TAP CHI KHOA HQC PAI HOC VAN LANG Nguyén Thi Quynh Chau va tgk

PANH GIA SU HAI LONG CUA KHACH HANG VE HOAT PONG
CHO VAY TAI NGAN HANG THUONG MAI CO PHAN
XUAT NHAP KHAU VIET NAM -

CHI NHANH THU PUC - PHONG GIAO DICH LE VAN NINH

ASSESSMENT OF THE CUSTOMERS™ SATISFACTION
WITH THE LENDING SERVICES OF EXIM BANK, LE VAN NINH BRANCH

NGUYEN THI QUYNH CHAU va PHAN TH] THUY TIEN®?

TOM TAT: Cho vay la hoat dong so khai va la co sé chii yéu dé danh gia chdt lwong hoat
déng ngdn hang. Hoat dong cho vay déng vai tro vé cing quan trong doi véi mot nén kinh
1é néi chung va doi véi ngdn hang néi riéng. Viéc nghién ciu ban chat hoat dong cho vay,
cdc nhan t6 anh hwong la can thiét doi voi bdt ky mét ngdn hang nao dé c6 cdi nhin ddy di
va tong qudt vé hoat dong cho vay. Dé tai nay nghién ciru danh gid sw hai long ciia khéch
hang vé hoat dong cho vay va cdc dir liéu dwoc phan tich bang nhiéu phwong phdp héi quy
tuyén tinh théng qua cdc yéu 16 tac déng la chinh sdach tin dung, khdch hang vay von, san
pham cho vay, chat lwong cdn b tin dung va co s6 vt chdt, ... M6i mot yéu t6 do tuy nho
nhing hét sicc quan trong vi né khéng nhitng tdc dong dén hoat déng cho vay ma con tic
dong dén ca hé thong ngdan hang.

Tir khéa: hoat dong cho vay, ngdn hang, sw hai long, danh gid, ndng cao chdt lwong hoat
dong cho vay.

ABSTRACT: Loan is a prerequisite and the basis for assessing the quality of banking
operation. Loan plays a very important role for an economy in general and for banks in
particular. The study of the nature of the lending activity, the factors influencing it, is
necessary for any bank to have a complete and general view of its lending activity. This
study focuses on the customers’ satisfaction of lending activities and data analyzed by
multiple methods through the influencing elements, such as: credit policy, borrowers, loan
products, performance of credit officers and facilities, etc... Each of these factors can not
only contribute to the lending but also the whole bank system.

Key words: lending, banking, satisfaction, evaluation, quality improvement of lending.

1. PAT VAN PE hoat dong cho vay 1a hoat dong truyén

Cac hoat dong cua ngan hang thuong  thdng va quan trong bac nhét cia cic ngan
mai khong nging dugc mé rong va phat hang thuong mai, luon nhan dugc sy quan
trién, trong cac hoat dong do, co thé no6i  tam dic biét cua cac nha quan tri ngan hang
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thwong mai. S& di nhu vady vi hoat dong
cho vay ludn 1a hoat dong mang lai ngudn
thu nhap 16n nhat cho ngan hang thuong
mai va dong thoi ciing 1a hoat dong ganh
chiu nhiéu rai ro tiém an nhat. Van dé dugc
quan tdm nhét 12 1am sao dé c6 thé phat huy
tdi da chat luong hoat dong cho vay, khi
hién nay cic ngan hang dang phai dbi dau
v6i nhiéu kho khan nhu hoat dong tin dung
tiép tuc c6 xu hudng giam, ti 18 no x4u van
con cao, ng qué han c6 xu hudng gia tang
anh huong nghiém trong dén két qua hoat
dong kinh doanh ctia ngan hang.

Hoat dong cho vay cua ngan hang ngay
cang phu thudc phan 16n vao cac yéu td tao
nén strc manh cho cac ngan hang. Do su tac
dong cua cac nhan t6 anh huéng nhu chinh
sach tin dung, khach hang vay von, anh
huéng moi trudng,... ma chit luong cho
vay cua ngan hang luoén bi anh hudng. Viéc
nghién ctru ban chat hoat dong cho vay va
sir dung mo hinh hdi quy tuyén tinh boi,
danh gi4 cac nhan té anh huong 1a can thiét
dbi v4i bat ky mot ngan hang nao dé cé cai
nhin day du va tong quat vé hoat dong cho
vay tai ngan hang.

2. TONG QUAN VE
CUU TRUOC PAY

Debasish (2015) da

tich chét luong dich vu 1a mot trong nhiing

CAC NGHIEN
chi ra viéc phan

yéu td quan trong nhat anh huéng truc tiép
dén hoat dong cua ngan hang. Muc tiéu
chinh cua nghién ctru 1a danh gia cac yéu t6
vé chat luong dich vu ddi véi cac ngan
hang. Tuy nhién, tac gia chi nghién ciru vé
chat luong dich vu d6i voi cac ngan hang
duoc lua chon c6 thé cung cép duoc sb liéu
khao sat.
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Khrisanfova [2] nghién ctru vé sy can
thiét cia chat lugng dich vu ddi voi hoat
dong tin dung tai ngan hang. Nghién cuu
dua trén cac thang do SERVQUAL dé danh
gia vé chat luong hoat dong tin dung tai
ngan hang, chua di sdu nghién ctru vao
timg hinh thirc cap tin dung cu thé trong
hoat dong tin dung tai ngan hang.

Kumbhar [4] ciing nghién ctru, kiém
tra d§ tin cdy va hiéu lyc cia quy mod
eBankQual. Trong nghién ctru nay, tac gia
da tién hanh khao sat nhitng nguoi sir dung
ngan hang tryc tuyén, kiém tra do tin cdy
va hiéu lyc cua quy mo eBankQual. Mo
hinh nay da thir nghiém dya trén viéc su
dung d tin cay Cronbach's Alpha dé kiém
dinh. Két qua cua bai kiém tra do tin ciy va
tinh hop 1é cho thiy rang: kha ning véan
dung hé théng, do chinh xéc, tinh hiéu qua,
su bao mat, kha ning dap ung, dé dang sir
dung, thudn tién, chi phi hiéu qua, van dé
xtr 1y, bdi thudng, lién hé, hiéu qua nhan
thirc va gia tri cdm nhan la khia canh quan
trong nhat ctia eBankQual.

Olweny va Shipho [7] da dua ra cach
xac dinh va danh gia anh huong cua cac
yéu t6 ngan hang cu thé; an toan von, chat
lugng tai san, thanh khoan, hiéu qua chi phi
van hanh va da dang hoa thu nhap loi
nhudn cua cac ngan hang thuong mai ¢
Kenya. Nghién ciru ciing chi ra thém cach
xac dinh va danh gia anh huong cua cac
yéu to cau trGc thi trudng; s hitu nudc
ngoai va tap trung thi truong, loi nhuan cua
cac ngan hang thuong mai ¢ Kenya. Céac dir
liéu duoc phan tich bang nhiéu phuong
phap hoi quy tuyén tinh. Tuy nhién, két qua
nghién ctru chi méi dung lai viée cho thiy
rang tat ca cac yéu td cu thé ngan hang da
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c6 mot tac dong dang ké vé mit thong ké
vé loi nhudn, va khong c6 cac yéu td thi
truong nao tac dong dang ke.

Kumbhar [3] da nghién ctru vé& su hai
long cua khach hang trong dich vu ATM
cua cac ngan hang khu vyc cong va tu nhan
& An Do. Két qua nghién ctru cho théy,
khéach hang nhén thirc vé hiéu qua, an ninh
va phan tng, chi phi hiéu qua, vin dé xur ly
boi thuong va dich vu lién quan dén dich
vu ATM 1a thdp & ca hai ngan hang khu
vuc cong cong va 16i di riéng (dao dong tir
3,00-3,50). Trong nghién ctru dé cap dén
viéc do ludong hiéu sudt chi cé chat lugng
dich vu (SERVPERF) 1a yéu té quyét dinh
su hai long cua nguoi tiéu dung va y dinh
hanh vi tiép theo lién quan dén dich vu
ngan hang. Nghién ctu nay chi tip trung
vao hiéu suat, quy moé dé do ludong chit
luong dich vu va sy hai long ctua khéach
hang trong hoat dong ngan hang.

Nguyén Ngoc Lé Ca [5] di nghién ctu
cac nhan t6 can thiét phat trién tin dung ca
nhan nhu: méi truong kinh té - xa hoi; ning
lyc canh tranh ctuia ngan hang, chinh sach
va chuong trinh kinh té cua Nha nudc.
Trong nghién clru nay, tac gia da su dung
phuong phéap phan tich, so sanh céc sb liéu
hoat dong tir naim 2008 dén nam 2010 dé
chi ra han ché co ban cta hoat dong tin
dung ca nhan tai Vietcombank, do la chua
tao duoc san phém dich vu mang tinh dot
pha, t6 chitc bd may ban 1¢ chua chuyén
nghiép, khau quang bé, tiép thi con yéu
cling nhu chua cha trong ding muc dén
van dé hoan thién va phat trién tin dung ca
nhan mot cach toan dién. Nghién ctou dya
vao sd liéu hoat dong thuc té tai ngan hang
dé danh gia, chua di sau vao vi¢c dya vao
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cac thang do cu thé dé danh gia vé chat
lugng hoat dong tin dung tai ngan hang.

Nguyén Thi Xuan Théao [6] dd nghién
ctru vé hoat dong tin dung tiéu dung tai
BIDV — Chi nhanh Thanh phé H6 Chi
Minh trong giai doan 2004 —2006. Nghién
cuu da su dung phuong phép phan tich, so
sanh cac s liéu hoat dong va chi dung lai
viéc chi ra tim quan trong cta tin dung tiéu
diung ca nhan tai ngan hang, chua di sau
vao viéc kiém dinh danh gia cac thang do
cu thé vé chit lugng hoat dong tin dung
tiéu dung tai ngan hang.
3. PHUONG PHAP VA SO
DUNG CHO NGHIEN CUU

M6 hinh nghién ctru cac yéu td anh
huong dén chat luong hoat dong cho vay

LIEU

cua ngan hang thuong mai dugc str dung la
mo hinh hdi quy tuyén tinh boi phan tich sb
ligu dya trén vi¢c khao sat cac khach hang
da va dang giao dich tai Ngan hang Thuong
mai c¢6 phan xuit nhap khau Viét Nam -
Chi nhanh Thu Dtc - Phong giao dich Lé
Van Ninh.

[

Chit lvong hoat déng cho vay

]

4lcmm1 sach tin dung X1
—I}Zh;’u:h hang vay vén X2
—I_-‘mh hwéng méi treeng X3
4[5511 phim cho vay X4
—[aﬁn lwong can bé tin dung X5
4[&; s& vat chat X6

Hinh 1. M6 hinh nghién ctru @& nghi
Buoc 1, xdy dung bang cdu hoi

Xay dung bang cau hoi dua vao nhiing
van dé& can nghién ctru dé danh gia sy hai
1ong ctia khach hang vé hoat dong cho vay,
sau do6 chon loc va chinh stra nhirng van dé
khong hop 1y va khong can thiét trén bang
cdu hoi theo y kién cua dong nghiép va
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chuyén gia. Phong véan thtr 10 khach hang
dé kiém tra duoc mirc d6 18 rang cua bang
cau hoi 1a twong d6i. Cudi cing, chinh sta
hoan chinh véi mau khao sat ngan gon, dé
hiéu va giri bang cAu hoi dén tat ca khach
hang d¢é tién hanh thu thap thong tin.

Buoc 2, thu thap 6 liéu va chon mau

Theo mdt sd nghién ctru, tinh dai dién
cua s luong mau dugc lya chon khao sat
s& thich hop néu kich thudc miu 1a 5 miu
cho mot udc lugng. M6 hinh khao sat trong
nghién ctru nay bao gdm 6 yéu té doc lap
v6i 22 bién quan sat. Do d6, s6 lugng mau
can thiét la tir 22x6 =132 mau tré 1én. Cude
khao sat duoc thuc hién véi sd phiéu phat
ra 1a 140 phiéu trong d6 sé lwong bang cau
hoi thu vé hop 1¢ 1a 132 mau. Nhu vay voi
nhitng yéu cau dit ra d6i v6i ¢& mau thi sd
quan sat 132 bang cau hoi thu thap duoc
dam bao thuc hién tét mé hinh nghién ciru.
Nhom tac gia da st dung bang cau hoi
phong van tryc tiép dén khach hang di vay
tai Ngan hang Thuong mai cd phan xuat
nhap khau Viét Nam - Chi nhanh Thii Duc
- Phong giao dich Lé Van Ninh va gtri bang
khao sat online cho khach hang.

Buoc 3, xuw ly dir liéu thong qua viéc
sir dung phan mém Eview 7.0 dé dwa ra
két qua.

4. KET QUA VA THAO LUAN

Panh gia so bd két qua khao sat
thuc té:

Nghé nghiép khiach hang (hinh 2):
nganh nghé ma cac khach hang dang tham
gia nhiéu nhat 1a kinh doanh, budén béan
chiém khoang 53,03%. D6 ciing 1a ngudn
tra no cta khach hang dbi voi ngan hang.
So voi thu nhap tur luong va cho thué nha,
xe thi ngudn nay twong ddi cao hon nhung
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bén canh d6, né chira kha nhiéu rui ro.
Nganh nghé co ty 1& cao dung tht hai 1a
nhan vién van phong khoang 20,45% va
can by cong nhan vién chic khoang
17,42%. Pay 1a nhitng ngudi ¢6 ngudn thu
nhap chu yéu tir lwong, 13 mot trong nhirng
ngudn thu nhap 6n dinh va c6 co so 1 rang
hon trong viéc chiing minh kha nang tra ng
ctia khach hang, do c6 thé xac minh ké sao
luong. Cac ddi twong nay chu yéu hudng
lwvong qua ngan hang, vi vay rat it khi phat
sinh ng qué han.

NGANH NGHE

9.091%
17.424% ’

P N

\Z»

=

20.455%

53.030%

= Kinh doanh
= Nhéan vién van phong
= Can by nhan vién chirc
Khéc
Hinh 2. Nghé nghiép cuia khach hang vay von tai
Ngan hang Thuong mai ¢ phan xuat nhap khau
Viét Nam - Chi nhanh Thu Ptc - Phong giao dich
Lé Van Ninh
Nguon: Tong hop cua tac gid
Muc dich st dung von vay (hinh 3): c6
45 khach hang str dung vén vay vao muc
dich tiéu dung chiém ty 1€ 34,09%, trong
do vay von dé mua nha, mua dét, sira chira
nha c6 49 khach hang chiém ty 1& 37,12%;
nhimg muc dich khic chiém khoang
4,55%:; ¢ 32 khach hang vay vén dé kinh
doanh, budn ban chiém ty 1& 24,24%,
Thong thudng, khach hang st dung vén
vay dé hd tro viéc kinh doanh, san xuét
chiém ty trong cao nhit, nhung thuc té
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khao sat, khach hang vay von dé mua dét,
mua nha, stra chira nha. Piéu d6 cho thiy,
khach hang vay tai Phong giao dich Lé Van
Ninh khong bi thiéu hut nhiéu vé von trong
san xuat kinh doanh ma hién tai chu yéu la
so hiru dat, nha riéng, ¢ thé phuc vu dé mo
rong dia ban san xuét kinh doanh hodc xay
nha cho thué.

34.091%

m Khéc

Mua nha, dfit, stra chira nha
= San xuét kinh doanh
mTiéu dung

Hinh 3. Muc dich sir dung vbn cua khach hang tai
Ngan hang thuong mai c¢6 phan xuat nhap khau Viét
Nam - Chi nhanh Tha Ptc - Phong giao dich
Lé Van Ninh

Nguon: Tong hop cua tac gid

Tai san dam bao cua khach hang vay
(hinh 4): c6 96 khach hang, tuong duong
v6i 72,73% sir dung bat dong san dé thé
chap vay von tai Ngan hang Thuong mai c6
phan xuat nhap khau Viét Nam - Chi nhanh
Thu Buc - Phong giao dich Lé Van Ninh.
Mot phﬁn 1a do bat dong san dugc uu tién
su dung tu trudc dén nay, mat khac do
khach hang vay v6n chu yéu mua dat, nha,
sira chita nha, can mot sb lugng von 16n
nén tai san bao dam cling phai c6 gia tri 1on
moi c6 thé bao dam cho khoan vay, thong
thuong bat dong san thé chip chinh 13 tai
san hinh thanh tir vn vay ctia khach hang,
nhung rii ro ciing s€ cao do tinh thanh
khoan cta ndé phu thudc nhiéu vao moi
truong kinh té, thi trudng bét dong san,
ching khoan,... Cac dong san cling nhu
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gidy to c6 gia tri ciing duoc st dung 1am tai
san bao dam, nhung hau hét 1a bat dong
san.

6.060%

21.210%

72.730%

= Bit dong san = Pong san = Gidy to c6 gid
Hinh 4. Théng ké tai san bao dam cuia khach hang
tai Ngan hang Thuong mai c¢6 phan xuat nhap khau
Viét Nam - Chi nhanh Thu Dtc - Phong giao dich
L& Van Ninh
Nguon: Tong hop cua tac gid

Phuong thuc tra no vay: Co 8 khach
hang chon phuong thac tra ng la tra lai
dinh ky va goc khi dén han. Pic diém
chung cua cac khach hang nay la chi vay
Véi s6 tién nho khoang tir 50 dén 100 triéu
ddng va trong thoi gian ngan han dudi 1
nam. Ngoai ra, phuong thirc tra goc va lai
mot lan khi ddo han 1a 28 nguoi, chiém ty
trong kha cao (21,21%), vai khoan vay kha
I6n tir 500 triéu dong dén 1 ty dong, thoi
gian vay ngan dudi 1 nam dé giam &p luc
tra 1ai va sinh loi tir khoang thoi gian sau
hinh thanh vén vay.

Phan tich mé hinh hai quy
M® hinh hdi quy tong thé ¢ dang:

CLHDCV = Bg+ p1CSTD + B KHVV +
Bs AHMT + B4 SPCV + BsCLCBTD +
BsCSVC + U,

Trong d6: CLHPCV: (Y) chét luong
hoat dong cho vay; CSTD: (X1) chinh sach
tin dung; KHVV: (X2) khach hang vay
vén; AHMT: (X3) anh hudong moi truong;
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SPCV: (X4) san pham cho vay; CLCBTD:
(X5) chat luong cén bo tin dung; CSVC:
(X6) co so Vat chat.

Kiém tra y nghia thong ké cua cac hé
s6 trong md hinh

Dit gia thiét: Ho: px =0

voik=1,2,3,4,5,6 vaa=0,05

Hi: B #0

Bang 1. Bang két xuit cua mo hinh hdi quy

Bién | Hgsé | Dgléch chudn | Micy
i} nghia

22,792 0,487 0,000

X1 | 0385 0,097 0,000

X2 | 0156 0,068 0,024

X3 | -0,002 0,059 0,977

X4 | 0271 0,072 0,000

X5 | 0688 0,065 0,000

X6 | 0,155 0,066 0,020

0,73505 Durbl:t;iVatson 2100

:::;'l’l 0’76385 Prob(F-statistic) | 0,000

Nguon: Tong hop ciia tac gid

Tir két qua Bang 1, so sanh voi mirc y
nghia P — value cia Bk véi o ta théy:

P (B1), P (B2), P (B4), P (Bs), P (Bo) <
0,05 = bac bo gia thict Hy tirc hé sO co y
nghia thong ké.

P (B3s) > 0,05 = chip nhan gia thiét Ho,
tirc hé s khong c6 ¥ nghia thong ké.

Hiéu chinh md hinh hoi quy: Qua phan
kiém tra y nghia théng ké caa cac bién trén,
VGi miic y nghia 5%, ta nhan thay rang bién
AHMT (X3) khong c6 ¥ nghia thong ké
trong mo hinh, vi vay tién hanh loai bién
AHMT (X3) va chay lai mé hinh.
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Bang 2. Bang két xuét hiéu chinh cia
mo hinh héi quy

ALK P D¢ léch Muc y
Bién so | H¢ so 2 .

chuan nghia

C -2,790 0,478 0,000

X1 0,384 0,093 0,000

X2 0,156 0,068 0,023

X4 0,271 0,069 0,000

X5 0,688 0,064 0,000

X6 0,154 0,063 0,015
Durbin-

R2 0,751 Watson 2,099

stat

R2hidu | 74y | Prob(F- 0,000

chinh statistic)

Nguén: Tong hop ciia tdc gid
Pit gia thiét: Ho: B = 0 voi k =
1,2,4,5,6 va a.= 0,05
Hi: B # 0
So sénh vai mirc y nghia P — value cua
Bk V6i o ta thiy: P (B < 0,05 >chap nhan
gia thiét Hy, bac bo gia thiét Ho tirc hé sé P
¢6 y nghia thong ké hay céc bién con lai
déu c6 ¥ nghia thong ke.
Kiém tra y nghia thong ké cua cac hé
s6 trong md hinh.

Bing 3. C4c gia tri thong ké chinh trong md hinh

hoi quy
R2 hi¢u | Prob  (F- | Durbin-
R2 chinh statistic) Watson stat
0,751 | 0,741 0,000 2,099

Nguén: Tong hop ciia tic gid

Sau khi chay mo hinh, ta c6 hé s6 R?

hi¢u chinh 1a 0,741, nghia 1a 74,1% su bién

thién cta chat luong hoat dong cho vay la

do cac yéu t6 doc lap trong md hinh tac
dong vao.

Gia tri thong ké F duoc tinh tir gia tri

R? ciia mé hinh v6i muc ¥ nghia quan sat
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rat nho, nho hon 0,05 cho thay kiém dinh F
¢6 ¥ nghia thong ké, nghia 1a mo hinh hoi
quy tuyén tinh bdi phtt hop véi tap dir licu
va c6 thé st dung duoc.

Pai luong thong ké Durbin-Watson ¢6
gia tri 2,099 cho thiy khong co su tuong
quan giita cac phan du. Diéu nay c6 nghia
12 m6 hinh hdi quy khéng vi pham gia dinh
vé tinh doc 1ap cua sai $6.

Két qua phan tich hoi quy tuyén tinh boi.

Bang 4. Két qua phan tich hdi quy

Biénsé | Hess | POléch chuén Mfrc~ y
: nghia

C -2,790 0,478 0,000
X1 0,384 0,093 0,000
X2 0,156 0,068 0,023
X4 0,271 0,069 0,000
X5 0,688 0,064 0,000
X6 0,154 0,063 0,015

Nguon: Tong hop ciia téc gia

Két qua phan tich mé hinh cho thdy,
trong sau yéu t6 thudc mé hinh thi c6 nam
yéu t& chinh anh huéng dén chit luong
hoat dong cho vay tai Ngan hang Thuong
mai cd phﬁn Xuét nhap khéu Viét Nam -
Chi nhanh Thua Buc - Phong giao dich Lé
Vin Ninh gdm: chinh sach tin dung, khach

hang vay von, san pham cho vay, chét
luong can bd tin dung va co so vat chét.
Con yéu td anh huéng ciia méi truong bén
ngoai khong tac dong dén chét luong hoat
dong cho vay cua Ngan hang Thuong mai
cd phan xuat nhap khau Viét Nam - Chi
nhanh Thu Puc - Phong giao dich Lé Van
Ninh. Trong d6, nim yéu t6 anh hudng
chinh déu c6 tac dong cung chiéu dén chat
luong hoat dong cho vay, dong thoi két qua
gia tri hdi quy con cho biét mirc d6 anh
huong giita nam bién doc 1ap va bién phuy
thudc. Cu thé, chat luong hoat dong cho
vay ciia Ngan hang Thuong mai c6 phan
xuat nhap khau Viét Nam - Chi nhanh Thu
buc - Phong giao dich Lé Van Ninh chiu
anh huong nhiéu nhét 1a tir chat luong cén
bd tin dung (B = 0,688), tht hai 1a chinh
sach tin dung (B = 0,384), thir ba la san
pham cho vay (B = 0,271), cudi cing yéu tb
khach hang va co s& vat chat co tic dong
gan ngang nhau va chiu anh huong it nhat
trong cac yéu té anh huong (B = 0,156;
0,154). Tur két qua bang khao sat dua ra,
chap nhan nim trong siu nhan t6 anh
huong dén chit luong hoat dong cho vay
ciia Ngan hang Thuwong mai c6 phin xudt
nhap khiu Viét Nam - Chi nhanh Tha Pirc
- Phong giao dich Lé Van Ninh.

Bang 5. Tong hop két qua kiém dinh gia thiét

cx a X Ket qua
Gia thiet kidm dinh
X1: Thanh phén chinh sach tin dung, quy trinh cho vay cang dugc danh gia
cao thi chat lugng hoat dong cho vay céng’chét lugng va nguoc lai. Ta c6 thé Chép nhan
thay, thanh phan chinh sach tin dung va chat lugng hoat dong cho vay cé quan ’
hé cung chibu.
X2: Thanh phan khach hang vay von cang t6t thi hoat dong cho vay cang tot va
nguoc lai. Didu d6 néi 1én thanh phin khach hang vay vén va chét lugng hoat | Chép nhan
dong cho vay c6 quan hé cung chiéu.
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Gia thiét Ket qud
kiém dinh
X3: Thanh phan anh hudng ctua méi truong bén ngoai cang thap thi chat
lugng hoat dong cho vay cang tét va nguge lai. Hay noi cach khac, thanh phan Bic bo
anh hudéng moi trudong bén ngoai va chat lugng hoat dong cho vay cé6 quan hé
ngugc chiéu.
X4: Thanh phan san pham cho vay cang dwoc danh gia cao thi hoat dong cho
vay cang tot va nguoc lai. Hay noi cach khéac, san phdm cho vay va chit lugng | Chap nhan
hoat dong cho vay c6 quan hé cung chiéu.
X5: Thanh phan chat lugng nhan vién dugc danh gia cang cao thi chat lugng
hoat déng cho vay cang tot va nguoc lai. Hay noi cach khac, thanh phan chit | Chép nhan
luong nhéan vién va chat luong hoat dong cho vay c6 quan hé cung chiéu.
X6: Thanh phan co s& vat chat dugc danh gia cao thi chat luong hoat dong cho
vay cang t6t va nguoc lai. Didu nay ddng nghia voi viéc thanh phan co s¢ vat chit | Chap nhan
va chét lugng hoat dong cho vay c6 quan hé cing chiéu.

Tur nhitng két qua phan tich trén, ta xac
dinh duoc phuong trinh hdi quy tuyén tinh
boi nhu sau:

CLHDbCV= 0,384 X1 + 0,156 X2 +
0,271 X4 + 0,688 X5 + 0,154 X6 - 2,790

Ttr m6 hinh trén, chung ta thay:

V6i muc y nghia 5%, khi chinh sach
tin dung tiang 1én 1 don vi véi cac yéu td
con lai khong dbi thi chit luong hoat dong
cho vay sé tang 1én 0,384 don vi.

V61 mtc y nghia 5%, khi khach hang
vay von tang 1én 1 don vi véi cac yéu tb
con lai khong dbi thi chat luong hoat dong
cho vay sé tang 1én 0,156 don vi.

Véi muc y nghia 5%, khi san pham
cho vay ting 1én 1 don vi véi cac yéu t6
con lai khong doi thi chéat lwong hoat dong
cho vay sé tang 1én 0,271 don vi.

Véi mirc y nghia 5%, khi chéat luong
can b tin dung tang lén 1 don vi véi cac
yéu t con lai khong dbi thi chét luong hoat
dong cho vay s€ tang 1én 0,688 don vi.
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Véi muc y nghia 5%, khi co s& vat
chat tang 1én 1 don vi véi cac yéu té con lai
khong doi thi chat lugng hoat dong cho vay
sé tang 1én 0,154 don vi.

5. KET LUAN

Khi xem xét, danh gia cac yéu t6 anh
hudng, tat nhién ta phai nhin nhan theo cac
goc do khach nhau cung véi nhiing y kién
khac nhau nhung diéu d6 giup cho viéc
danh gia khong bi I¢ch va hoan thién, toan
dién hon. Viéc tim ra cac yéu t6 anh huong
1a mot viéc rat quan trong, gitip Ngan hang
Thuwong mai ¢d phan xuat nhap khau Viét
Nam - Chi nhanh Thu BPtc - Phong giao
dich Lé Van Ninh c6 nhiing giai phdp va
chién lugc phu hop nhim nang cao chit
luong hoat dong cho vay trong nhitng ndm
sap t6i. Tir nhitng diéu da phan tich, chat
luong hoat dong cho vay tai Ngan hang
Thuwong mai ¢d phan xuat nhap khau Viét
Nam - Chi nhanh Thu DPtc - Phong giao
dich Lé Van Ninh chiu anh hudng bdi cac
yéu t6 chinh: chinh sach tin dung, thanh



TAP CHi KHOA HOC PAI HOC VAN LANG

Nguyén Thi Quynh Chau va tgk

phan khach hang vay vbn, san pham cho
vay, chat luong can bo tin dung va co so
vat chat. Con yéu to anh huong ciia moi
truong bén ngoai duoc xem 1a thanh phan
khong quan trong d6i véi Ngin hang
Thuwong mai ¢d phan xuat nhap khau Viét
Nam - Chi nhanh Thu Ptc - Phong giao
dich Lé Van Ninh.

Chinh sach
tin dung

Khéach he‘lng

vay von

Nhan tb

anh huéng

San phém
cho vay

Co s¢ vat

chét

Hinh 5. M6 hinh céc yéu t6 anh huong dén chét
luong hoat dong cho vay tai Ngan hang Thuong mai
¢6 phan xuat nhap khau Viét Nam - Chi nhanh
Thu Buc - Phong giao dich L€ Van Ninh

Nguon: Tong hop cua tac gid
Trong giai doan c&c ngdn hang canh
tranh gay git nhu hién nay, dé ton tai va
phat trién, cac ngan hang can phai biét
dugc diém manh, diém con yéu cua ngan
hang minh dé dua ra cac giai phép, chién
lugc nham dat duwoc muc tiéu caa ngan
hang mot cach tét nhat, dap wng ky vong
ctia cac c6 dong, khang dinh minh trén thi
truong trong va ngoai nudc. Do do, viéc
tim kiém cac giai phap nang cao hiéu qua
hoat dong tin dung nhu:
Pay manh hoat déng marketing ngan
hang: Tang cuong dao tao kha ning tiép thi

Chét lugng
can bg tin
dung

qua dién thoai, d&am phan, cong tac tiép thi;
c¢6 nhiéu chinh sach khuyén mai, ting qua
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cho cac khach hang than thudc; nang cao
cong tac phuc vy, nhan vién phai luén vui
vé, an can, chu ddo,...

Néng cao chat lwong cdn bé tin dung:
chinh sach ting cuong dio tao dé dam bao
héng nam can bg tin dung kip thoi cap nhat
nhimg kién thirc méi, dic biét phai phu hop
v6i thuc té, voi nhitng thiéu hyt cua nhan
vién. Bén canh do, can ¢ nhirng chinh sach
khuyén khich tinh than cho can bo tin dung,
phan cong bd nhiém, dé bat can b tin dung
dang vi tri, ndng lyc cua ho.

Hoan thién chinh sich cho vay: can
xay dung mot thu tuc cho vay hop ly va
khoa hoc hon nhu cit giam cac thi tuc
rudm ra, khong can thiét, nham giam bét
thoi gian thu thap ho so, tham dinh va xét
duyét khoan vay, giip ngan hang dua ra
quyét dinh dung din, nang cao chat luong
cac khoan vay, han ché no qua han phat
sinh, ludn tao cho khach hang cam thiy su
thoai mai, thudn ti€n trong qua trinh vay
von,...

Pa dang hoa san pham cho vay: khong
ngung nghién cuu, khao sat thi truong,
khao sat khach hang mai, phan tich, tham
khao, hoc hoi, so sanh véi cac ngan hang
canh tranh dé tiép tuc dua ra cic san pham
moi, nang cao tinh canh tranh cua ngan
hang, ddc biét la phai phu hop véi thi
truong, véi khach hang va dia diém ma tru
s0 ngan hang dang toa lac.

Tang cwong kiém tra va gidm sdt cdc
khodn vay: kiém tra thong tin day du trudc
va sau khi cho vay thuong xuyén theo diing
quy dinh.
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