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TOM TAT:

Thong qua dif liéu thit cap, bai viét dugc thuc hién nhim phan tich cidc nhan t6 4nh hudng dén
phét trién tin dung khach hang c4 nhan ctia cac ngin hing thuong mai ¢ phan Viét Nam. K&t qua
cho thay x4c dinh dudc cic nhan t& 4nh hudng dén viéc phat trién tin dung c4 nhan vdi mic do tic
dong theo huéng gidm nhu sau: chinh sach tin dung, cin bd tin dung, thuong hiéu, chinh sach
marketing, sdn phim tin dung va cd s vat chit. V6i nhitng phan tich trén, nghién cttu dé xut cdc
ham y quan tri nhdm gitp cdc ngdn hang md rong tin dung khdch hang c4 nhan trong thdi gian tdi.

Tt khéa: phét trién tin dung, khach hang c4 nhan, ngan hang thuong mai.

1. Dat van dé

Trong hoat dong dicu ti€t kinh t€ vi mo va
cung c4p von cho nén kinh t&, hé thdng ngin hang
va cdc td chifc tin dung giit vai trd cuc ky quan
trong. Theo Forbes Viét Nam, nhém tai chinh -
ngan hang - bdo hiém 12 nganh nghé tao dong luc
chinh d€ dat dudc cdc mirc ting trudng. Hoat ddng
chi y&u clia cdc ngan hang 1a huy dong vén va
cho vay, trong d6 hoat dong cho vay bao gdm cho
vay doanh nghiép va cho vay cd nhan. Tuy nhién,
trong boi cdnh mdi clia nén kinh t€ khé khin do
thién tai, dich bénh, viéc m& rong va nhu ciu trén
thi trudng d6i v6i nhiéu san phﬁ’m va dich vu ¢6 xu
huéng giadm. Ngin hang Nha nudc da thuc hién
cdc chinh sdch tién t& ndi 1éng nhim kich cau
trong nudc, viéc giam ty 1€ du trit bt budc gidp
lugng von vay clia ngadn hang c6 xu huéng gia
ting. Bén canh viéc gi chan khich hang, cic
ngdn hang dang tim cich md rdng mang ludi
khdch hang. V& chié€n lugc phat trién thdi gian t6i,
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cdc ngan hang tap trung duy tri lugng khach hang
cli va md rong mang ludi khach hang mdi, trong
d6 tap trung chii yéu vé khich hang c4 nhian. Vi
vay, viéc nghién cifu cdc nhin t6 4nh hudng dén
phét tri€n tin dung khach hang cd nhin 1 can
thi€t nhim c6 gidi phdp md rong tin dung.

2.Phat trién tin dung khach hang c4 nhan

Tin dyng ngin hang (cho vay) la “quan hé
chuyén nhugng quyén st dung von hoic tai san tir
ngan hang cho khach hang trong mot khodng thai
gian nhat dinh v6i mot khodn chi phi nhit dinh”
(Phan Thi Thu Cidc va cdng su, 2008). Theo Vi
Vin Thuc (2014), phat trién tin dung khach hang cé
nhin dugc hi€u 1a sy gia ting vé s6 lugng khach
hang c4 nhan va cht lugng clia cdc khodn vay giai
ngin cho d6i tugng nay. Sy phét trién tin dung thé
hién qua su gia ting vé doanh sd cho vay, du'ng cho
vay ddi v6i khach hang cd nhan trong tong doanh
s6 cho vay, da dang héa ddi tugng khach hang ci
nhan tai mot ngan hang.
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3. Cac nhan t& Anh huéng d&€n phat trién tin
dung khach hang ca nhan

3.1. Chinh sdch tin dung dnh hudng dén phdt
trién tin dung khdch hang cd nhén

Nhiéu nghién ctu da chiing minh dugc chinh
sach tin dung c6 4nh hudng dé€n quyé&t dinh vay von
ctia khdach hang va viéc md rong tin dung ctia ngin
hang. Frangos va cong su (2012) da chi ra ring
chinh sdch clia ngan hang (bao gdm mifc 13i suat
thz?fp, diéu kién cho vay, chinh sdach béo lanh, chinh
sach trd gép) c6 dnh hudng tich cuc dén viéc vay
von clia khach hang. Nghién cttu ca Luong Trung
Ngii va cong su (2018) ciing ddng tinh cho ring
y&u t6 13i sudt va cdc thd tuc vay von ¢6 dnh hudng
tich cuc dé€n quyét dinh vay von ctia khach hang c4
nhin nén dé nghi cdc ngan hang phai c6 gidi phap
vé viéc gidm phi vay von va duy tri mifc 13i sudt
hoply.

Gid thuyét HI: Chinh sdch tin dung tdc dong tich
cutc dén phdt trién tin dung khdch hang cd nhan ciia
ngdn hang.

3.2. Cdn bj tin dung dnh huéng dén phat trién
tin dung khdch hang cd nhdn

Ngoai yé€u td vé chinh sich tin dung, nhiéu
nghién cttu cling phét hién chat lugng doi ngii can
bd tin dung ciing gdy 4nh hudng tdi tin dung. Piéu
nay da dugc Frangos va cong sur (2012) khing dinh,
nhin t6 vé chit lugng dich vu bao ham ca chat
lugng doi ngli cdn bd (g6m k¥ ning, kién thitc, thdi
dd, tinh trung thuc) c6 tac dong tich cuc dén quyét
dinh vay von clia ngudi dan Hy Lap. Pdng quan
diém trén, nghién ctu cta Luong Trung Ngii va
cong su (2018) cling nhan manh: nhan vién tin dung
12 mot trong hai nhan t6 tic dong tich cuc va manh
nhit d€n quy&t dinh vay von cia KHCN.

Gid thuyét H2: Cdn b tin dung tdc dong tich cuc
dén phdt trién tin dung khdch hang cd nhén ciia
ngan hang.

3.3. Thuong hi¢u ngan hang dnh hudng dén
phit trién tin dung khdch hang cd nhéan

Thuong hiéu la mot trong nhitng y&u t& quan
trong gép phan kich thich sy quan tAm khdch hang
va 1a y&u t6 thu hidt sy quan tAm ctia khach hang khi
quyét dinh vay (Luong Trung Ngii va cOng su,
2018). Chinh vi th&, nhém tdc gid dua y&u to thuong
hiéu vao trong md hinh nghién cttu va thuc t&€ né c6

tdc dong ciing chiéu vad manh nhit d€n quyé&t dinh
vay von clia khach hang c4 nhan. Mot nghién citu
khéc clia Nguyen va cong su (2019) ciing cho két
qua tuong ty, thudng hiéu ngan hang tic dong manh
nhAt d€n quyét dinh vay tin dung clia hd gia dinh tai
cdc NHTM tinh Tra Vinh. Vi thé, gidi thuyét dudc
didtra nhusau:

Gid thuyét H3: Thuong hiéu ciia ngdn hang tdc
dong tich cuc dén phdt trién tin dung khdch hang cd
nhdn ctia ngdn hang.

3.4. Co'sé vit chdt dnh hudng dén phit trién tin
dung khdch hang cd nhdn

Nghién ctu ctia Ali va cdc cong su (2017) da
chitng minh dugc ring, nhin t6 cd s& vat chat tdc
dong thuan chiéu dén su lya chon thé tin dung.
Nhém tic gid cho thdy mot ngin hang cé tru s
giao dich dep, mdy méc hién dai va thi€t k& cdc
quay giao dich thuan tién thi khach hang vu tién Iya
chon hon. Frangos va cong su (2012) ciing da tiing
dé cap: thi€t k€ tai ngan hang cang hién dai s& lam
gia ting chat lugng dich vu ctia ngan hang do, tr d6
lam hai long khidch hang hon. Mot nghién cttu méi
nhat ctia Phan Quan Viét va cong sy (2020) d6i véi
khach hang c4 nhan cia BIDV Binh Thuén ciing
chi tAm dén co s§ vat cht cia ngan hang. Do do,
y&u t& ndy cling 4nh hudng tich cuc d€n quyét dinh
vay von ctia KHCN. Vi thé, tic gid dé xuat gid
thuyé&tsau day:

Gid thuyét H4: Co s& vat chat tac dong tich cuc
dén phat trién tin dung khdch hang cd nhan ciia
ngdn hang.

3.5. San phdm tin dung dnh hudng dén phdt
trién tin dung khdch hang cd nhan

Ngoai yéu td co s§ vat chit, nghién cttu ctia Ali
va céc cdng su (2015) con phdt hién yéu t6 san
phﬁm tin dung ciing tdc dong tich cuc dén viéc lva
chon thé tin dung ctia khdach hang & Pakistan. Trong
d6, nhitng vin d& ho quan tim dé€n sin phim tin
dung 1a su da dang ctia sdn phdm va phi st dung
san phadm. Trong d6, sy phong phi ctia danh muc
sdn phdm c6 tic dong ciing chiéu, con mic phi ctia
cdc san pham lai tic dong ngudc chiéu dén lya
chon ctia khach hang.

Gid thuyét H5: Sdn phdm tin dung tdc dong tich
citc dén phdt trién tin dung khdch hang cd nhdn ciia
ngan hang.
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3.6. Chinh sdch marketing dnh hudéng dén
phit trién tin dung khdch hang cd nhan

Theo Biang Thi My An (2005), chinh sich
marketing la rat hitu hiéu trong viéc lam ting kha
ndng canh tranh va thu hit khach hang. Viéc cac
ngin hang ci tung ra cdc sin phdm/dich vu méi
nhung khong phit hgp nhu ciu clia khdch hang thi
rat khé giit khdch hang hién tai va khai thac khich
hang tiém ning. Chi khi ngin hang thdng qua cdc
hoat ddng marketing d€ phat hién nhu cau thi
truong, s& thich thi hi€u ctia ho mdi c6 thé tung ra
nhitng sin phim ding nhu ciu véi mic gid hop ly
nhit. Pidu nay s& gidp cdc ngin hang thu hit va
phét trién thém lugng khach hang méi.

Gid thuyét H6: Chinh sdch marketing tdc dong
tich cuc dén phdt trién tin dung khdch hang cd nhan
cuia ngdn hang.

TU nhitng 1ap luan va cdc gia thuyét trén, mo
hinh nghién cttu dugc tdc gia d& xuit nhu Hinh 1.

Hinh 1: M6 hinh nghién cdu
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[
[
[
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[

Chinh sach marketing ]—HG

Nguodn: Téng hop tix cdc nghién citu trudc

4. Phuong phap nghién ciiu

Bai viét dung nhiéu phuong phap phan tich khic
nhau dé gidi quy&t cac muc tiéu nhu kiém dinh do
tin ciy ctia thang do Cronbach’s Alpha, phan tich
nhan t8 khdm phd EFA va hdi quy da bi&n. Bai viét
thu thap biing cach khéo sat truc ti€p khach hang cé
nhin dang st dung dich vu tin dung tai cdc ngin
hang thuong mai Viét Nam thong qua bang cau hdi.
Tac gid dung phuong phip chon miu thuan tién,
cic khach hang dén ngan hang giao dich s& dugc
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tham gia khdo sét truc tiép.

5. Phan tich tdc dong cta cdc nhan té anh
huéng dén phat trién tin dung khiach hang ca
nhan tai cac ngan hang thuong mai Viét Nam

5.1. Kiém dinh dp tin cdy ciia thang do

K&t qua cho thdy, bi€n quan sit thudc nhin t&
“Cd s vat chat” khi chay Cronbach’s Alpha 1an 1,
bi€n CS5 bi loai vi tuong quan bién - tdng (0,900)
16n hon hé s6 o (0,890). Sau khi chay tiép
Cronbach’s Alpha 14n 2, nhin t§ co s vat chat c6
hé s6 o =0,900 va céc bi€n quan sdt c6 hé sd tuong
quan bién tdng théa diéu kién dua vio phan tich &
budc ti€p theo. Nhu vay, mo hinh chi con 31 bi€n
quan sit thda diéu kién dua vao phan tich nhan t&

kham pha.
5.2. Phan tich nhan t6" khdm phd doi véi bién
doc lap

Dua vao Béng 1, gid tri KMO = 0,924 cho thiy
phan tich EFA dugc xem 1a phi hgp, hé s6 Sig. =
0,000 < 0,05 chitng td cac bi€n quan sit ¢ sy tuong
quan v&i nhau trong nhin & va tdng phuong sai
trich dat 71,581%. Thém vao d6, hé s6 tii nhan t&
clia cdc bi€n quan sat trong tiing nhan t6 déu 16n
hon 0,5 cho thdy mic d tuong quan giita cac bi€n
dudc dénh gia 1a kh4 t6t (Hair va cdng su, 2009).

Sau qué trinh thyc hién EFA, md hinh hién giit
lai 5 nhém nhan t& nhu trén véi 31 bién dugc dua
vao budc phan tich hdi quy da bién d€ xac dinh mic
dd anh huéng ctia cdc nhin td d&n sy phat trién tin
dung KHCN (Béng 1)

5.3. Phén tich nhan t6 khdm phd doi véi bién
phu thujc

K&t qué phan tich EFA d6i véi bién phu thudc
cho thdy hé s6 KMO = 0,880 va gi4 tri Sig. 1a 0,000
< 0,05 dé dat yéu cau va phii hgp véi md hinh phan
tich. Téng phuong sai trich dat 67,153% va bién
phu thudc phat trién tin dung khdch hang c4 nhan
ciing gbm 5 bién quan sit tit PTTD1 -> PTTDS5 véi
cic hé so tii nhan td dat trén 0,7. Do d6, ci 5 bién
quan sit déu dugc dua vio md hinh d€ thuc hién
ti€p budc phan tich hdi quy da bién.

5.4. Phén tich hoi quy

K&t qua phan tich hdi quy thé hién: Gid tri R2
hiéu chinh ctia m6 hinh dat 68,6 cho biét: cic bién
doc 1ap trong md hinh gidi thich dugc 68,6% su bién
thién ctia viéc phat trién tin dung KHCN tai ngin
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Bdng 1. K&t qud phan tich nhén t& kham phé

déi véi cdc bién déc 1ap

e Nhan t&
Tennhants| oo
quansat | 4 F2 F3 F4 F5
CSTD3 | 0,710
CSTD1 0,691
CB1 0,667
CSTD5 | 0,662
Chinh
séch CB2 0,660
vacanbd | cpg 0,654
tin dung
CSTD2 | 0,607
CB3 0,589
CSTD4 | 0,584
CB5 0,542
SP2 0,749
Sanphdm | SP3 0,730
tindung | gpq 0,593
SP4 0,541
CSs1 0,794
Cosdvat | CS2 0,775
chét cs3 0,713
Ccs4 0,533
TH2 0,831
Thuong | TH 0,789
hiu TH4 0,643
TH3 0,587
CcSM4 0,742
Chinh CSM3 0,710
sach
marketing CSM1 0,610
CSM2 0,603

KMO = 0,924 —Hé s6 Sig. = 0,000

Téng phuong sai trich = 71,581

Nguodn: Két qud tinh todn tix SPSS

hang; cic y&u t& nim ngoai mo hinh
s& gidi thich dudc 31,4% su bién
thién con lai ctia bién phu thudc. Gia
tri Sig, cia ANOVA (kiém dinh F) 1a
0,000 < 0,05 cho thdy mo6 hinh hoi
quy phii hgp véi tdng thé. Thém vao
d6, hé sd Durbin - Watson = 2,000 -
gié tri nay con nim trong gidi han 1,5
<DW < 2,5 nén m6 hinh khong xay
ra hién tugng tu tuong quan (Yahua
Qiao, 2011). C4c bi€n doc lap déu c6
hé s& VIF trong md hinh déu nhd hon
2 nén khong xay ra hién tugng da
cong tuyén (Hoang Trong va Chu
Nguyén Mong Ngoc, 2008). Phuong
trinh hdi quy dudc thé hién nhu sau:

Y =-0,007 + 0,387F1

+ 0,347 F2 + 0,285 F3
+ 0,438 F4 + 0,388 F5

Tu phuong trinh trén cho thiy
bién F4 (Thuong hiéu) c6 &nh hudng
thuan chiéu va manh nhit dén su
phét trién tin dung KHCN ctia chi
nh4nh v6i hé s& P4 =0,438. Diunay
¢6 nghia 1a mot khi thuong hiéu cia
chi nhdnh cang viing manh, uy tin
ngay cang dugc nang cao trong
nganh thi sy tin tudng cta khéach
hang cang I6n va ho sdn sang hgp tic
v6i ngan hang. Pidu nay phit hgp véi
nghién ctitu cia Nguyen va cOng su
(2019) - thuong hi¢u 1a mot trong hai
y&u t6 4nh hudng d€n quyét dinh vay
von ctia HKD va ciing 1 co s& dé
ngin hang dua ra giai phdp md rong
tin dung trong thoi gian t6i. Ngoaira,
nghién cttu cda Phan Thi Hoang Yén
va cong su (2019), Phan Quan Viét
va cong su (2020) va Vu (2020) ciing
cho k&t qua tuong ty.

Nhan t6 thit hai 4nh hudng manh
dén sy phat trién tin dung KHCN 1a
chinh sdch marketing véi hé s6 B5 =
0,388 cho thiy chi nhdnh thuc hién
cdc chinh sich khuy&én mai, truyén
thong da dang va quiang ba sin phdm
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méi cang nhiéu thi viéc mé rong tin dung KHCN s&
hiéu qua. Piéu nay phi hop v6i nghién ctu clia
Phan Thi Hoang Yé&n va cong sy (2019) khi trudng
hgp ngan hang Thai Lan md rong cdc khoan vay
thong qua cdc chinh sich marketing nhim kich
thich nhu cau ctia khach hang va gia ting 1gi th&
canh tranh so v&i cac ngdn hang khac.

Hai yé&u t6 tiép theo tic dong tich cuc dé€n phat
tri€n tin dung KHCN 12 chinh s4ch, c4n bd tin dung
va san phim tin dung véi hé s6 4 1an lugt 1a 0,387
va 0,347. Mot khi ngan hang lam t5t cdc vin dé
trén thi viéc md rong tin dung KHCN s& dé dang va
hiéu qua hon (Phan Thi Hoang Yé&n va cong su,
2019; Nguyen va cdng su, 2019; Vu, 2020; Pd Thi
Bich Hong va cong su, 2020).

Cubi cung, nhan t6 c¢6 tdc dong tuong quan
thuan nhung tic dong y&u nhat dén sy phat trién tin
dung KHCN 1a cd s& vat chit (a3 = 0,285). Piéu
nay cho thay khach hang danh it m&i quan tim ca
ho vé tinh tién nghi clia chi nhinh va cdch thiét k&
quay giao dich hon cic yéu td khac. Nhiéu nghién
citu trude day ciing chi ra ring y&u td c¢d s& vat chat
4nh hudng d&€n quyét dinh vay von clia khich hang
(Frangos va cong su, 2012; Ali va cdac cOng su,
2015; Nguyen va cong su, 2019; Phan Quan Viét va
cong sy, 2020). Mot sd nghién cttu khic lai cho
thd'y phuong tién hitu hinh khong 4nh hudng dén
quyét dinh vay von clia khiach hang néi chung va
KHCN néi riéng (Luong Trung Ngidi va cong su,
2018; Nguyen va cdng su, 2019).

6. Ham y quan tri

6.1. Ddy manh cdc chinh sdach marketing dé
thu hiit khdach hang cd nhan

Bén canh viéc phat trién thuong hiéu, ngin
hang con cin ting cudng cic chinh sich marketing
d€ thu hit khach hang quan tim dé€n san phim/dich

TAILIEU THAM KHAO:

vu. Pa dang h6éa danh muc san ph§m theo nhu cau
ngay cang da dang clia khiach hang va tirng doi
tugng khach hang khéc thi cac chinh sach tin dung
nén diéu chinh cho phli hgp nhau (theo khach hang,
thao nganh hang, theo khu vuc dia 1y,...).

6.2. Hoan thién chinh sdch tin dung

Mu6n phit trién tin dung diéu ti€p theo cin thiét
phdi lam 12 hoan thién c4c chinh séch tin dung. Mdi
thdi diém khac nhau, nhu cau ctia khich hang s&
khédc nhau, doi hdi ngan hang phai thich nghi va c6
chinh sach pht hop.

6.3. Nang cao chat lupng cdn bj tin dung

Thudng xuyén dua cin bd tin dung tham gia cac
16p tap huin chuyén mon va tip huin kj ning
mém (k§ ning giao ti€p, k§ ning dam phan, k¥
ning thuyét phuc khiach hang,..) @€ nang cao kha
nidng chuyén mon nghiép vu va giao ti€p tot cho
nhan vién.

6.4. Ddy manh phdt trién thuong hi¢u ngan
hang

Viéc phén tich dir liéu khao sat khach hang cho
thdy thuong hiéu 4nh hudng manh nhit dé€n sy phat
trién tin dung KHCN. Diéu nay ciing d& hiéu khi
mot ngdn hang c¢6 thuong hi€u manh, uy tin cao s€
dugc khach hang tin tudng va vu tién lya chon dich
vu khi ¢6 nhu cau.

6.5. Nang cdp co'sé vit chat

Ngan hang cin bd tri thém ghé& ngdi cho khach
hang & khu vuc chd giao dich tai chi nhdnh chinh
va cdc PGD d@€ ddm bdo khiach hang c¢6 chd ngdi
nghi chd t6i lugt giao dich; ddng thdi bd tri thém
nuéc udng (nhu nude thing va ly nhya hodc nuée
sudi chai nhd). Tai khu vuc chd, c6 thé bo tri
thém cdc sdch bdo tai chinh hodc cdc sdch giai tri
khdc d€ khich hang gidi tri trong nhitng thdi
di€m dong khiach m
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Khoa Ngéan hang

Truong Pai hoc Kinh t& TP. H6 Chi Minh

PROMOTING THE CREDIT GROWTH
FOR INDIVIDUAL CUSTOMER SECTOR OF JOINT STOCK
COMMERCIAL BANKS IN VIETNAM

® NGUYEN QUOC ANH
Faculty of Banking, University of Economics Ho Chi Minh City

ABSTRACT:

By analyzing secondary data, this study explores the factors affecting the credit growth for
individual customer sector of joint stock commercial banks in Vietnam. The study finds out that
there are some factors affecting the credit growth for individual customer sector. These factors,
listed in the descending order of impacting level, are credit policy, credit officer, brand,
marketing policy, credit products and facilities. Based on these findings, some governance
implications are proposed to help banks promote their credit growth for individual customer
sector in the coming time.

Keywords: credit growth, individual customers, commercial banks.
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