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CAC NHAN T6 ANH HUGNG DEN SU HAI LONG CUA KHACH HANG CA

NHAN DOI V&I CHAT LUONG DICH VU TAI EXIMBANK - TP. HCM
Nguyén Ngoc Chdnh +

TOM TAT

Muc tiéu ciia nghién citu ndy nham xdc dinh cdc nhén t6 anh hwéng dén mirc dé hai
longciia khdch hing doi véi chit lwongdich vu tai Eximbank — TP.HCM.Sé liéu nghién ciru dwgc
thu thip tir 300 khdch hing dang sir dung dich vu tai ngdn hang (NH). Cic phwong phdp kiém
dinh Cronbach Alpha, phin tich nhén t6 khdam phd (EFA), mé hinh hoi qui tuyén tinh da bién
dwoc siv dung trong nghién citu. Két qud nghién ciru da xdc dinh cdc nhin té dnh hwéng dénmirc
d¢ hai long ciia khdch hang doi véi chit lwong dich vu tai NH la sw tin cdy, sw ddp iing, hinh dnh

va gid cd. Trong dé, nhan té gid cd cé anh hwéng manh nhit dén mive dp hai long ciia khdch héng.

Tir khoa: khdch hang, mivc dé hai long, chit lwong dich vu

TITLE: FACTORS AFFECTING THE CUSTOMER
SATISFACTION TOWARDS SERVICE QUALITY OF
EXIMBANKIN HO CHI MINH CITY

ABSTRACT

This study aims at determining the factors that affect customer satisfaction towards service
guality of Eximbank in Ho Chi Minh City. Research data was collected from 300 customers,who
have been using the services in the bank. Cronbach’s Alpha test, Exploratory Factor Analysis
(EFA) and Linear Regression Analysis were used in the study. Research results have identiied the
factors affecting the customer satisfaction for banking services are the reliability, responsiveness,
imagineand price. In particular, the price are the most powerful inluence on customer satisfaction.

Key words: customer , satisfaction, service quality

* ThS. Gidng vién Khoa Tai chinh — Ngin hang, trwong Dai hoc Vin Lang, Tp. HCM
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1. DAT VAN BE

Vé6i s6 dan khoing hon 90 triéu nguoi,
cung voi mire thu nhép ciing nhw trinh d§ dan
tri cia ngwoi dan ngay cang cao VN dang
dwge danh gia 1a thi trwong rit tiém ning
danh cho dich vu NH ban 1é. Tuy cac NH
trong nuwée vin chiém t6i 90% thi phin ban 1é
& VN thé nhung ciac NH nuwée ngodi dang nd
Irc thu hep thi phian nay bing cach tung ra
nhirng ti€n ich, dich vu cong nghé cao ma
nhiéu NH trong nwéc khéng cé. Muc tiéu
chinh cia cac NH ¢ day lai chinh la cac khach
hang c4 nhian (KHCN), chién lwgc kinh doanh
hwéng dén KHCN dang tré thanh chién lwgc
quan trong hang dau ciia cic NH. Lam thé nao
dé dem dén cho khdach hing sw hai long tot
nhit luén la vin dé ma cic NH cé ging thuc
hign véi tit ci khd ning cia minh. Vi vy,
nghién citu sw hai long ciia khdich hang déi véi
chit lwong dich vu tai NH la mét cong viéc
quan trong phdi thwc hién thwong xuyén va
lién tuc dé c6 thé dap irng kip théi nhu cau ciia
ho. Tir d6 NH cé thé phuc vu khdch hang tot
hon, lam cho h¢ luon dwgc théa man khi s
dung cdc sin pham dich vu ciia NH. Ngin
hang nao danh dwoc méi quan tim va sw trung
thanh ciia khdich hang NH do sé thing loi va
phat trién. Tir d6 nghién ciru “Céac nhan té anh
huwéng dén sy hai 1ong cia khach hang ca
nhan doi véi chit lwong dich vu tai Eximbank
— TP. HCM” dwoc tic gid thwe hién nham
givip NH thdy dwoc cic yéu té anh hwong dén
s hai 1ong cho khach hang dé c6 nhirng dé

Xuit, gidi phap thich hop nham duy tri va gia

tang lwgng khach hang ciing nhu gia tang
lgi nhuén cho NH.

2. CO SO LY THUYET VA MO HINH NGHIEN

’

Ccuu

Theo Kotler (din tir Lin, 2003), su hai
long hay sy thit vong ciia mdt ngudi bit
ngudn tir sy so sanh cam nhin v6i mong doi
vé chit lwgng mét san phim hay mét dich vu
nio d6. Theo dé, sw hai long ¢6 ba cip d sau:

- Néu nhén thirc ciia khach hang nhé
hon ky vong thi khach hang cidm nhin
khdng hai long.

- Néu nhan thirc bang ky vong thi
khach hang cim nhan hai long.

- Néu nhén thirc 16n hon ky vong thi khach
hang cam nhén l1a hai long hodc thich thu.

Con Zeithalm & Bitner (2000) thi cho ring
sw hai 10ng cia khach hang bi tadc déng boi
nhiéu yéu t6 nhu: chat lirong san phﬁm,chﬁt
lwong dich vu, gi& ca, yéu t6 tinh hudng, yéu t6
cd nhén. Theo Parasuraman, Zeithaml, Berry
(1991), ¢6 5 nhan t6 anh hwéNG d@éN sy hai 1ong
ciia khach haNG déi véi dichvu:
(1) D¢ tin ciy (Reliability), (2) Mirc d¢ dap
ung (Responsivaness), (3)
(Assurance), (4) Sw cam thong (Empathy), va
(5) Phurong tién hiru hinh(Tangible).

Thong qua lwge khao tai liéu, dong thoi

Sw ddm bao

tac gia sir dung phuwong phép thiao ludn nhom
(nghién ctru dinh tinh) véi 10 khdch hanG
dang sit dung dich vu tai ngin hang ¢
thao luin va Xac dinh 24 tiéu chi duwec xem
la c6 kha ndng anh huéNG dén mire dp hai
IOng cia khach hang. (Bang 1)

Bang 1: Cdc tiéu chi anh hwéng dén sw hai long ciia khdch hang

TT |MH | DIEN GIAI

PO TIN CAY
1 TC1 | NH hira sé thye hién mot diéu gi d6 vao khoang thoi gian cu thé NH sé thuc hién
2 TC2 | NH thye hi¢n dich vu diing ngay tir lin dau tién
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3 TC3 | NH sin sang quan tim va giai quyét théa dang nhirng vin dé ma khach hang gip phai
4 TC4 | NH cung cip dich vu diing nhw thoi gian ho da hira
5 TC5 | NH thong bao chinh xac cho khach hang khi nao dich vu sé dwgc thuc hién
PAP UNG
6 DUl | Nhén vién NH thuc hién dich vu cho khach hang mgt cach nhanh chéng
7 DU2 | Nhanvién NH ludn luén siin long gitip d& khach hiang
8 DU3 | Nhanvién NH khéng bao gio' to ra qua ban ron dé khong dap ing yéu ciu cia KH
NANG LUC PHUC VU
9 PV1 Hanh vi ciia nhanvién NH ngaycangtaosutintwongddivéikhach hang
10 PV2 Khach hangcimthiyantoankhithye hién giao dich véi ngan hang
11 PV3 | Nhanvién NH baogiociingphuc vu khach hang tan tinh, chu dao
12 PV4 | Nhanvién NH c6 di kiénthircchuyénméndé tra 10 cac ciu héi cia KH
SUDPONG CAM

13 DC1 | NH c6 cic chwong trinh thé hién sy quantimdénKH
14 DC2 | Nhéanvién NH chit dong quan timdén tirng KH
15 DC3 | NH ludn ldy lgi ich ciia khach hang lam tAm niém
16 DC4 | Nhanvién NH hiéuronhucéu cu thé caaKH

PHUONG TIEN HU'U HINH
17 HH1 | Co sé vt chat ,trangthiétbi ciia NH rat hi¢ndai
18 HH2 Cac tién nglrli phuc vu khach hang tot ( noi dé xe thuén tién, nha vé sinh, khu vue

dgi ,nwéc uong ...)
19 HH3 [ Nhanviénciia NH c6 trangphucgongang,lichsw
20 HH4 | NH botri thoigianlamviécthuantién
21 HH5 | NH c6 cac tai liéu, sach anh gi6i thiéu vé dich vu NH rit cudn hat
GIA CA
22 GC1 | NH ap dungmirc ldi suit canh tranh
23 GC2 | Chi phi giao dich ctiia NH 1a hgp ly
24 GC3 | NH c6 chinh sach gia linh hoat
SU HAI LONG CHUNG

HL1 | Nhin chung u6ng/ ba hoan toan hai long khi giao dich véi NH

HL2 Ong/ ba sin sang gi6i thi¢u NH cho nhirng nguoi khac

HL3 Trong thoi gian t6i 6ng/ba vin tiép tuc sir dung dich vu ciia NH

M6 hinh nghién civu Iy thuyét dwoc tic gia dé xudt (Hinh 1)
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Do tin cay

Pap ung Hai Long
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Nang luc phuc vu

Sw dong cam

Phwong tién hiru hin
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Chit lwgng dich vu

Gia ca

Hinh 1: Mé hinh nghién civu ly thuyét dit ra

Viéc dinh lwgng cac nhan té dnh hwéng
dén mirc 9 hai long ciia khach hang gom 3
bwée: (1) Bwée 1: Siv dung hé sb tin ciy
Cronbach’s Alpha dé kiém dinh mibc dd
chiit ché va sy twong quan giira cic bién
quan sat trong mé hinh nghién ctu. (2)
Buéc 2: Sir dung phan tich nhin t6 kham
pha (EFA) dé kiém dinh cic nhin t6 anh
hwéng va nhan dién cac nhin to6 duwoe cho la
phu hop véi mire d§ hai long. (3) Budce 3: St
dung md hinh héi qui tuyén tinh da bién aé
phan tich anh hwéng ciia cac bién doc lap
dén mirc dd hai 1ong ciia khach hang d6i véi
dich vu céia ngin hang déng thoi cho biét
mirc d tac dong ciia tirng bién nghién ciru.

S6 liéu ciia nghién ciru dwogc thu thip bing
cach phong vén truc tiép cac khach hang da va
dang sit dung dich cia NH theo phwong phap
chon miu phan ting két hop v6i ngiu nhién.
Hién nay, theo nhiéu nha nghién ciru, vin dé
kich thuwéc miu 1a bao nhiéu, nhw thé nao 1a di
16n vin chua duoc xac dinh ré rang. Hon nira,
kich thwéc miu con tuy thudc viao cac phuong
phap woc lwgng sit dung trong nghién ciru cu
thé. Theo mot sé nghién ciru, tinh dai dién cia
s0 lwong miu dwoc lwa chon khio sat sé thich
hop néu kich thwéc miu 1a 5 miu cho mot wée
lwong. Mé hinh khéo sat tic gia dé xuit c6 24
bién quan sit. Do d6, s6 lwgng miu can thiét 1a

tir 24x5=120 miu tré 1én. Vay s
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lwgng miu dung trong khio sat 1a n= 300
nén tinh dai dién ciia miu dwoc dam bio
cho viéc khao sat. Thue té tac gia da tién
hanh diéu tra 335 khach hang da va dang
stt dung dich vu cia Eximbank - TP.HCM
trong khoang thoi gian tir (2/2014 -
5/2014) sau khi loai bé cac phiéu khong
hop 1é 300 phiéu dwoc dwa vao khio sat.

3. KET QUA NGHIEN CUPU VA THAO LUAN

Pé kiém dinh mé hinh nghién ciru va
xac dinh cic nhan t6 anh hwéong dén mire do
hai long cia khach hanh doi véi viée sir
dung dich vu ciia NH, tic gia sir dung phan
mém SPSS 20.0 dé hd tro phan tich, két qua
thyc hién mo6 hinh nghién ciru nhu sau:

Buwéc 1: Kiém dinh d tin ciy thang do
biang Cronbach’s alpha

Cronbach’s alpha la céng cu giup loai di
nhitng bién quan sdt, nhirng thang do khong
dat yéu cau. Cac bién quan st cé hé sé twong
quan bién—tﬁng (item-total correlation) nhé
hon 0.3 sé bi loai va tiéu chuin chon thang do
khi hé sé6 Cronbach alpha la tir 0,6 tré Ién
(Nunnally & Burnstein 1994). Hoang Trong
va Chu Nguyén Mong Ngoc (Phin tich dir ligu
nghién ciru véi SPSS 2, NXB Hong Dirc-2008)
cho rang nhiéu nha nghién ciru ddng
y cronbach anpha tir 0.80-1 12 m{t thang
do lwomng tot, tir 0.70 dén 0.80 1a sir dung
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dwge. Ciing c6 nha nghién ciru dé nghi ring
Cronbach’ Alpha tir 0.6 tré 1én 1a cé thé sir
dung dwoc trong trueong hop khai niém dang

nghién ctru 1a méi hodc méi doi voi nguoi tra

Bang 2. Bing tém tit phén tich Cronbach’s Alpha

10 trong boi canh nghién ciru (Hair 1998).
Két qua cho thiy tit ca cac bién déu phu
hop va dwgc sit dung trong phan tich
nhén t6 tiép theo. (Bang 2)

. N S bién P tin cay o
Thanh phan , Danh gia
guan sat (Cronbach’anpha)
Do tin cay 5 0.887
Chit | Pap irng 3 0.85
lwgng Nang luc phuc vu 4 0.84
dich vu | Sy dong cam 4 0.882 Pat yéu ciu
Hiru hinh 5 0.85
Gia ca cam nhan (GC) 3 0.87
Sw Hai Long Chung (HL) 3 0.864

Nguén: Xir ly dit liéu diéu tra nam 2014

Budc 2: Phan tich nhan t6 kham pha (EFA)

Khi phan tich nhan t6 kham pha, cic Mong Ngoc, Phén tich dir liéu nghién ciru vdi

nha nghién ciru thwdng quan tim dén hé s6 SPSS 2, NXB. Hong Pirc- 2008).

KMO>0,5, mirc ¥ nghia ciia kiém dinh Bartlett  Khi phan tich EFA sir dung phwong phap
< 0,05, hé s6 tai nhan to (factor loading) > 0,5. trich Principal Component Analysis v6i phép
Néu bién quan st nao c6 hé sb tai nhan té < xoay Varimax va diém dirng khi cac yéu td c6
0,5 thi phan tich nhén t6 c6 kha ning khong eigenvalue 16n hon 1. (Két quéa dwoc thé hién

thich hop (Hoang Trong va Chu Nguyén & bang 3)

Bang 3: Bing két qud phén tich EFA cdc bién chit lugng dich vu
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Thanh phan
Cic yéu td Hinh | Dap | Db tin
inh rng ciy

NH hira thyc hi€n sé thuc hién .788
NH thye hién ding ngay tir dau tién 187
NH siin sang quan tAm giai quyét cic van dé khach hang .688
NH cung cip dich vu diing han .651
NH thdong bao chinh xac cho khach hang khi thwe hién dich vu 611
Nhéan vién NH thuc hién dich vu nhanh chéng .617

Nhin vién NH siin long giup d& khach hang .657

Nhén vién NH khong té ra ban ron .594

Hanh vi cia nhian vién NH ngay cang dwgec tin twéng .624

Khach hang cam thiy an toan khi thye hién giao dich .630

Nhan vién NH phuc vu tin tinh, chu d4o 735

Nhén vién NH di Kién thirc chuyén mén 671
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C6 chwong trinh quan tim khach hang .620
Chu dong quan tim KH .659
LAy lgi ich KH 1am tim nién 652
Nhén vién NH hiéu ré nhu ciu KH .646
Co s& vat chit, trang thiét bi NH hién dai .699
Cic tién nghi phuc vu khach hang tot .638
Nhéan vién NH c6 trang phuc gon gang, lich sw .738
Thoi gian lam vi€c thuan tién 721
Tai liéu, sach anh vé dich vu NH rit cudn hit .612

Nguén: Xir ly div liéu diéu tra nam 2014

Két qua cho thiy hé s6 KMO= 0.934, kiém kha ning sir dung 3 nhém nay dé giai thich
dinh Barlett c6 mirc y nghia 12 0.00 thé hi¢n cho 21 bién quan sat ban dau 1a 63.411%. Két
cac bién quan sat c6 twong quan v6i nhau xét qua dwge nhom lai thanh 3 nhén to (d9 tin cay,

trén pham vi tong thé. Do d6, phén tich nhan t§ su dap g, hinh anh) va mé hinh nghién ciru

phit hop. Véi mire gia tri Eigenvalue 1 1.101, dwoc thiét 1ap lai Nhan t6 1: Hinh anh gom

ta thay 21 bién quan sat dwoc nhém thanh 3 9 bién, Nhén t6 2: Sy dap vng gdom 7 bién,
nhém véi phwong sai trich 13 63.411%, tirc1a  Nhan t6 3: P9 tin cdy gom 5 bién (Hinh 2)

Do tin cay

Sw dap (rng

Chét lwong

dich vu

Hinh 2: M6 hinh nghién civu dwoc thiét lap lai

Buwée 3 : Phén tich hdi quy tuyén tinh

Sw Hai Long

Tién hanh phén tich hdi quy bdi dé kiém tra quan hé nhin qua, sw tac dong cia 4 bién

doc 1ap (diém so nhan to cia cac bién do tin cdy, sw dap wng, hinh anh, gia cd) dén bién phu

thudc (diém s6 nhan td ciia théa man ciia khach hang-HL). Két qua thé hién & bang 4

Bang 4: Két qud phan tich hoi quy

] ] Hé s6 da . .

M6 hinh H¢ s0 chwa chuan hoa Tz, Thong ké cong tuyen

chuan hoa .

Sai 50 Hé so t Sig. Do chap H¢ so
B chuén Beta nhin VIF
Hiing sb -8.564E-17 | .036 .000 | 1.000 1.366
Hinh anh (NT1) | .289 .043 289 6.786 | .000 | .732 1.286
Sw dap wng (NT2)| .206 041 .206 4.999 |.000 |.778 1.178
D) tin cay (NT3) | .228 .040 228 5.763 | .000 | .849 1.830

Gii ci (GC) 433 .049 433 8.794 | .000 | .547

Nguén: Xir Iy dit ligu diéu tra niam 2014
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H¢ s6 twong quan r=0.78, viy d chit ché
ciia quan hé tuyén tinh ciia cic bién trong md
hinh cao. Gid tri kiém dinh d = 2.049 ciia
Durbin-Watson (trong khoang 1-3) nén ta tin
twéng gia thiét khéng c6 sw twong quan & day.
R2 = 0.609, phan tich ANOVA c¢6 gia tri Sig =
0.00 < 0.05 nén mé hinh hdi quy nay hoan toan
phu hop véi tong thé. Hé s6 phéng dai phwong
sai clia cac bién trong md hinh VIF < 5 nén md
hinh khéng xiy ra hién twong da cong tuyén
giira bién phu thudc va cac bién doc lap.

Vé6i kiém dinh t cac bién doc 1ap trong
mé hinh, thi ¢6 4 bién (NT1, NT2, NT3,
GC) c6 gia tri Sig <0.05, viy cac bién nay
¢6 y nghia thong ké trong mé hinh.

Nhu vidy phwong trinh hodi quy dwoc
viét nhw sau:

HL = 0.289*(NT1) + 0.206*(NT2) +
0.228*(NT3) + 0.433*(GC)+ (-8.564E-17)

Piéu nay c6 nghia 13 khi mdt trong cac
nhin td tic dong tir hinh anh, sy dap bng,
do tin ciy, gia ca, ting thém 1% thi sy hai
long cia khach hang lin lrot ting thém
0,289%, 0,206%, 0,228%, 0,433%. Ciing
theo dé, cho thiy rang gia ca 1a yéu t6 dang
duwoc khach hang ca nhian quan tim nhat
tiép dén 1 hinh anh, @ tin cay, sy dap wng.

4. KET LUAN VA KIEN NGHI

K#ét qua phan tich cho thiy c6 4 bién tac
dong dén sy hai 1ong chung cia khach hang
bao gom: hinh anh, su dap vng, dd tin ciy,
gia ca. Trong dé bién gia ca cé tac dong
manh nhit dén sy hai 1ong ciia khach hang.
Tir két qua nghién ciru nay, tac gia dé xuit
mét s6 khuyén nghi nhim ning cao mic do
hai 1ong ciia khach hang d6i véi chat luwgng
dich vu tai Eximbank - TP.HCM nhu sau:

Poi véi chinh sich gia ca:

Léi suat huy dong von va lii suit cho vay

can phai dugc diéu chinh linh hoat, phut hgp véi
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cung ciu von trén thi trudong & tirng thoi ki, sir
dung l3i suit 1am cong cu dé diéu chinh co ciu
ngudn von, co ciu dau tr tin dung cho phu hop,
ap dung ldi suit wu dii cho nhirng khach hang
C6 lwong tién giri 16n hay giam phi giao dich ddi
v6i nhirng khich hang c6 sé dw 16n, nhirng
khach hang truyén thong ciia ngin hang.

Tién hanh khao sat vé gia dich vu va lai
suit & mot s6 ngin hang cung dia ban dé
xem xét lai chinh sach gia ca va lii suit ciia
ngan hang minh. Cip nhit thong tin vé bién
dong thi trwong ciing nhw gia ca giao dich
dé ciing cb 1ong tin ciia khach hang vé tinh
canh tranh vé gia ciia ngin hang.

Poi véi viée xdy dung hinh dnh NH:

Ngan hang cin chu trong cong tic tuyén
dung nhan su. Pé ¢é nhirng dich vu tot thi
truée tién ngan hang cin tuyén dung nhén
vién tot. Cac nhén vién nay c6 ngoai hinh dé
nhin, niing né trong giao tiép, c6 Ki ning
dién dat va thuyét phuc tot, biét cach tng
xir khéo 1éo, luon giir dwg'ec nu cwdi trén moi,
sau d6 hay tao cho ho nhirng ki nang
chuyén mén, nghiép vu cén thiét.

Tru s& ngin hang cin phai dwoe bo tri
dep, d& nhén biét ddi véi cac quay giao dich,
¢6 logo va cam két dam bao chét lwong cung
cip dich vu cia ngin hang. Bén canh do,
ddi voi vi tri dit may ATM, tranh viéc dit &
noi khong thuin tién, khéng an toan, khong
phuc vu tét cho khiach hang mdi khi dén
giao dich. Ngoai ra, viéc mic dong phuc va
tac phong giao dich ciia nhin vién ciing cin
phai chi trong. Piéu nay sé khién cho khach
hang c¢6 cam giac than thién va yén tam hon
khi giao dich véi ngan hang.

To roi, pané va cac by bang ron quang cao
truéc cac diém giao dich phai dwgce bd tri phu
hop véi khong gian, c6 chd giir xe an toan, nhin

vién bao vé phai lich su, vi day la yéu to
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cam nhan dau tién khi khach hang giao
dich v6i ngan hang.

Doi véi dd tin ciy:

Ngan hang can phéi thwe hién dich vu
diing, gidi quyét théa dang nhu ciu cia
khach hang ciing nhw NH cin phai xay
dung nén mot quy trinh xir ly nghiép vu
that nhét quan, thong sudt giira cac phong
dé rat ngin thoi gian chd doi cia khach
hang. Pong thoi, cin dit ra tiéu chuin vé
thoi gian thuc hién mot giao dich véi khach
hang nham dam bio moi giao dich déu dwgc
thuc hién mot cach nhanh chéng, an toan,
chinh xac, tao long tin noi khach hang.

Poi voi sw dap tng:

NH cin dao tao ddi ngii nhan vién chuyén
nghiép c6 diy di kién thirc chuyén mén dé dap
rng, tra 1oi thic mic cho khich hang phuc vu

khach hang m{t cach tin tinh chu dao.

TAI LIEU THAM KHAO

Trao d6i thong tin véi Khach hang dé
hiéu va dap tng ky vong ciia khach hang.
Thong qua dé, ngan hang truyén tai dén
khach hang théng tin vé sin phim, dich vu,
xir Iy cac yéu ciu ciia khach hang, dong thoi
thu thap cic y Kién phan hdi ciing ciia
khach hang lién quan dén cic mit hoat
dong ngin hang. Ngin hang ciing cin thiét
lwu triv dir liéu thong tin tip trung khach
hang dé c6 chinh sach chim séc kip thoi.

NH cin phén khiic thi trueomg nhim dam
bio tiét kiém chi phi, gia ting lgi nhuin va
hiéu qua kinh doanh cho ngin hang. T do,
ngén hang sé ¢6 chinh sach wu dii dic biét dé
ning cao chit lwong phuc vu phi hop véi
ting ddi twong khach hang.Gop phén tao
dyng niém tin, ning cao sy théa méin cia KH

ddi véi chét lwgng dich vu ciia NH.
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