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TOM TAT:

Bai viét nghién citu d4nh gid clia khdch hang vé cdc nhan t& 4nh hudng dé€n quyét dinh vay tiéu
diing tai cidc ngin hang thuong mai c8 phan. K&t qua cho thay, quyét dinh vay tiéu dung bi tic dong
tich cuic bdi 7 nhan td, bao gdm: thdi d6 din dé€n hanh vi, chuin chii quan, phuong tién hitu hinh,
kha ning d4p ng, chinh sich cho vay, thuong hiéu, chi phi va 13i sut. Tir k&t qua nghién citu, tic
gid dé xuit mot sd gidi phdp nhiim cii thién, ning cao chat lugng dich vu cho vay tiéu ding clia

ngan hang thuong mai c¢d phan.

Tu khéa: vay tiéu dung, khach hang ca nhan, ngan hang thuong mai.

1. Dit van dé

Cho vay tiéu dung doéng vai trd quan trong
trong hé thdng tai chinh ngan hang (Kumar, 2014;
Woodruff, 1997), khong chi ddp ng nhu cau tiéu
diing thi€t yéu cia ¢4 nhan, ma con thic ddy su
phdt trién kinh t&€ chung. Bing cdch cung cap
ngudn von thi€t y&u, cdc ngan hang tao diéu kién
cho ngudi dan thyc hién cdc dy 4n c4 nhan, nhu:
mua sim tai sdn, dau tuw vao gido duc hoic chi trd
cho cdc khodn chi phi y t€. Sdn phdm cho vay tiéu
dung gidp gia ting kh4 niing ti€p can tai chinh cho
nhitng ddi tugng c6 thu nhap han ché, tr d6 nang
cao mifc séng va cai thién chat lugng cudc song
(Authority, 2014). Pdng thdi, cho vay tiéu diung
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ciing d6ng gép vao sy 6n dinh kinh t& vi mo thong
qua viéc kich thich tiéu dung ndi dia, tao ra ciu
cho hang héa va dich vu (Nishi, 2012).

Do vay, bai vi€t nghién ctu “Pdnh gid cia
khdch hang vé cdc nhin td 4nh huéng dén quyét
dinh vay ti€u ding tai cdc ngdn hang thuong mai
¢8 phan” nhiim tim ra cdc nhan t& 4nh hudng dén
quyé€t dinh vay tiéu ding cla cdc khdch hang va
dé xuidt mot s6 gidi phap nhim thic diy hoat
déng cho vay tiéu diing clia ngdn hang thuong mai
hiéu qué hon nira.

2. Téng quan nghién ciu

Khdi niém: Hanh vi khach hang la nhitng hanh
vi cu thé clia mot cd nhian hay don vi khi thuc hién
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céc quyét dinh mua sdm, st dung va x ly thdi bd
sdn ph?fm hay dich vu (Kotler & Levy, 1969). Bén
canh d6, khach hang s&€ chon mua hang cla nhitng
doanh nghiép ma ho cho la c6 thé nhan dugc gid
tri cao nhat va gid tri vuot troi so v6i cdc doi tha.
Nhitng khach hang nay s€ lai mua hang va mua
nhiéu hon nita, déng thdi quiang cdo ho doanh
nghiép dé&n nhitng ngudi tiéu diing khdc. Vi vay,
dé thu hit va giit khach hang, doanh nghiép nén
nim vitng cdc yé&u to quyét dinh gid tri va sy thda
man cua khdach hang (Woodruff, 1997).

LYy thuyét sit dung: Mot trong nhitng 1y thuyé&t
nén tdng d€ nghién citu vé thai do clia ngudi tiéu
dung 1 thuy&t hanh dong hop Iy (TRA) (Fishbein
& Ajzen, 1977) va dugc hiéu chinh m§ rong theo
thoi gian giip dy dodn hanh vi khdach hang. Mo
hinh TRA cho thdy, xu huéng tiéu ding la yé&u to
du dodn t6t nhat vé hanh vi tiéu dung.

Mot s6 nghién cttu trude day:

- Nghién ctu ctia Nguyén Thi Hong (2020)
dugc thyc hién tr thdng 10/2019 dé€n théng
10/2020, nhiim x4c dinh cdc nhin t6 4nh hudng
dé&n kha ning ti€p can von tin dung chinh thic clia
172 hé Khmer nghéo ¢ 3 huyén Tra Cd, huyén
Cau Ngang va huyén Duyén Hai, tinh Tra Vinh.
K&t quéd nghién ciu cho thdy, c6 46,51% ho
Khmer nghéo dudc khido sit ti€p cAn ngudn von
tin dung tlr c4c t8 chiic tin dung tai dia ban nghién
cttu. Pdong thdi, nghién citu da chi ra 5 nhan t6 4nh
hudng dén kha niing ti€p can von tin dung chinh
thic ctia ho Khmer nghéo & tinh Tra Vinh 1a trinh
dd hoc van, so lao ddng, tham gia t6 chifc doan thé
& dia phuong, muc tiéu vay von va khodng cdch tir
ndi cu tri ctia hd dén td chifc tin dung gin day
nhi't. Trén cd s§ phin tich co s8, tic gid da dé xuat
mot s& chirc ning chinh sdch nhim ning cao kha
niing ti€p can tin dung chinh thic ciia hd gia dinh
Khmer § tinh Tra Vinh.

- TrAn Vin Hi€u (2021) nghién cttu “cdc nhin
t0 4nh hudng dén quyét dinh vay von clia khdch
hang c4d nhan tai ngdn hang TMCP Sai Gon - Ha
No6i - Phong Giao dich Xuyén Moc thong qua
khdo sdt 230 khiach hang vay von c4 nhan di va

dang vay von tai SHB Xuyén Moc tif thang 1/2021
dé&n hét thang 3/2021. K&t qud nghién ciu cho
thdy cdc nhan t6 dnh hudng dén quyét dinh vay
von clia khdch hang c4 nhan tai SHB Xuyén Mdc
1a: Hinh 4nh va danh ti€ng clia ngan hang; Gi4 ca;
Cha't lugng dich vu clia ngdn hang; Sy thuin tién;
Chinh sdch tin dung; A#nh huéng tif cic mdi quan
hé cua khach hang va Chinh sdch Marketing.

- Nguyén Minh Tan va Nguyén T4n Hung
(2023) nghién cttu “cdc nhan t& 4nh hudng dén
quyé&t dinh vay tiéu dung ctia khach hang cd4 nhian
tai TP. Can Tho” thong qua phdng van 350 khéich
hang cd nhan dang giao dich tai cdc ngdn hang
trén dia ban TP. Cin Tho. K&t qud nghién cttu cho
thdy, cdc nhan t6 nhu: Thuong hiéu ngin hang;
Nhén vién ngin hang; Chat lugng dich vu va Lai
sudt vay c6 moi tuong quan thuan chiéu d&€n quyét
dinh vay tiéu dung cta khdch hang tai thanh phd
Can Tho. Trong d6, thuong hiéu ngin hang 1a
nhin t6 tdic dong manh nhit d€n quyét dinh vay
tiéu dung ctia khach hang cd nhan.

3. Phuong phap nghién ciu

Pé dam bio tinh dai dién cho ¢ miu nén
chon kich thudc miu tdi thi€u 13 n = 190. Chon
mau bing phuong phdp thuin tién. Bing ciu hdi
khdo sat dugc 1ap dua trén thang do Likert gom 5
di€m, thay ddi tir 1 (hoan toan khong ddng ¥) dé€n
5 (hoan toan ddng ¥). T4c gid st dung phAn mém
SPSS 20.0 d€ phan tich dit liéu: Thong ké md t3
tan so; thong ké mo ta trung binh d€ ddnh gid cic
nhan t6 4nh hudng dén quyét dinh vay tiéu dliing
ctia khdach hang tai cdc ngdn hang thuong mai
c6 phan.

4. K&t qua nghién ciu

Bai nghién citu dugc thyc hién khdo siat 203
khdch hang c6 vay tiéu dung, trong d6 c¢6 13 miu
khong dat chat lugng. Do d6, s6 Iugng phi€u khio
sdt dugc thu hdi 1a 190 phi€u, s& lugng miu thu
hdi ¢6 kich thudc 16n hon va dat yéu cau so vé6i sd
lugng mau t8i thi€u duge dua ra nén dif liéu dua
vao phan tich 1a 190 quan sit.

Thong tin thong ké sau khi x{& 1y dit liéu c6
dugc nhutai Bang 1.
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Bdng 1. M6 & méau

gia dinh, s8 tién vay dugi 300 triéu

Tanss ddng va thdi han dudi 1 nim chi€m
P 10 °
Mau n =190 xuéithign Tylé (%) da s6.
K&t qué tai Bang 2 cho thdy tron
Nam 60 316 o dua el BARS S oo Ty Hons
Gidi tinh sO0 190 dap vién, c6 48 dap vién lya
NG 130 68,4 chon ngudn thong tin biét d€n ngin
18-24 74 38,9 hang thdng qua td roi ti€p thi, c6 128
25-40 83 43.7 dap vién bi€t dén thong qua gidi
Do tudi i N NP N A
. 41.55 21 1A th1¢}1} to ngudi t\han, ' dong nghiép
(chiém 32,8%), con lai 168 lua chon
— 12 28 dugc bi€t d&n tir website ngin hang,
Trung hoc phd thong 38 20,0 mang xa hoi, tap chi, bdo chi va
Trinh 6 Cao d3ng, Dai hoc 134 70,5 khac. Trong s6 128 ddp vién chon
hoc van Trén Dai hoc 10 53 gifi thi€u tU ngudi than, dong
- nghiép, s& c6 nhitng ngudi ndm trong
Khac 8 42 e a oA R
74 dap vién chon mang xa hdi. Tong
Cong chic, vién chic 26 13,7 s lua chon 1a 344. Ty 1& phin trim
Nghé Coéng nhan, nhan vién 64 33,7 s6 lya chon mot ddp 4n so véi cd
nghiép Kinh doanh ty do 36 18.9 mau (Percent of Cases), ¢6 190 ddp
Khac 64 337 vién, tr.o,n‘g d.oA ty 1\@ cao \n‘hatAla solu’a
— chon gidi thiéu tr ngudi than, dong
<5 triéu dong 60 31,6 nghiép chi€m 67,4%.
Thu nha 5-10 triéu dong 72 37,9 K&t qua tai Bang 3 cho thdy trong
* Trén 10-15 triéu déng 32 16,8 s6 190 ddp vién, c6 66 dip vién trd
Trén 15 triéu déng 26 13.7 lbi,vay d€ mua sim trang thiét b, n(f)i
— that gia dinh; c6 82 ddp vién vay dé
Dudi 1 nam 135 71,1 A ea s P -
Thoi gian chi tiéu, tiéu dung c4d nhan (chi€ém
vay Tu1-2nam 47 24,7 30,4%); con lai 122 lya chon vay dé
>2nam 8 4,2 stra chita, xdy mdi nha; sta chita,
<300 triéu déng 122 64,2 mua md&i phuong tién di lai va khéc.
Afl 2 2 *A A h LN
S5 tién Ti1300-500 triéu 34 17,9 S0 lugng 82 ddp vién vay dé chi tieu,
ti€u dung cd nhan s€ cé nhitng ngudi
va iéu-11v do N . ;
y > 500 triéu-1ty dong 26 137 nam trong 66 dip vién vay d€é mua
> 11ty déng 8 4,2 sdm trang thi€t bi, ndi that gia dinh.

Nguédn: Trich xudt tic SPSS

K&t qud tai Bdng 1 cho thdy ddp vién thudc
gidi tinh ni chi€m 68,4%, do tudi tir 25-40, trinh
do cao dflng, dai hoc véi thu nhdp 5-10 triéu
ddng/thang chi€m da s6. Phan 16n c6 thé 1a nhitng
ngudi phu nit & d6 tudi trung nién, do tudi & giai
doan sau k&t hon, phan 16n chim lo cudc song gia
dinh, chi tiéu hoidc mua sim céc trang thi€t bi cho
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Téng s6 lwa chon 1a 270. Ty 1é phan
trim s6 Iwa chon mot ddp 4n so v6i
¢ miu (Percent of Cases) cao nhat 12 s6 lya vay
d€ chi tiéu, tiéu ding c4 nhan v6i43,4%.

Thué6c do Likert ¢6 5 c6 mitc do, thAp nhatla 1
va caonhitla 5. Dya trén Bing 4, gi4 tri thAp nhat
la 1,67, gi4 tri trung binh clia tit ci cdc bi€n doc
1ap déu 16n hon 3 va hau nhu nim & ngudng 4 nén
su ddng y vdi cdc bi€n quan sit tir khach hang 1a
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BAng 2. Mé t& ngudn thdng tin dugc khach hang ti€p nhdn

Mau n =190 N Percent (%) Percent of Cases (%)

Ta rai tiép thy 48 14,0 25,3
Gidi thiéu tu ngudi than, déng nghiép 128 37,2 67,4
Website ngan hang 58 16,9 30,5
Mang xa hoi 74 21,5 38,9
Tap chi, bao chi 18 52 9,5

Khac 18 52 9,5

Téng 344 100 181,1

Bdng 3. Mé t& muc dich vay cGia khdch hdng

Nguén: Trich xudt tit SPSS

Maun =190 N Percent (%) Percent of Cases (%)
Mua sam trang thiét by, noi that gia dinh 66 244 34,9
Sia chiia, xay méi nha 65 241 34,4
Stia chiia, mua méi phuong tién di lai 47 17,4 249
Chitiéu, tiéu dung ca nhan 82 30,4 43,4
Khac 10 3,7 53
Tong 270 100 142,9

khd cao. Gi4 tri cia CQ (Chuin chii quan) 13 cao
nhat véi mic trung binh 4,27, cho thdy cdc y&u to
tlf nhitng ngudi xung quanh c6 tic dong rat16n 1én
quyét dinh vay ctia khdch hang. Nhin chung, két

Bdng 4. Théng ké mé td nhén 16 dnh hudng

Nguédn: Trich xudt tic SPSS

qua nay cho thdy cdc ngan hang thuong mai quén
ly va thuc hién cho vay tiéu dung kha t5t khi
khdch hang déu cdm thay tuong ddi c6 sy hai long
khi vay tai cdc ngan hang thuong mai cS phan.

(N=190) Nho nhat Lén nhat Trung binh Do léch chuan
D 1,67 4,67 3,79 0,77
cQ 2,33 5,00 4,27 0,69
DU 2,67 5,00 4,01 0,51
PT 2,00 5,00 3,99 0,74
CS 1,00 5,00 3,35 0,82
TH 2,67 5,00 413 0,54
CP 2,00 5,00 3,78 0,67
Valid N

Nguon: Trich xudt tir SPSS
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5. K&t luan va khuyé&n nghi

Sau khi dd xdy dung thang do va md hinh
nghién cttu c¢6 thé két ludn quyét dinh vay tiéu
dung cta khach hang s€ chiu sy anh hudng cta 7
nhin td dé xuit trong md hinh, bao gom: Thdi do
din d&n hanh vi (TD), Chuén chii quan (CQ), Kha
ndng ddp dng (DU); Phuong ti€n hitu hinh (PT);
Chinh sdch cho vay (CS); Thuong hi¢u (TH); Chi
phi va 1di sudt (CP). Cdc ngin hang c6 thé sit dung
k&t qua nghién ctru nay dé€ dua ra chién luge nhim
ting khé ning cho vay ti€u diung clia khdach hang
G cdc khu vuc khdc nhau. Ngoai ra, nghién ctu
nay la mdt tham khdo hitu ich cho cdc nha nghién
cttu khdc, nhitng ngudi mudn thuc hién nhiéu
nghién cttu hon vé cdc nhan t& 4nh hudng quyét
dinh vay ti€u dung.

Tur k&t qua nghién ciu, tic gid dé xudt mot s§
khuyé&n nghi nhiim thiic ddy hoat dong cho vay tiéu
duing cia ngan hang thuong mai hiéu qua hon nira:

Thit nhadt, 361 v6i nhan to thdi dd dAn dén hanh
vi, ngdn hang cAn ting cudng va ning cao hé
thdng bdo mat thdng tin cho khach hang, ddm bio
cho khdch hang cdm thdy that sy an tim khi vay
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von, dong thdi 4p dung nhitng chinh sdch wu dii
trong viéc cung cAp san phadm dich vu cho tirng d6i
tugng khach hang nhiim giit thdi do tich cuc vé sy
lya chon clia khach hang ddi v6i ngan hang.

Thit hai, d5i v6i nhan t& chudn chd quan, ngin
hang nén c6 nhitng chinh sich wu dai déi véi
nhitng khach hang gidi thi€u thém nhitng khach
hang khédc vay tai ngdn hang. Ngan hang cin xay
dung va phat trién d6i ngii can bd nhan vién
chuyén nghiép, tan tim v§i khach hang, chim séc
chu ddo va phét trién mdi quan hé than thi€t véi
khach hang nhim tao moi quan hé gdn bo, thong
qua d6 khach hang s€ c6 sy hai long va s€ gidi
thiéu cdc dich vu ctia ngan hang dén véi nhiéu
ngudi than.

Thit ba, d5i v6i kh3 ning d4p tng thi yéu cau
cdc ngan hang phai da dang héa cic san phim va
hinh thitc cho vay tiéu ding, khdng ngitng nd luc
céi thién chat lugng dich vu t6t hon nita nhu ning
cAp tién ich sdn pham, cung cip thdng tin kip thdi
va nhanh chéng t6i khach hang, ning cao chit
lugng dich vu, dua dich vu cho vay tiéu ding dén
gin véikhdach hang m
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ABSTRACT:

This study investigates customer evaluations of factors influencing consumer loan decisions
at joint stock commercial banks. The research findings indicate that consumer loan decisions
are positively influenced by seven key factors: behavioral attitudes, subjective norms, tangible
resources, service responsiveness, lending policies, brand reputation, and costs and interest
rates. Based on these findings, the study proposes a set of practical solutions aimed at
improving and enhancing the quality and competitiveness of consumer lending services
offered by joint stock commercial banks.

Keywords: consumer loans, personal customers, commercial banks.
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