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SU HAI LONG CUA KHACH HANG P01 VO1 DICH VU TiN DUNG TIEU DUNG
TAI MOT SO NGAN HANG THUONG MAI TREN DJA BAN TP.HCM

PGS, TS. Boan Thanh Ha
Ths. Lé Ngoe Thdng
Tritong PH Ngdn hang TP.HCM

Tém tdt: Nghién citu nay cho thdy cde nhéan t6 chinh cdu thanh chdt higng dich vy tin dung
tidu dicng (TDTD) tai mot 56 ngdn hang thwong mai (NHTM) trén dia ban Tp. Ho Chi Minh
do la sy thdu hidu vé chi phi, ldi sudt; k¥ ndng, dao dite va tinh than trach nhigm; tai sdn
hitu hinh va su déong hanh; ndng lwe xit Iy va ddp iing nhu cdu vay vén. Do dé, dé gia tdng

sit hai long cida khdch hing, ede NHTM cdn phdi cé nhitng gidi phdp tdc ding vao ede nhén

té nay mot cach hgp Iy va khoa hoc.

Tt khéa: Sy hai long ciia khdch hang, ngdn hang thuong mai trén dia ban Tp. Ho Chi

Minh, dich vy tin dung titu ding.

Pat van dé

Ho6i nhdp kinh té quéc té va khu vue dang
dién ra manh mé, trong linh vuc ngin hang
da dién ra su canh tranh khic liét gida cdc
NHTM Viéet Nam va NHTM nude ngoai trong
viée cung cdp cic dich vu tai chinh ngay trén
thi truomg Viét Nam. Trong mdi truéng canh
tranh khée liét d6, khdch hang la nhin té
quyét dinh sy ton tai cia cdc NHTM. NHTM
niao gianh dugc méi quan tim va sy trung
thanh cia khdach hang NHTM dé sé ton tai
va phdt trién.

Két qua khdo sdt vé din sd (United Nations
Department of Economic and Social Affairs,
2011) cho thiy Viét Nam nam 2011 ¢6 trén 87
tridu dan, dy kién sé tang 1én khoding hon 111
triéu déin trong nam 2050, trong d6é khoding 58
triéu nguii trong do tudi lao dong. Vi mide thu
nhdp binh quin dang ngay cang tang, 16i séng
hién dai ding trude tra sau tidng nhanh, nhit
la & cde do thi 1én, hifa hen mot tuong lai phait
trién manh mé thi trudng tin dung cd nhan.
Pay la thi trutng tiém nang rit lén nén hda
hen sé c6 mot cude canh tranh gay git gida

cde ngin hang. Do d6, vite nghién ctu su hai
long ciia khach hang déi véi san pham dich vu
TDTD 1la mot vin dé bic thiét dé gop phan
niang cao ning luc canh tranh cia cic NHTM
trong diéu kién hoi nhip quic té,

Nghién ciiu nay nhiim: (i) Nhan dién cdc nhan
td chinh cAu thanh chit lugng dich vu TDTD tai
mét 86 NHTM trén dia ban Tp. Hé Chi Minh;
(ii) Po lurng mic d9 dnh hudng cia cdc nhan
td chinh nay 1én su hai long clia khdch hang s
dung dich vu TDTD tai mdt s6 NHTM trén dia
ban Tp. Hé Chi Minh; (iii) Pé xudt cdc khuyén
nghi nhim ning cao sy hai long cia khdch
hang st dung dich vu TDTD tai mot s6 NHTM
trén dia ban Tp. Hé Chi Minh,

Cd sd 1y thuyét vii mé hinh nghién cifu

Nhiéu nha nghién ciu cho ring thude do tit
nhat dé do luéng muc do hai long la chat luong
dich vu. Piéu nay duge kiém chitng bdi Cronin
vit Taylor (1992) véi mé hinh SERVPERF. Két
luan nay da duge dong tinh bdi cdc tde gia khade
nhu Lee va cdc tdc gia (2001), Brady va cdc
tde gia (2002). Nghién eiu vé chit lugng dich

gy rvgh ngén h‘a“g m

Sd 81 e Thing 12/2012



>>>>> CONG NGHE NGAN HANG

Hinh 1: Mé hinh 1y thuyét 4p dung cho nghién ciu
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Nguin: Parasuraman va cde tde gid (1985:44)

vu ngoai canh mé hinh SERVPERF con ¢6 md
hinh SERQUAL clia Parasuraman (1988). B
thang do SERVPERF ciing st dung 22 muc phat
biéu tuong tu nhu phan hdi vé& cdm nhan cia
khéach hang trong mé hinh SERVQUAL, bé qua
phén héi vé kv vong.

Mé hinh SERQUAL duge xdy dung bdi
Parasuraman nim 1988. Theo Parasuraman,
chit lugng dich vu khing thé xdc dinh chung
chung ma phu thuée vao cam nhin cia khéach
hang déi véi dich vu dé va sy cdm nhén nay
duge xem xét trén nhiéu yéu té. Mé hinh
SERQUAL duge xiy dung dua trén quan diém
chit lugng dich vu cdm nhén la sy so sdanh
gilla cde gid tri kv vong, mong doi va cdc gid
tri khdch hang cim nhan duge. SERQUAL
xem xét hai khia canh chi yéu cia chit lugng
dich vu la két qua dich vu va cung cip dich
vu duge nghién ciu thing qua 22 thang do cia
nam tiéu chi (khoing cdch chit lugng dich vu):
su tin cdy, hiéu qua phuc vy, su hiu hinh, su
dam bdo va sy cdm théng. Sau nhiéu lan kiém
nghiém thue té&, thang do SERQUAL cudi cing
gom 21 bién quan sdt. Parasuraman va cdc tac
gia khdng dinh ring SERVQUAL la mdt dung
cu do luiing chéit lugng dich vu tin efy va chinh
xdc (Parasuraman va cde tde gia; 1988, 1991,

1993) va thang do nay da duge sif dung rong
rai (Buttle, 1996; Robinson, 1999). Nhiéu nha
nghién ecifu ciing cho ring SERQUAL la méb
hinh khé toan dién (Svensson, 2002).

Trong nghién ciu nay, nhém tiac gia dua vao
mé hinh SERVQUAL dé tim hiéu cdc yéu td
tac dong dén muc do hai long cia khdach hang
khi st dung dich vu cho vay tidu ding tai cdc
NHTM trén dia ban Tp. Ho6 Chi Minh va tdc
dong bién cua cdc yéu td nay dén mic do hai
long cua khéach hang. Mé hinh SERVQUAL
duge nhém tde gia lua chon cho nghién eiu vi
cdc ly do sau: (i) M6 hinh duge xiy dung trén co
sd md hinh 5 khoang cdach chat lugng dich vu,
mdt md hinh e tinh chét khoa hoe, logie. Do dé
xéc dinh duge nhitng nguyén nhén din dén viée
giao dich vu chat lugng thép; (ii) Mé hinh tuong
d6i bao quéat cho nhiéu loai hinh dich vu.

Theo Parasuraman vi cdc tdc gia (1985), chait
lugng dich vu phu thudc vao khodng cich thi
nam, con khodng cdch thi nam lai phu thubc
vaio cdce khodng cdch con lai. Do d6, dé nédng cao
chit lugng dich vu can rit ngin khodng ciach
thi 5 tife 1a edn rit ngdn cic khoang cich 1, 2,
3, 4. Nhin dudi géc dd md hinh todn, ¢6 thé biéu
dién chit lugng dich vu nhu sau:

conarohe NG@Nhang
S0 81 #Thing 12/2012



CONG NGHE NGAN HANG <<<<<

Bang 1: Thang do chit lugng dich vu TDTD va su hai long

A. Thang do chiit lugng dich vu TDTD

Thiinh phin tin ciy

STT Noi dung

MNgin hang thyc hign ding nhy nhitng gi di gidi thidu, cam két

Khi ban thiic mic hay khifu ngi, ngan hiang luén gidi quyét thon ding

Thiri ginn xd 1% thi tye, thim dinh hé sa vay vén cin ngin himg rit nhanh chéng

1
2
3 Ngiin hang dap dng dich vy tin dyng ding vio thai didm mia ho hia
4
4]

Npgin hing bio mit tot thing tin eda khich hang

L] Djch vy tin dyng tai ngln hing duge khiach hang tin nhigm

Thivnh phiin ddp Wng

51T Noi dung

Nhin vién tin dung cia ngin hing phye vy ban nhanh chéng, ding han

Nhin vién tin dung cia ngin hiang luin nhigt tinh giap 4% ban

Nhin vién ngin hang khing bao giit té ra qud bin rin khi ban yéu ciu he gigp di

Whén vién tin dung luén gidp khich hing hoan thién hi sa thi tue vay vén

Nhiin vién tin dung =in sing dn tin noi cia ban d€ tr vin, hd trg cho ban

| o e | S| e

Nhén vién tin dpng phye vy chng biing vdi tit ch cic kKhich hing

Thianh phiin ning lye phue vy

51T Mol dung

Nhiln vién tin dung boo gid cOng lich sy, nhia nhan vdi bgn

Nhén vieén tin dung tra 10 chinh xic v 10 ring efie thic mie cda kKhach hing

Nhiin vién tin dyng ¢d dao die nghe nghi¢p, khing vdi vinh khich hiing

Nhin vién tin dyng o6 tinh thin trich nhiém cao trong cdng viée

A R S e

Khi nang thiam dinh khodn vay cia nhin vién tin dung rat ot

Thinh phin déng eim

5TT Ngi dung

MNein hang of nhimg chinh sdch wu dii, chummg trinh qui tWng cho timg logi khdch hing

Ngin hang lubn thé hidn sy quan thm dén tido ding cia boan

Ngin hing ob nhitu sin phiim dich vy tin dyng dip dng nhu edu cin ban

Thiri han vay rit linh dong vi hgp I¥

o s oS D e

MNghn hiang lubn thé hién 1 nguii ban déng hinh cia ban

Thianh phin phuong tién hidu hinh

STT N dung

Cor g vt chilt cla nghn himg rdt hién dai

Mo dE xe thudn tién

Thiing tin tin dyng cila nghn hang w4t 48 tim thiy trén phurng tién truyvén thing

Bang bifu, hi so thidt ki dep, d& hidu

Thil tye tin dyng cia ngin hing rit don gidn, hop 1y

Ciie quy dijnh, quy trinh lam vige cin cin bd phin tin dyng =it khoa hoe, eong khai, rd ring

B. Thang do sy hai long.

1T Mol dung

Nhin chung ban hoan toan hai long vwii 1ai sudt tin dyng ola ngan hang

Mt cdich tdng qudt, ban hoan todn hai long khi giso dich vdi ngén hang

Ban & gidi thidu cho nguii thin, ban bé s dung dich v tin dung cda nghn hing

Ban s¢ tidp tge 0 dyng dich v tin dyng eda ngin hiang khi ¢ nhu cdu

1
2
3
4
b
6
1 Nhin chung ban hoan toan hai long vai chit lugng dich vy tin dyng cla ngin hang
2
3
4
5
6

MWhin chung ban hoin todan hai long vdi chit long dieh v tin dyng cia nghn himg

Nguin: Nhém tde gid téng hap

- .
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Chéit luong dich vu = fl(khoing cdch_5
=f(khoang cdch_1, khoang cach_2, khoing
cdch_3, khoang cdach_4)}

Nhém tdc gia ké thita thang do SERVQUAL
ciia Parasuraman vé chat lugng dich vu dé tién
hanh nghién eifu dinh tinh trén 30 khdch nhim
hiéu chinh thang do chat lugng dich vu TDTD
tai ede NHTM trén dia ban Tp. Hé Chi Minh
(sau day goi tdt la chat lugng dich vu TDTD).
Két qua nghién eiu dinh tinh cho that sy mong
mudn ctia khdach hang vé chiat luong dich vu
TDTD tai cic NHTM trén dia ban Tp. Ho Chi
Minh ¢6 thé duge do luting qua 34 ciu héi trong
Bang 1.

Cac nha kinh doanh dich vu thuémg cho ring
chét lugng dich vu chinh la mic 46 thoa méin

cia khach hang. Tuy nhién, nhiéu nghién ciu
cho thiy, chit lugng dich vu va sy théa man
khdach hang la hai khdi niém phén biét. Su
thoa man cua khdach hang 1la mdt khai niém
ting qudt, néi lén sy hai long cia ho khi tiéu
diing mot dich vu. Trong khi dd, chat lugng dich
vu chi tdp trung vao cic thanh phan cu thé
cua dich vu (Zeithaml va Bitner, 2000). Vi vay,
nhiéu nha nghién ciu da thiét 14p mdi quan hé
giita chét lugng dich vu va sy théa méan, két qua
cho thdy ¢6 méi quan hé giita chit lugng dich
vu va s théa man cia khach hang (Cronin va
Taylor, 1992; Spreng va Mackoy, 1996 ). Trén
cd 56 d6, nhom tdc gid dé xuit md hinh nghién
ciiu chinh thite vé su hai long cia khdch hang
dai vdi dich vu TDTD tai mot s NHTM trén
dia ban Tp. Hé Chi Minh trong Hinh 2 véi cdc
gid thuyét nghién edu trong Biang 2.

Hinh 2: M6 hinh nghién eiu chinh thie

Sir tin cay

Sy dép dmg

Syr dam bao

Syr déng cadm

Phurong tién hiru hinh

Npguon: Nhém tdc gid ting hop

Bang 2: Céc gia thuyét nghién edu

Hai Iong cia khdch hang I

TOTD tpi ede NHTM

Gl thuyét Nol dung

H1 Sy tin cdy oda khiach hing tuong quan thudn vdi mde 4§ hid long cin khich himg s dyng dich vy TDTD tgi
eie NHTM

HZ Sy dip dng cia nghn hang tidng quan thudn v mde 49 hai long cda khach hing =0 dung dich vu TDTD tgi
cic NHTM

H3 Sy dim bdo cia ngin hang tuorng quan thudin véi mic db hai long cda khach hing s dung dich vg TDTD tgi
cic NHTM

H4 Sy ding cim cda ngin hang twong quan thudn v mie 45 hai long cia khach hiang s0 dung dich vo TDTD tai
ciec NHTM

HS Phuong tién hitu hinh cda ngan hang tuong quan thuin vdi mide dg hai long oda khich hing s0 dyng dich vy

Ngudn: Nhom tdc gid t6ng hop
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Phuong phip nghién edu

Pé thue hién phan tich nay nhém tdc gia su
dung cdc nghién ciu tién nghiém. Pau tién,
nghién cifu dinh tinh duge tién hanh trén 30
khach hang dé tién hanh diéu chinh thang
do. Thang do sau khi duge diéu chinh cho phii
hap vdi béi canh thi trudgng Viét Nam duge su
dung dé tién hanh phing vin 350 khédch hang
st dung dich vu TDTD tai mot s6 NHTM trén
dia ban Tp. H6 Chi Minh dé khdm phd va do
luting cde nhén t6 chinh cdu thanh chét lugng
dich vu TDTD. Két qua khdo sat thu duge 324
bang tra lii dat yéu cdu dude dua vao xid 1y
bing phin mém SPSS. Phuong phdp hé sd
tin cdy Cronbach’s Alpha va phédn tich nhan
té dudge sif dung dé ddnh gid thang do, phan
tich hdi quy boi duge sl dung dé kiém dinh
mé hinh nghién edu.

Mé hinh khdo sdt trong nghién ciu nay bao
gom 34 bién quan sdt. Do dé, sé lugng mau cin
thidt la tir 34x5=170 méau trd lén. Do dé, vdi sb
lugng méu ding trong khao st la n=324 nén
tinh dai dién cia mau duge dim béao cho viéc
khdo sat. Mot trong nhimg hinh thic do luing
sl dung phd bién nhit trong nghién etu dinh
lugng la thang do Likert bao gdm 5 cip do phd
bién tir 1-5 d¢ tim hiéu mie do danh gid cla
ngudi trd loi. Vi vy, bang cau héi da duge thiét
ké tir 1 la “hoan toan khing dong ¥" dén 5 la
“hoan toan dong ¥".

Phan tich két qua
Pde diém mau nghién ciu

Kich ¢& méu nghién edu la 324, trong dé phdi ni
chiém 52%, phai nam chiém 48%. Trinh d0 sau
dai hoc la 15 nguéni (chiém 4,63%), trinh do dai
hoe 1a 132 ngudri (chiém 40,74%), trinh do cao
déng va trung cap la 119 nguéi (chiém 36,73%),
trinh d6 trung hoe phé thing la 37 nguwi (chiém
11,42%), trinh 46 dudi phd thong la 21 nguiri
(chiém 6,48%). Khich hang c¢6 thu nhap dudi
5 tridu dong/thdng chiém 45,37%, khach hing
¢6 thu nhap tit 5-10 triéu dong/thang chiém

38,89%, khdch hang c¢6 thu nhap 10-20 triéu
déng/thang chiém 10,19% va khach hang ¢6 thu
nhép trén 20 triéu dong/thang chiém 5,56%.

Danh gia thang do

Cédc thang do duoe ddnh gid thing qua hé
s0 tin cdy Cronbach’s Alpha va phan tich
nhéin td khdm phd (EFA). Két qud kiém dinh
Cronbach’s Alpha d6i véi tat cia 06 thang do
cho thdy hé s8 tugng quan tong bién cia tit
¢d cdc bién quan sdt déu lén hon 0,3 va he
s6 Cronbach’s Alpha déu lén hon 0,6 (hé sé
Cronbach’s Alpha cia thang do chat ludgng
dich vu TDTD la 0,925 va thang do muc dd hai
long cia khach hang la 0,809), Sau khi kiém
tra mue do tin cdy bing Cronbach's Alpha, k¥
thuat EFA dugce sit dung dé ddanh gid lai mude
dd hoi tu cua cdc bién quan sdt theo cde thanh
phin. Két qui kiém dinh KMO va Bartlett's
cho thiy méi thang do déu cé phuong sai trich
lén hon 0.5 vdi mide ¥ nghia sig=0,000<0,05
cho thiy phan tich nhéan td rat thich hop, cde
thang do déu dat do hdi tu.

Két qua phan tich hoi quy cia mé hinh
nghién cuu

Két qua nghién ciu duge thé hién trong cdc
bang thé hién két qua chay hoi quy cho phép
két luan diy la mé hinh ddng tin cay. Cu thé
cdc két qua phén tich dé kiém tra hién tugng
da cing tuyén (Bang 3), tu tuong quan ciia nhiéu
(Béng 4) va hién tugng phuong sai khing ding
nhat (Biang 5) da cho thidy mé hinh nghién ciu
ddp ing tot cdc gia thuyét cia md hinh hoi quy
tuyén tinh ¢b dién,

Két qua phin tich hoi quy nhan duge cde gia tri
hé s6 phéng dai phuong sai (VIF)<5 cho thay
cdce bién doc lap khing c6 quan hé chat ché
vdi nhau nén khing xdy ra hién tugng da cing
tuyén trong nghién cu nay.

He s R* diéu chinh bing 60% thé hién cdc
nhén té trong md hinh gidi thich duge 60% su
bién thién cha mie do hai long. Cac gid tri Sig.

congnohe NIGAN hémgm
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Bing 3: K&t qua kiém dinh hi¢n tugng da cdng tuyén

Hé sd chua He si da Hé¢ sd kiém dinh
chuiin héa chuin hoa da cong tuyén
Sai 80 Gia Miuic ¥
Mé hinh | Beta | chuan | Hé 86 beta | trj t nghia | Tolerance | VIF
1 (Hésd|-197| .175 -1.124 262
chudn)
ntl S24 D61 288 5.327 000 A25 2,353
nt2 187 J56 67 3.303 001 A84 2,065
ntd 232 054 208 4.326 000 537 1.863
ntH 336 0562 285 6.518 000 650 1.540
Nguén: Trich xudt tit SPSS
Bang 4: K€t qua kiém dinh ty tudng quan cia nhiéu
Mé hinh R R2 R? hiéu Sai s6 chudn | Tri s thing ké
chinh cla ude lugng | Durbin-Watson
1 778a 605 600 44369 1.434

a. Bién doc lap: (Constant), nt5, nt3, nt2, ntl

Nguén: Trich xudt tit SPSS

Bang 5: Két qua kiém dinh hién tudng phudng sai khing dong nhait

Tri thing ké F 2.357442

Xde suat 0.0535

Obs*R2 8.302193

Xsc suit 0.0540

Ngudn: Trich xudl ti SPSS

ciia kiém dinh t cho thiy cdc gid tri nay déu
<5% nén cde nhan t6 NT1, NT2, NT3 va NT5
déu ¢6 ¥ nghia thuc su do1 véi sy hai long cua
khich hang.

Két qua phan tich nhan duge gia tri Durbin -
Watson bing 1,434 ndm trong khodng 1-3. Do
do, 4p dung quy tdc kiém dinh don gidn trong
kiém dinh Durbin - Watson cde tae gia két luan
hién tugng tu tuong quan cia nhiéu khong xdy
ra trong nghién cffu nay.

Két qua phan tich bing kiém dinh White nhéin
dudc gid tri xdc sudt >0,05 ching t6 mé hinh
khing tin tai hién tugng phuong sai khing
dong nhat.

Tir bang phén tich hdi quy trén, ta thiy mai
quan hé giita bién phu thude (mic 4o hai long)

va 4 bién doc lap (edc nhiin t& cdu thanh chat
lugng dich vu TDTD) duge thé hién trong
phuong trinh sau:

Hai long =- 0,197 + 0,324*NT1 + 0,187*NT2
+ 0,232*NT3 + 0,336*NT5

Cdc hé sd hoi quy mang diu duong thé hién cic
nhin t& trong moé hinh hdi quy trén anh huing
thugn chiéu dén sy théa min cua khdach hang.
Nhin vao phuong trinh ta nhan thiy nhén to anh
huéng nhiéu nhit dén s hai long cta khach hang
la nhan té NT5 - su thiu hiéu ve chi phi, 1ai suat,
vdi hé sd hoi quy 0,336 nghia la néu nhy ngin
hang tap trung cii thién nhan to nay lén 1 don vi
thi mic db hai long cia khach hang sé tang lén
hon 0,336 don vi. Nhén td anh huing it nhiat dén
sl hai long cia khich hang la NT2 - tai sin hiu
hinh va sy ding hanh, véi hé s6 hoi quy 1a 0,187
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nghia la néu nhu ngin hing ¢d ging tip trung dé
cii thién nhin td 2 lén thém 1 den vi thi mie do
hai long sé ting thém hon 0,187 don vi.

Vi két qua chay hoi quy nhém tdc gia da tién
hanh hiéu chinh mé hinh va kiém dinh gia
thuyét, md hinh cdc yéu ti tdc dong dén su hai
long cua khach hang sit dung dich vu TDTD tai
mit 86 NHTM trén dia ban Tp. Hb Chi Minh
duge thé hién trong Hinh 3.

Vdi két qua ham hoi quy trén nhém tdc gia
nhin thiy Sig. cia cde hé s hoi quy déu <0,05
vit diu eta he s6 hdi quy déu duong nén c6 thé
két ludn ring cdc gia thuyét vé sy tugng quan
gilfa cac bién doc 1ap vdi bién phu thube la ding
vit chip nhin cdc gia thuyét nay.

K&t luiin va dé xudt

Nghién citu cho thiay, mdc dd hai long vé dich
viu TDTD tai mot s6 NHTM trén dia ban Tp.
Hé Chi Minh cia khach hang phu thude vao tap
hgp cdc nhén té nhu: sy thau hiéu vé chi phi,
lai sudt; k¥ nang, dao dic va tinh than trach
nhiém; tai san hitu hinh va su dong hanh; ning
lue xir 1¥ va dap dng nhu cdu vay vin, Do dé,
dé gia tang su hai long cia khdch hang, cdc
NHTM e¢in phai ¢6 nhilng giai phap tdc dong
vilo cdce nhin té do, cu thé:

Hinh 3: Mé hinh nhén t6 hiéu chinh

K§ nang, dao dirc va tinh thin trach nhiém
(NT1)

Tai sdn hiru hinh va sy ddng hanh
(NT2)

Nang le xir ly vi ddp (ng nhu ciu vay vén
(NT3)

Sir thdu higu vé chi phi, I3i sudt (NT5)

Nguin: Nhom tae gid tong hop

Thit nhat, gia tang s6 lugng san phidm dich vu
tin dung dap ing nhu ciu khach hang. Cac NHTM
trén dia ban Tp. Ho Chi Minh cin c¢6 nhiéu bién
phéap dé mé rong nhiing hinh thic cho vay truyén
thing nhu cho vay thong thuing, cho vay chiét
khiu, sinh hoat tidu dung.. Pong thii nghién ciu
va phét trién loai hinh tin dung phii hop véu ciu
khach quan nén kinh t& hién nay nhim tang
cutmg hidu qua viée dap dng phuc vu khich hang
nhu: cho vay thau chi trén tai khodn tién gii;
ciip tin dung dudi hinh thic thé tin dung; géi san
phim tron goi; cac dich vu san phim bo trg cho
dich vu san pham tin dung nhu dich vu ngin hang
dién tif SMS banking, internet banking, dich vu
thanh todn, dich vu chuyén tién, thu déi ngoai té,
dich vu t van tai chinh, tra luong qua thé..

Thi hai, thiu hidu si mong doi cia khich hing
vé chi phi cia khodn tin dung, cdic NHTM ciin
thiét lap mic lai suit hop 1¥ ¢ tinh canh tranh.
Pé xay dung lai suit hip din khéach hang ma
phéi hop 1y, vita bi dip duoe chi phi, vifa mang lai
loi nhuén thi cdc NHTM trén dia ban Tp. Ho Chi
Minh nén ap dung miic 1ai suat da dang cho titng
loai khach hang, tao duge su hai hoa cin doi gita
lgi ich ngin hang va lgi ich khach hang.

Thi ba, ning cao ki ning, dao dde va tinh than
trach nhiém cia nhan vién tin dung. Do dé, can

cd gidai phap thich hop dé phat huy nhiing yéu

Hai long cda khach hang I

congnohe NIGAN hémgm
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t6 da duge khdch hiang ddnh gid cao, dong thai
khde phue ning cao chiat luong cia nhitng véu
td bi danh gia thap dé dat duge su théa man toi
da tir khach hang.

Thir ti, ning cao do tin cdy va kha niang thim
dinh khodn vay. Mie db tin cay cia khach hang
ddi vdi ngan hang 14 nhén td quan trong thi
ba dnh hudng dén mite dd hai long cia khdch
hang, trong dé “thei gian xd 1y tha tue, thim
dinh hé sd vay vin clia ngin hang rit nhanh
chong” la ndi dung khdch hang danh gia thap
nhiat. Do d6, rit cAn giai phdp thich hop dé
ning cao muc do tin cdy cia khach hang déi vai
ngin hang.

Thit ndm, co s vat chit va thé hién su dong
hanh ciing khiach hang. Co sd vat chat cing cd
anh hudng nhit dinh dén su hai long va trung
thanh cia khdach hang. Do dé, cac NHTM trén
dia ban Tp. Hé Chi Minh cing cin c¢6 nhing
bién phap dé gia tang co sé vat chat va cong
nghé dé dam bdo tinh tién tién, hién dai cia
ngin hang va dich vu coa minh.

Tém lai, dé nang cao sy hai long cia khach
hang cin thuc hién hang loat cdc gidi phap tac
dong vio cdc mat cla cac nhén td tac dong dén
su hai long cia khach hang, eé nhu vy mdi thé
hi¢n dugc bide tranh théng thé cia su phat trién
bén viing cia san phdm dich vu ngan hang m

Thi li¢u tham khao

I. Brady, M., K., Cronin, J., J. & Brand, R., R. (2002). Performance-only Measures of Service Quality: A Replication
and Extension, Journal of Business Research, 55: 17-31,

2. Bultle, F. (1996). Servqual: Review, Critique, Research Agenda, European Journal of Marketing, 30 (1): 8-32.
3. Cronin, J., J. & Taylor, 5., A. (1992), Measuring Service Quality: A Reexamination and Extension, Journal of
Marketing, 56 (Julvl: 55-68.

4. Cronin, ., J., Brady, M., K. & Hull, G., T\, M. (2000), Assessing the effects of quality, value, acnd customer
safisfaction on consumer behavioral infentfions in service environments, Journal of Retailing, 76 (2): 185 - 218,

5. Lee, J., Lee, J. & Feick, L. (2001). The Impact of Switching Cost an the Customer Salisfaction Loyalty Link:
Mobile phone Service in France, Journal of Service Marketing, 15 (1): 35-48,

. Parasuraman, A, Berry, L., L. & Zeithami, V., A. (1899]). Refinement and Reassessment of the SERVQUAL
Scale, Journal of Retailing, 67 (4): 420-450,

7. Parasuraman, A., Zeithami, V., A. & Berry, L., L. (1885), A Conceptual Model of Service Quality and Its Implica-
tuons for Fulure Research, Journal nfﬂfﬂkﬂin;g, 49 (falll: 41-50.

8. Parasuraman, A, Zeithaml, V., A. & Berry, L., L. (1988). SERVQUAL: A Multiple-Item Seale for Measuring
Consumer Perceptions of Service Quality, Journal of Retailing, 64 (1): 1240,

8. Parasuraman, A., Berry, L., L. & Zeithaml, V., A, (1993). More on Improving Service Quality Measurement,
Journal of Retatling, 69 (1) 14047,

10, Robinson, 8., (1998), Measuring Serviee Quality: Current Thinking And Future Requirements, Marketing Intel-
figence & Planning, 17 (1): 21.32,

11, Spreng, R., A and Mackay, K., D, (1996). An Empirical Examination of a Model of Perceived Service Qualily
and Satisfaction, Journal of Retailing, 72 (2): 201.214.

12. Svensson, G., A. (2002). Triadic Network Approach to Service Quality, Jowrnal of Service Marketing, 16 (2): 158-174.
13. United Nations Department of Economic and Social Affairs (2011). World Population Prospects; The 2010 Revi-
gion, United Nations, New York.

14. Zeithaml, V., A. & Bitner, M.. J. (2000). Services Marketing: Integrating Customer Focus Across the Firm, New
York: MeGraw- Hill,

15, Zeithaml, V., A, (20000, Service Qualily, Profitability, and the Economic Worth of Customers: What We Know
and What We Need lo Learn, Journal of the Academy of Markeling Seienee, 28 (1): 67-85,

ity nghé ngan h‘ang
S0 81 #Thing 12/2012



