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TOM TAT:

Niam 2023, tdc gid da ti€n hanh khdo sdt va thu thap dit liéu tir 150 khéch hang c4 nhan st dung
dich vu ngan hang sd tai cdc ngan hang thuong mai & TP. Nha Trang. K&t qud cho thdy, c6 5 y&u t&
chinh di tic dong dén sy hai long ctia khdch hang, d6 1a: sy tin cdy (TC), su cdi tién (CT), ning luc
phuc vu (NL), st dong cAm (DC) va phuong tién hitu hinh (PTHH). Nhitng thdng tin thu thap dudc
trong qua trong qu4 trinh nghién ctu chinh la nhitng s6 liéu quan trong gitp tic gia nghién cifu su

hon @€ c6 cin ¢t x4c dinh, phan tich cic nhan t& lam dnh hudng tdi sy hai long ctia khdch hang. Tir

do, tdc gid dé xuat mot s6 phuong 4n, gidi phdp nhim cdi thién mic do hai 1ong clia khiach hang

hon nita va gia tang tién ich, tao thuén Igi cho khach hang trong qua trinh st dung dich vu.

Tir khéa: cdc nhin td 4nh huéng, su hai 1ong, ngan hang s6, chit lugng dich vu ngan hang, TP.

Nha Trang.

1. Dit van dé

Su phat trién ctia cong nghé s6 di thic ddy qua
trinh chuyén ddi s6 trong nganh tai chinh - ngin
hang, gitip cic ngan hang thuong mai (NHTM) d6i
mdi dich vu, m& rong khach hang véi chi phi thap
va ning cao trai nghiém ngudi dung. Theo Ngan
hang Nha nu6c Viet Nam, 8 thing ddu nim 2024,
giao dich thanh todn khdng dung tién mit, ting
59,05% vé s6 lugng va 33,64% vé gia tri so véi
cung k¥ ndm 2023. Bang chad y, giao dich qua QR
Code ting hon 100% c4 vé s6 lugng 1An gid tri, s&
vu lira ddo giam 50% nhd Gng dung cong nghé xac
thuc sinh tric hoc.

Bén canh d6, nhiéu NHTM di Gng dung tri tué
nhan tao (AI) va hoc miy (Machine Learning)
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nhim c4 nhian héa dich vu, ning cao trdi nghiém
khdch hang. HDBank véi ting dung ngin hang so
Vikki da dugc vinh danh tai Better Choice Awards
2024. Tuy nhién, bén canh nhitng thanh tyu, cic
NHTM ciing d6i mit véi thach thiic vé an ninh
mang, bao mat thong tin va dap dng ky vong ngay
cang cao cua khach hang.

V& mit hoc thuit, cdc nghién citu trudc day chi
y&u tap trung vao 3 huéng: (1) yéu & 4nh hudng
dén y dinh st dung dich vu, (2) su hai long vé chat
lugng dich vy, va (3) dong luc phit trién ngan hang
s0. Cac mo hinh 1y thuyét nhuw E-SERQUAL va E-
SQ thudng dugc 4p dung, nhung y&u td "su cdi tién"
- mdt nhin t& quan trong - chua dudc khai thac day
dd. Nghién cttu nay nhim xé4c dinh cdc nhan td 4nh



QUAN TRI - QUAN LY

hudng dén sy hai long clia khdch hang c4 nhan d6i
véi dich vu ngan hang s tai TP. Nha Trang, tir d6
dé xuat gidi phdp nang cao chat lugng dich vu, t8i
wu héa trdi nghiém ngudi ding va hd tr¢ su phat
trién bén vitng dich vu ngan hang s6 cia NHTM.

2. Téng quan Iy luan va md hinh nghién citu

2.1. Ngan hang s6’

Ngan hang s6 (Digital Banking) 12 sy s6 héa
toan bd hoat dong va dich vu ctia ngdn hang
truyén thong, cho phép khiach hang thyc hién cic
giao dich tai chinh thong qua cdc nén ting dién ti
nhu ng dung di dong hodc website. Theo Chris
Skinner (2014), ngan hang s6 dya trén nén ting
cong nghé s6 lam cdt 16i. Sharma (2017) nhan
manh ngin hang s& khong chi 12 s& héa dich vu
ma con bao gdm Al blockchain, API va cdc cong
nghé tién tién.

Tai Viét Nam, Quyét dinh s& 488/QD-NHNN
da dinh huéng rat cu thé: “Ngin hang s6 12 mo
hinh hoat dong dua trén nén ting quy trinh cong
nghé d€ cung cap toan bo dich vu cho khdch hang
thong qua céc thiét bi s6 k&t ndi trén moi trudng
internet, mang vién thong di dong hodic chi nhdnh
tu phuc vu ™.

2.2. Su hai long dich vu ngan hang sé

Theo Bailey va cdng su (1983), su hai long cla
khéach hang c6 thé hiéu 1a tdng hoa giita cdm giac
va thdi do ctia ho d6i véi nhitng y&u t6 4nh huéng
dén viéc st dung sdn phim hoic dich vu. Sy hai
long khiach hang 1a thdi do hinh thanh tUr trai
nghiém thuc t&€ so véi ky vong (Fornell, 1992;
Oliver, 1999). Trong mdi trudng sd, Quan et al.
(2020) nhan manh, sy hai long dién tir c6 vai trd
quan trong trong viéc thiic diy 1ong trung thanh ctia
khéch hang. Céc y&u t6 4nh hudng gém tinh hitu
ich, dé stt dung, bdo mat va lién tuc cdi tién (Liao &
Cheung, 2008).

2.3. Chét lupng dich vu ngan hang sé’

Chat lugng dich vu 1a mitc d6 ddp tng ky vong
khéach hang (Asubonteng et al., 1996, Parasuraman
et al., 1988) thdong qua trdi nghiém thyc t&€ - Ly
thuyét ky vong, xac nhan (Hosain, 2012, Zeithaml
va Bitner, 2000). Tt cdc quan diém trén, chat luong
dich vu ngin hang s6 khong chi ddm bao tinh 6n
dinh, bAo mat ma con phai t&i vu trdi nghiém khach
hang, dap Gng nhu cau.

2.4. Cdc nghién citu trudc day

M6 hinh SERVQUAL ctia Parasuraman va cong
st (1988) do ludng chit lugng dich vu qua 5 yé&u to:
(1) phuong tién hitu hinh, (2) do tin ciy, (3) dip
ing, (4) ning lyc phuc vu, (5) su dong cam. Md
hinh nay dugc diéu chinh phit hgp véi dich vu ngan
hang s6 nhim danh gia trdi nghiém khach hang
toan dién.

Ngoai ra, Bahia & Nantel (2000) phat trién md
hinh BSQ (Banking Service Quality) gdm 6 thanh
phﬁn: (1) Nang lyc phuc vu hi€u qué (effectiveness
and assurance); (2) Ti€p can (access); (3) Gia ca
(price); (4) Phuong tién hitu hinh (tangibles); (5)
Danh muc dich vu (service portfolio); (6) Tin cay
(reliability) d€ do ludng chat lugng dich vu ngan
hang, gitp cai thién trdi nghiém khich hang va
hiéu qua hoat dong.

Francisco et al. (2013) chi ra kha niing ti€p can,
su tin tudng, tinh d€ st dung va tinh hitu ich c6 moi
quan hé tich cuc véi sy hai 1ong cia khach hang
ngan hang dién t&. Zouari & Abdelhedi (2021) xac
dinh 5 dic diém clia chat lugng dich vu: chat lugng
dich vu, su tu tin, sy tudn thii, s6 héa va k§ ning cla
con ngudi ¢6 dnh hudng tich cuc d&€n sy hai long
cta khach hang.

Raza va cdng sy (2020) 4p dung md hinh e-
SERVQUAL dé phan tich m&i quan hé giita chat
lugng dich vu ngin hang tric tuyén, sy hai long va
long trung thanh cta khach hang, cho thdy tit ca
cic y&u td déu c6 tdc dong tich cuc va c6 ¥ nghia.

Tai Viét Nam, Tran (2015) nghién cttu tai
Ngin hang TMCP A Chiu, Chi nhanh H5 Chi
Minh va k&t luan d tin cdy, kha ning phan hdi,
chat lugng dich vu, sy ddng cdm va tinh hitu hinh
4nh huéng d€n sy hai long, trong d6 tinh phdn hoi
c6 tac dong manh nhi't. Do (2019) nghién citu tai
Vietcombank - Chi nhdnh Can Thd, x4c dinh cédc
y&u t6 anh hudng gdm tinh hitu hinh, kh3 ning
phdn hdi, do tin ciy va ning lyc dich vu, dong
thdi dé xud't gidi phdp ning cao su hai 1ong cla
khach hang.

Nguyén (2020) 4p dung mo hinh e-SERVQUAL
tai TPBank, chi ra 6 yéu t0 tic dong dén sy hai
long, trong d6 do tin cay ¢6 4nh hudng manh nhat.

Pham (2023) khdo sit cic NHTM va két luan
nhan to sy tin cdy, su dip ng, ning luc phuc vu, sy
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ddng cAm va nhan t& phuong tién hitu hinh dnh
hudng dén sy hai 1ong clia khach hang d6i véi chat
lugng dich vu ngdn hang dién ti.

Phin 16n cdc nghién cifu trong va ngoai nudc
chii yéu st dung mdé hinh SERVQUAL va
SERVPERF @€ d4nh gia chit lugng dich vu ngin
hang dién tr. Nghién citu vé sy hai 1ong ctia khach
hang ddi véi ngan hang sd tai Viét Nam van con
han ché.

2.5. M6 hinh nghién citu

Téc gid dé xuit gid thuyét nghién cttu dua trén
md hinh do ludng chat lugng dich vu SERVQUAL
clia Parasuraman va cong su (1988) va nghién citu
cla Zeithaml & Bitner (2000), nhim x4c dinh céc
nhén t& quan trong c6 thé dnh huéng sy hai long
khach hang vé chat lugng dich vu ngin hang sd.
Cic gia thuyét bao gdm cic nhan t3: su tin cdy
(TC), su cai tién (CT), ning lyc phuc vu (NL), su
ddng cam (DC), phuong tién hitu hinh (PTHH) va
chi phi dich vu (CPDV).

Dua trén xu huéng phat trién sy ra doi cia cai
mdi s& thay th& nhitng céi cii, bi€n "Su cai tién"
dugc dua vao mo hinh d€ danh gid mic do hailong
clia khach hang d6i véi dich vu ngan hang s3. “Sy
cai ti€n” clia ngan hang nhu m& thé online, cap tin
dung online, bdo mat sinh tric hoc, rit tién bing
mi QR gép phan nang cao trdi nghiém khéch hang,
an tam hon khi giao dich. (Hinh 1)

Hinh 1: Mé hinh nghién ciu dé xudt

Sutin cay

Su caitién

SHL clia KH vé
chat lugng dich vu
NHS

Nang luc phuc vu }\
Su dong cam
Phuang tién hiiu hinh
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[
[
[
[
[
[

Nguén: Téng hop va dé xudt ciia tdc gid

Trong do:
Gi4 thuyét H1: Su tin cdy clia dich vu ngan hang
s0 tidc dong cling chiéu dén sy hai long cta khach
hang; qua kha ning cung cip dich vu chinh x4c,
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ding cam két, kip thdi (Parasuraman & ctg, 1985,
1988; Al-Dmour, 2005; Sulieman & Warda, 2017),
lién quan dén tinh an toan, bdo mat (Nguyén Hong
Quan, 2020; Pham Vin Hi€u, 2023).

Gi4 thuy€&t H2: Sy cdi ti€n clia dich vu ngan
hang so tdc dong cling chiéu d&n sy hai long cla
khach hang, (Parasuraman & ctg, 2005; Liao &
Cheung, 2008, Ho & Lin, 2010, Sakhaei & cOng
stf, 2013). Thé hién qua d6i mdi sdn phdm, dp
dung cong nghé hién dai, cd4 nhan héa dich vu, toi
uu giao dién phAn mém/web d€ ning cao trai
nghiém khdch hang gitp khach hang dé dang st
dung dich vu.

Gia thuyé&t H3: Ning luc phuc vu ctia dich vu
ngan hang s6 tic ddng cling chiéu dén sy hai long
cta khach hang (Nupur, 2010, Sakhaei & cOng sy,
2013; Pham Vin Hi€u, 2023); phan 4nh kh4 ning
thuc hién giao dich nhanh chéng, chinh xdc giip
khach hang yén tdm, hai long s& dung dich vu.

Gi4 thuyét H4: Sy dong cdm ciia nhin vién
ngin hang so tic dong cling chiéu d&n sy hai long
ctia khdch hang (Parasuraman & ctg, 1985; Nupur,
2010; Nguyén Hong Quan, 2020); thé hién qua
quan tim, chim séc khach hang, hi€u khiach hang
(Pham Vin Hi€u, 2023). Py 1a y&u t6 quan trong
gitip khdch hang danh gid chat lugng dich vu.

Gid thuy&t H5: Phuong tién hitu hinh cda dich
vu ngin hang s6 tic dong cling chiéu d&n sy hai
long ctia khdch hang. Bao gdm cd s§ vat chit,
cong cu va thi€t bi phuc vu dich vu ngan hang s6
(Parasuraman & ctg, 1985, 1988; Ho va Lin,
2010, Nguyén Héng Quin, 2020, Pham Vin
Hi€u, 2023).

Khich hang ddnh gid cao dich vu néu chi phi
hdp 1y (Polatoglu & Ekin, 2001; Kotler, 2017).

Gid thuy€&t H6: Chi phi dich vu ngan hang s&
tdc dong cuing chiéu dé&n sy hai long cla khich
hang. (Parasuraman & ctg, 1991; Rothwell &
Gardiner, 1984; Ankit, 2011; Nguyén HGng Quan,
2020). Chi phi gbm biéu phi, 1di suét, chinh sdch
vu dai, Anh hudng d€n quyét dinh sit dung dich vu
ctia khdach hang.

3. Phuong phap nghién ciu

Nghién cttu dinh tinh xay dung thang do nghién
citu; thi€t k& bang cau hdi dudc chuyén gia va cic
khach hang dang st dung dich vu ngan hang so tai
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cic NHTM trén dia ban TP. Nha Trang tham gia
phong van, thio luAn nhém. Viéc thio luan di dén
nhat tri gdm 7 nhan t6 v6i 28 bién quan sit, phan
tich dic diém cd ban ctia d6i tugng khio sat. Tat ca
cdc bi€n quan sit dugc do Iudng bing thang do
Likert 5 diém, vdi 1 - hoan toan khong ddng y d&n 5
-hoan toan déng y.

Nghién ctu dinh lugng dugc st dung dé danh
gid thang do nghién citu, phan tich mdc d6 énh
hudng cla cdc nhan td. Nghién cttu st dung phan
mém tin hoc tng dung SPSS dé phan tich s8 li¢u
tr k€t qua bang khio sdt, dinh gid thang do va do
tin cay ctia bi€n do ludng bing hé s6 Cronbach’s
Alpha va tai nhin t6 (Factor loading), ti€n hanh
phin tich nhin t6 kham phd (Exploratory Factor
Analysis - EFA) dé tim ra cdc y&u t§ dai dién cho
céc bi€n quan sit tdic dong d€n sy hai long clia
khach hang cd nhan. Midc d0 anh hudng dugc
phén tich biing phuong phdp hoi quy da bién.

4. K&t qua nghién cifu

4.1. Mo td méu

Phuong phédp 14y mau thuin tién (phi x4c suat)
dudgc st dung trong nghién cttu nay, ti€n hanh bing
phuong phap phdng van truc ti€p, glri email bang
khao sat danh cho cdc khdach hang cd nhan c6 st
dung dich vu ngan hang s6 tai cic NHTM trén dia
ban TP. Nha Trang. Téng cong 158 bang khio sit
da dugc gtii di, trong d6 c6 8 phi€u khong hop €.
Do d6, 150 bang khao sat da dugc st dung cho
nghién ctru.

4.2. Kiém dinh miic do tin c@y ciia thang do
nghién ciiu

K&t qui kiém dinh Cronbach’s Alpha céc bién
doc lap cho thdy TC4, PTHH3, CPDV3 c6
Corrected Item - Total Correlation < 0.3, do d6 bi€n
TC4, PTHH3, CPDV3 sé& loai bd trong thang do
bi&n TC, PTHH, CPDV. Tic gi4 chay lai kiém dinh
Cronbach’s Alpha két qud nhu Bang 1: 25 bién
quan sit dai dién cho 7 y&u td dat yéu cau.

4.3. Pdnh gid thang do bang phén tich nhdn to
khdm phd EFA

Qua két qua phan tich EFA, hé s6 KMO and
Bartlett’s Test clia thang do = 0.762 (c4c bién ddc
1ap), va = 0.680 (bién phu thudc) déu thda min yéu
ciu 0.5 < KMO < 1, Sig = 0.000 < 0.05 (cic bién
quan sit tuong quan vSi nhau trong tong thé).

Bdng 1. Két qud danh gié dé tin cay

cdc thang do
Bife’n do ludng Bigh Chisd
cuamo hinh . Cronbach’s
(Ky hiéu) quan sat Alpha
TC 4 0.932
CT 4 0.940
NL 4 0.938
DC 4 0.935
PTHH 3 0.915
CPDV 3 0.925
SHL 3 0.930

Nguébn: Két qud xit li tir dit lidu ciia
tdc gid nghién ciiu

Thong qua phuong phdp trich Principal
Components va phép quay Varimax: 22 bién quan
sat do ludng 6 yé&u td véi Mic Eigenvalue > 1, dat
do tin cAy c6 tdng phuong sai trich 85.46% > 50%;
bi€n phu thudc véi tdng phuong sai = 88.012 > 50%
-datyéucau.

4.4. Phén tich hoi quy

Sau khi phan tich EFA, tdc gid ti€n hanh phan
tich hdi quy. Tuy nhién, bi€n CPDV c¢6 Sig. = 0.885
> 0.05 nén ti€n hanh loai bi€n nay ra khéi mo hinh.
K&t qud chay lai mo hinh khi loai bd bién CPDV
dugc thé hién & Bang 2.

Phutong trinh hoi quy chudn héa (sau khi chay
héi quy lan 2):

SHL = 0.758*TC + 0.400*CT + 0.213*NL

+0.191*DC + 0.132PTHH

K&t qud cho thiy cdc bié€n déu tic dong tich
cuc dén sy hai long cla khach hang khi sit dung
dich vu ngan hang sd, c6 ¥ nghia thong ké (Gi4 tri
Sig. trong ki€m dinh t déu < 0,05) - phit hdp vdi ki
vong clia tac gid: TC c¢6 dnh hudng manh nha't (B =
0.758) d&€n SHL ctia khach hang, CT c6 tic dong
thtt hai (B = 0.400), NL (§ = 0.213) va DC (B =
0.191) c6 tdc dong trung binh, PTHH c6 tic dong
y&unhi't (B =0.132).

V& ki€ém dinh da cong tuyén, hé s6 phong dai
phuong sai VIF déu < 3 nén hién tugng da cdng
tuy€n khong bi vi pham.
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Bdng 2. K&t qud héi quy

o Hé s6 chua chuan hoa Hé s6 chudn hoa Gia Gia Da cdng tuyén
nente Beta | Sais&chusn Beta it Sig | pochapnhan | VIF
Hang s& 217 0.211 1.758 .081

TC 430 0.059 .758 24.715 .000 973 1.028

CT 223 0.044 400 12.833 .000 944 1.060

NL A7 0.042 213 6.860 .000 953 1.050

DC 108 0.042 191 6.281 .000 .988 1.012

PTHH .076 0.042 132 4.334 .000 .980 1.020
R2 hiéu chinh = 0.868; Durbin-Watson =2.032;  Sig.(kiém dinh t) <0.05; Bién phu thudc: SHL

5.Pé xuit giai phap va két luan

Su hai 1ong clia khdch hang ddi véi dich vu
ngin hang sd 12 y&u t6 cot 16i quyét dinh sy thanh
cdng va niang lyc canh tranh ciia cic NHTM trong
bdi cidnh chuyén ddi s6 manh mé hién nay. K&t
quéa nghién cdu gidp cic NHTM tai Nha Trang
hi€u 16 hon vé mic d6 hai long clia khach hang,
nhitng ky vong, ciing nhu nhitng y€u t6 tic dong
dé&n chat lugng dich vu ngan hang s6. Tir d6, cdc
ngin hang c6 thé xdy dung chi€n lugc cdi thién
dich vy, ning cao trai nghiém khach hang va gia
ting I¢i th€ canh tranh.

P& nang cao su hai long ctia khach hang d6i véi
dich vu ngan hang 8, cic NHTM tai Nha Trang c6
thé tap trung vio mot s gidi phap trong tim sau:

Tdng cuong su tin cdy ciia dich vu ngén hang so
(TC): Trién khai hé thong bao mit tién ti€n dua trén
cdng nghé dam miy, ddm bdo giao dich an toan;
cam k&t hoan tién trong 24 gid néu xay ra 16i hé
thong; ddng thdi ting cudng bdo mat cho cic giao
dich tai diém du lich d€ xAy dung niém tin véi khach
hang dia phuong va du khdch. Ngan hang cin cung
cAp thdng tin chi tié€t, rd rang va minh bach vé céic
dich vu, chi phi va diéu khodn st dung, nhim xay
dung niém tin va sy hai 1ong cho khach hang.

Cdi thi¢n chat liong dich vu va toc dj xit Iy giao
dich (CT): Piu tu nang cip hé thdng cong nghé, tdi
uu héa hiéu suit van hanh d€ ddm bao toc do xit 1y
giao dich nhanh chéng, han ché 16i k§ thuat, gidn
doan dich vu.
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Nang cao ndng luc phuc vu (NL): Tdng cudng
tinh bdo mat va an toan thong tin, Gng dung cong
nghé bdo mat tién ti€n nhu xac thyc sinh tric hoc,
mi héa dit liéu va Al phathién gian 1an d€ ddm bao
an toan giao dich, ning cao sy hai long va tin tudng
ctia khach hang.

Tdng cuong su dong cam (DC): Tinh gon quy
trinh giao dich, gidm budc xdc thuc dé ting toc do
Xt 1y. HY tr¢ da kénh linh hoat va minh bach thong
tin phi, 1ai sudt, tich hgp giao dich qua tng dung,
website va nén tdng phd bién tai Viét Nam nhu
Zalo gitip nang cao niém tin va sy hai long cia
khéach hang

Cdi thi¢n phuong ti¢n hitu hinh (PTHH): Ngan
hang cin ning cip ha tang k§ thuit s&, gia ting
diém giao dich, bdo tri ATM tai trung tim, du lich,
t6i wu giao dién tng dung theo dic trung dia
phuong; Phat trién hé sinh thdi dich vu tai chinh s&,
k&t ndi ngan hang sd vdi cdc nén ting thanh todn,
fintech, thuong mai dién tir minh bach thong tin dé
cai thién trdi nghiém, ting nhin dié€n thuong hiéu
va mitc dd hai long clia khiach hang d€ gia ting tién
ich, tao sy thuan 1gi cho khach hang trong qué trinh
st dung dich vu.

Bén canh d6, cic NHTM cin lién tuc cip
nhat xu huéng cong nghé va hanh vi tiéu diing dé
diéu chinh chi&n lugc phat trién dich vu ngin
hang s6 phd hgp, khdong ngling ning cao trai
nghiém khdch hiang nhim duy tri 1gi th€ canh
tranh bén vitng
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SOLUTIONS TO ENHANCE DIGITAL BANKING
SERVICE QUALITY AND CUSTOMER CONVENIENCE
OF COMMERCIAL BANKS IN NHA TRANG CITY

® LUONG THIKIMDUYEN
Lecturer, Faculty of Economics and Management,
Thai Binh Duong University

ABSTRACT:

In 2023, the author conducted a survey of 150 individual customers using digital banking
services at commercial banks in Nha Trang City to identify factors influencing customer
satisfaction. The analysis revealed five key determinants: trust (TC), innovation (CT), service
capacity (NL), empathy (DC), and tangible facilities (PTHH). These findings provide a valuable
foundation for further research into the drivers of customer satisfaction in the digital banking
sector. Based on the results, the study proposes a number of strategic recommendations aimed at
enhancing service quality, improving customer convenience, and fostering stronger satisfaction
among users of digital banking services.

Keywords: influencing factors, satisfaction, digital banking, banking service quality, Nha
Trang city.
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