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TOM TAT:

K&t quéa nghién cttu da tim thiy 4 yé&u t6 tac dong dén Chat luong dich vu cho vay khach hang
c4 nhan tai Ngan hang Thuong mai CS phin Nam A (Ngan hang Nam A) - Chi nhanh Pdng Nai lan
lugt gdm: Chi phi 13i suat (LS), Ning luc phuc vu (NL), Su dap tng (PU) va Su dong cam (PC).
Trong d6, tac ddng manh nhat 12 bi€n Chi phi 1di sut (LS). Dya trén k&t qua nghién ctu va thuc

trang cho vay khdch hang c4 nhan tai ngan hang, nghién cttu dua ra mot s6 gidi phdp nhim nang

cao chit Iugng dich vu cho vay khach hang c4 nhan tai Ngdn hang Nam A - Chi nhanh Ddng Nai.
Tir khéa: khdch hang c4 nhan, chit lugng dich vu, gidi phdp, Ngan hang Nam A - chi nhanh

Dong Nai.

1. Pit van dé

Nim 2021, dai dich Covid-19 dién bi&n phitc
tap trén toan cau véi nhitng bi€n thé mdi, can tré
da phuc hdi cda kinh t&€ thé gidi. Viét Nam 12 mot
trong nhitng qudc gia chiu 4nh hudng niing né clia
dich bénh, ting trudng kinh t&€ nim 2021 chi &
muc 2,58%, thdp nhat trong vong 30 ndm qua, moi
linh virc déu bi 4nh hudng dic biét1a hé thong cdc
ngan hang thuong mai. D€ ngan hang hoat dong
ngay cang tdt hon, van hanh hiéu qud hon, han
ch€ thap nhi't cdc rdi ro cho vay hién nay, tic gia

332 S6 19 - Thdng 9/2023

nghién ctfu van dé ndy nhim tim ra mot s6 gidi
phdp ning cao chit lugng cho vay KHCN &€ c6
thé ning cao sic canh tranh va phdt trién cda
ngin hang trong tinh hinh hién nay.

2. Cd'sé Iy thuy€&t va mo hinh nghién citu

2.1. Co'sé ly thuyét

2.1.1. Khdiniém

2.1.1.1 . Khdiniém vé chat lugng dich vu

Trong cic tai liéu vi€t vé chat lugng, ton tai rat
nhiéu dinh nghia vé chi't lugng dich vu khic nhau,
tily thudc vao quan diém clia tdc gid. Tuy nhién,
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trong nghi€én ctu nay theo Parasuraman et al.
(1988): “Chat lugng dich vu 1a khodng cdch giita
st mong dgi vé dich vu clia khach hang va nhin
thic cia ho khi da s& dung qua dich vu”.
Parasuraman 1ap luin, nhitng ky vong vé chit
lugng dich vu 1a nhitng ky vong ctia chinh khach
hang, c6 nghia khdch hang tin ring nha cung cip
phdi ddp tng nhitng mong dgi nay, chi khong
phdi thuc hién theo yéu cAu cla dich vu.

2.1.1.2. M&i quan hé giita chat lugng dich vu
va sy hailong cia khach hang

Sy hailong cia khach hang 1a phdn tng ctia ho
vé su khdc biét cAm nhan giita kinh nghiém da
bi€t va sy mong doi (Parasuraman va cs.,1988).
Theo Kotler, P. va Keller (2006), su hai long la
mtic do trang thdi cdm gidc clia mdt ngudi bit
ngudn tir viéc so sdnh nhan thitc vé mot san pham
so véi mong dgi ciia ngudi d6. Cung véi sy canh
tranh manh mé ctia thi trudng va cdc thay d6i
trong nhan dinh clia khiach hang (KH) vé sin
phffm, dich vy, cdc nha nghién cttu da x4c dinh
rang gid cd va sy hailong cia KH ¢6 mdi quan hé
sdu sic v6i nhau (Patterson & Spreng, 1997).
Diéu nay ciing ham y chi phi dich vu 1a mot y&u t&
KH quan tAm khi cAm nhan chat lugng dich vu.

2.1.2. Mét s6 mé hinh ddnh gid chdt luong
dichvu

2.1.2.1.
Quality)

Parasuraman da x4y duyng thang do
SERVQUAL dé ddnh gid chat lugng dich vu gdm
5 thanh phin d€ do ludng chat lugng ky vong va
dich vu cdm nhan, gdm: D6 tin cdy, Kha ning ddp

M6 hinh SERVQUAL (Service

ng, Ning luc phuc vu, Mic d6 cdm nhan, Phuong
tién hiru hinh.

2.1.2.2. M6 hinh chi s6 hai long chiu Au
(ECSI)

Mo hinh ECSI gidi thich gid tri cAm nhan chiu
4nh hudng truc ti€p clia 4 nhan td: hinh 4nh doanh
nghiép; su mong ddi; chat lugng cdm nhan sdn
phdm va chdt lugng cAm nhan dich vu. Chat lugng
cdm nhan ctia KH cang cao thi sy hai long vé dich
vu cling cao va ngudc lai.

2.1.2.3. M6 hinh ddnh gid chat lugng ky
thuat/chic ning cia Gronroos (1984)

Theo m6é hinh ddnh gid chat lugng k§
thuat/chiic ning clia Gronroos (1984), chit lugng
dich vu dugc ddnh gid bing cdch so sdnh gitta gia
tri ma KH mong dgi truGe khi s dung dich vu va
gi4 tri ma KH nhan dugc khi st dung dich vu. D&
do ludng chat lugng dich vu, Gronroos dua ra 3
tiu chi: chat lugng k§ thuat, chit lugng chifc ning
va hinh édnh.

2.1.3. Mot s6 nghién citu thuc nghiém

Nghién cdu cia Anas Salman Alabboodi
(2019) da timra 5 y&u to tdc dong dén sy hai long
cla khich hang dé&n chat lugng dich vu: ddm bao,
do tin cdy, tinh htu hinh, kha ning ddp @ng va su
ddng cam.

Hashmatullah Ateed, Atig Ur Rehman (2020),
nghién cifu cho thy 4 y&u td nhu sau: C4c yé&u td
nhu 131 khuyén tir ban be, cudc khing hodng tai
chinh nim 2008, sy tin nhiém clia ngudi Hoi gido
va su da dang héa dau tu cling 4nh hudng dén
nhitng ngudi duge hdi nhung § mét mie dd nhd.

Kattel va Shah (2020), nghién citu cho thdy s&
3 bién dugc do ludng, danh ti€ng tao nén diém
manh nhat 4nh hudng dén sy lya chon ngin hang
cta KH, trong khi nhém 4dnh hudng va tinh kha
dung ctia thong tin khong c6 tac dong.

Albarq (2013), nghién citu cho thdy sy canh
tranh ngay cang ting giita cdc ngn hang nhin
manh tim quan trong cla cht lugng dich vu va
cdc nha quan ly ngdn hang nén xem xét cdc cich
dé nang cao sy hai long ctia khach hang thong qua
chit lugng dich vu d€ thic ddy 1ong trung thanh
ciia KH.

J Viet Nam hién nay ciing ¢6 nhiéu nghién
cttu lién quan dén ciu tric von, nhu:

Lé Thi Kim Hoa, BPoan Thanh Long, V6 Anh
Kiét (2021), nghién citu cho thdy c6 5 y&u td dnh
hudng dé&n sy hai 1ong cda khdch hang doi véi
chat lugng dich vu do BIDV - Chi nhdnh Binh
Phuéc cung cip, gom: sy tin cdy, khd ning ddp
trng, ning lyc phuc vu, sy dong cdm va phuong
ti€n hiru hinh.
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Nghién ciu cia Ha Vin Diing (2019) cho thdy
su hai long clia khdch hang c4 nhin (KHCN) vé
chat lugng dich vu tai cdc ngan hang thuong mai
gdm 5 y&u t&: su tin cdy, su cdm thong, khd ning
ddp tng, phuong ti€n hitu hinh va sy ddm bao.

Luong Trung Ngai, Pham Vian Tai (2019),
nghién citu st dung phuong phap hdi quy logistic,
nghién cifu di chitng minh cdc y&u t& 4nh hudng
dén quyét dinh cho vay ctia KHCN, bao gdm:
thuong hiéu, thd tuc cho vay, 1di suat cho vay va
nhan vién dich vu tai ngdn hang.

2.2. M6 hinh nghién ciiu

Tl céc ¢d s6 mod hinh do ludng chat lugng dich
vu Servqual, ly thuyé&t, cdc nghién ciu trude day,
sau khi thdo luin véi cdc chuyén gia, tic gid dé
xud't md hinh cda nghién ctu gdm 6 y&u td tic
dong dén chat lugng dich vu cho vay KHCN clia
NHTM Nam A - Chi nhdnh Pdng Nai nhu sau: (1)
Phuong tién hitu hinh; (2) Su tin cdy; (3) Sy ddp
ting; (4) Ning luc phuc vu; (5) Sy ddng cdm; (6)
Chi phi 13i sudt. (Sd @6 1) dén chat lugng dich vu
cho vay KHCN

S0 dé 1: Mé hinh nghién ciu dé xudit
Phuong tién hiu hinh (HH) |— X;

Sutincay (TC)

lugng dich
vu cho vay

Nang luc phuc vu (NL)

Su dong cam (BC)

Chi phi 1ai suét (LS)

[
[
{Su déap Ung (BU)
[
[
[

Nguon: Pé xudt clia nhém tdc gid

2.3. Phuong phdp nghién ctiu

Trén cd s6 ti€n hanh tim hi€u, nghién cttu co s&
ly thuy&t, tai liu lién quan, cdc nghién cttu thuc
nghiém dé€ dé xudt md hinh nghién ctu. Thong
qua thdo ludn nhém, thdo ludn tay d6i v4i cdc cdn
bd phu trdch bd phdn cho vay KHCN tai Ngin
hang Nam A - chi nhinh Pdng Nai d€ xdc dinh
y&u t& trong md hinh nghién cttu dé xuit. Tir d6
xay dung phi€u khdo sdt, xdy dung thang do cho
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bi&n doc 1ap va bi€n phu thudc dé tim ra cic yéu
t6 4nh hudng va mic do 4nh hudng clia cdc y&u to
dnh hudng dén chi't lugng dich vu cho vay KHCN,
phuc vu cho nghién cttu dinh lugng.

Dt liéu thu thap dugc thong qua bang ciu hoi s€
dugc phan tich thong k& mo ta, kiém dinh do tin cay
Cronbach's Alpha, phan tich nhin t6 khdm ph4
(EFA), phan tich hdi quy tuyé&n tinh thong qua phan
mém SPSS 26.0 va cong cu Excel dé hd trg cho viéc
tinh to4n, phan tich s& liéu lién quan xac dinh 4 nhan
t6 4nh hudng chat lugng dich vu cho vay cia KHCN
tai Ngdn hang Nam A - Chinhdnh Pong Nai.

3. Két qua

M6 hinh nghién cttu da x4c dinh dudc 6 nhan to
tdc dong d€n Cha't lugng dich vu cho vay KHCN
sau khi ti€n hanh cdc budc sau: Thong ké mo t3,
Ki€m tra do6 tin cdy thang do Cronbach’s alpha,
dua cdc bi€n phit hdp vao phin tich EFA, tié€n
hanh Phan tich nhian t6 khdm ph4d EFA. Sau dé6
Phan tich tvong quan Pearson rdi Phin tich hdi
quy. Phan tich hdi quy 1an 1 cho k&t qua R2 hiéu
chinh = 0,592 thé hién sy phit hgp clia md hinh va
c6 khodng 59,20% sy bién thién cia Chat lugng
dich vu cho vay KHCN tai Ngan hang Nam A -
Chi nhdnh Pong Nai dugc gidi thich 6 nhan t&
trong mo6 hinh. Tuy nhién, kiém tra cdc thong s&
thong ké tirng bi€n trong phuong trinh thi m6 hinh
c6 2 nhan t&: Phuong tién hitu hinh (PT) va Sy tin
cay (TC) ¢6 sig > 0,05, khong c6 ¥ nghia thong ké
& mic 5%. Do d6, téc gia 1an lugt loai 2 bi€n nay
va ti€n hanh ki€m tra lai mo hinh cho két qua 1an
3 nhumo ta tai Bang 1.

K&t qua 1an 3 cho thdy R? hiéu chinh = 0,595
thé€ hién sy phit hdp clia mo hinh va c¢é khodng
59,50% su bién thién ctia Chat lugng dich vu cho
vay KHCN tai Ngian hang Nam A - Chi nhinh
Poéng Nai dugc gidi thich bdi cdc bi€n: Chi phi l4i
sudt (LS), Ning luc phuc vu (NL), Sy ddp dng
(PU), Sy ddng cdm (DC). Hé sd Durbin-Watson =
2.127 va niim trong khodng tir 1 d&n 3, diéu nay
chitng t6 khdng c6 hién tugng tu quan xay ra.

K&t qua phan tich ANOVA cho thdy két qua
ki€m dinh thong ké F = 41.850 v&i gia tri sig =
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Bdng 1. Hé s& xdc dinh phi hdp mé hinh

Model Summary®

Model R R? R2 hiéu chinh Do léch chuan clia phép tinh Durbin-Watson
1 7122 .607 595 43873 2121

Nguén: Nghién citu ciia nhém tdc gid

Bdng 2. Cdc théng s& théng ké cua tiing bi€n 1an 3

Hé s6 chua chuén héa Hé s6 chudn héa Da cdng tuyén
M6 hinh - Giatnt Sig.
B LGi tiéu chuan Beta Dung sai VIF

Hang s6 448 281 1.597 112

bu 197 .063 213 3.119 .002 .650 1.538

NL 221 .060 .240 3.682 .000 .715 1.398

bC 105 .051 148 2.077 .039 .598 1.671

LS .390 .066 .357 5.865 .000 819 1.221

0,000 (<0,05), m6 hinh hdi quy tuy&n tinh bdi xay
dung dudc phl hgp véi tap dit liéu, cdc bién doc
1ap trong mo6 hinh ¢6 quan hé vé6i bi€n phu thudc.

Hé s6 phéng dai phuong sai (VIF) tai Bdng 2,
chi giao dong tir 1.221 - 1.671 1a phu hgp. Theo
kinh nghiém nghién cttu doi vé6i dit liéu st dung
thang do Likert 5 di€m c6 hé s6 VIF <2 thi khong
c6 hién tugng da cong tuyén gitta cdc bi€n doc 1ap
trong md hinh hdi quy.

Béng 2 cho thdy gia thuy€t cia 4 nhan t6 nay
déu dugc chap nhin, vi hé sd Sig. clia cd 4 nhan to
déu nhd hon 0,05. Do d6, su bién thién ctia 4 nhan
t6 ndy ting hay gidm déu c6 tic dong d€n Chat
lugng dich vu cho vay KHCN.

4. K&t luan va mot sé giai phap

K&t qua hodi quy da xdc dinh duge Cha't lugng
dich vu cho vay KHCN chiu sy tic dong v6i 4 y&u
t6: Chi phi 1di sui't (LS), Ning luc phuc vu (NL),
Su ddp tng (PU), Sy déng cam (PC). Trong do,
Chi phi 1ai suat (LS) tdc dong manh nhit dén
Chat lugng dich vu cho vay KHCN tai Ngan hang
TMCP Nam A - Chi nhdnh Ddng Nai. Trén cd s&
phan tich thyc trang tinh hinh cho vay KHCN
va k&t qud mod hinh, tic gid dé xuidt mot s6 gidi

Nguén: Nghién citu ciia nhém tdc gid

phdp nhim nang cao chat lugng dich vu cho vay
KHCN tai Ngan hang Nam A - Chi nhdnh Ddng
Nai nhu sau:

Thit nhdt, thi€t 1ap mot mifc 1ai sudt canh
tranh, phit hgp vdi cdc diéu kién phd bi€n ciia thi
trudng Pong Nai, ngan hang c¢é thé thu hit hiéu
qud nhitng ngudi vay tiém ning dong thdi bdo vé
1gi nhuin cda chinh minh. Piéu bit budc 1a phdi
xdc dinh nh4t quén tinh x4 c thyc clia 1di sud't dugc
cong bo trén cdc nén tdng thong tin dai ching
so vdi 1ai sudt thuc t€ dudc cung cAp trong céc
giao dich.

Thit hai, ngdn hang phéi wu tién ning cao kha
ning phuc vu ctia nhin vién biang cich thudng
xuyén t6 chifc cic 16p dio tao va bdi dudng
chuyén mon nghiép vu, dic biét quan trong ddi
vGi nhitng nhin vién tré, it kinh nghiém hon. Bén
canh d6, phdi thudng xuyén trau dbi ning cao
trinh do cdc k§ ning doi nhém, k§ ning thuyét
trinh, k¥ niing giao tiép....

Thit ba, don gian héa quy trinh tha tuc cho vay,
mau biéu o rang don gidn va dé hiéu song vin
ddm bdo ding quy trinh. Ludn chii dong hd trg
khéch hang c6 thé dén tan noi d€ tu van va hd trg
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khdch hang, ludn ling nghe va tim cdch gidi quyét
tdi wu cac van dé cta KH, luon dit 1oi ich cia KH
1én hang dau. Ngoai ra, nhan vién ngin hang bit
budc phdi tudn thii ding céc quy dinh lién quan dén
thdi gian x 1y theo quy dinh ctia ngan hang dé ra.
Thit tu, xAy dung nhiéu hon cdc chinh sich wu
dai danh cho khach hang lau nim, cé uy tin.
Thudng xuyén lién lac véi KH d€ duy tri mdi quan
hé t6t dep v6i KH va dem dén cho KH nhitng trdi
nghiém, 1¢i ich t6t nhit, quan tAm chd y dén
khdch hang nhiéu hon. Nhan vién ngin hang phdi
ludn chi dong ndm bit dugc sy khé khin ma KH

gip phdi, bi€t ling nghe gép ¥, xem xét phdn hdi
ctia KH véi st ton trong va khdch quan nhit. Ngan
hang ciing cin can tinh t& giti 15i chic mirng khi
dén cdc dip dit biét nhu 1€, t€t, sinh nhat,... cho
tng KH nhim ting sy tuong tdc, gdn bo giita
ngan hang va KH.

Ngoai ra, d€ niang cao chat lugng dich vu,
Ngan hang Nam A cin chd trong dén cdc gidi
phdp lién quan dén quy trinh va chinh sdch cho
vay KHCN, hoan thién cong tic dio tao va bdi
dudng nhan lyc, diu tu thém co s§ vat chit va
nang cao hi€u qua thu thap va x 1y thong tin m
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SOLUTIONS FOR IMPROVING
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ABSTRACT:

This study finds that there are four factors affecting the quality of personal loan service at Nam
A Commercial Joint Stock Bank - Dong Nai Branch. These factors are interest rate, service
capacity, responsiveness, and empathy. In which, the factor of interest rate has the strongest
impact. Based on the study’s findings, some solutions are proposed to improve the Nam A Bank -
Dong Nai Branch’s personal loan service.

Keywords: individual customer, improve the quality, solutions, Nam A Bank - Dong Nai
Branch.
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