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TOM TAT

Trong béi canh chuyén doi so dang dién ra manh mé trong linh viee ngén hang, dich vu
SmartBanking ngay cang dong vai tro quan trong trong viéc cung cdp cdc giai phdp giao dich tai
chinh tién ich, nhanh chong va an toan cho khdach hang ca nhan. Nghién cuu nay dwoc thuc hién
nhdam phdn tich va xdac dinh cdc nhan t6 anh huéng dén quyét dinh sir dung dich vu SmartBanking
cua khdach hang ca nhan tai Ngdn hang TMCP Pau tw va Phdt trién Viét Nam (BIDV) Chi nhanh
Pong Thap. Trén co sé tong hop cdc Iy thuyét va nghién ciru trude lién quan dén hanh vi chap
nhdn va sir dung dich vu ngdn hang sé, nghién ciru xdy ding mé hinh va tién hanh thu thip die liéu
khdo sdt tir khdch hang cd nhan dang giao dich tai BIDV Chi nhdnh Pong Thdp. Dir lidu dwoc xir
Iy va phdn tich bang cdc phwong phdp thong ké phit hop nham déanh gia mire do anh huéng ciia
cdc nhdn té dén quyét dinh sir dung dich vu SmartBanking. Két qua nghién citu cho thdy ¢é bon
nhén t6 tac dong thudn chiéu dén quyét dinh sir dung dich vu SmartBanking ciia khdch hang cd
nhan, bao gom: (1) tinh an tocn va bao mdt; (2) uy tin ngdn hang; (3) chi phi sit dung hop Iy; va
(4) ndng lwe phuc vu ciia ngén hang. Trén co s6 cde két qua dat dwoc, nghién civu dé xudt mot sé
ham ¥ chinh sdch nham ndng cao chat leong dich vu, gia tdng mire do chdp nhén va thu hit khdch
hang cd nhdn sir dung dich vu SmartBanking trong boi canh chuyén doi sé hién nay.

Tiwr khoa: dich vu SmartBanking, ngdn hang s6 hién dai
ABSTRACT

In the context of rapid digital transformation in the banking sector, SmartBanking services
have become an essential digital solution that enhances the efficiency, convenience, and security
of financial transactions for individual customers. This study aims to analyze and identify the
factors influencing individual customers’ decisions to use SmartBanking services at the Joint Stock
Commercial Bank for Investment and Development of Vietnam (BIDV) — Dong Thap Branch. Based
on a review of relevant theories and previous studies on technology adoption and digital banking
usage behavior, the research develops a proposed model and collects survey data from individual
customers conducting transactions at BIDV Dong Thap Branch. The collected data are analyzed
using appropriate statistical methods to evaluate the impact of each factor on customers’decisions to
use SmartBanking services. The research findings indicate that four factors have a positive influence
on individual customers’decisions to use SmartBanking services, including: (1) security and safety,
(2) bank reputation, (3) reasonable service costs, and (4) service capability. Based on these results,
the study proposes several policy implications to improve service quality and promote the adoption
of SmartBanking services among individual customers in the context of digital transformation.

Keywords: SmartBanking service, modern digital banking
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1. Pit van dé

Trong bdi canh chuyén d6i s6 dang dién
ra manh m& trén toan cau, linh vuc tai chinh
- ngan hang ciing khong nim ngoai xu huéng
nay. Cac dich vu ngan hang sb, dac biét 1a
SmartBanking ngay cang dong vai tro then
chdt trong viéc hién dai hoa hoat dong ngan
hang, ndng cao chét luong dich vu va cai
thién trai nghiém cua khach hang. Viéc su
dung SmartBanking mang lai nhiéu tién ich
nhu tiét kiém thoi gian, chi phi giao dich,
hd tro khach hang quan 1y tai chinh c4 nhan
hiéu qua hon va thuc ddy thanh toan khong
ding tién mat.

Tuy nhién, mirc d6 tiép can va sir dung
dich vy SmartBanking van con co su chénh
1€ch gitra cac khu vuc va cac nhom dbi tuong
khach hang. Cac ngan hang, trong dé co
BIDV dang nd luc thic ddy chuyén dbi sd, thi
van con ton tai nhiéu yéu té anh huéng dén
quyét dinh sir dung dich vu SmartBanking cua
khach hang ca nhan (KHCN), chiang han nhu
nhan thirc, d6 tin cdy, yéu to k¥ thuat, théi
quen tai chinh, hay sy hd tro tir ngan hang.

Viéc nghién ctu cde nhdn t6 anh hiong
dén quyét dinh sir dung dich vu SmartBanking
cua khach hang ca nhan tai BIDV Chi nhanh
Pong Thdp 13 can thiét va ¢ y nghia thuc
tién cao.

2. Phuong phap nghién ctru
2.1 Co sé 1y thuyét

Chuyén ddi sé (Digital Transformation)
1a qua trinh tich hop cong nghé sé vao moi
hoat dong ctia ca nhan va t6 chirc nham thay
ddi cach thirc 1am viéc dé nang cao chat
lugng san phém va dich vu.

SmartBanking 1a dich vu ngén hang sd,
cho phép khach hang thuc hién cac giao dich
tai chinh va phi tai chinh tryc tuyén qua dién
thoai, website hodc thiét bi thong minh.

Hiéu mét cach don gian nhét, day la su
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két hop gitra viéc cung cip dich vu ngan
hang véi dién thoai, dua dich vu ngan hang
t61 khach hang thong qua ung dung cia cong
nghé thong minh. Pay 14 kénh phan phdi
hién dai, tich hop cac ing dung nhu mobile,
phone, home va internet banking, mang lai
nhiéu gi4 tri gia tang cho khach hang.
2.2 Mt s6 md hinh va nghién ciru c6 lién
quan

Trong nghién clru nhom tac gid da su
dung cac mé hinh chip nhan céng nghé
(Technology Acceptance Model - TAM);
Thuyét hanh dong hop 1y (TRA - Theory of
Reasoned Action); Ly thuyét vé hanh vi c6 ké
hoach (TPB - Theory of Panned Behavior).
Ngoai ra, trong nghién ctru tac gid con tham
khao mot sb nghién ctru trude day nhu:

Dang Thi Thu Huong (2020) “Cac nhan
td anh huong dén viéc quyét dinh st dung
dich vu SmartBanking cia KHCN tai Ngan
hang Thuong Mai C6 Phan Pau Tu va Phat
Trién Viét Nam — Chi nhanh Ca Mau”.

Pham DPoan Duy An (2021) “Céc yéu to
anh hudng dén viéc sur dung dich vu Smart
Banking cia KHCN tai Ngan hang Thuong
mai C6 phan Sai Gon Thuong Tin Chi nhanh
Can Tho™.

Nguyén Minh Loan va cong su (2023)
“Céc nhén t6 anh huong dén y dinh str dung
dich vu ngan hang s cua thé hé 2.

Luong Thi Thé Tram Anh (2023) “Cac
nhan t6 anh huong dén quyét dinh st dung
dich vu Smart banking cua KHCN tai BIDV
Chi nhanh Thu Thiém”.

2.3 DPé xuit mé hinh nghién ctru

Pé thuc hién xem xét cac nhén to anh
huong dén quyét dinh str dung dich vu
SmartBanking ctia KHCN trong bdi canh
chuyén d6i sb tai BIDV Chi nhanh Pong
Thap theo cac nhan t6 d3 dua ra mo hinh
nghién ctru nhu hinh 1.
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Quyét dinh sw dung dich
vu SmartBanking cua

. X s F1
Tinh de s dung
Tinh an toan bao mat F2
Tac déng xa hoi E3
] F4
Chi phi hop 1y
Nang luc phuc vu FS
Uy tin ngan hang F6

A

khach hang ca nhéan trong
boéi canh chuyén déi sé

Hinh 01: M5 hinh nghién ctru dé xuit

Trong d9, cac F, ¢6 anh hudng cung chiéu
dén quyét dinh st dung dich vu SmartBanking
ctiia KHCN trong bdi canh chuyén d6i sb.

2.4 Phwong phap nghién ciru
2.4.1 Phwong phdp thu thdp sé liéu

Phuong phap thu thap sé liéu cia dé
tai nhu sau: cac bai bao, tap chi, sach vé
van dé quyét dinh str dung dich vu BIDV-
SmartBanking cuia khach hang ¢4 nhan trong
bdi canh chuyén d6i s6. Bé tai s dung
phuong phap chon miu thuin tién bing
phong van tryc tiép khach hang va giri duong
link thong qua Google.

Phuong phap xac dinh ¢c& mau: M6 hinh
nghién ctru trén c6 6 bién doc 1ap va 1 bién
phu thudc véi 29 bién quan sat. Cac bién
quan sat str dung thang do Likert 5 diém do
ludng. Theo J.F Hair va cong su (1998) ddi
v6i phan tich nhan t6 kham phéd EFA thi c&
mau tdi thiéu phai gap nam 1an sé bién quan
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Nguon: Tdc gia dé xudt

sat. Trong nghién ctru ndy, co tt ca 29 bién
quan sat, do vay trong nghién ctru nay tdi
thiéu s& 1a 5%29 = 145 quan sat, d6i voi hoi
quy da bién thi ¢& mau tdi thiéu duogc tinh
bang cong thirc: 50 + 8*m (m 14 s6 bién doc
1ap). Trong nghién ciru nay tac gia dé xuat
chon ¢& mau nghién ciru 1a 300 quan sat.

2.4.2 Phwong phdp phdn tich sé liéu

S4 liéu thu thap s& dugc phan tich thong
qua viéc kiém dinh thang do cung véi gia
thuyét dé ra bang hé sb tin cdy Cronbach’s
Alpha, phan tich nhan t6 kham pha EFA,
phan tich két qua hdi quy tuyén tinh bang
phan mém SPSS 20.0
3. Két qua nghién ciru
3.1 Panh gia thang do nghién ciru

Viéc danh gia thang do dua trén viéc
phan tich d6 tin cdy Cron-bach’s Alpha ctua
07 thang do cua mo hinh nghién ctru, két
qua nhu sau
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Bang 01: Thang do bing hé s tin cdy Cron-bach’s Alpha

Bién quan sat

Cron-bach’s Alpha Két luan

Tinh dé sir dung 5 0,582 Loai
Tinh an toan, bao mat 5 0,680 Chép nhan
Tac dong xa hoi 4 0,919 Chat luong tot
Chi phi hop ly 4 0,729 Chép nhan
Néng lyc phuc vu 4 0,624 Chép nhan
Uy tin ngan hang 4 0,780 Chap nhan
gt Gt 6 g il 7 3 0,636 Chép nhén
SmartBanking

Két qua phan tich ¢ bang 1, Hé sb
Cronbach’s Alpha ctia thang do Tinh dé sir
dung 12 0,582 < 0,6 (Khéng thoa diéu kién)
nén tién hanh loai thang do Tinh dé sir dung.
Con lai 6 thang do co gia tri Cronbach’s
Alpha 16n hon 0,6 va gia tri tuong quan bién
téng 16n hon 0,3 nén duoc chép nhan va duoc

(Nguon: Tdc gid phan tich dit liéu)
dwa vao nghién ciru tiép theo.
3.2 Phan tich nhan t6 kham pha (EFA)

EFA (Exploratory Factor Analysis) 1a
phuong phap dugc sir dung dé phan tich
gid tri hoi tu va gid tri phan biét, cu thé
nhu sau:

Bang 02: Két qua phan tich nhan t6 cho phén tich nhan té doc lap

Nhan tb

TDXH4 909

TDXH3 .889

TDXH2 .881

TDXH1 .876

CPHL1 878

TATBM3 .856

TATBM2 .847

CPHL2 .826

UTNHI .860

UTNH3 851

TATBMS 832

TATBM1 .829

CPHL3

.879

TATBM4

.856

CPHLA4

.835
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NLPV4 .804
NLPV1 702
NLPV3 .596
NLPV2 587
UTNH4 .896
UTNH2 877
Gia tri Eigen 5.457 3.109 2.464 1.705 1.548 1.251
Gia tri KMO 0,817
Muc y nghia (sig) 0,000
Phuong sai trich 73,975

Qua bang 2 cho thay, gia tri KMO =
0,817; théa man diéu kién 0,5< KMO < 1.
Diéu nay c6 nghia phan tich nhan t6 kham
pha cua cac bién quan sét 1a thich hop cho
dit liéu thuc té.

Kiém dinh Bartlett ¢6 gia tri Sig =0,000
< 0,05; c6 nghia la bién quan sat c6 tuong
quan tuyén tinh v&i nhan t6 dai dién.

Phuong sai trich co6 gia tri 73,975%
(>50%). Piéu nay c6 nghia 1a 73,975% su
thay d6i ctia cac nhan té duoc gii thich boi
cac bién quan sat tao nén nhan tb.

Gia tri Eigen cua cac nhan t6 16n hon
1 thoa diéu kién va tit ca hé sb tai cua cac
bién quan sat déu 16n hon 0,5 thoa didu kién
cua nghién ctiru.

Bang 03: Két qua phan tich nhan té
doc lap

Nhan t6 1

THQI 0,730
THQ2 0,793
THQ3 0,735
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(Nguon: Tdc gid phdn tich dir liéu)

Nhan t6 1

Gia tri Eigen 1,701
Gia tri KMO 0,635
Muc y nghia (Sig.) 0,000
Phuong sai trich 56,703

(Nguon: Tdc gid phdn tich dir liéu)

Theo két qua bang 3 cho thay, gia tri
KMO = 0,635; théa man diéu kién 0,5<
KMO < 1. Biéu niy c6 nghia phan tich nhan
t6 kham pha 1a thich hop cho dit liéu thuc té.

Kiém dinh Bartlett co gia tri Sig =0,000
< 0,05; ¢6 nghia 1a bién quan sat c6 tuong
quan tuyén tinh voi nhan t6 dai dién.

Phuong sai trich c6 gia tri 56,703%
(>50%). Diéu nay c6 nghia 13 56,703% sy
thay d6i ctia cac nhan t6 duoc giai thich boi
céc bién quan sat tao nén nhan t6.

Gia tri Eigen cta cac nhan t6 16n hon
1 thoa diéu kién va tit ca hé sb tai cua cac
bién quan sat déu 16n hon 0,5 thoa diéu kién
cua nghién ctru.
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3.3 Phin tich hdi quy va twong quan
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Bang 04: Két qua phan tich hé s6 hdi quy

Hé sb H¢ s6 Thong ké
chwa chuin h()’a chuén héa Sig. da'c@ng tuyén
B g D0 Toletance 1658 VIF
(Constant) | -,203 ,201 -1,008 | ,314

TATBM ,453 ,053 ,416 8,515 | ,000 ,493 2,029

. TDXH ,010 ,016 ,022 ,617 ,538 ,895 1,118
CPHL ,175 ,042 ,180 4,137 | ,000 ,623 1,604
NLPV ,107 ,037 ,109 2,879 | ,004 ,825 1,212
UTNH ,286 ,036 ,321 7,836 | ,000 ,702 1,425

Duya vao két qua hoi quy ta thay hé sb
Sig. ctia 04 nhén té doc 1ap TATBM = 0,000,
CPHL = 0,000, NLPV = 0,004, UTNH =
0,000 déu nho hon 0,05, dam bao ¢ y nghia
thdng ké v6i do tin cay trén 95%, hé sd [t
> 2 thi 04 nhén td nay duogc chép nhan, co
nghia 14 cac nhan t6 nay déu tac dong dén
quyét dinh str dung dich vu SmartBanking
ctia KHCN trong bdi canh chuyén doi sé tai
BIDV chi nhanh Pong Thap. Ngoai ra, sig.
ctia nhan t6 TDXH = 0,538 16n hon 0,05 nén
loai khoi m6 hinh nghién ctru. Do d6 mo6 hinh
c¢6 dang chuan hoéa nhu sau:

Y= 0,416TATBM + 0,180CPHL +
0,109NLPV + 0,321UTNH

Nhan tb an toan bao mat c6 hé sb Beta
chudn hoa 0,416 (dwong), cho thdy néu nhan
t6 nay tang 1 don vi thi quyét dinh str dung
SmartBanking tang 0,416 don vi, véi mtc y
nghia 5% trong diéu kién cac nhan té khac
khong thay d6i. Két qua nay c6 tinh tuwong
dong voi két qua nghién ctru ciia Pham Thanh
Hoa (2019), Rita Sharma va cdng su (2022).

Nhan t6 uy tin Ngan hang c6 hé s6 Beta
chuan héa 13 0,321 (dwong), cho thiy néu
nhan té nay ting 1 don vi thi quyét dinh str
dung SmartBanking tang 0,321 don vi, v6i
mirc y nghia 5% trong diéu kién cac nhan

(Nguon: Tdc gia phdn tich dir liéu)
t6 khac khong thay doi. Két qua nay c6 tinh
twrong dong véi két qua nghién ctru cua Pang
Thi Thu Hudng (2020); Bui Nhit Vuong
(2021); Luong Thi Thé Tram Anh (2023);
Carlos Mendoza va cong su (2022).

Nhén t6 chi phi hop 1y c6 hé s6 Beta
chuan hoa 1a 0,180 (duong), cho thiy néu
nhan t nay tang 1 don vi thi quyét dinh sur
dung SmartBanking tang 0,180 don vi, vdi
murc ¥ nghia 5% trong diéu kién cac nhén to
khac khong thay doi. Dicu nay rat phu hop
thue tién khi khach hang vtra trai qua dai dich
Covid -19. Phan 16n cac ngan hang d3 loai bo
cac loai chi phi nhu cai dat, truy cap, chuyén
tién... Két qua nay cé tinh twong dong véi
két qua nghién ctru ctia Tir Thi Thanh Hiép,
Dang Thi Thu Van, Truong Van Thao (2023);
Saeed Al-Kubati va cong su (2024).

Nhan tb nang luc phuc vu c6 hé s6 Beta
chuan hoéa 1a 0,109 (dwong), cho thiy néu
nhan t6 nay tang 1 don vi thi quyét dinh st
dung SmartBanking tang 0,109 don vi, vdi
mirc y nghia 5% trong diéu kién cic nhan
t6 khac khong thay doi. Két qua nay c6 tinh
twrong dong véi két qua nghién ctru ctia Tir
Thi Thanh Hi€p, Pang Thi Thu Van, Truong
Vian Théao (2023); Rita Sharma va cong su
(2022).
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Bang 05: Két qua kiém dinh murc do giai thich ctia mo hinh tong thé

R2
hi¢u chinh

Mo hinh R R?

Std. Error of the

Estimate Durbin-Watson

1 ,808° ,653 ,647

,32831 1,727

Két qua trén cho thy, gia tri hé s R* =
0,653 16n hon 0,5 thoa yéu cau cua nghién
ctru. Piéu ndy cd y nghia 12 05 nhén to giai
thich dugc 65,3% su bién thién cua bién phu
thudc. Noi cach khéc, voi tap dit liu thu dugce
thi khoang 65,3% c6 khac biét gitta cdc nhan
t anh huong dén quyét dinh str dung dich vu

(Nguon: Tdc gid phan tich dir liéu)
SmartBanking cua khach hang c4 nhan trong
bdi canh chuyén dbi s6 tai BIDV chi nhanh
Pong Thap duoc giai thich bai 04 nhan t6:
Tinh an toan bao mat, Nang luc phuc vy, Uy
tin ngan hang va Chi phi hop ly.

Béang 6: Bang phan tich ANOVA®

Mo hinh Téng binh phwong Df  Trung binh binh phuwong
Hoi quy 59,864 5 11,973 111,079 | ,000°
1 |Phan du 31,797 295 ,108
Téng 91,661 300

Két qua cho thdy gia tri Sig cua thong
ké F 1a 0,000 nhd hon 0,05 nén c6 thé néi
mo hinh hoéi quy c6 y nghia. Ngoai ra, dua
vao két qua bang 4 cho thay gia tri VIF cua
4 nhan t6 Tinh an toan bao mat, Nang luc
phuc vu, Uy tin ngan hang va Chi phi hop ly
trong mo hinh déu nho hon 10 nén cac nhan
t6 trong mo hinh khong bi da cong tuyén
theo Chu Nguyén Mong Ngoc va Hoang
Trong (2008).

4. Két luan
4.1 Két luan

Qua két qua phén tich cho thiy quyét
dinh st dung dich vu SmartBanking cua
KHCN trong bdi canh chuyén d6i sd tai
BIDV chi nhanh Dong Thép bi anh hudng
boi 4 nhan t6: Tinh an toan bao mat, Uy tin
ngan hang, Chi phi hop ly va Nang luc phuc
vu. Trong dé nhan td tinh an toan bao mat
c6 anh huong 16n nhit va nhan té ¢6 anh
38 | Sé 40 nam 2025

(Nguon: Tdc gid phdn tich dir liéu)

huong nho nhét 1a nang luc phuc vu. Diéu
nay phi hop voi myc tiéu dé ra ctia nghién
clru va co sy twong doéng voi cac nghién
ctiru trudce day.

4.2 Pé xuit mdt s6 ham y chinh sach

Qua két qua nghién ciru cho thdy co 4
nhan t6 anh huong dén quyét dinh st dung
dich vu SmartBanking ctia KHCN trong béi
canh chuyén d6i s6 tai BIDV chi nhanh Pong
Thép bao gdm: Tinh an toan bao mat, Uy tin
ngan hang, Chi phi hop ly va Nang luc phuc
vu. Tur két qua khao sat ¢6, nhom tac gia da
dé xuit ham y chinh sach nhu sau:

Tinh an toan bdo mat: Tang tinh bao
mat hé thdng co s dit liéu, tang cuong do
bao mat thong tin ca nhan va dir li€u tai chinh
cua khach hang. Ap dung cac cong nghé bao
mat hién dai, k§ thuat ma hoa, kiém soét truy
cap hé thong... dé chdng tin tic, hacker xAm
nhéap. Thuong xuyén kiém nghiém do an
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toan cta hé thong bang phuong phap danh
gia rui ro. Huéng dan khach hang cac quy
tic bao mat, phai c6 nhitng huéng din chi
tiét, d& hiéu vé viéc cp va st dung ma truy
cap va mat khau khi dang nhap ciing nhu
nhitng cam két dé dam bao an toan bi mat,
mat khau nguoi sir dung. Gia tang tinh bao
mat, an toan doi hoi khong chi cac giai phap
tir phia Ngén hang ma con can giai phap vé ha
tang, cong nghé thong tin, phap luat thuong
mai dién tr cia co quan quan ly nha nudc,
y thirc bao mat trong qua trinh st dung dich
vu cua khach hang.

Uy tin ngan hang: Nhan vién giao dich
khi tur vin cho khach hang phai tan tinh, &
rang va ludn thé hién tinh an toan trong giao
dich. Hon thé nira, ngan hang phai cung cip
13 rang cac thong tin vé cac didu khoan giao
dich dich vu, cam két thong tin dua 1én 1a
ding sy that va khong lam dung hinh thic
tiép thi. Pong thoi, xdy dung mot hé thong
bao mat thong tin khach hang, thong tin giao
dich mot cach tuyét dbi. Bén canh do, ngan
hang phai tang cuong tinh chinh xac cta cac
giao dich, phai c6 dich vu cham s6c khach
hang dé khach hang c6 thé phan hdi va nhan
duoc hd tro kip thoi tir tong dai dich vu néu
gap kho khan.

Chi phi hgp Iy: Ngan hang can cung cip
rd rang cac biéu phi, giai trinh vé timg chi
phi, tirng nd1 dung cac chi phi tuong ung,
dic biét 1a vé tinh bao mat thong tin khach
hang. Giam bot tat ca cac chi phi khong can
thiét nhung van dam bao chit lugng dich
vu cung cap, viéc lam giam chi phi khong
chi mang lai l¢i ich cho khach hang ma con
tang thém lugng khach hang str dung dich
vu. Tién hanh khao sat vé gia dich vu cta céac
ngan hang khéc dé diéu chinh chinh sach gia
dich vu hop ly, mang tinh canh tranh cao.
Cap nhat thong tin vé bién dong thi truong
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ciing nhu gia ca dich vu dé cing ¢6 long tin
ctia khach hang vé gia ca dich vu ciia BIDV.
Tang cudng lién két va hop tac voi nhiéu
ddi tac hon nita trong viéc thanh toan truc
tuyén va dua ra nhitng muc gia dich vu uu
dai cho khach hang khi thanh toan tryc tuyén
qua ngan hang.

Ning lue phuc vu: Thudong xuyén to
chirc khoa hoc vé giao tiép d6i voi giao dich
vién dé nang cao tinh than phuc vu khach
hang va cac khoa hoc nghiép vu dé nhanh
chong thuc hién dung va chinh xac céc giao
dich ctia khach hang, c6 thé giai quyét bat cir
cac khiéu nai, yéu cau phat sinh cta khach
hang. T6 chie thuong xuyén chuong trinh
“khach hang bi mat” va ddm bao duoc su
nghiém tac va bi mat cua chuong trinh dé
lanh dao cua ngan hang danh gid dugc thai
dod phuc vu cua nhan vién mot cach chinh
xéac. Chinh sach thuong phat dbi véi mdi
dot danh gia cua chuong trinh va cé nhitng
khuyén cdo, gop y dé cai thién dich vu khach
hang t6t hon.
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