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NANG CAO SU HAI LONG CUA KHACH HANG
SU DUNG THE TIN DUNG TAI NGAN HANG
TMCP VIET NAM THINH VUQONG

@ NGUYEN TH| MY DIEM

TOM TAT:

Bii vi€t nhim tim hi€u vin d& “Nang cao sy hai 1dng cda khdch hang sif dung dich vu thé
tin dung tai Ngan hang TMCP Viét Nam Thinh vugng - VPBank . K&t qua nghién cifu cho thiy,
c4c nhin t& tic dong dén su hii long cBa khach hang vé chit lugng dich vu thé tin dung 12 sy
thudn tién, gid canh tranh, phong cich phuc vu va hinb dnh ngan hang. Do mdi trudng kinh
doanh ludn thay d8i, nén viéc dng dung cdc k&t qua nghién ciu cdn phai dudc x{ 1§ linh hoat

vi diéu chinh cho phit hop.

Tir khéa: Sy hii 1ong, khdch hang, ngdn hing TMCP Viét Nam Thinb Vugng, VPBank.

1. Dit vin dé

Trong xu thé' 10dn cdu héa va sy phat trién cong
nghé cia the gidi néi chung vi Viét Nam néi
riéng. cdc ngan hang thusng mai (NHTM) cing
phat trién sin pham dich vu da dang, trong dé ¢6
thé tfn dung, nhiim théa min (8i da nhu cdu ciia
khdch hang khr st dung cdc dich vu cia ngdn hang
(NH). Thé (in dyng 1a mot loai hinh dich vy gidp
khdch hang gidm chi tiéu tién mit, an toan, tién
Igi. nhanh chéng va lai dugc st dung trude vi trd
tién sau.

Lam th€ nio d€ dem dé€n cho khdch hing sy
haiJong (SHL) 8t nha't ludn 1a vin dé ma cic NH
& ging thyc hién vdi 1t cd cdc khd ning cia
minh. Nghién cttu SHL ctia khédch hiang d8i vé
1ing sdn phim dich vu clia NH 1a mdt cong viée
quan trong, cin thue hién thudng xuyén va lién
tuc d€ khdng ngitng nang cao chat lrong ting sin
phim dich vu. D& 1ai “Nang cao SHL cba kbach
hang stf dung thé tin dung tai Ngdn hang TMCP
Viét Nam Thinh Vitgng - VPBank " ¢6 vai trd cin
1hi€t nhal dinh trong viéc hiéu 15 tim 1y va hanh
vitiéu diing clia khich hing d&i véi sin phiim thé
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tin dung, cu thé 14 d8i v6i khach hang s dung thé
tin dyung ciia NH VPBank.

2. Phuong phép vd mé hinh nghign cifu

2.1. Phutong phép nghién cifu

Ba1 viél s dung phudng phép diéu tra chon
miu théng qua bang ciu hdr khdo sét. Dya trén s§
liéu thu thap dugc, tdc gid phén tich dit héu véi
SPSS. Ngoai ra, bai vi€t con s dung phuong phép
th3ng ké, t8ng hop va so sanh dé cd két ludn chinh
xdc¢ han vé& van dé nghién cdu.

2.2. Mo hinh nghién citu

Ma hinh Parasuraman (1991) va Gronroos 1984
dugc sit dung d& phan tich bai viét trén cd sd phéi
hgp phan tich tinh hinh thyc € tai NH. (So dd 1).

2.2.1. Su thugn tién

Khi khdch hing cdm thdy giao dich véi NH
cang d& dang thi NH c2ng c6 thé m nhiéu giao dich.
Sy thuan tién duge ddnh gid qua cdc tiéu chi, nh:
(1) Ngan hang c6 dia di€m giao dich thuan tién cho
khdch hang; (2) C6 dia di€m hé théng dai ly rong
khip: (3) Thdi gian phuc vu cliia NH hgp Iy v
thun uén; (4) Hé thdng truy cap théng tin dé sif
dung; (5) Thd we giao dich dé dang vi nhanh
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§d dé 1: Cae yéu 16’ nh hudng dén
SHL ctia khéeh héang st dung dich vu
thé tin dung

Sy thuan tién

Phong céch phyc vy

clia nhén vién

chéng; (6) C6 hé thdng ATM, POS hién dai va
thuin tién cho khdch hang: (7) C6 théng tin vé s&
dv, tdi khodn giao dich nhanh chéng.

2.2.2. Phong cdch phyc vu ctia nhén vién

Nhin vién NH cin phdi: gid1 quyét thda ddng
céic khi€u nai clia khdch hang; c6 trinh 46 chuyén
mén g18i; thue én dich vy chinh xde va kip thai;
gidi ddp hiéu qua cdc thdc mic cda khach hang:
sin sing phuc vy khidch hang; gitip d8 khdch hang
tan tinh: lich thiép va dn cin .

2.2.3. Cham soc khdich hang

Khdch hang luén la yéu (8 quan trong d&i véi
NH, ¢6 dwgc khach hang di khé, nhung gitf chan
khdch hang cdn khé khan hon. Cham séc khdch
hang dudc thé hién qua: (1) Ngan hang c6 dich vu
da dang; (2) Ludn tién phong cung c&p cdc dich vu
mdi dé dip ing nhu cdu ngity cang ting cia khich
hang; (3) Cé cic hoat ddng gidi thiéu vé cic dich
vu it méu qud: (4) Ludn c6 sit chudn bi 161 trude
khi trién khai dich vu: (5) NH 16 chitc giap g, tri dn
khch hang vao cudi mi nam dé ghi nhin sy déng
26p cia ho d8i véi ngan hang; (6) C6 dusng diy
néng phuc vy khich hang 24/24; (7) Ludn ling
nghe § ki€n déng gop clia khach hing: (8) Nhan
vién NH trd 1o dién thoat nhanh chéng; (9) Nhan
vién NH thudng xuyén lién lac vdi khdch hiang.

2.2.4. Tinh canh tranh vé gid

Gi4 c c6 4nh hudng nhif thé nao d€n SHL cha
khdch hing khi s dich vu (hé tin dung cia NH
duge thé hign qua cdc 1éu chi, nhu: (1) C6 chinh
sdch gi4 linh hoal; (2) Ap dyng mic 131 suit canh
tranh; (3) Chi phi giao dich hop ly; (4) C6 chuong
irinh t vin/cap nhat thdng tin vé gié ca thi trudng.

2.2.5. Su tin nhi¢m

Sy tin nhi¢m 1a mt trong nhitng diéu quan
trong nhit dem dé€n SHL cho khéch hang. Néu
mudn xdy dung ldng tin, sy tin nhiém cla khdch
hang thi NH cin phai: (1) Thyc hién dich vu ding
ngay tf 1dn ddu; (2) Cung cap dich vu tai thoi diém
ma ho da hira; (3) Thyc hién dich vu chinh x4c,
khéng 6 sai sot; (4) Ludn thyc hién ding ddn
nhing gi di cam két v&i khdch hing; (5) Bio mit
théng un khach hang va giao dich; (6) NH gin bing
520 k& déu dan va kip thai.

2.2.6. Hinh dnh ngén hang

Hinh dnh NH déng vai trd mang tinh quyét dinh
461 vi su thinh bai cGa NH. Hinh anh tich cyc sé&
tao nén daph ti€ng va uy tin cta NH, mang lai gid
tri thudng hiéu va gép phin h rg manh mé cho
cdc san phdm dich vu cda NH.

Hinh anh NH dugc thé hién qua: (1) Ludn xem
quyén I¢i ciia khdch hing 12 trén hét: (2) Ludn gii
chif tin d6i vGi khach hang; (3) D1 diu trong cdc
cii ti€n va hoat dBng xi hoi; (4) C6 cdc hoat ddng
marketing hiéu qua va &n tudng.

2.3. Chon lita mdu

Kich thidc miu duge xdc dinh dya trén cd sd
tiéu chudn 5:1 cha Bollen (1998) va Hair & Citg
(1998), ngha la d€ phén tich di¥ li€u 13t can it nhat
5 quan sdt cho mdt bi€n do lwdng va & quan sét
khong nén dudi 100. Vay, véi 42 bi€n quan sit,
cin ddm bdo kich thuge miu 13 42%5 = 210.

2.4. Thu théap dit ligu

Bii vi€t st dung 2 ngudn théng tin sau diy:

(1) Théng tin sd cip: Phicu diéu tra nhan dudc
tit khdch hang.

(2) Théng tin thi cdp: Ca sd Iy thuyé1 va céc
bai viét dugce chon lgc trén sdch bdo, théng qua cdc
viin bdn, tai li¢u duge luu hdnh trong NH VPBank,
cic thong un tir internet,

3, Cd's& Iy thuy€t

3.1. Khdi nigm vé thé tin dung

Thé tin dung (Credit card) 1a thé cho phép chi
thé thyc hién giao dich thé trong pham vi han mic
tin dung dd dudc cap theo thod thuin vdi i3 chitc
phathinh thé. Vdi dic di€m (3 “chi uéu rude, tra
uén sau”, thé tin dung hd (rg dic luc cho chi thé
thuc hién nhanh chéng cdc giao dich thanh todn
hiing héa, dich vu 1ai cic ddn vi chdp nhan thé hay
trén chc website thudng mai dién 1.

VPBank canh tranh trén thi trédng va cung cap
cdc sin pham thé tin dyng da dang nhu: Thé Step
Up. Titanium Cashback, Platium Cashback.
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Vplady, Mastercard MC2, Number 1, Mastercard
Platinum, Platinum Priority, dinh cho cdc d3i wigng
v6i cic mifc thu nhap khic nhau viing mic phi uu
dai va phin tram hoin tién hip din. Ngoai ra,
VPBank cdn c6 nhidu loai thé phéi hop véi cdc don
vi khdc nhiim 8i da héa i ich ciia khdch hang.

3.2. Sut hai long ciia khdch hang

SHL ciia khdch hing 1d mic df cla trang thii
cdm xdc bit ngudn tir viée so sanh giita nhin thic
vé sdn ph&m véi mong ddi ciia khdch hang khi si
dung dich vu (Kotler va Keller, 2016). SHL cda
khdch hang la phan (ng cla hg vé sy khdc biét
cdm nhfo gilfa kinh nghiém da bi€t vi sy mong
dgi (Parasuraman & ctg 1988, Spreng va ctg 1996),
nghia 12 kinh nghiém da bi€t cla khdch hang khi
sir dung mdt dich vu v két qud sau khi khdch hang
d3 sir dung dich vu d6.

SHL cda khach hang vé dich vu thé tin dung 12
phan Ung cda khdch hang d6i v§i viéc NH cung
cdp dich vy thé tin dung d4p tGng nhitng mong
muén cda bin than. Ddng thifi, 14 phén chit lugng
dich vy, théa min céc v6c mudn cla khich hing
trong qué trinh sit dung thé tin dung.

SHL clia kh4ch hang quyé&t dinh su thanh céng
hay thit bai trong hoat dong kinh doanh cia NH.

3.3. Chél lugng djch vu

Chat lugng dich vu I3 mic 46 ma mot dich vu
d4p ing dugc nhu ciu v sy mong dgi cita khach
hang (Lewis va Mitchell, 1990; Asubonteng va ctv,
1996: Wisniewski va Donnelly, 1996). Theo

Edvardsson, Thomsson va Ovretveit (1994) cho
ring, chat lugng dich vu 12 dich vy dp dng duge
su mong ddi cda khich hang va 1dm théa man nhu
cu cha ho.

Chit lugng dich vy 12 khdi niém khdch quan,
mang tinh ltgng gid va nhan thife. Trong khi dé,
SHL 1a sy két hop cia céc thioh phin chi quan,
dva vio cdm gidc va cdm xiic (Shemwell & cig,
1998, din theo Thongsamak, 2001).

4. K&t qua nghién cifu va thio lujn

4.1. Phin tich EFA

Bdng 1. Kiém dinh KMO and Bartlett's

KMO Measure of Sampling Adequacy. .856
Approx. Chi-Square 3618.130
Bartlett's Test
of Sphericity of 488
Sig. .000

Ngudn: Phan rich SPSS

Kaiser-Meyer-Olkin  (KMO) Measure of
Sampling Adequacy = 0.856 > 0.5 va Sig = 0.00 <
0.05 nén di ligu diing d€ phan tich nhan (8 14 thich
hop. (Bidng 2).

Eigenvalue = 1.075 > 1 dai dién cho phin bién
thién dudce gidi thich b3i méi phan t8 nit ra ¢6 ¥
nghia tém tit thong tin tdt nhat.

Téng phuong sai trich (Cumulative %)
=67.323% > 50% didu nay chimg 13 67.323% bién

BAing 2. T6ng phudng sai frich két qué EFA

s Gia tr) ban ddu Eigenvalues Tong trich phuang sai hé s& tai Tong xoay phudng saf hé s& tal

an
5 Ph I | Tich I Tich i i
S Téng uc(!;g) sal ?/. ) y Tng Phu;vg sal l%z I)uy Tong Phugg sal Tlt(};m6 I)uy
1 9.994 32238 32.238 9.994 32.238 32.238 4.060 13.095 13.095
2 2826 9.115 41.353 2.826 9.115 41.353 3.914 12.626 25722
3 2392 7.715 49.068 2.392 7.7115 49.068 3.744 12.077 37.799
4 1.985 6.403 55.471 1.985 6.403 55.471 3.183 10.269 48.068
5 | 1422 | 4587 60058 | 1422 | 4.587 60.058 | 2.321 | 7.486 55.554
6 | 1177 | 37% 63855 | 1177 | 379 | 63855 | 1.990 | 6421 61,974
7 1.075 3.468 67.323 1.075 3.468 1.658 5.349 67.323
31 135 437 100.000

| Extraction Method: Principal Component Analysis
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Ngudn: Phan iich SPSS
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thién cba dif liéu dugc gidi thich bdi 7 nhan (8. 31
bién quan st (ao thanh 7 nhan 18, khéng c6 bién
nio bi loai khéi phan tich EFA.

4.2. Kiém dinh Cronbach’s Alpha

Kiém dinh Cronbach’s alpha d& kiém tra syt chit
ché va ruong quan giifa cdc bi€n quan s4t, 1t d6 loai
b3 nhitng bi€n khong phd hap va han ché trong md
hinh nghién ctiu, gilf lai cdc bién c6 twong quan v6i
nhau trong nhén 8, tic 1a cdc bién c6 Corrected
ltem-Total Correlation > 0.3 va Cronbach’s Alpha
>0.7 s& dugc giil lai.

Thit néim, cdc bi€n cha nhan 13 Sif thudn tién cé
hé s& Cronbach’s Alpha 13 0.811 > 0.7 va déu c6
Corrected liem-Total Correlation > 0.3 nén céc
bi€n nay phii hgp véi mé hinh va khéng c6 bién
ndo bi loai.

Thit sdu, nhan t8 c¢6 hé s6 Cronbach’s Alpha
nhd nhét 1a Canh tranh gid (0.702). VA cdc bi€n
déu c6 Corrected Item-Total Correlation > 0.3. TU
6, ta c6 thé khing dinh riing cc bién niy c6 mi
quan hé chjit ché vdi nhau, cing xoay quanh 1 vin
dé nhung kbong bi tring 1dp y vdi nhau.

BAng 3. K&t qud ki€m dinh Cronbach’s Alpha céc nhan 16 dnh hudng dén
SHL cGa khéch hang st dung thé tin dung

Tén nhén 1§ Tén bién Cronbach's Alpha Két luan
Sy tin nhigm TNO1, TNO2, TNO3, TNO4, TNO5, TT05, TT06 0861 bat
Cham séc khéch hang CSKH02, CSKH04, CSKHO5, CSKH06, CSKHO7, 0855 Dat
CS8KHO8
. PCPVO1, PCPVO02, PCPVO3, PCPV04, PCPVOS5,
Phong cach phuc vy PCPVO6, PCPVOT 0.871 Bat
Hinh anh NH HAO1, HAO2, HAO3, HAD4 0.864 Bat
Sy thuan tién TTO1, TT02, TT03 0.811 Pat
Canh tranh gid CTG02, CTGO3, CTGO4 0.702 Dat

Ghi chii: Riéng nhdn 16 Chinh sich gid do ¢6 1 bién CTGO! nén khéng kiém dinh Cronbach’s Alpha

Tu két qua Bang 3 cho thiy:

Thit nhdi, cic bi€n trong nhin 13 Sy tin nhiém
khong c6 st nhdm 1an, triing 13p thdng tin va cing
xoay quanh nhén (8 St tin nhiém. Didu niy dudc
thé hién qua phép do ki€m dinh Corrected ltem
Total Correlatton > 0.3 va hé s6 Cronbach’s Alpha
=0.861>0.7.

Thit hai, céc bi€n ciia nhdn 18 Cham séc khach
hang déu cé Corrected ltem-Totat Correlation >
0.3 vd hé s6 Cronbach’s Alpha = 0.855 > 0.7 nén
khong ¢6 bi€n nao bi logi.

Tiut ba, ciéc bi€n céia nhan (§ Phong cdch phuc
vu déu c6 Corrected ltem-Total Correlation > 0.3
v hé s6 Cronbach’s Alpha = 0.871 > 0.7. Chiing t&
ring cdc cau hdi trong nhin 18 ndy ¢6 mdi widng
quan chit ché vdi nhau, thé hién nhiéu khia canh
khdc nhau cda cing 1 v&n dé.

Thit i, ciic b1En chia nhén 18 Hinh dnh NH déu
¢6 Corrected Item-Total Correlation > 0.3 va hé
s6 Cronbach’s Alpha = 0.864 > 0.7. Chiing 14 céc
y€u 18 nay ¢6 do tin cdy cao vi th€ khong c6 yéu
18 ndlo bi loai.

Ngudn: Phdn tich SPSS

Thit béiy, nhin 18 chinh sdch gia chi co 1 bi€n
quan sit duy nhat CTGO! nén khong thé ti€n hanh
kiém dinh Cronbach’s Alpha d€ do ludng mdc 46
wong quan giita céc bi€n trong nhin 18.

4.3. H¢ 56" tuong quan Pearson va mé hinh hoi
quy 16ng quél (Bing 4)

Gi4 tri Sig cha tit ca cdc y&u 16 déu khéng qua
0.1 va nhin 18 c6 wong quan v6i SHL manh nhit
1A phong cdch phuc vy, y€u nhit 1a nhén (8 chinh
sich gid. Do vy, cdc bi€n thuée nhirng y&u 8 nay
c6 méi quan hé tudng quan wyén tinh véi SHL vi
¢6 y nghia théng ké.

5. Mot s6 gidi phap

Mot la, d€ khach hang hai long hon nita vé suf
thudn tién cia dich vo thy NH cdn phdi ddu weéng
nghé hién dai, khéch hang c6 thé thanh togn s du
han mic qua ATM hay thanh todn online ma
khong cin phai d€n tin NH d€ thuc hién.

Hai l, ving cudng lién k&1 vdi nhiéu daily chap
nhan thé va 18 chite nhiéu chuong trinh vu dai nhim
khuyén khich khdch hang si dung thé nhiéu hon
thay cho viéc dung tién mit trong cic giao dich.
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Bdng 4. Hé 56 tuong quan Pearson

e

TBHL | TBTN |TBCSKH|TBPCPV| TBHA | TBTT | TBCTG | TBCSG
‘ Tuong quan Pearson 1 A28™ | 479 | 525" | 474" | 443" | 444* | 303
TBHL
Sig. {2-tailed) .000 .000 .000 .000 .000 .000 .000
Tuong quan Pearson | .428** a 337+ | 452* | 363* | 469" | 334" | 251
TBTN
Sig. (2-tailed) .000 .000 .000 .000 .000 .000 .000
“ Tuong quan Pearson | .479* | .337** 1 502 | .449% | 442" | 431 | 241
TBCSKH —
Sig. (2-tailed) .000 .000 .000 .000 .000 .000 .001
Tuong quan Pearson | .525** | 452" | .502* 1 517+ | 532" | .360* | .359*
TBPCPV
Sig. (2-tailed) .000 .000 .000 .000 .000 .000 .000
Tuong quan Pearson 474 | 363** | 449" | 517 1 238" | 498" | 267
TBHA
Sig. (2-tailed) .000 .000 .000 .000 .001 .000 .000
- Tuong quan Pearson | .443** | .469** | .442** | 532" | 238" 1 .161* M7
Sig. (2-tailed) .000 .000 .000 .000 .001 023 100
Tuong quan Pearson | .444** | 334** | 431** | 360" | .498"™ | .161* 1 303"
TBCTG ——
Sig. (2-tailed) .000 .000 ,000 .000 .000 023 .000
Tudng quan Pearson | .303** | .251™ | .241** | .359** | .267** M7 303 1
TBCSG
I Sig. (2-tailed) .000 .000 .001 .000 .000 .100 .000
*. Correlation is significant at the 0.05,"*. Correlation is significant at the 0.01 level (2-tailed).

Ba la, A3y manh hoat dong clia bs phin nhan
vién chuyén trdch vé thé, ti€n hinh dao tao va
hudn luyén chuyén siu dé nhan vién hi€u s vé
céc loai thé tin dung tif cic cdng dung, tinh ning
13n cdch tinh phi, tinh lai d€ nhan vién ban hang 16t
hon cding nhu kip thsi gidi quy€t cic thic mic cda
khéch hang, trinh viéc chim tré trong phuc vu
khich hang.

B6n la, 6 cdc chinh sdch khen thudng thich
d4ng ciing nhy cdc hinh thic ky ludt nghiém minh
v&inhan sy.

Nam la, NH ¢ chinh sdch cham séc khidch hang
t8t nhu khdch hang VIP, khdch hing tdu nim,
khach hang 1dn, ngan hang thé hién tinh cdm nhu
tham hd: ting qud vao ngay sinh nhat, céc dip 1€
16n, dip (€1 T chite cc bifa tiéc, cdc hgi nghy
thudng nién A€ 1 1dng tri &n v6i khdch hang méi.
Bén canh d6, NH cn ti€p thu moi ¥ ki€n thic mic
cua khach hing va cin nhanh chéng gidi ddp kip
thdt, thoa déng, gidi tda bie xdc cta khdch hang.
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Ngudn: Phdn tich SPSS

Sdu la, NH xdy dyung chinh sich gi hop Iy vé
bi€u phi, I3i sudt so v8i cic NHTM kh4c nhim gi
chan khdch hang va phét trién khdch hang mdi.

By la, bén canh viéc dua ra chinh sich gid phd
hgp thi NH cing nén ting cudng hoat djng
marketing quéng b4 hinh 4nh NH ciing nhu sin
phim thé tin dung d&n nhidu khach hng hon nita.

Tdm la, nhin vién NH ting cudng cdng téc
qudn Iy khdch hing, chd y thdi gian gii sao ké
diing han cho khdch hing. Bén canh 86, NH ciing
cin ting cudng diu (v cong nghe théng tin dé
luén ddm béo khong bi mat théng tin tai khodn
cda KH.

Chin la, NH cin ti€p tyc ting cudng hoat djng
quéng b, truyén thdng trén internet, phat 13 rdi 1ai
cdc khu viye ¢6 nhiéu d5i tugng c6 thé sif dyng thé
(khdch hang c6 thu nhip &n dinh, ¢6 nhu cdu ra
nudc ngoai..), treo dp phich, bing hiéu tai chi
nhénh ciing nhu ai cdc trang web, cira hing cia
cdc d61 tdc ma VPBank lién ket
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6. K&t luan

SHL ctia khdch hang 13 y&u 18 sdng con va 1a
muc tiéu ma cdc NH hién nay déu theo dudi. Trong
Jinh vye dich vu, d3c biét la NH (hi vai rd cda viéc
thda min nhu cdu khdch hang cing c6 y nghia
quan trong hon, xudt phat tir tinh chat tudng téc
chit cbé giita khach bang va NH ciing nhu nhitng
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ABSTRACT:

This study is to find out solutions to imp:

the satisfaction of cus who use credit

card services of VPBank. The study’s results reveal that the convenience, competitive price,
services and brand are factors affecting the atisfaction of customers when they use credit card
services. As the business environment constantly changes, this study’s results should be used

flexibly and adjusted appropriately.
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