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MOI QUAN HE GIITA C H A T Ll/ONG DICH VU NGAN HANG DIEN TU" VOI 

SU THOA MAN VA LONG TRUNG THANH CUA KHACH HANG d VIET NAM 

Ti-̂ n Diic Thdng*, Ph^m Long** 

Chdt lugng dich vti la mpt trong nhiing nhdn to quan trgng quyit dinh su thdnh cong hay 
thdt bgi aia cdc ngdn hdng. De dgt dugrc vd duy tri lgi thi cgnh tranh trong thf tnrong djch vy 
ngdn hdng dipn tii, cdc ngdn hdng cdn phdi xdc dinh ddu la thuac do chat lugng djch vu khdch 
hdng vd tdc dgng eda no len chdt luong tong the dich vu, stf thoa mdn vd long trung thdnh eda 
khdch hdng. Bdi viit ndy nghiin ciru moi quan hp giiia chdt lugmg dieh vu ngdn hdng dipn tic 
vai stJ[ thoa mdn vd trung thdnh cua khdch hdng trong boi cdnh Vipt Nam, tren ca s& do di xudt 
mgt so gidi phdp cho cdc ngdn hdng thirang mgi trong chiin lugrc kinh doanh ctia minh. 

Tir khoa: chdt lugng dich vu ngdn hdng difn tii, su thda man, ldng tnmg thanh 

1. Gidi thifu 

Dich v\i ngan hdng difn tir cd thi mang lai cho cd 
cdc ngdn hdng vd khdch hdng nhieu lgi ich khac 
nhau (Broderick&Vachirapompuk, 2002). Ngdn 
hdng difn tii giiip giam chi phi do gidm dugc s6 
lugng nhan vien, chi nhdnh vdn phdng, vd cdc co sd 
vat chat khac trong khi vdn duy tri chat lugng dich 
vy khdch hdng d miic cao. Dieu nay cd the t^o dieu 
kifn thudn lgi cho cdc ngan hang trong vifc cung 
cdp cac dich vy cho khdch hdng vdi chi phi thap hon 
vd thu dugc lgi nhudn cao ban so vdi cdc dich vu 
ngan hdng truyin thing (e.g. Gerlach,2000; Jun& 
Cai, 2001). 

Vi v^y, de khai thde lgi thi ciia ngdn hang difn hi, 
hdu hit cdc ngan hang da ddu tu rat nhilu cho co sd 
ha tang difn tii vd cung cap cho khdch hang ciia hp 
thong qua nhiSu kenh phdn phoi dich vu hifn dai. 
Tuy nhien, m^c dii nhilu ngan hang da ddu tu manh 
vdo vifc ndng cao chat lugng dich vy ngan hdng 
difn tli, hp van chua theo kip nhu cau vd ky vpng 
ngdy mpt tang ciia khach hdng, va dang phdi ddi mat 
vdi rat nhieu khd khdn hong chiln luge kinh doanh. 

De thdnh cdng trong mpt ITnh vyc cd miic do 
c ^ tranh cao nhu ngan hdng difn tir, cdc ngan 
hang phdi cung cdp cho khach hdng djch vu vdi chdt 
lugng cao (MefFord,1993). Muon Idm dugc dilu dd. 

cdc ngan hdng phai nam dugc cdc deu chi ndo dugc 
cdc khdch hdng sii dung de danh gia chit lugng dich 
vy ngdn hdng. Tr6n co sd dd, ngdn hdng mdi cd thi 
cd cdc giai phap thich hgp vd hifu qud, nhdm nang 
cao chdt lugng dich vy ngdn hdng difn tu, t^o su 
thda man vd ldng trung thanh ciia khdch hdng. 

Cho dSn nay, da cd mdt s6 cdng trinh ngliiSn ciiu 
cac tieu chi danh gid chat lugng dich vy khdch hdng, 
su thda man vd tnmg thdnh ciia khdch hdng trong 
bdi cdnh ngan hdng truyen thong, bdi cdnh md cdc 
giao dich ngan hang chii ylu dugc Uiyc hifn hue 
tiep giiia khdch hang va nhdn vien ngdn hang (Bau-
mann, Burton & Elliott, 2005; Beerli, Martin & 
Qumtana, 2004; Calik and Balta, 2006; Ehigie, 
2006; Veloutsou, Daskou & Daskou, 2004). Tuy 
nhien, rdt it nghien ciiu dugc dua ra trong mdi 
trudng ngan hang, noi md kenh phan phoi va lien lac 
dau tien khong phdi la thong qua giao tilp tryc tilp 
giiia con ngudi (Flavian, Torres&Guinaliu, 2004; 
Jabnoun & AI- Tamini, 2003; Jun & Cai, 2001; 
Maenpaa, 2006; Siu & Mou, 2005). Nhiing nghidn 
Cliu ndy dugc thuc hifn trong bdi cdnh Cdc nudc 
Chau Au va Bde My (Pikkarainen, 2006) vd sau do 
dugc md rpng sang cdc khu vî c khde bao gom cac 
nudc mdi phdt triln vd dang phdt triln, nhu Singa
pore, Ddi Loan, Malayxia vd Thdi Lan (Jaruwachi-
rathanakul & Fink, 2005). 
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O Vift Nam ciing cd mgt sd cdng trinh nghien 
cihi ve ch4t lugng dich vy nhu n^ien cftu cua 
Nguyin Dhih Thg & Nguyen Thj Mai Trang (2003) 
nghien ciiu vl do tudng chat lugng dich vu sieu th|; 
nghifn ciiu cua Pham Anh Tuin (2008) nghien ciiu 
tac dgng cua nhan to thuong hifu din ldng trung 
thdnh cua khdch hdng sii dyng difn thoai di dpng, 
nghien ciiu ciia Nguyin Duy Thanh & Cao Hao Thi 
(2011) nghifn ciiu vl md hinh chap nh§n vd su dung 
ngan hdng difn tu tai \^f t Nam... Cdc cdng trinh nay 
hogc da nghiSn ciiu ve chdt lugng dich vu, su thda 
man, ldng tmg thdnh nhung khdng phai trong mdi 
tnidng ngan hdng, hoac nghi€n ciiu ve djch vu ngdn 
hdng difn tii nhung tdp trung vao cdc dilu kien de 
dp dyng djch vy ndy tai Mft Nam. 

Trong nghiSn ciiu ndy, tdc gia xay dyng vd kilm 
djnh md hinh nghiSn cihi ve mdi lien hf giua chdt 
lugng djch vy ngdn hdng difn ttr vdi su thda man vd 
trung thdnh ciia khdch hdng tgi Vift Nam. 

2. T6ng quan co sd 1̂  thuylt 

2.1. Chdt liegrng dfch v(f ngdn hdng dipn tu-

Chdt lugng dich vy Id miic dp ma mpt djch vy 
ddp ling dugc nhu cau vd sy ky vgng cua khdch 
hdng (Asubonteng & cpng sy, 1996). Theo Parasur-
aman & cpng sy (1985,1988), chat lugng djch vy Id 
khodng cdch giiia sy mong dgi ciia khdch hdng vd 
nh^n thiic cOa hp khi da sii dyng dich vy. 

De nang cao chat lugng dich vy thi vifc xdc dinh 
cdc tieu chi ddnh chat lugng dich vy Id rat quan 
trpng. Jun & Cai (2001) da phdt trien 17 tieu chi 
ddnh gid chit lugng djch vy ngan bang dien tii: sdn 
phdm da dgng/tinh nang da dgng, dp tin cay, dap 
img nhanh, ndng lye, Hch sy, sy tin nhifm, truy cap, 
truyin thdng, thIu hilu khdch hdng, hgp tac, cai tiln 
li€n tyc, npi dung, tinh chinh xdc, dl sii dyng, diing 
thdi han, tinh tham my, vd an todn. Cdc tac gia cho 
rdng cd ngan hdng difn tii vd ngdn hang truyin 
thong diu cung cap dich vu ndn tap trung vdo cdc 
tidu chi Id khd ndng ddp iing nhanh, do tin cgy vd t ic 
df truy cgp. 

Polatoglu & Ekin (2001) dilu tra sy c b ^ nhgn 
ciia ngudi tieu diing d Tho NhT Ky "ddi vdi djch vu 
ngdn hdng difn tii ngdn hdng difn hi vd phdt hifn ba 
thufc tinh md cd kha nang dnh hudng den chdt 
lugng ciia djch vy ngdn hdng difn tii nhu dg tin cay, 
tic df truy cgp va tilt kifm. 

Ngodi ra, Broderick & Vachirapompuk (2002) 
xdc dinh nam tieu chi chinh anh hudng co ban den 
chit lugng djch vy: sy mong dgi cua khdch hdng ve 
djch vy, hinh dnh vd uy tin ciia don vj td chirc dich 
vy, cdc mdt cua thiit Igp dich vy, khd khdn thuc t l 

ciia dich vu vd sy tham gia ciia khdch hang. Cdc tdc 
gid ciing luu y rang trong sd nhiing tieu clii ndy, 
thiet lap dich vy vd su tham gia ciia khach hdng cd 
tdc ddng hue tiep nhdt len ddnh gid d}ch vy. 

Flavian, Tores & Guinaliu (2004) da phat bifn ra 
bdn tieu chi nhu truy cap vdo dich vy, dich vy cung 
c ^ , bdo mat, va danh tieng, dugc thiia nhdn da tgo 
dyng dugc hinh dnh cfao ngdn bdng difn tii va chdt 
lugng dich vu cua ngdn hdng difn tii. Jayawardhena 
(2004) ciing xdc dinh 4 tieu ctii chdt lugng la giao 
difn trang web, sy tin tudng, sy chu y, vd dg tin c$y 
bdng each su dyng quy md SERVQUAL da chinh 
sua. 

Tuong tu nhu vdy, Bauer & Hammerschmidt 
(2005) de xuat 6 tieu cbi mang lai chat tugng dich 
vy ciia cong thdng tin ngan bang difn tii: bao mgt, 
tin cay, dich vy bd sung, gid tri gia tang, hd trg giao 
dich, va ddp ung nhanh. 

Siu & Mou (2005) da dilu chinh e-SERVQUAL 
khi do ludng chat lugng dich vu ngan hdng difn tOr 
Hong Kdng. Cdc tdc gid cd sir dyng phuong phap 
phdn tich nhdn to, phat hifn ra bon tieu chi Id dp tin 
cay, hieu qua su dyng, bao mat, va xii Iy sy co. 

Gdn ddy hon, Maenpaa (2006) da xem x6t hdng 
logt cdc tdi lifu vd cdc phdn tich dinh lugng, phdt 
triln 7 tiSu chi mang lai chit lugng dich vy ngdn 
hdng difn tii: t hu^ tifn, bdo ddm, tinh tr^ng, cdc 
tinh nang phy trg, tai chinh cd nhdn, dau tu, vd tham 
dd. NghiSn ciiu tiep tuc cho thay rang cdc ngan hdng 
cung cdp cac dich vy ngan hang difn tii can phdi tgp 
trung hon vdo cdc nhdm khdch hang tre, nhiing 
khdch hdng tiem nang trong tuong lai. 

Pikkarainen vd cpng sy (2006) da tap trung thyc 
bien cdc dich vy ngdn hdng difn tir dya tren quan 
dilm bai Idng cua ngudi sir dyng mdy tinh. Cac tac 
gia lap lugn rang 3 ti€u chi la npi dung, de sii dyng, 
vd dp chinh xdc Id co sd viing chac doi vdi vifc do 
ludng sy tiida man ciia ngudi diing mdy tinh doi vdi 
ngdn hdng difn tu. 

2.2. Sir thda mdn cua khdch hdng 

Sy tiida man ciia Idiach hdng Id mft tien de quan 
trpng tao nen Idng tning thdnh khdch hang. Sy thda 
man la phan iing ciia khdch hdng khi dugc ddp iing 
mong mudn (Oliver, 1997), Id phdn img cua khach 
hdng vl sy khac bift giua mong muon vd mire df 
cdm nhdn sau khi sii dyng sdn pham, dich vy (Tse & 
Wilton, 1988). Sy thda man Id cdm xuc ciia mft 
ngudi, dd Id niem vui hay sy that vgng tir vifc so 
sdnh ket qua nhgn dugc tir san phdm, dich vy so vdi 
sy ky vpng cua hp (Kotler, 2000; Jamal va Kamal, 
2002; Kotler & Lin, 2003). Sy thda man cua khdch 
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hdng Id mpt qua trinh tam Iy cua vifc danh gid ket 
qud nhdn dugc so vdi su ky vgng (Egan, 2004). 

Sy thda man cua khdch hdng cd thi ddn den viec 
cd thi gift chdn khdch hang vd do dd mang lai lgi 
nhugn cho mgt t l chiic (Jamal & Kamal nam 2002; 
Egan, 2004). 

Theo Parasuraman vd cdng su (1993), giua chat 
lugng djch vu va sy thda man khdch hang ton tgi 
mpt sd khde bift, dilm khde bift co ban la vdn dl 
"nhan qud". Cdn Zeithahn & Bitiier (2000) thi cho 
rdng sy thda man ciia khdch lidng bi tdc dgng bdi 
nhieu ylu td: chat lugng dich vy, chdt lugng sdn 
phdm, ylu td tinh hudng, gid ca, yeu td ca nhan. Tuy 
giiia chit lupng dich vy va su thda man cd quan hf 
vdi ntiau (Cronin & Taylor, 1992) nhung cd it 
ngtiien ciiu tdp tnmg vao vifc kiem Ira muc dd gidi 
tliich ciia cdc thdnh phdn chit lugng dich vy doi vdi 
sy thda man, dgc bift cho tung ngdnh dich vu cy the 
(Lassar& cfng sy, 2000). 

Theo Gummerus vd cdc cgng sy (2004), su thda 
man ciia khdch hdng cd mdi tuong quan duong vdi 
ldng tnmg thdnh trong cdc dich vy truyen thing vd 
Id mgt tieu chi ddnh gid vl kit qud dat dugc ciia mft 
doanh nghifp. Trong mdi trudng true tuyIn, sy thda 
man cd mft tdc dfng manh me hon doi vdi ldng 
trung thanh so vdi tren thyc tl, vi tim kilm cac nhd 
cung cip thay thi trSn thyc t l se mat chi phi hon 
nhiSu. 

2.3. Long trung thdnh cua khdeh hdng 

Ldng trung thdnh Id thugt ngu dugc su dung vd 
Igm dyng nhieu. Mac dii dugc su dyng rpng rai, 
nhung cdc tdc gid chua dinh ngtua dugc thugt ngu 
ndy, din tdi su thilu ddng nhat trong cdc ly thuydt 
marketing. Gid dinh phd biln la Idng tnmg thdnh cd 
the chuyen doi thdnh vd vdn hanh vi mua hdng lap 
lai tii cimg mgt nhd cung cdp trong mpt khoang thdi 
gian nhit dinh (Dick & Basu, 2001). 

Ldng trung thdnh cua khach hdng vd khd ndng 
sinh lgi cd moi quan he chat che. Viec tang lgi 
nhugn tir ldng trung thdnh khdch hdng Id kit qud ciia 
vifc gidm chi phi marketing, tang doanh thu va 
giam chi phi kinh doanh do cdc khdch hang trung 
thdnh thudng it khi chuyin sang sir dung sdn pham 
khde khi gid cd thay ddi vd hp thudng mua nhieu 
hon cac khdch hang khde (Reicbheld & Sasser, 
1990). 

Cd 3 Phuang phap tilp can chinh de nghien cim 
sy trung thanh ciia cdc khach hdng: cdc phuang 
phdp tiep c ^ hdnh vi, phuang phdp tiep can thai do 
va phuang phdp cdch tilp can tdng hgp (Oh, 1995). 
Phuong phdp tdng hgp cd tinh den cd biln hanh vi 

va thdi dg, dl tao Ithai niem rieng ve su trung tiianh 
ctia khdch hdng 

"Hdnh vi trung thdnh" thudng thi hifn d sd 
lugng hdng mua, tin suit nhung Idn mua hdng vd 
vifc chuyin sir dyng thuang hifu (Allen vd Meyer, 
1990; Oliver, 1997). 

"Thai df trung thdnh" Id tdng hgp cdc 0 tiiich vd 
quyin uu tidn mua hdng cua khdch Iidng dl quylt 
dinh miic df ciia long tiimg thanh (Egan, 2004). 
Khdch hdng trung thanh v l mat "thai dd" thudng it 
khi chip nhdn cdc thdng tm tieu cue vl thuang hifu 
ban Id cdc khdch hang khac (Ahluwali va cdc cfng 
sy, 1999), it cd dgng ca tim kilm dich vy thay thi 
khde tiidm chi ngay cd khi hg rit that vgng (Dick vd 
Basu, 2001), va cd xu hudng qudng cao bdng mifng 
nhanh vd tich cyc vl nhimg dgc tinh tdt ciia dich vy, 
su dyng cdc dich vy bd sung va clidp nlian miic gjd 
phil hgp (Gremler vd Brown 1999). 

Cdc nghien ciru trudc cho thiy giua sy thda man 
cua khdch hang cd tdc dgng tdi Idng tnmg thdnh eda 
khdch hang (Dick & Basu, 1994; Lee & 
Cunningham, 2001). Khdch hdng da thda man d 
muc dp cao thudng duy tri quan hf vdi vdi cdc nhd 
cung cap hifn tai ciia hp va lap lai hdnh vi mua hang 
ciia hp. 

2.4. Md hinh vd gid thuyit nghien cUu 

Tr8n co sd nghien ciiu tong quan vd tinh hinh 
thyc t l dich vu ngdn hang difn tii tai Vift Nam, mo 
hinh nghien c i ^ mdi quan hf giiia chat lugng dich 
vy ngdn hdng difn tir vdi su thda man va trung thanh 
cua khdch hdng dugc xay dyng nhu lunh 1. 

Tii hinh I, mpt he thdng gia thuyet dugc phdt 
tridn nhu sau: 

HI. Chdt lugng dich vti ngdn hdng dipn tir vd 
chat lugng dich vu ngdn hdng dipn tti tong the co 
moi tuong quan dtrang. 

H2. Chat luong hi thong thong tin dipn tU vd chat 
Iiegng dfch vu ngdn hdng dien tir tong thi co moi 
tuang quan duang. 

H3. Chdt lugmg dich vti sdn phdm eda ngdn hdng 
vd chat lugmg dich vti ngdn hdng dipn tU tong the co 
moi tuang quan duang. 

H4. Chat luong dich vti ngdn hdng dipn tu tong 
the vd sir thda man cua khdch hdng v&i ngdn hdng 
dipn ta CO mdi tuang quan duang. 

H5. Stf thoa man ctia khach hdng vai su trung 
thdnh cua khdch hdng co moi tuong quan duang. 

3. Phuxmg phdp nghien cihi 

3.L Thu thpp so lipu 
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EQnh 1: Mdi quan hf giira chdt Ivgrng dicta vy ng&n tadng difn tu 

viH s^ ttada man vd trung ttadnh ciia khdch hdng 

Sd lifu dugc thu thgp tu cac khach hang cua cdc 
ngan hang thuang mai d Vift Nam tdp trung chii ylu 
d cdc tiidnh phi Idn Id Hd Ngi, Hdi Phdng, Dd Ndng, 
thanh phd Ho Ctii Minh bdi qua khdo sdt cho thiy 
cdc dich vy ngdn hdng difn tir dugc sii dyng chii yen 
tgi cdc thdnh pho Idn. Tgi cdc tinh vd khu vyc ndng 
thdn vifc sic dyng cdc dich vy hifn dgi ndy Id rit hgn 
chl. 

Sd lifu dugc thu tiigp qua phuang phdp bdng bdi. 
600 bdng hdi dd dugc giii di, sau khi thu ve vd xu ly 
thi cd 511 bdng hdi dgt yeu cdu dugc dua vd phan 
tich, dam bdo sd quan sdt > 10 tin so bien. NghiSn 
Cliu sic dyng thang do Likert 7 dilm vdi 1 Id rit 
khong ddng ^ vd 7 Id rat ddng y. 

Bdng cdu hdi gdm hai phan chinh: Phdn 1 la cdc 
thdng tin cd nhan nhu df tudi, gidi tinh, thu nhgp, 
trinh dp hpc vin, thdi gian sii dyng dich vy ngan 
bdng difn tir... Phdn 2 la cac can hdi dl tiiu thap sd 
lifu vl cdc biln. Md hinh gdm 6 biln tiem in: ctidt 
lugng dich vy ngdn hdng difn tii (dugc do bang 4 
tifu chi Id tinh him hhih, tinh tin c^y, tinh dap iing, 
tinh thiu hilu); chit lugng hf thdng tiidng tin difn 
tli (dugc do bdng 3 tieu chi Id tinh tiep cdn, tinh 
chinh xdc, tinh an todn); chit lugng sdn phdm dich 
vy ngan hdng, chat lugng dich vy ngdn hdng difn tii 
tdng till, sy thda mdn cua khdch hdng, Idng trung 
thdnh ciia khdch hdng. 

3.2. Phinmgphdp xii Iy s6 lipu 

Nghien ciiu sii dyng phuang phdp md hinh cau 

true todn hge (SEM) de chgy md blnb. Idem dinh 
cdc gid thiit. Phdn mIm dugc sii dyng la SPSS 18 
vd Mplus 6.11. 

4. Kit qua ngtiien cihi 

4.L Thong ke mo td 

Vdi mdu gIm 511 quan sat, ve gidi tmh cd 36% 
nam, 64% nu; vl df tuoi cd 91.8% ndm tiong dp 
tuoi 2 0 - 4 4 hjdi, 8,2% Id tien 44 hioi; vl thu nhgp 
hang tiiang cd 37,4% thu nhdp dudi 5 hifu, 45,6% 
tiiu nhap tii 5 - 10 trifu, vd 17% thu nhdp tien 10 
trifu. Ve hpc van cd 68,9% Id dai hpc, cdn lgi 4,9% 
Id cip 3, tren dgi hpc Id 26,2%. Thdi gian su dyng 
cdc dich vu ngdn hdng difn tii cd 40,9% sir dyng 
dudi 1 ndm, 21,5% sir dyng tic 2 - 3 nam, 20% sd 
dyng tii 4 - 5 nam, 17,6% sii dyng trSn 5 nam. Nhu 
vdy, thdng ke md ta cho thdy khdch hang su dyng 
cdc dich vy ngdn hdng difn tii thudng Id cdc khdch 
hdng tie vd tnmg tuli, cd trinh df hge vin cao 
(thudng la tdt nghiep cao ddng, dai hpc). Tuy nhien, 
thdi gian su dyng cac dich vu thi chua lau phdn dnh 
dung thyc tigng Id cdc dich vu ndy mdi dugc trien 
khai tgi Vift Nam. 

4.2. Ket qud kiem dinh mo hinh 

4.2.1. Mo hinh do ludng 

Md hinh do ludng nhdm kiem tra dp tin cgy vd 
gid tri cua thang do. Sau khi chgy md hinh do ludng 
bdng phdn mIm Mplus 6.11, cac kit qud dugc tgp 
hgp tiong bdng 1. 
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Ket qua kilm dinh md hinh cho tiidy, hf so dp tin 
cgy tong hgp (Composite reliability) diu > 0.6 (Dia-
mantopoutos & Siguaw, 2007); phuang sai tiich 
binh qudn (AVE) cua cdc biln diu > 0.5 (Diaman-
topoutos & Siguaw, 2007), hf so Cronbach's Alpha 
eda cdc biln tilm in diu > 0.7 (Nunnally, 1978; 
Rigdon, 1996). Nhu vgy, kit qud chgy md hmh cho 
thay cac biln cua md binh deu cd gid tri va du do tin 
cdy. 

4.2.2. Mo hinh cdu true 

Sau Idii chay md liinh bing phan mem Mplus 
6.11, cdc kit qud ca bdn thu dugc nhu sau: 

- Muc df phii hgp cua md hinh (Bang 2) 

Kit qud chgy md hinh ciu tnic cho tiidy md hinh 
cd bfc ty do df (Degrees of Freedom) = 181>0 
chiing td md hinb thudc dang "qua xdc dinh (Over-
identified). 

Chi sd RAMSEA (Root Mean Square Error Of 

Approximation) Id 0.069 <0.08 cho tiiiy mure df 
phil hgp cua md hinb Id tdt (Taylor, Sliarland, 
Cronin & Bullard, 1993); (Diamantopoulos & 
Siguaw, 2007). 

Chi so SRMR (Standardized Root Mean Square 
Residual) = 0.037<0.05 chiing td md hinh phu hgp 
tot (Taylor, Sharland, Cronm vd Bullard, 1993). 

Cac chi sd CFI = 0.948>0,9; TLI = 0.940 >0.9 
cho tiiay md hinh phu hgp tot (Segar, Grover, 1993), 
(Chin&Todd, 1995), vd thda man md hinh ciu tiiic. 

Ty so Chi-Squar^ Degrees of Freedom 0^/df) = 
618.078/181 = 3.4 <5 cho tiiiy md Mnh phd hgp tit 
\ti mdu cd kich tiiudc bang 511 >200 (Kettingger & 
Lee,1995). 

Nhu vgy cd thi kit ludn: md hinh nghidn cihi Id 
rit phu hgp. 

- Kit qua kilm dinh gid thiit (Bdng 3) 

Bdng 1: Cic chi tieu 

Biln ti^m i n 

Chat lugrng djch vy EB (FI) 
Chat lm;mg h$ th6ng thdng tin di^n tCr (F2) 

Chat lugmg SP, DV ngan hang (F3) 

Chat lugmg t6ng thi EB (F4) 
Sir th6a man cua khdch hang (F5) 

L6ng trung thanh ciia khdch hang (F6) 

thdng lc§ md hinh do iirong 
Phiromg sai 
trich binh 

quan 
0.631 
0.662 

0.634 

0.749 
0.669 

0.706 

H | s o 
Cronbach's 

alpha 

0.87 
0.854 

0.891 

0.856 

0.908 

0.845 

Hf s i d$ tin 
c3y tong hgrp 

0.872 

0.854 

0.896 

0.856 
0.89 

0.878 
Ngudn: Tinh torn tuSPSSIS &Mplus6.1l 

BSng 2: Tong hgrp muc d$ phit hfrp cfia mfi binh 
Sd h$c ttr do 
Gia trj lan can theo don vi Loga 

Gia tti cac h$ so AIC, BIC va BIC 
di8u chinh 

Gia tri Khi binh phuong danh gia 
mirc do phu hop cua mo hinh 

HgsoRMSEA 

He so CFI/TLI 

Gia tri Khi binh phuomg danh gia 
mftc dp phu hgp ciia mo hmh nen 
tdng do phan mem xay d\mg 
He so SRMR 

OidtriHO 
Did tri HI 
H? so AIC 
H? s6 BIC 
H? s6 BIC diSu chinh 

Gia tri 
B^c tii do 
P-Value 
\Sijc lu(;mg 
Khoang tin cay 90% 
XdcsiMtRMSEA<=.05 
H? so CFI 
Hg s6 TLI 
Gia tri 
Bac tu do 
P-Vaiuc 
Gia tri 

71 
-13228.985 
-12919.946 
26599.971 
26900.753 
26675.389 

618.078 
181 
0.0000 
0.069 
0.063 0.075 
0.000 
0.948 
0.940 
8689.220 
210 
0.0000 
0.037 

Nguon: Tinh todn tir Mplus 6.11 
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Sau khi chay mo hinh kit qud cho thiy 4 trong so 

5 gid tfai^lt ciia md hinh 1 vl cac moi quan hf cd y 
nghia thdng Ice, cy thi nhu sau: 

Gid thiet HI: Vdi Y1= -0 .030<0 , P-value = 
0.852>0.05, do dd chua cd ca sd dh chap nhgn gia 
thuylt. Hay ndi each khac chua cd ca sd kit ludn 
chdt lugng tdng thi dich vy ngan hdng difn tir cd 
moi tuong quan duang vdi chit lugng dich vy ngdn 
hdng difn tii. 

Gid thiet H2: y2 = 0.537>0, P-value = 
0.004<0.01: gid timylt dugc chap nhdn hay ndi cdch 
khde td chit lugng hf thing tiidng tm difn tii co mdi 
tuang quan duong vdi chit lugng dich vy ngdn hdng 
difn tii tdng the. 

Gia thiit H3: Y3= 0 . 4 6 9 > 0 ; P-value = 
0.000<0.01: chip nlidn gid tiiuylt hay cd thi kit 
lugn chat lugng sdn phim dich vy ngdn hang cd mdi 
tuong quan duong vdi chit lugng dich vy ngdn hdng 
difn tu tong the. 

Gid thiet H4: 74= 0.929 >0; P-value = 
0.000<0.01: gid thuylt dugc chip nhdn hay chit 
lugng dich vy ngan hang difn tii ting the cd mdi 
tuang quan duang vdi sy thda man ciia khdch hdng. 

Gid thiet HS: Vdi 75= 0.879 >0; P-value = 
0.000<0.01, gia thuylt dugc chip nhgn hay sy thda 
man ciia khdch hdng vdi sy tining thdnh ciia khdch 
hdng cd tndi tuong quan duong. 

5. Kit tu^n vd d l xuit 

S.L Kit lugn 

Tix ket qua kilm dinh md hinh cho thay trong bdi 
cdnh ^^ft Nam: chdt lugng tdng thi dich vy ngdn 
hang difn td cd moi tuong quan duong vdi chit 
lugng he thong thdng tin difn tir vd chit lugng san 
phim dich vy ngdn hdng, ket qud nay tning vdi kit 
qua ciia cdc ngttien ciiu trudc. Tuy nhien, chua cd ca 

sd dd kit tudn chdt lugng tong the dich vy ngan 
hang difn td cd mdi quan hf duong vdi chat lugng 
dich vy ngan hang difn tir, kit qud ndy khde vdi mgt 
sd nghien cuu trudc ddy. 

Su thda man cua khdch hdng tuang quan rit chat 
cbe vdi chit lugng tdng thi dich vy ngdn hang. 
Ldng trung thdnh cua khdch hdng cung cd mdi 
tuong quan manh vdi sy thda mdn ctia khdch hdng. 
Kit qua nay ham y Id nlu ngdn hdng ndng cao dugc 
chit lugng tdng thi dich vy ngan hdng thi se cd thi 
thda man dugc khdch hang vd tgo dugc khdch hdng 
tnmg thanh. 

5.2. Mpt sd di xudt 

Tir cdc kit qua ngtiien cim trSn, tdc gid neu mgt 
sd de xudt cho cac ngan hdng thuang mgi ciia ^^ft 
Nam tiong Imh vyc dich vy ngdn hdng difn tii nhu 
sau: 

Thdr nhdt, tgp trung diu tu nang cao chdt tugng 
hf thdng tbdng tin phyc vy ngan hdng difn td. Cac 
gidi phap nen trung vdo: 

- Tang cudng dau tu vdo co sd hg ting difn tu cd 
phdn cung, phdn mem vd cdng tdc ddo tgo; 

- Nang cip website cua giao dich ngdn hdng difn 
tir sao cho khach hdng dl tilp cgn, bo tri cdc thdng 
tin mdt each khoa hpc; 

- Tang tdc df truy cgp website, vd tic df cua cdc 
giao dich difn tu; 

- Tdng tinh an todn cbo cdc giao dich, cd cdc bifn 
phdp han che nii ro tiong giao dich ngdn hdng difn 
tli, cam kit bdo ve khach hdng khi cd nii ro xdy ra, 
cam kit khdng tiet Ip cdc thdng tin nhgy cdm cua 
khdch hdng; 

- Ddm bdo dp chinh xdc tiong cdc giao dich difn 
tli tbdng qua vifc gidm sdt, kiem tra chgt che. 

Bdng 3: Tong hgp cdc kit qua Icilm dinh gia thuylt 

Gii thuyet 

HI 
H2 

H3 
H4 
H5 
Ghi chu: ¥1: Cha 
lirong sdn phdm ( 
hdng; F6: Str tnm 

C6 y nghia a n 
C6 y nghia 6 

Birdrng d^n quan 
h€ nhan qud 
FI ->F4 
F 2 - . F 4 

•F3 -»F4 
F 4 - . F 5 
F 5 - . F 6 

Tuvng quan (V) 

-0.030 
0.537* 

0.469** 
0.929** 
0.879** 

P-Value 

0.852 
0.004" 

0.000" 
0.000" 
0.000" 

t lu(?ng dich vy NHDT; F2; Chdt lugng he thong thong tin di 
ich VM NH, F4: Chat lugng t6ng thj dich vu NHDT; F5: Sir thoa 
g thdnh cua khdch hdng . 
lie p-value < 0.05. 
nufc p-value < 0.01. 

Chap nhSn 
gid thuvet 
Khong 
C6 

Co 
C6 
C6 

fn tli; F3: Chat 
man cua khdch 
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ThU hai, tap homg diu hi vdo chit lugng cua san cac dich vy ngan hdng difn tii trong tuong Iai; 
phim dich vy ngan hdng theo hudng: - Ket hgp vdi cac doanh ngtiifp, hf thong sieu 

- Da dgng hda cac dich vy ngan hang difn tii, ddp thi... d l dua cac giao dich true tuyIn eda ngdn hdng 
ung mpi nhu cdu cua khdch hdng; din vdi khach hang. 

- Ddy mgnh quang cao, tilp tiij, khuyin mai them ThU ba, tang cudng cdng tdc ddo tgo dpi ngu cdn 
nhieu dich vy true tuyIn mien phi cho khach hang, bg, nhdn vien cd v l kiln thiic cdng nghf thdng tin 
T ^ trung cdng tdc maketing hudng vl sd khdch va ky nang giao tiep vd ky nang phdt trien sdn phim 
hang trf, ddy td cdc khdch hdng tilm ndm se sd dyng dich vy ngdn hdng.CI 
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The relationship between ebanldng services quality and customers' satisfaction and loyalty in Vietnam 

Abstract: 

Service quality is one of the key factors in determining the success or failure of the bank. To gain and main
tain competitive advantages in the rival-driven e-banking market, it is thus crucial for e-banks to under
stand what customers perceive to be the key dimensions of service quality and its impacts on the overall 
service quality, customer satisfaction, and loyalty. This paper studies the relationship between ebanking 
services quality and customers 'satisfaction and customers 'loyalty in the context of Vietnam, and provides 
some solutions to the business strategy of commercial banks. 
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