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LOI CAM ON

Téi xin kinh giri 101 cAm on chan thanh t6i Ban giam hiéu, cac thay c6 truong Pai Hoc
Kinh té Thanh phé Ho Chi Minh, cic t6 chirc va ca nhan da truyén dat kién thuc, thao
luan, cung cdp cac tai lidu can thiét, cing voi nhitng cau tra 10i va giap dd cho toi

hoan thanh bai luan van nay.

Pac biét to1 xin cam on to1:

Thay Tran Hoang Ngan Trudng khoa Ngan hang — Truong DPHKT

Anh Ngo6 Minh Hai : Khoa Sau Pai Hoc — Truong DPHKT

Anh Nguyén Viét ; Phong Khéach hang Doanh nghiép — NH HSBC
Chi Bui Thi My Chau Trudng Pai dién NH HSBC tai Can Tho

Chi Nguyén Thi Thing Phong Kinh Doanh Ngoai Té & Vén - NH HSBC

Va, toi cling xin cam on t6i tit ca cac khach hang, gia dinh va ban bé di giup d& cho

to1 trong tho1 gian qua.

Tran trong.
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LOI MO DAU

Hién nay xu huéng toan cau hoa, hoi nhap kinh té qudc t& va khu vuc dang dién ra manh
mé, cung voi sy phat trién cta khoa hoc cong ngh¢ va sy mo ctra thi trudong, trong linh vuc
Ngan hang di dién ra sy canh tranh quyét liét giita cac Ngan hang nha nudc, Ngin hang
Thuong Mai C6 phan va Ngan hang Nudc ngoai cung cap dich vu trén thi truong Tai chinh
Ngan hang Viét Nam.

Trong moi truong canh tranh khdc liét do, khach hang 14 nhan to quyét dinh su ton tai
ciia Ngan hang. Ngan hang nao danh dugc mdi quan tim va sy trung thanh cua khach hang
Ngén hang d6 s& thang loi va phat trién. Chién lugc kinh doanh hudng dén khach hang dang trd
thanh mot chién lugc kinh doanh ¢ tim quan trong bac nhat. Phdi hop cung khach hang trong
kinh doanh, thu hut khach hang méi, cung ¢b khach hang hién tai dang tré thanh mdt cong cu
kinh doanh hitu hi¢u v6i lugng chi phi bo ra nhé nhung mang lai hi¢u qua kinh doanh cao. Lam
thé nao dé dem dén cho khach hang sy hai 1ong tot nhat ludn 1a van dé ma cdc Ngan hang phai
c¢d ging thuc hién véi tit ca kha ning ctia minh.

Hon nfra, sy hai long ctia khach hang s€ giup ich cho viéc tao dung khach hang trung
thanh von rat can thiét dé duy tri hoat dong thudong xuyén ctia Ngan hang. Tuy nhién, trong su
canh tranh, viéc tao dung khach hang trung thanh ciing chua dam béao chic chan khach hang d6
s& ton tai véi Ngan hang 1au dai. Quan hé véi khach hang nhu 1a mot “thuc thé song”, do vay
Ngan hang can quan tim, chim soc “thuec thé séng” ndy mot cach thudng xuyén. Diéu nay cd
nghia rang trach nhiém trong viéc phat trién va duy tri méi quan hé voi khach hang, lam cho
khach hang hai 1ong 1a ctia Ngan hang. Ngan hang can phai chu dong trong viéc duy tri, phat
trién méi quan hé nay.

Do vay, Nghién ctru su hai long cua Khach hang d6i v6i Ngan hang 1a mot cong viéc
quan trong, phai thyc hién thuong xuyén, lién tuc dé co thé dap ung kip thoi véi nhing thay d6i
trong nhu cau cta ho dé chung ta c6 thé phuc vu khach hang tét hon va lam cho khach hang
ludn thoa man khi sir dung cac dich vu va san pham ctia Ngan hang. Dé tai “Nghién ciru sw hai
long ciia khdch hang Doanh nghiép déi véi san pham, dich vu ciia Ngin hang HSBC” duoc
thuc hién khong ngoai muc dich trén va tac gia hy vong s& nhan duoc nhiéu y kién dong gop dé

van dé nghién cuu dugc hoan thién hon.



MUC TIEU NGHIEN CUU
Can ctr vao tinh hinh hoat dong va chién lugc phat trién cia NH HSBC, dé tai nghién
curu duoc thuce hién véi cac muc ti€u sau:
. Xac dinh cdc mong muén ciia khach hang d6i v6i ngan hang.
. Xay dung mo hinh nghién ctru do ludng su hai long ctia khach hang dua trén viéc
tim hiéu cac nhan t tac dong dén sy hai long khach hang.
. Panh gia muc do hai 10ng ctia khach hang ddi vai cac san pham, dich vu NH.
. Kién nghi mot s6 bién phap nang cao mirc d6 hai long ciia khach hang ddi vai cac

san phém, dich vu NH

POI TUQNG VA PHAM VI NGHIEN CUU
. Déi tugng nghién ciru: nhom khach hang doanh nghiép (corporate customers). Vi
vay, khach hang ca nhan va cac to chirc tai chinh khong phai 1a ddi tugng nghién
ctru cua bai viét nay
Co sé chon lwa d6i twong nghién ciru
Pbi voi cac Ngan hang nudc ngoai khi méi thanh lap, ddi tugng phuc vu chu yéu ciia ho
la cac doanh nghi¢p nudc ngoai, doanh nghiép trong nude, ca nhan ngudi nude ngoai, va sau
cung mai la ca nhan nguoi Viét. S& di nhu vay 1a vi chinh sach bao hg cac ngan hang trong
nudc cua Ngan hang Nha nudc Viét Nam khong cho phép cac Ngan hang nudc ngoai ty do phat
trién mang khach hang ca nhan va cac dich vu kém theo. Diéu nay ciing khong ngoai 1& d6i voi
HSBC. Trong giai doan dau phat trién, HSBC da huéng dén khach hang cha dao ctia minh 1a
khach hang doanh nghiép, nhit 14 cac doanh nghiép nudc ngoai.
Thir nhdt, day 1a nhém khach hang biét rd vé tiém luc tai chinh, chat lugng phuc vu,
cling nhu danh tiéng cia HSBC & nhiéu quéc gia khac nhau va ho d& dang chon HSBC la ddi
tac ho tro tich cuc cho minh trong céac dich vu tai chinh. Thir hai, vi cac doanh nghiép cé nhu
cau rat 16n va thudng xuyén vé cac hd trg tai chinh nén ho 1a nhom khach hang giao dich
thuong xuyén v6i Ngan hang. Do d6, khi trién khai cac dich vu cho nhém khach hang doanh
nghiép thi tinh kha thi s& cao va quy mé ciing dang ké, dong thoi nhém khach hang doanh
nghiép ciing dem dén nhiéu lgi nhuan cho Ngan hang xuat phat tir tin suit giao dich nhiéu va
déu dan. Thir ba, khi hoat dong dau tu nude ngoai phat trién & Viét Nam thi sb lugng cac doanh

nghiép nudc ngoai (nhat 1 cac doanh nghiép trong khu vyc Chau A-Thai Binh Dwong noi
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HSBC dugc biét dén nhidu nhét) ciing gia ting ddng ké va tit yéu ho tim dén HSBC la sy lya
chon hang dau ctia minh.

Thir twr, nhiéu doanh nghiép nuéc ngoai cd cong ty & nude so tai von 1a khach hang cua
tap doan HSBC nén Ngan hang HSBC & Viét ciing dugc hd trg nhiéu thong tin vé doanh
nghiép, do vy Ngan hang s& thiu hiéu nhiing doanh nghiép nay nhiéu hon va ho dé dang cap
han muc tin dung cho nhiing doanh nghiép nay hon so véi cac khach hang 1€. Thur nam, cac
doanh nghiép nudc ngoai véi ché d6 kiém toan doc 1ap va cac thong tin tai chinh minh bach nén
san sang cung cip cac yéu cau vé bio co tai chinh lam cin ctr dé Ngan hang xem xét thyc hién
cac quan hé giao dich. Thir sdu, xuat phat tir yéu cu an toan trong hoat dong cia Ngan hang.
Viét Nam so voi nhiéu nudc trén thé gidi ¢6 chi sd rui ro qudc gia (country’s risk) cao nén viée
Iira chon khach hang 1& s& rai ro nhiéu lan hon so v6i khach hang doanh nghiép vi Ngan hang
khong hiéu rd khach hang 1¢ mot cach tudng tan do khach hang 1é khong co cac bao cdo tai
chinh rd rang, ciing nhur vé lich sir tin dung va cac khé khin vé thay doi chd ¢, chd lam. ..

Trong nhitng ndm gan day, voi sy phét trién manh mé cua thi trudng ban 1é day tiém
ning cua Viét Nam cung véi viéc thao d& dan cac han ché trong linh vire Ngan hang cua Ngin
hang Nha nuéc nén HSBC da mé rong pham vi hoat dong cua minh sang linh vuc khach hang
1é. Tuy nhién, v6i nhitng déng gop tich cuc ddi v6i su phat trién ciia Ngan hang thi khach hang
doanh nghiép van 12 nhom khach hang chu dao (dong gop trén 2/3 doanh lgi cia Ngan hang) va
ddng thoi ciing 1a khach hang truyén thong cua Ngan hang tir trudc dén nay. Chinh vi nhitng 1y
do néu trén ma tac gia di lya chon ddi twong nghién ctru 1a Khach hang Doanh nghiép, von da
giao dich v&i Ngan hang trong nhiéu nim qua dé tim hiéu ddy du hon vé nhu ciu cua khach
hang va cam nhan cua khach hang vé chét lugng phuc vu ciia Ngan hang.

. Pham vi nghién ctru: cac doanh nghiép st dung san pham va dich vu ctia Ngan

hang HSBC, Chi nhanh TP.HCM.

Y NGHIA THU'C TIEN CUA PE TAI NGHIEN CUU

. Pé tai nghién ctru xac dinh cac yéu td tac dong dén mirc do hai 10ng cta khach
hang mét cach day du va chinh xac hon. Tir 6 NH s& c6 nhimng cai thién thich
hop nhdm nang cao hiéu qua hoat dong cua NH va giup cho khach hang ludn
cam thay hai long mdi khi tim dén NH.

. Két qua nghién ctru 12 co s& phuc vu cho viée trién khai cac san pham, va dich vu

moi dap img nhu cau cia khach hang.
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. Véi viée phan tich cac yéu t6 lién quan dén mirc d¢ hai 1ong ctia khach hang, NH
s& hiéu rd hon vé nhu ciu khach hang ciing nhu chat luong dich vu ma NH dang
cung cip. Dy 1a cach dénh gia mang tinh khach quan va khai quat cao do luong
hiéu qua hoat dong ctia NH trong mit khach hang.

* Trén co s& nghién ctru su hai 1ong cua khach hang ddi voi cac dich vu cia NH
HSBC, Chi nhanh TP.HCM trong thoi gian qua, tic gia s& dé xuat mot sd bién
phap nang cao su hai long cua khéach hang.

. Nghién ciru cling gop phan phuc vu cho chién lugc phat trién “Tat ca vi su hdi

long ciia khdch hang” ma Ban lanh dao NH HSBC d d& ra.

NOI DUNG PE TAI NGHIEN CU'U

Pé tai nghién ctru dugc chia thanh 4 chuong voi ndi dung cu thé nhu sau:
Chuong 1 — Co s¢ 1y ludn va m6 hinh nghién ctru
Chuong 2 — Dich vu ngan hang tai viét nam va hoat dong ctia ngan hang HSBC
Chuong 3 — M6 hinh nghién ctru, Phuong phap nghién ctru va Két qua nghién ciru

Chuong 4 — Céc kién nghi nham nang cao sy hai 1ong ctia khach hang

QUY TRINH NGHIEN CUU



Xac dinh van dé nghién ctu

J

Muc ti€u nghién ctru

|

Co s¢ 1y luén:
- Ly thuyét vé Chét lwong Dich vu
- MO0 hinh CLDV (SERVQUAL, SERVPERF, FTSQ)
- Gia ca va Sy Hai Long

J

[ Xac dinh m6 hinh nghién ctru ]

va cac thang do

Nghién ctru dinh tinh Nghién ctru dinh luong
- Thao luan - Thiét ke bang cau hoi
- Phong van - Thu thap so liéu

- Hiéu chinh mo6 hinh & thang do

/ Xt 1y sb lidu \

- Phan tich d¢ tin cay

- Phan tich nhan té

- Phan tich hé s Pearson

- Phan tich héi quy

- Phéan tich ANOVA

- Xéc lap mo hinh téqg hop

K_ Kiém dinh Eia thuyét j

[ Két qua nghién ctru ]

|

[ Két luan va cac kién nghi ]

Hinh 1.1: Quy trinh nghién ciru
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CHUONG 1- CO SOLY LUAN VA MO HINH NGHIEN CUU

1.1  DICHVU

1.1.1 Khai niém dich vu

Dich vu la mdt khai niém phé bién trong marketing va kinh doanh.Co rat nhiéu cach
dinh nghia vé dich vu nhung theo Valarie A Zeithaml va Mary J Bitner (2000) thi “dich vu la
nhitng hanh vi, qua trinh va cach thirc thuc hién mot cong viéc nao do nham tao gia tri s dung
cho khéch hang lam théa man nhu cdau va mong doi ciia khédch hang”

1.1.2 Dac tinh dich vu

Dich vu la mot “san phcfm dac biét” ¢6 nhiéu dic tinh khac véi céac loai hang hoéa khac
nhu tinh v6 hinh, tinh khong dong nhét, tinh khong thé tach roi va tinh khong thé cét trit. Chinh
nhimg dic tinh nay lam cho dich vu tré nén kho dinh luong va khong thé nhan dang bang mat
thuong duogc.

1.1.2.1 Tinh vo6 hinh (intangible)

Dich vu khéng ¢6 hinh dang cu thé, khong thé s mo, can dong, do dém mét cach cu thé
nhu dbi v6i cac san pham vat chat hitu hinh. Khi mua san pham vat chat, khach hang c6 thé yéu
cau kiém dinh, thir nghi¢m chét luong trude khi mua nhung san phém dich vu thi khong thé tién
hanh danh gia nhu thé. Do tinh chét vé hinh, dich vu khong c6 “miu” va ciing khong c6 “ding
thir” nhu san phém vét chat. Chi thong qua viéc su dung dich vu, khach hang méi co thé cam
nhén va danh gia chét lugng dich vy mot cach dung dén nhat.

1.1.2.2 Tinh khong dong nhit (heterogeneous)

bac tinh nay con dugc goi la tinh khac biét cua dich vu. Theo do, viéc thuc hién dich vu
thuong khac nhau tuy thudc vao cach thuc phuc vu, nha cung cép dich vu, ngudi phuc vu, thoi
gian thyc hién, Iinh vyc phuc vu, ddi tuong phuc vu va dia diém phuc vu. Hon thé, cung mot
loai dich vu ciing ¢6 nhiéu mirc do thyc hién tir “cao cap”, “phd thong” dén “thur cap”. Vi vy,
viéc danh gia chét luong dich vu hoan hao hay yéu kém kho c6 thé xac dinh dwa vao mot thude
do chuan ma phai xét dén nhiéu yéu t6 lién quan khac trong truong hop cu thé.

1.1.2.3 Tinh khong thé tach roi (inseparable)

Tinh khong thé tach roi ciia dich vu thé hién ¢ viéc khé thé phan chia dich vu thanh hai
giai doan rach roi 1a giai doan san xut (production) va giai doan st dung (consumption). Su tao
thanh va sit dung dich vu thong thudng dién ra dong thoi cung lic voi nhau. Néu hang héa
thuong duoc san xuat, luu kho, phan phdi va sau cing méi giao dén ngudi tiéu ding thi dich vu

dugc tao ra va st dung ngay trong sudt qué trinh tao ra 6. Pi vdi san pham hang hoa, khach
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hang chi st dung san pham & giai doan cudi cing (end-users), con déi voi dich vy, khach hang
ddng hanh trong sudt hodc mot phan ctia qua trinh tao ra dich vu. N6i cach khac, sy gan lién caa
hai qua trinh nay 1am cho dich vu tré' nén hoan tét.

1.1.2.4 Tinh khong thé cit trir (unstored)

Dich vu khong thé cat trit, luu kho rdi dem ban nhu hang héa khac. Chung ta cé thé uu
tién thuc hién dich vy theo thtr tu truéc sau nhung khong thé dem cét dich vu rdi sau d6 dem ra
st dung vi dich vu thuc hi¢n xong la hét, khong thé dé danh cho viéc “tai sir dung” hay “phuc
hdi” lai. Chinh vi vay, dich vu 1a san phém duoc stir dung khi tao thanh va két thic ngay sau do.
1.2 CHAT LUQNG DICH VU

1.2.1  Khdi nigm chit lwong dich vu

Chat luong dich vu co nhiéu cach dinh nghia khéac nhau tuy thudc vao ddi tuong nghién
clru va moi truong nghién ctru va viée tim hiéu chat lugng dich vu la co s& cho viéc thuc hién
cac bién phap cai thi¢n chét luong dich vu ctia doanh nghiép. Vi vay, viéc dinh nghia chét lugng
dich vu khong chi quan trong trong viéc xdy dung muc tiéu phat trién ma con dinh hudng cho
doanh nghiép phat huy duoc thé manh ctia minh mét cach tot nhat. Tuy c6 nhiéu dinh nghia
khéc nhau, nhung xét mot cach téng thé, chat luong dich vu bao g@)m nhitng dac diém sau day:

1.2.1.1 Tinh vwgt trgi (Transcendent)

Déi v6i khach hang, dich vu ¢ chat lwong 1a dich vu thé hién dugc tinh vuot troi “uu
viét” (innate excellence) ctia minh so v&i nhimg san pham khac. Chinh tinh uu viét nay lam cho
chét luong dich vu tr¢ thanh thé manh canh tranh cta cac nha cung cép dich vuy. Ciling phai noi
thém réng su danh gia vé tinh vuot troi cta chat luong dich vu chiu anh huong rat 16n béi su
cam nhan tir phia nguoi tiép nhan dich vu. Quan hé niy c6 y nghia rat 16n d6i v6i viée danh gia
chat luong dich vu tir phia khach hang trong cac hoat dong marketing va nghién ctru sy hai long
cua khach hang.

1.2.1.2 Tinh dic trung ciia san pham (Product led)

Chat lwong dich vu 1a téng thé nhitng mat cot 156i nhit va tinh tiy nhéat (units of
goodness) két tinh trong san pham, dich vu tao nén tinh dic trung ctia san pham, dich vu. Vi
vay, dich vu hay san phém ¢ chat luong cao s€ ham chua nhiéu “dic trung vuot trdi” hon so
vo1 dich vu cép thép. Su phan biét nay gén lién voi viée xac dinh cac thudc tinh vuot trdi hitu
hinh hay v6 hinh ciia san pham dich vu. Chinh nho nhimng dic trung nay ma khach hang c6 thé
nhan biét chat luong dich vu cia doanh nghiép khac v&i cac ddi thu canh tranh. Tuy nhién,

trong thuc té rat kho xac dinh cac dic trung ¢t 161 cua dich vu mot cach dﬁy du va chinh xac.
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Vi vay, cac dic trung nay khong cé gia tri tuyét ddi ma chi mang tinh twong ddi gitip cho viée
nhan biét chat lugng dich vu trong trudng hop cu thé duge dé dang hon thoi.
1.2.1.3 Tinh cung ung (Process or supply led)

Chat lugng dich vu gén lién voi qué trinh thyc hién/chuyén giao dich vu dén khach
hang. Do do, viéc trién khai dich vy, phong thai phuc vu, va cach cung tng dich vu sé€ quyét
dinh chat luong dich vu tot hay xau. Pay 1a yéu t6 bén trong phu thudc vao sy biéu hién cua nha
cung cép dich vu. Chinh vi thé, dé nang cao chét lugng dich vy, nha cung cfip dich vu trude tién
can phai biét cai thién yéu t6 noi tai nay dé tao thanh thé manh 1au dai cta chinh minh trong
hoat dong cung cip dich vu cho khach hang.

1.2.1.4 Tinh théa méin nhu ciu (Customer led)

Dich vu tao ra nham dap trmg nhu cu khach hang. Do do, chét luong dich vu nhét thiét
phai thoa man nhu cau khach hang va lay yéu cau cua khach hang lam can cir dé cai thién chat
luong dich vu. Néu khach hang cam théy dich vu khong dap ung dugc nhu cAu cta minh thi ho
s& khong hai long véi chét luong dich vu ma ho nhan duoc. Ciing phai noéi thém rang trong moi
truong kinh doanh hién dai thi dic diém nay cang tré nén quan trong hon bao gio hét vi cac nha
cung cap dich vu phai luén huéng dén nhu cau khach hang (customer-centric) va cd ging hét
minh dé dap tmg cac nhu cdu do. S& 1a v6 ich va khong co chat luong néu cung cép cac dich vu
ma khach hang danh gié 1a khong c6 gia tri.

Xét trén phuong dién “phuc vu khach hang”, “tinh théa mén nhu cau” di bao ham ca y
nghia ctia “tinh cung Gmg”. S& di nhu vay vi tuy chat lugng dich vu bat dau tir khi doanh nghiép
nam bit nhu cau cua khach hang dén khi tién hanh trién khai dich vu nhung chinh trong qua
trinh thyc hién cung tmg dich vu ma khach hang s& cam thiy hai long khong va tir 46 cam nhan
chat luong dich vu tot hay x4u. Néu tinh cung Gmg mang yéu té ndi tai (internal focus) thi tinh
thoa méin nhu cau lai bi chi phdi bai tac dong bén ngoai nhiéu hon (external focus).

1.2.1.5 Tinh tao ra gia tri (Value led)

RO rang, chét lugng dich vu gén lién véi cac gia tri dugc tao ra nham phuc vu khéch
hang. Dich vu khong san sinh ra gié tri nao hét thi dugc xem nhu 1a khong c6 chat luong. Doanh
nghiép tao ra gia tri va khach hang 1 d6i twong tiép nhan nhiing gia tri d6. Vi vay viéc xem xét
chét luong dich vu hay cu thé hon 1a céc gia tri dem lai cho khach hang phu thudc vao danh gia
ctua khach hang chir khong phai cua doanh nghiép. Thong thuong, khach hang don nhan nhitng

gia tri dich vu mang lai va so sanh ching v&i nhiing gi ho mong doi s€ nhan dugc.
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Noi céach khac, tinh gia tri cua chét luong dich vu cling bi chi phéi nhiéu bai yéu td bén
ngoai (khach hang) hon 13 ndi tai (doanh nghiép). Dich vu chat lugng cao 1a dich vu tao ra cac
gia tri khong chi dap tmg nhu cau khach hang ma con vuot hon hin cac mong mudn cia khach
hang va lam cho doanh nghi¢p cua ban ndi bat hon ddi thu canh tranh. Do d6, tinh tao ra gia tri
1a ddc diém co ban va 13 nén tang cho viéc xay dung va phat trién chit luong dich vu cta doanh
nghiép.

1.2.2  Quan h¢ giita chét lwong dich vu va sw hai long ciia khdch hang

Chat lugng dich vu 1a nhéan t§ tic dong nhidu nhéat dén sy hai long ciia khach hang
(Cronin va Taylor, 1992; Yavas et al, 1997; Ahmad va Kamal, 2002). Néu nha cung cép dich vu
dem dén cho khach hang nhimg san phadm co6 chat lugng théa man nhu ciu cua ho thi doanh
nghiép d6 di bude dau lam cho khach hang hai long.

Do d6, mudn nang cao sy hai 1ong khach hang, nha cung cap dich vu phai nang cao chét
luong dich vu. No6i céach khac, chét lugng dich vu va sy hai long ctua khach hang c6 quan hé
tuong hd chit ché véi nhau (positive relationship), trong d6 chat luong dich vu 1a cai duoc tao
ra trude va sau d6 quyét dinh dén sy hai 10ng cua khach hang. Méi quan hé nhén qua giita hai
yéu td nay 1a van dé then chét trong hau hét cic nghién ciru vé sy hai 1ong ctia khach hang.
Trong nghién ctru vé mdi quan hé giita hai yéu té nay, Spreng va Mackoy (1996) ciing chi ra

rang chat luong dich vu 1a tién dé caa sy hai long khach hang.

Chét lwong
mong doi

Nhu cau
dwocdap
ng

Chéat lvong
dich vu

Chét lvong
cam nhan

Nhu ciu
khong duoc Sr hai long
dap &rng

Chéat lvong
mong doi

Hinh 1.2: Quan hé gitta chat lirong dich vy va s hdi long khdch hang
(Spreng va Mackoy, 1996)
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1.2.3  Sw khdc bi¢t giita chit lwong dich vu va sw hai long ciia khdch hang
Theo Oliver (1993), tuy c6 quan hé chit ché véi nhau nhung chat luong dich vu va sy
hai 1ong khach hang c6 su khac biét nhat dinh thé hién ¢ nhitng khia canh sau:

¢ Cac ti€u chi do luong chét luong dich vu mang tinh cu thé trong khi su hai
1ong khach hang c6 lién quan dén nhiéu yéu t6 khic ngoai chit lugng dich vu
nhu gia cd, quan hé khach hang, thoi gian st dung dich vu, ...

¢ Céc danh gia chat luong dich vu phu thudc vao viéc thuc hi¢n dich vu
(service delivery) nhu thé nao nhung sy hai 1ong khach hang lai 14 sy so sanh
gilta cac gia tri nhan dugc va cac gia tri mong doi ddi voi viéc thuc hién dich
vu do.

& Nhan thire vé chat lugng dich vu it phu thudc vao kinh nghi¢m v6i nha cung
cap dich vy, méi trudng kinh doanh trong khi su hai long cta khach hang lai
phu thudc nhiéu vao cac yéu té nay hon.

Viéc tim hiéu su khac biét nay sé giup chung ta han ché dwoc sw nham lan gitta
viéc xdc dinh cdc nhan té quyét dinh chat lwong dich vu va cac nhan 16 téc dong dén
sw hai long khach hang.

1.2.4 Cdc nhén t6 quyét dinh chit lwong dich vu
Chét luong dich vu duoc do luong bai nhiéu yéu t6 va viéc nhan dinh chinh xac cac yéu
t6 nay phu thudc vao tinh chét cua dich vu va méi truong nghién ctu. Co nhiéu tac gia da
nghién ctru van dé nay nhung phd bién nhit va biét dén nhiéu nhat 1a cac tiéu chi danh gia chit
luong dich vu cua Parasuraman et al.
Nam 1985, Parasuraman et al da dua ra mudi nhan to quyét dinh chét luong dich vu
duogc liét ké dudi day:
1 Kha ning tiép cin (access)
Chat lwong thong tin lién lac (communication)
Nang luc chuyén mon (competence)
Phong céach phuc vu (courtesy)
Ton trong khach hang (credibility)
Dang tin cdy (reliability)
Hiéu qua phuc vu (responsiveness)
Tinh an toan (security)

Tinh hiru hinh (tangibles)

o 0 9 N U A W N
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10  Am hiéu khach hang (understanding the customer)

Va dén nam 1988, 6ng da khai quat hoa thanh 5 nhan té cu thé nhu sau:

1
2
3
4
5

Su tin cay (reliability)

Hiéu qua phuc vu (responsiveness)

Sy hitu hinh (tangibles)

Su dam bdo (assurance)

Su cam thong (empathy)

Trén co s& nghién ciru vé chat luong dich vu va ké thira hoc thuyét cua Parasuraman et

al, Johnston va Silvestro (1990) ciing duc két nim nhén t6 khac cua chét lugng dich vu bao

1
A

gom:

N K W N -

Sy an can (helpfulness)
Su cham séc (care)

Su cam két (commitment)
Su hiru ich (functionality)

Su hoan hao (integrity)

Ciling vao nam 1990, Gronroos da tién hanh nghién ctru va dua ra sdu nhan t6 do luong

chét luong dich vu nhu sau:

1

2
3
4
5
6

Co tinh chuyén nghiép (professionalism and skills)

C6 phong cach phuc vu an can (attitudes and behaviour)
C6 tinh thuan tién (accessibility and flexibility)

Co su tin cay (reliability and trustworthiness)

Co su tin nhiém (reputation and credibility)

C6 kha nang giai quyét khiéu kién (recovery)

Dén nam 2001, Sureshchandar et al ciing dua ra nim nhan t6 anh huéng dén chit luong

dich vu bao g(‘A)m:

N S W N =

Yéu tb dich vu cbt 151 (core service)
Yéu t6 con nguoi (human element)
Yéu t6 k¥ thuat (non-human element)
Yéu t6 hitu hinh (tangibles)

Yéu t6 cong ddng (social responsibility)
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Cac yéu 16 do lvong chat lwong dich vu rat da dang dvwoc xdc dinh khac nhau tuy linh
viee nghién cuu. Vi vdy, cdc tai liéu nghién cuu dwoc néu ra trén day la co so tham khao cho
viéc xdc dinh cu thé cdc thang do chat lwong dich vu trong linh vuc ngan hang.

1.3 MO HINH CHAT LUQNG DICH VU TRONG NGAN HANG BAN LE

1.3.1 Moé hinh SERVQUAL (Parasuraman, 1988)

Pay 1a mo hinh nghién ciru chat lugng dich vu phd bién va dugc ap dung nhiéu nhat
trong cac nghién ctru marketing. Theo Parasuraman, chat luong dich vu khong thé xac dinh
chung chung ma phu thudc vao cam nhén cua khach hang ddi véi dich vu d6 va sy cam nhén
nay dugc xem xét trén nhiéu yéu t6. M6 hinh SERVQUAL duoc xdy dung dua trén quan diém
chat lwong dich vu cam nhan 13 su so sanh giita cac gia tri ky vong/mong doi (expectations) va
cac gia tri khach hang cdm nhan duogc (perception).

SERVQUAL xem xét hai khia canh chu yéu cua chat luong dich vu la két qua dich vu
(outcome) va cung cip dich vu (process) dugc nghién ctru thong qua 22 thang do ciia nim tiéu
chi: Sy tin cay (reliability), hi€u qua phuc vu (responsiveness), sy hitu hinh (tangibles), sy dam
bao (assurance), va su cam thong (empathy).

1.3.1.1. Sw tin ciy

Su tin cdy no6i 1én kha niang cung tng dich vu chinh xé4c, diing gio va uy tin. Didu nay
doi hoi sy nhit quan trong viéc thyc hién dich vu va ton trong cac cam két ciing nhu giir 101 hira
v6i khach hang. Trong linh vuc ngan hang, ti€u chi nay thuong dugc do ludng boi cac thang do
sau day:

NH thyc hién dich vu ding ngay tur lan du.

NH cung cép dich vu tai thoi diém ma ho da hira.

NH thuc hién dich vu chinh xac, khong c6 sai sot.

Nhan vién ngan hang ludn sin sang phuc vu khach hang.

Ngan hang ludn c6 nhan vién tu van tai ban huéng dan dé gitp d& khach hang.

* 6 6 6 o o

Ngan hang giri bang sao ké déu dan va kip thoi.
1.3.1.2. Hiéu qua phuc vu
Day 1a tiéu chi do ludong kha ning giai quyét van dé nhanh chéng, xur 1y hiéu qua céc
khiéu nai, sin sang gitip d& khach hang va dap g cac yéu cau ciia khach hang. No6i cach khac
hiéu qua phuc vu 13 sy phan hoi tir phia nha cung cap dich vu ddi v6i nhitng gi ma khach hang
mong mudn cu thé nhu:

. Nhén vién ngan hang sin sang gitip d& khach hang.
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Ngan hang cung cip dich vu nhanh chong, kip thoi.

Ngén hang phuc dép tich cuc cac yéu cau cta khach hang.

NH c6 duong day nong phuc vu khach hang 24/24.

NH 1uén ¢b ging giai quyét kho khin cho khach hang.
1.3.1.3. Su hiru hinh

Su hitu hinh chinh la hinh 4nh bén ngoai cia céc co s¢ vat chat, thi€t bi, may moc,

phong thai ctia doi ngli nhan vién, tai lidu, sich hudéng din va hé thdng thong tin lién lac cua

Ngan hang. No6i mot cach tong quat tat ca nhitng gi ma khach hang nhin thiy truc tiép duoc

bang mat va céc giac quan thi déu c6 thé tdc dong dén yéu to nay:

*

*
4
L 4

Ngén hang ¢ co s vat chat dy du.

Ngan hang c6 trang thiét bi va may moéc hién dai.

Nhan vién ngan hang trong rat chuyén nghiép va an mic dep.

Ngan hang sip xép cac quay giao dich, cac bang biéu va ké tai liéu rit khoa hoc
va tién lgi cho khach hang.

1.3.1.4. Sw dam bao

Pay 1a yéu t6 tao nén sy tin nhiém, tin tuong cho khach hang dugc cam nhéan théng qua

su phuc vu chuyén nghiép, kién thirc chuyén mén gioi, phong thai lich thiép va kha ning giao

tiép tot, nho d6, khach hang cam thy an tam mdi khi sir dung dich vu ctia Ngan hang:

*

*

*

Nhén vién ngan hang phuc vu khach hang lich thi¢p, nha nhan.

Chtng tir giao dich rd rang va d& hiéu.

Nhan vién ngan hang ludn cung cip cac thong tin dich vu can thiét cho khach
hang.

Nhén vién NH tra 10i chinh x4c va 18 rang cac thic mac ciia khach hang.

1.3.1.5. Su cam thong

Su cam thong chinh 1a sy quan tdm, cham soc khach hang 4n can, danh cho khach hang

su ddi xir chu dao tot nhét c6 thé (providing individual attention) gitip cho khach hang cam thay

minh 18 “thuwong khdach” cia Ngan hang va luén dugc don ti€p nong hau moi lic moi noi. Yéu

t0 con nguoi la phan cot 161 tao nén sy thanh cong nay va sy quan tam cua Ngan hang doi véi

khach hang cang nhiéu thi sy cam thong s& cang ting:

L 2

*

*

Nhan vién NH cht y dén nhu cau cua ting khach hang.
Khach hang khong phai xép hang lau dé dugc phuc vu.

Ngan hang c6 dia diém giao dich thuan tién cho khach hang.
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. NH c¢o6 hé théng ATM hién dai va dé sir dung.

. Nhan vién NH lu6n ddi xir 4n can véi khach hang.

1.3.2 Mo hinh SERVPERF (Cronin and Taylor, 1992)

Mo hinh SERVPERF duoc phat trién dwa trén nén tang cia mé hinh SERVQUAL
nhung do luong chét lugng dich vu trén co s¢ danh gia chét lugng dich vu thyc hién dugc
(performance-based) chir khong phai 1a khoang cach giita chat lwong ky vong (expectation) va
chat lugng cam nhan (perception).

1.3.3 Mo hinh FSQ and TSQ (Gronroos,1984)

Theo Gronroos, cht lugng dich vy dugc xem xét dua trén hai tiéu chi la chét luong
chtic ning (FSQ: Functional Service Quality) va chét lugng k¥ thuat (TSQ: Technical Service
Quality) va chat luong dich vu bi tic dong manh mé& bai hinh anh doanh nghiép (corporate
image). Nhu vay, Gronroos da dua ra 3 nhan t6 anh huong dén chit luong dich vu 1a chat lugng

chirc ning, chét lugng k¥ thuat va hinh anh doanh nghiép (goi tit 1a mé hinh FTSQ).

Chit luwong Dich vu
cam nhan cam nhan

T

> Hoat dong marketing
(PR, ban hang, giam - >
gia, quang cao...) Hinh anh
>Téc dong bén ngoai: doanh
16i song, truyén miéng, A
thoi quen , van hoa nghlgp

Chat luong Chat lugng
k¥ thuat chirc nang
Cung cdp dich vu gi ? Cung cap dich vu nhw thé nao ?

Hinh 1.3: M6 hinh chat lwong dich vu cua Gronroos, 1984
1.3.3.1 Chit lugng k§y thuat
Pay 1a chit lugng khach hang nhan dugc thong qua viée tiép xtac véi doanh nghiép va

dugc cam nhan quan trong d6i v6i khach hang. Noi cach khéc, chéat lugng ki thuat 1a két qua
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clia qua trinh tuong tac giita doanh nghiép va khach hang ma & d6 doanh nghiép cung cép dich

vu (what?) va khach hang tiép nhan dich vu d6. C6 5 tiéu chi dé danh gia nhan t6 nay:

*

® 6 6 6 6 0 o o * 6 o o

*

*

* 6 o o

Kha ning giai quyét vin dé

K¥ nang chuyén mon

Trinh d¢ tac nghi¢p

Trang thiét bi hién dai

Hé thdng luu trit thong tin

Cac thang do chat lwong k¥ thuat

Nhan vién NH c6 kha ning ra quyét dinh nhanh chéng

Nhén vién NH c6 kha ning giai quyét thoa dang cac khiéu nai ctia khach hang
Nhan vién NH ¢6 trinh d§ chuyén mon gidi

Nhan vién NH thuc hién dich vu chinh xac va kip thoi

Nhén vién dugc dao tao chinh quy va thuong xuyén

Nhén vién giai dap hiéu qua cac thic mac cta khach hang

NH bao mat thong tin khach hang va giao dich

NH luén bao cho khach hang biét vé tién trinh ciing nhu két qua thuc hién giao
dich

NH rat chii tim dén nhu cau ciia khach hang

NH c6 trang thiét bi hién dai ciing nhu hé thong may du phong dam bao cho hoat
dong NH nhanh chong va chinh xac

NH c¢6 hé théng ATM hién dai va thuén tién cho khach hang

NH c6 cac ching tur giao dich va tai liéu lién quan rd rang, khong c6 sai sot
NH c6 hé thong thong tin lién lac thong thoang va dé dang

NH c6 thong tin vé s du, tai khoan giao dich nhanh chéng

1.3.3.2 Chit hrong chirc ning

Chat lugng chirc nang thé hién qué trinh thye hién dich vu cua doanh nghi¢p, phan anh

viéc dich vu dugc cung cap nhu thé nao (How?). Trong tuong quan giira hai khia canh chat

luong ké trén thi chat luong chirc ning dong vai trd quan trong hon dugc thé hién thong qua 7

tiéu chi sau:

L 2

*

*

Su thuén tién trong giao dich
Hanh vi tng xtr

Thai do phuc vu
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Cong tac to chirc doanh nghiép
Tiép xtic khach hang
Phong thai phuc vu

* 6 o o

Tinh thin tat ca vi khach hang

Ciac thang do chét lwong chirc niing

NH c6 dia diém giao dich thuén tién cho khach hang

NH c¢6 mang luéi dai 1y rong khap

Thoit gian phuc vu cua NH hop 1y va thuan tién

Hé théng truy cp thong tin d& sir dung

Nhan vién NH tao dugc su tin nhiém va tin tudng cao noi khach hang
Nhan vién NH rit sin sang phuc vu khach hang

Nhan vién NH gitp d& khach hang rat tan tinh

Nhan vién NH rt lich thiép va an can véi khach hang

NH luén lang nghe y kién dong gop cua khach hang

Lanh dao va Nhan vién NH ludn gin bo va doan két v6i nhau

NH 1luén quan tim dén quyén lgi nhan vién va c6 ché do dai ngod hop ly

Nhan vién NH thuong xuyén lién lac v6i khach hang

® 6 6 6 6 O 6 6 O O O o

NH Iuén t6 chirc tiéc cam on khach hang vao cubi mdi nam dé ghi nhan sy dong
g6p cua ho ddi véi NH

Nhan vién ngan hang tra 101 di¢n thoai nhanh chong

NH c6 cach bd tri rit dep mit

NH c6 céc tai lidu, sach, anh gii thiéu vé dich vu NH rat cudn hit

Céc chtng tir giao dich dugc thiét ké khoa hoc va d& hiéu

Nhéan vién NH an mac lich thi¢p va 4n tuong

NH luén xem quyén loi ciia khach hang 1a trén hét

NH c¢6 chinh sach linh hoat vi yéu cau cua khach hang

® 6 6 6 6 o o o

NH luén thyc hién ding dan nhitng gi cam két v6i khach hang
1.3.3.3 Hinh dnh doanh nghiép
Hinh anh doanh nghiép duoc hiéu 1a cam nhan/an tuong chung ctia khach hang vé doanh
nghiép, theo do, néu doanh nghiép tao dugc hinh anh tdt trong long khéach hang thi ho dé dang

b6 qua nhimg thiéu sot xay ra trong qua trinh st dung dich vu. Gronroos ciing chi ra rang hinh
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anh doanh nghiép 14 tai san vo gia cua doanh nghiép va c6 tac dong tich cuc dén danh gia cua
khach hang vé chit luong dich vu, gi tri san pham va sy hai long cta ho.

Hon thé hinh anh doanh nghiép ciing giup cho khach hang tin tuéng hon vao doanh
nghi¢p va trd thanh khach hang trung thanh ctia doanh nghiép (Andreassen & Lindestand,
1998). Nhu vay, hinh anh doanh nghiép c6 tac dong dén va chiu anh huong boi chat luong dich
vu va sy hai long cta khach hang. Ciing can luu ¥ rang, nhitng khach hang thuong xuyén st
dung dich vu ctia doanh nghiép s& c6 cam nhan dung dan hon vé hinh anh doanh nghiép so véi
nhting khach hang khac (Johnson, Fornell, Andreassen, Lervik, va Cha, 2001).

Hinh anh doanh nghiép dugc xem nhu 1a “thiét bi loc” (filter) gitip cho mdi quan hé gitra
khach hang va doanh nghiép tot dep va bén viing hon. Ngoai ra, khach hang danh gia hinh anh
doanh nghiép t6t hay x4u théng qua cam nhén cua ho ddi véi doanh nghiép va so sanh hinh anh
doanh nghiép véi cac dbi thu khac. Tuy nhién, mirc d6 anh huong nhiéu hay it phu thudc vao
timg doanh nghiép cu thé.

1.4  TIM HIEU VE GIA CA

1.4.1 Anh hwéng ciia gid cd dén sw hai long ciia khdch hang

Gia ca 1a hinh thirc biéu hién d@)ng tién cua gia tri hang hoéa va dich vu dugc xac dinh
dya trén gié tri st dung va cdm nhan cua khach hang vé san phém, dich vu ma minh s dung.
Khach hang khong nhat thiét phai mua san pham, dich vu c6 chét luong cao nhat ma ho s& mua
nhimng san pham, dich vu dem lai cho ho su hai 10ng nhiéu nhat. Chinh vi vay, nhitng nhan t&
nhu cam nhén cta khach hang vé gia va chi phi (chi phi st dung) khong anh huong dén chat
lwong dich vu nhung sé& tac dong dén sy hai 1ong ctia khach hang (Cronin va Taylor, 1992).

Trong nhiéu nghién ctru vé sy hai long cua khach hang trude day, tac dong cia yéu to
gia ca it duoc chu ¥ dén so véi cac tiéu chi khac (Voss et at., 1998). Tuy nhién, cting véi su
canh tranh ngay cang manh mé cta thi truong va cac thay ddi trong nhan dinh cua khach hang
vé san pham, dich vu, cac nha nghién ctru da xac dinh rang gia ca va su hai long khach hang c6
mdi quan hé siu sic voi nhau (Patterson et al., 1997). Do d6, néu khong xét dén nhén tb nay thi
viéc nghién ctru vé sy hai long khach hang s& thiéu tinh chinh xac.

1.4.2 Quan hé gira lwong gid cd, gid tri va gid cd cam nhdn

Khi mua san phém, dich vy, khach hang phai trd mét chi phi nao do dé doi lai gia tri su
dung ma minh can. Nhu véy, chi phi d6 duoc goi 14 gia ca danh d6i dé c6 duoc gia tri mong
mudn tir san pham, dich vu. Néu dem luong hoa gia ca trong twog quan gié tri c6 duge thi khach

hang s& c6 cam nhan vé tinh canh tranh cta gia ca 1a thoa dang hay khéng. Chi khi nao khach
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hang cam nhan chat lugng dich vu (perceived service quality) c6 duoc nhiéu hon so véi chi phi
su dung (perceived price) thi gia ca dugc xem la canh tranh va khach hang s€ hai long. Nguoc
lai, khach hang s& t6 ra khong hai long vi cam thdy minh phai tra nhiéu hon so véi nhing gi
nhan duoc va gia ca trong trudng hop nay s& tac dong tiéu cuc dén sy hai 1ong ctia khach hang.

Day 1a mbi quan hé giita luong gia ca, gid tri va gia ca cam nhan. Tuy nhién, chinh gia
ca cam nhan méi 1a nhan t6 tac dong dén su hai 1ong cua khach hang. C6 thé luong gia ca bo ra
nhiéu hon so véi gia tri nhan duoc nhung khach hang cam nhan nhu thé 1a hop 1y thi ho van s&
hai long va nguoc lai. Trong nghién ciru vé mdi quan hé giita gia cd cam nhan va sy hai long
khach hang, Varki va Colgate (2001) ciing chimg minh rang hai yéu té nay tac dong qua lai 1dn
nhau tiy vao d6 nhay cam cta khach hang d6i véi gia ciing nhu méi quan hé giita ngudi sir
dung dich vu v6i nha cung cép dich vu. Ngoai ra, dé danh gia tic dong cta nhan t6 gia ca dén su
hai 1ong khach hang, ching ta can xem xét day du hon & ba khia canh sau: (Maythew va Winer,
1982).

¢  Giaso véi chat lugng
o  Giaso v6i cac ddi thu canh tranh
¢  Gid so véi mong doi cua khach hang

Vi vay, khi xem xét tac dong cuia gia dén su hai long khach hang chung ta cin nhan thirc
mot cach ddy du hon gia ¢ ddy bao gém chi phi bo ra va chi phi co hoi dé c6 dugc san pham
dich vu ciing nhu twong quan cta gia dén nhitng khia canh da dé cap & trén. Trong pham vi bai
viét nay, yéu to gia ca dugc xem xét chinh 1a tinh canh tranh ctia gid dugc cam nhan. Néu khach
hang cdm nhan tinh canh tranh cta gi4 ca cang cao thi ho s€ cang hai long va ngugc lai.

1.5 TiM HIEU SU HAI LONG CUA KHACH HANG

1.5.1 Khdi ni¢m

C6 rat nhiéu nghién ctru vé su hai 10ng cua khach hang véi hon 15,000 bai luan va cong
trinh cta nhiéu tac gia (Peterson va Wilson, 1992) va thyc té ¢6 nhiéu cach hiéu khac nhau vé
khai ni€ém nay.

No6i mét cach don gian, sy hai long cia khach hang chinh la trang thai/cam nhén cua
khach hang di voi nha cung cip dich vu sau khi di str dung dich vu d6 (Terrence Levesque va
Gordon H.G McDougall, 1996).

Cu thé hon, su hai long cua khéach hang 1a sy phan hi tinh cam/toan bd cam nhén cua
khach hang ddi véi nha cung cap dich vu trén co so so sanh sy khéc biét giita nhitng gi ho nhan

duogc so voi mong doi trude d6 (Oliver, 1999 va Zineldin, 2000). Ciing trén quan diém nay,
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Kotler (2000) cho rang su hai long dwoc xac dinh trén co s so sanh giira két qua nhan dugc tir

dich vu va mong doi cua khach hang dugc xem xét dy trén ba mirc do sau day:

*

Néu két qua nhan dugc it hon mong doi thi khach hang s& cam thay khong hai
long.

Néu két qua nhan duge gidng nhu mong doi thi khach hang s& hai long.

Néu két qua nhan dugc nhiéu hon mong doi thi khach hang sé& rat hai 1ong va

thich thu véi dich vu do.

Trong khi do, Oliva, Oliver, va Bearden (1995) thi lai cho rﬁng su hai long ctua khach

hang 1a mét nhiém vu cia doanh nghi¢p thé hién qua mdi quan hé gilra nhitng gié tri cua san

pham, dich vu d6 so voi nhitng mong doi trude d6 cua khach hang vé ching. RS rang du ¢

nhiéu khai niém khac nhau nhung dinh nghia vé sy hai long ctia khach hang luén gan lién voi

nhiing yé€u to sau:

L 2

*

.
.
1.5.2

Tinh cam/thai d6 ddi voi nha cung cép dich vu

Mong doi ctia khach hang vé kha nang dap tmg nhu cau tir phia nha cung cap
dich vu

Két qua thye hién dich vu/Céc gia tri do dich vu mang lai

Y dinh sén sang tiép tuc sir dung dich vu

Cic nhdn t6 quyét dinh sw hai long ciia khdch hang

Trén co sé tim hiéu vé déc tinh dich vu va cac khao sat vé mo hinh chat lugng dich vu

cling nhu cac thang do chét lwong dich vu trong linh vie Ngan hang (xem muc 1.2, 1.3, va 1.4),

tac gia dd dua ra cac nhan t6 quyét dinh sy hai 1ong cta khach hang bao gém chdt lwong dich

vu, tinh canh tranh vé gid va hinh anh doanh nghiép véi cac thang do cu thé nhu sau:

1.5.2.1 Su thuén tién (Convenience)

*

* 6 6 o o

L 2

NH c¢6 dia diém giao dich thuén tién cho khach hang

NH c6 mang luéi dai 1y rong khap

Thoi gian phuc vu cia NH hop ly va thuén tién

Hé thdng truy cap thong tin d& sir dung

Thu tuc giao dich dé dang va nhanh chong

NH c6 hé théng ATM hién dai va thuén tién cho khach hang

NH c6 thong tin vé sb du, tai khoan giao dich nhanh chéng

1.5.2.2 Su hiru hinh (Tangibles)

*

NH c6 trang thiét bi va may moc hién dai
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NH c6 cach bb tri rit dep mét

NH c¢6 céc tai lidu, sach anh gi6i thiéu vé dich vu NH rat cudn hut
NH c6 céc ching tir giao dich rd rang, khong co sai sot

Nhan vién NH an mac lich thiép va 4n tuong

NH c6 co so vat chat day du

3 Phong cach phuc vu ctia nhan vién (Staff Conduct)

Nhan vién NH giai quyét thoa dang cac khiéu nai ctua khach hang
Nhan vién NH c6 trinh d§ chuyén mon gioi

Nhén vién NH thyc hién dich vu chinh xéc va kip thoi

Nhén vién giai dap hiéu qua cac thic mac cta khach hang

Nhan vién NH rat sin sang phuc vu khach hang

Nhan vién NH gitp d& khach hang rat tan tinh

Nhan vién NH rt lich thiép va an can véi khach hang

.4 Danh muc dich vu cung cip (service portfolios)

NH c6 danh muc dich vu da dang va phong pht

NH luén tién phong cung cép cac dich vu méi dé dap ung nhu cau ngay
cang tang cua khach hang

NH c6 cac hoat dong gi6i thiéu vé dich vu rat hiéu qua

NH luén c6 su chuan bi tot trude khi trién khai dich vu

1.5.2.5 Tiép xic khach hang (Customer Interaction)

*

L 2

*

*

L 2

Nhan vién NH thuong xuyén lién lac vdi khach hang

NH Iuén té chire tiéc cam on khach hang vao cubi mdi nim dé ghi nhan
su dong gop cua ho d6i véi NH

Nhan vién NH tra 161 dién thoai nhanh chong

NH c6 duong day nong phuc vu khach hang 24/24

NH 1uén ling nghe ¥ kién dong gop ciia khach hang

1.5.2.6 Tinh canh tranh vé gia (Price Competitiveness)

*

4
L 4
*

NH c6 chinh sach gia linh hoat
NH 4p dung mirc 1ai suét canh tranh
Chi phi giao dich hop ly

NH c6 chuong trinh tu van/cap nhat vé thong tin gia ca thi truong
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1.5.2.7 Sw tin nhiém (Credibility)

*

[y
9
* 6 6 6 DD 6 6 ¢ o o

NH thyc hién dich vu ding ngay tir 1an dau

NH cung cép dich vu tai thoi diém ma ho d3 hira

NH thuc hién dich vu chinh xéc, khong c6 sai sot

NH luén thyc hién ding dén nhitng gi cam két véi khach hang
NH bao mat thong tin khach hang va giao dich

Ngan hang guri bang sao ké déu dan va kip thoi

.2.8 Hinh dnh doanh nghiép (Image)

NH ludén xem quyén loi ctia khach hang 1a trén hét
NH luén giir chir tin ddi v6i khach hang
NH luén di dau trong cac cai tién va hoat dong xa hoi

NH c6 cac hoat dong marketing hiéu qua va an tuong
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CHUONG 2 - DICH VU NGAN HANG TAI VIET NAM VA
HOAT PONG CUA NGAN HANG HSBC

2.1  DICH VU NGAN HANG TAI VIET NAM

2.1.1 Sw phdt trién manh mé ciia hoat déng dich vu NH trong thoi gian viva qua

Tinh dén cudi nim 2006, & nude ta co 34 ngan hang thuong mai c¢6 phan, 5 ngén hang
thuong mai qudc doanh, 5 ngan hang lién doanh, 35 chi nhanh ngan hang nudc ngoai va 4 cong
ty lién doanh cho thué tai chinh 100% vdn nuéc ngoai. Thém vao d6, nhiéu Ngan hang (NH)
100% vbn nuéc ngoai dang chuan bi nhap cudc, gan 10 cong ty tai chinh dang cho hoan tat thi
tuc phap ly dé trién khai cac dich vu tin dung tiéu dung.

Sy phat trién manh mé& d6 mo ra nhiéu co hoi nhung ciing day thach thirc cho cac NH
trong viéc gitt chan khach hang, khai thac cac san pham, dich vu méi, tim kiém phuong thirc
phat trién thich hop va khang dinh vi thé trén thi truong. Hon thé, viéc phat sinh nhiéu phan
nan, va khiéu nai tir phia khach hang ciing 1a mét vin dé dang quan tim can duogc cai tién tot
hon trong giai doan phat trién twong lai ctia NH. D¢ thyc hién duge didu do, cac NH can thiét
phai am hiéu r5 thi trudng, va ndm bt kip thoi cac nhu cau khach hang nhiéu hon.

Khong thé phu nhan hoat dong dich vu Ngin hang & Viét Nam ngay cang da dang,
phong pht véi sy canh tranh manh mé ctia nhiéu Ngan hang trong nudc 1an nude ngoai. Cac
hoat dong ngan hang phé bién nhu nghié€p vu nhan tién g, dich vu ngan quy, chuyén khoan,
cho vay, chiét khdu thuong phiéu, bao lanh, tai trg xuit nhap khau, thanh toan qudc té... lién
tuc gia ting ca vé quy mo 1an sd luong giao dich. Cac hoat dong cung cap dich vu ngan hang
mdi ¢ Viét Nam nhu méi gidi chiing khoan, tu van dau tu, bao lanh phat hanh, bao thanh toan,
cho thué tai chinh, kinh doanh vang, thyc hién cac giao dich hoan d6i, hop dong lya chon va
hop dong trwong lai...hién nay tuy con han ché nhung htra hen sé& ting truéng manh trong thoi
gian sip t4i.

Tap trung phat trién dich vy, cac Ngan hang khong chi vi khach hang ma con vi sy ton
tai va phat trién cta chinh minh trudc strc ép tir nhiéu Ngan hang khac sap ra doi va 16 trinh mé
ctra dich vu Ngéan hang trude nam 2010 cua chinh phu. Chi tinh riéng trong nira dau nam 2007,
dd c6 hon 50 chi nhanh NHTM méi md. Trong bdi canh canh tranh gay git d6, cac NHTM
trong nudc va cac Ngan hang Nudc ngoai déu ¢ cac dong thai phat trién theo hudng lién tuc

dua ra nhimng dich vu méi, gia ting nhiéu su lwa chon cho khach hang.
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Tuy nhién, cling can phai n6i thém rang nhiéu dich vu NH trong thoi gian vira qua chu
trong dén luong nhiéu hon chit do chay dua nong va phat trién qua nhanh nham khang dinh
thwong hiéu ctia minh nhat 1a cac NHTMCP trong nudc. Nhidu NH ¢6 phan déu c6 chung muc
tiéu md rong mang ludi, thém dich vu trude roi 6n dinh chit lugng sau bdi ho lo ngai nhéu
khong ra tay trudc NH ban sé& trién khai va minh s& hét chd. Noi cach khac cac NHTM dua
nhau phat trién san pham mdi, tao ra nhiéu kénh cung cap dich vu cho khach hang nhung chi
dung lai ¢ chiéu rong ma chua dau tu vé chiéu sau. Chfmg han nhu cac dich vu ATM, Home
banking/ Internet banking duoc trién khai rat nhiéu ¢ cac NH nhung céac su ¢b k¥ thuét thuong
xuyén xay ra nhét 1a vao cac dip cao diém nhu vao ngay tra luong, ngay 18, cudi tuan giy tro
ngai cho khach hang.

Mot diéu dang cha ¥ nita 1a cac NHTM chu trong phat trién cac dich vu ban 1¢ nhiéu
hon 1a dau tu cac dich vu ngan hang phuc vu cong ty nhat 1a cho cac cong ty 16n. Thém vao do,
tung dich vu cia NHTM chua tao dung dugc thuong hi€u riéng, qui mé cua tung dich vu con
nho, chat luong dich vu thap, strc canh tranh yéu, dic biét tinh tién ich ciia mot sé dich vu ddi
v6i khach hang chua cao, trong khi d6 hoat dong marketing ngan hang con han ché, nén ty 1&
khéach hang tiép can va tan suét st dung dich vu ngan hang con it. Hién nay, nang luc canh
tranh ctia cac NH Viét Nam con yéu (4/10 diém) so véi cac NH nude ngoai (theo danh gid cia
Ba Nguyén Thu Ha, Phé tong giam déc Ngan hang Ngoai thuong Viét Nam).

Trong khi d6, véi loi thé ndi trdi vé trinh d6 quan 1y, cong nghé, von va kinh nghiém
hoat dong, cac Ngan hang nudc ngoai di di truée cac NHTM trong nudc kha xa vé cac dich vu
ban budn, cung cip san pham dich vu cho cac ngan hang (bank to bank), kinh doanh vén va cac
cong cu tai chinh han ché rii ro cho cac cong ty. Gan day, mot s NH nude ngoai (HSBC,
ANZ, Standard Chartered Bank, va sap t6i c6 thé 1a CITIBANK) ciing nhay vao thi trudng ban
1é day tiém ning ¢ Viét Nam lam cho cudc dua vé dich vu trd nén nong bong hon bao gid hét.
Khi so sanh vé thong 1é va dic thu hoat dong ciia NH nudc ngoai trong hoat dong cung cap dich
vu v6i cac NH noi dia thi ching ta dé nhan thdy rang cac NH nudc ngoai ¢ chinh sach thong
thoang, va linh hoat hon.

Dién hinh 14 trong dich vu cho vay, néu cac NH nudc ngoai thuong cho vay khéng can
c6 tai san thé chép, mién 1a khach hang c6 phuong an kinh doanh kha thi, hi¢u qud, va thuc hi¢n
dung quy dinh trong giao dich nhung chu trong dén thu phi dich vu va ban chéo cac san phim
nhiéu hon thi cac NHTM trong nudc lai luu tim dén phwong cham kinh doanh nim ding chudi

von lién quan nhiéu dén céc tha tuc va cam tinh ctia minh. Tuy nhién véi nhitng no lyc va cai
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thién cua cac NHTM thi su khac bi¢t nay cang ngay cang duoc thu hep lai va NH nudc ngoai
cling ¢6 nhiéu han ché nhit dinh so v&i cac NH trong nudc lién quan dén khung phéap 1y vé
cung cép dich vu tron goi, vé dia ban hoat dong nén dich vy, san phém cua NHNN con chua
phd bién rong khap dén khach hang 1¢. Chinh vi nhiing ddc diém ké trén ma viéc nng cao chét
luong dich vy ngan hang 1 van dé séng con trong canh tranh cta cac doanh nghiép cung cap
dich vu tai chinh.

Vé phia cac NHTMCP trong nudc, chién lugc trong cudc dua mai vé canh tranh dich vu
dugc cac NHTMCP dua ra 1a tim sy phan khac thi truong, tan cong vao thi truong ngach, dua
ra san phém dich vu doc dao voéi su lién két cta cac ddi tac co nhiéu loi thé vé khach hang,
mang ludi va cong nghé voi muc ti€u gia tdng cac tién ich, dya trén cong nghé ngan hang hi¢n
dai, nham gia ting viéc thu hut khach hang, giam thiéu rui ro trong kinh doanh. Cu thé cac
NHTM c6 phﬁn tién dén lién minh, da dang ho4 dich vu va hop tac quéc té khai thac thé manh
cta cac bén trong viéc cung tng dich vu ngan hang cho céc cong ty trong linh vuc thuong mai,
dau tu va tai chinh... D6 ciing 1a hudéng phat trién tich cuc dugc nhiéu ngan hang dit ra. Chang
han nhu trong chién lugc kinh doanh cua minh, Eximbank hop tac voi ddi tac chién lugc cung
cép cac dich vu thu ho tién mit, thanh toan, cho vay hop von, tai tro vdn cho cac du an, tai tro
von tiéu dung, phat hanh thé, lip dat may ATM, trién khai hé thong may thanh toan thé cho
hang trim nghin khach hang c4 nhan trong toan qudc.

Vé phia cac Ngan hang nudc ngoai, ho ciing chi trong dén viée lién két voi cac t6 chiic
tin dung trong nuéc dé mé rong mang ludi va quan hé khach hang theo hudng phat trién theo
chiéu sau dé tao dinh vi thuong hi¢u ciia Ngan hang minh. Tinh dén hét nam 2006, ude tinh
tong s6 von diéu 1¢ va von gop mua cb phan cua cac tap doan ngan hang, tai chinh nudc ngoai
da thuc sy dua vao Viét Nam hién nay 1én t6i gan 1 ty USD. Pay 1a xu huéng phd bién hién
nay va hira hen s& phat trién manh mé trong tuong lai trén co s “hai bén cung c6 loi”. Hon nita,
cac NH nudc ngoai s€ tung budc dugec md rong pham vi hoat dong va vaéi co hdi duge thanh
1ap Ngan hang con 100% von nude ngoai, ho sé cang cé diéu kién phat trién cac dich vu thuan
loi hon.

Trong giai doan chuan bj cho viéc phat trién dich vu NH khi thoi diém mé cira hoan
toan dich vu ngan hang cia Viét Nam vao nam 2010 thi cac NH can phai c6 dinh hudng phat
trién 1 rang ngay tir bay gio. Theo Tién S§ Lé Xuan Nghia, Vu truong Vu chién lugc phat trién
Ngéan hang thi: "Binh huwdng phdt trién mét sé dich vu ngdn hang chii yéu sé bao gom: dinh

huong phat trién dich vu huy dong von, phat trién dich vu tin dung va dau tu, phat trién dich vu
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thanh toan, phat trién dich vu ngoai héi va nghiép vu dau tw cia cdc t6 chire tin dung trén thi
trieong tai chinh, phdt trién thi truong ngdn hang va xdc dinh doi twong phuc vu ciia hé thong
ngdn hang va cudi ciing la phdt trién cdc dich vu khdc”. Vi vy, cude canh tranh vé cac dich vu
Ngan hang s& con tiép dién manh mé trong thoi gian ti ké ca vé luong va chat.

2.1.2 Vai trd quan trong ciia sy hai 1ong khach hang d6i véi Ngan hang

Su hai 10ng ctia khach hang déng vai tro quyét dinh ddi v6i su sdng con cua Ngan
hang. Trong bdi canh canh tranh gay gat va quyét liét nhu hién nay, vai trd ndy cang tré nén
quan trong hon bao gid hét.

Trude nhat, khi khach hang hai long véi cac san phém va dich vu cung cép, ho s€ tro
thanh cac “khdch hang trung thanh nhdt” cua NH va co tiac dong manh mé dén két qua hoat
dong ctia NH trén cac phuong dién sau:

. Tiép tuc sir dung céc san phém, dich vu cia NH
Danh gia cao chét lugng dich vu cia NH
Tang cudng giao dich nhiéu hon nita véi NH
Ung ho cac san phém, dich vu moéi do NH gidi thi¢u
Tin tuéng hon vao NH

D¢ dang chap nhan muc gid ca chao ban

* & 6 6 o o

Phét trién quan hé tot dep vi NH
&  Sinsang gi6i thiéu tot vé NH cho ban be, ddi tac khac

Nhu vay, khach hang hai long khong chi sé€ trd lai st dung dich vu cia NH ma con noi
t6t v& NH voi ngudi khac va méi ngudi nay lai ¢6 thé noéi véi nhidu ngudi khac nira va chinh ho
da gop phﬁn gia tang dang ké doanh sb, thi phﬁn, lgi nhudn kinh doanh va xay dung hinh anh tdt
dep ctia Ngan hang trong 1ong moi khach hang. Pem lai sy hai long cho khach hang chinh Ia
cach giit chan khach hang va ting loi nhuén caa NH boi mét khach hang déng nghia mat doanh
thu va mot khach hang khong hai long c6 thé 1am giam uy tin cia NH.

Thit hai, vai trd trén cang trd nén quan trong hon khi ta biét rang tim kiém mot khach
hang trung thanh that khong d& dang chat ndo. Thuc té, viéc tim kiém khach hang méi tén kém
nhiéu 1an hon duy tri khach hang hién c6. Theo nhiéu tai lidu théng ké cho thiy, chi phi cho
viéc tim kiém mot khach hang méi cao hon gip 5-6 14n so véi chi phi gin giit mot khach hang
cii, va cong ty co thé gia tang loi nhuan tir 25-125% do giit chan dugc 5% khach hang cia cong
ty (Adam Kafelnikov, Customer Satisfaction — The Prime Concern of Your Business and the

Critical Component of Its Profitability- Marketing Journal, 2006).
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2.2 GIOI THIEU VE NGAN HANG HSBC

Ngan hang Hong Kong va Thuong Hai (HSBC) 1a sang lap vién ctua Tap doan HSBC tur
nam 1959. Vi khoang 10.000 vin phong va chi nhanh tai 82 quéc gia va ving lanh thd cing s6
tai san tri gia khoang 2.000 ty d6 la My tinh t61 31 thang 12 ndm 2006, tap doan HSBC 1a mot
trong nhing t6 chtrc dich vu tai chinh va ngan hang 16n nhat thé gidi. Biéu twong cua HSBC 1a
“Sw trung thwc, Long tin cdy va Dich vu hoan hdo”.

HSBC m¢ Van phong tai Sai Gon vao nam 1870 va da hoat dong dugc hon 100 nam &
Viét Nam cho dén nam 1975. HSBC ciing bd nhiém dai Iy & Hai Phong vao nam 1884. Dai Iy
nay sau d6 dugc nang cap thanh chi nhanh phy ciia NH vao dau nhimg nim 1920 va tiép tuc
hoat dong dén nam 1954. Ngan hang HSBC ciing bd nhiém thém mot dai 1y tai Ha Noi vao nam
1907.

Ngan hang HSBC di cing cb va ting cudng mdi quan hé voi Viét Nam thong qua viée
md cac van phong dai dién tai Thanh phd H6 Chi Minh va Ha No6i ndm 1992. Vian phong dai
dién tai Thanh phd H6 Chi Minh d3 duoc nang cip thanh mot chi nhanh cung cdp day du cac
dich vu Ngéan hang vao nam 1995. Ngay 28 thang 02 ndm 2005, Ngan hang HSBC m¢ chi
nhanh thtr hai tai Ha Noi. Ngan hang ciing da thanh 1ap Vian phong dai dién tai Can Tho vao
thang 5 nam 2005.

Ngay 29 thang 12 nim 2005, Ngan hang HSBC hoan thanh giao dich mua 10% c6 phan
cia Ngan hang thuong mai ¢6 phan Ky thuong Viét Nam (Techcombank), Ngan hang thuong
mai ¢6 phan 16n t& ba tai Viét Nam xét vé von. Techcombank ciing vira duge Ngan hang Nha
nude cho phép ting ty 18 s¢ hitu c6 phan cuia ddi tac chién luge nude ngoai 1a HSBC tir 10% 1én
15% . Nhu vay, HSBC 1a Ngan Hang Nudc Ngoai c¢6 sé von chién luge 16n nhat trong mot
NHTMCP ndi dia tinh dén thoi diém nay.

Ngoai ra, HSBC ciing 1 ngén hang nudc ngoai duy nhat tai Viét Nam cung cip day di
cac dich vu tai chinh bao gém dich vu tai chinh doanh nghi¢p, dich vu ngan hang cho cac dinh
ché tai chinh va cong ty da qudc gia, thanh toan qudc té, thanh toan va quan 1y tién té, luu ky
chung khoan va quan tri quy, ngoai hdi va thi truong von, thu xép no, tai trg du an va dich vu
tai chinh c& nhan.

HSBC Viét Nam ludn di tién phong trong viéc cung cip cac san pham doc déo, da dang
va sang tao cho cac khach hang st dung dich vu tai chinh ca nhan. Pac biét, HSBC Viét Nam la

Ngan hang dau tién va Ngan hang Nudc ngoai duy nhat tai Viét Nam cho vay tin chip, dong



30

thoi 1a Ngan hang nude ngoai dau tién gidi thiéu dich vu ATM; dich vu m¢ tai khoan cé nhan

va lya chon dau tu tai nudc ngoai; Ngan hang dau tién va ngan hang nudc ngoai duy nhat tai

Viét Nam ban cac san phdm bao hiém nhan tho théng qua hé théng van phong chi nhanh (AIA -

2001)

V6i nhiing thanh tich hoat dong noi troi trong nhidu nim qua, HSBC 1a Ngan hang nudc

ngoai 16n nhat tai Viét ca vé von dau tu, mang ludi giao dich, chung loai san pham, s6 lugng

nhan vién va khach hang, téc do phat trién bén viing, kha ning kinh doanh, quan 1y rui ro, Gmg

dung k§ thuat tién tién, tinh hiéu qua cua hé thong phan phdi, kha ning xam nhap thi truong va

k¥ nang nghiép vu... Vi tri dan dau cia HSBC di dugc khing dinh boi hang loat cac giai

thudng uy tin trong nudc cling nhu qudc té nhu:

*

Giai thuong “Ngan hang duoc yéu thich nhit Viét Nam” tir nam 2001 dén 2006
do Thoi bao Kinh té Viét Nam binh chon.

“The Saigon Times Top 40 FDI Award 2005 do Saigon Times Group binh chon.
“Ngan hang nudc ngoai tot nhat Viét Nam 2006” va “Ngan hang Xuit Nhap
khau t6t nhat 2006” do FinanceAsia binh chon.

“Ngan hang tét nhat Viét Nam 2006” va “Ngan hang luu ky t6t nht Viét Nam
2006 do Asset Triple A binh chon.

“Ngan hang nudc ngoai cung cip dich vu ngoai hdi tot nhat Viét Nam 2006” do
Asiamoney FX Poll binh chon.

"Ngan hang ban 1¢ t6t nhat Viét Nam 2006" cua Tap chi Asian Banker. Pay la
giai thuong danh gia va toan dién nhat trong khu vuc chau A - Thai Binh Duong
ghi nhan sy xuét sic, vuot troi trong linh vyc ngan hang ban 18.

Ngéan hang nudc ngoai t6t nhat tai Viét Nam nam 2007 do Financial Asia binh

chon.

2.3 HOAT PONG CUA NGAN HANG HSBC

Hoat dong cuia Ngan hang HSBC tai Viét Nam rat da dang va phong phu bao gém cac

linh vuc chinh nhu sau:

1 Dich vu tai chinh cho khéach hang ca nhan, cong ty, dinh ché tai chinh.

2 Tai trg thuong mai va ti€u dung, cac dich vu chig khoén va luu ky.

3 Céc dich vu ngoai hédi va thi truong von, quéan ly tién té, thanh toan quéc té.

& Dich vu ngdn hang cho ca nhan

> Tai khoan bang tién déng va ngoai té (ving lai, tién giri c¢6 ky han)
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» Cho vay thau chi, tiéu dung, vay céd nhan c6 thoi han, vay mua xe hoi, mua
nha

> Thé rat tién tu dong (ATM) qudc té, thé tin dung quéc té (visa va master)

> Ung tién tir thé tin dung, séc du lich, chuyén tién kiéu héi, thu doi ngoai té

& Dich vu ngin hang cho cong ty gom cd khdch hang trong nwéc va quoc té
v' Pham vi cung cap: cung cap day du dich vu
v' Chat lugng cung cip: hang dau ¢ Viét Nam

» Tai trg thuong mai va von luu dong: bao lanh (déu thau, thuc hién hop déng,
thanh toan Ung trudc, bao thanh toén, thau chi, tai tro hang hoa luu kho...)

> Thanh toan qubc té&: md tin dung thu, thong bdo va xac nhan, chiét khiu
chtng tir xuat khau, nho thu chimg tir xuat nhap khau, bao lanh nhan hang va
m¢ thu tin dung du phong

> Hoat dong tin dung: cho vay ngin han, trung han va dai han (thé chip va
khong co thé chap), cho vay hop vén (Syndication Loan)

» Quan ly tién té va thanh toan. Trong diéu kién thiéu mot hé théng thanh toan
tu dong lién ngan hang hoan chinh, HSBC da thiét 12p mang két ndi dién tur
va ky hop dong lién két voi cac ngan hang 16n trong nudc dé dép tmg nhu
cau thu chi tién mit cia khach hang. Ngoai ra, hé théng ngan hang dién tir
ctia HSBC (HSBCnet) 1a hé thong toan cau dira trén nén tang Internet cta tap
doan HSBC gitip cho khach hang c6 thé xem thong tin tai khoan truc tuyén
mo tai HSBC, thuc hién thanh toan truc tuyén, cap nhat thong tin méi trén thi
truong tai chinh, va tich hop véi hé théng ké toan ciia cong ty

& Luwu ky chirng khodn va thanh toan bu trir

HSBC 12 ngan hang nudc ngoai dau tién dugc nhan gidy phép luu ky chimg khoan do
UBCKNN cip vao thang 7 nam 2000 véi cac dich vu bao gém: luu ky, nhan va chuyén giao, xir
Iy theo yéu cau/lénh cua cong ty, nhan cac khoan thu nhap, bdo cdo ngan quy va dau tu, cic
dich vu theo iy quyén.

o Dich vu Ngogi hoi va thi truong von

» Giao ngay (SPOT)

» Ky han (FORWARD)

> Hoan d6i (SWAP)
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> Phat sinh tién t¢ (DERIVATIVE): giao dich quyén chon, hop dong hoan dbi
141 suat, hop dong hoan doi tién té
> Tu van quan 1y rui ro, céng cu dau tu trén thi trudng von

> Kinh doanh ngoai h6i

24  CHIEN LUQC PHAT TRIEN “TAT CA VI SU HAI LONG CUA KHACH HANG”
CUA NGAN HANG HSBC

Trong nhiéu nim qua, HSBC 1a NH c¢6 nhiéu thanh tich hoat dong ndi bat trong linh
vuc tai chinh v6i hang loat giai thuong danh tiéng va quan trong hon hét 1a xay dung dugc su
tin tuong cua khach hang d6i voi Ngan hang.Voi phuong cham dap tng moi nhu ciu khach
hang, Ban 1anh dao NH HSBC tin rang chinh su hai long ctia khach hang chinh 13 thudc do su
thanh cong va 1a muc tiéu quan trong nhét trong chién lugc phat trién ctia NH.

Trudc su gia ting manh mé cia hoat dong NH, cic nhu ciu khach hang ciing ngay
cang tré nén da dang va phong pht hon va tit yéu ho s& tim dén nhitng NH nao thoa man tot
nhat nhu cdu ctia minh. Thém vao dé, cac NH ciing c6 nhiéu nd luc tim kiém khach hang cho
riéng minh va nang cao hiéu quéa hoat dong ctia minh. Chinh vi vy, tim hiéu va nang cao sy hai
long ciia khach hang 1a rat can thiét va hitu ich d6i vai chién lugc phat trién lau dai va khang
dinh vi thé hang dau “Ngdn hang nude ngodi tét nhdt ¢ Viét Nam” ma NH HSBC di tao dung

duogc trong thoi gian qua.
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Sir hai long cua ban chinh la gidi thirong cao quy
nhat cua ching toi

EXCELLENCE IN HSBC <)

RETAIL FINANCIAL SERVICES - _, iy
W : Ngéan hang toan cau am hiéu dia phudng

dousdd A W A R DS 20 0 6

Hinh 2.1: Tiéu chi hoat déng “Tét cd vi khdach hang” ciia NH HSBC
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CHUONG 3 - MO HINH NGHIEN CUU, PHUONG PHAP
NGHIEN CUU VA KET QUA NGHIEN CUU

3.1 MO HINH NGHIEN CUU CAC YEU TO QUYET PINH SU HAI LONG CUA
KHACH HANG
3.1.1 Mo hinh nghién cvuu
M6 hinh SERVQUAL 1a mé hinh ph bién va duoc sir dung nhiéu trong cac nghién ciru
marketing rat c6 ich trong viéc khai quat hoa céc tiéu chi do luong chat luong dich vu nhung
van c6 nhiéu nhuge diém (Babakus & Boller, 1992; Brown et al, 1993; Buttle, 1996; Genestre
& Herbig, 1996; Gilmore & Carson, 1992; Robinson, 1999; Hemmasi et al, 1994) va néu ap
dung triét dé do ludong chat lwong dich vu ngan hang thi s& khong thich hop ¢ nhitng khia canh
sau:
Kho kha thi do céc tiéu chi do luong mang tinh chung chung
Do luong quy trinh cung cap nhiéu hon 1a két qua thuc hién dich vu
Khong xem xét dén cac yéu td bén ngoai cling nhu hoat dong marketing ma chi
chu trong dén yéu td “nodi tai” ma thoi
. Viéc so sanh khoang cach giira chat lugng ky vong va chat lyong cim nhan rat
kho xac dinh do viéc phai xem xét nhiéu thang diém va khong xac dinh tryuc tiép
dua vao thuc té thuc hién dich vu
Do d6, cac tiéu chi do luong chat lugng dich vu SERVQUAL khong thé dp dung hang
loat trong tt ca linh vuc ma phai dugc hiéu chinh pht hop véi timg truong hop nghién ctru dé
dam bao tinh chinh xac cao. M6 hinh SERVPERF mang tinh ké thira va chu trong dén chat
luong dich vu thuc hién va cling bao gém nam tiéu chi nhu da dé cap o trén (Su tin cdy, Hi¢u
qua phuc vy, Sy httu hinh, Sy bdo dam va Sy cam thong) nén cling khong dugc lya chon lam
mo hinh nghién ctru
Pbi v6i nhitng nghién ctru vé su hai 10ng khach hang trong linh vuc ngin hang thi mo
hinh chét lugng k¥ thuat va chat lugng chirc ning ctia Gronroos t6 ra hop 1y hon (Lassar et al,
1998) boi nhitng 1y do sau:
& Mot la, m6 hinh FTSQ tap trung hai khia canh chinh ctia chét luong dich vu la chét
luong chirc nang (doanh nghiép thuc hién dich vu nhu thé nao) va chét lugng k§
thuat (doanh nghiép cung cap dich vu gi). Ngan hang 1a linh vyc doi hoi sy giao

tiép, lién lac thuong xuyén gitra khach hang va nhan vién ngan hang (high-contact
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service) nén qua trinh thuc hi¢n dich vy nhu thé nao dac biét quan trong ddi voi
khach hang trong viéc danh gia chat luong dich vu. Trong khi d6 md hinh
SERVQUAL khong phan tich dén viéc ngan hang cung cép dich vu gi va cung cip
dich vu nhu thé nao.

& Hai la, khi cac ngan hang cting cung cip cac dich vu gidng nhau va it xay ra sai sot
thi khach hang s& chii y nhiéu hon dén qua trinh thuc hién dich vy nhu thé nao dé
tor d6 danh gia chét luong dich vu cia ngan hang. Ddi véi viée trién khai cac dich
vu cao cép cho khach hang thi yéu t6 chat lwong chirc ning cang tré nén quan
trong hon nita vi n6 khiang dinh dang cip cua nha cung cép dich vu va danh diu sy
khac biét gitra doanh nghiép véi cac ddi thu khac.

&  Ba la, mot s tidu chi do luong ciia mé hinh SERVQUAL ciing dugc xem xét
trong mo hinh FTSQ thong qua céac thang do nghién ctru gitp cho viéc phan tich
chat lwong dich vu mang tinh kha thi va hop 1y hon.

Xuét phat tir nhitg vu va nhuoc diém ké trén, mé hinh SERVQUAL va FTSQ 1a co s&
tham khao dé tac gia c6 thé dua ra mo hinh nghién ctru cta luan van. Trudc nhat, khi thiét lap
mod hinh tic gia vin xem xét yéu td then chdt tac dong dén su hai long khach hang 1a chat
lwong dich vu (6 nhan t6: Sy hiru hinh, Phong cich phuc vu, Hinh ianh doanh nghiép, Sw
tin nhi¢ém, Danh muc phuc vu, Tiép xiic khach hang), ké dén 1a yéu t6 Gia ca, va sau cing la
Hinh anh doanh nghiép véi cac tiéu chi, va thang do st dung mang tinh tong hop va dugc diéu

chinh cu thé hon. M6 hinh nghién ctru duogc thiét lap nhu sau:
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‘Su hai long <N
Danh muc cﬁa khéch Phong cach

dich vu

Tinh (:11111
tranh ve
gia

Hinh 3.1: M6 hinh nghién ciru cdc nhén t6 téc dong dén sw hai long khdach hang
3.1.2 Cdc gid thuyét
& H,: Sy thuan tién cang nhiéu thi su hai long cang cao
H,: Su hiru hinh cang t6t thi khach hang cang hai long
H,: Phong cach phuc vu cang t6t thi sy hai 1ong cang tang
Hs: Danh muc dich vu cang nhiéu thi sy hai long cang cao
H,: Tiép xtic khach hang cang nhiéu thi sy hai 1ong khach hang cang cao

Hs: Tinh canh tranh vé gia cang cao thi khach hang cang hai 1ong

® 6 6 6 o o

He: Sy tin nhiém cang cao thi khach hang s€ cang hai long
& H;: Hinh anh doanh nghiép cang t6t thi sy hai long khach hang cang ting
3.1.3 Mo hinh do luwong sw hai long cua khdach hang
3.1.3.1 M0 hinh dinh tinh

Theo Bernd Stauss va Patricia Neuhaus (1997), ching ta c6 thé phan loai mtc d6 hai
long ciia khach hang thanh ba loai va chung c6 su tac dong khac nhau dén nha cung cap dich
vu:

. Hai long tich cuc (Demanding customer satisfaction): day la sy hai long mang
tinh tich cuc va duoc phan hoi thong qua cac nhu cau sir dung ngdy mot ting 1én

do6i véi nha cung cap dich vu. P61 voi nhitng khach hang c6 su hai long tich cuc,
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ho va nha cung cép dich vu s& c6 mbi quan hé tbt dep, tin nhiém 1an nhau va cam
thdy hai long khi giao dich. Hon thé, ho ciing hy vong nha cung cap dich vu s&
c6 du kha nang dap tmg nhu cau ngdy cang cao ctia minh. Chinh vi vy day la
nhom khach hang dé tré thanh khach hang trung thanh ctia doanh nghiép mién 1a
ho nhan thiy doanh nghiép ciing ¢6 nhiéu cai thién trong viéc cung cap dich vu
cho ho. Yéu t6 tich cuc con thé hién ¢ chd chinh tir nhitng yéu cau khong ngimg
ting 1én ctia khach hang ma nha cung cip dich vu cang nd luc cai tién chét luong
dich vu ngay cang tré nén hoan thién hon.

. Hai long én dinh (Stable customer satisfaction): D6i voi nhitg khach hang ¢
su hai 1ong 6n dinh, ho s& thiy thoai mai va hai long nhiing gi dang dién ra va
khong mudn co sy thay ddi trong cach cung cap dich vu cua doanh nghiép. Vi
vay, nhitng khach hang nay to ra dé& chiu, c¢6 sy tin tuong cao dbi voi doanh
nghiép va rat sin 1ong tiép tuc sir dung dich vu ctia doanh nghiép.

. Hai long thu dong (Resigned customer satisfaction): nhitng khach hang c6 sy hai
long thu dong it tin twéng vao doanh nghiép va ho cho rang rat kho dé doanh
nghiép co thé cai thién duogc chét luong dich vu va thay ddi theo yéu clu cua
minh. Ho cam thiy hai 1ong khong phai vi doanh nghiép théa min hoan toan nhu
cau ctia ho ma vi ho nghi rang s& khong thé nio yéu cau doanh nghiép cai thién
t6t hon nita. Vi vdy, ho s& khong tich cuc dong gop ¥ kién hay to ra thd o véi
nhitng nd luc cai tién cua doanh nghiép.

Ciing can phai noi thém rang, ngoai viéc phan loai sy hai long cta khach hang, Bernd

Stauss va Patricia Neuhaus ciing khang dinh rang mtrc d6 hai 1ong ciing anh huong rat 16n dén
hanh vi khach hang. Ngay ca khi khach hang c6 cung sy hai 10ng tich cuc ddi v6i doanh nghiép
nhung mirc d hai 1ong chi & mutrc “hai 1ong” thi ho ciing c6 thé tim dén cac doanh nghiép khac
va khong tiép tuc sir dung dich vu ciia doanh nghiép. Chi nhing khach hang c6 mirc d¢ hai long
cao nhat “rat hai 10ng” thi ho chic chin sé& 1a nhiing khach hang trung thanh va ludn ung ho
doanh nghiép.

Vi vay, khi nghién ctru vé su hai 1ong khach hang doanh nghiép can cha ¥ lam cho

khach hang hai 10ng 1a rat can thiét ma giup ho cam thdy hoan toan hai 1ong lai cuc ky quan
trong hon nhiéu. Di voi nhitng khach hang hai long chung chung thi ho c6 thé roi bo doanh

nghiép bt ctr lic nao trong khi nhom khach hang cam nhan “hoan toan hai long” thi s& la
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nhitng khach hang trung thanh ctia doanh nghiép. Su am hiéu nay sé& giup cho doanh nghiép c6
nhitng bién phép cai tién chat lugng dich vu linh hoat cho nhitng nhém khach hang khac nhau
3.1.3.2 MO0 hinh do luwdng su hai long cia khach hang

Pé do ludng su hai long cua khach hang, rdt nhidu tac gia nhu Hausknecht, 1990;

Heskett et al, 1994; Jones va Sasser, 1995; Terrence Levesque va Gordon H.G McDougall,
1996) d3 dua ra céc tiéu chi khac nhau. Tuy nhién dé c6 két luan chinh xac hon vé sy hai long
ctia khach hang ddi véi ngan hang HSBC, tac gia dd str dung nim tiéu chi (duoc téng hop tir
cac nghién clru ctia cac tac gid néu trén) nhu sau:

* Téng thé chét lugng dich vu

. Kha ning dap tmg yéu cau khach hang

. Muc d¢ hai long cia khach hang

. Gid61 thiéu NH cho nguoi thir ba

* Tiép tuc st dung dich vu NH

3.2  PHUONG PHAP NGHIEN CUU

Pé thuc hién nghién ctru vé sy hai long cua khach hang d6i véi Ngan hang HSBC, tac
gia di két hop sir dung nhiéu phuong phap nghién ctru nhu nghién ciru dinh tinh, nghién ciru
dinh luong, nghién ctru mé ta, nghién ctru phén tich... trén co so tim hiéu co s& 1y thuyét va cac
nghién ctru dién hinh vé sy hai 1ong ctia khach hang cung véi cac thang do chi tiét duoc thiét 1ap
nhu d3 trinh bay trong Chuong 1. Ngoai ra, cic chinh sach hoat dong cua ngan hang, cac modi
tuong quan gira dé tai nghién ctru va cac nhan td khac ciing duoc xem xét mot cach khach
quan, d@)ng bo dé két qua nghién ctru dat dugc chinh xac va thuc tién.

Ciing can phai noi thém ring, dé tai nghién ctru “Sw hdi long cia khdch hang” 13 mot
nghién ctru diéu tra trong d6 nhitng phan hoi ctia khach hang thu thap tir phiéu diéu tra 1a ngudn
thong tin quan trong nhit duoc ding trong qua trinh nghién ctu. Déi v6i nghién ctu diéu tra,
cac dit liéu thu thap s& mang tinh khach quan hon do han ché dugc cac ¥ kién chi quan cia
nguoi viét. Do d6, qua trinh phan tich va xir 1y dir liéu s& dua ra két qua c6 do tin cdy va tong
quan cao, c¢6 thé dugc ap dung cho nhitng nghién ctru sau d6 véi s6 luong mau nhiéu hon.

3.3 THU THAP DU LIEU
Trong qua trinh nghién ctru, tic gia di sir dung hai ngudn dit lidu sau day:
3.3.1. Dit ligu so cip

* Phiéu diéu tra nhan duoc tir khach hang.
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Két qua phong van, thdo luén véi nhan vién/lanh dao Ngan hang d€ nam
rd hon vé quan diém, ké hoach cling nhu danh gid cia ho vé van dé

nghién ctru.

3.3.2. Dit ligu thir cip

Co so ly thuyét va céac bai viét duge chon loc trén cac tap chi marketing, tap chi ngan

hang 1a ngudn dit liéu thir cip quan trong phuc vu cho viéc nghién ctru. Ngudn thu thap thong

tin cho dir liéu thw cép duoc nhic dén nhu sau:

*

® & 6 6 o o

Thu vién truong Pai hoc Kinh té TPHCM

Tap chi Ngan hang

Tap chi Marketing

Céc bai tham luan vé dich vu va chat luong dich vu

Bai giang vé Phuong phap nghién ctru va phén tich dir liéu SPSS
Béo cao hoat dong cia NH HSBC

Internet

34 THIET KE NGHIEN CUU
3.4.1 Nghién cwu dinh tinh
3.4.1.1. Muc tiéu

Day 1a budc nghién ctru so bd dé sang loc lai cac bién dua vao mo hinh nghién ciru,

kiém tra cac thang do sur dung, tham khao cac ¥ kién tir phia NH va khach hang vé van dé

nghién ctru, qua d6 xay dung céc thang do dwa vao md hinh nghién ctru va thiét 1ap bang ciu

héi

3.4.1.2. Quy trinh

Trudce tién, tac gia s€ chuan bi mét so cau hoi d¢ thdo luan va trao doi voi nhan vién/

lanh dao Ngan hang véi ndi dung tap trung vé vin dé nghién ctru su hai 10ng ctia khach hang

chang han nhu:

L 2

* & 6 6 o o

NH danh gia khach hang hai 1ong nhu thé nao d6i voi dich vu NH

NH nhan xét gi vé mo hinh chat luong dich vu trong linh vyc ngan hang
NH ¢6 y kién gi vé céc tiéu chi do luong chat luong dich vu

NH c6 nhan dinh gi vé cac ky vong cuia khach hang trong tuong lai

Céc thang do sy hai long cua khach hang dugc trinh bay c¢6 hop 1y chua
NH sir dung cac thang do nao dé do luong mirc d6 hai 1ong ctia khach hang

NH lam thé nao dé dem lai sy hai long cho khach hang



40

Sau d6 tién hanh thao luan véi thanh phan tham gia gdm c6 Giam ddc diéu hanh Ngan
hang, lanh dao cta phong ké hoach Marketing, phong kinh doanh tién té, phong thanh toan qudc
té va BO phan dich vu khach hang; nhan vién cua phong thanh toan, nhan vién cua quiy giao
dich, nhan vién ctia phong marketing; va nhan vién ciia phong phat trién san pham.

Vé phia khach hang, tac gia chon ngiu nhién 10 khach hang dé tham gia phong van tay
d6i, qua d6 ghi nhan y kién cua ho vé dich vu NH va cac mong mubn cta ho dbi véi ngan hang.

3.4.13. Kétqua

Sau khi tién hanh nghién ctru dinh tinh, 8 nhan t6 ciia mé hinh nghién ciru vé sy hai long
khach hang dugc dong tinh va c6 thé ding cho nghién ciru tiép theo 1a nghién ctru dinh lugng; 5
tiéu chi do ludng mirc dd hai 10ng khach hang giam xudng con 3 (loai bo 2 tiéu chi “Gidi thiéu
ngan hang cho nguoi thir ba” va “Murc do hai long cua khdach hang”) la:

. Téng thé chat luong dich vu
. Kha ning dap ung yéu cau khach hang
. Tiép tuc sir dung dich vu NH

Tuy nhién cac thang do néu ra trong mo hinh nghién ctru can phai duoc diéu chinh cho
phtt hop hon. Nhu vdy, trai qua budc nghién ciru dinh tinh, cac thang do nhan tb tac dong dén
su hai 1ong khach hang dugc xéc dinh nhu sau:

1) Sw thudn tién (STT)

NH c6 dia diém giao dich thuén tién cho khach hang
b NH c6 mang ludi dai Iy rong khip
¢ Thi tyc giao dich dé dang va nhanh chong
2) Sw hitu hinh (SHH)
Ngén hang c6 trang thiét bi va may moc hién dai
b NH c6 cac tai liéu, sach anh gi6i thiéu vé dich vu NH rat cudn hut
¢ NH c6 cac ching tir giao dich rd rang, khong c6 sai sot
d Nhéan vién NH an mac lich thiép va 4n tuong

3) Phong cach phuc vu cia nhdn vién (PCPYV)

a Nhan vién NH giai quyét thoa dang cac khiéu nai cta khach hang
b Nhan vién NH c6 trinh d¢ chuyén mon gidi

¢ Nhéan vién NH thyc hién dich vu chinh xéc va kip thoi

d Nhan vién NH ludn san sang phuc vu khach hang

e Nhan vién NH rét lich thiép va 4n can v6i khach hang
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5

6)

7)

8)

b
C

d

41

Danh muc dich vu cung cip (DMDV)

NH c6 danh muc dich vu da dang va phong phu

NH luén tién phong cung cép cac dich vu méi dé dép tng nhu ciu ngady cang
tang cua khéach hang

Tiép xiic khdch hang (TXKH)

Nhan vién NH thuong xuyén lién lac v6i khach hang
NH c6 duong day nong phuc vu khach hang 24/24
NH 1uén t6 chire tiéc cam on khach hang hang nam
NH luén ling nghe ¥ kién dong gop cuia khach hang
Tinh canh tranh vé gid (TCTG)

NH c6 chinh sach gia linh hoat

NH 4p dung mirc 1ai suét canh tranh

Chi phi giao dich hop ly

Sw tin nhiém (STN)

NH bao mat thong tin khach hang va giao dich

NH gui bang sao ké déu din va kip thoi

NH thuc hi¢n dich vu diing ngay tu lan dau

Hinh danh doanh nghiép (HADN)

NH luén giir chir tin d6i v6i khach hang

NH luén di dau trong cac cai tién va hoat dong xa hoi
NH c¢6 cac hoat dong marketing rat hiéu qua va an tuong

NH c¢6 chién luge phat trién bén viing

Trai qua budc nghién cru dinh tinh, cac thang do duoc xac dinh day du (gom 28 thang

do cua 8 nhan t6 tac dong dén su hai 1ong khach hang va 3 thang do cho viéc do ludng mirc do

hai 1ong ctia khach hang) dé phuc vu cho viéc thiét 1ap bang ciu héi diéu tra va nghién ctru dinh

lwong tiép theo.

3.4.2

Nghién ciru dinh luong

34.2.1  Muyc tiéu

Nghién ctru dinh lugng dugc tién hanh nham kiém dinh lai cac thang do trong mo6 hinh

nghién ctru. Day 14 budc phén tich chi tiét cac dir liéu thu thap dugc thong qua phiéu diéu tra

gui cho khach hang dé xac dinh tinh 16 gich, twong quan cta cac nhan t6 v6i nhau va tir d6 dua

ra két qua cu thé vé dé tai nghién ctru.
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3.4.2.2  Quy trinh
a Xay dung bang cau héi
b Xac dinh s lwong mau can thiét cho nghién ctru
¢ Giri phiéu diéu tra cho khich hang
d Lién h¢ vi khach hang dé theo ddi két qua tra 1oi
e Thu nhan phan hoi tir phia khach hang
f Xuly dir liéu thong qua viéc st dung cong cu phan tich SPSS theo trinh ty sau:
¢ Phan tich mo ta
¢  Phan tich d9 tin cay cua cac thang do
¢  Phan tich nhan t6
¢  Xay dung md hinh nghién ctru téng hop
¢ Kiém dinh mo hinh thong qua phan tich Pearson, phan tich hdi quy va phan
tich ANOVA
3423 Kétqua

Mot trong nhiing hinh thirc do luong duge sir dung pho bién nhét trong nghién ctru dinh
luong 1a thang do do Rennis Likert (1932) gi6i thiéu. Ong d4 dua ra loai thang do 5 mirc do phd
bién tir 1-5 dé tim hiéu mirc d6 danh gia ciia nguoi tra 16i. Thong thudng, chung ta s& sir dung
cac thang do da khia canh va ca thang do don khia canh trong qua trinh thiét 1ap thang do va lap
bang cau hoi.

C6 tt ca 550 bang cdu hoi duoc giri cho khach hang thong qua dudng buu dién (250),
email (200), va tai quéy giao dich (100) véi su hd tro cta bd phan dich vu khéach hang. Danh
sach khach hang nhan phiéu diéu tra qua duong buu dién va email dugc lya chon ngiu nhién
trén co so dir liéu cua NH.

Sau hai tuan néu khong nhan dugc phan hoi tir phia khach hang thi ngudi giri s& goi dién
thoai lai nho khach hang tra 161 D6i v6i phiéu diéu tra dit tai quay thi khach hang khi dén giao
dich tai NH c6 thé tra 10 va gui lai cho nhén vién lién ngay d6. Pa c6 167 phiéu diéu tra dugc
thu nhan (77 phiéu bang dudng buu dién, 49 phiéu tir email va 41 phiéu tai quiy giao dich) voi
ty 18 phan hoi 1a 30.36%, trong d6 c¢6 25 phiéu bi loai do khong hop 1&. Do d6, sé luong miu
con lai dé dua vao phén tich 1a 142 phiéu.

Theo nghién ctru cua Bollen, tinh dai dién cta $6 lugng mau dugc lua chon nghién ctru
s& thich hop néu kich thuéc miu 1a 5 mau cho mot wdc lugng. M hinh nghién ciru trong luan

vin bao gdm 8 nhén té doc 1ap v6i 28 bién quan sat (Bang 4.1). Do d6, sd luong mau can thiét
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1a tir 140 miu tro 1én. S6 lwong mau dung trong nghién ciru 13 142 mau nén tinh dai dién coa

mau dugc dam bao cho vi¢c thuc hién nghién ctru.

STT | Mai héa Dién giai
SU THUAN TIEN
1 STTO1 NH c¢6 mang ludi dai 1y rong khap

2 STTO02 Thu tuc giao dich dé dang va nhanh chong
3 STTO3 NH c6 dia diém giao dich thuan tién cho khach hang

SU'HU'U HINH
4 SHHO1 | NH c6 trang thiét bi va may moc hién dai
5 SHHO02 NH c6 céc tai liéu, sach anh gisi thiéu vé dich vu NH rat cu6n hat
6 SHHO03 NH c6 cac chung tur giao dich ro rang, khong c6 sai sot
7 SHHO04 Nhén vién NH an méc lich thiép va an tuong
PHONG CACH PHUC VU
8 PCPVO1 | Nhan vién NH c6 trinh d¢ chuyén mon gidi

9 PCPV02 | Nhan vién NH thyc hién dich vu chinh xac va kip thoi

10 | PCPV03 | Nhan vién NH giai quyét thoa dang cac khiéu nai ctia khach hang
11 PCPV04 | Nhan vién NH luon sin sang phuc vu khach hiang

12 | PCPV05 | Nhan vién NH rat lich thiép va an can voi khach hang

HINH ANH DOANH NGHIEP

13 HADNO1 | NH ludn di dau trong céc cai tién va hoat dong xa hoi
14 | HADNO2 | NH luén giir chir tin d6i v6i khach hang
15 | HADNO3 | NH c6 chién luoc phat trién bén viing

16 HADNO4 | NH c6 cac hoat dong marketing rat hiéu qua va an tuong
TINH CANH TRANH VE GIA

17 TCTGO1 | NH é&p dung muc lai suat canh tranh

18 TCTGO2 | Chi phi giao dich hop ly

19 TCTGO03 | NH c6 chinh sach gia linh hoat

TIEP XUC KHACH HANG

20 TXKHO1 | NH c6 duong day noéng phuc vu khach hang 24/24
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21 TXKHO02 | Nhan vién NH thuong xuyén lién lac véi khach hang
22 TXKHO03 | NH luén to chirc tiéc cam on khach hang hang nim
23 TXKHO04 | NH luén lang nghe ¥ kién dong gop ciia khach hang
DANH MUC DICH VU

24 DMDVO01 | NH c6 danh myc dich vu da dang va phong pht

25 DMDV02 | NH luén tién phong cung cap cac dich vu méi dé dap tmg nhu cau
ngay cang tang cua khach hang
SU TIN NHIEM
26 | STNOl | NH thuc hién dich vu diing ngay tir 1an dau
27 STNO2 NH bao mat thong tin khach hang va giao dich
28 STNO3 | NH gui bang sao ké déu dan va kip thoi

Bdng 3.1: Thang do cdc nhan t6 tac dong dén sw hai long khdch hang
Nhu vay, sau khi thu thap duge s6 lugng mau thich hop, tac gia sir dung cong cu SPSS

dé phan tich dir liéu voi cac thang do duoc ma hoa nhu trong bang sau va két qua chi tiét s&

duoc trinh bay dudi day.
STT | Mi hoa Dién giai
1 STTO1 NH c6 mang luéi dai 1y rong khap
2 STTO2 Thu tuc giao dich dé dang va nhanh chong
3 STTO03 NH c6 dia diém giao dich thuan ti¢n cho khach hang
4 SHHO1 NH c6 trang thiét bi va may moc hién dai
5 SHHO02 NH c6 céc tai liéu, sach anh gidi thiéu vé dich vu NH rat cu6n hat
6 SHHO03 NH c6 cac chung tur giao dich ro rang, khong c6 sai sot
7 SHHO04 Nhan vién NH an mac lich thi¢p va an tuong
8 PCPVO01 | Nhén vién NH c6 trinh d¢ chuyén mon gidi
9 PCPV02 | Nhan vién NH thyc hién dich vu chinh xac va kip thoi
10 PCPV03 | Nhan vién NH giai quyét thoa dang cac khiéu nai ctia khach hang
11 PCPV04 | Nhan vién NH ludn sin sang phuc vu khach hiang
12 | PCPV05 | Nhan vién NH rat lich thiép va an can voi khach hang
13 DMDVO01 | NH c6 danh myc dich vu da dang va phong pht
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” DMDV02 NH luén tién phong cung cap cac dich vu méi dé dap ing nhu cau
ngay cang tang cua khach hang

15 TXKHOI | NH c6 duong day nong phuc vu khach hang 24/24
16 TXKHO02 | Nhan vién NH thuong xuyén lién lac véi khach hang
17 TXKHO03 | NH luén t6 chirc tiéc cam on khach hang hang nam
18 | TXKHO4 | NH luén lang nghe ¥ kién dong gop cua khach hang
19 STNO1 NH thyc hién dich vu diing ngay tir lan dau

20 STNO2 NH bao mat thong tin khach hang va giao dich

21 STNO3 NH giri bang sao ké déu din va kip thoi

22 TCTGO1 | NH 4p dung muc lai suat canh tranh

23 TCTGO2 | Chi phi giao dich hop ly

24 TCTGO3 | NH c6 chinh séach gia linh hoat

25 HADNO! | NH ludn di dau trong céc cai tién va hoat dong xa hoi
26 | HADNO2 | NH luén giir chir tin d6i v6i khach hang
27 | HADNO3 | NH c6 chién luoc phat trién bén viing

28 HADNO4 | NH c6 cac hoat dong marketing rat hiéu qua va an tugng
29 SHLO1 Téng thé chat lwong dich vu

30 SHLO02 Kha ning dap tmg yéu cau khach hang

31 SHLO03 Tiép tuc sir dung dich vu NH

Bang 3.2: Téng hop cdc thang do dwoc md héa

3.4.3 Thiét ké bing cdu héi
4.3.3.1. Muc tiéu

. Tim hiéu mong doi ciia khach hang d6i véi NH

. Do luong mirc d hai long cua khach hang

. Kiém dinh cac nhan t6 tac dong dén sy hai long ciia khach hang

. Xac dinh mdi tuong quan giita thoi gian sir dung, va s6 luong NH giao

dich véi su hai long cua khach hang
4.3.3.2. N¢i dung
Sau qué trinh nghién ctru dinh tinh, bang cau hoi (PHU LUC 1) dugc thiét ké voi 28

thang do do luong cic tac nhan dem dén su hai long cua khach hang va 3 thang do xac dinh
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murc d6 hai long cta khach hang d6i voi NH bao gdm 5 phéan chinh véi 8 cau hoi ¢6 ndi dung
nhu sau:
1. Section 1 : Mgt s6 thong tin vé khach hang
Q1: Thoti gian khach hang str dung dich vu NH
Q2: S6 NH ma khach hang giao dich
2. Section 2 : Mong dgi ciia khach hang d6i véi NH
3. Section 3 : Cac nhin t6 tic dong dén sy hai long ciia khach hang
4. Section 4 : Mirc do hai long ctia khach hang
Ql: Téng thé chét luong dich vu NH
Q2: Kha ning dap tng nhu cau
Q3: Tiép tuc st dung dich vu NH
5. Section 5 : Kién nghi ciia khach hang
3.5 KET QUA NGHIEN CUU
3.5.1. PHAN TiCH MO TA
3.5.1.1.  Xdc dinh nhu cau khdch hang
Déi voi khach hang, yéu té ho mong doi nhat d6i voi NH theo thu ty 1a (1): Giao dich
thuc hién nhanh chéng, chinh xac; (2): Gia ca canh tranh; (3): Danh muc dich vu da dang. Khi
xtr 1y s6 liéu, cac Iya chon theo tht tu vu tién mong doi nhiéu nhat dugc do ludng theo thang
diém tir 1-3 va cac y kién khac duoc cho diém 1 4 dé dem vao tinh toan

Descriptive Statistics

N Mean

Giao dich nhanh chong, chinh xac 142 2,11
Gia ca canh tranh 142 2,12
Danh muc dich vu da dang 142 2,14
Mang luoi dai ly rong khap 142 2,27
Nhan vien chuyen nghiep 142 2,30
Thu tuc don gian 142 2,66
San long giup do khach hang 142 2,88
Thuc hien dung cac cam ket 142 3,01
Chung tu de hieu va ro rang 142 3,18
Trang thiet bi hien dai 142 3,20
Valid N (listwise) 142

Bdng 3.3: Thong ké mé ta cdc mong doi ciia khdch hang



3.5.1.2.

nhién, nhin vao bang thong ké 3.4 ta ciing thdy c6 5 thang do c6 GTTB thap nhit thé hién mirc
d6 dong ¥y cua khach hang khong gibng nhau ¢ cac bién quan sat. D6 1a cac bién
DMDVO01_Danh muc dich vu da dang va phong phii (GTTB: 3.42); STT03 NH c6 dia diém
giao dich thuan tién (GTTB: 3.43); STT02 Thu tuc don gian (GTTB: 3.49); DMDVO02 Cdc
dich vu moi cung ccfp (GTTB: 3.54); va SHHO2 Cadc tai liéu giodi thiéu vée NH rat cuon hit
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Chit lwong dich vu

Cdc nhan té tic dong dén sw hai long khdch hang
3.5.1.2.1.
Trong 21 thang do chit lugng dich vu NH (Bang 3.4), khach hang dong tinh nhiéu nhat

& 5 yéu to TXKHO04 NH luén ling nghe y kién dong gép ciia NH (GTTB: 4.60); TXKH03 NH
luén t6 chirc tiéc cam on khach hang hang nam (GTTB: 4.24); SHHO1 NH c6 trang thiét bi va
may moc hién dai (GTTB: 4.15); PCPVO05_ Nhan viéen NH rat lich thiép va an can véi khdch
hang (GTTB: 4.08); va TXKHO1 NH co duwong day nong phuc vu 24/24 (GTTB: 4.06). Tuy

(GTTB: 3.56)
Descriptive Statistics
Std.
N Minimum | Maximum | Mean Deviation

STTO1 142 2 5 3,59 ,939
STTO02 142 1 5 3,49 ,973
STTO03 142 1 5 3,43 1,034
SHHO1 142 3 5 4,15 , 743
SHHO02 142 1 5 3,56 1,082
SHHO03 142 1 5 3,87 ,959
SHHO04 142 2 5 3,99 ,911
PCPVO01 142 2 5 3,79 ,937
PCPV02 142 1 5 3,63 ,971
PCPVO03 142 2 5 3,80 ,869
PCPV04 142 2 5 3,81 ,816
PCPV05 142 3 5 4,08 744
DMDVO01 142 1 5 3,42 ,999
DMDV02 142 1 5 3,54 1,165
TXKHO1 142 2 5 4,06 ,815
TXKHO02 142 2 5 3,87 ,909
TXKHO03 142 1 5 4,24 ,891
TXKHO04 142 2 5 4,60 ,584
STNO1 142 1 5 3,71 1,001
STNO2 142 1 5 3,59 ,924
STNO3 142 1 5 3,61 1,103
Valid N (listwise) | 142

Bdng 3.4: Thong ké mé ta cdc thang do chat heong dich vu
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3.5.1.2.2. Tinh canh tranh vé gia

Két qua thong ké mo ta (Bang 3.5) cho thay khach hang ddong tinh nhiéu nhat vé thang
do TCTGO3_Chinh sach gid linh hoat (GTTB: 4.25) va TCTGO1_Ldi sudt canh tranh (GTTB:
3.81). Pay la sy dong y rat cao ddi véi nhan té gid, qua do chung ta c6 thé nhan ra ring khach
hang rit quan tim dén gia ca khi quyét dinh sir dung dich vu (phu hop véi két qua mong doi cua
khach hang nhu da trinh bay trong phan 3.5.1.1)

Descriptive Statistics

Std.
N Minimum | Maximum | Mean Deviation
TCTGO1 142 1 5 3,81 1,017
TCTGO02 142 1 5 3,80 1,028
TCTGO03 142 2 5 4,25 ,846
Valid N (listwise) | 142

Bdng 3.5: Thong ké mé ta cdc thang do gid cd
3.5.1.2.3. Hinh dnh doanh nghiép

Nhin vao Bang 3.6 ta c6 thé nhan ra rang khi danh gia cac tiéu chi do ludng hinh anh
doanh nghiép, khach hang dong tinh nhiéu nhat & hai thang do HADNO4 NH c6 cdc hoat djng
marketing rat hiéu qud va dn twong (GTTB: 4.66), va HADNO2 NH luén gitt chit tin doi véi
khach hang (GTTB: 3.87)

Descriptive Statistics

Std.
N Minimum | Maximum | Mean Deviation
HADNO1 142 1 5 3,51 1,077
HADNO2 142 2 5 3,87 ,885
HADNO3 142 1 5 3,70 ,982
HADNO4 142 3 5 4,66 ,618
Valid N (listwise) | 142

Bdng 3.6: Thong ké mé ta cdc thang do hinh dnh doanh nghiép

3.5.1.3. Do lwong sw hai long cua khdach hang
Két qua diéu tra (Bang 3.7) cho thdy mirc do hai 1ong ctia khach hang d6i voi NH 1a rat
cao, trong d6 3 bién quan sat ctia thang do sy hai 1ong cta khach hang déu ¢6 GTTB >4.7 va ho
khang dinh s& tiép tuc sir dung dich vu NH trong tuong lai. Pay 1a mot tin hiéu ddng ming cho

két qua hoat dong ciing nhu uy tin cia NH trong nhiéu nim qua. Piéu ndy ciing doi hoi NH can
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phai nd lyc nhiéu hon dé hoan thién hon nita chit lwong dich vu va giit gin su hai long cua
khéch hang.

Descriptive Statistics

N Minimum | Maximum Mean DesitSt.ion
gi%rr‘]gvﬂ‘e chat luong 142 3 5 4,73 548
e | e s a0 s
I;eapntﬁgns; dung dich vu 142 3 5 4,71 566
Valid N (listwise) 142

Bdng 3.7: Thong ké mé ta sw hai long ciia khdach hang
3.52. PHAN TiCH THANG PO
3.5.2.1.  Cronbach’s alpha

Hé s6 Cronbach’s alpha 13 mot phép kiém dinh thong ké dung dé kiém tra su chit ché va
turong quan giita cac bién quan sat. Diéu nay lién quan dén hai khia canh 14 twong quan giita ban
than cac bién va tuong quan cia cac diém sd cia timg bién voi diém s toan bo cac bién cua
mdi nguoi tra 15i.

Phuong phap nay cho phép ngudi phén tich loai bé nhitng bién khong phu hop va han
ché cac bién rac trong mé hinh nghién ctru vi néu khong chung ta khong thé biét duoc chinh xac
d6 bién thién ciing nhu d6 15i cta cac bién. Theo d6, chi nhiing bién co6 Hé sb tuong quan tong
bién phu hop (Corrected Item-Total Correlation) 16n hon 0.3 va ¢ Hé sb Alpha 16n hon 0.6 méi
dugc xem 1a chap nhan duoc va thich hop dua vao phan tich nhitng budc tiép theo (Nunnally va
BernStein, 1994). Ciing theo nhiéu nha nghién ctlru, néu Cronbach’s alpha dat tir 0,8 tr¢ 1én thi
thang do luong 13 tot va mirc d6 twong quan s& cang cao hon. Nhin vao Bang 3.8, chung ta c6
thé thay dugc két qua phén tich d tin cay nhu sau:

Vé nhan t6 SU THUAN TIEN, ca 3 bién quan sat déu c6 Hé sb twong quan tong bién
phu hop >0.3 nén dugc lya chon. Trong khi d6, nhan t6 DANH MUC DICH VU lai khong thoa
diéu kién nén bi loai. Tuy nhién, khi két hop chung céc bién ciia nhan té SU THUAN TIEN véi
cac bién cua nhan t6 DANH MUC DICH VU thi tip hop 5 bién quan sat STTO1, STT02,
DMDV01, DMDV02 déu c6 Hé sb tuong quan tong bién phu hop >0.3 va dat hé s6 Alpha
0.7611 cao (trong khi Hé s6 Alpha ctia 3 bién STTO1, STT02, STT03 chi c6 0.6779) thich hop
dé dua vao Phan tich nhéan t6. Nhu vy, nhan t6 SU THUAN TIEN chinh 14 t6 hop cac bién do
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ludng cua hai nhan t6 nho 1a SU THUAN TIEN va DANH MUC DICH VU. Diéu nay c6 thé
dugc 1y giai ring DANH MUC DICH VU la mét thanh t6 cia SU THUAN TIEN.

Vé nhan t6 SU HU'U HINH, cac bién quan sat déu c6 Hé sé twong quan tong bién phu
hop >0.3 va Hé s6 Alpha >0.6 (0.7121) nén dat yéu cau vé do tin cdy co thé dua vao phan tich
nhan td.

Vé nhan t6 PHONG CACH PHUC VU, bién quan sat PCPV04 khong dat yéu cau vé
Hé s6 tuong quan tong bién phu hop 0.1410<0.3 nén bi loai, cac bién con lai déu c6 Hé sd
turong quan tong bién phu hop >0.3 va Hé sé Alpha dat 0.8604 nén c6 thé dung dé phan tich
nhan to

Vé nhan t6 TIEP XUC KHACH HANG, 4 bién quan sat déu dat yéu cau vé Hé sb
turong quan tong bién phu hop >0.3 va c6 Hé sé Alpha 0.6384 nén thoa diéu kién dua vao phan
tich nhan t6

Vé nhén té SU TIN NHIEM, 3 bién quan sat déu c6 Hé sb tuong quan tong bién phu
hop >0.3 va Hé s6 Alpha 0.7274 nén thich hop cho viéc phan tich nhan té

Vé nhan t6 TINH CANH TRANH VE GIA, cac bién do luong déu thoa diéu kién vé
phan tich d6 tin cay (Hé sb twong quan tong bién phu hop >0.3 va Hé s6 Alpha dat 0.6533) nén
duogc dwa vao phan tich nhén t6

Vé nhan t6 HINH ANH DOANH NGHIEP, bién quan sat HADNO04 c6 Hé s tuong
quan tong bién phu hop 0.0551<0.3 nén bi loai, 3 bién con lai gdbm HADNOI, HADNO2,
HADNO3 dat yéu cau vé Hé sb twong quan tong bién phu hop >0.3 va Hé s6 Alpha 0.7119 nén
phtt hop dua vao phan tich nhan t6

Vé nhan t6 SU HAI LONG CUA KHACH HANG, 3 bién quan sat thoa yéu cau vé Hé
s6 twong quan tong bién phu hop >0.3 va c6 Hé s6 Alpha 0.7653 nén ciing duoc lya chon dua
vao phan tich nhan t6

Nhuwr vy, c6 tit ca 26 bién (Bang 3.8) cua 7 thang do dua vao phan tich nhan t6 so voi
28 bién quan sat diéu tra ban dau cua 8 thang do (2 bién PCPV04, va HADNO4 bi loai). Ngoai

ra, 3 bién do luong su hai 1ong cua khach hang cling dugce xem xét trong phan phén tich nhan t6

RELIABILITY ANALYSIS

Item-total Statistics

Scale Scale Corrected
Mean Variance Item- Alpha
if ltem if ltem Total if ltem

Deleted Deleted Correlation Deleted



STTO1
STTO02
STTO3
DMDVO1
DMDVO2

SHHO1
SHHO2
SHHO3
SHHO4

PCPVO1
PCPV02
PCPVO3
PCPVO5

TXKHO1
TXKHO2
TXKHO3
TXKHO4

STNO1
STNO2
STNO3

TCTGO1
TCTGO2
TCTGO3

HADNO1
HADNO2
HADNO3

SHLO1
SHLO2
SHLO3

13,5745
13,6667
13,7163
13,7305
13,9362

11,4296
12,0141
11,7042
11,5845

11,5141
11,6690
11,5000
11,2254

12,7042
12,8944
12,5211
12,1620

7,2042
7,3239
7,3028

8,0493
8,0634
7,6056

7,5634
7,2113
7,3803

9,4155
9,4366
9,4296

Bdng 3.8: Két qua phan tich hé s6 Cronbach’s Alpha
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9,4319 ,5696
8,9524 ,6289
9,4618 ,4812
9,1268 ,5693
8,8602 ,5332
Alpha = , 7798
5,6936 ,3398
4,2126 ,4661
4,1956 ,5945
4,2729 ,6237
Alpha = , 7121
4,7197 ., 7928
4,8187 , 7180
5,2872 ,6957
5,9489 ,6387
Alpha = ,8604
3,1601 ,4181
2,9320 ,4101
2,9038 ,4406
3,6970 ,4434
Alpha = ,6384
2,9013 ,6050
3,3837 ,5083
2,7516 ,5450
Alpha = , 7274
2,4302 ,4756
2,4144 ,4698
2,9356 ,4561
Alpha = ,6533
2,6023 ,5099
3,2316 ,4770
2,6061 ,6189
Alpha = , 7119
,9254 ,5278
,9428 ,6011
, 7858 ,6731
Alpha = , 7653

, 1349
, 7145
, 7634
, 7339
, (478

, 7309
,6802
,5877
,9725

, 71842
,8194
,8264
,8507

,5694
,5801
,5543
,5738

,9724
,6885
,6521

,9411
,5504
,5749

,6568
,6856
,5091

, 1625
,6843
,5944
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3.5.2.2.  Phan tich nhén t6
Phan tich nhan t6 (Exploratory Factor Analysis) 1 mot k¥ thut phan tich nham thu nho
va tom tit cac dit liéu rat c¢6 ich cho viée xé4c dinh céac tap hop bién can thiét cho van dé nghién
ctru. Quan hé gitra cdc nhom bién c6 lién hé qua lai 1an nhau dugc xem xét dudi dang mdt $6
cac nhan td co ban. Mdi mot bién quan sat s€ dugc tinh mot ty ) goi la Hé s6 tai nhan td (factor
loading). Hé s6 nay cho ngudi nghién ctru biét duge mdi bién do luong s& “thudc v&” nhiing
nhan té ndo.
Trong phén tich nhan td, yéu cau can thiét 1a hé s6 KMO (Kaiser-Meyer —Olkin (KMO)
phai c¢6 gia tri 16n (0,5<KMO<I1) thé hién phan tich nhén t 1a thich hop, con néu hé s6 KMO
<0,5 thi phan tich nhan t6 c6 kha niang khong thich hop véi cac dit liéu. Thém vao d6, hé sb tai
nhan t cua ting bién quan sat phai co gia tri 16n hon 0,45, diém dimg khi Eigenvalue (dai dién
cho phan bién thién duoc giai thich boi mdi nhan t) 16n hon 1 (mic dinh ctia chuong trinh
SPSS), va tong phuong sai ding dé giai thich boi timg nhan t6 16n hon 50% méi thoa yéu cau
ctia phan tich nhan t6 (Gerbing & Anderson, 1988). Khi tién hanh phan tich nhén t6, tic gia da
st dung phuong phap trich (Extraction method) la Principal Axis factoring v&i phép xoay
(Rotation) Promax.va phuong phép tinh nhan té 1a phuong phap Regression.
Qua trinh phan tich nhan t§ duogc tién hanh thong qua cac budc sau:
Buéce 1:
Tap hop cac bién quan sat d3 qua kiém tra vé do tin cay dua vao phan tich nhan t6 (26
bién nghién ctru cac nhan té tac dong dén su hai long khach hang va 3 bién quan sat do ludng
murc d¢ hai 1ong ctia khach hang). Qua trinh nay dugc goi la phan tich nhan t6 1an 1 (PHU LUC
2) v6i két qua nhu sau:
& V& cac nhan td tac dong dén sw hai long ciia khach hang: KMO dat 0,776 va ¢
2 bién TXKHO03 va TCTGO3 bi loai (Hé s6 tai nhan t6 < 0,45) va tap hop cac bién
quan sat con lai s& dugc dua vao phan tich nhan t6 1an 2

e Vémic do hai long cia khach hang: KMO dat duoc 1a 0,665, Eigenvalue > 1 va
tong phuong sai ding dé giai thich nhan t6 > 50% (54,058%) thoa diéu kién cia
phan tich nhan t6. Nhu vay, két qua phan tich nhan t6 vé muc d6 hai long cia
khach hang (PHU LUC 5) cho thdy 3 bién quan sat SHLO1, SHL02, va SHL03 déu
c6 Hé sd tai nhan t6 > 0,45 va dung dé giai thich thang do mirc d6 hai 1ong khach
hang 1a hop ly
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Bugre 2:

Nhitng bién quan sat trai qua phén tich nhan t6 1an 1 thanh cong (24 bién) dua vao phan
tich nhan t6 1an 2 (PHU LUC 3) cho két qua KMO dat duoc c6 giam di chat it con 0,765 va cd
thém mét bién quan sat bi loai (SHHO1)

Budre 3:

Phén tich nhan té 1an 3 (PHU LUC 4) tap hop 23 bién quan sat con lai va dem dén két
qua nhu sau:

KMO £ 0,765
Eigenvalue 1 1,221
Téng phuong sai : 51,49%

* 6 o o

S6 nhén t6 : 6 nhan t6
PCPV : gdom 4 bién ciia nhan t6 PCPV va 1 bién ctia nhan t6 TXKH
STT : gdm 3 bién cia nhan t PCPV va 2 bién ciia nhan t6 DMDV
STN  : gdom 3 bién cta nhan t5 STN va 2 bién cta nhan t6 TXKH
SHH : gdbm 3 bién cua nhan t6 SHH
HADN: gém 3 bién cta nhan t6 HADN
TCTG : gém 2 bién cua nhan t6 TCTG

Pattern Matrix(a)

AT A o A e

Factor

PCPVO01 ,908
PCPV02 787
PCPV03 793
PCPV05 687
TXKH02 686
STTO1 683
STTO02 77
STTO3 475
DMDVO01 ,686
DMDV02 ,561
STNO1 790
STNO2 612
STNO3 673
TXKHO1 654
TXKHO04 455
SHH02 551
SHHO03 710
SHH04 ,805
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HADNO2 517
HADNO1 619
HADNO3 913
TCTGO1 796
TCTG02 515

Extraction Method: Principal Axis Factoring. Rotation Method: Promax with Kaiser Normalization.
a Rotation converged in 6 iterations.

Badng 3.9: Két qud phdn tich nhan té

3.5.3. MO HINH NGHIEN CUU TONG QUAT
3.5.3.1. MO0 hinh nghién ctru
Sau khi tién hanh phan tich dit liéu thu thap dwoc théng qua cac budc phan tich do tin
cdy Cronbach’s Alpha, va phan tich nhan t5, mé hinh nghién ctru dugc diéu chinh gém 6 bién
doc lap (Phong cach phuc vu, Sy thudn tién, Sw tin nhiém, Sy hitu hinh, Hinh anh doanh nghiép,
va Tinh canh tranh vé gid) & do luong bién phuy thudc 1a Sy hai 1ong ctia khach hang. Cé 6 bién
nay déu tac dong va lam tang/giam sy hai 1ong cua khach hang vdi cac thang do nhu di trinh

bay & Bang 3.9 va md hinh nghién ctru tong quat s& dugc hiéu chinh nhu sau:

Phong ciach
phuc vu

Sw tin nhiém Sw thuén tién

Su hai long
cua khach

hang

Hinh anh

o L doanh nghiép

Tinh canh
tranh ve gia

Hinh 3.2: M6 hinh nghién citu tong qudt
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5.3.2.  Cic gia thuyét
H,: Su thuan tién cang nhiéu thi sy hai 10ng cang cao

H,: Su hiru hinh cang tét thi khach hang cang hai long

3.
L 2
2
&  H,: Phong cach phuc vu cang tot thi sy hai 1ong cang ting
&  Hj: Tinh canh tranh vé gia cang cao thi khach hang cang hai long
¢  Hj: Sy tin nhiém cang cao thi khach hang s€ cang hai long
&  Hs: Hinh anh doanh nghiép cang tt thi sy hai 1ong khach hang cang ting
3.5.4. KIEM PINH MO HINH NGHIEN CUU
3.54.1. Phén tich twong quan hé s6 Pearson

Nguoi ta sit dung mot sd thong ké co tén 1a Hé s twong quan Pearson dé lugng hoa mirc
dd chat ché cua mdi lién hé tuyén tinh gitra hai bién dinh luong. Néu gitra 2 bién ¢co6 su tuong
quan chat thi phai luu ¥ van dé da cong tuyén khi phan tich hdi quy. Trong phén tich twong
quan Pearson, khong c6 sy phan biét giita cac bién doc lap va bién phu thudc ma tat ca déu duge
xem xét nhu nhau.

Da cong tuyén 1a trang thai trong d6 cac bién doc lap ¢ twong quan chit ch& véi nhau.
Van d& cua hién tuong cong tuyén 1a ching cung cap cho mé hinh nhiing thong tin rat giéng
nhau, va rat kho tach roi anh hudng cua tung bién mot dén bién phu thudc. Hi¢u uing khac cta
su turong quan kha chit giita cac bién doc 1ap 12 n6 1am tang d6 léch chuan cua cac hé sé hoi
quy va 1am giam tri théng ké ¢ ctia kiém dinh y nghia cta chiing nén cac hé sé c¢6 khuynh hudng
kém y nghia hon khi khong c6 da cong tuyén trong khi hé sd xac dinh R square van khé cao.
Trong qué trinh phan tich héi quy boi, da cong tuyén duge SPSS chuan doan bang Iya chon
Collinearity Diagnostic.

Xem xét ma tran twong quan giita cac bién doc 1ap (Bang 3.10), ta thdy nhan t&6 PHONG
CACH PHUC VU c¢6 tuong quan manh nhat véi nhan t6 SU TIN NHIEM (0,307). Ké tiép,
nhan t6 SU THUAN TIEN c6 tuong quan dang ké v6i nhan t6 TINH CANH TRANH VE GIA
(0,258) va nhan t6 HINH ANH DOANH NGHIEP c6 twong quan nhiéu nhit dén PHONG
CACH PHUC VU (0,260), trong khi SU"HUU HINH lai c6 twong quan nhiéu nhat voi nhan té
PHONG CACH PHUC VU (0,285).

Ngoai ra, nhan t6 SU HAI LONG ciing c6 sy twong quan tuyén tinh rat chat ché véi tat
ca 6 bién doc lap (PHONG CACH PHUC VU, SU THUAN TIEN, SU TIN NHIEM, HINH
ANH DOANH NGHIEP, SU HUU HINH VA TINH CANH TRANH VE GIA). Nhu vay, giita

cac bién doc 1ap véi nhau c6 su tuong quan tuyen tinh yéu déu c6 hé s6 Pearson <0,3 (ngoai trur
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cip PHONG CACH PHUC VU va SU TIN NHIEM) do d6 thoa diéu kién dé dwa vao phan tich
hdi quy va tinh da cong tuyén ciia hai bién PCPV va STN can dugc chu y dén.

Correlations

PCPV_ | STT STN HADN | TCTG | SHH SHL
rery Comoton |1 214() | ,307() | 260() | 178(") | 285(*) | 620(*)
STt Zf)frr;‘:t"ion 214(%) |1 145 228(**) | ,258(**) | 172(*) | ,564(*)
o Comotion | :307C") | 1451 AT6() | 216(%) | 198() | 576(")
HADN Pearson | 2600%) | 228() | A76() | 1 244(%) | 195() | 604()
Tere oo | 17800 | 258() | 216() | 244() |4 486() | ,608(*)
SHH oarson | 2esen 72y e8| 19s() | 8e() |1 542(*)
SHL poarson | e200%) | seag) | s7e() | 60a() | 608(*) | 542(%) |1

* Correlation is significant at the 0.05 level (2-tailed).
** Correlation is significant at the 0.01 level (2-tailed).

Bdng 3.10: Két qua phdn tich Pearson vé Cdc nhdn t6 tac dong dén
Sw Hai Long cua Khdach Hang

Tuy viéc do ludng mirc d hai 10ng cua khach hang chi c6 3 bién quan sat nhung ching
ta thiy rang ching ciing c6 su twong quan chit ché voi nhau v6i hé sé Pearson & tat ca cac bién
déu 16n hon 0,4 nén da c6 hién tuong da cong tuyén véi nhau va khong thich hop dé phén tich
hdi quy, trong d6 su hai long cia khach hang ludn gin lién v6i kha ning dap tng yéu ciu

(0,814) va tiép tuc st dung dich vu ctia NH (0,871)

Correlations
Tong the | Khanangdap | Tieptucsu Su hai long
chat luong ung yeu cau | dungdich vu | cua khach
dich vu khach hang ngan hang hang

Tong the chat luong dich | Pearson Correlation
VU 1 A424(*%) ,520(*%) ,791(%%)
Kha nang dap ung yeu Pearson Correlation o - -
cau khach hang A24(™) 1 621(*) ,814(*)
Tiep tuc su dung dich vu Pearson Correlation 520(*) 621() 1 871(*)
ngan hang
Su hai long cua khach Pearson Correlation
hang J791(%%) ,814(*%) ,871(*%) 1

** Correlation is significant at the 0.01 level (2-tailed).

Bang 3.11: Két qua phdn tich Pearson vé Mirc dp Hai Long ciia Khdch Hang

3.5.4.2.

Phan tich hdi quy s& xac dinh mdi quan hé nhan quéa giita bién phu thuoc (SU HAI
LONG) va cac bién doc 1ap (PHONG CACH PHUC VU, SU THUAN TIEN, SU TiN NHIEM,

Phan tich hoi quy
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SU HUU HINH, HINH ANH DOANH NGHIEP, TINH CANH TRANH VE GIA). M6 hinh
phan tich hdi quy s& mé ta hinh thirc cia mdi lién hé va qua do6 giup ta du doan dugc mic do
cta bién phu thudc khi biét trudc gia tri cua bién doc lap. Phuong phép phan tich dugc chon lya
1a phurong phap chon timg budc Stepwise voi tiéu chuan vao PIN 14 0,05 va tiéu chuan ra POUT
14 0,1. Két qua phan tich & Bang 5.10 dugc thé hién nhu sau:

3.5.4.2.1 Ddnh gid dp phit hop ciia mé hinh héi quy tuyén tinh bi

Hé sb xac dinh R* d3 dugc ching minh 1a ham khong giam theo s6 bién doc 1ap duoc
dua vao mo hinh (6 bién). Tuy nhién, mé hinh thuong khong phu hop véi dit liu thuc té nhu
gia tri R? (0,989) thé hién. Trong tinh hudng nay, R? diéu chinh tir R* dwoc sir dung dé phan anh
sat hon muac d6 phu hop ctia m6 hinh hdi quy tuyén tinh da bién (0,988) vi n6 khong phu thudc
vao do léch phong dai ciia R So sanh 2 gia tri R* va R*diéu chinh & bang 3.12, ching ta s&
thdy R? diéu chinh nho hon va dung n6 danh gia d6 phu hop ciia mé hinh s& an toan hon vi n6
khong théi phdng mirc d6 phi hop ctia mé hinh. Nhu vay, véi R? didu chinh 14 0,988 cho thay
su twong thich cia mé hinh véi bién quan sat 1a rit 16n va bién phu thudc Sw hai long ciia
khach hang gan nhu hoan toan duoc giai thich bai 6 bién doc 1ap trong mé hinh.

3.5.4.2.2 Kiém dinh d phui hop ciia mé hinh

Kiém dinh F st dung trong phan tich phuong sai 1a mot phép kiém dinh gia thuyét vé do
pht hop cia mé hinh hdi quy tuyén tinh tong thé dé xem xét bién phu thudc co lién hé tuyén
tinh v&i toan bd tip hop cua cac bién doc 1ap. Nhin vao bang 3.12 ta thay ring tri thong ké F
duoc tinh tir gia tri R? day du khac 0, gia tri sig. rat nho cho thdy mé hinh sir dung 13 phu hop va
cac bién déu dat duoc tiéu chuin chép nhan (Tolerance > 0,0001).

Thém vao do, tiéu chi Collinearity diagnostics (chuin doan hién tugng da cong tuyén)
v6i hé s6 phong dai phuong sai VIF (Variance inflation factor) ctia cac bién doc 1ap trong mo
hinh déu <2 (1-1,182) thé hién tinh da cong tuyén cua cac bién doc 1ap 1a khong dang ké va cac
bién trong md hinh dugc chip nhan.

Sau ciing, hé s6 Durbin Watson dung dé kiém dinh tuong quan chudi bac nhét cho thay
mo hinh khéng vi pham khi sir dung phuong phap hoi quy boi vi gi tri d dat duoc 1a 1,944 (gan
bang 2) va chdp nhan gia thuyét khong co su twong quan chudi bic nhat trong mé hinh. Nhu
vay, mo hinh hoi quy bdi thda cac diéu kién danh gia va kiém dinh do phu hop cho viéc rit ra

cac két qua nghién ctru.
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3.5.4.2.3 Gidi thich phwong trinh

Tt bang phén tich hdi quy (Bang 3.12), ta thdy mbi quan hé giita bién phu thudc Sw hai

1ong ciia khach hang va 6 bién doc 1ap duogc thé hién trong phuong trinh sau:
SHL = 0,309TCTG+0,296HADN+0,286STN+0,275STT+0,272PCPV+0,245SHH
Trong do:
SHL  : Sy hai long
TCTG : Tinh canh tranh vé gia
HADN : Hinh 4nh doanh nghiép
STN  : Su tin nhiém
STT  : Sy thuan tién
PCPV : Phong céach phuc vu
SHH : Su hitu hinh

Theo phuong trinh hdi quy & trén cho thiy Sw hdi long ciia khdch hang c6 quan hé tuyén
tinh v&i cac nhan t& Tinh canh tranh vé gid (Hé s6 Beta chudn hoa 1a 0,309), Hinh anh doanh
nghiép (Hé sb6 Beta chuan hoa 13 0,296), Si tin nhiém (Hé s Beta chuan hoa 13 0,286), Sur thudn
tien (H¢ s6 Beta chuén hoa 1a 0,275), Phong cdach phuc vu (H¢ s6 Beta chuén hoa 1a 0,272), va
S hitu hinh (Hé s6 Beta chuan hoa 1 0,245)

Ciing phai néi thém rang cac hé sé Beta chuan hoa déu >0 cho thiy cac bién doc 1ap tac
dong thuan chiéu v6i Su hai 1ong khach hang. Két qua nay ciing khiang dinh céac gia thuyét néu
ra trong md hinh nghién ctru (Hy-Hs) duoc chip nhin va duoc kiém dinh phu hop. Nhu vay, NH
phai nd lyc cai tién nhimg nhan t6 ndy dé nang cao sy hai long cua khach hang.

Phan tich hoi quy

Variables Entered/Removed(a)

Variables Variables

Model | Entered Removed Method

1 PCPV Stepwise (Criteria: Probability-of-F-to-enter <= 050,
’ Probability-of-F-to-remove >= ,100).

2 TCTG Stepwise (Criteria: Probability-of-F-to-enter <= 050,
’ Probability-of-F-to-remove >= ,100).

3 HADN Stepwise (Criteria: Probability-of-F-to-enter <= ,050,
) Probability-of-F-to-remove >= ,100).

4 STN Stepwise (Criteria: Probability-of-F-to-enter <= ,050,
) Probability-of-F-to-remove >= ,100).

5 STT Stepwise (Criteria: Probability-of-F-to-enter <= ,050,
) Probability-of-F-to-remove >= ,100).
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SHH Stepwise (Criteria: Probability-of-F-to-enter <= ,050,
) Probability-of-F-to-remove >= ,100).
a Dependent Variable: SHL
Model Summary(g)
Adjusted R | Std. Error of the | Durbin-
Model R R Square Square Estimate Watson
1 ,620(a) ,384 ,380 43180
2 ,800(b) ,640 ,635 ,33121
3 ,878(c) 771 ,766 ,26522
4 ,927(d) ,860 ,856 ,20797
5 ,967(e) ,936 ,934 ,14124
6 ,994(f) ,989 ,988 ,05904 1,944
a Predictors: (Constant), PCPV
b Predictors: (Constant), PCPV, TCTG
¢ Predictors: (Constant), PCPV, TCTG, HADN
d Predictors: (Constant), PCPV, TCTG, HADN, STN
e Predictors: (Constant), PCPV, TCTG, HADN, STN, STT
f Predictors: (Constant), PCPV, TCTG, HADN, STN, STT, SHH
g Dependent Variable: SHL
ANOVA(g)
Model Sum of
Squares df Mean Square F Sig.
1 Regression 16,157 1 16,157 86,657 ,000(a)
Residual 25,916 139 ,186
Total 42,073 140
2 Regression 26,935 2 13,468 122,769 ,000(b)
Residual 15,138 138 110
Total 42,073 140
3 Regression 32,437 3 10,812 153,716 ,000(c)
Residual 9,636 137 ,070
Total 42,073 140
4 Regression 36,191 4 9,048 209,192 ,000(d)
Residual 5,882 136 ,043
Total 42,073 140
5 Regression 39,380 5 7,876 394,791 ,000(e)
Residual 2,693 135 ,020
Total 42,073 140
6 Regression 41,606 6 6,934 1989,293 ,000(f)
Residual 467 134 ,003
Total 42,073 140
Predictors: (Constant), PCPV
Predictors: (Constant), PCPV, TCTG
Predictors: (Constant), PCPV, TCTG, HADN
( )

Predictors: (Constant), PCPV, TCTG, HADN, STN
Predictors: (Constant), PCPV, TCTG, HADN, STN, STT
Predictors: (Constant), PCPV, TCTG, HADN, STN, STT, SHH
g Dependent Variable: SHL

0O QOO0 T
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Coefficients(a)

MODEL Unstandardized Standardized
Coefficients Coefficients | t Sig. Collinearity Statistics
B Std. Error Beta Tolerance | VIF

1 (Constant) | 2,722 ,194 14,015 ,000

PCPV ,463 ,050 ,620 9,309 ,000 1,000 1,000
2 (Constant) | 1,754 178 9,843 ,000

PCPV ,394 ,039 527 10,146 ,000 ,967 1,034

TCTG ,325 ,033 ,515 9,912 ,000 ,967 1,034
3 (Constant) | 1,184 ,157 7,564 ,000

PCPV ,329 ,032 441 10,321 ,000 917 1,090

TCTG ,276 ,027 437 10,279 ,000 ,926 1,080

HADN ,269 ,030 ,383 8,844 ,000 ,892 1,121
4 (Constant) | 680 134 5,074 ,000

PCPV ,269 ,026 ,360 10,426 ,000 ,860 1,163

TCTG 244 ,021 ,387 11,472 ,000 ,903 1,108

HADN ,252 ,024 ,359 10,548 ,000 ,887 1,128

STN 242 ,026 ,319 9,317 ,000 877 1,140
5 (Constant) | 345 ,095 3,632 ,000

PCPV ,241 ,018 ,322 13,610 ,000 ,846 1,182

TCTG ,209 ,015 ,331 14,189 ,000 ,870 1,149

HADN ,223 ,016 ,318 13,616 ,000 ,869 1,150

STN 234 ,018 ,308 13,222 ,000 876 1,142

STT ,208 ,016 ,293 12,643 ,000 ,885 1,130
6 (Constant) | -,120 ,044 -2,738 ,007

PCPV ,204 ,008 272 27,009 ,000 814 1,228

TCTG ,195 ,006 ,309 31,544 ,000 ,863 1,158

HADN ,208 ,007 ,296 30,246 ,000 ,863 1,159

STN 217 ,007 ,286 29,244 ,000 ,869 1,151

STT ,195 ,007 ,275 28,336 ,000 ,880 1,136

SHH ,208 ,008 245 25,271 ,000 878 1,139

a Dependent Variable: SHL

3.5.4.3.

Bdng 3.12: Két qud Phdn tich hoi quy
Phan tich ANOVA

O nhimg phan trude, chung ta di kiém dinh cc nhan t6 tac dong dén sy hai 1ong khach

hang ciing nhu xac dinh mirc d hai long ctia khach hang ddi v6i NH. Trong phan nay, khi tién

hanh phan tich ANOVA dé xem xét mdi quan hé giira thoi gian st dung va sb luong NH giao

dich c6 tac dong nhur thé nao ddi voi Sy hai 1ong ctia khach hang:

¢ Gia thuyét Hy: Khong c6 sy khac biét vé Sy hai long cuia khach hang giita cac nhom

khach hang c6 thoi gian sir dung dich vu khac nhau

& Gia thuyét H;: Khong c6 su khac biét vé Su hai 1ong cua khach hang giira cac nhom

khach hang c6 s6 luong NH giao dich khac nhau
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Két qua phan tich ANOVA (PHU LUC 7) cho thdy Gia thuyét Ho va H; bi bac bo (sig.
nho va F gia tri kha cao). Do d, ta c6 thé khang dinh c6 su khac biét vé Su hai 10ng cua khach

hang gitra cac nhoém khach hang c6 thoi gian st dung va sb lugng NH giao dich khéc nhau:

8 <1 nam

M: 4,82 B 1-2 nam

0O 3-4 nam
0 5-6 nam

B > 6 nam

M: 4,61

M: 4,80

Hinh 3.3: Tac dong gitta Thoi gian sw dung dich vu va Su hai long cua khach hang

@ 1-2 NH
M:4,62 M:4,87 m 3-4 NH

Hinh 3.4: Tdc déng giita S6 lwong ngdn hang giao dich va S hdi long cia khdch hang
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3.5.5. KET QUA NGHIEN CUU

3.5.5.1.  Xdc dinh nhu cau khdch hang

Theo két qua thong ké mé ta cho thdy khi giao dich voi Ngan hang, khach hang mong
doi nhat 1a:

Thir nhat: NH s& thuc hién cac giao dich mot cach chinh xac va nhanh chong vi day 1a
diém cbt 16i trong chat lugng dich vu cia NH. Néu NH so suat trong qua trinh thuc hién dich vu
thi khong nhirng 1am anh huéng dén hoat dong ctia doanh nghiép ma con khién ho thit vong va
khong co an tuong tét vé NH. Dé dap tng t6t nhat nhu cau nay, NH phai vu tién cai thién cht
lwong phuc vu cia Phong Nghiép vu (Operations Department) vi ddy 1 bo phan truc tiép xt Iy
cac giao dich cua khach hang dé dam bao tinh chinh xac va kip thoi cta dich vu cung cap.

Thir hai, khach hang cling mong mudn NH c6 chinh sach gia ca phai ching va 1ai suét
canh tranh dé ho cam thiy nhimng gi minh bo ra 13 hop 1y va thoa dang. Nhu d trinh bay trong
phan co s 1y thuyét, cam nhan vé tinh canh tranh v& gia c6 quan hé chat ché véi chét luong
dich vu ma khach hang nhan dugc. Do d6, viéc khach hang mong doi nhiéu vé gia ca 1a hoan
toan dé hiéu.

Thir ba, khach hang mong doi NH cung cip cac dich vu da dang can thiét cho khach
hang dé cac nhu ciu da dang cua ho co thé dugc dap ung diy da nhit. Cung véi hoat dong dau
tu, kinh doanh ngay cang mo rong, khach hang mong mudn cac nhu cu méi phat sinh cta ho sé
dugc NH quan tdm va dép tng. D6i v6i van dé nay, tuy vao ngudn lyc va thoi diém thich hop
NH s& trién khai dich vu méi trén co s& danh gia tinh phé bién cua dich vu va su chuén bj dﬁy
du tur phia NH.

Trén day 1a 3 mong doi ma khach hang ky vong nhiéu nhat ddi véi. Ngoai ra, khach
hang ciing mong mudn Ngan hang c6 mang ludi dai Iy rong khap va doi ngii nhan vién tai gioi,
chuyén nghiép dam bao cho viéc thuc hién hiéu qua nhat cic giao dich yéu cau. Do d6, khi xay
dung chién lugc marketing va phat trién, NH can chti y dén nhimg nhu ciu nay dé dap tmg dung
dan mong doi ciia khach hang.

3.5.5.2.  Cic nhdn t6 tic dpng dén sw hai long khdich hang

Tir 8 nhén t6 xac dinh trong nghién ctru dinh tinh (8 nhan t6 v4i 28 bién), thong qua
phan tich d6 tin cdy (7 nhan t5 voi 26 bién) va phén tich nhan t6 (6 nhéan t6 véi 23 bién quan
sat), mo hinh cac nhan td tac dong dén su hai long khach hang theo thu tu Beta chuén hoa dugc

kiém dinh trong phan tich hdi quy dugc thé hién nhu trong hinh 3.5
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Beta: 0,275

Su hai
long cua

Beta:0,272 Beta: 0,286

khach
hang

Hinh anh
doanh
Beta:0,309 nghié¢p

Beta: 0,245 Beta: 0,296

Tinh canh

tranh ve
gia

Hinh 3.5: M6 hinh cdc nhadn 16 tac dong dén sw hai long khdch hang

Nhin vao hinh 3.5, ching ta c6 thé thiy 6 nhan t6 tac dong dén sy hai 1ong khach hang
v6i cac mirc d§ khac nhau. Tuy nhién khodng cach chénh 1éch khong nhiéu tir 0,245 dén 0,309
do tit ca déu anh hudng dén sy hai long khach hang va viéc nhan dinh mtc d6 quan trong cia
cac nhan t6 chi dao dong trong mot khoang cach rét it.

Mot la, TINH CANH TRANH VE GIA (0,309) c6 gia tri Beta chuan hoa cao nhat nén
dwa vao mo hinh hoi quy thi ddy 1a nhan t6 tic dong nhiéu nhat dén sy hai long khach hang.
Diéu nay c6 thé 1y giai 1a trong mdi trudng canh tranh ngay nay véi viéc xuét hién cua rat nhiéu
NH trong nudc 1an nude ngoai, khach hang c6 nhiéu sy chon liwa va ho trd nén nhay cam nhiéu
hon vé6i yéu té gia ca so véi trude day. Rat rd rang, Nganh Ngan hang hién nay 1a mot trong
nhitng nganh nghé phat trién manh mé nhat & Viét Nam nén viéc thu hat va giit chan khach
hang tr& nén vo cung can thiét. Néu trude ddy khi ma NH hau nhu nim quyén quyét dinh trong
viéc hop tac véi doanh nghiép thi hién nay mbi quan hé nay da tré nén cin bang tro lai va la

quan h¢ hai chiéu r0 rét, trong do6 ca hai bén déu rat can hgp tac véi nhau.



64

Két qua thong ké cho thay khach hang c6 sy hai 1ong cao vé chinh sach gia ca va i sut
ap dung ctia NH (cac GTTB >0.,4). Vi vdy, chiing ta c6 thé khang dinh tinh canh tranh vé gia
cua NH HSBC trong cam nhan cua khach hang la hoan toan chfip nhan dugc. Hon nira, véi
nhiéu kinh nghiém hoat dong trong linh vuc NH, HSBC ndm bét nhu cau khach hang va tinh
hinh thi trudng nhanh nhay nén ¢ nhitng diéu chinh kip thoi va linh hoat trong chinh sach gia
c4, va do d6 cang cung cb hon nita su hai long ctia khach hang vé yéu té gia. Chinh vi vay, viéc
duy tri va van dung linh hoat chinh sach vé gid 1a rat can thiét d6i v6i NH dé khach hang ludn
cam thay nhimg gi ho bo ra 1 hoan toan tuong ximg védi cac gia tri dich vy nhan duoc.

Hai la, HINH ANH DOANH NGHIEP (0,296) c6 Hé s Beta chuan hoa cao thir hai thé
hién yéu t6 nay ciing tac dong rat nhidu dén su hai long khach hang trén co sé anh hudng dén
cam nhan cua khéach hang vé NH va chit lugng dich vu do NH cung c?ip. Pé tao nén hinh anh
t6t dep ctia HSBC trong 1ong khach hang doi hoi mot qua trinh tao dung lau dai va lién tuc tir
phia NH trén nhiéu linh vuc nhu chét lugng dich vu hoan hdo, hoat dong xa hdi tich cuc, chién
lugc marketing hiéu qua, doi ngii nhan vién chuyén nghiép, chinh sach phat trién bén viing. ..

Theo cam nhan cua khach hang, HSBC da tao dung dugc su tin nhi€ém cao noi khach
hang (GTTB: 3,87) va xiy dung nén hinh anh mot HSBC véi tiéu chi phuc vu luén huéng dén
khach hang va mang phong cach phuc vu chuyén nghiép trong tit ca cac hoat dong dich vu dem
dén cho khach hang sy hai long cao nhat. Pay 1a phan tng tich cuc tir phia khach hang ghi nhan
nhimg thanh qua ma NH HSBC da nd lyc gy dung trong nhiéu nim qua va can dugc gin giit va
phat huy nhiéu hon nita trong thoi gian t6i.

Ba la, SU TIN NHIEM (0,286) co He s6 Beta chuan hoa cao thir ba chung to trong linh
vuc NH, 10ng tin ciia khach hang dong mot vai tro hét strc quan trong ddi v6i su phat trién cua
NH. Khach hang chi giao dich véi NH khi ho cam thay an toan va tin tuong. No6i cach khéc, ho
chi “chon mat giti vang” trén co so diéu kién can 1a NH phai ¢ sy an toan va tin nhiém cao.
Vé yéu t6 nay, khach hang cé sy hai 1ong cao d6i voi NH HSBC (GTTB cua céc bién quan sat
déu 16n hon 3,6). Ngoai tiéu chi an toan, SU TIN NHIEM con duoc do luong boi cac danh gia
nhu NH thuc hién dich vu chinh xac, bao mat théng tin khach hang, giri bang sao ké déu din, va
NH c¢6 san long ling nghe ¥ kién khach hang hay khong. Tuy nhién, do day hau nhu 13 yéu to
bét budc phai c6 cia tit ca cac NH nén su khac biét trong danh gia ctia khach hang xuat phat tir
dic diém NH thuc hién nhu thé nao ma thoi.

Bén la, SU THUAN TIEN (0,275) tac dong dén sy hai long khach hang vi chinh yéu t6

nay giup cho khach hang sir dung truc tiép va dé& dang nhit cac dich vu cua NH. Noi cach khac,
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day 1a yéu tb kich thich khach hang st dung dich vu NH trén co sé dem dén cho ho su thoai
mai, thuan loi va dé dang giao dich véi NH. Cac gia tri cta yéu t6 nay cang cao thi sy hai long
cua khach hang cang tang va nguoc lai.

Céc thang do dé do luong SU THUAN TIEN dua trén 5 khia canh 14 mang ludi dai 1y,
thu tuc giao dich, dia diém giao dich, cac loai hinh dich vu cung cép, va kha nang dap ung
nhanh chong cac dich vu méi cia NH. Theo danh gia cua khach hang, giao dich véi NH tuong
dbi thun tién nhung muc d6 hai long khong cao 1am (GTTB tir 3,42 dén 3,59). Theo d6, khach
hang hai 1ong nhét 14 NH c6 mang ludi dai 1y khap noi trén thé giéi dé co thé thyc hién cac giao
dich nhanh chéng va thuan loi (GTTB: 3,59) va thip nhat 13 danh muc dich vu cung cip
(GTTB: 3,42). Tuy NH thuong xuyén trién khai nhiéu dich vu phuc vu khach hang nhung thyc
té nhu cau khach hang thay d6i nhanh chéng hon nén NH chua thé dap ung 100% ky vong ciia
ho va NH ludn phai tim hiéu khach hang dé cai thién yéu t6 nay.

Ndam la, PHONG CACH PHUC VU (0,272) Iudn doéng vai tro quan trong trong linh vuc
dich vy nhat 13 nhiing nganh nghé c¢6 doi hoi cao vé tiép xiic khach hang nhu NH. PHONG
CACH PHUC VU gin lién voi yéu t& “con nguwoi” trén cac phuong dién nhu trinh d6 chuyén
mon, kha nang xir Iy nghiép vu, giai quyét khiéu nai, phong cach lich thiép va hiéu qua lién lac
v6i khach hang. Khach hang tiép nhén cac dich vu NH thong qua vi¢c tiép xuc voi nhan vién va
hiéu NH hon ciing nh¢ nhitng con ngudi ndy. Ciing c6 thé hiéu, yéu té “con ngwoi” 1a nhip cau
ndi gitta NH va khach hang dé nhu cau khach hang c6 thé dugc kham pha va dap tng tot nhat.
PHONG CACH PHUC VU la yéu té thé hién rd rét nhét tinh chat “cung cdp dich vu nhw thé
nao” trong mo6 hinh chét luong dich vu ma Gronroos da dé cap. PHONG CACH PHUC VU
ciing gin lién véi HINH ANH DOANH NGHIEP va do véy cang tac dong dén sy hai long cia
khéch hang.

Sdu la, SUHUU HINH (0,245) ciing tac dong dén su hai long khach hang trén co so tao
su thich thu va hip dan cho khach hang khi dén giao dich voi NH. Ddi v6i khach hang c4 nhan
thi mirc d6 anh huong cta yéu t6 nay cang thé hién rd hon nita. SU HUU HINH 1a nhiing gi
khach hang c6 thé cam nhan vé NH qua céc gidc quan cua minh nhu tai liéu NH, ching tir giao
dich, déng phuc nhan vién, co s¢ vat chit...SU HU'U HINH la thanh phén cta chét lugng dich
vy, anh hudng dén chét lugng dich vu va do do tac dong dén su hai long cua khach hang.

Nhu viy, tong hop cac thang do ciia 6 nhan t6 tac dong dén sy hai long khach hang

trong mo hinh nghién ctru dugc miéu ta trong bang sau:
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PHONG CACH PHUC VU (PCPV)

1 | PCPVOl | Nhan vién NH c6 trinh d chuyén mon gioi
2 PCPV02 | Nhan vién NH thuc hién dich vu chinh xac va kip thoi
3 | PCPVO03 | Nhén vién NH giai quyét thoa dang cac khiéu nai ciia khach hang
4 | PCPVO05 | Nhan vién NH rat lich thiép va 4n can voi khach hang
5 | TXKHO2 | Nhan vién NH thuong xuyén lién lac voi khach hang
SU THUAN TIEN (STT)
6 | STTO1 NH c6 mang ludi dai 1y rong khap
7 | STTO02 Thu tuc giao dich dé dang va nhanh chong
8 STTO03 NH c6 dia diém giao dich thuan ti¢n cho khach hang
9 | DMDVOI1 | NH c6 danh muc dich vu da dang va phong phu
10 | DMDVO2 NH luén tién phong cung cap cac dich vu méi dé dap trng nhu cau
ngay cang tang cua khach hang
SU TIN NHIEM (STN)
11 | STNO1 | NH thyc hién dich vu ding ngay tir 1an dau
12| STNO2 NH bao mat thong tin khach hang va giao dich
13 | STNO3 | NH giri bang sao ké déu dan va kip thoi
14 | TXKHO1 | NH c6 duong day nong phuc vu khach hang 24/24
15 | TXKHO4 | NH luén ling nghe y kién dong gop cua khach hang
SU HU'U HINH (SHH)

16 | SHHO2 | NH c6 cac tai liéu, sach anh gi6i thiéu vé dich vu NH rat cudn hut
17 | SHHO3 NH c6 cac chung tir giao dich ro rang, khong c6 sai sot
18 | SHHO04 Nhan vién NH an mac lich thiép va an tuong

HINH ANH DOANH NGHIEP (HADN)
19 | HADNOI | NH ludn di dau trong céc cai tién va hoat dong xa hoi
20 | HADNO2 | NH luén giir chir tin d6i v6i khach hang
21 | HADNO3 | NH c6 chién lugc phat trién bén viing

TINH CANH TRANH VE GIA (TCTG)
22 | TCTGO1 | NH ép dung muc lai suat canh tranh
23 | TCTGO2 | Chi phi giao dich hop ly

Bdng 3.13: Tong hop cdc thang do Sw hdi long khdch hang
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3.5.5.3. Do lwong sw hai long cua khdach hang

HSBC 1a NH nudc ngoai t6t nhat & Viét Nam nén rat dé hiéu 1a khach hang c6 su hai
10ng rat cao ddi voi NH (Mirc do hai long dao dong tir hdi long d&én rdt hai long). Viée do luong
su hai long cua khéach hang dya trén 3 thang do vé chat luong dich vu (GTTB: 4,73), kha nang
dap tng nhu cau (GTTB: 4,7) va tiép tuc st dung dich vu NH (GTTB: 4,71). Xét mot cach trinh
tu, chat lugng dich vu 1a diéu kién dau tién dem dén su hai long cua khach hang, tiép dén néu
chat luong dich vu d6 dap tmg nhiéu nhat nhu cau khach hang thi ho s& cang hai 1ong hon va sir
dung dich vu NH lau hon. Ca 3 thang do nay c6 twong quan chit ché véi nhau quyét dinh mirc
d6 hai 1ong ctia khach hang d6i voi NH.

Két qua nay 1a sy khang dinh ding dan cua tiéu chi hoat dong “Tdt cd vi khdch hang”
ma HSBC di thuc hién trong nhiéu nim qua. Nhu vay, NH di rat thanh cong khi dem dén cho
khach hang su hai 1ong cao trong cac dich vu cung cép. Tuy nhién day ciing 13 mot ap luc rat
16n cho NH trong viéc cai thién t6t hon cai tot nhat hién tai ma NH da dat duge va nhu thé NH
cang phai nd luc “vieot qua chinh minh” dé gin giit va dem dén cho khach hang sy hai 1ong cao
hon nira.

3.5.5.4.  Moi quan hé giiva thoi gian sir dung va sé lwong NH giao dich véi sw hai

long cua khdach hang

Cu thé & day két qua kiém dinh cho thdy, nhitng khach hang st dung dich vu NH cang
lau thi Su hai 10ng cang cao trong khi nhimg khach hang c6 sé luong giao dich NH cang nhiéu
thi Sy hai long cang giam di. Diéu nay ciing c6 thé 1y giai 1a do khi khach hang gin bo véi NH
cang lau thi chimg t6 ho tin nhiém NH va hai 1ong vé NH nhiéu hon so v&i nhitng khach hang
m&i. Hon nira, khach hang stir dung dich vy NH cang lau thi ho s€ cang hiéu rd vé NH va ¢6 mdi
quan h¢ than thiét hon voi NH. Ho chinh 13 nhiing khach hang trung thanh sén sang dong hanh
cung NH va ung ho NH lau dai.

Ciing nhu vy, nhitng khach hang giao dich véi nhiéu NH thi ho s& ¢6 nhiéu sy lya chon
va so sanh hon so véi nhom khach hang giao dich véi sb it NH, va do d6 Sy hai 1ong ciing dé
dang giam sat. Cung véi sy phat trién ciia hoat dong dau tu tai Viét Nam, cac NH ngay cang ra
doi nhidu hon va khach hang ciing ¢6 co hoi giao dich v6i nhidu NH hon. Pay 1a diéu kién
thudn loi cho khach hang nhung ciing dem dén nhiéu ap lyc canh tranh d6i vi NH trong viéc

dem dén sy hai long cho khach hang mot cach t6t nhat.
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CHUONG 4 - CAC KIEN NGHI
4.1. MOT SO PE XUAT NANG CAO SU HAI LONG CUA KHACH HANG

Nghién ctru su hai 10ng cta khach hang 13 rat quan trong nhung dé xuat cac giai phap
cai thién muc do hai 10ng ctua khach hang lai cang tré nén c6 ¥ nghia hon. Véi vi thé “Ngdn
hang nuée ngodi tot nhdt ¢ Viét Nam trong nhiéu nim qua”, HSBC da dem dén cho khach
hang su hai long cao mdi khi st dung dich vu cua NH. Vi vay, cac dé xuat nang cao sy hai long
ctia khach hang trude tién phai chua trong dén viéc ciing ¢b cac thanh qua di dat duoc va gia
ting gia tri dich vu cung cip. Thém vao d6, khi thuc hién cai tién, Ngan hang can cha ¥ dén
tinh ddng bo va nhit quan cia cac giai phap thé hién & cac phuong dién sau:

4.1.1 Dinh hwéng chién lwoc phit trién

Chién lugc phat trién “Tdt cd vi khdch hang” ma HSBC theo dudi trong nhiéu nim qua
da khong ngimg dem dén cho khach hang sy hai 1ong cao do va hoan toan phu hop cho su phat
trién bén virng cua Ngan hang. Vi su ra doi ctia nhidu té chirc tai chinh 16n ¢ Viét Nam, chién
luoc phat trién nay cang to ra co y nghia hon vi n6 1a “kim chi nam” cho moi hoat dong phuc vu
khach hang va giup khach hang gin bo v6i Ngan hang nhiéu hon. Tuy nhién, dé thich ung t6t
nhat vai tung giai doan cu thé, chién luoc phat trién vi khach hang co thé duge diéu chinh cu

»”

thé hon nhu “Cung cép cdc dich vu tai chinh tét nhit cho khdch hang”, “Luén tién phong
ddp irng tot nhdt nhu cau khdch hang”, “Tét cd vi sw hai long ciia khdch hang”...
4.1.2 Niéng cao chit lwong dich vu
e  DPay manh cac dich vu NH dién tir (e-banking services) nhim ting cudng
tinh nhanh chong ctia céac giao dich
o  Phat trién cac gia tri tang thém cua dich vu: ché dd tu vén, hau mai, thuc hién
tron goi, thuc hién theo yéu cau, cau lac bo VIP...
¢  Don gian hoa thu tuc giao dich
¢ Tang cuong td chirc cac cudc hoi thao gioi thiéu vé san phém/dich vu moi
cho khach hang
¢  Dam bdo tinh chinh x4c, kip thoi cia cac giao dich
o  DPay manh trién khai cac dich vu méi nhu cc giao dich phat sinh, bao lanh,
cho thué tai chinh... dé dap ung nhu cau han ché rui ro tai chinh ngay cang
tang cua khéach hang
e  Xay dung quy trinh x@r Iy nghiép vu nhét quan, théng sudt dé rat ngan thoi

gian chd doi cia khach hang
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Thiét 1ap duong ddy néng dé phuc vu khach hang nhanh chéng va moi liic
moi noi

Cai tién cong nghé ngan hang

Hién dai hoa hé thong thong tin lién lac dé khach hang co thé lién hé dé dang
nhat véi NH

4.1.3 Hoan thién khd nang phuc vu chuyén nghiép cia doi ngit nhéan vién

*

Xay dung cac khéa dao tao chuyén moén thuc tién ca trong nudc va nudc
ngoai dé ning cao trinh do cia nhan vién

Két hop ddo tao cac ky ning nang cao sy hai long khach hang vao chuong
trinh ctia cac khoa hudn luyén

Tuyén dung cac nhan vién tai giéi dé dam bao chit lugng lam viéc hiéu qua
nhét

C6 chinh sach khen thuéng va ghi nhan cac nd lyc doéng gop clia nhan vién
d6i véi viéc thoa man nhu cau khach hang

Quan tdm dén cac chinh sach dai ngd/quyén loi ctia nhan vién dé ho hai long
lam viéc (employee satisfaction) va gitip cho khach hang hai long véi dich

vu NH

4.1.4 BPdm bdo tinh canh tranh vé gid

4

Tién hanh khao sat vé gia dich vu & mot s6 NH khac dé xem xét lai chinh

sach gia cia NH

Cap nhat thong tin vé bién dong thi truong ciing nhur gia ca giao dich dé cing

cb 10ng tin cta khach hang vé tinh canh tranh vé gia cia NH

Phat huy tinh linh hoat ctia cac chinh sach gia

> Ap dung ca 2 phuong phép tinh chi phi giao dich gian tiép va truc tiép

» Mo rong thoi han tinh phi hang quy/hang nam thay vi chi tinh theo tirng
giao dich nhu hién nay

> Ap dung 13i suat dic biét cho cac khoan tién giri s6 lugng nhiéu

» Uu d3i mién phi giao dich d6i véi nhimg khach hang c6 s du tién gui

trén han mac quy dinh cua NH

4.1.5 Xay dung moi truwong lam viéc chuyén nghiép

4

Xay dung van hoa 1am viéc “Tdt cd vi khdch hang” trong nhan thiic cia tip

thé Ngan hang
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Trang bi ddy du cac co so vat chét can thiét

Chu trong vé chit luong hoan thanh cong viéc “hét viéc chir khong phai hét
gio”

Pé cao tinh ddc l4p trong giai quyét van dé

Téng cuong sy hop tac, gitip do gitra cac phong, ban véi nhau

Nudi dudng tinh than 1am viéc hing say va y thirc ning cao trinh do cua

nhan vién

4.1.6 Phat trién hop tic véi cic dinh ché tai chinh khdc

* & o o

Phat huy thé manh vé tai chinh, va trinh d6 quan Iy
Mo rong mang ludi giao dich va khach hang

Tim kiém céc co hdi dau tu moi theo ti€u chi “hai bén cung co loi’

Nang cao vi thé Ngan hang

4.1.7 Ciing cé hinh danh tot dep ciia Ngdn hang trong long khdch hang

4

*

* o o

*

Tén trong cac cam két v6i khach hang

Phat huy cac dong gdp vi xa hoi va cong dong nhu thuc hién cac chuong
trinh gy quy hoc béng, td chure cac hoat dong thé thao vi muc dich tur thién,
tai tro cac du 4n cong cong

Tang cuong cac quan hé khach hang

Pam bao chét luong dich vu chinh x4c va nhanh chong

Xay dung chién lugc phat trién bén viing

Pi dau trong céc cai tién dich vu va dap tmg nhu cau khach hang

4.2. HAN CHE VA CAC NGHIEN CUU TIEP THEO

Nghién ctru dd c6 nhimg dong gop tich cuc dbi voi NH trong viéc tim hiéu khach hang

va nhan biét vi thé cia minh. Tuy nhién, bai viét cling c6 mdt s6 han ché nhat dinh vé do1 tuong

nghién ctru va pham vi nghién cutru:

L 2

D6i tugng nghién ctru 1a khach hang doanh nghiép voi nhing dic tinh riéng vé nhu

cau dich vy, ti€u chi danh gia chat lugng dich vu va cdm nhan vé gia ca dich vu

khac voi khach hang ca nhin nén két qua nghién ctru khong thé tmg dung dong

loat cho tat ca khach hang.

Pham vi nghién ctu chi han ché & cac khach hang st dung dich vu NH HSBC tai

TPHCM nén chua thé dénh gia tong quat vé dénh gia ctia khach hang ¢ nhimg dja

phuong khac va khach hang tiém ning chua sir dung dich vu NH.
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&  Nghién ciru chi xem xét dén thoi gian sir dung va sd ngan hang sir dung, chua tim
hiéu sy hai long khach hang trong méi lién hé v6i nganh nghé kinh doanh, tiém luc
tai chinh va yéu t6 dan toc... theo danh gia cua khach hang.

Trén co so cac két qua tim thdy, dé tai nghién ciru co thé duogc tién hanh véi sé luong

mau lén hon, pham vi nghién ctru rong hon va tng dung vao cac linh vuc dich vu khac nhu bao
hiém, buu chinh, gido duc, tu van... vén co su tuong tac chit ché gitra khach hang va nha cung

cap dich vu (high-contact services) theo phuong phap nghién ctru thuc hién cua dé tai.
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KET LUAN

Su hai 1ong cua khach hang 13 yéu t6 sdng con va 1a myc tidéu ma cic Ngan hang hién
nay déu deo dudi. Cung voi sy canh tranh ngdy cang manh mé trong méi truong kinh doanh,
viéc tim hiéu vé nhu cau khach hang, cac nhan t6 tac dong dén su hai long khach hang cang tro
nén can thiét hon va do d6 bai nghién ctru cang giup ich cho viéc thyc hién c6 hiéu qua hon cac
hoat dong marketing ciing nhu hoan thién chinh sach phat trién ciia Ngan hang.

Trong linh vuc dich vy, dic biét 1a NH thi vai tro ctia viéc thoa man nhu cau khach hang
cang c6 ¥ nghia quan trong hon xuat phat tir tinh chat twong tac chit ché giita khach hang va
NH ciling nhu nhiing tadc dong tich cuc ma NH co6 dugc. Cu thé hon, néu NH dem dén cho khach
hang sy hai long cang cao thi kha nang tiép tuc su dung dich vy; ing ho cac san phém, dich vu
moi ciia NH; gidi thiéu NH cho cac dbi tac khac, tré thanh khach hang trung thanh cua NH; va
trén hét gop phan gia ting doanh s, thi phan, lgi nhuan va vi thé ctia NH trén thi truong.

V6i dé tai im hiéu “ Nghién cieu sw hai long ciia khdach hang Doanh nghiép sir dung
san phim, dich vu ciia NH HSBC”, cic muyc tiéu dé cap trong bai nghién ctru lan lugt duoc
trinh bay thong qua cac sb liéu thong ké mé ta, phéan tich do tin cdy, phan tich nhan t4, phan tich
hdi quy, va ANOVA cung véi viéc xem xét chinh sach phat trién cua NH va cac mbi twong
quan phd bién trong qua trinh xay dung mé hinh nghién ctru. Thit nhdt, khach hang mong mudn
nhiéu nhét 1a NH thuc hién dich vu chinh x4c, nhanh chong va gia cé canh tranh. Thur hai, cac
nhan t6 tic dong dén su hai long khach hang bao gdm chit hwong dich vu (phong cich phuc
vu, su thudn tién, sy tin nhiém, sy hitu hinh), gia ca dich vy, va hinh anh doanh nghiép. Thi
ba, muc d6 hai long cua khach hang dbi véi NH HSBC 1a rit cao trén ca 3 phuong dién vé chét
luong dich vu, kha nang ddp ung nhu clu, va tiép tuc sir dung dich vu NH.

Ciing can luu y rang su hai 1ong ciia khach hang 1a két qué tao nén cta nhiéu yéu tb. Vi
viy, cong viéc dem dén sy hai 10ng ctia khach hang can phai thyc hién thudng xuyén va lau dai.
Do moi truong kinh doanh ludn thay d6i nén viée tmg dung cac két qua nghién ctru can phai
duoc xtr 1y linh hoat va diéu chinh cho phu hop.

Sau cung, cac két qua nghién ciru trén 1a ngudn dir liéu dau vao dang tin cay cho cac
chinh sach marketing va giup NH c6 co hoi hiéu 16 hon vé nhu cau khach hang, danh gia cia
khach hang vé chét luong dich vu NH dé NH nhén biét “minh & vi tri nao trong mdt khdch
hang”, tir @6 c6 co s& dé nang cao chit luong hoat dong va nang cao sy hai long cua khach
hang hi¢u qua hon.

Tp HCM 09/2007
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PHU LUC

PHU LUC 1

~ CLIENT SURVEY FORM
(PHIEU THAM DO Y KIEN KHACH HANG)

Dear our valued Clients,

Thank you very much for using our services during the past time. So as to provide you with highest

satisfaction, please let us better understand of your requirements by completing this survey form at your
earliest convenience. All of your precious comments are highly appreciated and useful for improving our

services
(Rat cam on quy khach hang da su dung dich vu Ngdn hang trong thoi gian qua. VJi phuong

cham “tat cd vi khdach hang”, ching toi luén mong muon dem dén cho khach hang su hai long cao nhat.
Xin quy khach vui long dien vdo phiéu tham do y kién sau ddy va giri lai cho chiing t6i trong thoi gian
sém nhdt cé thé. Xin chdn thanh cam on sw gitip o ciia quy khdch hang!)

1.

How long have you been using our services? (Anh (chi) da s dung dich vu ngan hang
chung toi trong bao ldu?)

[] Less than 1 year (it hon I ndm) [ ] 5-6 years (5-6 nim)
[ ] 1-2 years (1-2 nim) [] more than 6 years (hon 6 nim)
L] 3- 4 years (3-4 nam)

How many banks have you have accounts with? (Anh (chi) giao dich voi bao nhiéu ngdn
hang?)

[ ] 1-2 banks (I-2 NH) [ ] 7-8 banks (7-8 NH)
(] 3-4 banks (3-4 NH) [] more than 8 banks (hon 8 NH)
[] 5-6 banks (5-6 NH)

Please rank three criteria that you expect most from the bank in priority subject to the
following rule (Xin vui long danh gia ba tiéu chi ma anh (chi) mong doi nhat khi giao
dich voi ngan hang theo quy woc sau)

(1) Most expected (mong doi nhat), (2) quite expected (mong doiké tiép), (3) expected (mong doi)

[] Accurate and on-time delivery (Giao dich nhanh chéng, chinh xdc)
[] Ensuring commitment (Thuc hién diing cdc cam két)

[] Price competitiveness (Gid cd canh tranh)

[] Competence of employees (Nhdn vién chuyén nghiép)

[] Available business networks (Mang hedi giao dich rong khdp)

[] Providing full ranges of services (Danh muc dich vu da dang)

[] Willingness to help customers (San long gitip d& khdch hang)

[] Simple procedure (Thii tuc don gian)

[] Modern equipment and technology (Trang thiét bi hién dai)

[] Clear and easily-understood documents (Chitng tir dé hiéu va ré rang)
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4. Please give your comments on determinants of satisfaction by ticking one box on each
line given below (Anh (chi) co dong tinh voi cdc tiéu chi tac dong dén sy hai long cua
khach hang dvoc liét ké duoi day?)

No 7 geA 8 +s=], o
Items (Chi tiéu S.|e | |BF|E.3
(STT) 22 |2 g 25 |2E%
e gulog o £|° o
SSEES|gElES|pEE
ATH SR« E SL (S EE
1 The bank has agents all over the world for business needs (NH co | 5 4 |3 |2 1
mang hedi dai 1y rong khap)
2 The bank has simple procedure for doing business (Thu tuc giao dich | 5 4 13 |2 1
dé dang va nhanh chéng)
3 The bank has convenient branch locations (NH ¢o dia diém giao dich | 5 4 312 1
thudn tién cho khach hang)
4 The bank has modern equipment and technology (NH co trang thiet | 5 4 13 |2 1
bi va mdy moc hién dai)
5 The bank has well-displayed posters, brochures, handouts, leaflets, | 5 4 312 1
...(NH ¢6 cac tai liéu, sach anh gidi thiéu vé dich vu NH rat cuén
hut)
6 The documents are clear and easy to understand (NH co cdac ching tur | 5 4 |3 |2 1
giao dich ré rang, khong co sai sot)
7 Bank employees look professional and are well dressed (Nhdn vién | 5 4 13 |2 1
NH an mdc lich thiép va an tuong)
8 Bank employees are well- trained with high competence (Nhdn vién | 5 4 13 |2 1
NH co trinh d¢ chuyén mén gioi)
9 The bank performs the service accurately in a timely manner (Nhdn | 5 4 13 |2 1
vién NH thyc hién dich vu chinh xdc va kip thoi)
10 Bank employees show great interests in problem-solving (Nhdn vién | 5 4 |3 |2 1
NH gidi quyét théa déang cdc khiéu nqi cia khach hang)
11 Bank employees are always available for our service (Nhdn vién NH | 5 4 132 1
luén sdn sang phuc vu khdch hang)
12 Bank employees are polite and consistently courteous with customers | 5 4 13 |2 1
(Nhdn vién NH rdt lich thiép va dn can véi khdch hang )
13 The bank offers a complete range of services 5 4 13 |2 1
(NH c6 danh muc dich vu da dang va phong phii)
14 The bank is always a pioneer in providing new services for | 5 4 |3 |2 1
customers (NH luén tién phong cung cap cdc dich vu méi dé dap img
nhu cdu ngdy cang tang ciia khdach hang)
15 The bank has hotline for answering all inquiries (NH co dwong ddy | 5 4 13 |2 1
nong phuc vu khach hang 24/24)
16 Bank employees usually contact and vistit customers (Nhdn vién NH | 5 4 13 |2 1
thuong xuyén lién lac voi khach hang)
17 The bank has annual meeting to show gratefulness/appreciation for | 5 4 13 |2 1
customer’s contribution (NH luén té chirc tiéc cam on khich hang
hang nam)
18 The bank considers your rights as their prime concern (NH luén ling | 5 4 |3 |2 1
nghe ¥ kién déng goép cia khdch hang)
19 The bank performs the service right the first time (NH thuc hién dich | 5 4 312 1
vu ding ngay tir lan dau)
20 The bank ensures information confidentiality (NH bdo mdt thong tin | 5 4 13 |2 1
khach hang va giao dich)
21 Bank statements are sent regularly (NH gui bang sao ké déu dgn va | 5 4 13 |2 1
kip thoi)
22 The bank offers competitive interest rates (NH dp dung muec ldi suat | 5 4 13 |2 1
canh tranh )
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23

The bank collects reasonable commission/charges (Chi phi giao dich
hop Iy)

24

The bank has flexible pricing policies (NH c¢o chinh sdach gid linh | 5 4 13 |2 1
hoat)

25

The bank honors commitment to customers (NH luén giit chit tin doi | 5 4 |3 |2 1
voi khach hang)

26

The bank has great innovation and social contribution (NH luon di | 5 4 |3 |2 1
dau trong cdc cdi tien va hoat dpng xa hoi)

27

The bank has right strategy for sustainable development (NH cd | 5 4 13 |2 1
chien lugc phat trién bén viing)

28

The bank lauches marketing activities effectively and efficiently (NH | 5 4 |3 |2 1
co cdac hogt dong marketing rat hiéu qua va an twgng)

Overall, how satisfied are you with service quality of our bank? (4nh (chi) c6 hai long
voi chat lwong dich vu cua Ngan hang?)

(] Very satisfied (Rat hai long) [ ] Quite dissatisfied (Twong doi khéng hai long)

[ ] Quite satisfied (Khd hai long) [ ] Very dissatisfied (Hoan toan khong hai long)

[] Satisfied (Hai long)
How does the bank meet your expectations? (NH dap trng nhu cau cua khdch hang nhuw
thé nao?)

[1 Excellent (Rdt t61) [] Fair (Binh thuong)
L] Very good (Kha t01) ] Poor (Khéng tot)
[ ] Good (Tot)

Will you continue using our services? (Anh (chi) ¢é tiép tuc sir dung dich vu ngdn hang
khong?)

[ Definitely (Chdc chéin) [ Probably (Khong chic)
(] Probably not (Hau nhuw khéng) [ ] Definitely not (Khong tiép tuc)
[ ] Neither probably nor probably not (Khéng biét)

In your opinion, what the bank should do to improve customer satisfaction? (Theo anh
(chi), Ngdn hang can lam gi dé nang cao sw hai long cua khach hang?)

Client (Tén cong ty)
Date (Ngay)

THANK YOU FOR YOUR COOPERATION
(CAM ON SU GIUP PO CUA QUY KHACH HANG)
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PHU LUC 2
PHAN TiCH NHAN TO LAN 1

KMO and Bartlett's Test

Kaiser-Meyer-Olkin Measure of Sampling

Adequacy. 776

Bartlett's Test of Approx. Chi-Square 1382,148

Sphericity df 325
Sig. ,000

Communalities

Initial | Extraction
PCPVO1 772 817
PCPV02 ,668 731
PCPV03 ,563 571
PCPV05 ,559 526
TXKHO02 647 617
STTO1 ,485 512
STT02 ,561 ,600
STTO3 ,336 ,308
DMDVO01 467 ,537
DMDV02 ,459 415
STNO1 ,620 ,866
STNO2 ,384 ,386
STNO3 AT3 482
TXKHO1 468 431
TXKHO4 ,340 ,401
SHHO02 431 426
SHHO03 483 ,601
SHHO4 461 ,560
SHHO1 274 216
HADNO02 487 451
HADNO1 438 443
HADNO3 ,519 716
TCTGO1 475 468
TCTGO02 ,332 ,556
TCTGO3 ,352 ,346
TXKHO3 ,346 ,374

Extraction Method: Principal Axis Factoring.
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Total Variance Explained

Rotation
Factor Initial Eigenvalues Extraction Sums of Squared Loadings gg:;sreo;
Loadings(a)
Total % of Variance | Cumulative % Total % of Variance | Cumulative % Total

1 6,106 23,485 23,485 5,660 21,769 21,769 4,284
2 2,469 9,495 32,980 2,012 7,740 29,509 3,070
3 2,058 7,914 40,894 1,642 6,317 35,826 3,069
4 1,854 7,130 48,024 1,390 5,347 41,172 2,845
5 1,723 6,629 54,652 1,233 4,744 45917 2,659
6 1,362 5,239 59,891 ,862 3,317 49,233 2,460
7 1,013 3,895 63,786 ,556 2,140 51,373 1,587
8 ,930 3,575 67,362

9 ,838 3,225 70,586

10 767 2,949 73,535

11 723 2,780 76,315

12 ,686 2,638 78,954

13 657 2,525 81,479

14 ,610 2,348 83,827

15 ,525 2,021 85,848

16 ,505 1,944 87,792

17 AT7 1,835 89,627

18 423 1,629 91,256

19 ,405 1,558 92,813

20 ,390 1,499 94,312

21 327 1,258 95,570

22 ,304 1,168 96,737

23 ,268 1,032 97,769

24 235 ,904 98,673

25 ,196 753 99,426

26 ,149 574 100,000

Extraction Method: Principal Axis Factoring.
a When factors are correlated, sums of squared loadings cannot be added to obtain a total variance.




Factor Matrix(a)

80

Factor

4

PCPV01

157

PCPV02

,658

PCPV03

,526

PCPV05

,540

TXKH02

,686

STTO1

522

STT02

,581

STTO3

DMDVO01

DMDV02

STNO1

,522

,643

STNO2

STNO3

467

,480

TXKHO1

,466

TXKHO04

SHHO02

SHHO3

,480

,534

SHHO4

544

SHHO1

HADNO2

,511

HADNO1

HADNO3

,509

TCTGO1

TCTG02

,626

TCTGO03

TXKHO03

484

Extraction Method: Principal Axis Factoring.
a 7 factors extracted. 19 iterations required.
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Pattern Matrix(a)

Factor

4

PCPV01

872

PCPV02

,793

PCPV03

,821

PCPV05

,703

TXKH02

,687

STTO1

,649

STT02

,758

STTO3

464

DMDVO01

127

DMDV02

,606

STNO1

,918

STNO2

,585

STNO3

,612

TXKHO1

,599

TXKHO04

,505

SHHO02

511

SHHO3

,768

SHHO4

,759

SHHO1

,456

HADNO2

,536

HADNO1

,552

HADNO3

,921

TCTGO1

,532

TCTG02

,823

TCTGO03

TXKHO03

Extraction Method: Principal Axis Factoring.

a Rotation converged in 7 iterations.

Rotation Method: Promax with Kaiser Normalization.
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Structure Matrix

Factor

4

PCPV01

,900

PCPV02

,817

PCPV03

,743

PCPV05

,685

TXKH02

,749

STTO1

,688

STT02

,753

STTO3

,525

DMDVO01

,687

DMDV02

,605

STNO1

,916

STNO2

,557

STNO3

,638

TXKHO1

,616

TXKHO04

,508

SHHO02

,598

SHHO3

,770

SHHO04

,739

SHHO1

HADNO2

,623

HADNO1

572

HADNO3

,823

TCTGO1

,627

TCTGO02

,716

TCTGO3

,541

TXKHO03

,502

Extraction Method: Principal Axis Factoring. Rotation Method: Promax with Kaiser Normalization.

Factor Correlation Matrix

Factor

1

2

4

1,000

,253

,354

,386

,352

,268

,230

,253

1,000

,210

179

,262

,367

,202

,354

,210

1,000

,297

,216

,229

,104

,386

179

,297

1,000

,266

,261

,241

,352

,262

,216

,266

,000

,383

,129

o O A W N

,268

,367

,229

,261

,383

1,000

275

7

,230

,202

,104

,241

129

275

1,000

Extraction Method: Principal Axis Factoring. Rotation Method: Promax with Kaiser Normalization.
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PHU LUC 3

PHAN TIiCH NHAN TO LAN 2

KMO and Bartlett's Test

Kaiser-Meyer-Olkin Measure of Sampling

Adequacy. 765

Bartlett's Test of Approx. Chi-Square 1278,485

Sphericity daf 276
Sig. ,000

Communalities

Initial Extraction
PCPVO01 771 ,841
PCPV02 667 648
PCPV03 557 563
PCPV05 558 531
TXKH02 642 580
STTO1 /480 A76
STT02 556 618
STTO3 332 303
DMDVO1 459 521
DMDV02 459 ,368
STNO1 620 631
STNO02 378 399
STNO3 /466 515
TXKHO1 455 439
TXKH04 275 280
SHHO02 420 431
SHHO3 /483 579
SHHO04 453 585
SHHO1 271 205
HADNO2 483 452
HADNO1 417 ,396
HADNO3 512 741
TCTGO1 446 625
TCTG02 265 291

Extraction Method: Principal Axis Factoring.
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Total Variance Explained

Rotation
Factor Initial Eigenvalues Extraction Sums of Squared Loadings g::‘;:é
Loadings(a)
Total % of Variance | Cumulative % Total % of Variance | Cumulative % Total
1 5,681 23,672 23,672 5,232 21,801 21,801 4,123
2 2,447 10,197 33,869 1,974 8,223 30,025 2,869
3 2,042 8,507 42,377 1,569 6,538 36,562 3,155
4 1,812 7,551 49,928 1,344 5,601 42,164 2,670
5 1,669 6,954 56,882 1,211 5,047 47,211 2,391
6 1,242 5,176 62,058 ,687 2,863 50,073 2,090
7 ,944 3,935 65,993
8 877 3,655 69,648
9 765 3,189 72,837
10 745 3,106 75,943
11 ,690 2,875 78,817
12 ,653 2,721 81,539
13 613 2,554 84,093
14 544 2,266 86,359
15 ,507 2,112 88,471
16 430 1,792 90,263
17 407 1,698 91,960
18 ,394 1,640 93,601
19 ,364 1,515 95,116
20 312 1,300 96,416
21 272 1,131 97,547
22 ,238 ,991 98,538
23 ,200 ,835 99,374
24 ,150 ,626 100,000

Extraction Method: Principal Axis Factoring.
a When factors are correlated, sums of squared loadings cannot be added to obtain a total variance.

Factor Matrix(a)

Factor
1 2 3 4 5 6
PCPVO01 777
PCPV02 ,662
PCPVO03 544
PCPVO05 ,562
TXKHO02 687
STTO1 526
STT02 617
STTO3
DMDVO01
DMDV02
STNO1 512 ,581
STNO2 452
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STNO3

A74

,513

TXKHO1

ATT

TXKHO04

SHHO02

SHHO3

,486

471

SHHO04

,506

SHHO01

HADNO2

,501

HADNO1

HADNO3

487

-,502

TCTGO1

-,508

TCTG02

Extraction Method: Principal Axis Factoring.
a Attempted to extract 6 factors. More than 25 iterations required. (Convergence=,001). Extraction was terminated.

Pattern Matrix(a)

Factor

PCPVO01

,896

PCPV02

7187

PCPVO03

,813

PCPV05

,689

TXKH02

,687

STTO1

,662

STTO2

,767

STTO3

,462

DMDVO01

,701

DMDV02

,565

STNO1

,784

STNO2

,622

STNO3

,679

TXKHO1

,654

TXKHO04

,455

SHHO02

,513

SHHO3

,739

SHHO04

,791

SHHO1

HADNO2

,520

HADNO1

,614

HADNO3

,921

TCTGO1

,740

TCTGO2

,556

Extraction Method: Principal Axis Factoring. Rotation Method: Promax with Kaiser Normalization.

a Rotation converged in 6 iterations.
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Structure Matrix

Factor

PCPV01

912

PCPV02

,7192

PCPV03

,740

PCPV05

,693

TXKH02

,749

STTO1

,684

STT02

167

STTO3

,519

DMDVO01

,680

DMDV02

,593

STNO1

187

STNO2

,584

STNO3

,703

TXKHO1

,656

TXKHO04

,468

SHHO02

,598

SHHO3

,756

SHHO04

,760

SHHO1

HADNO2

,619

HADNO1

,619

HADNO3

,843

TCGTO1

,786

TCTGO02

,528

Extraction Method: Principal Axis Factoring. Rotation Method: Promax with Kaiser Normalization.

Factor Correlation Matrix

Factor 1 2 4 5 6

1 1,000 249 ,379 ,389 ,330 240
2 249 1,000 227 ,162 233 ,333
3 ,379 227 ,000 312 ,201 ,301
4 ,389 ,162 312 1,000 245 246
5 ,330 233 ,201 245 1,000 ,396
6 240 ,333 ,301 246 ,396 1,000

Extraction Method: Principal Axis Factoring. Rotation Method: Promax with Kaiser Normalization.
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PHU LUC 4

PHAN TiCH NHAN TO LAN 3

KMO and Bartlett's Test

Kaiser-Meyer-Olkin Measure of Sampling

Adequacy. 765

Bartlett's Test of Approx. Chi-Square 1240,104

Sphericity df 253
Sig. ,000

Communalities

Initial Extraction
PCPV01 770 ,850
PCPV02 ,665 ,650
PCPV03 549 551
PCPV05 558 ,531
TXKHO02 ,641 ,581
STTO1 479 ,491
STT02 554 ,621
STT03 324 312
DMDVO01 445 ,506
DMDV02 ,459 ,365
STNO1 614 ,639
STNO2 ,363 ,378
STNO3 456 516
TXKHO1 454 440
TXKHO04 ,265 275
SHHO02 419 452
SHHO3 ,466 ,546
SHHO4 441 ,605
HADNO2 482 455
HADNO1 414 401
HADNO3 ,509 735
TCTGO1 438 ,684
TCTG02 265 ,263

Extraction Method: Principal Axis Factoring.
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Total Variance Explained

Rotation
Factor Initial Eigenvalues Extraction Sums of Squared Loadings ggg;ieo;
Loadings(a)
Total % of Variance | Cumulative % Total % of Variance | Cumulative % Total
1 5,617 24,423 24,423 5,176 22,503 22,503 4,109
2 2,439 10,606 35,030 1,969 8,561 31,064 2,879
3 2,039 8,866 43,895 1,567 6,812 37,876 3,132
4 1,764 7,671 51,566 1,327 5,770 43,646 2,473
5 1,549 6,736 58,302 1,105 4,805 48,451 2,357
6 1,221 5,310 63,613 701 3,046 51,497 2,096
7 ,906 3,939 67,552
8 ,769 3,344 70,896
9 749 3,256 74,151
10 736 3,202 77,353
11 674 2,930 80,283
12 617 2,684 82,967
13 ,548 2,382 85,349
14 ,532 2,314 87,663
15 440 1,911 89,574
16 421 1,830 91,405
17 ,398 1,730 93,134
18 ,392 1,704 94,839
19 ,320 1,393 96,232
20 277 1,202 97,434
21 239 1,038 98,472
22 ,201 ,874 99,346
23 ,150 ,654 100,000

Extraction Method: Principal Axis Factoring.
a When factors are correlated, sums of squared loadings cannot be added to obtain a total variance.




Factor Matrix(a)

&9

Factor

PCPV01

,781

PCPV02

,668

PCPV03

,552

PCPV05

,565

TXKH02

,691

STTO1

,534

STT02

,618

STTO3

DMDVO01

DMDV02

STNO1

,514

,583

STNO2

STNO3

479

512

TXKHO1

476

TXKHO04

SHHO02

SHHO3

,469

,532

SHHO04

,604

HADNO2

,501

HADNO1

HADNO3

,607

TCTGO1

-,545

TCTG02

Extraction Method: Principal Axis Factoring.
a Attempted to extract 6 factors. More than 25 iterations required. (Convergence=,001). Extraction was terminated.
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Pattern Matrix(a)

Factor

PCPV01

,908

PCPV02

,787

PCPV03

,793

PCPV05

,687

TXKH02

,686

STTO1

,683

STT02

J77

STTO3

475

DMDVO01

,686

DMDV02

,561

STNO1

,790

STNO2

,612

STNO3

,673

TXKHO1

,654

TXKHO04

,455

SHHO02

,551

SHHO3

,710

SHHO04

,805

HADNO2

517

HADNO1

,619

HADNO3

,913

TCTGO1

,796

TCTG02

,515

Extraction Method: Principal Axis Factoring. Rotation Method: Promax with Kaiser Normalization.

a Rotation converged in 6 iterations.




Structure Matrix
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Factor

PCPV01

917

PCPV02

,793

PCPV03

7134

PCPV05

,692

TXKH02

,750

STTO1

,695

STT02

770

STTO3

,529

DMDVO01

,668

DMDV02

,590

STNO1

,7192

STNO2

,578

STNO3

,701

TXKHO1

,657

TXKHO04

,468

SHHO02

,626

SHHO3

,729

SHHO04

,770

HADNO2

,619

HADNO1

,621

HADNO3

,841

TCTGO1

,824

TCTG02

,499

Extraction Method: Principal Axis Factoring. Rotation Method: Promax with Kaiser Normalization.

Factor Correlation Matrix

Factor 1 2 3 4 5 6

1 1,000 265 ,375 ,384 ,328 241
2 265 1,000 237 145 236 ,339
3 375 237 1,000 ,316 ,194 295
4 ,384 ,145 ,316 1,000 231 222
5 ,328 236 ,194 231 1,000 ,397
6 241 ,339 ,295 222 ,397 1,000

Extraction Method: Principal Axis Factoring. Rotation Method: Promax with Kaiser Normalization.
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PHU LUC 5
PHAN TiCH NHAN TO PO LUONG SU HAI LONG CUA
KHACH HANG

KMO and Bartlett's Test

Kaiser-Meyer-Olkin Measure of Sampling

Adequacy. ,665

Bartlett's Test of Approx. Chi-Square 114,845

Sphericity df 3

Sig. ,000

Communalities

Initial Extraction
Tong the chat luong
dich vu ,288 ,357
Kha nang dap ung
yeu cau khach hang 399 ,508
Tiep tuc su dung dich
vu ngan hang ,466 757

Extraction Method: Principal Axis Factoring.

Total Variance Explained

Initial Eigenvalues Extraction Sums of Squared Loadings
Factor Total % of Variance | Cumulative % Total % of Variance | Cumulative %
1 2,048 68,256 68,256 1,622 54,055 54,055
2 ,589 19,638 87,894
3 ,363 12,106 100,000

Extraction Method: Principal Axis Factoring.

Factor Matrix(a)

Factor
1

Tong the chat luong
dich vu ;597
Kha nang dap ung
yeu cau khach hang 713
Tiep tuc su dung dich
vu ngan hang 870

Extraction Method: Principal Axis Factoring.
a 1 factors extracted. 17 iterations required.
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PHU LUC 6
A 4 X
PHAN TICH HOI QUY
Variables Entered/Removed(a)
Variables Variables
Model | Entered Removed Method
1 PCPV Stepwise (Criteria: Probability-of-F-to-enter <=
,050, Probability-of-F-to-remove >=,100).
2 TCTG Stepwise (Criteria: Probability-of-F-to-enter <=
,050, Probability-of-F-to-remove >=,100).
3 HADN Stepwise (Criteria: Probability-of-F-to-enter <=
,050, Probability-of-F-to-remove >=,100).
4 STN Stepwise (Criteria: Probability-of-F-to-enter <=
,050, Probability-of-F-to-remove >=,100).
5 STT Stepwise (Criteria: Probability-of-F-to-enter <=
,050, Probability-of-F-to-remove >=,100).
6 SHH Stepwise (Criteria: Probability-of-F-to-enter <=
,050, Probability-of-F-to-remove >=,100).
a Dependent Variable: SHL
Model Summary(g)
Adjusted R | Std. Error of the | Durbin-
Model R R Square Square Estimate Watson
1 ,620(a) ,384 ,380 ,43180
2 ,800(b) ,640 ,635 ,33121
3 ,878(c) 771 ,766 ,26522
4 ,927(d) ,860 ,856 ,20797
5 ,967(e) ,936 ,934 14124
6 ,994(f) ,989 ,988 ,05904 1,944
a Predictors: (Constant), PCPV
b Predictors: (Constant), PCPV, TCTG
¢ Predictors: (Constant), PCPV, TCTG, HADN
d Predictors: (Constant), PCPV, TCTG, HADN, STN
e Predictors: (Constant), PCPV, TCTG, HADN, STN, STT
f Predictors: (Constant), PCPV, TCTG, HADN, STN, STT, SHH

g Dependent Variable: SHL
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Coefficients(a)

Unstandardized Standardized Collinearity
Model Coefficients Coefficients t Sig. Statistics
B Std. Error Beta Tolerance | VIF
1 (Constant) | 2,722 ,194 14,015 ,000
PCPV 463 ,050 ,620 9,309 ,000 1,000 1,000
2 (Constant) | 1,754 ,178 9,843 ,000
PCPV ,394 ,039 ,527 10,146 ,000 ,967 1,034
TCTG ,325 ,033 ,515 9,912 ,000 ,967 1,034
3 (Constant) | 1,184 157 7,564 ,000
PCPV ,329 ,032 441 10,321 ,000 917 1,090
TCTG ,276 ,027 437 10,279 ,000 ,926 1,080
HADN ,269 ,030 ,383 8,844 ,000 ,892 1,121
4 (Constant) | 680 134 5,074 ,000
PCPV ,269 ,026 ,360 10,426 ,000 ,860 1,163
TCTG 244 ,021 ,387 11,472 ,000 ,903 1,108
HADN ,252 ,024 ,359 10,548 ,000 ,887 1,128
STN 242 ,026 ,319 9,317 ,000 877 1,140
5 (Constant) | 345 ,095 3,632 ,000
PCPV ,241 ,018 ,322 13,610 ,000 ,846 1,182
TCTG ,209 ,015 ,331 14,189 ,000 ,870 1,149
HADN ,223 ,016 ,318 13,616 ,000 ,869 1,150
STN 234 ,018 ,308 13,222 ,000 876 1,142
STT ,208 ,016 ,293 12,643 ,000 ,885 1,130
6 (Constant) | -,120 ,044 -2,738 ,007
PCPV ,204 ,008 272 27,009 ,000 814 1,228
TCTG ,195 ,006 ,309 31,544 ,000 ,863 1,158
HADN ,208 ,007 ,296 30,246 ,000 ,863 1,159
STN 217 ,007 ,286 29,244 ,000 ,869 1,151
STT ,195 ,007 275 28,336 ,000 ,880 1,136
SHH ,208 ,008 245 25,271 ,000 ,878 1,139

a Dependent Variable: SHL




PHU LUC 7

Su hai long cua khach hang

95

PHAN TiCH ANOVA

Descriptives

95% Confidence Interval
for Mean Minimum | Maximum
N Mean | Std. Deviation | Std. Error Lower Upper
Bound Bound

<1 nam 22 4,52 ,501 ,107 4,29 4,74 3 5

1-2 nam 29| 4,61 ,578 ,107 4,39 4,83 3 5

3-4 nam 33| 477 445 077 4,61 4,93 3 5

5-6 nam 30 4,80 ,298 ,054 4,69 4,91 4 5

> 6 nam 28 4,82 ,307 ,058 4,70 4,94 4 5

Total 142 4,71 445 ,037 4,64 4,79 3 5

Test of Homogeneity of Variances
Su hai long cua khach han
Levene
Statistic df1 df2 Sig.
3,583 4 137 ,008
ANOVA
Su hai long cua khach hang
Sum of
Squares df Mean Square F Sig.

Between Groups 1,829 4 457 2,401 ,053

Within Groups 26,081 137 ,190

Total 27,909 141
POST HOC TESTS

Multiple Comparisons
Dependent Variable: Su hai long cua khach hang
Dunnett t (2-sided)
o - Mean . i
(I) Thoi gian su dung (J) Thoi gian su dung Difference (I- Std. Error | Sig. 95% Confidence Interval
J) Lower Upper
Bound Bound

<1 nam > 6 nam -,31 124 ,051 -,61 ,00

1-2 nam > 6 nam -,21 ,116 ,205 -,50 ,07

3-4 nam > 6 nam -,05 112 ,969 -,33 ,22

5-6 nam > 6 nam -,02 ,115 ,999 -,30 ,26

a Dunnett t-tests treat one group as a control, and compare all other groups against it.

Descriptives




Su hai long cua khach hang
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95% Confidence Interval
for Mean Minimum | Maximum
N Mean Std. Deviation | Std. Error Lower Upper
Bound Bound

1-2 NH 10 4,87 233 ,074 4,70 5,03 4 5

3-4 NH 44 4,79 ,353 ,053 4,68 4,90 4 5

5-6 NH 42 4,68 ,389 ,060 4,56 4,80 3 5

7-8 NH 32 4,65 ,580 ,103 4,44 4,85 3 5

>8NH 14 4,62 ,597 ,160 4,27 4,96 3 5

Total 142 4,71 445 ,037 4,64 4,79 3 5

Test of Homogeneity of Variances
Su hai long cua khach hang
Levene
Statistic df1 df2 Sig.
2,156 4 137 ,077
ANOVA
Su hai long cua khach hang
Sum of
Squares df Mean Square F Sig.

Between Groups ,790 4 197 ,997 411

Within Groups 27,120 137 ,198

Total 27,909 141
POST HOC TESTS

Multiple Comparisons
Dependent Variable: Su hai long cua khach hang
Dunnett t (2-sided)
Mean 95% Confidence
(I) Ngan hang giao dich (J) Ngan hang giao dich Difference (I- | Std. Error Sig. Interval
J) Lower Upper
Bound Bound

1-2 NH > 8 NH 25 184 417 -,20 ,69

3-4 NH > 8 NH A7 137 486 -,16 ,50

5-6 NH >8NH ,06 137 ,959 -,27 40

7-8 NH >8NH ,03 ,143 ,999 -,32 37

a Dunnett t-tests treat one group as a control, and compare all other groups against it.
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