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THUC TRANG TIN DUNG NGAN HANG
CUOINAM 2023 VA GIAI PHAP
PE XUAT CHO NAM 2024

® DANG TH| HONG NHUNG

TOMTAT:

Bai nghién ctiu phan tich thuc trang tin dung ngan hang cudi nim 2023 va du dodn clia céc t6
chifc, chuyén gia vé tin dung ngan hang diu nim 2024. Tir 6, bai bio dé xuat 4 gidi phap trong
tAm, nhiim ting trudng tin dung ngin hang trong thdi gian t6i, gdm: Thit nhdt, thuc hién cdc gidi
phép diéu hanh tin dung chii dong, linh hoat, phit hgp véi dién bi€n kinh t& vi md, lam phat, dap
(fng nhu cau von cho nén kinh t&. Thit hai, thuc hién c4c gidi phdp lién quan d&n kich thich sdn xuat
- kinh doanh, tiéu diing c4 nhan. Thit ba, cic ngan hang cin ddy manh cho vay bat dong sin néu c6
day dd phap ly, khuyé&n khich cho vay cdc dy 4n nha & xa hoi, nha & gid ca pht hgp véi nhu cau &
thuc, bat dong san khu cong nghiép... Thit tu, d€ stic hap thu von ctia nén kinh t& cai thién cin c6
cdc gidi phap ddng bd dé khai thong ngudn von, thido g& khé khin cho doanh nghiép nhiim thic

ddy ting trudng.

Tir khéa: tin dung, ngin hang, ting truéng Am, tin dung gidm toc.

1. Dit vin dé

Tinh dén hé&t ndm 2023, ting trudng tin dung
ciia Viét Nam chua dat dugc chi tiéu dinh hudng
14-15% so véi chi dao tai Chi thi s6 01/CT-NHNN
ngay 17/01/2023 vé t& chic thyc hién cdc nhiém
vu trong tim cta nganh Ngin hang nam 2023.
Diéu nay hoan toan dé hi€u khi nén kinh t& Viét
Nam phai chiu nhiéu tic dong phic tap tir thi
trudng trong nudc va quic t€, do dé dién bi€n ting
trudng tin dung niam 2023 ciing khic biét so vdi
nhifng ndm trudc day.

Du trong nhitng thdng cudi nim 2023, ting
trudng tin dung da ¢6 mot bude nhdy vot so véi 9
thing didu nim. Tuy nhién, d&€n hét thing
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01/2024, ting trudng tin dung ba't ngd gidm tdc so
vdidy dodn tir Ngan hang Nha nudc trude do.

Vi vay, Bai vi€t nghién cttu “Thyc trang tin
dung ngin hang cudi nim 2023 va gidi phdp dé
Xuit” nhim cé cdi nhin rd hon vé thuc trang tin
dung ctia Viét Nam hién nay, tir d6 dé xuat mot s
gidi phdp nhim ning cao mifc ting trudng tin
dung trong thdi gian t6i, huéng téi toc do ting
trudng tin dung ma Thi tuéng Chinh phd da giao.

2. Thyc trang tin dung cudi nim 2023 va
théng 1/2024

Né&u diu nim 2023, mit bing 13i sudt tai Viét
Nam & mitc 6n dinh, 1di suit tién g binh quin
khodng 5,8%/nim va 1i suét cho vay binh quin &
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muc khodng 8,9%/nim (Ping Hoa, 2023), thi dén
cudi ndm 2023, ting trudng tin dung toan nganh
Ngan hang da dat khodng 13,71%, tuong dudng s&
von 1,5 triéu ty dong da dudc cung Gng vio nén
kinh t& (Tudn Thdy, 2024a). Chi tinh riéng trong
quy cudi cuing nim 2023, tin dung di ting dén
6,81%, gan biing 3 quy dau nim 2023. Riéng thing
12/2023, tin dung da ting thém 4,56%, ti mic
9,15% vao cudi thang 11/2023 1én 13,71%. (T.L,
2024). Cu thé hon, theo s& liéu ctia Ngan hang nha
nudc, tinh dén ngay 13/12/2023, ting trudng tin
dung ngin hang so véi diu nim 2023 chi méi dat
9,87% (tiic ting 0,72% so véi cudi thang 11). Tuy
nhién, chi trong 10 ngay cudi cung clia nim 2023,
ting trudng tin dung da ting thém 2,62% (tuong
duong véi hon 312.400 ti ddng). Con sd lidu clia
Téng cuc Thong ké, tinh dén ngay 21/12/2023,
ting trudng tin dung dat 11,09% (ting thém 1,22%
so véingay 13/12/2022. (Tri€u Minh, 2024)

Su tdng trudng tin dung vugt trdi nhitng ngay
cudi thang 12/2023 1a do sy ting tdc cho vay clia
cdc ngin hang thuong mai 16n. Vi du nhu ngin
hang Vietcombank, du ng¢ tin dung cta
Vietcombank tinh d&€n cudi nim 2023 & mic 1,27
triéu ti dong (ting 10,6% so véi diu nim 2023).
Tinh riéng quy IV/2023, du ng tin dung cla
Vietcombank d4 gip 1,7 1an mifc ting cia 3 quy
trude cong lai. Nam 2023, Ngan hang BIDV ghi
nhan mic ting gan 16,7% c& nim, du 9 thang dau
ndm 2023, du ng tin dung cla ngdn hang nay mdi
ting 8,6%. Tai Ngin hang VietinBank, néu 9
thdng dau nim 2023, du nd tin dung & mitc 8,7%,
thi chi trong quy IV/2023, mtc ting trudng da
thém 6.3%, ning du ng tin dung cd nim & mic
15%. Con tai Ngan hang Agribank, tdng du nd cho
vay cudinim 2023 dat trén 1,55 triéu tf dong, ting
7,4% so véi dau nim 2023, trong khi tinh d&€n cudi
thang 9/2023, téng du ng cho vay ting chua tdi
3,5%. (Triéu Minh, 2024)

Tuy nhié€n, theo Ngan hang Nha nudc Viét Nam
nhan dinh ting trudng tin dung dau nim 2024 kha
thap so vdi cdc nim gin diy (Huong Diu, 2024).
Con theo khao sit vé xu hudng tin dung, cdc ngan

hang thuong mai nhin dinh tin dung dy ki€n van
ting cham trong nita ddu nim 2024 do nhu ciu von
clia khach hang & hau hét cdc linh vuc s& gidm so
v6i 6 thing cudi ndm 2023. Nguyén nhan khi€n
ting trudng tin dung ting chim 13 do nhu ciu vay
von cdc thang trude va sau Tét Nguyén dan thudng
thAp va phin du nd ting vot trong nhitng thing
cudi nim 2023 vira qua chi mang tinh chit ngin
han, khong bén vitng, nén cé thé ti€p tuc dnh
hudng dén da ting trudng tin dung cdc thang dau
nim 2024. (Tuan Thity, 2024b)

Tai ky diéu tra thang 12/2023, nhin chung, cic
ngin hang thuong mai da thu hep b6t ky vong vé
mic do ting nhu ciu tin dung ctia 11 linh vyc
trong 13 linh vyc diéu tra nim 2024, giit nguyén
hodc md rong nhe ky vong vé mic do tdng nhu
cau tin dung ctia 2 linh vic diéu tra 1a dau tu cong
nghiép hd tr¢ va ddu tu tng dung cong nghé cao
trong 13 linh vuc diéu tra. (Tudn Thidy, 2024b)

Theo s6 liéu do Ngan hang Nha nudc cong bo
tai Hoi nghi tryc tuyén toan nganh vé ddy manh
tin dung ngidn hang nim 2024, tinh hét thdng
1/2024, tin dung toan hé théng gidm 0,6% so vdi
cu6i nim 2023. Trong d6, mic gidm ghi nhan &
5/9 nhém t8 chic tin dung, gdm: nhém ngan hang
thuong mai nha nuéc gidm 0,88%, nhém ngin
hang TMCP gidm 0,51%, nhém ngdn hang TNHH
MTYV do Nha nudc lam chd sG hitu gidm 2,22%,
nhém ngan hang 100% v&n nudc ngoai gidm
0,32%, nhém ngan hang lién doanh gidm 3,41%.
(Kiéu Chinh, 2024)

Theo d6, tinh d&én hét thang 1/2024, tin dung
cudi ky ctia Ngan hang Vietcombank dat 1,24
triéu ti ddng, gidm 2,3% so vdi nam 2023. Theo
ong Nguyén Thanh Tiung - Tdéng Gidm doc
Vietcombank, nguyén nhén la do tin dung ban 1¢&
trong thdng dau tién nim 2024 ti€p tuc da gidm
(gidm dén 11.000 ti dong), tin dung trong linh vuc
bat dong sdn ciing gidm (do thi trudng bat dong
san vin con trAm ling, cdc du 4n mdi cAp phép
nim 2023 c6 it din d&€n ngudn cung thi€u, nhiéu
du 4n vuéng mic vé phap 1y). (Anh Minh, 2024)

Con theo s6 liéu do Ngan hang Agribank cung
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cip, thang 01/2024, du ng cho vay nén kinh t& clia
Agribank dat gan 1,54 triéu ty dong (ting trudng
tin dung cao hon 0,4$ so v6i cung ky nam 2023),
doanh s6 cho vay thdng 01/2024 ciing dat 206
ngan ty déng (cao hon 66 ngan ty déng so vdi
cung ky nim trudc). bé dat dugc con s& nhu trén,
ngay tir ddu thang 01/2024, Agribank da phai trién
khai cdc chuong trinh tin dung vu dai 13i suat v6i
quy md 60 ngan ty ddng cho nhiéu ddi tugng
khdch hang cd doanh nghiép va cd nhian v6i mic
14i suat thAp hon 14i suit cho vay thdng thudng tir
1% d€n 2,5%/mam. (AgribankNews, 2024)

Ting trudng tin dung gidm tOc trong nhitng
thdng dau nim 2024 do mdt s6 nguyén nhan:

Thit nhdt, ting trudng tin dung gidm theo bdi
cdnh gidm chung clia nén kinh t&€. Theo Phé
Thong doc Ngan hang Nha nuéc Pao Minh Tu:
“Tidng trudng tin dung gidm trong bdi cdnh gidm
chung ctia nén kinh t&€ chi khong phai gidm do cd
ch& chinh sdch hay hoat dong cho vay cida céc
ngin hang”. Ting trudng tin dung van gip khé
khiin va gidm so v6i cudi nim 2023 do khé khin
clia nén kinh t&, nhat 1a cho vay tiéu diing; ciu tin
dung ctia nén kinh t€ gidm do ciu diu tu, sin
xua't - kinh doanh gidm; mot s6 nhém khdch hang
nhé va vira (SME) ¢6 nhu ciu nhung chua ddp
ttng diéu kién vay von/hodc con vuéng mic vé
thi tuc phédp Iy. Bén canh d6, bdi cdnh kinh t€
thé gidi khé khin, sic cau gidm, don hang sut
gidm ciing din t6i cAu von ngin hang thap. (Anh
Minh, 2024)

Thong d6c Ngan hang Nha nudc Nguyén Thi
Hong cho ring: nim 2024, kinh t& th& gi6i du bdo
ti€p tuc khé khin dudi tic dong clia diéu kién tai
chinh thit chiit, xung dot dia chinh tri, rdi ro tai
chinh gia ting, lam ph4t toan cau dy ki€n ti€p tuc
xu huéng chdm lai, nhung vin cao hon muc tiéu
tai nhiéu nudc trong bdi cdnh rii ro cdc cudc
khing hodng ning lugng, luong thuc, thyc phim
do tdc dong clia canh tranh chié€n lugc giita cdc
nudc I16n...; ting trudng kinh t€ trong nudc ti€p tuc
ddi mit vdi cdc thach thite khi cau thé gidi du kién
van ting thdp, ting trudng kinh t&€ th€ gidi nim
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2024 dugc nhiéu t3 chitc qudc t& du bdo thap hon
2023, tic dong dén hoat dong thuong mai, diu tu
va cdc nganh sdn xudt cong nghiép ch€ bi€n ché
tao... (Anh Minh, 2024)

Thit hai, ting trudng tin dung gidm do tinh chat
thGi vu. Sau khi bat ting manh vao thang 12/2023,
tdng trudng tin dung da gidm téc ngay trong thdng
1/2024, do nhu ciu tin dung thudng tip trung vio
cdc thang cudi nim d€ phuc vu hoat dong sin
xudt - kinh doanh va nhat la tiéu dung cho nhitng
ngay gidp Tét.

Thit ba, ting trudng tin dung gidm do phin 16n
tin dung tiéu dung bat dong sin ti€p tuc da suy
giam. Thi trudng bat dong sdn ti€p tuc trim ling,
céc dy 4n bat dong sdn méi dugc cap phép trong
nim 2023 it, nén lugng bat dong sdn cung Gng ra
thi trudng rat it, cdc vudng mét phdp ly trong linh
vuc dat dai lam chAm ti€n d6 tri€n khai cdc du dn
diu tu m&i vAn con nhiéu... din dé&n tinh trang tin
dung ting trudng Am trong thang 1/2024.

Theo Thong ké cia Vu Tin dung cdc nganh
kinh t& thudc Ngan hang Nha nudc, tin dung bat
dong san chi€m 21,46% tdng du ng toan nén kinh
t€ va 1a mang hoat dong quan trong bic nhit clia
cdc ngan hang (Ngd Hai, 2023). Vi vy, su phuc
hdi clia thi trudng bt dong sin, dic biét 1a cau
vay mua nha tic dong rdt 16n t6i ting trudng tin
dung ctia cdc ngdn hang.

Hién nay, tin dung tiéu dung bit dong sin
chi€m khodng 64% téng du ng tin dung bat dong
san toan hé thdng. Tai nhém cdc ngin hang 16n,
con sO nay lén t6i 70-80% (Ngd Hai, 2023). Do
d6, cau vay mua nha sut gidm sé& kéo tin dung bat
ddng san néi riéng cling nhu tin dung néi chung
ctia ngdn hang sut gidm.Cdc ngan hang thuong
mai ky vong, tin dung bat dong sin bit diu phuc
hdi tir quy 11/2024.

Thit tu, tang trudng tin dung suy gidm 1a do stic
hap thu von clia nén kinh t& con chim, cic dong
luc ting trudng phuc hdi chim, hoat dong cla
doanh nghiép ddi mit vdi nhiéu khé khin vuéng
mic, ning lyc tai chinh clda doanh nghiép sut
gidm. Chuyén gia vé ngin hang cho hay, hién
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nay, toan hé thdng ngan hang dang phdi "chita
bénh thira tién". Ciing giéng nhu cdc doanh
nghiép bi ton kho hang héa, cdc ngin hang thuong
mai cling dang tdn kho tién.

Du Ngan hang Nha nu6c cung vGi toan hé
thong tin dung lién tuc tS chitc cdc hoi nghi nhim
ddy k&t n6i ngan hang v6i doanh nghiép trén toan
qudc, d€ ling nghe y kién, ra sodt, hoan thién thé
ch€& phdp luat trong hoat dong c4p tin dung; thuc
hién cdi cdch thi tuc hanh chinh, thdo gd khé
khiin, ting kha ning ti€p can tin dung trong linh
vuc bat dong sdn, cdc mit hang ndng sdn chi luc
(lda gao, thly san, ca phé); ban hanh chinh siach
co ciu lai thoi han trd ng va giit nguyén nhém ng;
trién khai chinh sach hd trg 1di sua't; gidm 1ai suat
cho vay, ddy manh cdng tdc truyén thong... nhung
viéc cung cip tin dung cho nén kinh t& vin khé
khiin, b&i doanh nghiép khong hap thu dugc von,
khdng mudn vay.

3. Mot sé giai phap trong tAm didy manh
ting trudéng tin dung nhitng thing dau nim
2024

Tru6c thyc trang tin dung nhitng thiang cudi
nim 2023 va thdng 1/2024, tdc gid dé€ xuat mot sd
gidi phdp trong tAm tuong ¢ng, nhim ddy manh
ting trudng tin dung nhitng thing dau nim va cd
ndim 2024 nhu sau:

Thit nhdt, trong boi cinh gidm chung ctia nén
kinh t€, Ngan hang Nha nu6c ti€p tuc xdc dinh cdc
nhiém vu, gidi phdp trong tim dié¢u hanh tin dung
nim 2024 cu thé: diéu hanh ting trudng tin dung
toan hé thong cdc td chic tin dung nim 2024
khodng 15%, c6 diéu chinh phii hgp véi dién bién,
tinh hinh thyc t&; nghién ctu d8i mdi cong tic
diéu hanh ting trudng tin dung. Thyc hién cdc gidi
phdp diéu hanh tin dung chi dong, linh hoat, phi
hop véi dién bi€n kinh t€ vi mo, lam phat, ddp ng
nhu cau vén cho nén kinh t€.

Diéu hanh 13i sudt phi hgp véi dién bi€n thi
trudng, kinh t€ vi mo, lam phdt va muc ti€u chinh
sach tién té&; khuyé&n khich cdc t6 chifc tin dung
ti€t gidm chi phi, don gidn héa thl tuc cap tin
dung, ting cudng ¥ng dung cong nghé va chuyén

ddi s6 vao quy trinh cAp tin dung, phan diu gidm
mit biing 13i suat cho vay nhim hd trg nén kinh té&.

Chi dao cdc t6 chifc tin dung ting trudng tin
dung an toan, hiéu qud, hudng tin dung vao céc
linh vuc sdn xuit, kinh doanh, linh vuc uvu tién va
cdc dong luc ting trudng; ti€p tuc ki€m sodt chit
ché tin dung vao cdc linh vuc tiém &n rii ro; ra
sodt, don gidn héa thi tuc, hd so vay von, tai sidn
bdo dim, tao diéu kién thuin Igi cho doanh
nghiép va ngudi din ti€p cin von tin dung ngin
hang; m§ rong tin dung phuc vu sdn xuit, kinh
doanh va phuc vu ddi sdng, tiéu dung, gép phan
han ch€ “tin dung den”.

Thit hai, viéc kich thich nhu ciu vay von nhitng
thdang ti€p theo Ia hét sic can thiét, dua trén cd s&
thuc hién céc gidi phdp lién quan dén kich thich
sdn xuat kinh doanh, tiéu duing c4 nhan. Bén canh
nhitng thuin 1gi vé 14i sut, vé thi trudng tién t&,
vé& han muc tin dung... cin t8 chic thuc hién cic
g6i tin dung wu dii, cdc sdn phim tin dung linh
hoat, hap din va thuén 1gi cho khdch hang, doanh
nghiép d€ kich thich doanh nghiép dau tw, vay von
md rong va phat trién sdn xuit kinh doanh, tiéu
dung. Trong qu4 trinh d6, cAn ti€p tuc cdi cdch thd
tuc, mang lai ti€n ich, tién Igi va sy hai long cho
khdch hang. Piéu nay khong chi gitip khdch hang
thuan tién giao dich v4i ngdn hang ma con hd trg,
tur van, thong tin cho khdch hang cling ¢& va phat
tri€n quan hé ngan hang - khiach hang bén vitng.
b6 1a cd s§ md rong va ting trudng tin dung an
toan, hiéu qua.

Thit ba, gidm do tin dung tiéu dung bat dong
san ti€p tuc da suy gidm. Cdc ngan hang dang diy
manh cho vay bat dong sdn néu c6 day dd phaply.
Chuyén gia ngan hang cho hay quan diém cda
Ngan hang Nha nudc Viét Nam 1a khuyén khich
cho vay cdc dy 4n nha & xa hoi, nha § gid ca phu
hdp v6i nhu ciu & thuc, bit dong sdn khu cong
nghiép... Pugc biét, d€ kich cAu tin dung bt dong
san, géi tin dung 120.000 ty ddng dang dugc diy
manh cho vay nha & xa hdi. Vietcombank dang
ti€p can 20 dy 4n nha & xa hoi v6i quy mo du ng
khodng 10.000 ty ddng. (Anh Minh, 2024)
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Thit tu, &€ stic hap thu vén cla nén kinh t& cai
thién, can c6 cdc gidi phap ddng bd d€ khai thong
ngudn von, thio g& khé khin cho doanh nghiép
nhim thic d4y ting trudng. Ngan hang Nha nudc
da lién ti€p trién khai gidm 1di sudt diéu hanh,
trong d6 c6 tran 1di sut huy dong gidm, tao diéu
kién dé€ gidm 1ai sudt cho vay. Bén canh d6, Ngin
hang Nha nudc cling di dé nghi cdc ngin hang
thuong mai ha 14i suit cho vay. Ngoai ra, hap thu
von nén kinh t&€ khong chi ¢6 kénh tin dung, cic
doanh nghiép khong chi vay tir ngdn hang ma nén
c6 ngudn lyc clia cdc nha dAu tu tir thi trudng trdi
phi€u doanh nghiép.

4.Ké&tluan

Nhin lai t6c do ting trudng tin dung trong
nhitng thing didu nim 2024 & hiu hét ta't cd cic
ngan hang déu cé sy gidm tdc. Mot s6 nguyén
nhan phdi k& d&€n gdm: Thit nhat, gidm theo bai
cdnh gidm chung ctia nén kinh t&; Thit hai, do tinh
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chat thoi vu; Thit ba, tin dung tiéu dung bat dong
sdn ti€p tuc da suy gidm; Thi tu, sttc hdp thu von
clia nén kinh t€ con cham, cdc dong luc ting
trudng phuc hdi chim, hoat dong clia doanh
nghiép ddi mit v6i nhiéu khé khin vuéng mic,
ndng lyc tai chinh cia doanh nghié€p sut gidm. T
dé, tic gid dé xuit 4 gidi phdp trong tAm nhim
ddy manh ting trudng tin dung nhitng thing dau
nim 2024, gdm: Thit nhd?t, thyc hién cdc gidi phdp
diéu hanh tin dung chi dong, linh hoat, phit hdp
v6i dién bi€n kinh t& vi md, lam ph4t, ddp ¢ng nhu
cau von cho nén kinh t&; Thit hai, thuc hién céc
gidi phédp lién quan dén kich thich sdn xuat kinh
doanh, ti€éu dung cd nhan; Thit ba, cdc ngan hang
cAn ddy manh cho vay bat dong sin néu c6 ddy di
phap 1ly; Thit tu, d€ stic hap thu von clia nén kinh
t€ cai thién can c6 cdc gidi phdp ddng bo dé€ khoi
thong ngudn von, thio g& khé khin cho doanh
nghiép nhim thic ddy ting trudng m
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THE SITUATION OF BANK CREDIT
AT THE END OF 2023 AND SOLUTIONS FOR 2024
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An Giang University, Vietnam National University - Ho Chi Minh City

ABSTRACT:

This study analyzed the situation of bank credit at the end of 2023 and presented predictions
from organizations and experts on bank credit for the first months of 2024. Based on the study’s
findings, four key solutions were proposed to facilitate the growth of bank credit in the coming
time. Firstly, it is necessary to implement proactive and flexible credit management solutions that
are consistent with macroeconomic developments, inflation, and the economy’s capital needs.
Secondly, it should implement solutions that stimulate production, trading activities, and personal
consumption. Thirdly, it is important for banks to promote real estate lending and provide capital
for social housing projects, affordable housing projects, and industrial park development projects.
Finally, it is necessary to have synchronous solutions to remove difficulties and financial barriers
for businesses.

Keywords: credit, banking, negative growth, credit deceleration.
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TAP CHi CONG THUONG

CHAT LUONG DICH VU VA SU HAI LONG
CUA KHACH HANG TAI CAC NGAN HANG
THUONG MAI CO PHAN VIET NAM

@ NGUYEN PHUC QUY THANH - CHAU DiNH LINH - DUGNG VAN BON
- LE MINH HOANG LONG - PHAM XUAN VUGNG

TOMTAT:

Bai vi€t nghién ctfu cdc y&u t& 4nh hudng dén sy hai 1ong clia khich hang d6i véi chat lugng

dich vu tin dung doanh nghi€ép (DN) tai cdc ngan hang thuong mai c6 phan Viét Nam (NHTM).

K&t qué phan tich tir 240 phi€u tré 13i khio sat hgp 1& cho thdy cdc y&u t& ¢6 4nh hudng ciing chiéu
vdi sy hai long ctia khdch hang DN ddi v6i cht lugng dich vu tin dung theo thi ty gidm din: Ning
luc phuc vu, Su cdm thdng; Phuong tién hitu hinh; Khd ning ddp ng; Su tin ciy. K&t qua nghién

cttu 1a cd s& khoa hoc gitip Ban Gidm doc cac NHTM Viét Nam trong viéc dua ra cdc chinh sich

nhim ning cao hon nifa sy hai 1ong clia cic DN d6i v6i chat lugng dich vu tin dung d6i tugng

khach hang DN trong thdi gian t6i.

T khéa: chit lugng dich vu, hai long khdch hang, ngan hang thuong mai, ngan hang.

1.Pat van dé

Tin dung DN 12 mdt sin phim dic thil cla cdc
ngan hang, 1a nhitng khodn cho vay tai chinh DN
phuc vu cho hoat dong san xuit, kinh doanh, muc
dich di vay ctia DN thudng 13 d€ dau tw mua sim
may méc thi€t bi mdi, diu tu khac hay bd sung von
luu dong cho cédc DN. Trong bdi cinh nén kinh t&
chiu sy dnh hudng 16n tir tinh hinh dich bénh, céc
DN tii dau tuw dé khdi dong lai hoat dong kinh
doanh sau mdt thgi gian tam dirng do dich bénh
cling nhu xu thé hdi nhap canh tranh, viéc cdc ngan
hang cung tng dich vu tin dung chit lugng dé dap
ng t6t nhAt nhu cau von clia cdc DN sé tao dudc 10i
th€ canh tranh riéng, gidp cdc ngan hang thu hiit t5t
hon lyc lugng DN méi, g6p phan ning cao hiéu qua
hoat dong cia ngin hang. Do d6, viéc niang cao
chat lugng dich vu tin dung dé nang cao dudc su hai
long ctia khach hang néi chung va ddi tugng khich
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hang DN néi riéng déng vai tro quan trong va dugc
xem 12 mdt trong nhitng vin dé song con clia cdc
ngan hang hién nay.

2. Co's6 1i thuyét va mo hinh nghién ciu

2.1. Khdi ni¢m vé chat lugng dich vu va su
hailong

Suw hai long: Theo Bachelel (1995), Su hai long
ctia khach hang nhu mot phan 'ng mang tinh cam
xtic ctia khach hang qua su trdi nghiém ctia ho vé
mot sdn ph?fm hay mot dich vu. Fornell (1995) cho
ring, Su hai 1ong hoic khong hai 1ong sau khi st
dung, dugc khéi niém nhu 1a phan Gng cia ngudi
khdch hang d6 vé viéc danh gid bing truc gidc su
khac nhau gitta viéc trude va sau khi ti€u dung véi
cam nhan thuc t€ sau khi st dung né. Theo Oliver
(1997), Su hai long ctia khiach hang con 1a trang
th4i tAm 1y ma khach hang cAm nhian vé mot cong
ty (t6 chiic) khi nhitng k¥ vong ctia ho dugc thda
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man hodc vugt qua sy mong dgi thdng qua tiéu
diing san phim hoic dich vu.

Chdt lugng dich vu: Theo Parasuraman va cong
tdc gidcho ring khi chat lugng dich vu cao s& din
dén sy hai Iong khach hang cao. Trong moi trudng
canh tranh hién nay, chia khéa mang lai 1gi thé
canh tranh bén vitng nim & viéc mang lai chat
lugng dich vu cao mang lai sy thda man nhat clia
khiach hang (Shemwell va cdng tic gid). Cronin
Taylor (1992) ciing da ti€n hanh ki€m dinh mdi
quan hé nay va di dén k&t luan ring cdm nhan vé
chat lugng dich vu dan dén sy hai long clia khach
hang. Khach hang cang dénh gid cao cic yé&u t6 cd
s& vat chat, sy tin cdy, ning luc phuc vu, gidi quyét
khi€u nai va cédc chinh sdch cia DN thi ho cang
ddnh gia cao chit lugng dich vu.

2.2. M6 hinh nghién citu

Nghién ctu cia Muhammad Ali va cOng sy
(2017) thuc hién tai cdc ngin hang Hoi gido &
Pakistan v6i muc dich 1a do ludng mdi quan hé gitta
chat lugng dich vu va sy hai long clia khach hang.
Nghién ctu nay da st dung md hinh SERVQUAL
lam nén ting d& xay dung md hinh cho nghién ctu.
Mot cudc khao sat thuc dia dya trén bang cdu hoi ty
qudn ly da dugc thuc hién v6i nén ting 12 bang hoi
da dugc hiéu chinh tir thang do goc SERVQUAL
véi cdc y&u td Anh hudng dén sy hai long clia khiach
hang doi vé6i chat lugng dich vu clia ngan hang, bao
gdbm: Tuan thii, PAm bo, Do tin cdy, Phuong tién
hitu hinh, Péng cdm, Kha niing ddp Gng.

Nghién cttu cia Vijay Anand va Selvaraj
(2013) thuc hién tai cdc ngin hang & An bo véi
muc tiéu xem xét tdc dong cla chat lugng dich vu
ddi v6i sy hai long clia khdch hang tai cdc ngan
hang. M6 hinh do ludng chit lugng dich vu
SERVPERF dugc st dung 1am nén ting d€ xiy
dung mo6 hinh nghién cttu cho dé tai gdbm céc yé&u
to anh hudng dén sy hai long cla khich hang doi
véi chat lugng dich vu cla cdc ngin hang tai An
Do, bao gdbm: Pong cdm, Kha ning dip &ng, Pam
bdo, Tinh hitu hinh va P tin cdy.

Nghién cttu cia L& Pdc Toan va cdng su
(2020) nhiim xdc dinh cdc y&u t6 4nh hudng dén su
hai 1ong ctia khich hang vé chit lugng dich vu clia
cdc khodn vay tiéu dung tai Ngan hang Thudng
mai C8 phdn Sai Gon - Chi nhinh Pa Ning (SCB

ba Nédng). Nghién cttu sit dung md hinh do ludng
chat lugng dich vu SERVPERF ctia Cronin va
Taylor (1992) lam nén tdng va b3 sung thém thanh
phin Gid c4 vio md hinh nghién cttu cho phit hgp
v6i didu kién nghién cttu dung tai Ngin hang
Thuong mai C6 phin Sai Gon - Chi nhianh Pa
Ning. M6 hinh nghién citu dé xuit ca dé tai bao
gdm 6 y&u t&: Tinh hitu hinh, Tinh ddm b o, D6 tin
ciy, Tinh ddng cAm va ddp tng, Tinh thuin tién va
Gid cd anh hudng dén sy hai 1ong clia khach hang
vé chat lugng dich vu clia cac khodn vay tiéu ding
tai Ngan hang Thuong mai C6 phan Sai Gon - Chi
nhdanh Pa Ning.

2.3. M6 hinh nghién citu dé xudt

Trén co s& ly thuyét vé tin dung cic NHTM,
dich vu, chat lugng dich vu tin dung, cic md hinh do
ludng chat lugng dich vu, su hai long clia khich
hang va trén cd s két qud trong cdc nghién citu
truéc ma tdc gia da phan tich & trén, tic gid xay
dung md hinh Iy thuyét cho dé tai. M6 hinh nghién
cifu clia dé tai duge xay dung trén nén ting mo hinh
do ludng chat lugng dich vu SERVPERF clia
Cronin va Taylor (1992) va cdc nghién ciu cla
Muhammad Ali va cong su (2017), Vijay Anand va
Selvaraj (2013), Lé buc Toan va cOng su (2020),
Phan Thi Linh (2021). Md hinh nghién ctu ly
thuy€t dugc trinh bay nhu Hinh 1.

Hinh 1: M6 hinh nghién ciiu dé xuét

Sutin cay

Phuong tién hitu hinh  |— Hy*
Suhai
Su cam thong ]_ Ha+ > long clia

)

KH DN
déi voi
CLDVTD

Nang luc phuc vu

Sudap ling

C

Cam nhan gia ca

(
[
[
[
[
[

Nguén: Nhém tdc gid dé xudt

Gid thuyét Hy: yéu t6 Sy tin cdy cé tdc dong
diong (+) dén sw hai long ciia khdch hang DN
doi véi chat lugng dich vu tin dung tai cdc NHTM
Viét Nam.
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