
TAI CHiNH-TIENTE 

^0ng dung mo hinh nhan to kham pha phan tich 
yeu to anh hadng den chdt luong djch vu 

khdch hang ca nhan 

NGUYEN THI XUAN HU'ONG 

^ ^ ghien cOu i/ng dung md hinh phdn tich nhdn to'khdm phd di tim, hUu cdc yeu tdanh 
^ ^ hudng den chdt lUdng dich vu khdch hdng cd nhdn tai Ngdn hdng thi&mg mai cdphdn 

Ddu tu va phdt trien, chi nhdnh Dong Nai; sdlieu phdn tich diM tren diiu tra khdeh hdng. Ket qud 
cho thdy co 4 nhom nhan td'dnh hUdng den chdt lUc/ng dich vu khdch hdng cd nhdn: tiin ich dich 
vu; sU thudn tiin trong giao dich; tdi sdn hi/u hinh vd ky ndng chdm sdc khdeh hdng. Tit ket qua 
phdn tich ndy, nghien ci/u dUa ra mgt so'ggi y chinh sdch nhdm ndng cao chdt li/ffng dich vu khdch 
hdng cd nhdn cho Ngdn hdng thutfng mgi co phdn Ddu tU vd phdt triin, chi nhdnh Dong Nai. 

Tfi khoa: chdt lUOng dich vu; dich vu khdch hdng cd nhdn; phdn tich nhdn to'khdm phd, 
phdt triin dich vu ngdn hdng, marketing. 

1. D a t va^n de 

Trong mdi tnfdng canh tranh Men nay, 
khach hang dadc xem la nhan td'quyd't dinh sii 
tdn tai eua doanh ngMep. Nen kinh td' cang 
canh tranh, quydn Iflc cua khach hang cang 
ldn, do vay thda raan tdi da nhu cau cua khach 
hang la muc tidu sd'mdt cua mpi doanh ngMdp. 
Vdi cac ngdn hang thadng mai, nhdm khach 
hang ca nhan thdng thadng la nhdm khach 
hang quan trpng nhtft bdi so' Ifidng ldn va cac 
boat dpng giao dich da dang. Tuy nMdn day 
cung la nhdra khach hang cd nhu cau da dang 
va ludn bie'n ddng nen vide thda man td't nhu 
clu eiia nhdm khaeh hang nay la vide khd 
khan ciia cac ngan hang. 

Tang cfidng kha nang dap flng nhu clu cua 
khach hang ddng ngMa vdi vide nang cao chtft 
Ifidng dich vu cung ctfp. Chtft Ifidng dich vu 
cang cao, mfic do thoa man ciia khach hang 
cang ldn. Do vay, viec tim ra eac ye'u to' anh 
hfidng dd'n mfic dp hai ldng cua khach hang la 
can cfi quan trpng de xay dflng td't cac giai 
phap nang cao chtft Ifldng dich vu, nang cao 
Mdu qua kinh doanh cua ngan hang. 

Phan tich nhan td' kham pha dfldc sfl dung 
de tdm tat hoac thu nhd dfl heu. Ndi each khae 
tfl tap hdp n bid'n quan sat dfidc rut gpn thanh 
k bien dfla tren mdi quan he tuye'n tinh giiia 

cac bid'n quan sat vdi nhan to' dai dien. Ung 
dung md Mnh nay trong phan tich cac nhan to 
anh hfldng den chtft Ifldng dich vu nao dd bli^ 
each lay y Men khaeh hang ve mdt loat cac tieu 
cM hen quan. Tfi kd't qua quan sat, md hinh se 
phdn tich nhdm cac tidu cM nay lai dd xac dinh 
cac nhan td Mnh thanh nen chtft Ifldng dich vu. 
NgMdn etfu nay dfldc ting dung cho phan tich 
nhan to' anh hfldng de'n cha't Ifldng dich vu 
khach hang ca nhan (KHCN) tai Ngan hai^ 
thfldng mai cd phan D l u tfl va Phat tridn Viet 
Nam (BIDV), cM nhanh Dd i^ Nai. 

2. Phtfctog phap ngh ien cfiu 

2.1. Casd ly thuyet 

Parasuraman, Zeithaml & Berry (1985, 
1988, 1990) dfldc xera la nhting tac gia dlu 
tidn ngMdn cflu chat Ifldng dich vu rapt cacfa 
cu thd va cM tiet vdi viec dfla ra rad hinli 
khoang each trong chat Ifldng dich vu va bo 
thang do Serqual. Day la md hinh i^Mdn ciiu 
chtft Ifldng dich vu pho bie'n va dfldc ap dui^ 
nhieu nha't t rong cac ngMen cflu marketing. 
Theo Parasuraman et. al, cha't lfldng dich vu 
khdng the xac dlnh chung chung ma phu 
thudc vao cam nhan cua khach hang doi vS 
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UTng dung mo hinh nhan tft'. 

dich vu dd va stf cam nhan nay dfldc xem xet 
trdn nMeu yeu td'. 

D l u tidn, Parasuraman et al (1985) da gidi 
tMeu md Mnh phan tich khoang each (GAP 
analysis model). Md Mnh nay cd 10 thanh 
phln, do theo thang diem Likert (5-7 mfic dp) 
de do Ifidng ridng biet nhfing mong ddi va cam 
nhan thfic te cua khach hang vd chtft Ifidng 
dich vu. Sau nay Parasuraman et al (1988) da 
hidu cMnh Iai thanh md Mnh chtft Ifidng dich 
vu (Service quality model SERQUAL) xem xet 
hai kMa canh chu yd'u cua chtft Ifidng dich vu 
la ket qua dich vu (outcome) va cung cap dich 
vu (process) qua vide ke't hdp va chpn lpe Iai 
thang do 5 thanh ph ln , cu the nhfi sau: (1) dp 
tin cay - rehabihty; (2) tinh dap fing -

BANG 1: Cac y^u to' a n h hvtdng d e n sfi 
BIDV 

responsiveness; (3) phfldng tien hfiu Mnh -
tangibles; (4) nang Iflc phuc vu - assurance; 
(5) sfl cam thdng - empathy. 

Parasuraman & ctg (1991) da khang dinh 
r i n g Serqual la thang do hoan chinh vd chtft 
Ifldng dich vu, dat gia tri va dp tm cay va cd 
the dfldc ling dung cho mpi loai hinh dieh vu 
khac nhau. 

2,2. Mo hinh nghien ciiu 

De nhan dien eac nhan td' anh hfldng de'n 
chtft Ifldng dieh vu KHCN cua BIDV Ddng 
Nai, ngMen ctiu tham khao y kie'n cae nha 
quan ly, ddng thdi thdng qua dieu tra thfi dd 
xac dinh cac cM tieu hinh thanh chtft Ifldng 
dich vii KHCN cua cM nhanh vdi 5 thang do 
va 23 Men quan sat (bang 1). 

h a i l ong c u a k h a c h h a n g vdfi d i ch vu KHCN-
D o n g Nai 

I Tieu thurc 
Do tin^c|y 
DTCl 
DTC2 

DTC4 

ThOng tin cung cfip cho khaeh h^ng d% dii vji kip thffi 
Thdi ̂ ian xiijy^cac giao dieh dudc thuc hifln dting hen, nhanh chong 
Ngan hkig thurc Men diing nhiing cam ket vdi khacJi hang 
Baojnat tdt th6ng tin v& giao dich eua khiich hang 

Ky nSng cham soe khich hang 
KNCSl 
KNCS2 
'KNCS! 
KNCS4 

Nhan vien phuc vu khdeh hang tfln tinh va thSn thifln _ 
Nhan vien xirjj' n ^ i e p vu nhaih chong va chinh xae 
frung tam chSm sdc kh^ch himg cham soe khaeh hang tdt 
Nhan vifln bigt quan tftm dgn khdch hang v^ sSn sang tir vSn, giup da khach hjttig kip thcri 

KNCS5 Nhiing thae mac, khifl'u nai eiia khiich hang luOn duac giai quygt thoa dang, nhanh chong 
KNCS6 Nhan vien ngSn hang du kijn thiic, tnnh d6 nghiep vu d^_tralcn_c^c thic mic c u a l ^ ^ 
Su thuan tien _ _ 
TTI ' ' " ' ' """" """" 

.iri.,. 
TT4 

Thai gian phuc vu cua ngfln hang hop ly va thugn tifln 
Thu tuc giao djch cua ngan hang don gian, nhanh ehong 
fh6ng tin (web, td rcri guang cao,...) gi6i thiflu vg san ph^m, djch vu dfl tigp can 
fien nghi phuc vu khSch hang ttft {may m6c hifln dai, ch6 ng6i ttft, dieh vu Intemet, b^o, n\i6c 
utfng, nha vesinh, noi gig xe...) 

Tdi san hiiru hinh 
Tai liflu, td rcri gioi thigu vejan p h ^ djch vu ehi tiet, diiy du 

TSHHl 

TSHH2 

Tifln ich dich vu 

fibvi 

f r u j d ^ u J Y giao djch ciia ngan h ^ g hien dai, thuSn tien ____ 
Ngan hflng c6 mang ludi giao dich (chi nhdnh, phong giao djch, miy ATM, POS) dupc phan btf 
rang khap, dfl nhan biflt dap iing nhu cia cua khach hang 
Hfl thtfng AfNlTOSAntemet hoat dQng th6ng sutft, lifln tuc 
Chiing tit giao djeh, mgu bi^u ngin gon. dfl hi^u ____..__^__ 
Nhan vifln ngan hang an mac lich su, gon g^ng ^ 

T1DV3^ 
Sit haj jonj 
SAT " J 

Danh muc, tifln ieh san phdm. dich vu cua ngfln hang da dang, dap iJng nhu cdu ciia khdch h ^ g 
Ngfln hdng cd nhigu chuang trinh khuygn mai, im dai hdp dSn, thigt thuc danh cho khach hang, 
ehinh sdch cham soe khach hang ttft _ _ _ _ . ^ 
Nganjidjig c6 mfc phi dich vu, lai sudt hop ly. canh tranh 

Anh/chi hfli long vdi chdt iugng dich vu KHCN cua BIDV DN 
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ling dung mo hinh nhdn td', 

Cac tieu chi danh gia eua khach hang 
dfldc do Ifldng bang thang do Likert 5 dp: 5: 
hoan toan ddng y, 4: ddng y mdt ph^n, 3: 
khdng y kidn, 2: khdng ddng y mot ph^n, 1: 
hoan toan khdng ddng y. 

Thdng qua phan tich nhan to' kham pha 
(EFA), cac nhan td' anh hfldng se dfldc xac 
dinh va kiem dinh do tin cay trong thd'ng ke. 

2.3. Mo hinh dinh lugng 

Mflc do hai Idr^ cua khach hang vdi chUii 
Ifldng dich vu KHCN d BIDV Ddng Nai dfldc xai 
dinh thdng qua md Mnh hdi quy tuydn tinh sau: 

SAT = f (DTC, KNCS, TT, TSHH.TIDV) 
3. Ket q u a n g h i e n cufu 
3.1. Dae trUng mdu nghien citu 
Nghien cflu nay dfldc tid'n hanh dfla tren 

160 ralu didu tra, kdt qua thd'ng ke cac dac 
trflng cd ban cua mau (bang 2) 

BANG 2: D a c t r i i ng cd b a n c u a mtfu d idu t r a 

Chi tieu 

Gidi tfnh 

Thdi gian 
giao djeh 
vdi ngfln 
hflng 

Djch vu sii 
dung 

Stf iugng 
ngfln hang 
giao dich 

Nam 

NO 

T6ng 

< 1 n̂ m 

1- 3 nam 

3-5 nam 

> 5 nam 

T6ng 

Dich vu tien gtri, tifit kiem 

Dicli VII tfn dung ( vay vfin, bao lanh...) 

Dich vu thanh toan (chuyan tiln, Ihu chi ho...) 

Dich vu The ( ATM, VISA, MASTER...) 

Dich VIJ ngan hang dien ttt {phone banking, intemet banking...) 

Djch vu thanh todn qu6c te, chuyin tiln 

Dich VII khac 

Tdng 

1 

2-3 

>3 

Tdng 

So luong 
(ngirili) 

63 

97 

160 

17 

39 

47 

57 

160 

149 

78 

157 

128 

77 

67 

43 

699 

57 

77 

26 

160 

Tjle(%) 

39,375 

60,625 

100 

10,625 

24,375 

29,375 

35,625 

100 

21,32 

11,16 

22,46 

18,31 

11.02 

9,59 

6.15 

100,00 

35,625 

48,125 

16,25 

100 

Nguon: Sfi lieu dilu Ira ciia tac gia. 

Qua tong hdp dac diem mSu dieu t ra cho 
tha'y nhQng Ithach hang duoc dieu t ra la 
nhang khach hang co nhieu kinh nghiem, sii 

dung nhi^u dich vu khong chi ciia ngan hang 
BIDV Dong Nai, ma con cila nhieu ngSn 
hang khac. Day ia co sb tot de ho co nhiing 
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UTng dung mo hinh nhdn ttf . 

danh gia khach quan ve chd't Ifldng dich vu 
KHCN cua BIDV Ddng Nai. 

3.2. Kdt gud phdn tich nhdn td khdm. 
phd 
3.2.1. Kit qud kiim dinh chdt lUdng thang 
do 

Kiem dinh cronbach alpha dfldc sfl dung 
de kidm dinh cha't Ifldng thang do. Cac thang 
do dfldc eho la phu hdp vdi nghien cflu kM he 
sd' Cronbach alpha > 0,6. 

Kd't qua kid'm dinh chd't Ifldng thang do 
trong nghidn cflu nay the hidn trong bang 3. 

BANG 3: Ket q u a kid^m d i n h C r o n b a c h a l p h a 

TT 

1 

2 

3 

4 

5 

Thang do 

DTC 

KNCS 

TT 

TSHH 

TIDV 

Bien ddc tnmg 

DTCl, DTC2, DTC3, DTC4 

KNCSl, KNCS2, KNCS3, KNCS4, KNCS 5. KNCS6 

TTI, Tr2, Tr3, TT4, Tr5 

TSHHl, TSHH2, TSHH3. TSHH4. TSHH5, 

TIDVl, TIDV2, TIDV3 

Cronbach alpha 

0,793 

0.826 

0.799 

0,816 

0,789 

Chu thich: DTC: d6 hn cfly; KNCS: ky nflng eham sdc; TT: thuan tidn; TSHH: tai san hiiu Mnh; TIDV: tifin ich djch v 

Qua ke't qua k i lm dinh cho thd'y ca 5 
thang do deu cd hd sd Cronbach alpha > 0,6, 
chflng td sd' lieu dieu t ra phu hdp cho nghien 
cflu. 

3.2.2. Kit qud phdn tich EFA 

(1). Kiem dinh tinh thich kdp ciia mo hinh: 

Trong phfldng phap EFA, thflde do KMO 
(Keiser - Meyer - Olkin) dfldc svt dung de 
danh gia mflc do thich hdp ciia md Mnh. Md 
Mnh dfldc cho la phu hdp vdi dfl lidu nghidn 

cflu tri Sd nay thoa man nam trong khoang 
0,5-1, tflc 0,5 < K M 0 < 1 . 

(2). Kiim dinh mdc do tUcfng quan cua 
bien quan sdt vdi bidn dgi diin: 

Sfl dung kidm dinh Bartlett dd xem xet 
mflc dp tfldng quan cua cac bien quan sat vdi 
bie'n dai dien. Khi mflc y nghia cua kiem 
dinh Bartlett < 0,05, ta cd the kd't Man cac 
bid'n quan sat cd quan he tuyen tinh vdi bid'n 
dai dien (bang 4). 

BANG 4: Ket q u a kie'm d i n h KMO a n d B a r t l e t t 

Kaiser-Meyer-Olkin Measure of Sampling Adequacy. 

Bartlett's Test of Sphericity 

Approx. Chi-Square 

df 

Sig. 

.803 

1633.394 

253 

.000 

Nhfl vay, qua kd't qua KMO (0,5 < KMO 
= 0,803 < 1) va Bar t le t t ' test vdi sig. - . 
000 t r en eho tha'y sd' lieu dieu t r a hoan 
toan p h u hdp vdi phdn tich EFA va cac 
bid'n quan sa t ed quan he tuye'n t inh vdi 
bid'n dai dien vdi mflc y nghia 99%. 

(3). Xdc dinh mitc do gidi thich cua cdc 
bien trong mo hinh vdi nhdn tdnghiin cUu 

Mflc dd giai thieh eua cac bien t rdng md 
h inh dfldc do Ifldng bang gia t r i phfldng sai 
t r ich (Cumulative %); gia t r i nay nha't 
th ie t phai > 0,5 th i vide nghien eflu mdi cd 
y nghia thflc t ien. 

Kd't qua xac dinh mflc dp giai thich cua 
cac bid'n quan sat t rong md h inh nay vdi 
bid'n nghien cflu thd hidn trong bang 5. 

NghiSn aiu Kmh t^s6442 - Thing 3/2015 2 5 



Vng dung mo hinh nhan to , 

BANG 05: Tdng phuong sai trich giai thich 

Thinh 
to 

1 

2 

3 

4 

5 

6 

7 

8 

9 

10 

11 

12 

13 

14 

15 

16 

17 

18 

19 

20 

21 

22 

23 

Gia tri ban dau 

Tdng 
so 

5.807 

3.542 

2.238 

1.524 

1.391 

.911 

.758 

.739 

.646 

.623 

.588 

.537 

.531 

.460 

.440 

.397 

.362 

.339 

.292 

.274 

.262 

.196 

.142 

% 
phuong 

sai 

25.248 

15.400 

9.731 

6.626 

6.050 

3.963 

3.295 

3.214 

2.809 

2.710 

2.558 

2.335 

2.310 

2.002 

1.912 

1,724 

1.573 

1.475 

1.268 

1.191 

1.137 

.854 

.617 

%phuang 
sai lkh luy 

25.248 

40.647 

50.378 

57.004 

63.053 

67.016 

70.311 

73.525 

76.334 

79.044 

81.602 

83.937 

86.247 

88.249 

90.160 

91.884 

93.458 

94.932 

96.200 

97.391 

98.528 

99.383 

100.000 

T6ng phuong sai chiet xuat 

Tdng 
so 

5.807 

3.542 

2.238 

1.524 

1.391 

% 
phuong 

sai 

25.248 

15.400 

9.731 

6.626 

6.050 

% phuong 
sai lich IQy 

25.248 

40.647 

50.378 

57.004 

63.053 

Tong phuong sai tich xoay 

Tdng 
sd 

3.546 

3.228 

2.914 

2.593 

2.221 

% 
phuong 

sai 

15.415 

14.036 

12.670 

11.275 

9.656 

-

% phuong 
sai tfch Hly 

15.415 

29.451 

42.122 

53.397 

63.053 

Extiaction Method: Principal Component Analysis. 

K6't qua bang 5 cho thay 63% su thay doi 
cua bien phu thuoc dudc giai thich bdi cac 
bien giai thich trong mo hinh. 

Tit liet qua nay cho phep ta khing dinh 
rSng cac bien so quan trpng anh huSng den 
cha't lUdng dich vu KHCN b BIDV Ddng Nai 
la: (1) do tin cay cua dich vu (mflc do bao 
mat cua thong tin, thong tin cung cSp va 
viec thiic hien cac cam kS't); (2) ky nang 

cham SOC khach hang; (3) sfl thu&n tien 
trong giao dich; (4) tai san hiiu hinh va (6) 
tien ich dich vu. 

3.2.3. Ke't gud phdn tich hoi quy 
Phan tich hoi quy cho ta biet mflc tio 

quan trong ciia cac nhan to v6i nhan to 
nghien cflu, mflc do giai thich cua cac bien 
giai thich vdi bi^n dfldc giai thich (thong 
qua he scTR .̂ 
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UTng dung md hinh nhin ttf . 

(1). Kiem dinh mi/c do phit hdp cua md hinh 
Trong md h i n h hdi quy bd, de kiem dinh 

mflc dp phu hdp cua md Mnh, ta dung kiem 

dinh F, ke't qua cho trong bang 7. 

BANG 6: Mode l Summary*' 

Model 

1 

R 

.861' 

R' 

.715 

R̂  dieu ciiinh 

.693 

Binh phuong gia tri 
trung binh 

.757 

Durbin-Watson 

1.614 

a. Pretlictors: (Constant), TIDV, TT, KNCS, TSHH, DTC 

b. Dependent Variable: SAT 

BANG 7: Ket q u a p h a n t i c h ANOVA' 
Model 

1 
Regression 
Residual 

Total 

Tdng binh phuong 

40.555 
88.220 
128.775 

df 

5 
154 
159 

Binh phuong gia tri trung binh 

8.111 
.573 

F 
14.159 

Sig. 
.000' 

Kd't qua kiem dinh F vdi mflc f nghia Sig. 
= 0,00 cho tha'y md hinh hdi quy bdi phu hdp 
vdi dfl lieu phan tfch nay. Ke't qua R^ = 0, 693 
cho tha'y 69,3 % sfl thay doi eua bie'n phu 
thude dfldc giai thich bdi bien ddc lap, hay 
ndi each khae trong nghien ciiu nay 69,3% sfl 

hai long cua khach hang dfldc giai thich bdi 5 
bid'n nghidn cflu trong md Mnh trdn. 

Mflc dp anh hfldng cua tflng bid'n quan sat 
vdi bid'n SAT dfldc xac dinh can cfl vao cac he 
sd' hdi quy. Kd't qua hdi quy cua md hinh 
(bang 8). 

Model 

1 

(Constant) 
KNCS 

TT 
TSHH 
DTC 
TIDV 

BANG 8: Ket q u a 

H£ sd hoi quy 
chua chu^n hda 

B 

-1.819 
.283 
.397 
.323 
.006 
.436 

Std. 
Error 

.722 

.099 

.119 

.133 

He sd hdl 
quy chu^n 

hda 

Beta 

.205 

.269 

.229 

.004 

.260 

he so h o i q u y (Coefficients") 

t 

-2.520 
2.435 
4.017 
2.712 
.044 
3.858 

Sig. 

.013 

.016 

.000 

.007 

.965 

.000 

He so tuong quan 

Zero-
order 

.370 

.302 

.357 

.224 

.290 

Partial 

.193 

.308 

.214 

.004 

.297 

Pari 

.162 

.268 

.181 

.003 

.257 

Cdng tuyen 

Tolerance 

.629 

.994 

.625 

.655 

.977 

VIF 

1.589 
1.006 
1.601 
1.528 
1.023 

a. Dependent Variable: SAT 

Chii thick: KNCS: ky nSng cham soe; IT: thuan tien; TSHH: tSi san h&u hinh; DTC: da tin cfly; TIDV: tifin i'ch dich vu. 

(2) Thdo ludn kii qud hoi quy 

Tfl ket qua hoi quy cho th^y, ngoai trfl he sd' 
hdi quy bid'n "Do tm cay - DTC" khdng cd y 
ngMa thdng kd, cdc he sdhdi quy khac deu cdy 
ngMa d mflc dp tin cdy d mflc 99%. 

Tfl ke't qua nay ta cd the viet lai ham hdi 
quy nhfl sau: 

SAT = 0,283 * KNCS + 0,397* TT + 0,323* 
TSHH + 0,006* DTC + 0,436 TIDV + ei 

Qua phan tich hdi quy cho ta tha'y trong 4 
nhan td' anh hfldng den chlft Ifldng dieh vu 
KHCN d BIDV Ddng Nai, bien tien ich dich vu 
(TIDV) cd mflc do anh hfldng ldn nha't vdi he sd' 
p5 = 0,436, cho th^y kM mflc hai ldng cua khach 
h a i ^ vdi tien ich dich vu tang len 1 diem tM 
mflc hai long chung tdng len 0,436 didm. 

Phan tieh tfldng tfl vdi cae he so hdi quy 
khae. Dp ldn eua hd so hdi quy cung cho thay 
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UTng dung mo hinh nhdn tn , 

thfl tfl mflc dp quan trpng eua cac nhan to' tfl 
cao de'n thdp: tidn ich dich vu, thuan tien, tdi 
san hflu hinh va ky nang eham sdc. 

4. Gtfi y ch inh sach cho BIDV Ddng Nai 
Qua ket qua ngMen eflu tren cho th^y cd 4 

yeu to ed ban anh hfldng den chat Ifldng dich 
vu KHCN vdi BIDV Ddng Nai. De nang cao 
chSit Ifldng dich vu KHCN, Ngan hang can chu 
trpng eac vSh de sau: 

- Tdng cijfng md rgng, dd dang hda sdn 
phdm: 

Chfl trong vide xay dflng danh muc san 
phdm, dich vu da dang, da tien ich, hnh boat, 
ha'p dan vdi khaeh hang, eai tMdn cac dich vu 
truyen thd'ng nhfl BSMS, Intemet Banking, 
the ATM... nham gia tang tien ich cho khach 
hang. Phat trien them cac san pham the tin 
dung Visa khae dd tang tinh eanh tranh nhu 
the Visa Debit, the Visa Platinum, Visa Titan, 
the tfn dung Udn kdt thfldng Meu vdi cae trung 
tam thfldng mai, sieu thi nhfl Vmcom..; tridn 
khai thdm cac loai the tin dung khae: Amex, 
JCB,,.. 

- Cha trgng sU thugn tiin trong giao dich: 

Do khach hang ca nhan rat da dang, giao 
dich thfldng xuydn ndn ydu td' thuan tidn trong 
giao dich dfldc khaeh hdng rdi quan tam. Cac 
thu tuc giao dich thuan tien, ddn gian, de Meu, 
nhanh ehdng la eae yd'u td' anh hfldng trflc tiep 
ddn tam ly vk sfl thoai mai cua khach. Do vay, 
vide ddn gian hda thu tuc, nhanh gpn trong 
giao dieh la nhiJng quy trtnh cdn ddi mdi va 
hoan tMen thfldng xuydn. 

- Phdt tridn mang lUdi phbng giao dich, 
ATM: 

Cac cM nhanh cdn dac biet tdp trung phat 
trien mang Ifldi phdng giao dich, may ATM ddh 
cac huyen trdn toan tinh, cac khu kinh te' mdi, 
khu cdng ngMdp, phat trien cae cum ATM (2-3 
ATM trd len); tang cfldng he thdhg kiem tia, 
giam sat dam bao an toan eho cac diem dat 
may ATM. 

Phat trien mang Ifldi ddn vi cha'p nhan the: 
tich cflc chu dpng tim kiem va md rdng cae 
diem ldp dat POS; nang cao chat Ifldng dich vu 

cho ddn vi chap nhan the, dam bao viec lap d§t 
cac tMet bi POS chinh xac, kiem tra giao dich 
sau kM lap dat may. 

- Ndng cao chdt lUOng nhdn lite ngdn hdng, 
chu trong chdm sdc khde khdng. 

Tang cfldng edng tac dao tao boi dfldng 
chuyen mdn ngMep vu cho nhdn vien trong 
Ngan hang, ldm tot cae cdng tae cham soe 
khaeh hang va giai dap thac mac, tfl v ^ cho 
khach hang. Cac boat dpng cham sdc khach 
hang: cd the td chfle eac sfl kidn tri an khach 
hang, khuyeh mai. 

Can xdy dflng td't yeii td' van hda doanh 
ngMdp, trong do ldy khach hang la ddi tfldng 
tnmg tam, pha'n ddh thoa man td't nhd't cac 
yeu cau cua khaeh. 

5. Ket l u a n 

NgMen cflu nay dfla tren viec dieu tra 160 
khaeh hang cua BIDV Ddng Nai, bang m6 
hinh nhan tô  kham pha da xac dinh dfldc 4 
nhdm yd'u to' anh hfldng dd'n chd't Ifldng dich vu 
KHCN cua ddn vi, gdm: tidn tich dich vu, sii 
thudn tien, tai san hflu Mnh va ky nang chSm 
sdc khach hang. Ddng thdi, thdng qua phan 
tich md Mnh hdi quy bdi, ngMen cflu cung xac 
dinh dfldc mfle do anh hfldng cua tflng nhdn td 
de'n Men phu thude. 

Trdn cd sd phan tieh nhan td anh hfldng, 
ngMen cflu dfla ra mdt so gdi y ehinh sach g6p 
p h l n n a i ^ cao chat Ifldng dieh vu KHCN 3 
BIDV Ddng Nai, gdm: tdng cfldng md rdng, da 
dang hda san pham; chu trong sfl thuan tign 
trong giao dich; phat tridn mang Ifldi phdng 
giao dieh, ATM; tang cfldng cdng tac dao tao boi 
dfldng chuydn mdn ngMdp vu cho nhdn vien./. 
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