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TOM TAT:

D& duy tri sy phat trién 6n dinh hon trong xu thé qudc t& héa canh tranh, cdc ngin hang trong nudc
cAn phai tich cyc hoan thién cac sin phaim, dich vu hién cé ciing nhu phat trién nhiéu hinh thitc thanh

todn nhiim dem lai sy tién 1di cho khach hang ciing ddp ng t6t hon nhu ciu st dung dich vu ngin
hang ctia khach hang. XuAt ph4t tit nhitng 1y do trén, nhém tic gid da quyét dinh thuc hién nghién
cifu dé tai “Pdnh gid su hai 1ong khdch hiang d6i vdi chit lugng dich vu thanh todn truc tuyén cia
Agribank Binh Thuan”. K&t qua nghién citu s& gitp cho Ban gidm d6c Agribank Binh Thuan nhin
nhan dudc thuc t&€ cdc yéu td 4nh hudng dén sy hai long clia khach hang di v6i chat lugng dich vu
thanh toén truc tuyén clia Ngan hang, qua d6 dua ra cac chién lude gitp nang cao chat lugng dich vu
thanh todn truc tuy€n clia Ngan hang va nang cao sy hai long clia khach hang trong tuong lai.

T khéa: hailong, khach hang, chat lugng, dich vu, thanh todn tryc tuyéfn, Agribank Binh Thuén.

1. Dit van dé

1.1. Tinh cdp thiét ctia dé tai

Su phat trién cia co s& ha ting cong nghé thdng
tin hién tai kém theo sy phat trién clia hé thong
cong nghé ngin hang thé gidi gin day dang hd trg
rit nhiéu cho cdc hoat ddng thanh todn truc tuyén,
cong tdc nay khong chi gitip cho cdc ngan hang tiét
kiém dugc nhiéu chi phi, ning cao hiéu qua hoat
dong cla ngan hang, ma con mang lai nhiéu tién
ich hon cho khach hang, gitip cho khiach hang hai
1ong hon v6i dich vu clia ngdn hang. Bén canh dé,
doanh thu tir hoat dong nay ngay cang ting cho
thd'y xu hudng st dung ngay ciang nhiéu cic hinh
thiic thanh todn truc tuyén qua ngin hang cla
khéch hang va n6é dang dugc xem 12 xu hudng phat

tri€n manh mé trong tuong lai, dang dugc nhiéu
ngdn hang quan tim dic biét.

1.2. Muc tiéu nghién citu

Muc tiéu tong quét ctia nghién ctu 1a xdc dinh
cdc y&u t& 4nh hudng dén sy hai 1ong khach hang
ddi véi chat lugng dich vu thanh toén tryc tuyén clia
Agribank Binh Thuén. Pay la cd s& khoa hoc gitp
cho Ban giam d&c Agribank Binh Thuén trong viéc
hoan thién hon hiéu qué cia hoat ddng nay va nang
cao hon ntta sy hai 1ong khdach hang khi st dung
dich vu thanh todn tryc tuyén clia Agribank Binh
Thuan trong thdi gian tdi.

1.3. Déi tugng va pham vi nghién ciiu

Céc y€u td 4nh hudng dén su hai long khach
hang d6i v6i chit lugng dich vu thanh todn truc
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tuyén clia Agribank Binh Thuén. Thdi gian nghién
ctfu: tir thang 10/2021 dén hét thang 12/2021.

1.4. Phuong phdp nghién ciiu

Nghién cttu s6 bd bing phuong phdp dinh tinh
thong ti€p theo 1a nghién citu chinh thifc thuc hién
thong qua phuong phap dinh lugng.

2. Co's6 1y thuy&t va mé hinh dé xuat

st (1988) trong phan tich sy hai long d6i vdi chat
lugng dich vu ngan hang truc tuyén tai cdc ngan
hang A Rap.

2.3. M6 hinh va gia thuyét nghién ciiu dé xudt
(Hinh 1)

Hinh 1: Mé hinh nghién ciu dé xudt

2.1. Ly thuyét vé dich vu thanh todn
truc tuyén

[ Phuong tién hiiu hinh )— H

Theo Philip Kotler (2001), dich vu la .

I A s, (Sutmcay )—H2+
bat ky hoat dong hay Igi ich nao ma chu
thé nay c6 thé cung cip cho chii thé kia. ( DY )_ . Suthailong
Trong d6 doi tugng cung cAp nhat dinh 9daptng H cuakhach
phdi mang tinh vo hinh va khong din dén . x hang dai vai
bat ky quyén s hitu mot vat ndo ci, con ( e e vy )_ e ——> CELDVtha"E
viéc san xuat dich vu c6 thé hoic khong / tor«:ln trL_Ic.tuyen
cAn gin lién v6i mot san pham vat chit [SU cam thong )_ Her o ol
no. Zeithaml va Bitner (2000) thi cho Binh Thuan
rang: Dich vu 12 nhitng hanh vi, qu4 trinh, ( Phidichvy )_ He

cach thic thyc hi€én mot cong viéc nao do6

nhiim tao gia tri st dung cho kh4ch hang.

[ Tién ich dich vu

Dich vu con 1a nhitng hoat dong hay 1gi ich
ma doanh nghiép c6 thé cong hi€n cho
khach hang nhim thiét 1ap, cling ¢ vd md rong
nhitng quan hé va hgp tac lau dai véi khach hang
(Kotler & Armstrong, 2004).

2.2. Tong quan mot s6 nghién ciiu cé lién quan

Nguyén Thi Thanh Tam (2018) trong nghién
cttu: “Pdnh gid chdt lugng dich vu ngin hang
dién t¥ tai cdc chi nhdnh ngdn hang thuong mai”
dudc thyc hién véi muc tiéu nghién citu mdi quan
hé giita chat lugng dich vu va sy théa man cla
khdch hang thong qua md hinh do ludng chat
lugng dich vu SERVQUAL - md hinh do ludng
dugc xdy dung va nghién cttu thdng qua sy hai
long ctia khach hang c4 nhian. Nguyén Hong
Quan (2020) trong nghién cttu: “Cdc nhan t6 tac
dong dén sy hai long chdt lugng dich vu ngan
hang dién t: nghién cdu tai Ngan hang Thuong
mai Tién Phong” thyc hi€n véi muc tiéu xdc dinh
cdc nhan t0 tdic dong d&€n sy hai long dich vu
ngin hang dién t. Mohammad Sleimi Tahseen
va cOng su (2018) trong nghién ctu: “The impact
of e-banking services quality on customers
satisfaction moderated by customer trust: survey
on Arab Bank in Amman, Jordan” thuc hi€én v§i
muc dich van dung m6 hinh do ludng chat lugng
dich vu SERVQUAL ctlia Parasuraman va cdng
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Nguén: Nhém tdc gid dé xudt

3. Thong ké mo ta mau nghién cifu

Trong nghién ctfu nay, miu dugc chon bing
phuong phap chon miu thuin tién. Vi 250 phiéu
khdo sit dudc phat di, k&t qui thu vé duge 239
phi€u tré 15i, trong d6 ¢6 9 phi&u hdi ddp bi loai do
cdc doi tugng trad 13i khdo sit trd 15i thi€u nhiéu
thong tin trong phi€u khdo sit va 3 phi€u trd 15i
khong mang tinh khdch quan khi chi chon mot dap
4n cho tit c& cdc cau hdi trong phi€u khio sit. Do
dé, kich thugc miu hop 1é dua vao nghién citu Ia n
=227. K&t qua thdng ké dic di€ém cac khach hang
st dung dich vu thanh todn truc tuy&n ctia Agribank
Binh Thuén cho thdy, c¢6 125 khdch hang trd 13i
khdo sdt 12 nam, chi€m 55.1% va khach hang nit 1a
102 d6i tugng, chi€ém 44.9% trong tdng sd 227
khach hang st dung dich vu thanh todn truc tuyén
ctia Agribank Binh Thuin tham gia tra 16i khao st
cho nghién ctru.

4. K&t qua nghién ciu

4.1. Ddnh gid dj tin cdy ciia thang do bdng
Cronbach’s Alpha

K&t qué phan tich do tin ciy céc thang do thong
qua hé s§ Cronbach’s Alpha sau khi di loai céc
bi€n quan st khdng dat yéu cau dugc trinh bay
trong Bang 1.
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BAng 1. Téng hop két qud danh gid dé tin cay théng qua Kiém dinh Cronbach’s Alpha

Bién Trung binh thang do Phuong sai thang do Tuong quan Cronbach’s Alpha
quan sét néu loai bién néu loai bién bién tdng néu loai bién

Phuong tién hidu hinh- HH (a.= 0.831)

HH1 11.198 7.558 0.640 0.796

HH2 10.969 6.773 0.771 0.735

HH3 11.251 7.755 0.535 0.843

HH5 11.053 7.156 0.705 0.766
Su'tin cdy- TC (o= 0.687)

TCA1 9.899 7.693 0.504 0.600

TC2 10.454 7.019 0.552 0.565

TC3 10.264 7.921 0.426 0.649

TC4 10.722 8.122 0.400 0.665
Kha néng dap iing- TC (= 0.785)

DU1 12.079 2.551 0.657 0.703

DU2 12.022 2.438 0.622 0.716

DU3 12.101 2.499 0.583 0.736

DU4 12.009 2.531 0.516 0.773
Nang luc phuc vu- PV (a.= 0.852)

PV1 11.216 6.374 0.739 0.793

PV3 11.264 6.647 0.681 0.818

PV4 11.286 6.940 0.647 0.832

PV5 11.300 6.998 0.712 0.806
Sucamthéng- CT (a=0.797)

CT1 7.617 1.618 0.645 0.720

CT3 7.441 1.832 0.641 0.728

CT4 7.586 1.642 0.642 0.723
Chi phi djch vu- CP (ac= 0.874)

CP1 8.022 1.500 0.830 0.755

CP2 8.031 1.472 0.853 0.733

CP3 8.053 1.741 0.606 0.954
Tién ich dich vu- Tl (a= 0.846)

T 7.357 3.045 0.555 0.922

TI2 7.529 1.976 0.825 0.669

TI3 7.511 1.994 0.804 0.693
Su hai long- HL (.= 0.886)

HL1 7.793 2.094 0.763 0.852

HL2 7.837 1.872 0.793 0.828

HL3 7.780 2.128 0.784 0.835

Ngudn: Két qud phan tich dit liéu
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4.2. Pdnh gid thang do bang phén tich nhan to’
khdm phd EFA

Sau khi phan tich Cronbach’s Alpha, tit c& cdc
bi&€n quan sét cia 7 bi€n doc 1ap (ngoai trir HH4,
PV2 va CT2) s€ dugc st dung aé phan tich buéc
phin tich nhan t& kham phd. K&t qud phan tich
nhan t6 khdm pha EFA cho cdc bi€n doc lap
(Bang 2) cho k&t qua: Hé s6 KMO 1a 0.702 > 0.5;
Ki€m dinh Barlett c6 Sig. = 0.000 (nhé hon 0.05)
cho thd'y phan tich EFA phu hgp véi dit liéu khdo
sdt va cdc bi€n quan sit c¢6 tuong quan v6i nhau
trong tong thé.

4.3. Phén tich dnh huéng cdc bién dinh tinh
dén dong luc lam viéc bang Anova

K&t qué kiém dinh F trong phan tich ANOVA &
Béng 3 cho gi4 tri sig. < 0.05 cho thiy phan tich hdi
quy 1a pht hgp (Hoang Trong vad Chu Nguyén
Mong Ngoc, 2008), md hinh nghién citu dé xuat
phu hgp véi tip dit liéu thu thap duge. (Bang 3,
Béang4)

4.4. Két qua kiém dinh cdc gid thuyét (Bdng 5)

4.5. Két qua hoi quy

K&t qua udc lugng hé s6 hdi quy (Bang 6) cho
thay tai mic ¥ nghia 5%, nghién cttu xac dinh dudc
5 y&u t6 4nh hudng dén Sy hai long khdch hang doi

BAng 2. K&t qud ki€m dinh Barlett
vda KMO - Bién déc 1ép

Hé s6 KMO 0.702
Approx, Chi-Square 2494.819
Kiém dinh
Barlett of 300
Sig 0.000

Nguén: Két qud phan tich dit liéu

v6i chat lugng dich vu thanh todn tryc tuyé&n clia
Agribank Binh Thuin (SHL), d6 la: Sy tin cay
(STC), Kha nidng dép tng (KNDU), Su cdm thong
(SCT), Phi dich vu (CPDV) va Tién ich dich vu
(TIDV) (Sig. ctia kiém dinh t < 0.05).

5.K&tluan va ham § quan tri

5.1. Két lugn

K&t qua phan tich dif liéu tir 227 phi€u tra 15i
khdo sat hop 1& cho thdy ring ¢ 5 trong 7 yéu to
bao gdm: Sy tin ciy, Kh3 ning ddp tng, Su cim
thong, Phi dich vu va Tién ich dich vu cé énh
hudng tich cuc d€n sy hai 1ong khach hang d6i véi
chat lugng dich vu thanh todn truc tuyén clia
Agribank Binh Thuin. K&t qud nghién citu ciing
cho thdy sy tuong dong vdi két qua trong céc

Bdng 3. K&t qud phén tich ANOVA trong héi quy

ANOVA:
Model Sum of Squares df Mean Square F Sig.
Regression 71.949 7 10.278 61.448 0.000b
1 | Residual 36.632 219 0.167
Total 108.581 226
a. Dependent Variable: SHL
b. Predictors: (Constant), TIDV, PTHH, SCT, NLPV, CPDV, STC, KNDU

Nguén: Két qud phan tich dit liéu

BAng 4. Bang tém tdt mé hinh héi quy

Model Summary®
Model R R Square Adjusted R Square Std. Error of the Estimate Durbin-Watson
1 0.814a 0.663 0.652 0.40898 1.557

a. Predictors: (Constant), TIDV, PTHH, SCT, NLPV, CPDV, STC, KNDU

b. Dependent Variable: SHL
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Nguodn: Két qud phan tich dit li¢u
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BAng 5. K&t qud ki€m dinh gid thuyét va thdng ké mlc dé dnh huéng
cua cdac nhén 6 t8i déng luc Iam viéc

Gia thuyét kllf:rtl%lll:h Sig chuBé;tiéa

H1: Tién luong va phdc Igi ¢6 tac ddng cuing chiéu dén dong luc lam viéc clia gido vién | Chap nhan | 0.000 0.237
H2: Ban chét cong viéc cé tac dong cling chiéu dén dong luc lam viéc clia gido vién Béac bd 0.818 -0.012
H3: Diéu kién lam viéc cé tac dong cuing chiéu dén dong Iuc lam viéc clia gido vién Bac bo 0.240 0.62

H4: Su cong nhan ¢ tac dong cling chiéu dén dong luc lam viéc clia gido vién Béac bd 0.259 0.053
H5: Thang tién co tac dong cling chiéu dén déng luc lam viéc clia gido vién Béac bd 0.004 -0.160
H6: Bong nghiép cd tac ddng cuing chiéu dén dong luc lam viéc cla gido vién Chapnhan | 0.000 0.609
H7: Dao tao cd tac ddng cung chiéu dén dong luc lam viéc clia gido vién Ch3pnhan | 0.021 0.128

Ngudn: Két qud khdo sdt ciia tdc gid, 2019

BAng 6. BAng udc lugng hé sé hdi quy

Coefficients?
Vodel U’gi':;ﬁtzsed S&:‘:;i'ztesd t o Collinearity Statistics
B Std. Error Beta Tolerance VIF

(Constant) -2.185 0.353 -6.198 0.000

PTHH 0.015 0.031 0.019 492 0.623 0.984 1.016

STC 0.374 0.032 0.475 11.701 0.000 0.935 1.069
] KNDU 0.370 0.058 0.272 6.375 0.000 0.846 1.182

NLPV 0.056 0.033 0.068 1.725 0.086 0.981 1.020

SCT 0.144 0.047 0.129 3.045 0.003 0.860 1.163

CPDV 0.262 0.046 0.230 5.693 0.000 0.943 1.060

TIDV 0.387 0.037 0.412 10.433 0.000 0.990 1.010
a. Dependent Variable: SHL

nghién ctu trudc va cling da trd 151 dugc cdc cau
héi ma nghién citu da dit ra ban diu. Pay ciing 1a
co s8 dé tic gid dua ra cdc ki€n nghi gitp cho cic
nha qudn tri cia Ngin hang trong viéc dua ra cdc
chinh séch nhim ning cao hon nita sy hai long
khach hang ddi véi chat lugng dich vu thanh todn
truc tuyén tai Ngan hang.

5.2. Ham ¥ quan tri

5.2.1. Pivédi yéu tdé Su tin cdy

Su tin cdy 1a y&u t6 cho thdy sy 4nh hudng 16n
nhit dén sy hai 1ong khiach hang d6i vdi chat

Ngubn: Két qud phan tich dit liéu

lugng dich vu thanh todn truc tuyén clia Agribank
Binh Thuén. Do d6, &€ nang cao dugc chit lugng
dich vu thanh todn truc tuyén, Ban gidm doc
Agribank Binh Thuin cAn quan tAm dic biét d&€n
cédc chinh sdch xoay quanh y&u t& nay. Xay dung
mdt chuong trinh ddm bdo chat lugng dich vu
thanh todn tryc tuyén riéng véi ndng c6t 1a nhitng
nhan vién c6 kinh nghiém trong hoat dong kinh
doanh ngan hang tryc tuy&n dé kip thsi ghi nhan
nhitng déng gép tir phia khdch hang hay nhirng
thi€u s6t trong cdng tdc chim séc khdch hang
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ciing nhu nhitng han ch€ trong hoat dong clia dich
vu ngin hang tryc tuy€n tai Ngan hang. Pay la
nhitng cd s§ gitip tirng budc ning cao chit lugng
dich vu nay d€ nang cao dugc su hai long va gin
k&t hon nita giita khdach hang doi véi dich vu
ngin hang tryc tuy€n ndi riéng va ngin hang
n6i chung.

5.2.2. Béivdi yéu to Tién ich dich vu

Mot trong nhitng I¢i th€ ctia dich vu ngan hang
tryc tuy€n néi chung va doi véi dich vu thanh todn
truc tuy€n ndi riéng 13 viéc ngudi ding cé thé
thuc hién giao dich & bat cit ddu va bat it khi nao
ho mudn thong qua dién thoai thong minh. Cho
nén, viéc dich vu dugc thyc hién mdt cach thong
sudt va luon ddm bao dich vu hoat dong hiéu qua
luén 12 mot trong nhitng van dé quan trong nhit
ma ngin hang ciAn quan tim. Agribank Binh
Thuin cAn phdi hgp tot hon trong viéc lua chon
cdc nha cung cAp dich vu vién thong tot nhat dé
ddm bdo dudng truyén t6t nhat phuc vu cho hoat
dong thanh todn tryc tuyén ctia khdch hang.

5.2.3. Doivdi yéu t6 Khd ning dap iing

Kh4 niing dap ting 12 y&u td cho thiy su tic dong
16n thit ba sau 2 y&u t6 12 Sy tin cdy va Tién ich dich
vu dén sy hai long khdch hang d6i v6i chit lugng
dich vu thanh todn truc tuyén ctia Agribank Binh
Thuén. Do d6, d& nang cao su hai 1ong ctia khach
hang d6i v6i chét lugng dich vu thanh todn truc
tuy€n, viéc dip Gng cdc nhu cau vé dich vu cia
khédch hang cin dudc ddm bio.

TAILIEU THAM KHAO:

5.2.4. Péivdi yéu té Chi phi dich vu

Chi phi dich vy 1a y&u t6 4nh huéng manh thit o
trong nim y&u t& 4nh hudng d&n sy hai long khach
hang d6i vé6i chdt lugng dich vu thanh todn truc
tuy€n clia Agribank Binh Thuén. Trong bat ky mot
nganh dich vu nao, y&u t& gid ca ludn déng vai tro
quan trong trong su phét trién ctia dich vu dé. Riéng
ddi v6i dich vu thanh todn truc tuyé&n, yé&u td chi phi
dich vu thé hién qua phi ding ky dich vu, phi duy
tri, s dung dich vu va cdc chuong trinh wu dii phi
cho khdch hang. Mot chinh sdch phi dich vu hgp 1y
s€ gitp nang cao dudc kha niang thu hit khach hang
stt dung dich vu, gitip ngan hang ning cao I¢i th&
canh tranh va ning cao 1¢i nhuidn cho ngan hang.
Do d6, d€ nang cao dudc sy hai long ctia khach
hang, 1anh dao cta Agribank Binh Thuin ciing can
quan tim va thyc hién cdc chinh sach chi phi, gid ca
dich vu ngan hang truc tuy&€n mot cach hop 1y va
hiéu qua.

5.2.5. Déivdi yéu té Su cam thong

Su ddng cam 1a y&u t& cho thiy sy tic dong yéu
nhit trong nim yéu t& tic dong dén sy hai long
khach hang doi véi chat lugng dich vu thanh todn
truc tuyén ctia Agribank Binh Thuan. Do vay, dé
nang cao hon nita sy hai 1ong clia khich hang doi
véi chat lugng dich vu thanh todn truc tuyén cia
Ngan hang, Ban giam d6c Ngan hiang can quan tim
va thuc hién cdc chinh siach trong viéc hoan thién
céc chinh sdch chim séc, hd trg khach hang trong
qua trinh st dung dich vu cla ngin hang m
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ABSTRACT:

In order to maintain a more stable development in the competitive internationalization trend,
domestic banks in Vietnam need to actively improve their existing products and services as well
as develop a variety of payment methods to bring greater convenience to their customers. This
study is to evaluate the satisfaction of customers with the online payment services of Vietnam
Bank for Agriculture and Rural Development (Agribank) in Binh Thuan province. This study’s
results are expected to help the bank understand the factors affecting the satisfaction of customers
with the bank’s online payment services. Based on the study’s findings, some strategies are
proposed to help the bank improve the quality of its online payment services and enhance the
satisfaction of its customers in the coming time.

Keywords: satisfaction, customers, quality, service, online payment, Agribank Binh Thuan
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