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TOM TAT:

Nghién ctfu ndy nhim muc tiéu hé thdng héa cd s§ 1y luan vé chat lugng dich vu; xdc dinh céc
y&u t& va mitc d6 4nh hudng clia cic yéu td dén chat lugng dich vu tai Ngan hang Vietcombank -

Chi nhdnh Binh Duong. Trén co s d6, dé xuat mot s gidi phap nhiim nang cao chat lugng dich
vu tai Ngan hang Vietcombank - Chi nhanh Binh Duong.
T khéa: ngin hang, chat lugng dich vu, phin tich nhan t6 khdm ph4, Ngin hang

Vietcombank - Chi nhanh Binh Duong.

1.Pat van dé

Xu huéng hoi nhap kinh t&€ toan ciu di tao diéu
kién cho su phat trién manh mé ctia nén kinh t&
nudc ta trong qua trinh hdi nhap. Cac ngin hang
nudc ngoai da va dang tham gia vao thi trudng tai
chinh nu6c ta ngay cang nhiéu, tao nén 4p luc canh
tranh ngdy mot khoc liét trong hé thdng cdc ngan
hang thuong mai. Cac ngdn hang trong nuéc mic
di da c6 nhiéu c6 ging, nd lyc nhung van gip rat
nhiéu khé khin trong viéc tdn tai va phat trién.
Viéc phai d6i mit véi qud nhiéu thich thiic canh
tranh ciing v4i su gia nhdp ctia cdc ngdn hang nudc
ngoai doi hdi cdc ngan hang phai ¢6 chién ludc 1o
rang d€ giit vitng va nang cao thi phan. Nhiéu ngin
hang d3 c6 budc phat trién vugt bac vé chit lugng
dich vu, nang cao trinh d6 quén tri, 4p dung nhiéu
ung dung nhu internet banking, ebank, fintech,...
Viéc dem dé&n chat lugng dich vu t8t nhat cho
khdch hang tré nén quan trong hon bao git hét néu
ngin hang mudn ton tai va phat trién trong giai
doan hién nay. Chinh vi vady, Vietcombank da
chon khiu hiéu: “Chung niém tin vitng tuong lai”
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lam “kim chi nam” cho moi hoat dong kinh doanh
clia ngan hang. N&u nhitng chuin myuc bén ngoai
nhu co s vat chit, ddng phuc, hinh thic, tic
phong.... 1a y&u t& ban diu dé thu hiit khach hang
thi thai d6 va sy tin tuy 1a phim chat, chudn muc
bén trong d€ chinh phuc tron ven trdi tim khach
hang, ddng thdi day ciing 1a nhin td quyét dinh tao
nén sy thanh cong. P& 1am rd hon cdc van dé trén,
tdc gid da thyc hién nghién ctu “Nang cao chat
Iugng dich vu tai Ngan hang Vietcombank - Chi
nhdnh Binh Duong”.

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

2.1. Co'sé Iy thuyét vé chat lugng dich vu

Cha' lugng san phdm 12 hitu hinh con chit lugng
dich vu 1a mot y&u t& vo hinh va 12 modt pham tri
rong. C6 rit nhiéu dinh nghia khic nhau vé chat
lugng dich vu, tuy nhién, ban chat clia chat lugng
dich vu néi chung dudc xem la nhitng gi ma khach
hang cAm nhan dugc. Mdi khach hang ¢6 nhan thitc
va nhu ciu c4 nhan khiac nhau nén cdm nhan vé
chat lugng dich vu ciing khdc nhau.

Theo quan diém ctia Gronroos (1984), chat
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Iugng dich vu dugc ddnh gid trén hai khia canh:
chat lugng ky thuat va chit lugng chic ning. Chat
lugng k§ thuat lién quan d&€n nhitng gi dudc phuc
vu con chit lugng chifc ning néi 1én ching dugc
phuc vu nhu th€ nao. Dich vu cung cdp t6t hay
khong 1a tiy thudc vdo ngudi cung cip dich vu
qua thdi do, quan hé bén trong cdng ty, hanh vi,
tinh than phuc vu, su bi€u hién bén ngodi, ti€p can
va ti€p xiic khdch hang. Mud6n tao dich vu t6t,
phdi cé su giao thoa giita chat lugng k§ thuat va
chat lugng chic ning.

Theo TCVN ISO 9001:2000, “Chat lugng la
muc do clia mot tip hdp cic dic tinh von c6 clia
mot san pham, hé thong hoic qué trinh thda min
cdc yéu cau clia khach hang va cdc bén c6 lién
quan”. Theo TCVN ISO 9001:2007, “Chat lugng 1a
muic do clia mdt tAp hgp cdc dic tinh vén c6 dip
ing cdc yéu cau”.

Quan di€m ctia David Cox (1997), dich vu ngin
hang 1 cdc dich vu vé von, tién t&, thanh todn,... ma
ngan hang cung cAp cho khach hang ddp tng nhu
cAu kinh doanh, sinh 13, sinh hoat cudc sdng, cat trit
tai san... va ngan hang thu chénh 1&ch 1ai suit, ty gid
hay thu phi thong qua dich vu ay. Trong xu huéng
phat trién ngan hang hién nay, ngin hing dudc coi
nhu 12 mot siéu thi dich vu, mot bach hoéa tai chinh
v6i hang tram, tham chi hang nghin dich vu khac
nhau tly theo cdch phan loai va tuy theo trinh do
phét trién cia titng ngan hang.

2.2. M6 hinh nghién citu

Trén co s& 1y luan va k& thira cdc cong trinh
nghién citu di trinh bay, tdc gid dé
xuit md hinh nghién cttu gém 7

Gid thuyét H2: Su tin cdy c6 tuong quan thudn
dén su hai long vé chdt luong dich vu tai Ngdn hang
Vietcombank - Chi nhdnh Binh Duong.

Gid thuyét H3: Su ddp ting c6 tuong quan thudn
dén su hai long vé chdt luong dich vu tai Ngdn hang
Vietcombank - Chi nhdnh Binh Duong.

Gid thuyét H4: Ndng lyc phuc vu cé tuong quan
thud@n dén sw hai long vé chat lugng dich vu tai Ngan
hang Vietcombank - Chi nhdnh Binh Duong.

Gid thuyét H5: Su dong cam cé tuong quan thudn
dén su hai long vé chdt luong dich vu tai Ngdn hang
Vietcombank - Chi nhdnh Binh Duong.

Gid thuyét H6: Mang ludi chi nhdanh va ATM cé
tuong quan thudn dén sy hai long vé chdt luong dich
vy tai Ngdn hang Vietcombank - Chi nhdnh Binh
Duong.

Gid thuyét H7: Cham séc khdch hang cé tuong
quan thudn dén sw hai long vé chdt luong dich vu tai
Ngdn hang Vietcombank - Chi nhdnh Binh Duong.

3. K&t qua nghién ciu

3.1. D tin cdy ctia cdc thang do

Mtc gid tri hé s§ Cronbach’s Alpha: 0,8 <
Cronbach’s Alpha < 1: rat tdt; 0,7 < Cronbach’s
Alpha < 0,8: tot; 0,6 < Cronbach’s Alpha < 0,7: du
diéu kién (Hoang Trong, Chu Nguy&én Mong Ngoc,
2008). Hé s tuong quan bién tdng: N&éu mot bién
do ludng c6 hé sd tuong quan bién tdng > 0,3 thi
bi€n d6 dat yéu cau (Nunnally, 1978); néu yéu t&
nao nhd hon 0,3 thi cin loai bi€n nay ra khdi nhan
t6. PO tin ciy thang do dudc ki€m dinh vdi két qua
nhuBang 1.

Hinh 1: M6 hinh nghién cdu

y&u t& tic dong dén sy hai long vé

, Phuong tién hiru hinh
chat lugng dich vu tai Ngan hang
Vletcombfmk - Chi nhan'll B1£1h Sy tin ciy
Duong, gom: 1 - Phuong ti€n hitu
hinh; 2 - Sy tin cdy; 3 - Su ddp Gng; St Su hai long vé chit

lrgng dich vu tai

4 - Ning luc phuc vu; 5 - Sur dong

Vietcombank Binh

cam; 6 - Mang lu6i chi nhdanh va

Nang lwc phuc vu

Duong

ATM; 7 - Cham séc khich hang:

(Hinh 1)

Su déng cam

Gid thuyét H1: Phiiong tién hitu

hinh cé tuong quan thudn dén sy hai
long vé chadt luong dich vu tai Ngdn

Mang ludi chi nhanh va
ATM

hang Vietcombank - Chi nhdnh Binh

Duong.

Cham soc khach hang |
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Bdng 1. Bd tin cdy cdc nhan té

T Nhan t& Ma héa | S6 bién | Cronbach's Alpha
1 | Phuong tién hiu hinh HH 7 0,889

2 | Sutincay TC 6 0,835

3 | Sudaplng DU 5 0,825

4 | Nang lyc phucvu NL 5 0,622

5 | Sudongcam DC 4 0,910

6 | Mang ludi chinhanh vaATM ML 3 0,722

7 | Cham séc khach hang CS 5 0,834

8 | Suhailong HL 7 0,895

3.2. Phén tich nhan t6’khdm phd
Phan tich nhan t6 khiam phd EFA Ia phuong

phip phan tich thdng ké, cdc thong s6 cd ban cin
thda min gdm: gia tri Eigenvalue t&i thi€u bing 1;
v6i ¢8 mau nghién cdu 1a 260 (quy md mau trong

pham vi tir 100 d&€n 350) thi hé s6
tai y€u t6 tdi thiéu bing 0,55; két
quid ki€m dinh KMO (Kaiser
Meyer Olkin) 0,5 < KMO < 1;
tong phuong sai trich
(Cumulative) > 50%; kiém dinh
Bartlett phi c6 Sig. < 0,05 d€ thé
hién mifc § nghia cao. K&t qua thu
dugc nhu Bang 2.

Nhu vay, sau khi phan tich
nhan t6 EFA mo hinh nghién citu
c6 7 nhan & 4nh hudng thuan dén
su hai long vé chit luong dich vu
tai Ngan hang Vietcombank - Chi
nhianh Binh Duong (gdbm 35 bién

quan sit vin dudc giit nguyén).
K&t qud Bang 3 cho thay, cdc gid tri clia nhan t&
phu thudc dat yéu cau d€ ti€p tuc phan tich hdi quy.
3.3. Phéan tich hoi quy
Gi4 tri R? hiéu chinh Ia 0,665 cho thay, su bién

BAng 2. Badng két qud phén tich cdc nhén té déc lap

Bién

Thanh phan

quan sat 1 2

4

HH1 0,900

HHG6 0,876

HH2 0,866

HH4 0,787

HH5 0,699

HH3 0,691

HH7 0,541

Phuang tién hiiu hinh (HH)

Cs4 0,906

CS3 0,900

CS2 0,865

CS1 0,819

TC5 0,795

Cham séc khach hang (CS)

DC1

0,940

DC2

0,906

NL5

0,883

DC4

0,822

DC3

0,811

Su dong cam (DC)
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Bi&n Thanh phan
quan sat 1 2 3 4 5 6 7
TC2 0,889
TC1 0,817
TC4 0,790
Sutin cay (TC)
TC3 0,737
TC6 0,618
CSs5 0,543
DU3 0,796
DU4 0,777
DU2 Su dap lng (DU) 0,767
DU5 0,766
DU1 0,698
NL4 0,779
NL3 0,706
N2 Nang luc phuc vu (NL) 0617
NL1 0,616
ML1 0,836
ML2 Mang luéi chi nhanh va ATM (ML) 0,784
ML3 0,714
Phuong sai trich (%) 68,856

Nguén: Két qud tinh todn tir SPSS
Bdng 3. Bang két qud phan tich EFA nhén t6 phu thuéc

e Gia tr Eigenvalues Tong phuong sai trich
Tong % bién thién % tich Iy Tong % bién thién % tich Ity

1 4,322 61,747 61,747 3,209 45,845 45,845
2 1,353 19,335 81,083 2,467 35,237 81,083
3 0,589 8,408 89,491
4 0,457 6,533 96,024
5 0,197 2,813 98,837
6 0,046 0,657 99,494
7 0,035 0,506 100,000

KMO 0,760

BAng 4. Bdng mé hinh téng thé
M6 hinh R R? R2 diéu chinh Do léch chuan Hé s6 Durbin-Watson

1 0.6932 0,680 0,665 0,406 1,800
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BAng 5. K&t qud héi quy

Hé s6 chua Héso Thong ké
chuén héa chuén héa Micy da cdng tuyén
Mb hinh t nghia - — :
B Sailechchudn  Beta Sig. ch;f:;’ - 'lizg:;‘s’;?\z:“
Hang s& 0,122 0,302 0,405 0,686
X1 0,151 0,053 0,142 2,844 0,005 0,855 1,169
X2 0,350 0,059 0,320 5,912 0,000 0,733 1,365
] X3 0,044 0,037 0,060 1,192 0,234 0,861 1,162
X4 0,354 0,047 0,383 7,465 0,000 0,817 1,224
X5 0,004 0,045 0,005 0,098 0,922 0,956 1,046
X6 0,072 0,052 0,075 1,392 0,165 0,743 1,347
X7 0,092 0,038 0,115 2,407 0,017 0,945 1,058
thién cla cdc yéu t6 anh huéng d&n sy hai long vé 4. Giai phap

chat lugng dich vu tai Vietcombank Binh Duong c6
66,5% 4nh hudng bdi cdc bién ddc lap trong mod
hinh. Hé s6 Durbin - Watson 12 1,800 (nim trong
khodng 1+3), cho tha'y khdng c6 su tuong quan giita
cdc phan du. Piéu nay khing dinh, tinh doc 1ap cia
phan du dugc ddm bdo. (Bang 4)

Trong phan tich hdi quy, hé s& Beta di chuin
héa 12 két qua clia viéc gidi phuong trinh hdi quy
ma cdc bi€n doc 1ap, bién phu thudc da dude chuin
héa (phuong sai bing 1). Con hé s B chua chuin
héa 1a két qua clia viéc gidi phuong trinh hdi quy
ma cédc bi€n dudc gilt nguyén gia tri thd. K&t qua
phan tich, kiém tra hé sd phéng dai phuong sai
(Variance inflation factor - VIF) cling cho thi'y hé
s6 phong dai phuong sai VIF cda céc bién 1a tuong
ddi nhé (tt cd déu nhd hon 2). Do dé, khong c6
hién tugng da cong tuyén trong mo hinh nghién
ctu. (Bang5)

Nhu vay, mo6 hinh hdi quy chuin héa cic yé&u t&
tdc dong dé&n su hai long clia khdch hang khi st
dung dich vu tai Ngin hang Vietcombank - Chi
nhanh Binh Duong dugc x4c dinh nhu sau:

Y =0,151%X, +0,350%X,
+0.,354%X 4 +0,092%X4

Hay

HL =0,151*HH + 0,350*CS
+0,354*TC + 0,092*ML
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4.1. Gidi phdp vé yéu to" “Phuong tién hitu
hinh”

Vietcombank Binh Duong di c6 dudc nén ting
co sd vat chat khang trang, hién dai, ddng phuc
nhin vién tuom tat, dong bd. Tuy nhién, trong
cong tdc md rong mang ludi chi nhdnh, gia ting s6
lugng nhan vién, Vietcombank Binh Duong can
thi€t phdi chd y d&€n sy ddng bo tai cdc chi nhdnh,
di€ém giao dich mdi v6i toan hé thong Ngan hang
Vietcombank d€ ti€p tuc duy tri th€ manh vé
phuong tién hitu hinh. Ngoai ra, nha gilt xe cho
khdch hang hién tai con hep, chua phan dinh titng
loai xe. Do d6, Vietcombank Binh Duong cin xem
xét md rong dién tich nha xe cuing véi sip x€p,
phan loai hé thong xe phi hgp véi tinh hinh
phuong tién hién nay. C6 thé nghién ctu hé thdng
nang ha xe bing thiy lyc d€ ti€t kiém dién tich
x4y dung ma vin ddm bdo s6 lugng xe theo mong
mudn. Bén canh dé, can chan chinh, ddo tao doi
ngil bdo vé c6 trach nhiém cao trong viéc hudng
din ki€m sodt xe; b3 sung thé xe chid y phan loai
thé giita 6 t6 va xe mdy; bdo ddm an toan, an tim
cho khdch hang dé&n giao dich biing cdch 1ip dit
hé théng camera an ninh.

4.2. Gidi phdp vé yéu to’“Su'tin cdy”

Han ché sai s6t trong giao dich v6i khdch hang;
ddm bdo chit lugng da cam k&t v6i khach hang.
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Xay dung ddi ngli cdn bd nhan vién ngan hang
ddp ng tot yéu cAu nhiém vu dugc giao. Phii c6
su phdi hgp chit ché gifta cdc phong ban chuyén
mon, gitta cdc cdn b nhan vién, thudng xuyén ra
sodt cdi ti€n quy trinh cung cip dich vu kip thdi
cho khdch hang. Cung cAp thdng tin va cung cip
dich vu ngin hang chinh xdc, khong dé€ x4y ra sai
s6t. BAo mat thong tin cho khach hang t6t nhat va
kip thdi khic phuc khi ¢6 su c6 x3y ra. Xay dung
ch€& do khen thudng hdp 1y, kip thdi d6i véi can bo
nhan vién lam viéc hiéu qué va xit Iy ngay doi v6i
cdc cdn bo nhan vién cé bi€u hién tiéu cuc hoic
khong hoan thanh nhiém vu. Tai cdc vi tri ti€p
nhian v trd hd so cin duy tri viéc tich hgp hé
thong ddnh gid mic do hai long clia khach hang
dén giao dich d6i v6i cdn bo nhan vién ti€p nhan
hd so, ddng thdi nhitng ki€n nghi nay sé& dugc
chuyén dé&n cdclanh dao quanly.

4.3. Gidi phdp vé yéu t6'“Mang ludi chi nhdanh
va ATM”

Vietcombank 1a don vi dAn diu trong viéc da
dang héa thé thanh todn trén thi trudng ndi dia va
qudc t&. Hién tai, thé ATM Vietcombank chia lam
3 loai chinh: thé ghi ng ni dia, thé ghi ng qudc t&,
thé tin dung qudc t€. Véi dong thé ATM
Vietcombank noi dia khdch hang c6 thé€ di mua sim
trong nudc khong can tién mit vdi tién ich quet thé

TAI LIEU THAM KHAO:

& cédc clra hang, trung tim thuong mai c6 st dung
m4y Pos tai quay thanh todn. Mot s6 loai thé dugc
mién phi m& thé nhu: Vietcombank - AEON;
Vietcombank - Coopmart va thé lién két sinh vién.
Nhitng chinh sdch vu ddi da va dang dudc 4p dung
nhung thyc t€ vin con khd nhiéu khach hang mo hd
hoic khdng biét. Piéu nay cin dugc Vietcombank -
Binh Dudng nhanh chéng khic phuc. PE khich
hang that syt cAm nhan dudc chat lugng dich vu tir
cic chinh sidch cla Vietcombank, lanh dao
Vietcombank Binh Duong cin lam t6t cong tdc
truyén thong, tuyén truyén, quin Iy thong tin va
marketing c4c chinh sich nay dén khich hang, c6
nhu vy chinh sdch méi thuc sy hi€u qué. Bén canh
d6, Vietcombank Binh Dudng can cin ddi gifta muc
tiéu md rong mang ludi va muc tiéu ki€m soat chi
phi @& c6 thé phat trién bén viing, khong 1am anh
huéng dén chi tiéu 1¢i nhuin clia ngan hang.

5.Kétluan

Nghién cttu nay da tap trung phén tich, xdc dinh
cdc yé&u t&, mifc do 4nh hudng clia cic y&u t& dén
chat lugng dich vu tai Ngan hang Vietcombank -
Chi nhanh Binh Duong. Trén co s& két qud nghién
cifu, tdc gid dé xudt mot s6 gidi phap gitp lanh dao
Vietcombank néi chung va Vietcombank Binh
Duong néi riéng nang cao chat lugng dich vu trong
thdi gian t6i @

1. Db Hoang Long (2008). Tdc dong ciia toan cdu héa kinh té doi véi dong FDI vao Viéet Nam. Luén 4n tién si. Hoc
vién Tai chinh.

2. Ha Quang Tién (2015). Tdc dong ciia ddu tric tiép nudc ngoai dén phdt trién kinh té¢ - xd hoi tinh Vinh Phiic.
Luén 4n ti€n s1. Hoc vién Chinh tri Qudc gia HS Chi Minh.

3. Piang Thanh Cudng (2012). Tdng cuong thu hiit dau tu tric tiép nuéc ngodi vao tinh Nghé An. Ludn 4n tién si.
Pai hoc Kinh & quoc dan.

4. Nguyén Huy Thdm (1999). Kinh nghiém thu hiit von dau tu nuéc ngodi & cdc nuée ASEAN va van dung vao Viét
Nam. Luan 4n ti€n si. Hoc vién chinh tri Qudc gia HS Chi Minh.

5. Binh Phi H& (2017). Phuong phdp nghién citu khoa hoc va viét ludn van thac si. Nha xuit ban Pai hoc Kinh t&
TP. H6 Chi Minh.

6. Nguyén Dinh Tho (2011). Phuong phdp nghién citu khoa hoc trong kinh doanh, Thiét ké va thyc hi¢n. Nha xuat
ban Lao dong - Xa hoi.

7. Kevin Daly, Chanikarn Teresa Tosompark (2015). Determinants of Foreign Direct Investment in Thailand. In
The Impact of the Global Financial Crisis on Emerging Financial Markets, 93,709-718.

$6 1-Thdang 1/2023 133



TAP CHi CONG THUGNG

8. Rashmi Banga (2003). Impact of Government Policies and Investment Agreements on FDI Inflows. An Empirical
Evidence.

9.James B., (2007). Determinants of Foreign Direct Investment In Malaysia. Journal of Policy Modeling, Elsevier,
30(1), 185-189.

Ngay nhén bai: 2/11/2023
Ngay phan bién d4anh gia va sia chira: 2/12/2022
Ngay chap nhan diing bai: 12/12/2022

Thong tin tdc gia:
1. TS.NGUYEN HAN KHANH
2.NGUYEN HOA THUAN

3.TRAN THI HUYEN THANH
Khoa Kinh t&, Truong Pai hoc Thi Dau Mot

IMPROVING THE SERVICE QUALITY
OF VIETCOMBANK - BINH DUONG BRANCH

® Ph.D. NGUYEN HAN KHANH!
® NGUYEN HOA THUAN
® TRAN THIHUYEN THANH
Director of the Faculty Logistics and Supply chain management,
Thu Dau Mot University

ABSTRACT:

This study is to systematize the theoretical basis of service quality, determine the factors
affecting the service quality of the Joint Stock Commercial Bank for Foreign Trade of Vietnam
(Vietcombank) - Binh Duong Branch. Based on the study’s findings, some solutions are proposed
to improve the bank’s service quality.

Keywords: bank, service quality, exploratory factor analysis, Vietcombank - Binh Duong
Branch.
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