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CHAT LUONG DICH VU
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® NGUYEN QUOC ANH

TOM TAT:

Bai viét dugc thuc hién nhim tim hiéu thuc trang vé chat lugng dich vu ban 18 tai cdc ngan hang
thuong mai (NHTM) Viét Nam. P& dat dudc muc tiéu nghién cifu, bai viét thu thap dif liéu tir miu
khéo st 316 khach hang di st dung dich vu tin dung ban 1 @€ do ludng mitc d6 ky vong va mic do
cam nhan ctia khach hang vé chat lugng dich vu tin dung ban 18 tai cic NHTM Viét Nam. D& xir ly
dit liéu, bai vi€t sit dung phuong phap kiém dinh phan phdi tiing cip (Paired Sample T-test). Dua
trén so d6 IPA d4nh gid mitc do ky vong va miic dd cdm nhan ctia khach hang vé nhitng thudc tinh
ctia chat luong dich vu tin dung ban 1€ ¢6 4 thudc tinh dugc tp trung phat trién, c6 8 thudc tinh dugc
ti€p tuc duy tri, 8 thudc tinh han ch& pht tri€n va 5 thudc tinh can gidm sy du tu. K&t qua nghién
cttu cho thiy dich vu ban 1€ ctia cic NHTM Viét Nam con nhiéu han ché&. Tir két qua nghién cifu,
bai viét dua ra cdc gidi phap nhim gitip cic NHTM ning cao chat lugng dich vu tin dung ban 1é.

T khéa: chit lugng dich vu, tin dung bdn 1&, ngan hang thuong mai.

1.batvandé

Kinh t€ dat nudc ngay cang phat trién vdi toc do
ting trudng cao, kéo theo su ting trudng clia nhiéu
nganh, nghé, nhiéu linh vuc kinh t&€ trong dé c6 su
phét trién nhanh ctia linh vyc tai chinh - ngin hang.
Hoat dong tin dung nhit la tin dung bdn 1¢ ciling
ting trudng nhanh chéng. Tin dung bdn 1é c6 y
nghia quan trong d6i v6i ngan hang, khiach hang va
nén kinh t&. Thit nhat, tin dung bdn 1é 12 mot bo
phan ciu thanh cla tin dung ngan hang. Pay la
nghiép vu cd ban cia moi ngin hang thuong mai.
Do d6i tugng clia tin dung bén 1& rat da dang va
rong 16n nén cdc ngin hang tp trung vao nhitng
khach hang nay. Tin dung bdn 1é gitp tao ra thu
nhap cho ngan hang thong qua 1di suit cho vay, tir
d6 nang cao hoat dong ctia ngan hang. Ngoai ra,
thong qua tin dung ban 1é, ngan hang con c6 thé
thuc hién cdc hoat dong kinh doanh khac, mé& rong
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thi phan, dugc nhiéu khich hang biét dén. Tat ci
nhitng y&u t& ndy gitip nAng cao hiéu qué hoat dong
clia ngan hang. Do d6, viéc tim ki€m gidi phdp
nhim ning cao chat lugng dich vu tin dung bén 1&
cho cic NHTM Viét Nam 1 rat cAn thiét, d6 cling
12 Iy do ctia bai vi€t nay. K&t qud nghién citu s& 1a
cd sG gitip Ban quén tri cda cdc ngdn hang dua ra
nhitng chi€n lugc kinh doanh hiéu qua, k& hoach
phan phdi cac ngudn lyc... nhiim gia ting hiéu qua
quan tri, ning cao chit lugng dich vu ngin hang
ban 1& nhiim phuc vu cho nhu ciu ngdy cang cao
ctia khach hang.

2. Co's6 Iy thuyét

2.1. Chat lugng dich vu tin dung bdn 1é

Chat lugng dich vu tin dung bén 1& 1a sy cdm
nhan t6t vé mitc dd cdm nhan khi khdch hang da st
dung dich vu tin dung ban 1& va ddnh gi4 ctia ho vé
chit lugng dich vu tin dung ban 1é: thé hién & sy tin
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ciy, mic d6 ddp dng, ning luc phuc vu (sy dam
bdo), sy dong cdm va phuong tién hitu hinh
(Parasuraman va cong su, 1991). Chat lugng dich
vu cang tot s& 1am ting mic do thda man va gid tri
cdm nhan cda khdch hang, mang dén sy hai long
cang cao cho khach hang, vi chinh khach hang la
ngudi da trdi nghiém va dénh gid dich vu (Chow &
Luk, 2005).

2.2. M6 hinh phadn tich mitc do quan trong va
thuc hién dich vu (IPA)

M6 hinh phan tich mic d quan trong va thuc
hién dich vu IPA (Importance _ Performance
Analysis) ctia Martilla & Jame, (1977) 1a m6 hinh
ding d€ do ludng chit lugng dich vu trén cd s&
cla su khéc biét giita ddnh gid cia khach hang vé
muc do quan trong cta cdc thudc tinh va mic do
thé hién cdc thudc tinh ma nha cung &ng dich vu
cung cAp. Trong d6, khodng cdch chénh l&ch giita
hai y&u t6 (I-P gap): TAm quan trong tuong ddi
clia céc thudc tinh chat lugng (I); Mitc do thuc
hién cédc thudc tinh chat lugng (P). Md hinh nay
xdc dinh cdc y&u td do ludng clia chit lugng dich
vu. Cu thé 1a chd't lugng dich vu tin dung bdn 18,
qua viéc st dung mo6 hinh nay két qud clia n6 sé
cung cap cho ngan hang nhitng thong tin hitu ich
vé nhitng mit manh va mit y&u clia nhitng dich vu
ma ngin hang cung cap.

3. M hinh nghién citu dé xuat

Cic cong trinh trudc diy da phan ddnh gid
CLDV bing md hinh SERVQUAL. Tuy nhién chi
c6 nghién ctu cia Dsouza & cOng su (2018) ddnh
gid dugc khodng cach gitta mdc d6 ky vong va mic
dd cAm nhan cta khach hang vé CLDV cu thé trong
linh vuc TDBL, tir @6 dé xuat ham ¥ quén tri nAng
cao CLDV tin dung badn 1é. M6 hinh nghién ctru ¢6
dang nhu Hinh 1.

Trong bat ky linh vuc kinh doanh dich vu nao,
khdch hang chinh 1a ngudi tryc ti€p sit dung va trai
nghiém chat lugng dich vu. Trong linh vic ngin
hang, chit lugng tin dung bdn 1& ciing dugc xuit
phat tir sy ky vong va sy cdm nhén ctia khach hang
vé k&t qua cla viéc da st dung va trdi nghiém dich
vu tin dung bdn 1é. Céc cong trinh truéc day da
tirng nghién cifu vé cdc yéu td cAu thanh nén chat
lugng dich vu, trong s& d6 c6 chat lugng dich vu tin
dung bdn 1&. K& thira két qué cla cdc cong trinh
khoa hoc nghién cifu trudc day thi chat lugng dich
vu tin dung bdn 1& cling dugc cau thanh bsi 5 y&u
t6 ding dé do ludng mic d6 ky vong va mic do

Hinh 1: M& hinh nghién ciiu chdt lugng tin
dung dich vu ban Ié tai cac NHTM Viét Nam

CAC YEU TO CLDV TDBL
- Phuong tién hiru hinh
- Sy tincdy
- Mike d6 dap ing
- Sy dam bao
- Sy ddng cam

MUC PO KHOANG TRONG
KY VONG (E) (P-E)

|

CAI THIEN CLDV TDBL

_MUCBQ
CAM NHAN (P)

Nguén: Dé xudt ciia tdc gid

cAm nhan ctia khdch hang vé chat lugng dich vu tin
dung bdn 1€, d6 la: phuong tién hitu hinh, do tin
ciy, mic d6 ddp dng, ning luc phuc vu (sy ddm
b4o) va sy dong cam.

3.1. Phuong ti¢n hiiu hinh

LA viéc ngin hang c¢é co s§ vat chat khang
trang, gon gang, dep mit; trang thi€t bi, ndi that
hién dai, hinh anh tich cyc cia nhin vién ngin
hang nhat 1a nhin vién tin dung bdn 1€, tai liéu
quang cdo cdc sian phdm tin dung ban 1& dugc
trung bay bat mit, thuin tién quing b4 cho khiach
hang... Pay la cdc y&u t6 ma khach hang c6 thé dé
dang cdm nhan va nhin thdy nhu thuong hiéu, vi
tri giao dich clia ngan hang, trang thi€t bi hién dai,
hé théng cdic mdy ATM thuin tién cho khich
hang giao dich; thé tin dung, sec va cdc dich vu
khdc clia ngdn hang lu6n hdp din khdch hang.
Céc dich vu ngan hang truc tuyén dugc khiach
hang st dung rong rdi.. (Grobelna &
Marciszewska, 2013; Ho, Feng & Yen, 2014;
Dsouza & cOng sy, 2018).

3.2. Suddm bdo

Pudc thé hién thong qua viéc cung cip cdc
dich vu tin dung bdn 1& cho khdch hang; nhan vién
tin dung ban 18 c6 k§ ning va kha ning gidi quyé&t
cong viéc nhanh chéng, thiai do phuc vu, y thic
nhiém vu, sy ton trong. Sy ddm bio dugc thé hién
qua viéc nhan vién ngan hang lich sy, nha nhin va
chuyén nghié€p trong cdch phuc vu khiach hang
bing sy hi€u bi€t tudng tin vé cdc dich vu tin
dung bdn 1€ cia ngin hang, thdi do phuc vu tin
tam, khd niing giao ti€p tdt, Xt Iy nhanh chéng cdc
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tinh hudng phat sinh va nhat 1a sy quan tAm, cdm
thong v6i nhitng van dé phét sinh clia khich
hang... khi€n cho khiach hang cdm thdy an toan va
tin tudng khi st dung cédc dich vu tin dung bdn 1€
(Grobelna & Marciszewska, 2013).

3.3. Miic dj dap ving

La khé ndng ma nhén vién tin dung bdn 1& ludn
gidp dd khdch hang trong bat ky dich vu ngin
hang ndo nhit 1a cdc dich vu tin dung bdn 18.
Ngan hang cung cip nhiéu san phdm tin dung ban
18, cdc dich vu linh hoat, d4p tng moi nhu cau ctia
khdch hang véi thdi d6 1am viéc an can, niém nd,
lich thiép, cung c4p thdng tin mdt cdch chinh x4c
va ddng tin cdy. (Grobelna & Marciszewska,
2013).

3.4. Su tin cay

La sy tin cdy vé nhitng thda thuan dich vu dugc
cung c4p tif ngdn hang nhu nhin vién tin dung ban
1& 1udn chi dong gitp d3 khdch hang, gitt chit tin
(ding han, kip thdi), gidi quyét nhanh chéng
nhitng van dé&, khong d€ sai s6t va ciing 1 long tin
ma ngin hang tao cho khach hang khi ho trdi
nghiém dich vu tin dung ban 1é cia ngin hang..
(Grobelna & Marciszewska, 2013).

3.5. Swdong cam

DPugc thé hién thong qua viéc ngin hang c6
thdi gian hoat dong phi hdp vé6i tat cd khdch
hing, cdc san phdm tin dung bdn 1& mang dén
nhiéu 1¢i ich cho kh4ch hang, nhan vién tin dung
ban 1& hi€u 16 nhitng nhu ciu cta khach hang dé
tu vin cu thé tirng trudng hop vé muc dich vay,
gidi quyét hd so, thim dinh va gidi ngadn nhanh
chéng. Nhan vién tin dung bén 1& 1udn tra 15i cdc
cudc dién thoai, gidi quyét cdc thic mic clia
khach hang (Grobelna & Marciszewska, 2013).

4. Phuong phap nghién ciu

4.1. Phuong phdp chon mdu va quy mé méu

Phuong phép chon miu phi x4c suat, thun tién
va phdng van truc ti€p khach hang. Sau khi phdng
vin sd bo dinh tinh d€ hig¢u chinh va xiy dung
thang do, hoan chinh bang cau hdi. Bang ciu hoi
chinh thiic dugc dua vao 14y y ki€n khdo sdt cdc
khdch hang da st dung dich vu tin dung ban 1é tai
cic NHTM Viét Nam. Theo Hoang Trong, Chu
Nguyén Mong Ngoc (2005), s6 quan sdt it nhat
phdi biing 4 hay 5 14n s6 bi€n trong phan tich, cic
thang do trong dé tai c6 25 bi€n, nhu viy miu
nghién cttu can c6 khodng trén 125 ngudi. Trén cd
s§ do, tac gid ti€n hanh thu thap dit liéu vé6i cd
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mau du ki€n 1a 316 khdach hang da dich vu tin
dung bdn 1é tai cic NHTM Viét Nam. Thai gian
ti€n hanh diéu tra tir thang 11 nim 2020 dén thang
3 nam 2021.

4.2. Phuong phdp phén tich, xit ly so'lieu

Nghién cttu nay st dung phAn mém SPSS 20.0
dé xit 1y s6 lidu. Dit liéu sau khi dugc thu thap, phan
tich thong ké miu nghién ctu s& dudc ti€n hanh
phan tich theo cac budc sau: (1) Kiém dinh thang do
bing hé sd Cronbach’s Alpha; (2) Kiém dinh phan
phdi tirng céip (Paired Samples T-test).

5. Phan tich k&t qua nghién ciu

5.1. Két qua Kiém dinh thang do bing hé so
Cronbach’s Alpha

K&t qua ki€m dinh do tin cdy cia cic bién trong
thang do phuong tién hitu hinh cho thiy hé s6 tin
cay Cronbach’s Alpha clia c4c bi&n trong thang do
miic dd ky vong dat 0,949 va thang do mtrc d6 cam
nhin dat 0,836 1a rit t6t. Hé sd tudng quan tong
bi€n déu 16n hon 0,3, do d6 céc bién trén déu ddng
tin cay dudc st dung.

K&t qua ki€m dinh do tin cdy ctia cic bién trong
thang do su tin cdy cho thdy hé sd tin cay
Cronbach’s Alpha clia c4c bién trong thang do miic
do ky vong dat 0,941 va thang do mitc dd caAm nhin
dat 0,82 1a rat tot. Hé so tudng quan tdng bién déu
16n hon 0,3, do d6 céc bi€n trén déu ddng tin cay va
dudc st dung.

K&t qua kiém dinh do tin cdy ctia cic bién trong
thang do mic do dap tng cho thdy hé so tin cay
Cronbach’s Alpha ctia cdc bi€n trong thang do mifc
do ky vong dat 0,968 va thang do miic dd cdm nhin
dat 0,876 1a rat tot. Hé sd tuong quan tdng bién déu
16n hon 0,3, do d6 cic bién trén déu dang tin cay
dugc str dung.

K&t qua ki€m dinh do tin cAy ctia cic bién trong
thang do sy ddm bdo cho thdy hé sO tin ciy
Cronbach’s Alpha clia cdc bi€n trong thang do mifc
do ky vong dat 0,942 va thang do miic dd cdm nhin
dat 0,846 1a rit tot. Hé sd tuong quan tdng bién déu
16n hon 0,3, do d6 cac bién trén déu dang tin cay
dugc str dung.

K&t qua ki€m dinh do tin cdy ctia cic bién trong
thang do sy dong cdm cho thdy hé s6 tin ciy
Cronbach’s Alpha clia céc bién trong thang do miic
d6 ky vong dat 0,971 va thang do mitc d6 cAm nhéin
dat 0,89 1a rat tot. Hé s6 tuong quan tong bién déu
16n hon 0,3 do d6 cdc bién trén déu dang tin cay
dugc str dung.



TAI CHiNH - NGAN HANG - BAO HIEM

5.2. Kiém dinh phén phoi tiing cdp (Paired
Sample T-test)

Ho: C6 su chénh I€ch (hay su khéc biét) gitra
muc do ky vong v6i mic do cdm nhin cia khach
hang vé CLDV tin dung bdn 1& tai cic NHTM
Viét Nam.

H1: Khong ¢6 ¢6 su chénh 1€ch (hay su khic
biét) gitta mic d6 ky vong v4i mdc do cdm nhan
cta khach hang vé CLDV tin dung bdn 18 tai cdc
NHTM Viét Nam.

K&t qua Bang 1 cho thdy sy khdc biét gid tri
trung binh cda tirng cip yé&u t& déu c6é p-value
(Sig.) <0,05, c6 sy chénh léch gitta mdc do ky
vong v mifc dd cAm nhin clia khach hang vé chit

lugng dich vu tin dung bédn 18 tai cic NHTM Viét
Nam déu c6 y nghia v6i do tin cdy 95%. Tu két
qud nghién cttu c6 thé thiy ring, bic bd gid
thuyé&t H1, chap nhan gid thuyé&t HO. Nhu vy, ¢
su chénh 1&ch (hay sy khéc biét) gitta mdc do ky
vong v6i mic d6 cdm nhan ctia khiach hang vé
chat lugng tin dung ban 18 tai cic NHTM Viét
Nam. Hay sy khac biét gitta mirc dd ky vong véi
mic d6 cdAm nhan clia khdach hang vé chit lugng
dich vu tin dung bdn 1€ tai cic NHTM Viét Nam
c6 y nghia thong ké. K&t qua nghién cttu ciing cho
thdy mitc do ky vong cda khdch hang cao hon so
véi mifc do cdm nhin cla khdch hang vé chat
lugng dich vu tin dung bédn 1€ tai cic NHTM Viét

BAng 1. K&t qud Kiém dinh Paired Sample T-test

Ma bién R s SERVAUAL t-test result Sig.
ky vong (E) cam nhéan (P) result SQ =P-E
TC1 4,4589 3,9051 -0,5538 -10,366 0,000
TC2 4,4842 3,7753 -0,7089 -15,316 0,000
TC3 4,4684 3,6551 -0,8133 -15,793 0,000
TC4 4,3671 3,6392 -0,7279 -14,225 0,000
DB1 4,3639 3,7658 -0,5981 -11,318 0,000
DB2 4,4399 3,8323 -0,6076 -13,577 0,000
DB3 4,4304 3,8576 -0,5728 -12,258 0,000
DB4 4,4399 4,0506 -0,3893 -8,1490 0,000
DB5 4,3734 3,7943 -0,5791 -12,180 0,000
HH1 4,4715 4,0127 -0,4588 -9,663 0,000
HH2 4,4019 3,8481 -0,5538 -11,672 0,000
HH3 4,2816 3,6392 -0,6424 -11,890 0,000
HH4 4,2975 3,7563 -0,5412 -10,875 0,000
HH5 4,3576 3,8291 -0,5285 -11,073 0,000
HH6 4,3418 3,6709 -0,6709 -12,565 0,000
DC1 4,3513 3,7500 -0,6013 -12,739 0,000
DC2 4,3259 3,7532 -0,5727 -11,882 0,000
DC3 4,3481 3,8418 -0,5063 -11,158 0,000
DC4 4,3481 3,8291 -0,519 -11,611 0,000
DC5 4,3608 3,7785 -0,5823 -12,475 0,000
DU1 4,3386 3,7816 -0,557 -11,026 0,000

Nguén: Két qud phan tich tiv SPSS
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Nam; hay néi cdch khdc tdng thé chat lugng dich
vu tin dung bdn 1€ cia caic NHTM Viét Nam chua
dédp ung dudc sy ky vong ctia khach hang.

5.3. Sodo IPA

M6 hinh phan tich mic d0 quan trong va thuc
hién dich vu IPA (Importance- Performance
Analysis) clia Martilla & Jame, (1977) dugc biéu
dién trén so dd IPA. Sd d6 nay dung dé phan dnh
k&t qua do ludng chat lugng dich vu trén co s&
xem xét st chénh 1éch: ¥ ki€n clia khdch hang vé
muc d6 quan trong clia cdc thudc tinh va mac do
thé hién cdc thudc tinh ma nha cung ng dich vu
cung cap. Trong d6 khodng cdch chénh I&ch giita
hai y&u t3: I-P gaps. TAm quan trong tuong ddi
clia cdc thuodc tinh chat lugng (I); Mdc do thuc
hién cdc thudc tinh chi't lugng (P). So @ bi€u dién
k&t qua tir s liéu khdo sdt dua trén md hinh IPA,
k&t qua dugc thé hién trong Hinh 2.

Hinh 2: S6 dé IPA

Cao PHANI PHANIT

Mic do ky vong cao Murc do ky vong cao

Murc d§ cam nhan Ihép Mtrc do cam nhén cao

“Tap trung pht trién” “Tiép tuc duy tri”

Mikc 7i -

a0 ky PHAN IIT PHAN IV

vong Mirc do ky vong thip Mitc d6 ky vong thip
Mitc d cam nhan thfip Murc d§ cam nhén cao
“Han ché phdt trién” “Gidm sw ddu tw”

. Mirc do cam nhén
Thap Cao

Tu két qua cda so d6 IPA c6 thé thay ring
phan tu thit 1 (Tap trung phét tri€n): C6 4 thude
tinh nim & 6 phan tunay 1a TC2, TC3, TC4, DBI.
Nhitng thudc tinh rdt quan trong d6i véi khach
hang, nhung mdc d6 thuc hién ctia nha quan tri
ngan hang rat kém. Phan tu thi 2 (Ti€p tuc duy
tri) ¢6 8 thudc tinh nim & phan tu nay nhu HHI,
HH2, TC1, DB2, DB3, DB4, DB5, DU4. Cac
thudc tinh ndy dugc xem la rat quan trong doi véi
khdch hang va nha quén tri ngdn hang ciing da c6
mic do thé hién rat tdt hay mic do ky vong ciia
khdch hang cao va ho ciing ¢6 mitc do cdm nhin
t6t vé nhitng thudc tinh nay (nha quin tri ngin
hang ciing di c6 nhitng bi€u hién t&t trong viéc
cung cip cdc thudc tinh nay). Nha qudn tri ngin
hang nén ti€p tuc duy tri va phit huy th€ manh
nay. Phan tu tht 3 (Han ché phat trién) c6 8 thudc
tinh 1a DC5, DC1, DC2, DU1, DU2, HH3, HH4,
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HH6 niim & phan tu nay. Cic thudc tinh ndy dudc
xem 12 khdch hang cé mitc @6 cAm nhan thap va
muc do ky vong ciing khong cao. Nha quéan tri
ngan hang nén han ch& ngudn luc phit trién
nhitng thudc tinh nay. Phan tu tht 4 (Gidm sy dau
tw), 6 5 thudce tinh 1a DC3, DC4, DU3, DUS5, HH5
nim & phin tu nay. Thudc tinh nay dudc xem Ia
khong quan trong d6i v6i khach hang, nhung mifc
do thé hién clia nha quin tri ngan hang rit tot.
Nha qudn tri ngdn hang nén st dung ngudn luc
nay tap trung phat trién nhitng thudc tinh khac.

5.4. Gidi phdp néng cao chadt lugng dich vu tin
dung bdn lé cho cac NHTM Viét Nam

Mot la, ludn gitt chit tin véi khach hang. Py
l1a yé&u td quan trong tao su tin cdy cho khdch
hang, cAn ddm bdo tinh nhit quin trong 13i su't
cam k&t, thoi gian gidi quyét cdc thi tuc, cam két
gidi ngdn ding han, cdc dich vu dinh kém, cdc
chuong trinh khuy&n mai va cam két vé CLDV,
khé nang cung ting dich vu, trdnh vi pham 15i hida
v6i khach hang.

Hai la, gidi quy&t nhanh chéng nhitng van dé
cta khach hang. Gidi quy€t nhanh chéng va thda
ddng nhitng vAn dé cda khach hang, ddm bio thdi
gian, diing quy trinh, ding cdc quy dinh, thd tuc va
huéng gidi quy€t nhim mang dén sy hai long cao
nha't cho khach hang.

Ba la, khong @€ vuéng 16i, sai sot trong giai
quyét hd so. Nhan vién tin dung bdn 1é cAn nim
vitng ki€n thitc chuyén moén ddm bio trd 15i ding
va day dd cdc cAu hdi cda khach hang mot cdch
khéo 1éo va chuyén nghiép. CAn nhit quin trong
quy trinh x& 1y hd so, quy trinh thim dinh, th&
chap, cho vay, ti€n d6 gidi ngan... ddm bdo khong
vudng 181, sai sét trong hd sd gy 4nh hudng dén
khiach hang.

Bo6n la, nhan vién ngin hing can quan tAm va
cdm thong hon véi van dé phat sinh ctia khach
hang. Cin ning cao kj ning nghé nghiép, kha
niing giao ti€p x4 hoi va thdi do ¢ng x{ ciia nhian
vién ngin hang tao thién cim t&t dep doi véi
khach hang biang th4i dd ludn lich sy’ va nha nhin,
luén thé hién sy thau hi€u, cim thong ddi vdi
nhitng khdch hang. Ludn ling nghe, kip thoi chia
sé, huéng din va gitip dd khach hang x 1y nhitng
tinh hudng phét sinh trong cdc giao dich va céc
san pham tin dung ban 1& khac. Tranh bi€u hién
quan liéu, thd o, thai do thi€u chuyén nghiép hay
céc (ng x1t thi€u vin minh d6i v6i khdch hang m
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A STUDY ON THE QUALITY OF BANKING RETAIL SERVICES
OF VIETNAMESE COMMERCIAL BANKS

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

ABSTRACT:

This study analyzes the current quality of banking retail services of Vietnamese commercial
banks. In this study, 316 customers are surveyed to measure the level of customer expectations
and the customer perception about the quality of banking retail services of Vietnamese
commercial banks. The Paired Sample T-test method is used to process the collected data. The
IPA chart is used to assess the level of customer expectations and the customer perception.
According to the IPA, 4 attributes should be focused to develop, 8 attributes should to be
maintained, 8 attributes hinder the development, and 5 attributes should receive lower
investment. The study finds out that the quality of banking retail services of Vietnamese
commercial banks is quite low. Based on the study’s findings, some solutions are proposed to
help Vietnamese commercial banks improve their service quality.

Keywords: service quality, credit service, retail banking.
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