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TOM TAT:

Nghién cifu cic nhin t& 4nh huéng d€n quy&t dinh giii tién tiét kieém (TGTK) ctia khdch hang cd
nhan tai Ngdn hang TMCP Sai Gon Thuong Tin - Chi nhanh Pa Néng (Sacombank Pa Ning) dugc
thyc hién tir thang 2/2022 d&n thang 5/2022. K&t qua phan tich da khiang dinh c6 4 nhan t& tic dong
dén quyét dinh giri tién ti€t kiém clia khach hang c4 nhan tai Sacombank Pa Ning theo thit tw 4nh
hudng gidm din, bao gdm: Sy thuan tién, Nhan vién, Su tin cdy, Anh hudng tir ngudsi than. Tir do,
bai vi€t dé xuid't mot s gidi nhim gitip ting trudng doanh s& gt tién tiét kiém ctia khich hang c4

nhan tai ngdn hang sau giai doan dich Covid-19.

Tirkhoa: tién ti€t kiém, khach hang c4 nhan, Ngan hang TMCP Sai Gon Thuong Tin.

1.bat van dé

Tién gt ti€t kiém 13 mot trong nhitng sin
phdm tai chinh quan trong ctia cdc ngan hang, vi
né gidp ngin hang thu hit tién gl clia khich
hang, tir &6 tao ngudn von dé cho vay hodc dau tu.
D3&i v6i khdch hang cd nhan, tién gli ti€t kiém
con 1a mot cach dé tich lily tién va tao ra thu nhip
thu dong.

Tuy nhién, @€ thu hit dugc khach hang giti tién
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ti€t kiém, dic biét 1a giai doan sau Covid-19 va
duy tri dudc khdch hang 1a mot viéc khong dé
dang. Hién nay, c6 rit nhiéu ngin hang va cdc san
phdm ti€t kiém khdc nhau trén thi trudng, do d6
cdcngin hang can phai tim ra nhitng cdch dé canh
tranh va thu hit khdch hang. Viéc nghién ctu cdc
nhan t6 4nh hudng d€n quy€t dinh cla khach hang
trong viéc gii tién ti€t kiém sé& giip cdc ngin

hang hi€u ré hon vé nhu ciu vd mong mudn clia
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khdch hang, tir d6 dua ra chién lugc phu hgp dé
thu hidt va duy tri khidch hang.

Nghién cttu sé& dugc tip trung vao cic yéu to
nhu 13i suit, quy trinh giao dich, dich vu hd trg
khach hang, hinh thiic quang cdo va thong tin san
phim. Nhitng y&u t6 nay déu 4nh hudng dén
quyé&t dinh ctia khdch hang trong viéc chon ngin
hang va sdn pham ti€t kiém phit hgp. PE tim hiéu
chinh xdc mic d6 4nh hudng cia mdi y&u td,
nghién ctu sé st dung phuong phdp khdo sit
khdch hang, phdng van dinh ky va phan tich s&
liéu thong ké.

Nghién citu s€ gitip Sacombank Pa Ndng ddnh
gid chinh xdc tinh hinh hién tai cia minh trong thi
trudng ti€t kiém va canh tranh véi cdc d6i tha
khdc. K&t qué clia nghién cttu s& cung cip cho
ngin hang nhitng thong tin vé nhu cau va mong
mudn clia khdch hang cd nhin trong viéc gt tién
ti€tkiem.

Ngoai ra, k€t qué cta nghién cttu ciing sé giip
cho khach hang c4 nhian ¢6 dugc nhitng sadn phdm
va dich vu ti€t kiém phit hdp v6i nhu cAu va mong
mudn cia minh. Piéu nay sé gitip cho khdch hang
ti€t kiém dudc thdi gian va cong sic trong viéc
tim ki€m cdc sdn phadm va dich vu ti€t kiém phu
hgp trén thi trudng.

2. Téng quan nghién cifu

Kh4i niém tién giti c6 ky han 1a gi dugc trinh
bay rd tai Khodn 1 Piéu 4 Thong tu sd
49/2018/TT-NHNN. Cu thé, tién giti c6 ky han 1a
khodn tién ctia khach hang gti tai td chic tin dung
trong mot thdi han nhi't dinh theo thda thuan giita
khich hang va t§ chic tin dung, v6i nguyén tic
hoan trd day di tién gdc, 1di cho khdch hang. C4
nhan khi gti ti€t kiém c6 thé gii bing tién Viét
(VND), d6 la My (USD) hay dong Euro (EUR).

Gri ti€t kiém c6 ky han 1a mot trong nhitng
hinh thifc giti tién phS bi€n nhat hién nay. Khi gtti
ti€t kiém c6 ky han, khach hang chi c6 thé€ nhan
tién gdc va tién 14i trong trudng hgp ky han da két
thic. N€&u riit toan bd hoic mdt phin s tién trudc
ky han thi mc 14i sudt dugc tinh theo hinh thitc

gl ti€t kiem khong ky han. Mc 13i sudt ndy dudgc
tinh trong th&i gian 1 ndm (365 ngay), du quy
khéch chon giri trong ky han bao lau.

Theo Kotler (2013), “hanh vi ngudi ti€u dung”
dugc dinh nghia 12 mot tdng thé nhitng hanh dong
dién bién trong sudt qué trinh k€ tir khi nhan biét
yéu ciu cho téi khi mua va sau khi mua sin
phd&m”. Nhu vay, hanh vi ngudi tiéu dung 1a cdch
thitc ¢4 nhan ra quyé&t dinh sé& sit dung cdc ngudn
luc sdn ¢6 cia ho (thdi gian, tién bac, nd lyc) nhu
thé€ nao cho cdc sdn phdm tiéu ding.

Ciing theo Kerin, R., & Hartley, S. (2017), hanh
vi tiéu diing ctia khdch hang thudng bi chi phdi bdi
rat nhiéu nhém nhan t6 nhu: chinh sdch marketing
cia doanh nghiép, cdc y€u to tAm 1y, cdc y€u to vin
héa xa hdi hodc cdc y&u td tinh hudng.

Nghién cttu cta tdc gid Tilahun Aemiro Tehulu
(2014) chi ra ring thdi do than thién hoic dé chiu
cla nhan vién, dich vu ATM, t6c do ngan hang,
chat lugng dich vu, hinh thitc bén ngoai clia ngan
hang va sip x&p chd ngdi bén trong, cam gidc an
toan, gan nha hoic ndi lam viéc, c¢6 nhiéu chi
nhdnh va thdi gian hoat dong dai la cdc yé&u to
quan trong trong quyét dinh chon ngin hang cia
khdch hang, s6 lugng ctia s6 truy cap, an toan, tié€p
nhin tot tai ngin hang va phi dich vu thip la
nhitng y€u t& khong quan trong ddi v6i quyét dinh
lya chon ngan hang.

Nghién citu cia nhém tic gid Jesmin Ara,
Humaira Begum (2018) tai Bangladesh cho thdy
trang thi€t bi va cong nghé hién dai, hé thong an
ninh cda ngdn hang, cdm gidc an toan khi giao
dich tai chinh, su trung thuc va ddng tin ciy cta
nhin vién va bdo mat thong tin ti khodn 1a 5 y&u
t0 quan trong nhat tdc dong d&€n quyé&t dinh gdi ti€t
kiém ctia khach hang. Mit khéc, 5 yéu t§ kém
quan trong hon 1a thoi gian hoat dong md rong,
bai ddu xe, do ban be hodc ngudi than gidi thi€u,
tai trg cho cdc hoat dong ngoai khéa va dich vu
chuyén tién.

Nghién cttu ctia nhém tdc gid Lé Thuy Nhién,
Trin Kiéu Nga, Tran Thi Kiéu Trang, Pao Trong
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Thanh, Bui Hong P6i (2020) da chi ra quyét dinh
glii ti€t kiém cha khdch hang c4 nhin tai
ABBANK Can Thd bi tdc dong bdi 5 bi€n doc lap,
cdc bi€n c6 mdi quan hé twong quan tuyén tinh
v6i bi€n phu thudc dudc sip x&p theo thit t gidm
dan, gdm: Lgi ich tai chinh; Uy tin va thuong hiéu;
Hinh 4nh nhan vién; Sy thuin tién; Hinh thdc
chiéu thi.

Nghién citu ctia tdc gid Ngb Thi Nga (2021) da
chi ra 5 nhan t6 4nh huéng d&€n quyét dinh gii tiét
kiém ctia khach hang c4 nhan. Cu thé, quyét dinh
glii tién ti€t kiém phu thudc nhiéu nhin t3, nhu:
Lgi ich, An toan, Anh hudng clia ngudi ¢6 lién
quan, Chat lugng dich vu, Su thuin tién. K&t qua
diéu tra trong md hinh cho thdy Chiéu thi va
Phuong tién hitu hinh khong 4nh hudng d&€n quyét
dinh Iya chon ngin hang gii tién ti€t kiém.

Dua trén tdng quan cd s& 1y thuyé&t, md hinh
nghién ctfu cho dé tai dugc tém tit va sd dd héa nhu
Hinh 1. M6 hinh niy mé t3 cic gia thuyét vé su anh
hudng clia cdc nhan t0: sy thudn tién, sy tin cay, lgi
ich tai chinh, anh hudng tir ngudi than, nhian vién,
chit luong dich vu d&€n quyét dinh gt tién ti€t kiém
cua khach hang tai Sacombank Pa Ning.

Gia thuyé&t H1: Sy thuin tién dnh hudng dén
quyét dinh gii tién ti€t kiém cta khdch hang
cd nhan.

Hinh 1: Mé hinh nghién ciiu dé xudt

( Sythuan tien ]i
[ Sutin cay ji

Quyét
dinh gui
tién tiét
kiém

( Loi ich tai chinh

( Anh hudng tir ngudi than

( Nhan vién ngan hang

( Chit luong dich vy
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Gid thuy&t H2: Sy tin cdy dnh hudng dén quyét
dinh gt tién ti€t kiém ctia khdch hing c4 nhan.

Gid thuy&t H3: Ldi ich tai chinh 4nh huéng dén
quyét dinh gt tién ti€t kiém cla khdch hang c4d
nhan.

Gia thuy&t H4: Anh hudng tit ngudi than anh
hudng d&€n quyé&t dinh giri tién ti€t kiém ctia khach
hang cd nhan.

Gid thuy&t H5: Nhan vién ngin hang 4nh
hudng d&€n quy&t dinh giri tién ti€t kiém clia khach
hang cad nhan.

Gid thuy€t H6: Chat lugng dich vu dnh hudng
dé&n quyét dinh giri tién ti€t kiém cla khich hang
cd nhan.

3. Phuong phap nghién ciu

Nghién ctu dinh tinh d4p dung & giai doan
nghién cttu sd bo, dugc thuc hién dé diéu chinh
thang do, bd sung hoic loai bd cic bi€n quan sit
chua hgp ly. Phuong phdp nay dugc thuc hién bing
céch phdng van tryc ti€p 30 khdch hang c4 nhan (n
=30) theo mot ndi dung da duge chudn bi trudc.

Nghién cttu dinh lugng dugc thuc hién thong
qua phuong phdp 14y mau thuin tién (phi xdc
sudt), dit liéu thu thap sé& dugc xi Iy véi sy hd trg
ctia phan mém SPSS. Ddi v6i cdc bién clia thang
do, @€ d4nh gid mic d6 ddong y cla khach hang,
bang ciu héi dugc thi€t k& véi thang do Likert 5
mic do véi 1 12 hoan toan khong dong ¥ dén 5 1a
hoan toan dong y. T4c gid ti€n hanh khdo sit
online 300 khédch hang, sau khi kiém tra, loai bd
phi€u khong hgp 1é thi quy md mau diing dé phan
tich va x(r 1y s6 liéu 1a 287.

4. K&t qua nghién citu va thdo luan

4.1. Két qud kiém dinh su khdc biét trong viéc
ra quyét dinh theo nhdn khdu hoc

Dua vao két qua ki€m dinh ANOVA, gi4 tri sig
& bdng ANOVA bing déu 16n hon, k&t qua cho
thd'y khong c6 sy khic biét vé mifc d6 ra quyét
dinh cla nhitng ngudi khdo sat thudc cdc gidi tinh
khdc nhau, trinh d hoc vdn khic nhau, nghé
nghiép khac nhau va thu nhap khac nhau.
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Tuy nhién, c6 sy khdc biét vé mic do ra quyét
dinh ctia nhitng ngudi khio sit & nhitng do tudi
khédc nhau.

Ki€m dinh d6 tin cay Cronbach’s Alpha: Dua
vio diéu kién dugc thi€t 1ap (Cronbach’s Alpha >
0.7 va hé s6 tuong quang bi€n tdng > 0.3) cac bi€n
quan st déu thda min va ti€p tuc dugc sit dung
trong phan tich nhan t6 khdm pha EFA.

Phin tich nhin t6 khdm phd (EFA): Chi s6
KMO = 0.746 (> 0.5), Sig = 0.000 < 0.05 ctia bi€n
phu thudc dat yéu cu, cho thiy cdc thudc do c6
tuong quan véi nhau trong tdng thé. Do dé, phan
tich nhian t6 12 phi hdp. Téng phuong sai trich
(Total Variance Explained) = 79.958 % (> 50%)
dat yéu cdu, nén chip nhin véi 6 nhin t& trong
thang do giai thich sy bi€n thién cta dif lidu.

Phan tich hé s& tuong quan giita bi€n phu thudc
va cdc bi€n doc 1ap dao dong trong khodng 0.446

dé&n 0.557, sig giita bi€n phu thudc va cdc bi€n doc
14p, k&t qua 12 ddu nhd hon 0.05, 1 d6 ¢6 thé két
ludn riing bi€n doc 1ap c6 tuong quan tuyén tinh &
mtc khd d6i véi bi€n phu thudc.

Béng 1 cho thdy gid tri R?> hiéu chinh Ia
51.60%, cho bi&t mifc do gidi thich clia cdc bi€n
doc 1ap trong md hinh véi sy bi€n dong clia quyét
dinh gdi ti€t kiém ct khdch hang 12 51.6%. Phan
con lai 48.4% 1a phan bi€n dong cla quyét dinh
dinh giti ti€t kiém ctia khach hang chua dudc gidi
thich giy ra béi sai s6 va cdc bi€n chua dua vao
md hinh. Tuy nhién, k&t qua hdi quy cho thay gid
tri R2 va R? hiéu chinh dang & mifc thap.

Tur k€t qua nghién citu § Bang 2, k€t qua phan
tich mo hinh hdi quy cho thdy hai bi€n Lgi ich tai
chinh va Dich vu bi loai khdi mo6 hinh do gid tri
Sig =0.339 va 0.598 déu 16n hon 0.05, nén 2 nhin
t6 nay khong thda diéu kién. Bang k&t qué ciing

BAng 1. Tém tét méd hinh nghién clu

Mo hinh R R? R2 hiéu chinh Std. Error of the Estimate Durbin-Watson
1 7262 527 516 .75561 1.693
a. Bién doc lap: (Constant), Dich vu, Su Tin Cay, Su thuan tien, Anh huong, Nhan vien, Loi ich tai chinh
b. Bién phu thudc: Quyet dinh
BAng 2. Hé s& héi quy
B Sai sd chuan Beta Pochapnhap | VIF
(Constant) -.306 229 -1.333 184
Su thuan tien .298 .049 .290 6.081 .000 .830 1.205
Su Tin Cay .258 .052 .251 4.995 .000 751 1.331
Loiich tai chinh .062 .064 .057 .959 339 532 1.880
Anh huong 192 .053 182 3.609 .000 741 1.350
Nhan vien 274 .059 .260 4,675 .000 611 1.637
Dich vu .031 .059 .031 528 .598 544 1.839
a. Bién phu thudc: Quyet dinh

Nguodn: Két qud ghién citu ciia tdc gid
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cho thdy tit cd cdc gid tri VIF (Hé s6 phong dai
phuong sai) déu nhd hon 2, ¢6 thé khing dinh mo
hinh nghién cdu khong xdy ra hi€n tugng da cong
tuyé€n. Hé s6 beta chuén cho ta tim quan trong ctia
tirng bi€n doc 1ap doi véi bien phu thude. O day,
tAm quan trong cda cic bié€n theo thi ty gidm dan
so v4i bi€n phu thudc 1a: Sy thuin tién, Nhin
vién, Su tin cdy, Anh hu6ng tir ngudi than.

Nhu vay, s& chdp nhan cdc gid thuyét H1, H2,
H4 va H5. Béc bd gia thuy&t H3 va H6.

5. Két luan va ki€n nghi

Thong qua phan tich hdi quy, cdc nhém nhin
t0 4nh hudng dé€n quyét dinh giti ti€t kiém cla
khdch hang cd nhan, tinh huéng nghién ctu tai
Sacombank Pa Ndng da dugc xdc dinh va sip x&€p
theo tht ty gidm din cda mic d6 4nh hudng. Cu
thé, nhitng nhin t6 dnh hudng nhiéu nhit d&n
quyét dinh gtri tién ti€t kiém tai Sacombank Da
Ning, bao gdm: Sy thuin tién (B = 0.298), Nhian
vién ngan hang (f = 0.274), Su tin cdy (B = 0.258)
va Anh hudng tir ngudi thin quen (B =0.192).

Cé4c k€t qua tir bai nghién cttu ¢6 mot s§ ham y
quan trong d8i v6i Sacombank Pa Ndng néi riéng
va cdc ngin hang néi chung nhim gia ting viéc
thu hat va gift chan khiach hang sau giai doan
Covid-19.

Thit nhdt, cin ting cudng sy thuin tién cho
khach hang: Tir k&t qua phan tich hdi quy, c6 thé
thdy, y€u t6 "Su thuén tién" 1a yé&u t6 &nh hudng

TAILIEU THAM KHAO:

dé&n quyé&t dinh giri tién ti€t kiém cla khdch hang
nhiéu nhat. Cai thién dia di€m giao dich gitp
khdch hang thuin tién giao dich hon, dong thdi
ting thém cdc dia di€m giao dich va cdc cdy ATM
vi khu vuc hoat dong ctia Chi nhanh Pa Ning rat
16n nhung s& cAy ATM con han ché.

Thit hai, cAn gia ting sy tin cdy cho khdch
hang. Thiic d4y truyén thong va quing b4 thuong
hiéu, ting cudng hé thong bdo mat, ting cudng
cong khai thong tin vé hoat dong kinh doanh, tai
chinh va chinh sach ctia doanh nghiép.

Thit ba, cAn ting cudng dao tao va phét trién
nhan vién vi nhan vién ngan hang ciing 1a y&u t6
dnh hudng 16n d&én quyét dinh cda khdch hang.
Ngan hang cin diu tu vao dio tao va phat trién
nhan vién, gidp ho c6 day di ki€n thiic va k§ ning
dé cung cap dich vu chuyén nghiép va tin tim cho
khdch hang.

Cudi ciing, ngan hang cin tip trung xay dung
mdi quan hé vdi khdch hang. Pé caii thién hiéu
qua kinh doanh, doanh nghiép c6 thé ting cudng
viéc xay dyng mdi quan hé t6t véi khach hang
hién tai, tao diéu kién d€ khach hang c6 thé ggi y,
gidi thiéu dich vu cho ngudi than trong gia dinh
clia ho. P& xuit ngin hang dua ra cdc dii ngd khi
ngudi than cda nhan vién ngan hang gt tién, dicu
nay s€ tao dong luc cho nhin vién tding cudng gidi
thiéu cho ngudi thin, dua nhitng ngudi d6 trd
thanh khdch hang ctia ngdn hang m
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ABSTRACT:

This study explores the factors affecting the decision of individual customers to open savings
accounts at Saigon Thuong Tin Commercial Joint Stock Bank - Da Nang City Branch
(Sacombank Da Nang) over the period from February 2022 to May 2022. The study finds out
that there are four factors affecting the decision of individual customers, namely: convenience,
staff, reliability, and influence from relatives. Based on the study’s findings, some solutions are
proposed to help Sacombank Da Nang increase its savings from individual customers after the
COVID-19 pandemic.

Keywords: savings, individual customers, Saigon Thuong Tin Commercial Joint Stock Bank.
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