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TOM TAT:

Muc tiéu ctia nghién cttu 12 ddnh gid cdc nhan t8 4nh hudng dén sy hai 1ong ctia khdch hang c4
nhian (KHCN) vé CLDV b4n 18 ngin hang dién t& (NHDT) va dé xuit ham y chinh sich nhim
nang cao sy hai 1ong ctia khach hang vé CLDV bdn 18 NHPT ctia Ngan hang thuong mai CS phin
va PAu tr phét trién Viét Nam - chi nhdnh tinh Tra Vinh (BIDV Tra Vinh). K&t qua phan tich hdi
quy cho thdy, 5 nhan t&, gdom: Su tin cdy, Su ddp &ng, Ning luc phuc vu, Sy ddng cdm va Phuong
tién hitu hinh déu c6 tic dong ciing chiéu vdi sy hai 1ong ctia khdch hang vé dich vu bén 1& ngan
hang dién ti. Trén co s d6, hé thdng xuit 5 ham y chinh sich gép phin ning cao sy hai long cla
khédch hang d6i vé6i dich vu ban 18 ngan hang dién tif cia BIDV Tra Vinh dugc dé xuat.

Ti khéa: sy hai [ong, chat lugng, dich vu ban 1é ngan hang dién t, nhan 8 &nh hudng, BIDV

Tra Vinh.

1. Dit van dé

Nhidm né trdnh bt rii ro trong hoat dong kinh
doanh ngdn hang, 10 nam tr§ lai ddy, cdc ngin
hang dua nhau phat trién dich vu ngan hang ban 18.
Véi bé day kinh nghiém hon 63 nim trudng thinh
va phat trién, BIDV da khing dinh dugc vi thé va
uy tin trén thi trudng tai chinh thé gidi va khu vuc
nhu la mot trong nhifng ngan hang thuong mai hang

ddu tai Viét Nam, nén khong thé khong phit trién
dich vu nay, ma cu thé 1a dich vu ban 1& ngan hang
dién tr. Tuy nhién, sy hai long clia khich hang vé
chat lugng dich vu bdn 1é ngan hang dién tif cia
mdi chi nhanh trong hé thong can phai dugc quan
tim cu thé hon. Xuét phdt tir nhitng van dé trén,
viéc nghién cttu “Hai long ctia khdch hang vé chat
lugng dich vu ban 1& ngidn hang dién t&: Minh hoa
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cu thé tai Ngan hang Thuong mai C6 phin Pau tu
va Phat trién Viét Nam - chi nhanh tinh Tra Vinh”
1a can thiét.

2. Co's6 1y thuyé&t va phuong phap nghién ciiu

2.1. Cosd'ly lugn

Bdn 1€ 1a dich vu ngin hang cung @ing cic san
pham dich vu tai chinh t6i titng khach hang thong
qua mang ludi chi nhdnh, hodc viéc khach hang c6
thé ti€p can tryc ti€p véi sdn phdm dich vu ngan
hang thdong qua phuong tién thong tin dién tif vién
thong. Thém vao d6, ngan hang ban 1é (Retail
banking), theo nghia den, 1a cung cip sin phim
dich vu ngan hang dén tan tay ngudi tiéu dung vdi
s6 lugng nhé (Td Thién Hién va Vo Thi Hong
Nhung, 2020).

Theo T& chiic thuong mai ThE gigi (WTO),
"Dich vu ngan hang bdn 1é 1a viéc cung Gng sin
pham, dich vu dé&n tay tirng c4 nhan riéng 1é thong
qua mang luGi chi nhdanh, hodc la viéc khach hang
c6 thé ti€p can tryc ti€p v6i san phim, DVNH
thong qua ciac phuong ti€én cdong nghé thong tin,
dién tlr vién thong".

Hién nay, cic NHTM dang thuc hién tdi cAu tric
mo hinh hoat dong theo d6i tugng khich hang. Vi
vy, "Dich vu ngin hang ban 1& dugc hiéu la cic
dich vu ngdn hang dugc cung Gng tdi tiing cd nhan
riéng 1é, ho kinh doanh, doanh nghi&p vira va nhd
thong qua mang 1u6i kénh phan phdi truyén thdng
hodc mang ludi phan phdi dién th".

V& ngan hang dién t& (NHDT), Truong Pidc Bio
(2003) dé cap, NHDT la kha ning khach hang c6
thé truy cap tir xa vio mot ngan hang nhim thu thip
thdong tin, thuc hi€én cdc giao dich thanh todn tai
chinh dya trén cdc khoan luu ky tai ngdn hang.

& Viét Nam, Ngan hang Nha nuée (2021) quy
dinh vé an toan, bdo mat cho viéc cung cip dich vu
ngan hang trén Internet nhu sau: dich vu ngan hang
trén Internet (dich vu Internet Banking) l1a cac dich
vu dugc cung cAp thong qua mang Internet bao gdm
thong tin vé don vi cung ciAp dich vu va cic dich vu
ctia don vi; dich vu tra cu thong tin nhu tra ciu
thong tin khach hang, tai khodn, truy van s6 du va
cac thong tin khac; thuc hién cac giao dich tai chinh
truc tuyé€n nhu dich vu vé tai khoan, chuyén khoan,
cap tin dung, thanh to4dn qua tai khodn va céc dich
vu khéc theo quy dinh cia Ngan hang Nha nudc
(Thong tu's& 29/2011/TT-NHNN).
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Theo Sullivan, Richard J. and Wang, Zhu
(2013)., NHPT nhv 1a sy d6i mdi qua trinh, theo d6
khédch hang tu thuc hién cdc giao dich ngan hang
clia riéng minh ma khong can dén giao dich vién
ngan hang; N6 cling cho phép ngudi vao trang web
clia ngan hang qua mang cdng cong va thuc hién
cac giao dich.

2.2. Phuong phdp nghién citu

2.2.1. Phuong phdp thu thap so'liéu

Ngudn dif liéu dwa vao phan tich trong nghién
cttu nay dugc tic gid t8 chic khido sit 30 khich
hang ¢6 st dung dich vu NHPT ctia BIDV Tra Vinh
dé nghién cttu, sd bo dat yéu cau. Nghién citu chinh
thic dugc dude phan tich tir viéc khao sat thém 300
khdch hang dugc phan tang cho 9 dia ban, trén co
s8 co cAu khdch hang hién c6 tai thdi di€m xac dinh
co mAu khao s4t.

Nhu vay, dit li€u dua vao thyc hién cdc phan tich
12 330 quan sét, 16n hon so vé6i diéu kién clia cong
thitc n = 50 + 8 x s6 bi€n quan sat m (Tabachnick va
Fidell, 1996).

2.2.2. Phuong phdp phdn tich va mé hinh
nghién citu

So sanh, chi tiét, thong k& mo ta, ki€m dinh do
tin cy va hdi quy 1a nhitng phuong phip dugc st
dung dé thuc hién phéan tich sy hai long cia khach
hang vé chat lugng dich vu ban 1& ngan hang dién
t: Minh hoa cu thé tai BIDV chi nhdanh Tra Vinh.
Phuong trinh hdi quy ¢6 dang: Su hai long (Y) = Bo
+BiXy + PoXo + B3X3 + ByXy + PsXs, trong do: By,
B, Bss Bas Ps: 12 hé sd anh hudng ctia cac bién doc
lap d&n SHL ctia khach hang (KH) vé CLDV
NHDT va X, dén X 1a cdc bi€n doc 14p (Hinh 1).

M6 hinh nghién ctu dugc xay dung trén cd sG
ratra tir 1y ludn va cdc nghién cu c6 lién quan. Cu
thé, md hinh nghién ctu sy hai 1ong clia khich
hang vé chat lugng dich vu ban 1& ngan hang dién
tér: Minh hoa cu thé tai BIDV chi nhdnh Tra Vinh
dugc thé hién qua Hinh 1.

3. Hai long ctia khach hang vé chat lugng dich
vu ban 1é ngan hang dién ti: Minh hoa cu thé tai
BIDV chi nhanh Tra Vinh

3.1. Két qua phén tich hoi quy va tuong quan

3.1.1. Kiém dinh tuong quan

Tuong quan Pearson dugc st dung nhim kiém
tra moi tuwong quan tuyén tinh chit ché giita bién
phu thudc vé6i cdc bién doc lap d€ sém phat hién
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Hinh 1: Mé hinh nghién ciu
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Nguon: Beé xudt ciia tdc gid

vin dé da cong tuyé&n truSc khi phan tich hdi quy
bdi. Hé s tuong quan Pearson (r) ¢ gi tri dao
dong tir -1 dén +1. Piéu kién d€ tuong quan cé y
nghia la gia tri sig. < 0,05.

r <0 cho biét sy tiong quan nghich giita hai bi€n;

r =0 cho thi'y khong c6 su tuong quan;

r> 0 cho bi€t sy twong quan thuén gitta hai bi&n.

K&t qua phan tich & Bang 1 cho thay, giita bién
phu thudc (Y_TB) c6 tuong quan vdi 5 bi€n doc lap,
vGi gid tri sig < 0,05, x&p thi ty theo tuong quan
giam din nhu sau:

- Phuong ti€n hitu hinh (X5_TB) v&i pearson
=0,818;

- Sy dong cAm (X4_TB) véi pearson =0,103;

- Ning luc phuc vu (X3 _TB) véi pearson
=0,060;

- Sy tin cdy (X;_TB) v6i pearson = 0,040;

- Sy dap tng (X,_TB) v6i pearson =0,021.

K&t qua ciing thé hién, giifta cic bién doc lap
khong c6 moi tuong quan vdi nhau vi gia tri sig > 0,05
vi vay khong c6 x4y ra hién tuong da cong tuyén.

3.1.2. Phan tich héi quy

Phan tich hdi quy gitip xdc dinh mic do anh
hudng clia cdc nhan t& dén sy thay ddi cia bién
phu thudc, d€ dua ra cdc gidi phdp phi hop cho
thyc t&€ BIDV Tra Vinh. K&t qua hdi quy dugc thé
hién qua Bdng 2.

Gi4 tri sig. trong kiém dinh t déu < 0,05 chiing t8
5 nhan t& doc 1ap c6 y nghia thong ké& va déu gidi
thich cho SHL ctia KH vé CLDV NHDT ctia BIDV
chi nhanh Tra Vinh. Tié€p theo 1a gi4 tri VIF déu <2
nén khong c6 hién tugng da cong tuyén. Nhu vy,
ham hdi quy da bi€n c6 dang nhu sau:

- Phuong trinh hdi quy chua chuén héa c6 dang
nhu sau:

Bdng 1. Kiém dinh tuong quan Pearson

Y_TB X_TB X, TB X3 TB X4 TB X5 TB
Pearson Correlation 1 0,040 0,021* 0,060* 0,103* 0,818**
Y-8 Sig. (2-tailed) 0,002 0,022 0,018 0,030 0,000
Pearson Correlation 0,040 1 0,049 0,045 0,046 0,028
%18 Sig. (2-tailed) 0,002 0,399 0,438 0,423 0,628
Pearson Correlation 0,021* 0,049 1 0,017 0,070 0,038
% T8 Sig. (2-tailed) 0,022 0,399 0,766 0,229 0,513
X, T8 Pearson Correlation 0,060* 0,045 0,017 1 0,021 0,011
Sig. (2-tailed) 0,018 0,438 0,766 0,719 0,855
Pearson Correlation 0,103* 0,046 0,070 0,021 1 0,051
% T8 Sig. (2-tailed) 0,030 0,423 0,229 0,719 0,378
Pearson Correlation 0,818** 0,028 0,038 0,011 0,051 1
%5 T8 Sig. (2-tailed) 0,000 0,628 0,513 0,855 0,378
**_ Correlation is significant at the 0.01 level (2-tailed).
*. Correlation is significant at the 0.05 level (2-tailed).

Nguén: Dit liéu khdo sdt 330 khdch hang
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BAng 2. K&t qud phén tich héi quy

Hé sd chua Hé s6 " o
PR P Pa congtuyén
chuan héa chuan hoa iz i
a Gia Giatn
Nhan t6 trt Sig
B Sai 0 Beta Bochdp |\
chuan nhan
Hang s6 -1,075 0,300 -2,586 0,010
Sutin cay (Xq) 0,126 0,035 0,112 0,471 0,038** 0,993 1,007
Sudap ng (X,) 0,064 0,035 0,041 0,404 0,006* 0,991 1,009
Nang luc phuc vu (X3) 0,054 0,035 0,052 1,560 0,000* 0,997 1,003
Sy dong cam (X4) 0,044 0,035 0,042 1,249 0,013** 0,990 1,010
Phuong tién hdiu hinh (Xs) 0,847 0,034 0,820 24,574 0,000* 0,995 1,005
Y: Su hai long clia KHCN vé dich vu ban 1é NHDT clia BIDV Tra Vinh

Ghi chu: ** miic y nghia 5%, * miic Y nghia 1%, ns la khong co y nghia

Y =-1,075+0,126X, + 0,064X,
+0,054X5 +0,044X, +0,847X5 (1)

- Phuong trinh hdi quy chudn héa cé dang
nhu sau:

Y =0,112X, +0,041X,5 +0,052X5

+0,042X,4 +0,820X5 (2)

Qua phuong trinh cho thay, cic hé sd hdi quy
déu mang dau duong thé hién ring cic nhin t6 dua
vao nghién citu déu c6 tic dong ty 1é thuan véi SHL
clia KH vé CLDV NHDT. Diéu nay ciing phit hgp
vGiky vong clia tac gia.

Theo phuong trinh (1), cdc hé s6 hdi quy phan
4nh sy thay d8i SHL cia KHCN vé CLDV NHPT
cia BIDV khi mdt nhan t6 doc 1ap thay ddi va céc
nhén t6 doc 1ap khac giit nguyén. C6 thé giai thich
nhu sau:

- Trong diéu kién cic bién khidc khdng ddi, khi
Su tin cdy (X;) ting thém 1 don vi thi SHL cta
KHCN vé CLDV NHDT ctia BIDV Tra Vinh ting
thém 0,126 don vi.

- Trong diéu kién cic bi€n khac khdng ddi, khi
Su ddp tng (X,) ting thém 1 don vi thi SHL cta
KHCN vé CLDV NHPT ctia BIDV Tra Vinh ting
thém 0,064 don vi.

- Trong diéu kién céc bi€n khac khong ddi, khi
nédng lyc phuc vu (X3) ting thém 1 don vi thi SHL
ctia KHCN vé CLDV NHDT cta BIDV Tra Vinh
tang thém 0,054 don vi.
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Nguén: Dit liéu khdo sdt 330 khdch hang

- Trong diéu kién cdc bi&n khic khong ddi, khi
Sy ddng cdm (X,) ting thém 1 don vi thi SHL cla
KHCN vé CLDV NHDT ctia BIDV Tra Vinh ting
thém 0,044 don vi.

- Trong diéu kién cic bié€n khic khdng ddi, khi
phuong tién hitu hinh (X5) ting thém 1 don vi thi
SHL ctia KH vé CLDV NHPT ciia BIDV Tra Vinh
ting thém 0,847 don vi.

Theo phuong trinh (2), cdc hé s6 hdi quy phéin
4nh mic do, thit tw 4nh huéng clia cdc nhan t6 doc
lap dén SHL clia KH vé CLDV NHDT clia BIDV
chi nhanh Tra Vinh. Nhan t6 ndo c6 hé s& hdi quy
chudn héa cang 16n thi cang anh hudng 16n. C6 thé
giai thich nhu sau:

- Nhan t§ "Phuong tién hitu hinh (X5)" tdc dong
manh nhAt v6i hé s6 B = 0,820

- Nhan t& "Sv tin cay (X1)" tdic dong manh thit
hai véihé s6 B=0,112

- Nhan & "Ning luc phuc vu (X3)" tic dong
manh thit ba v6i hé s6 = 0,052

- Nhan t§ "Su d@dng cdm (X4)" tic dong manh
thit tw v6i hé s6 B =0,042

_Nhan t6 "Su dép tng" (X2)" tic dong y&u nhat
véihe s6 p=0,041.

Nhu vdy, ¢6 5 nhan t6 4nh hudng d&n SHL cia
KH vé CLDV NHPT ctia Chi nhanh.

3.2. H¢ thong ham y chinh sdch

Xuat phat tir k€t qua phan tich, két hgp véi quan
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sat thuc tién vé dich vu ban 1é ngan hang dién ti tai
BIDV chi nhdnh Tra Vinh, hé thong ham y chinh
sach dugc dé xuit nhu sau:

3.2.1. Pdu tu cho cdc phuong tién hitu hinh

Ngan hang quan tim cai ti€n trang web, dng
dung, giao dién, 14p trinh thao tic don gidn dé
khdch hang dé thuc hién nhung vin bio mat thong
tin. Huéng din thao tac sinh dong, d& hi€u, gitp
khach hang d& ti&p can khi giao dich. An tugng ddu
tién ctia khdach hang Ia giao dién dep, bit mit, thao
tac dudc huéng din cu thé, 16 rang lam cho khach
hang cdm thdy hai long hon. Pic biét, trong mdi
1an giao dich, can c6 nhitng canh b4o hay 18i nhic
nhg @€ khach hang dé y va quan tim hon, trach
trudng hdp bat cin dang ti€c x4y ra, gy phién ha
cho cd ddi bén. Ngan hang cin huéng din chi tiét
céch stt dung, huéng din thao tic sinh dong, dé
hi€u, dat hiéu qua cao khi gi6i thiéu dich vu cho
khach hang.

3.2.2. Tao su tin cdy cho khdch hang

NHDT la dich vu tién ich cao nhat, khdch hang
giao dich va thanh todn qua mang internet. Vi vay
né doi hdi tinh an toan, bAo mat. NH can phai thuc
hién thi€t k& giao dién giao dich c6 nhitng tinh niing
bdo vé thong tin KH, thuc hién cdc cam két vé
chinh sich lién quan dén thong tin giao dich dé
khach hang dugc yén tdm st dung. Khiach hang
ddnh gi4 kh4 cao vé uy tin, thuong hiéu ctia BIDV.
Dong thdi, BIDV ludn ddm bio bi mat thdng tin clia
khich hang trong moi trudng hop. Thdi gian gan
day, khich hang phin 4nh c6 vai s6 dién thoai la
dién vao yéu ciu chuyén tién vé mot viéc gi do,
nén ho vin dang thic mic 18 chuyén tién rdi thi c6
nhian lai dugc khong. Thyc t&€, nhan vién vin
khuyén khich hang khong nén chuyén khoin néu
chua biét rd ngudn goc. Poi véi nhitng trudng hop
d6, nhan vién cin bdo cho lanh dao biét d€ ¢6 cach
Xt 1y, bdo vé khdch hang clia minh, ting thém uy
tin cho ngan hang.

3.2.3. Nang cao chdt lugng dich vu

Qua nghién cttu cho thay, tic phong, thdi do
phuc vu c6 4nh hudng cling chiéu va tic dong d&n
SHL cia khach hang khi st dung dich vu NHBT.
Thoi gian qua, sy 4n cin phuc vu, tic phong
chuyén nghiép dugc chi y cai thién dang ké. Moi
nhan vién th€ hién cho hinh d4nh NH, véi tdc
phong nhanh nhen, thdi dd han thi€én, hoa nha,

lam hai long khach hang. Tuy nhién, d6i khi do dp
lyc cong viéc mdt vai cd nhan cling con c6 thii dod
chua tot, d€ khach hang chd dgi. Bén canh do,
khong phdi khdch hang nao ciing c6 thdi do phoi
hdp tot v6i nhan vién, doi khi gay khé dé, tao dp
luc d6i véi nhan vién. Tuy c6 mdt vai trudng hop
c4 biét, nhung muc tiéu cia NH 12 1am hai long tat
cd cdc khach hang, nén NH cin c¢6 mdt s6 quy
dinh cting va cho phép nhan vién linh hoat trong
XU 1i tinh huéng. Mit khdc, khdch hang phdn 4nh
cdc giao dich trong cdc ngay nghi, 1&, cao di€ém
vin con chim chap, khi khdch hang giao dich
trong nhitng ngay nay thudng phan anh l1a khong
thyc hi€én dudc, hodc thuc hién dugc nhung bén
ddi tdc vin khong nhan dudc tién, din dén viéc
mua bdn bi 4nh hudng. Vi vdy, NH nén xem xét
phan cong, bd tri ngudi tric va c¢6 khd ning gidi
quyé&t nhitng van dé ma khach hang gip phai, ti€p
nhan, tim hiéu r& y ki€n phdn 4nh cla khich
hang, ddnh gi4 nhitng thong tin trdi chiéu, ddm
bdo théa man khdch hang vé nhitng phan hdi clia
ngin hang. Hién nay, gi¢ lam vi€c cia nhan vién
nhin hang dugc cii thién chit it (dugc vé sém
hon) nhung van rat tré so v6i cdc cd quan khdc; 4p
luc cong viéc rat 16n nén can cé chinh sich va sy
quan tAm dong vién cla linh dao d€ gidm 4dp luc
cho nhin vién, tao tim ly thodi m4i nhim phuc vu
khach hang t6t hon.

3.2.4. Hay déng cam ciing khdch hang

Thdi gian qua, NH chua c6 chinh sich ting qua
cho khich hang trong céc dip 1&, tét, sinh nhat...,
chua quan tAm tGi nhitng phan dnh cta khach hang,
vi cho ring day Ia nhitng khach hang nhé 1&, khong
4nh hudng nhiéu d&€n k&t qua hoat dong kinh doanh
ctia don vi. Tuy nhién, tic gid cho ring moi sy quan
tam clia NH danh cho khdch hang déu khong du
thira ma c¢6 4nh hudng manh mé tSi sy phat trién
clia NH. Vi vay, lanh dao va nhin vién cin phai
quan tAim va cdi thién van dé nay trong thdi gian tdi
dé€ khich hang ngay cang hai 1ong hon. Pdng thdi
xem xét giam chi phi dich vu d€ bét ganh ning tai
chinh cho khach hang va ning cao tinh canh tranh
ctia BIDV Tra Vinh. Hién nay, khi khach hang st
dung NHDT phit sinh thém nhiéu khodn thu phi,
mic di nhitng khodn phi nady khdng nhiéu, nhung
lai xuAt hién nhiéu 1an trong thang, dién hinh nhu
phi tin nhdn OTT 8.800 VNN, phi nhic nd tin dung
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(d6i v6i ngudi vay ng) 1.650 VND, phi quan 1y tai
khodn 5.500 VND, phi duy tri dich vu SMS 11.000
VND. b6 la nhitng chi phi gay khé chiu cho khach
hang, nén c6 thé cit giam d€ khach hang duy tri
dich vu nay trong thdi gian tdi.

3.2.5. Ddp itng yéu cau khdch hang

Hinh 4nh nhan vién ngin hang rit quan trong,
phan 4nh hinh 4nh ctia chinh NH. Nén tuyén nhitng
ngudi cé ngoai hinh ua nhin, dn n6i nhd nhe, thai do
than thién, nhiét tinh tao nén nét vin héa don vi.
Nhén vién giao dich than thién, vui vé, thl tuc ding
ky dich vu NHDT tai BIDV don gidn, nhanh chéng,
thong tin huéng din thuc hién giao dich dé dang,
toc do x{r 1y giao dich nhanh chéng. Tuy nhién, khi
gip su cO, khach hang lién hé NHg thi dudng day
tong dai thuong xuyén khong lién lac dugc va phai
chd ddi méi c¢6 ngudi xi 1y. CAn phan cdng nhan
vién truc dudng diy néng tai chi nhianh dé gidi
quy€t nhanh chéng yéu cau ctia khach hang. PE
dich vu NHDPT ctia NH ngay cang in sdu vao tdm tri
KH, NH can tham gia tai trg nhiéu chuong trinh xa
hoi hd trg gitip ngudi c6 hoan canh khé khiin, xay
dung nha tinh thuong, mai Am, tai trd hoc béng...;
xay dung hinh dnh thuong hiéu trén dia ban va

TAILIEU THAM KHAO:

chuén héa bd nhan dién thuong hiéu; nang cao
nhdn thdc cia nhidn vién ngin hang, rén luyén ky
ning giao ti€p, kha ning thuyé&t phuc khich hang.
Ngan hang mudn phét trién can phu thudc it nhiéu
vao st hoan thién dich vu hiu méi. Lam t5t dich vu
nay s& mang dén cam gidc dugc ton trong, ting
long tin ctia khdch hang, giip co hoi ting thém sy
gidn bo cua khach hang.

4. K&t luan

K&t qua nghién cttu cho thdy, ¢6 5 nhan t6 gdm:
Su tin cay, Su dap ting, Ning luc phuc vu, Su dong
cdm va Phuong tién hitu hinh déu c6 tic dong cling
chiéu v6i SHL ctia KH vé dich vu ban 18 NHPT cla
BIDV Tra Vinh. Mdc d6 anh hudng theo tht ty tir
cao dé€n thap la: "Phudng tién hitu hinh (Xs)" v6i hé
s0 B =0,820; Nhan t§ "Sy tin cay (X;)" v6i hé s6 B
=0,112; Nhan t6 "Nang lyc phuc vu (X3)" v6i hé s6
B =0,052; Nhan t§ "Sy dong cdm (X,)" v6i hé s B
= 0,042 va Nhan 6 "Sy ddp tng" (X,)" v6i hé s6 B
=0,041. Tir @6, tac gia da dé xuathé thong 5 ham y
chinh sdch d€ sy hai long ctia khach hang vé chat
lugng dich vu ban 1é ngdn hang dién t&: Minh hoa
cu thé tai BIDV chi nhanh Tra Vinh ngdy cang
dugcningcaom
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ABSTRACT:

This study evaluates the factors affecting the satisfaction of individual customers about the
quality of retail e-banking services and proposes policy implications to improve customer
satisfaction about the retail e-banking services of the Joint Stock Commercial Bank for
Investment and Development of Vietnam - Tra Vinh Province Branch (BIVD Tra Vinh). The
study’s regression analysis shows that five factors, including: reliability, responsiveness, service
capacity, empathy, and tangibles, all have a positive correlation with customer satisfaction with
retail e-banking services. Based on these findings, five policy implications are proposed to help
BIDV Tra Vinh Province Branch improve customer satisfaction with its retail e-banking
services.

Keywords: satisfaction, quality, retail e-banking services, influencing factors, BIDV Tra
Vinh Province Branch.
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