Phén tich nhan to anh hudng dén chat
lugng dich vu khach hang ca nhan caa
ngan hang Nong nghiép va Phat trién
nong thon Chi nhanh Chudng My

ThS. NGUYEN BA HUAN

Ciing véi sw phdt trién manh mé ciia ngdn hang Nong
nghiép va Phat trién néng thon Viét Nam (Agribank),
ngdn hang Nong nghiép va Phat trién néng thén chi
nhanh huyén Chuwong My - Ha Noi (Agribank Chuong
My) dd ngay cang khang dinh vi thé, thwong hiéu va
vai tro chu dao trén thi truong tin dung nong thon.
Trong nhitng nam qua, Agribank Chuwong My la mot
trong nhitng don vi tién phong trong viéc trién khai
chién luoc phdt trién dich vu ngdn hang ciia Agribank
Viét Nam va da dat dwoc nhiéu két qua quan trong,
gop phcin tich cuc vao sy da dang hoa dich vu cua
toan hé thong. Tuy nhién, so véi tiém nang va yéu cdau
hoi nhap thi van con nhiéu han ché nhw: chwa tim
dwoc gidi phdp tot nhat dé phat trién hé thong dich

vu twong 1ng voi tiém ndang va vi thé ciia ngdn hang;
chat luwong dich vu con han ché, chira théa man duoc
cdc nhu cdu ngdy cang da dang ciia khdch hang, déc
biét la nhom khdch hang ca nhan (KHCN). Do do,
viéc tim ra cac nhan té anh huwong dén mire do hai
long ciia khdch hang trong viéc cung cdp cdc sdin
pham dich vy la cdn ci quan trong dé xdy dung tot
cdc gidi phdp ndng cao chat lwong dich vu. Bang viéc
ving dung mé hinh phan tich nhan t6 kham pha (EFA),
tir 56 liéu diéu tra 180 khdch hang, nghién ciru ndy
duwoc thwe hién nham xdac dinh cdc nhan té anh huong
dén chat lwong dich vu KHCN ciia Agribank Chwong
My, tir 36 dé xudt mét sé khuyén nghi nham ndng cao
chat lwong dich vu ciia ngdn hang trong thoi gian toi.
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Tu khoa: Agribank chi nhanh
huyén Chwong My - Ha Ngi,
chat lwong dich vu, dich vu
khach hang ca nhdn, phan tich
nhén t6 kham pha.

1. M6 hinh nghién ctru
Tu thue té dic thu caa hoat
dong tin dung, dong thoi thong
qua lugce khao tai liéu nghién
ctru, tham khao ¥ kién chuyén
gia, can bo quan ly ngan
hang va khach hang, nghién
ctru ing dung mo hinh chat
lugng dich vu (Service qual-
ity model- SERQUAL) cua
Parasuraman va cac cong su
(1985), tac gia diéu chinh lai
mot s6 bién va nhan t6 cho
phu hop véi hoat dong tin
dung dé nhan dién cac nhan
t6 anh huong dén chat lugng
dich vy KHCN cua Agribank
Chuong My véi 5 thang do
bién phuy thudc (22 bién quan
sat) va 1 bién doc 1ap (Bang
1).

Céc tiéu chi danh gié ctua
khach hang dugc do luong
bang thang d6 Likert 5 mirc
dd sau: (1) hoan toan khong
ddng ¥; (2) khong dong ¥;
(3) khong c6 ¥ kién; (4) dong
¥; va (5) hoan toan dong .
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Bang 1. Cac nhén t6 dnh hwéng dén chat lwong dich vu

KHCN cua Agribank Chuwong My

nhom bién c6 lién h¢ qua lai
lan nhau duoc xem xét dudi

TT ’ Chi tiéu (thang do) Ky hiéu dang mot s6 nhan t6 co ban.
| Cosdgicel o CSVC M&i mot bién quan sat s& dugc
1 'rl]'irélnsgéiquay giao dich cua ngan hang thuan tién, csve, tinh m(:)t ty s goi la hé b tai ,
2 B tri noi lam viéc hop Iy, thuan tién csve, "han }tlo (factor loic.ling)', HESO
Gidy t&, biéu mau, chirng tr giao dich don gian, dé nay cho nguol nghien cuu et
3 hidu CSVC,  duoc moi bién do ludng s&
4 Didm ngdi cho cho khach hang sach s, tisnnghi ~ csvc,  thudc vé nhimg nhén t6 nao.
5 Didm dat ATM thuan tién csvc,  Muc do hai long cia KHCN
Il Mtrc db tin cay TC v6i chat luwong dich vu cua
6 Giao dich an toan TC, Agribank Chuong My dugc
7 Nhan vién giao dich dang tin cay TC, xac dinh thong qua mo hinh
8 Thong tin ngan hang cung cép tin cay TC, hoi quy tuyen tinh sau:
9 Tin twdng hoat dong kinh doanh ctia Ngan hang TC, CL=f(CSVC, TC, DU, DB,
[l Mdrc do dap trng DU CT)
10 Dic,h vu phong phu, da dang, dap ng nhu cau DU 2. Két qua nghién ciru va
khach hang ! thio luan
11 Séan sang giai dap thac mac cla khach hang DU, 2.1. Két qua kiém dinh chit
12 Hoat dc‘f)ng C’l]a cac may ATM tot DU, lwgng thang do
13 Co nhiéu diém thanh toan thé POS DU, Pé kiém dinh chat luong thang
14 Thoi g,ian gifo dic.;h nhanrJ, thﬂntuc (‘ian gi’ér? DU, do, nghién ctru sir dung kiém
15 g:r::hsan pham, dich vu cia ngan hang co6 tinh canh DU, dinh Cronbach Alpha. Thang .do
IV Méc d6 dam bao DB dugc cho la phu hop cho nghién
A A i a A A % ctru khi h¢ s6 Cronbach Alpha
16 Nhan vién cé trinh d6 chuyén mén tot DB, , z Y12 .
17 Céc giao dich c6 do chinh xac cao DB 16n hon 0,6. Ket qua kiém dinh
© giao €Ien €0 ¢ AR, 2 thé hién trong Bang 2.
18 Thong tin khach hang dwoc bao mat tot DB, 2 Lo . z
19 Thic méc ctia khach hang duoc gidi quyét tht DB, Qua két qua kiém dinh chat
V S cam théng cT luong thang do,q gia :[r1 Cfon-
20 Nhan vién ngan hang nhiét tinh, lich thiép CT, chbach Alpha clia cc bién
21 Thoi gian gidi quyét thdc méc nhanh chéng CT, daf t“fn%deu, 10“ hon 9’6 cho
22 Ché do cham soc khach hang tot CT, thay s6 li¢u dicu tra pht hop
VI Mirc do hai long chung cL cho nghién ciru. Ninr vy, cac
1 Hai long véi dich vu cung cap CL, bl‘en quAan §at na;i du?c. gua
2 Hai long v&i phong cach phuc vu clia ngan hang CL, VE}? phar'lAtlch nhan’ to tiep theo
3 Hailong véi ché d cham séc khach hang cL, voi 22 bien quan sat, trong

Thong qua diéu tra ngau nhién
180 KHCN c6 giao dich tai
Chi nhanh dé lay ¥ kién vé
chét lugng dich vu cia ngan
hang dua vao bang hoi dugc
1ap san.

Str dung mo hinh phéan tich

dé xac dinh mtrc d6 anh huong
clia céc nhan to va kiém

dinh d9 tin cay ctua nghién

ctru trong thong ké. EFA 1a

k¥ thuat phan tich nhdm thu
nho va tém tit dit lidu rat co
ich cho viéc xac dinh cac tap

d6 nhan t6 Co s& vat chét
(CSVC) gdém 5 bién; Nhan to
murc d9 tin cay (TC) gom 4
bién; Mirc do dap ung (DU)
gdm 6 bién; Mirc d6 dam bao
(DB) gdm 4 bién va nhan t6 sy
cam thong (CT) gdm 3 bién.
2.2. Két qud phén tich nhén

160 khdm phd (EFA)
o H¢ thong kiem dinh EFA

hop bién can thiét cho van de
nghién ctru. Quan hé giira cac

nhan t6 kham pha (Explor-
atory Factor Analysis- EFA)
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Bing 2. Két qua kiém dinh chit lwgng thang do Cronbach

dinh nhén t6 anh huong dén
Alpha chét luong dich vu KHCN ciia
TT Tr:;)ng Bién dac trung Cr;\);:) t;aach Agribank Chuong My nhu
1 | csvc [csve, csve,, csve,, CSve,, CSVC, 0,841 sau- o
2 | 1C |TC,TC,TC, TC, 0822 | » Kiém dinhmircdo phu hop
3 | bu |pbu,Du, DU, DU, DU, DU, 0,819 clia mé hinh L
2 DB |DB, DB, DB, DB, 0.714 Tr(?ng Ph?n tich nhag to kham
5| CT_|CT,CT,CT, 0782 | Phd, h¢s0 KMO (Kaiser-
6 CL |cL, CL,CL, 0.653 Meyer-' Olkin) dugc dung dé
danh gia sy thich hop ciia mo
Béng 3. Két qua kiém dinh KMO va Bartlett hinh EFA. Khi 0,5 <KMO <
Tri s6 KMO (Kaiser-Meyer-Olkin Measure of Sampling 0 1 thi md hinh dugc cho la phu
Adequacy) 745 hop. .
(Bartlett’s Test of [z N - . o
Sphericity) Tong binh phwong cac sai [éch (df) 131 do dai dién
p y . - . s
Mtrc y nghia (Sig.) 0,000 | Kiém dinh Bartlett duogc sur
Bang 4. Tong phwong sai trich giai thich
Thanh L Gia tri ban dau ;I'éng phwong sai chiét khau xTéng phuwong sai tich xoay
16 Tong | % phwong | % phwong | Tong | % phwong | % phwong | Tong | % phwong | % phwong
sO sai sai tich lliy | so sai sai tich liy | so sai sai tich lly
1] 4,31 19,603 19,603 | 4,31 19,603 19,603 | 3,71 16,877 16,877
2| 3,22 14,636 34,239| 3,22 14,636 34,239| 3,21 14,581 31,458
3| 2,61 11,879 46,118| 2,61 11,879 46,118 | 2,67 12,117 43,575
4| 2,15 9,788 55,906| 2,15 9,788 55,906| 2,36 10,703 54,278
5] 1,81 8,237 64,143 | 1,81 8,237 64,143 | 2,17 9,865 64,143
6| 0,95 4,299 68,442
7| 0,86 3,914 72,356
8| 0,79 3,58 75,936
9| 0,72 3,26 79,196
10| 0,62 2,818 82,014
11| 0,56 2,563 84,576
12| 0,54 2,47 87,046
13| 0,41 1,84 88,886
14 0,4 1,836 90,722
15| 0,35 1,58 92,302
16| 0,33 1,508 93,81
17| 0,31 1,394 95,205
18| 0,26 1,163 96,368
19| 0,23 1,047 97,415
20| 0,22 1,003 98,418
21| 0,19 0,878 99,297
22| 0,16 0,703 100
Extraction Method: Principal Component Analysis.

Céc budc tién hanh va két qua trong phan tich EFA xac dung dé danh gia muc vé do
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Bang 5. Ma trin nhan td xoay

(Rotated Component Matrix®) thzf:l ;% gidi thich
Nhén t6 (Component) ctia céc bién quan
112 13 1415 | gtdéivoinhan t6
g:x? 8;3? dl;qc do béng gia
- , tri phuong sai trich
g:xgg 068§? ((?ur‘rlulatixe %), gia
CSVC4 0 é44 tr1 nay Phal l(fn h(’yn
TC : , 0.782 50% thi nghlen Cul'l;l
TC1 0’795 mdi co tin.I} thl_If: tien.
TCq 0'791 mirc do giai thich
DU4 0,751 ’ cua C,é.C bién quan
DU1 0’825 sat doi Yéi nhan to
DUz ,0,82 dugc thé hién trong
DU, 0,706 baA’ng 4.0 q
DU, 0,8 Kﬁzt qu?’bapg 4 cho
DU, 0,739 thay, gid trf phuong
DB, 0,616 sal trich 1a 64,143,
DB2 0,828 diéu na‘ly nghTa 1a i
DB, 0,792 64,143’% su thay doi
DB, 0,681 cua bién phu thudc
CT, 0,843 duoc giéi thich boi
CT, 0,77 cac bién quan sat
CT, 0.864| trongmoé hinh. Nhu

tuong quan giita cac bién quan
sat trong tong thé, kiém dinh
nay c6 y nghia thong ké khi
muc y nghia Sig< 0,05, nghia
1a cac bién quan sat co tuong
quan tuyén tinh véi nhéan t6
dai dién.

Két qua kiém dinh KMO va
Bartlett trong Bang 3.

Bang 3 cho théy, 0,5< KMO=
0,745< 1 nghia la dir li¢u thuc
té trong nghién ciru nay phu
hop cho phan tich EFA. Kiém
dinh Bartlett c6 muc y nghia
Sig.= 0,000< 0,05 cho thiy
cac bién quan sat co tuong
quan tuyén tinh véi nhéan t6
dai dién.

» Kiém dinh mirc d6 giai thich
clia cac bién quan sat dbi véi

vay, cac nhan t
dugc dua ra trong mo hinh da
giai thich dugc phén 16n su
thay d6i ciia nhan té nghién
ctru (bién phu thudc).

o Két qud ciia mé hinh EFA
Trong phan tich EFA, ma tran
nhan t6 xoay cho phép sip xép
c4c nhom nhan td ban dau lai
thanh cac nhém cé quan hé
tuyén tinh dé tir d6 phat hién ra
nhan t6 dai dién. Két qua cua
mo hinh EFA trong Bang 5.
Béang 5 cho théy, cac bién dic
trung déu c6 hé s tai nhan t6
(factor loading) 16m hon 0,5.
Sau khi sép xép lai, 22 bién
ban dau dugc xép vao thanh 5
nhom dai dién cho 5 bién dic
trung trong Bang 6.
Nhu véy qua cac kiém dinh
chat luong thang do va cac
kiém dinh EFA, ¢6 thé két luan
rang, cic nhén t6 quan trong
anh huong dén chat luong
dich vu KHCN cua Agribank
Chuong My bao gom 5 yéu to
nhu trinh bay trong Bang 6.
2.3. Két qud phén tich hoi
quy boi
o Kiém dinh mirc dé phu hop
cua mo hinh
Phan tich hdi quy boi cho ta
biét muc d6 anh hudng cua
cac nhan té v6i nhan td nghién

Bang 6. M6 hinh diéu chinh qua kiém dinh Cronbach Alpha

va EFA
Nhan| Thang | gisy g trung Giai thich thang do
to do
Mirc d6 dap trng clia ngan
1 MU m31 MBZ MU, MU, hang v&i cac dich vy, s tién
5 e ich trong giao dich ctia KHCN
CSvC,, CSVC,, 3 A A o A
2 |csve |csve, csve, Dieu kien ve 0o sovat chat
CSVC, 9 9
Mtrc d6 tin cay dich vu cla
3 |TC TC,, TC,, TC,, TC, ngan hang
Mtrc d6 dam bao trong cac
4 |DB DB,, DB,, DB;, DB, giao dich clia ngan hang
Sy nhiét tinh va chuyén
5 |CT CT,, CT,, CT, nghiép cla nhan vién ngan
hang

P CHi KHOA HOC & DAO TAO NGAN HA!
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Bang 7. Tém tit md hinh (Model Summary®)

&

, , , , _— Tir két qua
Hé s6 [Hé so twong | Hé sO twong quan | Sai sO cia hé | Change Statistics hoi
: A = £ — - 01 quy
twong | quan binh binh phwong da [so twong quan R Mccy  |Durbin- Bane 9
quan |phwong (R |hiéu chinh (Adjusted | (Std. Error of |Square |nghia (Sig. |Watson ( angA, ) ”
béi (R) | Square-R?) R Square) the Estimate) [Change |F Change) cho ,thay, ca
0,900 0,811 0,804 0,4427821 0,811 0,000 1,629 5 bién doc
1ap do luong
Bang 8. Két qua ANOVA® chat luong
Model Téng binh phwong |df |Binh phuwong gia tri trung binh |F Sig. dich vu
Regression | 120,768 5 24,154 123,197 |0,000°| KHCN cua
1|Residual 28,232 1440,196 Agribank
Total 149,000 149 Chuong My
déucody
Béang 9. Két qua hé s6 hoi quy (Coefficients?) nghia thong
HE so hoi quy Hé s6 hdi quy chudnhéa | | macy | K& 9 muc
chwa chuan héa . . Gia tri g do tin ca
) - (Standardized Coefficients) | nghia 0 ay
(Unstandardized Coefficients) (t) (Sig.) 99% (Sig. =
_ i B Sai s6 chuan Beta 0,000). Do
Hang so -4,25E-16 0,036 0 0,010 . £ 1 A
do, ta co thé
MU 0,394 0,036 0,394 (10,862 0,000 N
viét lai ham
CsvC 0,608 0,036 0,608 16,775 0,000 s
hoi quy nhu
TC 0,22 0,036 0,22| 6,077 0,000 sau-
DB 0,352 0,036 0,352| 9,708 0,000 CL _
CT 0,335 0,036 0,335| 9,242 0,000
-4 251E 016+
0,394 MU
ctru, muc do gidi thich cua < 0,05 cho thay md hinh hoi + 0,608 CSVC + 0,22 TC+

cac bién doc 1ap voi bién phu
thudc dugc giai thich thong
qua hé s6 R2. M6 hinh hdi quy
tong quat dugc diéu chinh sau
khi phan tich EFA s¢€ 1a: CL =
fiMU, CSVC, TC, DB, CT)
Trong d6: CL 1a bién phu
thudc (chat luong dich vu
KHCN cua Agribank Chuong
M¥) duoc do bang s6 diém
trung binh cta 5 bién quan sat;
MU, CSVC, TC, DB, CT la
cac bién doc lap (Bang 6) cling
dugc tinh bang s6 diém trung
binh ciia cac bién quan st
nam trong nhém nhan té do.
Str dung phan mém SPSS 19.0
ta dugc két qua hoi quy boi
nhu Bang 7.

Két qua kiém dinh F (Bang 8)
véi muie ¥ nghia Sig = 0,000
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quy da bién phi hop v6i phan
tich nay. Bang 7 cho thay h¢
s6 tuong quan binh phuong
da hi¢u chinh dat 0,804 véi
muc y nghia 99%, cho phép
két luan rang: Trong nghién
clru ndy, cic nhén t6 giai thich
duoc lya chon da giai thich
duoc 80,4% sy hai long cua
KHCN vé6i chit luong dich vu
cua Agribank Chuong My, con
19,6% su thay doi anh hudng
boi cac nhan t6 khac chwa dwa
vao mo hinh.

o Két qud mé hinh hoi quy
Muc do anh hudng cua tung
bién doc 1ap voi bién CL dugc
xé4c dinh can ct vao cac hé sb
hoi quy trong Béang 9.

o Thdo ludn két qua mé hinh
hoi quy

P CHi KHOA HOC & DAO TAO NGAN HA!

0,352 DB + 0,335 CT + el
Két qua trén ciing cho théy,
diéu kién vé co s& vat chat
cua ngan hang (CSVC) duoc
danh gia 1a nhan t6 quan trong
nhit anh huong t6i mic hai
long ciia KHCN khi str dung
dich vu ¢ Agribank Chuong
My§ v6i hé so B = 0,608, nghla
1a trong diéu kién cac yéu tb
khac khong d6i khi mirc do
hai 1ong cuia khach hang vé
co s& vat chit ciia ngan hang
tang 1én 1 diém, thi muc hai
long chung cua khach hang
vé dich vu ngén hang tang 1én
0,608 diém. Diéu nay hoan
toan hop ly, bdi cdm nhan cua
khach hang khi giao dich néu
noi lam viéc ¢ cac diém giao
dich ciia ngan hang duoc bd
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tri phu hop, thuan tién, hién
dai; gidy to, biéu mau, chimng
tir giao dich don gian, d& hiéu;
noi ngdi chd ciia khach sach
s&, tién nghi... thi s€ ludn tao
su an tam, tin tudng cho khach
hang trong giao dich. Dong
thoi su tién loi, hop 1y cta cac
diém giao dich ciing gop phan
khuyén khich khach hang st
dung dich vu.

Phan tich tuong tu d6i véi

cac hé s hoi quy khac ta

cling danh gia dugc muc do
anh huong cua cac nhan t6
dén muc hai long cia KHCN
vé chat lugong dich vu cia
Agribank Chuong My.

Bén canh do, hé s6 hoi quy
chudn hoa ciing cho biét mirc
dd quan trong cua tung nhan
t6 dén mirc d6 hai 1ong cua
khach hang. Diéu nay duoc thé
hién thong qua hé sb hdi quy
chuan ho4. Tir két qua hdi quy,
ta tinh dugc Bang 10.

Qua két qua cia mé hinh hdi
quy va vi tri quan trong cua
cac yéu to (Bang 10), c6 thé
két luan rang: Mirc d6 anh
hudng cua cac nhéan t6 dén
chat luong dich vu KHCN ctia
Agribank Chuong My, Ha Noi
theo thur tu quan trong 1a: (1)
Diéu kién vé co s& vat chat
cua ngan hang; (2) Murc do
dap ung clia ngan hang vé cac
dich vu va sy tién ich trong
giao dich; (3) Muc do dam
bdo trong céc giao dich cua
ngan hang; (4) Su nhiét tinh va
chuyén nghiép ctuia nhan vién;
va (5) Muc dg tin cdy dich vu
ctia ngan hang. Cac nhan té cu
thé bén trong cic nhoém nhan
t6 nay dugc giai thich chi tiét

Bang 10. Vi tri quan trong
cuia cac yeéu to

Bién | Hés6 |% quan trong
doc lap | hoi quy | clia cac bién
MU 0,394 20,64
CSsvC 0,608 31,85
TC 0,22 11,52
DB 0,352 18,44
CT 0,335 17,55
Téng 100,00

trong Bang 1 va Bang 6.

3. Mot s6 khuyén nghi
nham ning cao chit hrong
dich vu KHCN cua Agribank
Chuwong My, Ha Noi
Qua két qua nghién ciru cho
thiy, c6 5 nhan tb co ban anh
huong dén chét lugng dich vu
KHCN cua Agribank Chuong
M§. Vi vay, dé nang cao chat
lugng dich vu KHCN, ngan
hang can tap trung hoan thién
mot s6 van dé sau:

- Néing cao diéu kién vé co s¢
vt chdt, phat trién mang luéi
giao dich, ATM: Ngan hang
can bé tri quay giao dich, noi
lam viéc ctiia nhan vién thuan
tién, hién dai, tao diéu kién
nhanh chéng, tiét kiém thoi
gian cho khach hang khi dén
giao dich. Bén canh d6, hang
ngay lugng khach hang dén
giao dich tai ngan hang kha
dong, mdi lan giao dich ho
phai cho doi 1au, vi vay ngan
hang can ning cao chat luong
diém ngdi cho cho khach sach
s&, tién nghi, déng thoi bd tri
nhan vién tu van t6t vé cac
dich vu cuia ngan hang khi
khach hang c6 nhu cau. Ngoai
ra, ngan hang can dic biét tap
trung phat trién mang ludi
phong giao dich, dit may ATM
thuan tién tai cac thi tran, cac
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khu cong nghiép, truong dai
hoc, cao déng. .. trén toan
huyén. Bén canh do6, ting
cuong hé théng kiém tra, giam
sat dam bdo an toan va thong
sudt cuia hé théng may ATM.

- Ndng cao murc do dap vung
cua ngan hang voi cac dich
vu, sy thudn tién trong giao
dich, tang cuong mo rong

da dang héa san pham. Do
KHCN rét da dang, thuong
xuyén giao dich nén yéu t6
thuan tién trong giao dich
duoc khach hang rat quan tim,
1a yéu t6 anh huong truc tiép
dén tam 1y va sy thoa min cua
khach hang. Vi vy, thoi gian
giao dich phai nhanh chong,
thi tuc don gian, gidy to, biéu
mau, chimg tir giao dich can
thuc hién don gian, dé hiéu.
Theo do, nhan vién ctia ngan
hang nén in tryc tiép cac thong
tin cd nhan cua khach theo céc
biéu mau khi khach hang cung
cAp chinh x4c ma s6 tai khoan
giao dich, sau do chuyén cho
khach hang ky tén, khong nén
yéu cau khach hang ty dién
theo mau nhu hién nay vi viéc
nay khién cho khach hang mat
nhiéu thoi gian, tham chi ghi
khong chinh xac, dac biét véi
nhiing ddi twong khach hang la
néng dan, nguoi c6 tudi. Cac
hoat dong nay can d6i méi va
hoan thi¢n thuong xuyén. Bén
canh d6, ngan hang can chu
trong xay dung danh muc san
pham, dich vu da dang, linh
hoat, hip dan v&i khach hang,
cai thién cac dich vu truyén
thong nham ting tién ich cho
khach hang dé nang cao tinh
canh tranh.
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- Tang cuong va nang cao do
chinh xdc, an toan trong cdc
giao dich ciia ngan hang: Can
tang cuong cong tac dao tao
bdi dudng chuyén mén nghiép
vu tot cho nhan vién trong
ngan hang, qua dé nang cao
tinh chinh x4c va cht lugng
cac giao dich, nang cao chit
luong bao mat thong tin khach
hang. Can dam bao tinh an
toan cac giao dich cua khach
hang véi Agribank Chuong
My. Thai d6 ctia nhan vién
giao dich véi khach hang phai
duoc thé hién chuyén nghiép,
dang tin cady. Céac thong tin cua
ngan hang duoc cung cap day
da va thuong xuyén tai tru s&
chinh, cac phong giao dich va
trén website ciia ngan hang,
qua do6 tao long tin voi khach
hang. Bén canh do, can lam tot
cac cong tac cham s6c khach
hang va giai dap thic méc cho
khéch hang.

- Néng cao chdt hrong va ky
nang cho doi ngii nhan lyc cua
ngdn hang. Bén canh cong tac
dao tao vé& chuyén mon nghiép
vu cho d6i ngili nhan lyc, ngan
hang can chii trong ning cao
cac k¥ nang cho nhan vién nhu:
K ning giao tiép, k¥ ning xur

TAI LIEU THAM KHAO

ly cong viée, xtr Iy va phan tich
thong tin, k§ nang tu van. ..
nhdm nang cao chat luong
cong tac chdm soc khach hang
va giai d4p thic mic, tw van
cho khéch hang. Sy nhiét tinh,
lich thiép va chuyén nghiép cua
nhan vién ngan hang phai dugc
dat 1én hang dau. Ngoai ra, can
xay dung van hoa ngan hang,
trong d6 lay khach hang 1a dbi
twong trung tim, phan du thoa
mén tot nhat yéu cau cua khach
hang.

4. Kétluan
Agribank Chuong My da co
nhiéu nd lyc trong viée xay
dung nhitng chinh sach nham
khai thac, phat trién cac dich
vu cho KHCN, tuy nhién chat
lugng dich vy con han ché,
chua thoa man duoc cac nhu
cau ngay cang da dang ciia
khach hang. Nghién ctru nay
dua trén viéc diéu tra ngﬁu
nhién 180 khach hang, bang
md hinh nhén t6 kham pha
(EFA) da xac dinh duoc 5
nhém nhan té d4nh hudng chat
dén luong dich vu KHCN cua
Agribank Chuong My va theo
thir ty tam quan trong 1a: (1)
Diéu kién vé co s& vat chat
cua ngan hang; (2) Mutc do

dap tng ctia ngan hang vé cac
dich vu va sy tién ich trong
giao dich; (3) Muc do dam
bdo trong céc giao dich cua
ngan hang; (4) Su nhiét tinh va
chuyén nghiép ctia nhan vién;
va (5) Muc d¢ tin cdy dich vu
cua ngan hang.

Trén co s do, nghién ctru da
dua ra mot s6 khuyén nghi
nham nang cao chat luong
dich vy KHCN cua Agribank
Chuong My: (1) Nang cao
diéu kién vé co s& vat chit,
phat trién mang luéi giao dich,
ATM; (2) Nang cao muc do
dap Gng cua ngan hang véi cac
dich vy, su thuan ti¢n trong
giao dich, ting cuong mo rong
da dang hoa san pham; (3)
Téng cudong va nang cao do
chinh xdc, an toan trong cac
giao dich ctia ngan hang; (4)
Nang cao chit lugng va ky
nang cho doi ngti nhan lyec.
Trong thoi gian té1, Agribank
Chuong M¥ can thuc hién tot
va dong bo cac giai phap trén,
dong thoi c6 su phdi hop clia
ngan hang, khach hang va céc
co quan quan ly nha nudc. Co
nhu vay, chét luong dich vu
cua ngan hang mai dugc nang
cao va dat hi¢u qua. m
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Budget management- Experience from some countries and issues for Vietnam

This article has concentrated on general issues of managing the budget, including concept, object, legal
base, objectives, role and management principles of state budget expenditures. The article also examined
fairly systematically from the experiences of the French Republic, the Federal Republic of Germany on
the management of the budget, on that basis, mentioned and clarify the current situation as well as the
shortcomings in the management of the budget expenditures of Vietnam since peace was restored so far,
which has launched a number of issues that Vietnam should pay attention in order to improve management
of budget next time.
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SUMMARY

Analysis of factors affecting the quality of services for individual customers in Bank of Agriculture
and Rural Development Chuong My district branch - Hanoi

In the strong development of Vietnam Bank for Agriculture and Rural Development (Agribank), Bank of
Agriculture and Rural Development Chuong My district branch - Hanoi (Chuong My Agribank) has
increasingly asserted its position, brand and main role in the rural credit market. In recent years, Chuong
My Agribank has been one of the pioneers in implementing the strategies of banking services development
of Agribank. It has achieved many important results in contributing positively to the service diversity of the
whole system. However, in considering of the development potential and integration requirements, there are
still many limitations: having not found the best solutions for the service development that deserves with
Agribanks potential and position; having not very good service quality; having not satisfied the increasingly
varied demands of the customers - especially of individual customer group. Therefore, finding the factors
affecting the levels of customer satisfaction in supplying services is an important basis for building better
solutions in order to improve the service quality. By using the Exploratory Factor Analysis (EFA) based
on surveying data of 180 individual customers, this study was conducted to determine the factors affecting
the quality of services for individual customers of Chuong My Agribank, the study proposed a number of
recommendations aimed at improving the quality of services for this kind of customers in the future.
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tap chi Khoa hoc va cong nghé Lam Nghiép.
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