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TOM TAT:

Nghién ctfu nhim tim ra céc y€u td 4nh hudng dén sy hai long clia khiach hang ddi véi dich vu
vay tiéu dung tai Ngan hang TMCP Ngoai thuong Viét Nam - Chi nhanh Binh Thuan. K&t qua
nghién cttu cho thiy c6 6 y€u t6 dnh hudng d€n sy hai long ctia khach hang la theo thit tw dnh
hudng tir cao d&n thap, gom: (1) Phuong tién hitu hinh, (2) Gid, (3) Ning luc phuc vu, (4) Su d4p
ting, (5) Su'tin cAy va (6) Su cAm thong. Dy trén k&t qui nghién citu, nhém tic gid dé xuit mot sd
ham ¥ quén tri cho c4c nha quén 1y, nhim nang cao sy hai 1ong ctia khach hang d6i véi dich vu vay
tieéu dung tai Ngan hang TMCP Ngoai thuong Viét Nam - Chi nhanh Binh Thuén.

T khoa: su hailong, khach hang, ngan hang TPCP Ngoai thuong Viét Nam, vay ti€u ding.

1.batvan dé

Thay dugc tiém ning cda thi trudng Viét Nam,
Ngan hang TMCP Ngoai thuong Viét Nam da va
dang didy manh cdc sin pham cho vay tiéu ding
ngay cang da dang vdi ldi sudt cho vay hap din
nhu cho vay mua nha, cho vay mua 6 t6, cho vay
tiéu dung da va dang dem lai nhiéu 1¢i nhuin cho
ngin hang. Y thitc duge diéu nay, Ban Linh dao
va nhian vién Ngan hang TMCP Ngoai thuong
Viét Nam - Chi nhdnh Binh Thuin (Vietcombank
Binh Thuan) da coi cong tdc danh gid chinh xac
chat lugng dich vu cho vay tiéu dung tai Chi
nhdnh 13 hét stic can thi€t, qua d6 ning cao hon
nita kh3 ning ddp &ng nhu cau ngdy cing cao clia
khdch hang. Vi vy, tdc gid chon dé tai “Céc yé&u
t6 4nh hudng d€n sy hai l1ong ctia khach hang doi
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vdi dich vu vay tiéu dung tai Ngan hang TMCP
Ngoai thuong Viét Nam - Chi nhdnh Binh Thuin”
lam dé tai nghién cttu nhim danh gid cic y&u t&
c6 tdc dong dén dich vu vay tiéu dung tai Ngan
hang TMCP Ngoai thuong Viét Nam - Chi nhdnh
Binh Thuan. Dya trén k&t qué nghién ctu, tic gid
dé xuat mot s6 ham y quén tri nhiim cai thién dich
vu vay tiéu dung tai Ngan hang TMCP Ngoai
thuong Viét Nam - Chi nhanh Binh Thuan.

2. Co's6 Iy thuy€&t va phuong phap nghién ciru

2.1. Ly thuyét chung lién quan dén dé tai

2.1.1. Ly thuyét vé vay tiéu diing

Thong tu s& 39/2016/TT - NHNN ctia Ngan
hang Nha nuéc Viét Nam quy dinh vé hoat dong
cho vay ctia t§ chiic tin dung, chi nhdnh ngin hang
nudc ngoai doi véi Khach hang c6 quy dinh:
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“Khdch hang vay von tai t6 chic tin dung
(sau day goi la khiach hang) la phap nhan, ca
nhin, bao gdm:

a) Phap nhan dudc thanh 13p va hoat dong tai
Viét Nam, phap nhan dugc thanh 1ap & nudc ngoai
vahoat dong hop phdp tai Viét Nam;

b) C4 nhan c6 qudc tich Viét Nam, cd nhan c6
qudc tich nu6c ngoai”.

Dong thdi, Thong tu con quy dinh:

“Cho vay phuc vu nhu ciu ddi s6ng 1a viéc t&
chitc tin dung cho vay ddi v6i khach hang la cd
nhan d€ thanh todn cic chi phi cho muc dich tiéu
dung, sinh hoat cta cd nhian d6, gia dinh cta cé
nhan do”.

Nhu vy, vay tiéu ding 1a cdc khodn cho vay
nhiim tai tr¢ nhu ciu chi tiéu cla ngudi tiéu dung,
bao gdm cd nhan va ho gia dinh trong mdt khodng
thdi gian nhat dinh v6i nguyén tic hoan trd day dd
c4 ng gbc va 1di theo thda thudn trong hgp dong
tin dung. C4c khodn cho vay tiéu ding 12 ngudn
tai chinh quan trong gitip ngudi tiéu ding cé thé
trang trai cdc nhu cAu trong cudc séng nhu: nha &,
phuong tién di lai, ti€n nghi sinh hoat, hoc tip, du

lich, y t€,... tru6c khi ho c6 dd kha niing tai chinh
dé hudng thy.

2.1.2. Ly thuyét vé dich vu ngan hang

Theo thong 1& qudc €, dich vu ngan hang 1a cac
cong viéc trung gian vé tién té clia cic td chiic
nhiim ddp @ng nhu cau ctia khach hang vé sinh 15i,
diu tu, giit ho hay bido ddm an toin, dem lai ngudn
thu cho t6 chifc cung tng dich vu.

Theo Luat ciac T3 chifc tin dung nim 2010, t&
chuc tin dung 1a doanh nghiép dudc thanh lap theo
quy dinh ctia Ludt nay va cdc quy dinh khac cta
phdp luat d€ hoat dong ngin hang. “Hoat dong
ngan hang 12 hoat dong kinh doanh tién t& va dich
vu ngan hang v6i ndi dung thudng xuyén 1a nhin
tién gt va st dung so tién nay d€ cap tin dung va
cung ting dich vu thanh todn”. Mot s diéu khéc clia
Luat nay c6 nhic t6i cac loai hinh dich vu ngin
hang nhu dich vu ngan quy, dich vu bio hiém, dich
vu trr van va cdc dich vu khdc lién quan d&n hoat
dong ngin hang.

Céc quan di€m néi trén cho thdy, dich vu ngin
hang vin con nhiéu cich hi€u khic nhau. Tuy
nhi€n, trong ludn vdn nay, dich vu ngdn hang dugc
hi€u theo nghia rong, theo d6, dich vu ngan hang 1a

cdc cong viéc trung gian vé tién té clia cic t6 chiic
nhim dap ng nhu cau ctia khich hang vé sinh 13i,
dau tu, giif ho hay bdo ddm an toin, dem lai ngudn
thu cho t§ chifc cung tng dich vu.

2.2. M6 hinh nghién citu dé xudt

- Gia thuyé&t H1: Sy tin cdy c6 quan hé thuin
chiéu véi sy hai 1ong cla khdch hang ddi véi dich
vu vay ti€u dung tai Ngan hang TMCP Ngoai
thuong Viét Nam - Chi nhdnh Binh Thudn (ky
vong +).

- Gi4 thuy€&t H2: Sy ddp ng c6 quan hé thuan
chiéu véi sy hai long clia khdch hang ddi véi dich
vu vay tiéu dung tai Ngan hang TMCP Ngoai
thuong Viét Nam - Chi nhdnh Binh Thuan (ky
vong +).

- Gi thuy&t H3: Ning Iyc phuc vu ¢6 quan hé
thuan chiéu vé6i su hai 1ong clia khiach hang doi
v6i dich vy vay ti€u dung tai Ngan hang TMCP
Ngoai thuong Viét Nam - Chi nhanh Binh Thuin
(ky vong +).

- Gid thuyét H4: Sy cdm thong c6 quan hé
thuan chiéu vé6i sy hai long cda khdch hang ddi
véi dich vu vay tiéu dung tai Ngan hang TMCP
Ngoai thuong Viét Nam - Chi nhdnh Binh Thuin
(ky vong +).

- Gi4 thuy&t H5: Phuong tién hitu hinh c6 quan
hé thuan chiéu v&i sy hai long clia khach hang ddi
véi dich vu vay tiéu dung tai Ngan hang TMCP
Ngoai thuong Viét Nam - Chi nhanh Binh Thuan
(ky vong +).

- Gi4 thuy&t H6: Gié c¢6 quan hé thuén chiéu véi
su hai 1ong cta khach hang d6i vé6i dich vu vay tiéu
dung tai Ngan hang TMCP Ngoai thuong Viét Nam
- Chi nhdnh Binh Thuén (ky vong +).

Hinh 1: Mé hinh nghién ciu dé xudt
[ J—H1
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3. Phuong phap nghién citu

Nghién ctu chinh thic 1a nghién cttu dinh lugng.
Vi day la nghién cttu kham pha cung v&i phan tich
nhu trén, phuong phap chon mau phi xdc sudt véi
hinh thifc chon mAu thuin tién 1a phit hdp nhit. C4c
bang cau hdi nghién cttu s& dudc giti tryc ti€p dén
doi tugng khdo s4t 1a khach hang st dung dich vu
vay ti€éu dung tai Ngan hang TMCP Ngoai thuong
Viét Nam - Chi nhanh Binh Thuan. Nhim ddm bdo
tinh bdo mat cia ngudi tra 16i, trén bang cdu hoéi da
thé hién cam k&t chi st dung thong tin cho muc dich
nghién cttu clia dé tai cling v6i cam k&t bdo mat
thong tin cho ngudi trd 16i. Ngoai ra, thdng tin vé ho
tén clia ngudi tra 15i 12 thy chon, c6 thé cung cip
hodc khong.

D6i véi phan tich nhan t6 khdm phd EFA: Duya
theo nghién cttu cia Hair (2006) cho tham khao vé

kich thu6c mau du kién. Theo d6, kich thuéc miu
t6i thi€u 1a g&p 5 1an tdng s6 bién quan sat: n > 5 x
k; trong d6: k 1a tdng s& bi€n quan sat. C6 33 bién
quan sit, cd mau toi thi€u 1a: N = 5x33 = 165 miu.
Tuy nhién, d& s6 liéu dugc tin cdy hon, trong
nghién cdu thyc t€, tic giad da phat hanh 320 mau,
thu hdi 305 mau, loai 5 phi€u tra 15i khong phi hap,
st dung 300 mAu c6 tr3 13i phit hgp d€ phén tich.

4. K&t qua nghién citu va thao luan

4.1. Kiém dinh do tin cdy ciia thang do Crobach
Alpha (Bing 1)

K&t qud phan tich cho thdy, tit c4 cic thang do
sau khi loai bi€n déu c6 hé s§ Alpha clia tdng thé
va cdc hé so tuong quan bién tong déu dat yéu ciu,
chitng té cac thang do st dung trong dé tai dat do tin
ciy can thiét, phit hop dé ti€n hanh dua vao phan
tich EFA tiép theo.

BAng 1. K&t qud kiém dinh thang do

Bigh quan eat Trung”binh Fh:.aDQ do Phumlg sai .thir,\g do TuldAr)g Suan Crorﬁ)ach'.s AAIPha
néu loai bién néu loai bién bién tong néu loai bién

Thang do “Su tin cay”- STC (a= 0.827)
STC1 13,43 5,182 0,613 0,795
STC2 13,37 5,158 0,618 0,794
STC3 13,36 5,088 0,635 0,789
STC4 13,51 5,013 0,641 0,787
STC5 13,31 5,425 0,609 0,797
Thang do “Su dap ting”- SDU (a= 0.730)- Lan 1
SDU1 13,34 4,043 0,606 0,636
SDU2 13,38 4,123 0,648 0,622
SDU3 13,39 4,052 0,631 0,626
SDU4 13,42 4,205 0,653 0,623
SDU5 13,42 5,964 0,016 0,843
Thang do “Su dap tng”- SDU (a= 0.843)- Lan 2
SDU1 10,02 3,485 0,642 0,818
SDU2 10,07 3,554 0,690 0,796
SDU3 10,08 3,476 0,677 0,801
SDU4 10,11 3,607 0,708 0,789
Thang do “Néng luc phuc vu”- NLPV (a.= 0.719)- Lan 1
NLPV1 12,74 4,071 0,548 0,644
NLPV2 12,73 3,643 0,636 0,601
NLPV3 12,70 3,855 0,587 0,626
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Bigh quan it Trungﬂb]nh .thelr]g do Phuorlg sai _thir"ng do Tugr"ng guan Crorﬂaach’.s AAI’pha
néu loai bién néu loai bién bién tong néu loai bién

Thang do “Néng luc phuc vu”- NLPV (a.= 0.719)- Lan 1
NLPV4 12,77 3,676 0,604 0,615
NLPV5 13,39 5,409 0,059 0,810
Thang do “Néng Iuc phuc vu”- NLPV (.= 0.810)- Lan 2
NLPV1 10,05 3,443 0,599 0,775
NLPV2 10,03 3,136 0,643 0,754
NLPV4 10,01 3,304 0,607 0,771
NLPV5 10,07 3,058 0,661 0,744
Thang do “Su cam théng”- SDC (.= 0.697)- Lan 1
SDC1 12,97 3,655 0,595 0,582
SDC2 13,46 3,795 0,608 0,581
SDC3 13,03 3,779 0,640 0,569
SDC4 12,92 3,923 0,596 0,590
SDC5 12,92 5,475 -0,024 0,835
Thang do “Su cam théng”- SDC (o= 0.835)- Lan 2
SDC1 9,56 3,103 0,658 0,797
SDC2 10,06 3,291 0,647 0,800
SDC3 9,62 3,253 0,693 0,780
SDC5 9,51 3,348 0,668 0,791
Thang do “Phuang tién hiiu hinh”- PTHH (.= 0.861)
PTHH1 10,04 3,774 0,668 0,841
PTHH2 10,05 3,824 0,714 0,820
PTHH3 10,05 3,901 0,736 0,813
PTHH4 10,08 3,826 0,717 0,819
Thang do “Gia”- GIA (a = 0.864)
GIA1 12,91 5,518 0,655 0,842
GIA2 12,78 5,327 0,701 0,831
GIA3 12,29 5,215 0,706 0,829
GlA4 12,20 5,313 0,655 0,842
GIAS 12,25 5,093 0,702 0,830
Thang do “Su hai long”- SHL (= 0.843)
SHL1 10,06 3,920 0,725 0,781
SHL2 10,02 4,137 0,632 0,821
SHL3 10,07 3,955 0,720 0,783
SHL4 9,97 3,982 0,639 0,819

Nguén: Két qud phan tich dit liéu khdo sdt ciia tdc gid
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4.2. Phén tich nhén t6’khdm phd EFA

Kiém dinh sy thich hop clia phan tich nhan t&
doi véi cdc dit lieu ban diu bing chi s§ KMO
(Kaiser - Meyer - Olkin). Thugc do KMO trong
phan tich nhin t§ cho thdy, hé s6 KMO dat
0.871>0.5, chiing t6 phuong phép phan tich nhan t&
kham pha EFA dp dung la thich hgp. (Bang 2)

Kiém tinh tuong quan giita cdc bién quan sdt

St dung Barletts test trong Bang 2, gid tri Sig.
= 0.000 (Sig = 0.000 < 0.05), k&t qua chi ra cic
bi€n quan sét c6 twong quan tuyén tinh trong mdi
nhan td.

Kiém dinh phuong sai trich

Bang 3, phuong sai trich biing 66.177, thé hién
ring su bi€n thién clia cdc y&u td dudc phan tich c6
thé giai thich dudc 66,177% sy bién thién cia dir
liéu khdo sit ban dau, diy 12 mic y nghia & mifc

Bdng 2. Hé s& KMO va kiém dinh Barlett
cho cdc bién déc l1ap

KMO and Bartlett's Test

Hé s6 KMO (Kaiser-Meyer-Olkin) 0.871
Approx. Chi-Square 3410.998
Kiém dinh
Bartlett of 325
Sig. .000

Ngudn: Két qud phan tich dit li¢u khdo sdt ciia tdc gid

khd. Hé s& Eigenvalues clia yéu to thit 6 bing
1.377>1, thé hién sy hdi tu cia phép phan tich dirng
& y€u to thit 6, hay két qua phan tich cho thay c6 6
y&u t& dudc trich ra tir dit liéu khd o sat.

4.3. Phén tich hoi quy da bién (Bing 4)

K&t qua hdi quy cho thdy, cd 6 nhin t& quan
trong tic dong t6i sy hai long clia khdch hang déu

Bdng 3. Phuong sai trich va céc yéu 6 rat trich cla phén tich EFA cho bi€n déc 1ap

Nhan Gia tr| Eigenvalues Chi s6 sau khi xoay
© Tong ::ll::'j(zg phuz:;hslgtrich Tong sP:ll:rdi:g phu;-r:;h;:iytrfch
1 6.796 26.138 26.138 3.321 12.773 12.773
2 2.719 10.459 36.597 3.038 11.683 24 456
3 2.334 8.975 45.572 2.770 10.656 35.112
4 2.133 8.205 53.777 2.762 10.622 45734
5 1.847 7.104 60.881 2.696 10.369 56.102
6 1.377 5.296 66.177 2.619 10.075 66.177
Bdng 4. BAng hé s6 héi quy
Hé s6 md hinh
Hésbchuachudnhéa | Hésdchudnhéa Théng ké da cong tuyén
M6 hinh t Sig.
B Std.Error Beta Tolerance VIF
Hangss | (0.737) 0.248 (2.975) 0.003
STC 0.179 0.051 0.154 3.527 .000 0.854 1.171
SDU 0.171 0.049 0.161 3.476 .001 0.758 1.318
1 NLPV 0.184 0.049 0.164 3.775 .000 0.856 1.169
SCT 0.167 0.048 0.150 3.438 .001 0.853 1.173
PTHH 0.261 0.052 0.257 4.994 .000 0.615 1.625
GIA 0.280 0.052 0.244 5.418 .000 0.800 1.250
a. Bién phu thubc: SHL
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Bang 5. BAng phén tich ANOVA

M hinh Tong binh phuong Df Binh phuong trung binh F Sig
Hai qui 66.209 6 11.035 53.855 0.000b
1 Phan du 60.036 293 0.205
Téng 126.246 299

c6 Sig. < 0,05 nghia 12 6 yéu & nay thyc sy ¢6 dnh
hudng cting chiéu d&€n Sy hai long clia khdch hang.

4.4. Két qua kiém dinh INOVA

Theo Bang 5, kiém dinh F st dung trong bing
phan tich phuong sai vin 12 mot phép gia thuyét vé
dd phit hgp ctia md hinh hdi quy tuyén tinh tdng
thé. K&t qua phan tich cho thiy, kiém dinh F ¢6 gid
tri 12 53.855 v6i Sig. = 0.000b chitng té md hinh hdi
quy da bi€n 1a phi hgp véi tap dit lieu, cdc bi€n dua
vao déu c6 y nghia trong thong ké.

5.Kétluan

Nghién citu da trinh bay két qua vé miu nghién
cifu dusi dang mo ta thong ké, két qua vé kiém
dinh cédc thang do ctia cdc khdi niém nghién ctu
thong qua danh gid do tin cay Cronbachs Alpha,
phén tich nhan t§ kham pha (EFA) va phan tich hdi
quy. Sau d6 kiém dinh sy phi hgp ctia md hinh v6i
céc gid thuyé&t da dua ra.

TAILIEU THAM KHAO:

Nguodn: Két qud phan tich dit liéu khdo sdt ciia tdc gid

Bdng 6. Vi tri quan trong cla céc yéu td

Biéh Giatr(Beta) | Tylé Thirty
doc lap tuyét doi % anh huéng
PTHH 0,257 22,7 1

GIA 0,244 21,6 2
NLPV 0,164 14,6 3

SDbuU 0,161 14,2 4

STC 0,154 13,6 5

SCT 0,150 13,3 6
Téng 1,129 100

K&t luan, qua céc ki€m dinh ctia m6 hinh hoi
quy, c4c bi€n trong md hinh déu c6 ¥ nghia vé mit
thong ké, chi tié€t: PTHH, GIA, NLPV, SDU, STC,
SCT (Bang 6) m
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ABSTRACT:

This study examined the factors affecting the satisfaction of customer with consumer loan
services provided by the Joint Stock Commercial Bank for Foreign Trade of Vietnam
(Vietcombank) - Binh Thuan Province Branch. The study found out that there are six factors
affecting the customer satisfaction. These factors, which are listed in descending order of
influencing level, are (1) Tangible means, (2) Price, (3) Capacity service, (4) Responsiveness,
(5) Credibility, and (6) Empathy. Based on these results, some managerial implications are
proposed to help Vietcombank - Binh Thuan Province Branch’s managers improve the customer
satisfaction with the bank’s consumer loan services.

Keywords: satisfaction, customers, the Joint Stock Commercial Bank for Foreign Trade of
Vietnam, consumer loans.
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