sé wong - owe | Y

quan udc lugng lién k&t vdi sai s chudn (SE) ¢__ovawies g

clia mBi twong quan gifa cic khdi niém cho g v @ .

gid trj p-value d€u nhé hon 0.05 nén nhing e /

khéi niém ndy dat dugc gid tri phan bigt. HE Y,

56 tin ciy 8ng hgp vi phuong sai trich cla Eh-{_TRumGTHANS |, 4,

cic l!mng dq leic-nhz‘m ch'é'l lugng mé& quan | g {_TRUNGTHANIZ | R

hé déu dat gis i > 0.5, cic thang do déu tin | & m

cay. Nhu vdy, qua k&t qua CFA, céc thang do

déu phd hgp di¥ liéu thj trudng, dat tinh don @ v N
hu6ng, dim bio gid tri hor w, dam bio do tin 8, 3 roncooT ) . Neuon: Xirlf
ciy va gid o phan biét. &> nr di ligu khdo sat

Bdng 4. Kiém dinh gid fri phan biét

" Udc luong SE. CR. P Laf

LONGTIN <> CAMKET 0,181 0037 | 4949
LONGTIN <> NHANVIEN 0221 0034 | 6578
LONGTIN <> QUANHE 0,331 0043 | 7621 ]
LONGTIN <> | TRUNGTHANH 0,204 0030 | 6886 C
LONGTIN | <> XUNGDOT | 0,155 0040 | 3.861 )
CAMKET <> NHANVIEN 0,247 0,032 7,725
CAMKET | <= QUANHE 0215 | 0037 | 5871
CAMKET | <-> | TRUNGTHANH 0216 0028 | 7.807
CAMKET | <> XUNGDOT 0,139 0036 | 3847 | v | |
NHANVIEN <> QUANHE 0218 | 0033 | 6651 w5 |
NHANVIEN <> TRUNGTHANH 0137 | 002 | 6092

" NHANVIEN | <> XUNGDOT | 0,149 0032 | 4722 | | |
QUANHE <> TRUNGTHANH 0,153 0,028 5566 |
QUANHE <> XUNGDOT 0,255 0041 | 6152 | =

TRUNGTHANH | <-> XUNGDOT 0,084 0027 | 3112

Ngudn: Xz 15 i diz ligu khéo st
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5. Kiém dinh mé hinh cdu triic tuyén tinh SEM

K&t qua u6c lugng mé hinh tai Hioh 3 cho thay:
Chi-square = 1,767 < 2 v 264 bac tr do v61 gid tri
p = 0,000. Céc chi tiéu do lugng midc phd hgp dat
yéu cdu: GFI, TLI, CFllan luot 14 0,962; 0,907, va
0,956 déu > 0,9 va RSMEA = 0,047 < 0,08 Céc
chi s8 théng ké wén cho phép k&t ludn: mé hinh Iy
thuyé&t thich hgp véi bd dit liéu khio sit.

6. Kiém dinh uic ligng mé hinh Iy thuyét bang
Bootstrap

Hinh 3: Két qué SEM (chudn héa) cua mé hinh ly thuyéf

chiquare/df 1 767

Ngudn: Xit Iy tir dit liéu khdo sdt

IV. K&t ludn vd ham ¥
qudn tri
1. Két lugn
Qua qud mnh nghién cttu,
nhém tic gid dd si dung
phuong phdp nghién citu dinh
lugng phit hdp, x4 1y s& Liéu
biing phuong tién théng ké dé
¢6 thé xdc dinh dudc 04 y&u t&
tac dong d&n Chat lugng méi
quan hé khach hiang - PVcom-
| Bank SG, sdp x€p theo th tuf
| gidm dén: (1) Long tin (B =
0.370, (2) Gidi quy&t xung dot
(B=0,236), (3) Ning lyc nhan
vién (8 = 0,150), (4) Cam két
(P = 0,144). Péng thesi, Chat
lugng mdi quan hé tdc dong
manh va thuin chiéu dén
Long trung thanh (8=0,144). Tir d6, dua ra nhifng
ham y quén tri khdch quan va phd hap.
2. P& xudt ham § qudn tri
Long tin
Long tin 12 d6ng vai trd quan trong trong viée
thi€t 1ap, duy tri, ting cudng mdi quan hé khdch
hang vitng chic v phét trién cda long trung thinh
ctia khdch hang v8i ngan hang. PVCombank SG
nén ¢ gdog ki€m dugc 1dng tin cda khich hang
bling c4ch: (1) Giir 13i hira trong sudt qué trinh

BAng 5. K&t qud udc lugng béng bootsirap vdi N = 1000

Parameter SE SE-SE Mean Bias SE-Blas CR
QUANHE LONGTIN .055 .001 372 002 .002 1
QUANHE CAMKET .082 .002 144 .0C0 .003 0
QUANHE <emn NHANVIEN .071 002 148 -.002 002 -1
QUANHE <emn XUNGDOT .054 001 239 003 .002 15
TRUNGTHANH < QUANHE .064 001 394 -.004 .002 -2

Ghi chii: SE. sai léch chudn; SE-SE- sai lech chudn clia sai lgch chudn; Mean: trung binh cia wdc
lugng; Bias: dp chéch: SE-Buas: sai léch chudn cia d¢ chéch.

KE1 qué phén tich trong Bing 5 cho thdy, tri
tuyét d6i CR r4't nhd so v6i 2, nhu vay d6 chéch
rdt nhd, khéng c6 ¥ nghta théng ké & d6 un cdy
95%, cic ubc lugng trong md hinh tin cdy dugc.

Ngudn. Xit Iy tit dit liéu khdo sdt

cung cdp dich vu ngdn hang cho khich hang, (2)
Quan tim d&n bdo mét giao dich cia khdch hang,
(3) Cung cip dich vy dat chdt lugng va nhat quin
nhau giia céc lan giao dich.
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Gidi quyét xung dbt

Khach hang ¢6 xu hudng trung thanh v6 cic
ngan hing k&t hop cic bude chi ddng hudng (8i
gidi quy&t xung dot véi cde phin dng thda ding
d61 v6i cdc vin dé 16 rang. PVCombank SG cin
chd trong dén: (1) Trénh céc xung dot tiém &n, c6
thé do giao (i&p khéng hi€u qui, khong cb niém
tin 1&n nhau, hay 18n tai qua nhidu khdc biét, (2)
Chd ddng x{ ly cdc xung dét khi ching phat sinh,
thio luan van d& mdt cich cdi m3 vdi khich hing
trén cd s& ton trong khdch hing va dim béo Igi ich
cla ho.

Cam kér

Mot y&u 13 quan trong khac trong viéc xay dung
mai quan hé va 1dng trung thinh cia khdch hang la
thyc hién cam k&t bing cdch cung cip cde dich vu
thy bi€n va linh hoat. PVCombank SG phéi ddp iing
nhu cdu cia khich hang. ddp ing sin phim theo
yé&u ciu va thuding linh hoat trong c4c mdi quan hé
khéch hang.

Ndng luc nhin vién

Tac ddng ciia nang lyc nhan vién dén chat lugng
m&i quan hé gira khach hiing va ngan hang Ja khé
16n. Do d6. nhin vién PVCombank SG cén ¢6 ki&n

TAI LIEU THAM KHAO:

thite chuyén mén 161 dé rd 13i cdc thde mic cia
khach haog, gidi quyét 8t cac phat sinh vé dich vy
v@i khich hang: thé hién tinh chuy&n nghiép trong
viéc cung cp dich vy dat yéu cdu cao, va ding ngay
tir 1dn giao dich diu tién vdi khdch hang.

V. K&t luan

T6m lai, céc nha quén 1y va tiép thi dich vy PV-
comBank SG néi riéng ciing nhu céc t8 chic dich
vu néi chung nén nhin ra tdm quan trong cla céc
y&u 16 ny trong n lyc xay dyng m&i quan hé chit
hfong v6i khich hiang vi quan Iy mdi quan hé khich
hang hiéu qua hon. T d6, c6 dugc lugng khich
hang trung thanh, ning cao doanh thu v 1gi nhudn
bén viing cho 18 chifc.
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ABSTRACT:

This study is to explore and measure main factors affecting the quality of the relationship
between individual customers and Vietnam Public Joint Stock Commercial Bank (PVcomBank) -
Saigon Branch by interviewing 350 customers. This study was carried out by implementing the
SPSS 20 for analyzing the reliability of scale through Cronbach’s Alpha coefficient, the
Exploratory Factor Analysis, the AMOS 22 software for analyzing the confirmation factor CFA
and the testing of linear structure SEM model. Results show that there are four factors positively
affect the quality of relationships, i descending order. including trust, conflict solving and staff
commitment. The quality of relationship also has a significant positive impact on customer loyalty.
The results are expected to help managers of the branch 1o make appropriate adjusiments to the
branchs strategies and actions to enhance the individual customer loyalty.

Keywords: The quality of relationship, customer loyalty, Vietnam Public Comercial Bank,
individual customer.
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