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TOM TAT:

Nghién cttu nay sit dung md hinh SERVPERF d€ nhén dién cic yé&u t& dnh hudng dén su hai
long khich hang c4 nhan d6i vé6i dich vu cho vay clia cdc ngan hang thuong mai & tinh An Giang.

K&t qua nghién citu dinh Iugng v6i miu n = 180 cho thdy, ¢6 4 nhan td (tin ciy, dong cdm, ddp Gng
va hitu hinh) tdc dong duong d&n sy hai 1ong ctia khdch hang. M6 hinh gidi thich dugc 67,3% su

bién thién ctia bi€n phu thudc.

Tu khéa: sy hai long, chat lugng dich vu, cho vay khach hang c4 nhan, SERVPERF.

1. Pat van dé

Nganh Ngin hang dang phét trién manh mé,
dong gép tich cuc vao su phat trién kinh t&€ cla dat
nu6e. C4c san phdm dich vu ctia nganh Ngan hang
ngay cang phong phi va chat lugng dich vu ngay
cang nang cao. Trong bdi cdnh canh tranh ngly
cing ting, chit lugng dich vu va sy hai long clia
khdch hang tr§ thanh yé&u t6 quan trong quyét dinh
nang lyc canh tranh clia cic ngén hang.

Nghién cttu ndy dugc thuc hién nhim nhin dién
cic y&u t6 dnh hudng dén sy hai 1ong ctia khich
hang ddi véi dich vu cho vay clia cdc ngan hang &
tinh An Giang, tir d6 dua ra khuyén nghi gidp cic
ngin hang c6 thé dua ra nhitng bién phap kinh
doanh phii hgp d€ nang cao chat lugng dich vu va
st hailong cia khdch hang.

2. Co s6 Iy thuy&t, mo hinh nghién citu va cac
gia thuyét

C6 nhiéu md hinh danh gia chat lugng dich vu:
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mO hinh SERVQUAL (Parasuraman, Zeithaml va
Berry, 1988), mo hinh SERVPERF (Cronin va
Taylor, 1992) va mo hinh chat lugng k§ thuat - chic
nang (Gronross, 1984).

Theo SERVQUAL (Parasuraman, Zeithaml va
Berry, 1988), chit lugng dich vu gdm 5 nhin t&
chinh: tin ciy, d4p tng, ning luc phuc vu, ddng cdm
va phuong tién hitu hinh.

M6 hinh SERVPEREF (Cronin va Taylor, 1992)
cling cho riing chat lugng dich vu gdm 5 thanh phan
nhu SERVQUAL, nhung chit lugng dich vu dudc
dénh gia chi thong qua nhin thic ctia khiach hang,
khong so sanh v6i su ky vong cta khach hang nhu
SERVQUAL.

Su hai long cta khiach hang (Customer
Satisfaction) 12 ddnh gid ctia khdch hang vé mot
san phim, dich vu di ddp wng dugc nhu ciu va
mong dgi cia ho (Zeithaml & Bitner, 2000).

Céc nghién cttu trude cho thay, chat lugng dich vu
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12 nguyén nhan, tic dong tich cuc dén sy hai long clia
khach hang (Oliver, 1993; Spreng & Mackoy, 1996)
va mdi quan hé nay 12 mat thiét.

Dua vao SERVPERF, md hinh nghién cttu dugc
xay dung nhu Hinh 1.

Tin cdy (Reliability): Thé hién kha ning thuc hién
dich vu phit hgp va diing thdi han ngay 1an du tién.

Gid thuyét HI: Tin cAy 4nh huéng duong dén su
hailong ctia khiach hang.

Pudp iing (Responsiveness): Thé hién mong mudn
va sdn sang clia nhan vién trong viéc cung cap dich
vu cho khdch hang.

Gid thuyét H2: Pap tGng dnh huéng duong dén sy
hai long ctia khach hang.

Nang luc phuc vu/Su dam béo (Assurance): Thé
hién trinh d6 chuyén mon dé thyc hién dich vu (bi€u
hién khi nhan vién ti€p xiic véi khach hang).

Gia thuyét H3: Ning luc phuc vu dnh hudng
duong dén sy hai long ctia khich hang.

Pong cdm (Empathy): Khi ning cung cip su
quan tdm, cham séc cho tirng khich hang.

Gid thuyét H4: Pong cdm anh hudng duong dén
suhai long ctia khach hang.

Su hitu hinh (Tangibles): Thé hién qua ngoai hinh,
trang phuc ctia nhin vién va céc trang thiét bi dé
cung cap dich vu.

Gid thuyét H5: Hitu hinh 4nh hudng duong dén sy
hai long ciia khiach hang.

3. Phuong phap nghién citu

Nghién cttu dugc thuc hién qua 2 budc. Nghién
ciiu sd bd dinh tinh phdng van su ban ciu tric 9
khéach hang va chuyén gia trong linh vuc cho vay ca

Hinh 1: Mé hinh nghién cdu

‘ Tin cay (TC)

} DPap tng (DU)

Su hai long cua
khach hang (HL)

‘ Nang luc phuc vu (NL)

—_—
I Dfmg cam (DC) K

’ Su htru hinh (HH) ‘ )

‘ H3 (+)

\

nhan nhim hiéu chinh cic thang do, trén cd s& d6
xay dung ban cau hdi chinh thiic.

Nghién citu chinh thic ti€n hanh v6i miu n = 180
khéach hang c6 st dung dich vu cho vay ca nhan caa
cdc ngan hang & An Giang. Miu dudc chon theo
phuong phap han mic v6i bién kiém sodt 1a thu
nhap. Dit liéu dugc thu theo phuong thiic phdng vin
truc dién va qua Google Forms.

Dirli¢u dugc phan tich Cronbach’s Alpha va phan
tich nhan t6 kham pha EFA d€ kiém dinh thang do.
Ti€p d6, str dung phn tich tuong quan va hdi quy bodi
d€ kiém dinh md hinh nghién cttu; kiém dinh phi
tham s6 dé kiém tra tic dong clia cic bién nhan khiu
hoc d&n sy hai long clia khich hang.

4. K&t qua va thao luan

4.1. Cdc két qud phan tich thong ke

4.1.1. Két qud phan tich Cronbach’s Alpha

K&t qua phan tich Cronbach’s Alpha khong loai
bi€n quan sit va thang do nao (hé s& Alpha clia cic
thang do déu 16n hon 0,7). (Bang 1)

4.1.2. Két qud phan tich nhan t6 khdam phd (EFA)

Sau 4 1an phan tich EFA cho thang do clia cic

BAng 1. Két qud phén tich Cronbach’s Alpha

Thang do - Bién qtq:an sat Cronbach’s Alpha
Trudc kiém dijnh Sau kiem dinh B| loai khéi thang do
Su hailong (HL) 5 5 0 0,894
Tin cay (TC) 5 5 0 0,899
Dép ing (DU) 5 5 0 0,889
Nang luc phuc vu (NL) 5 5 0 0,912
DPoéng cam (DC) 5 5 0 0,889
Hu hinh (HH) 5 5 0 0,900

Nguoén: Tdc gid
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bi€n doc 1ap, c6 6 bi€n quan st bi loai, khong c6
bi€n doc 1ap nao bi loai. K&t qua phan tich EFA cho
bi€n phu thudc HL cho thdy, thang do don hudng,
khong c6 bién quan sat bi loai. TAt ¢4 bi€n quan sit
giif lai d&u c6 Factor loading > 0,4 (Nguyén Pinh
Tho, 2011).

4.1.3. Két qud phan tich tuong quan

K&t qua phan tich tuong quan cho thiy, bién phu
thudc HL c6 tuong quan cao vé6i 5 bién doc 1ap; hé s6
tuong quan giifa cac bi€n doc 1ap thdp nén chua c6
dau hiéu ty tuong quan. Dit liéu di diéu kién d€ phan
tich hdi quy.

4.1.4. Két qud phan tich hoi quy (Béng 2, Bdng 3)

phin tdn ngiu nhién xung quanh dudng hoanh do
0 va khong tao ra hinh dang nao nén gia dinh lién
hé tuyé&n tinh va phuong sai dong nhit khong vi
pham.

Hé s6 phéng dai phuong sai VIF nhd (xap xi 2)
cho thiy, khong xdy ra da cong tuyén (Hair va cong
su, 2009).

4.1.5. Kiém dinh cdc gid thuyét nghién citu

K&t qua hdi quy cho thay, gid thuyé&t H3 bi loai,
4 gid thuy€t con lai dudc chap nhin, c6 4 nhan to
dnh hudng dén sy hai 1ong clia khiach hang c4 nhan
ddi vé6i dich vu cho vay clia cdc ngan hang & An
Giang.

Bdng 2. Tém tat mé hinh

M6 hinh R R? R2 hiéu chinh Sais6 udclugng Durbin- Watson

1 0,828 0,685 0,676 0,338 1,770

Nguébn: Tdc gid
Bdng 3. Bdng ANOVA
Mo hinh Tong binhphuong | Bactudodf | Binhphuongtrungbinh | GiatrF Mtic y nghia (Sig.)
Haéi quy 43,337 5 8,667 75,729 0,000b
1 Phan du 19,915 174 0,114
Tong 63,252 179

R2 hiéu chinh dat 0,676 cho thdy md hinh hdi quy
gidi thich dugc 67,6% su thay ddi cia bién phu thudc.

Miic y nghia quan rat nhd (Sig = 0,000, Bing 3)
cho bi€t mo hinh hdi quy phit hgp véi dit lieu va c6
thé stt dung duoc.

K&t qui hodi quy (Bang 4) cho thdy, dong cdm,
hitu hinh, tin cay va ddp tng 1a 4 y€u td c6 tdc dong
duong d&n sy hai long (sig < 0.005). Tuy nhién,
nang lyc phuc vu ¢6 sig > 0.05 nén bi loai khdi md
hinh.

Hé s& Durbin Watson = 1,770 rdi vio mién chap
nhan gid thuyé&t khong cé tuong quan chudi bic
nhat.

Biéu d6 tan s6 Histogram cho thi'y phan phdi
ctia phian du xap xi chuén, nén két luan gia thuyét
phan phéi chuin ctia phan du’khong vi pham.

Do thi phan tédn Scatterplot cho thdy, phan du
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Nguén: Tdc gid

4.1.6. Kiém dinh tdc dong ciia yéu t6 nhan khdu
hoc dén sy hai long clia khdch hang

Phan tich Independent - Samples T-test va
phuong sai ANOVA cho thdy, v6i miic § nghia 5%
khong c6 sur khac biét vé miic do hai long gifta cdc
nhom khéch vay, gi6i tinh, thu nhap va do tudi.

4.2. Thao lugn két qud nghién citu

4.2.1. Cdc yéu 16 tdc déng dén su hai long ciia
khdch hang

K&t qua nghién citu cho thdy, c6 4 nhin t6 tic
dong dén sy hai long clia khdach hang vé6i chat
lugng dich vu cho vay cd nhan: Tin ciy, Pong cdm,
Pap ing va Hitu hinh. K&t qua nay tuong tw nghién
ctu ctia Ahmed (2011), Aymn (2013), Felix (2017),
Nguyén Biii Thién Ly (2015), Nguyén Hong Ha va
Ng6 Thanh Hao (2023), Nguyén Thi Cim Td
(2017), Razak (2013), Shanka (2012), Yousuf
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BAng 4. Bang tém tdt két qué héi quy

T Hésdchuachudnhéa | Hésdchudnhda S Mic y nghia Théng ké da cdng tuyén
B Do léch chudn Beta (Sig.) Tolerance VIF
(Hangso) | 0,373 0,161 2,311 0,022
DC 0,206 0,059 0,231 3,517 0,001 0,418 2,393
HH 0,119 0,045 0,153 2,674 0,008 0,556 1,799
TC 0,291 0,057 0,330 5,120 0,000 0,436 2,295
DU 0,158 0,061 0,173 2,595 0,010 0,409 2,447
NL 0,091 0,059 0,095 1,553 0,122 0,483 2,072
HL Sy hailong NL Nang lyc phuc vu
TC Tin cay DC DPoéng cam
DU bap lng HH Hiu hinh

(2017). Tuy vay, Nang lyc phuc vu khong c6 tac
dong dé&n sy hai 1ong clia khidch hang, tuong tu
nghién cttu cia Vo Thanh Hai, va cdc cOong su
(2017).

Su tin cay 4nh huéng 16n nhat dén sy hai long clia
khach hang. Ngan hang la nganh kinh doanh dua vao
niém tin ctia khich hang nén viéc duy tri sy tin ciy
cao cia khach hang 1a rit quan trong. P bio ddm
khé niing cung cip dich vu pht hgp va ding thdi han
ngay tif ddu cho khich hang, ngin hiang nén chi
trong ddo tao nang cao trinh dd nhan luc va cai ti€én
quy trinh cho vay.

Su déng cAm ciing c6 vai trd quan trong trong
viéc ¢6 dugc sy hai long tir khach hang. Nhiéu dap
vién cho biét, trong qué trinh vay, ho phai d6i mit
vdi quy trinh cho vay ciing nhic, thi€u su' cdm thong
clia ngan hang va thi€u gidi phdp phit hdp véi nhu
cAu vay. Cai thién nhiing diéu nay s& gitip gia ting su
hailong ctia khach hang.

Su dap tng la y&u to ti€p theo co tic dong dén su
hai long clia khéch hang. Pay la nhin t6 nhan dugc
su dénh gid chua tot tir khach hang, do d6 ngan hang
cAn chii y cai thién, nhat 1a vé sy nhiét tinh cia mot
s nhan vién ngan hang.

Hitu hinh ¢6 4nh hudng dén su hai long ctia khach
hang, nhung thip hon cic yéu t6 con lai. K&t qua
nghién ctiu gdi ¥, néu chi chid trong diu tur cd s§ vat
chat ma thi€u quan tAm dén y&u td con ngudi va quy

Nguon: Tdc gid

trinh thi ngan hing chua thé niang cao cht lugng dich
vu dé c6 dugc suhailong ctia khdch hang.

4.2.2. Hanhvi ciia khdch hang khi khong hai long

Khi khong hai 1ong vé chit lugng dich vu cho vay
clia ngan hang, khach hang s& phan anh truc ti€p vdi
nhan vién ngan hang (38%) hodc ngudi quan 1y cta
nhan vién d6 (25%), hay gép ¥ qua hop thu (7%).
Nghia 13, n€u ngan hang 8 chic 5t hoat dong tiép
nhan thong tin phan hdi va khi€u nai cia khdch hang
va ¢6 hanh dong tich cuc khic phuc, sita chita thi
ngan hang c¢6 d&n 70% cd hdi dé 1am cho khach hang
khong hai [ong trd nén hai long. Ngudc lai, n€u ngin
hang x{r ly khong tot cac khi€u nai thi ¢c6 dé€n 30%
khéach hang chon gidi phdp c6 tdc dong ti€u cuc hon
dén ngan hang nhu: cong khai trén mang xa hoi, thoi
st dung dich vu va canh bdo gia dinh va ban be. Nhu

Hinh 2: Hanh vi cia khéch héng khi
khéng hai long

@‘

M Phan nan vé&i nhan vién tryc
tiép giao dich

B Phan &nh tryc ti€p nha quén ly

m Céng khai trén mang xa hdi

m Viét the tai hop thu gép ¥

m Khéng ti&p tuc st dung dich vy

® Canh bio gia dinh va ban bé
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vy, cdc ngan hang cAn chd ¥ ti€p nhan va gidi quyét
thda dang ¥ ki€n khach hang khi ho khong hai long
d€ tranh gy ra hiu qua truSc mit 1An lau dai do mat
di khach hang hién tai va tiém nang.

5.Kétluan

K&t qua nghién citu cho thay, c6 4 nhin t6 dnh
hudng sy hai 1ong ctia khach hang vé chit lugng
dich vu cho vay cd nhin cia ngdn hang & An
Giang: tin cdy, déng cdm, d4p ng va hitu hinh.

Mo hinh gidi thich dugc 67,3% su bién thién clia
bi€n phu thudc. Nghién cttu con cho thdy, khong
c6 su khdc biét dang k& v& mitc do hai long giita
cdcnhom dap vién.

Han ché€ clia nghién cttu 1 ¢ miu chua 16n so v6i
s0 lugng kh4ch hang c4 nhan da va dang vay von clia
céc ngan hang & An Giang nén tinh dai dién clia miu
chua cao. Piéu d6 c6 thé phin nao anh hudng dén
k&t qud nghién ctu m
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A STUDY ON THE SATISFACTION OF CUSTOMERS
WITH PERSONAL LOAN SERVICES OF COMMERCIAL BANKS
IN AN GIANG PROVINCE
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ABSTRACT:
In this study, the SERVPERF model was used to identify factors affecting the satisfaction of

customers with personal loan services of commercial banks in An Giang province.With a sample
of 180 objectives, the study found that there are four independent factors, including reliability,
empathy, responsiveness and tangibles, affecting the customer satisfaction. The study’s proposed
model explained 67.3% of the variation of the dependent variable.

Keywords: satisfaction, service quality, SERVPEREF, personal loan service.
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