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TOM TAT:

Bai vi€t nhim nghién citu cdc nhin t6 4nh hudng d&n chat lugng dich vu tién gii ti€t kiém
(TGTK) ctia khach hang c4 nhan (KHCN) tai Ngan hang Nong nghiép va Phét trién ndng thon
Viét Nam - Chi nhdnh Thanh phd Vinh Long (Agribank TP. Vinh Long). Nghién cttu dugc thuc
hién qua phi€u khdo sit cic khdch hang gii ti€t kiém tai Agribank TP. Vinh Long. Két qud
nghién citu cho thiy, c6 5 nhan t6 4nh hudng d€n chat lugng dich vu TGTK ctia KHCN tai
Agribank TP. Vinh Long bao gdm: Su tin ciy, Su d4p ting, Ning luc phuc vu, Su ddong cim va

Phuong tién hitu hinh. Bai viét cling dé xuidt mot s6 ki€n nghi gép phan ning cao chit lugng dich

vu TGTK ctia KHCN tai Agribank TP. Vinh Long.

Tur khéa: chit lugng dich vu, tién giti ti€t kiém, khdch hang c4 nhan, ngin hang, Agribank TP.

Vinh Long.

1. Pit van dé

Trong thdi gian qua, Agribank Thanh phd Vinh
Long ludn coi trong va didy manh hoat dong huy
dong von, hoat dong thu hit KHCN gti tién tiét
kiém (GTTK) tai Chi nhdnh va d3 dat dugc mot sd
k&t qud kha quan, tuy nhién van chua dugc nhu ky
vong, viéc thu hit KHCN st dung dich vu TGTK
chua 8n dinh va chiu sy canh tranh 16n tir cdc ngan
hang khéc trén cuing dia ban.

Bai viét phan tich cdc nhan t6 4nh huéng dén
chat lugng dich vu cia KHCN d6i véi dich vu
TGTK cua ngan hang. K&t qud nghién ctu nhim
g6p phan gitip Agribank TP. Vinh Long ddp ting tot
hon mong dgi ctia khdch hang doi véi dich vu
TGTK tai ngan hang. Pong thdi, két qui nghién

clfu con gitp ngan hang c6 chi€én lude gilt chin
kh4ch hang hién tai v c6 chi€n lugc phi hgp dé
ti€p caAn khach hang tiém ning.

2. Co'sG Iy thuyé&t va phuong phap nghién ciu

2.1. Co'sd ly thuyét

M&i quan hé gifta chat lugng dich vu va sy hai
1ong ctia khach hang 13 vin dé d3 dudc nhidu nha
nghién ctu tranh luan. Ho cho ring gifta hai khdi
niém nay c¢6 moi lién hé chit ché véi nhau. Bu6e
ddu tién d€ nha cung cap lam hai long khach hang
d6 12 mang dén cho khich hang nhitng sdn phim
dich vu c6 chit lugng tdt nhat. Vi vay, khi ning cao
chat lugng dich vu chinh 1a ning cao su hai long
khich hang. Hai diéu ndy c6 mdi quan hé “nhian
qua” chit ché véi nhau, chit lugng dich vu dén
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trudc, sy hai long cta khdch hang xuét hién ngay
sau khi khdch hang da st dung dich vu.

2.2. M6 hinh nghién citu

Trén cac nghién cttu c6 lién quan pht hdp véi co
s& 1y thuy€t va thyc tién tai Agribank Thanh phd
Vinh Long, tic gid dé xudt mo hinh nghién ctu
gdm 5 thanh phan: (Hinh 1)

Hinh 1: Mé hinh nghién cdu
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2.3. Thang do

Thang do mé hinh nghién ctu st dung dang
Likert 5 mtc d9, cu thé: Hoan toan khdng hai long,
Khong hai Iong, Binh thudng, Hai long, RAt hai
long (Rensis Likert, 1932). Chiing dugc diéu chinh
va bd sung cho phii hgp véi viéc thuc hién nghién
cttu. Thang do vé chit lugng dich vu TGTK tai
Ngan hang Agribank - Chi nhdnh Thanh phd Vinh
Long bao gdm 6 thanh phin va 25 bi&€n quan sit,
nhu sau:

Su tin cdy dudc hiéu 1a ngan hang thyc hién
cdc giao dich tin cdy, sao ké rd rang, chinh xéc,
ding thdi han cam ké&t, ludn tu vin thong tin vi
quyén 1gi cta khach hang va gitp khdch hang
tranh nhitng rti ro. C4c tiéu chi do ludng bao gdm:
Ngan hang thyc hién ding nhitng gi gidi thiéu,
cam k&t v6i khach hang (STC1); Ngan hang dép
ting ding cdc dich vu nhu thi diém ho hita
(STC2); Nhan vién ngan hang trung thuc va ding
tin cay (STC3); Pam bio van dé bdo mat ddi vdi
cdc giao dich va thong tin ctia quy khach (STC4);
Kha niing gidi quyét cdc dich vu tién giti clia ngan
hang cung cap rat tot (STCS).

Su dap tng thé hién qua sy mong mudn, sin
sang phuc vu clia nhan vién ngan hang nhim dap
tng kip thdi cdc thic mic cia khdch hang. Cic
tiéu chi do ludng bao gdm: Nhan vién phuc vu
nhanh chéng, gidi ddp thda ddng thic mic cla
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quy khdch, ding quy dinh, cung c4p thong tin ddy
dd, chinh xdc (SDU1); Nhin vién ludn nhiét tinh
gitip d3 quy khdch hoan thanh miu bi€u, hd so
GTTK (SDU2); Lai suat tuong trng k¥ han giti hgp
ly, thu hdt quy khdch (SDU3); Chinh sdch khuyé&n
mii hap din (SDU4).

Ning luc phuc vu thé hién qua trinh d6 chuyén
mon va phong cach phuc vu lich sy, chuyén nghiép,
niém nd véi khach hang. Nam tiéu chi do ludng bao
gdm: Phong cdch ctia nhin vién ngan hang ludn tao
su tin tuéng cho khdch hang dén TGTK (NLPV1);
Nhan vién ngin hang ludn cé thai do lich sy, nha
nhian véi khach hang (NLPV2); X ly cong viéc
ciia nhan vién luén c6 tinh chuyén nghiép cao
(NLPV3); Nhan vién ngan hang ludn doi xit cong
bing v6i moi khach hang (NLPV4); Nhan vién
ngin hang chu ddo nhic nhd van dé can luu y cho
quy khiach (NLPVS).

Su ddng cdm thé hién sy’ quan tAm, cham séc va
déng cam dén tiing c4 nhan khach hang. Céc tiéu
chi do ludng bao gdbm: Ngan hang ludn ling nghe
su déng gbép cha quy khich (SDC1), Ngin hang
ludn chi y d&n nhitng gi quy khach quan tAm dén
dich vu TGTK (SDC2); Ngan hang ludn tw van cho
quy khach khi ¢6 nhu ciu GTTK (SDC3); Ngan
hang thé hién sy quan tim d&n quy khich dé&n
GTTK (SDC4).

Phuong tién hitu hinh dugc hidu 1a co s§ vat
chat, hinh 4nh bén ngoai, bén trong ngan hang, cdc
phuong ti€n k¥ thuat; hinh dnh hitu hinh ca nhan
vién, ngoai hinh... trong khong gian clia ngan hang.
Céc tiéu chi do ludng bao gdm: Cd s& vat chit cla
ngin hang rit hién dai (PTHHI); Cic diém giao
dich ctia ngan hang rit thuan tién (PTHH2); Miu
bi€u, ching tir don gidn, dé hi€u khi GTTK
(PTHHS3); Thoi gian giao dich ngan hang thudn tién
(PTHH4).

Chat lugng dich vu TGTK ctia KHCN tai Ngan
hang Agribank - Thanh ph& Vinh Long c¢6 céc tiéu
chi do ludng gdm: Quy khach cdm thdy hai long vé
chat lugng dich vu GTTK cta KHCN clia ngan
hang (CLDVTG1); Quy khach sé ti€p tuc GTTK tai
ngdn hang (CLDVTG2); Quy khach sin sang gidi
thiéu ban be, ngudi thin GTTK tai ngdn hang trong
thdi gian t6i (CLDVTG3).

2.4. Phuong phdp nghién citu

D¢ ting dung md hinh nghién citu vao thyc tién,
s0 liéu clia nghién cttu dugc thu thap theo phuong
phdp chon miu thuin tién bing cdch dua phi€u
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khdo st khdch hang dén Agribank giao dich tai
quiy hang ngly: gii tiét kiém, rit 14i dinh ky, d6i
sO tién gt lai, rit ti€t kiém. Kich thu6c mau t6i
thiéu 12 50, t6t hon 1a 100 va ty 1& quan sat/bién do
ludng 1a 5:1. Tuy nhién, kich thu6c miu cang 16n
thi cang t6t, ddng thdi du phong c4c Phi€u khio sat
thi€u thong tin hodc khong déng tin cdy nén dy ki€n
kich thuéc mau khdo sat thuc t& 1a 300.

Bén canh d6, nghién ciu ciing st dung phin
mém SPSS d€ dinh gid mic do tin cdy cla thang
do; ti€n hanh phan tich nhan t8 khim phd bao gém:
ki€ém dinh tinh thich hgp cia EFA (ki€ém dinh
KMO), kiém dinh tuong quan giita cdc bi€n quan
sat (ki€ém dinh Bartlett), ki€ém dinh phuong sai trich;
thuc hién phan tich hdi quy da bi€n gdm: kiém dinh
hé s6 hdi quy biing viéc ng dung hé s& Cronbachs
Alpha; kiém dinh mic do gidi thich cia mo hinh;
ki€m dinh mitc do phit hgp ctia md hinh va kiém
dinh phuong sai phan du khong ddi nhiim x4c dinh
cdc nhan t6 tic dong dén chat lugng dich vu tién
glii ti€t kiém tai Agribank TP. Vinh Long.

3. K&t qua va thdo luan

3.1. M6 ta méu khao sdt

MAu khéo sat gdm 300 khach hang c6 GTTK tai
Agribank TP Vinh Long. C6 2 phi€u khong hgp 1€
do bi thi€u nhiéu thong tin nén k&t qué thu vé dudc
298 phi&u hop 1é& dudc st dung 1am dit liéu nghién
cttu. Pac diém ctia miu khio sit bao gdm gidi tinh,
dd tudi, nghé nghiép, mic thu nhap, thdi gian va s
lugng ngin hang giao dich, phuong tién bi€t dén
ngin hang.

Khéch hang dugc phin loai theo ty 1€ nam n,
trong 298 méiu khao sit c6 ty 1& nit chi€m 78,19%
va nam chi€m 21,81%. Trong d6, khach hang c6 do
tudi tir 41 tudi d€n 60 tudi chi€m da s6 v6i 45,64%
tong s6 quan sit. Nhém khich hang nay cé cong
viéc thudc nhiéu nganh nghé khic nhau nhu 13 cdn
bd cong chiic va nhan vién vdn phong (65,10%);
khiach hang ty kinh doanh, budn bin (17,79%);
khiach hang cong nhin (8,72%) va nganh nghé
khéc (8,39%). Khach hang giri ti€t kiém c6 miic thu
nhap trung binh trong khodng tir 5 d&n 10 triéu dong
chi€m 63,76%, phian con lai c6 mic thu nhap dudi 5
triéu dong va phan nhd c6 mitc thu nhap 16n hon 10
triéu dong. Khach hang giao dich tir 1 d&€n 3 nim
chi€m 41,95%, giao dich trén 3 nim chi€m 32,55%
va cudi cuing 1a khach hang giao dich du6i 1 nim
chi€ém 25,50%. Khich hang giao dich v6i ngin
hang da phin thdong qua ban bé ngudi thin

(34,09%), thong qua nhan vién ngan hang
(25,84%), qua céc phuong tién truyén thong
(21,81%), phan con lai 12 qua tJ roi, 4p phich,
quang cdo, trang web ctia ngin hang (17,45%).

3.2. Két qua kiém dinh thang do

Ki€m dinh d tin ciy cda thang do (Cronbachs
Alpha) cta khéch hang doi véi chat lugng dich vu
TGTK véi 25 bi€n quan st thudc 6 nhém thanh
phin. K&t qua ki€m dinh cho thdy hé sd tuong
quan bién - tdng tuong quan (Corrected Item-
Total Correlation), trong tong s6 25 bi€n khong c6
bi€n nao nhd hon 0,3 nén tat cd déu dudc chip
nhian. Bén canh d6, hé s6 Cronbachs Alpha cia 5
bi&n doc 1ap va 1 bi&n phu thudc déu 16n hon 0,6.
Diéu nay cho thidy cédc thang do dua vio md hinh
nghién cttu déu ddm bio chit luong, khong c6
bi€n quan sit ndo bi loai bé va tit cd cdc bi€n déu
c6 thé dua vao nghién ctu phan tich khim pha
ti€p theo.

3.3. Phan tich nhén to’khdam phd (EFA)

3.3.1. Két qua phan tich nhén t6 khdm phd EFA
vdi bién doc lap

K&t qua phan tich nhan t6 khdm ph4 nhu sau:
ki€m dinh tinh thich hgp ctia md hinh ta c6 hé s6
KMO c6 gi4 tri bing 0,890 (0,5 <KMO=0,890< 1)
va ki€m dinh Bartlett vé& su tuong quan clia cic bién
quan sat (Sig.= 0,000 < 0,05) chiing t riing mo6 hinh
st dung phan tich pht hgp.

3.3.2. Két qua phdn tich nhén t6 kham phd EFA
Vi bién phu thudc

K&t qua KMO cta bién phu thudc 1a 0,753 (0,5
<KMO =0,753 < 1), chiing t6 phan tich nhan to 1a
thich hgp v6i dit liéu thuc t& va ki€m dinh Bartlett
vé sy tuong quan clia cic bién quan sit (Sig.= 0,000
< 0,05) cho thdy cdc bi€n quan st c¢6 tuong quan
tuy€n tinh trong nhan t& Chat lugng dich vu tién giri
cta KHCN khi GTTK tai Agribank TP. Vinh Long.

3.4. Kiém dinh mé hinh nghién citu

Sau khi kiém dinh thang do bing EFA,
Cronbachs Alpha d3 xac dinh dugc 5 nhan t6 tic
dong dén chat lugng dich vu TGTK ctia KHCN tai
Agribank TP. Vinh Long d6 la STC; SDU; NLPV;
SDC; PTHH. (Béng 1)

K&t qua kiém dinh hé s6 hdi quy dugc thé hién
trong Bang 2 cho thdy trong 5 nhan & nghién ctu
thi c6 4 nhan t6 tic dong dén chit lugng dich vu
TGTK cta KHCN tai Agribank TP. Vinh Long véi
muc y nghia Sig < 0,05.

K&t qué phan tich Bang 2 thé hién, Sig = 0,000 <
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BAng 1. K&t qud ki€m dinh muc gidi thich cia mé hinh

Coefficients®
T Hé s6 chua chuan hér:\ Hé s6 chuan héa t - Phan tich da cong tuyén
Beta Sai s6 chuan Beta Do chap nhan VIF
(Constant) -.229 .186 -1.229 220

STC A97 .050 A74 3.918 .000 678 1.475
NLPV 401 .061 .365 6.536 .000 428 2.335
1 SDU .071 .048 .065 1.486 138 687 1.455
SDC 188 .054 A75 3.469 .001 526 1.902
PTHH 218 .050 .204 4.357 .000 .609 1.641

a. Bién phu thudc: CLDVTG

Ngudn: Phan tich dit li¢u ciia tdc gid

BAng 2. K&t qud ki€m dinh tinh phu hdp clia mé hinh

ANOVAa
Mb hinh Tong binh phuong Bactudo Trung binh binh phuong F Sig.
Hai quy 111.617 5 22.323 91.625 .000b
1 Phan du 71.142 292 244
Tong 182.759 297
a. Bién phu thudc: CLDVTG
b. Bién doc lap: (Hang s6), PTHH, SDC, STC, SDU, NLPV

0,05 va F=91,625. Piéu nay c6 nghia Ia cdc nhan
t6 trong md hinh ¢6 twong quan tuyén tinh vdi bién
CLDVTG v6i d0 tin cdy trén 95%, tdc 1a su két hgp
clia cac bi€n doc 1ap c6 thé gidi thich dudc sy thay
d6i cta bién phu thudc. Vi vy, két luan ring md
hinh hdi quy da bi€n dudc xay dung 14 phit hgp véi
dit liéu nghién citu thuc t€ va c6 thé st dung dudc
trong md hinh nay.

3.5. Thdo lué@n két qua nghién ciiu

Trong s6 hdi quy chuidn héa dugc ding dé so
sénh mitc dd 4nh hudng clia bi€n phu thudc vao céc
bién ddc 1ap; bi€n doc 1ap ndo cé trong s6 nay cang
16n ¢6 nghia bi€n d6 c6 dnh hudng cing manh vao
bién phu thudc.

Nghién ciu tim thdy sy tdc dong dén thuin
chiéu, c¢6 ¥ nghia thong ké clia 4 nhin t6 déu c6 tic
dong dén chat lugng dich vu TGTK ctia KHCN tai
Agribank TP Vinh Long theo th@f ty tim quan trong
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Ngudn: Phan tich dit ligu ciia tdc gid

gidm din, d6 1a: nhan t§ ning lyc phuc vu
(39,76%); nhan t& phuong tién hitu hinh (22,22%);
nhan t6 sy dong cdm (19,06%) va cudi cing 12 nhan
t0 sy tin cdy (18,95%). Nhu vay, gia thuy&t ciia mo
hinh nghién cdu 1y thuy&t chinh thic dudc chap
nhan. (Bang 3)

4. Kién nghi

Vé ndng luc phuc vu: k€t qua nghién ctu cho
thdy kha niing phuc vu dugc khach hang danh gid &
mtic do kh4 8t va nhan t6 ndy c6 mic do tic dong
16n nhat trong nghién ctu. Do dé, cdc nhan vién
phéi ddp tng trong phong céch, tdc phong lam viéc
dé tao su tin tudng cho khich hang.., cin ting
cudng cong tdc gidm sit can bd va ning cao trinh
d0 chuyén mon, dao diic nhan vién tai Agribank TP
Vinh Long.

Vé phuiong tién hitu hinh: dudc khich hang ddnh
gi4d & mifc dd kha tot va c6 mic do tic dong 16n thir
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Bdng 3. Miic dé quan trong cia cdc nhdn t6 tdc déng

dén chét lugng dich vu TGTK ctia KHCN

Dong thdi, tao sy than thién va ndng
4m trong giao ti€p v6i khach hang, hi€u

vé khdch hang, ludn ling nghe sy dong

Gia thuyét HesoBeta | oo o) | Mdodo g6p cia ho thi nhan vién ngan hang sé
chuan héa anh hudng z s N . A 5

nam bat dugc tdm ly, nhu cau cua

H1: Sutin cay 0,174 18,95 4 khich hang @€ tu van khach hang st
H3: Nang luc phuc vy 0365 | 3976 1 dung sin pham it kiém ph hgp nhat,

: — Ve sy tin cdy: Pam bao cung cdp
H4: Sy déng cam 0,175 19,06 3 dich vu TGTK dédp éng ding nhitng gi
H5: Phuong tién hiiu hinh 0,204 22,22 2 giGi thi€u, cam k&t véi khach hang.

Ta'ng 0,918 100,00 Cu thé), Cﬁn nﬁng cao kié,l’l thac nghlép

Nguédn: Phan tich dit li¢u ciia tdc gid

hai trong nghién cttu. Ngian hang nén diy nhanh
qué trinh hién dai héa cong nghé ngdn hang, hé
thong thong tin ngan hang theo ti&n trinh hoi nhap,
khai thac hiéu qud cong nghé. Bén canh d6, cin
nang cap cd sd vat chit nhim gitp cho khach hang
nhan thay rd sy vitng manh vé tii chinh, sy an toan
va thodi mdi trong giao dich va sy chuyén nghiép
ctia ngdn hang.

Vé su dong cam: ngin hang cAn quy dinh, huéng
din va do tao nhan vién ludn thyc hién cong viéc
nhanh chdéng, ding han, nhiét tinh gidp d& khach
hang khi ¢6 thic mdc va phdi trd 15i thda ding.

vu va khd ning tu vin clia cdn bo,
tranh tao ra sy hi€u 1dm, bic xidc cho
khach hang do khdng dugc cung cip
day di thong tin can thi€t khi gt ti€t kiém, tr d6
dnh hudng x4u dén thuong hiéu, uy tin cia ngin
hang ciing nhu suy gidm sy tin cidy cua khdch
hang. Bdo mat thong tin khdch hang bing viéc
dao tao cho doi ngii nhan vién nhan thitc diy dd
cdc quy dinh vé bido mat thong tin khdch hang,
nang cao dao ditc nghé nghiép, trang bi cdc phan
mém bio mat uy tin nhim gidm thi€u rdi ro ro ri
thong tin ca khdch hang, chd trong céng tic tuw
van, huéng din, cdnh bdo rdi ro cho khdch hang
khi kh4ch hang st dung cdc sdn pham tién gii tit
ki€ém Online ®
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ABSTRACT:

This study explores the factors affecting the quality of savings services of Vietnam Bank for
Agriculture and Rural Development (Agribank) - Vinh Long City Branch for individual customers.
The study conducts a survey of customers who have opened saving accounts at Agribank - Vinh
Long City Branch. The study finds out that there are five factors affecting the quality of savings
services for individual customers, namely: Reliability, Responsiveness, Service capacity, Empathy
and Tangible Means. This study proposes some recommendations to help Agribank - Vinh Long
City Branch improve the quality of its savings services for individual customers.

Keywords: service quality, savings, individual customers, banks, Agribank - Vinh Long City
Branch.
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