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Tdm tat: 
Khde vdi nhieu nghiin ciru trude ddy nhdm ndng eao ehdt luang hay md rdng dich vu cua ngdn 
hdng thuang mgi bdng viee ddp img cdc muc tiiu an todn vd sinh loi. bdi viet ndy dua tren ly 
thuyit hdnh vi nguoi tieu diing di phdt hien nhirng yiu cdu, mong mudn cdn dupe thda man vi 
dge diem, gid cd, thuang hieu cda dich vu. qud trinh tuong tdc vd cham sdc khdeh hdng. Thay 
eho ky thudt thdng ki md td thong thuang, nhdm tdc gid kit hap phdn tieh nhdn td khdm phd vd 
hdi quy logit tren bd dir lieu dieu tra bdng hdi tir 168 khdeh hdng dang sir dung dieh vu eiia ngdn 
hdng thuang mai Voi tinh hudng eu thi tgi ngdn hdng Ndng nghiep vd Phdt triin ndng thdn, 
chi nhanh Ddng Anh. de thu hiit khdeh hdng sir dung djch vu tien gui tiet kiem, cdn lap tmng 
cdi tien thu tuc, rut ngdn thai gian xir ly giao dich, cdi thien ehdt luang tuang tdc giua nhdn 
viin voi khdeh hdng tgi diim giao dich vd eung co thuong hiiu. 
Tir khoa; ehat luong, dich vu, hdi Idng, trung thdnh, ngdn hdng thuong mai 

Behavioral theory - A decision-making application to attract customers to use commercial 
banks' services 
Abstract-

While past research has focused on how to improve quality and to expand services of commer­
cial banks by meeting targets of safety and profitability, this paper, by employing consumer 
behavior theory, tries to explore desires and requests in need of customer satisfaction in differ­
ent criteria such as characteristics, prices, brand names of services, interaction process and 
customer care. Logistic regression technique was used to analyze the sun'ey data set collected 
from 168 clients who currently use the banks 'services. For the case study ofAgribank - Dong 
Anh branch, in order to attract more clients to use saving-deposit service at the bank, we should 
concentrate on upgrading procedures, shortening the length of time of transaction processing, 
enhancing the interaction process between the bank's staff at transaction points and strength­
ening brand name of the bank 
Keywords: quality, service, satisfaction, loyalty, commercial banks 

1. Gidi thifu Trong bdi eanh nay, viec tim kiem cdc gidi phap de 

Ll. Tinh cdp thiit cua nghiin cuu ndng cao ehdt lugng, thu hiit khach hang su dyng 

Sd lieu thdng ke kinh tl xa hdi nam 2014 ghi ^ich vy cua ngdn hang vdn la chu dl mang tmh thdi 

nhdn kit qud tdng phuang tifn tiianh toan, tin dung sy \ a thiet thyc. Tuy vay, nhdm tac gid nhdn thay tai 

\ a huy dpng von cua todn he thong ngdn hang nhieu ca sd ddo tgo nhu Dgi hpc Kinh te Qudc dan, 

thuang mai Viet Nam tuy tang trudng nhung vdi tdc Hoc vifn Ngan hang, Hgc vifn Tai chinh cd sd 

dp thdp ban ciing ky nam 2013 (Khdnh Nhi, 2014). lugng khdng nhd cac edng trinh nghien ciiu lien 
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quan da tilp can ehat lugng dich vu "Id khd ndng 
ddp irng. thda man cdc muc tieu cua chinh ngdn 
hdng vi an todn vd sinh Ipi". 

Cdch ddnh gid kit qud thyc hifn tien gidc dp 
mang lai lgi ieh cho ngdn hang da tdn tgi lau ddi, 
phd bien, xudt phdt tir co che kinh te chua hoan 
thien va vi thi doc tdn eua hf thdng ngdn hang 
thuang mgi tren thi trudng tdi chinh tgi Viet Nam. 
Tuy vgy, vdi miic dp canh tianh ngdy eang mgnh me 
va tam anh hudng gia tang eiia khach hang the he Y 
(sinh nam 1982 den nam 1993, cd kha nang tilp can 
nhanh nhgy eae tri thue, edng nghe mdi, nhu cdu 
tieu diing cao), hon liie nao het, vife lya ehgn khach 
hang lam trung tdm trd nen cap thiet, tu dd cung cap 
eac dich vu khdeh hang cdn thay cho dieh vy ngdn 
hang c6. NghTa la van dyng ly thuyet hdnh vi ngudi 
tieu dung trong toan bp qua trinh thiet ke, cung edp, 
danh gia va md rpng dich vu ngdn hang. 

Nhgn thiic dugc dieu ndy, mdt sd tdc gia tgi Viet 
Nam da chuyin hudng tilp can ehdt lugng dieh vu 
ngdn hdng theo "mirc dp ddp irng cdc mong mudn 
eua khdeh hang" nhu Dd Tiln Hda (2007), Trdn 
Van Trjnh vd Bui Ngpc Nhdn (2013), Tran Diic 
Thang vd Phgm Long (2013), Chu Thi Kim Loan 
(2014).., Theo dd, cac tac gid tgp trung (i) kiem 
djnh vd difu chinh eae thang do ehdt lugng dieh vy 
phd bien tren the gidi tiong dieu kien eu the cua 
ngdn hdng tgi Vift Nam vd (ii) dp dung nguyen gde 
cdc md hinh ddnh gia ehdt lugng dich vu tieu bieu 

tren thi gidi dl xde dinh miic dp hai long eiia khdeh 
hang, mdi lien hf giua chat lugng vdi sy hai Idng va 
long trung thanh. Tuy vay, cdc ket qua nghien ciiu 
cd y nghia vl hpc thudt hem la tu vdn ra quyet dinh 
eho ngan hang do chua khai thdc tnet de dii lifu vl 
khaeh hdng. 

Xudt phat tir ly do dd, bdi viet nay duge thyc hien 
nhdm md phdng each thiic iing dyng ly thuylt hanh 
vi dl tia Idi cdu hoi nghien ciiu: (i) Chat lugng djch 
vu eiia ngdn hdng duge khdeh hang danh gia nhu the 
nao? (ii) Dieu gi khien khaeh hdng hai idng/khdng 
hdi long vdi chat lugng dich vu eua ngan hdng? vd 
(iii) Ly do ndo khien khdeh hang trung thdnh/rdi bd 
dich vy cua ngan hang? Nhdm tdc gid ky vgng ddy 
se la tai lifu tham khao hiiu ich, ggi md hudng tiep 
cgn mdi eho nhilu cdng trinh tiep theo. Ddng thcri, 
cdc giai phap dugc dl xuat se cd gid tri tham khdo 
tiong viee ra quyet dinh thu hiit khdeh hdng sir dung 
dich vu tgi don vi nghien ciiu. 

1.2. Khung md hinh nghien ciru 

De trd Idi eae cau hdi neu tien, nhdm tdc gid xde 
dinh trinh ty nghien eiiu gdm 2 giai dogn, duge so 
dd hda tiong khung md hinh nghien ciiu nhu hinh 1. 

Trong dd, giai dogn 1 tap trung ldm ro sy hdi long 
cua khaeh hang ddi vdi ehdt lugng dich vu ngan 
hang. Tuy hay bi nhdm Idn song "chat lugng dich 
vy" va "sy hdi Idng ddi vdi dich vy" Id hai khai niem 
khde bift (Zeitiiaml vd Bitner, 2000). Chdt lugng 

Hinh 1. Khung mo hinh nghien ciru 
Giai dogn 1: 

Cac nhan to dy kien 
dugc khach hang 
quan tam khi danh 
gia chat lugng dich 

Cac nhan td thyc sy 
dugc khach hang 
quan tam khi danh 
gia chat lugng djch 
vu do ngan hang 
nghien ciiu cung cap 

/^ 

Hoi 
quy 
logit 

"̂  Cac nhSn to anh 
huong _ tai sy hai 
long/that vgng tdng 
the cua khach hang 
vdi dich vu do ngan 
hang nghien ciru 
cung cap 

Cac nhdn td dy kien 
dugc khach hang ky 
vgng. coi trpng khi 
quyet dinh sir dung 
dich vu 

EFA 

Cac nhan td thuc sy 
dugc khach hang ky 
vgng, coi trong khi 
quyet dinh su dung 
djch vu 

M*^ 
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Hoi 
quy 
logit 

Cac nhan to anh 
hudng toi quyet dinh 
trung tharih/rcri bd 
dich vu do ngan hang 

\ nghien ciru cung cap 

Ngudn: Nhom tdc gid tuxdy dipig 

kinhteJ'liatlrin 



dich vu dugc xac dinh Id khodng each giiia sy mong 
dgi ciia khach hang vdi gia tri cdm nhan dugc khi sir 
dung dieh vy (Parasiuaman va cdng sy, 1985). Hai 
long la trang thai tam ly xuat hien khi gia tri cam 
nhan thyc te ve dieh vu bang hoae eao ban so vdi ky 
vgng ban dau, ngugc lai, khach hdng se khdng hai 
Idng neu mong dgi khdng dugc dap iing day du 
(Thuyet Ky vgng- Dap iing cua Oliver, 1980). 
Nghta Id, hdi long hay that vgng la thai dp, cam xuc 
xudt hifn sau khi khach hang danh gid ehat lugng 
dich vu. Do dd, chat lugng dich vu Id tien de cho su 
hai long (Cronin va Taylor, 1992), quyet dinh tdi sy 
hai long (Ruyter vd cdng sy, 1997). 

Giai dogn 2, nhdm tac gia tim hieu ve ky vgng 
ciia khdeh hang vd cac ylu td dnh hudng tdi hdnh vi 
trung thanh ddi vdi dich vu ciia ngdn hang. Nam 
1994, Parasuraman vd cdng sy da chimg minh su 
cdn thiet do ludng muc dp ky vgng nhu mpt tieu 
ehuan so sdnh dl danh gid chdt lugng dich vy, tir dd 
xac dinh muc tieu eiia viec nang eao chat lugng dieh 
vu la ndng nhdn thiic ciia khach hdng len bdng ky 
vgng, ciing chinh la tang sy hai Idng. Ddng thdi, day 
la caeh thiic hifu qud de khach hdng lap lai vifc sir 
dyng dich vy - mgt bieu hien cao nhat cua Idng 
trung thanh (Dick va Basu, 1994). 

Bang vife thiet lap ma tidn thai do - hanh vi mua 
hang lap lgi, Dick va Basu (1994) chi ra 4 kieh ban 
ciia long trung thanh; tmng thanh thyc sy (hdi Idng 
manh me va tilp tuc su dyng dich vy), tiung thdnh 
gid tgo (khong hai Idng nhung van tiep tyc sii dyng 
do thdi quen hodc ngai rdi ro khi thay ddi, chua tim 
kilm dugc lya chon tdt han), trung thanh tiem tang 
(hai Idng nhung khdng tilp tuc su dung dich vu do 
gia ca hodc phan phdi) va khong ti\mg thanh (khdng 
hai Idng vd khdng tiep tuc sir dung dich vu). Trong 
dd, doanh nghiep cdn dae bift chii y tdi nhirng 
khdeh hang ed thdi dd trung thdnh gid tao, khi dgc 
tinh tim kilm sy da dang vugt qua sire i, khach hang 
se rdi bd dich vy (Gounaris va Stathakopoulos, 
2004). 

Vi vay, dl duy tii hanh vi sii dyng dieh vy cua 
khach hang Idu ddi, ben viing, cdn dap umg cac ky 
vpng cua khaeh hang ve dich vu hon Id tap trung vao 
nhdn thiie hien tgi (Parasuraman vd cgng sy, 1994). 

Trong ea 2 giai dogn neu tien, cde nhan td duge 
khdeh hdng quan tdm khi ddnh gia chdt lugng dich 
vy va coi trpng khi quyet dinh lya ehgn dich vu 
dugc lya chpn gidng nhau, dua tien nen tdng mo 
hinh SERVQUAL eua Parasuraman vd cpng sy 
(1985, 1988). Tuy vgy, khde vdi cdc tae gia trong 

nude da neu tai myc Ll , nhdm tae gia bai viet nay 
dya nghien eiiu cua Fomell (1992) vl su da miic dp 
ciia khdi niem hdi Idng de phdn nhdm cdc thudc tinh 
cua dich vu thdnh dac diem dich vy, qua trinh tuong 
tae va cham sdc khach hdng thay the cho 5 nhdm 
trim tugng cua md hinh SERVQUAL cua 
Parasuraman va cdng sy (1985, 1988). 

Cac nhdn td tiong timg nhdm dugc chpn Igc tir 
nhiing nghien cim da cd. Cu the, Jamal vd Naser 
(2002) khang dinh khi xem xet dac diem cua dich vu 
ngdn hang, khach hang chu y tdi thii tue (hay quy 
trinh eung cdp dich vu), thdi gian hoan thdnh, sy da 
dgng, khoang cdch tir vi tri ciia khaeh hdng tdi ngdn 
hdng vd gia ea. Trong dd, gia ca (bieu hifn bdng lai 
suat, phi) duge chiing minh cd anh hudng tipng ylu 
tdi cdm nhdn cua khach hdng (Varki vd Colgate, 
2001). 

Levesques va MeDougall (1996) phdn ehia gia ea 
eua ngdn hang thanh 3 loai: lai suat danh nghTa tien 
hgp ddng, lai suat thda thuan ngoai hgp ddng hogc 
cae khoan phi ngodi lai sudt, lai sudt phgt (hogc lai 
sudt cdn lai duge hudng) khi khdng thye hien dung 
thcri hgn cam kit theo hgp dong. 

Ngodi nhimg dac tinh vdn cd eua dich vy, thuong 
hieu anh hudng true tilp tdi ddnh gia eiia khdeh 
hdng ve chdt lugng dieh vy (Nguyen vd LeBlanc, 
1998). Theo Bloemer vd cdng sy (1998), thuang 
hifu cua ngan hang dupe nhilu ngudi biet den va 
yeu thich se anh hudng tich eye den cam nhdn cua 
khach hang ve dieh vu. Do tam quan trpng ciia gia 
ca va thuong hieu, hai nhan td nay ed the dugc phdn 
tich rieng, tach khdi dac diem dich vy. 

Ddi vdi qua tiinh tucmg tdc giiia nhan vien ngdn 
hang vd khach hang, yeu td hiiu hinh dugc bilu Men 
qua tiang thilt bj vd cdng nghe (Jabnoun va Al-
Tamimi, 2003), hinh anh ciia nhan vien (Reimer vd 
Kuehn, 2005), thai dp vd khd ndng tu van (Jamal va 
Naser, 2002). 

Cudi cimg, sau khi dieh vu dd dugc cung cdp, cac 
hogt dpng cham sdc khdeh hang nhu tri dn nhan dip 
ki nifm hay gidi thifu, tu van chuyen ddi san pham 
mdi ciing c6 tac dung gia tang thifn cdm cua khach 
hdng (Ermew vd Binks, 1999). 

2. Dir lifu va phuong phap nghien cihi 

2.1. Doi tuong nghien ciru 

Can cii vao ngudn lyc han che, nhdm tac gid lya 
chpn ddi tugng nghien eiiu md phdng la dich vy tien 
gin tiet kiem danh cho khdeh hang ea nhdn tai ngan 
hang Ndng nghifp va Phat trien ndng thdn, chi 
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nhdnh Ddng Anh (dugc ggi tdt la chi nhanh Ddng 

Anh). 

2.2. Mau nghiin ciru 

Gom 168 khdeh hang dang sir dyng dieh vy tien 

gCri tiet kiem tai ehi nhdnh Ddng Anh. 

2.3. Cdch thuc thu thgp duliiu 

Phdng vdn tryc tilp khach hang bdng bang hdi, 
gdm 3 phdn chinh: (i) tiidng tin khaeh hang, (ii) 
Ddnh gid miie do quan tigng cua 15 nhdn td ddi vdi 
quylt dinh su dyng dich vy tiln giri tiet kiem vd (iii) 
Danh gid miic dp hdi long vdi 15 nhdn td cua dich 
vy tien gui tiet kif m tgi chi nhanh Ddng Anh. 

2.4. Phuongphdp nghien ciru 

Ap dyng kT thugt thdng ke md ta, phan tieh nhdn 
td kham pha (EFA) va hdi quy multi - logit, hd tig 
bang phdn mem SPSS 22 0. 

2.5. Biin sd cda md Mnh nghiin cuu 

Giai doan I: Biln dpe lap la Hdi Idng tdng the, 
nhdn gia tri bang 1 nlu khdeh hang hai long ehung, 
nhgn gid tri bang 0 neu khdeh hdng khdng hai Idng 
chung vdi dieh vy tien giri tiet kifm tai ehi nhdnh 

Ddng Anh. Biln tilm an Id 15 nhdn td dy kien dugc 
khach hang quan tdm khi danh gid chdt lugng dich 
vy tiln gui tilt kiem tgi ehi nhdnh Ddng Anh. 

Giai doan 2: Biln doc lap la Trung thdnh, nhan gia 
tri bdng 1 nlu khach hang tiep tuc, nhdn gia tii bdng 
0 nlu khach hang khdng tiep tuc su dyng dich vu tien 
giii tilt kifm tai chi nhanh Ddng Anh. Bien tiem dn 
la 15 nhan to du kiln dugc khdeh hang eoi tipng khi 
quylt dinh su dung dich vu tiln giri tiet kiem. 

Trong ea hai giai doan, 15 bien tiem dn dugc xac 
dinh gidng nhau, lift ke tai bdng I. 

3. Kit qua nghien cihi 
3.1. Kit qud ngMen cihi giai dogn 1 
3.1.1. Phdn tieh nhdn td khdm phd giai dogn 1 
Thyc hien phan tieh EFA ddi vdi 15 nhan td dy 

kiln dugc khach hang lya chpn khi danh gia chdt 
lugng dich vy tiln giii tiet kifm tgi chi nhdnh Ddng 
Anh, tha dugc hf sd KMO = 0,881 (> 0,5), gia tii sig. 
cua kilm dinh Bartlett's = 0,000 (< 0,05) chiing td 
phdn tieh nhan to dugc dp dung la phu hgp, cac bien 
quan sat cd tuong quan vdi nhau tiong tdng the. Tir 5 

Bdng 1. Bien tiem an cua md hinh nghien ciru 
Nhdm biln 

Dac dilm 
san pham 

Gia ca 

ThuoTig 
hifu 

Qua trinh 
tuong tac 

Cham sdc 
khdeh h^ng 

Ten bien 

Thii tyc 
Thdi gian 
Da dang 

Khoang each 

Lai tren sd 

Lai thda thuan 
Lai trade hgn 

Khuyen mdi 

Uyrin 
Nhieu ngudi biet 

Co sd vat ehdt 

Hinh anh 

Thdi dp 

Tu vdn 

Cham sdc 

Cach xac dinh 
Thii tyc (quy trinh) cung cdp dich vy tien giri tift kifm 
Thdi gian ehd xir ly giao dich tien gin tiet kiem 
Mirc do da dang ciia sdn phdm tien giii tiet kifm 

Khoang cdch tir vi tri ciia khdeh hang tdi ngan hang de thue 
hifn giao dieh tien giri det kiem 
Ldi sudt tren sd tiet kiem 

Lai sudt thda thugn ngoai lai sudt tren sd tiet kifm 

Lai sudt ap dung khi khdeh hang nit tien trudc ban 
Khaeh hang dugc tham gia nhieu chuong trinh khuyen mai, 
nhan qua tang khi giri tien tiet kifm 
Ngdn hang ed uy tin 

Ngdn hdng duge nhieu ngudi biet din 

Co sd vat chdt ciia ngdn hang sir dyng de eung cap djch vy 
tien gin tiet kifm 

Hmh anh ciia nhan vien giao dich tham gia cung cdp djch vy 
tien giii tilt kiem '' 

Thai dp ciia nhan vien giao djch tham gia cung cdp dich vy 
tien giii tilt Idem 

Khd nang tu vdn, hd ttg ciia nhan vien giao dich tham gia 
cung cap dich vu tien gui tilt kifm 

Khaeh hang dugc tri dn nhdn dip ki niem, ngdy ll, duge tir 
vdn, gidi thieu sir dung san phdm mdi 

Ngudn: Nghiin cuu ctia nhdm tdc gid 
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Bang 2. Cdc nhan td dugc khach hang quan tam khi danh gia chat lugng dich vu tien gui 
tiet kifm tai chi nhanh Dong Anh 

Nhdm 
nhan to 

FAC 1.1 

Bien thanh phdn 

Hinh dnh 

Tuvan 

Thai do 

Co sd ha tdng 

Cham sde khach hang 

Thdi gian 

Thii tuc 

He so 
tai 

0,828 

0,823 

0,818 

0,789 
0,778 

0,691 

0,548 

Nhdm 
nhan to 

FAC 1.2 

FAC 1.3 

Bien thanb ph4n 

Lai thda thuan 

Lai trudc han 
Lai tren sd 

Da dang 
Khuyen mai 

Nhieu ngudi biet 

Uytin 
Khoang edeh 

He so 
tai 

0,868 

0,863 
0,645 

0,612 

0,608 

0,914 

0,871 
0,582 

Ngudn - Nghien ciru ciia nhdm tde gid 

nhdm nhdn td ban dau, phan chia Igi thanh 3 nhdm 
nhan td mdi. Gia tri tdng phuang sai trich bang 
69,576%) (> 50%) cho thdy 3 nhdm nhan td mdi bdo 
tdn dugc 69,576%) sy thay ddi ciia tat ea cac nhan td 
ban dau. He sd Cronbach's Alpha ciia mdi nhdm Idn 
lugt bdng 0,917; 0,865 va 0,749 (diu > 0,6) eho thdy 
sy phii hgp eiia thang do. Hf sd tai (Factor loading) 
eiia timg bien tdi thilu bang 0,584 (> 0,5) chiing td 
nhan td duge chpn cd y nghTa thuc tiln. Cae ket qua 
kiem dinh chi tiet dugc trinh bay tai phu lye 1. Ba 
nhdm nhdn td mdi dugc ky hieu Idn lucrt Id FAC LI, 
FAC 1.2 va FAC 1.3, tap hgp tiong bdng 2, 

Nhu vgy, dii each sap xep thay ddi nhung 15 bien 
dy kiln ban ddu deu dugc khach hang quan tdm khi 
danh gid chat lugng dich vy tien gui tiet kifm tai chi 
nhdnh Ddng Anh. Trong do mpt sd nhan td dac bift 
dugc khaeh hang chii y la hinh dnh, nang lyc tu van, 
thai do ciia nhdn vien giao dich; lai sudt thda thuan, 
lai suat tien sd; ngan hdng dugc nhilu ngudi biet 
din vd uy tin. 

3.1.2 Thdng ki md td mirc dp hdi long 

Tir diem sd ddnh gid cua 168 khaeh hdng, gia tri 
tmng binh vd phuang sai ciia timg nhan td do ludng 
miic do hai long ciia khdeh hdng vdi dieh vy tiln gui 
tiet kifm tgi chi nhdnh Ddng Anh dugc the hifn 
yong bdng 3. 

Mgi gid tii trung binh deu Idn ban 3,41 nen theo 
each phan anh cua thang do Likert 5, cac khaeh 
hdng dang hdi Idng vdi tat cd cac nhan td neu tren. 
Trong dd, eae nhan td Thdi dp nhdn vien giao djeh, 
Cham sdc khdeh hang, Ngan hang uy tin, Ngdn hdng 
dugc nhieu ngudi biet ed gid tij tmng binh > 4,21 
the hien su hdi long manh me (rat hai long). Ddy 
dugc xem nhu diem mgnh ciia dich vu tien gui tiet 
kifm do chi nhanh Ddng Anh eung cap. 

3.1.3. Hdi quy logit giai dogn 1 

Hdi quy 3 nhdm nhan td mdi vdi bien Hai long 
tdng the bdng ky thudt Mutii logit, cho gia tii -2 Log 
likelihood bang 199,821 the hien quan he chat che 
giiia cdc bien trong md hinh. Gia tn sig. cua Idem 

Bang 3. Miic dp hai Idng trung binh cua khach hang doi vdi timg nhan td ciia djch vu tien 
giri tiet kiem tai chi nhanh Dong Anh 

Bien 
thanh ph^n 

Hinh anh 
Tuvan 

Thai do 
Ca sa ha tang 
Cham soc Idiach hang 

Thai gian 
Thu tuc 

Trung 
binh 

4,00 

4,19 

4,39 

3,85 
4,23 

3,82 

3,95 

Phirffng 
sai 
0,619 
0,692 

0,590 
0,635 

0,717 

1,019 

0,768 

Bien 
thanh phin 

Lai thoa thuan 
Lai truac han 

Lai tren so 

Da dang 
iChuyen mai 

Nhieu nguoi biet 

Uytin 

Khoang each 

Trung 
binh 

3,53 
3,67 

3,43 

3,60 
3,44 

4,24 

4,37 

3,96 

Phuofng 
sai 

0,818 
0,913 

0,852 

0,776 
1,036 

0,614 

0,595 

0,741 

Ngudn. Nghiin cuu cua nhdm tde gid 
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Bang 4. Moi lien he giira cac nhan td mdi va mirc dp hai long tong the ciia khach hang doi 
vdi dich vu tien giri tilt kiem tai chi nhanh Pong Anh ^ ^ 

Bien doc lap Gia tri irdc l u ^ g 

Hang sd 

-0,584 
(0,200)*** 
-0,189 
(0,168) 

0,222 
(0,174) 

0,793 
(0,176)*** 

Sai sd chudn dugc ghi Uong ngoac don. Bien phu thuge: Hai Idng tdng thf 
Sd quan sat: 168. *p < 10% **p < 5% ***p<I% 
Ngudn: Nghien ciru aia nhdm tdc gid 

dinh Hosmer and Lemeshow Test bdng 0,009 (< 
0,05) chimg td md hinh hgp ly (theo doi phu lue 1). 
Ket qua ude lugng the hifn tiong bang 4. 

Nhdm nhdn td 1 cd hen hf chat che tdi miic do 
hai Idng chung cua khach hang ddi vdi dich vy tien 
gui tiet kiem tai chi nhanh Ddng Anh (dp tin cay 
99%)). Gid tri ude lugng mang ddu dm the hien 
nhiing khdeh hang cdng quan tdm tdi nhdm nhdn td 
1, cang cd xu hudng khdng hai Idng chung vdi dich 
vu tien gui tiet kifm tgi ngdn hdng nay. Ndi each 
khac, cam nhgn cua khdeh hang ve cae nhdn td: 
Hinh dnh, Tu van, Thai dp eua nhan vien giao dich, 
Co sd hg tang, Cham sdc khaeh hdng, Thdi gian vd 
Thii tuc gui tien da lam giam sy hai Idng tdng the 
vdi dich vy. Ddi chieu vdi miie dp hdi Idng tmng 
binh tai bang 3, cd the thdy nguyen nhdn chinh la do 
Co sd hg tdng, Thdi gian va Thii tye giri tiln tilt 
kifm tgi chi nhdnh Ddng Anh. 

Ket qua nay phu hgp vdi quan sdt ciia nhdm tde 
gid: nhan vien giao dich tgi chi nhanh Ddng Anh cd 
dp tudi trung binh bdng 31 tudi, eao hon cae ngdn 
hang khae tien dia ban. Trong qud trinh eung cdp 
dieh vy, nhan vien giao dich khdng gidi thifu, tu 
vdn eho khach hdng lya ehgn san phdm tiln giri tilt 
kifm, khdng lien hf Igi vdi khach hdng de tri an hay 
gidi thifu sdn pham mdi. Co sd ha tdng cua ehi 
nhanh ehi mdi duge ndng cdp ndi thdt ben tiong, 
kien tnic tdng the ben ngoai cii kT, khdng bdt mdt. 

thifn mgi chiing tir vd cdp sd hoae thu/ehi tien (md 
hinh giao dich mdt ciia). Do do, thdi gian ehd xii ly 
giao dieh keo dai. 

3.2. Kit qud nghiin ctht giai dogn 2 
3.2.1. Phdn tieh nhdn td khdm phd giai dogn 2 
Thyc hien phdn tich EFA ddi vdi 15 nhan td ve 

ehdt lugng dy kien dugc khach hang eoi tipng khi 
lya ehpn dich vu tien gui tiet kifm, thu duge hf sd 
KMO = 0,721 (> 0,5), gia tij sig. eiia kilm djnh 
Bartleti's = 0,000 (< 0,05) chiing td phan tich nhdn 
td dugc ap dung la phu hgp, cdc bien quan sat ed 
tuong quan vdi nhau tiong tdng the. Sd lugng nhdm 
vdn giir nguyen bang 5 nhung cdc nhdn td thanh 
phan dupe sdp xlp Igi. Gia tri tdng phuang sai tiich 
bdng 64,452% (> 50%) eho thdy 5 nhdm nhdn td 
mdi bao tdn dugc 64,452%o sy thay ddi eua tdt ca 
cac nhan td ban ddu. Hf sd Cronbach's Alpha eua 
moi nhdm Idn lugt bdng 0,757; 0, 788; 0,713; 0,785 
vd 0,771 (deu > 0,6) cho thdy sy phii hpp cua thang 
do. Hf sd tai (Factor loading) cua timg biln tdi thilu 
bang 0,512 ( > 0,5) ehiing td nhdn to dugc chpn ed 
y nghia thye tiln. Cac kit qua kiem dinh chi tilt 
dugc trinh bdy tgi phu luc 2. Nhdm nhan td mdi 
dugc ky hifu Idn lugt la FAC 2.1, FAC 2.2 vd FAC 
2.3, FAC 2.4, FAC 2.5 tap hgp yong bang 5. 

Ket qua tren eho thdy 15 biln dy kiln ban ddu 
deu dugc khach hang coi tigng khi quylt dinh su 

Dac bift, thu tuc gui va nit tiln tilt kifm tai ngdn ^'^^S djch vu tien giri tilt kiem. Trong dd, khdeh 
hang Ndng nghifp va Phdt trien ndng thdn Vift Nam hdng dac biet quan tdm tdi cdc bien sd: Hinh dnh 
ndi chung mtmi rd hon edc ngdn hang khde. Khdeh ^^^n vien giao dich, Co sd hg tang, Lai trade hgn, 
hang phai ty ke khai cdc ehiing tir lien quan vd Ldi thda thugn, Thdi gian ehd xii ly giao dich, Uy tin 
tuong tdc vdi hai nhan vien giao dich (md hinh giao i^S^" hang vd Chuong trinh khuyin mai. 
dich nhieu cua) thay vi dugc mdt nhan vien hodn 3.2.2 Hoi quy logit giai dogn 2 
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Bang 5. Cac nhan to ve chdt lirgng dich vu dirge khach hang coi trong khi quyet dinh sir 
dung dich vy tien giri tiet Idem 

Nhom 
nhan t6 

FAC 2.1 

FAC 22 

Bien 
thanh phan 

Hinh anh 
Ca sa lia tang 

Tuvan 
Thai dp 

Liii tru6c han 

Lai thoa thuan 
Da dang 

He so tai 

0,856 

0,845 

0,672 

0,552 

0,890 

0,845 
0,618 

Nbom 
nhan to 

FAC 2.3 

FAC 2.4 

FAC 2.5 

Bien thanh phan 

Thai gian 

Lai tren so 

Khoang each 
Thii tuc 

Uytin 

Nhieu nguoi biet 
Khuyen mai 

Cham soc khach hang 

He so 
tai 

0,786 

0,689 
0,549 

0,512 

0,833 

0,733 

0,859 

0,528 

Ngudn - nghiin ciru eiia nhdm tdc gid 

Hdi quy 5 nhdm nhan td mdi voi bien Tmng va Miic do dugc bilt den ciia ngdn hdng se ed xu 

thdnh bang ky thugt Multi logit, cho gid tri -2 Log 
likelihood bang 196,124 the hien quan hf chat ehe 
giiia cac bien trong md hinh. Gia tri sig. ciia kiem 
dinh Hosmer and Lemeshow Test bdng 0,048 (< 
0,05) chung td md hinh hgp ly (theo doi phu luc 2). 
Ket qud udc lugng the hien trong bdng 6. 

Ket qud udc lugng ehi ra mdi tucmg quan ngugc 
chieu ciia nhdm nhan td 3 vd thuan chieu cua nhdm 
4 tdi hanh vi trung thdnh cua khaeh hang. NghTa Id, 
eae khach hdng cang eoi trpng cac yeu td Thdi gian, 
Lai sudt tien sd, Khoang cdch va Thu tuc, cang cd 
xu hudng khdng trung thdnh voi dich vy tien gui tiet 
kiem tai chi nhdnh Ddng Anh. Trong khi dd, nhirng 

hudng tiep tuc sii dung dich vy tien giri tiet kiem tai 
chi nhanh Ddng Anh. 

Ddi chieu vdi ket qud hdi quy logit giai doan \, 
eho thdy nhdn td Thdi gian vd Thu tuc vira lam giam 
sy hdi long tdng the cua khach hang, vira la ly do 
khiln khach hang rdi bd dich vy. Nhdn td Lai sudt 
tien sd va Khoang each, tuy dang duge khdeh hang 
hdi Idng, khdng anh hudng tdi sy hdi long chung 
nhung tiong tuong lai, neu tim kiem duac lua chpn 
thay the, khaeh hang se rdi bd dich vu, Theo tim hilu 
ciia nhdm tac gia, lai suat huy ddng dugc chi nhanh 
Ddng Anh dp dung Iudn bdng hoae thap hon cde 
ngdn hang khae tien eiing dia bdn. Tuy hifn tai, ngdn 
hdng Nha nude khdng ehe lai suat huy dgng tdi da khach hdng ddnh gia cao tdm quan tipng cua Uy tin 

B^ng 6. Moi lien hf giira cac nhdn to mdi vd hanh vi trung thanh eiia khach hang doi vdi 
djch vu tien gui tiet Idem tai chi nhanh Dong Anh 

Bien d^c l^p 

FAC 2.1 

FAC 2.2 

FAC 2.3 

FAC 2.4 

FAC 2.5 

Hang so 

Gia tri iro'c lir̂ ^ng 

-0,151 
(0,178) 
0,108 

(0,167) 
-0,526 
(0,204)" 
0,285 
(0,171)* 
0,086 

(0,172) 
0,875 

(0,178)*** 

Sai sd chudn dugc ghi tiong ngoae don. 
Sd quan sat: 168. 
Ngudn:Nghien ciru cua nhdm tdc gid 

Bien phu thupc: Trang thanh 
*p<10% **p<5% ***p<l% 

So 221 thdng 11/2015 kinliteihattriei] 



nhung khi quy dinh nay duge go bd, cac ngdn hang 
thuang mgi cd phdn ndng lai sudt (nhu da timg lam 
tiong nhieu ndm qua), mot sd khach hdng ciia ehi 
nhanh Ddng Anh se chuyen hudng su dung dich vy. 

Vdn de tiep theo la khoang each, tien thue te, chi 
nhanh Ddng Anh dat tgi khu vuc nhd ga Ddng Anh, 
mdt VI tri thugn tifn de tiep ean khach hang. Ddy 
cung la dac diem chung eua cd hf thdng ngdn hang 
Ndng nghiep va phat trien ndng thdn vdi mang ludi 
chi nhanh rpng khap cd nuoc. Song sy phdt trien 
nhanh ehdng eua cdng nghf thdng tin dang vd se tao 
dieu kien de e-banldng nit ngan tdi da khoang cdch 
giua khdeh hdng va ngdn hang, dae biet khi duge 
ling dyng tren eae thiet bi di ddng, thdng minh vd 
mang xa hpi. Hien tgi, ddy la diem yeu cua ngdn 
hdng Ndng nghifp va phat trien ndng thdn nen khd 
"giir ehan" nhiing khaeh hang ed kien thuc va eoi 
trpng phuang thuc ngdn hang dien tu. Do dd, nhdm 
tac gid danh gid Lai suat tren sd vd Khodng caeh la 
hai nhan td hai long khdng ben viing, dan tdi hanh 
vi tmng thdnh gid tao, de bi thay ddi trong tuong lai. 

Diem lgi the Idn nhat eiia ehi nhanh Ddng Anh Id 
thuang hieu. Hai nhdn td uy tin vd Nhieu ngudi biet 
den dugc khdeh hang rdt hdi Idng, ddng thdi, la 
diem cdt loi khien khach hdng trang thdnh vdi dieh 
vu tien gui tiet kiem tai ehi nhanh Ddng Anh. Dieu 
ndy phu hgp vdi thyc te lich su phdt trien Idu nam 
cua hf thdng ngdn hdng Ndng nghifp va Phat trien 
ndng thdn. 

4. Thao luan ket qud nghien ciru 

4.1. Gpi y gidi phdp thu hut khdeh hdng sir 
dung tiin giii tiit kiim tgi chi nhdnh Ddng Anh 

Can cii vao eac ket qua phan tich neu tren, de thu 
hiit khdeh hdng sir dung dich vy tien giii tiet kiem tgi 
chi nhanh Ddng Anh, nhd quan ly nen tham khao 
mdt sd ggi y sau: 

4.1.1. Ddi vai chi nhdnh Ddng Anh 

Ci edp dp chi nhanh, cdc gidi phap tap trang vdo 
qud trinh tuong tdc vdi khaeh hang, bao gdm: (i) Cai 
thifn hinh anh, thai dp eiia nhdn vien theo hudng 
Ijch sy, thdn thifn, tich eye tu vdn cho khach hdng 
lya ehpn san pham phii hgp, thudng xuyen thyc 
hdnh vd kiem tra cdc ky nang mem nhu ky nang 
giao tiep, thuyet phuc, tra Idi khdeh hang, giai quylt 
khilu ngi,... nham tao cam nhdn tdt tir phia khach 
hang (ii) duy tri mdi lien hf mat thiet vdi khaeh 
hang sau khi eung cap dich vu bdng boat ddng tri an 
nhdn dip ki nifm. thdng bdo tinh hinh tai khodn, gidi 
thifu san pham mdi, khuyen khieh khach hdng gidi 

thieu sdn phdm tdi nhiing khdeh hdng tiem nang. 

4.1.2. Doi vai hpi sa ngdn hdng Ndng nghidp vd 
phdt triin ndng thdn Viet Nam 

Q cdp dp hpi sd (ra quyet dinh qudn tri), can thyc 
hifn dong bp cdc gidi phap sau: 

Thu nhdt, uu tien thye hifn ngay vife thay ddi 
cdn ban quy trinh cung cdp dich vy theo hudng gidn 
luge thu tuc ket hgp hd trg ciia hien dgi hda cdng 
nghe de gidm thdi gian xii ly giao dich (theo md 
hinh giao dich mdt eua). 

Thu hai, cung cd uy tin cua ngdn hdng khdng ehi 
bdng chdt lugng djch vy, can kit hgp vdi nhiing 
hoat dpng vi cdng ddng nhdm duy tri thifn cdm cua 
khdeh hang. Tang cudng sy nhan difn thuang hifu 
qua cac kenh thdng tin phi trayen thdng nhu mgng 
xd hpi, nhdm xa hpi. 

Thu ba, dii xac dinh khdng canh tianh bdng lai 
sudt do ed lgi the ve huy ddng vdn ciing nhu ap lyc 
quan ly chat ehe eua ngdn hang Nhd nude, ngdn 
hdng nen thiet ke va cung cap bd sung nhiing sdn 
phdm tien giii tiet kifm da dgng va linh hoat ve lai 
suat, ky han, ddi tugng khdeh hdng. 

Thir tu, ndng cap ca sd vat chdt hien dai, ddng bp 
va than thifn. Phat tnen nen tdng cdng nghe tien 
tien, img dyng toan difn tiong hoat dpng cung cap 
dich vu va qudn tri ndi bp. Xdy dyng ca sd dii Hfu 
ve khach hdng phyc vu cho hoat ddng xu ly giao 
dich, marketing va phat trien san pham. 

Thu ndm, ndng cao nghiep vu cua nhdn vien 
tuong thich vdi cdng nghf xir ly giao dieh mdi, 
ddng thdi tang eudng nang lye tu van ciia giao dich 
vien thdng qua dao tgo, tap hudn chuyen mdn dinh 
ky nghifp vu gdn vdi td chiic sat bach nghifp vy va 
danh gia hifu sudt lam viee (KPI). 

4.2. Gpiy hu&ng nghien cihi tiip theo 

Dya yen nghien cim nay, eae edng trinh tilp theo 
cd the thyc hifn theo hudng: (i) md rgng mdu 
nghien ciiu de cd bd dii lifu ddy du, tin eay han, gia 
tang y nghTa ciia kit qua phdn tieh (ii) ndng cap dp 
nghien ciiu todn ngan hang thay cho mdt chi nhanh 
nham phdt hien nhirng van de mdi ed tinh khai quat 
eao, (lii) bd sung cae nhdn td tiem dn cd y nghia, tao 
dieu kien phan tich sdu sac ban niia hdnh vi ciia 
khaeh hdng, (iv) tang sd lugng eau hdi vl dgc diem 
khdeh hdng trong qua trinh khdo sat, tir do thyc hifn 
phan tich giai doan 3 id nhan difn khaeh hang tilm 
ndng, (v) lya chpn ddi tugng nghien eiiu khae nhu 
dich vy tin dyng, bdo lanh, the... de da dgng hda kel 
qua nghien ciiu.n 
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Phu luc 1. Ket qua Idem dinh giai doan 1 
KMO vi kilm dmh Bartlett 

Kaiser-Meyer-Olkin Measure of Sampling Adequacy 
Bartlett's Test of Sphericity Approx. Chi-Square 

Df 
Sig 

0,881 
1708,507 

105 
0,000 

Nhom nhan to 

FAC 1.1 
FAC 1.2 
FAC 1.3 

Kiem dinh su- phii horp ciia mo hinh phan ti'ch nhan td 
He so Cronbach's Alpha 

0,917 
0,865 
0,749 

He so Cronbach's Alpha dua tren nhan to da 
duoc chuan hoa 

0,920 
0,870 
0,753 

Buac 
1 

Tons Itet mo hinh hoi quv lo&it 
-2 Log likelihood 

199,821 
Cox va Snell R' [ 

0,072 
Nagelkerke R' 

0,101 
Kî m dinh Hosmer va Lemeshow 

Buoc 
1 

Chi-square 
20,293 

Df 
8 

Sig. 
0.009 

Nguon: Nghien cuu ctia nhdm tdc gid 

Phu luc 2. Ket qua Idem dinh giai doan 2 
KMO va kiem dinh Bartlett 

ICaiser-Meyer-Olkin Measure of Samphng Adequacy 
Bartlett's Test of Sphericity Approx. Chi-Sqnare 

Df 
Sig 

0,721 
744,539 

105 
0,000 

Nhom nhan to 

FAC 2.1 
FAC 2.2 
FAC 2.3 
FAC 2.4 
FAC 2.5 

Kiem dinh sir phii hop ciia mo hinh pbSn tich nhan to 
He so Cronbach's Alpha 

0,757 
0,788 
0,713 
0,785 
0,771 

He so Cronbach's Alpha dua tren nhan to da 
duoc chuan hoa 

0,760 
0,791 
0,720 
0,787 
0.775 

Bude 
1 

Tong ket md hinh hoi quv logit 
-2 Log likelihood 

196,124 
Cox va Snell R' 

0,068 
Nagelkerke R" 

0,095 

Bude 
1 

Kiem dinh Hosmer va Lemeshow 
Chi-square 

15,623 
Df 
8 

Sig. 
0,048 

Ngudn: Nghien ciru cda nhdm tde gid 
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