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TOM TAT:

Trong nhitng nim gin day, Idi nhuan dén tir hoat ddng cho vay khach hang c4 nhian chi€m ty
trong khd 16n trong 1¢i nhuan ctia Ngan hang Ban Viét - Chi nhdnh Phan Thi€t (BVB Phan Thiét),
chinh vi vdy ma BVB Phan Thiét ¢4 ddy manh phat trién hoat dong cho vay khach hing c4 nhan
bén canh hoat dong cho vay la khach hang doanh nghiép. Bai viét nhim ddnh gid, do ludng chat
lugng dich vu cho vay khich hang c4 nhan (DVCV KHCN) tai BVB Phan Thiét dé c6 nhitng giai
phdp phit hgp ning cao chat lugng dich DVCV KHCN clia minh mang dé&n sy hai 1ong cho khach
hang, déng gép vao sy phat trién chung cia BVB Phan Thiét, ciing nhu toan hé thong Ngan hang

Béan Viét.

Tu khéa: sy hai long, khach hang, dich vu cho vay khach hang c4 nhan, Ngan hang Bén Viét -

Chi nhanh Phan Thiét.

1. Dit van dé

L1. Tinh cép thiét ciia dé tai

Nim 2021, hdi s§ chinh cia BVB Phan Thiét da
trién khai rat nhiéu chuong trinh chim séc khach
hang tir xa, khach hang bi mit tai quay giao dich va
chi nhdnh di nhan dugc nhiéu phan hoi tir hoi s
mang tinh chat tiéu cuc tir khach hang d6i vé6i chat
luong dich vu cho vay cd nhian & nhiéu khia canh
khdc nhau. Ban Gidm d&c da thanh 1p ban quin ly
chat lugng d€ ting cudng chat lugng phuc vu khach
hang va niing suit lao dong, tuy nhién tinh hinh
nhitng phén hoi tiéu cyc tir khdch hang vin ton tai.
Diéu nay cho thiy chua thyc sy’ tim ra nguyén nhan
cting nhu khong xdc dinh dugc nhitng giai phap
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theo chiéu huéng nao dé cai thién tinh hinh, day la
mot tin hiéu khong t6t d6i v6i uy tin va vi tri cla
BVB Phan Thiét.

1.2. Muc tiéu nghién citu

Trén co s§ phan tich, ddnh gia thuc trang xac
dinh c4c yé&u t& 4nh hudng dé€n DVCV KHCN tai
BVB Phan Thiét, dé tai gitip BVB Phan Thi&t nhan
dién nhitng di€m con han ch& cia DVCV KHCN
dé c6 gidi phap quan 1y phii hdp, nang cao chat
Iugng lugng dich vu, ting hiéu qua kinh doanh ciing
nhu déng gép vao su ting trudng va phat trién 6n
dinh ctia nén kinh té&.

1.3. Déi tugng va pham vi nghién ciitu

Dé tai chli yéu nghién cifu cic nhin td 4nh
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hudng d&n sy hai long clia khiach hang vé chat
Iuong dich vu Tin dung Khach hang c4 nhan tai
BVB Phan Thiét.

1.4. Thoi gian nghién citu

Tur thang 4/2022 dén thang 8/2022.

1.5. Phuong phdp nghién ctiu

Nghién cifu so bo biing phuong phap dinh tinh
thong ti€p theo 1a nghién citu chinh thifc thuc hién
thong qua phudng phap dinh lugng.

2. Co's6 1y thuyé&t va mo hinh dé xuat

2.1. Ly thuyét vé hai long khdch hang

Theo Parasuraman va ctg (1988); Spreng va
ctg (1996), Su hai 1ong cia khach hang la phan
ing ctia ho vé sy khdc biét cAm nhan giita kinh
nghiém da bi€t va sy mong dgi. Theo Fornell
(1995), su hai long hodc su that vong sau khi tiéu
ding, dugc dinh nghia nhu 1a phdn dng clia khdch
hang vé viéc ddnh gid bing cAm nhin sy khic
nhau gitra ky vong trudc khi ti€u ding v6i cam
nhan thuc t€ vé sin phadm sau khi tiéu diing né.
Kotler (2001) dinh nghia “Su hai long nhu la mot
cam gidc hai 1ong hoidc thit vong clia mot ngudi
bing k€t qua cla viéc so sdnh thyc t&€ nhan dudc
clia san pham hay két qud) trong m&i lién hé véi
nhirng mong dgi cia ho”.

2.2. Téng quan mjt s6' nghién citu cé lién quan

Nghién ctu cia Suzana va Sanja (2013) c6
muc dichd€ ki€m tra m&i quan hé giita chat lugng
dich vu va sy hai long ctia khdch hang. K&t qua
cla nghién cttu cho thdy 3 nhan t6: mic do tin
cdy, phuong tién hitu hinh va mic do ddp dng co
4nh hudng manh mé va tich cuc d&€n sy hai long
ctia khach hang mot cich tdng thé, mic tkhic cic
nhan t6 ning lyc phuc vu cda nhin vién va sy
ddng cdm lai khong dnh hudng nhiéu d&n sy hai
long chung ctia khdach hang. Bén canh d6, nghién
cttu ndy con chi ra ring nhin t6 nhin thifc cla
khdch hiang c6 mot tic dong khong hé nhé ddi véi
su hai 1ong cia ho. Kari Pikkarainen & Tero
Pikkarainen (2006) da st dung md hinh EUCS
(End-User Computing Satisfaction) dé€ diéu tra su
hai long clia ngudi st dung dich vu ngén hang truc
tuy&n. Mot cudc khdo st (n = 268) dudc thuc hién
bing cdch 14y miu thuin tién. Sau khi phan tich
nhin t& kham phé (EFA), tdc gid thuc hién phan
tich nhan t6 khing dinh (CFA) véi LISREL 8,7 dé
ki€m dinh cdc mé hinh dich vu ngin hang tryc
tuyé&n. K&t qua phan tich cung cip ba thanh phan
(ndi dung, dé st dung, do chinh xdc) tir md hinh

ban dau, chuyén ddi md hinh EUCS thanh EUCS2
dugc st dung trong viéc phén tich sy hai l1ong ctia
ngudi sit dung ngan hang tryc tuyén doi véi khdch
hang c4 nhan.

2.3. M6 hinh va gia thuyét nghién ciiu dé xudt
(Xem Hinh)

Hinh: Mé hinh nghién citu cla tac gid dé xudit
SUTIN CAY

[ SUDPAP UNG

[ SUDPAMBAO SLj
I:IAI

[ SUCAMTHONG LONG

[ PHUONG TIEN HUU HINH

[ GIACA

Nguon: Nhém tdc gid dé xudt

3. Thong ké mé ta mau nghién citu

Trong nghién cttu ndy, miu dudc chon bing
phuong phdp chon miu thuin tién. Trong tong s&
225 phi&u khdo sit dugc phat dé€n tay khach hang
st dung dich vu tin dung khach hang cd nhan tai
BVB Phan Thiét c¢6 tdng s6 phi€u thu vé& 1a 200
phi€u. Sau khi ki€m tra ra sodt, c6 8 phi€u khong
hdp 1& (trd 15i khdo sit khdng ding cich, thi€u
thong tin ngudi trd 15i), nhu vay c6 192 phi€u khdo
sat hoan chinh dugc dwa vao nhap liéu va x& ly dit
liéu bing phan mém SPSS 20.

4. K&t qua nghién ciu

4.1. Pdnh gid dj tin cdy cia thang do bang
Cronbach’s Alpha

K&t qué phan tich do tin cdy cédc thang do thong
qua hé s§ Cronbach’s Alpha sau khi da loai cdc
bi€n quan sit khong dat yéu ciu dugc trinh bay
trong Bang 1. Qua két qua phan tich (Bang 1) cho
thay, hé s& Cronbach’s alpha = 0.883 > 0.6, dat yéu
cAu. Hé tuong quan tong tit ca cac bién déu 16n hon
0.3, k&t luan thang do ddm bdo chat lugng tot.

4.2. Pdnh gid thang do bing phan tich nhdn té
khdm phd EFA

Tir két qua (Bang 2) gid tri KMO dat 0.831>0.5,
cho thdy phan tich nhan t6 1a thich hgp véi dit ligu
nghién cttu, thdng ké chi binh phuong ctia kiém
dinh Barlett dat gid tri 413.055 v&i mifc y nghia Sig
= 0.000<0.05, két luan cdc bi€n quan sdt c6 tuong
quan véinhau.
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Bdng 1. Téng hop két qud danh gié dd tin céy thong qua Kiém dinh Cronbach’s Alpha
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Trung Trung
Bigh | binh s:'i‘::::]g le:rj::/%i Cronbach's Bién | binh sZ?tl:l(;nng E:‘::%i Cronbach's
Quan | thangdo o 914 one Alpha néu Quan | thangdo ” 9149 o Alpha néu
. ~ 1 . | donéu bién I ) ~ . | donéu bién -
sat néu loai L a o loai bién sat néu loai e ear o loai bién
iar loai bién tong iar loai bién tong
bién bién
Do tin cdy clia thang do: ALPHA= 0.764 Dé tin cdy clia thang do: ALPHA= 0.786
STC1 13.16 8.722 611 .693 SCT1 7.21 4.040 .590 753
STC2 13.24 8.874 613 .694 SCT2 7.15 4.862 .566 75
STC3 13.29 8.407 .592 .699 SCT4 7.32 3.537 .743 573
STC4 13.18 7.930 .759 .636 Dé tin cdy clia thang do: ALPHA= 0.870
STC5 12.73 11.246 155 .840 PTHHA1 17.51 16.042 .680 .846
Do tin cay clia thang do: ALPHA= 0.840 PTHH2 | 17.42 15.543 .614 .859
STC1 9.49 6.848 .649 .808 PTHH3 | 17.55 16.647 .602 .859
STC2 9.57 7.022 .643 810 PTHH4 | 17.51 15.361 .702 .842
STC3 9.62 6.572 .624 .822 PTHH5 | 17.42 15.951 701 843
STC4 9.51 6.209 .786 747 PTHHG | 17.47 15.151 .728 .837
Do tin cay clia thang do: ALPHA= 0.888 Dé tin cay cuia thang do: ALPHA= 0.870
SDU1 9.41 7.907 722 .868 GC1 10.30 9.048 .738 .828
SDhuU2 9.24 7.568 746 .859 GC2 10.39 8.458 .755 821
SDU3 9.28 7.355 736 .863 GC3 10.53 9.821 .601 .880
SDU4 9.35 6.878 818 .830 GC4 10.34 8.518 .806 .800
Do tin cdy clia thang do: ALPHA= 0.724 Do tin cay cuia thang do: ALPHA= 0.883
SDB1 9.81 7.671 .551 .641 SHL1 10.78 10.748 .710 .864
SDB2 9.89 7.076 .606 .604 SHL2 10.68 10.249 721 .861
SDB3 9.81 8.719 391 .728 SHL3 10.66 10.478 .749 .849
SDB4 10.10 7.346 511 .665 SHL4 10.66 10.393 .809 827
D tin cdy cua thang do: ALPHA= 0.723 Nguén: Dit liéu nghién citu ciia nhém tdc gid,
SCT1 | 1068 | 6270 | .600 604 2022, trich 1it SPSS 20
scT2 | 1063 7387 545 647 Doi v6i két .qué phan tich nhan t6 khdm ph4
trén, phuong sai trich c6 gid tri 74.295%>50% va
SCT3 10.84 8.429 217 786 Eigenvalues c6 gid tri 1a 2.970>1 (Theo Gerbing
SCT4 10.79 6.009 658 564 va Anderson, 1988). Piéu d6 cé y nghia ring mot
o A - ) - nhin t6 rit ra gidi thich dudc 74.295% su bién
B0 tin cdy cua thang do: ALPHA= 0.786 thién clia dit liéu nghién cttu. Céc bi€n quan sat
SCT1 7.21 4.040 590 .753 SHL1, SHL2, SHL3, SHL4 déu c6 hé so tai >0.55,
SCT?2 715 4862 566 775 dat yéu ciu. Nhu vay, sau khi phan tich nhin t&
khdm pha (EFA) cho thdy c4c bién doc 1ap va bién
SCT4 7.32 3.537 .743 573

phu thudc trong mo hinh déu dat gid tri hoi tu va
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Bdng 2. Hé s& KMO va ki€m dinh Barlett
bi€n phu thudéc

KMO and Bartlett's Test
Hé s6 KMO .831
Gié tri chi s binh phuong xp xi | 413.055
Ki€ém dinh of 5
Bartlett's
Sig. 000

Nguén: Dit liéu nghién citu ciia nhém tdc gid,
2022, trich tir SPSS 20

gid tri phan biét c6 thé chap nhan dugc. (Bing 3)
4.3. Két qua hoi quy va kiém dinh cdc gia thuyét
K&t qui uSc lugng hé s6 hdi quy (Bang 4) cho

thdy tai méc y nghia 5%, nghién citu x4c dinh dugc

5 y&u t6 4nh hudng dén Sy hai long khdch hang ddi

véi chat lugng dich vu thanh todn truc tuyén clia

Agribank Binh Thuan (SHL), d6 la: Su tin cdy

(STC), Kha ndng ddp tng (KNDU), Su cdm thong

(SCT), Phi dich vu (CPDV) va Tién ich dich vu

(TIDV) (Sig. ctia ki€ém dinh t < 0.05). (Bing 4)
5.Ké&tluan va ham ¥ quan tri
5.1.Két luan
Mo hinh nghién cttu trong bai luan vin cé 6

nhan t6 doc lap dnh hudng dén sy hai long cla

kh4ch hang vé dich vu tin dung khach hing c4 nhian
tai BVB Phan Thiét: (1) Su tin ciy, (2) Su d4p tng,

(3) Sy ddm bao, (4) Sy cam thong, (5) Phuong tién

Bdng 3. K&t qud EFA cho cdac bién phu thudéc

Bién quan sat Nhan to
SHL4 .901
SHL3 863
SHL2 844
SHL1 .838

Eigenvalues 2972
Phuong sai trich 74.295

Nguén: Dit liéu nghién citu ciia nhém tdc gid,
2022, trich tir SPSS 20

hitu hinh, (6) Gid ca. Trai qua qud trinh nghién ctru
thong ké mo t3, kiém dinh do tin cdy va sang loc
bié€n c6 chat lugng, cho thdy cd 6 nhin t& trén déu
c6 tdc dong d&n sy hai 1ong ctia khich hang, trong
d6 manh mé nhat 13 nhan t& “Su ddm bdo” véi hé
s0 Beta = 0.300; ti€p theo la nhan t§ “Sy dép Gng”
v6i Beta = 0.281; ti€p theo 1a nhan t6 "Phuong tién
hitu hinh” v6i Beta = 0.174, “Su cam thong” véGi
Beta = 0.165, “Su tin cdy” v6i Beta = 0.161, “Gia
ca” vGiBeta=0.118.

5.2. Ham y qudn tri

Viéc xédc dinh dugc cdc y€u to 4nh hudng dén sy
hai Iong clia khach hang d6i véi chat lugng dich vu
tin dung KHCN ctia Ngén hang Ban Viét chi nhanh
Phan Thiét, ciing v6i mic dd quan trong va gié tri
thyc trang ctia cdc y&u t6 12 co s khoa hoc d€ cic

Bdng 4. Bdng udc lugng hé s hdi quy

Coefficients?
. Unstandardized Coefficients | Standardized Coefficients ‘ Sig Collinearity Statistics
B Std. Error Beta Tolerance VIF
(Constant) | -2.185 0.353 -6.198 | 0.000
PTHH 0.015 0.031 0.019 492 0.623 0.984 1.016
STC 0.374 0.032 0.475 11.701 0.000 0.935 1.069
KNDU 0.370 0.058 0.272 6.375 0.000 0.846 1.182
1 NLPV 0.056 0.033 0.068 1.725 0.086 0.981 1.020
SCT 0.144 0.047 0.129 3.045 0.003 0.860 1.163
CPDV 0.262 0.046 0.230 5.693 0.000 0.943 1.060
TIDV 0.387 0.037 0412 10.433 | 0.000 0.990 1.010
a. Dependent Variable: SHL

Nguén: Két qud phdn tich dit liéu thdng 2/2022
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nha quan tri ngan hang hoach dinh cac chinh siach
phét trién dich vu tin dung KHCN ctia minh.

Thit nhat, doi véi nhan t6' Su dam bdo.

DPam bio tra 13i chinh x4c khi khich hang hdi vé
dich vu tir nhan vién. P& 1am dugc diéu nay cin cé
nhitng tai liéu huéng din dich vu, nghiép vu don
gian, dé hi€u cho nhin vién. Cin c6 nhitng khéa
tap hudn ning cao nghiép vu, c6 chuong trinh dao
tao ddi vdi dich vu méi hay thay d6i tinh ning dich
vu. Pong thdi dé 1a viéc kiém tra nghiép vu dugc
thyc hién thudng xuyén va dot xuit d€ ddm bio
nhin vién c6 dd cdc ki€n thic trd 13i khdch hang
mot cdch thau ddo vé dich vu tin dung. P6 12 mot
trong nhitng yéu cau can thi€t phai hoan thién, bdi
hién tai nhan t6 P4m bdo dugc dianh gid & mic
trung binh.

Thit hai, d6i véi nhan t6 Sy dap iing.

Ti€n hanh khéo sat vé gid ca cic dich vu va 1ai
sudt & mot s6 ngan hang trong dia ban dé xem xét
vé gid c4 dich vu va ldi suat clia minh hién tai c6
mang tinh canh tranh hay chua. Cap nhat thong tin
vé thi trudng, vé 14i suit tién glri va cho vay clia cdc
ngin hang dé ciing cd thém long tin clia khich
hang vé tinh canh tranh ldi suit cia ngin hang.
Phét huy tinh linh hoat clia céc chinh sdch giam lai
suit hay ting nhitng uu dii, sin phdm di kém d6i
vdikhach hang, ddc biétla nhitng khach hang cii da
tung tham gia dich vu tin dung KHCN tai BVB
Phan Thi€t c6 lich st trd ng tot.

Thit ba, d6i véi nhédn t6 Phiiong tién hitu hinh.

Khong gian chd cta khach hang thodi mai,
thudn ti€n, dic biét l1a trong cic gid cao di€m khéch
hang phai dgi rat lau méi dé€n phién giao dich ctia
minh va diy la diéu khong thé tranh khdi do d6 chi
nhdnh - phong giao dich can ting thém cic tién
nghi nhu ban gh&, nu6c udng, internet, doc bio.,...
d€ khich hang cdm thdy dudc thodi méi trong thdi
gian chd. Céc trang thi&t bi can thi€t cho tdc nghiép

TAILIEU THAM KHAO:

tin dung hién dai, giGp gidi quyé&t nhu cAu cho
kh4ch hang nhanh chéng.

Thit tu, A6 véi nhan t6 Su cdm thong.

P& c6 dugc dich vu t6t, trude hét ngan hang cin
tuyén dung nhan vién t&t. Cac nhan vién nay khong
chi ¢6 ngoai hinh con c6 k§ niing giao ti€p, thuyét
phuc, chét sale, dic biét 1a ngan hang phai ludn t8
chiic cdc khoa dao tao vé cdc san pham tin dung cé
nhan @& nhan vién nim bit dugc sin phim. Ngoai
ra, cic nhan vién quan tAm d&n khach hang dé hiu
1d nhu ciu cda tirng khach hang, ddp d@ng tron ven
va dua ra cdc sdn phim ma ho can.

Thit ncim, doi véi nhan t6' Sy tin c@y.

Xay dung bd biéu mau Check - list hd so va diéu
kién khdch hang riéng biét cho tiing sdn phim vay
dé thu nhap diy di tat ca thong tin tir khach hang
ngay trong lan tu vin diu tién. Tir d6 x4c dinh chinh
x4c diéu kién, ning luc d€ dua ra tw van va cam két
chic chin vé khodn vay cho khdch hang, day la
mot cdch 1am viéc chuyén nghiép, khin trudng ma
dé tir 6 nang cao dugc thuong hiéu, cling nhu sy tin
nhiém vé Ngan hang Ban Viét.

Thit sau, ddi vdi nhan t6’ Gid ca.

Gi4 c4 12 nhan t6 c6 tic ddng sau cing manh thit
sdu dén sy hai long ctia khich hang d6i vé6i chat
lugng dich vu tin dung KHCN ctia Ngan hang Ban
Viét - Chi nhdanh Phan Thiét theo k&t qui nghién
citu. K&t qua khdo sét ciing cho thdy mifc do ddnh
gid ctia khach hang d6i vdi nhan t6 nay theo gia tri
trung binh Mean = 3,46. Piém danh gi4 cho cic
bi€n quan sét tir 3,32 d&n 3,55 diém. Pay 1a mic
d4nh gid  mifc d6 trung binh. Nghia 13, & thdi di€m
hién tai, tai chi nhdnh Phan Thi&t nhin chung y&u to
gid dich vu chua that sy canh tranh véi cdc doi thi
hoat dong cling linh vuc nganh nghé&. Do d6, Ngian
hang cin quan tAm gia ting mic d6 4nh hudng ciia
nhan t6 gia c4, nhiim tao sy thu hiit khdch hang dén
giao dich tai BVB Phan Thiét m
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OF CUSTOMERS WITH PERSONAL LOAN SERVICES
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ABSTRACT:

In recent years, the profit from personal loan services has accounted for a large proportion of
the profit of Viet Capital Commercial Joint Stock Bank (Viet Capital Bank) - Phan Thiet Branch
in Binh Thuan Province. Hence, besides business loan services, the bank’s branch has promoted
its personal loan services. This study is to evaluate and measure the quality of personal loan
services at Viet Capital Bank - Phan Thiet Branch. Based on the study’s findings, some
appropriate solutions are proposed to improve the quality personal loan services at Viet Capital
Bank - Phan Thiet Branch in order to help the bank better satisfies its customers. This study is
expected to contribute to the development of Viet Capital Bank - Phan Thiet Branch in particular
and Viet Capital Bank in general.

Keywods: satisfaction, customers, personal loan service, Viet Capital Bank - Phan Thiet
Branch.
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