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TOM TAT:

Bai vi€t nghién cttu sy hai long ctia khich hang vé chat luong dich vu Internet Banking tai
Techcombank, chi nhdnh Binh Duong. Két qud nghién ctu gitip cdc nha quin ly cda
Techcombank biét dugc mitc dd hai 1ong ctia khach hang hién tai d6i vé6i dich vu Internet
Banking, x4c dinh chinh x4c miic d6 quan trong clia nhitng y&u t6 4nh hudng dén chat lugng dich
vu nay. Tlr dé, gitp ban lanh dao xay dung cac gidi phdp niang cao chat lugng dich vu Inrternet

Banking tai Techcombank chi nhanh Binh Duong.

T khéa: Inrternet Banking, chit lugng dich vu, phan tich nhan t6 khdm pha.

1. Dit van dé

Trong thoi dai cich mang cong nghiép 4.0, vai
trd clia Internet ngdy cang quan trong. Theo thdng
ké, Viét Nam dugc ddanh gid 1a 1 trong 20 nu6e c6 ti
1é st dung Internet nhiéu nhit thé gidi véi 68,17
triéu ngudi dung (chi€m 70% dan s8). Khodng 94%
ngudi Viét Nam st dung Internet thudng xuyén v4i
thdi gian trung binh 1én t6i 6 ti€ng mdi ngay vao
nim 2020. Internet gitip moi hoat dong trd nén dé
dang va nhanh chéng. Bdc bi€t trong linh vuc ngin
hang, Internet Banking dan dugc xay dung va phat
trién gitip khach hang c6 thé thuc hién cic giao
dich dugc thudn ti€n, moi ldc, moi ndi ma khong
cin phai tryc ti€p dén ngan hang. Khong nhitng
vay, Internet Banking con dan thay thé& c4c phuong
tién nhu tin nhin, cudc goi mdt cdch thong minh va
mién phi. NhJ sy thuin tién ma Internet Banking
dang dudc ngan hang thuong mai phat trién dé
mang lai su hai long cho khach hang. Khong nhitng
vay, Internet Banking c6 vai trd quan trong doi véi
ngin hang.

332 S6 11 - Thdng 5/2022

Lgi ich 16n nhAt clia Internet Banking chinh 1a
su tién 1¢i va gidm chi phi cling nhu thdi gian giao
dich ngan hang. P& thyc hién dugc diéu d6, Ngan
hang thuong mai can thuc sy hi€u dugc cdc nhan
t0 tdc dong dén chit lugng dich vu Internet
Banking tai cdc ngin hang thuong mai d€ c6 dugc
huéng di ding ddn, phu hdp véi thi hi€u khdch
hang. Do d6, tdc gid nghién cttu cdc nhan t6 dnh
hudng dén chat lugng dich vu Internet Banking tai
Ngan hang TMCP K§ Thuong Viét Nam. C4c két
qua dat dugc sé cung cap cho ban lanh dao cdi
nhin téng quan hon vé chat lugng dich vu Internet
Banking. Tt d6 gitip ban lanh dao c¢6 gidi phdp
nang cao chat lugng dich vu dé nang cao mic do
hailong ctia khdach hang va gia ting hiéu qua kinh
doanh cho Ngan hang.

2. Co's6 Iy thuy€&t va mo hinh nghién citu

2.1. Co'sé Iy thuyét

Dich vu: Theo Kotler va Armstrong (2008), dich
vu la hoat dong hodc Igi ich ma mdt bén c6d thé
cung cip cho bén khidc vé cd ban 1a vo hinh va
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khong din dé€n quyén sé hitu ba't ¢ thit gi. Sdn xuét
clia n6 c6 thé c6 hodc khong gin véi mot sdn pham
vitchat.

Chdt lugng dich vu: 1a mot hinh thic ctia thdi do,
12 k&t qua tr sy so sanh giita dich vu thuc t&€ ma
khach hang nhén thic dugc khi tiéu dung dich vu
véi sy mong dgi clia ho. Chat lugng dich vu c6 lién
quan nhung khong tuong dong véi sy hai long cla
khach hang (Parasuraman va cong su, 1985).

Dich vu cia ngén hang s& dugc chia lam 2 loai:
Dich vu tin dung va dich vu phi tin dung:

Dich vu tin dung Ia dich vu cung cip ngudn tai
chinh cho khdach hang. Sau mét thsi han thda thuén,
ngudi vay s€ hoan tra tai chinh cho ngin hang va
keém theo 13i suit.

Dich vu phi tin dung la nhitng dich vu dép tng
nhu cAu vé tai chinh, tién t& cia khich hang nhim
tric ti€p hodc gidn ti€p mang lai doanh thu cho
ngan hang bing cdc khodn phi thu dudc tir khach
hang, khong bao gdm dich vu tin dung. Dich vu phi
tin dung bao gdm thanh toan, chuyén tién, cung cip
dich vu bdn 18, dau tu vao thi trudng chitng khodn,
kinh doanh ngoai t¢,...

Internet Banking: 1a khd ndng truy cip tir xa
cta khich hang vao ngidn hang nhim thu thap
thong tin cd nhan, thdng tin tai chinh, chuyén tién,
thanh todn hay ding ky st dung dich vu mdi
(Trudng BPic Béo, 2003).

Nhu vy, qua cic dinh nghia ta c6 thé hiéu dich
vu ngdn hang dién t 1a viéc sir dung internet va
céc thi€t bi hd trg gitp khich hang thuc hién céic
giao dich v6i ngan hang moi lic moi nai.

2.2. M6 hinh nghién ciiu

Dua vao cdc md hinh nghién citu chit lugng
dich vu va cdc dic diém, 1gi ich ciia dich vu Internet
Banking, tic gid dé xuit md hinh nghién citu cic
yé&u td tdc dong dén chat lugng dich vu Internet
Banking tai Ngan hang Techcombank, chi nhdnh
Binh Duong nhu sau: (Hinh 1)

Suw thudn tién: Su thuin tién 13 sy tién 1i, dé
dang dat dugc mong mudn ma khong gip bat c
kho khin, tré ngai nao. Sy thuan tién khong phai la
mot trong nhitng y&u t6 diu tién khi khdch hang
quyét dinh mua sim nhung ho s& khong bao gid
mua lai sin phdm dé néu né bat tién. PSi véi dich
vu Internet Banking, su thudn ti¢n 1a mot thudc tinh
chat lugng 1am gia ting su thodi mdi cho khich
hang khi st dung dich vu.

Website than thién véi ngudi sit dung: Doi véi

Hinh 1: Mé hinh nghién ciu

| Su thuén tién

| Website than thién

| Truy cap Internet

Sw hii long clia

LU

. . . khach hang vé chét
| Rui ro cdm nhan luong dich va
Internet Banking
| Giaca
| Chét Iuong dich vu Internet
| Truyén thong tiép thi

ngin hang, website nhu mdt bd mit thd hai cta
ngdn hang, noi khiach hang s& tuong tic thudng
xuyén dé trai nghiém, sit dung dich vu. Website
than thién 12 mot website dé sit dung, khach hang
¢6 thé thao tdc thuc hién cic dich vu mot cach dé
dang va nhanh chéng.

Truy cdp Internet: Truy cip Internet 1a kha ning
ma khdch hang c6 thé k&t ndi tai khodn cd nhan cia
minh v&i ngin hang thong qua cic thié€t bi nhu may
tinh, dién thoai. Vi mdi cdng nghé khéc nhau, td¢
do khdc nhau cling 4nh huéng d&€n quyét dinh Iva
chon va st dung dich vu Internet Banking.

Riii ro cdm nhdn: Rui ro cdm nhin cta khéch
hang 1a sy thi€u long tin va cdm gidc khong an toan
trong cac giao dich, dich vu dugc thuc hién bing
Internet Banking. D6 1a mdc do tin tudng vao tinh
bio mat, su ddm bdo doi véi tai khodn cla khiach
hang khi st dung Internet Banking.

Gid cd: Gid c4 1a s6 tién ma khdch hang phai chi
tra khi st dung dich vu hay giao dich trén Internet
Banking.

Chdt lugng Internet: Chat lugng Internet cang
cao thi khi thuc hién giao dich Internet Banking
s& cang don gidn va khuyé&n khich khdch hang c6
nhu cau tdi s dung cao hon. Nguoc lai, khi chi't
lugng Internet khong t6t va khé khin khi thao téc
sé& khi€n khdch hang st dung Internet Banking
cdm thay khé chiu va nhu cau tdi sit dung dich vu
s€ gidm.

3. K&t qua nghién cifu

3.1. bj tin cdy cua cdc thang do

Do tin cay clia thang do dudc danh gid qua hé s&
Cronbach’s Alpha. Hé s6 Cronbach’s Alpha cang
16n thi d9 tin cdy cang cao. St dung phudng phap
hé s6 tin cdy Cronbach’s Alpha tru6c khi phan tich
nhén t6 kham ph4 EFA d€ loai cdc bién khong phu
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hgp vi chiing c6 thé tao ra cic y&u
t0 gid (Nguyén Dinh Tho va
Nguyén Thi Mai Trang, 2008).
K&t qui thu dugc thé hién tai
Béng 1.

Theo quy uGc, mot tdp hgp cic
ciu hdi diung dé do ludng, danh
gia phdi c6 hé sd tin cay
Cronbach’s Alpha tir 0,6 trd 1én 1a
c6 thé sit dung duge (Hoang Trong
va Chu Nguyén Mong Ngoc,
2008). K&t qui Bang 1 cho thdy,
cdc thang do trong nghién ctu nay
dat do tin cdy va dudc phan tich
cic budc sau.

3.2. Phén tich nhén to kham
phd

Sau khi ddnh gi4 hé so tin cay
Cronbach’s Alpha va loai di cic
bi€n khong ddm bao do tin ciy,
tdc gid ti€n hanh phan tich nhan &
kham phd EFA, két qua thu thé
hién tai Bang 2.

Dua vao két qud thu dugc tir
phan tich EFA cho thay, dit liéu
hoan toan phit hgp dé phan tich:
KMO = 0,730 > 0,6; Sig. (Bartletts
Test) = 0,000 < 0,05; Eigenvalues
= 1,912 > 1; Tdng phuong sai trich
= 65,320% > 50%. Diéu nay
chiing t6 65,320% bién thién cta
dir liéu dugc giai thich bdi 7 nhan
t0 thu dugc trong Bang 2. (Bing 3)

Dua vao két qua: KMO = 0,802
> 0,6; Sig. = 0,000 < 0,05;
Eigenvalues = 2,676 > 1; Téng
phuong sai trich = 66,9% > 50%.
Diéu nay chiing té céc bién quan
sat trong nhan t& Hai long da diéu
kién d€ phan tich theo md hinh.

3.2. Phén tich hoi quy (Bdng 4,
Bdng 5)

Sau khi da dua cdc nhin té doc
lap vao mo hinh hdi quy két qua
nhan dugc R? hi€u chinh 1a 0,621
tlic 12 7 nhan t6 doc 1ap giai thich
dudc 62,1% cac nhian t6 anh
huéng dén Sy hai 1ong cta khach
hang khi st dung dich vu Internet
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Bdng 1. Bd tin cdy cdc nhdn 16.

T Nhan t6 Mahéa | Sobién | Cronbach'sAlpha
1 Suthuan tién ST 4 0,815
2 | Website than thién WE 4 0,844
3 | Truy cap Internet TC 4 0,803
4 | RGirocdmnhan RR 4 0,808
5 | Giaca GC 4 0,833
6 | Chatlugng Internet CL 3 0,780
7 | Truyén thong tiép thi T 4 0,787
8 | Suhailong HL 4 0,835

BAng 2. K&t qud phan tich EFA (nhén t& doc Iap)
Ma Nhan to
hoa 1 2 3 4 5 6 7
WE2 | 0,845
WE4 | 0,830
WE3 | 0,823
WE1 0,795
GC2 0,825
GC4 0,821
GC1 0,806
GC3 0,805
ST1 0,835
ST3 0,817
ST2 0,799
ST4 0,744
RR4 0,811
RR2 0,802
RR1 0,787
RR3 0,781
TC4 0,819
TC2 0,803
TC1 0,781
TC3 0,758
TT1 0,790
TT4 0,779
TT3 0,774
TT2 0,771
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Ma Nhan 5 chat lugng dich vu Internet
héa - 2 3 A 5 7 B\ankin% s€ dudc Eép tﬁun\g uu ti?n

hang dau cho nhin t0 nay. Ngan
CL3 0,860 hang cin ting cudng diu tu va xay
CLA 0,834 dung hé thdng c6 tinh bdo mat cao,

bdo mat 2 16p bao gdbm mat khiu
CL2 0797 | ding nhap va ma OTP. Mat khdu
Eigenvalue 1,912 ddng nhap phdi bao gébm chif hoa,
Tong phuong sai trich (%) 65,320 s0 va ky ty dic biet, ma OTP la day

Nguén: Két qud tinh todn tir SPSS

Bdng 3. K&t qud phén tich EFA
(nhén té phu thuéc)

Ma hoa Héso

HL2 0,827

HL3 0,823

HL1 0,818

HL4 0,804
Phuang sai trich 66,900%

Giatr Eigenvalue 2,676

Banking ctia Ngidn hang Tecombank - Chi nhdanh
Binh Duong.

K&t qué thu dugc 7 nhén t8 doc 1ap c6 tic dong
dé&n su hai long ctia khach hang khi sit dung dich vi
Internet Banking, gdm c6: Website thin thién
(WE), Gia ca (GC), Su thuln tién (ST), Rii ro cdm
nhan (RR), Truy cip Internet (TC), Truyén thdng
ti€p thi (TT) va Chat lugng dich vu Internet (CL)
(do tincay 95%).

Phuong trinh hdi quy thu dugc nhu sau:

HL =0,234WE+ 0,345GC + 0,449ST

+0,327RR +0,243TC + 0,219CL 0,389TT +ei

4. Giai phap nang cao chit lugng dich vu
Internet Banking tai Techcombank

4.1. Xay dung hé thong cé tinh bdo mat cao

Theo két qua hodi quy, su tin cdy 1a nhan t& ¢6
tic dong manh mé nhat d&€n chait lugng dich vu
Internet Banking ctia Ngin hang Tecombank - Chi
nhanh Binh Duong. Do d06, viéc tip trung cai thién

4 chit s& do khich hang thiét 1ap.
Bén canh d6, ma OTP khong cho
phép khach hang dit mat khdu dé
dodn nhu 4 s6 giong nhau hodc ngay sinh nhat. Mit
khéc, mat khdu ding nhap sé dugc hé thdng yéu
cAu khach hang thay d6i 3 thang 1 14n dé tranh bi 16
mat khdu. Thudng xuyén bao tri, nAng cao hé thong
cd s& ha ting, dudng truyén mang clia cac dich vu
ngan hang tryc tuy&én. PAm bdo hé thong khong bi
16i vao cdc thdi gian cao di€m khi€n khach hang
khong ding nhdp va giao dich dugc, tri tré cong
viéc cla khdch hang.

4.2. Duy tri va mé rong cdc tinh ndang Internet
Banking mién phi

K&t qua nghién citu cho thiy, nhan t6 Gid ca c¢6
tdc dong manh dén sy hai 1ong clia khach hang khi
st dung dich vu Internet Banking tai Ngin hang
Techcombank - Chi nhdnh Binh Duong. Do dé,
Lanh dao Ngian hang nén xem xét duy tri viéc
chuyén tién mién phi trong moi giao dich ctia khach
hang. Hién nay, vin con mot s6 ngan hang tinh phi
chuyén tién qua cdc kénh ngan hang dién t¥. Khach
hang phdi mat chi phi cao hon néu chuyén tién
ngoai hé thong va dii chuyén trong hé thdng ciing
mat phi. Chinh diéu nay khi€n khach hang cim
tha'y khong hai long, dic biét Ia nhitng khéch hang
thudng xuyén giao dich qua kénh nay. Phan 16n
khach hang st dung dich vu Internet Banking cia
Techcombank vi chuyén tién mi&n phi. Pay c6 thé
xem 12 mot thanh cdng 16n ctia Techcombank khi
thi trudng c6 rat nhiéu ngan hang da dan chuyén tir
thu phi chuyén tién sang mién phi. Piéu nay cho
tha'y nhan t6 Gid c4 c6 sy dnh huéng rit 16n dén
chat lugng dich vu Internet Banking. Bén canh do,
can xay dung biéu phi vu dii cho khich hang khi st

BAng 4. Bang mé hinh tdng thé

M6 hinh R R?

R2 diéu chinh

Do léch chuan Hé s6 Durbin-Watson

1 0,791 0,626

0,621

0,50397 1,701
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Bdng 5. K&t qud héi quy

P Hé s6 chua chuén hé? Hé s da chuén héa e o Chuan doan da cdng tuyén
B Do léch chuan Beta Dung sai VIF
Hangs6 | 0,066 0,136 0,485 0,628

WE 0,170 0,017 0,234 10,129 0,000 0,980 1,021
GC 0,246 0,017 0,345 14,920 0,000 0,984 1,016
ST 0,327 0,017 0,449 19,537 0,000 0,993 1,007

1 RR 0,238 0,017 0,327 14,106 0,000 0,980 1,021
TC 0,182 0,017 0,243 10,519 0,000 0,980 1,021
TT -0,278 0,017 -0,389 -16,792 0,000 0,978 1,022
CL 0,168 0,018 0,219 9,470 0,000 0,981 1,020

Bién phu thudc: HL

dung ngin hang tryc tuyé&n thay cho giao dich tai
quay va ting cuong lién két v6i cic doi tic dé
khéch hang c6 thé nhan wu dai khi thuc hién giao
dich qua kénh ngén hang dién td.

4.3. Tao diéu kién tot nhét cho khdch hang

Tao diéu kién thuin 1¢i d€ khach hang c6 thé st
dung dich vu ngin hang truc tuyén nhu md tai
khodn tryc ti€p. Tir d6, khdch hang mudn st dung
dich vu thi chi cAn tdi tng dung trén cdc thiét bi
dién tir va didng nhap thdng tin, xdc nhin s6 dién
thoai cling nhu gidy to tiy than va khudn mit. Sau
khi md tai khodn thanh cong, khach hang c6 thé sit
dung dich vu ngay ma khong can ton thdi gian va
chi phi d&€n quay ding ky. Bén canh d6, khi khach
hang c6 nhu cau st dung thé thi s& dugc giti dén dia
chi ma khach hang ding ky. Ngoai ra, d6i véi
nhitng khdch hang d€n md tai khodn va ding ky st
dung dich vu ngan hang dién i tai quay, ngin hang
cin ddy nhanh quy trinh, gidm t6i thi€u thdi gian
chd ciing nhu thdi gian cung cAp dich vu dé tranh sy

TAILIEU THAM KHAO:

khong hai long ctia khiach hang. Cung cip thém cic
dich vu cho khach hang dang st dung ngin hang
dién tif nhu quan 1y chi tiéu (bi€u dd tdng thu, tong
chi va ti€t kiém trong mdt ky chi tiéu), quan ly hoa
don (khi khdch hang thanh todn héa don dinh ky
thong tin s& dudc luu va ty dong nhic nhd khach
hang thanh todn ky sau), quan Iy lich trd ng vay,...

5.Kétluan

Nghién cttu da xay dung md hinh dinh gia sy
hai 1ong clia khdch hang vé chit lugng dich vu
Internet Banking tai Ngan hang Thuong mai cd
phan K§ Thuong Viét Nam (Techcombank). K&t
qué phan tich ki€m dinh cudi cling cho thi'y 6 nhan
t6, bao gdbm: Website than thién; Gid ci, Rai ro
cdm nhan; Su thuan tién; Chat lugng Internet va
Truyén thong ti€p thi 4nh hudng d&n sy hai long
clia khdch hang. Dva trén k&t qud da phan tich,
nghién cttu da dé xuat mdt s6 gidi phap nhim ning
cao chat lugng dich vu Internet Banking tai
Techcombank B
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ABSTRACT:

This study is to identify the satisfaction of customers with Internet banking services of
Vietnam Technological and Commercial Joint Stock Bank (Techcombank) - Binh Duong
Province Branch. This study is expected to help Techcombank's managers understand the current
satisfaction of customers with Techcombank’s Internet banking services, and the factors affecting
the customer satisfaction. Based on these results, Techcombank's managers will have appropriate
solutions to improve the quality of Internet banking services of Techcombank - Binh Duong
Province Branch.

Keywords: Internet Banking, service quality, exploratory factor analysis.

$6 11 - Thang 5/2022 337



