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TOM TAT:

Bai viét sit dung k&t hgp phuong phap nghién cttu dinh tinh va phuong phép nghién cttu dinh

lugng nhim kham ph4 va do ludng cdc thanh phan chit lugng dich vu 4nh hudng dén sy hai long
clia khdach hang. Nghién cifu dinh tinh dugc thuc hién v6i nhém 9 khach hang ctia Agribank dé
kham ph4 ra thanh phan chat Iugng dich vu. Nghién cttu dinh lugng thuc hién phan tich 308 miu
chinh thic thu thap dit liéu tir khdch hang di tirng st dung sin phdm, dich vu tai Agribank Chi
nhanh TP. H6 Chi Minh dé dwa vao phan tich. K&t qua nghién citu c6 9 gia thuyét dugc chdp nhan
& do tin cAy 95%. K&t qua nay 1am cd s& cho ciac ham ¥ va chinh sach c6 thé ning cao sy hai long
ctia khdch hang va gid tri thuong hiéu tai ngin hang.
T khéa: Agribank, chat lugng dich vu, hai long khach hang, gid tri thuong hiéu.

1.bat van dé

Thi trudng Viét Nam véi dan s6 98,5 triéu ngudi
l1a mot trong nhitng thi trudng tiém ning ddi véi
ngan hang b4n 1é. Agribank luon chi trong dén
chat lugng dich vu khach hang d€ xay dung hinh
4nh, gia tri thuong hiéu. Piéu d6 dudc thé hién qua
viéc t8i wu héa trdi nghiém c4 nhin cta khich
hang, gitp xdy dung nhitng "cdm xdc tich cuc"
thong qua sy hai long va gia tdng gid tri thuong hiéu
ctia doanh nghiép (Augusto va Torres, 2018). Theo
Kotler va Keller (2016), gid tri thuong hi¢u
(GTTH) la gi4 tri gia ting wu dii cho c4c sidn pham
va dich vu. Gi4 tri nay c6 thé dugc phan 4nh trong
céch suy nghi cia khach hang, cAm nhin va hanh
dong clia ho ddi véi thuong hiéu ciing nhu gid ca,
thi phan va I¢i nhuin cho doanh nghiép. Theo
Tanmoy De, Akanksha Verma (2021), GTTH
khong chi don thuidn 12 mot thuat ngit marketing,
ma dudc xem Ia tai sin gid tri nhat cia mdt doanh
nghiép c6 thé sé hitu. Van dé quan trong 13 doanh
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nghiép can hiéu ré cdc thanh phan clia chat lugng
dich vu 4nh hudng dén sy hai 1ong khach hang la
gi? dé c6 cédc bién phép cdi thién, ning cao chit
lugng dich vu (Brady va Cronin, 2001). Nghién cttu
nay nhim khdm ph4 va do ludng cdc thanh phian
chat lugng dich vu 4nh hudng dén sy hai long cia
khach hang. Mot khi khach hang hai long, ho tiép
tuc st dung dich vu, truyén miéng cho nhau, gép
phan gia ting gia tri thuong hiéu cho Agribank.

2. Mo hinh nghién ciu dé xuit va cac gia
thuyé&t nghién ciu (Hinh 1)

Céc gia thuy€t nghién ctu:

Gié thuy&t Hla: Thai do 4nh hudng tich cuc dé€n
sy hai long khach hang.

Gi4 thuyét Hlb: Chuyén mdn 4nh hudng tich
cuc dén sy hai long khach hang.

Gia thuy€t Hlc: Thi€t k&€ 4nh hudng tich cuc dén
su hai long khach hang.

Gié thuyé&t Hld: Y&u 6 xa hodi anh hudng tich
cuc dén sy hai long khach hang.



TAI CHiNH - NGAN HANG - BAO HIEM

Hinh 1: Mé hinh nghién ciiu dé xudt
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Gi4 thuyé&t Hle: Thoi gian chd 4nh hudng tich
cuc dén sy hailong khach hang.

Gié thuy€&t H1f: Tinh htu hinh 4nh hudng tich
cuc dén sy hai long khach hang.

Gié thuyét Hlg: Cong nghé 4nh hudng tich cuc
dé&n sy hai long khéch hang.

Gi4 thuy€t H2: Sy hai Iong khich hang 4nh
hudng tich cuc d€n E-WOM.

Gia thuy€t H3: Sy hai Iong khach hang &nh
hudng tich cuc dén gi4 tri thuong hiéu.

Gié thuy&t H4: E-WOM 4nh huéng tich cuc dén
gia tri thuong hi¢u.

3. K&t qua nghién cifu

3.1. Két qud kiém dinh dp tin cdy thang do
Cronbachs Alpha (Bdng 1)

Véi kich thuéc maiu chinh thitc c6 dugc tir viée
thu thap dir liéu 1a 308, trong d6 phdt khdo sat
350 phi€u nhung thu vé 334, trong s 334 phi€u
thu vé€ c6 26 badng hdi khong dat yéu ciu va con
lai 308 phi€u trd 13i hdp 1& dudc dwa vao phan
tich chinh thuc.

Céc tiéu chi nhan khiu hoc dang bién dinh tinh
dé phan loai d4p vién:

(1) V& Gidi tinh: ¢6 125 ddp vién nam, chi€m
40,6% va 183 dap vién nit, chi€ém 59,4%:;

(2) V& d@d tudi: c6 66 dip vien dudi 26 tudi,
chi€m 21,4%; 93 dap vién tir 26 d&n 35 tudi chi€ém
30,2%; 90 dap vién tir 35 d&n 45 tudi, chi€m 29.,%;
59 dap vién trén 45 tudi, chi€ém 19,2%;

(3) Vé thu nhap: c6 53 ddp vién dudi 5 trigu
ddng, 73 ddp vién tir 5 triéu dong dé&n 10 triéu dong,

72 dap tng vién tir 10 triéu dong
dén 15 triéu dong chi€m 23,4%,

49 ddp vién tir 15 triéu dong d&n
25 triéu dong chi€m 15,9%; 61

E-WOM

ddp vién trén 25 triéu dong,
chi€m 19,8%:;

(4) V& trinh do: 93 dap vién
c6 trinh dd trung cdp, chi€m
30,2%; 72 dap vién c6 trinh do
cao ding, chi€ém 23,4%; 84 dap
vién c6 trinh d6 dai hoc, chi€m

27,3% va 59 dap vién c6 trinh do
tir dai hoc tré 1&n, chiém 19,1%.

Gia tri
Thuong hicu

(5) V& loai dich vu: ¢6 54 d4p
vién st dung gt tién tiét kiém,
chi€ém 17,5%; 93 dap vién s
dung vay von, chi€ém 30,3%;
66 dip vién st dung internet
banking, chi€m 21,4%; 95 ddp vién st dung nhiéu
dich vu, chi€m 30,8%.

(6) Vé nghé nghiép: c¢6 81 ddp vién la nhian
vién vin phong, chi€m 26,2%; 80 ddp vién kinh
doanh tu do, chi€m 26%; 80 dap vién 1a lao dong tu
do, chi€m 26% va 67 dip vién c6 nghé nghiép khac
chi€m 21,8%.

Thong qua ki€m dinh dd tin cdy thang do bing
hé s6 Cronbach’s Alpha, c6 36 bi€n quan sit thudc
10 khdi niém dugc dua vao phan tich, két qué cho
thay, ca 10 khdi niém déu dat dudc do tin cay va
khong c6 bi€n quan sit nao bi loai khdi thang do.
Do d6, tit cd cdc bi€n quan sit s& dudc dua vao
phan tich nhan t6 khdm pha EFA ti€p theo.

3.2. Phén tich EFA (Bdng 2)

Nhu vay, sau khi phan tich nhan t6 kham pha
EFA, s6 luong nhan t6 rit trich dugc 12 10 nhan 8,
tuong &ng v6i 10 khdi niém nghién cifu cla dé tai,
c6 36 bi€n quan sit dugc dua vao phan tich EFA,
k&t qud c6 1 bi€n quan st ¢6 hé s6 tdi nhan t6 1én
nhan t6 ma n6 do ludng khong dat yéu ciu ti€n
hanh loai bé. Con lai 35 bi€n quan sit dat yéu ciu
sau khi phan tich nhan t§ khdm phd EFA, cic bién
quan sit s& dugc dua vao phan tich CFA ti€p tuc
nhiim ki€m dinh lai c4c gid tri ctia thang do.

Thong qua k&t qua ddnh gid mitc do phi hop clia
phan tich CFA (Béng 3), ta thdy gié tri CMIN/DF =
2.140 (<3), chi s6 danh gid TLI va CFI (> 0.9). Bén
canh d6, chi s6 GFI dat 0.832 (>0.8), chi s6 RMSEA
0.061 (< 0.08) va gid tri ki€ém dinh sig ctia mo hinh
0.000 (< 0.05). Nhu viy, ta két luAn & do tin cay
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95% thi mo6 hinh nay thich hgp vé
phan tich CFA, dit li€u phan tich da
tuong thich v6i md hinh nghién cttu.

3.4. Két qua phén tich cdu tric
tuyén tinh (SEM)

Hé s6 tic dong cha cong nghé
Ién sy hai long 1a 0.276, v6i y nghia
ki€m dinh c6 sig = 0.000 (<0.05)
nén § do tin cy 95% cong nghé c6
mdi quan hé cling chiéu véi su hai
long khach hang.

Hé s6 tdc dong clia chuyén mon
Ién sy hai long 1a 0.103, v6i y nghia
ki€m dinh c6 sig = 0.043 (<0.05)
nén § do tin cdy 95%, chuyén modn
c6 mdi quan hé cuing chiéu véi su
hailong khach hang.

Hé so tdc dong cla thi€t k€& 1én
su hai long la -0.030, v4i ¥ nghia
ki€m dinh c6 sig = 0.000 (<0.05)
nén & dd tin cay 95% thiét k&
khong ¢6 mdi quan hé cling chiéu
v&i sy hai long khach hang.

Hé s6 tic dong clia y€u to tinh
hitu hinh 1én sy hai long la 0.185,
v6i y nghia ki€m dinh c6 sig =
0.010 (>0.05) nén & d tin cay 95%,
tinh hitu hinh c6 mdi quan hé cung
chiéu véi sy hai long khach hang.

Hé s6 tdc dong clia xa hoi 1én
su hai long l1a 0.195, v6i y nghia
ki€m dinh c6 sig = 0.000 (<0.05)
nén & do tin cdy 95%, xa hoi cé
mdi quan hé cling chiéu véi sy hai
long khach hang.

Hé s6 tic dong clia y€u to thai
do 1én sy hai long 1a 0.188, vé6i y
nghia kiém dinh c6 sig = 0.004
(<0.05) nén & @6 tin ciy 95%, thai
dd c6 moi quan hé cling chiéu véi
su hailong khach hang.

Hé s6 tic dong clia yé&u t& thdi
gian chd lén sy hai long la 0.149,
v6i y nghia ki€m dinh c6 sig =
0.010 (<0.05) nén & do tin cay 95%,
thdi gian chd ¢6 moi quan hé cung
chiéu véi sy hai long khach hang.

Hé sd tic dong cha sy hai long
1én truyén miéng 1a 0.712, véi §
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BAng 1. K&t qud ki€m dinh db tin cay thang do

Bién Trungbinh | Phudng sai Tuong Hé s6
quan thang do thang do quan Cronbach’s Alpha
sat néu loaibién | néuloaibién | bién tdng néu loai bién
Khai niém thai d (ATT), hé sé6 Cronbach’s Alpha= 0.853
ATT1 6.06 4.380 .701 818
ATT2 6.00 3.990 .753 .768
ATT3 5.94 3.857 724 .798
Khai niém chuyén mén (EXP), hé s6 Cronbach’s Alpha= 0.896
EXP1 5.36 3.998 .780 .867
EXP2 5.28 4.344 .796 .851
EXP3 5.16 4115 812 .836
Khai niém thiét k& (DES), hé s6 Cronbach’s Alpha = 0.880
DES1 4.67 4.430 811 .789
DES2 4.71 4.931 754 842
DES3 4.55 4.659 739 .856
Khai niém xa hi (SOC), hé s6 Cronbach’s Alpha = 0.895
SOC1 5.21 5.700 .801 .843
SOC2 5.24 5.927 776 .865
SOC3 517 5.576 .802 .842
Khai niém thoi gian chd (WT), hé s6 Cronbach’s Alpha = 0.892
WT1 6.15 5.224 .800 839
WT2 6.16 5.187 .789 847
WT3 5.92 4.570 787 .854
Khai niém phuong tién hitu hinh (TANG), hé s6 Cronbach’s Alpha = 0.869
TANG1 4.36 3.612 675 .880
TANG2 428 3.081 .829 .740
TANG3 4.24 3.227 .750 815
Khai niém truyén théng dién ti (EWOM), hé s6 Cronbach’s Alpha= 0.912
EWOM1 10.45 16.640 787 .891
EWOM2 10.39 15.828 799 .887
EWOM3 10.45 16.646 875 877
EWOM4 10.02 15.443 .700 914
EWOM5 10.30 16.185 .768 894
Khai niém su hai long (SAC), hé s6 Cronbach’s Alpha= 0.822
SAC1 5.87 7.627 592 .835
SAC2 5.44 5.687 .755 672
SAC3 5.73 6.354 .699 733
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= néu loai bién | néuloaibién | bién tdng GLETAT D EE Ty
Khai niém gia try thuong hiéu (CBBE), hé s6'Cronbach’s Alpha = 0.905
CBBE1 15.76 25.102 .802 879
CBBE2 15.82 26.762 554 918
CBBE3 15.62 24.563 .866 .869
CBBE4 15.90 28.553 526 917
CBBE5 15.70 24.536 .881 .867
CBBE6 15.70 24.770 847 872
Khai niém cong nghé (TECH), hé s6 Cronbach’s Alpha= 0.941
TECH1 7.55 7.851 .868 920
TECH2 7.49 7.593 874 918
TECH3 7.51 7.599 .892 912
TECH4 7.53 8.374 .804 .940
Nguodn: Két qud nghién ciu
BAng 2. K&t qud phén tich EFA
Céc thong s& c:aﬁ‘;‘::gn EFAlandau | EFAI&ncudi

Chi s6 KMO >0.5 0.901 0.899
S&nhan té rt trich 10 nhantd 10 nhanté
Hé s6 Eigenvalues >1 1.018 1.018
S;ifgttsig kigm dinh <0.05 0.000 0.000
Tong phuong sai trich >50% 79.442% 80.641%
S6 bién loai 1 bién quan sat | 0 bién quan sat

Nguén: Két qud nghién ciiu

Bdng 3. Céc chisé danh gid phén tich CFA

Cac chi sd danh gia Giatn Gia tr chap nhan
CMIN/DF 2.140 <3
GFl 0.832 >0.8
TL 0.921 >0.9
CFI 0.932 >0.9
RMSEA 0.061 <0.08
Gia tri sig kiém dinh phu hgp 0.000 <0.05

Nguén: Két qud nghién ciiu

nghia ki€m dinh c6 sig = 0.000
(<0.05) nén & do tin cay 95%, su
hai Iong ¢c6 mdi quan hé cling chiéu
Vi truyén miéng

Hé s6 tdc dong clia E-WOM lén
gid tri thuong hiéu la 0.212, véi y
nghia ki€m dinh c6 sig = 0.017
(<0.05) nén G dd tin cidy 95%
E-WOM c6 mdi quan hé cung
chiéu vdi gid tri thuong hiéu.

Hé s6 tic dong clia y&u to sy hai
long 1én gid tri thuong hi€u la
0.357, v6i ¥ nghia ki€m dinh c6
sig =0.000 (<0.05) nén & do tin cay
95% ta k€t luan rang sy hai long c6
moi quan hé cling chiéu véi gid tri
thuong hi¢u.

4.Kétluan va hamy

4.1. Ham y vé thdi dj (Attitude)
va chuyén mon (Expertise)

Ti€p tuc nang cao chat lugng
ngudn nhin lyc: trién khai thuc
hién chinh sach uu tién tuyén dung
doi v6i tng vién ot nghiép loai
gidi, xudt sic clia mot s6 trudng dai
hoc hang dau Viét Nam; chuin héa
diéu kién, tiéu chuin ddi véi titng
loai lao dong va tirng chitc danh;
xay dung va trién khai cdc chuong
trinh dao tao tip trung trong nim
2022 tap trung vao tap hudn nghiép
vu, kinh nghiém thuc tién va diéu
chinh phlt hgp véi thdi gian thuc
hién cong viéc va di lai bing cdch
ting thdi lugng dao tao truc tuyén
thong qua zoom, thong qua chuong
trinh e-learning.

4.2. Ham ¥ vé cdc yéu o' xa hji -
Social Factors

Tranh thd gidi quyét nhitng
khi€u nai, khic mic ma khich
hang gip phdi nhim didm bdo
dugc nhitng thic mic cta khach
hang déu dugc gidi quyét thda
ddng, khong dugc gidi quy€t van
dé khdch hang mot cdch hdi hot,
thi€u trdch nhiém. Tuyén truyén
cho nhan vién c6 thai dd phuc vu
khdch hang t3i wu, cdc dich vu
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BAng 4. K&t qud ki€m dinh cdu trac tuyén tinh SEM

Estimate SE. CR P Kétluan
SAC «— TECH 276 .067 4.140 b Ch&p nhan
SAC “«— EXP 103 .051 2.020 .043 Ch&p nhan
SAC “«— DES -.030 .044 -.693 488 Khong Chap nhan
SAC “«— TANG 185 072 2.583 .010 Ch&p nhan
SAC « SOC 195 .052 3.779 o Ché&p nhan
SAC “«— ATT 188 .066 2.874 .004 Ch&p nhan
SAC “«— WT 149 .057 2.591 .010 Ch&p nhan
EWOM “«— SAC 712 072 9.927 i Ch&p nhan
CBBE “«— EWOM 212 .089 2.3% 017 Ch&p nhan
CBBE “«— SAC 357 .095 3.746 i Chap nhan

ngin hang cung cAp ddm béo tinh tuan thi phap ly
va dugc dién gidi d& hi€u, ngin gon dén véi
khiach hang.

4.3. Ham ¥ vé thoi gian cho - Waiting Time

Ngan hang thudng xuyén td chic cic cudc ki€m
tra ndi bd nhim ddm bdo dudc kién thiic chuyén
mon ciing nhu k§ niang nghiép vu clda cidc nhian
vién dudc ddm bdo, cic cudc ki€m tra nén gin chit
véi cong viéc cling nhu chuyén mon hiing ngay clia
nhan vién.

4.4. Ham ¥ vé tinh hitu hinh - Tangibles

Trong hé thdng ngin hang cin ddm bio dugc
céc trang thi€t bi tién nghi nhat phuc vu cho khach
hang, vi du hé thong gh& ngdi chd hay ban giao

TAILIEU THAM KHAO:

Nguén: Két qud nghién ciiu

dich v6i khach hang phii tién nghi va bén dep nhat.

Cira chao cling nhu bd phan giao dich véi khach
hang can ddm bdo dugc @6 méSi va sach sé& clia vin
phong ndi giao dich d€ khich hang cAm nhan dugc
su’ thu ht toi da.

4.5. Ham ¥ vé cong nghe

Hién dai héa cong nghé thong tin. Tri€n khai
nhiéu gidi phap tng dung cong nghé d€ da dang,
nang cao chat lugng san pham dich vu ngan hang:
Hé thong E-Banking, hé thong ki€u hdi tap trung,
thanh todn héa don, thu ngan sdch nha nu6c, két noi
song phuong, tng dung cong nghé thong tin trong
cong tac luu triY, trung tim lién lac va hd trg, tap
trung cac hé thong thanh todn m
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OF AGRIBANK HO CHIMINH CITY BRANCH
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ABSTRACT:

Qualitative research methods and quantitative research methods are used in this study to
discover and measure the impacts of service quality components on the customer satisfaction.
Qualitative research methods are conducted with a group of 9 customers of Vietnam Bank for
Agriculture and Rural Development (Agribank) to discover the components of service quality.
While quantitative research methods are used to analyze 308 official samples obtained from
customers who have used products and services at the Agribank Ho Chi Minh City Branch. The
study’s results show that there are nine research hypotheses of the model which are accepted with
95% confidence. Based on these results, some implications and policies are proposed to enhance
the customer satisfaction and the brand equity of Agribank Ho Chi Minh City Branch.

Keywords: Agribank, service quality, customer satisfaction, brand equity.
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