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TOM TAT:

Bai viét phan tich va 1am rd c4c yé&u t6 4nh hudng dén sy Iva chon dich vu ngan hang (DVNH)
cta khach hang cd nhan (KHCN) tai Ngan hang TMCP Sai gon Thuong Tin - Chi nhdnh tinh Tra
Vinh (Sacombank Tra Vinh). K&t qua nghién citu cho thiy c6 6 bi€n dnh hudng d&n sy lya chon
DVNH ctia KHCN tai Sacombank Tra Vinh 1a: phuong tién hitu hinh, sy ddng cdm, su tin cay, kha
ning dap tng, su ddm bao, va gid ca. Tir d6, tdc gia dé xuat gidi phdp nhim gitp ngan hang ning
cao chit lugng DVNH, ciing nhu ddp ¢ng dugc mong mudn ciia KHCN tai ngan hang.

T khéa: dich vu ngan hang, khiach hang cd nhan, Ngan hang TMCP Sai gon Thuong tin - Chi

nhdnh tinh Tra Vinh.

1.Pat van dé

Trong bdi canh kinh doanh hién nay, c6 thé néi
DVNH da va dang dugc cidc ngan hang thuong mai
(NHTM) nhin nhian nhu mot miii nhon chién luge
trong hién dai héa, da dang héa cidc loai hinh
DVNH va 1a mot Igi th€ canh tranh quan trong
trong cudc dua nhdm t6i thi trudng ngan hang ban
18. Piéu nay da tao diéu kién cho hoat dong kinh
doanh DVNH phit trién manh mé&. Tuy nhién, diy
ciing 1a thich thic va stic ép kh4d 16n d6i véi cic
NHTM, doi hoi cac ngin hang phdi cé nhitng giai
phép kinh doanh phu hgp.

Sacombank Tra Vinh ciing khong nim ngoai
thach thic d6. V61 mang Iu6i ngdn hang day dic
trén dia ban Tra Vinh nhu hi€n nay thi sy canh
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tranh trong hoat dong kinh doanh néi chung va
DVNH néi riéng ngay cang gay git. SG hitu ha ting
k¥ thudt ngan hang hién dai, uy tin ciia thuong hiéu,
Sacombank Tra Vinh c6 nhiéu Igi thé trong viéc
ting dung cong nghé tién ti€n vao x{t 1y tu dong va
céi thién cdc y€u t6 dnh hudng dén sy lwa chon
DVNH. Pén nay, dich vu nay di va dang thu hit
dong ddo lugng khach hang do tinh hitu ich ma né
mang lai.

D& DVNH phit trién bén vitng trong tuong lai,
ngoai viéc ngan hang phai ludn c6 chién lugc,
chinh sdch phui hdp, diing ddn va an toan, can phat
trién c4c tién ich va tinh ning nhim ddm bio dugc
thi phdn va tao niém tin, sy hai long clia khich
hang khi st dung DVNH cung ciAp. Chat lugng dich
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vu t8t 1am ting mitc dd hailong cho khach hang, d6
trd thanh I¢i th€ canh tranh. Hon thé, sy quan tAm,
chim séc trude va sau cung cap dich vu 1a hét siic
can thi€t DVNH ctia khach hang s& gitip ngan hang
duy tri Iugng khdch hang trung thanh va tim ki€m
dugc khach hang tién ning (Pd Ti€n Hoa, 2007).

2. Phuong phap nghién ctitu

Nghién cttu 4p dung phuong phdp nghién cttu
dinh lugng v6i phuong phéap 14y mau thuén tién.

Phuong phdp thu thap dif liéu sd cAp: Thong qua
céc cudc khdo sit online, bing mot cudc diéu tra
dua trén bdng cau héi dugc thi€t k& thong qua y
ki€n cla chuyén gia. Viéc ti€p can va thu thap s6
liéu tir khach hang cdc van dé lién quan dén sy lya
chon dich vu ctia Ngan hang ma ho dang st dung
thong qua bang ciu hdi da thi€t k& trude cho 200
KHCN da va dang sit dung DVNH tai Sacombank
Tra Vinh.

D& dinh lugng dugc cic y&u t& anh hudng dén sy
Iva chon DVNH ctia KHCN tai Sacombank Tra
Vinh, tic gid sit dung cdc phuong phap: kiém dinh
dd tin cay clia cdc thang do bing hé s6 Cronbach’s
Alpha, phan tich nhan t6 khdm phd va phuong phap
phan tich hdi quy.

Nhim dat dugc cdc muc tiéu nghién ctu, tdc gid
da thuc hién nghién cttu theo cdc bubc véi cac
phuong phdp dinh lugng. Nghién cttu da xay dung
md hinh nghién citu dua trén 1y thuy€t chit lugng
dich vu va st dung cong nghé, tong quan cic
nghién ctiu trong va ngoai nudc, mo hinh nghién
citu duge xay dung bdi cic yéu t§ tdc dong nhur:

“phuong tién hitu hinh”, “sy dong cAm”, “su tin
ciy”, “khd nang ddp tng”, “su ddm bao”, “gid”,
cia KHCN st dung DVNH tai Sacombank Tra
Vinh”. Trén ¢ s mo hinh nghién ctu, tic gia xay
dung thang do va dua ra cdc gia thuyét.

3. Thio luan va két qua

3.1. Phan tich Cronbach’s Alpha

K&t qua tai Bang 1 dya vao gid tri clia hé s§
Cronbach’s Alpha cho thdy cdc yéu t6 4nh hudng
gdm: (1) “Su tin ciy” c6 5 bién quan sit tir TC1 -
TCS5; (2) “Khd ning ddp Ging” c6 4 bi€n quan sat tir
DUI - DU4; (3) “Su ddm bdo” c6 5 bi€n quan sat tir
DBI1 - DB5; (4) “Phudng tién hitu hinh” ¢6 7 bi€n tir
HH1 — HH7; (5) “Su dong cAm” ¢6 7 bi€n quan sit
tr DC1 - DC7; (6) “Su hai long” ¢6 5 bi€n quan sit
tir HL1 - HLS5; (7) “Gid c&” ¢6 3 bién quan sét tir
GIA 1 - GIA 3. Hé sd tuong quan bi&n t&ng clia cic
bién doc 1ap déu c6 gid tri 16n hon 0,3 cho nén tat ca
cdc bi€n déu dua st dung dé phan tich nhan t5.

3.2. Phén tich nhén t6’khdm phd

Phan tich nhin t& khdm ph4 25 bi€n quan sit
clia 7 bi€n ddc 1ap: phuong tién hitu hinh, sy tin cay,
kha niing ddp tng, su ddm bio, su ddng cdm, sy hai
long va gia ca

K&t qua phan tich nhan t6 khdm phd vdi cic
bi€n quan séit tr khdo sdt khach hang st dung
DVNH tai Sacombank Tra Vinh cho két qua t6t. Cu
thé, hé s6 KMO = 0,707 thda diéu kién (> 0.5) va
Sig.= 0,000, diéu nay cho thdy ring két qua phan
tich nhan t& khdm ph 1 c6 do tin cdy cao, cdc bién
quan st cé tiong quan vSi nhau trong tong thé.

BAng 1. Téng hgp ki€m dinh thang do dénh gid cGa khdch hang

Thang do Ma thanh phan thang do Tuong quan bién tong Cronbach’s Alpha néu loai bién

TC1 0.573 0.811

Sutin cay TC2 0.737 0.765

Cronbach’s Alpha = TC3 0.658 0.786

0.829 TC4 0.603 0.801
TC5 0.57 0.811
DU1 0.742 0.837

Khanang dap DU2 0.805 0.814

ing Cronbach’s

Alpha = 0,875 DU3 0.711 0.849
DU4 0.678 0.861
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Thang do Ma thanh phan thang do Tuong quan bién tdng Cronbach’s Alpha néu loai bién
DB1 0.504 0.787
Sudam bo DB2 0.549 0.776
Cronbach’s DB3 0.629 0.749
Alpha = 0,801 DB4 0.629 0.749
DB5 0.618 0.753
HH1 0,639 0,780
HH2 0,683 0,765
:?Uﬁ?ghﬂé" HH3 0,438 0,843
i HH4 0,664 0,771
Alpha =0,900 HH5 0,716 0,768
HH6 0,473 0,775
HH7 0.795 0.875
DC1 0.676 0.902
DC2 0.769 0.892
Sudéng cam DC3 0.719 0.898
Cronbach’s DC4 0.683 0.901
Alpha =0,910 DC5 0.698 0.901
DC6 0.78 0.891
DC7 0.786 0.891
HL1 0575 0.8
Suhailong HL2 0.595 0.793
Cronbach’s HL3 0.587 0.796
Alpha = 0,823 HL4 0.661 0.775
HL5 0.666 0.773
Gidca GIA1 0575 0.800
Cronbach's GIA2 0.495 0.803
Alpha =0,793 GIA3 0.387 0.816

Gi4 tri hé so hoi tu Eigenvalues = 2.177, phan
tich da rit trich dugc 1 nhan td tif cdc bi€n quan sit
v@i phuong sai trich 1a 72.578% (> 50%). Tur d6 cho
thiy, cdc bi€n quan sit ban dau c6 sy hoi tu & 7
nhan t8, cic nhan t& nay gidi thich dugc 72,578% %
st bi€n thién cta dit liéu khio sit. Do d6, cdc nhian
t0 ddm bdo dudc khd ning dai dién cho dir liéu
khdo st ban du.

Qua k&t qud phan tich di liéu so cap dugc
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Nguon: Tdc gid téng hop ti phan tich dit liéu so cdp

tdng hdp, cho thiy cdc bi€n quan sit dugc phan
thanh 7 nhém cd ban: “Phuong tién hitu hinh”,
“Su tin cdy “, “Kha ndng ddp @ng”, “Su ddm
bdo”, “Sy ddng cdm”, “Sy hailong” va “Gid cd”
v&i 36 bi€n quan sat va cdc bi€n quan sdt nay déu
c6 trong s& nhan t& dat yéu cau, c6 kha ning hoi
tu va bi€u dién tot.

Nhu vay, qua phén tich nhan t6 khdm pha EFA
cho thiy céc bién ddc 1ap déu c6 tinh hoi tu va gidi
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thich t6t cdc bi€n quan sit trong thang do va phil
hgp st dung cho kiém dinh ti€p theo vdi phan tich
hdi quy.

3.3. Phén tich hoi quy

Hé s6 xac dinh R2 hiéu chinh 12 0,742 c6 nghia
1474,2% su bién thién vé su lwa chon DVNH ctla
khdch hang dugc gidi thich bdi cdc bi€n doc 1ap
(Phuong tién hitu hinh, sy dong cdm, su bdo dam,
kha nang dap dng, sy hailong va, gid cd) dudc trinh
bay trong md hinh (Bang 2).

K&t qué tai Bang 3 cho thdy v4i mifc ¥ nghia
quan sat Sig = 0,000 < 0,05, gia thuy&t HO bi bac bd,
nghia 12 ¢6 tdn tai mdi quan hé tuyén tinh véi sy lwa
chon DVNH ctia kh4ch hang véi it nhat mot trong
cdc nhan t6: phuong tién hitu hinh, sy dong cdm, sy
bdo bdo, khd nang dip Gng, su hai long va gié cé.

Céc bién dwa vao mo hinh déu c6 Tolerance >
0,0001 va VIF < 10 nén khdng ton tai hién tuong da
cong tuyén giita cac bi€n doc lap.

Phan tich hdi quy d& xdc dinh mic do tdc dong
clia 6 nhin t6 dén su lya chon DVNH ctia khich
hang tai Sacombank Tra Vinh hay 1a cdc bi€n doc
1ap c6 4nh hudng dén bién phu thudc hay khong.

Y=PFy+BX1+BXo+.. + B X;+u;

Trong d6: Y 1a bi€n phu thudc (mic dd hai
long vé sy lya chon DVNH); Bj 12 hé s6 uSc lugng;
Xjla 6 bi€n doc 1ap (cdc y€u t6 dnh hudng); ui la
phén du.

Qua k&t qua & Bang 4 ta c6 thé thay gid tri Sig. F
=0.000 < 0.005 nim trong khodng quy dinh nén md
hinh nghién cttu cho ring 1a pht hgp. Gi4 tri R? hiéu
chinh cia m6 hinh nghién ctu la 0,734 ndm trong
khodng 0,5-1 dugc cho 12 md hinh nghién citu tot
ciing c6 nghia 1a cdc bi€n trong mo hinh nghién ctu
dé cap gidi thich dugc 73,4% sy bién thién cia mo
hinh nghién ctu.

Gi4 tri VIF clia cdc bi€n quan sét trong mo hinh
déu nhd hon 10 cho thdy khdng c6 sy vi pham vé
hién tugng da cdng tuyén, su tuong quan, phuong
sai sO thay d6i da thuc hién. Sdu nhin t6 gdm:
PTHH; TC; DU; DB; CT; GIA, c6 su tuong quan
khd chit ch& va ¢ ¥ nghia thong ké trong md hinh
phan tich. Do vy, cdc bi€n doc 1ap déu tdc dong
1én bi€n phu thudc. Trong d6, tic ddng manh nhat
la TC (Beta=.311), ththai la CT (Beta =.253), tht
ba la PTHH (Beta = .240), th tu la DU (Beta -
.216), tht nim 1a DB (Beta = .141) va y&u nhat la
GIA (Beta =0.60).

BAng 2. Hé s& xdc dinh

Model Summary®

Model R R Square

Adjusted R Square

Std. Error of the Estimate Durbin-Watson

1 8612 742 734

.31587 1.552

a. Predictors: (Constant), GIA, DB, CT, PTHH, TC, DU

b. Dependent Variable: HL

Nguén: Két qud phan tich SPSS

Bdng 3. Phdn tich phuong sai ANOVA

ANOVA®
Model Sum of Squares df Mean Square F Sig.
Regression 55.316 6 9.219 92.402 .0002
1 Residual 19.256 193 .100
Total 74.573 199
a. Predictors: (Constant), GIA, DB, CT, PTHH, TC, DU, HL
b. Dependent Variable: HL

Nguén: Két qud phan tich SPSS
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BdAng 4. K&t qud méd hinh héi quy danh gié su hdi ldng ctia khéch hang

Coefficients?
ode U’:i’:;g;ed Sctz';‘:;c’idézgd t o Collinearity Statistics
B Std. Error Beta Tolerance VIF

(Constant) -1.147 226 -5.078 .000
PTHH .309 .053 240 5774 .000 771 1.296
TC 330 .051 311 6.425 .000 570 1.755
1 DU 232 .057 216 4.045 .000 470 2.128
DB 143 .046 141 3.133 .002 663 1.508
CT 244 .040 253 6.122 .000 .785 1.273
GIA .056 034 .060 1.636 104 982 1.019

a. Dependent Variable: HL

5.Ké&tluan

Bai viét cdc yéu t6 dnh hudng dén su Iva chon
DVNH cua KHCN tai Sacombank Tra Vinh véi
muc tiéu xdc dinh c4c y&u t6 4nh hudng dén su lua
chon DVNH cua khéach hang. T d6 1am cd sd cho
ngan hang xac dinh dugc y&u & ndo dnh hudng
quyé€t dén viéc lua chon DVNH cia KHCN, ciing
nhu tirng buéc ddp tng dugc mong mudn clia khach
hang d6i véi dich vu tai ngan hang trong tuong lai.

TAILIEU THAM KHAO:

Nguén: Két qud phan tich SPSS

K&t qud nghién cdu cho thdy ring, c6 6
bi€n 4nh hudng dé€n sy lya chon DVNH cilia
KHCN tai Sacombank Tra Vinh la “phudng tién
hitu hinh”, “su déng cdm”, “sy tin cdy”, “khi
ning ddp dng”, “su ddm bdo”, “gid ”. T két qud
nghién ciu, tdc gid dé xuit gidi phdp nhim
gitip ngdn hang ning cao chat lugng DVNH,
cling nhu ddp ¢ng dudc mong mudn clia KHCN
taingdn hang ®
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ABSTRACT:

This study explores the factors affecting the choice of individual customers towards banking
services of Saigon Thuong Tin Commercial Joint Stock Bank - Tra Vinh Province Branch
(Sacombank - Tra Vinh). The study finds out that there are six factors affecting the choice of
individual customers towards banking services, namely: tangibles, empathy, reliability,
responsiveness, assurance, and price. Based on this study’s findings, some solutions are proposed to
improve its banking serrvices and better satisfy its individual customer’s needs.

Keywords: banking services, individual customers, Saigon Thuong Tin Commercial Joint Stock
Bank - Tra Vinh Province Branch.
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