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Torn tat: 

Bdi viit ndy nhdm muc dich tim hieu ve long tnmg thdnh cua khdeh hdng vd xde dinh cdc nhdn 
td tdc ddng len long trung thanh eua khach hdng ddi vai cdc ngdn hdng thuang mgi cd phdn 
tgi Viet Nam. Kit qud cfio thdy edc nhdn td thudc nhdm chdt luang dich vu, chi phi chuyin ddi 
vd trdch nhiem .xd hoi cd dnh hudng nhiiu nhdt vd co mdi quan he thugn chiiu voi long trung 
thdnh cua khdeh hdng. 

Tir khda: Idng trung thanh, ngan hang thuong mai, chat luong dich vu, chi phi chuyen ddi, gia, 
su hai Idng, trach nhiem xa hdi. 

A study on factors affecting customer loyalt> in retail banking 

Abstract: 

This paper aims to investigate customer loyalty and define factors that affect customer loyalty 
in the commercial banks in l^etnam. The results show that factors of service quality, switching 
behavior and coiporate social responsibility have biggest and positive effects on customer loy
alty. 

Keywords: loyalty, commercial banks, sei-vice quality, switching behavior, price, sastisfaetion, 
corporate social responsibility. 

1. Gioi thieu 

Trong bdi canh nen kinh te thi trudng vdi tdc do 
hpi nhap ngay cang nhanh va sau rpng thi viec duy 
tri khach hang cang trd nen quan trong hon bao gid 
het ddi \di cac ngan hang thuang mai. Cac ngan 
hang thuong mai tren the gidi tu lau da rat quan tam 
tdi \iec duy tri va phat trien Idng trung thanh ciia 
khach hang ddi vdi san pham \ a dich vu ciia minh. 
Hien nay d Viet Nam. cac ngan hang thuong mai 
dang cd xii hudng dich chuyen chien luac quan trj 
quan he khach hang lay khach hang la trung tam va 
Iudn coi trpng gin giir mdi quan he giiia ngan hang 
va khach hang. 

Xuai phat tu ly do tivn. vdi mong mudn phat triln 
\ a duy tri Idng trung thanh cua khach hang trong 
dich \y ban le cua cac ngan hang thuang mai cd 
phan d Vict Nam, muc dich cua nghien ciru nay la 

de xay dung va kiem dinh md hinh nghien cuu cac 
nhan td tac ddng len Idng trung thanh cua khach 
hang trong ITnh vuc ngan hang ban le dua tren ket 
qua nghien ciiu cua cac cdng trinh trudc day. Mdt sd 
nhan td cd anh hudng tdi Idng trung thanh ciia 
khach hang dugc tdng hgp trong nghien cuu nay 
gdm nhdm nhan td nhan thiic ciia khach hang ve 
dich vu (chat lugng dich vu va su hai Idng) va nhan 
thirc ciia khach hang ve dieu kien ciia thi trudng (chi 
phi chuyen ddi va gia) {Baumarm & cgng su, 2012). 
Them vao dd, nghien cuu nay bao gdm nhan td 
khdng lien quan den dich vu va thi tnrdng la nhan td 
trach nhiem xa hgi. Gan day, nhan td trach nhiem xa 
hgi ciia doanh nghiep da dugc sit dyng trong cac 
nghien ciiu ve md hinh Idng trung thanh ciia khach 
hang. Tuy nhien, phan Idn cac nghien ciiu ve trach 
nhiem xa hdi dugc tien hanh d cac nude phucmg 
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Tay, van cdn tuong ddi it nghien ciru dugc cdng bd 
trong bdi canh cac nude dang phat trien d chau A 
(Del Mar Garcia de los Salmones & cdng su, 2005); 
Rujrutana & Yaowalak, 2011) 

Tir ket qua nghien cim thu dugc, tac gia mong 
mudn xac dinh dugc cac nhan td tac dgng den long 
tmng thanh cua khach hang trong linh vuc ngan 
hang ban le vii dua ra cac giai phap de duy tri va 
thuc day su tnmg thanh cua khach hang, gdp phan 
nang cao tinh hieu qua, sire canh tranh va gia tang 
Igi nhuan bdn vihig cho ngan hang. 

2. Mo hinh nghien cuu va gia thuylt 

2.1. Long trung thdnh 

Theo Camana (2002), khach hang trung thanh la 
khach hang (a) thudng xuyen su dung mdt nha cung 
cap san phim/dich vu, (b) thuc su thich va daidi gia 
cao nha cimg cap va (c) khdng nghi ddn chuyen sir 
dung nha cung cap san phim/dich vu khac. Cd ba 
phuong phap tiep can chinh de nghien ciiu v^ long 
trung thanh cua khach hang: (1) phuong phap tilp 
can theo hanh vi, (2) phuang phap tiep can theo thai 
dg va (3) phuang phap tdng hgp gdm ca hanh vi va 
thai do. Theo Jones & Taylor (2007) thi tmng thanh 
hanh vi la ket qua lap lai haiih vi bao gdm y dinh 
mua hoae chudi hanh vi mua cua khach hang. Tmng 
thanh thai do la thai dd cua khach hang hudng tdi 
mdt nha cung cap dich vy (Dick & Basu, 1994; 
Pritchard & cgng su, 1999). Khach hang trung thanh 
khdng chi lam tang doanh thu cho ngan hang ma cd 
the l^m cho chi phi thu hiit khach hang mdi thap hon 
nhiing ngan hang khac (Beerli & cgng sy, 2004). Do 
vay, cac ngan hang phai nhan thiic dugc day dii ve 
vai trd va nhirng lgi ich quan trgng ma khach hang 
trung thanh dem lai de nd luc xay dung, duy tri va 
cimg cd long trung thanh ciia khach hang thdng qua 
viec am hieu cac nhan to cd kha nang tac ddng len 
Idng tnmg thanh cua khach hang. 

2.2. Chdt lupTig dich vu 

Cac khai niem ve chat lugng dich vy bat ngudn tir 
nghien cim hanh vi tieu dung va md hinh xac 
nhan/khdng xac nhan (Gronroos, 1984). Mot sd 
nghien ciiu cho rang khach hang danh gia chat 
lugng dich vu bang each so sanh viec cung cap dich 
vu thyc te vdi nhung gi ho mong dgi (Gronross, 
1984; Lehtinen, 1982). Oliver (1980) cho r5ng 
khach hang danh gia chat lugng dich vu la thap neu 
cam n h ^ khdng dap iing ky vgng va chat lugng la 
cao khi cam nhan vugt qua ky vgng. Mavri & Col

gate (2011) nghien ciiu hanh vi chuyen doi cua 
khach hang tai cac ngan hang d Hy Lap va thay rSng 
chat lugng ciia cac san pham/dich vu do ngan hang 
cung cap cd anh hudng tich cue den viec giam hanh 
vi chuyen ddi, tang Idng tmng thanh cua khach 
hang. Do do, trong nghien ciiu nay gia thuyet thii 
nhat dugc thiet lap nhu sau: 

HI: Co mdi quan he thugn chieu giira chdt lupmg 
dich vu vd long trung thdnh ciia khach hdng. 

2.3. Suhdi long 

Sy hai Idng ciia khach hang la mgt thuat ngir 
dugc sir dung rdng rai trong kinh doanh de danh gia 
san pham va dich vu cua mdt nha cung cap trong 
viec dap iing sy mong dgi cua khach hang. Nhieu 
nghien cim khang dinh rang su hai long cua khach 
hang la chia khda cho thanh cdng doi vdi kinh 
doanh trong dai han (Zeithaml & cdng sy, 1996). 
Cac ngan hang can phai hieu cac yen cau ve dich vu 
tir phia khach hang va nhan td nao anh hudng den 
viec cung cap dich vy va thai dd cua khach hang 
(Gerrard & Cunningham, 2001) De duy tri va gia 
tang sir dung dich vy tir khach hang, cac ngan hang 
can phai mang lai gia tn cho khach hang (Anderson 
& Jacobsen, 2000). Mdi lien he giiia sy hai Idng cua 
khach hang va Idng tmng thanh cua khach hang da 
dugc xac nhan tir nhieu nghien ciru trong linh vyc 
ban le. Hallowel (1996) tim thay mdi quan he thuan 
chieu giiia su hai long va ldi ndi (trung thanh thai 
do), Moutinho & Smith (2000) da chi ra mdi quan 
he thuan chieu giiia su hai long va hanh vi duy tri 
(tmng thanh hanh vi). Do dd, trong nghien ciiu nay, 
gia thuyet thii hai dugc thiet lap nhu sau: 

H2: Co mdi quan he thuan chiiu giira su hdi long 
vd long tmng thdnh ciia khach hdng 

2.4. Chi phi chuyen doi 

Chi phi chuyen ddi la nhan thiic ciia khach hang 
ve thdi gian, tien bac va nd lyc Hen quan den su thay 
doi nha cung cap dich vy hay chi phi tryc tiep ma 
khach hang cd the bd ra lien quan den qua trinh 
chuyin ddi tir nha cung cip nay sang nha cung cSp 
khac (Bumham & cdng sy, 2003). Cac nghien ciiu 
trudc day da chi ra ba loai chi phi chuyen ddi: (1) 
chi phi thii tyc cd hen quan chu yeu ve thoi gian va 
nd luc bd ra, bao gdm ca nhung rui ro ve kirih te, sy 
dmh gia, kien thiic va chi phi thiet lap; (2) chi phi 
tai chinh bao gdm cac chi phi tdn that tai chinh va 
Igi nhuan; va (3) chi phi lien quan den mdi quan he 
giira tam ly va cam xiic lo lang dya vao nhan thirc 
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sap mat hoae pha vd lien ket. Cac loai chi phi nay 
cd mdi quan he thuan chieu vdi viec duy tri Idng 
tmng thanh cua khach hang (Lam & Burton, 2006). 
Do do, trong nghien cim nay, gia thuyet thir ba dugc 
thiet lap nhu sau: 

H3: Cd mdi quan he thugn chieu giiia chi phi 
chuyen ddi vd Idng trung thdnh cua khach hdng. 

2.5. Gid 

Theo Zeithaml & cdng sy (1996), gia la mdt 
thugc tinh tai chinh lien quan den viec chi tieu de cd 
dugc san pham hoae dich vu. Gia ciing la mot yeu 
td quan trgng ciia ngudi tieu dung khi quydt dinh lua 
ehgn san pham dich vu thay the (Engel & cpng sy, 
1994). Ben canh dd, Mavri & Loanou (2008) cho 
rang gia la nhan td cd the anh hudng tryc tiep len 
Idng tmng thanh. Yeu td gia bao gdm lai suat, ty gia, 
phi, le phi, phu thu, phi dich vu, tien phat, phieu 
giam gia va/hoac chuong trinh khuyen mai (Keav-
eney, 1995). Do tinh chat phiic tap ciia nganh ngan 
hang, gia khdng chi bao gdm chi phi thyc hien va 
cac khoan phi ngan hang, ma cdn la lai suat huy 
dgng va cho vay (Gerrard & Curmingham, 2004). 
Trong nganh ngan hang, Gerrard & Cunningham 
(2004) cho rang miic gia cd anh hudng nhieu hon 
(so vdi 2 yeu td su sai Idi djch vu va sy khdng thuan 
ti?n ciia dich vu) trong viec anh hudng den su 
chuyen ddi ngan hang cua khach hang. Va viec ap 
dat phi cao hon cho khach hang cd the khuyen khich 
khach hang chuyen ddi, su khdng tmng thanh. Ndi 
chung, nhan thuc ve gia khdng thuan Igi cd the anh 
hudng den khach hang trong chuyen ddi ngan hang 
(Clemes & cgng sy, 2007; Campbell, 1999). Hay sy 
thuan Igi \ e gia (lai suat huy dgng cao, lai suat cho 
vay thap, phi dich vu thap) cd anh hudng giam sy 
chuyen ddi cua khach hang, giup tang sy tmng 
thanh ciia khach hang vdi cac ngan hang. Do do, 
trong nghien ciiu nay, gia thuyet thii tu dugc thidt 
lap nhu sau: 

H4: Cd mdi quan hp thugn chiiu giira su thugn 
Ipi ve gid vd Idng trung thdnh cua khdeh hdng. 

2.6. Trdch nhiem xd hpi 

Nhan td trach nhiem xa hdi la nhan td mang lai su 
khac biet yong cac nghien cuu ve Idng tmng thanh, 
dac biet la long tmng thanh ciia khach hang ddi voi 
cac ngan hang thuong mai. Carroll (1979, 1991) md 
ta trach nhiem xa hdi bao gdm nhimg ky vgng 
kinh te, phap ly, dao due va tir thien yong xa hdi 
td chue. Dinh nghia nay da dugc chip nhan kha 

rdng rai (Mohr & cdng su, 2001; Del Mar Garcia de 
los Salmones & cgng sy, 2005). Carroll (1999) cQng 
ghi nhan rang cac doanh nghiep thyc hi$n cac myc 
tieu trach nhiem xa hgi dya tren cac chuan myc xa 
hdi. Hoat dong cy the ciia cac doanh nghiep phu 
thugc vao sy ty nguyen, mong mudn tham gia cua 
cac doanh nghiep ma khdng dya tren cac yeu cau 
bat bude cua phap luat, nham gia tang cac dinh 
hudng vd chidn luge dinh vi doanh nghi?p. Cac ho^t 
ddng trach nhiem vdi xa hgi bao gdm ddng gdp tir 
thien, thyc hien chuong trinh cho ngudi cai nghi?n 
ma tiiy, dao tao cho nhihig ngudi that nghiep gap 
khd khan va giup dd cac tmng tam cham sdc cho 
ngudi gia (Carroll, 1999). Hay trach nhiem xa hgi 
bao gdm 14 hoat dong the hi$n trach nhi?m vdi 4 
ben nhu: Hd trg cgng ddng, trach nhi?m vdi nhan 
vien, trach nhiem vdi dich vu san pham cung cap va 
trach nhiem vdi mdi tnrdng (Rujmtana & Yaowalak, 
2011). Nghien cuu da chi ra trach nhiem xa hgi cd 
mdi quan he tich eye vdi long tmng thanh thai dd va 
miic do nhan nhiin thiic ve trach nhiem xa hdi d 
Thai Lan cdn tuong ddi thap (Rujrutana & 
Yaowalak, 2011) Del Mar Garcia de los Salmones 
& cdng sy (2005) nhan thay cd mdi quan he tich eye 
giiia trach nhiem xa hdi va Idng trung thanh ciia 
khach hang. Do dd, trong nghien ciiu nay, gia thuyet 
thii nam dugc thiet lap nhu sau: 

H5: Cd mdi quan hi thugn chieu gma trdch 
nhiem xd hpi vd long tmng thdnh eua khdeh hdng. 

Hinh 1 trinh bay md hinh va cac gia thuyet 
nghien ciiu dugc de xuat trong nghien ciiu nay. 

3. Phtftrng phap nghien cihi 

3.1. Thiit ki nghiin eiru 

Xay dung thang do va thu thap dii lipu trong 
nghien ciiu dugc thyc hien qua ba buoc chinh: (I) 
tien hanh nghien ciru dinh tinh so bd thdng qua sir 
dung phuong phap thao luan nhdm trgng tam nhim 
kiem tra do phu hgp va hieu chinh md hinh ly 
thuyet, dam bao thang do xay dyng phu hgp vdi ly 
thuyet; (2) sir dung ky thuat phdng van tryc tiep 
nham danh gia gia tri va do tin cay ciia cac khai 
niem nghien ciiu thdng qua mau gom 150 quan sat; 
va (3) nghien ciiu djnh lugng dugc tifin hanh nhSm 
thu thap dir lieu so cap, phan tich dir li?u, kiem dinh 
thang do, kiem dinh cac gia thuyet nghien ciiu va 
md hinh nghien ciiu thdng qua miu gdm 556 quan 
sat tai 3 dia phuang la thu do Ha Ndi, thanh phd Da 
NSng va thanh pho Hd Chi Minh. 
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Hinh 1: Md hinh nghiSn cuu 

Yeu to 
cdm 
nhgn 

cuaKH 
viDV 

Yiutd 
nhgn 
thirc 

cuaKH 
vi thf 

trucmg 

Yiu td 
trdch 
nhifm 
xa hpi 

Ldng tmng thanh 

3.2. Thang do 

Thang do Idng tmng thanh dugc tac gia sir dung 
dya tren nghien cuu ciia Augusto de Matos & cgng 
sy (2009) gdm 09 cau hdi trong do: 05 cau hdi do 
ludng ldng tmng thanh thai do the hien qua sy cam 
nh^n, thai do cua khach hang ddi vdi ngan hang 
chinh va 04 cau hdi do ludng ldng tmng thanh hanh 
vi, danh gia bdi hanh vi khach hang da sir dyng va 
se tiep tyc duy tri, su dung san pham dich vu ciia 
ngan hang trong nhihig nam tidp theo. 

Thang do chat lugng dich vu gdm 22 cau hdi tir 
thang do ciia Parasuraman & cgng sy (1988) \a 02 
cau hdi bd sung ciia tac gia sau khi thao luan nhdm 
vdi sy thdng nhat cao do ludng chat lugng dich vy 
tren cac phuang dien cam nhan ve phucmg tien hiiu 
hinh (05 cau hdi), cam nh în \ e do tin cay (06 cau 
hdi), cam nhan \ e khia canh dap iing (04 cau hdi), 
cam nhgn vd nang lyc phyc vy (04 cau hdi) va cam 
n h ^ v^ khia cgnh ddng cam (05 cau hdi). 

Thang do ve su hai long dugc sir dyng theo thang 
do ciia Augusto de Matos & cdng sy (2009) gdm 29 
cau hdi trong dd: 12 cau hdi ve su hai long vdi chi 
nhanh, S c§u hdi vdi sy hai long ve he thdng ATM, 
06 cau hdi ve sy hai Idng vdi djch vu khach hang ca 
nhan, va 06 cau hdi ve su hai Idng ve thdng tin. 

Thang do ve chi phi chuyen ddi cung dugc sii 
dung theo thang do cua Augusto de Matos & cdng 
sy (2009) gdm 7 cau hdi trong dd: 04 cau hdi ve chi 
phi thu tuc, thdi gian va 03 cau hdi ve chi phi 
chuyen ddi ve tai chinh. 

Thang do \ e gia dugc tac gia ap dung theo nghien 
ciiu cua Gerrard & Cunningham (2004) trong do 03 
cau hdi theo nghien ciiu gde, bd sung them 02 cau 
hdi tir thao luan nhdm voi sy thdng nhSt cao yong 
nhdm thao luan. 

Thang do ve trach nhiem xa hgi su dung theo 
nghien cim ciia Carroll (1999) va Rujmtana & 
Yaowalak (2011). Thang do gdm 14 cau hdi do 

S^ 221 thdng 11/2015 Kiiiliieihattriei] 



ludng trach nhiem xa hdi ciia khach hang, trong do: 
05 cau hdi ve yach nhiem vdi cgng ddng, 04 cau hdi 
ve trach nhiem xa hdi ve mdi quan he vdi nhan vien, 
02 cau hdi ve viec dinh hudng cho san pham dich 
vy, va 03 cau hdi ve hd trg mdi trudng. 

Bang cau hdi dugc sir dyng trong giai doan 
nghien ciiu chinh thiic gdm 88 cau hdi de do ludng 
cac bi6n quan sat, cac cau hdi trong bang hdi dugc 
dich tir tieng Anh sang tieng Viet va tir tieng Viet 
sang tieng Anh nham dam bao ngi dung va nghia 
khdng thay ddi, cau tir dugc trau chudt dam bao cho 
ngudi dgc de hieu, khdng hieu sai khac. 

Phieu cau hdi cua nghien ciiu gdm hai phan: phan 
mdt la nhiing thdng tin chung cua khach hang tap 
trung khao sat bien nhan khau hoc va kinh nghiem sir 
dyng dich vu ngan hang cua khach hang. Cac cau hdi 
dugc xay dung theo hudng lya chpn, don gian. Phan 
hai la tap hgp cac cau hdi nham muc dich tim hidu 
quan diem, y kien cua khach hang tham gia phdng 
van ve cac nhan td tac ddng den ldng trung thanh cua 
khach hang. Cac cau hdi sir dung thang do Likert 5 
diem, quan diem ngudi tta ldi bien ddng tir miic 1 — 
Hoan toan khdng ddng y, 2 = Khdng ddng y, 3 = 
Binh thudng, 4 = Ddng y, 5 = Hoan toan ddng y 

3.3. Phuong phdp xu ly sd lieu 

Ket qua khao sat dugc cap nhat, ma hda, va thuc 
hien kiem ya dd tin cay ciia cac thang do trudc khi 
thyc hien phan tich qua phan mem SPSS 22. Neu he 
sd tin cay Cronbach's Alpha >0.7 thi thang do cd do 
tin cay cao. Phan tich nhan td kham pha EFA 
(Exploratory Factor Analysis) cho phep nit ra cac 
trgng sd ciia cac bien quan sat de tien hanh so sanh 
loai bd hay giu lai yong nghien ciiu. Tac gia sir 
dung phuong phap phan tich hdi quy danh gia miic 
dg anh hudng ciia cac nhan td, nhdm nhan to len 
bien phy thudc. Nhiing nhan td cd he so P Idn se cd 
miic anh hudng cao len bidn phu thudc. Nhung nhan 

td cd he so p am se cd anh hudng ngugc chieu va 
ngugc lai. 

Ket qua kiem dinh he sd tin cay cac thang do sii 
dung cho thay do tin cay cao cua cac thang do (he 
sd Cronbach's Alpha tir 0.839 d^n 0.974). Hon nua, 
cac gia dinh de chay md hinh hdi quy deu thda man. 

4. K£t qua nghiSn cihi 

Sau khi chay md hinh hdi quy, he sd R^ = 0.733, 
do do 73.3% thay ddi ciia bien phu thugc (Idng 
trung thanh) dugc giai thich bdi 5 bien dgc lap. Gia 
tri F = 299.630, P-value nhd hon 0.05, do do bac bd 
gia thiet toan bg cac he sd hdi quy bang 0. 

Md hinh hdi quy bdi thu dugc: 

LTT = -0.093+ 0.746*CLDV + 0.076*SHL+ 
0.075*CFCD+ - 0.014*GI+ 0.093*TNXH + e 

Vdi dd tin cay 95% thi sig. < 0.05 cd y nghia. Cd 
3 bidn gdm CLDV, CFCD va TNXH cd y nghia 
thong ke (sig. = 0.000, sig. = 0.004 va sig. = 0.011 
<0.05). Ba bien cd he sd p >0, do dd 3 bien nay cd 
mdi tuang quan duong vdi Idng tmng thanh ciia 
khach hang ciia ngan hang thuong mai. 

Hai bien cdn lai gdm SHL (sy hai long), va GI 
(gia) mac dii cd mdi quan he duong va am, tuy 
nhien nd khdng cd y nghia thdng ke do cd sig. tuong 
iimg = 0 126 va 0.632 deu > 0.05. 

Trong md hinh nghien ciiu nhan td nao cd he sd 
P chuan hda Idn nhit se cd anh hudng nhieu nhat 
den bien phu thugc. Nhu md hinh hdi quy bdi neu 
yen, nhan td CLDV cd he so p = 0.707 la Idn nh4t 
nen tac dgng nhieu nhat ddn long trung thanh, ti6p 
do la nhan td TNXH vdi he sd p = 0.094, CFCD vdi 
he sd p = 0.072. 

Ket qua phan tich hdi quy cho thay gia thuyet H1, 
H3, va H5 trong md hinh nghien cim dugc chap 
nhan. 

Bang 1: Cac he so hdi quy 

Model 

1 (Constant) 
CLDV 

SHL 

CFCD 

GI 

TNXH 

Unstandardized Coefficients 
B 

-.093 

.746 

.076 

.075 

-.014 

.093 

Std. EiTor 

.156 

.042 

.050 

.026 

.029 

037 

Standardized Coefficients 

Beta 

.707 

.069 

.072 

-.014 

.094 

t 

-.594 

17.802 
1.534 

2.921 
-480 

2.539 

Sig. 

.552 

.000 

.126 

.004 

.632 

.011 
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5. Ket luan v i h u ^ g nghien cihi tiep theo 

Ket qua phan tich hoi quy cho thay, cac nhan td 
gdm chat lugng dich vu, chi phi chuyen ddi va frach 
nhi?m xa hoi cd y nghTa thdng ke va c6 mdi tuong 
quan duong ddi vdi Idng tmng thanh cua ngan hang 
thuang mai. Ba nhan td nay cimg la cac nhan td cd 
h? sd beta Idn, the hien quy md anh hudng Idn ddi 
vdi bien phy thudc la long tnmg thanh. Md hinh 
nghien ciiu giai thich dugc 73.3% su thay ddi ciia 
Idng tmng thanh. Kdt qua phan tich nghien cim cho 
thay: (1) Chit lugng dich vu cd tac ddng thuan chigu 
vdi ldng yung thanh cua khach hang. (2) Chi phi 
chuyen ddi cd tac dgng thuan chieu vdi long tmng 
thanh ciia khach h^ng. (3) Trach nhiem xa hgi cd tac 
ddng thuan chieu vdi ldng tmng thanh cua khach 
hang. 

Nhu vay, de duy tri, phat huy, ciing cd va tang 
cudng long tmng thanh cua khach hang ddi vdi 
ngan hang thuong mai, cac nha quan ly ngan hang 
can tap tmng day manh cai thien cac y8u to thugc vk 
nhdm ba nhan td tren. 

Thii- nhdt, ddi vai viec nang cao chat lugng dich 
vu, cac ngan hang can: 

- Thudng xuyen danh gia chit lugng cam nhan 
cua khach hang thdng qua viec khao sat, thu thap 
thdng tin tu khach hang hien tai. Tir dd, cac ngan 
hang se tim ra va hieu dugc cac ndi dung can cai 
tien de nang cao chit lugng dich vy va cd thu tu im 
tien khi tien hanh cai tien. 

- Tilp tyc tao sy tin cay ddi vdi khach hang thdng 
qua viec thyc hi?n giao dich chinh xac, giU Idi hua 
va minh bach thdng tin. Xay dung mdi trudng ban 
le hi^n dai, nang cap va tang ham lugng cdng nghe 
cho san pham va dich vu cung cip tao thuan tien cho 
giao dich ciia khach hang cd the thuc hien tai mgi 
nai, mgi thdi diem, gdp phan tao mdi quan he tich 
eye giua ngan hang va khach hang. 

Thir hai, chi phi chuyen ddi cd tac ddng thuan 
chi^u vdi long tmng thanh ciia khach hang, vi the 
giai phap ddi vdi nhdm chi phi chuyen ddi gdm: 

- Thi6t ke thii tyc, di6u kien chinh sach de rang 
buoc giu chan khach hang va gia tang cac chi phi 
neu khach hang chuyen ddi nham giii chan khach 
hang 

- Cd cac chinh sach uu dai vd thii tyc, thdi gian 
giao dich (khach hang VIP, tich diem), uu dai \ e tai 
chinh (miic phi. khuyen mai) dS khuyen khich 
khach hang duy tri su dyng dich vu va thu hiit, giu 
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chan khach hang trong dai han. 

Mong dgi cua khach hang ddi vdi cac hoat ddng 
trach nhiem xa hgi ciia ngan hang din d6n danh gia 
tdt hon ve chat lugng dich vu, vi thd cac giai phap 
ddi vdi nhdm trach nhiem xa hgi gom: 

- Cac ngan hang can chu ddng toi da hda ngan 
sach de trien khai nhidu chuong trinh yach nhiem 
xa hdi. Cac ngan hang cd the xem xet tham gia mgt 
sd chucmg trinh xa hgi nhu hd Xrg cgng ddng va mdi 
trucmg, cai thien mdi quan h? vdi ngudi lao dgng, 
tao hinh anh tdt ddi vdi khach hang. 

- Trien khai cac chuong trinh tu thi?n, giup do 
ngudi cd hoan canh khd khan, tai yg hgc bong cho 
sinh vien, hd tig cac chuong trinh nghien ciiu khoa 
hgc nham hd yg cgng ddng da dugc toan xa hdi va 
dac biet la khach hang ghi nhan. 

- Phan loai khach hang va xay dyng cac chinh 
sach phii hgp vdi tiing nhdm theo dac diem nhan 
khau hgc nhu gidi tinh, nghe nghiep, do tudi,... de 
thu hiit giii chan khach hang tdt hon. 

Mac dil nghien ciiu nay bude dau da chi ra dugc 
cac nhdm nhan td cd tac ddng va anh hudng Idn 
nhit ddi voi Idng tmng thanh ciia khach hang va tir 
do giiip cac ngan hang dua ra cac giai phap phii hgp 
vdi timg nhdm nhan td, giup duy tri va thiic day 
Idng tmng thanh ciia khach hang ddi vdi ngan hang 
thuang mai. Tuy nhiSn, van cdn mdt so han ch8 cin 
dugc luu y cho nghien ciiu trong tuong lai nhu md 
rdng nhdm khach hang nghien ciiu. Nghien cuu 
hien tai mdi gidi han ddi vdi nhdm khach hang ca 
nhan, chua bao gdm ddi tugng hd gia dinh va khach 
hang doanh nghiep. Thir hai, md rgng kieh thudc 
mau va dia ban nghien cim. Nghien ciiu nay trien 
khai cho ba dia ban la Ha Ndi, Da Ning va thanh 
phd Hd Chi Minh. Thir ba, ngoai cac nhdm nhan td 
dugc nghien ciiu gdm cam nhan ve dich vu, yku td 
thi trudng, yach nhiem xa hdi va dac diem nhan 
khau hgc, cd the cd cac nhdm nhan td khac anh 
hudng tdi ldng tmng thanh ciia khach hang ma 
nghien ciiu nay chua xac dinh Cac nghien ciiu tidp 
theo cd the nghien ciru ve nhan td gia de tidp tuc 
kiem dinh sy tac dgng ciia nhan td nay len Idng 
tnmg thanh hay nhan td yach nhiem xa hgi do chua 
cd nhieu nghien ciiu ve tac dgng ciia nhan to nay doi 
vdi cac thi tmdng mdi ndi nhu Viet Nam de cd cai 
nhut so sanh va sau sac ve anh hudng ciia van hda 
khac nhau len Idng tmng thanh cua khach hang. 

Cac ngan hang thuong mai d Viet Nam cd thi 
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phat trien each tiep can dich vu khach hang lam cung cap se mang lai sy hai Idng cho khach hang va 

trung tam de iing xii vdi khach hang va tranh dugc lam cho hg d lai ttong khi thu hut nhung ngud i mdi 

xu hudng khach hang chuyen sang sir dung dich vy vdi mdt chi phi chuyen ddi phu hgp. Nghien ciiu 

cua mgt ngan hang canh hanh . Bang each xac djnh nay ddng vai y d la nen tang de cac ngan hang cd the 

nhung gi khach hang mong dgi va cam nhan ddi vdi phat trien cac chinh sach giup cai thien \ i e c cung 

ch i t lugng dich vu, cac ngan hang cd the chinh sua, cap dich vu ban le tdng the vdi chi phi chuyen ddi, 

thidt k6 hoae ddng gdi lai cac hoat ddng dich vu ban trach nhiem xa hgi phu hgp de nang cao chat lugng 

le va thik kd rieng dd dap iing cam nhan va ky vgng dich vu, tang sy hai long va Idng y u n g thanh ciia 

ciia khach hang. Bang each nay, cac dich vu ban le khach h a n g . O 
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