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TOMTAT:

Nghién citu dugc thuc hién nhim xédc dinh cdc nhan t6 4nh hudng dén sy hai 1ong cta khich
hang vé dich vu thé cia Ngan hang Vietcombank (VCB) tai Pa Ning. K&t qua nghién ctu cho
thay, miic do 4nh hudng clia cdc nhan t6 theo thit ty tir cao xudng thap nhu sau: sy hitu hinh, sy tin
ciy, chi phi, sy ddp ting va su cam thdng. Trén co s§ két qua nghién cu, tic gid dé xuit mot s6

gidi phdp gitip Ngan hang VCB ba Néng céi thién mdc do hai long clia khich hang st dung dich
vu thé clia ngan hang, nhu: ci thién may ATM, cdi thién chit lugng dich vu khich hang, dao tao
ddi ngii nhan vién, c6 céc chinh sach wu dai cho khdch hang than thiét.

Tu khéa: sy hai long, dich vu thé, Vietcombank Pa Ning.

1. Diit van dé

Ngan hang TMCP Ngoai thuong Viét Nam la
ngan hang thuong mai diu tién § Viét Nam trién
khai dich vu thé - dich vu thanh todn khéng ding
tién mit. Ngan hang c6 sadn phdm thé da dang, chap
nhén thanh todn cd 7 loai thé ngdn hang thong dung
trén th€ gidi mang cdc thuong hiéu: American
Express, Visa, MasterCard, JCB, Diners Club,
Discover va UnionPay.

Hién nay, trén dia ban TP. Ba Ning c6 hon 50
ngan hang thuong mai. T4t cd cdc ngdn hang nay
déu c6 dich vu thé, khi€n cho su canh tranh trén
thi trudng ngay cang gay git. Viéc thudng xuyén
ddnh gid chat lugng dich vu clia ngan hang 1a hét
sttc can thi€t d€ nang cao hon nita kha ning ddp
tng nhu cAu ngay cang cao clia khidch hang. Vi
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vay, bai vi€t chon dé tai nghién cttu cdc nhin t&
4nh huéng t6i sy hai long ctia khdch hang vé
dich vu thé ctia Ngidn hang Vietcombank tai
TP. ba Ning.

2. M6 hinh nghién citu

2.1. Cdc nghién ciiu trudc vé sy hai long doi véi
dich vu thé tai ngdn hang

Islam va cdc cong sy (2005) da thyc hién
“Nghién cttu mtic do théa man cta chi thé ATM
clia ngan hang HSBC & Bangladesh” cho thdy mdi
quan hé quan trong ctia chat lugng dich vu ATM va
su hai long cia khach hang. Nghién ctu xdc dinh
céc y&u t8: vi tri, sy phan hdi clia nhin vién, chat
lugng gid'y clia tién t&, phan phoi thé kip thdi va
hoat dong mdy ATM c6 lién quan mat thiét dén syt
hailong cia khach hang.
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Dilijonas vd cdc cdng su (2009) v6i dé tai
“Nghién citu cdc y&u to can thiét clia chat lugng
dich vu ATM tai Baltic” da xdc dinh cdc yéu to:
ngudn lyc cin thiét (dG s6 lugng may ATM, dia
diém thuan 1gi va an toan, hé thong than thién vdi
ngudi sit dung), hoat ddng ATM ( t6c d nhanh, it
15i, thdi gian hoat dong lién tuc,...); v cdc yéu to
dua trén gid tri (chat lugng dich vu véi chi phi hop
ly, t6i da héa nhu ciu cta khich hang) 12 nhitng
y&u t& quan trong.

Lé Thanh Dirng (2009) thuc hi€én nghién cttu
“Pédnh gid mic d6 hai long ctia khdch hang st
dung dich vu th& ATM tai Ngan hang Pong A
Can Tho” da tim ra 5 nhan t§ tdc dong d&€n mic
d6 hai long ctia khdach hang, d6 1a: sy tin cay,
su ddp dng, su déng cdm, cich phuc vu va sy
httu hinh.

Nguyén Thi Bdo Ngoc (2015) véi nghién citu
“Cdc nhin td6 d4nh hudng dén sy hai long cda
khdch hang st dung dich vu thé ciia Ngan hang
Techcombank chi nhanh Vinh Long” da tim va
phan tich cdc nhan t6 4nh hudng dé€n mirc dd hai
long clia khdch hang gdm: mang 1u6i, su cdm
thong, phuong tién hitu hinh, gid cd va sy tin cdy.

Tran Hdéng Hai (2014) thyc hién “Nghién
cttu cdc nhin t6 4nh hudng dén sy hai long cia
khdch hang st dung dich vu thé ATM cta ngin
hang TMCP Ngoai thuong chi nhanh Vinh Long”
cho thdy cdc y&u t6 4nh hudng sy hai long cia
khdch hang, gom: gid cd, mang ludi, sy dong
cdm, do tin cay.

2.2. M6 hinh nghién ciiu dé xudt

Dya trén cdc nghién ctu trén va thdong qua
phuong phdp phéng van chuyén gia, tic gid tién
hanh xay dung mo hinh. (Hinh 1)

Hinh 1: Mé hinh nghién ciu dé xudt
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Gid thuyét HI: Su tin cdy dnh hudng tich cuc
dén su hai long ciia khdch hang sit dung dich vu
thé VCB.

Gid thuyét H2: Su ddp ting dnh hudng tich cuc
dén sy hai long ciia khdch hang sit dung dich vu
thé VCB.

Gid thuyét H3: Sw dong cdam ciia khdch hang
dnh hudng tich cuc dén sy hai long ciia khdch hang
sit dung dich vu thé VCB.

Gid thuyét H4: Su hitu hinh dnh huéng tich cuc
dén su hai long ciia khdch hang sit dung dich vu
thé VCB.

Gid thuyét H5: Chi phi dich vu dnh hudng tich
cuc dén sy hai long ciia khdch hang sit dung dich
vu thé VCB.

3. Phuong phap nghién ciu

3.1. M&u nghién ctiu va thu thap dit ligu

Béng cau hdi khdo sat dudc phat truc ti€p dén
cic khich hang st dung thé VCB Pa Ning. So
lugng miu dugc tinh dwa vao ly thuyét clia The
Hari, Anderson, Tatham va Black (1998). Tuy
nhién, d€ han ch€ sai s6t, hu hdng trong qua trinh
thu thap dit liéu va ting do tin ciy, nghién cifu ti€n
hanh khdo s4t 300 bang ciu hdi va thu vé 240 bang
tra 15i hgp 1€.

3.2. Phuong phdp xit ly dit li¢u

S6 lieu thu thap dugc sau giai doan khio sit s&
dugc ti€n hanh kiém tra, loai bd cdc bang khio sit
khong dat yéu ciu. Toan bd dif liéu thu dudc sé&
dudc ma héa, nhap liéu, x 1y va phan tich bing
cong cu SPSS 22.0.

4. K&t qua nghién ciiu

4.1. Ki¢ém dinh Cronbach’s Alpha

K&t qué phan tich do tin cdy Cronbach’s Alpha
tai Bdng1 cho thdy, sau khi da loai 4 bi€n quan sit,
mo hinh chi con 25 bi€n quan sit dim bdo do tin
ciy, tuong ng 5 nhan & ddc lap, ti€p tuc sit dung
cho phan tich ti&p theo.

4.2. Phan tich nhén to'khdm phd EFA

4.2.1. Kiém dinh tinh thich hop ciia moé hinh phan
tich nhdn t6' EFA

K&t qua tai Bdng 2 cho thdy, chi s6 KMO c¢6
gid tri bing 0.868 thda min diéu kién 0.5 < KMO
< 1 nén phin tich nhin t6 khdm ph4 12 phu hdp
v6i dit liéu thuc t€. Bén canh d6, mitc y nghia ciia
kiém dinh Bartlett sig = 0,000 < 0.05, dt cd s& bac
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Bdng 1. Kiém dinh Cronbach’s Alpha

Nhan t& Cronbach’'sAlpha | S&bién quan sat
Tin cay 0.784 4
Dap ting 0.821 5
DBo6ng cam 0.586 3
Chi phi 0.724 4
Hiu hinh 0.764 4
Hai long 0.887 5

Nguén: Két qud phan tich SPSS tix dit liéu
thu thdp dvoc, 2023

Bdng 2. Chi s KMO va Barlett

Kaiser-Meyer-Olkin Measure 868
of Sampling Adequacy.
Bartlett's Approx. Chi-Square 2079.698
Test of df 253
Sphericity Sig. 000

Nguén: Két qud phan tich SPSS tix dit liéu
thu thdp duoc, 2023

bd gid thuy&t HO cho ring cdc bi€n quan sdt c6
tuong quan véi nhau trén pham vi tdng thé.

4.2.2. Kiém dinh nhdn t6 khdm phd

K&t qud tir Bdng 3 cho thay, cdc hé s6 tdi nhan
t6 déu 16n hon 0.5, va khong c6 trudng hgp thang do
nao c6 hé sd tai cling 16n hon 0.5 va chénh 1éch nhé
hon 0.3. Nén cdc nhan t6 ddm bdo dudc gia tri hoi
tu va phan biét khi phan tich EFA. Vi vdy, sau khi
phan tich khim phd EFA thi cdc nhin t& doc lap
nay dudc giit nguyén dé thuc hién cic phan tich
ti€p theo.

4.3. Két qua phan tich hoi quy tuyén tinh da bién

4.3.1. Kiém dinh mitc dé mitc dé gidi thich ciia
mo hinh

K&t qud tai Bdng 4 cho thdy, gid tri R? hiéu
chinh = 0.536 cho thiy, nim bién doc 1ap dua vao
chay hoi quy giéi thich 53,6% su bién thién cia
bién phu thudc, con lai 46,4% 1a do c4c bi€n ngoai
md hinh va sai s6 ngiu nhién.

4.3.2. Kiém dinh cdc gid thuyét ciia mé hinh
nghién ciiu

K&t qua tai Bang 5 cho thdy, gid tri Sig déu nhé
hon 0.05, chitng t6 cdc bién déu c6 y nghia trong
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md hinh. Bén canh d6, VIF déu nhd hon 2, nén
khong c6 hién tugng da cong tuyén xay ra. T k&t
qua & trén, tac gia xay dung dugc mo hinh sau:

Hailong = 0.241*Hitu hinh

+ 0.214*Tin cdy
+0.186*Chi phi
+0.163*Ddp iing
+0.116*Cam thong

4.4. Mot 56 gidi phdp dé xudt

Tur k&t qua nghién cifu, tic gid dé xuat mot sd
ki€n nghi nhim ting sy hai 1ong clia khach hang
st dung dich vu thé VCB:

Budng mdy ATM cain thudng xuyén dugc vé
sinh sach s€, thodng mdt va dudc trang bi camera
quan sat, thi€t bi chong trom. Hé thong ATM clia
VCB dugc ki€m tra dinh ky dé may cé thé€ ludn
hoat dong t6t trdnh cdc trudng hgp may nudt thé
ctia khdch hang, mdy hu, hét tién,..

PAu tw phAn mém cong nghé hién dai dé xit ly
chinh xdc, nhanh chéng, an toan, bdo mat thong
tin ctia khach hang. Ngan hang cin thudng xuyén
dao tao, bdi dudng, tip huin k§ ning cho nhin
vién nghiép vu dé xit Iy sai x6t, vuéng mic, khi€u
nai ctia khach hang.

Khach hang st dung dich vu cia ngdn hang xem
y&u t6 chi phi 1a quan trong nhat 4nh hudng dén su
hai 1ong khach hang nhung mic d6 thda man hién
nay ctia ho khong cao. Ngan hang cin xem xét dua
ra cdc chinh sdch: mi€n ho#c gidm cac loai chi phi
stt dung thé ATM cho khach hang nhu phi phat
hanh thé, phi thudng nién, phi rit tién, phi chuyén
tién ndi mang,... theo 16 trinh sau khi da thu hdi
dudgc 1 phan von dau twban dau. Bén canh d6, ngan
hang cin x& 1y nghiém trudng hgp cdc don vi chap
nhén thé thu thém chi phi cia khach hang.

Ngan hang cAn dao tao doi ngii nhin vién c6
ddy du ki€n thitc chuyén mon va kinh nghiém dé
c6 thé gidi ddp cdc thic mic cia khach hang va
phuc vu khach hang mdt cdch tan tAm, bd phidn
chim s6c khich hang thé cia VCB cin tich cuc
gidi quy€t kip thdi phdn dnh khdch hang qua
dudng day néng. Cac quy dinh, tha tuc lam thé
méi, cip lai thé, chuyén ddi thé,... sé thay d6i sao
cho nhanh chéng va don gidn tranh lang phi thdi
gian ctia khach hang.

D6 v6i vi tri dit mdy ATM, trdnh viéc dit &
noi khong thuin ti€n, khong an toan, khong phuc
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Bdng 3. Ma trdn xoay

Nhan to

1 2 3 4 5

Mang luéi may ATM rong khap, thuan tién, d&tim. .891

Dich vu thé c6 tich hgp nhiéu dich vu tién ich khéc. .786

Méay ATM clia VCB ludn hoat déng 24/7. 721

Méay ATM ludn du tién mat. 674

Céac quy c?!nh, thd tuc lam thé mdi, cap lai thé, chuyén ddi thé,... nhanh chong 636

va don gian.

Mau ma thé da dang, dep va bat mat. 916
Giao dién clia may ATM thé hién day di cac muc chon anh/chi thay can thiét. 719
M{éyA‘\TM clia VCB hoat dong 6t (it xay ra hién tugng nuét thé, may hu, may 200
héttién...).

Budng may ATM sach sé, thoang mat va dugc trang bi camera quan sét, thiét by 694

chdéng trém.

Ngéan hang VCB cung cép tién ich thé ding nhu cam két.

91

Ban cam thay an tam khi sti dung thé clia Vietcombank.

697

677

Ngan hang bao mét t6t théng tin ca nhan clia Anh (Chi).

661

Mic tién duy tri thé 1a hgp Iy.

830

Lai suét cho vay qua thé clia VCB la pht hgp.

.698

Céc loai chi phi thé (hang nam, rut tién, chuyén tién, thanh toan, mg thé,...)
ctia VCB ap dung hap Iy.

675

Lai suét tién glii qua thé clia VCB cao hon mic 13 gui tai quéy va canh tranh
véi cac ngan hang khac.

611

Nhan vién VCB tu van nhiing diéu khoén c6 Igi cho khach hang.

824

Khach hang dong y x&p hang st dung dich vu thé VCB vao cac ngay cao diém.

673

Nhan vién VCB hiéu rd nhu cau khach hang.

635

Nguon: Két qud phan tich SPSS tir dit liéu thu thap duoc, 2023

BAng 4. Kiém dinh miic dd gidi thich ctia mé hinh

Model Summary®

Model R R Square Adjusted R Square Std. Error of the Estimate Durbin-Watson

1 .669° .548 .536 64832 1.736

Nguén: Két qud phan tich SPSS tix dit liéu thu thap duoc, 2023
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BAng 5. Hé s& md hinh hdi quy

Coefficients?
Model Unstandardized Coefficients | Standardized Coefficients . Sig. Collinearity Statistics
B Std. Error Beta Tolerance VIF
(Constant) .265 .250 1.057 292
DU A74 .064 163 2.711 .007 .654 1.529
HH 252 .059 241 4.307 .000 .752 1.330
1 TC .206 .056 214 3.688 .000 .699 1.431
CP 194 .063 .186 3.097 .002 .656 1.525
CT AN .056 116 1.981 .049 .687 1.456

vu t6t cho khdch hang mdi khi d&€n giao dich va
ludn d&dm bdo lugng tién mit trong may. Ngoai
ra, viéc mic déng phuc va tic phong giao dich
clia nhan vién cling cin phdi chi trong. Piéu nay
s& khi&n cho khdch hang ¢6 cdm gidc than thién
va yén tam hon khi giao dich v6i ngdn hang.

Nhan vién phdi thudng xuyén quan tdm, chim
s6c khach hang, tao cho khach hang vui vé, than
thién hon va qua d6, giip ngan hang hi€u thém
dugc nhu cau, mong mudn ctia khach hang d€ c6
thé ddp tng dudc mot cach tron ven, diy di nhat
va ban thém cdc sdn phdm dich vu gitip gia ting
doanh thu, I¢gi nhuan cho ngan hang.

Ngin hang phdi cé chinh sich wu dai cho
khach hang than thi€t, khdch hang ldu nim, khdch
hang VIP nhan dip cdc ngay 1& 16n, sinh nhat
khdch hang (mién phi dich vu thé, gidm gid trén
héa don mua hang, quay s& tring thudng...).

TAILIEU THAM KHAO:

Nguon: Két qud phan tich SPSS tix dit liéu thu thdp dugc, 2023

5.Ké&tluan

Bai viét nghién cttu c4dc nhan & 4nh hudng t6i
sy hai long ctia khach hang vé dich vu thé cia
Ngan hang Vietcombank tai TP. Pa Ning. K&t qua
nghién cttu cho thiy c& 5 nhan t6 déu c6 tdc dong
16n dén sy hai long clia khach hang st dung dich vu
thé VCB, miic do tic dong theo chiéu gidm din nhu
sau: 1) sy hitu hinh; 2) sy tin ciy; 3) chi phi; 4) sy
d4p ting va 5) su cAm thong. Pdng thdi, nhim ting
su hai long ctia khach hang st dung dich vu thé
VCB, tic gid dé xudt mot s§ gidi phdp, nhu: cdi
thién may ATM, céi thién chdt lugng dich vu khich
hang, dao tao doi ngli nhan vién, c6 cdc chinh sich
wu ddi cho khdch hang than thi€t. T k&t qua
nghién ctu va d& xuit nay, hy vong Ngin hang
Vietcombank tai TP. Pa Nfing sé tham khao d€ c6
nhiéu cai ti€n va thu hit dugc nhiéu khach hang
hon nita trong thdi gian tgi M
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A STUDY ON THE FACTORS AFFECTING
THE SATISFACTION OF CUSTOMERS WITH
THE CARD SERVICES OF VIETCOMBANK
-DA NANG CITY BRANCH
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ABSTRACT:

This study determines the factors affecting the satisfaction of customers with the card
services of Vietcombank - Da Nang City Branch. The study finds that there are several factors
affecting customer satisfaction. These factors, listed in descending order of impact level, are:
tangibles, reliability, cost, responsiveness, and empathy. Based on the study’s results, some
solutions are proposed to help Vietcombank - Da Nang City Branch improve customer
satisfaction with its card services. These solutions include ATM improvements, customer
service improvements, staff training, and preferential policies for loyal customers.

Keywords: satisfaction, card service, Vietcombank - Da Nang City Branch.
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