
TAP CHi CONG THlAlllt 

CHAT LlTdNG MOI QUAN HE GI0A 
KHACH HANG CA NHAN VA NGAN HANG 

TMCP DAI CHUNG VIET NAM 
- CHI NHANH SAI GON 

• HA NAM KHANH GIAO - HOANG TRAN DUNG HANH 

TOMTAT: 
Nghien ciJu nay nham muc dieh ididm phd vd do liTdng nhiyng nhan to" chinh tdc ddng Idn chat 

lifdng md'i quan he giiJa khdch hdng ca nhan va Ngan hang TMCP Dai Chung Viet Nam (Vietoam 
Pubhc Comercial Bank- PVcomBank) chi nhdnh Sai Gdn (SG), bang viec phdng vd'n 350 khach 
hdng. Nghien ciJu su: dung cdng eu SPSS 20 de phdn tich dp tin cay thang do qua he so' Cronbachs 
Alpha, phdn tich nhan td khdm phd EFA, phdn mem AMOS 22 de phdn tich nhan td khang dinh 
CFA, kiem dinh md hinh cau trdc tuyd'n tinh SEM. 

Kd't qua nghien ctia cho th^y 04 (bd'n) ye'u to' tdc ddng tich ciJc den cha't lifdng radi quan he, sap 
xep theo dd manh giam dan: Idng tin, giai quy^t xung dot, nang life nhdn vidn cam kd't. Chd't lifdng 
md'i quan he cung co tdc ddng tich cifc dang k^ de'n Idng trung thdnh cfia khdch hang. Ket qua clang 
giup cho cac nha quan tri chi nhdnh co nhUng dilu chinh chien Iifdc vd hdnh ddng phii hdp nham 
nSng eao long trung thanh ciia khdch hdng cd nhdn. 

Tiif khoa: Chat lu'dng md̂ i quan he, long trung thanh cua khach hang, Ngdn hang TMCP Bai 
Chung Vidt Nam, khach hang cd nhan. 

I. Gidi thidu 
Xdy difng md'i quan he lau ddi giila ngu'di mua 

va ngu'di ban du'dc cho Id mdt trong nhffng tdi sdn 
chu chd't d^ mdi doanh nghiep thanh cdng trong 
mdi tru'dng canh tranh (Bejou va cong sif, 1996; 
Roberts vd cdng sif, 2003; Wong vd cdng sif, 2007; 
Segoro,2013). 

Khdch hdng chinh Id ngifdi mang lai thu nhap 
cho ngdn hang. Trong bd'i cdnh canh tranh gitJa 
cdc ngan hang ngay cang gay gat, dac bidt la 
giila eae ngdn hdng thifdng mai co phan (TMCP) 
thi viec thid't Idp, duy tri vd phdt trien cha't lu'dng 
md'i quan he gan bd mat thid't giffa khach hdng 
vd ngdn hang cang trd ndn quan trong hdn bao 

gid he't. Vide nay lai cdng quan trpng hdn dd'i vdi 
Ngdn hang TMCP Dai Chiing Viet Nam (thffdng 
hidu PVcomBank), vd'n cdn khd mdi me tren thi 
trffdng tdi chinh. 

II. Cd sd ly thuye't va md hinh nghien ciJu 
1. Mgt sdkhdi ni^m 
Theo Ludt cdc To chffe tin dung so 

47/2010/QH12 ngdy 16/06/2010 cua Qud'c hoi Vidt 
Nam, To chffe tin dung la doanh nghiep thifc hidn 
mot, mot sd'hoac ta't cd cdc boat ddng ngan hang. 
To chffe tin dung bao gom ngdn hang, to chffe tin 
dung phi ngdn hang, to chffe tai chinh vi md vd quy 
tin dung nhdn dan. Ngdn hang thifdng mai Id loai 
hinh ngan hdng difdc thffc hien ta't ca cdc boat 
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ddng ngdn hdng va cdc hoat ddng kinh doanh khac 
theo quy dinh cua Ludt ndy nhdm muc tidu Idi 
nhuan. Hoat ddng ngdn hang la vide kinh doanh, 
cung ffng thifdng xuyen mot hoac mdt sd' cdc 
nghiep vu: a) Nhdn tien gffi; b) Cd'p tin dung; c) 
Cung ffng dich vu. Ngdn hdng thifdng mai cS phdn 
la ngdn hdng thifdng mai du'dc thanh lap dffdi sff 
gdp vd'n ciia hai hay nhieu ca nhan hoac cdng ty 
theo CO phan. 

Theo Berry (1983), marketing md'i quan he (re
lationship marketing) difdc xem nhff Id chid'n Iffdc 
thu hut, duy tri va gia tang md'i quan he vdi khdch 
hdng. Gronroos (1994) da bd sung them quan diem 
ve quan he vdi cdc dd'i tffdng khdng phai la khach 
hang, theo dd, marketing md'i quan bd Id thid't lap, 
duy tri vd tang cifdng md'i quan he vdi khach hdng 
va cac dd'i tdc khac nham dat dffde mue tieu eua 
cac ben Uen quan, dieu ndy dffdc thffc hidn thdng 
qua vide trao doi Idn nhau va giff Idi hi'fa. Cdc 
nguyen tac cua marketing md'i quan he: Sff vd tff, 
Ca nhan hda, Di biet hda. 

Dwyer vd cdng sff (1987) cho rang chd't Iffdng 
md'i quan hd la cam nhin cua khach hang ve ba 
phffdng dien ehii chd't trong quan he: sff hdi Idng, 
tdi thieu hda chu nghia cd hdi vd Idng tin. Crosby 
va cdng sff (1990), idn ddu tidn dffa ra khai niem 
day du ve chat lu'dng md'i quan he giffa khdch hang 
vd ngffdi bdn hang, cho rang chdt Iffdng md'i quan 
he Id cam nhan cua khdch hdng ve long tin va sff 
hai Idng dd'i vdi ngifdi ban. Cd nhffng nghien cffu 
cho rang long tin va sif hai Idng ciia khach hdng 
cd lien quan mat thie't vdi nhau vd chinh hai khai 
nidm ndy hinh thdnh ndn thang do chat Iffdng md'i 
quan he (Crosby vd cdng sff, 1990; Wray vd cdng 
sff, 1995; Bejou va cong sff, 1996; Leuthesser, 
1997; Naude va Buttlte, 2000; Parson, 2002,...). 
Cung ed nhffng nghien cffu lai eho rang long tin, 
sff hdi long, sff cam kd't mdi la ye'u to' eau thanh 
cua chd't Iffdng md'i quan he (Hennig-Thurau vd 
Klee, 1997; Chu vd Wang, 2012;...). Cdc nghidn 
cffu khac cdn bd sung nhffng thanh to' khde cd'u 
thdnh ndn chd't Iffdng md'i quan he nhff xung dot 
(Roberts vd cong sif, 2003), td'i thidu hda chii nghTa 
cd hoi, dinh hffdng khach hang, dao dffc (Dorsch 
vd cdng sff, 1998). 

Ke't qua eua cha't Iffdng md'i quan he kha khac 
nhau d cac nghidn cffu: duy tri vide mua hdng 
trong tffdng lai, duy tri khdch hdng, md'i quan hd 

dai ban, Idng trung thanh, y dinh duy tri md'i quan 
he trong tffdng lai, td'i thieu hda hanh vi cd hoi 
{Hodng Ld Chi, 2013), trong do, cd the thd'y, Idng 
trung thdnh xud't hidn trong da so' eae nghien cffu. 
Theo Khirallah (2005), Idng trung thdnh ciia 
khdch hdng Id khi khdch hang da Iffa ebon giao 
dich vdi mdt ngdn hang, hp se tie'p tue giao dich 
vdi ngdn hdng do, khuye'n cao ngffdi khde sff 
dung dich vu cua ngan hang dd. Va khi cd nhu 
cau sff dung dich vu khde, hp se xem ngdn hdng 
dd la Iffa chon dau tien cho dii bid't cd Iffa chpn 
tffdng dd'i td't hdn d ngdn hdng khde. 

2. Cdc nghien ciiu trUdc co lien quan 
Nghidn cffu eiia Crosby va cdng sff (1990) ve 

chat Iffdng md'i quan he trong bd'i cdnh kinh doanh 
bdo hiem tron ddi. Kd't qua nghien cffu cho thay 
ed 3 nhan to' anh hffdng de'n chd't Iffdng md'i quan 
he: Sff tffdng ddng, Sff thdnh thao ve dich vu, vd 
Hdnh vi bdn hang quan he. Nghien cffu ciia Mo
hammad va cong sff (2011) trong ngdnh ngdn 
hang cho thay rang Idng trung thanh eua khdch 
hang cd thd difdc tao ra, ciing ed' vd duy tri bang 
eae kd hoach marketing quan he nham xdy dffng 
niem tin, the hidn cam ke't phuc vu, giao tie'p vdi 
khdch hang mot each kip thdi, ddng tin cay vd 
ehii dong xff ly xung ddt hidu qua, chd J/ dd'n cdc 
gid tri du'dc chia se, cai thidn kha nang dong cam 
va doi ffng eiia nhdn vidn bdn hang vd phdt tridn 
md'i lien kd't manh me giffa ngu'di mua va ngffdi 
bdn. Nghidn cffu ciia Ndubisi (2016) ve châ t 
lifdng md'i quan he ciia cac ngan hdng ban le 
Malaysia cho thay Long tin cd lac ddng ddng kd 
hdn dd'n chd't lifdng md'i quan he so vdi cam kd't, 
giao tid'p va xff ly xung dot. 

Nghien cffu cua Hoang Le Chi (2013) ve châ t 
Iffdng md'i quan he giffa nhd cung cd'p dich vu vd 
khdch hdng cdng nghidp ngdnh dich vu vien 
thdng khdm pha cd 3 nhan to' tdc ddng trifc tid'p 
dd'n chd't lifdng md'i quan he: chd't Iffdng phuc vu, 
chd't Iffdng mang vien thdng va rao can chuyen 
ddi, nghien cffu cung cho tha'y ke't qua trffc tie'p 
ciia cha't Iffdng md'i quan he Id long trung thanh 
eiia khach hang. 

3. De xuat mo hinh nghien cdu 
Tren cd sd ly thuye't marketing md'i quan he, 

ke't hdp vdi kd't qud cac nghidn cffu trffdc day, va 
nghidn cffu dinh tinh, md hinh nghidn cffu dffdc de 
xud't nhff trong Hinh 1. 
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Hinh 1: M6 hinh de xuat cua tac gia 

——' Nguon; Nhdm tdc gid di xud't 

Gid thuye't Hj: Co moi quan he tich cue gida 
Idng tin vd chdi luang mdi quan he. 

Gid thuyi't H2; Co moi quan he lich cUc gida 
cam ket vd chat lUdng moi quan he. 

Gia thuyet Hf. Co mdi quan he tich cue gida 
ndng lUc nhdn viin vd chat luong mdi quan he. 

Gid thuyet H^: Co mdi quan he tich cue giffa x^ 
ly xung dot va chd't luang mdi quan he. 

Gid thuye't H^ Co mdi quan he tich cue giita 
chat luong mdi quan he vd long trung thdnh. 

III. Kd't qua nghidn cffu 
1. Thdng ke md ta mau 
Mau dffdc chon theo phifdng phdp thudn tien. 

Do'i tffdng khao sat Id nhffng khdch hang da va 
dang giao dich tai PVcomBank SG. Tong cdng cd 
360 bdng eau hdi dffde phdt ra, thu ve 360 bang, 
loai ra 10 bang khdng dat ydu cau, edn lai 350 
(97,2%). (Bang 1). 

2. Bdnh gid dQ tin cay cua thang do 
TH 28 bid'n giai thich va phu thupc ban ddu, kd't 

qua phdn tich do tin cay eua thang do da loai bdt 
03 bien giai thich (L0NGTIN5, NHANVIEN2, 

Bang 1. Mo ta mdu dieu tra ngtiien cCfu 

Tieu chf phan loai 

Gidi tinh 

Do 
tuoi 

Trinh do 
hpc van 

Thu nhap 
binh qu^n 

hang tiiang 
(trieu dong) 

Thdi gian 
giao dicii vd 
PVcomBank 

Sal Gon 
(nam) 

Nam 

m 
Tt(18den25tuSi 

Tif 26 den 35 tuoi 

Til 36 den 45 tuoi 

Til 46 den 55 tuoi 

Til 56 tuoi trt len 

Sau dai iioc 

Dai iioc 

Cao dang, Trung cap 

TilTHPTtrdxuong 

Dudi 5 trieu 

Ti(5dendu6i 10 trieu 

Til10dendu6i15trieu 

Tir 15 den dudi 20 trieu 

Til 20 trieu trd ien 

Dudi 1 nam 

Til 1 den dudi 3 nam 

Til 3 den dudi 5 nam 

Til 5 nam trd ien 

TSn 
suat 

141 

209 

34 

103 

119 

75 

19 

21 

181 

128 

20 

32 

78 

108 

92 

40 

77 

174 

76 

23 

Tyl« 

40,3% 

59,7% 

9,7% 

29,4% 

34,0% 

21,4% 

5,4% 

6,0% 

51,7% 

36,6% 

6,7% 

9,1% 

22,3% 

30,9% 

26,3% 

11,4% 

22,0% 

49,7% 

21,7% 

6,6% 

Nguon: Ke't qud td xH ly dii lieu 

TRUNGTHANH3) khdng phu hdp ve mat gid tri 
thd'ng kd; nhffng bid'n con lai hoan toan thda man 
cae dieu kien ve dp tin cay cua thang do (Alpha 
Idn hdn 0,6 va he sd' tffdng quan bie'n-tong Idn hdn 
0,3). (Bdng 2). 

Bang 2. Ki't qua tmh toan do tin cay thong do (Ion 2) 

STT 

01 

02 

03 

04 

05 

06 

Ttiang do 

Long tin 

Cam ket 

Nang iuc ntian vien 

Xung ddt 

Ciiat iuong mdi quan tie 

Long trung thanti 

Kytll$u 

LONGTiN 

CAIMKET 

NHANViEN 

XUNGDOT 

QUAt^HE 

TRUNGTHANH 

So bien 
quan sat 

6 

4 

4 

3 

5 

4 

Crontiacfi's 
Alptia 

0,891 

0,890 

0,887 

0,897 

0,874 

0,861 

Tudng quan bien 
- tong ntio ntlal 

0,657 

0,700 

0,734 

0,787 

0,613 

0,652 

Nguon: Ket qua tU xi ly dl) lieu 
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3. Phdn tich nhdn tdkhdm 
Phan tich EFA cijng luc cdc 

phu thudc eho ra he sd KMO 
KMO < 1) giai thich dffdc kich 
cho phan tich nhan td' va he so' 
nghTa quan sdt 0,000 < 0,05 (cd 
cdc bie'n) da khang dinh rang 
lieh trdn la phii hdp (hay thda 

phd (EFA) phdn tich nhan to'), phffdng sai trich dffdc Id 
nhdn to doe lap vd lliA'^^% (> 50%) gdp phdn giai thich dffdc khoang 
bdng 0,902 (0,5 < 73,418%, sff bid'n thidn ciia cac bid'n quan sdt, nhff 

thffdc mdu phu hdp vdy phffdng sai trich dat yeu cdu. Cdc bid'n quan 
Bartlett's cd mffc y sdt deu cd trong sd' nhdn to' Idn hdn 0,5. Ke't qua 
sff tffdng quan giffa phan tich nhdn to' EFA khdng cd bid'n ndo bi loai, 
phffdng phap phan ed 6 (sau) nhdm ye'u to' dffdc nit ra, nhff md hinh 
man dieu kien cho ban ddu. 

Bong 3. Ket qua phan tich nhdn to kham pha 

Bien quan sat 

L0NGTIN2 

L0NGTIN4 

L0NGTIN3 

LONGTiNS 

LONGTiNI 

QUANHE2 

QUANHE3 

QUANHE1 

QUANHE4 

QUANHE5 

CAMKET4 

CAMKET2 

CAMKET1 

CAIMKET3 

NHANViENS 

NHANViENS 

NHANViEN4 

NHANViENI 

TRUNGTHANH5 

TRUNGTHANH2 

TRUNGTHANH1 

TRUNGTHANH4 

XUNGDOT 

XUNGD0T2 

XUNGD0T1 

Eigenvalues 

PtiUdng sal trfch 

PtiUdng sai ttch luy 

H$sontiantotal 

1 

0,885 

0,868 

0,837 

0,728 

0,630 

8,675 

34,701 

34,701 

2 

0,937 

0,826 

0,708 

0,702 

0,580 

2,707 

10,828 

45,529 

3 

0,881 

0,829 

0,826 

0,715 

2,375 

9,500 

55,029 

4 

0,816 

0,810 

0,809 

0,806 

1,782 

7,127 

62156 

5 

0,952 

0,819 

0,654 

0,630 

1,610 

6,440 

68,595 

6 

0,884 

0,860 

0,846 

1,206 

4,823 

73,418 

Nguon; Xd ly tit dff lieu khdo sdt 
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4. Phdn tich nhdn td khdng dinh (CFA) 
Ket qua ffde Iffdng md hinh 6 Hinh 2 cho 

thd'y: Chi-square = 1,433 < 2, va 260 bac tff 
do vdi gid tri p = 0,000. Cdc chi tidu do Iffdng 
mffc phil hdp dat ydu cau: GFI, TLI, CFT lan 
Iffdt la 0,979; 0,923; va 0,975 deu > 0,9 vd 
RSMEA = 0,035 < 0.08. Cdc chi sd thd'ng ke 
tren cho thd'y md hinh thang do chung thich 
hdp vdi bd dff lieu khao sdt. Cae trpng sd 
chuan hda cua thang do deu eao (> 0.5) va 
deu cd y nghia thd'ng kd (P-value = 0,000) 
nen cdc khai nidm dat dffdc gid tri bdi tu. 
Hinh 2 eho thay khdng cd trifdng hdp cdc sai 
sd' cua cdc bien quan sdt cd tffdng quan vdi 
nhau, do dd tap bid'n quan sat dat dffdc tinh 
ddn nguyen. Bang 4 cho thd'y he so' tffdng 
quan ffde lifdng lidn ke't vdi sai so'chud'n (SE) 
eua md'i tffdng quan giffa cac khdi niem cho 
gid tri p-value deu nhd hdn 0,05 ndn nhffng 
khai nidm nay dat dffdc gia tri phan bidt. He 
so' tin cay tdng hdp va phu'dng sai trich cua 
cdc thang do tac nhdn chd't Iffdng md'i quan 
he deu dat gid tri > 0.5, cdc thang do ddu tin 
cay. Nhff vay, qua kd't qua CFA, cae thang do 
deu phia hdp dff lieu thi trffdng, dat tinh ddn 
hffdng, dam bao gia tri hpi tu, ddm bdo dd tin 
cay va gid tri phdn bidt. 

Hinh 2: Ket qua CFA (chuan hoa) mo hinh tdi han 

@-c 

tow OWKET. k 

<&<: CAMKET1 h. 

(••H " - = " H 
fiw- CAMKET3 r 

fcW_ NHANVIEN 1 k 

HtW "HAHviiim h 

©-C NHANUIENl I" 

«,W NH««„«S f 

fcW. QUANHE2 k 

S'W »'«'"=> (• 
OC 
en: 
pvr 

QUANHE1 H 

QUflNHE4 1^ 

QUANHES f 

t!*^ TRUNGTHANHS k 

%2^ TRUNGTHANH2 h 

*=H i™<.™«„, 1-
^ ^ TRUNGTHANW j * 

fe>-L XUNGD0T3 k 

h H -""^^ h 
6 M : XUNGDOT 1 1* 

CXUNGDOTX Ngudn: Xijlly 
tU dff lieu khdo sdt 

Bang 4. Kiem djnh gia trj phan biet 

LONGTiN 

LONGTiN 

LONGTIN 

LONGTiN 

LONGTiN 

CAMKET 

CAMKET 

CAMKET 

CAMKET 

NHANViEN 

NHANViEN 

NHANViEN 

QUANHE 

QUANHE 

TRUNGTHANH 

<—> 
<-> 
<"> 
<-> 
<—> 
<-> 
<-> 
<--> 
<-> 
<-> 
<-> 
<--> 
<"> 
<-> 
<-> 

CAIVIKET 

NHANViEN 

QUANHE 

TRUNGTHANH 

XUNGDOT 

NHANViEN 

QUANHE 

TRUNGTHANH 

XUNGDOT 

QUANHE 

TRUNGTHANH 

XUNGDOT 

TRUNGTHANH 

XUNGDOT 

XUNGDOT 

Udcludng 

0,181 

0,221 

0,331 

0,204 

0,155 

0,247 

0,215 

0,216 

0,139 

0,218 

0,137 

0,149 

0,153 

0,255 

0,084 

S.E. 

0,037 

0,034 

0,043 

0,030 

0,040 

0,032 

0,037 

0,028 

0,036 

0,033 

0,022 

0,032 

0,028 

0,041 

0,027 

C.R. 

4,949 

6,578 

7,621 

6,886 

3,861 

7,725 

5,871 

7,807 

3,847 

6,651 

6,092 

4,722 

5,566 

6,152 

3,112 

P 

... 

... 

... 

... 

... 

... 

... 

... 

... 

... 

... 
0,002 

Label 

Nguon: Xii ly tit da lieu khdo sdt 
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Hinh 3: Kef qua SEM (chuan hoa) cija mo hinh ly thuyet 

;hiquar6/df 1 767 

Ngudn: Xd ly tff dff lieu khdo sal 

5. Kiem dinh mo hinh cd'u true tuyen tinh SEM 
Kd't qua ifdc lu'dng md hinh tai FTmh 3 cho thd'y: 

Chi-square = 1,767 < 2 vd 264 bdc tff do vdi gia tri 
p = 0,000. Cae chi tieu do Iffdng mffc phil hdp dat 
yeu cau: GFI, TLI, CFI idn lufdt la 0,962; 0,907; va 
0,956 deu > 0,9 va RSMEA = 0,047 < 0,08 Cac 
chi sd' thd'ng kd trdn cho phep ket luan: md hinh ly 
thuyet thich hdp vdi bd dff lieu khao sdt. 

6. Kiem dinh ffde lUang mo hinh ly thuyet bang 
Bootstrap 

IV. Kd't luan va ham y 
quan tri 

1. Ket lu4n 
Qua qud trinh nghien cffu, 

nhdm tac gid da sff dung 
phifdng phdp nghien cffu dmh 
Iffdng phu hdp, xff ly sd' heu 
bang phffdng tien thdng ke dd 
cd thd xdc dinh dffdc 04 ye'u td' 
tdc ddng de'n Chd't Iffdng mdi 
quan he khdch hang - PVcom
Bank SG, sap xep theo thff tff 
giam dan: (1) Long tin (^ = 
0.370, (2) Giai quyet xung dot 
(^ = 0,236), (3) Nang lffc nhdn 
vien (P = 0,150), (4) Cam ke't 
(15 = 0,144). Ddng thdi, ChS't 
Iffdng md'i quan he tac dong 
manh va thuan chieu dd'n 

Ldng trung thanh (j0= 0,144). Tff dd, difa ra nhffng 
ham y quan tri khdch quan va phil hdp. 

2. Be xud't ham y quan tri 
Ldng tin 

Ldng tin la ddng vai tro quan trong trong vide 
thid't Idp, duy tri, tang cu'dng md'i quan he khach 
hang vffng chac va phat trien ciia long trung thdnh 
cua khdch hdng vdi ngSn hang. PVCombank SG 
nen cd' gang kiem dffdc long tin ciia khdch hang 
bang cdch: (1) Giff Idi hffa trong sud't qua trinh 

Bang 5. Ket qua ifdc lifOng bang bootstrap vdi N = 1000 

Parameter 

QUANHE 

QUANHE 

QUANHE 

QUANHE 

TRUNGTHANH 

<-
<— 
<— 
<— 
<— 

LONGTiN 

CAIVIKET 

NHANViEN 

XUNGDOT 

QUANHE 

SE 

.055 

.082 

.071 

.054 

.064 

SE-SE 

.001 

.002 

002 

001 

001 

Mean 

.372 

.144 

.148 

239 

.394 

Bias 

002 

.000 

-.002 

003 

-.004 

SE-Blas 

.002 

.003 

.002 

.002 

.002 

CR 

1 

0 

-1 

1,5 

-2 

Ghi chu; SE. sai lech chuan; SE-SE- sai Uch chuan cda sai lech chuan; Mean: trung binh cua Udc 
lucfng; Bias: do chech; SE-Bias: sai lich chuan cua do check 

Nguon. Xff ly iff dff lieu khdo sdt 

Ke't qua phdn tich h-ong Bang 5 cho thd'y, tri 
tuyet dd'i CR rd't nhd so vdi 2, nhff vay do chech 
ra't nhd, khdng cd y nghia thd'ng kd d do tin cdy 
95%, cdc ffde Iffdng trong md hinh tin cay dffdc. 

cung cap dich vu ngan hang cho khdch hang, (2) 
Quan tam de'n bdo mat giao dieh ciia khach hang, 
(3) Cung cd'p dich vu dat chd't Iffdng vd nhd't qudn 
nhau giffa cac lan giao dich. 
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Gidi quye't xung ddt 

Khdch hdng ed xu hffdng trung thanh vdi cae 
ngan bang kd't hdp cdc bffdc chii ddng hifdng tdi 
giai quye't xung dot vdi cdc phdn ffng thda ddng 
dd'i vdi cdc va'n de rd rang. PVCombank SG can 
chu trong de'n; (1) Trdnh cdc xung dot tiem dn, cd 
the do giao tie'p khdng hidu qua, khdng cd niem 
tin Idn nhau, hay ton tai qua nhieu khae bidt, (2) 
Chu ddng xff ly cdc xung dot khi chung phdt sinh, 
thao luan vd'n de mdt each cdi md vdi khach hang 
trdn cd sd tdn trong khdch hang va dam bao Idi ich 
cua hp. 

Cam ket 

Mpt yd'u to' quan trong khde trong vide xay dffng 
md'i quan he va long trung thanh ciia khach bang Id 
thffc hien cam kd't bang each cung cap cdc dieh vu 
tiiy bid'n va linh hoat. PVCombank SG phai ddp ffng 
nhu eau eua khdch hang, dap ffng sdn pham theo 
yeu cau va thffdng Hnh hoat trong cdc md'i quan he 
khach hdng. 

Ndng luc nhdn vien 

Tdc ddng cua nang lffc nhdn vidn de'n chat Iffdng 
md'i quan he giffa khach hang vd ngdn hang la kha 
Idn. Do dd, nhan vidn PVCombank SG can cd kid'n 

thffc chuydn mdn td't de tra Idi cdc thac mac cua 
khach hang, gidi quye't td't cae phat sinh ve dich vu 
vdi khdch hang; the hien tinh chuydn nghidp ttong 
viec cung cap dich vu dat yeu cau cao, va dung ngay 
tff lan giao dich dau tien vdi khach hdng. 

V. Kd't ludn 
Tdm lai, cac nha qudn ly va tie'p thi dich vu PV

comBank SG ndi ridng cung nhff cdc to chffe dich 
vu ndi chung ndn nhan ra tdm quan ttong cua cdc 
yd'u to' nay ttong nd lffc xdy dffng md'i quan he chd't 
lifdng vdi khdch hang vd quan ly md'i quan he khdch 
hang hidu qud hdn. Tff dd, cd dffdc Iffdng khach 
hang trung thanh, nang cao doanh thu va Idi nhuan 
ben vffng eho td chffe. 

Han che cua de tai: Nghidn cffu van cdn mdt sd 
han chd': (1) Phffdng phdp chpn mau thuan tidn ndn 
tinh khai quat bi ban che', (2) Nghien cffu chi dffdc 
thffc hien tai mdt ehi nhanh eua PvcomBank ndn 
tinh khai qudt chffa eao, (3) Chac ban con mpt sd 
ye'u td' nen tang marketing md'i quan bd ttong viec 
tdc ddng de'n chat Iffdng md'i quan he va ldng trung 
thanh cua khach hang chifa dffdc de cap dd'n trong 
nghien cffu ndy. Dd cung la hffdng cho cdc nghidn 
cffu tid'p theo • 
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ABSTRACT: 
This study is to explore and measure main factors affecting the quality of the relationship 

between individual customers and Viemam 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 reliabiHty of scale through Cronbaeh'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 quaUty of relationships, in descending order, including trust, conflict solving and staff 
commitment. The quaUty of relationship also has a significant positive impact on customer loyalty. 
The results are expected to help managers of the branch to make appropriate adjustments 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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