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TOM TAT:

Nghién cttu nhim x4c dinh va phan tich cdc nhan t6 4nh hudng d&n sy hai long ctia khdch hang
vé chit lugng dich vu ngin hang dién tif ¢ng dung tri tué nhin tao. Nghién cttu st dung kinh t&
lugng d€ phan tich tap dit liéu thu thap truc tiép tir 700 khach hang dang st dung dich vu ngan
hang dién tr tng dung tri tué nhan tao. K&t qué cho thay c6 6 nhan t6 gom: Sy tin cay, Su ddp dng,
Su dong cadm, Ning Iyc phuc vu, Kh3 ning ti€p cin va Phuong tién hitu hinh c6 4nh hudng d&n su
hai Iong ctia khdch hang vé chat lugng dich vu ngan hang dién tif (ing dung tri tué nhin tao.

Tu khoéa: dich vu ngan hang, tri tué nhan tao, ngdn hang thuong mai, ngdn hang dién t, su hai

long, khdch hang, 4nh huéng, nhan to.

1. Dat van dé

Hién nay, midc dd canh tranh giita cdc ngin
hang trong dich vu ngan hang dién t& ngay cang
gay git, viéc st dung tri tué nhan tao trong cdc
dich vu ngin hang dién tif di mang lai nhiéu lgi
ich didng k& cho cdc ngin hang, giip cdi thién
hiéu quéd van hanh, ning cao chat lugng dich vu
va tao ra trdi nghiém ngudi dung tot hon. Vi vay,
dé nang cao chat lugng dich vu ngan hang dién ti
nhim gidm chi phi va ting I¢i nhuin thong qua
viéc cdt gidm chi phi do viéc gidm dugc s6 lugng
nhan vién, chi nhdnh, phong giao dich... cic ngdn
hang ngay cang dau tu, quan tim nhiéu hon trong
viéc ing dung tri tu¢ nhan tao.
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Nghién cttu nhim xdc dinh cdc nhin t6 dnh
hudng truc ti€p d&€n sy hai long clia khdch hang vé
chat lugng dich vu ngan hang dién t& dng dung tri
tué nhan tao. Khi mitc do hailong ctia khach hang
cang cao, khd ning st dung dich vu ngdn hang
thudng xuyén hon, khdm phd va st dung cdc tinh
ning mdi clia ngdn hang, gidi thiéu cho ngudi
khdc st dung dich vu clia ngan hang, c6 nhitng
ddnh gid phan hdi tich cuc, tir d6 gia ting thuong
hiéu ngidn hang va chinh khdch hang trd thanh
kénh thong tin phdn hdi nhitng mit con y&u kém
gidp ngin hang phat hién, cai ti€n dich vu.

2. M4 hinh nghién citu dé xuat

Thyc t&€ hién nay c6 nhiéu nghién cttu tim hiéu
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vé sur hai long cla khdch hang d6i véi chat lugng
dich vu trong cdc linh vyc, nhu: du lich, ban hang,
vién thong, bdo hi€m, van tdi, ngin hang,
logistics,... Trong linh vuc ngan hiang, cé nhiéu
cong trinh nghién ctu sy hai long cia khach hang
vé dich vu ngin hang thuong mai (NHTM) dién
tr. Pon ¢t nhu cdc cong trinh nghién citu qudc t&
ctia Cronin va Taylor (1992), Parasuraman va
cong su (2005); Spreng va Taylor (1996);
Zeithalm va Bitner (2000); Lassar va CTG
(2000). Cac codng trinh nghién ctu trong nudc
cia: Nguyén Huy Phong, Pham Ngoc Thiy
(2007), Nguyén Hong Quan (2020), Huynh Trang
Tric, PO Vin Ly (2023). Céc cong trinh ndy tap
trung vao viéc xdy dung cidc md hinh nhu
ERVQUAL, SERVPERF, EBAM, EUCS, TRA,
TPB, TAM, TAM2, IDT, UTAUT d€ danh gid su
hai 1ong cta khdch hang vé dich vu ngin hang
dién t& tai cic NHTM. Tai nghién ctu nay, tdc
gid st dung md hinh SERVQUAL cila
Parasuraman vd@i su hi€u chinh cda tdc gid thém
mdt nhan t6 “Kha ning ti€p can” dé phan 4dnh
chinh xdc hon sy hai long cda khdch hang vé chat
lugng dich vu ngdn hang dién t& G¢ng dung tri tué
nhintao taicic NHTM.
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Nguén: Dya theo moé hinh SERVQUAL
ciia Parasuraman va cong su (2005) va
hi¢u chinh cia tdc gida

Nhu vdy, mo6 hinh nghién citu dé xuit bao gdm
6 y€u t6: Su tin cay (TC), Su dap &ng (DU), Su
ddng cam (DC), Ning luyc phuc vu (NL), Khd ning
ti€p can (TCN) va Phuong tién hitu hinh (HH) 4nh
huéng dén sy hai long ctia khach hang (HL).

3. Phuong phap nghién citu

3.1. Phuong phdp nghién citu dinh tinh

Tac gid ti€p can nhitng nghién cifu trong va
ngoai nudc d€ xac dinh cic y&u to lién quan dén doi
tugng can nghién ctu, sau d6 ti€n hanh phuong
phép thio luAn nhém, xin ¥ ki€n chuyén gia dé xay
dung thang do va bang hoi.

3.2. Phuong phdp nghién ctiu dinh luong

Dt liéu thu thip dugc thdng qua bang hdi duge
tac gid phan tich thong k& mo ta, ki€m dinh do tin
cdy Cronbach’s alpha, phan tich nhan t6 khim ph4
EFA va st dung phuong phap hdi quy boi d€ phan
tich mo hinh va céc gid thuyét thong qua phAn mém
SPSS.26.0.

4. K&t qua nghién ciu

4.1. Phén tich hé so'tin cdy Cronbach’s Alpha

P& phan tich d tin ciy cho thang do cic nhan td,
tac gid st dung s& Cronbach's Alpha. K&t qua ki€ém
dinh thang do cho thiy, hé s6 tuong quan bién tdng
clia tit cA cdc bi€n quan sit v6i nhan t6 ma céc bién
d6 bi€u dién déu 16n hon 0.3, diéu d6 cho thdy khong
6 bién quan st ndo 12 bi loai bd va thang do 1a phit
hgp, ¢6 d0 tin ciy cho phan tich EFA. (Bang 1)

4.2. Phén tich nhén t6’khdm pha EFA

K&t qué phan tich cho thay, hé s6 KMO ciia cic
bién doc 1ap 1a 0.947 va clia bién phu thudc 1a
0.879, cho thdy két qua phén tich nhan t& d€ nhém
cdc bi€n lai v6i nhau 12 ddm bdo dd tin cay. Pong
thoi, két qua kiém dinh cho Sig = 0.000 <0.05 nén
giifa cdc bi€n trong tdng thé c6 mdi tuong quan véi
nhau. VAy, phan tich nhan t6 khim phd EFA 1a ¢6 §
nghia. (Bang 2)

K&t qua phan tich cho thdy, hé s6 Eigenvalues
tong ctia nhan td thi sdu biing 1.384>1, khing dinh
c6 6 nhan t§ dudc rit ra tir phan tich; hé s6 tong
phuong sai trich ctia 06 nhan t& bing 70.603 thé
hién su bién thién clia cdc nhan td dudc dua ra tir
phén tich c¢6 thé gidi thich dudc 70.603%% su bién
thién clia dit liéu khdo sat ban dau. Gi4 tri phuong
sai trich 16n hon 50%, do d6 ciing ddm bdo dugc
yéu cAu phén tich. (Bing 3)
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BAng 1. K&t qud phén tich dé tin cdy Cronbach’s Alpha

ltemn Scale Mean Scale Variance Corrected ltem-Total Cronbach's Cronbach's Alpha
if tem Deleted if tem Deleted Correlation Alpha if tem Deleted

TC .924

TC1 32.53 22.682 0.722 0.915
TC2 326 22.691 0.752 0.914
TC3 327 22.084 0.766 0.913
TC4 32.66 22.014 0.753 0.913
TC5 32.78 22.047 0.723 0.916
TC6 32.84 21.897 0.649 0.922
TC7 32.56 22.692 0.802 0.911
TC8 32.46 22.764 0.707 0.916
TC9 3245 23.008 0.705 0.917
DU .864

DU1 16.46 6.039 0.725 0.826
DU2 16.31 6.358 0.666 0.841
DU3 16.37 6.131 0.771 0.818
DU4 16.69 5.39 0.638 0.86
DU5 16.44 6.123 0.683 0.836
DC 0.911

DC1 16.50 6.339 .783 .889
DC2 16.48 6.247 .829 .880
DC3 16.46 6.341 762 .894
DC4 16.55 6.105 725 .903
DC5 16.50 6.225 782 .889
NL .894

NL1 12.02 4.368 737 874
NL2 12.09 4.145 74 .860
NL3 12.20 3.827 799 .850
NL4 12.28 3.825 762 .866
TCN 0.925

TCN1 2047 9.658 0.778 0.912
TCN2 20.24 10.568 0.722 0.919
TCN3 20.32 9.905 0.822 0.906
TCN4 20.31 10.129 0.812 0.907
TCN5 2043 9.634 0.801 0.909
TCN6 20.3 10.198 0.772 0.912
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ltem Scale Mean Scale Variance Corrected ltem-Total Cronbach's Cronbach's Alpha
if ltem Deleted if tem Deleted Correlation Alpha if ltem Deleted

HH .902

HH1 16.24 6.512 747 883
HH2 16.34 6.196 759 .880
HH3 16.29 6.256 793 873
HH4 16.43 5.965 732 .889
HH5 16.25 6.525 767 879
HL .851

HL1 8.31 1.515 .668 .840
HL2 8.27 1.420 747 .766
HL3 8.29 1.373 748 .765

Bdng 2. KMO and Bartlett's Test

Kaiser-Meyer-Olkin Measure 947
of Sampling Adequacy. )
Approx. Chi-Square 15567.450
Bartlett's Test
of Sphericity of 561
Sig. .000

K&t qua phan tich bing ma trin xoay cho thy,
cdc bi€n quan sit dugc hodi tu 6 nhan t6 va cic
bi€n quan sit trén déu c6 hé s tdi nhan t6 16n hon
0.5 ddm bao tiéu chudn, khong cé bi€n quan sit
ndo c6 hé s6 nim & hai nhém c6 su chénh léch

Nguébn: Tong hop két qud phan tich dit lidu

<0.3. Do d6, khong phdi loai bd bié€n quan sdt nao
trong phan tich.

Nhu vay, két qua phan tich nhan t6 khdm pha
véi cdc bi€n quan sit khdo sit sy hai long cia
khich hang vé chat lugng dich vu ngin hang dién
tir tng dung tri tué nhan tao tai cic NHTM Viét
Nam cho k&t qua t6t, cdc nhan t6 c6 dd tin cay cao,
céc bi€n quan sit c6 sy hdi tu 6 nhan t8, cic nhan t&
dam bdo dugc kha niang dai dién cho dir liéu khao
satban dau.

4.3. Két qua phan tich hoi quy da bién

Qua dit liéu Bang 4 cho thdy gid tri R? hiéu
chinh (Adjusted R Square) = 0.753 cho thiy cic
bi&n ddc 1ap dua vao phin tich hdi quy 4nh hudng

Bdng 3. K&t qud phén tich nhan t6 khdm phé (EFA)

ltem 1 2 3 4 5 6
TC2 782
TC3 .758
TC4 .740
TC7 734
TC1 729
TC5 .705
TC8 673
TC6 667
TC9 .661

$6 7 - Thang 3/2025 309



TAP CHi CONG THUONG

ltem

TCN5 819

TCN3 .808

TCN4 .801

TCN6 797

TCN1 .760

TCN2 725

DC2

817

DC1

787

DC3

.759

DC5

725

DC4

675

HH3

.829

HH5

818

HH2

811

HH1

.801

HH4

778

DU3

q73

DU5

738

DU1

.720

Du2

.705

Du4

695

NL3

175

NL4

.755

NL2

.735

NL1

.658

75.3% sy bi€n thién clia bi€n phu thudc, con lai
24.7% l1a do cdc bi€n ngoai mo hinh va sai s6 ngiu
nhién. Ngoai ra, gid tri Durbin-Watson =1.851
nim trong khodng 1 dén 3 thi khong vi pham gia
dinh ty twong quan chudi bac nhit, cho thdy két
qud nay phu hgp.

Qua Bang 5 ta thdy Hé s6 F = 320.359, SIG =
0.000 < 0.05 trong kiém dinh ANOVA cho thdy do
tin cdy trong k&t qua phan tich hdi quy 12 ddm bao
vdi sai s& thap.
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Nguodn: Két qud phan tich dit li¢u

Tur két qua trén (Bang 6) ta c6 phuong trinh hoi
quy sau:
HL = 0.259TC + 0.113DU
+0.191DC + 0.126NL + 0.212TCN
+0.173HH + e
5.Kétluan
Nhin vao phuong trinh hdi quy ta thdy trong 6
nhan & Sy tin cay, Su dép ng, Sy ddong cdm, Ning
luc phuc vu, Khd niing ti€p can va Phuong tién hitu
hinh, y&€u t6 4nh hudng nhi¢u nhat dén sy hai long
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Bdng 4. Model Summary®

Model R R Square

Adjusted R Square

Std. Error of the Estimate Durbin-Watson

1 .8692 .755 .753

28732 1.851

a. Predictors: (Constant), HH, DC, TCN, DU, TC, NL

b. Dependent Variable: HL

Nguédn: Két qud phan tich dit liéu

BAng 5. ANOVA®

Model Sum of Squares df Mean Square F Sig.

Regression 158.677 6 26.446 320.359 .000b
1 | Residual 51.430 623 .083

Total 210.107 629

a. Dependent Variable: HL

b. Predictors: (Constant), HH, DC, TCN, DU, TC, NL

Ngudn: Két qud phan tich dit liéu

Bdng 6. Coefficients

e U'gi?:;:::;ed Séaor::;cric:rz‘tesd ) Sig. Collinearity Statistics
B Std. Error Beta Tolerance VIF
(Constant) -.248 103 -2.409 .016
TC 259 .027 264 9.539 .000 511 1.956
DU 113 .025 118 4513 .000 571 1.750
1 DC 191 .025 204 7.495 .000 529 1.889
NL 126 .024 144 5.181 .000 .509 1.963
TCN 212 .024 231 9.022 .000 .600 1.667
HH A73 .021 185 8.123 .000 754 1.327

ctia khach hang vé chat lugng dich vu NHTM dién
td tng dung tri tué nhan tao tai cic NHTM Viét
Nam 12 Sy tin cdy va tit ci cdc yéu td con lai déu
tdc dong duong d&€n su hailong nay.

6. Mot sé dé xuat

Thit nhdt, hAm y vé& quén tri nhin t& Sy tin ciy:
Qua nghién cttu cho thdy Su tin cay (TC) c6 tic
dong cuing chiéu va 4nh hudng manh nhit dén su
hai long cia khach hang khi st dung céc dich vu
thuong mai dién tir 4p dung tri tué nhéin tao tai cac
NHTM. Do vay, d€ thu hiit dugc nhiéu khich hang

Nguédn: Két qud phan tich dit liéu

st dung dich vu ngdn hang dién t& ciia minh, cédc
ngan hiang cin chi trong d&n cic y&u t& nhu chinh
sach bdo mat, tinh chinh x4c khi giao dich, quyén
riéng tu ctia khach hang, khd nidng can thiép cua
con ngudi, khd nang céi thién cta tri tué nhan tao,
tinh lién tuc va 6n dinh ciing nhu chat lugng dit liéu
dau vao, chinh sich phdp ly va tuin thi quy dinh
clia phdp luat, ling nghe dinh gid phan hdi clia
khach hang trong qué trinh khach hang st dung
dich vu @€ ting niém tin vi tao cdm gidc an toan
cho khach hang.
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Thit hai, ham ¥ v& quan tri khd ning ti€p cin cla
khich hang c6 tic dong cling chiéu d&n su hai long
ctia khach hang khi s dung céc dich vu thuong mai
dién tng dung tri tué¢ nhin tao tai cic NHTM. bé
lam dugc diéu d6, cic NHTM cin ting tinh khd
dung ctia dich vu trén cdc nén ting va thiét bi, ning
cao trdi nghiém cda khdch hang, hd trg vé mit
ngdn ngt cling nhu thdi gian hoat ddng ctia dich vu
& moi lic, moi ndi va moi thdi diém. Viéc ddm bao
chat lugng k&t ndi mang va kha ning dap tng véi
nhitng khach hang cé nhu ciu dic biét (khuyét tat,
khi€m thi, nhitng ngudi khong thudng xuyén si
dung cdng nghé..) 12 mdt trong nhitng yéu td cic
NHTM can dic biét quan tim khi quan tri kha niang
ti€p can cta khach hang.

Thit ba, ham y vé qudn tri Sy dong cdm tdc
dong cuing chiéu dé&n sy hai long cia khach hang.
Chinh vi 1& d6, viéc ting kha ning giao ti€p tu
nhién, chat lugng khi gidi quyét cdc van dé cdm
xtic, ling nghe y ki€n va phdn hoi cia khdch hang
khi giao dich cdac dich vy s dung cdc dich vu
thuong mai dién t ¢ng dung tri tué¢ nhin tao can
phéi dugc cdc ngin hang dic biét quan tAim. B4i
d6 chinh 1a cin ctt @& cic NHTM cai thién, ning
cao chat lugng dich vu. Bén canh d6, cAn phii tao
ra dugc s ddng nhi't trong trai nghiém dich vu ddi
véi cdc khdch hang va ciing cAn phai c6 hd trg cia
con ngudi khi can thi€t @€ cai thién, khic phuc
nhitng yéu kém ma tri tué nhin tao gip phdi va
chua dugc gidi quyét triét dé.

Thit tu, ham ¥ vé& quan tri Phuong tién hitu hinh:
Phuong tién hitu hinh c6 tic dong cling chiéu dén
su hai long clia khach hang. Khi cdc nén ting k¥
thuat, cdc tinh ning va cong cu dé dang st dung,
cdc ngan hang thudng xuyén cip nhat, bdo tri hé
thong ciing nhu khé ning ty chinh va c4 nhan héa
dugc céi thién, nang cao thi su hai long ctia khach

TAILIEU THAM KHAO:

hang vé chat lugng dich vu cang cao. Chinh vi thé,
cong tic dau tu vé& cong nghé, ky thuat, co s& ha
tAng trong cic NHTM la mot trong nhitng yéu cau
bit budc d& ning cao ning lyc canh tranh trong
nganh, cling nhu ning cao sy hai long cia khich
hang vé chit lugng dich vu ngan hang.

Thit ndm, ham y vé quan tri Ning lyc phuc vu:
K&t qué phan tich cho thdy, Ning lyc phuc vu cé
tic dong cling chiéu vdi sy hai 1ong ciia khich
hang. Khi Ndng luc phuc vu dugc nadng cao thi sy
hai 1ong cta khdch hang cang 16n. € lam dugc
diéu d6, cdc NHTM cin ting cudng hd trd va gidi
quyét cdc van dé cla khach hang hién dang cin
hd trg, can nim bit chinh x4c cdc yéu cau cla
khdch hang d€ dua ra cdc hinh thitc hd trg cho phit
hgp. Pic biét, NHTM cin xdy dung cdc phuong
4n, nén tang ot d€ xt 1y nhitng giao dich 16n khi
khach hang st dung dich vu, trdnh tinh trang 16i
khi st dung lam cho khich hang mat niém tin.
Nang cao tinh linh hoat trong gidi quyét su ¢d va
khi€u nai ctia khiach hang thi cic NHTM cin xay
dung mot hé thdng theo ddi va quan 1y khi€u nai
dé tat cd cdc khi€u nai dugc xtt 1y kip thdi va ding
quy trinh. Cdc ngin hang ciing c¢6 thé 4p dung
phan tich dit liéu d€ nhin dién cdc van dé phd
bi€n va cdi ti€n dich vu.

Thit sdu, ham ¥ vé& quén tri Sy ddp tng: Qua
phan tich thi'y Sy dip ting c6 tdc dong cling chiéu
v6i sy hai 1ong ctia khiach hang. Nhu vay, dé nang
cao Sy ddp tng doi v6i cac dich vu NHTM dién tir
c6 st dung Al, cdc ngan hang cin phii ting su
tuong thich dich vu clia minh véi cdc nén tdng khic
dé gia ting co hoi cho ngudi sit dung dich vu. Pong
thdi, chat lugng giao dién dudc cdi ti€n thudng
xuyén, khd ning tw dong héa, toc do phan hdi clia
hé thong ludn dugc cai thién va nang cao dé ting
tién ich cho ngudi st dung dich vy ®
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ABSTRACT:

This study aims to identify and analyze the factors influencing customer satisfaction with the
quality of electronic banking services that incorporate artificial intelligence. Using econometric
techniques, the research analyzes data collected directly from 700 customers utilizing Al-powered
electronic banking services. The results reveal six key factors that significantly impact customer
satisfaction: Trust, Responsiveness, Empathy, Service Capacity, Accessibility, and Tangibles.
These findings provide valuable insights for enhancing the quality of Al-driven electronic banking
services and improving customer satisfaction in the digital banking sector.

Keywords: banking services, artificial intelligence, commercial banking, e-banking,
satisfaction, customer, influence, factor.
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