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TOM TAT:

Chat lugng cho vay khach hang ca nhan 1a mot trong nhitng yéu t& quyét dinh dén sy phat trién bén
vitng trong hoat dong kinh doanh d6i v6i mdi ngan hang thuong mai. Chat luong cho vay khach hang
ca nhan la thuéc do quan trong phan anh nang luc quan tri va uy tin ctia ngan hang. Thong qua viéc
phan tich thuc trang két qua va chat lwong dich vu cho vay khach hang c4 nhan tai Ngan hang thuong
mai ¢6 phan Bic A-Chi nhanh Thanh Hoa, nghién ctru dé xuit mot sé giai phap ning cao chit luong
cua hoat dong dich vu nham dem dén loi nhuan, uy tin va kha nang canh tranh cao cho ngan hang.

Tir khoa: chit Iwong cho vay, khach hang ca nhan, chét lwong dich vu, Bic A Bank.

1. Pit van dé

Trong bdi canh canh tranh gay git giira cac ngan
hang thuong mai (NHTM) cung véi su gia tang
manh mé nhu cau vay von tiéu ding cta nguoi dan,
hoat dong cho vay (CV) khach hang ca nhan da tro
thanh dich vu trong yéu, gép phan mé rong thi phan
vanang cao hiéu qua kinh doanh cho ngan hang.

Pugc thanh 1ap tir 2003, NHTM c6 phan Béc A-
Chi nhanh Thanh Héa (Bic A Bank-Thanh Hoa) da
thyuc hién trién khai ngay dich vu cho vay khach hang
ca nhan (KHCN). Bén canh nhiing két qua dat duoc
nhu du no va lgi nhuan vé CV KHCN tang trudng
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qua céc ndm thi thyuc té Bic A Bank-Thanh Hoa van
con ton tai nhitng han ché nhu tha tuc con phtre tap, ty
1é no x4u tiém an va mirc d6 hai long cuia khach hang
chwa ddng déu.

Dé dap tmg nhu cu va ky vong ngay cang cao clia
khach hang ddi voi dich vu cho vay KHCN, Béc A
Bank-Thanh Hoa can c¢6 nhitng danh gia toan dién vé
CLDV cho vay KHCN dé c6 nhiing chinh sach va
chién Iugc ning cao trai nghiém cua KHCN; dong
thoi kiém soat duge cac rui ro tin dung trong hoat
dong dich vu nay nham thu hat, gitr chan khach hang
trong muc tiéu phat trién bén viing ctia ngén hang.
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2. Co s6' ly luan va phwong phap nghién ciru

2.1. Co so'ly ludn

“Cho vay 13 hinh thirc cap tin dung thong qua viéc
bén cho vay giao hodc cam két giao cho khach hang
mot khoan tién dé st dung vao muc dich xac dinh,
trong mot thoi gian nhéat dinh, theo nguyén tic co
hoan tra day du tién gdc, 1ai theo thoa thuan cho bén
cho vay” (Luét cac T6 chire tin dung, 2024).

Cho vay khach hang c4 nhan 13 hoat dong cap
tin dung cho cic c4 nhan nhim phyc vu tiéu dung,
mua sim, dau tu nho 1& hoac san xuét kinh doanh ho
gia dinh.

Chat luong CV KHCN [a mirc d0 ma hoat dong
cho vay dap mg nhu cau von cta khach hang, dam
bao an toan von cho ngan hang, tuan tha phap luat va
mang lai hi¢u qua kinh doanh.

Chét luong dich vu cho vay KHCN la kha nang
dap mg ctia dich vu tin dung ddi v6i su mong doi ctia
KH di vay. Viéc danh gia CLDV cho vay KHCN
chinh la danh gid khoang céach gitta sy ky vong
va cam nhan cia KH vé nhimg két qua ma ho
nhan duoc khi vay von tai ngan hang (Nguyén Khai
Minh, 2020).

2.2. Phuwong phap nghién ciru

Nghién ctru st dung phuong phép thong ké mé ta
va théng ké so sanh dé phan tich danh gia thuc trang
chat lwong CV KHCN. S6 lidu duoc st dung cho
nghién ctru bao gom ca s6 liéu thir

Parasuarman, (1988), vdi thang do Likert 5 diém, véi
muirc 46 Tir 1-Rét khong dong y dén 5-Rat dong ¥.

Thoi gian thyc hién khao sat trong thoi gian tur
thang 1/2026 dén thang 3/2026.

3. Thuc trang chit hrgng dich vu cho vay
khéch hang ca nhén tai Bic A Bank - Thanh Hoa

3.1. Thuee trang chit lwong cho vay KHCN tai
Bic A Bank - Thanh Héa giai doan 2022-2025

* Thuc trang dw no cho vay

Hinh 1 cho théy, du ng CV KHCN cua Bic A
Bank-Thanh Hoéa trong giai doan 2022-2025, c6 su
tang truong khong dong déu. Nam 2023 c6 toc do
tang truong 16n nhat (dat 20,2%, tuong ng véi ting
480,7 ty dong) va chiém 54,25% tong du ng CV toan
chi nhanh.

* Thyee trang no qua han, ng xdu

Hinh 2 cho thay, ty 1& ng qua han KHCN cua Bic
A Bank-Thanh Hoa trong giai doan 2022-2025 c6 sur
bién dong: thdp nhét 13 0,6% (nam 2025) va cao nhit
la 1,48% (nam 2024), trong khi nam 2023 chi co
0,82%. Su tang/giam nay la do nam 2024, chi nhanh
thyuc hién cac bién phap ra soat, “sang loc”, thit chat,
thu hep va ngimg cap tin dung d6i voi nhimng KHCN
khong du diéu kién theo quy dinh dé dam bao chit
Iuwong CV. Viée thuc hién nay ciing gitp cho ty I¢ no
xau ciing cso su giam manh dang ké, ndm 2025 chi
con 0,59% (trong khi ty 1& nay cia toan hé thong 1a

Hinh 1: Du' no cho vay KHCN tai Bdc A Bank-Thanh Héa

cAp va so cép.

Trong do, s6 liéu thir cép duoc
tong hop tir cac bao cao hoat dong coonee
kinh doanh (HPKD) ciia Bic A S
Bank-Thanh Hoa trong giai doan
2022-2025. 4000,00

S liéu so cép duoc nhém tac
gia thu thap thong qua khao sat g”"‘“’"
200 KHCN vay vén va 10 can bd b
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van hanh quy trinh nay tai Bac A oo
Bank-Thanh Hoéa. Chat lugng
dich vu CV KHCN tai Bic A 0
Bank-Thanh Hoéa dugc danh gia -
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theo cac thang do CLDV cua

Nguon: Bdo cdo HPKD ciia Bic A Bank-Thanh Héa giai doan 2022-2025
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Hinh 2: No qud han, ng xdu cho vay KHCN tai Bdc A Bank- dinh, quyét dinh hiéu qua kinh
Thanh Héa doanh tong thé ctia Bic A Bank -
40 Thanh Hoa. Muc sinh 161 CV
5 3 KHCN tai Bic A Bank-Thanh
Hoéa trong giai doan 2022-2025
- 274 28 dat tir 2,38% (nam 2023) dén
2 234 4,1% (ndm %025).
B 3.2. Chat luwgng dich vu cho
"gm vay KHCN tai Bic A Bank-
15 Thanh Héa
10 981 * Ddc diém mau nghién ciiu
10 6,7 6,4 Pac diém cta mau nghién
5 ctru duoc thé hién & Bang 1.
" . . Trong s6 KHCN dugc ’khéo
2022 2023 2024 2025 sat thi khach hang la n@r chiém ty
trong 16n hon (60%), c6 do tudi
aNg quihan =N xu tir 25-35 tuoi la ch yeu (51%) va
phan 16n c6 trinh d§ hoc van la

0,83% (B4o céo thuong nién ngan hang TMCP Bic

A, 2025).
* Lot nhudn tur cho vay KHCN

Hinh 3 cho théy, lgi nhuan tr hoat dong CV
KHCN lu6n dong gop ty trong 16n va 1a ngudn thu 6n

Nguén: Béo cdo HPKD ciia Bac A Bank-Thanh Hoa giai doan 2022-2025  Pai hoc (45%), ¢6 nhidu nhit &

nhom c¢o6 thu nhap tor 10-15 trd
(62%). Bén canh d6, mau khao sat d6i voi CBTD thi
nam gi6i lai chiém ty trong 16n hon (60%) va ciing c¢6
tudi doi tir 25-35 tudi 1a chi yéu (80%) va 100% c6
trinh d6 hoc van 1a Pai hoc, ¢6 thu nhap chu yéu tir
10-15 trd (60%).

Hinh 3: Loi nhudén cho vay KHCN tai Bdc A Bank-Thanh Héa

PVT: %
2 2 & 2

60

48

41,43 3777

37,6
Ty trong lgi nhudn tir
cho vay KHCN
——Mirc sinh liri cho vay
KHCN
3 2,28 3,68 4,1
2022 2023 2024 2025

Nguon: Bdo cdo HPKD ciia Bic A Bank-Thanh Héa giai doan 2022-2025
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Bdng 1. M6 t& ddc diém mau nghién ciu

S ’ Khach héng‘ ’ ’ Can bo tin dl_u?g ’
So lwong (Ngwei) | Tan suat (%) | So lwong (Ngwei) | Tan suat (%)
1. Gigi | Nam 80 40% 6 60%
tinh N 120 60% 4 40%
Dwéi 25 tudi 0 0% 0 0%
2.po | Tw25-35tudi 102 51% 8 80%
tudi T 36-50 tudi 68 34% 2 20%
Trén 50 tudi 30 15% 0 0%
PTTH 12 6% 0 0%
3. Trinh | Trung cép, cao dang 52 26% 0 0%
do Pai hoc 90 45% 10 100%
Sau bai hoc 46 23% 0 0%
Duwi 5 triéu dong 0 0% 0 0%
4. Thu | Tw5-10 triéu ddng 30 15% 0 0%
nhap T 10-15 triéu déng 124 62% 6 60%
Trén 15 triéu dong 26 23% 4 40%
Téng cong 200 100% 10 100%

Ty 1&6 KHCN gan b6 voi Bic A Bank-Thanh Héa
v6i thoi gian >5 ndm chiém ty trong 16n nhat (59%),
tiép dén 1a tir 4-5 nam (27%) va tir 1-3 nam 1a 13%.
Diéu nay chimg to KHCN rét hai 1ong véi CLDV cho
vay KHCN cua ngan hang.

* Pdanh gid vé CLDV hoat dong cho vay KHCN
tai Bic A Bank-Thanh Héa

- V& Sy tin cay: Mic du mirc dénh gia chung cta
KHCN va cia CBTD déu & mirc ddng ¥, nhung trong
d6 KHCN danh gia cao nhét 14 viéc thuc hién cac cam
két cia ngan hang dung nhu da hia (4,52/5 diém),
CBTD lai dénh gia cao nhat 1a yéu t6 Cung cap day
dua thong tin va Bao mat thong tin khach hang (déu
dat4.,2/5 diém).

- V& Kha niang dap tng: KHCN danh gia chung &
muc dong y (GTTB=3,84/5) nhung CBTD lai d4nh
gi4a thang do lai & muc hoan toan ddng ¥
(GTTB=4,23/5). KHCN rit hai long vé sy phuc vu
cong bang voi KH cua ngan hang (4,34/5 diém).
CBTD cho ring ngan hang ludn sin sang tu van, dap

Nguon: Xir Iy dit liu ciia nghién ciru
(g nhanh chong (4,6/5 diém).

- V& Ning luc phuc vu: Mirc danh gia chung cua
KHCN va ctia CBTD déu ¢ mirc dong ¥, Kién thirc
chuyén moén ddy da ctua nhan vién ngan hang déu
duoc KHCN va CBTD dénh gia cao nhat & mirc hoan
toan dong ¥ (1an luot 14 4,44/5 va 4,3/5).

- Vé Sy dong cam: Thang do nay dwoc KHCN va
CBTD danh gi4 cao tuong d6i dong déu, khong co sy
khac biét 16n nao va & mirc dong ¥ (1an luot 1a 3,77/5
va 3,95/5).

- V& Phuong tién hitu hinh: Day la thang do dugc
danh gia thap nhat trong cac thang do CLDV cho vay
d6i v6i ca KHCN va CBTD (6 muc binh thudng).
KHCN chua thdy hai 1ong vé co so vat chét, trang
thiét bi ciia ngan hang (dat 3,01/5 diém). CBTD cho
rang can phai tao khong gian giao dich rong réi hon,
thoang mat hon dé lam hai long khach hang (dat 2,7/5
diém).

Hinh 4 cho thiy, & mirc danh gia chung, KHCN va
CBTD déu & mic Hai long v6i CLDV cho vay
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Hinh 4: Téng hop ddanh gia chdt luong dich vu cho vay KHCN cia KHCN va CBTD

Sir tin ciy Khi ning dip  Ning lye phyc
rng b

- -Khéch hang ¢4 nhin

3.94- 4,23 T er—— \ 4,1
:’/

4,1 4,2
e """--3,71-*____‘_3’2 e

Sy ding cim Phwong tifn hira Dénh gid chung
hinh

- -Cén b tin dyng

KHCN cua Béc A Bank-Thanh Héa (DTB lan luot la
3,97/5va4,1/5).

4. Giai phap ning cao chit lwong dich vu cho
vay khen tai Ngan hang TMCP Bic A-Chi nhanh
Thanh Hoéa

Két qua nghién ctru cho thdy, cic danh gia vé
CLDYV cho vay KHCN cua chi nhanh tuy duoc danh
gia & mirc hai long nhung dé nang cao chat luong ctia
dich vu nay, Bic A Bank-Thanh Hoa can c6 céac giai
phép cu thé:

Hoan thi¢n chinh sach cho vay KHCN tai Chi
nhénh: Ngan hang can hoan thién mét s6 ndi dung
trong chinh sach CV KHCN nham mang tinh dot pha,
gia ting stc canh tranh trén ciing dia ban nhu: Vé quy
trinh va thi tuc cho vay can cai tién dé dam bao nhanh
chong, don gian nhung vin ddm bao hiéu qua CV;
Xay dyng chinh sach 13i suit linh hoat va pht hop voi
kha nang tai chinh va hd so tin dung ciia KHCN tai
tinh Thanh Hoéa; Pa dang hoa cac goi vay theo tiing
phan khuc KH.

Nang cao chit luong doi ngii CBTD cta Chi
nhanh: Ngan hang nén chu trong hon vao dao tao
chuyén mén, k¥ ning tham dinh, kha ning nim bt
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Nguon: Xur Iy dit liéu ciia nghién ciru

tam Iy KH va nang lyc thuc hién dich vu. Bén canh
viéc thiét 1ap mot quy trinh chim soc KH chuyén
nghiép, xuyén sudt trong cac khau trude, trong va sau
khi giai ngan thi chi nhanh can ¢6 co ché danh gia
hiéu qua cong viéc cia mdi CBTD gitp giam thiéu no
xdu ctua KH vay von, dong thoi ting niém tin va su
hai long cho KH.

Xay dyng hé thng tiéu chi vé KH vay von tai Chi
nhanh: Bic A Bank-Thanh Héa can xay dung b tiéu
chi riéng co ctia Chi nhanh dong thoi véi cac tiéu chi
chung cta Bic A Bank phu hop d6i trong KHCN tai
dia ban (nhu murc thu nhap, lich st tin dung, tinh hinh
kinh té-xa hoi trén dia ban chi nhénh,...), nhdm dam
bao kip thoi cic mon vay, dap img duoc nhu cau vay
von cia KHCN va tranh duge cac rii ro tin dung do
KH dem Ilai.

Ung dung cong nghé thong tin vao cac quy trinh
cho vay KHCN: Chi nhanh can thuc hién s hoa cac
quy trinh tir khau tiép nhan hd so vay von, thim dinh,
phé duyét dén quan 1y von vay gitp rat ngin thoi gian
xu ly, nang cao d6 chinh xac, giam chi phi vén hanh,
tang tinh minh bach va trai nghiém cta khach hang
dan dén sy hai long cia KH m
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IMPROVING THE QUALITY OF LOAN SERVICES
FOR INDIVIDUAL CUSTOMERS AT BAC A COMMERCIAL
JOINT STOCK BANK - THANH HOA BRANCH
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ABSTRACT:

The quality of personal loan services is a critical determinant of sustainable growth for commercial
banks and a key indicator of managerial capability and institutional reputation. This study evaluates
the performance and service quality of personal lending at Bac A Commercial Joint Stock Bank -
Thanh Hoa Branch. By analyzing current outcomes and identifying existing limitations, the research
provides an empirical assessment of service quality within the branch’s personal loan operations. The
findings aim to inform strategies for enhancing service delivery, thereby strengthening profitability,
reputation, and competitive advantage.

Keywords: lending quality, individual-customer, service quality, Bac A Bank.
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