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TOM TAT:

Nghién cttu cho thiy 7 y&u t6 tdc dong dé€n Chat lugng dich ngan hang ban 1& (NHBL) tai Ngan
hang thuong mai c§ phan Cong Thuong Viét Nam (Vietinbank) - Chi nhanh KCN Bién Hoa, lan
luot gdm: Gia dich vu (GIA), Thanh phin d4p tng (TPDU), DB tin cAy (DTC), Hinh anh thuong
hiéu (HATH), Ning luc phuc vu (NLPV), Phuong tién hitu hinh (PTHH) va Miic do ddong cim
(MDDC). Tir d6, nghién citu duta ra mot s§ ham § quén tri nhim nang cao chat lugng dich vu ngan

hang bén 1é tai Vietinbank - Chi nhdnh Khu c6ng nghiép Bién Hoa.

T khéa: ngan hang ban 1€, chat lugng dich vu, ham ¥ quén tri, Vietinbank.

1. Diit van dé

Hoi nhap qudc t&€ md ra rat nhiéu co hdi nhung
bén canh d6 ciing dit ra rit nhi€u thach thic d6i véi
doanh nghiép ndi chung va cidc ngin hang néi
riéng. Cdc ngan hang trong nudc khdng chi doi mit,
canh tranh gay git v6i cac ngan hang nudc ngoai
manh vé tai chinh, cdng nghé, ma con c6 nhiéu
kinh nghiém trong viéc phét trién cdc ngin hing
hién dai. V6i xu huéng ngudi ti€u dung ludn thay
d6i theo nhu cAu clia cudc sdng ngay cang chit
lugng cao, doi hdi cdc ngén hang dang hoat dong
phdi c6 chién luge va gidi phap mdi theo hudng
ngan hang ban 1é da ning. P& dap tng nhu ciu si
dung dich vu ngin hang ngay cang nhiéu ctia khach
hang, cling nhu chay dua trong cudc canh tranh
ngay mot khdoc liét giita cdc ngin hang, nghién ctu
nay nhim tim ra mot s§ ham y quén tri gidp nang
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cao chat lugng dich vu ngin hang bdn 1& tai
Vietinbank - Chi nhdnh Khu cong nghiép Bién
Hoa, ning cao phong cidch phuc vu khich hang,
ning cao sic canh tranh va phat trién huéng dén
ngan hang ban 1€ t6t nhat trong khu vuc.

2. Co'sG Iy thuy€&t va mo hinh nghién citu

2.1. Co'sd Iy thuyét

2.1.1. Khdiniém

Dich vu Ngan hang ban 1é

Theo khéi niém ctia cac chuyén gia tir Hoc vién
Nghién cttu Chau A - AIT, Tir dién gidi nghia Tai
chinh - PAu tu - Ngin hang - K& todn Anh Viét,
Nha xuit bdn khoa hoc va kinh t&€ nim 1999 hay
theo khdi niém tir T8 chiic Thuong mai thé gi6i
(WTO), chiing ta c6 thé hi€u dich vu NHBL 12 dich
vu ngin hang cung cip cic san phim dich vu tai
chinh t6i tirng cd nhan, hy gia dinh, cic doanh
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nghiép vira va nhd thong qua mang lu6i chi nhanh
hoic khach hang c6 thé ti€p can truc ti€p vdi san
phim DV ngin hang thong qua phuong tién thong
tin, dién tif vién thong.

Chat luong dich vu ngan hang bdn 1é

Tur cdc khdi niém vé chat lugng dich vu clia
Asubonteng va ctg (1996), Parasuraman & cong su
(1988), Edvardsson, Zeithaml va Bitner (2000),
chiing ta c¢6 thé hi€u, chat luong dich vu NHBL 1a
kha nang dap tng va vugt qua mong dgi cia khach
hang, ddng thdi 1am théa min nhu ciu cta ho. P&i
v6i dich vu ngan hang ban 1& (NHBL), chat lugng
dich vu dugc hiéu 1a khi ning ddp ng mong doi
ctia khich hang va thda min nhu ciu st dung dich
vu ngan hang cho cdc muc dich cd nhan. Sy thda
min va hai 1ong clia khich hang 13 tiéu chi tdng
quét dé danh gid chat lugng dich vu. Khi chat lugng
dich vu dugc céi thién, sy hai long cta khach hang
cling dudc nang cao.

Moi quan hé gitta chdt luong dich vu va su hai
long cia khdch hang

Chat lugng dich vu va sy hai long 12 hai khdi
niém khdc nhau, nhung c6 méi quan hé chit ché
trong nghién cttu vé dich vu. Cac nghién citu true
day cho thay chi't lugng dich vu 12 nguyén nhan
din dén sy hai long (Cronin & Taylor, 1992;
Spreng & Mackoy, 1996). Ly do la chat lugng
dich vu lién quan dén viéc cung cap dich vu, con
st hai 1ong chi dugc ddnh gid sau khi da st dung
dich vu do6.

2.1.2. Mjt s6 moé hinh ddnh gid chadt lugng
dichvu

2.1.2.1. M6 hinh SERVQUAL

Parasuraman da xdy dyng thang do
SERVQUAL dé danh gid chat lugng dich vu gdm 5
thanh phan d€ do ludng chat lugng ky vong va dich
vu cdm nhan, gom: P tin ciy, Kha ning ddp tGng,
Ning luc phuc vu, Mitc @6 cdm nhan, Phuong tién
hitu hinh.

2.1.2.2. M6 hinh SERVPERF

M6 hinh SERVPERF dudc phit trién dua trén
nén tang clia moé hinh SERVQUAL. M6 hinh nay
do ludng chat lugng dich vu trén co s& ddnh gia chat
lugng dich vu thyc hién dugc, thay vi do ludng
khodng c4ch giita chit lugng k¥ vong va chat lugng
cdm nhan. T nhitng két qud nghién cdu thuc

nghiém, Cronin va Taylor (1992) két luan, thang do
SERVPERF thyc hién t6t hon bit ky cong cu do
ludng chat lugng dich vu nao khic. Bd thang do
SERVPEREF van sit dung 22 thang do tuong ty nhu
SERVQUAL nhung chi do ludng su cAm nhén cia
khach hang vé sy thuc hién dich vu.

2.1.2.3. M0 hinh chi s6 hai long Chau Au (ECSI)

M6 hinh ECSI giai thich gid tri cAm nhin chiu
dnh hudng truc ti€p clia 4 nhan t&: hinh 4nh doanh
nghiép; su mong ddi; chit lugng cdm nhin sdn
pham va chat lugng cdAm nhin dich vu. Chit lugng
cam nhan cla khach hang cang cao thi sy hai long
vé dich vu ciing cao va ngugc lai.

2.1.2.3. Mo hinh ddnh gid chit lugng k§y
thuét/chic nang ciia Gronroos (1984)

Theo mo hinh ddnh gid chat lugng k¥ thuat/chic
ning ctia Gronroos (1984), chit lugng dich vu dudgc
ddnh gid bing cédch so sdnh giita gia tri ma khach
hang mong dgi truGc khi st dung dich vu va gid tri
ma khach hang nhian dugc khi st dung dich vu. D&
do ludng chat lugng dich vu, Gronroos dua ra 3 tiéu
chi: chdt lugng k§ thuat, chit lugng chifc ning va
hinh &nh.

2.1.3. M{t s nghién citu thuc nghi¢m

K&t qué nghién cttu clia Khattab Ibrahim Hadid
va cong su (2020) cho thiy: P9 tin cdy, Tinh hitu
hinh, Khd ning ddp tng va Su ddm bdo cé dnh
huéng tich cuc dén sy hai long clia khdch hang.
Nghién cttu cia Anas Salman Alabboodi (2019) da
chira 5 y&u td tdc dong d&n sy hai long ctia KH vé
chit lugng dich vu, bao gdbm: ddm bao, dd tin ciy,
tinh hitu hinh, khd ning d4p Gng va sy dong cam.
Nghién citu ctia Kattel va Shah (2020) cho thdy c6
ba bién dudc do ludng, trong d6 danh ti€ng tao nén
di€m manh nhat Anh huéng dén sy lya chon ngan
hang ctia KH, trong khi nhém anh hudng va tinh
kha dung ctia thdng tin khong c6 tdc dong. Zameer,
Tara, Kausar, & Mohsin, (2015) da nghién cttu va
xdc dinh tic dong clia chat lugng dich vu, sy hai
1ong cla khach hang va hinh dnh thuong hiéu tic
dong dén gi4 tri cAm nhan cda khach hang, gitp
nganh dich vu phét trién, dic biét 1a cic ngan hang.

O Viét Nam hién nay cling ¢6 nhiéu nghién cttu
lién quan dé&n chat lugng dich vu, c6 mdt sd nghién
ctu lién quan nhu: Nghién ctru cia Pinh Kiém va
Tran Piang T Uyén (2020) cho thdy, c6 6 nhin t&
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dnh hudng dén sy hai 1ong ctia khiach hang c4 nhan
vé chit lugng dich vu ban 18 do ngin hang cung
ting, gdm: Tin cdy, Moi trudng dich vu, Sy dong
cam, Gia cd, Sy ddap tng va Thuong hi€u ngin
hang. Nghién ctu cta Lé Thi Kim Hoa va CS
(2021) cho thdy ¢6 5 y&u t6 4nh hudng dé&n sy hai
long clia khdch hang d6i véi chat luong dich vu do
BIDV - Chi nhanh Binh Phu6c cung cap, d6 1a: Su
tin cdy, Kha niang ddp tng, Ning luc phuc vu, Su
ddng cAm va Phuong tién hitu hinh. Nghién cifu clia
Tran Phi Hoang (2018) cho thiy sy hai long clia
khach hang véi chat lugng dich vu tai cic ngin
hang ban 1€ bi &nh hudng bdi: PO tin ciy, Kha ning
ddp tng, S dong cAm, Bdo mat va Hitu hinh".

2.2. M6 hinh nghién citu

T céc cd s& md hinh do ludng chat lugng dich
vu SERVPEREF, Iy thuyé&t, cic nghién ctu trudc
day, sau khi thdo ludn vdi cic chuyén gia tic gia dé
xu&t md hinh clia nghién citu gom 7 y&u td tic dong
dén chat lugng dich vu nhu sau: (1) P9 tin cay (2)
Thanh phﬁn dap dng; (3) Niang luc phuc vu; (4)
Mic dong cdm; (5) Phuong tién hitu hinh; (6) Gid
dich vu; (7) Hinh 4nh thuong hiéu. (S0 dd 1)

S0 dé 1: Mé hinh nghién ciu dé xudit
]_ H1(+) —
]_ H2(+) —
]_ H3(+) —
- Ha(H) —
J_ H5(+) —
]_ H6(+) —

Hinh &nh thuong hiéu ]— H7(+) —]
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Thanh phén dap ting

Nang luc phuc vu
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Giadich vu

[
[
[
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3. Phuong phap nghién ciu

Nghién cttu két hgp giita 2 phuong phap dinh
tinh va dinh lugng. D li€u thu thap dudc thong qua
bang cau hdi s& dudc phan tich théng ké md ta,
ki€m dinh do tin cdy Cronbach's Alpha, phan tich
nhin t6 kham ph4 (EFA), phan tich hdi quy tuyén
tinh thong qua phan mém SPSS 26.0 va cong cu
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Chatlugng

Ngan hang
banlé

Nguédn: Bé xudt
ctlanhom tdc gid

Excel @€ hd trg cho viéc tinh todn, phén tich s6 liéu
lién quan xdc dinh 7 nhan 8 d4nh hudng dén chat
lugng dich vu ngdn hang ban 1& tai Ngin hang
TMCP Cong Thuong - Chi nhdnh KCN Bién Hoa.

4. Két qua

M&b hinh nghién cttu da xdc dinh 7 nhin t6 4nh
hudng dén chat lugng dich vu ngan hang bén 1& sau
khi ti€n hanh cdc budc sau: thong ké mo ta, ki€m
tra do tin cdy thang do Cronbach’s alpha, dua cédc
bi€n phl hgp vao phan tich EFA, tién hanh phan
tich nhan 6 khdm pha EFA. Sau d6, phan tich
tuong quan Pearson rdi phan tich hdi quy.

Qua Bang 1 ta thdy R? hiéu chinh = 0.711 thé
hién sy phit hgp cia md hinh va c6 khoang 71.10%
st bi€n thién ctia chat Iugng dich vu ngan hang ban
1€ tai Vietinbank - Chi nhdanh KCN Bién Hoa dugc
gidi thich bdi 7 nhan t& trong md hinh, gom: Gia
dich vu (GIA), Thanh phan dap tng (TPDU), P6 tin
cidy (DTC), Hinh dnh thuong hiéu (HATH), Niang
Iy'c phuc vu (NLPV), Phuong ti€n hitu hinh (PTHH)
va Miic d@d dong cdm (MDDC). Hé s6 Durbin-
Watson = 1.692 nim trong khodng tir 1 dén 3,
chitng t6 khong ¢6 hién tugng tu tuong quan xay ra.

K&t qua phan tich ANOVA cho thdy két
qua ki€ém dinh thong ké F = 89.412 véi gid tri
sig = 0.000 (<0.05) cho thdy mo hinh hdi quy
tuy€n tinh bdi xay dung dugc phit hgp véi tap
dit liéu, céc bi€n doc 1ap trong md hinh c6
quan hé véi bién phu thudc. (Bang 2)

Hé s6 phéng dai phuong sai (VIF) tai
Béng 2, chi giao dong tir 1.646 - 1.997 1a phu
hdp. Theo kinh nghiém nghién cttu ddi véi dit
liéu st dung thang do Likert 5 diém c6 hé s&
VIF <2 thi khong c6 hién tugng da cdng tuyén
giita cdc bi€n ddc 1ap trong md hinh hdi quy.

Béang 2 cho thay gid thuy€t cta 7 nhan t6
nay déu dugc chap nhan, vi hé s& Sig. clia ca
7 nhan t& déu nhd hon 0.05. Do d6, su bién
thién clia 7 nhan t& ndy ting hay gidm déu c6
tdc dong dé€n Chat lugng dich vu ngan hang ban 1é.

5. K&t luan va mot s6 ham y quan tri

K&t qua hodi quy di xdc dinh dugc 7 nhin td tic
dong cuing chiéu dén Chat lugng dich ngan hang
ban 1é tai Ngan hang TMCP Cong Thuong Viét
Nam - Chi nhdnh KCN Bién Hoa 1an lugt gom: Gid
dich vu (GIA), Thanh phﬁn dap tng (TPDU), b6
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Bdng 1. Hé s& xdc dinh phu hgp mé hinh

Model Summary®

Model R R? R2 hiéu chinh

Do léch chuan clia phép tinh Durbin-Watson

1 .8482 720 1

25793 1.692

Nguén: Nghién citu ciia nhém tdc gid

Bdng 2. Cdc théng sé thdng ké cla tiing bién

Mo hinh Hé s6 chua chuan h6a1 Hé s6 chudn héa o - Da cdng tuyén
B Lai tiéu chuan Beta Dung sai VIF
Hang s& 592 139 4.259 .000
MDDC .087 .039 106 2.221 027 501 1.997
DTC 118 .034 155 3.412 .001 557 1.794
NLPV 108 .036 134 2.970 .003 .563 1.775
PTHH .094 .037 120 2.541 .012 516 1.936
HATH 118 .037 145 3.186 .002 559 1.789
TPDU 136 .040 .168 3.414 .001 475 1.904
GIA 207 .032 284 6.518 .000 .608 1.646

tin cdy (DTC), Hinh &nh thuong hiéu (HATH),
Néng lyc phuc vu (NLPV), Phuong tién hitu hinh
(PTHH) va Mitc do dong cAm (MDDC). Trong dé,
Gi4 dich vu (GIA) tic dong manh nhit d€n Chat
lugng dich ngdn hang bén 1é tai Vietinbank - Chi
nhdanh KCN Bién Hoa. Trén co s phan tich tinh
hinh kinh doanh dich vu ngin hang b4n 1& va két
qua md hinh, nhém tic gid dé xuit mot s& ham y
qudn tri nhim nang cao chat lugng dich vu ngan
hang bén 1é tai Vietinbank - Chi nhanh KCN Bién
Hoa nhu'sau:

Thit nhdt, Ngan hing can tinh todn va cong khai
minh bach céc biéu phi, tao ra cdc géi dich vu c6
gid tri gia ting dé thu hit khdch hang, phin khic
gid cd theo ddi tugng khach hang, ¢6 cc chinh sdch
khuy&n mai linh hoat, thudng xuyén cip nhat va
thay ddi cdc chuong trinh khuyé&n mai theo miia, s
kién dic biét,...

Thit hai, cAn cAn d6i gidi quyét nhanh va it mat
thdi gian trong thii tuc khi dén giao dich va gidi
quyét su ¢d trong qué trinh st dung dich vu néi
chung va dich vu ngan hang ban 18 néi riéng. Pong

Nguén: Nghién citu ciia nhém tdc gid

thdi, x4y dung va cung cip cdc vin ban huéng dan
cu thé vé yéu ciu hd sd, thi tuc, quy trinh cung cap
dich vu rd rang, don gian.

Thit ba, xay dung hinh anh than thién va dang
tin cdy trong long khich hang thyc hién ding cic
cam két v6i khach hang. Cung cAp hotline mi&n phi
24/24, t6 tu van chuyén nghiép d€ hd trg khich
hang d& dang khi c6 van dé gip phai. Thudng
xuyén t§ chitc, tham gia cdc hoat dong xa hoi va
cong dong dé thé hién sy quan tAm va tridch nhiém
x4 hoi.

Thit tu, cAn phdi c6 mot tAm nhin rd rang va
nh4t quan vé hinh dnh thuong hiéu, gid tri mudn
mang lai cho khdch hang, tao ra sy khac biét trén
thi trudng. Ngan hang can ddm bdo moi hoat
dong, tir cach thitc phuc vu tai quay giao dich dé€n
cdc dich vu tryc tuyé€n, déu phdn 4nh dugc cam
két chat lugng va su chuyén nghiép; Pong thdi
tao dung dugc hinh dnh thuong hi€u than thién,
ling nghe va ludn dit 1gi ich cia khdch hang 1én
hang dau.

Thit ndm, thudng xuyén t& chic cdc budi sinh
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hoat nghiép vu dinh ky dé thio luin cdc vudng mic
trong cdng tdc ky thuat, quy trinh va cung cip dich
vu, t& chiic cdc 16p dao tao va huin luyén chuyén
mon nghiép vu, luat phap dé ning cao trinh do cla
nhin vién. Ngoai ra, can tao diéu kién cho nhian
vién ti€p xiic, trao d6i kinh nghiém v&i ddng nghiép
trong va ngoai don vi.

Thit sdu, dau to nhiéu hon vé cd s§ vat chat, cai
ti€n giao dién web, app theo huéng don gidn, thin
thién, dé sir dung, ting do bio mat va toc do dudng
truyén, xit 1y giao dich nhanh chéng, trdnh qua tai.
Thiét k& phong hoic quay danh cho khich hang

VIP, quiy dic biét danh cho khiach hang méi giao
dich tai ngan hang.

Thit bdy, t6 chitc cdc chuyén dé& vé tam ly, ky
ning giao ti€p gidp nhan vién bi€t ling nghe, dong
cam, hi€u 16 nhu cAu, mong mudn cla khach hang.
Trién khai cdc chuong trinh chim séc khach hang
c4 nhan héa, mdi khich hang dugc ddi xif nhu mot
c4 nhan ddc 1ap véi nhitng nhu cau va mong mudn
riéng. Bén canh d6, viéc ngin hang ting cudng tng
dung, st dung cdng nghé ciing dong vai trd quan
trong trong viéc ning cao mic dd dong cim clia
khidchhang m
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ABSTRACT:

This study identified seven key factors influencing the quality of retail banking services at the
Vietnam Joint Stock Commercial Bank for Industry and Trade - Bien Hoa Industrial Zone Branch.
These factors include service fees (GIA), responsiveness (TPDU), reliability (DTC), brand image
(HATH), service capacity (NLPV), tangible assets (PTHH), and empathy (MDDC). Based on
these findings, the study provided practical management recommendations to enhance service
quality, thereby strengthening customer satisfaction and competitiveness at the branch.

The research shows that 7 factors affect the quality of retail banking services at Vietnam Joint
Stock Commercial Bank for Industry and Trade - Bien Hoa Industrial Zone Branch, including:
Service fee (GIA), Responsiveness (TPDU), Reliability (DTC), Brand image (HATH), Service
capacity (NLPV), Tangible means (PTHH) and Empathy (MDDC). From there, the study offers
some management implications to improve the quality of retail banking services at Vietnam
Industry and Trade Joint Stock Commercial Bank - Bien Hoa Industrial Zone Branch.

Keywords: retail banking, service quality, management implications, Vietinbank.
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