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PHAN MO DAU

1. Swcan thiét caa dé tai

Trong nhitng nim gan ddy, v4i su phat trién khéng nging cua kinh té,
tién bo cua KHCN, thi trudng ngan hang (NH) trén thé giéi ciing nhu Viét Nam
ngay cang phat trién manh m& clng véi mae d6 canh tranh khéc liét, cac ngan
hang thvong mai (NHTM) di c6 nhitng bude doi méi vuot bac, gop phan vao
tién trinh phat trién caa nganh NH va toan bo nén kinh té. Tuy nhién, trong bdi
canh Viét Nam dang thuc hién 16 trinh hoi nhap qudc té, diéu nay bén canh co
hoi cling dat ra nhitng thach thitc cho cac NHTM. Trude tinh hinh d6, bat budc
cdc NHTM phai nghién ctu cai cach dinh hudng phéat trién chién luoc kinh
doanh ciing nhu cai cach vé ngudn luc tai chinh, cong nghé, niang luc, kinh
nghiém quan tri, chat lwong dich vu, ...

Véi dic thu 12 mot nganh thuoc nhdm cung @ng dich vu, khéch hang 1a yéu
td quan trong nhat quyét dinh viéc ton tai va phét trién caa NH. Khach hang dong
thoi 12 ngudi cung cap von cho NH kinh doanh, va ciing 1 nhitng nguoi tao ra cho
NH loi nhuan. Véi su phat trién cua cong nghé, khach hang ngay nay dé dang tiép
Can véi nguon thong tin, so sanh, danh gia va trd thanh nguoi tuyén truyén, dam bao
cho uy tin cia NH ... Vi vay su théa man cia khach hang (STMKH) 1a mot nhan t6
quyét dinh gitr chan khach hang & lai va gop phan quan trong vao sy phat trién cua
NH. Pay ciing 1a yéu cau cap thiét dit ra d6i véi cac NHTM trong qua trinh hoat
dong va phat trién. Hon nita, STMKH s& gilp ich cho viéc tao dyng khach hang
trung thanh, didu nay vén di rat can thiét dé duy tri hoat dong thuong xuyén cua
NH, vi vay can phai chu dong trong viéc duy tri, phat trién méi quan hé nay.

Hon bao gio hét, kinh doanh dinh huéng/tap trung vao khach hang dang tré
thanh mot chién lugc quan trong bac nhat, hudng dén phdi hop cling khéach hang
trong kinh doanh, thu hat khach hang mai, gitt chan khach hang hién tai dang tro
thanh mat cong cu kinh doanh hiru hiéu véi chi phi khéng 16n nhung mang lai hiéu
qua kinh doanh cao. Tuy nhién 1am thé nao dé dem lai cho khach hang STM tét hon
dbi thu canh tranh van 1a van & ma cac NH phai nd lyc thuc hién vai tit ca ngudn
luc ctia minh. Dic biét trong bdi canh méi treong canh tranh va phaét trién theo xu
huéng cach mang cong nghiép 4.0, cac co so kinh doanh cang cé nhiéu co hoi dé
cai tién va doi méi hoat dong cia minh, nang cao CLDV. Piéu d6 mot mit dem lai



nhiéu gia tri cho khach hang, mat khac ciing 1a dong luc thuc day su thay d6i va
nang cao nhu cau caa khach hang vé chat lugng san pham va dich vu, trong d6 c6
dich vu NH. Chinh vi vay, d¢ lién tuc dap @ng nhu cau khach hang va phat trién bén
viing, cac to chic can phai thuong xuyén do luong STMKH, ldy két qua do ludng
mtc 46 STMKH vé CLDV lam can cir dé cai tién, nang cao CLDV va STMKH.
Thoa médn KH vé CLDV phai tro thanh mét trong cac chién luoc quan trong wu tién
cua céc to chic kinh doanh, nhat 1a cac to chac kinh doanh dich vu, trong d6 c6
NHTM.

Sy thoa man khach hang duoc cau thanh boi nhiéu yéu té, trong d6 cac cong
trinh nghién ctru trong va ngoai nude da nhan manh yéu t6 CLDV ngan hang déng
mot vai trd quan trong. Nghién ciru vé su thoa man caa khach hang vé linh vuc dich
vy 12 mét linh vuc nghién ciu vé hanh vi nguoi tiéu ding, bit dau tir nhitng nim
1970 va van dang lién tuc dwgc phat trién dén hién nay. Trén thé gioi, di co nhiéu
cdng trinh nghién ciu vé su théa man cua khach hang. Cac nha nghién ctu da dua
ra cac khai niém va céc thanh té cua su thoa man cua khach hang. Trong dé, ciing
chi ra cac dic tinh caa CLDV cua NH anh huong dén STMKH nhu: D6 Tin cy, Su
Thau cam, Sy Pam bao, Tinh Hitu hinh, Sy Pép @ng anh huéng cia STMKH dén y
dinh tiép tuc tiéu dung dich vu NH.

Tai Viét Nam hién da c6 cac nghién ctu vé STMKH vé dich vu NH ciing
nhu STMKH vé chat lugng dich vu cia NH, tuy nhién chii yéu tap trung vao mot
dich vu cu thé nhu dich vu thé, dich vu tin dung, NH dién tir, thanh toan quéc té, tiét
kiém...hoic mai chi nghién ctu vé mot chat luong dich vu cua mot NH tai mot
tinh/ dia phwong khac. Tuy nhién, tai dia ban TP Ha Noi, la tha d6, don vi hanh
chinh quan trong cua ca nudc, véi mic thu nhap binh quan dau ngudi dang tha 3
(theo tong cuc thong ké tinh dén nam 2021, véi 6 trieu dong/ nguoi/ thang), dang 1a
noi nhiéu NH dit van phong giao dich. Hién nay trén dia ban Ha Noi c6 49 NH trong
d6 c¢6 35 NHTM (gdom 4 NHTM c¢6 yéu t6 vén nha nudc Bigd va 31 NHTM co phan)
va 9 NH 100% vdn nudc ngoai, 2 NH chinh sach, 1 NH hop tdc xd va 2 NH lién
doanh. Mic di ¢ nhiéu tiém nang phat trién dich vu NH tai Ha Noi nhu vay nhung
cac nghién ciu riéng vé STMKH vé CLDV tai day lai rat han ché.

Ngoai ra, KH tai cic NHTM & thanh phé Ha Noi ¢6 nhitng dac diém khac
biét véi trinh d6 dan tri cao, thu nhap cao, sé lwong dan cu 16n, nhu cau dich vu NH



da dang, xu huéng st dung dich vu NH thuan tién moi lic moi noi, huéng dén sy
dé dang tiép can dang Ia nhu cau tat yéu, nhat 1a sau dai dich Covid 19. Theo két
qua thdng ké caa NHNN & Phu luc 8, so véi 63 tinh thanh cuaa ca nuéce, Tha d6 Ha
Noi c6 35 NHTM/35NHTM cua ca nudc da dat van phong chi nhanh tai Ha Noi,
v6i hon 1925 chi nhanh NH, chiém ty trong 17.49% tong sé chi nhanh NH toan
qudc, ty trong chi nhanh nay ding tht 2 ca nuéce, chi xép sau TPHCM (véi 2013 chi
nhanh), TP Ha Noi véi tong Du no tin dung va Huy dong vén 1én dén 6.271.806 ty
ddng (tinh dén 6/2022), day 1a mirc cao nhat ca nudc, cho thiy day la mot thi trudng
dugc cac NHTM rat quan thm trong hoat dong kinh doanh cia minh.

Véi cac ly do trén, NCS lya chon dé tai nghién ciru “Po lwong s théa man
khach hang vé chdt lwong dich vu ciia cac NHTM trén dia ban thanh pho Ha Ngi”
lam dé tai luan an ctia minh. Trong dé tai ndy, NCS s& nghién ciru bd sung céac van
dé ly luan vé do luong su thoa man KH vé chat luong dich vu cia cac NH thuong
mai trong bbi canh méi véi su gia tang nhu cau cua KH vé “Su Tiép can”, cling nhu
danh gia duoc thuc trang STMKH déi véi CLDV caa cac NHTM trén dia ban Ha
Noi hién nay, tir d6 dé ra mot sb giai phap thiét thuc. Két qua nghién ctu cua luan
an sé& 1a nguon tham khao quan trong gitp bd sung vao hé théng ly thuyét chung vé
do luong STMKH vé CLDV cua NH, ciing 1a ngudn tham khao thuc tién c6 y nghia
I6n gilp cac nha quan tri cua cdc NHTM Viét Nam, dac biét cac NHTM kinh doanh
tai dia ban Ha Noi trong viéc gia ting STMKH khi cung cap dich vy nham nang cao
nang lyc canh tranh trén thi treong, gop phan thuc hién chién luoc phét trién trong
thoi gian toi.

2.  Muc tiéu va nhiém vu nghién ciu

Muc tiéu nghién cuu:

Muc tiéu nghién ctru cua dé tai 1a: Do luong su thoa man khach hang vé chat
lwong dich vu ciia cdc NHTM trén dia ban Ha Noi, tir d6 dé ra giai phap nang cao
su thoéa man khach hang vé chat lugng dich vu.

Nhiém vu nghién ciu: dé dat muc tiéu nghién ctu cua dé tai, nhiém vu cua
luan &n da thyc hién bao gom:

Hé thong hda mot s6 co so Iy luan vé su théa man khach hang va do luong
su thoa man khach hang vé chat lugng dich vu caa NHTM.



Po luong, danh gia thuc trang sy thoa man khach hang déi voi CLDV cua
cac NHTM trén dia ban Ha Noi hién nay.

Dé xuat mot sb giai phap nang cao su thoa man khach hang vé CLDV ngan
hang caa cac NHTM trén dja ban Thanh phb Ha Noi.

3. Péi twong va pham vi nghién ciru

DPoi twong nghién civru ciia dé tai lugn dn: do luong su thoa man khach
hang di voi chit lwong dich vu cua cdc NHTM trén dia ban thanh phé Ha Noi.

Pham vi nghién curu:

V& noi dung:

Khéach hang cua cdc NH dugc phan thanh hai nhém, d6 la KH c& nhén va
KH t6 chirc. Trong khuén khé caa luan an va véi gidi han vé ngudn lyc, tac gia luan
an tap trung nghién ciru do luong STMKH cé nhan vé CLDV caa cac NHTM trén
dia ban TP Ha Noi. Dya trén nghién ciru cia cdc mé hinh da duoc st dung, tac gia
luan an da dé xuét bo thang do ludng STMKH vé CLDV dimg trén quan diém cua
KH céa nhan trai nghiém dich vu NHTM.

Luan &n tién hanh kiém dinh mé hinh va gia thuyét nghién ciru dé dé 1am ré
c4c thanh phan ciu thanh CLDV va hé thong thang do/tiéu chi di kém dé do luong
STMKH dbi véi CLDV cta cac NHTM.

Vé khéng gian:

Nghién ctu dya trén sb liéu thu thap tir cac NHTM trén dia ban TP Ha Noi
cd tinh chat dai dién cho hé théng NHTM trong pham vi Thanh ph Ha Nai, noi c6
thu nhap, trinh do dan tri cao, tap trung nhiéu truong hoc, co quan nén nhu cau st
dung DV cua cac NH cao.

Hé thong NH cua Viét Nam hién c6 49 ngan hang trong d6 c¢6 35 NHTM
Viét Nam (4 NHTM nha nuéc, 31 NHTM c¢6 phan), 9 ngan hang 100% vén nuéc
ngoai, 2 ngan hang chinh sach, 1 ngan hang hop tac x& va 2 ngéan hang lién doanh.
Tuy nhién xu hudng tang truong mang ban Ié trong thoi gian vira qua va dua trén
bang xép hang ngan hang uy tin (Forber, Brand Finance, Bankquality, Mibranch..)
va tang truong loi nhuan trong ndm 2021, NCS lya chon lay mau dién hinh, nghién
ctu 10 ngan hang sau: Vietcombank, Vietinbank, BIDV, Agribank, Techcombank,
MB, VPbank, ACB, Sacombank, DongAbank. Trong nghién ctu nay khdng tinh



dén cac NHTM lién doanh, NHTM nudc ngodi tai Viét Nam do tinh khong dong
nhat vé dic diém, co cu td chirc hoat dong.

Vé thoi gian: s6 liéu str dung trong luan an thu thap trong giai doan 2020-2024

4. Phuwong phap nghién ciru

Nghién ctiu két hop ca phuong phép dinh tinh va dinh luong nhu mét sé nghién
ctru trude day vé chu dé nay.

Nghién cizu dinh tinh: st dung nhim x4c dinh c4c thanh phan va tiéu chi do
ludng cua cac thanh do lwdong STMKH vé CLDV ngan hang. Nghién cau duoc tién
hanh theo cac budc tuan ty: (1) NCS théng qua tong quan cac cong trinh trude do dé
xéc dinh c&c thanh phan/tiéu chi do ludng va (2) lay v kién cac chuyén gia vé cac thanh
phan/tiéu chi caa thang do va mirc d6 quan trong cua cac thanh phan va tiéu chi do
lwdng STMKH vé CLDV vai 2 vong lay y kién dé dam bao tinh dong nhat, dong thoi
cling két hop phong van KH nguyén nhan danh gia cac mac diém ddi voi cac thanh
phan va tiéu chi do ludong STMKH vé CLDV cua cac ngan hang tai dai ban TP Ha Noi.

Nghién citu dinh heong: duoc sir dung dé phan tich cang b thém két qua nghién
ctru dinh tinh va khang dinh tinh ding dan cua 6 thanh phan do luong STMKH vé
CLDV cua cac NHTM trén dia ban TP Ha Noi ciing nhu mirc d quan trong cua cac
thanh phan va tiéu chi do luong. Cu thé NCS da str dung phuwong phap khao sat nham
kiém dinh céc gia thiét nghién ctru ban dau va udc luong mé hinh phuong trinh cau
tric SEM, ngoai ra ki thuat bootstrapping ding dé kiém chiing vai tro trung gian cua
cac yéu t6 anh huong dén sy STMKH thong qua CLDV ctia NH.

+ Phuong phéap binh phuong nho nhét ting phan (Partial Least Square): Day 1a
ky thuat md hinh thdng ké thay thé cho phuong phap binh phwong nhé nhat OLS
(Ordinary Least Square), twong quan chinh tic hozc mé hinh phuong trinh ciu tric dya
trén hiép phuong sai (CB-SEM). PLS ¢ thé lién két mét tap hop céc bién doc 13p Véi
nhiéu bién phu thudc.

+ K§ thuat danh gia d6 pht hgp mo hinh do luong: Po ludng do tin ciy cua cau
tric, do luong tinh gid tri cua cau tric.

+ K§ thuat danh gia do phd hop cua mé hinh ciu tric: Udce luong hé s6 duong
dan ciu trac, ude lwong chi s6 R-square, do luong d6 phil hop tong thé caa mod hinh
cau trac.



+ K§ thuat phan tich vai trd caa bién trung gian: CLDV cia NH. NCS di tién
hanh phan tich bién trung gian bang phuong phap SEM dé kiém dinh vai trd trung
gian cua CLDV cua NH trong viéc lién két méi quan hé giira cac yéu té anh hudng
va su théa man cua KH. Phuong phéap nay duoc tién hanh boi vi SEM duoc xem la
mét trong nhitng phuong phéap thich hop nhit dé kiém tra tic dong trung gian
(Byrne 2013).

Phwong phap nghién ctru dwoc mé ta chi tiét trong chwong 3 cua luan &n.

5.Nhirng dong gop mai cia luan an

Vé Iy lugn:

Bén canh viéc hé thdng héa nhimg co sd Iy luan can thiét cho viéc do ludng
STMKH vé CLDV cua cac NH, tac gia luan an da xac dinh mé hinh nghién cau vé
do lwdng STMKH véi CLDV ngan hang dua trén phét trién thang do SERVPERF
mé rong phu hop véi dich vu NH cung céap trong bdi canh ¢é su hd tro cua cong
nghé phét trién. Trong mé hinh nghién ctiu caa minh, tac gia luan 4n di b sung tiéu
chi do luong 12 “Sy Tiép cdn” dé do ludong su thoa man KH trong qua trinh str dung
dich vu ctiia ngan hang. Dya trén két qua tham khao cac cong trinh trong va ngoai
nuéc, tac gia dé xuat mo hinh do luong STMKH vé CLDV ngan hang véi 7 thanh
phan trong d6 c6 6 thanh phan dong vai tro bién doc lap/bién giai thich gom: (Do
Tin cay, Su Bam bao, Sy Bap tng, Tinh Hixu hinh, Su Thau cam, Sy Tiép can), mot
thanh phan 1a bién phu thugc (STMKH vé CLDV). Thang do cu thé cho tirng thanh
phan dugc xay dung trén co s cac két qua caa nhitng nghién cau trong dich vu NH
dugc dang tai trén tap chi khoa hoc c6 uy tin trén thé giGi va trong nudc.

Luan &n str dung ddng thoi hai phuong phap nghién ctru dinh tinh va dinh lugng.
dé thiét lap thang do lvong STMKH vé CLDV caa cac NHTM

Luén &n c6 thé 1a tai liéu tham khao cho cac NHTM & cac dia phuong khéc,
cling nhu 1a TLTK cho céc nghién ctu tiép theo, tuy nhién c6 thé xem xét thém vé
yéu t6 nhan khau hoc cia cac dia phuong.

Vé thuc tién:

Thong qua khao sat va nghién ctu, tac gia da nhan thay bén canh 5 thanh
phan truyén thng cua thang do SERVPERF, véi 5 thanh phan cua Parasuraman
1988 va khang dinh y nghia caa thanh phan do luong “Si Tiép can” duoc dua vao.



Pénh gida duoc muc do quan trong cua 6 thanh phan trén anh huong dén
STMKH vé CLDV.

Pénh gia duoc thyc trang sy thoa man cia KH vé CLDV caa cac NHTM
trén dia ban TP Ha Noi.

Dé, xuat mot sb giai phap va kién nghi nang cao sy thoa man KH vai dbi voi
chat lugng dich vu cua cac NHTM trén dia ban TP. Ha Noi.

6. Két cau cha luan an

Ngoai phan M& dau va Két luan, luan an duoc két cdu gébm 5 chuong:

— Chuong 1: Tong quan nghién ciu

— Chuong 2: Nhitng co so Iy luan co ban vé do luong sy thoa man KH vé
chat luong dich vu.

— Chuong 3: Phuong phap va md hinh nghién cuu.

— Chuong 4: Két qua do luong STMKH vé CLDV cua cac NHTM trén dija
ban TP Ha Noi.

— Chuong 5: Mot sb giai phap, kién nghi nang cao STMKH vé CLDV cua
cac NHTM trén dia ban Thanh phd Ha Noi.



CHUONG 1
TONG QUAN NGHIEN CUU PO LUONG SU THOA MAN
KHACH HANG VE CHAT LUQNG DICH VU

1.1. Chét lwong dich vu va do lwong chét lwong dich vu

1.1.1. Cac nghién citu vé dich vu va chit lwong dich vu

Dich vu c6 tim quan trong trong nén kinh té phat trién, di lién véi d6 CLDV
cling 1a mét ndi dung rat quan trong, do d6 viéc nghién ciu vé CLDV trong nhiéu
nim qua di danh dugc sy quan tdm cua cac nha nghién ctu kinh té. Cu thé céc
nghién citu ¢6 anh hudng dbi véi linh vuc nghién ciu nay duoc NCS tong hop theo
Bang 1.1 sau:

Bang 1.1: Cac nghién ciru lién quan dén chat lwong
trén céc tap chi va nha xuit ban

STT Nguon dir liéu S6 bai bao Dia chi truy cap

1. Cambridge University Press 70,804 https://www.cambridge.org

2. Google Scholar 5,780,000 | http://Scholar.Google.co.in

3. Emerald Insight 160,251 http://www.emerldinsight.com
4. Elsevier 1,475 https://www.elsevier.com

5. ProQuest3 1,858,652 | http://search.proquest.com

6. Sage 508506 https://journals.sagepub.com
7. Science Direct 1,000,000 | http://sciencedirect.com

8. Springer 628,074 https://link.springer.com/

9. Taylor & Francis 1,165 https://taylorandfrancis.com/
10. Wiley 164 https://www.wileyindia.com/
11. Wiley-Blackwell 846,796 https://onlinelibrary.wiley.com

Nguén: tong hop ciia NCS 2022
Céc nghién ctru da dua ra cac khai niém lién quan dén CLDV nhu sau:
Nguoi dau tién dua ra khai niém vé CLDV la tic gia (Gummesson, E.,
1979), CLDV dugc danh gia co sy lién két manh m& dén sy tin tudng va nhan thuc
cua KH. Oliver (1980) dua ra khai ni¢m CLDV dua trén mo hinh xac nhan, CLDV
1a do ludng muc d6 cung cap dich vu phi hop véi ky vong ctia KH (Oliver, Richard
L., 1980).
Hién nay c6 hai cach tiép can nghién ctru chinh trong linh vuc CLDV. Céach

tiép can th nhit 1a quan diém Bic Au dugc dé xuat boi tac gia (Gronroos, C.,


https://www.wileyindia.com/

1982), Gronroos (Gronroos, C., 1984), st dung khai niém chat luong chtic ning va
chat luong k¥ thuat dé xac dinh CLDV, diéu nay ciing duge (Rahman, M.S & et la,
2012) va (Akhtar, J., 2011) x4c nhan. Céch tiép can thi hai 1a cach tiép can ctia Hoa
Ky (Parasuraman, A. et al, 1988), trong d6 CLDV d3 dugc mé ta dudi dang cac yéu
t6 cau thanh. (Lovelock and Wirtz, 2007) coi CLDV 1a mdt phan cia STMKH. Dé
hiéu rd hon vé CLDV, bdn dic diém chinh cAn dugc xem xét cu thé 1a tinh vo hinh,
tinh khong déng nhat va khong thé tach roi, tinh khéng luu giit duoc (Parasuraman,
A., Zeithaml, V. A., & Berry, L. L., 1985). Véi cac dac tinh khac biét so vai san
pham vat chat nén quan ly CLDV c6 nhiing kho khan nhéat dinh: nhu dic tinh tinh
vo hinh, khién cac nha cung cép dich vu khé két luan cach KH cam nhan dich vu
cua ho va danh gia CLDV (Bebko, C.P., 2000), (Zeithaml Valarie A., 1981), dac
tinh tht hai 1a khong ddng nhat, cho chdng ta biét rang: khé khién dam bao tinh
nhat quan cua hanh vi vi y dinh chuyén giao cta nha cung cap dich vu c6 thé khac
vé6i ¥ dinh tiép nhan cia KH, c6 nghia 1a hiéu suat, gi tri cam nhan khéac nhau gitra
cac KH va gitra cac thoi diém khac nhau st dung (Rodrigues et al, 2010);
(Mosahab, R., Mahamad, O., & Ramayah, T., 2010); (Parasuraman, A., Zeithaml,
V. A., & Berry, L. L., 1985)... bac tinh khdng thé tach roi, tinh khong luu giit duoc
¢ nghia 1a CLDV khong thé xay dung thanh mot thi hitu hinh va c6 thé luu trix ¢
bat ky dia diém vat chat nao dé cung cap cho KH, qua trinh tiéu thy va san xuat
khéng thé tach roi (Kaotler, P., and Keller, 2007), (Parasuraman, A., Zeithaml, V. A,
& Berry, L. L., 1985). Nghién ciru ciing cho thay rang c6 it su kiém soét caa nguoi
quan 1y hon ddi véi CLDV do sy tham gia nhiéu hon ctia KH vao qua trinh
(Grénroos, C., 2009), (Parasuraman et al., 1985). Vi vay van dé CLDV di duoc
nghién ciru va kham phé boi rat nhiéu cac nha nghién ciru theo thoi gian. Két qua 1a
rat nhiéu tai liéu phong phu nhu (Seth, N. & Deshmukf S.G et al, 2005), (Soterious,
A.C. & Stavrinides, Y., 2000), (Sweeney, J. C. et al, 1997), (Parasuraman, A.,
Zeithaml, V. A., & Berry, L. L., 1985), (Gronroos, C., 1984)... Bang 2.4 dudi day sé
trinh bay chon loc mot s dinh nghia vé chat luong dich vu.



10

Bang 1.2: Khai niém vé chat lwong dich vu

STT

Tac gia, nam

Khai niém CLDV

Groénroos, 1984

Két qua clia mot qua trinh danh gid, trong d6 KH so sanh
ky vong ctia minh véi dich vy cam nhan ma ho da nhéan

duoc.

Parasuraman cdng su., 1985

Su so sanh gitra ky vong va cdm nhan cua KH veé dich vu.

Parasuraman cdng su., 1988

Panh gia tong thé vé mot cong ty dich vu cu thé, bang
cach so sanh hiéu suat ctia don vi cung cap dich vu véi ky
vong chung ctia KH vé dich vy trong nganh d6 nén duoc

thuc hién.

Parasuraman cong sy., 1991

CLDV la mot khia canh nhin thirc, cdm nhin dya trén

thuc té ciia KH vé dich vu.

Hoffman and Bateson, 1997

CLDV nhu thanh tich, nd luc hodc hiéu suét dat duoc cua

dich vu.

Gronroos, 1998

Po luong cac dic tinh cua dich vu.

Zeithaml and Bitner, 2003

Panh gia phan anh KH cdm nhan vé céc khia canh cu thé
cua dich vu nhu: Sy Pam bdo, su dap ung, Do Tin cay,
Su Thau cam, Tinh Hitu hinh

Ennew and Waite, 2007

Dua trén nhan thic cia KH vé muc d6 dich vu phu hop

v6i nhu cau va ky vong cua ho

Santhiyavalli, and Sandhya,
2011

NO 14 “mot ham ctia sy khac biét vé diém so hodc khoang

cach gitta ky vong va nhan thue.

10.

Shabbir cdng su., 2012

Thai @0 hodc niém tin cua KH vé muc d0 xuat sac cua

dich vu duoc cung cap boi cac nha cung cap dich vu.

11.

Theo 1SO 9001:2015

CLDV la murc d6 cua mot tap hop cac dac tinh von ¢ dap
{ng céc yéu cau.

Ghi chi: CLDV caa mét to chirc duge xac dinh bang kha
ning théa man KH va anh huéng mong mudn va khong
mong mudn t&i cic bén quan tim. CLDV khong chi bao
gbm chtrc ning va cong dung du kién ma bao gdm ca gia

tri va loi ich dugc cam nhan véi KH.

Nguon: NCS tong hop

Két lugn: Duya trén cac khai ni€m trén, c6 thé hiéu CLDV la su so sanh giira

ky vong va cdm nhan ctia KH vé céac dac tinh cta dich vu cung cap.
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1.1.2. C&c nghién ciru vé cdc mod hinh do lwong chit lwong dich vu

Qua tong quan tai liéu cac cdng trinh nghién cau dua ra cac moéd hinh do
ludng CLDV dién hinh c6 thé ké dén dién hinh nhu sau:

Gronroos, (1984), “A service quality model and its marketing implications”,
European Journal of Marketing, Vol. 18 No. 4, pp. 36-44, nghién ctu d3 phat trién
M6 hinh Chét lugng K thuat & Chirc ning dé md ta cam nhan cua KH vé CLDV.
CLDV phu thudc vao Chat lwong Ky thuat, Chat lwong Chuc ning va Hinh anh
doanh nghiép cua té chic trong sy xem xét. Chat lwgng Chirc ning quan trong hon
chat lugng K¥ thuat. Tuy nhién, mé hinh nay khong dua ra giai thich vé cach do
ludng chat lwong K thuat va Chuc nang. (Gronroos, C., 1984).

Parasuraman, Valarie A. Zeithaml va Len Berry, (1985) di phat trién M@
hinh GAP trong mot nghién ctru tham do dugc thyc hién va xem xét hang loat trong
thoi gian 1983 va 1988. Nghién ctru goi ¥ rang: CLDV 1a mét chirc ning cua sy khac
biét hodc khoang cach giira ky vong va hiéu suit ctia cac thanh phan cua chit luong.
Céc tac gia da phat trién mot mo hinh do ludng CLDV véi 10 khia canh khac nhau dya
trén phan tich cac khoang cach. Nghién ctru tham do nay di dugc stra di thém co tén
la md hinh SERVQUAL dé do luong nhén thiic ciia KH vé CLDV. Ban dau ho phat
trién SERVQUAL, ¢6 10 thanh phan do luong CLDV (Service quality-SQ), sau d6
giam xudng 5 thanh phan RATER gom: D6 Tin cdy, Su Pép ung, Tinh Hitu hinh, Sy
Pam bao va Sy Thiu cam. Trong d6 SQ=P - E, SQ la CLDV, P 1a chat luong cam
nhan (Customers Perceptions) va E la CLDV ky vong (Customers Expectation).
(Parasuraman, A., Zeithaml, V. A., & Berry, L. L., 1985).

Haywood-Farmer (1988), tic gia d thao luin va dé xuat mo hinh CLDV
bao g?)m ba thudc tinh co ban la: (1) co s& vat cht, qué trinh va quy trinh dich vy,
(2) c4c thanh phan hanh vi cta con nguoi, (3) danh gia chuyén mon/ sy chuyén
nghi¢p. Mac du Haywood-Farmer tin ring su lua chon cac thanh phén tir moi bo ba
thanh phan CLDV nay 1a mét quyét dinh quan 1y chién lugc quan trong. Sy két hop
cua cac thanh phén nay nén dugc cac nha quan ly lya chon rat can than dé dam bao
su can bang thich hop giita ba thudc tinh. Vi cac dich vu c6 cuong do lao dong
thép, thi 4n tuong cua KH vé co s& vat chat, cac quy trinh va tha tuc tré nén quan
trong hon. Néu dich vu su tiép xuc tang lén, cuong do lao dong cua cac dich vu tang

1én va can phai chu y nhi€u hon vi¢c tra tién (lvong, thudng) dé dam bao rang céac
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nhan vién cu xu phu hop vé1 KH. Vi du cac dich vu cho thué tai cac mat béng cua
trung tam mua sam thuong s€ 1a mot vi du dich vu ¢6 cuong do lao dong thép. Do
d6, trong tam s& 1a KH (nhitng ngudi thué, doanh nghiép) cAn quan tdm dén trai
nghiém co s& vat chat (nhu: su gon gang va sach sé cua trung tdm, tinh thim my
ctia va sy hién dai), ciing nhu quy trinh va tha tuc (quy trinh va tha tuc giai quyét
cac khiéu nai va cac tuyén bd quy dinh cho thué). (Haywood-Farmer, J., 1988).

Cronin & Taylor, (1992) Cronin, J. J., Taylor, S. A., “Measuring service
quality: a reexamination and extension”, Journal of Marketing, 6 (1992), 55 - 68. da
nghién ctu cac khai niém, phuong phap do luong CLDV va méi quan hé véi
STMKH ciing nhu thién chi mua hang cia KH, tir d6 dua ra két luan rang yéu tb
nhan thac 12 cong cu dy béo tét hon vé CLDV, nhom tac gia lap luan mé hinh
SERVQUAL dé& gay nham Ian giira su thoa man va thai d6 cua KH, céc tac gia cho
ring CLDV c6 thé dinh nghia nhu mot thai do thay vi két qua thuc hién theo nhu ky
vong thi két qua thuc hién thuc té s& xac dinh CLDV tét hon. Theo d6 CLDV chi do
luong thong qua nhan thic cia KH, khéng cé trong sé cho ting thanh phan CLDV
bang md hinh hiéu suét voi tén goi SERVPERF. Cong thirc tinh CLDV nhu sau
SQ=X%_, Pij. Trong d6 SQ 1a CLDV KH nhén dugc, k 1a s luong cac thudc tinh, P
la nhan thac cia ca nhan I ddi véi sy thé hién cua dich vu d6i véi thuoe tinh
(Cronin, J.J. and Taylor, S.A., 1992).

Avkiran, N.K. (1994), “Developing an instrument to measure customer
service quality in branch banking”, International Journal of Bank Marketing, Vol.
12, No. 6, pp. 10- 18. Ban dau dé xay dung bd céng cu do luong CLDV tai céc chi
nhanh ngan hang, Avkiran (1994) da phat trién bo cong cu do luong CLDV ngan
hang khoi dau géom 27 bién quan sét thuoc 6 thanh phan: (1) nhan vién phuc vu; (2)
tin nhiém; (3) thong tin; (4) dap tng; (5) kha ning tiép can dich vu rdt tién; va (6)
kha nang tiép can quan 1y chi nhanh trén co s¢ cong cu do luong SERVQUAL cua
Parasuraman & cong su (1985). Sau khi tién hanh kiém dinh bd céng cu do luong
CLDV théng qua viéc khao sat KH dang st dung dich vu ngan hang ban I¢ tai cac
chi nhanh thuoc cac NHTM & Uc, Avkiran (1994), nhém tac gia da dé xuat md hinh
do luong CLDV tén goi BANKSERYV bao gom 4 thanh phan véi 17 bién quan sat
dé do ludong hiéu qua hoat dong cua cac chi nhanh ngan hang ciing nhu dé dyu bao
c4c van dé phat sinh trong qué trinh cung cap dich vy va phan khic KH dé lam co
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s& cho viéc ra quyét dinh tét hon trong hoat dong Marketing. Cu thé: (1) Nhan vién
phuc vy (Staff conduct): Thé hién cach thircc dap tmg, van hoéa tng xir va hinh anh
chuyén nghiép caa nhan vién ngan hang dén KH; (2) Tin nhiém (Credibility): Thé
hién kha ning duy tri sy tin nhiém cua KH d6i véi nhan vién ngan hang bang cach
khic phuc cac 16i 1am va théng bao két qua xu ly cho KH: (3) Théng tin
(Communication): Thé hién viéc thuc hién cac nhu ciu co ban cia ngan hang véi
KH bang céach truyén dat cac thdng bao tai chinh thanh cong va phan phat théng bao
kip thoi; (4) Kha ning tiép can dich vu (Access to teller services): Nhan vién phuc
vu KH ciia ngan hang phai hién dién day da trong sudt thoi gian 1am viéc, ngay ca
trong gio cao diém (Avkiran, N.K., 1994).

Dabholkar, P. A., Shepherd, C. D., Thorpe, D. 1., (2000), “A comprehensive
framework for service quality: An investigation of critical conceptual and measurement
issues through a longitudinal study”, Journal of Retailing, 76 (2), 131-9. Nghién ctru dé
xuat md hinh toan dién vé CLDV, giai thich sau sic khai nim CLDV, mé hinh ciing
xem xét cac yéu t6 tién dé, trung gian va két qua cia CLDV nhu cac yéu td duoc xem
xét 1a tién dé giup CLDV tét hon va mdi quan hé gitta CLDV véi STMKH va ¥ dinh
hanh vi cia KH (Dabholkar, P. A., Shepherd, C. D. and Thorpe, D. 1., 2000).

Bahia va Nantel, (2000), “A reliable and valid measurement scale for the
perceived service quality of banks,” Int. J. Bank Mark., vol. 18, no. 2, pp. 84-91.
da phat trién md hinh Bank Service Quality (BSQ) va thtr nghiém trong mot
nghién ctru duogc tién hanh tai Canada. Muc dich cua nghién ctru la tao khung
thang diém dé kiém tra tinh hop I¢ cua chét lugng cam nhan cua dich vu ngan
hang. Bahia va Nantel 14p luin ring nim thanh phan cia md hinh SERVQUAL
chua cho thy tinh nhit quan trong cac nghién ctru mé rong. Thang do BSQ bao
gdm sau thanh phan c6 31 tiéu chi. Thang do BSQ duoc dé xuit véi cac thanh
phan chinh: Hiéu qua & Pam bao, Tiép can, Gia ca, cac Su Hitu hinh, Danh muc
dich vu va B¢ tin cdy. Thang do nay la su két hop 10 thanh phﬁn CLDV cua
Parasuraman va cong sy nam 1985 va cac thanh phan 7P trong 1y thuyét marketing
hdn hop [7P 1a md hinh Marketing Mix gom 7 thanh phan: Product (San pham),
Price (Gia ca), Place (Pia diém), Promotion (Quang ba), People (con ngudi),
Process (Quy trinh), Physical Evidence (co s¢ ha ting, vt chat hd tro marketing).]
(Bahia, K., & Nantel, J., 2000).
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Guo, X., Duff, A. and Hai, M. (2008), "Service quality measurement in the
Chinese corporate banking market", International Journal of Bank Marketing, Vol.
26 No. 5, pp. 305-327. Nghién ciru xay dung md hinh CBSQ (Chinese Banking
Service quality) trén co sé md hinh SERVQUAL va két qua phong van chuyén sau
v6i 18 nha quan 1y tai chinh dé tién hanh xay dung bo thang do CLDV ngan hang
ban budn tai Trung Quéc. Két qua nghién ciru chi ra 4 thanh phan anh huéng dén
CLDV gém: (1) Tin cay - lién quan kha ning thuc hién dich vy ding nhu di hira
hen mot cach chinh xac tin cay, (2) Ngudn nhan lyc - lién quan dén ngoai hinh nhan
vién, sy hiéu khach, nang luc cua nghiép vu chuyén mon, (3) Céng nghé - lién quan
ung dung cdng nghé hién dai vao dich vu ngan hang, dac biét Ia CNTT, (4) Théng
tin - kénh théng tin lién lac gitta NH va KH doanh nghiép, bao gém céc céc tiép can
dich vu NH. Néu so v&i mé hinh caa Gronroos (1984) thi trong 4 thanh phan trén, 2
thanh phan “tin cay va ngudn nhan lec thuéc nhém hat luong Chire niang; 2 thanh
phan “cong nghé va thong tin” dong vai tro thanh phan “Chat lugng Ky thuat”. Két
qua cho thdy md hinh nay chi dé khao sat thi truong tai chinh cua Trung Quéc,
khdng thé hién tinh téng quat ddi véi céc bdi canh khéc. (Guo, X., Duff, A. and
Hair, M., 2008).

Tsoukatos & Mastrojianni, E. (2010), “Key determinants of service quality
in retail banking”, EuroMed Journal of Business, Vol. 5 No. 1, pp. 85 — 100 dé xuat
thang do BANKQUAL trong mot nghién ctru duoc tién hanh trong nganh ngan
hang ban 1¢ cua Hy Lap. Thang do BANKQUAL dé xuat cac khia canh ctia CLDV
nhu: Sy Pam bao/ Thau cam, Hiéu qua, Do Tin cdy, Su tin tudng. Thang do la su
két hop cia SERVQUAL va BSQ. Véi 27 tiéu chi ctia thang do BANKQUAL bao
gdm 12 tiéu chi 1y tir SERVQUAL, 7 tiéu chi tir thang BSQ. Cu thé cu trac cia
BANKQUAL bao gdm: (1) Su thdu cam va Pam bao cua SERVQUAL
(Parasuraman va cong su, 1988), (2) Hiéu qua cua BSQ (Bahia va Nantel, 2000),
(3) PO Tin cay la dugc st dung trong SERVQUAL va BSQ va (4) su tin tuong
(Confidence) (Tsoukatos, Mastrojianni,, 2010).


https://www.emerald.com/insight/publication/issn/0265-2323
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Bang 1.3: TOm tit vé cac md hinh do lwong CLDV phd bién

STT

Tén md hinh
va tac gia

Cic phat hién chinh

Cic diém gi6i han/sy phu hop

M6 hinh cia

CLDV phu thugc vao Chat lugng Ky
thuat, Chat lwong Chirc ning va Hinh anh

Mo hinh khong cung cap mot giai

1. Gronroos. R : > thich cu thé cich do luong CL
cua to chuc. Chat lugng Chuc nang dugc o . A
(1984) - ’ .| Churc nang va CL Ky thuat
coi la quan trong hon Chat lugng K thuat
Mo hinh . M6 hinh do luong gém ca CL kj
B ) Mo hinh 1a mét céng cu dé phéan tich. N6 o~ ne gom C,a . Y
khoang c&ch | L o . .. | vong nhu ciing nhu CL cam nhén,
. gilp nha quan ly xac dinh mot cach c6 hé | ., - . _ | , .
voi thang do B i . ] N .., | diéu nay s€ lam cho bang cau hoi
thong cac khoang cach vé CLDV giita cac o o
SERVQUAL g , A B o twong doi phurc tap va mat thoi gian
2. cia bién anh huong dén chat lwong. M6 hinh Khio sat
U x a0 sat.
nay hoé trg nha quan 1y trong viéc xac dinh o A )
Parasuraman ) . R N . Mo hinh khong dua ra the tu do
. cac thanh phan CLDV lién quan tir quan . ] . L
va cong sw| ., e ) luong cac khoang cach & cac cap do
dieém cia ngudi sir dung dich vu. ;
1985 khac nhau.
Nhuoc diém ctua moé hinh nay la
M6 hinh ) . L n ) khong thé hién tac dong cta ky vong
Chi do ludng trai nghiém CLDV cua thang | | , L R
SERVPERF N . | anh hudng dén mtc 3¢ cam nhan.
do SERVQUAL va khéng do luong sy Ky o . . P
3. model of . L .| M6 hinh cho rang do luong chat
) vong cua KH, 1am giam s6 lugng cau hoi . . . o
Cronin and 810 50Y% lugng cam nhan s€ lam bang hoi do
xudn b.
Taylor. 1992 & phtrc tap. M6 hinh nay sé dugc NCS
str dung trong nghién ctru ciia minh.
M5 hinh Mo hinh nay cung cép co sé cua dich vu | M6 hinh khong cung cip mot cong
Attribute ctia to chic trén ba thudc tinh dé quan 1y | cu do ludng CLDV va khéng cung
service t6t hon. Ba thudc tinh ddc trung ndy 1a: (1) | cap mot thi tuc thuc té ¢6 kha ning
4. uality model Co s& vat chét, (2) Con ngudi, thanh phan | giup ban lanh dao xac dinh van dé
gf Havwood hanh vi va (3) Kha niang phan doan nghé | CLDV hodc phuong tién nang cao
Y nghiép. M6 hinh ndy nang cao hiéu biét vé | CLDV thyc té.
Farmer. 1988 .
khai niém CLDV
Dua trén md hinh SERVQUAL tac gia
thuc hién khao sat ngan hang ban I¢ tai Uc
dé xuat mé hinh CLDV BANKSERV gém
4 thanh phan voi 17 bién quan sat dé do
luong hiéu qua hoat déng cua cac chi
Mo Hinh ntlénhkngap h-élng ciing nh1,r d? du béo céc
van dé phat sinh trong qué trinh cung cap
BANKSERV . N , P . \ . s
5. . . dich vu va phén khic KH dé lam co s¢ cho | Phu hop véi ngan hang tai Uc
cia Avkiran, viéc ra quyét dinh tot hon trong hoat don
i n tron
N.K (1994) ¢ _q yetd ;o N Ao.gA oat dong
Marketing. Cu thé: (1) Nhéan vién phuc vu
(Staff conduct), 2) Tin nhiém
(Credibility), (3) Giao tiép, théng tin
(Communication), (4) Kha ning tiép can
dich vu (Access to teller services)
6. M6 hinh tién | M6 hinh nay c6 thé cung cap mot hiéu biét | Tién dé cia SMTKH van chua
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STT

Tén md hinh
va tac gia

Céc phat hién chinh

Cic diém gi6i han/sy phu hop

dé va trung
gian cia
Dabholkar
Va cong sw
(2000)

vé CLDV va céach thic cac danh gia nay
dugc hinh thanh nhu thé ndo. STMKH can
duoc danh gia tach biét véi CLDV.
STMKH 1a mét dy bao tét hon vé& y dinh
hanh vi.

dugc nghién ctu. M6 hinh nay do
luong y dinh hanh vi hon 1a hanh vi
thuc té. Vi vay can dugc khai quat
dé sir dung cho cac loai hinh dich
vu khac nhau

Thang do BSQ bao gém sau thanh phan c6
31 tiéu chi, Thang do BSQ duoc dé xuit

Mo hinh | v6i cac thanh phan chinh: Hiéu qua &
BSQ cua | bam bao, Tiép can, Gia ca, Sy Hitu hinh, o . .
. . ) . L Thuc hién tai Canada trong nganh
7. Bahia va | Danh muc dich vu va Sy Tin cdy. Thang noan han
Nantel, do nay 1a sy két hop 10 thanh phan CLDV g g
(2000) ctia Parasuraman va cdng sy nam 1985 va
c4c thanh phan 7Ps trong 1y thuyét
marketing hon hop
M6 hinh nay c6 4 thanh phan anh huong
dén CLDV ngéan hang Trung Québc gom:
M6 hinh | 4 CLDV ngan fiang Trung Quoc go
CBSO (1) Tin cay- la kha nang thyc hién DV
. dang nhu da hta mot ciech chinh xac tin P . P . . .
(Chinese N \ ) N .| Két qua cho thay mé hinh nay chi
. cay, (2) Nguon nhan lyc-lién quan dén | , =~ =~ - ,
Banking L o . . . dé khao sat thi truong tai chinh caa
. ngoai hinh nhén vién, sy hiéu khach, nang B . P
8. Service . . A R . Trung Quoc, khong thé hién tinh
. luc caa nghiép vu chuyén mon, (3) Cong | i )
quality) Guo, o ; . ... | tong quat doi vai cac boi canh khac
% Duff A nghé - lién quan ung dung céng nghé hién
B 7| dai vao DV ngan hang, dic biét la CNTT,
and Hai, M. . . A .
(2008) (4) Thong tin - kénh thdng tin lién lac gitra
’ NH va KH doanh nghiép, bao gém céc céc
tiép can DV NH.
9. Mo hinh | Thang do BANKQUAL dé xuat khoa cac
BANKQUAL | khia canh ctia CLDV nhu: Sy Pam bao/

Tsoukatos &
Mastrojianni,
E. (2010),

thdu cam, hiéu qua, Sy Tin cay, Sy tin
tuong. Thang do la sy két hop cua
SERVQUAL va BSQ. Véi 27 tiéu chi cua
Thang do BANKQUAL bao gom 12 tiéu
chi lay tir SERVQUAL, 7 tiéu chi tir thang
BSQ. Cu thé cdu tric cia BANKQUAL
bao gébm: (1) Sy théu cam va Pam bao cua
SERVQUAL (Parasuraman va cdng su,
1988), (2) Hiéu qua cua BSQ (Bahia va
Nantel, 2000), (3) B¢ Tin cay la dugc su
dung trong SERVQUAL va BSQ va (4) su
tin tuong (Confidence).

Mo hinh nay cling da dugc mot )
nghién ctru khac tham khao sur dung

Nguon: téng hop ciia NCS
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1.2. Mgt s6 nghién ciru vé Sur théa man khach hang va do lwong sy théa
man khach hang vé chat lweng dich vu ngan hang

1.2.1. Cac nghién ciu vé sw théga man khéach hang

C6 rat nhiéu cac nghién ctru cua cac tac gia ndi tiéng dua ra dinh nghia vé sy
théa man KH. Cu thé:

Philip Kotler (2000): STMKH (Customer satisfaction) la muc do trang thai
cam giac cia mot ngudi khi ho so sanh két qua trai nghiém tiéu dung SP/DV véi
nhitng ky vong cua minh. STMKH phu thudc su khac nhau ctaa su cam nhan va su
ky vong, néu cam nhan nho hon su ky vong thi KH khdng thoa man, néu cam nhan
bang ky vong thi KH s& thoa man, néu cam nhan cao hon su ky vong thi KH rat
théa man. Su ky vong cua KH c6 dugc thdng qua chinh céc trai nghiém tiéu dung
cua ho, tir ban bé nguoi than, ddng nghiép va tir kénh truyén théng/ giao tiép cua
bén ban ban va céac ddi tha canh tranh (Philip Kotler, 2000).

Zeithaml V., Berry L. & Parasuraman A. (1988): STMKH la phan ung
cia KH dbi véi sy khac nhau gitra mong doi trude do va su thé hién thuc té cua
san pham, mirc do chap nhan cua KH sau khi sir dung. Khi KH thoa mén thi doanh
nghiép sé thu dugc nhiéu loi nhuan. Khach hang cha yéu hinh thanh ky vong cua
ho thong qua kinh nghiém mua hang trong qué khu, théng tin truyén miéng tir gia
dinh, ban bé va déng nghiép. Thong tin duoc chuyén giao qua cac hoat dong
maketing nhu quang cdo hoic PR. Néu sy ky vong cua KH khong duoc dap tng,
ho s& khong thoa mén va thdng tin vé sy khdng thoa man s& duoc lan truyén téi
nhitng nguoi khac (Parasuraman, A. et al, 1988).

Ngoai ra cac tac gia khac nhu Fornell, Johnson, Anderson, Cha & Bryant
(1996), cho ring STMKH d 13 wu tién hang dau cho mét DN thanh céng, STMKH
1a duoc dinh nghia 1a danh gia tong thé dua trén toan bo trai nghiém mua hang va
tiéu dung ddi véi hang hoa hoic DV theo thoi gian (Fornell, C., Johnson, D.M.,
Anderson, W. E., Cha, J. & Bryant, E B, 1996).

STMKH la mét thanh phan quan trong trong chién luge kinh doanh ciing nhu
giit chan KH va mua lai san pham. Dé téi da hoa STMKH, cac cong ty cung cap cac
tai lidu, théng tin can thiét vé san pham/dich vu ma minh dinh ban/cung cap cac y
tuong va phuong phap sau khi hoan thanh voi tat ca cac tai liu can thiét dé tranh



18

khéach hang cé nhitng ky vong sai. STMKH la mét thude do du doan hanh vi cua
KH trong tuong lai (Hill, N., Roche, G. & Allen, R., 2007).

KH thuong tim kiém gia tri trong SP/DV téng thé, diéu nay can phai co sy
hop tac noi bo gitta cac bd phan chic nang lién quan dén qua trinh cung cap SP/DV,
tir SP/DV cét 16i cho dén viéc cung cap SP/DV hd tro (tai liéu, an pham hd trg, DV
chim soc), t6 chic nén thuc hién cac hoat dong tao ra gia tri cho KH. Vi vay, cac
DN can phai hiéu biét KH cua minh, xay dung su tin twéng véi KH, tiép nhan céc
phan hoi tir KH, 1am thé nao dé cé thé phat trién SP hoic DV dinh huéng KH (Hill,
N., Brierley, J. & MacDougall, 2003). STMKH la két qua dong, tuong dbi, thay doi
theo thoi gian, khdng gian. Chi ¢6 y tudéng “dinh hudng KH 1a trung tam” mai giup
c4c cong ty nang cao STMKH thuc su, nguoc lai, néu dbi thu canh tranh cai thién
STMKH, cdng ty c6 thé mat KH. Khi thyc hién cai thien STMKH, ky vong cia KH
nén duoc chl y. Chat luong DV, chét lwong SP va gia tri tinh bang tién c6 tac dong
tich cuc truc tiép dén STMKH. Bén canh d6 STM cua nhéan vién ciing quan trong
khong kém trude khi dat dwoc STMKH, ho chinh 1a KH néi bd, néu nhu nhan vién
c6 anh huong tich cuc thi ho méi ¢ thé dong vai trd 16n 1am ting mic d6 STMKH.
Vi vay STMKH la mét myc tiéu ning dong, cé thé thay doi theo thoi gian, chiu anh
huong caa nhiéu yéu t. Bac biét khi viéc st dung san pham hoic trai nghiém DV
dién ra theo thoi gian, STM c6 thé cao, thay d6i tly thudc vao diém nao trong chu
ky st dung hoac trai nghiém ma mot nguoi dang tap trung (Lovelock, C. & Wright,
L., 2007). Céc nghién ctru ciing chi ra STMKH bi anh huong boi cac tinh nang va
nhan thic vé chit lugng cua san pham hoic DV cu thé. STMKH ciing bi anh huong
boi phan ang cam xGc cta KH, thai do cua ho va nhan thic cua ho vé sy cong bang
(Zeithaml, V. A. & Bitner, M. J., 2003). STMKH ting 1én c6 thé mang lai loi ich
cho cong ty nhu long trung thanh cua KH, gia ting thoi gian KH tiép tuc mua hang
va tang kha ning truyén miéng tich cuc cua KH. Khi KH thoa mén vai SP hoic DV
ciia DN, n6 c6 thé khién KH mua hang thudng xuyén va gidi thiéu san pham hoic
DV cho KH tiém ning. T6 chirc kinh doanh khong thé phat trién néu phét 1o hoic
coi thudng nhitng nhu cau cua KH (Tao, F., 2014).

Dua trén cac nghién cau va kinh nghiém quan Iy trén thé gioi, nim 2015 To
chtc Quéc té vé Tiéu chuan hda da ban hanh tiéu chuan 1SO 10004 : 2015- Quan ly
chat luong - STMKH - Huéng dan theo ddi va do luong (Ban ki thuat tiéu chuan
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quéc gia TCVN/TC 176, 2015) dua ra khai niém nhu sau: “STM duoc xac dinh
bang su khac biét gitta ky vong va sy cam nhan cia KH vé san pham duoc t6 chirc
cung cap va céac khia canh lién quan dén ban than té chic”. Bé dat dugc STMKH,
trudc tién to chuc can hiéu rd ky vong cia KH. Nhitng ky vong nay c6 thé rd rang
hoic an ¥, hay khong duoc néu diy du. Ky vong cua KH, theo cach hiéu cua tb
chuc, tao nén tang ban dau cho san pham dwgc hoach dinh va chuyén giao sau do.
Mtc d6 cam nhan cia KH vé viéc san pham dugc cung cip va cac khia canh khéc
cua t6 chirc dap wng hoidc vuot quéa ky vong s& quyét dinh mirc 6 STMKH. Quan
trong la phai phan biét giita quan diém cua t6 chirc vé CL cua SP cung cap va cam
nhan cua KH vé SP dugc cung cap va céc khia canh khac cua td chic, vi cam nhan
cuia KH chi phdi STM cua ho.

Mdi quan hé giita quan diém cta t6 chirc va quan diém ctia KH vé STMKH
vé CLSP/DV dugc minh hoa bai Hinh 1.1 - M6 hinh 1y thuyét trong tiéu chuan 1SO
10004:2015.

| Mong doi cua San phém duoc

/ khach hang vé hoach dinh béi \
san pham t0 chire

Mirc do phu hop
(Quan diém cua t6 chic vé
chédt lwong)

Mirc d6 thda man
(Quan diém cia khdch
hang vé chét lugng)

Cam nhan cua Mong doi cua /
= khach hang vé khach hang vé
san phﬁm san ph?:un

Hinh 1.1: M hinh ly thuyét vé Sw théa man khach hang

Ngusn: TCVN 1SO 10004:2015

Trong d6, cam nhan cia KH vé SP ciing bao gdm cac khia canh khac cua to

chirc. Trong md hinh nay, ky vong cua KH vé san pham s& quy dinh dic trung cta
SP ma KH muén nhan dugc. Ky vong cia KH duoc dinh hinh chu yéu tir kinh
nghiém cua ho, cac thdng tin san c6 va nhu cau caa KH. Ky vong nay co thé duoc
phan &nh trong cac yéu cau xac dinh, hoic c6 thé duoc gia dinh va khong xac dinh.
San pham dugc hoach dinh, quy dinh cac dic trung cua SP t6 chuc du dinh giao.
Thuong 14 sy dung hoa gitra hiéu biét cua to chuc vé ky vong caa KH véi kha ning
cua t6 chuc, loi ich noi bo cua to chirc va cac rang budc vé ki thuat, luat dinh va
ché dinh &p dung véi t6 chic va SP. San pham duoc giao, quy dinh dic trung cua
SP duoc tao ra boi to chirc. Mec d6 pht hop hinh thanh quan diém cua td chic vé
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chat lugng, 1a mac do theo d6 san pham dugc giao phi hop véi san pham duoc
hoach dinh. Cam nhan cua KH vé san pham quy dinh dic trung san pham nhu KH
cam nhan. Sy cam nhan nay duoc dinh hinh boi nhu cau caa KH, thi truong va moi
truong cua san pham. STMKH 1a nhan xét, y kién duoc KH biéu 16. Muc d6
STMKH &nh sy khac biét gitta nhin nhan cia KH vé san pham ky vong va cam
nhan caa KH vé san pham duoc giao. Do d6 can danh su chl y & ca hai goc do:

— Thuéc do chit lugng noi bd trong qua trinh thuc hién;

— Thuéce do quan diém cua KH bén ngoai vé viéc to chie da dap ung ky
vong caa KH tot nhu thé nao.

Nhu minh hoa trong mé hinh ly thuyét Hinh 1.1, dé cai tién STMKH, t6 chuc
can thu hep su khac biét gitta CL ky vong ciia KH va cam nhan cia KH vé CL duoc
chuyén giao. Vi vay, t chirc can giai quyét timg giai doan trong chu trinh mé hinh
ly thuyét, nghia la:

+ Hiéu rd ky vong cua KH khi xac dinh SP hoach dinh va dam bao réng KH
dugc thong tin day du vé cac yéu té va han ché cua SP (day 1a pham vi nim bat,
trao ddi cac yéu cau thiét ké SP).

+ Chuyén giao SP, DV phu hop véi SP, DV di hoach dinh (day 1a pham vi
quan Iy hoat dong va kiém soat qua trinh).

+ Hiéu dugc cam nhan cia KH vé SP duogc giao va nang cao STMKH théng
qua Vviéc cai tién SP va thong tin vé san pham ciing nhu nhiing rang budc caa san
pham (day 14 pham vi trao doi thong tin, marketing va quan hé KH).

Vi vay to chirc can coi su thoa man KH khéng chi lién quan toi cac dic trung
ctia san pham va giao nhan ma téi ca cac khia canh khéac cua to chic.

Két ludn: trén co s tong quan nghién ciu, NCS tiép can khai niém STMKH
vé chit luong DV theo tac gia P. Kotler, d6 1a két qua so sanh muc do cam nhan
dugc cua KH vé chit luong SP/DV sau khi sir dung so vai ky vong vé CLDV cua
ho trudc khi st dung DV va sur dung khai niém nay trong toan bo luan an.

1.2.2. CAc nghién ciru vé do lwong sw théa man khdch hing

Két qua tong quan tai lidu cho thay c6 rat nhiéu mé hinh do ludng STMKH,
trong d6 phai ké dén cac mé hinh do ludng ndi tiéng nhu sau:

Fornell, C. (1992). “A National Customer Satisfaction Barometer: The Swedish
Experience”, Journal of Marketing, 56 (1), pp.6—21. Cac nghién ciru trude day cho thay
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céc cdng ty tu nhan va mot s6 nganh cdng nghiép da theo ddi STMKH lién tuc, trong
nghién ctu nay tac gia C Fornel (1992) da gidi thiéu kinh nghiém cta Thuy Dién 1a
qudc gia dau tién st dung md hinh chi s6 do ludng mic d6 théa méan cia KH WCSB
(Swedish Customer Satisfaction Barometer - B¢ tiéu chi quéc gia cia Thuy Dién) cua
hon 30 nganh céng nghiép va cho hon 100 c6ng ty 16n hang nim. Chi s6 méi nay
nham bé sung cho cac thude do ning suét. Trong khi ning suat vé co ban phan anh sb
lwong dau ra, WCSB do luong chat lwong dau ra (theo trai nghiém cua nguoi mua).
Tac gia bao cao két qua caa mot nd hee quy mé I6n cua Thuy Dién nham do luong chat
lwong cua toan bo qué trinh tiéu ding 1a STMKH. Tam quan trong caa STMKH va vi
tri caa no trong chién lugc tong thé caa cong ty duoc thao luan. Mot ham y caa nghién
ctu nira la théng qua viéc kiém tra méi quan hé giira thi phan va STMKH. Déi voi
Thuy Dién, két qua do luong nam 1991 cho thdy WCSB tang nhe, diéu nay s& co tac
dong tich cuc dén tinh hinh kinh té chung (Fornell, C., 1992).

Fornell, C., Johnson, M., Anderson, E., Cha, J., & Bryant, B. (1996). “The
American Customer Satisfaction Index: Nature, Purpose, and Findings” Journal of
Marketing, 60 (4), pp 7-18. Chi s6 STMKH M¥ (ACSI) 1a mét loai thudc do hiéu suat
dua trén thi truong méi danh cho cac doanh nghi€p, nganh, linh vuc kinh té va nén
kinh t& qudc gia. Céc tac gia thao luan vé ban chat va muc dich ciia ACSI va giai thich
Iy thuyét nén tang ctia md hinh ACSI, phuong phap khao sat toan qubc duoc sir dung
dé thu thap dir liéu va phuong phép tiép cin kinh té luong duoc str dung dé udc tinh
cac chi s6. Cac tac gia nhan thdy STMKH d6i véi hang hoa cao hon ddi véi DV,
STMKH dbi v6i DV tur nhan cao hon dbi véi DV céc co quan chinh phu, tim ra nguyén
nhan gay lo ngai khi nhan thiy raing STMKH & Hoa Ky dang giam, chi yéu Ia do giam
STMKH véi cac DV. Cac tac gia woc tinh mé hinh cho 7 linh vuc kinh té chinh ma dir
liéu dugc thu thap. Piém ndi bat cua cac phat hién bao gém (1) su tuy chinh quan trong
hon Sy Tin cay trong viéc xac dinh mirc d6 thoa man cua KH, (2) ky vong cua KH
dong vai trd 16n hon trong cac linh vire ma phuong sai trong san xuét va tiéu ding
twong ddi thap, va (3) STMKH véi chat lugng hon gia tri hodc gia ca. Céc tac gia cling
thao luan vé tac dong cua ACSI dbi véi cac nha hoach dinh chinh sach cong, cac nha
quéan 1y, ngudi tiéu dung va tiép thi noi chung (Fornell, C., Johnson, D.M., Anderson,
W. E., Cha, J. & Bryant, E B, 1996).
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Grigoroudis, E., & Siskos, Y. (2002). “Preference disaggregation for
measuring and analysing customer satisfaction. The MUSA method”. European
Journal of Operational Research, 143(1), 148-170. Phuong phap phén tich STM da
tiéu chi - MUSA (Multicriteria Satisfaction Analysis) dé do luong va phan tich
STM cua KH dugc trinh bay trong bai bdo nay. Phuong phap MUSA 1a mt mo
hinh phén t6 theo s& thich tuan theo cac nguyén tic cua phan tich hdi quy thu tu
(thu tuc suy luan). Tich hgp phuong phap luan danh gia mac do théa mén cua mot
nhom cé nhan (khach hang, nhan vién...) dwa trén cac gia trj va thé hién so thich cua
ho. Str dung dit liéu cua cudc khao sat vé mirc do STM, phuong phap MUSA tong
hop STM dua trén cac s thich khac nhau. Qua trinh phan loai s& thich nay phai dat
dugc voi cac sai s toi thiéu co thé xay ra. Uu diém chinh ctia phuong phap MUSA
la né hoan toan xem xét hinh thirc danh gia dinh tinh cia KH va s¢ thich. Viéc phat
trién mot tap hop cac chi sé dinh lugng va ban db tri giac gitp cho cung cAp mot sy
hd tro hiéu qua cho vin dé danh gia su thoa man. Bai bao ciing trinh bay phan tich
do tin cay cua cac két qua, cuing v6i mot vi du sé don gian thé hién quy trinh thuc
hién ctia phuong phap MUSA. Cudi cung, phan thao luin cac tac gia ciing dua ra
mot sb tién ich md rong va nghién ctru trong twong lai sir dung phuong phap nay
trong bdi canh khac (Grigoroudis, E., & Siskos, Y., 2002).

Bayraktar, E., Tatoglu, E., Turkyilmaz, A., Delen, D., & Zaim, S. (2012).
“Measuring the efficiency of customer satisfaction and loyalty for mobile phone brands
with DEA”. Expert Systems with Applications, 39(1), 99-106. Cac tac gia nghién cuu
cho thay khai niém vé sy théa man va long trung thanh cua KH (customer satisfaction
and loyalty - CS&L) da thu hut nhiéu su quan tim trong nhitng nghién ciru gan day, sy
thdéa man va long trung thanh ctia KH cao hon ¢6 thé dan dén vi thé canh tranh manh
mé hon, dan dén thi phan va loi nhuan 16n hon. Céc tac gia sir dung phuwong phap phan
tich bao dit liéu (data envelopment analysis-DEA), trong nghién ciru nay, tién hanh
phan tich va so sanh hi¢u qua CS&L ddi véi cac thuong hi¢u dién thoai di dong tai mot
thi trudng vién théng méi nodi 1a Thé Nhi Ky. Cac cau triic ciia md hinh Chi sé thoa
man ctia KH chau Au (ECSI) duoc sir dung 1am chi sé dau vao va dau ra ciia mo hinh
DEA cua nghién cuu. Dya trén phan ung cam quan cua 251 nguoi dung dién thoai di
dong, cac mau DEA tiét 16 rang 6 thwong hiéu dién thoai di dong hang dau & Tho Nhi
Ky, trong d6 Nokia 1a thuong hi¢u c6 chi s6 STMKH va théa man hiéu qua nhat, tiép
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theo 12 LG va Sonny Ericsson, trong khi Motorola, Samsung va Panasonic xép hang 1a
thuong hi¢u kém hi¢u qua nhét (Bayraktar, E., Tatoglu, E., Turkyilmaz, A., Delen, D.,
& Zaim, S., 2012).

Matzler, K., Bailom, F., Hinterhuber, H., Renzl, B., & Pichler, J. (2004).
“The Asymmetric Relationship Between Attribute-level Performance And Overall
Customer Satisfaction: A Reconsideration Of The Importance—performance
Analysis”, Industrial Marketing Management, 33(1), 271-277 Trong thi truong cong
nghiép, tim quan trong cua viéc danh gia va quan 1y sy STMKH duoc cong nhan
rong rdi (vi du: Tikkanen, Alajoutsija’rvi, & Ta htinen, 2000). Piéu quan trong la
xéc dinh cac yéu t6 quan trong quyét dinh STMKH va long trung thanh. Tuy nhién,
mdi cong ty bi han ché boi nhirng han ché vé nguff)n luc ma ho cd san. Do d6, nod
phai dugc quyét dinh cach trién khai cac ngudn lyc khan hiém mét cach tot nhat dé
dat duoc muirc do thoéa man cao nhat. Day 1a 6t phuong phap hiéu qua dé thiét lap
cac uu tién vé muc do quan trong (Importance-Performance Analysis-IPA). N6
phan tich céac thudc tinh chét lugng trén hai khia canh: muc do hi¢u suét (su thoa
man) va tim quan trong ddi v6i KH. Péanh gia cac thudc tinh trén hai thir nguyén
nay sau d6 két hop thanh mot ma tran cho phép mot cong ty xac dinh cac dong luc
chinh cua sy thoa mén, dé hinh thanh cic wu tién cai tién va tim cac linh vuc muc
qua mirc can thiét co thé xay ra va cac khu vuc c6 nhuge diém" ¢ thé chip nhan
duoc". Trén thuc té, IPA duoc coi la mot cong cu don gian nhung hi¢u qua
(Hansen, E. and R.J. Bush,, 1999). N6 rat hitu ich trong viéc quyét dinh céch phan
b tot nhat cac ngudn lyc khan hiém dé t6i da hoa STMKH.

Vu Ngo Minh (2015), “Measuring Customer satisfaction: a literature
review”, Proceedings of the 7th International Scientific Conference Finance and
Performance of Firms in Science, Education and Practice, Vol 7, pp 1637-1654. Bai
bao danh gia cac nghién ctru vé cach do ludng mic 46 STMKH dua trén tong hop
103 cac bai bao tir hon 50 tap chi va hoi nghi qudc té. Tac gia tong hop mot sd cac
phuong phéap luan quan trong dugc st dung dé do ludong STMKH nhu: phuong
phap chi s6 théa man qudc gia (National Customer satisfaction index -NCSI), sir
dung m6 hinh CLDV SERVQUAL, phuong phap MUSA( Multicriteria Satisfaction
Analysis), m6 hinh Probit/ Logit (Probit / Logit), phwong phap phan tich bao dir liéu
DEA (data envelopment analysis method), phuong phap phan tich hiéu suat quan
trong IPA (Important Performance Analysis) (Ngo, Minh Vu, 2015).
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1.2.3. Cdc nghién ciru vé chit lwong dich vu va sw théa mén khdch hang

doi véi chit lwong dich vu ngin hang

Hién c6 kha nhiéu cac cong trinh nghién ctru vé chu dé nay, NCS xin trich

mot sO cong trinh ti€u bi€u trong va ngoai nudc nhu dudi day:

Bang 1.4: Téng hep cac cong trinh nghién ciru trong va ngoai nwéc

lién quan dén sw théa min khach hang déi véi CLDV nganh ngan hang

STT

Cong trinh

Thang do va tiéu chi

Walfried M. Lassar va cdng

1. s (2000) SERVQUAL va Chit lugng K§ thudt/ Chitc ning
Str dung SERVPERF va diéu chinh véi 5 thanh phan sau nghién cau:
(1) Méi quan hé véi KH (trong qué trinh thuc hién DV)
Carlo Gabriel Porto Bellini, (g) Giao dicp kip.h df)anh‘vé tai cr:inh (rrTuc (?ich c?éi c-u'ng cf;_a nqén
Guilherme Lerch Lunardi hang, thu \tha;p '[fll chinh tir KH, dau tu va phan phoi lgi ich tai chinh
2 & Jorge Luiz Henrique cho KH va co dong) . x .
(2005). (3) Cdng nghé théng tin (da ho tro quéa trjnh cung cap DV E:ho KH)’
(4) Chi nhanh ngéan hang (Co s¢ vat chat, sy thoai mai, dé dang tiép
can)
(5) Hinh anh (cach ngan hang thé hién minh véi cong dong).
Walfried M. Lassar va cdng oz - . L
3. SERVQUAL va Chat lugng K§ thudt/Chiic nang
su 2000
4. Xazlgrézd M. Lassar va cong | oeov/QUAL va Chét Irong K thuat/Chite nang
Str dung SERVPERF va diéu chinh véi 5 thanh phan nghién ciiu sau:
(1) Méi quan hé véi KH (trong qué trinh thuc hién DV)
Carlo Gabriel Porto Bellini, (g) Giao dicp ki\n_h d?anh‘vé tai ct]inh (mye quh c?_éi C_Upg cfl_a nqén
Guilherme Lerch Lunardi hang, thu ‘tha;p tz:u chinh tir KH, dau tu va phan phoi lgi ich tai chinh
> & Jorge Luiz Henrique cho KH va co dong) . x .
(2005) (3) Cong nghé thong tin (da ho tro quétr"mh cung cap DV E:ho KH)’
(4) Chi nhanh ngéan hang (Co s¢ vat chat, sy thoai mai, dé dang tiép
céan)
(5) Hinh anh (cach ngan hang thé hién minh véi cong dong).
6. Avrasli H, 2005 -
((1) Nhan su ngan hang
(2) Gio lam viéc thuan tién
7. Gudep va Elango, (2006), (3) DV cung cap trén web
(4) DV gia tri gia ting khong c6 15i va
(5) Co ché giai quyét khiéu nai hiéu qua
Ibrahim, E., va cong su
8. (2006), e-SQ
Vannirajan va
S Anbazhaganm, (2007), SERVPERF
. . ... | Két hop mé hinh SERVQUAL va CARTER c6 diéu chinh thanh
10. (Azrg(')g)'v'“s“m & Isa Zaidi | \an- (1) Tinh hi hinh, (2) P Tin cay, (3) kha nang dap tng, (4)
’ Su Bam bao, (5) su thau cam va (6) su tuan tha (compliance)
11, | Usha Lenka et al, (2009), Dé xuat md hinh 3 khia canh caa CLDV tac dong dén STMKH gom:

(1) khia canh con nguoi cua CLDV, khia canh canh k§ thuat caa




25

CLDV, khia canh tinh hitu hinh cua CLDV.

12. | Mengi P, (2009 SERVQUAL
Naeem Akram, & Saif,
13. (2009) SERVQUAL
Jayaraman, Shankar & Hor,
14, (2010) SERVQUAL
Str dung md hinh CLDV 3 thanh phan caa Rust and Oliver (1994)
15. | Satendra & Singh, (2011) CLDV bao gom: (1) san pham DV, (2) cung cdp DV va (3) mdi
truong DV.
(1) DV KH, (2) bao méat cdng nghé va CL thong tin, (3) su tién lgi
16. | Ganguli S (2011), cua cong nghg, (4) tinh dé dang va Do Tin cay trong viéc sir dung
cbng nghé.
Awan H.M va cong su,
17. 2011 SERVQUAL
18 Asma Abdul Rebman, | CARTER (Piéu chinh md hinh SERVQUAL b6 sung thanh phan Sy
"] 2012, tuan tha)
Kumar G & Manjunath S.J,
19. (2012) SERVQUAL
20. | Surabhi Singh (2012), SERVQUAL
S.F. Amiri Aghdaie va F.
21. Faghani (2012) SERVQUAL
22. | Shanka M.S (2012), SERVPERF.
23. Krishnan, A. (2018), SERVQUAL
Khan, M. M., & Fasih, M. o
24, (2014). SERVQUAL (bo “Su Pép ung”)
Nalini, R va cong su.
25. (2014), SERVQUAL
26. | Gupta, M. (2014), SERVPERF
27. | Sreela, (2014), SERVPERF
Ghosh Kumar Sagi, Barua
28. Zapan (2014), SERVQUAL
29. Hemalatha, (2015), SERVQUAL
30. | Selvakumar J.J (2015) SERVQUAL
Jawwaid T & Raza S A,
31. 2015 SERVQUAL
32. Bhat S.J va cong su, 2016 SERVQUAL
33. | Bilika F va cong su, (2016), | SERVQUAL
Ataur Rahman, Mahamudul
34. Hasan va Md. Amin Mia | SERVQUAL
(2017)
Bang hoi c6 cau trdc, két luan cac thanh phan: (1) tinh hixu hinh, (2)
35. | Rishi Kant, 2017 Do Tin cay, (3) Sw Pam bao, (4) kha nang dap ung, (5) su thau cam va
(6) hinh anh. (SERVQUAL c¢6 diéu chinh b sung)
36. | Nigist Kelemut, 2017 SERVQUAL
Janahi M.A va cong su,
37. 2017, CARTER
38. | Rahman va cong su, (2017) | SERVQUAL va loai bo thanh phan “Sy Dam bao”
39. Yilmaz. V va cong su, 2018 SERVQUAL ma rong
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40.

Khamis F.M (2018),

CARTER

41.

Jawwaid S.T va cong su,
2021

CARTER

42,

GAZI, Md. Abu Issa, 2021,

SERVQUAL

43.

T6 Thién Hién (2020)

SERVQUAL Té4c gia ciing sit dung mo hinh SERVQUAL va két
luan ca 5 thanh phan cia thang do déu tac dong dén sy thod chat
lwong DV ngan hang ban Ié caia NH HDBank — Chi nhanh An Giang

44,

Pham Thi Mong Hang, 2020,

Téc gia sir dung SERVQUAL Nghién ctu sy hai long cua KH ddi
v6i chit lugng DV ciia cdc NHTM trong nudc trén dia ban thanh phd
Bién Hoa

45.

Pinh Kiém, Tran Ding Ta
Uyén, 2020

Téc gia nhan dinh c6 6 thanh phan anh huéng d¢én STMKH cé nhén
vé CLDV bén Ié do ngan hang cung tng, gom: Tin cdy, Moi truong
DV, Su thdu cam, Gia c4, Sy dap tmg va Thuwong hiéu ngan hang.
Trong d6, thanh phan sy dap tng va gié ca c6 tac dong manh nhét.

46.

binh Kiém, Quach Phung
Tién, 2021

Téc gia dé xuat 6 thanh phan CLDV anh huong dén STMKH gom:
1) Sy Pam bao, (2) Phuong tién httu hinh, (3) Sy dap tng, (4) Su
cam thong, (5) Nang luc nhén vién, (6) b6 Tin cay, (7) Kha niang
tiép can DV

47.

Truong B4 Thanh & Lé
Vian Huy (2008)

Nhém nghién ciru sir dung thang do SERVQUAL, két hop véi phong
van véi 9 chuyén gia trong linh vuc ngan hang. Trén co sé phong
van cac chuyén gia va nghién ctru dinh lwong, nhom tac gia da dé
xuat mé hinh nghién ctu CLDV NH & Viét Nam gém 6 thanh phan
Vv6i 25 chi tiéu do luong: (1) hiru hinh, (2) dam bao, (3) tin cay vé
qué trinh cung cip DV, (4) tin cdy vé 1oi hta véi KH, (5) thau cam
va dap tng, (6) mang ludi. Nhu vay, mé hinh nay di bo sung thém
thanh pham “mang lugi” so véi md hinh SERVQUAL, gém 2 chi
bao: ngan hang cé mang ludi chi nhanh rong khiap, NH c6 mang ludi
may rat tién ty dong ATM thuan tién. Thanh phan “tin cay” trong
thang do gbc SERVQUAL d tach ra thanh hai thanh phan: tin cay
vé qua trinh cung cép DV va tin cay vé loi hira véi KH.

48.

Pham Thi Mai Anh (2015)

Nghién ciru cua, da phat trién thang do do ludng CLDV NH Viét
Nam trén co s& phan tich vu va nhuoc diém cia cac md hinh do
luong CLDV cuia Parasuraman, Gronross, Cronin & Taylor, mé hinh
BANKSERV cua Avkian. Trong do, tic gia da dé xuit mé hinh do
ludng CLDV ngan hang VN gom 4 thanh phan: (1) phong céch va
kha nang tiép xdc KH; (2) hitu hinh, (3) tin nhiém; (4) thuan tién.
Thuc hién minh hoa qua nghién ciru cu thé tai NHTM ¢6 phan Dau
tu va Phat trién Viét Nam (BIDV)

Nguon: NCS tong hop

Qua cac cong trinh nghién ctru duoc liét ké trén day, vé co ban cac nghién
ctru lién quan dén CLDV va STMKH déu sir dung thang do SERVQUAL,
SERVPERF hoic cac bién thé cua thang do SERVQUAL la thang do CATER.
Tuy nhién thang do SERVQUAL trong d6 thanh phan ky vong la mot thanh phan
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triru twong va rat kho xac dinh va khi tiéu dung thong thuong KH luén ky vong ¢
mic cao nhat vi vay trong nghién cau cua luan an tac gia st dung thang do
SERVPERF véi mac dinh ky vong ¢ mac 5 trong thang do Likert 5 (Rensis
Likert, 1932) dé do ludng STMKH vé CLDV cua cac NHTM.

Dé do luong CLDV NH ¢ Viét Nam, céc tac gia trude day ciing da sir dung
cac thanh phan/chi tiéu twong ty nhu thang do SERVQUAL, dong thoi ciing c6 diéu
chinh/bé sung cac thanh phan/chi tiéu do ludng sao cho phu hop véi vin hoa, thi
trrong Viét Nam.

Bén canh d6, dé quan Iy CLDV ciia minh, cac NHTM hién nay déu tién hanh
do ludong STMKH vé CLDV caa NH. Mot sé cac NHTM da tién hanh khao sét hoic
thu thap thém cac phan hoi cua KH trong qué trinh giao dich (Vietcombank,
ACB..), hoic thué céc cong ty nghién ctu thi truong tién hanh khao sat (nhu:
Nielsen, Cl Research, Khaosat.me, Kompa Technology, Viét Nam Q&Me...) vi du
nhu NH Vietcombank da thué cong ty Nielsen khao séat hing nim trudc déy, tuy
nhién do kinh phi ciing kha cao, cac cong ty sau khi nghién ctru xong chi chuyén
cho cac NH két qua phan tich ma khong chuyén giao phuong phap phan tich, nén
cac NH ciing bi phu thudc va chua co cé so tin cay vé két qua chuyén giao. Tuy
nhién cac két qua nghién ctru nay déu dugc bao mat noi bo NH, NCS khong tiép can
duoc véi dir liu nay. Pay ciing 1a mot kho khan trong qua trinh thu thap di liéu thu
cap va ciing 1a han ché cua luan an vé thu thap dit liéu thir cap vé két qua diéu tra
STMKH vé CLDV riéng ctia cac NHTM.

1.3. Céc két ludn rit ra tir tong quan nghién ctru va khoang trong nghién ctru

1.3.1. Cac két lugn rut ra

Két qua nghién ctu cta cac cong trinh dd cong bd c¢é ¥ nghia quan trong dé
luan an ké thira va phat trién; 1a nén tang phét trién va lam sau sic thém co so ly
thuyét vé STMKH d6i véi CLDV caa cac NHTM trén dia ban TP Ha Noi, Viét
Nam.

Qua téng quan cac nghién ciru lién quan dén chu d@é cua lugn an, mét sé két
luan dwoc rut ra nhw sau:

(1) Po luong su thoa man KH vé CLDV vai cac bo thanh phan va tiéu chi
cu thé cho timg nudc, khu vuc, ting NH, trong d6 thang do SERVQUAL,
SERVPERF la mét trong nhitng bo tiéu chi dwoc ap dung nhiéu nhat boi day van
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dugc xem la bd thang do c6 do tin cay cao dugc ap dung rong réi trong cac nganh
dich vu néi chung va dich vu NH ndi riéng

(2) Trong khi khai niém vé CLDV va STMKH dé cap kha théng nhat thi van
dé xac dinh khung nghién ctru va hé théng cac thanh phan, tiéu chi danh gia
STMKH véi CLDV caa NH van con nhiéu khac biét. Do vay, c6 thé thdy, mic du
c6 nhiéu bo tiéu chi danh gia CLDV cua NH duoc phét trién bai cac nha nghién ctu
nhung chua c6 md hinh do luong chung cho tit ca cac nudc khac nhau va khdng co
bo chi s6 nao c6 thé ap dung cho tat ca cac dich vu NH tai moi thoi diém, vi su tién
bo cia KHCN, CNTT va quan diém tiéu ding caa KH ciing thay doi theo thoi gian.

1.3.2. Cac khodng tréng nghién ciru

Sau khi tong quan c&c nghién ctru trong va ngoai nudc, tir cac két luan rat ra
cho thay con cac khoang tréng can nghién ctru nhu sau:

Tha nhat, STMKH véi dich vu NH duoc cau thanh bgi nhiéu thanh phan,
trong d6 thanh phan CLDV I1a mét trong nhitng thanh phan quan trong duogc céc
nghién ciru dé cap dén, dé do luong STMKH vé CLDV cia NH cac dé tai lién quan
thuong sir dung thang do SERVPERF ¢6 diéu chinh cho pht hop véi dic thi cua thi
truong cung cap DV. Tai Viét Nam chii dé nghién ciru nay ciing da dugc mot s6 nha
nghién ctru trude d6 thuc hién. Tuy nhién trong nhitng nam gan day, cing véi su
phét trién caa KHCN va viéc tang cuong day manh tng dung CNTT trong cung cap
DV cua cac NH, dic biét 1a 2 nim Covid toan cau, viéc di lai giao dich gap nhiéu
kho khin, nhu cau sir dung dich vu NH tién ich cac DV caa NH d3 c6 nhiéu thay
d6i, KH khong can phai dén truc tiép cac quay giao dich, ma c6 thé sir dung DV
tryc tuyén thdng qua cac thiét bi thdng minh nhu dién thoai, may tinh. Tham chi c6
nhitng NH ¢6 quay giao dich khdng ¢ nhan vién, KH c6 thé thyc hién cac giao dich
duwa trén su hd trg cua cac thiét bi, robot mot cach nhanh chéng. Piéu nay da lam
tang co hoi “Tiép can” vai cac dich vu NH, tao ra su thuan tién, dé& dang sir dung
dich vu, giam dang ké thoi gian di lai, cho doi caa KH. “Sy Tiép can” 1a mot yéu td
lam gia tang CLDV cua NH. Tuy nhién, trong cac nghién ctru da duogc thuc hién tai
dia ban Ha Noi chua c6 nghién ctru ndo dé cap dén céac thanh phan nay trong thang
do STMKH vé CLDV cia NH. Hau hét cac nghién ctu ¢ Viét Nam trude do chi
yéu thyuc hién trong pham vi trong hé théng cua mot NH. Vi vay tac gia dé xuat mo
rong thang do SERVPERF ngoai 5 thanh phan ciia mé hinh géc, tich hop thém thanh
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phan “Su Tiép can” (Access) vao trong thang do trong bdi canh hién dai ha hé théng
ngan hang 4.0 dé pht hop véi bdi canh hién nay va khao sat cac NH trén dia ban TP Ha
Noi, 14 noi ma hau hét cac Ngan hang déu c6 van phong dai dién va chi nhanh, dong
thoi Ha Noi ciing duoc xem 14 thi treong tiém nang phat trién voi Téng du no Tin dung
I6n nhit ca nudéc.

The hai, két qua tong quan ciing chi ra cac nhiéu phuong phap do luong
STMKH, trong d6 phuong phap str dung thang do SERVQUAL la mot trong nhirng
phuong phap phé bién, kha don gian, tuy nhién trong thang do STMKH duoc do
bang cach so sanh trai nghiém KH véi ky vong, tuy nhién theo (lacobucci et al,
1994): “Po ludng ky vong thuong khé xac dinh chinh xac vi ky vong cé thé khong
ton tai hodc ton tai khdng rd rang trong tam tri caa ngudi tra 161 dé 1am mot chuan
muc d6i véi danh gia thuc t&”. Hon nita, (Bouman, M. & van der Wiele, T., 1992)
cho ring: “Khi danh gia vé CLDV, ngudi duoc hoi thudng to ra bdi réi khi tra loi
cau hoi hai lan”. Do d6, khi diéu tra ca diém cam nhan va ky vong c6 thé dan téi
chat lugng diéu tra khong cao, vi vay NCS xin dé xuat ding SERVPERF véi mac
dinh ky vong KH & muc 4 trong thang diém likert 5 sir dung trong qué trinh khao
sat. Pay ciing 1a mot khoang tréng mai can nghién ctiu cua dé tai.

Thit ba, xac dinh tim quan trong cua cac thanh phan trong thang do STMKH
vé CLDV cua NHTM trén dia ban Ha Nbi, nham cé nhitng goi y cai tién CLDV cua
cac NHTM phu hop trong bdi canh d6i méi cong nghé nhu hién nay.



30

KET LUAN CHUONG 1

Trong chuwong 1, NCS di tong quan cac nghién ciu cua tac gia trong va
ngoai nude vé cac cha dé nghién ctu gom:

(1) Cac nghién ctru vé DV va CLDV

(2) Céc nghién ctru vé& cac md hinh do ludng CLDV

(3) Céc nghién ctu vé STMKH

(4) Céc nghién ctru V& cac mo hinh do lvong STMKH

(5) Cac nghién ctru vé CLDV va STMKH déi v6i CLDV cua NH.

Tir d6 nhiing co so 1y thuyét ctia cac cong trinh nghién ctru ciia cac tac gia
nghién ctru trude, 13 co so @& NCS rut cac cac két luan vé cac khai niém st dung
trong ludn 4n va tim ra ba khoang trong nghién ctru c6 tinh méi cia dé tai nghién
curu luan an.

Két qua nghién ctru ctia chuwong 1 1a tién dé cho co so 1y thuyét ciia chuong 2.
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CHUONG 2
NHUNG CO SO LY LUAN CO BAN PE PO LUONG SU THOA MAN
KHACH HANG VE CHAT LUQNG DICH VU

2.1. Khai niém, phan loai, dic diém va c4c yéu té6 anh hwéng dén chat
lwong dich vu ngan hang

2.1.1. Mgt sé khai niém va thudt ngé lién quan

Dich vu

Dich vu da phét trién vuot bac trong nhitng nim gan day, ty trong dich vu
dang tang 1én nhanh chong trong nén kinh té thé gigi, dich vu ngay cang tro nén
quan trong hon. Ngay nay, nganh dich vy di chiém hon 70% tong san pham thé
gidi. O cac nuéc phat trién, khu vuc dich vy déng gop vao ting truang kinh té nhiéu
hon bat ky khu vuc ndo khéc.

Hién nay, khé c6 thé cd mot khai niém chinh xéac vé dich vu. Dua trén céc
quan diém khéc nhau, cac khai niém vé dich vu ciing c6 thé khac nhau. Cu thé cac
khai niém dién hinh nhu sau:

Zeithaml V., Berry L. & Parasuraman A. (1988): “dich vu la mot nganh kinh
té ma két qua hoat dong san xuat khong dem lai san pham vat chét hiru hinh, nhung
dem lai loi ich c6 gié tri kinh té, qua trinh san xuat va tiéu thy xay ra déng thoi va
khong c0 kha nang Iuu trir.” (Parasuraman, A. et al, 1988).

Zeithaml & Britner, (2000): “dich vu la nhirng hanh vi, qué trinh cach thic thuc
hién mot viéc nao d6 nham tao ra gia tri st dung cho KH 1am thoa man nhu cau va ky
vong cua KH” (Zeithaml, V.A. and Bitner, M.J., 2000).

Pakurar, M. D. va Haddad, H. J. (2019) cho rang: “dich vy con Ia nhitng hanh
Vi, qua trinh va céch thire thue hién mot cong viée nao d6 nham tao gia tri sir dung cho
KH lam thoa man nhu cau va ky vong ciia KH” (Pakurér et al, 2019).

Philip Kotler (2012): “dich vu la bat ky hoat dong hay loi ich ndo ma cha thé
nay c6 thé cung cap cho chu thé kia. Trong d6 ddi twong cung cip nhat dinh phai
mang tinh vé hinh va khdng din dén bat ky quyén s hitu mot vat nao ca. Con viéc
san xuat dich vu cd thé hoac khéng can gan lién véi mot san pham vat chit nao”
(Kotler, P. and Keller, K.L., 2012).
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Tai Viét Nam, theo quy dinh tai Khoan 3 biéu 4 Luat gia nam 2012: “dich
vu 1a hang héa mang tinh vo hinh, trong qua trinh san xuat va tiéu dung khéng hé
tach roi nhau, bao gdm nhitng loai dich vu trong hé thdng cac nganh san pham Viét
Nam theo quy dinh cua phép luat”. Trén pham vi ving lanh thd Viét Nam, luan an
xin st dung khai niém nay.

Dich vu ngén hang

Theo Nguyén Thi Hong Yén (2015), cho rang “dich vu NH 1a cac nghiép vu
NH vé vén, tién t¢, thanh toan... ma NH cung cip cho KH dap ung nhu cau kinh
doanh, sinh 161, sinh hoat cudc séng, cAt trit tai san... va NH thu chénh 1éch 14i suét,
ty gia hay thu phi thong qua DV 4y. Vi su phat trién NH trong nén kinh té phat
trién hién nay, NH duoc coi nhu mot si€u thi DV, mot bach hoa tai chinh véi hang
tram, tham chi hang nghin DVkhac nhau tuy theo cach phan loai va tuy theo trinh
d6 phat trién cia NH” (Nguyén Thi Hong Yén , 2015).

Ngoai ra, & Viét Nam hién nay c6 mot sd quan niém khac nhau vé khai niém
DV cua NH. Cé y kién nhan dinh, “cac hoat dong sinh 1061 cia NHTM ngoai hoat
dong cho vay thi dugc goi la hoat dong DV”. V&i cach tiép can nay, phan dinh hoat
dong tin dung, la mot hoat dong can ban, chu yéu cua cac NHTM Viét Nam trong
thoi gian qua, con voi hoat DV, 14 mot hoat dong moi bat dau phat trién ¢ Viét
Nam. Véi cach phan chia nhu vy, trong xu thé hoi nhip va mé ctra thi truong DV
tai chinh hién nay, cho phép cac NH thuc thi chién luoc tap trung da dang hoa, phat
trién va nang cao hiéu qua cua cac hoat dong phi tin dung. Bén canh d0, quan diém
thtr hai cho ring, tit ca cac hoat dong nghiép vu cia mét NHTM déu duoc coi 1a
hoat dong DV. Ngan hang 1a mot loai hinh doanh nghiép kinh doanh tién t&, cung
cap DV cho KH. Quan niém nay phu hop véi thong 1& qudc té, nhat quan véi cach
phan chia cac nganh DV trong du thao Hiép dinh WTO ma Viét Nam cam két, dam
phén trong qué tinh gia nhap, phu hop voi ndi dung Hi¢p dinh thuong mai Viét —
My¥. Trong phéan to cac nganh kinh té ctia Téng cuc Théng ké Viét Nam, NH 1a
nganh dugc phan vao trong linh vuc DV.

Nhue vy, cho toi nay, khong c6 dinh nghia théng nhét vé DV ctia NH, ciing nhur
€O cac phan dinh r6 rang gitra DV ctia NH vai cac DV tai chinh khac.
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Chat lwong lwong dich vu

Truéc khi xem xét vé CLDV, can phan dinh khai niém vé chit luong. Chat
lwgng 12 mot khai niém duoc nhiéu nha nghién cau, to chac, KH quan tam. Theo T
chuc qudc té vé Tiéu chuan hoa (1SO), “Mot té chire hudng vao chat lugng sé& thic
day vin hoa giup dan dén hanh vi, thai d6, hoat dong va qua trinh mang lai gia tri
thong qua viéc dap ang nhu cau va ky vong cia KH va cac bén quan tdm khac c6
lien quan”. Tu khi t6 chtc nay duoc thanh lap dén nay, hoat dong tiéu chuan hoa
qudc té da trai qua nhiéu giai doan lich st phat trién, dong gop nhitng thanh tuu
cling rat dang ké trong linh vuc chat lugng va quan Iy chat lugng. Chinh vi thé, khéi
niém chat lugng ciling trai qua qua trinh hoan thién, tir nhitng tu duy chua dung dan
nhu khai niém chat luong dua trén san pham, khai niém chat luong dya trén quan
diém nha san xuat. Ngay nay c4c t6 chiic, cac nha nghién ciu déu tiép can khai
niém chét luong dua trén gia tri, chat luong dinh huéng thi truong nhu: Philips
Crosby phat biéu “Chat luong 1a sy phl hop véi yéu cau” hay Tién sy Juran cho
rang “Chét luong 13 su phd hop cua san pham ddi voi nhu ciu cua ngudi tiéu
dung”... (Tirupathi R. Chandrupatla, 2009). Nhimg quan diém nay déu huéng téi
lam thé nao dé san pham/dich vu dap tng nhu cau thi truong, nhu cau cua cac bén
lién quan, day chinh 1a chat luong. Véi dic diém co ban, chit luong 1a mot khéi
niém tuong ddi, n6 c6 thé thay doi theo thoi gian, khdng gian va sy phét trién caa
kinh té, x4 hoi. Diéu d6 giai thich tai sao ching ta c6 thé tim thay hang trim khai
niém khéc nhau vé chat luong trong cac tai liéu va qua cac giai doan phat trién khéac
nhau. Ciing v6i cach tiép can pho bién do, T6 chirc qudc té vé Tiéu chuan hoa SO,
d3 dua ra nhitng khai niém khac nhau vé chéat lwong trong cac thoi ky phét trién
khac nhau, trong d6, cac khai niém vé chét luong dugc cong b trong tiéu chuan
ISO 9000 phién ban nam 2008 va 2015 1a ¢6 y nghia hoc thuat khé sau sic va dugc
str dung phd bién nhat. Theo Tiéu chuan 1SO 9000 phién ban nam 2008, chét luong
la “Tdp hop cde dac tinh von c6 cia mét thuc thé, doi neong, tao cho thyc thé hay
doi twong dé kha nang théa man nhu cau da néu hodc tiem dan”. (TCVN- IS0,
2008). Cuing Vvéi viéc ra soat, cap nhat ndi dung cac diéu khoan cua bo tiéu chuan
ISO 9000 vé Hé thdng quan ly chat lwong, ISO ciing da nd luc ra soét va hoan thién
cac co s, tir ving, thuat ngir s dung trong tiéu chuan theo xu huéng tinh gon, khéi
quat hon. Vi thé, trong tiéu chuan 1SO 9000 phién ban nam 2015, t6 chic 1SO da
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dua ra dinh nghia “Chdt liwong 1& mite dé ciia mét tap hop cdce dac tinh von ¢ dap
1#Ng cac yéu cau” (TCVN- IS0, 2015). Tir “d6i tuong” hay “thyc thé” ¢ day mang
nghia rat rong, c6 thé 1a san pham/dich vu, 1a qué trinh, 1a céng viéc, 1a mot hé
thdng, cling nhu mot to chirc. Tir “yéu cau” ciing vay, bao gom yéu cau caa cac bén
lin quan gdm: y&u cau cua chinh td chic, yéu cau cua phap luat, yéu cau cua di
tac, y8u cau cia ngudi tidu dung va cac bén lién quan. Khai niém nay dugc thira
nhan va &p dung phd bién trén toan cau, trong luan an nay NCS ciing tiép can theo
khai niém chit lwong cua t6 chuc 1SO. Vi vay, ta c6 thé phat biéu vé khai niém
CLDV theo khai niém chung vé chat luong theo ISO nhu sau: “CLDV la tdp hop
nhitng déc tinh vén c6 cua dich v, tao cho dich vu khd ndang théa man nhu cdu da
néu hodc tiém dn” hay, “CLDV & tdp hop cdc ddc tinh von c6 cua dich vu ddp 1ng
nhu cau”. Can luu ¥ rang, t6 chic can théa man khéng chi nhitng nhu cau di néu
hay nhu cau dugc KH thé hién trong van ban, hgp dong hay phat biéu, ma con thoa
man nhu cau “tiém 4n” hay nhitng ky vong cua KH khéng duoc phat ngon, khdng
duoc biéu 16 ra. Bic biét trong cung ¢ng cac dich vu néi chung va dich vu ngan
hang noi riéng.

Ngoai ra con rat nhiéu khai niém vé CLDV cua cé4c tac gia nhu Gronroos,
1984 cho rang “CLDV la két qua ciia mot qua trinh dénh gia, trong d6 KH so sanh
ky vong ctia minh vai dich vu cam nhan ma ho da nhan dugc” (Gronroos, C., 1984),
hay Parasuraman cong su, 1985 dinh nghia CLDV la “Sy so sénh gitra ky vong cua
KH va cam nhan vé dich vu” (Parasuraman, A., Zeithaml, V. A., & Berry, L. L.,
1985)....cling nhu céc tac gia khac cling dé cap tuong tu “No 1a mot ham cua su
khéc biét vé diém sb hoidc khoang cach giira ky vong va nhan thic” (Santhiyavalli
G and Sandhya B, 2011).

Trong nghién ciru ndy NCS tiép can khéi niém CLDV theo tic gia Parasuraman
cong su, 1985. Theo d6 c6 thé hiéu khai niém CLDV cua cac NHTM la: “Sy so sanh
gitra ky vong caa KH va cam nhan vé dich vu ciia cac ngan hang”.

Sw théa man khach hang

Trén co sd tong quan cac nghién ciu vé khai niém STMKH ¢ muc 1.2 trong
luan an nay, NCS tiép can khai niem STMKH vé CLDV theo tac gia P. Kotler, d6 la
“két qua so sanh mic d6 cam nhan duoc cia KH vé chét luong SP/DV sau khi st
dung so vai ky vong vé CLDV cua ho trude khi st dung DV (Kotler, P. va Keller,
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K. L., 2006) va st dung khéi niém nay trong luan an caa minh. Vi vy, c6 hai cach dé
nang cao STMKH ddi véi cong ty 1a: tha nhét, cai thién dich vu dau tién, dé nang cao
trai nghiém cua KH va tha hai 1a ¢6 gang quan ly hiéu qua ky vong caa KH bing
cach giam mic do ky vong. Tuy nhién, céch tiép can dau tién duoc sir dung rong rai
trong t6 chirc va dat dugc thanh cong 16n. Trong twong lai, cic cong ty s& van can
thuc hién mot sb diéu chinh dé cai tién lién tuc STMKH (Tao, F., 2014).

STMKH la mét thuat ngir duoc st dung dé do luong mire d6 cung cap SP va
DV cua DN dép tng hoic vuot qua su ky vong cia KH. Trong yéu cau bat budc tai
diéu khoan 9.1.2 ciia Tiéu chuan quan ly chat luong 1SO 9001: 2015 la “t6 chitc phdi
theo ddi sw théa man cua khach hang” (Pay 1a tiéu chuan quan ly chit luong duoc
cdng nhan toan cau, véi s luong cac to chac &p dung 16n nhat thé gisi). Theo doi va
do luong STMKH 1a mét qué trinh quan trong cua hé théng QLCL véi td chic, vi nd
cung cap cho cha doanh nghiép mot thude do dé quan ly va cai thién hoat dong kinh
doanh caa ho (ISO 9001: 2015, 2015), (ISO 10004: 2018, 2018). Viéc theo ddi va do
lwong STMKH t6 chiic nén: Nhan biét cac ky vong cia KH; Thu thap di liéu vé
STMKH; Phan tich dit liéu vé STMKH; Trao ddi thdng tin vé STMKH; Lién tyuc theo
doi STMKH.

Ngdn hang thwong mai

Theo Luat caa cac to chic tin dung ndm 2010, Luét c4c té chic tin dung stra
d6i, bd sung nam 2017, “NHTM la mét to chuc tin dung chuyén kinh doanh tién té
va duoc thuc hién tat ca cac hoat dong NH va cac hoat dong kinh doanh khac nham
muc tiéu loi nhuan”. C6 nhiéu loai NHTM, dya vao hinh thic so hitu thi NHTM co
ban bao gém: (1) NHTM quéc doanh: duoc thanh 1ap, t6 chirc dudi hinh thic cong
ty TNHH mét thanh vién do nha nudc sé hitu 100% vén diéu 18; (2) NHTM co
phan: duoc thanh 14p duéi hinh thirc cong ty c¢b phan nho viéc gop vén kinh doanh
clia co dong hodc doanh nghiép; (3) Ngan hang lién doanh: dugc thanh 1ap dua vao
viéc gop vén lién doanh giita ngan hang Viét Nam va ngan hang ctia nudc ngoai;
(4) Ngan hang 100% von nude ngoai: dugc thanh 1ap do von cia nudc ngoai dua
trén nhitng quy dinh hién hanh cta phap luat Viét Nam; va (5) Ngan hang chi nhanh
nude ngoai: duoc thanh lap do vdn ctia nuwdc ngoai, tuan thu luat phap nude ngoai
va hoat dong tai Viét Nam. Xét theo phuong dién chién lugc kinh doanh c6 céc loai:
(1) NHTM bén budn: nham téi KH 1a doanh nghiép, cong ty tai chinh hay tap doan
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kinh t&; (2) NHTM ban 1é- hudng dén cac KH 14 c& nhan, cong ty vira va nho; (3)
NHTM vira ban budn vira ban 1¢: 1a tdng hop hoat dong cua ca 2 loai trén.

2.1.2 Phan logi dich vu ngdn hang

Ngay ca Hiép dinh chung vé thuong mai (GATS) ctia WTO ciing khong dua ra
khai niém dich vu ma chi chia ra thanh 12 nganh 1én, trong mdi nganh lai liét ké cac
hoat dong DV cu thé, DV tai chinh dugc xép trong nganh thtr bay, bao gdm: DV bao
hiém va lién quan dén bao hiém, DV ngan hang va DV tai chinh khéac.

Dich vu ngan hang thwong mai

Dich vu NH trong bang phan nganh DV ctia WTO dugc chia thanh 12 nganh
cu thé sau:

1. Nhan tién gui va cac loai quy c6 thé hoan lai trong céng ching

2. Cac hinh thtic cho vay, bao gom tin dung KH, tin dung cam cé, quan ly va
tai trg cac giao dich thwong mai

3. Cho thué tai chinh

4. Cac DV thanh toan va chuyén tién

5. Bdo lanh va uy théac

6. Kinh doanh voi danh nghia ban than va KH, trén thi truong héi doai, thi
truong mua ban thang hoic céc thi truong khac nhu cac cong cu cua thi trudng tién
té, cong cu phai sinh.

7. Tham gia vao céac hoat dong ching khoan khac bao gdom ca bao dam va
dit chd nhu mot dai ly

8. DV mbi gidi tién té

9. DV quan ly tai san

10. Dich vu giai quyét va thanh toan céc tai san tai chinh

11. DV tu van tai chinh

12. Cung cip va chuyén tién thong tin tai chinh, va xtr Iy cac dit liéu tai chinh.

Trén day 1a cac DV do NHTM cung cip theo T6 chie WTO. Tuy nhién, tly
thudc vao su phat trién kinh té cua timg nudc va kha nang cia ting NH ma cac NH
s€ lua chon loai hinh DV nao dé cung C'flp cho KH.

Hién nay, c6 thé cac DV cung tig ra bén ngoai cua cac NH va cac quoc gia
c6 thé khac nhau, nhung tyu trung lai cac DV phé bién cta cac NHTM tai Viét Nam
gom:

Dich vu huy déng von
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NHTM cung cap DV huy dong vdn trong cac thanh phan kinh té, nhan tién
guri, gitr tién cta nguoi giri va cam két hoan tra ding han. Tai san ng cia NHTM
gdm ba loai vén chinh: von tir ngudn huy dong, von di vay va vén cac NH tu co.
Trong d6 ngudn von huy dong 1a thudng chiém ty 1& 16n nhét, ngudn vén ndy quyét
dinh dén viéc duy tri va phat trién ciia cdc NHTM, day duoc xem nhu 1a mét trong
nhirng ti€u chi danh gia murc d6 uy tin/tin nhiém ctia c&c NHTM.

Theo dic thu tinh chat cia ngudn vén huy dong duoc chia thanh 02 nhém
nhu sau:

Nhom 1: Vén huy dong hoat ky, bao gom c6 tién gui khong ky han cia cac
t6 chtrc kinh té, c4 nhan va tién giri khong ky han cia cac t6 chire tin dung khéc.

Nhom 2: Vén huy dong dinh ky, bao nay gdm co tién giri dinh ky, tién gui
tiét kiém cila cac ca nhan va t6 chirc, tién phat hanh ky phiéu, trai phiéu, ching chi
tién guri. ..

Dich vu tin dung

Pay chinh 1a hoat dong cho vay, trong d6 NH cho KH cta minh vay mot
khoan tién dé ho sir dung vao muc dich nhat dinh va KH phai hoan tra lai gbc, lai
theo cam két. Viéc cho vay c6 thé 1a cho vay tiéu ding, cho vay thuong mai... Hinh
thire cap tin dung 6 thé nhu: cho vay truc tiép ddi voi cac ca nhan, DN, hodc cho
vay gian tiép (chiét khau ching tir c6 gia, bao thanh toan...), cho vay thau chi, cho
vay thong qua thé tin dung...

Dich vu thanh todan

Dich vu thanh toan trong nuoc:

NHTM m¢ tai khoan cho KH va thuc hién thanh toan cho KH thong qua
NHNN, ca&c NHTM va noi bo NH. Thong qua viéc kiém soét thong tin tai khoan cua
KH, kiém soat dugc cac chimg tir thanh toan ma cac NH hoan toan cé kha ning thuc
hién cac DV thanh toan theo yéu cau cua KH.

Cac NHTM ¢ Viét Nam hién nay st dung cac DV thanh toan nhu: thu tin dung,
ty nhiém thu, Gy nhiém chi, thanh toan séc, thé thanh toan...DV thanh toan trong nudc
bao gdom chuyén tién thanh toan hang héa DV, chuyén tién phuc vu cac muc dich khac.
DV nay cung cép cho KH khong nhitng KH c6 tai khoan ma ca cac KH véng lai nop
tién mat vao NH chuyén di.

Dich vu thanh toan quéc té:
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Ngay nay, hoat dong thuong mai va giao dich c6 thé dién ra trén toan cau,
cac NHTM thyc hién vai trd trung gian vé tai chinh qudc té, dd gop phan quan trong
cho viéc phét trién thuong mai quéc té.

Viéc thanh toan dién ra giita cac ddi twong c6 thé thyuc hién théng qua lién
két gitta hé théng HN toan cau duéi cac hinh thirc thanh toan sau day:

+ DV chuyén tién qudc té

Bao gdém chuyén tién phuc vu cho hoat dong TM va chuyén tién kiéu hdi qua
kénh Western Union. Cu thé:

Chuyén tién TM mau dich: 1a phuong thitc thanh toan ma ngudi tra tién (bén
mua, bén nhap khau...) tiy nhiém chi cho NH, dugc phép trich tién tir tai khoan cta
ho giri @én bén nhan tién (bén béan, bén xuat khau...).

Chuyén tién kiéu hdi qua kénh Western Union: 1a DV chuyén tién nhanh trén
toan thé gidi, ap dung cho khach hang ca nhan chuyén tién vé hoic ra khoi 14nh thd
Viét Nam tuan thu quy dinh vé& quan Iy ngoai hoi.

+ Dich vu thanh toan nh¢ thu:

Pay 1a mot DV khi bén xuat khau sau khi hoan thanh nghia vu giao hang
ho&/DV thi uy thac cho NH ciia minh ding ra thu ho tién tir don vi nhap khau cin
ctr vao chung tir giao dich xuat nhap khau.

+ Dich vu thanh toan thu tin dung chirng tur

Phuong thirc tin dung chirng tir 1a mot su thoa thuan, ma trong ddmNH phét
hanh thu tin dung theo nhu yéu ciu ciia KH (nguoi yéu cau phat hanh thu tin dung)
cam két s& tra mot so tién nhat dinh cho nguoi thir ba (ngudi thu hudng sd tién tir
thu tin dung), hodc chdp nhan héi phiéu do ngudi thir ba ky phat trong pham vi sb
tién d6, khi ngudi thir ba xuét trinh cho NH mét bo ching tir thanh toan phi hop véi
quy dinh dé ra cta thu tin dung.

Dich vu kinh doanh ngogi hoi

Pay thuc chat 1a mua ban ngoai hi, thu loi nhuan khi ¢ sy chénh léch ty gia
va lai suat giita cac dong tién khac nhau, dé dam bao thyc hién thanh toan cho cac
KH giira cac nudc khac nhau. DV kinh doanh ngoai hbi cia NH nhu: Giao dich hop
dong quyén chon (Option), Giao dich giao dich ngay (Spot); Giao dich ky han
(Forward); Giao dich hoan doi (Swap); Giao dich hop dong twong lai (Future); ...

Dich vu thé va ngdn hang dién tir
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Dich vu the

Pay la hinh thizc thanh toan khong dung tién mit, cac cha thé c6 thé dung the
dé thanh toan, rat tién mat, chuyén khoan, van tin sd du tai cac may rat tién tu dong
(ATM) hoic thanh toan tién SP/DV tiéu dung tai cac don vi chip nhén thé (POS).
DV rat da dang va phong phu, cac NHTM dang ddy manh ting cudng phat trién DV
nay. Hién tai c6 hai loai thé chinh: thé ghi ng ndi dia va thé quéc té. Trong do:

— Thé ghi no néi dia: duoc NH trong nudc phat hanh, KH c6 thé sir dung tai
cac may ATM, POS dé rat tién hodc thanh toan tién SP/DV...

+ Thé quoc té: gdm thé tin dung qudc té va thé thanh toan qudc té: 1a mot
phuong thirc thanh toan khong dung tién mat, day 1a hinh thirc cép tin dung thong
qua thé dugc luu hanh trén toan thé giéi. Hién nay céc loai thé qudc té tidu biéu 1a:
Thé MasterCard; Thé Visa; Thé JCB; Thé American Express. Ban chét day la thé
ghi no, nhung c6 thé st dung tai cac qudc gia khéc

Dich vu ngan hang dién tu

Sy phat trién vuot bac cia KHCN, cac NH di tich cuc 4p dung CNTT nham
tao ra dich vu NH dién tr tién lgi. Dich vu NH dién tir tai Viét Nam chu yéu bao
gdém nhirng loai hinh DV chu yéu nhu: Sao ké NH, Chuyén tién, Phone Banking,
Ngan hang di dong- Mobile banking, Internet banking, RUt tién mat, Thanh toan
hoa don truc tuyén, Tai chinh, Home banking: SMS access, mail Acess, Voice
access)

Mt sé dich vu ngan hang khac

Dich vu ngan quy

DV ngéan quy 1a loai hinh DV nham gia ting tinh tién loi, dam bao an toan
cho KH.... Cac loai hinh DV ngén quy chu yéu hién nay ciia hé théng NHTM bao
gém DV thu chi ho tin noi, DV kiém dém, DV giit ho tai san, DV thu dbi tién khac
ménh gia, DV cho thué két sat. ..

Dich vu tw van tai chinh

Cac NH thuc hién hoat dong tur van tai chinh cho KH, dic biét 1a vé tiét kiém
va dau tu. Hién nay cac NHTM cung cap nhiéu DV tu van tai chinh da dang, tir
khau chuan bi vé thué va ké hoach tai chinh cho cac ca nhan dén tu nhan vé cac co
hoi thi truong trong nudce va ngoai nude cho cdc KH kinh doanh cua ho.

Dich vu cho thué tai chinh
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Cac NHTM cho KH kinh doanh quyén lya chon mua céc thiét bi, may moéc
can thiét thong qua hop dong thué mua, trong d6 NH mua thiét bi va cho KH thué.

Dich vu bao hiém

Céc NH ban bao hiém tin dung cho KH, diéu d6 dé bao dam viéc hoan tra trong
truong hop KH gép rui ro khach quan khong tra dugc ng.

2.1.3. Pdc diém cia dich vu ngan hang

Ciing gidng cac dich vu noi chung, dich vu ngan hang c6 nhitng dic trung
khac biét vé ban chat so v6i cac san pham vt chat sau day:

Tinh hén hop (Tinh khéng tach roi)

Viéc cung cép va st dung DV cua NH duogc dién ra déng thot, trong do co su
tham gia truc tiép cia KH vao qua trinh cung tmg DV. Néu nhu hang hoa c6 dic
diém san xuat tach roi tiéu dung, tinh khong tach roi cia DV ciia NH hinh thanh tir
viéc DV dang duoc trai nghiém. Tt d6 DV cua NH tré thanh mot hanh dong xay ra
cuing lic gitta KH str dung dich vu va qua trinh cung tng DV ciia NH. Diéu nay lam
cho dich vu NH khong thé luu kho ma phai cung cép truc tiép cho KH khi ¢ nhu
cAu, tai nhitng thoi diém nhu cau ting dot bién (cac dip 18, tét...).

Bdc tinh vo hinh (phi vt thé)

San pham DV cta NH 1a mot loai DV c6 tinh vo hinh. D6 1a két qua cua
qué trinh cung tng, khong phai mot vat thé giéng nhu cac loai hang hoa khac.
Ching khong thé duoc trai nghiém cho dén khi nguoi tiéu dung mua hang
(Sabine Moeller, 2010), diéu nay khién ngudi tiéu dung khong duoc phép so
sanh trude khi lya chon giai phap thay thé tét nhat nhu véi cac san pham
(Palmer, A., 2014), két qua 1a KH ludn c6 cam giac rang quyét dinh mua hang
da duoc dua ra khi ma ho khong c6 day du thong tin (Clarke, P., 2010), KH chi
¢ thé dugc trao quyén dé dua ra quyét dinh khong mua hang 1ip lai sau khi da
st dung dich vu, diéu nay doi khi ddn dén rat nhiéu hoi tiéc va khong théa mén
(Weisman, E., 2012). Vi vay thach thirc vé tinh v6 hinh trong tiéu dung, KH c6
thé nhan thong tin lién lac tir nhiéu ngudn: (1) cdc KH méi co6 thé dua vao 1oi
chirng thuc ctia KH cii dé dam bao rang ho khong co trai nghiém tdi, khéic phuc
tinh trang thiéu hut thong tin théng qua giao tiép (Jobber, D., & Ellis-
Chadwick, F., 2012), béng cach noi chuyén voi nhitng KH da trai nghiém dich
vu trong tu va ldy ¥ kién cua ho vé CLDV di nhan duogc (Peterson, R., 2007),
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(2) dwa vao danh gia cua KH cii (Bryson & Daniels, 2007), (3) KH c6 thé xem
thém céc két qua xép hang. Mot sd cac cong ty cung cap dich vu hién nay da
khuyén khich KH dé lai nhan xét vé CLDV nhan dugc, nhiing thong tin, khang
dinh nay c6 thé giup KH dua ra quyét dinh tiéu dung dich vu tét (Connett, B.,
Abratt, R., & Cant, M., 2010). Vi du Uber d bién diéu nay thanh hién thuc
bang cach dam bao ring tat ca KH cua ho déu dwoc danh gia sau khi hoan
thanh hanh trinh, hay cac dich vu khach san trén cac trang Agoda, Ivivu... Vi
vAy dé giam Tinh Hitu hinh cua dich vy, viéc ning cao CLDV dé gia ting cac
két qua nhan xét, danh gia, xép hang tich cuc cua cdc KH da trai nghiém, thi
viéc gia taing Tinh Hitu hinh théng qua: co sé ha ting hién dai, tién nghi, khéng
gian béi canh bai tri, phdn mém tng dung, giao dién tién ich, sy bat mat, diy
du thong tin hd trg KH cua cac website, vé bé ngoai ctia nhan vién, vin ban
gidy to giao dich.... ciing 12 bién phap duoc cac NH trén thé gisi ap dung.

Dac tinh ca biét cua san phém dich vu (khong on dinh va khé xdc dinh)

San pham DV c6 tinh ca biét, vi chung phu thudc vao cam nhan cha quan
nguoi tiéu dung, chinh vi vay khong thé san xuat dong loat nhu hang hoa vat chat.
Nguoc lai diéu ndy doi héi NH cung cap dich vu can phai c¢6 kha ning da dang san
pham DV dép tng yéu cau khéc biét, da dang hoa cua tap KH. Tuy nhién CLDV c6
thé khac nhau tuy thudc vao rat nhiéu yéu td, su bién d6i vé CLDV c6 thé bat nguén
tir viéc ai cung cip DV, cach thirc cung DV va thoi diém cung cip DV. Mot t6 chiic
dua vao con nguoi dé cung cAp DV dé bi thay d6i nhiéu so véi nhitng to chtc dua
vao tu dong hoa dé cung céip dich vu cua ho. Khong giéng nhu may moc, con ngudi
d& miac nhiéu thiéu sot va sai sot, diéu ndy c6 thé anh huong dén CLDV (Bryson, J.
R., & Daniels, P. W., 2007). Vi vdy kho c6 thé doi hoi chét luong phuc vu dong
nhat tir d6i ngil nhan vién - nhimg ngudi tryc tiép cung cap dich vu. CLDV mang
tinh khong 6n dinh, chat luong phu thudce vao ngudi thuc hién dich vu (Vé mat trinh
d6, k¥ ning...), v6i cing mot ca nhan cung tng dich vu thi CLDV ciing c6 thé thay
d6i theo thoi gian. Bén canh d6, CLDV ciia NH kho xac dinh do CLDV ngan hang
phu thudc vao nhiéu yéu td nhu uy tin, quy mé, cong nghé, can bd nhan vién cia
NH...cac yéu t6 ndy thuong xuyén thay d6i nén dich vu NH kho c¢6 thé xac dinh
mot cach chinh x4c. Tuy nhién, cac nha cung cap dich vu NH c6 thé vuot qua thach
thirc nay b%lng cach dam bao rﬁng c6 mot hé théng kiém tra, gidm sat danh muc cac

nghi¢p vu va cac chuin muc quy dinh phét sinh, viéc thiét 1ap danh muc nghiép vu
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kiém tra, dam bao dd dap tng diy du cac yéu cau theo quy dinh trude khi cung cap
dich vu, dam bao rﬁng tat ca cac nhan vién cung céip dich vu déu duoc dao tao de‘iy
du, phu hop lam giam kha niang xay ra 161, diéu nay 1am ting tinh nhét quan cia cac
DV duoc cung cip cho KH, xem xét Iyra chon st dung may moéc, cong nghé thay thé
trong mot s6 khia canh cua viée cung cép dich vu NH, vi may moc luén dam bao co
mot quy trinh cung cép dich vu thong nhét, vi du dién hinh vé diéu nay 1a viéc thay
thé cac giao dich vién ngin hang bing cac may ATM, Internet Banking, Mobile
banking, Robot Al... di lam giam su thay doi/sy khong 6n dinh lién quan dén cac
giao dich vién ngan hang khac nhau (Baldwin, R., & Robert-Nicoud, F, 2014).

Ddc tinh khong luu gitr duwoc

San pham DV cia NHTM mang tinh v6 hinh, do vay ciing khong thé luu kho
duogc. Tuy nhién nhu cdu DV thuong giao dong c6 thoi diém nhu cau ting dot bién,
song cac NH ciing khong thé san xuat sin rdi dem cat trit. Vi du: s6 gio ma nhan vién
thu ngan nhan ri tai NH khong thé duogc sir dung dé mé rong DV vao mot ngay ban
ron khi c6 mot hang dai KH dang cho doi luc cao diém, hay DV thanh toan va chuyén
tién tai thoi diém cubi nim, ngdy cudi nam nhu cau mua sim va chuyén tién ting rat
cao c6 thé 1am ach tic, cho doi hay 15i hé théng ing dung (phan mém...) nhung cac
NH khong thé dy trit, cung cap trudc, didu nay tao ra nhitng kho khin nhét dinh trong
qua trinh cung cip DV, vi vay dé cac NH thudng tao dung, duy tri va phat trién cac
méi quan hé voi KH va cac NH/d6i tac khac bang cach nang cao CLDV cung tng,
phat trién hoat dong chiam séc KH trong d6i ngii nhan vién NH va hién dai héa hé
théng cung tng dudi su diéu khién ciia con nguoi dé c6 thé thay thé phuc vu tu
dong DV, hodc dit lich hen phu hop véi nhitng KH tai nhitng thdi ky nhu cau ting
dot bién.

2.1.4. CAC Yéu té anh hwéng dén chit lwong dich vu ngan hang

CLDV la két qua tong hop cua nhiéu yéu té, nhiéu diéu kién lién quan, vi
vay ciing c¢6 nhiéu cach phan nhém céc yéu t6 anh huéng dén CLDV, c6 nhom tac
gia phan chia thanh nhém cac yéu té bén trong, cac yéu té bén ngoai (Nguyén Pinh
Phan, 2012), 2 nhém yéu t6 vi moé va vi mo (Nguyén Quang Toan, 1998), 5 nhém
yéu t6 gdm: (1) nhu cau cua nén kinh té, (2) su phat trién caia KHCN, (3) hiéu luc
cta co ché quan 1y, (4) yéu tb vin hoa va (5) nhom yéu té 4M (D4 Thi Ngoc, 2015).
MJ3i cach phan loai déu c6 nhirng can cw riéng, trong nghién ciru nay NCS tiép can
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cach phan loai thanh 5 nhom yéu t6 anh huong (BS Thi Ngoc, 2015), c4ch tiép can
nay di mo ta diy du cac yéu té anh huong, dong thoi bao quét céc khia canh vi md,
vi md hay bén trong bén ngoai ciia cac tac gia khac va dac biét cach tiép can nay
cling nhan manh dén yéu té “Hiéu luc cua co ché quan ly”, vi theo tiéu chuan quan
ly chat lwgng phé bién trén toan cau - 1SO 9001, khai niém CL phai huéng dén dap
rng yéu cau cua cac bén lién quan, SP/DV ngoai viéc dap wng yéu cau quan trong
nhat cia KH, hay yéu cau cua: tiéu chuan co s, tiéu chuan nganh, qudc gia, quéc
té, thi van dé tuan tha cac yéu cau bat budc cuaa luat dinh, ché dinh 1a rt quan trong,
diéu nay anh huong dén mic chat lwong hinh thanh. Cu thé 5 nhém yéu té dugc mo
ta nhu sau:

(1) Nhu cdu ciia nén kinh té: anh huong dén DV thong qua nhu cau cua thi
truong, trinh d6 phat trién kinh té, cac chinh sach kinh té:

+ Nhu cau th; trwong: quan diém tiép can chat luong theo dinh huéng thi
truong, hudng téi KH: mot SP/DV chi ¢6 CL khi n6 thoa man KH. Vi vay can tim
hiéu nhu cau thi truong, nhay cam véi su bién dong cua thi truong dé dinh hudng
cac chinh sach vé CLDV cua NH, hdy Iudn tén trong, ling nghe, thau hiéu cac
mong mubn, ¥ kién KH dé lién tyc cai tién DV dé luébn TMKH.

+ Trinh dg phat trién kinh té: cuia mot qubc gia dugc thé hién qua tiém ning
kinh té, ma tiém nang kinh té thé hién qua su tich lily, tai nguyén thién nhién, bi
quyét, dau tu, k¥ thuat, cong nghé, con ngudi. Trén co sd d6 cho phép cac NH lua
chon muc chit lwong pht hop véi trinh do phat trién chung ctaa nén kinh té va xa
hoi, do trinh d6 chét lwong phai phd hop véi kha ning cho phép va su phét trién
chung caa nén kinh té.

+ Cac chinh sach kinh té: Ddi véi nén kinh té, cac chinh sach kinh té bao
gom: chinh sach dau tu, chinh sach phét trién nganh hodc DV, chinh sach thué, xuét
nhap khau, chinh sach d6i ngoai vé kinh té... cac chinh sach ndy c6 anh huéng truc
tiép toi cung cau thi truong, dén CLDV ciia NH. Chang han chinh sach phat trién
mét dich vu nao d6 cua nganh NH, Nha nuéc, NHNN dwa ra mot sé giai phap thic
day uu tién phét trién nhu cho ho néng dan vay vén uu dai phat trién néng nghiép. ..
Vi thé ciing tao co hoi nang cao CLDV cho vay vén caa ho ndng dan.

(2) Sw phat trién cia khoa hec cong nghé: KHCN ngay nay tro thanh luc
lugng tham gia truc tiép vao qué trinh dich vu, cing véi sy phat trién caa cong



44

nghé, dac biét 1a CNTT, 4.0 tao ra nhirng dot pha trong tng dung cong ngh¢, thay
d6i cach con ngudi séng, 1am viéce, dinh hinh lai céc gia tri, tao ra cac SP/DV hoan
toan mai. Sy phat trién cia KHCN d3 anh hwong sau rong, mang tinh cai cach cho
tat ca cac nganh nghé, linh vuc trong xa hoi, va nganh NH khéng phai 12 ngoai lg, da
hd tro cho nganh NH cai tién qué trinh cung cap DV, CLDV trong thai gian qua.

(3) Higu luc ciia co ché quan Iy: Hiéu luc cua co ché quan Iy anh huong t6i
chit lugng thong qua cac khia canh nhu: (1) hiéu luc cua hé théng phép luat va (2) hiéu
lyc cia hoat dong quan ly ctua nha nuwéc vé CLDV cta nganh NH.

Thet nhat, bat ky mot t6 chirc nao ciing hoat dong trong mot méi trudng kinh
té - xa hoi nhat dinh, do d6 phai tuan thu va chiu sy diéu chinh ctia méi truong phap
luat véi nhirg vin ban, chinh sach phap luat vé quan Iy kinh té néi chung va QLCL
noi riéng, nhimg vin ban nay ludn co tac dong truc tiép va to 16n dén viéc tao ra va
nang cao chat lugng SP/DV cua to chic. Hé théng phap luat quy dinh trach nhiém
phap Iy cua té chirc dbi voi SP/DV tao ra, hé théng cac quy dinh, quy cach, tiéu
chuan k§y thuat trong tirng nganh, tiing chang loai SP/DV. Pong thaoi kiém tra, theo
doi, giam sat chat ché quéa trinh san xuat, kinh doanh nham bao vé quyén loi nguoi
tiéu dung (P4 Thi Ngoc, 2015). Thiz hai, Nha nuéc xay dung cac chinh séach, tiéu
chuan, quy dinh vé CL nham tao hanh lang phap Iy vé CL cho céc t6 chuc, cac DN.
Nha nuéc cling théng qua cac chinh sach thué, chinh sach tai chinh va céc hoat
dong hd trg khac dé hd trg khuyén khich cac té chire dau tu va thuc hién tét chinh
sach chat luong. Nha nudc thiét 1ap bo may quan 1y nha nuéc vé CL tir trung wong
dén dia phuong, thiét 1ap hé thdng thanh tra, gidm sat chuyén nganh, dau tu xay
dung co so vat chat, ki thuat dé thanh kiém tra vé chat luong, dam bao quyén loi va
loi ich cho nguoi tiéu ding khi mua, stir dung SP/DV. Quan 1y nha nudc vé CL duoc
kiém soat, nguoi tiéu dung duoc huong loi va nguoc lai. Cu thé trong giai doan
2021-2025 nganh NH ciing d3 chu treong hoan thién khuén khd phép ly cho hoat
dong NH, bao dam tinh dong b, nhat quéan va phu hop thong Ié quéc té (Quyét dinh
s6 986/QD-TTg, 2018) nham hudng téi nang cao CLDV nganh NH dap @ng nhu
cau cua phat trién xa hoi. Hé thong phép luat hudng dén hiéu luc nham: Piéu hanh
chinh sach tién té cha dong va linh hoat, phdi hop chat ché véi chinh sach vi mo
khac nham kiém soat lam phét, gép phan on dinh kinh té vi mé va thuc day tang
truong kinh té; on dinh thi truong ngoai héi va thi truong vang. Piéu hanh ting
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tredng tin dung an toan, hiéu qua, tao diéu kién thuan loi trong viéc tiép can vén tin
dung. Trién khai toan dién, quyét liét cong tac co cau lai hé thong cac TCTD gan
V6i xtr Iy no xdu; Tang cuong cdng tac thanh tra, giam sat; phong, chong, ngin
ngtra vi pham phap luét trong linh vuc NH. Phat trién thanh toan khong ding tién
mat trén nén tang cong nghé hién dai gin lién véi dam bao an ninh, an toan hoat
d6ng thanh toan trong nén kinh té. Trién khai quyét liét cac giai phéap cai cach hanh
chinh; phat trién chinh phu dién ti. Bay manh hoat dong truyén théng chinh sach,
minh bach héa thong tin vé tién t&, NH. Nang cao hiéu qua cong tac d6i ngoai, hoi
nhap va vi thé, uy tin cia Viét Nam trong linh vuc NH trén truong quoc té. Piéu
nay gop phan tao co ché quan Iy chit ché dé CLDV NH duoc kiém soat, nguoi tiéu
dung dugc huong loi.

(4) Nhém yéu té thugc vé vin héa, phong tuc tap quan, thoi quen tiéu dang

Chat lwong 1a STM nhitng nhu cau cy thé, trong nhitng hoan canh cu thé. Chinh
Vi vay, quan niém vé STMKH vé CLDV cua mbi ngudi, mdi cong dong 1a khac nhau.
Sy khac nhau d6 xuat phét tir sy khac biét vé van héa, truyén théng phong tuc, tap
quén, théi quen tiéu dung. Do d6 yéu t6 van héa, truyén thong s& anh huong tryc tiép
dén quan diém chat luong cling nhu STMKH vé CLDV. Vi du, tai Viét Nam thoi quen
ding tién mat, ti Ié nguoi dan dung tién mat dé thanh toan van con rét cao, do e ngai
cac hinh thiic thanh toan méi qua online, trong khi nhiéu nuéc phét trién dang uu tién
khéng sir dung tién mat. Pién hinh nhu My, Trung Qudc...vsi sb tien thanh toan
khong duing tién mat méi nam 1én téi hang ngan ty USD. Tuy nhién, dai dich Covid-19
da ¢ nhimg tac dong khdng nho 1am thay d6i nén tang van hanh hé thdng dich vu NH
ban 1é. Cu thé, nhu cau ngudi dan da co nhiing thay doi dang ké. Trong thoi gian dich
bénh dién ra, thanh toan phi tién mat dac biét ting manh. Theo s6 liéu cua cac NH cho
thdy, 6 thang dau nim 2020, sb lugng KH thyc té sir dung cac dich vu NH truc tuyén,
dic biét 1a Internet Banking, Mobile Banking ting rat cao so cung ky nam trugc, tir
muc 1,4 - 2,6 1an va chiém trén 80% tong sé giao dich. Bic biét, trong thanh toan
khdng dung tién mit da cé sy dich chuyén rat manh co cau giao dich.

Theo sb liéu ctia Napas, giao dich chuyén mach cua KH qua Cong ty tir chd chu
yéu la giao dich rdt tién mat tir ATM (chiém dén 90% tong sb giao dich) nam 2015 thi
dén nam 2020 giam xudng chi con 26,6%. Trong khi sé lwong cé&c giao dich chuyén
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tién nhanh 24/7 da tang tir chd chi chiém 1,1% (nam 2015) da dat 66,6% s lugng giao
dich vao ndm nay (Cong thong tin dién tir cua bo Tai chinh, 2020).

Gia tri giao dich ciing dich chuyén twong @ng, toc do ting trudéng cua céc
giao dich trén di co6 sy ting truéng 4n twong, két qua thu thap cua té chirc Statista
2020 cho thay tir nim 2015 dén 2019 ciing cho thiy trién vong cao phét trién dich
vu nay.

Dién bién cua dai dich Covid-19 di tao budc nhay vot trong hoat dong thanh
toan khong dung tién mit, cac con sb thong ké caa NHNN trong nhitng nim gin
day ciing chi ra diéu nay. Chinh vi vay, Ngan hang NHNN Viét Nam (NHNN da
ban hanh Ké& hoach trién khai thuc hién Quyét dinh s 1813/QD-TTg ngay
28/10/2021 ctia Thu tudéng Chinh pha phé duyét Dé an phat trién thanh toan khong
ding tién mat tai Viét Nam giai doan 2021-2025. Thém vao dé bdi canh caa nén
kinh té sau dai dich da gop phan thay doi quan diém, thdi quen st dung dich vu
ngan hang cua nguoi dan, cac NH dang nd luc chuyén d6i sd, ting “Su Tiép can” dé
cung cap DV caa NH pht hop véi thi hiéu va bdi canh 4.0 ...

(5) Nhém yéu té 4M: gom yéu té con nguoi, phuong phap thuc hién, may
moc thiét bi, vat liéu/ tai liéu huéng dan/ quy dinh: (1) Yéu té con nguoi, dac biét la
nganh DV cta NH thi yéu té con ngudi ¢ vai tro quyét dinh, yéu cau chuyén mén,
k¥ nang, dao dtc su chuyén nghiép trong qua trinh cung cap dich vu anh hudng dén
CLDV; (2) May moc thiét bi, dac biét véi dac thu 1a nganh DV, nhu cau cua KH
khong 6n dinh, c6 thé tang dot bién trong nhitng thoi ky cao diém, can phai st dung
MMTB, c6ng nghé mai thay thé, giam tai cho yéu t6 con ngudi, trong boi canh 4.0,
Vé6i sy canh tranh caa cac NH dén tir nuéc ngoai véi yéu td cong nghé hién dai doi
hoi cac NH trong nudce ciing phai dau tu, tng dung d6i méi céng nghé; (3) Phuong
phap thuc hién, dic biét 1a cong nghé kinh doanh, cung cap dich vu, quy trinh chuan
hoa dich vu theo chuan qudc té hoi nhap caa nganh NH, dé qua trinh cung cap DV
cung cap cho KH 1a mét trong nhiing yéu t6 tac dong dén STMKH vai CLDV; (4)
Yéu t6 vat lieu/ tai liéu yéu té dau vao cua nganh NH, viéc hé théng NH can trong
trong viéc lya chon cac nha cung cap hd tro cung cap dich vu dé dam bao CLDV
cuia ngan hang.

2.2. Cac md hinh do lrong chat hrgng dich va pho bién
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C6 rat nhiéu moé hinh do luong CLDV duogc phét trién boi cac tac gia khéc
nhau duoc mé ta trong chuwong tong quan nghién ctu, tuy nhién trong phan nay
NCS sé& trich dan nhitng mé hinh dién hinh c6 sy khac biét rd rét, hoic dugc ap
dung phé bién trong cac nghién ctru hién nay nhu sau:

2.2.1. Mé hinh do lwong chit lwong dich vu ciia Bic Au (Chédu Au)

Cac md hinh CLDV dau tién xuét hién vao nhimg nim 1980 tir cac trudng
phai tu tuong ctia Bic Au (Grénroos, 1984) va My (Parasuraman, Zeitmal, & Berry,
1985, 1988). Quan diém Bic Au (Hinh 2.1) cia Gronroos dé& xuit 2 khia canh
CLDV gom: tiéu thitc CL chirc nang va CL k¥ thuat (Grénroos 1984). CL K§ thuat
la nhitng gi nguoi ti€u dung nhan dugc do tuong tac vai mot td chire dich vu, trong
khi CL Chirc nang quan tam dén cach nguoi ti€u dung nhan dugc dich vu. “Chat
luong Ky thuat va Chét luong Chirc nang” 1a tién dé cia hinh anh doanh nghiép
trong tdm tri KH - hinh thanh nén nhom ba tiéu thirc m6 hinh (Gronroos, 1988). Ba
nhom khia canh CL K¥ thuat, CL Chirc nang va Hinh anh nhu Hinh 2.1, trong do:

+ Chdt lwong Ky thudt: 1a nhitng gi ma KH nhan duoc do tuong tac voi cong
ty cung cdp DVu va rat quan trong dé KH danh gia CLDV.

+ Chdt lwong Chire ndng: md ta DV dugc cung cap thé nao, 1am thé nao KH
nhan dugc két qua chat lugng k¥ thuat. Hay CL Chuc niang 14 cach ma KH nhan
duge két qua cua CL K¥ thuat, diéu nay rat quan trong va c¢6 anh huong dén quan
diém ciia KH vé DV ma ho nhan dugc diéu nay lién quan dén thai d6 hanh vi cua
nhan vién d6i véi KH, kha ning tiép can va tinh linh hoat, kha ning phuc hdi dich
vy, Bg Tin cay...

+ Hinh anh: 12 yéu té rat quan trong, dugc xay dung chu yéu dua trén “chat
luong k¥ thuat va chat luong chire nang” ciia DV, ngoai ra con mot sé yéu t khac
nhu: truyén théng, hé tu tuéng, truyén miéng, chinh sach gia, quan hé cong ching -
PR. Vi vay c6 thé xem yéu té “danh tiéng va sy tin nhiém” thuéc nhoém yéu té hinh

anh.
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Chat Irong dich vu

/ cam nhéan \

Dich vu ky vong Dich vu cam nhan
Hinh anh
/ N
Dich vu k¥ thuat Dich vu chirc nang

Hinh 2.1: M6 hinh chat lwong dich vu ciia Biac Au
Nguon: Gronroos (1988)

Tuy nhién theo Gronroos (2001), md hinh Bac Au da dugc gidi thiéu vé mit
khai niém nhung né thiéu kha ning van hanh, vi né khéng cung cap mot cong cu do
luong thuc té. Do @6, ddy c6 thé 1a 1y do tai sao cac nghién ctru thuc nghiém vé
CLDV khong sir dung mé hinh nay, vi vay trudng phai Bic Au, Chau Au 1 “dua ra
khai niém vé CLDV ma khong cung cép bang ching thuc nghiém manh mé dé hd
tro 1ap truong cua ho” (Seth, N. & Deshmukf S.G et al, 2005).

2.2.2. Md hinh do lwong chit lwong dich vu ciia My (Mé hinh khodng
cdach CLDV cua Parasuraman va cong su 1985)

Niam 1985 Parasuraman va cong su cho rang “CLDV la khoang cach giita ky
vong cua KH va nhén thirc ciia ho khi da sit dung qua DV”. Nhém tac gia da xay
dung mo6 hinh CLDV dua trén phan tich 5 khoang cach CLDV nhu Hinh 2.2 duéi
day.

Khoang cach thir nhat, xuat hién khi c¢6 sy khac biét giira ky vong ctia KH vé
CLDV va nha quan tri NH cam nhéan vé ky vong ctia KH. Khoang cach nay thé hién
& chd nha quan tri NH khong hiéu/nhan thire dugc hét nhirng dac diém nao tao nén
CLDV ciia minh ciing nhu phuong thirc chuyén giao chung dén KH dé théa man
nhu ciu cta ho.

Khoéng cach thic hai, 1a NH gap kho khian trong viéc bién ky vong ciia KH
thanh nhitng dic tinh chat luong ctia DV. DU biét cac ky vong cua KH nhung do
mot s6 nguyén nhan chi quan/khach quan nhu: kha ning chuyén mén cua doi ngii
nhan vién, bién dong vé nhu cau DV d6t ngdt ting manh tai mot thoi diém gay ra
tinh trang NH khong dap ung kip thoi. ..

Khoéang cach thi ba xuat hién khi nhan vién cia NH khong chuyén giao DV
cho KH theo nhirng tiéu chi cu thé da duoc ban lanh dao xac dinh. Nhan vién 13 bd

phén déng vai trd quan trong trong viéc tao ra CLDV ctia NH, néu mot s6 nhan vién
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khong hoan thanh nhiém vu theo cac tiéu chi dé ra s& giy anh hudng dén CLDV cuia
NH.

Khoang céach tht tu: c4c thdng tin quang cao/cac tuyén bd cuia NH c¢6 thé 1am
gia ting ky vong ctia KH, nhung thuc té khong dugc thuc hién nhu vay. Do d6 s&
lam giam CL ma KH cam nhan duoc.

Khoang cach thtr nam: 1a sy khéc bi¢t gitta CL ky vong va CL cdm nhan
duge. Khoang cach nay phu thudc nhiéu vao 04 khoang cach trude d6. Parasuraman
& cong sy (1985) nhan thiy ring CLDV phu thudc vao khoang cach nay.

...................... > DV k\‘/ Von(] <
: Fy

Khoana cach 5

Khach hang L
: DV cam nhan nhan

F 3

Khoana cach 4

: DV cung cap <ol THONG tin bEN NQOAI
Khoana cach 1 i
: 'Khodng cach 3

r 3

: v
Nha cuna cép Chuyén ddi
: nhan thuc thanh

tiéu chi CLDV
A A

Khoana cach 2
A 4

Nhan thac cua nha
quan Iy vé ky vong

Hinh 2.2: M6 hinh nim kheang cach chat lwong dich vu

Nguon: Parasuraman & ctg (1985)

R& rang, 4 khoang cach dau tién (khoang cach 1, khoang cach 2, khoang

cach 3, khoang cach 4) dugc xac dinh la chirc nang ctia cach thirc ma DV duogc

cung cap, trong khi khoang cach 5 lién quan dén KH va thuong duoc duoc coi la

thudc do thuc sy cua CLDV. Mic du, khoang cach 5 nay lai bi anh hudéng boi 4
khoang cach & phia nha cung cap.

Niam khoang cach nay duoc thé hién qua bo thang do gdm 2 phan: phan dau

nham xac dinh ky vong ctia KH d6i v6i DV cia NH noi chung, phan thir hai nham

xéac dinh nhitng cam nhan ciia KH dbi véi DV ma NH di cung cap cho ho. Khoang
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cach gitta ky vong ctiia KH va cam nhan vé DV ma ho dugc cung cap s& phan anh
murc do CLDV. Khoang cach cang hep thi CLDV cang cao.

Parasuraman & ctg (1985) cho rang: CLDV la ham s6 cua khoang cach tht
nam. Khoang cach thir nam nay phu thudc vao cac khoang céach trudc d6. Nghia la
cac khoang cach 1, 2, 3, 4. Vi thé, dé rut ngin khoang cach thir 5 va gia ting CLDV,
nha quan tri DV phai nd luc rat ngin cac khoang cach nay.

Mo hinh CLDV theo cic nha nghién ctru nay c6 thé duoc biéu dién nhu sau:

CLDV =F((KC_5=f(KC_1,KC_2, KC_3,KC_4))

Trong d6, CLDV la CLDV va KC_1, KC_2, KC_3, KC_4, KC_5 la céc
khoang céach chat luong 1, 2, 3, 4, 5.

DPé danh gia su khac biét gitta mirc d0 DV ky vong va nhan thic cua KH vé
muc d0 nhan dugc (Parasuraman va cong su, 1985) ban dau da dé xuét 10 tiéu thire
cua CLDV nhu Bang 2.1 dudi day:

Bang 2.1 Céac yéu td do lwong CLDV cia Parasuraman va céng sw nim 1985

STT Yéu to M0 ta
. . Tinh nhat quéan cua hiéu suat va Do Tin cay, tinh chinh xac trong thanh
PO TIN CAY NN . .42
1. L toan, luu gitr ho so chinh xac, thuc hién DV dung vao thoi diém dugc
(Reliability) .
chi dinh.
L Sy san sang cua nhan vién cung cap DV, tinh kip thoi cua DV nhu gui
SU PAP UNG T g_ J .p. P . ,g
2. phiéu giao dich ngay lap tic, goi lai cho KH mot cadch nhanh chéng,

(Responsiveness) . X
cung cap DV nhanh chéng.

NANG LUC PHUC VU/ | To chuc so hitu cac ky ning va kién thuc can thiét dé thyc hién DV,
3. SU BAO bAM kién thirc va k§ niang ctia nhan vién lién hé va hd trg, kha ning nghién
(Assuarance/Competenc) | ciu caa td chic.

A Dé tiép can va dé lién he, DV c6 thé dé dang tiép can qua dién thoali,
SU TIEP CAN .. L2 ~ .
4, (Access): thoi gian cho doi dé nhan dugc DV khdng dai, gio hoat dong thuan

' tién, vi tri thuan tién caa co so DV.

p o Su lich su, ton trong, can nhac, than thién caa nhan vién lién hé, quan
TAC PHONG NHAN C .. L .. . .
5. . tdm dén tai san cua ngudi tiéu dung, vé ngoai sach s€ va gon gang cua

VIEN (Courtesy): o o )
nhén vién lién lac noi cong cong.

Théng bao cho KH bing ngén ngit ma ho c6 thé hiéu va ling nghe ho,

KY NANG GIAOTIEP |  ° , _ s o
6. . giai thich DV va chi phi, dam bao véi KH rang van dé s€ dugc giai
(Communication): .
quyet.
SU TIN NHIEM/UY Sy tin cay, dang tin cay, trung thuc, danh tiéng cua cong ty, dat loi ich
7. TIiN cao nhit cia KH 1én hang dau, dic diém ca nhan cua nhan vién thuc
(Credibility): hién lién lac.
BAO MAT KH khong bi nguy hiém, rai ro hoac nghi ngd, an toan vé thé chat, an

(Security): ninh tai chinh, bao mat.
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STT Yéu to Mo ta
THAU HIEU . o . .
. . Hiéu nhu cau cua KH, tim hiéu cac yéu cau cu thé cua KH, cung cap su
9. (Understanding/Knowing

quan tdm dén ting ¢ nhan, nhan ra KH thuong xuyén (quen thugc)
the customer):

SU HUU HINH Co6 cac bang chung hiru hinh, cua trang thiét bi, hinh thiac bén ngoai

10. .
(Tangibles): cua nhén vién/dai dién cung cap DV

Nguoén: Parasuraman va cong sw, 1985

Tuy nhién, 10 yéu t6 trén cha yéu thién vé nghién ctru dinh tinh hon 1a
nghién ctru dinh lwong, né dugc kiém tra bang kinh nghiém va tam Iy, Tuy md hinh
10 thanh phan CLDV néu trén thé hién duoc tinh bao quat hau hét moi khia canh
cia DV nhung c6 nhuoc diém 1a phuc tap trong viéc do luong CLDV, ¢6 mot sb
yéu tb trung lip gay kho khin cho qua trinh danh gia, mé hinh nay mang tinh Iy
thuyét va c6 nhiéu thanh phan cia mé hinh CLDV khéng dat duoc gia tri phan biét.
Pén nim 1988, Parasuraman va cong su sau khi phan tich va phan nhom dir liéu,
thang do di sira doi va kiém tra da két hop cac bién c6 tinh twong quan lai véi nhau
va giam xudng con 5 yéu tb thanh phan, phat trién SERVQUAL- mot mé hinh tién
tién hon dé do luong CLDV. Trong md hinh SERVQUAL (Bang 3), ¢6 5 yéu t6 va
22 muc duoc trinh bay theo thang do Likert 7 diém. Nhém nghién ciru da do luong
CLDV théng qua céc nghién ctu thuc nghiém vé CLDV: NH, thé tin dung, sua
chira va bao tri, va DV dién thoai duong dai.

B6 thang do SERVQUAL gdm 22 bién quan sat dé do luong CLDV Ky vong
va Cam nhan cua KH. Téng cong, c6 44 cau hoéi dugce su dung dé danh gia ca Ky
vong va Cam nhan (cdm nhan 22 cau va ky vong 22 cau). Nam khia canh nay dai
dién cho nam khia canh khac biét vé mat khai niém va c6 lién quan lan nhau cua
CLDV (Asubonteng, P., McCleary, K. J., & Swan, J. E., 1996). Mac du ciing co
nhimg tac giai di chi trich vé nén tang 1y thuyét va hoat dong ctia mé hinh
SERVQUAL khéng pht hop voi mét s linh vue DV duge nghién ctru trong thoi
gian qua nhu: (Babakus, E. & Mangold, W.G., 1989), (Reidenbach. R.E. &
Sandifer-Smallwood, B, 1990), (Bouman, M. & van der Wiele, T., 1992), (Finn,
D.W. & Lamb, C.W. , 1991), (Babakus, E., & Boller, G., 1992), (Saleh, F. & Ryan,
C., 1992), (Babakus, E. & Mangold, W.G., 1992) , (Brady & Cronin, 2001),
(Bouman, M. & van der Wiele, T., 1992), (Andersson, T.D., 1992), (Headley, D.E.
& Miller, S.J., 1993), (Vandamme, R. & Leunis, J., 1993), (Teas, K.R., 1993),
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(Ekinci, Y., & Riley, M., 1998), (Martinez Garcia, J.A., & Martinez Caro, L.,
2010). Mic du vay, nhung SERVQUAL van dugc xem 1a mé hinh ¢6 céc tiéu thirc
do ludng pho bién chung, c6 thé ap dung do ludng CLDV cac nganh DV khac nhau.
Cu thé 5 thanh phan CLDV (Hinh 2.3) duoc do gdm: (1) Tinh Hitu hinh; (2) D6 Tin
cay: (3) Su Dap ung; (4) Su Bam bao; (5) Sy Thau cam, Bang 2.2 mé ta 5 thanh t4 trén
duoc do bang 22 tiéu chi cho ca phan CL Ky vong va CL Cam nhan.

Do tin cay
Su dap tng
Su thau cam
Su dam bao

Tinh hitu hinh

Dich vu cam nhan

Chat luong dich vu
cam nhan

Dich vu ky vong

Hinh 2.3: M6 hinh SERVQUAL

Nguon: Theo Parasuraman va cgng su (1988)

Bang 2.2 Cac yéu té cia md hinh SERVQUAL cia Parasuraman

va cong sw nam 1988

STT Thanh phén do lwong Tiéu chi do lwong
1. Cong ty cung cap cac DV ding nhu cong bd
_ ) Khi gap vuéng mic vé DV cong ty ludn thé hién méi quan tam
2. P§ Tin cay: thuc hién DV da A e 2
j | thuc su muon giai quyét
hta mot cach dang tin cay va — — —
3. i ] DV cua cbng ty thuc hién dting ngay tir lan dau.
chinh xc. - — — -
4, Cung cap DV dang thoi gian da cong bo
5. Cong ty luu trix, cung cap hd so day du, chinh xéc.
6. Sw Pam bao: k|én thl.’l'c, |1ch su, Nhan vién co kha néng tao n|ém tin véi KH
7. kha ning cua nhan vién dé truyén | Tao cho KH cam giac an toan trong giao dich
8. cam himng tao niém tin, sy ty tin | Nhan vién cua cong ty ludn lich su.
9. | (duoc do luong qua 4 tiéu chi).  ["Nhan vién c6 du tri thuc dé tra 161 cc cau hoi cia KH
10. | Tinh Hitu hinh (Tangible): Co | Trang thiét bi hién dai.
11. | s¢ vat chét, trang thiét bj va hinh | Co sd vat chét cua cong ty trong rat thu hat, bat mét.
12. | thac bén ngoai cua nhan vién | Nhan vién cua cong ty cé trang phuc dep va gon gang.
13. | (dugc do luong qua 4 tiéu chi). Céc tai liéu cua cong ty pht hop véi loai hinh DV cung cap.
STT Thanh phén do lwong Tiéu chi do Iwdong
14 |Khi  ning  dép g Cong ty bao cho KH thoi diém biét chinh xac khi nao DV dugc
" | (Responsiveness): gitip d KH va | thuc hién.
15. | cung cip DV nhanh chéng (dugc
16. | do luong qua 4 bién quan sat).
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17. Nhan vién cua cong ty nhanh chéng cung cap DV
18. Nhan vién cua cong ty nhanh chéng cung cap DV
19. San sang dap Gng yéu cau KH.

20. | Sw Thiu cam (Empathy): thé | Cong ty chu y dac biét dén ca nhan KH

21. | hién chidm soc, cht § ca nhan ma | Nhan vién cta cong ty biét quan tim dén KH

22. | cdng ty cung cdp cho KH cua | Nhan vién thuc hién giao dich mot cach chu dao

23. | minh, dugc do luong qua 5 bién | Cong ty I4y loi ich cao nhat cua KH 1a diéu tam niém phuc vu

24. | quan sat. Cong ty c6 thoi gian lam viéc thuan tién vai KH.

Nguon: Theo Parasuraman va cgng su (1988
2.2.3 M0 hinh do lwong chit lwong dich vu SERVPERF
Khéng giong nhu md hinh SERVQUAL, md hinh SERVPERF (Hinh 2.4) 1a
thudc do chi dua trén hiéu suat dé danh gia CLDV va loai trir cac ky vong cua
nguoi tiéu dung, do ky vong ludn & mirc cao. Cronin va Taylor (1992) cho rang thai
d6 CLDV lau dai chi dugc phan anh tot hon bang cac thudc do dua trén két qua
hoat dong. Ho da thtr nghiém mdt thudc do CLDV dya trén hi¢u suét trong bon
nganh DV va nhén thiy rang thuéc do ndy giai thich nhiéu phuong sai trong mot
thudc do tong thé vé CLDV hon so voi SERVQUAL. M6 hinh do luong SERVPERF
moi da giam mot nira s6 lwong muc phai do (44 cau hoi xudng con muc xudng con
22 cau hoi), giup dé sir dung hon. (Cronin, J.J. and Taylor, S.A., 1992).

D¢ tin cay
Su dap timg
Sw thau cam
Su dam bao

Tinh htru hinh

—> Dich vu cam nhan (hiéu ——> Chat lrrong dich vu cam
sudt) nhan

Hinh 2.4: Mé hinh SERVPERF

Nguon: theo Cronina va Taylor (1992) (Cronin, J.J. and Taylor, S.A., 1992)

Cung v6i Cronin va Taylor (1992), nhitng ngudi tng ho tinh wu viét vé mat

ly thuyét cua thang do SERVPERF, nghién ctru thyc nghiém vé Nganh Quang céo
cua Quester va Romanniuk (1997) da chi ra réng SERVPERF hoat dong tdt hon
SERVQUAL. Mot nghién ctru trong bdi canh siéu thi cia Mehta, Lalwani va Han
(2000) da két luan rang SERVQUAL dugc stra doi di do luong t6t hon trong bdi
canh siéu thi ban 1¢, noi tap trung nhiéu hon vao san pham (Mehta, Subhash C.,
Lalwani A. and Son Li Han,, 2000), trong khi SERVPERF hoat dong tSt hon trong
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bbi canh ban 1¢ noi yéu to DV nhiéu hon quan trong (nha ban 1¢ hang dién tir) thi
mot md hinh danh gia dya trén hiéu suit khiac 1a HEdPERF (Abdullah, F., 2006),
dugc phat trién dé do luong CLDV dac biét trong gido duc dai hoc, vd1 41 muc
danh gia hiéu sudt bao gém cac thanh phan hoc thuat, cling nhu cac khia canh cua
moi truong DV tong thé ma sinh vién di trai nghiém . Mot nghién ctru so sanh vé
SERVQUAL, SERVPERF va HEdPERF cua (Brochado, A., 2009) cho thdy kha
ning do luong cia SERVPERF va HEJPERF 14 tét nhét, nhung cho rang khong thé
chon céi nao tot hon trong sd hai cai nay.

Theo (Rodrigues, L.L.R., Barkur, G., Varambally, K.V.M., & Motlagh, F.G. ,
2011), 2 thuéc do SERVPERF va SERVQUAL khéac nhau déng ké vé két qua. Do
d6, dé cac nha nghién ctru duogc huong loi tir phép do c¢6 ¥ nghia, Rodrigues cong su.
(2011) d& xuit ap dung ca SERVPERF va SERVQUAL va rut ra cac y kién két hop.

Tac gia (Carrillat, F., Jaramillo, F., & Mulki, J., 2007) da sir dung phan tich
tong hop trong cac két qua nghién ciru ciia minh, cho thiy rang ca hai thang do (tirc
1a, SERVPERF va SERVQUAL) déu 1a cac yéu té du bao diy da va hop 1é nhu
nhau vé CLDV tong thé. Tuy nhién, cic tac gia tin rang thang do SERVQUAL cé
thé dugc cac nha thyc hanh quan tdm hon do gia tri chan doan phong pha hon (tirc
1a so sanh ky vong ctia KH vé DV so véi cam nhan vé DV qua céc tiéu thiic). Ngoai
ra, két qua ctia nghién ctru ciing cho thay rang nhu cau diéu chinh thudc do cho phu
hop véi bdi canh nghién ciru trong truong hop cia SERVPERF 1a it hon so véi
truong hop cua SERVQUAL. Mgt phat hién khéc ctua Carrillat cong su. (2007), cé
lién quan dén vin hoéa/ ngdn ngir cua qudc gia dugc nghién ciru ma trude dy bi cac
nha nghién ctru khac bo qua: gia tri du doan cia SERVQUAL va SERVPERF vé
CLDV tong thé dugc phat hién 14 cao hon dbi voi cac qubc gia khong noi tiéng Anh
va ddi v6i cac qudc gia kém dan cha hon. Tuy nhién, Carrillat cong su (2007) goi ¥
rang 1y do cho diéu nay 1a do viéc st dung cic phién ban di sira ddi cua
SERVQUAL ¢ cac qubc gia d6 chir khong phai do bdi canh vin hoa..

2.2.4. Mé hinh ba thanh phan chét lwong dich vu
Cong trinh ctia Gronroos (1984) va Bitner (1992) da tré thanh co sé cho mo
hinh ba thanh phan do Rust va Oliver phat trién (1994) nhu Hinh 2.5. Trong tdm
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ctia n6 1a cac mdi quan hé ton tai giita CLDV, gia tri DV va STMKH. (Rust, R.T.
and Oliver, R.L. , 1994).

/ it fuong dich o \

San pham dich vu Dich vu chuyén giao Moi treong dich vu

Hinh 2.5: M6 hinh 3 thanh phan dich vu
Nguon: theo Rust and Oliver (1994) (Rust, R.T. and Oliver, R.L. , 1994)

M6 hinh nay cd 3 thanh phan khéac biét: san pham DV, DV cung cap va moi
treong DV dugce dé xuat nhu nhitng yéu té thiét yéu caa CLDV (Hinh 2.5) gom: (1)
Yéu té San pham DV bao gém nhiing gi nguoi tiéu dung nhan dugc nhd DV (tic 1a
két qua) va ca nhan thirc ciia nguoi tiéu ding vé DV. (2) Yéu té DV chuyén giao 1a
viét tat cua qua trinh tiéu thu véi bat ky su kién lién quan nao xay ra trong qué trinh
thuc hién DV. (3) Yéu t6 Moi truong DV thé hién bau khong khi bén trong va bén
ngoai noi mot DV dién ra. Mac du ¢6 su hd tro dugc tim thdy cho cac mé hinh tuwong
tu trong NH ban I¢ caa nhém nghién ciu (McDougall & Levesque, 1995), tuy nhién
C4c tac gia Rust va Oliver da khong kiém tra, ching minh viéc hinh thanh khai niém
cua ho, diéu nay da tré thanh han ché dang ké caa mé hinh.

2.3. Cac phwong phap, thanh phan do lwong sw théa man khach hang

2.3.1. C&c phwong phdp do lwong su théa man khach hang

Trong mdi trudng kinh doanh theo dinh hudng thi trudng ngay nay, cd thé
noi rang cau hoi 1am thé nao dé 1am thoa man KH trg thanh méi quan tam cudi cing
ctia hau hét c4c t6 chirc kinh doanh. Do d6, hiéu céc tiéu thire do luong STMKH, do
ludng N6 va viée tan dung cac phép do nay tré thanh nhu cau cap thiét ddi voi cac
nha quan ly. STMKH c6 tac dong dang ké cua né ddi véi hoat dong lau dai caa cac
DN va ca KH céac hanh vi mua hang. Trong cac nghién ctru trudc day ciing da coi
STMKH va long trung thanh cia KH va nang cao danh tiéng (Fornell, C., 1992),
(Anderson, E., & Sullivan, M., 1993), (Wangenheim, F., & Bayon, T., 2004). Long
trung thanh cia KH duoc coi 1a két qua cua mot qué trinh bat dau voi STMKH
(Oliver, R.L., 1999), STMKH la mot budc can thiét trong viéc hinh thanh long
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trung thanh (Oliver, R.L., 1999). STMKH ciing c6 thé cung cip mét rao can cao
hon chéng lai viéc chuyén sang cac ddi tha canh tranh khéc. Chi phi ton that va chi
phi khi KH dich chuyén hanh vi tiéu ding c6 lién quan tich cuc dén STMKH (Kim,
M., Park, M., & Jeong, D. , 2004). Bén canh d6 kham pha mdi quan hé giita
STMKH va lgi nhuan kinh té 1a ciing 1a mot trong nhitng chu dé duoc nghién cau
boi (Anderson, E., Fornell, C., & Lehmann, D. , 1994), cac tac gia di c6 gang kham
pha méi quan hé gitta STMKH va loi nhuan tai chinh ROI (loi tirc dau tu) khi sir
dung mé hinh chi sé théa man KH quéc gia (NCSI). Ho d3 tim thdy mdi quan hé
tich cuc gitra ROl va STMKH. Nhém nghién ctu (Ittner, C., & Larcker, D., 1998)
nhan thay rang CS la chi s6 hang dau vé hanh vi mua hang cua KH, sy ting truéng
cua, sd lugng KH va hiéu qua cua hoat dong ké toan. Qua phan nghién ciru cua tac
gia (Ngo, Minh Vu, 2015) di tong hop 103 c6ng trinh nghién ciru va sach xuat ban,
thdng ké cac cac phuwong phap nghién cirtu STMKH nhu Bang 2.3 sau:
Bang 2.3: Cac phwong phap do lwong Sw théa man khach hang

STT Phwong phap do lwong STMKH

1 Phuong phap do ludng chi sé théa man KH qudc gia (National Customer
satisfaction index (NCSI)

) Phuong phéap do luong STMKH str dung m6 hinh SERVQUAL (Service
quality)

3. Phuong phap MUSA (MUSA method)
Phuong phap st dung md hinh Probit/Logit (Probit/Logit model)

5 Phuong phap phan tich bao dir liéu (Data Envelopment Analysis — DEA
method)

6 Phuong phap phén tich hiéu qua-tim quan trong (Important Performance
Analysis -IPA)

7. Phuong phap phén tich cum (Cluster Analysis)

Nguén: Minh Vu Ngo (Ngo, Minh Vu, 2015)
2.3.1.1. Phuwong phdp do lwong chi sé théa man khach hang qudc gia
(National Customer satisfaction index-NCSI)

Tt nhitng nam 1980, mot s6 phuong phap do lwdng STMKH phuc tap da
dugc phét trién. Nhitng phuong phap nay khong chi lam rd nguyén nhan cia
STMKH ma con giai thich toan bo qua trinh va két qua hinh thanh STMKH. Thoi
ky nay, cac nghién ctru dinh lwong vé STMKH da duoc thuc hién. Trong d6 phuong
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phéap do Chi s6 Su thoa man KH — CSI (Customer Satisfaction Index) dya trén mé
hinh quan hé nhan qua dugc xay dung boi Tién si Fornell (Fornell, C., 1992), dén tur
Trung tdm Nghién ciau Chat luong Qudc gia, thuoc Truong dai hoc Kinh doanh
Michigan (M¥) da dé xuat md hinh chi s6 TMKH dau tién vé mac do TMKH cua
Thuy Dién (SCSB- the Swedish Customer Satisfaction Barometer) trong bai béo
“Céng cu do STMKH quéc gia: Kinh nghiém cua Thuy Pién”. Bén nam 1990,
Trung tdm nghién ciu va Chat luong Hoa Ky va Hiép hoi Chat luong Hoa Ky, bat
dau nghién ctu va thanh 1ap cac trung tdm nghién ctu STMKH. Mo hinh chi sb
TMKH ctua My - ACSI- American Customer Satisfaction Index) duoc cong bd vao
nam 1994 va hién 1a mé hinh chi s6 STMKH duoc su dung rong rai nhat trén thé
gidi. Nam 1992, Pirc ciing bat dau thiét 1ap moé hinh STMKH cua riéng minh. Nam
1995, cac nudc Canada, New Zealand va Pai Loan, Trung Qudc, bat dau xay dung
mo hinh chi s6 STMKH. Nam 1998, Han Qudc d3 tién hanh cai tién md hinh ACSI
va dua ra md hinh Chi s6 STMKH Han Qudc (KCSI- Korean Customer Satisfaction
Index Model). Pén nam 1998, mot sd quéc gia khac ciing bat dau xay dung ké
hoach cho céc chi s6 STMKH, bao gom Singapore, Malaysia, Mexico va Brazil.
Chau Au ciing chinh thirc ra mit Chi sé théa man cia KH — ECSI (European
Customer Satisfaction Index) vao nim 2000. Viéc thuc hién cac chi s6 do ludng
STMKH qudc gia phu hop dé danh gia bén vimng hiéu qua hoat dong cia cac cong
ty trong sy boi canh quéc té. (Bruhn, M & Grund, A, 2000). Chi s6 STMKH dai
dién cho thi truong duoc phuc vu (KH) - danh gia tong thé vé tong trai nghiém mua
hang va tiéu dung, ca thuc t& va du doan (Johnson, M., & Fornell, C., 1991), (Fornell,
C., 1992). Mdi phién ban cta CSI c6 thé bao gdbm mdt sd cac sira doi. Nhung tat ca
ching déu dua trén hai thudc tinh co ban: Thir nhat, phuong phap luan thuc hién phai
thira nhan rang CSI 13 mot danh gia cia KH khong thé do luong dugc truc tiép. Thi
hai, v6i tu cach 1a mot thude do tong thé vé STMKH, CSI phai dugc do luong theo
cach khong chi giai thich cho trai nghiém tiéu ding, ma bao gom ca huéng téi tuong
lai (Anderson, E. W., & Fornell, C., 2000). Do d6, né khong chi bao gdm tién dé ma
con bao gom hé qua ciia STMKH tong thé. Tién dé cia STMKH dua trén mé hinh ky
vong va cam nhan, dé danh gia su phan tan giita ky vong vé mot san pham hoic DV
va hiéu suat/gia tri cdm nhan, qua d6 xac dinh mirc 46 STMKH (Yi. Y., 1990). Céc
két qua cia STMKH tong thé 1a cac hanh vi ctia KH nhu long trung thanh va khiéu
nai (Fornell, C., 1992), (Fornell, C., Johnson, D.M., Anderson, W. E., Cha, J. &
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Bryant, E B, 1996), (Bruhn, M & Grund, A, 2000), (Johnson, M.D., Gustaffson, A.,
Andreassen, T.W., Lervik, L. & Cha, J., 2001), (Anderson, E. W., & Fornell, C.,
2000).

Gidi thigu mgt sé6 phwong phdp do lwong chi sé théa man khach hang
quéc gia dién hinh:

Hién nay c6 3 phuong phap do ludong chi sé STMKH duoc biét dén phé bién:
(1) Chi s6 STMKH Thuy Pién (SCSB), (2) Chi sé6 Thoa man KH caa My (ACSI),
(3) Chi sb thoa man KH Chau Au (ECSI):

(1) Phwong phdp do lwong chi sé théa man khdch hang Thuy Dién
(SCSB- Swedish Customer Satisfaction Barometer)

SCSB Ia chi s6 Su thoa man KH dau tién duoc thiét 1ap boi Cuc Thong ké
Thuy Bién vai su gitp d& cua Trung tim Nghién ciru Chat luong Quéc gia, Pai hoc
Michigan nim 1989. N6 duoc st dung dé diéu tra va phén tich hon 100 cong ty trong
32 nganh vao nim 1989. M6 hinh SCSB 1a mot mé hinh phwong trinh cau trdc, chu
yéu bao gom 5 bién, cu thé 1a: ky vong caa KH, hiéu suat cam nhan (nhan thac gia
tri), STMKH, long trung thanh cua KH, khiéu nai cia KH. Trong mo6 hinh SCSB,
ky vong ciia KH dé cap dén danh gia cua KH vé hiéu suat hoac gié tri cia mot DV
hodc hang hoa trudc khi quyét dinh chap nhan mot DV hoic mua hang hoa. D6 1a
mot dy doan chu quan hon 13 mét nhan dinh khach quan. Cam nhan vé hiéu suat chu
yéu 1a phép do gia tri hang hoa hoic cac DV (hiéu suat) cia KH. C6 thé ndi, gia tri
cam nhan cang cao thi STMKH cang cao. Céac bién nhan qua trong phuong phap
SCSB 14 su ky vong va cam nhan cua KH va céc bién sb két qua 1a long trung thanh
cua KH va khiéu nai caa KH. M6t vai quan diém chinh ciia noé nhu sau: STMKH chu
yéu duogc xac dinh bai ky vong trude khi mua hang va cam giac trong va sau khi mua
hang, diéu ndy s& dan dén su trung thanh hoac phan nan cia KH (Hinh 2.6).
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Hiéu suat cam Khiéu nai cua

nhan (Value) \ khéch hang

Ky vong khéach hang Long trung thanh
(Expectations) cua khach hang

STMKH (SCSB)

CIN

Hinh 2.6 : Phwong phap do lwong chi sé théa man khach hang caa
Thuy Pién - SCSB
Nguon: Fornell (1992)

(2) Phwong phdp do lwong chi so théa mén khdch hang ACSI (American
Custumer satisfaction Index) cua My:

ACSI chinh thirc ra mat nim 1994. Dén nim 1998, di cd 200 cac doanh
nghiép trong 34 nganh & My bat dau sir dung chi s6 Sy thoa man KH cua ACSI
rong rai. ACSI duoc phat trién trén co so chi s6 SCSB bao gom sau bién tiém an
(ky vong cia KH, nhan thic vé CL, nhan thic vé gia tri, STMKH, khiéu nai cua
KH, 1ong trung thanh cua KH), N6 ciing 1a mdét mo hinh phuong trinh cau tric
(Fornell, C., Johnson, D.M., Anderson, W. E., Cha, J. & Bryant, E B, 1996). Trong
dé gia tri cdam nhén chiu tac dong bd1 CL nhan duoc va su ky vong cua KH. Sy ky
vong cua KH ¢ tac dong truc tiép dén CL nhén duoc. STMKH duoce tao thanh trén
co sO cua 3 yéu t6: CL nhan dugce, su ky vong va gia tri nhan duoc, néu CLDV va
gia tri nhan dugc cao hon su ky vong s€ tao nén long trung thanh ddi véi KH,
truong hop nguoc lai, ddy 1a sy phan nan hay su than phién vé SP ma ho tiéu dung
(Fornell, C., Johnson, D.M., Anderson, W. E., Cha, J. & Bryant, E B, 1996), duoc
mo ta nhu Hinh 2.7 dudi day.
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Nguon: Fornell va céng sir (1996) tai lidu ndy twong tw nhw trén

Sy mong doi
(Expectations)

"Chat lrong cam nhan .
(Perceived quality)

Hinh 2.7: Phwong phap do lwong chi sé6 théa man khach hang ACSI cia My

(3) Phwong phdp do luwong chi sé théa min ECSI (European Customer
Satisfaction Index) cua cac nuwéc Chdu Au (EU):

ECSI ciing 1a mot phwong trinh cau trac (Hinh 2.8), bao gom bay bién tiém
an: hinh anh, ky vong cia KH, CL cam nhan (phan cang), CL cam nhan (phan
mém), gia tri cam nhan, STMKH va long trung thanh cia KH. Trong mé hinh
ECSI, cé4c bién nguyén nhan bao gom ky vong cua KH, hinh anh thwong hiéu, CL
cam nhan phan cing, CL cam nhan phan mém va gia tri cam nhan. Bién két qua 1a
“long trung thanh cua KH”. Quan diém chinh caa M6 hinh 1a CL cam nhan dugc
tinh chinh thanh CL cam nhan phan ctiing va CL cam nhan phan mém. Phan ciing
CL cam nhan dé cap dén cam nhan cia KH vé CL san pham va DV, trong khi CL
cam nhan phan mém dé cap dén nhan thicc cua KH vé CL giao tiép véi doanh
nghiép.

Ky vong
khach hang

Chat lwong dich
vu/chat lrong san
pham cadm nhan

Long trung
thanh

Hinh 2.8 Phuong phap do hrong chi s6 théa man ECSI ciia cie nuéc Chau Au (EU)
Nguon: Johnson va cgng sw (2001)
2.3.1.2. Phurong phdp do lwong sy théa man bang mé hinh SERVQUAL
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Str dung SERVQUAL dé do luong Su théa man KH duogc dé xuit boi
(Parasuraman, A. et al, 1988), di c6 mot sé cong trinh nghién cau tiép theo vé
Phuong phap sir dung mé hinh SERVQUAL va cé4c tng dung caa nd. Y tuéng trung
tam trong mo hinh nay 1a CLDV chu yéu 1a mot ham cua diém sé chénh léch hoic
khoang cach gitra ky vong va nhan thac (Jamali, D., 2007). Nghién ciu CLDV theo
mod hinh SERVQUAL thudng dugc phan chia thanh 5 nhém yéu té quyét dinh CL
gom: Do Tin cay, Sy Pap tng, Su Pam bao, Su Thiu cam va Su Hiu hinh
(Parasuraman, A., Zeithaml, V. A., & Berry, L. L., 1985), (Ghobadian, A., Speller,
S., & Jones, M., 1994), (Curry, A. and Herbert, D., 1998), (Wisniewski, M., 2001).

Thoi gian qua ciing da c6 tranh luan trong céc tai liéu vé CLDV Vé trinh tu
th tu caa hai cau tric: STM va CLDV. Trong khi c4c tac gia nhu: (Dabholkar, P.
A., Shepherd, C. D., Thorpe, D. I., 2000), (Cronin, J.J., Brady, M.K., & Hult,
G.T.M., 2000), coi CL cam nhan 1a mét tién dé cho STMKH, thi céc tac gia khac vi
du nhu: (Parasuraman, A. et al, 1988), (Bitner, M., 1990) lai xem STMKH nhu mot
tién dé cho CL. Phan 16n cac an pham gan day (vi du: (Yavas, U., Benkenstein, M.,
& Stuhldreier, U., 2004), (Carrillat, F., Jaramillo, F., & Mulki, J., 2007), coi CLDV
la tién dé cia STMKH. Do d6, SERVQUAL c6 thé duoc st dung nhu mot phurong
phép luan duoc sir dung dé do lwong STMKH. Muc tiéu ciia phuong phap sir dung
md hinh SERVQUAL Ia phat trién cong cu tét nhat dé do luong STMKH. Mé hinh
Phan tich phuong trinh cau tric, phan tich hoi quy bdi thuong duoc st dung dé lya
chon va xac nhan cac cau tric CLDV tét nhat trong sé c4c cau tric duge dé xuat.
Tuy nhién, nhiéu hoc gia da chi ra rang SERVQUAL khoéng phai 1a mot thude do
chung chung cé thé dugc ap dung cho bat ky DV nao va né can duoc tiy chinh cho
DV cu thé nghién ctru (Carman, J., 1990); (Babakus, E., & Boller, G., 1992).
Nghién cau cua Li (Li, B. et al, 2006) d xuat 5 tiéu thic CL dé so sanh STMKH
tong thé gitra hai cong ty chuyén phat buu kién 16n nhat caa My, UPS va FedEx. Do
la Tinh kha dung, kha nang Pap ung, Do Tin cay, Tinh Py du va Tinh Chuyén
nghiép cua DV. (Jamali, D., 2007) dé xuat mot mo hinh trong d6 khong chi bao
gom céc tiéu thire do ludng CLDV co ban ma con bao gém cac tiéu thirc khac caa
STMKH nhu: Vén chu s¢ hitu, Thudc tinh, Phan tich chi phi / lgi ich, Cam xdc....
Nghién citu cia Chadee va Mattsson (1996) di khao sat cac thugc tinh tot nhat anh
huong dén sy thoa man tong thé véi bo tiéu thic CL trong cac cudc gap g& khéch
du lich (Chadee, D., & Mattsson, J., 1996), cac tiéu thirc CL trong bai bao la: cho
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phép in ngoai, chd & khach san, thué xe va di tham quan du lich. Andaleeb &
Conway (2006) da stz dung md hinh phan tich nhan té va hoi quy dé tim tac dong
cua cac yéu té quyét dinh CLDV vé STMKH trong nganh nha hang (Andaleeb, S.,
& Conway, C. , 2006).

2.3.1.2.1 Phuong phap MUSA (MUSA method)

Phuong phap MUSA 1a mot phwong phap phan tich quyét dinh da tiéu chi dé
do luong va phan tich maec 6 STMKH dya trén cac nguyén tic caa hoi quy thu ty,
phuong phép nay lan dau tién dwoc gidi thiéu bai Grigoroudis va Siskos (2002).
Muyc tiéu cua phuong phap MUSA la: (1) cung cdp mot danh gia vé muc do
STMKH, ca trén pham vi todn cau va ting nganh DV riéng biét, dic thu rieng DV
dugc cung cap; (2) Cung cap mot tap hop day du cac két qua phan tich sau vé so
thich cua KH, ky vong va giai thich mirc do thoa man cua ho; (3) phat trién caa mot
cdng cu quyét dinh nhan manh vao sy hiéu biét va kha ning ap dung cua cac két
qua da cung cap (Grigoroudis, E., & Siskos, Y., 2002). Phuong phap MUSA d¢
xuat dinh nghia STM 1a tap hop cua timg c4 nhan danh gia vao mot chirc ning gia
tri thu thap véi gia dinh ring STMKH phu thudc trén tap hop n tiéu chi hozc bién
dai dién cho tiéu thac mo ta dic tinh DV. Yéu cau dit liéu cho phuong phap MUSA
duogc thu thap théng qua mot bang cau héi ma qua d6 KH dugc hoi vé nhan thic
cua ho vé mirc d6 thoa man tong thé (Y) va mic d thoa man cia ho vé tap hop cac
tiéu chi xac dinh trudc (Xi). Phuong phap MUSA tuan theo nguyén tac thir t phan
tich hdi quy theo cac rang budc (Grigoroudis, E., & Siskos, Y., 2002):

. n .
Y'=), _ bX: ZLb=I

Trong d6 bi 1a trong sé cua c4c tiéu chi. Két qua cia phuong phap MUSA
cung cap trong sé cho mdi tiéu chi. Uu diém chinh cua phuong phap MUSA 1a rang
nd hoan toan xem xét theo hinh thirc danh gia dinh tinh va s¢ thich caa KH trong
mot cugc khao sat STM. Phuong phap MUSA tranh viéc dinh luong tuy y thong tin
duogc thu thap, boi vi ma hoa cia thang do dinh tinh 1a két qua, khdng phai 1a dau
vao cho phuong phap luan dugc dé xuét. Biéu nay khéng xay ra trong phan tich hoi
quy tuyén tinh don gian (Grigoroudis, E., & Siskos, Y., 2002). Hon nita, két qua caa
phuong phap MUSA ciing cung cip ddy du thong tin dit ra nhiéu hon 1a chi tap
trung vao phan tich mo ta cia STMKH .
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2.3.1.3  Phurong phap do heong bang md hinh Probit/Logit (Probit/Logit model)

Mo hinh Probit va Logit dugc sir dung rong réi trong linh vuc tiép thi va cac
linh vuc khac: tri tué nhan tao, sinh hoc, y hoc, kinh té, tdm ly hoc toan hoc
(Grigoroudis, E., & Siskos, Y., 2010). Uu diém nhat caa mé hinh Probit va Logit Ia
ching str dung tha tu dinh tinh cac dic diém cua dir liéu thu thap duoc dua vao
xem xét. Trong mé hinh Probit va Logit, mic d0 STMKH duogc gia dinh la phu
thudc vao tap hop cac bién doc lap. M6 hinh probit va logit cling ¢ thé dugc st
dung 1am phan mé rong cho phwong phap SERVQUAL. Sau khi sir dung phuong
phap SERVQUAL dé xac dinh va xac thuc cac yéu té anh huéng dén hanh vi cua
KH. M hinh logit va probit c6 thé duoc sir dung dé xép hang céc yéu tb lién quan
tac dong cua chung dén hanh vi cua KH (Clemes, M., Gan, C., & Zhang, D., 2010).

2.3.1.4  Phuwong phdp do lwong bang phan tich hiéu qud - tam quan trong
(Important Performance Analysis - IPA)

Tac gia Matrilla va James (1977) lan dau tién dé xuat IPA nhu mot cong cu
hitu ich dé cung cép thong tin chi tiét vé quan 1y dé xac dinh diém manh va diém
yéu cta cong ty dé cai thién san pham, DV, chién lugc (Martilla, J. A., & James, J.
C., 1977), (Matzler, K. et al, 2004); Nhiéu nha nghién ctru sir dung phuong phap
nay dé diéu tra STMKH va xac dinh cac noi dung can cai tién va céac chién lugc
hoach dinh (Wu & Shieh, 2009, 2010; Yavas & Shemwell, 2001). IPA 1a mdt ludi
hai chiéu dya trén tim quan trong ma KH cdm nhan dugc vé cac thude tinh CL va
hiéu qua thudc tinh (Matzler, K. et al, 2004). Do d6, né c6 thé cung cdp mét dinh
huéng 16 rang cho cac quyét dinh phan bd ngudn luc trong twong lai ctia cong ty
(Liu, Y., & Jang, S., 2009). Céch tiép cin nay gia dinh rang hiéu qua cta thudc tinh
va tdm quan trong cua thudc tinh 13 hai cac bién doc lap (Matzler, K. et al, 2004).
Liu va Jang (2009) da str dung phuong phap IPA nhu mét budc dau tién dé xac dinh
anh huong cua cac thudc tinh ctia: thyc pham, DV, khi quyén dbi véi STMKH va y
dinh hanh vi. Cing véi yéu t6 phan tich va hoi quy boi, nghién ctru ndy chi ra rang
CL thuc phém, Do Tin cay cua DV va v¢ sinh moi truong 1a ba thude tinh quan
trong dé tao ra STMKH va y dinh hanh vi tich cyc sau khi an tdi. Matzler,
Sauerwein va Heischmidt (2003) di sir dung mé hinh sira d6i cua IPA dé khao sat
cac dac diém bat doi xung cua tdc dong cua tac dong cua cac thudc tinh khac nhau

vé su thoa man tong thé. Ho phat hién ra rang 4 loai y€u to la: cac yéu té co ban, yéu
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t6 hiéu suat cao, yéu to hiéu suat thap va yéu td phan khich c6 cac dic diém tim quan
trong khac nhau néu lién quan dén hai bbi canh kinh doanh khéac nhau ciia hiéu qua cao
va thap (Matzler, K., Sauerwein, E., & Heischmidt, K. , 2003).

2.3.1.5  Phuwong phdp do hrong bang Phan tich Cum (Cluster Analysis)

Muc tiéu cua phan tich Cum trong STMKH la xac dinh lgi ich thu dugc cua
cac nhom KH khac nhau. Hay phuong phap nay c6 thé xac dinh cac nhém KH khac
nhau nhung ¢ cing quan diém twong tu vé tam quan trong caa mot thudc tinh hiéu
qua so véi nhitng nhom khac (Vavra, T., 1997). Vi duy, trong co s¢ dir liéu KH, mot
nhom KH nay c6 thé coi trong DV sau ban. Mot nhdm KH khéc c6 thé coi trong cao
hon hiéu qua mat loat cac tinh ning khac. Trong phan tich cum, can xac dinh thudc
tinh hiéu qua cua cac thuoc tinh nay dua vao nhirng tai liéu trudc do va thu thap cac
danh gia cua KH vé tdm quan trong cua céc thuoc tinh nay. Téc gia
(Agiomirgianakis & Mihiotis, 2008) da st dung khung bao gdm ca phan tich yéu té
va phan tich cum dé xac dinh ding yéu té anh hudng dén sy thoéa man cua khéach du
lich d6i vai DV du lich dao tai Crete. T4c gia Bjertnaes, Skudal va Iversen (2013)
da st dung Phan tich Cum dé xac dinh cac nhoém phan hdi cua bénh nhan, dya trén
phan tng cua ho dbi véi cac muc don 1¢é vé sy thoa mén tong thé cua bénh nhan, loi
ich cua viéc diéu tri va nhan thirc cua bénh nhan vé cac so suat trong qué trinh chim
soc diéu tri. Nghién ctru da xac dinh 5 cum phan ng voi cac diém sb két qua riéng
biét do bénh nhan bao céo, ngoai ra con c6 thém maot nhdm ngoai 1¢ khong ddng
nhat véi s6 diém rat kém so véi cac két qua thu thap duoc (Bjertnaes, O., Skudal,
K., & lversen, H., 2013).

2.3.1.6 Phwong phdp do Iwong bang phan tich bao di lidu (Data
Envelopment Analysis — DEA method)

Phan tich bao dit liéu (DEA) la ky thuat truyén thdng tir 1au da duoc sir dung
nhu mot cdng cu trong linh vuc nghién ctru hoat dong va khoa hoc quan ly dé giai
quyét cac van dé trong nhiéu nganh (Erkan Bayraktar, Ekrem Tatoglu, Ali
Turkyilmaz, Dursun Delen, Selim Zaim, 2012). M6 hinh DEA giUp cac nha nghién
ctru danh gia Hiéu qua cua cac don vi/doanh nghiép/té chirc (goi tit 1a cac don vi ra
quyét dinh DMU- decision making unit) hoat dong trong cting 1 nganh nghé, linh
vuc nhu NH, gido duc... Hiéu qua, hiéu suat, ning sudt dugc sir dung dé tinh

toan/so sanh dau ra (outputs) thu duoc twong tng véi dau vao (inputs) cho trude, 1a
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ty 1¢ tdi da cua dau ra co trong sé d6i véi dau vao co trong sb véi diéu kién 1a céc ty
18 trong tu cho moi DMU nho hon hodc binh ding vai su théng nhat (Charnes, A.,
Cooper, W., & Rhodes, E., 1978). Trong md hinh DEA danh gia STMKH, DMU la
thé hién su phéan xét cua KH. Cac dau vao thuong 1a cac thuoc tinh cia STMKH
téng thé duoc xac dinh trude. Két qua dau ra thuong la cac hanh vi cia KH nhu:
STMKH tong thé, 16ng trung thanh cua KH, ¥ dinh mua lai caa KH.... Phuong phap
DEA ton trong va c6 tinh dén mdi quan hé nguyén nhan - két qua giira dau vao va
dau ra, 1am cho n6 phu hop dé do ludng két qua caa nhitng nd lyc caa cdng ty nham
lam thoa man KH. M6 hinh DEA cung cap diém hiéu qua thé hién mie do hiéu qua
cua cac thudc tinh tir SP/DV khach hang thoa méan khi so sanh vai cac SP/DV khac.
DEA c6 thé duoc str dung hiéu qua cho viéc do diém chuan dé so sanh murc do thoa
man gitta mot nhom cac cong ty. Lothgren va Tambour (1999) da stir dung md hinh
mang DEA dé thu dugc cac thudc do vé hiéu qua cuia SMTKH cua céac hiéu thude
Thuy Dién (Léthgren, M., & Tambour, M., 1999). Bayraktar va cong su. (2012) da
st dung DEA cho phan tich va so sénh STM va hiéu qua 1ong trung thanh dbi voi
cac thuong hiéu dién thoai di dong dang phat trién thi truong vién thong tai Tho Nhi
Ky (Bayraktar, E. et al, 2012). Dya trén phan tng tri gidc cua 251 nguoi dung dién
thoai di dong, cac mau DEA tiét 19 rang tir sau thuong hiéu dién thoai di dong hang
dau & Thé Nhi Ky, Nokia 1a thuong hiéu hiéu qua nhat theo sau 14 LG va Sony
Ericsson vé STMKH va long trung thanh.

Hiéu qua tong hop &p dung cho nhiéu bién duoc tinh toan dya trén hiéu qua
riéng lé (1 input & 1 output) nhu sau:

Hiéu qua riéng lé: EF = Output/Input

Hiéu qua tong hop: EFF = Total Outputs/Total Inputs

Néu gia thuyét mot DMU str dung m yéu té dau vao x dé san xuat n yéu té
dau ra y vai cach thic phdi hop cac dau vao va dau ra nhat dinh theo hai b trong sé
tuong tng v va u (u va v chinh 1a tdp hop gia cd cua cac bién dau vao va dau ra,
gia thuyét la ta cé dui thong tin vé gid), thi EFF c6 thé dugc tinh nhu sau:

EFF = (v1*x1 + v2*x2 + ... + vm*xm)/(ul*yl + u2*y2 + ... + un*yn)

hay EFF = X vixi/ £ ujyj, voi i=1...m, j=1I...n

Lueu y: EFF tinh duwoc theo cdng thic trén & hiéu qua (tuyér doi) cua cac DMU.
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Tuy nhién, han ché cia phuwong phéap nay (so v6i phuong phap hdi quy) 1a né
khong tinh toan dén yéu té sai s6 (error) hay nhiu (noise), do d6 trong DEA khong
t6n tai yéu té mtrc ¥ nghia hay d6 tin cay (significant level)

Ngoai cac phuong phap phd bién trén, con rit nhiéu phuong phap va mo
hinh ¢6 thé hitu ich dé do luong STM, it duoc sir dung phé bién hon trong nghién
ctru hoc thuét va tng dung thuc té trong diéu kién do luong STM. Nhimng phuong
phap nay c6 thé dugc dit tén nhu: Thong ké mé ta, Phan tich phan biét, M6 hinh
Kano, boi sé hdi quy, phan tich lién két....

Tom lai, sau khi tham khao cac phuong phap do lwong STMKH trong nghién
ctru nay NCS di Iwa chon sir dung phuong phap do luong STMKH vé CLDV cua
cac NHTM bang phuong phap str dung M6 hinh Probit/Logit (Probit/Logit model)
duoc mo ta trong muc 2.4.1.1 cua chuong 2. Pay 1a mo hinh dwgc su dung rong réi
trong linh vuc Marketing va cac linh vuc khac: tri tué¢ nhan tao, sinh hoc, y hoc,
kinh té, tam ly hoc toan hoc (Grigoroudis & Siskos, 2010) dé do luong STMKH.
Véi vu diém 16n nhat cia md hinh Probit va Logit la ching sir dung thtr tu dinh tinh
cac diac diém cua dir liéu thu thap duoc dua vao xem xét. Trong md hinh Probit va
Logit, mc d60 STMKH duoc gia dinh 1a bién phu thudc vao tap hop céc bién doc
lap. M hinh probit va logit nay ciing c6 thé dugc st dung lam phan mé rong cho
phuong phap SERVQUAL. Véi 5 yéu té cua thang do RATER, NCS qua téng quan
nghién ctru va lay y kién chuyén gia, xin bd sung thém yéu té “Su tiép can” dé do
luong STMKH vé CLDV caa NHTM phu hop véi bdi canh dich bénh Covid 19
trong 2 nim qua va sy thay doi KHCN trong bdi canh 4.0, KH rat quan tam dén yéu
t6 Su tiép can trong st dung DV cua NH, Tuy nhién véi thang do SERVQUAL co
nhuge diém kho khin khi do luong su ky vong, ddy 1a mot khai niém khé triu
tuong, nén NCS xin dé xuat sir dung thang do thay thé SERVPERF dé do sy théa man
v6i mic dinh ky vong ¢ mic 4 diém theo thang Likert 5 va thang do su théa man duoc
thé hién 3 tiéu chi theo (Lassar, W.M et al, 2000) nhu sau:

— Murc d6 thoa mén chung véi CLDV ciaa NH.

— Tiép tuc sir dung DV ciia NH trong thoi gian tai.

— Khach hang gii thiéu DV ciua NH cho nguoi khac.

2.3.2. Cac thanh phan do lwong sw théa man khach hang vé chat
lwong dich vu
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Theo Zeithaml V., Berry L. & Parasuraman A., (1988) “néu nha cung cap
DV dem dén cho KH nhitng SP ¢6 CL, thoa man nhu cau cua ho thi DN d6 da budc
dau 1am cho KH thoa man”. Do d6, mudn nang cao STMKH, nha cung cap DV phai
tang cuong CLDV.

Trong céc tai liéu nghién cau khac, cac tac gia déu tin twong vao méi quan
hé mat thiét gitra CLDV va STMKH, va ho chi ra ring CLDV cang cao thi muc do
STMKH cang cao, dac biét la trong DV ngan hang (Siddiqi, K.O., 2011), (Shahraki,
A., 2014), (Kant, R.; Jaiswal, D., 2017), (Peng, L.S.; Moghavvemi, S., 2015).
Parasuraman (Parasuraman, A. et al, 1988) cho rang CLDV va STMKH la hai khai
niém da dang nhung c6 quan hé mat thiét v4i nhau trong linh vuc DV. Trong nhiing
nim gan day, mot sé tac gia da thao luan va nhan manh méi quan hé giira hai cau
trdc pho bién nay trong linh vuc NH va da tim thay méi quan hé tich cuc va cé tinh
du doan gitta CLDV va STMKH (Siddigi, K.O., 2011), (Choudhury, K, 2014),
(Krishnamurthy, R.; SivaKumar, M.A.K.; Sellamuthu, P, 2010), (Selvakumar, J.
Joshua, 2015).

Theo ly thuyét CLDV dinh huéng KH cua Philip Crosby, Juran, Deming véi
quan diém huéng vé KH, CLDV cua NH dong nghia véi viéc dap tng ky vong cia
KH, théa man nhu cau cia KH. Do vay, CLDV duoc xac dinh boi KH, do KH
quyét dinh va 1a pham tri mang tinh cha quan vi n6 ty thudc vao nhu cau, sy ky
vong cua KH. Cung miac CLDV nhung cac KH khac nhau sé c6 cam nhan khac
nhau va ngay ca cing mot KH doi khi ciing ¢ cam nhan khéac nhau ¢ céc thoi diém
khac nhau, giai doan khac nhau.

Dé danh gia STMKH d6i voi CLDV la van dé rat kho khan do tinh chat dac
thl riéng biét caa ting loai DV. KH ludn ky vong su can biang CLDV cua doanh
nghiép va day ciing 1a didu ma cac nha quan ly, nha cung cip can du tu va quan
tam dung muc.

Véi két qua nghién ctu téng quan cé thé nhan thay cac thanh phan/tiéu chi
cau thanh cua CLDV, CLDV ngan hang phd bién dugc sir dung trong céc nghién
ctru trude ddy, bao gom ca: (1) Po Tin cay; (2) Su Pam bao; (3) Su Péap tng; (4)
Tinh Hitu hinh; (5) Su tThau cam; va (6) Sy Tiép can. Do d6, trong nghién ctu nay
NCS tién hanh do luong STMKH vé CLDV cua cac ngan hang théng qua viéc do
luong STMKH vé cac thanh phan/tiéu chi cdu thanh cia CLDV ciia NH. Do la:
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v STMKH vé P$ Tin cay (Reliability):

Theo céac nghién ctiru caa: (Parasuraman, A., Zeithaml, V. A., & Berry, L. L.,
1985), (Parasuraman, A. et al, 1988), (Parasuraman, A., Zeithaml, V.A. & Berry, L.L,
1994), thay rang Do Tin cy c6 nghia 14 cac o chtc thyc hién DV mét cach chinh xac
ngay lan dau tién. Hon nita, n6 cho thiy riang cac to chic ¢b gang thuc hién 16i hira va
cha y dén két qua. Do Tin cay di duoc phan loai 12 khia canh dau tién caa mé hinh
CLDV SERVQUAL. Nghién ciru cua (Lam, T.K., 2002) xép hang D6 Tin ciy & vi tri
dau tién trong cac khia canh caa mé hinh CLDV. Trong nghién ctu (Parasuraman, A.
et al, 1988) cho rang Do tin cay thé hién kha ning thuc hién dung nhiing gi da hira,
hozc nhitng gi KH ky vong vao DV théng qua nhitng hoat dong dong truyén thdng. Cu
thé lay y kién KH vé mirc d6 théa man ddi véi:

(1) Dich vu ¢ duoc thuc hién dung thoi gian dd cam két.

(2) Ngan hang c6 hd tro nhiét tinh khi KH gap su cd.

(3) Ngan hang c6 thyc hién DV dung nhu nhitng gi cam két ngay lan dau tién
véi KH. Ngan hang c6 kiém tra dé tranh sai s6t trong qua trinh thyc hién DV cho
KH.

(4) Kha nang cung trng DV chinh xac, dung gid va uy tin.

(5) Duy tri ho so chinh x4c.

Ngoai ra theo (Kotler, P. va Keller, K. L., 2006) cung cip DV dung nhu da
cam két véi KH, bao mat tét thong tin ciing nhu an toan tai san cho KH cua minh.
Diéu nay doi hoi sy nhat quan trong viéc thuc hién DV va ton trong cac cam két
cling nhu gitt loi hira vai KH. Viéc khong gitr 101 ha sé 1am cho KH buc minh va
13 nguyén nhan dé mat KH. Do Tin cay cua mot san pham, vong doi san pham, qué
trinh tc nghiép s& anh huong dén mic do STMKH d6i voi CLDV (Fang, L., &
Yang, K, 2013).

Trong nén kinh té th truong, cac doanh nghiép, cac KH chu dong tim kiém, lra
chon NHTM du tin cay dé lién hé gui tién, vay tién, thanh toan, sir dung cac DV
khac... Do Tin cay la mot chi s do lwong CLDV quan trong, thuong xuyén duoc ap
dung do luong cho nganh cong nghiép va DV, cho hé théng qué trinh DV caa nganh
NH, mdi DV déu c6 kha ning gay ra 16i/ su ¢6 va dan dén cac khiéu nai KH. Vi vay
can phai lam cho KH tin twéng vao cac nha cung cap DV. Do Tin cdy 1a quy dinh DV
chinh x4c va bat bién cho KH (Khan, A. G., Lima, R. P., & Mahmud, M. S, 2018).
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Lam thé nao dé tao ra DB Tin cay trong DV cua NH (Wang, Y., & Lin, M., 2011) da dé
Xuat: (1) can phai hiéu qua trinh caa hé théng DV cua NH, (2) Khao sét tat ca 18i ¢6 thé
phét sinh gay anh hudng dén hé thdng DV cung cap, (3) Bé xuét dé téi wu hoa Do Tin
cay ddi voi DV cung cap.

v STMKH vé Sw Pam bao (Assuarance)

Sy Bam béo lién quan dén ning luc cua nhan vién, theo (Parasuraman, A. et
al, 1988) cho ring ning luc thé hién su tin nhiém tir KH duoc cam nhan théng qua
su phuc vu chuyén nghiép, tri thirc chuyén mon ctaa nhan vién, phong thai lich su va
kha nang giao tiép tot, nho d6, KH cam thay yén tam méi khi sir dung DV caa NH.
Cu thé cac tiéu chi ma KH danh gia vé mic do thoa man bao gém:

— Nhan vién c6 kha nang tao niém tin cho KH.

— Tao cho KH cam giac an toan trong giao dich.

— Nhan vién ludn lich su.

— Nhan vién c6 tri thire dé tra 1oi cau hoi.

Theo (Hilda, G.M, 2018), cho rang, nhan vién dich vu cd vai trd vo clng
quan trong trong hoat dong cia cac NHTM. Trong cung mot diéu kién vé ha tang
vat chat twong duong, nhung DV cia NH duoc cung cap baoi nhirng nhan vién NH
khac nhau s& cd CL khdng dong nhat va lic d6 STMKH dbi véi cac san pham DV
ma NH cung cap s& khong gidng nhau. Theo (Panjaitan, H. K., 2020) cho rang mot
NH véi diéu kién ha tang k¥ thuat cao va nhan vién c6 kién thirc, nam vitng qui trinh
qui dinh, c6 pham chat tét, s& thu hat duwgc KH va mé ra co hoi phat trién cac DV
cua NH.

Vi vay, cac nha cung cap DV can phai la cac chuyén gia cia chinh DV ma
ho dang cung c4p cho KH. Nghién ctru thang do SERVQUAL cuia Parasuraman va
cong su (1988) Su Pam bao lién quan dén kha ning cuia cho thiy diéu quan trong 1a
phai truyén dat kién thirc chuyén mén d6 cho KH. Néu mot nha cung cip DV c6 ky
ning cao, nhung KH khdng thdy diéu d6, thi niém tin cua ho ddi véi nha cung cap
d6 sé& thap hon. Va danh gia cua ho vé CLDV cuaa nha cung cap d6 sé& thap hon. Vi
vay Viéc nang cao nhan thirc ciia KH vé cac ning lyc canh tranh ctia cac nha cung
cap la rat quan trong. Cac nha cung cap DV phai truyén dat tri thac chuyén mén va
nang lyc cho nhan vién caa ho trudc khi thuc hién cong viéc. Tao cho KH ¢6 niém
tin, gidp ho cam thay an toan khi sir dung DV hay ndi cach khéc rat can su hd tro
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cta nhan vién, va dic biét ngoai van dé tri thire dap tng yéu cau DV cung cip cho
KH, thi sy vui vé, niém né caa nhan vién ciing 1a tiéu thirc quan trong trong tiéu
chuéin “Su Pam bao”.

v STMKH vé Su Pap tng (Responsiveness)

Theo (Parasuraman, A. et al, 1988) “Su Dap ung la sy san long gitp d& KH va
cung cap DV nhanh chéng”. Néi rong hon, sy dap @ng 1a sy héo hic hozc quan tam
cua nhan vién dé cung cip DV. Pap tng 1a cam xdc va kha ning cta t6 chirc dé hd
trg KH va cung cap cac DV nhanh chéng (Othman, A., & Owen, L., 2001).

Ddi véi ngan hang, “Su Pap tng” cho biét NH c6 kha ning phan tng du
nhanh va linh hoat khi can thiét hay khéng. Ngan hang cé thé udc luong va dua ra
khoang thai gian cu thé thuc hién mot hoat dong bat thudong nao d6 cho KH, vi du
nhu khic phuc su ¢d, hay bao hanh dinh ky cho KH. Hoat dong d6 c6 duoc thuc
hién nhanh chéng, tiét kiém thoi gian cho KH khi ¢én NH giao dich. Bén canh do,
murc d6 dap ung 1a tiéu chi do luong kha nang giai quyét van dé nhanh chéng, xir i
hiéu qua cac khiéu nai, sin sang giup d& KH va dap tng cac yéu cau cua KH mot
cach nhanh nhat. N6i cach khac, mirc 6 dap wng 1a mic do phan hdi tir phia nha
cung cap DV ddi véi nhitng gi ma KH mong muén. Mac do dap ¢ng chinh 1a sy
mong muén va sin sang gitp d& cua nhan vién cung cip DV kip thoi cho KH khi
ho can vai thai do niém na, lich su va than thién (Muslim, A., & Zaidi, |., 2018).

KH yéu cau cac nha cung cap DV phai dap ang nhanh, kip thoi, ngay lap tac.
Pay 1a mot tiéu chuan rat quan trong trong nganh DV. Cac nha cung cap DV thiét
lap tiéu chuan ndi bd cho Sy Péap tng, vi du nhu goi lai cho mot cudc goi dién
thoai, email va hay tra 1oi ngay tai chd/thoi diém dé cho KH. Cho du d6 1a 30 phut,
4 gio hay 24 gio, diéu quan trong 1a KH phai cam thay nha cung cap dap tng yéu
cau ctia ho. Khdng chi nhitng truong hop khan cip ma con ca trong nhiing phan ang
hang ngay.

Bén canh d6 céc béo cdo vé Sy Dép ung: cac trung tdm cudc goi (Call centre)
thuong theo ddi thoi gian chd ciia ngudi goi. Cac nha cung cip DV ¢6 thé theo di thoi
gian phan hdi, danh gia viéc dat duoc cac chi sb Hiéu suat Chinh khac (KPI) vé kha ning
dap tng. Pay 1a dir liéu hiéu suat tuyét voi, danh gia hiéu suat cua Bo phan thuc hién
cung cap DV dé gigi thiéu, bao cdo voi KH dé nang cao STMKH trong nganh DV
(Misbach & et al, 2013), Su Pap @ng la thudc tinh quan trong nhét va nd 1a mot trong
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nhitng thanh phan dé du doan STMKH (Vencataya et al, 2019), Pakurar va cong su
cling chi ra Su dap tng chiém wu thé mot mdi quan hé truc tiép va tich cuc voi
STMKH trong linh vuc NH (Pakurar et al, 2019). Vi vay c6 thé Iap luan raing Su Déap
tng ¢d anh huong truc tiép dén mic d6 théa man cua KH trong nganh NH
(Krishnamurthy et al, 2010); (Selvakumar, J. Joshua, 2015); (Khan va céng su. 2021),
(Ladhari, R., Ladhari, I. and Morales, M., 2011), da tim thay rang kha ning Pap tng c6
anh huong tich cuc dén STMKH

v STMKH vé Tinh Hixu hinh (Tangible):

Céac nghién ctu cua Parasuraman va cong su (1985), Parasuraman va cong
su (1988) va Parasuraman va cong su (1994) xac dinh Tinh Hitu hinh 1a co s¢ vat
chat (thiét bi, nhan su va tai liéu lién lac). N6 1a hinh anh vat chat caa DV ma KH s&
sir dung dé danh gia CL. Tinh Hitu hinh dugc lién két véi cac co s vat chat, cong
cu va may moc, tai lidu dugc sir dung dé cung cap DV, chang han nhu bang sao ké,
thé (ghi no va tin dung), tbc do va hiéu qua cua cac giao dich; hinh thic bén ngoai,
quay giao dich trong NH, co sé thau chi, gio mé cira, tée ¢ va hiéu qua cua cac
giao dich. Parasuraman va cong su (1988) tuyén bd ring Tinh Hitu hinh c6 tam
quan trong tuong tu nhu “Sy Thau cam”. Sharmin va cong sy. (2016) coi su hitu
hinh 12 mot yéu té khac biét, thé hién su nhat quan giira cac nén vin hoa khac nhau
(Sharmin, S. et al, 2016).

v STMKH vé Su Thau cam (Empathy)

Khéach hang can cam thay rang ho dugc wu tién boi to chirc cung cip DV.
Thau cam cé nghia 1a quan tdm, chu y dén c& nhan va cung cap DV cho KH
(Parasuraman va cong sy 1994). Thanh phan cét 16i cia sy thau cam 1a truyén dat
cam giac rang KH 1a duy nhat va dic biét. Parasuraman va cong su. (Parasuraman
va cong sy 1994). Nghién ctu cia (Vencataya et al, 2019) xac dinh Sy Thau cam 1a
thanh phan quan trong nhat anh huéng STMKH vé CLDV.

v STMKH vé Su Tiép can (Access)

Sy tiép can 1a kha ning tiép can va dé dang lién hé DV c6 thé d& dang co thé
tiép can qua dién thoai, thoi gian chd doi dé nhian duoc DV khong dai, c6 nhiéu tién
ich gio hoat dong, va co s DV & mot vi tri thuan tién (Parasuraman, A., Zeithaml,
V. A, & Berry, L. L., 1985). Su tiép can c6 nghia la KH dé dang, thuan tién st
dung cac DV ma NH cung cap va lién hé 1a hai yéu té quan trong nhat cua su tiép
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can. Nghién ctu di chi ra ring kha ning tiép can DV I16n hon din dén ting
STMKH.

Dic biét trong bdi canh cach mang cong nghé 4.0 cuing véi sy phat trién cua
KHCN, va dic biét 1a CNTT gitp cho cac NH cd thé phat trién cé4c trang thiét bi
phan cang, phan mém (ATM, POS, Robot, tro Iy 40, NH dién ti, ngan hang di
dong...). Piéu nay tao ra su thuan lgi cho KH khi tiép can DV khach moi ltc moi
noi, tiét kiém thoi gian di chuyén, dac biét trong 2 nam Covid 19 vira qua, khi dich
bénh di ngin ngira su tiép xUc truc tiép, van dé dé dang tiép can da dugc KH rat
quan tam. Nghién ctu cua (Nazeri et al, 2019) quan sat thay rang kha niang két ndi
DV cia NH tryc tuyén thuan tién thac ddy STMKH st dung DV cia NH,
(Shayestehfar, R. and Yazdani, B., 2019) ciing d4 néu trong phan tich so sanh rang
Sy Tiép can” duoc xép hang 1a thude do cao nhat vé hiéu qua DV cia NH ¢ Dubai,
mac di cac thanh phé nay nam & cac nudc dang phat trién nhung nhan thirc cua
nguoi dugc hoi twong tu nhu & cac nudc phat trién mong mudn gia tang Sy tiép can.
Céac nghién ciu khac nhu: (Kumar, Mukesh, K. Sukumaran Sujit, and Vincent
Charles. , 2018) nghién ctu cho thdy rang gid cung cap DV va cac dia diém chi
nhanh dé tiép can da anh huong dang ké dén viéc tuyén dung KH méi va qudc té.
Alkhazaleh va Haddad (2021) di tim thdy mdi quan hé giira kha ning tiép can DV
tai chinh dua trén céng nghé (fintech) va dich vu KH cho nganh NH Jordan
(Alkhazaleh et al, 2021).

2.3.3 Mgi quan h¢ gi@a chdt lweng dich v va sw théa man khéach hang

Theo Kant R. F. va Jaiswal D (2017) cho thay “méi quan hé giira CLDV va
STMKH la dbi tugng dugc céc tac gia dua ra thao luan thuong xuyén trong thoi
gian qua” (Kant, R.; Jaiswal, D., 2017). Cac nghién ctu lién quan dén STMKH
trong cac nganh DV da duogc thuc hién va déu dua ra két luan rang CLDV va
STMKH Ia hai khéi niém khdng giéng nhau. STMKH 1a mot khai niém bao quét noi
Ién STM khi tiéu ding mot DV, con CLDV 14 lién quan dén céac thanh phan cu thé coa
DV theo Muslim Amin va Zaidi Isa (2018).

Theo Shanka M. S. (2020) cho rang “CLDV la thanh phan c6 anh huong
nhiéu nhat déi véi STMKH. Néu nha cung cap DV mang dén cho KH nhiing SP ¢6
CL théa man nhu cau cua ho thi DN dé d3 budc dau lam cho KH thoéa man”
(Shanka Mesay Sata., 2012). Tuy vay, CLDV va STMKH mac du la 2 khai niém
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khong gibng nhau nhung van c6 méi quan hé mat thiét. Cac nghién ctu trudc day
d3 cho thdy CLDV la thanh phan tac dong dén STMKH theo Cronin va Taylor
(1992). Ly do 1a CLDV lién quan nhiéu dén viéc cung ciap DV, con STMKH chi
duoc danh gia sau khi da sir dung DV.

CLDV la yéu t6 tac dong nhiéu nhat dén STMKH, c6 tinh chat dy béo va ky
vong, trong khi CLDV Ia mét chuan muc 1y twang. Tuy gitta CLDV va STMKH c6
mdi lién hé v&i nhau nhung c6 it nghién ciru tap trung vao viéc kiém dinh muac do
giai thich cua céac thanh phan CLDV dbi véi STM, nhat la d6i vai ting nganh DV
cu thé (theo Parasuraman & cong su, 1988). Cronin va Taylor (1992) d3 kiém dinh
mdi lién hé nay va da két luan cam nhan vé CLDV dan d¢én STMKH. Cac nghién
ctru ciing da nhan thay rang CLDV 4 tién dé cia STMKH va 1a yéu tb chia yéu anh
huong dén STM.

Bat ky mot loai SP/DV nao ciing nham dé cung ¢ng va théa man cac nhu cau
khac nhau cia KH. Khac véi san pham vat chat, KH st dung DV cua NH khong thé
cam, nam hay cét git ma chi c6 thé trai nghiém bang cach sir dung DV. Ngay nay,
theo cé4c quy luat kinh té thi truong canh tranh, KH c6 co hai tiép can cac san pham
DV cua NH. Do vay, ky vong ciia KH vao DV cua NH ngdy cang ting cao, yéu cau
dit ra cho nha cung cip DV ngay cang kho hon. Cac NH véi muc tiéu KH 12 trung
tam, nén phai dap ung cao nhat nhu cau cia KH theo phuong cham “ngan hang chi
cung wng, chi béan, chi phuc vu cai ma KH can”. Vi vay, DV ciia NH cung tang phai
la cac gia tri mang lai cho KH. Bac biét giam sy tham gia caa KH vao qua trinh
cung tng DV thi STMKH vé DV dem lai cang cao. Diéu nay doi hoi cac NH phai
cai tién quy trinh st dung DV theo hudng don gian héa. CLDV cao 1a yéu té két ndi
mdi quan hé lau dai gitra KH v&i NH. Nhu vay, mot NH c6 CLDV dap ung duoc
STMKH khéng nhitng nam giir dugc méi quan hé 1au dai véi KH cit ma con két ndi
thém duoc nhiéu KH méi.

Sw khac nhau va méi lién hé gida sw théa man khach hang va chdt lweng
dich vu

Céc nghién ctru cling chi ra rang giira CLDV va STMKH c6 méi lién hé mat

thiét nhung ciing c6 nhitng diém khac biét, duoc so sanh trong Bang 2.4 dudi day:

Bang 2.4: So sanh Sw théa man khach hang va Chat lweng dich vu
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STT

STMKH

CLDV

STMKH la két qua cua nhiéu tviéu thirc, c6 hodc
khong c6 lién quan dén CL

Céc tiéu thirc danh gia CL co ban kha
cu thé bai cac tiéu chuin cia cac to
chic uy tin: Tiéu chuin ISO, tiéu
chuin TQM.....

Céc danh gia vé STMKH c6 thé dugc hinh thanh
boi cac van dé khong lién quan dén CL, ching
han nhu: cac yéu cau, quan diém cong bang, trach
nhiém x4a hoi, gia ca, thoi gian dung DV, quan hé
véi KH....

Ky vong vé CLDV dugc dya trén céc y
tudng hodc nhan thuc cia KH vé muc

hi€u qua dat dugc xuat sac

STMKH duoc cho 1a ¢6 nhiéu tién dé khai niém hon.

CLDV dua ra it khai niém tién dé hon

Danh gia sy théa man yéu cau phai c¢6 cac trdi | ) )
o 5 . P ., | Cac cam nhan CL khong yéu céau phai
nghiém véi cac DV hodc nha cung cap, nham co | | L L . .
4, \ ) . . | cosutrai nghiém voi cac DV hodc nha
thé so sanh gitia cac gia tri nhan dugc va céc gia .
. . A . cung cap
tri ky vong cua viéc thuc hién cac DV do.

Nguon: Tac gia S. Yap, Mew Lian Kew (2007) tong hop tir cac nguon (Speng,
R.A, & Mackoy, R.D., 1996), (Choi, S.K at al, 2004); (Grace, D. and O’Cass, A., 2005)
Qua Bang 2.4 tong hop phan tich cua tac gia S. Yap (S. Yap, Mew Lian
Kew, 2007) tir cac cong trinh trude do, cho thay co sy khac biét rd giita 2 khai niem
STMKH va CLDV, tuy nhién céc nghién ciru khéc ciing chi ra rang giita ching c6
mdi lién hé mat thiét véi nhau, CLDV cai thién STMKH (Satendra Thakur And A.
P Singh,., 2011). Cac nha nghién cau ciing quan tdm nhiéu dén méi quan hé chat
ché gira CLDV va STMKH (Zeithaml, V.A., Parasuraman, A. and Malhotra, A.,
2002) . CLDV va STMKH dugc coi 1a yéu té quan trong nhat thu hat va giir chan
KH d6i voi DV ngan hang (Jamal, A. et al, 2002), (Armstrong, R.W. and Boon
Seng, T., 2000), (Lassar, W.M et al, 2000). CLDV duoc coi 1a mét trong nhiing yéu
t6 thanh cong quan trong anh hudng dén kha nang canh tranh cia mét toé chic. Mot
NH c6 thé phan biét minh véi cac ddi thi canh tranh bang cach cung cdp DV CL
cao. CLDV la mot trong nhitng chu dé hap dan nhat ddi véi cac nha nghién cau
trong nhiéu thap ky ddi véi linh vuc NH ban 1é (Avkiran, N.K., 1994), (Stafford,
M.R., 1996), (Johnston, R., 1997), (Angur, M. G. et al, 1999), (Lassar, W.M et al,
2000)...
Theo (Tse, D.K. and Wilton, P.C., 1988) STMKH la phan &rng cta nguoi tiéu
dung dbi véi danh gia sy khéc biét duoc nhan thic gitta ky vong trude do va hiéu
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Suat gié tri thuc té cua san pham. Céc bién CLDV duoc xac dinh bai (Parasuraman
va cong su, 1994) la: Bo Tin cay, kha ning dap tGng, ning luc, kha ning tiép can,
lich su, giao tiép, uy tin, bao mat, sy hiéu biét va tinh hitu hinh va diéu chinh thanh
5 tiéu thie: Do Tin cay, Sy Dam bao, Tinh Hitu hinh, Sy Thau cam va Su Bap tng
(Parasuraman va cong su, 1988) duoc xem la cac tiéu thuc dé do lwong STM cua
KH (Ngo, Minh Vu, 2015). CLDV dan dén STMKH, day la mét trong cac yéu tb
DV g6p phan vao danh gia STMKH va c6 thé dugc xem xét trong da cap, da chiéu
(Caruana, A., and Malta, M., 2002).

STMKH 1a mot khai niém mo hé va triru twong, thuc té biéu hién cua trang
thai théa man s& khac nhau & mdi nguoi va véi mdi SP/DV riéng biét. Trang thai
thoa mén phu thudc vao mét sé yéu té tam Iy va thé chat, cac bién twong quan Vi
cac hanh vi thoa man nhu ty 1& quay trd lai va khuyén nghi sir dung. Cap d6 mirc do
thoa man ciing c6 thé khac nhau tly thudc vao cac lva chon cua KH, dong thoi KH
cd thé so sanh véi cac SP/DV vu cua td chic khac (David, 2010).

KET LUAN CHUONG 2

Trong chuong 2 cua luan an, NCS trén co so tong quan nghién ctru cac cong
trinh caa cac nha khoa hoc trude dé, da khai quat cac co so ly thuyét vé:

(1) Khéi niém, phan loai, dic diém va cac yéu té anh huong dén CLDV.

(2) Cac m6 hinh do luong CLDV pho bién.

(3) Cac phuong phap, tiéu chi do luong STMKH.

Trén co sé d6 NCS dé xuat mo hinh va phuong phap nghién ctru cua luan &n

trong chuong 3.
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CHUONG 3
PHUONG PHAP VA MO HINH NGHIEN CUU

3.1. Phwong phap nghién ciru

Dit liéu nghién cau cua luan 4n dugc thu thap tir ngudn dit lidu thir cap va so
cap. Cu thé:

Nguon diz liéu thez cap: Dix liéu thir cap phuc vu nghién cau caa luan an duoc
thu thap tir c&c ngudn, bao gém sach, bao, gido trinh, dé tdi NCKH céc cip trong va
ngoai nudc cua cac hoc gia nghién ciu, trang tap chi dién ta, tong cuc thong ke, két
qua khao sat caa cac cong ty nghién ctu thi truong, NHNN Viét Nam, tai liéu céng bd
két qua hoat dong kinh doanh hing nam cua cac NHTM trén dia ban Ha Noi, nién giam
thong k&, cac dir lidu nay duoc thu thap trong giai doan 2020-2024.

Nguon dir liéu so cap: dugc thu thap théng qua phong van chuyén sau céc
chuyén gia va khao sat thong qua bang hoi d6i voi KH di sir dung DV caa cac NH
va quan sat tai cac quay dich vu KH cua cac chi nhanh NHTM duoc thuc hién tir
11-12/2021 va 1/2024.

Luan &n s dung phuong phap nghién citu hdn hop, bao gom ca phuong
phap dinh tinh va phuong phap dinh luong, ban dau tac gia thyc hién mot chudi céc
cudc phong véan chuyén sdu trong giai doan nghién ciru so bo & mot sé NH dé diéu
chinh thang do cac yéu t trong md hinh. Mic du hau hét cac thang do cac khai
niém nghién ctiru déu c6 o trong téng quan nghién ciu ly thuyét song budc nay 1a
can thiét dé 1am cho céac thang do yéu té hop 1y hon cho bdi canh nghién ctu nay
(Str dung thang SERVQUAL diéu chinh, b6 sung 1 yéu t6 Sy tiép can cua DV
NHTM). Sau d6 tién hanh nghién ciru dinh luong. Cu thé:

3.1.1. Nghién ceru dinh tinh

Nghién cau dinh tinh caa luan an nham xac dinh cac thanh phan va tiéu chi
do ludng céc thanh phan do luong STMKH vé CLDV ngan hang gom 4 budc sau:

Buéc 1: Tong quan tai liéu cac cong trinh nghién ctru trong va ngoai nudc
lién quan dén nghién ctru dé thong ké cac thanh phan va tiéu chi do luong cac thanh
phan STMKH véi CLDV cua NH.
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Buéc 2: Dua trén két qua tong quan NCS bang cau hoi cau hoi (Phu luc 2)
gui dén 11 chuyén gia (5 chuyén gia phu trach trung tdm dich vu KH cua cac
NHTM, 3 chuyén gia dao tao vé Marketing va quan Iy CL, 3 chuyén gia 12 KH c6
nhiéu trai nghiém DV cta nhiéu NH), nhém chuyén gia da dya trén nhitng nhiing
nghiém cta minh trong cong tac da dwa ra y kién mac d6 dong y ciia minh véi cac
thanh phan do luong, trong d6 6 thanh phan dong vai tro 13 bién doc 1ap/ bién giai
thich gém: (1) Do Tin cay, (2) Su Pam bao, (3) Su Pap tng, (4) Su Thau cam, (5)
Sy hitu hinh, (6) Su Tiép can, mot thanh phan 1a bién phu thudc 1a “STMKH vé
CLDV”.

Dit liéu duoc thu thap nhu sau:

+ Pé phat trien md hinh véi bo thang do thir: NCS thu thap dir liéu thong
qua ldy y kién riéng cua ting chuyén gia, sau d6 tong hop lai két qua cua 11
chuyén gia va dé chon nhitng thanh phan va tiéu chi tring lap va dong thuan cao.
Pé danh gia do tin cdy cua cac thang do caa md hinh, tac gia s dung phuong
phap chuyén gia qua 2 vong lay y kién diéu tra (Chu & Hwang, 2008), 1a phuong
phéap danh gia dinh tinh dé danh gia tinh nhat quan va mac do quan trong cua céac
chi tiéu do ludng cho tirng yéu t6 khé dinh luong (Hwang va cong sy, 2006; Chu
& Hwang, 2008), cu thé:

Vong 1: NCS lay y kién vé mirc 6 ddng y cua tung chi tiéu danh gia trong
mdi yéu té tac dong cua md hinh. Mirc d6 dong ¥ danh gia theo thang diém 5.
Trong d6 diém 1 13 hoan khong ddng v, 2 1a khong ddng y, 3 1a Trung lap, 4 1a dong
¥ va 5 12 hoan toan dong y. Tiéu chuan dé lya chon thanh phan/chi tiéu dwa vao quy
tac vé diém danh gia trung binh ciia cac chuyén gia, miac do dong nhat y kién cua
cac chuy@n gia (ty 1é % khac biét y kién) theo bang 3.1. cac thanh phan/tiéu chi c6
su khac biét y kién I6n nhung van nam trong ving chap nhan vé mutc do dong y sé
duoc tién hanh danh gia & vong 2 (sau 4 tuan) dé danh gia tinh nhat quéan trong két
qua cua tirng chuyén gia.

Vong 2: Quy tic lya chon chi tidu cudi cing dua vao diém danh gia cua 2
vong va tinh dong nhat y kién cua tung chuyén gia gitra cac vong theo Bang 3.1

dudi day:
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Bang 3.1: Tiéu chuan lya chon thang do danh gia (Nghién ciru dinh tinh)

A A ax o Tiéu chuan danh gia
Diéu kién danh gia

Vong 1 Vong 2

Diém danh gia chi tiéu >=3.5 va mic d6 | Chap nhan chi tiéu va
khéc biét y kién khéng vuot qué 15% khong thao luan chi tiét

e e L - » Chap nhan néu diém
biém danh gia chi tiéu >=3.5 va muc | Chi tiéu duoc tiep tuc

. T ) . danh gia vong 2 van 16n
d6 khac biét y kien 1én hon 15% xem xét ¢ vong 2 8 &

hon 3.5

Chap nhan néu ty Ié thay

Piém danh gia trong khoang 2.5-3.5 va | Chi tiéu dwoc tiép tuc | .. ., .
doi y kien ¢ vong 2 nho

muc khac biét nhé hon 15% xem xét ¢ vong 2

hon 15%
Diém danh gia trong khoang 2.5-3.5 va | Loai chi tiéu khoi thang
muc khac biét y kién Ién hon 15% do luong
Loai chi tiéu khoi thang

Diém danh gia <2.5

do luong

Nguon: Chu & Hwang, 2008

Dua trén két qua nghién ctu tai liéu két hop vai lay y kién 11 chuyén gia qua
2 vong nhu mo ta quy trinh nghién ctu cua tac gia (Chu H. C. and Hwang G. J.,
2008) trong bang 3.1 trén day va duoc tong hop b thang do nhu trong Phy luc 3
véi 7 thanh phan va 34 tiéu chi do luong STMKH vé CLDV duoc dong ¥ dua vao
xem xét dé dua vao thang do STMKH vé CLDV cua NH.

Ngoai ra, dé cap nhat dir liéu diéu tra va tim hiéu nguyén nhan vé muac do
quan trong caa cac thanh phan, chi tiéu do luong, ciing nhu nguyén nhén tai sao cac
thanh phan/chi tiéu d6 luong dé lai quan trong. NCS ciing di tién hanh diéu tra
phong van thém 11 chuyén gia nay (Phu luc 4), dong thoi cac két qua phong van
nay ciing s& dugc ddi chiéu véi két qua nghién ctru dinh lwong sau do.

Trong thang 1/2024 NCS da cung cac cong tac vién thuc hién khao sat
nghién ctru dinh tinh bd sung dua theo ban cau hoi (Phu luc s6 10 va Phy luc 15).
Két qua diém thu vé trat ty xép hang danh gia ctia cac ngan hang c6 tinh twong dong
vé6i két qua nghién ciru vong 2 va cd bo sung thém céc nguyén nhan két qua diém
danh gia dugc mo ta chuong 4.

3.1.2. Phwong phap nghién ciru dinh luwong

3.1.2.1 M4t sé ki thugdt nghién cizu

NCS str dung phuong phap khao sat (survey) nham kiém dinh céac gia thuyét

nghién ctru ban dau va wéc lugng md hinh ciu trac phuong trinh SEM, ngoai ra ki
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thuat bootstrapping dung dé kiém chung vai tro trung gian cua cac yéu té anh huong
dén sy STMKH théng qua CLDV ciia NH.

+ Phuong phap binh phuong nhé nhét ting phan (Partial Least Square): Pay
la k§ thuat md hinh théng ké thay thé cho phuong phap binh phuong nhé nhat OLS
(Ordinary Least Square), tuong quan chinh tic hodc mé hinh phuong trinh cau trlic
dua trén hiép phuong sai (CB-SEM). PLS c6 thé lién két mot tap hop cac bién doc
lap véi nhiéu bién phu thudc.

+ Ky thuat danh gia @6 phu hop moé hinh do luong: Po luong do tin cay cua
cau trac, do ludng tinh gia tri cua cau trac

+ Ky thuat danh gia do ph hop caa md hinh cau trac: Udc luong hé s6
duong dan cau tric, udce luong chi so6 R-square, do ludong d6 phu hop tong thé cua
mé hinh ciu trdc.

+ K§ thuat phén tich vai tro cua bién trung gian: CLDV cia NH. NCS da tién
hanh phan tich bién trung gian bang phuong phap SEM dé kiém dinh vai tro trung gian
cua CLDV cua NH trong viéc lién két mdi quan hé giita cac yéu t6 anh hudng va
STMKH. Phuong phép nay duoc tién hanh boi vi SEM duoc xem 1a mét trong nhiing
phuong phap thich hop nhat dé kiém tra tac dong trung gian (Byrne 2013).

3.1.2.2 Phwong phdp chon mdu va kich thuwéc mau

a) Phwong phdp chon mau

Nghién ciu sir dung phuong phap chon mau thuan tién. Pay 13 cach thirc
chon mau don gian, nhanh chong va phl hop véi béi canh sy lay lan cua dai dich
Covid-19 ngay cang rong rdi ¢ Ha Noi. Cac bang khao sat duoc chia sé qua Google
form, s6 phiéu thu vé duoc Iy theo trinh tu thoi gian nhan phiéu tra 19i.

b) Qui mdé mau nghién cizu

Tir truée dén nay van cé nhitng tranh luan va su khong nhit quan trong cac
tai liéu khoa hoc va sach giao trinh phuong phap nghién ciru khoa hoc, song khong
c6 cau tra 10i nao 1a rd rang, vi moi nghién ciru déu khong giéng nhau vé dic diém
téng thé va sé luong cau tric mau dugc dung trong méi mé hinh. Theo Giao and
Vuong (2020) trong nhitng nghién ciru ma st dung mé hinh cau tric phuong trinh

SEM thi c6 dwa ra mot s6 goi y vé quy md mau nhu Bang 3.2 sau:
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Bang 3.2: Xac dinh s6 lwong mau dwa vao sé cau tric tiém an

STT Pic diém md hinh Cé mau

(s6 lwgng cau trac tiém an va cau héi) téi thiéu

can thiét
1 S6 lugng cau tric tiém an < 5. Mdi cau trdc tiém an c6 > 3 cau hoi 100
2 S6 lugng cau tric tiém an < 7. Mdi cau trdc tiém an c6 > 3 cau hoi 150
3 S6 luong cau tric tiém an < 7. Mot s6 cau trc tiém an c6 < 3 cu hoi 300
4 S6 lwong cau tric tiém an > 7. Mot s6 cau trc tiém an c6 < 3 cau hoi 500
5 S6 lwgng céu truc tiém an > 7. M&i cau tric tiém an cé > 3 ciu héi 700

Nguon: (Giao and Vuong 2020)

Vi vay dé dam bao an toan cho mau khao sat udc lwong p = 0,5 12 x4c suat
t6i da thi Nghién ctru nay duoc thuc hién tir viéc thu thap di liéu khao sat caa KH
tai 10 NHTM baén 1é dién hinh nam trong nhdm NH c6 mic ting truong loi nhuan
t6t, dong thoi cac NH nay ciing c6 tén trong bang xép hang CL caa mot s6 to chuc
trong va ngoai nudC, bao gém: Vietcombank, Vietinbank, BIDV, Agribank,
Techcombank, MB, VPbank, ACB, Sacombank, DongAbank.

NCS sir dung phuong phap 1dy mau thuan tién gan véi muc tiéu nghién cau
va béi canh nghién cau: do trong thai gian khao sat tinh hinh dich bénh Covid dién
bién phic tap nén khao séat phai tién hanh online va thong tin dinh danh KH cua
NHTM duoc xép vao nhom dit liéu ca nhan nhay cam quy dinh tai khoan 2 Diéu
3 Nghi dinh 117/2018/ND-CP can phai biao mat nén NCS khong cé dugc thong tin
ca nhan KH dé guri phiéu, trong diéu kién han ché tiép xdc voi khach do dich bénh,
NCS di 1ay mau thuan tién thong qua Google form, dé dam bao chay dugc md hinh
SEM theo Theo Giao and Vuong (2020) véi sb lwong ciu trdc tiém an cua nghién
ctu la thugc nhdm sé 5 trong Bang 3.2 cua chuong 3: S6 lugng cau tric tiém an cua
nghién ctiu ndy thudc nhom “Sé lwong cau trdc tiém an > 7. Mai cau tric tiém an cé
> 3 cau hoi” nén mau nghién ciu thiéu phai tir 700 phiéu trg 1én. Vi vay dé dam bao
muc tiéu nghién ctu, trong khoang thoi gian tir thang 11-12/2021 tac gia cung cac
cong tac vién phat phiéu qua google form da thu thap dugc 1025 phiéu thu vé, trong
d6 c6 ngan hang dat dwoc s6 phiéu thu vé chi & muc 82 phiéu, c6 nhitng ngan hang
s6 phiéu thu vé hon 100 phiéu nén dé dam bao mau theo muc tiéu nghién ctu 13 hon
700 phiéu dé str dung md hinh SEM. NCS da 1ay mdi ngan hang trung binh chung
mdi ngan hang la 82 phiéu, véi nhitng ngan hang cé s6 phiéu du qua 82 phiéu thu


https://thuvienphapluat.vn/van-ban/Tien-te-Ngan-hang/Nghi-dinh-117-2018-ND-CP-giu-bi-mat-cung-cap-thong-tin-khach-hang-cua-to-chuc-tin-dung-336189.aspx?anchor=dieu_3
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vé, NCS s& lay phiéu theo thir ty wu tién theo dong thoi gian guri phiéu giri trudc.
Véi 820 phiéu caa 10 ngan hang, NCS tiép tuc ra soat lai nhirng phiéu bat thuong
néu tat ca cac cau tra 10i danh gia diém cua céc chi tiéu déu cing 1 mac diém gidng

nhau trong toan bo bang khao sat (ciing danh gia toan bo céc chi tiéu & muc 1 diém,

5 diém....) thyc té khdng c6 ngan hang nao hoan hao & muac diém cao nhat hay thap

nhat. Két qua cudi cung con lai 792 phiéu tra 1i hoan tat va dugc sir dung dé phan

tich dit liéu (Dir liéu dugc xir Iy qua phan mém Smart PLS professional phién ban

3.0). Két qua sb phiéu dugc chon va sé phiéu bi loai khi iy mau theo md ta trén cua
10 NHTM nhu bang 3.3 bén dudi.
Bang 3.3 Tong so phiéu khao sat dwoc sir dung ciia nghién ciu

STT | Ténngan | Séphiéu | So phiéu So phiéu | Ty Ié sb phiéu dwoc sir
hang dugc lay khéng hep 1€ dung dung dé phan tich/

ngau hop 1€ bi | deé phan tich tong so phieu chon
nhién loai ngau nhién (%)

3 Vietcombank 82 2 80 97.56

4 Vietinbank 82 4 78 95.12

5 BIDV 82 4 78 95.12

6 Agribank 82 7 75 91.46

7 Techcombank 82 3 79 96.34

8 MB bank 82 0 82 100.00

9 VP bank 82 1 81 98.78

10 | ACB 82 0 82 100.00

11 Sacombank 82 5 77 97.56

12 DongA bank 82 2 80 95.12

TONG 820 28 792 96.6

Nguon : NCS téng hop
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3.1.2.3 Quy trinh nghién cuzu dinh lwong

Giai doan 1: chirng minh tinh diing din ciia md hinh do lrong STMKH vé
CLDV

Quy trinh nghién ciru nay duogc thiét ké va thuc hién theo cac budc trong
Hinh 3.1 cua so do dudi day:

. o - & -
:M:l:.lf flel:l N D1_}'a nen.I}et glla 1, Tha:::g do Nghién ciru dinh
nghién aiu clia t}ghlejn ciru nhap tinh so bd n = 5
dinh tinh
h 4
Crobanch’s Kiém tra 44 tin cay cia thang do Nghién c1;ru dm_h
Alpha Crobach’s Alpha lwong so bo n = 35
v
EFA Kiém tra trong sb E.FPIL_. yeéu to va
phuong sai trich

Thang do chinh

thire Nghién ctru dinh hrong chinh thite

|

M5 hinh Kiém tra dd phit hgp cia md hinh do hrdng: Panh gia dd tin
o hin ch e A . s a o ia, <

. ciy; Panh gia gia tri hdi ty, danh gia tinh phén biét cia «

do ludong =F =

= thang do
h 4
MO0 hinh cén ) )
tmic Kiém tra do thich hgp cnamo hinh va gia thuyét nghién cim
PLS-SEM

Hinh 3.1: So' @6 quy trinh nghién ciu
Nguon: Pé xudt cua tac gia
Xay dung thang do nhdap
Dua trén co s6 tong quan Iy thuyét vé méi quan hé gitra CLDV ctia NH va sy
thoa man cua KH, tim ra céc bién sé trong mdi quan hé nay voi cac thang do cu thé
cho cac bién doc lap, bién phu thudc, sau do tién hanh phong van chuyén gia qua 2
vong theo phwong phap Delphi duoc dé xuat Chu va Wang (2008). Tir d6 tac gia da
c6 nhitng can cir khoa hoc dé xuat Thang do du kién (thtr nghiém) duoc xay dung
dé chuan bi hinh thanh bang héi chinh thic.
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Nghién ciru so bo

Nghién ctru so bo dugc thuc hién thdng qua ca phuong phap nghién ctru dinh
tinh va phuong phap nghién ctru dinh lwong. Dya vao mé hinh nghién cau ly thuyét
cling nhu muc tiéu nghién ctru, thang do dy kién cua cac yéu tb trong dé tai duoc xac
dinh. NCS dur kién kich thuéc mau caa nghién ctru dinh tinh so bé tra 16i thir ban dau
13 5 nguoi va cua nghién ciru dinh luong so bo 13 35 ngudi (dam bao thuc hién thdng
k&) cac ky thuat dé kiém tra bang hoi nhap 1a danh gia do tin ciy cua thang do luong
cac yéu t6 théng qua hé sé tin cay Cronbach Alpha va phan tich thanh phan chinh bang
ky thuat xoay nhan té EFA. Két qua thé hién trong Phy luc 6.

Xay dung thang do chinh thirc

Dua trén két qua tong két cac ly thuyét nén va cac nghién cau thuc nghiém
trude ddy, 7 yéu td duoc xac dinh trong d6 ¢ 6 yéu td dong vai tro bién doc lap/bién
giai thich, 1 bién diéu tiét va 1 bién phu thudc. Thang do cu thé cho ting bién duoc xay
dung trén co s& cac két qua cua nhitng nghién ctu c6 uy tin trong dich vu NH dugc
dang tai trén tap chi khoa hoc c6 uy tin trén thé gisi va trong nudc.

Ddnh gia dj phu hep cia mé hinh do lwong

Trong tdm cua danh gia d6 phu hop ctia mé hinh do luong do la:

(1) Pdanh gia dé tin cdy cua cdu tric: P tin cay cua cac cau truc dugc Xac
dinh boi do tin cay chi bao va do tin cay nhat quan bén trong; Theo Wong (2013) da
xéac dinh do tin cay cua chi s6 1a binh phwong cta cac hé s tai cia mdi chi bao.
Nghién ctru ciing khuyén nghi rang, khi gia tri nay cao hon 0.4 dit liéu s& dap ung
d6 tin cay cua chi s6. Ngoai ra d6 tin cay nhat quéan bén trong cho tat ca céc bién
tiém an duoc danh gia bang cach sir dung Cronbach’s alpha va do tin cay tong hop
CR (Fornell and Bookstein 1982).

(2) Panh gid gid tri hoi tu: Theo (Fornell, C., & Larcker, D. F., 1981) cho rang
gié tri ciia phuong sai trich trung binh AVE nén duoc st dung dé danh gia tinh hop 18
hoi tu ctia cac bién tiém an, gia tri hoi tu s& dugc xac nhan khi AVE cho mdi cau tric
cao hon 0,5 (Wong, K.K.K., 2013), (Ghosh Kumar Sagi, , Barua Zapan, 2014).

(3) Pdnh gid tinh phén biét ciia thang do: Gié tri phan biét cho thay tinh duy
nhat hoac tinh khéc biét cia mot cau trdc khi so sanh vai cac cau trdc khac trong mo
hinh. Ringle, Wende et al. (2015) da dé xuat rang ca 2 tiéu chi caa Fornell — Larcker
(Hair Jr, Hult et al. 2016) va phuong phap Heterotrait Monotrait Ratio (Garson,
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G.D., 2016) nén dugc str dung dé xac dinh tinh gia tri phan biét cua cac bién tiém
an. Theo Fornell and Larcker (1981) khuyén nghi rang tinh gia tri phan biét duoc
tim thiy khi cin bac hai caa AVE cho mdi bién tiém an cao hon céc gia tri twong
quan khac trong s céac cu trac khéc.

Ddnh gid dp phu hep ciza md hinh cdu tric PLS-SEM

Sy pha hop caa mé hinh cau tric chi duoc kiém tra sau khi d6 phu hop mé
hinh do ludng dugc chap nhan. M6 hinh ciu tric bao gdm cac ciu trac va miii tén
két ndi cau tric nay véi cau tric khac. Cac hé sb tai cua cac cau trdc két ndi duong
dan tryc tiép 1a cac hé sb hoi quy duoc tiéu chuan hoa.

3.2. Pé xuat mé hinh do lwong sy théa man khach hang vé chat lweng
dich vu ngan hang va céc gia thuyét nghién ciu

3.2.1. Pé xudt cdc tiéu chi do Iwong sw théa man khach hang vé chat
lwong dich vu ngdn hang thwong mai

Qua tong quan tai liéu cho thay cac cong trinh nghién ciu trong va ngoai
nuéc cha yéu sir dung cac yéu té6 mé hinh SERVPERF hoic céac bién thé caa mo
hinh SERVQUAL dé do lwong CLDV cia NH, vi vay trong nghién ctu cia minh
tac gia dé xuat sir dung cé4c tiéu chi tr mé hinh SERVPERF do luong cam nhan
STMKH vé CLDV, gém 5 tiéu chi truyén thong va c6 bo sung tiéu chi “STMKH vé
Sy Tiép can” gan v6i CLDV cua NH. Viéc do luong su thoa mdn KH vé CLDV
ngan hang chinh 14 tién hanh do ludng STMKH qua vé céc tiéu chi cu thé cau thanh
nén CLDV cua NH dudi day. Céc tiéu chi dé xuat duoc tham khao tir két qua tong
quan va phong van y kién cac chuyén gia. (Phu Luc 3).

> Tiéu chi do lwdng s théa man khach hang vé “Pé Tin cay”

NCS dua trén 5 tiéu chi do luong yéu to “Po Tin cdy” mo hinh gbc cua
Parasuraman va cong su 1988, (Lam, T.K., 2002), (Khan, A. G., Lima, R. P., &
Mahmud, M. S, 2018). Lam thé nao dé tao ra Do Tin cay trong dich vu NH (Wang,
Y., & Lin, M., 2011), va két qua phong van chuyén gia dé xuat cac tiéu chi do
luong thanh phan nay dugc thé hién trong Bang 3.4



85

Bang 3.4: Cac tiéu chi do lwang su théa man khach hang vé “Pé Tin cay”

STT Tiéu chi Nghién ciu tham khao/ dé xuit
o i . Parasuraman va cong sy 1988, , (Lam, T.K., 2002),
NH cung cap cac DV giong nhu cong .
1. b (Khan, A. G., Lima, R. P., & Mahmud, M. S, 2018),
(o]
(Wang, Y., & Lin, M., 2011)
Khi gap vuéng mac vé DV, NH lubn | Parasuraman va cong sy 1988, , (Lam, T.K., 2002),
2. chting t6 méi quan tam thuc sy mudn | (Khan, A. G., Lima, R. P., & Mahmud, M. S, 2018),
giai quyét (Wang, Y., & Lin, M., 2011)
. L Parasuraman va cong su 1988, , (Lam, T.K., 2002),
DV cua NH dugc thuc hién ding ngay .
3. tir Lin diu (Khan, A. G, Lima, R. P., & Mahmud, M. S, 2018),
u lan dal
(Wang, Y., & Lin, M., 2011)
. . ) Parasuraman va coéng sy 1988, , (Lam, T.K., 2002),
Thoi gian cung cap DV nhu ding nhu .
4, cona b (Khan, A. G., Lima, R. P., & Mahmud, M. S, 2018),
gho (Wang, Y., & Lin, M., 2011)
s L . . .. | Parasuraman va cong su 1988, , (Lam, T.K., 2002),
Cung cap ho so cac giao dich day du, .
5. | ] (Khan, A. G., Lima, R. P., & Mahmud, M. S, 2018),
chinh xac .
(Wang, Y., & Lin, M., 2011)

Nguon: NCS dé xudt dua trén téng hop cac nghién ciru triede dé va tir két qua
phong van chuyén gia.

> Tiéu chi do lrong sw théa man khach hang vé “Sw Pam bao”

NCS dua trén 5 tiéu chi do luong yéu té “Su Pam bao” mé hinh gdc cua
Parasuraman va cong su 1988, (Panjaitan, H. K., 2020) va két qua phong vén
chuyén gia dé xuit cac tiéu chi do luong thanh phan nay duoc thé hién trong Bang
3.5:

Bang 3.5: Cic tiéu chi do lwong sw théa man khach hang vé “Su Pam bao”

STT Tiéu chi Nghién ciru tham khao/ dé xuit

1 Nhan vién c6 kha ning tao ra niém tin | Parasuraman va cong su 1988, (Panjaitan, H. K., 2020)
cho KH

) NH c6 thwong hiéu ndi tiéng, uy tin, | Parasuraman va cong su 1988, (Panjaitan, H. K., 2020)
tao ni€m tin cho KH st dung DV

3. Nhén vién lich sy, niém né véi KH Parasuraman va cong su 1988, (Panjaitan, H. K., 2020)

4 Nhan vién c6 du tri thire, k§ nang dé tra | Parasuraman va cong su 1988, (Panjaitan, H. K., 2020)
161 cac cau hdi ve DV

Nguon: NCS deé xuat dua trén tong hop cac nghién ciu trude do va nir két
qua phang van chuyeén gia.
» Tiéu chi do lwong sw théa mén khach hang ve “Sw dap wng”
NCS dua trén 5 tiéu chi do luong yéu té “Su Pap Gmg” mo hinh gdc cua
Parasuraman va cong su 1988, (Othman, A., & Owen, L., 2001), (Muslim, A., &
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Zaidi, ., 2018), (Vencataya et al, 2019), NH (Krishnamurthy et al, 2010);
(Selvakumar, J. Joshua, 2015); Khan va cong su. 2021), (Ladhari, R., Ladhari, 1.
and Morales, M., 2011) va két qua phong van chuyén gia dé xuét cac tiéu chi do
lwdng thanh phan nay dugc thé hién trong Bang 3.6:

Bang 3.6: Cic tiéu chi do lwong sw théa man khéach hang vé “Sw Pap ing”

STT Tiéu chi Nghién ciu tham khao/ dé xuit
Parasuraman va cong sy 1988, (Othman, A., & Owen, L., 2001),
1 *Thong bao cho KH thoi | (Muslim, A., & Zaidi, ., 2018), (Vencataya et al, 2019), NH

diém DV s& duoc thuc hién | (Krishnamurthy et al, 2010); (Selvakumar, J. Joshua, 2015); Khan

va cong su. 2021), (Ladhari, R., Ladhari, I. and Morales, M., 2011)

Parasuraman va céng su 1988, (Othman, A., & Owen, L., 2001),
(Muslim, A., & Zaidi, 1., 2018), (Vencataya et al, 2019), NH
(Krishnamurthy et al, 2010); (Selvakumar, J. Joshua, 2015); Khan
va cong su. 2021), (Ladhari, R., Ladhari, I. and Morales, M., 2011)

*Nhan vién cung cap DV,
2. hd trog, giai dap nhanh
chong

Parasuraman va coéng su 1988, (Othman, A., & Owen, L., 2001),
(Muslim, A., & Zaidi, 1., 2018), (Vencataya et al, 2019), NH
(Krishnamurthy et al, 2010); (Selvakumar, J. Joshua, 2015); Khan
va cong su. 2021), (Ladhari, R., Ladhari, I. and Morales, M., 2011)

*Nhan vién sin long gidp
3. da, giai quyét khi KH yéu
cau (24/7)

Parasuraman va coéng su 1988, (Othman, A., & Owen, L., 2001),
(Muslim, A., & Zaidi, I., 2018), (Vencataya et al, 2019), NH
(Krishnamurthy et al, 2010); (Selvakumar, J. Joshua, 2015); Khan
va cong su. 2021), (Ladhari, R., Ladhari, I. and Morales, M., 2011)

*Sin sang tra loi cac thic
méc cua KH

Parasuraman va coéng su 1988, (Othman, A., & Owen, L., 2001),
(Muslim, A., & Zaidi, I., 2018), (Vencataya et al, 2019), NH
(Krishnamurthy et al, 2010); (Selvakumar, J. Joshua, 2015); Khan
va cong su. 2021), (Ladhari, R., Ladhari, I. and Morales, M., 2011)

*Khi ¢ c4c véan dé, su cd,
5. ngan hang cung cép giai
phap hiéu qua

*Ngan hang hd trg va boi
thuong cho KH khi xay ra
su ¢6 do 13i ngan hang

Parasuraman va cong su 1988, (Othman, A., & Owen, L., 2001),
(Muslim, A., & Zaidi, 1., 2018), (Vencataya et al, 2019), NH
(Krishnamurthy et al, 2010); (Selvakumar, J. Joshua, 2015); Khan

va cong su. 2021), (Ladhari, R., Ladhari, I. and Morales, M., 2011)

Nguon: NCS dé xuat dya trén tong hop cac nghién ciu trudce do va tir két
qua phong van chuyén gia.
» Tiéu chi do lwong sw thoa mén khach hang ve “Tinh Hiru hinh”

NCS dua trén 4 tiéu chi do luong “Tinh Hitu hinh” tir mé hinh gbc cua
Parasuraman va cong su 1988, (Sharmin, S. et al, 2016), két qua phong van chuyén
gia, dé xuat bd sung thém 1 tiéu chi do luong cho thanh phan nay trong bdi canh
hién nay la: “Giao dién Website va tng dung phan mém cung cap DV caa NH c¢6
thiét ké than thién nguoi ding (b6 cuc, mau sic, kich thudc phong chit, do hoa, hinh
anh...)” nham phu hop trong bdi canh céng nghé tng dung, hién nay cac NH c6
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cung cap céc dich vu NH thong qua cic phuong tién hién dai nhu Website, phan
mém Mobile banking, e banking...céc tiéu chi do ludng thanh phan nay dé xuit nhu
Bang 3.7 sau:

Bang 3.7: Céc tiéu chi do lwong sw théa man khach hang vé “Tinh Hiru hinh”

STT Tiéu chi Nghién ciu tham khao/ dé xuit
, b pa Parasuraman va cong su 1988, (Sharmin, S. et al,
1. NH c6 trang thiét bi hién dai
2016)
3 Parasuraman va cong su 1988, (Sharmin, S. et al,
2. Khoéng gian, co so ha tang cia NH dep ong su (
2016)
s Parasuraman va cong su 1988, (Sharmin, S. et al,
3. bong phuc vién vién NH dep, lich sy ong su (
2016)
S A e e i1 2 . Parasuraman va cong sy 1988, (Sharmin, S. et al,
4, Tai liéu, to roi ctia NH thiét ké dep, tinh gon 2016)

Giao dién Website va (ng dung phan mém | Bharati va Chaudhury (2004), Schierz va cong su
cung cip DV caa NH c6 thiét ké than thién | (2010), Manon Arcand va cong su (2006),
nguodi dung(bd cuc, mau sic, kich thudc | Minjoon Jun va cong su (2015), Quingji zhou va
phdng chix, d6 hoa, hinh anh...) cong su (2021)

Nguon: NCS dé xudt dua trén téng hop cac nghién ciru trieée dé va tir két
qua phéng van chuyén gia.

> Tiéu chi do lrong s théa man khach hang vé “Sw Thau cam”

NCS dya trén 4 tiéu chi do ludng “Su Thau cam” tr md hinh géc cua
Parasuraman va cong su 1988, (Vencataya et al, 2019), két qua phong van chuyén
gia dé xuat cac tiéu chi do lurong thanh phan nay nhu Bang 3.8 sau:

Bang 3.8: Cic tiéu chi do lwong sw théa man khach hang vé “Sw Thau cam”

STT Tiéu chi Nghién ciru tham khao/ dé xuat
o L Parasuraman va cong su 1988, (Vencataya et al,
1. NH thé hién sy quan tim dén c& nhan KH
2019)
2. Nhan vién NH biét quan tam dén KH Parasuraman va cong su 1988
3 NH lay lgi ich cua KH 1a diéu tdm niém cua | Parasuraman va cong su 1988
' phuc vu
A Nhan vién NH hiéu duoc nhiing nhu cau cua | Parasuraman va cong su 1988
KH
5. NH Iam viéc vao nhitng gio thuéan tién cho KH | Parasuraman va cong su 1988

Nguon: NCS dé xudt dura trén téng hop cac nghién ciru trueée dé va tir két
qua phang van chuyén gia.
> Tiéu chi do lrdng sw théa man KH vé “Sw tiép can”
NCS tham khao cac tiéu chi “Sy Tiép cdn - Access” cua Parasuraman va
cong su nam 1985 va nghién cau cua Sedigheh Moghavvemi va Su Teng Lee
(2017), (Nazeri et al, 2019) , (Kumar, Mukesh, K. Sukumaran Sujit, and Vincent
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Charles. , 2018) , (Shayestehfar, R. and Yazdani, B., 2019), (Alkhazaleh et al,
2021), két qua thao luan véi cac chuyén gia vé tiéu chi nay, NCS dé& xuit bd sung
thanh phan nay vao mé hinh nghién ctru dé ph hop véi bdi canh sy phat trién cua
KHCN va CNTT, gilp cho cac NH gia ting dwoc co hdi tiép can véi KH, céc tidu
chi do ludng thanh phan nay nhu Bang 3.9.

Bang 3.9: Cac tiéu chi do lwong sw théa man khach hang vé “Sw Tiép can”

STT Tiéu chi cAu thanh Nghién ciru tham khao/ dé xuat
Sedigheh Moghavvemi va Su Teng Lee (2017), (Nazeri
et al, 2019) , (Kumar, Mukesh, K. Sukumaran Sujit, and
1. D& dang lién hé véi NH (24/7) Vincent Charles. , 2018) , (Shayestehfar, R. and
Yazdani, B., 2019), (Alkhazaleh et al, 2021), két qua
thao luan véi céc chuyén gia
Sedigheh Moghavvemi va Su Teng Lee (2017), (Nazeri
Téc do xir Iy céc giao dich nhanh et_al, 2019) , (Kumar, Mukesh, K. Sukumaran Sujit, and
2. chéng' ' Vincent Charles. , 2018) , (Shayestehfar, R: and
Yazdani, B., 2019), (Alkhazaleh et al, 2021), két qua
thao luan véi céc chuyén gia
£ ) Sedigheh Moghavvemi va Su Teng Lee (2017), (Nazeri
NH (iung_ACap da da“? ca? DV ( et al, 2019) , (Kumar, Mukesh, K. Sukumaran Sujit, and
chuyén tién, thanh toan hoéa don, .
3. mua sém, DV thé, QR...) phil hop Vmcent_ Charles. , 2018) , (Shayestehfar, R: and
.- N "7 | Yazdani, B., 2019), (Alkhazaleh et al, 2021), két qua
véi nhu cau cia KH A o
thao luan vai cac chuyén gia
Sedigheh Moghavvemi va Su Teng Lee (2017), (Nazeri
KH dé& dang tiép can cac thiét bi | et al, 2019) , (Kumar, Mukesh, K. Sukumaran Sujit, and
4. cung cap dich vu NH (ATM, POS, | Vincent Charles. , 2018) , (Shayestehfar, R. and
robot, e banking...) Yazdani, B., 2019), (Alkhazaleh et al, 2021), két qua
thao luan véi céc chuyén gia
Sedigheh Moghavvemi va Su Teng Lee (2017), (Nazeri
x s , et al, 2019) , (Kumar, Mukesh, K. Sukumaran Sujit, and
5. 21'; de dang str dung DV NH cung Vincent Charles. , 2018) , (Shayestehfar, R: and
Yazdani, B., 2019), (Alkhazaleh et al, 2021), két qua
thao luan véi cac chuyén gia
6. E:aa?;g:] CC?]CO (I:i]ll_'nhanh giao dich NCS dé xuét va két qua phong van chuyén gia

Nguon: NCS dé xudt dua trén téng hop cac nghién ciru trieée dé va tir két
qua phong van chuyén gia.

> Tiéu chi do lwong STMKH vé CLDV tong thé
Dua trén nghién cuu cua Lassar W.M va cong su (2000) va cac cong trinh

khac trong tong quan, két qua phong van chuyén gia, NCS dé xuét cac tiéu chi do
luong sy thoa mdn KH vé CLDV téng thé cia NHTM duoc md ta nhu Bang 3.10.
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Bang 3.10: Cac tiéu chi do lwong STMKH vé chit lweng dich vu tong hep

STT Tiéu chi cau thanh Nghién ciru tham khao/ dé xuat

1. Tong thé tdi thoa mén véi cac DV caa minh Lassar W.M va cong su (2000)

2. T6i sé tiép tuc st dung lau dai DV cua ngan hang Lassar W.M va cdng su (2000)

T6i s& gidi thiéu ban be, ngudi than va dong nghiép | Lassar W.M va cong su (2000)

3. .
cua minh sir dung DV do NH cua t6i cung cap.

Nguon: NCS dé xuat dua trén tong hop cac nghién ciu rrude do va tir két qua
phang van chuyén gia.

Phuong trinh cau tric nghién ctu:

Y = o + B1*Xi

Trong do:

Y: Su thoa man cua KH ca nhan dbi véi CLDV ngan hang

Xi: Bién giai thich tht i caa CLDV (véi i chay tir 1 dén 6: twong ng va cac
bién giai thich/cau trdc 1a Do tin cay, Su Dap ung, Su Thau cam, Sy Bam bao, Tinh
Hitu hinh va Su Tiép can)

B1 la hé sé cua tim quan trong cua cac thanh phan CLDV Ién su thoa mén
cua KH
3.2.2. M6 hinh va gid thuyét nghién ciu

Dua trén cac két qua tong quan nghién ciru cta chuong trudc, két qua tong hop
phong van chuyén gia & Phu luc 3 va 4, NCS dé xuat md hinh nghién ctiu do luong sy
thoa man KH di véi CLDV ngan hang nhu Hinh 3.2 dudi day:
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M& hinh nghién citu NCS d@é xuat:

I

—

g © Do Tin cay
O <
Z T
% > Su bam bao
'S
Q = L,
IS Su Dép ung
g >
<35
SO 1 S0 h
oA Tinh Hu hinh
Z 0
<z ;
=0 Sy Thau cam
< -}

—]
@)
I = _,
FS Su Tiép can
% O

Sw théa man
khach hang vé
tong thé CLDV

ngan hang

Hinh 3.2: Mé hinh do lwong Sw théa man khach hang d6i véi chat lwgng

dich vu ngan hang dua trén thang do SERVQUAL mé rong

Cac gia thuyét nghién céu:
— H1: o Tin cay tac dong quan trong dén STMKH vé CLDV
— H2: Sy Pam bao tac dong quan trong dén STMKH vé CLDV

Nguon: NCS dé xudt

H3: Su Pép ng tac dong quan trong dén STMKH vé CLDV
H4: Tinh Hitu hinh tac dong quan trong ¢én STMKH vé CLDV
H5: Su Thau cam tac dong quan trong dén STMKH vé CLDV
H6: Su Tiép can tac dong quan trong dén STMKH vé CLDV

Giai_doan 2: Po lwong sw théa man khach hang vé chat lweng dich vu

ngan hang

Sau khi mé hinh di dugc kiém dinh chimg minh tinh dung dan, NCS tién
hanh thdng ké mé ta do luong két qua do luong cia KH vé STMKH vé CLDV cua

NH:

Dbi véi phan danh mic do STMKH vé CLDV ngéan hang, tac gia sir dung

thang do Likert 5 v6i 5 mirc danh gi4, twong tng véi 5 mic diém nhu trong Bang

3.11 sau:
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Bang 3.11 : C4c cap do danh gia vé su théa man khach hang cia khach hang
vé CLDV theo thang danh gia CSAT

1 diém 2 diém 3 diém 4 diém 5 diém
Rét khong thoa Khong thoa Khoéng thoéa méan cling Thoa man Rét thoa min
méan méan nhu khong bat man

Nguon: theo CSAT

Luén an str dung thang do Likert, la mot phuong phap dwoc st dung rong réi
trong nhiéu linh vuc dé do luong céc y kién str dung dé danh gia do thoa man dua
theo cac cau tra 11 da duoc sap xép theo thir ty ting dan vé mic do dong y.

Déi véi phan ky vong vé CLDV tac gia mic dinh diém ¢ mic cao nhat 13 4
diém trong thang Likert 5, vi két qua STMKH dugc do ludng bing céch so sanh
gitta Ky vong va trai nghiém cua KH, tuy nhién nhu tic gia ciing dong tinh voi
Cronin va Taylor (1992), cac nha nghién ctru khac sau nay ciing cho rang ky vong
1a chi ti€u khé danh gid, thong thuong nguoi tiéu dung sé cho ching & muc cao, vi
vay trong nghién ctru nay tac gia mic dinh ky vong KH & muc diém 4 trong thang
Likert 5 stir dung trong nghién ctru cua minh.

Sy thoa man KH trong nghién cau nay NCS tiép can theo khai niém cua P.
Kotler, két qua caa STM duoc tinh bang cach so sanh CLDV ky vong cia KH véi
cam nhan KH vé CLDV sau mua.

STMKH vé CLDV xic dinh theo CLDV cam nhan so véi CLDV Ky vong

V6i danh gia trai nghiém CLDV cam nhan cua KH theo cach cua CSAT
(customer satisfaction score), véi cac muc danh gia tir cao dén thap gdm: Rét thoa
méan, Thoa man, Khong thoa man ciing nhu khong bat man, Khong thoa mén, R4t
khong thoa man. Theo cadc mirc danh gia nay mirc 4 diém la KH Thoa man, c6
nghia 1a cam nhan sau mua bang véi mic ky vong va muc 5 1a Rat thoa man cé
nghia 1a cam nhan sau mua cao hon véi mac Ky vong. Nhu vay, danh gia theo thang
do ctia CSAT thi mac ky vong cia KH vé CLDV la muc 4. Ddi véi cac s6 lidu danh
gid cam nhan vé CLDV s& duoc lay dit liéu tir két qua khao sét thuc té cua KH theo
két qua do ludng tryc tiép trén co s& cam nhan caa KH vé CLDV theo cac thang
danh gia ciia CSAT.

Céach tinh diém STM véi cac nhan t cau thanh caa CLDV dugc thuc hién
bang phuong phap tinh trung binh sb cong cia cac chi bao ciia cac cac nhan té cau
thanh theo mé hinh cta Parasuraman va cong su, cach tinh nhu sau:
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STMKH vé D6 Tin ciy (REL) = (REL1 + REL2 + REL3 + REL4 + RELS5)/5

STMKH vé Su Pam bao (ASS) = ASS1 + ASS2 + ASS3 + ASS4/4

STMKH vé Tinh Hitu hinh (TAN) = (TAN1 + TAN2 + TAN3 + TAN4 + TAN5)/5

STMKH V& Sy Thiu cam (EMP) = (EMP1 + EMP2 + EMP3 + EMP4 + EMP5)/5

STMKH vé Sy Bép tng (RES) = (RES1 + RES2 + RES3 + RES4 + RES5 + RES6)/6

STMKH vé Sy Tiép can (ACC) = (ACC1 + ACC2 + ACC3 + ACC4 +
ACC5 + ACC6)/6

Mo hinh do luong STMKH vé CLDV duoc md ta nhu Hinh 3.3 dua trén
thang do SERVQUAL c6 diéu chinh véi mic dinh ky vong bang 4 trong thang diém
Likert, theo cach tiép can SERVPERF cua tac gia Cronin & Taylor (1992), thi ky
vong la mot khai niém triru twong, khé do luong mot cach chinh xac. Vi vay trong
nghién ctru nay theo thang danh gia cua CSAT thi mac ky vong xac dinh & muc
diém 4 cua thang do Likert 5. KH dat su thoa man khi danh gia cia KH 1a mic 4,
tac 1a CLDV Cam nhan so véi mac Ky vong bang nhau. Vi vay Hinh 3.3 1a sy mé
ta cac thanh té va méi lién hé gitta ching trong mé hinh do luong STMKH vé
CLDV duya trén thang do SERVQUAL c6 diéu chinh (b6 sung nhan té Su tiép can).

6 Tin cay —  Kyvongvé CLDV [
SuBém bao Su théa man khach
Tinh Hiru Hinh ——  hang vé CLDV
Su Thau cam ngan hang
Su Bap tng Cam nhan vé CLDV
Su Tiép can

Hinh 3.3. M@ hinh sir dung do lwong su théa man khach hang vé CLDV
dua trén thang do SERVPERF c6 diéu chinh
Nguon: NCS dé xudt dya trén thang do ciia Parasuraman va céng si, 1988
Viéc mic dinh ky vong bang 4 trong thang do Likert da 1am giam s lugng
cau hoi vé ky vong, gitip cho qua trinh nghién ciru thuan loi hon khi khao sat qua
Internet trong boi canh Covid, han ché nguy co gian doan tra 10i khi KH con ban

khoan vé ky vong.
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KET LUAN CHUONG 3

Qua két qua nghién ciru & chuong 1, chuong 2, trong chuong 3 NCS di trinh
bay duoc nhitng van dé sau:

Téng hop céc thang do sy théa man KH vé CLDV cuaa ngan hang cua cac
cong trinh trude do.

Dé xuét phuong phap nghién ctru dinh tinh hoan thién thang do, NCS thyc
hién phuong phap Delphi. Muc dich chinh cta phuong phap Delphi 1a tim kiém su
ddng thuan cua cac chuyén gia vé thang do CLDV cua cac NHTM. Két qua nghién
ctru Delphi 1 thang do STMKH vé CLDV caa cac NHTM gom 7 thanh phan véi 34
tiéu chi.

Pé xuit phuong phap nghién ctru dinh lugng véi cac phuong phap kiém dinh
do tin cay cua thang do STMKH vé CLDV cua cac NHTM.

Pé xuit phuong phap do ludong STMKH vé CLDV bang tiép can so sanh
gitta Ky vong va Cam nhan thuc té cia KH vé CLDV caa cac NHTM.

Pay la tién dé dé NCS tién hanh thuc nghiém thuc té & chuong 4 vé do luong
STMKH vé CLDV cua cac NHTM trén dia ban Thanh phé Ha Noi.
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CHUONG 4

KET QUA PO LUONG SU THOA MAN KHACH KHANG
VE CHAT LUQNG DICH VU CUA CAC NGAN HANG THUONG MAI
TREN PIA BAN THANH PHO HA NOI

4.1. Mgt s6 danh gia chung vé sy théa man d6i véi chat lweng dich vu
ciia cac ngan hang thwong mai trén dia ban thanh phé Ha Ngi

Panh gia khai quat vé cc ngan hang thuong mai trén dia ban thanh phé
Ha Noi

Theo két qua thdng ké caa NHNN & Phu luc 11, so véi 63 tinh thanh cua ca
nudc, Thu d6 Ha Noi ¢c6 35 NHTM/35NHTM cua ca nude da dat van phong chi
nhanh tai Ha Noi, vai 1925 chi nhanh ngan hang, chiém ty tong 17.49% tong sé chi
nhanh NH toan qudc, ty trong chi nhanh nay ding thir 2 ca nudc, chi xép sau
TPHCM (véi 2013 chi nhanh), TP Ha Noi véi tong Du no tin dung va Huy dong
vbn 1én dén 6.271.806 ty dong, ddy l1a muc cao nhat ca nuéc, cho thiy day 1a mot
thi truong duoc cac NHTM rat quan tdm trong hoat dong kinh doanh caa minh.
Theo két qua bao céo ngay 20/6/2023 ciia Cong ty c6 phan Béo cdo Panh gia Viét
Nam (Vietnam Report) chinh thirc cong b6 danh sach Top 10 NHTM (NHTM) Viét
Nam uy tin nam 2023 (Hinh 4.1). Pay la hoat dong thuong nién do Vietnam Report
nghién ciu va cong bé tir naim 2012. Theo d6, Danh sach Top 10 NHTM Viét Nam
uy tin nam 2023 bao gém: Ngan hang TMCP Ngoai thuong Viét Nam; Ngan hang
TMCP Cong thuong Viét Nam; Ngan hang TMCP K¥ thuong Viét Nam; Ngéan
hang TMCP Pau tu va Phat trién Viét Nam; Ngan hang TMCP Quén d6i; Ngan
hang TMCP Viét Nam Thinh Vuong; Ngan hang TMCP A Chau; Ngan hang Nong
nghiép va Phat trién Nong thon Viét Nam; Ngan hang TMCP Tién Phong; Ngan
hang TMCP Qudc té Viét Nam.

TOP 10 NGAN HANG THUCONG MAI VIET NAM UY TiN

NGAN HANG TMCP NGOAI THUONG VIET NAM

WVietcombank

VietunBank™" NGAN HANG TMCP CONG THUONG VIET NAM

cccccccccc €% NGAN HANG TMCP KY THUONG VIET NAM
BID\V NGAN HANG TMCP BAU TU VA PHAT TRIEN VIET NAM
Hi-MB NGAN HANG TMCP QUAN B0l
% vPBank NGAN HANG TMCP VIET NAM THINH VUONG
ACB NGAN HANG TMCP A CHAU
N 5’ ; NGAN HANG NONG NGHIEP & PHAT TRIEN NONG THON VIET NAM

7 TPBank  NGAN HANG TMCP TIEN PHONG
vIE NGAN HANG TMCP QuOC TE VIET NAM

Bianh gid truydn thing (0 Dintgid qua ko sdt

Hinh 4.1: Top 10 ngan hang thwong mai Viét Nam uy tin nam 2023
Nguon:Vietnam Report 2023
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Top 10 NHTM c¢6 phan tu nhan uy tin ndm 2023 (Hinh 4.2) bao gom: Ngan
hang TMCP K§¥ thuong Viét Nam; Ngan hang TMCP Viét Nam Thinh Vuong;
Ngan hang TMCP A Chau; Ngan hang TMCP Tién Phong; Ngan hang TMCP Quéc
té Viét Nam; Ngan hang TMCP Phat trién TP. H6 Chi Minh; Ngan hang TMCP Sai
Gon Thuong Tin; Ngan hang TMCP Sai Gon - Ha No6i; Ngan hang TMCP Hang hai
Viét Nam; Ngan hang TMCP DPéng Nam A. Dy béo trién vong toan nganh s& &
trang thai 6n dinh

€. TOP 10 NGAN HANG TMCP TU NHAN UY TIN

tecicomsank €9 NGAN HANG TMCP KY THUONG VIET NAM
N/ VPBank  NGAN HANG TMCP VIET NAM THINH VUGNG
AGCB  NGANHANG TMCP A CHAU
7 TPBank  NGAN HANG TMCP TIEN PHONG
VIB NGAN HANG TMCP QUAC TE VIET NAM
HDBank *  NGAN HANG TMCP PHAT TRIEN TP. HO GHi MINH
Sacombank NGAN HANG TMCP SAI GON THUONG TiN
SASHB  NGAN HANG TMCP SAI GON-HA NOI
S\ MSB  NGANHANG TMCP HANG HAI VIET NAM
SeABank NGAN HANG TMCP BONG NAM A

Deinth gid tai chinkr ) Deinh gid truyén thong ) Beinh gid qua kido sdt

Hinh 4.2 Top 10 ngan hang TMCP tw nhin uy tin

Nguaon: Vietnam Report 2023

Ngoai ra t6 chirc BankQuality - tai dia chi https:/bankquality.com/ la trang

Web hang dau thé gisi vé xép hang va nhan xét vé nha cung cip DV tai chinh.
BankQuality dugc xem la mét lién doanh mai trong linh vuc NH véi muc tiéu don
gian la tao thuan lgi cho qua trinh thu hep khoang céch gitta NH va KH. Trang Web
cho phép trao quyén va khuyén khich KH thé hién trai nghiém caa minh vé DV cua
NH hang ngay, qua d6 thuc day cac NH cung cap DV tot hon va dap tng nhu cau
cua KH bang cach cung cap cho cac NH thdng tin va sy hiéu biét vé thi truong.
BankQuality 1a nén tang hang dau cua thwong hiéu TAB Global (The Asian
Banker), la nha cung cp hang dau nén tang cong dong va tri tué chién lugc trong
nganh DV tai chinh, duoc thanh l4p tir nim 1996 véi mong mudn gilp nhimg nguoi
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ra quyét dinh trong nganh tai chinh c6 thé phat trién céc giai phap sang tao xung
quanh c&c nghién ctu va tri tué nhan tao dé dat dugc cac muc tiéu kinh doanh hiru
hinh.

Véi kha ning két ndi hang triéu nguoi tiéu dung trén toan cau, két ndi voi
cac to chuc tai chinh, hing nim trang Web cung cip cac danh gia va xép hang
khach quan cia KH d& dang so sanh, c6 céc lra chon tét nhat vé cac NH va céc san
phdam DV tai chinh cua NH ma ho mong mudn str dung, gidp hang triéu ngudi tiéu
dung trén thé gidi dwa ra cac quyét dinh tai chinh thong minh hon, dé sé tién cua ho
duge dau tu vao cac to chic tai chinh phu hop.

Theo két qua danh gia xép hang diém CLDV cuta 10 NH hang dau Viét nam
trong 2 nam 2020, 2021 c6ng bd ngay 24 thang 3 nam 2022 tai Singapore nhu Bang
4.1 dudi day, ngan hang Techcombank dugc vinh danh l1a Ngan hang Béan I¢ duoc
khuy@n dung nhiéu nhat tai Viét Nam tai Giai thuong The Asian Banker Vietnam
2022 voi mic diém BankQuality cao nhat Bang xép hang. Tiép dén la cac ngan
hang: MBbank, ACBbank, VVPbank va Vietcombank, day dugc xem la 5 ngan hang
hang dau duoc binh chon 1a NH ban 1¢ duoc khuyén khich tiéu ding nhat Viét Nam
nam 2021.

Bang 4.1: Xép hang STMKH vé CLDV theo Qualitybank 2021

Rank (2021) Rank (2020) Bank BQS (2021) BQS (2020)
6 12 €9 Techcombank 101.34 101.22
20 w3~ mBBank 100.75

"‘r an! .
25 8 ACB Asia Commercial Bank 100.68 101.3
29 22 Q‘, VPBank 100.59 100.49
36 56 &/  Vietcombank 100.3 99.49
38 a1 f.l VietinBank 100.19 99.96

_—

aa 40 <> BIDV 100.09 99.99
70 51 m Agribank 99.27 99.69
84 80 s. bank S. bank 98.5 97.95
86 a4 DongA Bank 98.3 99.9

Nguon: https://www.theasianbanker.com/

Link:Techcombank recognised for improved digital services, voted most
recommended retail bank in Vietnam | The Asian Banker


https://www.theasianbanker.com/
https://www.theasianbanker.com/press-releases/techcombank-recognised-for-improved-digital-services-voted-most-recommended-retail-bank-in-vietnam
https://www.theasianbanker.com/press-releases/techcombank-recognised-for-improved-digital-services-voted-most-recommended-retail-bank-in-vietnam
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Véi két qua Bankquality dua ra trong nim 2021, t6 chirc dd cong bd nhiing
vu diém ndi bat cua cac NH trén cua Viét Nam duoc KH danh gia cao véi cac thong
tin sau:

Techcombank duoc cong nhan 1a NH ban ¢ duoc khuyén ding nhiéu nhét tai
Viét Nam véi diém chat luong NH (BQS- BankQuality Score) 1a 101,34. Nguoi tiéu
dung d3 binh chon Techcombank vé& DV va giao dich lién mach, an toan. Ngin hang da
dwa ra mot s6 sang kién nhu cai tién tap trung vao KH vé trai nghiém ngudi ding va
giao dién nguoi dung (UX/UI). NH hudng dén ting cudong bao mat cho KH véi cac
tinh ning ma pin thdng minh (OTP). Techcombank khai xudng tich hop NH s6 méi
cho thé chap, san pham bao hiém va hé thong thé. Ngoai ra, NH Techcombank di ting
cuong manh lién két véi cac doi tac, hién NH da tich hop hon 40 cong ty cung cap DV
va tién ich lén trén tng dung di dong ciia minh.

Trong nam 2021 Techcombank ghi nhan 9,6 triéu KH, tang 13% theo nam
(YoY). Céc giao dich béan I¢ qua cac kénh NH dién tir tang 652 triéu luot, ting 70%
so véi cuing ky trong khi gié tri giao dich dat 399 ty USD (9,1 triéu ty dong), ting
80,5%. Techcombank di cong bé mirc ting truong tién giri cia KH 13 13,4% YoY,
tri gia 13,8 ty USD (314,8 nghin ty dong). Techcombank ciing duoc danh gia cao 1a
NH trién khai nhiéu sang kién hd tro (tng pho dai dich COVID-19, Techcombank ra
mat tng dung di dong mai - Techcombank Mobile, danh cho KH NH bén 1¢ vao
thang 11 nam 2021. Giao dién nguoi dung va cac chic nang cua tng dung di dong
duoc thiét ké lai dya trén phong van va khao sat hon 4.200 KH. Ung dung di dong
cung cip phuong thirc thanh todn d& dang hon cho phép KH thanh toan va chuyén
tién bang ma QR duoc ca nhan hda NH tich hop mét trung tdm thanh toan cho phép
KH du doan hoa don dé lap ngan sach. NH ciing cung cip chuong trinh theo ddi
tién va trinh tiét kiém ngay linh lwong cho phép hiéu rd hon vé théi quen chi tiéu.
Ung dung danh cho thiét bi di dong cung cap tly chinh cho phép ngudi ding chon
nén va chu dé cua riéng ho.

Tuong tu nhu Techcombank, nam 2020 ACB cling ndi 16n 13 NH ban 1¢ s6 1
Viét Nam duogc khuyén khich tiéu ding theo xép hang cua Bankquality (Bang 4.1).
Thoi gian qua ACB kién dinh thuc hién chién lugc kinh doanh dé ra huéng dén
hoan thanh 5 muc tiéu 1a: (1) NH c6 trai nghiém KH tét nhét, (2) khang dinh vi thé
hang dau cia ACB trong linh vuc NH ban I¢, (3) phat trién mé hinh kinh doanh
ning dong va hiéu qua, (4) thu hat va phét trién nhan tai tao nguon néi luc manh,
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(5) khang dinh vi thé vé chuyén doi sé. “Pay 1a két qua xtng dang cho chién luoc
phét trién mai cia ACB giai doan 2019 - 2024, véi nhiéu sang kién chién Iuoc lién
quan dén KH nhu: phat trién hé gia tri mang lai cho KH, cai tién ning suat cac kénh
ban hang, cai tién quy trinh tham dinh va phé duyét tin dung, nang cip @ng dung
giao dich NH qua dién thoai thong minh” (Mobile banking app), va xay dung
nghiép vu NH giao dich (Transaction banking services).

Pép @ng nhu cau giao dich khéng ding tién mit dang ngay cang ting cua
KH, ACB dang xay dung NH truyén thdng két hop véi sé cho cac du an cai tién
nang suat cac kénh ban hang. Cac du an nay c6 muc dich chuyén giao dich khoi
quay giao dich vién sang kénh ATM/CDM, ting ning sudt nhan vién va xay dung
kénh ban hang mai trén hé thong internet, di dong. Nho d6 KH sé& ¢6 nhitng trai
nghiém tét va thoa man trén cac kénh giao dich cia ACB. Tinh dén thoi diém nay,
ACB di ap dung thanh cong cac quy trinh gitp giam thiéu viéc nhap dir liéu tha
cdng nham rat ngin thoi gian mo tai khoan cho KH, tang trai nghiém KH, trién khai
hé thong céng nghé quan ly ho so KH trén nén tang CRM dé gilp theo ddi, kiém
soat va phan tich dir liéu phan hoi caa KH mét cach tap trung, minh bach va kip
thoi.”

Tai ACB, KH la trong tdm cho muc tiéu tang trudng, véi viéc chl trong xay
dung vin hoa KH Ia trén hét. Bankquality danh gia ACB di xem nhu cau cia KH 1a
mot yéu to wu tién trong viéc xay dung chién luoc tang truong khi tién hanh nghién
clru SAU Vé cac phan doan KH dé hiéu vé: dong co, hanh vi va thai do KH, ciing nhu
xéac dinh nhu ciu tai chinh va phi tai chinh trong cac giai doan cua mdi mot ngudi.

Véi nhém KH ca nhan, ACB xac dinh mot sé phan doan KH chinh can tap
trung va da nghién ciru chi tiét ting phan doan dwa trén dong luc, hanh vi va thai do
dé xac dinh cac nhu cau tai chinh va phi tai chinh tai mdi cot mbc trong vong doi
cua KH. Két qua nghién ctru dang duoc sir dung dé thiét ké, cai tién lién tuc trong
c4c quy trinh va san pham DV caa NH. Véi nhitng KH c6 théi quen st dung
internet banking, mobile banking trong giao dich hang ngay, ACB thuong Xxuyén
ling nghe y kién nguoi ding va thyuc hién nang cap cac phién ban cai tién cho ACB
Online (ACBO) va Ung dung NH di d6ng (MBA) nhu “cai thién giao dién, bao mat
giao dich va b sung cac tinh ning méi”. Theo (Website of Tiengphong.vn, 2020),
(Website of Asian The Banker, 2021).
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Trong nam 2020, khi dich COVID-19 bung phat di 1am dao 16n moi ké
hoach cua quéc gia, doanh nghiép va ngudi dan, ACB di cing cong dong, KH tng
phé phu hop véi nhitng khé khin nhu déng gop quy chdng dich cta Chinh phu,
thue hién cac bién phap phong chong dich cho khach dén giao dich, huéng dan KH
thuc hién cac giao dich truc tuyén an toan, va mién, giam l4i, phi caa mét s6 DV
cho KH. Nho d6, ACB duoc ngudi tiéu dung danh gia cao vé viéc cung cap DV
cua NH tién loi va CL trong bdi canh nhu hién nay. Két qua binh chon céng tam va
khach quan tir KH 1a su ghi nhan 16n nhat cho nhitng nd lyc thay d6i khdng ngung
cua tat ca nhan vién NH ACB. Qua két qua danh gia trén cua to chitc Bankquality
cho thiy cac KH ngay nay trong bdi canh cong nghé, ung dung CNTT vao kinh
doanh, cung cap DV cia NH rat duoc KH quan tam, giup két ndi KH 24/7 tién ich,
chinh vi vay trong thang do ctia NCS da dé xuat mé rong thang do SERVPERF ciia
Parasuraman va cong su 1988 v6i 5 thanh phan RATER, tich hop thém thanh phan
“Sw Tié'p can’.

Theo két qua cong bd cua T6 chizc Mibranch, khi tién hanh khao sét va cong
bd két qua nghién cau vé thi truong E-Banking Viét Nam véi nhiéu diém déng chu
y vé hanh vi va tdm Iy nguoi dung trén nén tang ngan hang sé.

Cong b vao thang 1/2021, béo cdo vé thi truong E-Banking tai Viét Nam
ciia Mibrand Vietnam hd tro cac NH tim ra tdm ly — hanh vi — thoi quen, mutc do
thoa man va nhu cau cia KH vé DV E-Banking dé tim ra loi thé canh tranh, con
duong phat trién nén tang e-Banking va phuong thuong tiép can KH hiéu qua nhat.
Dudi day 1a mot s6 diém nhan trong bao céo:

> Nhiéu dich vu ngdn hang chwa dwoc ngwoi ding biét téi trén nén tang
E-Banking

Theo béo céo thong ké cia Chinh phii, hién dang c¢6 68,17 tridu ngudi dang
sir dung DV Internet tai Viét Nam tinh dén thang 1/2020; téc d6 ting truong vé st
dung DV cua NH trén nén tang cong nghé 1a 200% va hién c6 khoang 30 triéu
ngudi st dung hé théng thanh toan NH mdi ngay. Tuy vay, béo céo tir Mibrand chi
ra rang, ngoai DV chuyén tién trong va ngoai hé thdng, nguoi tiéu dung chua sir
dung thuong xuyén nhiéu cac DV bd sung cua trén nén tang cdng nghé, tham chi 1a
chua biét téi su ton tai cua cac tién ich nay. Trong do6, cac DV tiéu biéu caa nganh
nhu gui tiét kiém, chuyén tién quéc té, thanh toan thé tin dung, mua bao hiém hay
kho&/ ma the ATM con ¢ do nhan biét trung binh (chi tir 30-60% nguoi dung nhan
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biét) va murc d6 sir dung dat muc thap (khoang 20% ngudi ding st dung). Panh gia
cua cua Mibranch vé cac DV NH thuong xuyén duoc st dung duoc thé hién trong
Hinh 4.3 dudi ddy:

Chuyén tién trong va ngoai hé théng 84% 3%TH 6%

Thanh toan héa don (dién, nuwodc, internet,...) 48% 9% 2% 16%

Nap tién dién thoai 50% 24% 7% 19%

Dét vé may bay / khich san/ vé xem phim.... 12% 24% 31% 33%
Truy van tai khoan 34% 19% 10% 37%
Gri tiét kigm
Chuyén tién qudc té
Thanh tosn thé tin dung
Khéa / M3 thé ATM
Quan I tai chinh ca nhdn va doanh nghiép
Cac san pham tai chinh (bao hiém, ddu tu,...)
Vay no ngn hang
0% 20% 40% 60% 80% 100%
m Thuong xuyén sir dung m [t khi sir dung = Chua sir dyng m Khéng biét

Hinh 4.3 : Panh gia cia Mibranch vé céc dich va ngan hang dwec khach hang
nhan biét trén e-banking
Nguon: Mibranch 2021
v Céc dich vu ngdn hang dwoc sir dung nhiéu nhat trén ngdn hang dién tir
Céc DV ngan hang dugc st dung nhiéu nhat trén ngan hang dién tir dugc thé
hién trong Hinh 4.4 dudi day:

23% 22%
‘ 2% 5% 4%
1% - 0% 0%
huyén tién 3y

' Thanhtoan

uyvantal  f yén tié
thétindung  quécté

khoan t

no ngan
hang

38%
33%
e 4%
0%
Gl tiét kierr

Hinh 4.4: Cac dich vu ngin hang dién tir dwoc sir dung nhiéu nhat nim 2020
Nguon: két qua khao sét cia Mibrand 2020
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Két qua khao sat cho thiy phan Ién cac DV cua NH ¢ ti 16 KH st dung
thudng xuyén twong dbi thap (<10%). Chi c6 Chuyén tién trong va ngoai hé théng
duoc nhidu KH wu chudng véi 92% ngudi tiéu ding sir dung va 88% sir dung
thuong xuyén.

Cac DV Quan ly tai chinh ca nhan, Vay ng NH, Tham gia cac san pham tai
chinh la nhitng DV duoc it nguoi tiéu dung lya chon véi it hon 10% KH da tirng st
dung cac DV nay.

Khao sat thi truong ciing cho thdy mirc d6 nhan biét va sir dung cac cac DV
cuia NH dugc cung cap trén NH caa cac NH duoc thé hién trong Hinh 4.5:

;
(1) ————— T E 9 - P
@ lea:hc-m‘*mnk: _ 50% : @ tcombank :_ 20% :
¢ oo I 9 M-
5 dnbank ||| | GGG 5 rearc [ &
6 TPBank _ 27% 6 MB . 59
7 PBank _ 26% 7 gribank - 5%
8 Agribank _ 25 8 tinbank . 4%
9 MB _ 249 9 ACB . 4%
10 Timo - 14% 10 %

- e

Hinh 4.5: Mirc d9 nhan biét va sir dung dich vu ngan hang dwec cung cap trén
ngan hang cia cac NHTM
Nguaon: két qua khao sat cia Mibrand 2020

CO mot su phén hoa r6 rét khi nhitng NH quy mé I6n cung lugng KH dong
dao cho thay wu thé caa minh vé mie d6 nhan biét ciia ngudi tiéu dung dén cac nén
tang NH, véi top 3 ngan hang din dau la: Vietcombank, Techombank va BIDV.
Pay ciing 1a nhém 3 NH duoc KH sir dung thudng xuyén nhat.

Cac DV cua NH cung cip trén nén tang cdng nghé ciing duoc nhiéu KH ua
chuong str dung nhu TP Bank (7%), VP Bank (6%) mac di mac do nhan biét cua
KH chua cao.

v' Cé&c yéu té tac dong dén sy théa man khach hang vé CLDV

Két qua khao sat cho thay cac DV cua NH dang dugc ngudi tiéu dung danh
gia kha tét, cac yéu tb khién KH thoa mén véi cac CLDV cung cap trén NH dién tir
duogc thé hién trong Hinh 4.6, cho thay KH xép tha ty céc thanh phan quan trong 1a:
(1) Téc do xu ly DV nhanh, (2) Chi phi DV ré/mién phi, (3) Su tién loi khi sir dung
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DV, (4) D& dang sir dung/thao tac dé dang. Pay duoc xem la 4 yéu té KH quan tam
nhat va anh huéng dén sy thoa man.

CAC YEU TO KHACH HANG HAI LONG

Tée a6 xir iy nharn I <o
Ghi phi ré/ mién phi [N 0%
Dé& sir dung/ thao tac d& dang _ 26%
Bao mat tbt - 10%
Nhigu tinh nang tien ioi [ 8%
Hé théng én dinh [l 7%
Giao dién than thien/ aep [l 72
Théng bao chi tiét v& cac giao dich/ truy. . .l 2%

Dich vy hd tror khach hang nhiét tinh . 2%

Hinh 4.6 Két qua cac yéu td khién khach hang théa man khi sir dung dich vu
ngan hang trén ngan hang dién tir
Nguon: Két qua khdo sat ciia Mibrand 2020

TOP 3 YEU TO TUNG NGAN HANG

. - - " -"=--"""=""=""="=—"==—== =a"T-"-"----"-"-"-""=”-"” " "”"=-”-"-"-"- - -=-""=-"¥"=-"¥"-"¥"-"¥"—-—-—-"-—-—_—____ V¥, _-_______—__—_—_—__—__—__— hn
: : chipni nse [ < |
L] 1 1
: <> . Tocao ey rnacn [ - :
! TECHCOMBANK ' . '
. . 08 o auno [ 21> .
L] 1 1
e e e e —— = - e e e e e e e e o o — — — o ———————————————— = —— -
L] 1 1
= | 6o a0 xaiy nnann I o =
L] 1 1
: = 08 o auno [ > =
! Vietcombank | '
- - Tien o I -
n 1 1
1

L] 1 1
L] 1 1
: Ly :
n 1 1
. BIDV<® | Tien o [ > :
= = 08 oo auna [ 15 =
L] 1 1
1 1 1

L] 1 1
: | Chi phi thép I oS> :
i - . .
! ¢ TPBank ' Téc ao xr ly nhanh [N 45% !
d e M ban | '
: | Tion o1 I 25% |
L] 1 1

i | Téc ao xir Iy nhannh [ so- i
\ ¥ VPBank ! chipnitnae [ 2> :
: | Tien 1o |
L] 1 1

Hinh 4.7: Panh gia CLDV ngan hang cia cac NHTM dwoc sir dung nhiéu nhit
Nguon: két qud khao sét ciia Mibrand 2020
Két qua nghién ctu & Hinh 4.7 ciing cho thdy su khac biét vé STMKH vé

CLDV cua NH trén nén tang NH dién tu, trat tu xép hang danh gia cua cac yéu tb
nay ciing ¢ su thay doi dang ké gitra cac NH tu nhan va NH quéc doanh. Trong khi
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cac NH tu nhan nhu Techcombank, TP Bank, VP Bank thuong tap trung vao yéu tb
Chi phi thap thi cac NH quéc doanh nhu Vietcombank, BIDV lai lay yéu té Toc do
xtr 1y 1am trong tdm cho dich vu NH cta minh. Tuy nhién dén nim 2020 véi cha
trrong Ngan hang nha nuéc (NHNN) thuc day sir dung thanh toan dién tir, giam sir
dung tién mat va dé canh tranh voi NH tu nhan, cac NHNN da tién tgi mién phi
giao dich trén e banking nén lgi thé chi phi thiap khong con lai wu diém vuot troi,
cac NH Cb phan thuong mai can phai dau tu cho ha ting cng nghé dap tng yéu
cau cua KH st dung DV.

v' Két qua khdo sat cho thay cac yéu té khién khach hang khéng théa man véi

cac dich vu cung cdp trén ngdan hang dién tir nhw sau:

CAC YEU TO KHACH HANG KHONG HAI LONG

H& théng chura &n dinh - [ 372
Chiphicao [IIIEIENEGEEE 237
ittinh nang |G 1%
Téc do xtv ly cham | 8%
Giao dién chua than thign [l 5%
OTP phirctap [l 3%
Phai phy thudc vao dwéng truyén mang - 3%
Nhiéu tht tuc phirc tap [l 3%
Dich vu hé tro khach hang chwa nhiét tinh - 3%
Bao matkem [l 3%
Truy van tai khoan/ giao dich chuwa t6t ] 2%
Knho sir dung [l 2%
Tienloi ] 2%
Khac | 1%

Hinh 4.8: Céc yéu té khién khach hang khéng théa man véi cac dich vu
cung cap trén e banking

Ngusn: Két qua khdo sat cia Mibrand 2020

Két qua ¢ Hinh 4.8 cho thay hé théng chua 6n dinh 12 yéu diém 16n nhat ma

cac nén tang NH cua cac ngan hang dang gap phai, véi 37% ngudi tidu ding cam

thay khong théa man. Sy bat on dinh nay thuong duge nguoi tiéu ding nhan thay &

cac DV cua cac NH tu nhan nhu: Techcombank, TP Bank va VP Bank c0 ti I¢ khéng

thoa mén cao nhat. Piéu nay co thé do giai doan Mibrand khao sat ciing chinh 14 thoi
gian qua d6 cac NH nay dang thay ddi cac phién ban ung dung dién tir méi
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Chi phi st dung cao khién cho nhiéu KH cam thay khong thoa man khi sir
dung DV cua NH cua cadc NH quéc doanh nhu Vietcombank va BIDV. Bén canh d6
cac viéc khong da dang cac tién ich ciing 1a mot yéu té 1am giam su thoa man cua
KH véi cac NH nay.

4+ Két qua ting trudng loi nhuan caa cac ngan hang

Sy tang truong loi nhuan tét caa cac NH dén tir nhiéu yéu té trong hoat dong
kinh doanh cua NH, trong d6 ciing phan nao thé hién sy thoa méan cia KH dbi véi
CLDV cua cac NH trong nhirng nam qua. Top 10 NHTM c¢6 tang truong lgi nhuan
cao nhat nam 2021 duoc liét ké trong Hinh 4.9 dudi day:

TOP 10 NGAN HANG CO LOI NHUAN CAO NHAT 2021
BPon vi: ty déng.

nam 2020 W nam 2021
23.050
WVietcombank 27.376
" 15.800
TECHCOMBAMNK 23.238
P 17120
VietinBanlk 17.589
4 10.688
}‘l' MB 16.257
13.019
¥ vPBank 14.580
B;\c‘ulls:\\:—';z 13.202
) o 14.000
. 9.026
BIDV<¥ 13.602
9.596
ACB 11.998
5.818
HDBank 8.070
< 5.803
viB 8.011

(%) theo céng bS cia ngén hang.
Hinh 4.9: Top 10 ngin hang cé ting trwéng li nhuan cao nhat nam 2021

Nguon: Vietnambiz 11/02/2022

V6i két qua trén, nam 2021, TOP 10 ngan hang c6 1i trude thué cao nhat gom

Vietcombank, Techcombank, VietinBank, MB, VPBank, Agribank, BIDV, ACB,

HDBank va VIB. Pa s6 trong top 10 ngan hang c6 loi nhuan tét nay déu nam trong top

10 ngan hang c6 STMKH vé CLDV cao theo xép hang cua to chirc Bankquality Chau A.



105

4.2. Phan tich két qua do lwong su théa man khach hang vé chat lwong
dich vu ciia cac NHTM trén dia ban Ha Ngi

4.2.1. Thong ké md té mdu nghién ciru

Hé théng NH Viét Nam hién c6 49 NH trong d6 c¢6 35 NHTM Viét Nam (4
NHTM nha nuéc, 31 NHTM ¢6 phan), 2 NH chinh sach, 1 NH hop tac xa va 2 NH
lien doanh. Sé liéu tac gia st dung trong luin 4n duoc thu thap tir 10 NHTM dién
hinh trén dia ban TP Ha Noi gém: Big 4 (BIDV, Vietcombank, Vietinbank,
Agribank), TP, VP, MB, Techcombank, VIB bank, ACB diy déu la nhitng NH nam
trong Top ngan hang ban lé tot, NH uy tin, ting truong loi nhuan tét trong 5 nam
gan day dua trén dir liéu cong bd cua cac to chiic trong va ngoai nuéc, két qua
nghién ctu ciia nhém 10 NH ndy c6 thé 1a dit liéu tham khao cho cac NH khéc
chuan ddi sanh. Nghién ciu ndy khong tinh dén cac NHTM lién doanh, NHTM nuéc
ngoai tai Viét Nam do tinh khong dong nhat vé dic diém, co cau to chac hoat dong.
Céc chi s6 mo ta thdng k& mau nghién ciru dugc trinh bay trong Bang 4.2 dudi day:

Bang 4.2: Thong ké mé ta dic diém mau khao sat

Poi twgng khach hang phan chia theo Tan so Ty 18 %
nhan khau hoc

Tong sé 792 100
Gigi tinh 792 100
Nam 210 26,5
Nit 582 73,5
Nhom tudi 792 100
Tir 18 dén 23 tudi 256 32,3
Tur 24 dén 34 tudi 220 27,8
Tir 35 dén 45 tudi 138 17,4
Tir 46 dén 56 tudi 112 14,1
Trén 56 tudi 26 3,3
Thu nhdp binh quan theo thang 792 100
Duéi 5 triéu dong 256 32,3
Tur 5 dén 10 triéu dong 220 27,8
Tur 10 dén 18 triéu dong 138 17,4
Tur 18 dén 32 triéu dong 112 14,1
Tir 32 dén 52 triéu dong 26 3,3
Trén 52 triéu dong 40 5

Chi tiéu binh quan hang thang 792 100




106

Duéi 5 triéu dong 64 8,1
Tir 5 triéu dong dén dudi 10 triéu dong 210 26,5
Tir 10 tridu dong dén dudi 15 triéu dong 406 51,4
Tir 15 tridu dong dén 20 triéu dong 44 68,6
Tir 20 tridu dong dén 25 triéu dong 40 5,1
Tir 25 tridu dong tré Ién 28 35
Trinh dg hoc van 792 100
THPT tro xudng 22 2,8
Cao dang, trung cap 68 8,6
Dai hoc 578 73,0
Trén dai hoc 124 15,6

Nguon: két qua phan tich SPSS ciia NCS

Két qua khao sat Bang 4.2 cua mau khao sét cho thady KH Nix giéi chiém gan
% trong mau khao sat, cao gan gap ba lan vai Nam gioi. Piéu nay duoc giai thich
boi nir gidi ¢6 xu hudng sir dung da DV hon va cling c6 nhu cau sir dung DV mua
sam, thanh toan hon so voi nam gidi. V& nhém tudi caa mau duoc khao sat thi da sd
nam trong nhém tudi tré tir 18 dén 34 tudi, chiém dén gan ¥ tong mau khao sat. Vé
thu nhap thi chiém phan 16n mau khao sat 1a nhém KH cé thu nhap trung binh thap
v6i hon mét nira mau c¢d mac thu nhap hang thang tr 5 dén dudi 10 triéu
dong/thang. Cudi cling, vé trinh d6 hoc van cia nguoi tra 1oi chu yéu 1a nhém KH
c6 trinh d6 rat cao voi dai da s6 KH co trinh do trén dai hoc va trinh d6 dai hoc
chiém dén gan 90%. Tuy nhién véi cach ldy mau thuan tién qua Google form nén
tinh dai dién caa mau chua cao, ddy ciing 1a diém han ché caa luan an trong céch
ldy mau nghién ctu trong béi canh dich Covid 19.

4.2.2. Két qud kiém dinh mo hinh cac thanh phan cdu thanh sw théa man
chdt Iweng dich vu ngan hang cia cac ngan hang

4.2.2.1 Két qud ddnh gid dé pht hop ciia mé hinh do lwong

Dé danh gia mirc do phi hop ctiia mé hinh do lwong tac gia sir dung cac danh
gia sau:

— Danh gia d6 tin cay cua thang do

— Panh gia tinh gia tri hoi tu cua thang do

— Danh gi4 tinh phan biét cua thang do

Két qua tom tat caa hé sb tai trong mé hinh PLS-SEM duoc trinh bay trong
Bang 4.3 sau:
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Bang 4.3 Két qua tom tat cac hé soé tai trong mé hinh PLS-SEM

Do tin cdy tong | Phwong sai trich binh
hop (Composite quan (Average R?
reliability Variance Extract)

Bién quan Cronbach’s
sat alpha

REL1
REL2
REL3 0.823 0.876 0.586
REL4
REL5

*Po Tin

cdy

ACC1
ACC2
*Su Tiép ACC3

cin ACC4
ACC5
ACC6

0.629 0.767 0.592

ASS1
*Su Dam ASS2

bao ASS3
ASS4

0.689 0.765 0.535

TAN1
TAN2
TAN3 0.750 0.845 0.552
TAN4
TANS

*Tinh Hiru
hinh

EMP1
EMP2
EMP3 0.733 0.818 0.579
EMP4
EMPS

*Su Thau
cam

RES1
RES2
*Su Pap RES3

ung RES4
RES5
RES6

0.816 0.864 0.520

Su Thoa SAT1
man vé SAT2
CLDV téng

hop

0.672 0.769 0.531 0.557
SAT3

Cha thich*: Ky hiéu “*” = “STMKH "
Nguon: Két qua nghién cizu ciia NCS
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4.2.2.1.1. Panh gia dé tin cay Cua thang do

Nhu thé hién trong Bang 4.3 & trén, theo (Ha Nam Khanh Giao, BUi Nhat
Vuong, 2020) trong nghién ctu nay tac gia da st dung do tin cay tong hop
Composite Reliability két hop véi hé sb Cronbach Alpha khi phan tich do tin cay
nhat quan bén trong. Két qua tir Bang 4.3 cho thiy cac thanh phan ciu trac: Do Tin
cdy c6 do tin cay tong hop = 0,876, Su Tiép can = 0,767; Su Dam bao = 0,765; Tinh
Hitu hinh = 0.845; Sy Thau cam = 0.818; Su bép tng = 0.864; Su Thoa man =
0.769. Nhin chung diém tin cay tong hop cho mdi céu trdc Ién hon 0,7 diéu nay
chang minh rang thang do luong ca 8 cau tric nghién ctru déu co do tin cay nhat
quan bén trong tot.

4.2.2.1.2. Banh gia tinh gia tri hoi tu Cua thang do

Theo Fornell and Larcker (1981) cho rang gia tri ciia phuong sai trich trung
binh AVE nén duoc str dung dé danh gia tinh hop 1& hoi tu caa cac bién tiém an. Gia
tri hoi tu s& duoc xac nhan khi AVE cho mdi cdu tric cao hon 0,5 (Fornell, C., &
Larcker, D. F., 1981), nhin vao bang két qua 4.3 ¢ trén chidng ta c6 thé nhan thay
rang ca 7 cau trac Do tin cay, Su Tiép can, Sy Pam bao, Tinh Hiu hinh, Sy Thau
cam, Sy Dap tng va Su Thoa man cé gia tri AVE lan luot 12 0.586; 0.592; 0.535;
0.552; 0.579; 0.520; 0.531 — Nhur vay ca 7 gid tri nay déu cao hon 0,5. Chinh vi vay
mdi cau trac déu thé hién gia tri hoi tu tot.

4.2.2.1.3 Panh gia tinh phan biét cua thang do

Gia tri phan biét cho thay tinh duy nhat hozc tinh khac biét cia mot cau tric
khi so sanh véi céc cau tric khac trong md hinh. Theo (Ringle, C., et al , 2015) thi
dé xuat rang ca 2 tiéu chi cua Fornell and Larcker (1981) va phuong phap
Heterotrait Monotrait Ratio nén duoc st dung dé xac dinh tinh gia tri phan biét cua
céc bién tiém an. Theo khuyén nghi tir Fornell and Larcker (1981) tinh gia tri phan
biét cua cac bién tiém an duoc tim thdy khi cin bac 2 cia AVE cho mdi bién tiém
an cao hon cac gia tri twong quan khac trong s cac cau truc khac (Fornell, C., &
Larcker, D. F., 1981). Bang 4.4 lié¢t ké mo ta cac ti€u chi danh gia tinh phan biét cua
Fornell-Larcker Criterion.
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Bang 4.4: Tiéu chi danh gia tinh phan biét cua Fornell-Larcker Criterion

Tinh

Su

Sw

Su

Su

SUTIP | Hguw | Thiu | théa | Pap | Pam | 201N
can 5 . = . . cay
hinh cam man ung béo
*Sw Tiép cin 0.626
*Tinh Hiru hinh | 0.448 0.743
*Sw Thau cam 0.431 0.348 | 0.692
*Sw Théa man | 0.491 0.459 |0.547 |0.728
*Su Pap ing 0.463 0.483 |0.547 [0.637 |0.721
*Su Pam bio 0.060 0.067 |-0.015 |0.148 [0.065 |0.485
*P tin cly 0.501 0.428 |0.578 [0.654 |0.628 |0.081 |0.766

Cha thich*: Ky higu “*” = “STMKH”

Ngusn: Két qua nghién cizu ciia NCS

Co6 thé dé dang nhin thay két qua tir bang 4.4 gia tri phan biét cho 7 thanh
phan déu di dat duoc tinh phan biét boi vi cin bac 2 cua cac AVE (dudng chéo
chinh in ddm) cao hon so v&i twong quan ngoai duong chéo. Cu thé Ia:

Déi vai thanh phan Tinh Hitu hinh ¢6 can bac 2 ciia AVE 1a = 0.743 cao hon
SO V@i cac gia tri twuong quan trong cot cua no (0.348; 0,459; 0.483; 0.067; va 0,42)

va hang cua né (0,448); cac thanh phan khéc ciing c6 gia tri AVE thoa man.

Ngoai ra, theo Garson (2016) thi gié tri phan biét giira 2 bién lién quan dwoc

chang minh khi chi s Heterotrait-Monotrait Ratio (HTMT) < 1 (Garson, G.D.,

2016). Bén canh d6 thi theo (Henseler, J., et al , 2015) cho rang HTMT phai thip hon

0,9 Nhin vao Bang 4.5 bén dudi, két qua hé s6 HTMT caa mdi thanh phan déu c6 gia
tri thap hon 0,9. Do vay tiéu chi vé gia tri phan biét da duoc thiét 1ap cho HTMT.

Bang 4.5: Hé s6 Heterotrait-Monotrait Ratio (HTMT)

Sy | Tinh | Sw | o théa | Swddp | Sy dam | D Tin
Tiép Hiru Thau ~ i . "
A R . man ung bao cay
cian hinh cdm
*Su Tiép cin
*Tinh Hiru hinh | 0.622
*Sw Thiu cim 0.693 | 0.468
*Sw Théa man 0.808 0.677 0.787
*Su Pap ing 0.628 0.634 0.624 0.829
*Su Pam bao 0.304 0.242 0.16 0.277 0.197
*Po Tin cay 0.708 0.554 0.712 0.846 0.714 0.122

Cha thich*: Ky higu “*” = “STMKH”

Nguon: Két qua nghién cizu cia NCS
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T6m lai, tir cac két qua vé danh gia su tin cay cua thang do, tinh gia tri hoi tu
cua thang do va tinh gia trj phan biét cua thang do tac gia di dén két luan rang cac
thang do dugc sir dung trong md hinh nghién ctru da dat duoc su tin cay va tinh gia
tri rat tét. Do d6 ca 7 thang do nay déu s& duoc sir dung dé phan tich trong mé hinh
phuong trinh cAu tric.

4.2.2.1.4. Két qua kiem dinh md hinh cdu tric phirong trinh SEM

Sy pha hop cia md hinh ciu trdc chi dwgc kiém tra sau khi sy pha hop mé
hinh do ludng dugc chap nhan. M6 hinh ciu tric bao gdm cac ciu trac va miii tén
két ndi cau truc nay véi cau tric khac. Cac hé so tai cua cac cau trdc két noi duong
dan truc tiép 1a cac hé s6 hoi quy duoc tiéu chuan héa (Ha Nam Khanh Giao, Bui
Nhat Vuong, 2020). Thong thuong thi kiém dinh mé hinh cau trlc théng qua céc
tiéu chi nhu xem xét van dé da cong tuyén, hé sé duong dan ciu tric, hé sé R2, hé
s6 R2 diéu chinh va sy phu hop tong thé caa mé hinh cau tric. Phan mém Smart
PLS c6 thé tao gié tri P-value dé kiém tra y nghia cua ca md hinh bén trong va bén
ngoai bang cach st dung quy trinh goi 1a Bootstrapping. Trong quy trinh nay mét s6
lwgng 16n cac mau con dwgc ldy tr miu ban dau thay thé dé dua ra cac 13i tiéu
chuan bootstrap, tir d6 dua ra cac gia trj P-value dé kiém tra mac do quan trong cua
duong dan cau trac. Két qua bootstrap gan dung vai tinh chuan cua dir lidu (Ha
Nam Khanh Giao, Bui Nhat Vuong, 2020).

+ Kiém tra vin dé da cong tuyén qua hé sé VIF

Cac hé sé phong dai phuong sai (VIF — Variance Inflation Factor) cho mé
hinh ciu trac dugc phan mém Smart PLS in trong bang gia tri VIF bén trong va VIF
bén ngoai duoc hién thi bén dudi. Ung dung Smart PLS dwa ra thong ké VIF nhu
Bang 4.6 dudi day:

Bang 4.6: Gia tri VIF bén ngoai

Tiéu chi H¢ s6 phéng dai phwong sai (VIF)
ACC1 1.078
ACC2 1.372
ACC3 1.033
ACC4 1.344
ACC5 1.805
ACC6 1.926
ASS1 1.195
ASS2 1.771
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ASS3 1.728
ASS4 1.16
EMP1 1.292
EMP2 1.653
EMP3 1.33
EMP4 1.475
EMP5 1.392
REL1 1.805
REL?2 1.794
REL3 1.848
REL4 1.532
REL5 1.422
RES1 1.58
RES2 2.076
RES3 1.717
RES4 1.242
RES5 1.39
RES6 1.944
SAT1 1.138
SAT2 1.208
SAT3 1.182
TAN1 2.387
TAN2 2.04
TAN3 1.015
TAN4 1.58
TANS 2.663

Nguon: Két qua nghién cizu ciia NCS

Theo (Lowry, P. B., & Gaskin, J. , 2014) cé4c van dé vé da cong tuyén ton tai

giita bién ngoai sinh tuwong tng va bién noi sinh. Néu gia tri hé s6 VIF Ién hon 5
hoac nghich d4o cia né nho hon 0,2 thi ¢6 cac van dé vé da cong tuyén véi cac bién
tiém an. Nhin vao ca 2 Bang 4.6 md ta gia tri VIF bén ngoai va Bang 4.7 md ta gia
tri VIF bén trong, cho thay tat ca cac hé s6 VIF déu nam dudi ngudng 5 — Didu
nay ching minh dugc rang cac bién tiém an khdng xay ra hién tugng da cong tuyén.
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Bang 4.7: Gia tri VIF bén trong

STty | L SY | SwThéa | SuPap | SuPam | Dy Tin
A Hiru Thau ~ . - -
can - - man ung bao cay
hinh cim

*Sur tiép can 1.525
*Tinh Hiru hinh 1.441
*Swr Thau cam 1.688
*Su Théa man

*Su Pap ung 1.979
*Su Pam bao 1.016
*P§ tin cay 2.04

Ch thich*: Ky hiéu “*" = “STMKH"
Nguon: Két qua phan tich dir ligu ciia NCS

4 H¢ sé dwong dédn cdu trac

Viéc danh gia hé s6 dudng dan mé hinh cau tric ctia mé hinh dugc thuc hién
bang phuong phép bootstraping. Theo Hair Jr, Hult et al. (2016) bootstrapping la
mot ki thuat ldy mau lap lai d&é uéc tinh 13i tiéu chuan ma khong can chuyén tiép
c4c gia dinh phan phdi (Hair Jr, J. F., et al., 2016). Két qua caa bootstrap gan ding
Vi tinh chuan cua dir liéu. N6 dugc sir dung dé tinh toan tam quan trong cua thong
ké T lién quan dén céac hé s6 duong dan (Wong, K.K.K., 2013), & Bang 4.8 va Hinh

4.10 md ta két qua hé sé duong dan md hinh PLS — SEM.

mn mom mom
o R R R IR 1R
AR PR

mEL RELZ

mELS

Hinh 4.10: Két qua PLS-SEM cho md hinh céu truc
Nguon: Két quda nghién cizu cia NCS
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Bang 4.8: Két qua hé sé6 dwong dan mé hinh ciu tric SEM

cs)glrgllglzl Sample g?/r;:te; gg T Statistics P

() Mean (M) (STDEV) (|O/STDEV]) | Values
STMKH vé Su Tiép cin 0.104 0.105 0.033 3.132 0.002
STMKH vé Tinh Hiru hinh 0.097 0.097 0.031 3.131 0.002
STMKH vé Su Thau cam 0.153 0.153 0.033 4,572 0.000
STMKH vé Su Pap ing 0.265 0.267 0.031 8.523 0.000
STMKH vé Sy Pam bao 0.096 0.085 0.049 1.947 0.042
STMKH vé P Tin ciy 0.298 0.298 0.041 7.202 0.000

Nguon: Két qua nghién cizu ciza NCS

Két qua tir Bang 4.8 & trén cho thay céc gié tri quan trong déi véi cac hé sb
duong dan duoc xac dinh tir qué trinh bootstrapping. Ca 6 gia thuyét va méi lién hé
trong mo hinh phuong trinh cau tric:

Do véi gia thuyét H1: Két qua tir Bang 4.8 da chi ra rang Po Tin cay co tac
dong thuan chiéu dén STMKH véi CLDV ngan hang vai trong sé hoi quy 1a 0.298
va P-value rat bé (0,000), do vay gia thuyét H1 da dugc chap nhan

Poi véi gia thuyét H2: Két qua tir Bang 4.8 da chi ra rang Su Tiép can co tac
dong cung chiéu dén STMKH véi CLDV ngan hang vai trong sé hoi quy 1a 0.104
va P-value rat bé (0,002), do vay gia thuyét H2 di duoc chap nhan

Péi véi gia thuyet H3: Két qua tir Bang 4.8 da chi ra rang Su Pam bao c6 tac
dong tich cuc dén STMKH véi CLDV ngan hang véi trong s6 hoi quy 1a 0.096 va
P-value bé (0,042 < 0.05), do vay gia thuyét H3 da duoc chap nhan.

Paéi véi gia thuyét H4: Két qua tir Bang 4.8 di chi ra rang Tinh Hitu hinh c6
tac dong tich cuc dén STMKH véi CLDV ngan hang véi trong s hdi quy 1a 0.097
va P-value rat bé (0,002), do vay gia thuyét H4 da duoc chap nhan.

Péi véi gia thuyét H5: Két qua tir Bang 4.8 da chi ra rang Sy Thau cam c6
tac dong tich cuc dén STMKH véi CLDV ngan hang véi trong s hoi quy 1a 0.153
va P-value rat bé (0,000), do vay gia thuyét H5 da dugc chap nhan

Déi Véi gia thuyét H6: Két qua tir Bang 4.8 da chi ra rang Su Dap tng co tac
dong tich cuc dén CLDV ngan hang vai trong sé hoi quy 1a 0.265 va P-value rat bé
(0,000), do vay gia thuyét H6 da duoc chap nhan
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Tir két qua Bang 4.8 trén, NCS xac dinh dugc phuong trinh hdi quy do luong

Sy thoa mén KH vé CLDV dbi véi cac yéu té nhu sau:
SAT =0.298 REL + 0.265 RES + 0.153 EMP + 0.104 ACC + 0.097 TAN + 0.096 ASS

Két qua cung cap cho thiy hé sé anh huéng cua cac yéu té cau thanh dén
STMKH véi CLDV ngén hang véi mac d6 anh hudéng khac nhau trong dé thi D6
Tin cay c6 anh huéng manh nhét vai hé sé 0.298, tiép dén 1a Sy Dép tng véi hé sd
0.265; rdi dén Sy Thau cam véi hé sb 0.153, sau d6 1a Su Tiép can véi trong sé 1a
0.104 va thap nhat 1a Tinh Hitu hinh va Sy Bam bao véi hé sé hdi quy lan luot 12
0.097 va 0.096. Piéu nay cho thdy Do Tin cdy, Su Pap ung dugc xem xét va coi
trong hon ca so v4i cac yéu td khac khi KH st dung DV ngan hang. Két qua nay
cling hoan toan tuwong thich véi xép hang mirc d6 quan trong ciia cac thanh phan do
ludong STMKH vé CLDV ctia cdc ngan hang dugc tién hanh nghién ciru dinh tinh
1/2024 (Phu luc 4).

4.2.2.1.5 Két qua kiém dinh sy khdc biét trung binh tong thé

Nham xem khéc su khéc biét cua cac yéu to nhan khau hoc gom: giéi tinh,
d6 tudi, nghé nghiép, trinh do hoc van déi véi STMKH vé CLDV cua NHTM. NCS
cling di tién hanh phan tich kiém dinh. Két qua nhu sau:

g *Po Tin Cay

z .

S0 N

0z *Suy Dam bao Sw théa man

<2 khach hang vé
< x 2

59 | *Subapung tong Ehe C;LDV

Io 4 ngan hang

-

£S | *Tinh hiwu hinh x

zg |

<z - T

i S | *Su Thiu cam Gidi tinh

Q- =7 Tudi

= - [\IgheAnghlcp;

2 *Su Tiép can Trinh d6 hoc van

Cha thich*: Ky higu “*” = “STMKH”
+ Kiém dinh T-test khac biét cia 2 nhém nam va nir
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Dé so sanh 2 tri trung binh cua 2 nhém tong thé riéng biét ta thuc hién phép

kiém dinh gia thuyét vé su bing nhau cua 2 trung binh tong thé dwa trén 2 miu doc
lap rat tir 2 tong thé nay.

Mot s gia dinh quan trong di véi phép kiém dinh T - test

+ Mau duoc lay ngau nhién va doc lap

+ Tong thé c6 phan phéi binh thuong

+ Phuong sai tong thé 1a cai ta khdng biét

+ Kich c& mau cua 2 miu déu > 30

Gia thuyét Ho: 1 = 2 twong duong p1 - Pz = 0

Gia thuyét Hi: a1 # p2 twong duong p - Pz # 0

Trong do:

H1, M2 1an luot 12 sy thoa médn vé CLDV cua NH cua téng thé nam va nix
Két qua kiém tra mau doc lap dugc mo ta trong Bang 4.9.

Dua vao két qua cua bang Independent samples test cho thay véi kiém dinh

Levene vé su bang nhau ciia phuong sai thi gia tri Sig trong kiém dinh Levene = 0,383
> 0,05 = Phuong sai gitra 2 nhom KH nam gigi va KH nit gigi la khdng khac nhau,
NCS sir dung két qua kiém dinh t & phan Equal variances assumed

Gia tri Sig trong kiém dinh t bang 0,922 > 0,05 = C6 thé két luan rang chua c6

su khé&c biét co y nghia vé tri trung binh sy thoa mén gitta 2 nhém nam va nhom nit.

Bang 4.9: Kiém tra mau dac lap (Independent Samples Test)

Levene's Test

STM

for Equality of t-test for Equality of Means
Variances
95% Confidence
= Sig. | t Jf Sig. (2-| Mean Std. Error Inte_rval of the
' tailed) | Difference | Difference Difference
Lower | Upper
Equal
variances | ,762 | ,383 0_98 790 | ,922 | -,00500 ,05121 | -,10551 | ,09552
assumed ’
Equal
variances 0;;8575,132 ,922 | -,00500 ,05089 | -,10495 | ,09495
not assumed '

gitp

Nguon: Két qua phan tich dit liéu ciia NCS

Phan tich phwong sai
Phén tich phuong sai 1a sy mé rong cua kiém dinh t, vi phuong phap nay
ta so sanh tri trung binh cta 3 nhom tré 1én. K¥ thuat phan tich phuong sai

duge dung dé kiém dinh gia thuyét cac tong thé nhom (tong thé bo phan) co tri
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trung binh bang nhau. K thuat nay dua trén co so tinh toan mie do bién thién trong
noi bo cac nhom va bién thién giita cac trung binh nhém. Dya trén 2 udc luong nay
cua mirc do bién thién ta c6 thé rat ra két luan vé muc do khéc nhau gitta cac trung
binh nhom.

M@t sé gia dinh sau d6i véi phan tich one way ANOVA:

+ Cac nhom so sanh phai doc lap va dugc chon mét cach ngau nhién

+ Cé&c nhom so sanh phai c6 phan phdi chuan hoic ¢& mau phai da lén dé
duoc xem tiém can phan phéi chuan

+ Phuong sai ctia c&c nhom so sanh phai dong nhat

Gia thuyét Ho: Khong c6 su khéc biét giira cac nhom KH theo do tudi

Gia thuyét Hy: C6 su khéc biét gitta cac nhom KH theo dd tudi

e Mot cach tong quat, gia st tir 1 bién phan loai ta chia tong thé mau thanh k
nhém doc 1ap gom Ny, Ny, ..., nk quan sat twong Gng trong ting nhom, n 1a sé quan
st cua téng thé mau.

e Taky hiéu:

+ Xij: gia tri cua bién dinh luong dang nghién cuu tai quan sat thir j thudc
nhém |

+ X1, Xg, .... X la trung binh nhém va u,, u,,..., ux 1a cac trung binh thuc
cua c4c tong thé nhom ma tir d6 ta rat ra dwoc cAC mau tuong Gng

+ % la trung binh chung cta tat ca cac nhom theo bién dinh luong dang
nghién ctru tac trung binh tinh chung cho mau khdng phan tach thanh nhém

Gia thuyét Ho can kiém dinh 1a trung binh thuc (trung binh téng thé) cua k
nhoém nay bang nhau

Hol s =y =...= 1y,

Ta c6 thé tinh toan dai luong kiém dinh trong cac Bang 4.10 dén Bang 4.21
duéi day:

+ Kiém dinh sw khéc biét trung binh mdu gi@a cac nhém khéach hang

theo dp tuoi
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Bang 4.10: Kiém tra tinh ddng nhat cia phwong sai
Test of Homogeneity of Variances
STM

Levene Statistic dfl df2 Sig.
,810 4 787 ,519

Nguon: Két qud phan tich dir liéu cia NCS
Kiém tra sy dong nhat vé phuong sai két qua nhu Bang 4.10, véi mac y
nghia 0,519 > 0,05 c6 thé n6i rang PHUONG SAI cua KH giita 5 nhém tudi cua
KH khdng khac nhau mét cach co ¥ nghia théng ké. Nhu vay két qua phan tich
ANOVA c6 thé str dung tét.
Két qua Bang 4.11 dudi day trinh bay két qua phan tich ANOVA. Véi mac y
nghia quan sat Sig = 0,514 > 0,05 véi do tin cay caa phép kiém dinh 95% (muc y
nghia = 0,05) thi ¢ thé ndi khdng co6 su khac biét c6 ¥ nghia théng ké vé STMKH
vé CLDV tai NH.

Bang 4.11: ANOVA

ST™M

Sum of Squares df Mean Square F Sig.
Between Groups 1,546 4 ,386 ,818 ,514
Within Groups 371,564 787 472
Total 373,110 791

Nguon: Két qua phan tich dit liéu ciia NCS
+ Kiém dinh sw khéc bigt trung binh mdu gi#a cac nhom thu nhdp
hang thang
Kiém dinh vé sy thuan nhit cua phuong sai giita 4 nhom thu nhap véi tiéu
chuan kiém dinh dugc xay dung nhu sau:
Ho: Phuong sai giita cac nhom 1a thuan nhat (khéng khac nhau)
Hi: Phuong sai giita cAc nhom 1a khac biét nhau (khdng thuan nhat)
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Bang 4.12: Kiém tra tinh ddng nhat ciia phwong sai
STM

Levene Statistic dfl df2 Sig.
412 3 788 744

Nguon: Két qua phan tich dit liéu ciia NCS

Két qua kiém dinh thong ké Levene & Bang 4.12 cho thay rang gia dinh téng

thé cd phan phdi chuan véi phuong sai bang nhau da dwoc dap ung (Sig = 0,744 >

0,05 > Chap nhan gia thuyét Ho) nhu vay phuong sai giita cdc nhém thu nhap la

thuan nhat. Pay 1a diéu kién can dé dé tai luan an thuc hién tiép kiém dinh ANOVA
Bang 4.13: ANOVA.

ST™M
Sum of .
Squares df Mean Square F Sig.
Between Groups ,520 3 173 ,366 JAT7
Within Groups 372,590 788 473
Total 373,110 791

Nguoén: Két qua phan tich dit liéu ciia NCS

Kiém dinh ANOVA gitta cAc nhom sir dung thdng ké F & Bang 4.13 cho két
qua mic y nghia quan sat Sig = 0,777 voi do tin cay cua phép kiém dinh 95% (mic
¥ nghia = 0,05) thi c6 thé n6i rang khong c6 su khac biét c6 y nghia théng ké &
khoang tin cay 95% vé nhom thu nhap hang thang cua KH khi ho st dung DV tai
NH.

& Kiém dinh sw khac bigt trung binh mdu giia cac nhém chi tiéu

Kiém dinh vé su thuan nhit cua phuong sai giita 4 nhom chi tiéu vai tiéu
chuan kiém dinh duoc xay dung nhu sau:

—  Ho: Phuong sai gitra c4c nhom 1 thuan nhat (khong khéac nhau)

—  Hi: Phuong sai giira cac nhom 1a khac biét nhau (khéng thuan nhat)

Bang 4.14: Kiém tra tinh ddng nhat ciia phwong sai
STM

Levene Statistic dfl df2 Sig.
1,042 3 788 373

Nguon: Két qua phan tich dit liéu ciia NCS
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Két qua kiém dinh thdng ké Levene & Bang 4.14 cho thay ring gia dinh téng
thé ¢ phan phdi chuan véi phuong sai bang nhau da dwoc dap ung (Sig = 0,373 >
0,05 > Chip nhan gia thuyét Ho) nhu vdy phuong sai giita cac nhom chi tiéu 1a
thuan nhat. Day 1a diéu kién can dé dé tai luan &n thuc hién tiép kiém dinh ANOVA

Bang 4.15: ANOVA

STM
Sum of df |Mean Square F Sig.
Squares
Between Groups 1,498 3 ,499 1,059 ,366
\Within Groups 371,612 788 AT2
Total 373,110 791

Nguon: Két qua phan tich dit liéu ciia NCS

Kiém dinh ANOVA giita c&c nhdm st dung théng ké F ¢ Bang 4.15 cho két
qua mirc ¥ nghia quan sat Sig = 0,366 > 0,05 véi do tin cay caa phép kiém dinh
95% (mirc y nghia = 0,05) thi c6 thé noi rang khong cd sy khac biét c6 ¥ nghia
théng ké & khoang tin cay 95% vé nhém chi tiéu hang thang caa KH khi ho st dung
DV tai ngan hang.

+ Kiém dinh sw khéac biét trung binh mdu gi#a cac nhém cong
viéc/nghé nghiép

Kiém dinh vé su thuan nhat cia phuong sai giita 7 nhém nghé nghiép voi
tiéu chuan kiém dinh duoc xay dung nhu sau:

— Ho: Phuong sai giira cac nhom 1a thuan nhat (khéng khac nhau)

— Hi: Phuong sai giita cac nhom 1a khac biét nhau (khéng thuan nhat)

Bang 4.16: Kiém tra tinh ddng nhat cia phwong sai
SMT

Levene Statistic dfl df2 Sig.
1,058 6 785 ,387

Nguon: Két qua phan tich dit liéu ciia NCS

Két qua kiém dinh thong ké Levene ¢ Bang 4.16 cho thay rang gia dinh téng

thé c6 phan phéi chuan véi phuong sai bang nhau da dugc dap tng (Sig = 0,387 >
0,05 = Chép nhan gia thuyét Ho) nhu viy phuong sai giita c&c nhom nghé nghiép
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la thuan nhat. Pay 1a diéu kién can dé dé tai luan an thuc hién tiép kiém dinh
ANOVA
Bang 4.17: ANOVA

STM

Sum of Squares df Mean Square F Sig.
|Between Groups 3,908 6 ,651 1,385 ,218
\Within Groups 369,202 785 470
Total 373,110 791

Nguon: Két qua phan tich dit liéu ciia NCS

Kiém dinh ANOVA giira cAc nhom sir dung thong ké F cho két qua muc y
nghia quan sat Sig = 0,218 > 0,05 véi do tin cay caa phép kiém dinh 95% (muc y
nghia = 0,05) nhu Bang 4.17 trén thi c6 thé néi rang khong cé su khac biét cd y
nghia thong ké ¢ khoang tin cay 95% vé nhom nghé nghiép ciaa KH khi ho sir dung
DV tai NH.

+ Kiém dinh sw khac biét trung binh mdu gii#a cdc nhém trinh dé hoc van
cua khach hang

Kiém dinh vé su thuan nhit cia phuong sai gitra 4 nhém hoc van cua KH voi
tiéu chuan kiém dinh duoc xay dung nhu sau:

— Ho: Phuong sai gitra cac nhom 1a thuan nhat (khong khéac nhau)

— Hi: Phuong sai giita cac nhom 1a khac biét nhau (khéng thuan nhat)

Bang 4.18: Kiém tra tinh ddng nhat cia phwong sai
STM

Levene Statistic dfl df2 Sig.
,456 3 788 713

Nguon: Két qud phan tich dit liéu ciia NCS

Két qua kiém dinh thong ké Levene ¢ Bang 4.18 cho thay rang gia dinh tong

thé c6 phan phéi chuan véi phuong sai bang nhau da dugc dap tng (Sig = 0,713 >

0,05 = Chap nhan gia thuyét Ho) nhu vy phuong sai giita c&c nhdm hoc van cua

KH 14 thuan nhat. Pay 1a diéu kién can dé dé tai luan an thuc hién tiép kiém dinh
ANOVA.
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Bang 4.19: ANOVA

STM
Sum of df Mean Square F Sig.
Squares
Between Groups ,545 3 ,182 ,384 , 764
Within Groups 372,565 788 473
Total 373,110 791

Nguon: Két qua phan tich dit liéu ciia NCS

Kiém dinh ANOVA giira cdc nhém sir dung thng ké F ¢ Bang 4.9 cho két
qua mirc ¥ nghia quan sat Sig = 0,764 > 0,05 véi do tin cdy cua phép kiém dinh
95% (mirc y nghia = 0,05) thi ¢6 thé noi rang khéng cé sy khac biét c6 ¥ nghia
théng ké & khoang tin cay 95% vé nhom trinh do hoc van caa KH khi ho sir dung
DV tai ngan hang.

4.2.3. Két qud do Iwong sw théa man khach hang vé chdt lweng dich vu
cua cac ngan hang thwong mai trén dia ban Ha Ngi

Sau khi mé hinh dugc kiém dinh d¢ tin cay, két qua théng ké mé ta Sy thoa
man KH vé CLDV cua cac NHTM trén dija ban thanh phé Ha Noi dugc tong hop
Phu luc 8, 9, 14 va phan tich dudi day:

4.2.3.1. Sur théa man khach hang vé B4 Tin cdy

Két qua nghién ctu cho thay Do Tin cdy c6 anh huong cung chiéu dén
STMKH ¢ d6 tin cay 95% (B= 0.298 > 0, Sig. = 0.000 < 0.05). No6i cach khac, néu
muc Do Tin cay cua CLDV ting 1én 1 don vi thi STMKH vé CLDV ngan hang sé&
tang 1én twong tmg 0.298 don vi, trong diéu kién cac yéu tb khac khong doi. Pay 1a
thanh phan c6 anh huong manh nhat dén STMKH khi st dung dich vu NH, tuy
nhién két qua khao sat cho thiy day 1a thanh phan c6 mac diém thap nhat trong 6
thanh phan do luong. Bang 4.20 thong ké mo ta diém danh gia Do Tin cay.

Bang 4.20: Thong ké md ta do lwong STMKH ddi véi P Tin cay

Yéu to Ki hiéu bién quan sat Mirc @9 cam nhan
REL1 3.66
REL2 2.80
N REL3 3.23
STMKH vé D¢ tin cay RELZ 3.03
RELS5 3.45
TBC 3.23

Nguon: Két qua nghién cizu cia NCS
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Két qua thdng ké md ta va biéu do cho thiy khia canh B¢ Tin cay véi 5 tiéu
chi do luong diém trung binh chung (TBC) la 3.23. Dya trén két qua diém danh gia
va két qua phong van KH cho thay vaéi tiéu chuan danh gia Do Tin cdy, cac NH dan
dau voi mirc diém cao 1a: Techcombank, MBbank, ACB, VPbank véi s6 diém lan
luot la 3.45, 3.43, 3.41, 3.31.

Trong d6 c6 2 tiéu chi & mirc diém CLDV cam nhan kha cao 1a: (REL1) Ngan
hang cung cap DV dang nhu cong bd, khi gap vuéng mic vé DV, (REL5) Cung cip
hd so cac giao dich day du, chinh xac véi sé diém 1a 3.66, 3.45. Thanh phan “bo
Tin cay” thi tiéu chi REL1 dugc xem la tiéu chi xép tht hang quan trong nhat.
Khach hang danh gia cao nhéom NHTM: ACB, MBbank, Techcombank, VVPbank
V6i s6 diém cao hon nhém NH con lai. Vi RELS5 la tiéu chi xép tha hang quan
trong thtr 5 nhung ciing dat duoc s6 diém kha cao véi cac NH: Techcombank,
Mbbank, ACB, Vietinbank, Vietcombank., Bac biét KH rat hai 16ng véi cong tac
luu trit va chia sé thdng tin ho so giao dich NH Techcombank, bén canh hé so KH
duoc tiép can tai quay cac KH khi giao dich chuyén khoan cia Techcombank (ddy
1a tinh ning duoc KH sir dung thudng xuyén nhat hién nay khi khao sat cac
NHTM), App tng dung caa Techcombank c6 thé chia sé thdng tin véi thoi han Tuu
trir 18n dén 1 nam ké tir khi giao dich, cac hd so qua thoi gian trén cd thé dén quay
hodc goi dén téng dai mién phi cudc 1800588822 dé xac thuc thong tin ca nhan va
nhan hd so qua email rat nhanh chong va day da ma khdng can ra quay giao dich,
didu nay tiét kiém danh ké thoi gian cho KH, trong khi d6 hé théng luu trir chia sé
hd so dién tir cia cac NH khac chi méi luu trit duoc trén App tir 30 ngay dén 3
thang va cac hd so giao dich cii hon thi phai ra quay giao dich méi thuc hién duoc.

Vi tiu chi: (REL2) Khi gap vuéng mac vé DV, ngan hang lubn chiing to
mdi quan tdm thuc su muén giai quyét giup KH va (REL4) thoi gian cung cap DV
dung thoi gian cdng bd chua thuc su tao duoc STMKH cao véi s6 diém trung binh
chi lan luot 14 2.8 va 3.03. Biac biét két qua phong van (Phu luc 10) chi tieu REL2
dugc cho ¢6 tam quan trong thtr 2, tuy nhién lai c6 s6 diém thap nhat, KH khong
danh gi4 cao su quan tdm khi gap céac su cb xay ra trong giao dich can hd trg cua
nhém NH: DongAbank, Agribank, Vietcombank, Vietinbank, VPbank, BIDV, cong
tdc xu ly caa nhom NH nay KH phan anh la kém nhiét tinh hon cac NH: ACB,
MBbank, Techcombank. Pay 1a nhitng yéu t6 ma cac nha quan trj dich vu NH can
luu y tap trung cai thién va nang cao STMKH cua CLDV trong thoi gian toi. CLDV
cam nhan vé duoc thé hién trong do thi mang Hinh 4.11 duéi day:
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e Ki vong

e C3m nhan

Hinh 4.11: Sw théa man khéach hang vé P Tin cay

4.2.3.2. Sir théa man khach hang vé Su Pap ing

Két qua ude lugng mo hinh ciu tric phuong trinh cho thdy Su Pap ung DV
c6 anh huoéng cung chiéu va tich cuc dén STMKH & khoang tin cay 95% (p=
0.268 > 0, Sig. = 0.000 < 0.05). C6 nghia, néu mirc 46 Pap tng DV cua NH ting
1én 1 don vi thi STMKH s& tang 1én 0.268 don vi, trong diéu kién cac yéu to khac
khong d6i. Pay 1a yéu té anh huong dang ké thir hai dén STMKH khi st dung dich
vu NH. Két qua do luong STMKH vé Su Pép tng caa CLDV ¢6 diém TBC xép
thir tu trong 6 thanh phan do luong, dugc thé hién trong Bang 4.21 va Hinh 4.11.

Bang 4.21: Thong ké mo ta do lwong STMKH déi véi Sw Pap ng

Yéu to Ki hiéu bién quan sat Mirc @6 cam nhan
RES1 3.71
RES2 3.50
Su Dap ung RES3 3.39
RES4 3.01
RES5 3.08
RES6 3.33
TBC 3.34

Nguon: Két qua nghién cizu cia NCS

Két qua thong ké mo ta Bang 4.21 va Hinh 4.12 cho thay khia canh Sy Dap

g Vi 6 tiéu chi do luong diém trung binh chung (TBC) vé CL cam nhan la 3.34.
Nhom dan dau Thanh phan diém nay gom: Techcombank, MBbank, ACB. Trong d6
cd 2 tiéu chi & mac diém CLDV cam nhan kha cao la: (RES1) Thong bao cho KH



124

thoi diém DV s& duoc thuc hién va tiéu chi (RES2) Nhan vién cung cap DV, hd tro,
giai dap nhanh chong, (RES3) Nhan vién sin 10ng gitp d6, giai quyét khi KH yéu
cau (24/7) vai sé diém lan luot 1a 3.71, 3.5, 3.39. Két qua qua phong van cho thay 3
NH trén c6 hé théng phan loai KH hiéu qua dé giam thoi gian chd doi, voi nhitng
thoi ky cao diém dong KH céc bd phan khac co thé duge didu dong ting cuong dé
xir [y DV nhanh nhat. Ngoai ra tai quay giao dich cac NH nay c6 hé théng dé phan
anh ngay 1ap tirc sau mdi lan giao dich néu khéng thoa mén (Techcombank cd hé
théng binh chon ngay sau mdi giao dich tai quay, ACB c6 ma QR dan link binh
chon va hotline 1anh dao phan anh). Tiéu chi (RES 3) Su bap trng cta nhan vién
vién sin long giap d&, giai quyét khi KH yéu cau (24/7) cho thiy cac NH
Techcombank, MBbank, ACB, Vietinbank, BIDV, Sacombank dugc danh gia cao,
trong d6 ngan hang Techcombank va Sacombank nhan vién san sang ho trg 24/7
v6i duong day hotline 1800 dé KH goi mién phi. Trong khi cac NH con lai st dung
Hotline ma 1900 c6 tinh phi goi dén (Vietinbank c6 bo sung hotline 1800 nhung chi
danh cho KH nhém wu tién), diéu nay cling gay it nhiéu su bat tién cho KH khi phét
sinh chi phi.

Tuy nhién tiéu chi: (RES4) Khi giao dich chua duge xur Iy NH cung cép céc
phan hoéi nhanh va (RES5) Khi c6 céc van d¢, su ¢6, NH cung cip giai phap thoa
dang con chua thuc sy tao duoc sy théa man cao ddi voi KH véi diém trung binh
chi dao dong trung quanh muc 3 diém lan luot 12 3.01 va 3.08. Két qua phong vén
KH mong mudn trong thoi gian téi cac NH DongAbank, Agribank, VVPbank, BIDV
nhan vién cung cip DV gia ting toc do giai dap nhanh chong (RES2) va cac NH
DongAbank, Agribank, Sacombank, BIDV, Vietcombank, Vietinbank, VPbank can
tang cudng hon nita trong cong tac ngin ngira C4c su ¢b ciing nhu cung cip C4c giai
phép thoa dang giai quyét cac su cb DV, dic biét trong bdi canh DV truc tuyén ngay
cang dugc KH st dung thi vin dé cung cap cac giai phap dam nao an ninh bao mat va
ngin ngira Cac sy ¢6 bi tn cdng boi hra dao qua mang, ma doc, link la... can duoc
thdng béo rong rai dén KH khi st dung DV tranh tinh trang mét sé su viéc dang tiéc

trong thoi gian qua.
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= Ki vong

e Cam nhan

Hinh 4.12: Sy théa man khach hang vé Sw Pap wng

4.2.3.3 Sy théa man khach hang vé Sy Thau cam

Két qua uéc lugng md hinh ciu trac phuong trinh cho thdy Sy Thau cam DV
6 anh huong cling chiéu va tich cuc dén STMKH & khoang tin cay 95% (B= 0.153
> 0, Sig. = 0.000 < 0.05). Cé nghia, néu mtc d6 Su Thau cam DV cia NH ting 1én
1 don vi thi STMKH s& ting 1én 0.153 don vi, trong diéu kién céc yéu té khac
khong d6i. Pay 1a yéu td anh huong dang ké thtr ba dén STMKH khi st dung dich
vu NH. Két qua do luong thé hién thanh nay c6 diém TBC xép hang tha 3 trong 6
thanh phan, duoc thé hién trong Bang 4.22 va Hinh 4.12 dudi day:

Bang 4.22: Thong ké mo ta do hwong STMKH d6i véi Sw Thau cam

Yéu to Ki hi¢u bién quan sat Mite d6 cam nhan
Su Thau cam EMP1 3.36
EMP2 3.51
EMP3 3.80
EMP4 3.28
EMP5 3.47
TBC 3.48

Nguon: Két qua nghién cizu ciia NCS

Két qua thong ké mo ta Bang 4.22 va Hinh 4.13 cho thay khia canh Su Thau

Cam Véi 5 tiéu chi do ludng diém trung binh chung (TBC) vé CL cam nhan la 3.48.

Dan dau diém vé thanh phan nay van la cic NH: ACB, MBbank, Techcombank.

Trong d6 co tiéu chi (EMP3) Ngan hang 1ay lgi ich cua KH 1a diéu tam niém cua

phuc véi mirc diém TBC cao nhat 1a 3.8, din dau vuot troi diém EMP3 1a cac NH:
ACB, MBbank, Techcombank va VVPbhank.
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Céc tiéu thic con lai cua Sy Thau cam gom: (EMP5) Nhan vién ngan hang
biét quan tam dén KH, (EMP2) Ngan hang lam viéc vao nhitng gio thuan tién cho
KH, (EMP1) NH thé hién sy quan tdm dén ca nhan KH véi sé diém lan luot 12 3.51,
3.47, 3.36.

Tuy nhién tiéu chi: (EMP4) Nhan vién ngan hang hiéu dugc nhitng nhu cau
cuia KH con chua thuc su tao duoc STMKH cao véi diém TBC thap nhét trong 5 tiéu
chi do luong véi 3.28 diém, diéu ndy cho thay viéc nhan vién caa cac NHTM can cai
thién hon nita dé thiu hiéu nhu cau KH, nham c6 thé dap ung mét cach tdt nhat, vi
day 1a tiéu chi c6 tam quan trong tha 2 trong thanh phan nay. Pay 1a nhitng thanh
phan/ tiéu chi ma cac nha quan tri dich vu NH can luu y tap trung cai thién va nang
cao STMKH cua CLDV ngan hang trong thoi gian téi.

e Ki vong

e Cam nhan

Hinh 4.13: Sw théa man khach hang vé Sw Thau cam

Két qua phong van KH danh gia cao tiéu chi Su Thau cam vai cac NH:
MBbank, Techcombank, ACB, VPbank, KH cam nhan r6 dwoc quan tdm, cham
so¢ chu ddo hon khi str dung DV tai cAc NH nay. Bac biét vai tiéu chi cé mic d6
quan trong nhat EMP5, néu nhu Techcombank, duoc KH dénh gia cao su dung
muc, chuyén nghiép, dé chiu cua nhan vién thi MBank, ACB, VPbank Sacombank
KH cam nhan sy than thién, nhiét tinh va hd tro cao khi tiép xuc doi ngti nhan vién
DV. Pic biét véi quy thoi gian ban ron cia KH trong xu thé hién nay, Tiéu chi
(EMP2) NH lam viéc vao nhitng gid thuan tién rat duwgc KH quan tam khi sir dung
DV, cac NH Techcombank, MBbank, ACB, VPbank, Sacombank déu tdng cuong
phuc vu DV thém cho KH ngoai gio hanh chinh nhu (gio nghi trua, gio chiéu va
sang thtr 7) d6i vai tat ca cac diém giao dich toan hé théng. Trong khi cac NH con
lai cha yéu lam viéc vao gio hanh chinh va sang tha 7 chi ¢ mét vai chi nhanh
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trong toan hé théng phuc vu DV tryc tiép vao thoi gian ndy, gay ra mot sé kho
khan cho KH khi st dung DV

4.2.3.4 Sy théa man khach hang vé Su Tiép cdn

Két qua u6c lugng mo hinh ciu trac phuong trinh cho thay Sy Tiép can DV
6 anh huong cling chiéu va tich cuc ¢én STMKH & khoang tin cay 95% (B= 0.104
> 0, Sig. = 0.000 < 0.05). C6 nghia, néu mic do Sy Tiép can DV cua NH ting 1én 1
don vi thi STMKH s& tang 1én 0.104 don vi, trong diéu kién céc thanh phan khac
khong d6i. Miac du 1a thanh phan cé tam quan trong anh huéng tha tu dén STMKH
khi str dung DV NH nhung két qua do luong diém cua thanh phan nay kha cao, xép
vi tri tht 2 trong 6 thanh phan do ludong, STMKH véi thanh phan/tiéu chi “Sy Tiép
can” dugc mo ta trong Bang 4.23 va Hinh 4.13 dudi day:

Bang 4.23: Thong ké md ta do lwong STMKH d6i véi Sw Tiép can

Thanh phan Ki hiéu bién quan sat Mire @9 cam nhan
ACCl1 3.70
ACC2 3.28
ACC3 4.14
Su Tiép can ACC4 3.92
ACC5 3.36
ACC6 3.47
TBC 3.65

, , Nguon: Két qua nghién cizu ciia NCS
Két qua thong ké md ta Bang 4.23 va Hinh 4.14 cho thay khia canh Sy

Tiép can voi 6 tiéu chi do luong diém TBC vé CLDV cam nhan 1a 3.65 muc
diém kha cao.

Trong d6 tiéu chi: (ACC3) Ngan hang cung cip da dang cac DV (chuyén
tién, thanh toan hoa don, mua sam, DV thé, QR...) phu hop véi nhu cau cia KH
véi mac cao nhat 12 4.14 diém. Két qua phong van KH cho thay trong nhiing nam
qua cuing vai sy phat trién, lién két kinh doanh gitra NH va cac don vi khéac (kinh
doanh, mua sam, truong hoc, don vi thanh toan trung gian....) da 1am phong phu
hon cac dich vu NH cung cép tién lgi cho KH. Tiéu thtc con lai gdm (ACC2) KH
dé dang tiép can cac thiét bi cung cap dich vu NH (ATM, robot, e banking...) va
(ACC4) Téc do xtr ly céc giao dich nhanh chéng véi sé diém lan luot 14 3.92, 3.7
diém, day ciing 1a nhitng tiéu thac véi CLDV cam nhan khé cao, cho thay thoi
gian qua véi su chuyén d6i s6 cia hé théng NH, dau tu trang thiét bi hién dai va
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rong khip lam gia ting co hoi sir dung cac thiét bi thay thé, giam tai cho nhan vién
NH tai chi nhanh, quay giao dich, gop phan nang cao téc do xu ly giao dich va co
hoi tiép can céc thiét bi cung cap DV thay vi twong tac vai nhan vién NH.

Két qua phong van cho thay cac KH danh gia cao hé thng trang thiét bi ha
tang ky thuat hién dai va DV truc tuyén nhanh chéng va an toan bao mat khi sir
dung, téc d6 xir Iy cac giao dich nhanh chéng (ACC2, ACC4). bic biét hé théng
cia Techcombank véi cac tng dung téi gian d& st dung, théng minh trong khi
MBbank KH danh gia c6 hé théng ky thuat hoat dong 6n dinh, it bi treo hay gian
doan hé thong do tir nam 2022 MBank da hoan thanh hai dy an nang cap I6n toan
hé thong. Nbi bat 1a viéc nang cap thanh cong hé théng T24, sin sang ha tang
phuc vu cho 30 triégu KH. Bén canh d6 véi tiéu chi “(ACC6) Pia diém cac chi
nhanh giao dich thuan ti¢n, KH” danh gia cao cac ngan hang Agribank,
Vietinbank, Vietcombank, BIDV vé&i mang ludi cac phong giao dich sb 16n (Phu
lyc 11) thuan tién cho KH giao dich truc tiép, trong khi cac ngan hang:
Techcombank, Agribank, BIDV, Vietcombank, Vietinbank Ia nhitng NH dan dau
vé s6 lugng cac cdy ATM cung cap DV trén dia ban thanh phé. (Phu luc 12).

Tuy nhién tiéu chi: (ACC1) Dé& dang lién hé vé&i ngan hang (24/7) ¢6 muc
d6 STMKH thap nhat véi diém TBC chi muc 3.28, thap nhat trong 6 tiéu chi do
luong cua thanh phan nay, diéu nay cho thay viéc cung cap DV 24/7 chua thuc
hién tot, can phai nang cao trinh trinh 6 céng nghé, wng dung tri tué nhan tao dé
c6 thé thuc hién cung cdp DV 24/7 két ndi lién tuc véi KH thuan tién. Pay 1a
nhitng thanh phan ma cac nha quan tri DV NH can luu y tap trung cai thién va
nang cao muc do thoa médn cua CLDV cua cac NH trong thoi gian téi.

Ki vong

=== (Cam nhén
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Hinh 4.14: Su théa man khach hang vé Su Tiép can

4.2.3.5. Sir théa man khach hang vé Tinh Hazu hinh

Két qua ude lugng md hinh cu trac phuong trinh cho thdy Tinh Hitu hinh
DV c¢6 anh huong cung chiéu va tich cuc dén STMKH & khoang tin cay 95% (p=
0.097 > 0, Sig. = 0.000 < 0.05). C6 nghia, néu mic d6 Tinh Hitu hinh cua DV cua
NH ting 1én 1 don vi thi STMKH s& ting 1én 0.097 don vi, trong diéu kién céc
thanh phan khac khong d6i. Pay la thanh phan anh huéng dang ké th nam dén
STMKH khi sir dung dich vu NH. Tuy khéng quan trong bing cac thanh phan khac
nhung duoc KH hang danh gia c6 mirc diém cao nhat trong két qua khao sat (Phu
luc 9), diém STMKH vé CLDV cua thanh phan Tinh Hiru hinh dwoc md ta trong
Bang 4.24 va Hinh 4.15 dudi day:

Bang 4.24: Théng ké mé ta do lwong STMKH déi véi Tinh Hiru hinh

Thanh phan Ki higu bién quan sat Mirc do cam nhan
TAN1 3.98
Tinh Hru hinh TAN2 3.90
TAN3 3.65
TAN4 3.67
TANS 3.81
TBC 3.82

Nguén: Két qud nghién cizu ciia NCS

Két qua théng ké md ta Bang 4.24 va Hinh 4.15 cho thay khia canh Tinh Hitu
hinh véi 5 tiéu chi do ludng diém trung binh chung (TBC) vé CL cam nhan 14 3.82
mtc diém cao nhat trong céc thanh phan do luong. Két qua do ludng diém cua cac
tiéu chi trong thanh phan nay kha twong dong nhau khéng chénh léch qué 16n.
Trong d6 c6 2 tiéu chi & mirc diém TBC vé CLDV cam nhan cao nhat 1a: (TAN1)
Ngan hang cé trang thiét bi hién dai, (TAN2) Khong gian, co s¢ ha tang cua ngan
hang dep, va (TAN4) Giao dién Website va tng dung phan mém cung cap DV ngan
hang c6 thiét ké than thién nguoi ding (b6 cuc, mau sic, kich thuéc phéng chix, db
hoa, hinh anh...) vai lan luot véi sé diém 3.98, 3.9, 3.81.
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TAN1
5

TANS TAN2

Ki vong

== (Cam nhan

TAN4 TAN3

Nguon: Két qua nghién cizu ciia NCS

Hinh 4.15: Sw théa man khach hang vé Tinh Hiru hinh

Két qua phong van va diém cia tieng NH cho thay céc tiéu chi (TAN1) Ngan
hang c6 trang thiét bi hién dai va tiéu chi (TAN 4) Giao dién Website va tng dung
phan mém cung cap DV ngan hang c6 thiét ké than thién ngudi dung (b cuc, mau
séc, kich thudc phéng chit, dd hoa, hinh anh...) nhém NH: Techcombank, MBbank,
Vietcombank, BIDV, VPbank, Vietinbank dugc KH dénh gia cao véi s6 diém vuot
troi 18n nho cha truong cac NH dau tu vao ha tang ki thuat va giao dién phan mém
ing dung App, Website... bat kip xu thé d6i mai sang tao, tao ra nhiing trai nghiém
tha vi cdng nghé hién dai cho KH. Vé tiéu chi “Khong gian, co so ha ting cua ngan
hang dep (TAN5)” KH 4n twong véi cach trang tri hién dai cia cac NH:
Techcombank, Vietcombank, VPbank, MBbank, ACB, trong khi cac NH
DongAbank, Agribank, Sacombank dwoc d& nghi can phai doi méi sang tao hon
nita trong khong gian bay tri caa cac quay giao dich. Tiéu chi “(TAN2) Bang phuc
vién vién ngan hang dep, lich su va Tai liéu, to roi cia ngan hang thiét ké dep, tinh
gon (TAN3)” KH danh gia cac NH: ACB, Vietcombank, BIDV, MBbank, VVPbank
Véi céc thiét ké co tinh tham my¥, hai hoa mau sic va dong bo tdng mau chi dao gan
véi bo nhan dién thuong hiéu, gidp KH nhan dién Ngan hang dé dang.

4.2.3.6 Sir théa mén khéach hang vé CLDV cua Sy Pam bao

Két qua udc lwong md hinh ciu trac phuong trinh cho thidy Sy Pam bao DV
¢ anh hudng clng chiéu va tich cuc dén STMKH & khoang tin cay 95% (B= 0.096
> 0, Sig. = 0.000 < 0.05). C6 nghia, néu muc do Su Tiép can DV cia ngan hang
tang 1én 1 don vi thi STMKH s& ting 1én 0.096 don vi, trong diéu Kién céc thanh
phan khac khong d6i. Pay la thanh phan anh huong dang ké tha sau dén STMKH
khi sir dung DV NH. Két qua diém khao sat cho thay thanh phan nay c6 mic diém
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thip thir 5 trong 6 thanh phan do luong (Phu luc 9), diém cac tiéu chi do luong duoc
thé hién trong Bang 4.25 va Hinh 4.16 nhu sau:
Bang 4.25: Thong ké md ta thanh phan Sy Pam bao

Thanh phan Ki hiéu bién quan sat Mirc @6 cam nhan
ASS1 3.29
Su bam bao ASS2 2.96
ASS3 3.31
ASS4 3.59
TBC 3.29

Ngusn: Két qua nghién cizu ciia NCS

Két qua thong ké mo ta Bang 4.25 va Hinh 4.16 cho thay khia canh Sy Bam
bao Vi 4 tiéu chi do luong diém trung binh chung (TBC) vé CL cam nhan Ia 3.29.
Trong d6 c6 mot tiéu chi & mirc diém CLDV cam nhan cao hon céc tiéu chi khac 1a:
(ASS4) Nhan vién c6 du tri thirc, ki ning dé tra loi cac cau hoi vé DV véi s6 diém
3.59

Ngoai ra két qua phong van va diém khao sat cho thay véi thanh phan “Su Pam
bao” c4c ngan hang: MBbank, ACB, Techcombank, dan dau véi sé diém lan luot 13
3.54, 3.50, 3.53, vdi cac uu diém noi troi 1a cac ngan hang c6 thuong hiéu uy tin va
nhan vién c6 kha ning tao ra niém tin cho KH, dic biét doi ngii nhan vién cta cac
ngan hang nay rat tan tam, nhiét tinh, lich sy niém né va thé hién duoc kha ning tao
ra niém tin d6i voi tat ca cac KH giao dich. Trong khi ngan hang: Vietcombank,
BIDV, Vietinbank ciing dugc danh gia 1a nhitng ngén hang 16n c6 thuong hiéu lau
nam tuy nhién KH nhan thiy c6 su phan biét ddi xt va su nhiét thanh vai cac nhom
KH khéc nhau nén kha ning tao ra niém tin cho KH bj han ché hon 3 NH trén. Vi
tiéu chi “(ASS4) Nhan vién c6 du tri thic, ki nang dé tra loi cac cau hoi” Két qua
phong van ciing cho thdy KH danh gia cac NH Techcombank, MBbank, ACB,
Vietcombank, BIDV, Vietinbank ciing dugc danh gid co s6 diém vuot troi hon cac
NH con lai, khoang cach diém vé tiéu chi nay giita cac NH nay khong qué xa, KH
nhan thay c6 su dong déu, khong cd su khéc biét qua nhiéu gitra trinh d6 nhan vién
cua cac NH, do hién nay hoi nhap quéc té, cong tac dao tao ndi bo ciing nhur dao tao
bén ngoai da duoc NH chu trong va cap nhat thuong chuyén nang cao trinh do

chuyén mon cho ddi ngii nhan vién DV.
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Tuy nhién tiéu chi: “(ASS2) Ngan hang c6 thuong hiéu ndi tiéng, uy tin tao an
toan cho KH st dung cac DV va (ASS3) Nhan vién lich sy, niém no véi KH chi ¢
mtc diém trung binh 3.06, 3.12 thap hon so véi 2 tiéu chi trén. Pay la nhitng van dé
ma cac nha quan tri DV NH can luu ¥ tap trung cai thién va nang cao mic do thoa
mén caa CLDV ngan hang véi Su Bam bao trong thoi gian téi.

ASS1
5

Ki vong
ASS4 ASS2

= Cam nhan

ASS3

Hinh 4.16: Su théa man khach hang vé Su Pam bao

4.2.3.7 Két qud do luong su théa man khach hang vé chdt lirong dich vu tong
thé ciia cdc ngdn hang trén dia ban thanh phé Ha Ngi

Két qua do Iuong sy thoa man KH vé CLDV téng thé cua 6 tiéu chi ctia thang do
d6i véi 10 ngan hang thé hién vai 3 cau hoi khao sét: (1) Tong thé toi thoa man voi cac
DV ctia minh, (2) T6i s& tiép tuc sir dung 1au dai DV ciia ngan hang, (3) Toi sé gigi thiéu
ban be, nguoi than va dong nghiép caa minh st dung DV do ngan hang cua toi cung cap,
duoc thé hién trong Bang va Hinh 4.17 dudi day:
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DongA bank I 3.76
Sacombank I 3.85
Agribank | —— 3.97
BV | 4.25
Vietinbank I 4.29
Vietcombank I 4.32
VP bank | ———— 4.36
ACB L s
MB bank I 4.53
Techcombank I 4.58
0 0.5 1 1.5 2 2.5 3 3.5 4 4.5 5

B Sy théa man téng thé

Hinh 4.17: Panh gia Sw Théa man cia khach hang téng thé véi 6 thanh phan
do lwong CLDV cia 10 NHTM trén dia ban TP Ha Noi
Nguon: Két quda nghién cizu cia NCS
Biang 4.26: Panh gia Sy Théa man caa khach hang téng thé véi 6 thanh phan
do lwong CLDV ciia 10 NHTM trén dja ban TP Ha Ngi

STT | Tén ngan hang Piém dinh gid STMKEH Piém TBC X¢p hang
SAT 1 SAT 2 SAT 3
1 | Techcombank 4.56 4.66 4.52 4.58 1
2 MBbank 4.54 4.58 4.47 4.53 2
3 ACB 441 4.48 4.34 441 3
4 VPbank 4.38 4.42 4.28 4.36 4
5 | Vietcombank 4.38 4.33 4.25 4.32 5
6 Vietinbank 4.39 4.41 4.07 4.29 6
7 BIDV 4.29 4.36 41 4.25 7
8 | Agribank 4.15 3.91 3.85 3.97 8
9 | Sacombank 4.06 3.81 3.68 3.85 9
10 | Dongabank 3.96 3.66 3.66 3.76 10
biém TBC 4.31 4.26 4.12 4.23

Nguon: Két qua nghién cizu ciza NCS
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V6i két qua trén, NCS lap Bang 4.26 so sanh két qua xép hang STMKH vé
CLDV cua ca&c NHTM cua t6 chic Chau A BankQuality va két qua nghién ctu cua
luan &n, cho thay c6 su twong ddng vé két qua thu thap duoc, véi dan dau la NH
Techcombank vuot 1én véi s6 diém cao nhit, ké dén 1a tha tu cac NH MBbank, ACB
bank, VP bank, Vietcombank, Vietinbank, BIDV, Agribank, Sacombank, DBdng A
Bank. Qua d6 cho thdy su vuon 1én manh mé ciia cac NH tu nhan trong nhiing nim
vira qua, loi thé khong han thudc vé nhém NH c6 yéu té vén cua nha nudc Bigd
(Vietcombank, Vietinbank, BIDV, Agribank). Dudi diy 1a Bang 4.26 duoc lap nham
so sanh két qua danh gia STMKH vé CLDV cua cac NHTM trén dja ban TP Ha Noi
cua NCS va cua t6 chirc Bankquality:

Bang 4.27: So sanh két qua danh gia STMKH vé CLDV cua té chic

Bankquality va két qua nghién citu ciia NCS

Xép hang STMKH vé CLDV | Xép hang STMKH vé CLDV ciia ngan
ciia ngan hang nim 2021 t6 hang nim 2021 cia NCS dya trén két
X . chirc Bankquality Chau A qua théng ké
STT | Tén Ngéan hang -
i " ) Xép hang
i Thir tw biem CLDV cam T
Piém BQS o N STMKH vé
xep hang nhan
CLDV

1. Techcombank 101.34 1 4.58 1
2. MBbank 100.75 2 4,53 2
3. ACB bank 100.68 3 4.41 3
4, VP bank 100.59 4 4.36 4
5. Vietcombank 100.3 5 4.32 5
6. Vietinbank 100.19 6 4.29 6
7. BIDV 100.09 7 4.25 7
8. Agribank 99.27 8 3.97 8
9. Sacombank 96.5 9 3.95 9
10. Pong A Bank 96.3 10 3.76 10

Nguon: Két qud tong hop cua NCS

Qua Bang 4.27 cho thay mic di véi 2 phuong phap tién hanh khac nhau
nhung két qua kha twong dong vé thir ty xép hang STMKH vé CLDV, dic biét
nhoém cac NH déng dau bang van thuéc vé Techcombak, MBbank, ACBbank,
VPbank, day déu 1a nhitng NHTM C6 phan trong cac nam qua c6 su tang truong loi
nhuan tét, cai cach manh mé& trong CLDV, dic biét 1a céc yéu té i méi cong nghé
dé gia tang su tiép can cua KH khi sir dung dich vu NH, két qua nay ciing phan anh
dung véi nhiing nhan dinh danh gia dich vu NH cua té chac Mibrach. Cho thay
chinh sy manh dan d6i méi, ling nghe tiéng ndi KH, cai tién lién tuc trong thoi gian
qua cho thay sy vuon 1én manh mé cia cac NH tu nhan, yéu té vén nha nudc ddi
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véi 4 ngan hang Big4 (Agribank, Vietcombank, BIDV, Vietinbank) khong phai la
yéu quyét dinh, anh huéng dén su lva chon cua KH khi st dung dich vu NH, ciing
nhu anh huéng dén STMKH, két qua trén ciing 1 mot tai liéu tham khao hitu ich

cho cac ngan NH trong cai tién CLDV.

Két qua danh gia mire @9 khac nhau vé Sy théa man khach hang veé chat
lwong dich vu ciia cac NHTM theo bién nhan khau
Véi két qua kiém dinh & chuong 4 cho thiy khong c6 su khac biét qua 16n vé
sw théa man KH vé CLDV ciia cac NHTM theo bién nhan khau hoc: Gisi tinh, d¢
tudi, nghé nghiép, muc chi tiéu, thu nhap hang thang. Két qua duoc thé hién trong

Bang 4.27 thong ké mo ta bén dudi.

Bang 4.28: Sw théa man khach hang vé chat lhrgng dich vu cia cac NHTM
theo bién nhan khau

Théng tin vé nhan khiu hoc SAT1 | saT2 | sara | STMKH
trung binh
Nam 3.906 | 3.736 | 3.173 3.605
Nir 3.903 3.870 | 3.132 3.635
Thu nhap mic 1 (Dudi 5 triéu) 4.085 | 3.829 | 3.195 3.703
Thu nhép muc 2 (Tw 5 -10 trigu) 3.862 3.814 | 3.166 3.614
Thu nhép mtc 3 (Tir 10 dén 15 triéu) 3.870 3.802 | 3.090 3.588
Thu nhap mirc 4 (Tir 15 trigu tro 1én) 3.938 3.860 | 3.140 3.646
Nhom tudi 1 (Tir 18-23 tudi) 4 3.818 | 2.909 3.576
Nhom tudi 2 (Tir 24 -34 tudi) 4.115 3.712 | 3.058 3.628
Nhom tudi 3 (Tir 35-45 tudi) 3.838 3.800 | 3.136 3.591
Nhom tudi 4 (Tir 46-56 tudi) 3.911 3.830 | 3.200 3.647
Nhom tudi 5 (Trén 56 tudi) 3.910 3.921 | 3.011 3.614
Chi tiéu nhom 1 (Dudi 5 trigu) 4.000 4320 | 3.280 3.867
Chi tiéu nhém 2 (Tir 5 -10 trigu) 4.006 3.787 | 3.166 3.653
Chi tiéu nhém 3 (Tir 10 dén 15 triéu) 3.825 3.799 | 3.110 3.578
Chi tiéu nhom 4 (Tir 15 triéu tro 1én) 3.978 3.845 | 3.193 3.672
Trinh d6 hoc van nhém 1 (Dudi hodc dén 16p THPT) 3.944 3.926 | 3.130 3.667
Trinh d6 hoc van nhém 2 (Cao ding, trung cip) 3.872 3.767 | 3.155 3.598
Trinh d6 hoc van nhém 3 (Pai hoc) 3.944 3.810 3.134 3.629
Trinh d6 hoc van nhém 4 (Trén dai hoc) 3.843 3.853 3.176 3.624
Nhom nghé 1 (Céng chic, vién chiic, nhan vién vin phong) 3.500 4.125 2.875 3.500
Nhom nghé 2 (Nghé ty do/ty kinh doanh) 3.926 3.852 | 3.222 3.667
Nhom nghé 3 (Céng nhan) 4.100 4.071 | 3.371 3.848
Nhom nghé 4 (That nghiép, dang tim viéc lam) 3.811 3.780 | 3.006 3.532
Nhom nghé 5 (Sinh vién) 3.932 3.785 | 3.176 3.631
Nhom nghé 6 (Nbi trg, nghi huu) 3.845 3.800 | 3.032 3.559
Nhém nghé 7 (Khac) 3.946 3.810 | 3.256 3.671
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KET LUAN CHUONG 4

Qua két qua nghién ciu & chuong 4, NCS di trinh bay duoc nhitng van dé sau:

— Kiém dinh thang do CLDV cua c4&c NHTM trén dja ban Ha Noi gom 7
thanh phan véi 34 tiéu chi. Trong d6 thanh phan tic dong manh mé nhat dén
STMKH vé CLDV 1a D6 Tin cay, Su Pap ung, Su Thau Cam, Sy tiép can, Tinh
Htu hinh, Sy Bam bao

— Kiém dinh sy khéc biét cua cac yéu té nhan khau hoc dbi véi Sy TMKH
vé CLDV ngan hang véi cac két luan rat ra: khéng nhan thay sy khac biét

— Thong ké md ta danh gia STMKH vé CLDV ngan hang dua trén két qua thu
thap duoc
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CHUONG 5

NHUNG PINH HUONG VA GIAI PHAP NANG CAO SU THOA MAN

CUA KHACH HANG POl VOI CHAT LUQNG DICH VU CUA CAC NGAN

HANG THUONG MAI TREN PIA BAN THANH PHO HA NOI
5.1. Xu huéng phat trién cong nghé trong nganh ngan hang toan cau
Theo khao sat cia KPMG 2019 sy phat trién ciia Cong nghé 4.0 s& lam cho

dich vu NH duogc ca nhan héa hon va cung cip phd bién trén cac thiét bi va tGng
dung (App). KPMG da du bao tuong lai 15 nim tdi, xac dinh 8 sy phét trién cong
nghé va kha ning co tac dong tiém tang dén mdi quan hé ngan hang & KH vao nim
2030 (KPGM, 2019) nhu Bang 5.1 dudi day.

Bang 5.1: Dw bao sy thay d6i cong nghé trong quan Iy dich va ngan hang

trong twong lai

STT Mo ta su thay ddi cong nghé trong quan 1y dich vu ngin hang twong lai
1. Al va ML sg tu dong hoa céc tac vu ngan hang ma nay dang doi hoi tri
Tri thong minh nhan | /. o - ¢ W GeNG TOA Cac tac Vi gan Nang mé nay dang :
20 (Al) & May ho théng minh cta con ngudi, diéu nay dan dén dich vu KH duoc chuyén
a 0 : T
(ML) yhe doi, luong dir liéu khong 16 (big data) do internet van vét (Internet of
Things 10T) tao ra dugc phén tich, va bao mat nang cao.
2 Cong nghé 5o céi DLT s& pha én quan 1y dit ligu giao dich ciia KH ap mot
.o 2 s€ phan quyén quan it liéu giao dich cia KH, cung cap md
phan tan/ chudi khéi | o Pl duyen quarl by G et glao Gieh cua B, cung cap T
L nén tang c6i m& hon; trong khi Blockchain s& dam bao rang cac lich
(Distributed Ledger | .~ e a A L.
st giao dich s€ khong bao gid cd thé bi thay doi, budc phai minh bach
Technology -DLT/ R
) trén tat ca cac NH phuc vu KH.
Blockchain)
3. /\ Mat khau va ma PIN s& khong con ton tai, dugc thay thé bang sinh
ﬁ\ . . trdc hoc nhu nhan dang khuén mit va giong noi, cho phép xéac thuc
Sinh trac hoc i o . . A 1A \
o= danh tinh nguoi dung lién tyc, trong thoi gian thyc va 1ap ho so hanh
vi néng cao.
4. N Internet di dong siéu nhanh s& c6 tidm ning dat hon 1 gigabyte tai
5G xubng mdi gidy,cai thién dang ké trai nghiém ngudi dung va cung cip
DV trong thoi gian thuc.

5. Dién toan dam may s& loai bo ganh ning phén cimg ddi véi viée luu
.,‘;. Dién toan dam may | trit va xu ly dir lidu, cho phép NH dé cung cép cho nguoi tiéu dung
a‘-'.i,\ (Cloud computing) | hang ngay kha ning xtt 1y dit lidu to 16n, c6 thé truy cap tir bat ky thiét

bi hd trg internet nio.

6. Thiét bi cam bién c6 kha ning két ndi véi internet, dit lidu dugc chia
M * sé thong qua bd luu trir ddm may, dir liéu trén bd luu trit ddm may
_ a Internet van vat | duoc hé théng may tinh xt Iy, may tinh ty dua ra quyét dinh hodc guri
Cor e (1oT) két qua dén nguoi dung, didu nay cho phép cac san pham va dich vu

NH dugc ca nhin hoda cao. https://www.vsmart.net/vi/internet-van-
vat-iot-la-gi

7.

Thyc té ting cudng
(AR)/ Thyc t& ao
(VR)

S& cho phép cac NH hién thi théng tin phong phu trong thé gidi thyc
dé giup KH dua ra quyét dinh hiéu qua hon va trd nén d& tiép can hon
v6i nhitng nguoi c6 thé khong dén truc tiép chi nhanh NH.
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STT M0 ta sy thay doi cong nghé trong quan Iy dich vu ngin hang twong lai
8 S€ 1a yéu to thuc day xt 1y khoi lugng 16n dir li€u c6 san thong qua
Tinh toan luong tur IoT va ciing sé giup Al va ML hoc nhanh hon trong muc tiéu cta ho
1a ty dong hoa cac tac vu thi cong.

Nguon: két qua khao sat cia KPMG 2019 ~The Future of Digital Banking (KPGM, 2019)

Du bao thay déi ngan hang dén nim 2030

KPMG duy bao phan phdi va trai nghiém DV ngan hang s& duoc x4c dinh lai
vao nam 2030. Cac dir liéu cua NH c6 dugc sé gitip NH du doan va lam thoéa man
nhiéu nhu cau khic nhau ciia KH. Dt liéu 16n (Big Data) s& 1a trong tdm cla cac
NH gitip cung cap gia tri mé&i d6i voi KH va cach NH kiém tién vao nam 2030. Gin
dich vu NH cung cip phu hop, théa min véi nhu ciu hang ngay va 16i song cia
nguoi tiéu dung.

Dich vu NH thuc su duoc ca nhan hoa léy KH lam trung tam. V&1 sy thay
d6i cuia cong nghé, dit liéu, quy dinh va chuyén doi cac mé hinh kinh doanh sé& tao
ra mot sy thay doi 16n d6i voi ngan hang ky thuat sé (KPGM, 2019).

Cac ngan hang s& can phai thich tng v6i mong mudn cua timg c nhan KH.
Nhitng nhu cau lau dai cia KH sé& tap trung vao:

— Suw Pon gian: cudc séng ban ron phuc tap, viéc st dung dich vu NH phai
gilip cho viéc don gian héa cudc séng cua KH.

— Sy Thong minh: nhan biét KH va nhu cau KH, gitp KH duoc nguyén vong
va lam chi cudc song tai chinh ctia minh.

— Tinh Bdo mdt: Trong mot thé gidi ngay cang thiéu tin cdy, sy ting 1én cia
nhu cau béo v¢ tién, danh tinh va dit liéu KH.

Bén canh d6 KH van can DV tiét kiém, vay, dau tu va thanh toan, vai tién bod
k¥ thuat s6 va kién thirc tai chinh gitip ho tim thay nhitng cach thong minh hon va
t6t hon dé dau tu. Pong thoi, cong nghé c¢6 kha niang lam cho cac NH ngay cang vo
hinh. Khi ching ta huéng t61 mot cudc séng duge két ndi dﬁy du, cac hoat dong
ngan hang thuong s& duoc an trong “siéu tng dung” c6 thé thuc hién hang ngay
nghia vu c4 nhan va tai chinh bang mot 1an nhan.

DPén nam 2030, s& chuyén ddi sang mot thé giéi NH thich ing moi. Cong
nghé s& cho phép ho dap tng timg sé thich thay doi theo bdi canh thoi gian va ngir
canh cua KH (KPGM, 2019).
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5.2. Pinh hwéng phat trién ngin hang Viét Nam

5.2.1 Chién lwgc phdt trién ciia Ngan hang dén nam 2030

Ngay 8/8/2018, Chinh phu di ban hanh Quyét dinh s Quyét dinh 986/Qb-
TTg vé Chién luoc phat trién nganh Ngan hang Viét Nam dén nim 2025, dinh
huéng dén nim 2030. (Quyét dinh s6 986/QD-TTg, 2018).

Chién lugc néu 16 quan diém caa Chinh phu coi hé théng tién té, NH va hoat
dong cua cac T chuc tin dung (TCTD) 1a huyét mach cua nén kinh té, gitr vai tro
trong yéu trong tong thé hé thdng tai chinh Viét Nam. Viéc 6n dinh hoat dong cua
hé théng TCTD doéng vai tro chu chét trong on dinh tién té va 6n dinh tai chinh,
kinh té vi mé, ting trudong bén viing va phai dugc dam bao bang sy phéi hop dong
bo, hiéu qua gitra chinh séch tién té véi chinh sach tai khoa va cac chinh sach vi mo
khac, cung sy phat trién hai hoa, can dbi gitra khu vuc NH, chtng khoan va bao
hiém. Hoan thién thé ché trong linh vuc tién t&, NH dong vai trd quan trong gop
phan hoan thién thé ché kinh té thi truong dinh huéng XHCN.

Doi Véi ngdn hang nha nwéc: Chién luge dat ra muc tiéu hién dai hoa
NHNN Viét Nam theo huéng: C6 md hinh té chirc hop 1y va co ché van hanh dong
bo, hiéu luc va hiéu qua, phi hop véi co ché thi truong dinh hudng XHCN, c6 day
da vi thé phép Iy va trach nhiém giai trinh; thuc hién muc tiéu vu tién 1a kiém soat
lam phét, g6p phan on dinh kinh té vi md, thiic day ting truéng bén viing; dam bao
an toan, lanh manh hé théng cac TCTD, giir vai trd chu chét bao dam 6n dinh tai
chinh; thuc thi vai trd giam sat hé théng thanh toan, 1a trung tdm thanh toan va
quyét toan cho cac hé théng thanh toan va hé thong giao dich tai chinh, tién té trong
nén kinh té. (Quyét dinh s6 986/QD-TTg, 2018).

Chién lugc dat myc tiéu tang dan tinh doc 1ap, cha dong va trach nhiém giai
trinh ctia NH Nha nuéc vé muc tiéu diéu hanh chinh séch tién té, kiém soat lam phat
& mac phd hop véi dinh hudng phat trién kinh té x& hoi trong ting thoi ky, hd tro
6n dinh kinh té vi mo, thiic day muc tiéu ting truong kinh té bén viing. ..

Tang cudng nang lyc thé ché, hiéu lyc, hiéu qua thanh tra, giam sat NH cua
NHNN; mé rong pham vi thanh tra, giam sat dén c&c tap doan tai chinh dudi hinh thirc
cng ty me - con, trong d6 cong ty me la t6 chuc tin dung; dén cudi nam 2025, thanh
tra, giam sat NH tuan tha phan I6n cac nguy@n tic giam sat NH hiéu qua theo Basel.



140

Pay manh phét trién thanh toan khong dung tién mat, téi vu hoa mang ludi
ATM va POS. Pén cudi nam 2020, ty trong tién mat trén tong phwong tién thanh
toan ¢ dudi muc 10%; dén cudi ndm 2025, con sb nay rit xudng con 8%.

Tang sb lwong doanh nghiép va ngudi dan tiép can véi cac DV tai chinh, NH do
cac TCTD cung &ng. Tap trung phat trién céc loai hinh DV phtl hop phuc vu cac nhém
dan cu chua hodc it duogc tiép can véi dich vu NH truyén thdng & viing ndng thén, viing
sdu ving xa, ving c¢6 didu kién kinh té - x& hoi kho khan.

Déi véi hé thong cac Té chire Tin dung: Chién lugc dé ra mucc tiéu phat trién
hé thong cac TCTD hoat dong minh bach, canh tranh, an toan, hiéu qua bén viing; cau
trac da dang vé sé hitu, quy mo, loai hinh; dua trén nén tang céng nghé, quan tri NH
tién tién, phu hop véi chuan muc hoat dong theo théng 1& quéc té, hudng téi dat trinh
d6 phat trién ciia nhém 4 nuéce dan dau khu vuc ASEAN vao nam 2025; thich ¢ng voi
qué trinh ty doa hda va toan cau hoa; dap (g nhu cau vé DV tai chinh, NH ngay cang
gia ting cua nén kinh té, tién t4i tai chinh toan dién vao nam 2030, dam bao moi nguoi
dan va doanh nghiép co co hoi tiép can day du, thuan tién véi cac DV tai chinh, NH c6
CL, dong gop tich cuc cho phét trién bén viing.

Cu thé, phat trién hé thong céc t6 chirc tin dung ph hop véi diéu kién kinh
té - x4 hoi va thuc trang caa hé thdng qua timg giai doan.

Giai doan 2018 — 2020 tiép tuc co cau lai hé théng céc t6 chic tin dung gan
VGi trong tam 1a xir 1y can ban, triét dé ng xau va céc to chic tin dung yéu kém bang
cac hinh thic phi hop theo co ché thi truong trén nguyén tic than trong, bao dam
quyén loi nguoi gui tién va giir viing su 6n dinh, an toan hé thdng; Tiép tuc lanh
manh hoda tinh hinh tai chinh, nang cao nang luc quan tri cua cdc TCTD theo quy
dinh cua phap luat va thong 18 quoc té.

Dén ndm 2020: Phan ddu dén nam 2020 cac NHTM co ban ¢6 mirc von tu c6
theo chuén muc Basel IT; ¢6 it nhat tir 1 —2 NHTM nam trong nhém 100 NH 16n nhét
vé téng tai san trong khu vuc Chau A.Pua ty 1& ng xau ndi bang cua TCTD, ng xau da
ban cho VAMC va no da thyc hién cac bién phap phan loai ng xudng dudi 3% (khong
bao gdm cac NHTM yéu kém di duoc Chinh pha phé duyét phuwong an xir 1).

Giai dogn 2021 — 2025: Nang cao hon nira nang luc canh tranh, ting su
minh bach va tuan tha cac chuan muc, théng 18 quéc té tét trong quan tri va trong
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hoat dong cua céc to chic tin dung. Phan ddu dén cudi nam 2025 c6 it nhat tir 2-3
NHTM nam trong top 100 NH I6n nhat (vé tong tai san) trong khu vuc chau A.

Ting budc nang cao vi thé cua Viét Nam tai cac din dan, td chirc qudc té vé
tién t& NH, phuc vu cho phat trién nganh NH, phi hop véi yéu cau hai nhap quéc té.

5.2.2 Pinh hwéng phét trién dich vu ciia ngin hang dén nam 2030 cia
Thai twéeng Chinh pha

Trong thoi gian qua, Chinh phi da c6 mot sé dinh hudng cha truong phéat
trién DV ngan hang nhu sau:

& Chui trirong néng cao kha ndng tiép cdn dich vu ngan hang cho nén kinh té

Ngay 5/9/2016 Thu tuéng Chinh phi ky Quyét dinh sé 1726/QD-TTg phé
duyét d& an Nang cao kha nang tiép can DV ngan hang cho nén kinh té vai muc
tiéu: Nang cao kha ning tiép can cac DV NH co ban phu hop véi nhu cau, c6 CL,
¢6 mirc chi phi hop 1y ddi voi dai bo phan dan cu & do tudi trudng thanh va doanh
nghiép, nhat 1a dan cu & ving ndng thon, ving sau, ving xa, cic doanh nghiép nhé
va vua, dua trén hé théng céc td chuc tin dung hoat dong an toan, lanh manh, co
trach nhiém va phat trién bén viing.

Véi dé an nay, NH nha nuéc da trién khai thuc hién dong bo 7 nhom giai
phap nang cao kha ning tiép can DV NH cho nén kinh té:

(1) Hoan thién thé ché chinh sach, tao 1ap moi truong thuan loi dé
phét trién da dang san pham DV NH, nhét 13 san pham DV NH phi tin dung, lanh
manh vé tai chinh trong qué trinh tai co ciu hé théng cac t6 chire tin dung. Bao gém
5 giai phap cu thé tap trung giai quyét tinh trang “doc canh tin dung”, giam rai ro
cho cac TCTD dong thoi ting muc d6 sin ¢ va day du cac san pham DV tai chinh
cho nén kinh té.

(2) M6 rong mang ludi cung tng DV NH cia cac t6 chire tin dung chu trong
nang cao nang luc, hiéu qua hoat dong ctia Ngan hang Chinh sach xa hoi, c6 10 trinh
hop 1y phat trién hé théng quy tin dung nhan dan va cac to chuc tai chinh vi mo.
Bao gom 7 giai phap cu thé: xay dung quy hoach mang luéi TCTD phi hop & céc
viing, mién trong ca nuéc; Khuyén khich thanh 1ap phong giao dich & ving sau,
viing xa; Khuyén khich sir dung cdng nghé hién dai dé tao kénh cung ¢ng san pham,
DV NH tir xa nhu mobile banking va internet banking; T chuc lai viéc b tri, lap
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dat va str dung cac may ATM, POS tai nhitng noi diéu kién cho phép dé gilp nguoi
dan thanh toan qua thé; Cai thién CL hoat dong mang ludi diém giao dich cua
NHCS H tai viing nong thdn, ving sau, ving xa; Phét trién hé thong quy tin dung
nhan dan va hé théng tai chinh vi mé.

(3) Chu trong tng dung coéng nghé tin hoc va céng nghé vién thong dé phat
trién san pham DV nham nang cao kha ning tiép can DV NH cua déan cu ¢ khu vuc
ndng thén, viing sau, ving xa. Bao gom 8 giai phap cu thé: Tiép tuc thuc hién tot
cac chuong trinh tin dung theo chi dao caa Chinh phu; Thuc hién hiéu qua Bé an
day manh thanh toan khdng dung tién 4 mit tai Viét Nam giai doan 2016 — 2020;
P4y manh trién khai DV tinh va thu phi qua tai khoan NH déi véi cac DV cong, dic
biét 1a dién, nudce sinh hoat, hoc phi, vién phi, va chi tra cac chwong trinh an sinh xa
hoi; xay dung co ché, chinh sach ddi véi viéc cung ang DV thanh toan caa NH Hop
t4c x& va cac quy tin dung nhan dan; Tap trung ngudn von chinh sach x& hoi cho
ngan hang chinh sach (NHCS) dé cho vay nguoi nghéo, xay dung chinh sach hd trg
NHCS day manh cung tng cac san pham nhan tién giri tiét kiém theo dic thu riéng
cua NHCS; Long ghép cac chuong trinh, dy an san xuat kinh doanh véi trién khai
tin dung chinh sach.

(4) Nang cao niang lyc cung g DV ctia cac to chire tin dung ddi voi doanh
nghiép nhé va vira. Bao gém 4 giai phap cu thé: Hoan thién viéc sira d6i va ban
hanh Quy ché cho vay caa TCTD déi véi KH; T6 chirc cac hoat dong nghién ciu,
dao tao, hd trg cac TCTD tiép can cac kinh nghiém vé cho vay DNNVV, nang cao
hiéu biét cua can bo NH vé cac linh vuc hoat dong cia DNNVV; Phat trién hoat
dong cho vay theo chudi gia tri tir khau vay nguyén liéu dau vao dén khau san xuat,
ché bién, tiéu thu, xuat khau san pham cho cac nhém DNNVV; Khuyén khich cac
TCTD phi NH cung cap san pham, DV phl hop véi nhu cau khac nhau cua
DNNVV.

(5) Nang cao CL thong tin vé KH, hd trg cac to chirc tin dung tiép can thong
tin ddy du dé nang cao CL tin dung. Bao gém 4 giai phap cu thé: Nang cao CL
thng ké tai cac co quan dau mai vé quan Iy doanh nghiép; Hoan thién cac hé thong
dir liéu c6 sin va tich hop thanh mét hé théng thong tin dir liéu vé DNNVV, cho
phép cac TCTD truy cap dé tra ciu thdng tin doanh nghiép; Gia ting luong thdng
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tin s6 liéu caa Trung tdm Théng tin tin dung Quéc gia dén cac quy tin dung nhan
dan, to chirc tai chinh vi md va NHCSXH phuc vy tiép can KH ¢6 nhu cau vay vén;
Xay dung co ché cho phép cac td chirc tai chinh khai thac co so dit liéu qudc gia vé
dan cu phuc vu cho viéc xac thuc nhan than KH.

(6) Pay manh cac hoat dong truyén thong vé nganh NH, quang b4 san pham,
DV NH dén dong dao nguoi dan ¢ ving ndng thon, ving sau, ving xa, ting cudng
két néi NH va doanh nghiép. Bao gdm 5 giai phap cu thé: Pay manh cong tac
truyén thong trén cac kénh théng tin dai ching dé tiép can dén ngudi dan va doanh
nghiép; Thuc hién quang ba cac san pham, dich vu NH thong qua céac hoat dong cua
c4c t6 chuc doan thé chinh tri - xa hoi & dja phuong; Tiép tuc trién khai chuong
trinh két ndi NH - doanh nghiép; xay dung kénh hd tro théng tin vé hoat dong NH
dé KH co thé tiép can dé dang; ay dung va trién khai thuc hién chuong trinh pho
bién, nang cao hiéu biét vé tai chinh cho ngudi dan nham cung cap cac kién thire co
ban vé hoat dong cua céc t6 chuc tin dung.

(7) Cac giai phap hd tro khac, bao gdom 8 giai phap cu thé: Hoan thién co ché
chinh sach bao hiém trong linh vuc san xuit néng nghiép; Nang cao nang lyc 5 tai
chinh va kha ning tu van cua cac Quy bao lIanh tin dung cho DNNVV; Hoan thién
hé thdng phap luat vé giao dich bao dam, hé thong dang ky giao dich bao dam thdng
nhét toan qudc; Thi diém dang ky giao dich bao dam truc tuyén vé quyén sir dung
dat; ay dung dir liéu théng ké va bo chi tiéu vé tiép can tai chinh NH phuc vu cho
viéc xay dung chinh sach vé nang cao kha nang tiép can dich vy NH.

* Chui trieong phat trién thanh todn khéng ding tién mdt trong nén kinh té

Thoi gian qua, hé théng NH Viét Nam tap trung thuc hién nhiéu bién phap
phat trién thanh toan khong dung tién mit trong nén kinh té tir hé thong NHNN dén
cac NHTM va to chirc trung gian thanh toan khac. Cac bién phap duoc trién khai
khé toan dién, tir hoan thién moi trudng phép 1y, hoan thi¢n cac quy trinh nghiép vu,
dén déy manh dau tu cong nghé va ha téng ky thuat thanh toan tién ich va hién dai,
dao tao can bd va gidi thidu cho KH, huéng din va tu van st dung. (Nguyén Pic
Hung (PGS.TS), 2022).

Thu twéng Chinh phu ky Quyét dinh s6 1813/QD-TTg, ngay 28-10-2021,
“Vé dé dn phat trién thanh todn khéng ding tién mdt tai Viét Nam giai doan 2021 -

20257, dua ra muc ti€u tong quat ctia B¢ 4n nham tao sy chuyén bién tich cuc vé
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thanh toan khong dung tién mit trong nén kinh té v6i mic ting trudng cao. Pong
thot, dua viée st dung cac phuong tién thanh toan khong dung tién mat trong xa hoi
thanh théi quen ctiia ngudi dan ¢ khu vuc do thi va tung budc phat trién & khu vuc
néng thon, vung sdu, ving xa; giam cac khoan chi phi cho nén kinh té, cho cac
doanh nghiép va c4 nhan lién quan dén tién mit. Bén canh d6, tmg dung manh mé&
thanh tyu cta cudc Cach mang cong nghiép lan tht tu dé ning cip, phat trién két
cAu ha tang thanh toan, DV thanh toan khong dung tién mit, dap ing nhu cau thanh
todn madt cach thuan tién, hi€u qua ctua td chirc, c4 nhan, thic déy nén kinh té hoi
nhap nhanh hon véi cong dong kinh té quc té.

Muc tiéu cu thé dén cudi ndm 2025 gia trji thanh toan khong dung tién mit
gap 25 1an tong san pham qubc ndi (GDP); thanh toan khong dung tién mat trong
thuong mai dién tr dat 50%; tir 80% nguoi dan tir 15 tudi trd 1én c6 tai khoan giao
dich tai NH hodc céc td chirc duoc phép khac; tang kha nang tiép can cac DV thanh
toan ctia ngudi dan; ting sd luong co so chip nhan thanh toan khong dung tién mit
1én trén 450.000 diém.

KH st dung tinh ning thanh toan bang md QR trén ung dung Mobile
Banking ctua cac NH dé thuc hién nhanh giao dich trén cac website thuong mai di¢n
tir (Ngudn: vnpayqr.vn).

Chinh phu ciing dit muc tiéu téc do ting trudng vé sd luong va gia tri giao
dich thanh toan khong dung tién mat dat trung binh tr 20%/nam dén 25%/nam; tdc
do tang truong binh quan vé s luong giao dich qua kénh di¢n thoai di dong dat tur
50%/nam dén 80%/mnim va gia tri giao dich dat tr 80%/nam dén 100%/nam; toc do
tang truong binh quan sd lwong va gia tri giao dich qua internet dat tir 35%/nim dén
40%/nam; ty 1¢ ca nhan, td chuc st dung phuong tién thanh toan khong dung tién
mat qua cac kénh thanh toan dién tir dat 40%.

Nhu vy, cac giai phap phat trién thanh toan khong dung tién mat dwoc dé ra rat
cu thé, dua trén nén tang cong nghé s6 va dbi tuong, nhom dbi tuong can duoc uu tién
hudng dén chu yéu 1a cac td chire co dong nguoi thuc hién thanh toan, chi tra.

Phdt trién thanh todn dién tir diea trén nén tang céng nghé sé

Trude hét, d6i voi NHNN Viét Nam, co quan duge giao trach nhiém quan 1y
nha nudc vé hoat dong thanh toan, tham muu cho Chinh phu vé linh vuc nay. Trong

nhitng nam gan ddy, NHNN d4 tap trung xdy dung, hoan thién co ché, chinh sach,
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hanh lang phép ly, tao thuan lgi cho sy ra doi, phat trién cac dich vu NH sb, thanh
toan sb, d6i mai tién ich, ung dung ciac cong nghé mai ti€n tién dé nang cao hi¢u
qua hoat dong va CLDV. NHNN da trinh Chinh pha ban hanh nghi dinh thanh toan
khong dung tién mit, quyét dinh cho trién khai thi diém DV Mobile Money; sta
ddi, bd sung cac thong tu, huéng dan nghi dinh, xay dung va trién khai ké hoach
chuyén d6i s6 nganh NH. NHNN ciing ban hanh quy dinh mé tai khoan thanh toan
tryc tuyén dya trén dinh danh KH bang phwong thic dién tir eKYC, ban hanh ap
dung théng nhit cac tiéu chuén trong linh vyc thanh toan, QR Code, thé chip, cac
quy dinh va bién phap bao dam an ninh, an toan hé thong thanh toan va giao dich
thanh todn dién tir cia cac doanh nghiép, nguoi dan...

Theo Thong tu sd 16/2020/TT-NHNN, ctia NHNN stra d6i, bd sung mot sb
diéu cua Thong tu s6 23/2014/TT-NHNN, ngay 19-8-2014, huéng dan viéc mé va
st dung tai khoan thanh toan tai t6 chirc cung ing DV thanh toan, viéc mé tai
khoan thanh toan cuia ca nhan bang phuong thirc dién tir eKYC duoc quy dinh va ap
dung tir ngdy 5-3-2021. Trudc d6, mot s6 NHTM di timg bude thi diém phuong
thirc nay trong nam 2020. Song phai dén thoi diém khung phap 1y quy dinh néi trén
¢6 hiéu luc, canh tranh tng dung eK'YC mdi thuc sy bat dau soi dong. Tinh dén dau
thang 11-2021, tai 16 NHTM Viét Nam dang trién khai eKYC da c6 hon 900.000
tai khoan hoat dong, dat 3,2 tri€u giao dich, véi doanh s6 hon 92,1 nghin ty déng.
Pay 1a két qua trién khai budc dau cho thiy viéc mé tai khoan thanh toan eKYC
mang lai hi¢u qua thiét thuc, dic biét la trong bdi canh dich bénh COVID-19. Ung
dung eKYC ciing 12 mot budc tién mdi vé cong nghé trong phét trién DV NH tai
Viét Nam, gop phan thic day hoat dong thanh toan khong dung tién mit.

Trong nhiéu nim qua, hé théng thanh toan dién tir dya trén nén tang cong
nghé sé cua cac NHTM Viét Nam va t6 chitrc trung gian thanh todn & Viét Nam
hoat dong an toan, on dinh, thong subt, thun tién trong giao dich ddi véi cac
doanh nghiép va ngudi dan. Hé thong nay bao dam két ndi lién thong gilta cac
NH, cac té chuc trung gian thanh toan, cac vi di¢én tu, cac don vi cung tng DV
cong va cac doanh nghiép, cac t6 chirc ban hang, cung ing DV khéc, dap ung t6t
nhu cau thanh toan cua ngudi dan, doanh nghiép trong xu thé phat trién kinh té sb

va bbi canh gidn cach xa hoi do tac dong cua dai dich COVID-19.



146

Ngoai ra, cac t6 chirc cung (mg DV thanh toan, trung gian thanh toan ciing
tich cyc nghién ctru, dau tu két ciu nguén lyc tai chinh vao phat trién két cAu ha
tang cong nghé, lwa chon cac giai phap k¥ thuét tdi wu, tich hop két ndi cac DV
khac, nhu: vién thong, y té, bénh vién, truong hoc, dién luc, nudc sach, thué, hai
quan, bao hiém, cac DV cong khéc... trong nén kinh té. Cac NHTM va t6 chirc
trung gian thanh toan ciing thiét 1ap hé sinh thai sé va cung tng cac san pham, DV
thanh todn an toan, tién ich, nang cao sy trai nghi¢ém, sy théa man cua KH. Nhiéu
phuong thtrc giai phap thanh toan mdi, hién dai, tiét kiém chi phi di ra doi véi
nhiéu tién ich, an toan bao mat, dem lai loi ich to 16n va gia tri thiét thuc cho KH,
cho céc trung tdm thuong mai, DV.

Két qua trién khai cic bién phap noi trén dugc phan anh qua sb liéu ting
truong hang nam kha cao vé cac DV thanh toan dién tir dya trén nén tang cong nghé
s6 tai Viét Nam trong nhitng nim gan day:

Vé thanh toan trén thiét bi di dong tai Viét Nam, nhu: Dién thoai di dong,
may tinh bang, may tinh x4ch tay dat tbc do ting truong manh hang nam, binh quin
1én t&i 90% vé sb lugng giao dich va 150% vé gia tri thanh toan. Nhiéu NHTM dat
tbc do tang truong trén 90% gia tri giao dich thanh toan dién tir dugc KH thuc hién
trén kénh s6. Chi tir thang 3-2021 dén giita thang 11-2021 da c6 thém hon 1,8 triéu
tai khoan thanh toan ciia KH dugc mé truc tuyén theo phuong thitc méi eKYC tai
cac NHTM, trong tong s hon 100 triéu tai khoan cua KH thanh toan dang hoat
dong tai cac NHTM ¢ Viét Nam.

Trong 9 thang dau nam 2021, so v&i ciing ky ndm 2020, giao dich thanh toan
qua dién tu lién NH tang 41,4% vé gia tri; qua hé théng chuyén mach tai chinh va
bu trir dién tr ting 99% vé sd luong giao dich va 139,8% vé gia tri tién st dung
trong thanh toéan.

bac biét, trong 2 nam 2020 va nam 2021, cac NHTM trong ca nudc da co
nhitng chinh sach giam phi DV thanh toan, hd trg kip thoi cho doanh nghiép va
nguodi dan, gidm bt kho khan do tdc dong cua dai dich COVID-19. Cu thé, cac
NHTM di giam 50% phi hé thong thanh toan dién tir lién NH, giam tir 70% dén
100% phi chuyén mach bu trir dién tir, mién giam phi DV thanh toan DV céng.
Chi tinh riéng trong ndm 2021, tong s tién phi cac NHTM da giam cho nguoi dan
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khoang 1.557 ty ddng. Néu tinh ca sb phi thanh toan di giam trong nam 2020 thi
tong s tién cac NHTM da giam cho ngudi dan dén nay 1én téi hon 2.000 ty dong.
Trong do, hon 80% gia tri giao dich thanh toan ca nhan trén kénh dién tir da duoc
mién phi.

Diém quan trong trong hoat dong chuyén doi s6 NH, d6 1a thoi gian qua da
hinh thanh hé sinh thai thong minh, thanh toan sb dugc thiét 1ap véi viec két ndi DV
NH sb voi cac DV sb khac trong nén kinh té, nhu: Thué, hai quan, dién lyc, nudc
sach, buu chinh vién théng va cac DV cong khac, dem dén trai nghiém lién mach
trén moi linh vuc cho nguoi dung DV trén khong gian sb, tiét kiém chi phi tai chinh
va nhan lyc, bd may cho cac co quan va td chirc.

Thyec té, hién nay ngudi tiéu ding c6 thé mua sam hang hoa, sir dung DV va sau
d6 thanh toan hoan toan trén kénh sd. Nho do, hoat dong thanh toan khong bi gian doan
trong boi canh nguoi tidu ding bi cach ly, gidn cach do dai dich COVID-19. DV nay
tiét kiém thoi gian va chi phi cho nén kinh té, cho nguoi dan va cho chinh cic doanh
nghi€p. Cac doanh nghiép trong cac linh vuc: di¢n luc, nudc sach, truyén hinh cap,
thué bao dién thoai, DV internet, thu phi giao thong dudng cao tdc, hang khong, du
lich, khach san, nha hang, siéu thi va trung tam thuong mai, thué, hai quan, xu phat vi
pham giao thong... thdy rd loi ich kinh té, tiét kiém nhén luc va tai chinh cho thanh toan
dién tir dya trén cong nghé sd.

Tir dinh hudng va chi truong trén cia NHNN cho thiy yéu cau dit ra ddi véi
c4c NHTM la phai khan truong trién khai cac bién phap dong bd, cung cap DV NH
trén nén tang ung dung cong nghé nham gia tang Su Tiép cin va ting nhu cau st
dung DV NH trong cudc cach mang cong nghé 4.0.

5.3. Mgt so giai phap nham nang cao sw thoa man khach hang vé chat
lwong dich vu clia cac ngin hang thwong mai trén dia ban thanh phé Ha Noi

Véi su thay d6i lién tuc ciia méi trudng kinh doanh va su phéat trién nhanh
ctia cdng nghé, dac biét CNTT hién nay, dua trén két qua NCS tir dit liéu tha cap va
so cap NCS manh dan dé xuat mot sé giai phap khuyén nghi &p dung cho cac
NHTM trén dia ban TP Ha Noi dén nam 2030.

5.3.1 Gidi phéap ter phia cac ngdn hang thwong mai
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Trong mot mdi trudng canh tranh nhu hién nay, cac NH déu dua ra céc dich
vu méi thi NH nao dem lai DV véi CL tét nhat s& giir duoc chd dung caa minh trén
thi trudng, giit vimg duoc niém tin cia KH va thu hat dugc ngay cang nhiéu KH
méi dén véi minh. DE 6 thé cung cap DV tét nhét téi KH, doi hoi NH phai ¢6
nhitng bién phép nhim nang cao CLDV nay. Trén co sd phan tich thyc trang
STMKH vé CLDV va thong qua viéc khao sét y kién KH dang st dung DV tai 10
NHTM cho thady STMKH vé CLDV chiu su tac dong caa 6 thanh phan voi tha tu
quan trong 1a: Do Tin cdy, Su Pap tng, Sy Thau cam, Su Tiép can, Tinh Hiu hinh
va Su Pam bao. Két qua nghién ctru ciing cho thdy KH chua danh gia cao vé CLDV
tai NH. Do d6, dé nang cao CLDV NCS d& xuat nhitng giai phap gan véi thuc trang
CLDV tai NH va céc thanh phan c6 anh huong dén CLDV nay.

Mét 14, Nang cao Pé Tin cdy khi cung cdp dich vi ngan hang

Két qua nghién cau (Phy luc 4 va Phy lyc 9) cho thay thanh phan nay c6 mic
anh huong I6n nhat trong 6 thanh phan anh huéng dén STMKH vé CLDV ngan
hang. B Tin cay ndi 1én kha nang cung tng, thuc hién DV chinh xac, dtng gio va
uy tin dang véi nhitng gi dd cam két va hira hen. Piéu nay doi hoi sy nhat quan
trong viéc thuc hién DV va ton trong cac cam két ciing nhu gitr 101 hira véi KH.
Viéc khong giit 10i hira s& 1am cho KH buc minh va 13 nguyén nhan dé mat KH.
Tuy nhién theo két qua khao sat thi diém TBC ddi véi Do Tin cay la 3.23, day la
mtc diém thap nhat trong 6 thanh phan do luong nhung lai ¢d tim quan trong nhat
(theo y kién cua chuyén gia va két qua khao sat KH Phu luc 4). Vi vday cac NHTM
can phai vu tién cai tién thanh phan nay. Cy thé:

Tong hop két qua do ludang thanh phan “Po Tin Cay” cho thay chia 3 nhom
ngan hang voi khoang cach diém khac biét. Nhom 1 din dau véi cac NH:
Techcombank, MB Bank, ACB, VPbank; nhom 2: Vietcombank, Vietinbank,
BIDV, Sacombank va nhém 3: Agribank, DongAbank.

Két qua do luong cac tidu chi cua thanh phan Do Tin cay cho thay c6 2 tiéu
chi & mic diém CLDV cam nhan cao hon céc tiéu chi khac 1a: “(REL1) NHTM
cung cip DV cua ho dung nhu cong bd, (REL5) Cung cap hd so cac giao dich day
du, chinh xéac véi s6 diém lan luot 14 3.66, 3.45”, cho thiy cac NH hién nay di nd
lyc cung cap cac DV diing nhu cong bd, tao duoc niém tin cho KH.
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Nguoc lai c4c tiéu chi: “(REL2) Khi gip vudng mic vé DV, ngan hang ludn
chang t6 méi quan tdm thuc sy mudn giai quyét gitp KH va (REL4) thoi gian cung
cap DV dung thoi gian c¢ong bd”, (REL3) Dich vu NH duogc thuc hién dung ngay tir
lan dau chua thyc sy tao duoc STMKH cao véi sb diém trung binh chi lan luot 1a
2.8, 3.03, 3.23. Dic biét két qua phong van (Phu luc 4) chi tiéu REL2 ¢6 tam quan
trong thtr 2, tuy nhién lai c6 sé diém thap nhat, KH khong danh gia cao sy quan tam
khi gap cac su cb xay ra trong giao dich can hd trg caa nhom NH: DongAbank,
Agribank,Vietcombank, Vietinbank,VPbank, BIDV, cong tac xt 1y su ¢ giao dich
caa nhom NH nay dugc KH phan anh la kém nhiét tinh hon cac NH: ACB,
MBbank, Techcombank. Pay 1a nhitng yéu té ma cac nha quan tri dich vu NH cén
lwu ¥ tap trung cai thién va nang cao STMKH cua CLDV trong thoi gian téi. Tong
thé diém TBC vé Do Tin cay c6 3 ngan hang (Techcombank, MBbank, ACB) c6 s6
diém cao hon cac NH khac nhung so v&i mong muén cia KH thi van ¢ mic diém
thap. Do d6, dé nang cao Do Tin cay, gop phan nang cao CLDV cung cap, NH can
thuc hién cac bién phap sau:

Pé dam bao tinh chinh xac, kip thoi cua giao dich va chiing to méi quan tam
gilp KH giai quyét cac van dé DV, NHTM thudc nhom 1 tiép tuc duy tri phét trién
t6t hon va cac NH thuoc nhom 2, 3 ¢6 thé tham khao céc giai phap sau:

Mét, NH phai thuc hién cac giao dich ding nhu cam két, dung thoi gian, can
don gian hda cac thu tuc xir ly nghiép vu, tha tuc giao dich, tu dong hda thao tac thuc
hién, xay dung quy trinh xt 1y nghiép vu nhat quén, théng suét gitra cac phong nham
rut ngan thoi gian giao dich cho KH, giam thai gian cho doi cho KH.

Hai, khuyén khich nhan vién t6 chic sap xép cong viéc mot cach khoa hoc,
thuc hién dung cac quy dinh cia NH, cac nhan vién can huéng dan nhiét tinh, ti mi
cho KH nhitng thu tuc hanh chinh ding véi quy dinh cia NH, nhan vién ciing can
giai thich rd rang cho KH vé nhiing tién ich ciia DV ciing nhu nhitng sy ¢ ma KH
c6 thé gap phai va huéng dan cho KH nhiing viéc can thyc hién khi gap phai su cd.

Ba, c4c chung tir tai lidu can thiét cho giao dich, thoi gian xu ly hd so cia
KH can dugc niém yét cong khai dé KH nam bat kip thoi thdng tin, biét thoi gian
cho tiing giao dich cy thé. Tang cudng trén hé thdng truc tuyén giam chi phi van
ban gidy va truy cap moi ldc.
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Bon, quy dinh rd rang ddi véi nhan vién vé viéc tuan thu thoi gian thuc hién
nghiép vu, dam bao hd so cua KH ludn duoc xu 1y ding véi thoi gian quy dinh.
Néu su cham tr& do 13i caa nhan vién thi NH can phai gui 10 xin 16i ¢én KH va c6
bién phép cai tién phu hop ddi véi nhan vién sai pham.

Nam, lién tuc tap huin cho nhan vién vé cac tinh hudng/ rai ro cé thé xay ra
trong bbi canh kinh doanh hién nay, dé nhan vién chi dong va tranh tinh trang
khéng dam nhan trach nhiém khi tinh hudng xay ra, nhan vién can phai giai thich rd
cho KH céc lgi ich, trach nhiém cua cac bén trong qua trinh thuc hién DV, han ché
t6i da xay ra cac su c6 DV.

Hai 14, nang cao sw théa man KH vé khd ndng Pap ing nhu cdu cia KH

Két qua udc lwong mo hinh cau trac phuong trinh ciing nhu iy y kién
chuyén gia (Phu luc 4 va 9) déu cho thay day la thanh phan c6 muc anh huéng quan
trong thir hai dén STMKH khi str dung dich vu NH. Sy Dép tng lién quan dén “kha
nang giai quyét van dé nhanh chéng, phuc vu KH mét cach kip thoi, xu Iy hiéu
qua cac khiéu nai, sin sang giup d& KH va dap ang cac yéu cau cua KH. Tuy
nhién két qua khao sat cho thdy KH danh gia diém TBC vai thanh phan nay chi
muc 3.34 diém, xép hang thi tu trong 6 thanh phan do luong (Phu luc 9).

NHTM c6 s6 diém TBC dan dau thanh phan Su Pap tng 1a nhom 1:
Techcombank, MBbank, ACB. Nhom 2 véi sé diém thiap hon la: VPbank,
Vietcombank, Vietinbank, BIDV va nhom 3 la: Agribank, Sacombank,
DongAbank.

Két qua do luong céac tiéu chi cho thay muac diém CLDV cam nhan kha cao
la: (RES1) Thong béo cho KH thoi diém DV sé dugc thuc hién va tiéu chi (RES2)
Nhan vién cung cap DV, hd trg, giai dap nhanh chong, (RES3) Nhan vién sin long
gitip dd, giai quyét khi KH yéu cau (24/7) vai sé diém lan luot 1a 3.71, 3.5, 3.39.
KH danh gia tiéu chi: RES1, RES2 va RES3 cua ca 3 NHTM nhom 1:
Techcombank, ACB, MBbank véi s6 diém vuot troi hon cac nhom khac. Nguoc lai
tiéu chi: (RES4) Khi giao dich chwa duoc xir Iy NH cung cap cac phan hoi nhanh va
(RES5) Khi ¢6 cac van dé, sy ¢d, NH cung cap giai phéap thoa dang con chua thyc
su tao dugc su théa man cao ddi véi KH véi diém TBC chi dao dong trung quanh
muc 3 diém lan luot 14 3.01 va 3.08. Két qua phong van KH mong mudn trong thoi
gian téi cac NH: DongAbank, Agribank, VPbank, BIDV nhan vién cung cip DV
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gia ting téc d6 giai dap nhanh chong (RES2) va cac NH: DongAbank, Agribank,
Sacombank, BIDV, Vietcombank, Vietinbank, VVPbank can ting cudng hon nita
trong cong tac ngin nglra Cac su ¢ cling nhu cung cip c4c giai phap thoa dang
giai quyét cac su cd DV, dic biét trong béi canh DV truc tuyén ngdy cang dugc
KH str dung thi van dé cung cap cac giai phap dam nao an ninh bao mat va ngin
nglra cac sy c6 bi tin cong bai lra dao qua mang, ma doc, link la... can duoc
théng bao rong rai dén KH khi sir dung DV tranh tinh trang mot s su viéc dang
tiéc trong thoi gian qua. Do do, dé gop phan nang cao CLDV cua NHTM, cac NH
thuoc nhém 1 tiép tuc duy tri phat trién cac két qua dat duoc va cac NH thudc
nhém 2,3 c6 thé tham khao nhirng bién phap nham cai thién thanh phan nay ti
nhitng NH thanh cong nhu:

Cadi thién cdng tac gidi quyét khiéu nai, phan héi cia KH:

Thuc té cho thay nhiing 1oi than phién, gop y caa KH sé& gilp cac NH ¢ céi
nhin chinh xé&c vé hoat dong ciia minh, viéc giai quyét nhanh chéong céc thiac mac,
khiéu nai tao cho KH cam giac thoai mai, an tam khi thuc hién giao dich. Qua d6 s&
gitp NH giit vitng duoc hinh anh tét trong mat KH. Vi vay, tac gia dé xuat mot vai
bién phap nham gitp NH xir ly tét cac khiéu nai cia KH sau:

Thit nhat, bo phan giao dich truc tiép véi KH, hay trung tam quan ly cudc
goi 24/7 cuia NH khi tiép nhan cac yéu cau, khiéu nai cia KH néu tinh hudng da
duoc tap huan thi nhanh chéng giai dap. Vi nhitng tinh hudng ngoai kha nang giai
quyét ngay can c6 thém thoi gian, nén phan loai cac nhom xir ¢ theo muc do
nghiém trong dé quy dinh thoi gian toi thiéu va téi da khi xtr ly va cong bé rd véi
KH thoi gian chd doi giao dich, thoi gian giai quyét khiéu nai cua KH, tranh tinh
trang KH khong rd thoi gian phuc dap dan dén kém hai 1ong vé giai quyét DV, anh
huong dén uy tin cua NH.

Thet hai, Lap bang danh muc cac loai rui ro/ sy ¢c6 DV (Tham khao tiéu
chuan quan ly rai ro 1SO 31000) dé phan loai muc d6 tac dong, Xac Xuat xay ra, ton
that, dinh ky can danh gia lai hiéu qua cua cac bién phap ngin ngira giam thiéu rai
ro hién nay dang 4p dung dé co cac bién phap tang cudng manh mé hon nira trong
tuong lai. Cac nhan vién tiép nhan cac khiéu nai caa KH vé DV can lién tuc theo
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ddi tranh tinh trang 13i 13p lai va cap nhat danh muc cac 16i méi dé canh béo toan hé
théng DV.

Thit ba, lién tuc tap huan cho bo phan tiép nhan va xu ly khiéu nai KH, bén
canh y&u cau vé nghiép vu, chuyén mén, kinh nghiém, can phai c6 k§ ning giao tiép
khéo 1éo, ki nang xtr Iy tinh hudng tét dé co thé tu van, giai quyét nhanh chéng nhitng
thac mac, khiéu nai cia KH mét cach hiéu qua, nhanh chong va chinh xac nhat.

Thet tue, can thuc hién tot viéc tiép nhan moi y kién khiéu nai caa KH théng
qua nhiéu kénh thdng tin thuan tién, trong d6 duong day néng, tranh tinh trang KH
goi dién thoai nhung may ban hoac khong co tin hiéu tra loi. Ghi &m cac cudc goi tur
d6 NH c6 thé nhanh chéng kiém soat dugc cac van dé phat sinh, hiéu dugc nhiing
mong mudn cia KH dé cé nhitng diéu chinh cho phi hop, kip thoi. Véan dé nay da
duoc Techcombank, ACB, VPbank di lam tir sém voi cac hotline mién phi cudc
cudc goi ma 1800... va duoc KH danh gia rat tot vé Kha nang Pap tng.

Ba 14, nang cao s théa man khach hang vé Sw Thdu cam déi Vi
khach hang

Sy Thiu cam ngdy nay 13 mot chia khoa quan trong trong viéc thuc hién
nhimg chién dich cong hudng cam xuc va két ndi cam xuc véi KH. Mot trong
nhing nén tang cua tri tué cam xtc chinh 1a Sy Thau cam. Theo Sara D. Hodges va
Michael W. Myers trong cudn Bdch khoa toan thw tam 1y hoc xd héi, "Su Thau cam
thuong duoc dinh nghia 13 trai nghiém cta ngudi khic bang cach tudng tuong ban
than minh trong hoan canh cta ngudi d6. Mot ngudi hiéu trai nghiém cua nguoi kia
nhu thé ban than da duoc trai qua vay, nhung lai khong thuc su trdi nghiém no."
(Hodges, S. D., & Myers, Michael W., n.d.). Su Thau cam 1a mot khia canh quan
trong ctia md hinh SERVPERF, thé hién sy quan tim luu y c4 nhan (Parasuraman,
A. et al, 1988).

Két qua wdc lwong md hinh ciu trac phuong trinh va phong van chuyén gia
(Phu luc 4 va 9) cho thdy day la thanh phan quan trong thir ba anh huong dén
STMKH khi st dung dich vu NH. Két qua thong ké mé ta cho thay khia canh Su
Thau cam véi 5 tiéu chi do lwdng diém trung binh chung (TBC) vé CL cam nhan
la 3.48, xép vi tri thir ba trong 6 thanh phan khao sat. Dan dau diém TBC vé thanh
phan nay van la cac NH nhém 1: ACB, MBbank, Techcombank, ké dén 1a nhom
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2: Vpbank, Sacombank, Vietinbank, BIDV va nhom 3 la: Vietcombank,
DongAbank, Agribank.. Téng thé déi véi sy Thau Cam KH danh gia cao cac NH
thudc nhom 1, 2, dic biét 1a nhém 1 KH danh cao sy ndng nhiét va thau hiéu, quan
tam dén KH trong qué trinh DV. Nguoc lai KH chua hai 1ong voi cac NH thudc
nhém 3, can phai cai thién manh hon nita trong thoi gian toi, nhat 1a thai d6 cua
nhan vién can ndng nhiét va than thién hon véi KH.

Cu thé dbi voi ting Tiéu chi do ludong cho thiy cac tiéu chi duoc danh gia
cao la EMP3, EMP5, EMP2 véi s6 diém lan luot 3.51. 3.47, 3.36 va din dau van 1a
cac NHTM nhom 1. Mbbank, ACB, Techcombank, Vpbank. Cu thé tiéu chi
(EMP3) Ngan hang lay loi ich cia KH 1a diéu tam niém cuaa phuc véi muc diém
TBC cao nhét 1a 3.8, din dau vuot troi diém EMP3 la cac NH: ACB, MBbank,
Techcombank va Vpbank, Sacombank. C4c tiéu thirc con lai cua Sy Thau cam gom
(EMP5) Nhan vién ngan hang biét quan tdm dén KH cac NH: Mbbank,
Techcombank, Sacombank dugc KH khen ngoi. (EMP2) Ngan hang lam viéc vao
nhitng gio thuan tién cho KH cac NH: Techcombank, Mbbank, ACB, Vpbank,
Sacombank duoc KH danh gia rit cao do toan hé théng cac chi nhanh ngan hang
nay déu lam viéc bod sung vao gio nghi trua va lam viéc ca vao sang thtr 7, hd tro
cho KH st dung DV ngoai gio hanh chinh so vai cac NH con lai.

Tuy nhién tiéu chi: (EMP4) Nhan vién ngan hang hiéu duoc nhitng nhu cau
cua KH con chua thuc su tao duoc STMKH cao véi diém TBC thap nhat trong 5
tiéu chi do luwong véi 3.28 diém, dic biét 1a cac NH: Agribank, Vietcombank,
DongAbank, Vietinbank, BIDV, Vpbank khong dugc KH danh gia cao sy thau hiéu
d6i véi KH, diéu nay cho thay viéc nhan vién cua cac NHTM nhém nay can phai
cai thién hon nira dé thau hiéu nhu cau KH, nham c6 thé dap tng mot cach tét nhat,
vi day 14 tiéu chi co tim quan trong thtr 2 trong thanh phan nay. Theo kinh nghiém
nang cao STMKH vé CLDV mét sé6 NH ap dung cac giai phap sau:

Xay duwng cdc tinh huéng chuan héa, cip nhat nhitng tinh hudng thuc té,,
dic biét trong va sau dai dich, su gia ting nhu cau sir dung DV tryc tuyén ciing
gy ra sy han ché tiép xuc tryc tiép, vi vay dé ting cuong su thau hiéu véi KH

cua minh cdc NH nén cdp nhat thuong xuyén co s¢ dir s¢ dir li€u, hay ngan hang
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tr1 thirc tét, bao phu tinh huéng DV thuc té giup nhan vién lién tuc hoc tap, thau
hiéu KH hon.

Chia sé kinh nghiém véi dong nghiép, trong qua trinh DV cac NH can phai
1am thé nao dé nhan vién ciia minh kién nhan, duy tri Sy Thau cam véi KH dau tién
trong ngdy ciing nhu d6i xtr tuong dwong véi KH cudi ngay, vi thuc té sau mot ngay
lam viéc vét va, tinh trang cudi ngay c6 thé té di, vi vy NH can phai c6 cac bién
phap tao dong luc, ting cudng nhan thirc dé nhan vién luén duy tri thai do tich cuc,
lubn Thau cam v6i KH. Mot trong nhimg 161 khuyén cua cac chuyén gia tim 1y 1a
nhan vién nén ghi lai trong tuan nhiing 1an minh cam thay xuat hién cac cam xuc
tich cuc hoac tiéu cuc khi phuc vu khach. Diéu nay s& giup cho ho nhin lai va chia
sé nhitng kinh nghiém ctia minh v&i dong nghiép dé cing tao nén Su Thau cam vai
KH, tranh dugc nhitng cam xtc ti€u cuc.

San sang nhdn phdn hoi tir dong nghiép va KH: Doi khi, nhan vién rat khé dé
nhin nhan mot cach khach quan cach minh dbi xtr véi KH. Vi vay, khi két thiic cudc
trd chuyén, nhan vién c6 thé hoi KH ctia minh nhiing cdu héi mo nhu “Ong/ba nghi
diéu gi s& khién cudc tro chuyén nay trd nén tét hon?”. Néu KH cua phan nan vé
viéc khong dugc lang nghe hodc khong dugc ton trong, thi nhan vién biét rang do6 1a
van dé vé Su Thau cam. Tuong tu, nhan vién DV c6 thé hoi ¥ kién ciia mot dong
nghiép di c6 quan hé tt véi KH. Piéu quan trong nhat 13 nhan vién DV can tiép nhan
phan hoi ctia ddng nghiép véi tinh than coi mo.

Hiéu va nam bat dit liéu co so dir liéu vé KH trong ngan hang: Khi nhan vién
khong co thong tin vé KH, rat d& nghi rang KH dang phan tng thai qué trudc mot
van dé don gian. Rat kho dé che gidu nhiing suy nghi tiéu cuc d6 va nhéan vién cd
gang hanh dong nhu thé dang rat thau cam. Pé vuot qua rao can do, can tim ra KH
ctia minh 1 ai va SP/DV cua NH c¢6 ¥ nghia gi d6i voi ho. Khi nhan vién DV niam
dugc thong tin vé trinh d6 hoc vén, gidi tinh, tudi tac, cong ty, td chtrc...ctia KH, ho
c6 thuc su c6 thé thu hep khoang cach va nudi dudng Su Théiu cam.

Hudn luyén, dao tao nhdn vién: Mot cach phd bién ¢ cac NH hién nay dé
nudi dudng Su Thau cam la dao tao, hudn luyén. Viéc nay doi hoi su kién nhin
va thue hanh. Khi tham gia nhip vai khic nhau vao trong cac tinh hudng duoc

tap huin/giang day, chung ta s& c6 thé cam nhan nhitng kho khin ma mot KH
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méi gip phai. Véi cac tinh hudng gia dinh trong huin luyén dao tao, mdi ngudi
s& hiéu moi thtr & nhirng goc nhin khac nhau nhu thé nao. Pidu nay s& giap xem
xét k¥ cac tinh hudng tir quan diém cua KH va ting kha ning Thau cam véi KH
cua NH.

Bon 13, tdng cwong Sw Tiép cdn cia dich ve Hizu hinh khach hang cé thé
quan sdt dwoc dé nang cao si théa man khach hang

Két qua udc lugng mo hinh cau trac phuong trinh va két qua 1ay y kién
chuyén gia (Phu luc 4 va 9), Su Tiép can DV la thanh phan quan trong tht tu anh
huong dén STMKH khi sir dung DV cta NH.

Két qua théng ké mo ta cho théy khia canh Su Tiép can voi1 6 tiéu chi do
luong diém trung binh chung (TBC) vé CL cam nhén 1a 3.65 muc diém khé cao
xép vi tri the hai. Trong d6 cic NH thuéc nhom 1: Vietinbank,
BIDV,Techcombank, Mbbank, Vpbank vd&i sd diém vuot troi hon hian cac NH
con lai

Trong d6 tiéu chi: (ACC3) Ngan hang cung cip da dang cac DV (chuyén
tién, thanh toan héa don, mua sdm, DV thé, QR...) phu hop v6i nhu cau cua KH
véi mitc cao nhat 1a 4.14 diém. Két qua phong van KH cho thiy trong nhiing
nim qua cung véi su phat trién, lién két kinh doanh gitta NH va cac don vi khac
(kinh doanh, mua sim, trudng hoc, don vi thanh toan trung gian....) da lam
phong pht hon cac DV cuia cac NH cung cap, tao ra su tién loi cho KH. Tiéu chi
(ACC2) KH d& dang tiép can cac thiét bj cung cap DV NH (ATM, robot, e
banking...) va (ACC4) Tdc do xir Iy cac giao dich nhanh chéng véi s6 diém lan
lwot 14 3.92, 3.7 diém, day ciing 12 nhitng tiéu thitc vdi CLDV cam nhan khé cao,
cho thay thoi gian qua voi su chuyén d6i sé cta hé théng NH, dau tu trang thiét
bi hién dai va rong khip lam gia ting co hoi sir dung céc thiét bi thay thé, giam
tai cho nhan vién NH tai chi nhanh, quay giao dich, gép phan nang cao toc do xur
1y giao dich va co hoi tiép can cac thiét bi cung cap DV thay vi tuong tac voi
nhan vién NH.

Két qua phong van cho thiy cic KH danh gia cao hé thong trang thiét bi
ha tr:flng k¥ thuat hién dai va DV truc tuyén nhanh chong va an toan bao mat khi
st dung, toc do xu Iy cac giao dich nhanh chéng (ACC2, ACC4). Pac biét hé

thdng cua Techcombank véi cac ing dung t6i gian dé st dung, thong minh trong
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khi MBbank KH danh gia c6 hé thong k¥ thuat hoat dong on dinh, it bi treo hay
gian doan hé théng do tir ndim 2022 MBank di hoan thanh hai dy 4n nang cap
lén toan hé thdng. Nbi bat 1a viée nang cdp thanh cong hé thdng T24, sin sang ha
téng phuc vu cho 30 triéu KH. Bén canh d6 vdi ti€u chi “(ACC6) Dia diém céc
chi nhanh giao dich thuan tién, KH” danh gid cao cac ngan hang Agribank,
Vietinbank, Vietcombank, BIDV véi mang luéi cac phong giao dich sé 16n (Phy
luc....) thuan tién cho KH giao dich truyc tiép, trong khi cic ngan hang:
Techcombank, Agribank, BIDV, Vietcombank, Vietinbank 1a nhiing NH din dau
vé s6 luong cac cdy ATM cung cap DV trén dia ban thanh phé. (Phuy luc 12)

Tuy nhién tiéu chi: (ACC1) D& dang lién hé voi ngan hang (24/7) c6 muc
d6 STMKH thap nhat v6i diém TBC chi muc 3.28, thap nhét trong 6 tiéu chi do
luong cua thanh phan nay, diéu nay cho thdy viéc cung cip DV 24/7 chua thyc
hién tot, hién nay chi cac NH: Techcombank, Mbbank, ACB, Vpbank,
Sacombank dugc danh gia cao hon trong tiéu chi nay. Cac NH con lai can phai
ning cao trinh trinh d6 cong ngh¢, tng dung tri tué nhan tao dé co thé thuc hién
cung cip DV 24/7 két ndi lién tuc voi KH thuan tién.

Vi vay trong thoi gian téi cac NH con lai cac nha quan tri dich vu NH can
luu ¥ tap trung cai thién va nang cao muc do thoa min cua CLDV. Cac NH ¢ thé
tham khao céc bién phap sau tir cac NH co diém sb tot:

Thuc té cac ngan hang trong top 10 duoc xép hang trong luan an déu 1a
cac NH c6 mang luéi chi nhanh va phong giao dich ciing nhu cac diém dat thiét
bi cung cidp DV rong khip va dé dang tiép can véi KH. Trong d6 cac NH:
Agribank, Vietinbank, Vietcombank, BIDV, Vpbank dugc KH danh gia cao sb
lwgng phong giao dich va chi nhanh thuan tién (Phu Luc 11 va 12). Cac NH con
lai tuy thudéc vao ngan sach dau tu va chién lugc kinh doanh ctia minh co thé
tham khao ting cudng cac diém tiép can vat Iy, vi day ciing 1a tiéu chi c6 muc d6
quan trong nhét trong 6 tiéu chi do luong “Sy Tiép can”.

M6 rdng céc diém giao dich, cac thiét bi (ATM, POS/EFTPOS/EDC).

Tang cuong lién két voi cac nha cung cap DV khac: mua sam, thanh toan,
CO quan, t6 chirc khac...Pa dang hoéa DV tién ich cia NH. Hién nay, rat nhiéu

NH ciling da ap dung nhiéu san phém, tién ich ctia DV tao ra su canh tranh rét
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16n. M6 rong cac DV nhu: thanh toan chuyén tién quéc té, dong thué thu nhap ca
nhan, thanh toan hoéa don truc tuyén, chuyén khoan tir tai khoan tién gtri thanh
toan sang tai khoan tiét kiém va nguoc lai, tat toan sb tiét kiém chuyén vao tai
khoan tién gtri thanh toan. ..

Tang cudng hé thong truc tuyén, phan mém, tng dung (App) hudng dén
su dé dang st dung va than thién, don gian v6i ngudi dung. Nghién ciru méi day
ciia PYMNTS.com va Entersekt cho thdy mic du viéc st dung ung dung ngan
hang di dong da ting vot 200% ké tir khi bat dau dai dich coronavirus nhung
hién nay tai khoang mot nira qudc gia st dung cac ung dung nay, hon 1/3 nguoi
tiéu dung dugc khio sat chua théa man vé trai nghiém cua ho voi thiét ké cac
tmg dung/ web ngan hang. Véi viéc st dung cac thiét bi may tinh, dién thoai
thuong xuyén phét ra tia 4nh sang giy hai cho mat, vi vay b cuc mau sic, kich
thudc phong chir trén ung dung can lua chon sang tao hap din, tao cam giac dé
chiu thich tht khi sir dung. Hién nay theo danh gia cia KH phan mém NH cua
Techcombank dugc phan hoi rat tot, hoat dong on dinh, téc do nhanh.

Ndim la, nang cao STMKH vé Tinh Hézu hinh khach hang c6 thé quan sdt dwec

Véi dic thu DV 1a vo hinh, nén KH rat khé hinh dung ciing nhu danh gia
CLDV, vi vay Tinh Hitu hinh 132 mot trong nhirng thanh phan duoc Parasuraman
1988 dua vao md hinh SERVQUAL. Két qua udc lugng mo hinh cau trac
phuong trinh va két qua 13y ¥ kién chuyén gia (Phu luc 4 va 9) cho thay day la
thanh phan anh hudéng dang ké thtr nim dén STMKH khi st dung dich vu NH.
Tuy khong quan trong bang cac thanh phan khac nhung dugc KH danh gia c6
muc diém cao nhat trong két qua khao sat (Phu luc 9) Ia 3.8 diém. Tong thé
nhom ngan hang: Techcombank, Vietcombank, ACB, BIDV, Vietinbank cé sb
diém “Tinh Hiru Hinh” vuot 18n so v6i cac NH khéac. Trong dé c6 3 tiéu chi &
muc diém TBC vé CLDV cam nhén cao nhét 1a: (TAN1) Ngan hang c6 trang
thiét bi hién dai, (TAN2) Khong gian, co so ha tﬁng cua ngan hang dep, va
(TAN4) Giao dién Website va ting dung phan mém cung cap DV ngan hang c6
thiét ké than thién nguoi dung (bd cuc, mau sic, kich thuéc phong chir, d6 hoa,

hinh anh...) véi lan luot v6i sé diém 3.98, 3.9, 3.81.
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Hai ti€u chi “(TAN2) Déng phuc vién vién ngan hang dep, lich su va Tai
li€u, to roi cua ngan hang thiét ké dep, tinh gon (TAN3)” c6 muc diém thép hon
la 3.65, 3.67. Vo1 2 tiéu chi nay KH danh gia cac NH: ACB, Vietcombank,
BIDV, MBbank, VPbank véi cac thiét ké c6 tinh thAm my, hai hoa mau séc va
dong bo tong mau chil dao gian v4i bo nhan dién thuong hiéu, giup KH nhan dién
Ngan hang d& dang. Cac NH con lai can phai cai tién hon. Hién mot s6 NH di ap
dung cac bién phap sau dé cai tién:

Dau tu trang thiét bi hién dai, tng dung cong nghé Al trong cung cp dich
vu thong minh.

Khéng gian co s¢ ha tAng can dau tu tién nghi, thiét ké 4n tuong.

Trang phuc cia nhan vién cin dau tu tao diém nhan va c6 su lién két véi
cac ddu hién nhan biét thuong hiéu cua KH.

Thué cac nha thiét ké phan mém chuyén nghiép dé cai tién Giao dién cua
tmg dung Web, App ciia cic phan mém than thién véi ngudi nguoi sir dung, vi
du hién nay cac dich vy KH trén ngan hang di dong rat phong phu, tuy nhién KH
chii yéu st dung cac DV phd bién nhu: chuyén khoan, quan 1y tai khoan, thanh
toan, gui tién tiét kiém, nap tién dién thoai....vi vay ung dung nén hudng dén su
linh hoat tuy chinh, cho phép KH uu tién lga chon nhitng DV thuong xuyén st
dung wu tién xuat hién hang dau theo nhu cau cia KH. Viéc cho phép KH c6
nhiéu hon sy lya chon vé ngdn ngit ciing nén dwoc cai thién, diéu nay rat hiru ich
khi ¢6 giao dich ra nudc ngoai v6i nhiéu ngon ngit khac nhau. Thém vao dé viéc
cai tién (mg dung/web theo dinh ky gia ting sy doi mai bat kip xu thé phat trién
cong nghé dang 13 yéu cau tt yéu, nham mang lai nhitng trai nghiém méi cho
KH, vi viy can cai tién cac phién ban mdi 1a yéu cau va canh tranh hién nay cua
cac ngan hang. Ung dung app cua ngan hang Techcombank, Vietcombank 1a mot
trong nhitng (ng dung tdy bién va kha don gian duoc nguoi dung danh gia cao.

Sau 13, nang cao sw théa man KH vé S Dim bio

Két qua udc lwong md hinh phuong trinh ciu trac va ¥ kién chuyén gia
cho thay Sy Pam bao DV Ia thanh phan quan trong thtr sau anh huéng dén
STMKH khi stt dung dich vu NH (Phu luc 4 va 9). Két qua thong ké mo ta va

biéu d6 cho thay khia canh Sy Pam bao vdi 4 tiéu chi do luong diém trung binh
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chung (TBC) vé CL cam nhan 1a 3.29. Trong d6 tong thé diém TBC nhém NH:
Mbbank, ACB, Techcombank dugc danh gia vuot trdi vé Sy Pam bao, ké dén 1a
nhom 2: Vietinbank, Vietcombank, BIDV va nhom 3: Vpbank, Sacombank,
Agribank, DongAbank.

Két qua do ludng cac tiéu chi, c6 mot tiéu chi c6 muc diém CLDV cam
nhén cao hon cac tiéu chi khac 1a: (ASS4) Nhan vién co6 du tri thtc, k¥ ning dé
tra 101 cac cau hoi vé DV véi s6 diém 3.59. Véi tiéu chi nay khoang cach diém
ctia cac NH khong khac biét nhiéu (trir NH DongAbank) cho thiy hoat dong dao
tao va trinh d6 nghiép vu cua cac nhan vién NH trén kha dong déu va diy ciing
1a két qua dang ghi nhan cua hoat dong dio tao trong thoi gian qua.

Tuy nhién tiéu chi (ASS2) Ngan hang c6 thuong hiéu ndi tiéng, uy tin, tao
niém tin cho KH sir dung DV va (ASS1) nhan vién c6 kha ning tao ra niém tin
cho KH, ¢6 s6 diém lan luot 1a 3.31, 3.29. Pay la muc diém chua cao. Véi
Thuong hiéu tao niém tin KH danh gia cao hon nhém 1 gdém cic NH:
Techcombank, Mbbank, ACB. K& dén 1a nhom 2: Vietcombank, Vietinbank,
BIDV, Agribank, Vpbank va Nhom 3: ,Sacombank, DongAbank.

Ngoai ra két qua phong ciing cho thiy véi thanh phan “Sy Pam bao”cac
ngan hang: MBbank, ACB, Techcombank, dan dau véi sé diém lan luot 1a 3.54,
3.50, 3.53, v6i cac wu diém ndi troi 1 cac ngan hang c6 thuong hiéu uy tin va,
dac biét doi ngli nhan vién cua cac ngan hang nay rat tn tAm, nhiét tinh, lich su
niém nd va thé hién duwoc kha ning tao ra niém tin ddi voi tit ca cac KH giao
dich. Trong khi ngan hang: Vietcombank, BIDV, Vietinbank cling dugc danh gia
12 nhitng ngan hang 16n cé thuong hiéu lau nim tuy nhién KH nhan thay c6 su
phan biét d6i xtr va su nhiét thanh vdi cac nhom KH khac nhau nén kha nang tao
ra niém tin cho KH bi han ché hon 3 NH trén. Vi tiéu chi “(ASS4) Nhan vién
¢ du tri thire, k§ nang dé tra 101 cac cau hoi” Két qua phong van ciing cho thay
KH dénh gia caic NH Techcombank, MBbank, ACB, Vietcombank, BIDV,
Vietinbank ciing dugc danh gia c6 s diém vuot troi hon cac NH con lai, khoang
cach diém vé tiéu chi nay gitta cic NH nay khong qua xa, KH nhan thay cé sy
ddng déu, khong co su khac biét qua nhiéu giira trinh d6 nhan vién cta cac NH,

do hién nay hoi nhap quoc té, cong tdc dao tao ndi bd cling nhu dao tao bén
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ngoai da dugc NH chu trong va cidp nhat thuong chuyén nang cao trinh do
chuyén mon cho d¢1 ngli nhan vién DV.

Tuy nhién tiéu chi: (ASS2) Ngan hang cé thuong hiéu ndi tiéng, uy tin tao
an toan cho KH sir dung cac DV” va (ASS3) Nhan vién lich sy, niém né véi KH
chi & mtc diém trung binh 3.06, 3.12 thap hon so véi 2 tiéu chi trén. Pay la
nhiing van dé ma cac nha quan tri dich vu NH can luu y tap trung cai thién va
nang cao muc d§ thoa man cia CLDV ngan hang v41 Sy Bam bao trong thoi
gian t6i. Ngan hang c6 diém sé chua cao c6 thé tham khéo ap dung nhirng bién
phéap sau:

Tang cuong cong tac dio tao kién thire va k¥ ning mém cho nhén vién

Véi su phét trién khong ngimg cia CNTT, cac nhan vién ngan hang cin
phai thudng xuyén duoc dao tao dé co thé bat kip vdi tién trinh phat trién cong
nghé. Nhitng nhan vién c6 kién thuc chuyén mén va cé k¥ ning tot s& gitp NH
gitr chan duoc KH truyén théng va thu hat thém nhiéu KH méi. Vi vay, tac gia
dé xuét nhirng giai phap sau: Tang cuong cong tac dao tao trinh do chuyén mon:
(1) Tht nhat, can thudng xuyén md cac 16p dao tao cho cac nhan vién nghiép vu
va kién thirc cap nhét ung dung hé théng DV hién dai. (2) Thir hai, chu trong
phét trién nhanh luc luong can bd chuyén sau, dic biét 1a cac chuyén gia vé
CNTT, an ninh mang, tri tu¢ nhan tao. (3) Thu ba, dé viéc dao tao duoc thuc
hi¢n lién tuc va kip thoi, cdc chuong trinh dao tao co thé duoc thuc hién tap
trung, hoac dao tao truc tuyén, gia tang su tiép can thuan tién cho cac can bd
ngan hang véi nhitng tri thirec moi. (4) Tha tu, viéc dao tao nhan vién can phai
gan véi muyc tiéu cia ting giai doan, khong nén dao tao mot cach tran lan s giy
lang phi va kém hi¢u qua. (5) Th nam, dinh ky nén thyc hién cac cudc danh gia,
thi nghiép vu, ting cudong k¥ niang mém nhu: k¥ ning giao tiép, ky ning ban
hang cho nhan vién, huin luyén cac nhan vién vé kha ning tng xir vdi KH, kha
ning xur 1y tinh hudng, k¥ ning chim séc KH dé thich ung véi ting d6i twong
KH nhu ctr chi, 101 néi chao héi va giao tiép nham 1am cho KH cam nhéan duoc
su cham soc riéng biét cia NH danh cho KH.

By 1, tang cwong cong tac xdc tién, qudang bd thuwong hi¢u

Cong tac quang céo, tiép thi thuong hiéu NH cé ¥ nghia quan trong trong
viéc thiic ddy sy phat trién cia DV ngan hang, dua trén két qua nghién ctru cia
Mibranch & chuong 4 cho théy muc do nhan dién NH chua cao. Do do, can thuc
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hién cic chwong trinh quang cdo c6 tinh hé thong, chuyén nghiép dé gy an
trong cho khach hang, cac chuong trinh quang céo, gidi thiéu san pham, khuyén
mii, cac bang ron, logo,.. déu phai théng nhit tir hoi sé dén chi nhanh. Mot 1a,
hién nay c6 thé thiy cic bién quang cdo, bang rén quang céo, clip quang céo....
dé gisi thiéu DV cua NH con khiém tén. Do d6, DV cia duoc moi ngudi biét
dén rong rdi va in sdu vao tam tri cua ngudi dan, cin ting cudng quang cdo vé
DV trén truyén hinh, trén cac trang Web cta ngin hang hay cac bao dién tu,
quang cdo trén bao chi nhiéu hon nira, nhu quang cdo trén bao Tudi tré, bao
Thanh nién.... ¢6 sy gia ting nhan biét thuong hiéu NH va sir dung DV.

Tam 13, mét sé gidi phap khac nham nang cao sw théa man khach hang vé
chdt lrong dich vu NHTM

Bén canh cac giai phéap tir két qua nghién cau, qua thuc tién cho thiy nhitng
quan ngai cua KH trong bdi canh 4.0 vai cac van dé vé rii ro an ninh thong tin ciing
dugc KH quan tim, cong tac cham séc KH, nghién ctu thi truong cling can phai
duoc chu trong.

Pau tién, tang cuong cong tac phong ngera rui ro, quan 1y raii ro théng tin

Bén canh nhitng tién ich mang lai cho KH thi dich vu NH cung cap trén nén
tang nay van chira dung nhiéu rai ro. Do d6, quan Iy rai ro 1a mot van dé can duoc
NH quan tdm hang dau nham dam bao an toan, hiéu qua trong qua trinh hoat dong
g6p phan nang cao D6 Tin cay cua KH dbi voi DV. Rui ro 1a su tac dong khdng
chic chan 1én muc tiéu (Theo 3.1, 1SO 31000: 2018). Rui ro trong ngan hang dién tir
theo két qua nghién ctu cua Tijana Radojevic and Palibor Radvovanovic 2010
“Managing risk of electronic banking”, gdm 5 nhém: rii ro hoat dong, rai ro danh
tiéng, rti ro phap 1y, rai ro hoat dong qudc té va cac rui ro khac nhu ri ro tin dung,
rti ro thanh khodn, rdi ro 13i suat va rui ro thi trudng, c6 thé phat sinh tir ngan hang
dién tir va kinh doanh tién dién tir. Dya trén tiéu chuan quan tri rai ro 1SO
31000:2018, day la tiéu chuan duogc thira nhan rong rai dugc ban hanh béi to chic
tiéu chuan hoa qudc té ISO ¢6 uy tin nam 2018 1a phién ban méi nhat, két hop véi
két qua nghién ciru cta céc tac gia khéc, xin goi y dé xuat mot sb bién phap sau:

Mgt, ngan hang can thiét lap co ché giam séat quan Iy rai ro hiéu qua trong
cac hoat dong ngan hang.

Khi hoach dinh cac du an cung cidp DV NH cac nha quan Iy can phai phan
tich ky, danh gia dung sy anh hudéng dén chién lugc phat trién, quan ly rai ro cua
NH. Céc quy trinh giam sat can duoc thuc hién thuong xuyén, hiéu qua nhiam phéat
hién va xu Iy kip thoi bat Ky rai ro phét sinh hay moi xam nhap bat hop phép c6 thé
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xuat hién trong cac hé thdng cung cap DV, dic biét DV cung cip trén nén tang sé
hoa. Cac quy trinh quan 1y rai ro d6i véi cac hoat dong cung cap DV NH phai
duoc tich hop trong co ché quan Iy rui ro chung caa NH. Bong thoi céc chinh séch
va quy trinh quan Iy rai ro caa NH can dugc thuong xuyén xem xét danh gia, chinh
stra, nang cap kip thoi nham dam bao tinh phi hop va du kha nang xtr Iy nhing rai
ro mai phét sinh trong cac hoat dong o thoi diém hién tai ciing nhu trong tuwong lai.

Hai, can ting cudng hoat dong nhan dién rai ro, can ting cudng su tham gia
cua cac bén lién quan tir nhan vién, KH, nha quan tri, déi tac, chuyén gia CNTT
gan voi béi canh kinh doanh bao gom bdi canh néi bo va béi canh bén ngoai va
gan vaéi tinh hudng kinh doanh dé c6 cai nhin da chiéu vé céc loai rai ro trong hoat
dong. Pac viét can ting cuong nhidu phuong phap va dbi tuong khac nhau dé
nhan dién rai ro nhu: Pugc phat hién boi nguoi quan ly rai ro, théng qua hoat
dong kiém toan noi bo va kiém toan bén ngoai, phan tich bao céo tai chinh, khao
sét rii ro hang nam, phan tich quy trinh kinh doanh, tir cic dénh gia cta céc to chuc
chung nhan...

Ba, nén str dung va tuan thu hiéu luc cac budc cua quy trinh danh gia rui ro
ddi vai dich hé thdng cung cip dich vu NH dugc ap dung tai cdc NH c¢é kinh
nghiém trén thé gidi.

Khi thuc hién kiém soét rai ro trong qua trinh cung cap DV caa NH can tuan
thu cac nguyén tic va mo hinh quan Iy caa tiéu chuan 1SO 31000 nhu Hinh 5.1 va
5.2 sau:

Tao gia tri
va bao vé

Gidrm sdt va xem wét
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Hinh 5.1: Cac nguyén tic quan tri rii ro  Hinh 5.2: M hinh qué trinh quan ly
theo 1SO 31000:2018 rui ro theo 1SO 31000:2018
Thuwc hién chat ché viéc bao mat thong tin
CNTT c6 vai tro rat quan trong d6i véi viéc duy tri va nang cao CLDV cua
NH, né quyét dinh dén s ton tai va phét trién cua NH. Chinh viéc xay dung duoc
nhitng cdng nghé bao mat, an toan s& tao dugc niém tin viing chic déi véi KH, tao
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cho KH sy thoai mai va yén tdm khi sir dung DV ciia NH.Do d6, NH can thuc hién
cac bién phap sau:

v C&c bién phap co ban quan ly bao mdt thdng tin

Can tiép tuc hoan thién va phat trién hé thong Core Banking va ting cuong
dau tu vao cong nghé bao mat, moi cac chuyén gia nude ngoai tu van trong viéc dau
tu va st dung céc cong nghé bao mat, mua nhitng phan mém bao mat tét nhat, hién
dai nhét tir nwdc ngoai.”Bén canh d6 viéc &p dung hé théng bao mat an ninh théng
tin theo céc tiéu chuan qudc té dé dam bao tinh khoa hoc va su céng nhan cua
cac bén lién quan nhu Bang 5.2 trong d6 phai ké dén tiéu chuan 1SO 27001 la
maot tiéu chuan quédc té duoc ban hanh bai Té chuc tiéu chuan héa quéc té (1SO).
Tiéu chuan nay mé ta cach quan ly bao mat théng tin toan dién trong mot to
chac. Phién ban méi nhét cua tiéu chuan nay da duoc xuat ban vao nam 2013 (ISO/
IEC 27001: 2013). Phién ban dau tién cua tiéu chuan duoc xuat ban nam 2005. ISO
27001: 2005 dwoc phét trién dya trén tiéu chuan BS 7799-2 cia Anh. 1SO 27001 da
nhanh chéng tré thanh tiéu chuan bao mat. Trong tm cua ISO 27001 12 bao vé tinh
bao mat, tinh toan ven va tinh sin c6 cua thong tin trong mot cong ty. Piéu nay
duogc thyc hién bang cach tim hiéu nhitng van dé tiém an co thé xay ra d6i véi thong
tin (nghia 14 danh gia rai ro), xac dinh nhitng gi can phai lam dé ngin chan nhiing van
dé d6 xay ra (nghia 1a giam thiéu rai ro hodc xu ly rai ro). Khi thuc hién hé thong nay
t6 chuc cd thé tham khao cach trién khai dya trén tiéu chuan An Ninh Théng tin 1SO
27001 do nhém tac gia (Dennis C. lannicca et al, 2013) dén tir Trung tam NASA d&
xuat khi kiém soét tng dung hé thong CNTT trong chwong trinh Hoi Thao cia NASA
vé An ninh thong tin ndm 2013. Phuong phap danh gia rui ro dwoc khuyén nghi bao
gom 09 budc chinh, dugc xac dinh ngan gon nhu Hinh 5.3 dudi day:
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DAUVAO CAC HOAT PONG PANH GIA RUI RO DAURA
— Phn ciing N R
— Phan mém — Ranh giéi ctia hé théng

— Giao dién hé théng

— Dir liéu va thong tin

— Con nguoi

— Nhiém vu cia hé thong

Buéc 1:

-

AN

bic tinh caa hé théng

— Chiic ning ctia hé théng

— Gidi han cua di liéu va hé théng
— Tinh An toan ctia dir liéu va hé
théng

— Lich sir bj tin céng cua hé théng Budc 2
— Di ligu tir phin mém thang minh, | puwoce _ Biio cdo cic de doa
truyén thong dai chiing, kiém toan, Nhén dién cic de doa i
déanh gia ngoai.... \l/
N -
— Bao cao danh gia rui ro trudc do o
— Céc khuyén céo dénh gié o LmdeE _ ——
— Yéu ciu bao mat Nhén dién céc 16 hong an ninh
— Két qua kiém tra bao mat \.
£ v
4 ) e
— Céc kiém soat hién nay Buéc 4: — Danh muc céc hoat dong kiém
— Céc kiem soat dugc hoach dinh Phan tich c4c kiém soét hién nay > sodt hién nay dwoc hoach dinh
L J \
- ‘ N \%
— Nguon de doa Buéc 5:
— Kha ning dé doa - _owoc o S s
_ Ban chit cia su thit hai Kha ning xay ra —> - Xép hang muc kha nang xay ra
/
— Tam nhin phan tich tic dong Buéc 6 Phan tich tic dong
— banh gia tinh nghiém trong cua _> Maét tinh toan ven
c4c tai san Mat tinh sin c6 dé dung
— Tinh nghiém trong cua dit liéu Mt tinh bao mat
— Kha nang xay ra viéc phat trién céc A ATl
méi de doa N Buéc 7: Xiac dinh rii ro
— Cudng do tac dong
~ Mire do iy di cia cAc kiém sodt V g
hién nay va duoc hoach dinh Buéc 8: Cac khuyén cao va ké S
\ hoach kiém soat L
v )
Buéc 9: Luu hd so két qua thuc ;
hién L

Hinh 5.3: Cac bwéc danh rii ro cia hé théng cong nghé thong tin ap dung
trong dich vu ngén hang
Nguaén: (Dennis C. lannicca et al, 2013)
Ngoai ra, dé dam bao an ninh riii ro trong qua trinh cung cap DV, cac NH c6
thé tham khao thém cac tiéu chuan duoc liét ké trong Bang 5.3 dudi day.
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Bang 5.2: C4c tiéu chuan quan ly an ninh théng tin phé bién dwec &p dung

TT | Tén tiéu chuin Khia canh quan ly Ghi chu
Cong ngh¢ thong tin - K¥ thuat bao mat - Quy
n ISO/IEC tac thuc hanh dé bao vé thong tin nhan dang ca | Rui ro dir li¢u c4 nhan trén cac dam
' 27018:2019 nhan (PII) trén cac dam may céng cong hoat | may (cloud)
dong nhu bo xur 1y PIIL.
Cong ngh¢ thong tin - K§ thuat bdo maét -
5 ISO/IEC Quy tic thyc hanh vé kiém soat an toan | Rui ro an toan thong tin trén cac
' 27017:2015 thong tin dya trén ISO / IEC 27002 cho cac | DV dam may (cloud)
DV dam may (cloud services)
DV tai chinh - S6 tai khoan ngan hang quéc té | Tiéu chuan nay quy dinh so tai
3. 1ISO13616 - 1:2020 \ L L (s
(IBAN) - Phan 1: Cau trdc cia IBAN khoan ngén hang quoc té (IBAN)
dugc sir dung dé tao diéu kién
o . .| thuan lgi cho viéc xir ly dir liéu
DV tai chinh - So tai khoan ngan hang quoc . g )
. . . ) quaoc té, giam thiéu rui ro trong qué
4, ISO 13616-2:2020 | t¢ (IBAN) - Phan 2: Vai tro va trach nhiém | PO .
trinh trao d6i di liéu, trong moi
ctua Co quan dang ky . o . .
truong tai chinh cling nhu trong va
gitra cac nganh khac.
ISOITR Ngan hang - Bao mat va cac DV tai chinh | Pua ra cic yéu cau bao mat nhim
5. khéc - Khuon kho vé bao mat trong hé théng | giam thiéu rui ro nghiép vu ngan
17944:2002 e o
tai chinh. hang tai chinh
6 ISO/TR DV ngén hang, ching khoan va cac DV tai
' 13569:1996 chinh khac - Huéng dan bao mat thong tin
. , Pua ra cac yéu ciu nham nhan biét
Ti€u chuan hoa trong linh vuc ngin hang, . » . .
7. ISO/TC 68 o ) va giam thiéu rui ro d6i vai cac quy
chirg khoan va cac DV tai chinh khac. ] )
trinh nghiép vu ngan hang tai chinh
https://www.nist.go | Céac bién phap kiém soat rii ro an ninh mang
v/cyberframework dwa trén cac hudng dan cua Vién Tiéu chuin . .
. .| Khuyén nghi cia CBP- Co quan an
va Cong ngh¢ Quoc gia (NIST) cung cap | . L .
8. ninh bao v¢ bién gidi Hai Quan My.

huéng din Khung Bao mat An ninh mang
theo khuyén c4o cia CBP- Co quan an ninh

bao v¢ bién gidi Hai Quan My

Nguon: NCS tong hop

Chin la, tiang cwong céng tac nghién ciru thi troeong

Ngan hang can chi trong cdng tac nghién cau thi treong, viéc ndy can tién

hanh cha dong, nham thu thap nhirng théng tin du bao kip thoi, co s& quan trong

hoach dinh chién Iwoc, muc tiéu kinh doanh, ldy KH 13 trung tim, dau vao cua qua

trinh quan ly 1a cac yéu cau KH, dau ra 1a sy thoa man KH.
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Can thay doi phong cach, tac phong phuc vu KH:“cuy thé thay vi d¢ KH dén
NH dé dugc phuc vy thi véi tac phong giao dich méi theo phwong cham NH mang
san pham DV t6i KH. Can bo sung va cap nhat thong tin KH (dia chi, sé dién thoai,
email, ma s6 thué...) dé chu dong tiép can KH. Vi nhitng KH da c6 tai khoan tai
NH va da dang ky sir dung DV caa NH thi gitp d& ho sir dung téi da loi ich cta san
pham, biét t6i tat ca tinh ning cia DV do NH cung cap

Cai thién cong tac cham soc khach hang

Ngan hang can tiép tuc duy tri chinh sach chim soc tit ca KH dong thoi nén
€O nhitng chinh sach cham soc riéng véi nhitng KH s dung DV, ngoai viéc cham
sOc tai quay thi viéc cham soc KH trén trung tdm quan ly cudc goi (Call Centre) rat
duoc KH quan tam vi tinh tién dung c6 thé két ndi 24/7, cu thé nhu sau:

Ngan hang can phai xay dung mot doi ngii nhan vién nhiét tinh, ning dong, co
nhitng k¥ nang tot trong cong tac phuc vu KH. Nhan vién can dugc dao tao vé k§ ning
cham séc KH bao gém 10i n6i chao hoi, giao tiép, tac phong, ctr chi.

Thudng xuyén to chirc cac cudc hoi thao, cac cudc khao sat tham do y kién
bi mat ddi véi cac KH lau nam dé co thé danh gia thai 6 phuc vu cta nhan vién
mat cach chinh xac. Tir d6 NH s& ¢6 nhitng chan chinh kip thoi thai d6 phuc vu cua
nhan vién nham cai thién cong tac cham soc KH.

Can thanh 1ap t6 cham s6c KH nham phuc vu KH duoc chu déo, nhanh chéng,
ling nghe y kién dong gop cua KH, ghi nhan nhiing khé khin, vuéng mac caa KH
trong qua trinh sir dung dé kip thoi tim ra nguyén nhan, han ché trong qué trinh cung
cap DV nham khéc phuc va nang cao CLDV KH. Vi du ngan hang Techcombank tién
phong trong viéc ludn tién hanh iy y kién KH sau mdi lan giao dich cia nhan vién tai
quay cung cap DV, nén céc y kién duoc thu thap kip thoi, nhanh chong, dong thoi giam
sat nhan vién.

5.3.2 Mét sé kién nghi

Dé c6 thé phat trién CLDV ngin hang nhd sy hd tro ctia cong nghé 4.0 bit
kip xu thé phat trién cua thé gi6i ciing nhu dinh hudng phat trién cia NHNN dén
nam 2025 va dinh huéng dén nam 2030, 1a giai phap hiéu qua phat trién thanh toan
khong dung tién mit theo dé an dd duoc Thu tuéng Chinh phu phé duyét. Vi vy,
thoi gian t6i can kién nghi 1 sb giai phap sau:

Mot la, NHNN tiép tuc cha dong phdi hop chit ché, hidu qua, cu thé véi cac

bo, nganh lién quan tap trung, tiép tuc nghién ctru, hoan thién hanh lang phap ly dé
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tao thuén loi cho cac hoat dong chuyén d6i sb va thuc day thanh toan khong dung
tién mat dap ung yéu cau thyc tién, dic biét 1a viéc trién khai cdc mé hinh cung ung
DV méi dya trén nén tang cong nghé moi.

Trong do, can tap trung vao viéc hoan thién, trinh Chinh phu Nghi dinh vé
thanh toan khong dung tién mit thay thé Nghi dinh sé 101/2012/ND-CP, ngay 22-
11-2012, “Vé thanh toan khong dung tién mat”; Nghi dinh vé co ché thir nghiém c6
kiém soat hoat dong cong nghé tai chinh trong linh virc ngan hang (fintech sandbox)
va ban hanh céc van ban huéng dan trién khai.

NHNN phéi hop chit ché véi cac bd, nganh co quan lién quan trién khai c6
hiéu qua Dé an phat trién thanh toan khong dung tién mat tai Viét Nam giai doan
2021 - 2025; trién khai ¢6 hiéu qua Chién lugc tai chinh toan dién qudc gia dén nim
2025, tam nhin dén nam 2030; trién khai thi diém dung tai khoan vién thong dé
thanh toan cho cac DV c6 gia tri nho mobile money.

Hai 1&, nganh ngan hang c6 chién luoc cu thé tiép tuc dau tu nguodn luc cho
phat trién ha tang sb, két ndi, chia sé dit liéu ngan hang véi cac dir liéu nganh; hinh
thanh cac mo hinh ngan hang sd, ning cao cong tic an ninh, an toan bao mat...
Nganh ngan hang can tiép tuc hoan thién, nang cip va ting cudng tién ich, CLDV
ddi vai ha téng thanh toan quéc gia, h¢ théng thanh toan bu trur tuy dong phuc vu cac
giao dich ban 1¢ theo hudng cung img DV thanh toan truc tuyén, xu 1y tre thoi, hoat
dong lién tuc 24/7 cho moi nguoi dan va doanh nghiép.

Ngoai viéc thanh toan bdo dam tién loi, thanh toan can phai an toan, minh
bach. Do do, NHNN tiép tuc quan tam va theo sat tinh hinh, cu thé hoa hoat dong
thanh toan phai bao dam an toan. Nganh ngan hang can ting cudng cong tac bao
dam an ninh, an toan trong thanh toan di¢n tu; trién khai hiéu qua cac hé théng
thanh toan quan trong va hoat dong cac t6 chtc cung tng DV bao dam hoat dong
dung quy dinh cua phap luat, thong subt, an toan.

Ba I, cin dély nhanh hoan thién céc tiéu chuin két ndi voi co sé dit lidu quéc
gia vé dan cu, co s¢ dit liéu qudc gia vé cin cudc cong dan, cho phép nganh ngan
hang khai thac thong tin trén chip thé cin cude cong dan, dic biét 1a cac yéu té sinh
tric hoc, qua do, hd tro dinh danh, xac thuc KH bé“mg phuong thuc dién tir, ting do
chinh x4c trong dinh danh, xac thuc KH. Bo Tai chinh va Bo Cong Thuong phdi

hop mdé rong st dung hoa don dién tir, chit ky dién tir, giao dich thuong mai di¢n tir.
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Bén la, cac NHTM can chuyén d6i mo hinh kinh doanh theo hudng uu tién
k¥ thuat sd, hodc theo mé hinh twong tic gan két da kénh tich hop xoay quanh trién
khai nhanh gon, linh hoat cong nghé tri tué nhan tao va nang luc may hoc. Cac
NHTM can tao khac biét cho ban dé xuit gia tri s6 ctia minh so vé&i cac san phélm
DV hién co, tap trung nd luc dé gianh dugc kha nang tiép can dén hé sinh thai KH
rong 16n nhim mé rong quy mod nhanh chéng va nim bit giao dich va sb du cua KH

voi1 tu cach ngan hang chu dao cuia ho.

KET LUAN CHUONG 5

Qua két qua nghién ciru & chuong 5, NCS da trinh bay dugc nhitng van dé sau:

Dua trén két qua danh gia sy thoa mdn KH vé CLDV ngan hang & chuong 4,
NCS di dé xuat uu tién cac giai phap tir phia cic NHTM dé thiic day cac thanh phan
tac dong dén Su thoa man KH vé CLDV theo trat ty wu tién: D6 Tin cay, Su Dap
tng, Su Thau Cam, Su tiép can, Tinh Hiu hinh, Sy Pam bao, Truyén théng
Thuong hiéu.

Bén canh d6 dya trén bdi canh kinh doanh hién nay NCS ciing manh dan dé
xuat: 3 nhom giai phap khac dua trén bbi canh kinh doanh cia cac NHTM va mot
s6 giai phap kién nghi dén tir Nha nuéc, NHNN va nguoi dan.
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KET LUAN

Hoi nhap kinh té quéc té tré thanh mot xu thé thoi dai, dién ra manh mé trén
nhiéu linh vuc, dy 13 xu hudng tat yéu khach quan caa nén kinh té. Dé bat nhip véi
xu thé dé, Viét Nam da chu dong tham gia vao qué trinh hoi nhap quéc té: gia nhap
khdi ASEAN, tham gia vao khu vuc mau dich te do ASEAN (AFTA), ky két hiép
dinh thuong mai Viét Nam - Hoa Ky va dang trong tién trinh dam phan dé gia nhap
vao T6 chic thuong mai thé gigi (WTO), va tham gia vao nhiéu t chuc kinh té
qudc té cling nhu cac hiép dinh thuc ddy quan hé thuong mai song phuong khéc.
Trong bdi canh chung d6 ciia ca nén kinh té, cac NHTM Viét Nam s& phai di mat
vé6i nhitng thach thirc, tan dung co hoi va bién thach thac thanh co hoi dé khéng
phai thua trén “sdn nha”. Piéu nay doi hoi hé théng NHTM phai chu dong nhan
thirc va sdn sang tham gia vao qué trinh hoi nhap va canh tranh nay. C6 thé ndi,
Ngan hang la mét trong nhimg linh vuc hét sicc nhay cam va phai mo cira gan nhu
hoan toan theo cac cam két gia nhap to chirc thuwong mai thé giéi WTO, hé thdng
ngan hang Viét Nam duoc xép vao dién cac nganh chi chét, can duoc nang cao
CLDV, ning luc canh tranh dé gianh thé chu dong trong tién trinh hoi nhap. Vi vay
kinh doanh dinh huéng KH la mét dinh huéng dung dan theo co ché thi truong,
canh tranh, triét 1y nay da dwoc rat nhiéu nha nghién ciu trinh bay trong cac an
pham, séch, bao, c&c tiéu chuan quan 1y cua t6 chic Tiéu chuan hoa quéc té - 1ISO ban
hanh. Véi phuong cham 1ay KH 1am trung tam, vi vay do luong STMKH n6i chung
va STMKH vé CLDV néi riéng van ludn la mot chi dé duoc cac nha nghién ciu va
doanh nghiép, ngan hang quan tm. Tuy nhién qua tong quan cho thiy chua c6 cong
trinh ndo nghién ciu vé STMKH vé CLDV ciia cac NHTM trén dia ban thanh phé
Ha Noi, véi dac thi 1a mot trong 3 thanh phd 16n cua ca nudc, véi s6 lwong cac ngan
hang dat van phong, chi nhanh giao dich dang keé, trinh d¢ dan tri cao, mat do dan sé
déng, nhu cau vé sir dung DV ngan hang cao, két qua théng ké trong phu luc 8 cho
thay ty trong du ng tin dung va huy déng vén 1a 2 chi tiéu quan trong ciia cac ngan
hang cling cho thdy Ha Noi 1a mot thi truong kinh doanh ndi bat cia cac NHTM
trong ca nuac hién nay.

Dé tai “Nghién cizu sir thda man KH vé chat hwong dich vu cia cac NHTM
trén dia ban TP Ha Ngi” duoc NCS luya chon 12 mot cha dé nghién ctu va da hoan
thanh cac muc tiéu nghién ctu, do6 la:
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— Da hé thdng hda va lua chon céc Iy thuyét vé do luong su thoa man KH vé
CLDV cua cac NHTM Viét Nam trong bdi canh hién nay, tac gia luan an da xac
dinh mé hinh nghién cau vé do luong STMKH véi CLDV ngan hang dua trén phét
trién thang do SERVPERF mé rong phu hop véi dich vu NH cung cap trong bi
canh c6 sy hd trg ciia cdng nghé phat trién. Trong md hinh nghién ctiru cua minh, tac
gia luan 4n da b sung tiéu chi do ludng 12 “Sir Tiép cdn” dé do luong sy thoa man
KH trong qué trinh s dung DV cua ngan hang. Dua trén két qua tham khao céc
cong trinh trong va ngoai nudc, tdc gia dé xuit mé hinh do luong STMKH vé
CLDV ngan hang véi 7 thanh phan trong d6 ¢ 6 thanh phan déng vai tro bién doc
lap/bién giai thich gom (Do Tin cay, Sy Pam bao, Su Pap ¢ng, Tinh Hitu hinh, Sy
Thau cam, Su Tiép can), mot thanh phan 1a bién phu thuéc (STMKH vé CLDV).
Thang do cu thé cho tung thanh phan duoc xay dung trén co so cac két qua cua
nhitng nghién cuu trong dich vu NH dugc dang tai trén tap chi khoa hoc c6 uy tin
trén thé gidi va trong nudc.

— Luan an st dung dong thoi hai phuong phap nghién ctru dinh tinh va dinh
luong da xac 1ap dugc md hinh do ludng STMKH vé CLDV cia cac NHTM, kiém
dinh dugc tinh dung dang ciia mo hinh do luong Su thoa mén KH vé CLDV va cac
thang do vai 1 bién phu thudc va 6 bién doc l1ap. Két qua mo hinh hoi quy da bién
duoc xac dinh la:

— Téc gia luan an da do luong su thoa man KH vé CLDV cua cac NHTM tai
TP Ha Noi. Thong qua khao sat va nghién ctu, tac gia da chung minh dugc bén canh
5 thanh phan truyén thdng cua thang do SERVPERF véi 5 thanh phan cua
Parasuraman & cong su, 1988 va bo sung thanh phan “Sy Tiép cdn”.

Panh gia duoc mirc 46 quan trong cia 6 thanh phan trén anh huong dén Su thoa
méan KH vé CLDV.

Pénh gia dugc thyuc trang sy thoa man cia KH vé CLDV caa cac NHTM
trén dia ban Thanh ph Ha Noi: (1) c6 xem xét sy khac biét cua két qua do luong
STMKH vé CLDV khi cac nhan té nhan khau hoc thay d6i nhu: gidi tinh, do tudi,
nghé nghiép, trinh do hoc van, két qua khdng ghi nhan sy khac biét rd rang nao cua
cac thanh phan nhan khau hoc dén két qua do luong, (2) tong hop, md ta két qua
danh gia STMKH vé CLDV cua céc té chic trong va ngoai nudc (thir cip) dé 1am
so s& khoa hoc so sanh véi két qua diéu tra, danh gia STMKH vé CLDV theo md
hinh dé xuat cia NCS trong LA, (3) théng ké md ta két qua do luong STMKH vé
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CLDV caa 10 NHTM dién hinh trén dia ban TP Ha Néi, két qua cé sy twong dong
nhét dinh véi két qua danh gia cua cac td chirc khéc, cho thay két qua nghién ciu c6
su tin cdy nhat dinh, 1a cin c& tham khao cho KH khi lya chon st dung DV va
thong tin cho cac NHTM tham khao cai tién CLDV cua ngan hang.

Trén co so két qua nghién ciu, két hop véi dinh hudng phat trién cua nganh
ngan hang theo Quyét dinh 986/QD-TTg vé Chién luoc phat trién nganh Ngan hang
Viét Nam dén nam 2025, dinh huéng dén nam 2030. NCS ciing da manh dan dé
Xuat mot s6 giai phap va kién nghi nang cao STMKH véi d6i voi CLDV cua cac
ngan hang trén dia ban Ha Noi. NCS ciing manh dan dé xuat: (1) 7 nhom giai phap
tir phia cac NHTM nén thyc hién va (2) Ba nhém giai phap khéac dya trén bdi canh
kinh doanh cua cac NHTM trong béi canh chuyén doi s va (3) Mot sé giai phéap
kién nghi dén tir Nha nudc va NNHN va ngudi dan.

Bén canh nhitng két qua dat dugc néu trén, tuy nhién, trong pham vi nghién
ctru do han ché vé thoi gian, tai chinh ciing nhu dung lwong luan an nén luan 4n méi
chi phan tich duoc 792 phiéu cua 10 NHTM dién hinh trén dia ban TP Ha Nai véi
phuong phap ldy mau thuan tién, vi vay mau nghién cau s& khong dat duge do
chinh xac cao nhu cac phuong phap khac, bén canh d6 luan an chua cap nhat duoc
dir liéu moi nhat dén thoi diém bao vé. Két qua ude lugng mé hinh s& thuyét phuc
hon khi tinh dén d6 tré thoi gian véi bo s6 lidu ¢6 chudi thoi gian dai hon, day ciing
la goi y cho cac nghién ciru vé sau.

Qua két qua nghién ctru, NCS mong mudn déng gép mot phan nho nang cao
su thoa man KH vé CLDV cua cac NHTM Viét Nam trén dia ban thanh phd Ha Noi
Vva ca nudc, mic du da rat 6 gang song do trinh d6 va kinh nghiém nghién ciru con
han ché nén luan an con boc 16 nhiéu thiéu sot, NCS mong nhan duoc su chia sé,
gitip &, gop y cua cac Thay, CO gi4o, cac Nha khoa hoc, cac chuyén gia va dong
nghiép dé nang cao CL nghién ciru caa luan an va cac nghién ciu tiép theo.



172

DANH SACH CAC CONG TRINH CUA TAC GIA PA CONG BO
LIEN QUAN PEN PE TAI LUAN AN

1. Nguy@én Thi Khanh Quynh (2022), “Su thoa man khach hang vé chat lugng dich
vu NHTM: két qua tir thuc nghiém cac khach hang ca nhan”, Tap chi Kinh té Chau
A Thai Binh Duong
2. Nguyén Thi Khanh Quynh (2022), “Su thoa man khach hang vai chat luong dich
vu cua cd&¢c NHTM: so sanh su khac nhau gitra cAc nhém ngan hang theo quy mo
vén”, Tap chi Kinh té Chdu A Thdi Binh Duong
3. Nguyén Thi Khanh Quynh (2023), “Su thoa man khach hang vé CLDV NHTM:
vai tro diéu tiét cua thuong hiéu ngan hang” Tap chi Kinh té Chau A Thai Binh
Duong s6
4. Nguyén Thi Khanh Quynh (2022), “Xay dung thang do su théa man khach hang
Vé6i chat luong dich vu ngan hang di dong (Mobile banking)”, Ky yéu Hoi thao khoa
hoc québc gia: Chuyén doi sé trong hoat dgng Marketing va kinh doanh hién dai,



10.

TAI LIEU THAM KHAO
TAI LIEU THAM KHAO TRONG NUOC

binh Kiém, Quach Phung Tién, 2021. Panh gia sy thoa man cua khach hang ca
nhan ddi véi dich vu béan Ié tai Ngan hang TMCP Phat trién Thanh ph Ho Chi
Minh (HDBank) Chi nhanh Thu Dau Mot. Tap chi Céng Thuong sé
25,11/2021..

Pinh Kiém, Tran Piang TG Uyén, 2020. Panh gia su thoa mén cua khach hang
ca nhan d6i vai chat luong dich vy ban 1¢ tai ngan hang TMCP Pau tu va Phat
trién Viét Nam (BIDV) Chi nhanh Nha Trang. Tap chi Cong Thuong sé 27,
thang 11/2020.

D6 Thanh Huong, 2021. Nghién ciru tic dong cua dich vu ngdn hang dién tir
deén hoat déng ciia cdc ngdn hang thwong mai Viét Nam, s.l.: Luan an TS Kinh
té, DH Thuong mai .

Db Thi Ngoc, 2015. Gi4o trinh quan tri chat luong, PH Thuong Mai. Nha xudt
ban Thang ké.

Ha Nam Khéanh Giao, Bui Nhat Vuong, 2020. Gido Trinh Cao Hoc Phuong
Phap Nghién Cuu Trong Kinh Doanh Cédp Nhat SmartPLS,". s.I.:OSF Preprints,
Center for Open Science.

Ha Thach, 2012. Gidi phap nang cao chat lwong dich vu tai chi nhanh Ngan
hang Nong nghiép va Phat trién Nong thon tinh Qudng Nam trong diéu kién héi
nhdap kinh té qudc té, s.l.: Luan an tién si kinh té .

Hoang Trong, Chu Nguyén Mong Ngoc, 2008. Phan tichu dir liéu nghién cizu
véi SPSS,. s.I.:Nha xuat ban Hong Buc, Thanh phd H6 Chi Minh.

Lé buc Toan, Tran Thi Chau Ha, 2019. Nghién cau su thoa mén cua khach
hang d6i véi CLDV cho vay tiéu ding cia SCB - Chi nhanh Pa Néng. Tgp chi
Céng Thirong, sé 18, pp. 242-248..

Lé buc Toan, Tran Thi Chau Ha, 2019. Nghién cau su thoa mén cua khach
hang d6i véi CLDV cho vay tiéu ding cua SCB - Chi nhanh Pa Néng. Tap chi
Céng Thirong, sé 18, trang 242-248..

Lé Ngoc Nuong va Ha Thi Hoa, 2020. C4c yéu t6 anh hudéng dén chét luong
dich vu ngan hang ban I¢ tai ngan hang thuong mai ¢6 phan cong thuong Viét
Nam - chi nhanh Séng Cong”,. Tap chi kinh té va quan tri kinh doanh, sé 12.



11.

12.

13.
14.

15.

16.

17.

18.

19.

20.

21.

22.

23.

Lé Van Huy va Nguyén Thi Ha My , 2007. Xay dung mé hinh Iy thuyét va
phuong phap do ludng vé chi sé thoa man khach hang ¢ Viét Nam. Tap chi
Ngan hang, sé 12, trang 5-10. .

Nguyén Bic Hung (PGS.TS), 2022. Phat trién thanh toan khong dung tién mat
dwa trén nén tang céng nghé sb,. Tap chi Céng Sdn ndm 2022.

Nguyén Dinh Phan, 2012. Qudn tri chdt lwong. s.1.:NXB PH Kinh t& Quéc dan.
Nguyén Pinh Tho, 2011. Phuwong phdp nghién ciru khoa hoc trong kinh doanh,
.. s.1.:Nha xuat ban Lao d6ng X hoi, Thanh phé H6 Chi Minh.

Nguyén Quang Toan, 1998. TQM & 1SO 9000,. s.I.:NXB Théng KE.

Nguyén Thanh Cong, 2017. nghién ciu vé chi dé “Chdt lwong dich vu Tai
chinh — Ngan hang tai cdc ngdn hang thwong mai Viét Nam, s.1.: Luan &n tién si
kinh té, Trudng Pai hoc Ngan hang TP. H6 Chi Minh. .

Nguyén Thi Bap, 2020. Panh gia su thoa méan cua khach hang vé CLDV tai
ngan hang TMCP Pau tu va Phat trién Viét Nam - Chi nhéanh tinh Tra Vinh.
Tap chi Céng Thuwong, sé 16, 6/2020..

Nguyén Thi BUp, 6.2020. Pdnh gid sw théa man cia khach hang vé CLDV tqi
ngdn hang TMCP Pdu tw va Phat trién Viét Nam - Chi nhanh tinh Tra Vinh sé.
Ha Noi: Tap chi Cong Thuong.

Nguyén Thi Hong Yén , 2015. , Phét trién dich vy ngan hang tzi ngan hang
thwong mai ¢6 phan dau tw va phat trién Viét Nam, s.|.: Luan an tién si kinh té,
Hoc vién Ngan hang, Ha Noi..

Nguyén Tran Hung, 2018. Nghién ctru mdi quan hé giira sy thoa méan cua khach
hang va cé4c thanh té chat luong dich Tvu ngan hang dién tir cua cac ngan hang
thuong mai Viét Nam. gp chi Khoa hoc thirong mai, so 117/2018.

Pham Thi Bich Duyén, 2016. Chdt lirong dich vu thé ghi no tai cac ngan hang
thwong mai Viét Nam, s.l.: Luan an Tién sy kinh té, PH KTQD.

Pham Thi Mong Hang, 2020. Nghién ctru su thoa man cua khach hang dbi voéi
chat lugng dich vu ciia cac ngan hang thuong mai trong nudc trén dia ban thanh
phd Bién Hoa,. Tap chi Céng Thuong sé thang 10.

Pham Thi Mong Hang, 2020. Nghién ctru su thoa man cua khach hang dbi voéi
CLDV cua cac ngan hang thuong mai trong nudc trén dia ban thanh pho Bién
Hoa.



24,

25.

26.

217.

28.

29.

30.

31.

32.

33.

Pham Thly Giang, 2013. Nghién cizu so sanh chat lwong dich vu ngan hang
ban lé giira ngan han 100% Vén nude ngodi va ngdn hang thiong mai ¢é phan
cua Viét Nam, s.I.: Luan an TS Kinh té, PH KTQD.

Phan Thanh Tam, 2021. C4c yéu té dnh hwdng dén chat heong dich vu ngan
hang thirong mai. Luan an tién sy, DH Ngan hang TPHCM.

Quyét dinh sé 1813/QD-TTg cua Thu tudéng Chinh phu, ngay 28/10/2021. Vé
viéc phé duyét Dé an phét trién thanh toan khong ding tién mat tai Viét Nam
giai doan 2021-2025.

Quyét dinh sé 986/QD-TTg, 2018. vé viéc phé duyét Chién leoc phat trién
nganh Ngan hang Viét Nam dén nam 2025, dinh huéng dén nam 2030. s.1.:s.n.

TAI LIEU THAM KHAO NUGC NGOAI

Abdullah, F., 2006. Measuring Service Quality in Higher Education:
HEJPERF versus SERVPERF.. Marketing Intelligence & Planning, 24, pp.
31-47.

Agiomirgianakis & Mihiotis, 2008. Measuring tourist satisfaction: A factor-
cluster segmentation approach. .. Journal of Vacation Marketing, 14(3),, pp.
221-235.

Akhtar, J. , 2011. Determinants Of Service Quality And Their Relationship
With Behavioural Outcomes: Empirical Study Of The Private Commercial
Banks In Bangladesh. International Journal of Business and Management;
6(11), pp. 146-156..

Akhtar, J., 2011. Determinants Of Service Quality And Their Relationship
With Behavioural Outcomes: Empirical Study Of The Private Commercial
Banks In Bangladesh, 6(11),. pp. 146-156..

Alkhazaleh et al, 2021. How Does the Fintech Services Delivery Affect
Customer Satisfaction: A Scenario of Jordanian Banking Sector.. Strategic
Change 30(4), p. 405-413..

Amin Muslim & Isa Zaidi, 2008. An examination of the relationship between
service quality perception and customer satisfaction -A SEM approach
towards Malaysian Islamic banking. International Journal of Islamic and
Middle Eastern Finance and Management, Vol.1 No.3, pp. 191-209.



34.

35.

36.

37.

38.

39.

40.

41.

42.

43.

44,

45.

Andaleeb, S., & Conway, C., 2006. Customer Satisfaction In The Restaurant
Industry: An Examination of The Transaction-specific Model. Journal of
Services Marketing, 20(1), pp. 3-11..

Anderson, E. W., & Fornell, C., 2000. Foundations of the American
Customer Satisfaction Index.. Total Quality Management, No 11, pp. , 869-
882..

Anderson, E., & Sullivan, M., 1993. The Antecedents And Consequences Of
Customer Satisfaction For Firms.. Marketing Science, 12(2), pp. 125-143.
Anderson, E., Fornell, C., & Lehmann, D. , 1994. Customer Satisfaction,
Market Share, and Profitability: Findings from Sweden. Journal of
Marketing, 58(3), pp. 53-66.

Andersson, T.D., 1992. Another model of service quality: a model of causes
and effects of service quality tested on a case within the restaurant industry”,.
in Kunst, P. and Lemmink, J. (Eds), Quality Management in Service, van
Gorcum, The Netherlands , pp. 41-58.

Angur, M. G. et al, 1999. Service Quality in the banking industry: an
assessment in a developing economy. International Journal of Bank
Marketing, 17(3), pp. 116-123.

Anon., n.d. https://www.statista.com/statistics/1230107/vietnam-mobile-
Banking-transaction-value/.

Anon., n.d. New York University. s.l.:s.n.

Arasli H,, 2005. Customer service quality in the Greek Cypriot banking
industry. Journal of Service Theory and Practice, Vol 15, Nol,, pp. 41-56..
Armstrong, R.W. and Boon Seng, T., 2000. Corporate-customer satisfaction
in the banking industry of Singapore. International Journal of Bank
Marketing, Vol. 18 No. 3, pp., pp. 97-111.

Asma Abdul Rehman, 2012.. "Customer satisfaction and service quality in
Islamic banking," Qualitative Research in Financial Markets. Emerald Group
Publishing Limited, vol. 4(2/3), pp. 165-175.

Asubonteng, P., McCleary, K. J.,, & Swan, J. E., 1996. SERVQUAL
Revisited: A Critical Review of Service Quality.. Journal of Services
Marketing, 10,, pp. 62-81.



46.

47.

48.

49.

50.

51.

52.

53.

54.

55.

Avkiran, N.K., 1994. Developing an Instrument to Measure Customer
Service Quality in Branch Banking. pp. 10-18..

Awan H.M va cong su, 2011. Service quality and customer satisfaction in the
banking sector: A comparative study of conventional and Islamic banks in
Pakistan, pp. .. Journal of Islamic Marketing, Vol. 2 No. 3,, pp. 203-224.
Babakus, E. & Mangold, W.G., 1989. Adapting the SERVQUAL scale to
health care environment: an empirical assessment. In P. Bloom et al. (eds),
AMA Educators Proceedings. Chicago, IL: American Marketing
Association..

Babakus, E. & Mangold, W.G., 1992. Adapting the SERVQUAL scale to
hospital services: an empirical investigation,. Health Services Research, 26,
6, pp. 767-786..

Babakus, E., & Boller, G., 1992. An empirical assessment of the
SERVQUAL scale.. Journal of Business Research, 24(3), pp. 253-268..
Bahia, K., & Nantel, J., 2000. A reliable and valid measurement scale for
perceived service quality of bank. International Journal of Bank Marketing,
18(2), pp. 84-91.

Baldwin, R., & Robert-Nicoud, F, 2014. Trade-in-goods and trade-in-tasks:
An integrating framework.. Journal of International Economics, 92(1), pp.
51-62.

Ban ky thuat tiéu chuan qudc gia TCVN/TC 176, 2015. Ban ki thuat tiéu
chuan quédc té 1SO 10004:2015- Quality management - Customer satisfaction -
Guidelines for monitoring and measuring. Ban kj thudt tiéu chudn quéc gia
TCVN/TC 176 Qudn Iy chdt lwong va dam bao chdt lwong bién soan, Téng cu.
Bateson, G., 1979. Why we need service marketing?”,. s.l.:in Ferrel, O.C.,
Brown, SW. and Lamb, C.W. (Eds) Conceptual and Theoretical
Developments in Marketing American Marketing Association, Chicago, IL.
Bayraktar, E. et al, 2012. Measuring the efficiency of customer satisfaction
and loyalty for mobile phone brands with DEA.. Expert Systems with
Applications, 39(1), pp. 99-106.



56.

S7.

58.

59.

60.

61.

62.

63.

64.

65.

Bayraktar, E., Tatoglu, E., Turkyilmaz, A., Delen, D., & Zaim, S., 2012.
Measuring the efficiency of customer satisfaction and loyalty for mobile phone
brands with DEA... Expert Systems with Applications, 39(1), pp. 99-106.
Bebko, C.P., 2000. Service intangibility and its impact on consumer
expectations of service quality. Journal of Services Marketing, 14 (1), pp. 9-26.
Bhattacherjee, A., 2012. Social science research: Principles, methods, and
practices. s.l..USF St. Petersburg campus Faculty, University of South
Floria.

Bitner, M., 1990. Evaluating Service Encounters: The Effects of Physical
Surroundings and Employee Responses. ,. Journal of Marketing, 54(2), pp.
69-82..

Bitner, M.J. and Hubbert, A.R., 1994. Encounter satisfaction versus overall
satisfaction versus quality: the customer’s voice. S.l..in Rust, R.T. and
Oliver, R.L. (Eds) Service Quality. New Directions in Theory and Practice,
Sage Publications, London.

Bjertnaes, O., Skudal, K., & Iversen, H., 2013. Classification of patients
based on their evaluation of hospital outcomes: Cluster analysis following a
national survey in Norway. BMC Health Services Research, 13(1), pp. 73-81.
Bouman, M. & van der Wiele, T., 1992. Measuring service quality in the car
service industry: building and testing an instrument. International Journal of
Service Industry Management, 3, 4, p. 416.

Bouman, M. & van der Wiele, T., 1992. Measuring service quality in the car
service industry: building and testing an instrument,. International Journal of
Service Industry Management, 3, 4, p. 416.

Bouman, M. & Van der Wiele, T., 1992. Measuring Service Quality in the
Car Servicelndustry: Building and Testing an Instrument. International
Journal of Servicelndustry Management, Vol. 3 No. 4, pp. 4 - 16..

Bowen, D.E. in Fisk, R.P., Grove, S.J. and John, J. (Eds), 2000. Service
Marketing Self-portraits: Introspections, Reflections, and Glimpses from the
Experts. s.l.: American Marketing Association, Chicago, IL.



66.

67.

68.

69.

70.

71.

72.

73.

74.

75.

Brady & Cronin, 2001. Some New Thoughts on Conceptualizing Perceived
Service Quality: A Hierarchical Approach. Journal of Marketing 65(3), pp.
34-49.

Brochado, A., 2009. Comparing Alternative Instruments for Measuring
Service Quality in Higher Education.. Quality Assurance in Education, 17,,
pp. 174-190..

Bruhn, M & Grund, A, 2000. Theory, development and implementation of
national customer satisfaction indices: the Swiss Index of Customer
Satisfaction (SWICS). Total quality management. - Abingdon, Oxfordshire :
Carfax Publ., ISSN 0954-4127, ZDB-ID 10416997, Vol. 11.2000, 7, pp.
1017-1028.

Bryson, J. R., & Daniels, P. W., 2007. The handbook of service industries.
s.l.:Cheltenham, UK: Edward Elgar..

Carlo Gabriel Porto Bellini, Guilherme Lerch Lunardi, & Jorge Luiz
Henrique, 2005. Service Quality in Banks: Insights from the Brazilian
Experience. Journal of Internet Banking and Commerce, December 2005,
vol. 10, no.3.

Carman, J., 1990. Consumer perceptions of service quality: an assessment of
the SERVQUAL dimensions”,. Journal of Retailing, 65(1), pp. 33-55.
Carrillat, F., Jaramillo, F., & Mulki, J., 2007. The validity of the
SERVQUAL and SERVPERF scales: A meta-analytic view of 17 years of
research across five continents.. International Journal of Service Industry
Management, 18(5), pp. 472-490.

Carrillat, F.A., Jaramillo, F. and Mulki, J.P., 2007. The validity of the
SERVQUAL and SERVPERF scales: A meta-analytic view of 17 years of
research across five continents”,. International Journal of Service Industry
Management, Vol. 18 No. 5, pp. 472-449.

Caruana, A., and Malta, M., 2002. Service Loyality the Effects of Service
Quality and the Mediating Role of Customer Satisfaction,. European Journal
of Marketing, 36(8), pp. 811-828.

Chadee, D., & Mattsson, J., 1996. An Empirical Assessment of Customer
Satisfaction in Tourism.. The Service Industries Journal, 16(3), pp. 305-320..



76.

77.

78.

79.

80.
81.

82.

83.

84.

85.

86.

87.

88.

Charnes, A., Cooper, W., & Rhodes, E., 1978. . Measuring the efficiency of
decisionmaking units.. European Journal of Operational Research, 2(6), pp.
429-445,

Choi, S.K at al, 2004. The relationships among quality, value, satisfaction
and behavioral intention in health care provider choice: A South Korean
study, ,. Journal of Business Research, 2004, vol. 57, issue 8, pp. 913-921.
Choudhury, K., 2014. The influence of customer-perceived service quality
on customers’ behavioural intentions: A study of public and private sector
banks, class and mass banking and consumer policy implications.. Int. Rev.
Public Nonprofit Mark. 2014, 11,, p. 47-73.

Chu H. C. and Hwang G. J., 2008. A Delphi-based approach to developing
expert systems with the cooperation of multiple experts. Expert Syst. Appl.,
vol. 34, no. 4, pp. 2826-2840.

Clarke, P., 2010. Business studies.. s.l.:Harlow: BBC Active..

Clemes, M., Gan, C., & Zhang, D., 2010. Customer switching behaviour in
the Chinese retail banking industry.. International Journal of Bank
Marketing, 28(7), pp. 519-546.

Cong thong tin dién tir cua bo Tai chinh, 2020. Chuyén doi s6: Xu hwong sé
héa linh vuc tai chinh, ngan hang, s.l.: B Tai Chinh.

Cong thong tin dién tir cua bo Tai chinh, n.d. Chuyén ddi sé: Xu hwéng sé
hoa linh vuc tai chinh, ngan hang, s.l.: B Tai Chinh.

Connett, B., Abratt, R., & Cant, M., 2010. Sales management.. s.l.:Sandton,
Johannesburg: Heinemann.

Cronin, J.J. and Taylor, S.A., 1992. Measuring service quality: a re
examination and extension. Journal of Marketing, Vol. 6, July, pp. 55-68..
Cronin, J.J., Brady, M.K., & Hult, G.T.M., 2000. Assessing the effects of
quality, value, and customer satisfaction on consumer behavioral intentions
in service environments.. Journal of Retailing, 76(2), pp. 193-218..

Curry, A. and Herbert, D., 1998. Continuous improvement in public services:
A. way forward. Managing Service Quality, Vol.8, No.5, pp. 339-349.
Dabholkar, P. A., Shepherd, C. D. and Thorpe, D. I., 2000. A comprehensive
framework for service quality: an investigation of critical conceptual and



89.

90.

91.

92.

93.

94.

95.

96.

97.

98.

measurement issues through a longitudinal study. Journal of Retailing, Vol.
76 No. 2, pp. 139-173.

Dabholkar, P. A., Shepherd, C. D., Thorpe, D. I., 2000. A comprehensive
framework for service quality: An investigation of critical conceptual and
measurement issues through a longitudinal study. Journal of Retailing, Vol.
76 (2), pp. 131-173.

Dennis C. lannicca et al, 2013. Security Risk Assessment Process for UAS in
the NAS CNPC Architecture,, s.l.: Integrated Communications, Navigation
and Surveillance (ICNS) 2013 Conference sponsored by the Institute of
Electrical and Electronics Engineers.

Donabedian, A. , 1980. The Definition of Quality and Approaches to its
Assessment,. s.l.: Health Administration Press Ann Arbor, MI.

Edgett, S. and Parkinson, S., 1993. Marketing for Service Industries. The
Services Industries Journal, Vol. 13 No. 3, pp. 19-39..

Edgett, S. and Parkinson, S., 1993. Marketing for Service industries”,. The
Services Industries Journal, Vol. 13 No. 3, pp. 19-39.

Edvardsson, B., Gustafsson, A. and Roos, I., 2005. Service portraits in
service research: a critical review. International Journal of Ser vice Industry
Management, Vol. 16 No. 1, pp., pp. 107-21.

Edvardsson, B., Gustafsson, A. and Roos, I., 2005. ( Service portraits in
service research: a critical review. International Journal of Service Industry
Management, Vol. 16 No. 1 pp., pp. 107-21.

Ekinci, Y., & Riley, M., 1998. A critique of the issues and theoretical
assumptions in service quality measurement in the lodging industry: Time to
move the goal posts. International Journal of Hospitality Management,
17(4), pp. 349-362. .

Erkan Bayraktar, Ekrem Tatoglu, Ali Turkyilmaz, Dursun Delen, Selim
Zaim, 2012. Measuring the efficiency of customer satisfaction and loyalty for
mobile phone brands with DEA, 39 (1),. Expert Systems with Applications,
pp. 99-106.

Fang, L., & Yang, K, 2013. A Study of Optimization on Bank Counter
Service Reliability. , s.l.: Unpublished PhD Thesis, Chung Yang Christian
University, China.



99.

100.

101.

102.

103.

104.

105.

106.

107.

108.

109.

Finn, D.W. & Lamb, C.W. , 1991. An evaluation of the SERVQUAL scales
in a retail setting. In R.H. Holman & M.R. Solomon (eds), Advances in
Consumer Research volume 18. Provo UT: Association for Consumer
Research..

Fornell, C. and D. F. Larcker, 1981. Evaluating structural equation models
with unobservable variables and measurement error. Journal of marketing
research 18(1), pp. 39-50.

Fornell, C., & Larcker, D. F., 1981. Evaluating structural equation models
with unobservable variables and measurement error.. Journal of Marketing
Research, 18(1), p. 39-50.

Fornell, C., Johnson, D.M., Anderson, W. E., Cha, J. & Bryant, E B, 1996.
The American Customer Satisfaction Index: Nature, purpose, and findings.
Journal of Marketing.

Fornell, C., 1992. A National Customer Satisfaction Barometer: The Swedish
Experience. , .. Journal of Marketing, 56(1), p. 6-21.

Ganguli, S. and Roy, S.K, 2011. Generic technology-based service quality
dimensions in banking: Impact on customer satisfaction and loyalty.
International Journal of Bank Marketing, Vol. 29 No. 2,, pp. 168-189.
Garson, G.D., 2016. Partial Least Squares: Regression and Structural
Equation Models.. s.l.:Statistical Associates Publishers, Asheboro.

Garson, G.D., 2016. Partial Least Squares: Regression and Structural
Equation Models. .. s.l.:Statistical Associates Publishers, Asheboro.
Ghobadian, A., Speller, S., & Jones, M., 1994. Service quality: conceptsand
models. International Journal of Quality & Reliability Management, 11(9),
pp. 43-66..

Ghosh Kumar Sagi, , Barua Zapan, 2014. Bangladeshi mobile Banking
service quality and customer satisfaction and loyalty. Management &
Marketing. Challenges for the Knowledge Society, Vol. 9, No. 3, p. 331-346.
Grace, D. and O’Cass, A., 2005. Service Branding: Consumer Verdicts on
Service Brands. Journal of Retailing and Consumer Services, 12, , pp. 125-
139.



110.

111.

112.

113.

114.

115.

116.

117.

118.

1109.

120.

Grigoroudis, E., & Siskos, Y., 2002. Preference disaggregation for measuring
and analysing customer satisfaction: The MUSA method.. European Journal
of Operational Research, Volume 143, Issue 1, 16 November 2002, pp. 148-
170.

Grigoroudis, E., & Siskos, Y., 2002. Preference disaggregation for measuring
and analysing customer satisfaction: The MUSA method. ,. European
Journal of Operational Research, 143(1), pp. 148-170.

Grigoroudis, E., & Siskos, Y., 2010. Customer satisfaction evaluation
methods for measuring and implementing service quality. s.l.: New York:
Springer .

Gronroos, C., 1982. Strategic Management and Marketing in Service Sector,.
s.l.:Marketing Science Institute, Cambridge, MA..

Gronroos, C., 1984. A service quality model and its marketing implications.
European Journal of Marketing, pp. VVol. 18 No. 4, pp. 36-44..

Gronroos, C., 1984. A service quality model and its marketing implications.
European Journal of Marketing, Vol. 18 No. 4, pp. 36-44..

Gronroos, C., 2009. Marketing as promise management: regaining customer
management for marketing. Journal of Business & Industrial Marketing, Vol.
24 No. 5/6, pp. 351-359..

Grund, M. & Bruhn, M., 2000. Theory, development and implementation of
national customer satisfaction indices: The Swiss Index of Customer
Satisfaction (SWICS).. Total Quality Management, 11(7),, pp. 1017-1028..
Gudep & Elango,, 2006. A comparative study on the service quality and
customer satisfaction among private, public and foreign banks. the ICFAI
Journal of marketing management. Vol 5, No3,, pp. 6-17.

Gummesson, E., 1979. The Marketing of Professional Services — An
Organizational Dilemma. European Journal of Marketing, Vol. 13 No. 5, pp.
308-318. .

Gummesson, E., 2000. Evert Gummesson. s.l.:in Fisk, R.P. Grove, S.J. and
John, J. (Eds), Service Marketing Self Portraits: Introspections, Reflections, and
Glimpses from the Experts, American Marketing Association, Chicago, IL.



121.

122.

123.

124.

125.

126.

127.

128.

129.

130.

131.

132.

Guo, X., Duff, A. and Hair, M., 2008. Service quality measurement in the
Chinese corporate banking market. pp. 305-327.

Gupta, M., 2014. Service quality and its relationship with customer
satisfaction in retail banking_ a comparative study of public and private
sector banks in India”, , India: Doctoral Dissertation.

Hague, P & Hague, N. , 2016. Customer Satisfaction Survey: The customer
experience through the customer’s eyes.. London: Cogent Publication.

Hair Jr, J. F., et al., 2016. . A primer on partial least squares structural
equation modeling (PLS-SEM) 2nd Edition. s.l.:.Sage Publications Inc.,
Thousand Oaks, CA..

Hansen, E. and R.J. Bush,, 1999. Understanding customer quality
requirements: Model and application.. Industrial Marketing Management, 2,
pp. 119-130.

Haywood-Farmer, J., 1988. A conceptual model of service quality.
International Journal of Operations & Production Management, Vol. 8 No.
6,, pp. 19-29..

Headley, D.E. & Miller, S.J., 1993. Measuring service quality and its
relationship to future consumer behaviour. Journal of Healthcare Marketing,
13,4, , pp. 32-41.

Hemalatha, 2015. service quality and customer satisfaction in the public
sector banks in Tiruvarur district of Tamilnadu”,, s.1.: Doctoral Thesis.
Henseler, J., et al , 2015. A new criterion for assessing discriminant validity
in variance-based structural equation modeling. Journal of the academy of
marketing science 43(1), pp. 115-135..

Hilda, G.M, 2018. Level of effectiveness of management capacity practices
and its impact on employees' satisfaction in the banking sector of Jordan.
Journal of Organizational Culture, Communications, and Conflict, 22(1), pp.
1-12..

Hill, N., Brierley, J. & MacDougall, 2003. , R.. How to measure customer
satisfaction?. s.l..USA: Gower.

Hill, N., Roche, G. & Allen, R., 2007. Customer Satisfaction: The customer
experience through the customer’s eyes.. S.l..London: Cogent Publishing Ltd..



133.

134.

135.

136.

137.

138.

139.

140.

141.

142.

143.

Hodges, S. D., & Myers, Michael W., n.d. Empathy. In R. F. Baumeister and
K. D. Vohs (Eds.), , 296-298: Encyclopedia of social psychology. Thousand
Oaks, CA: Sage..

lacobucci et al, 1994. The Calculus of Service Quality and Customer
Satisfaction Theoretical and Empirical Differentiation and Integration, In
book: Advances in Services Marketing and Management Research and
Practice (pp.1-67). s.l.:.JAl Press Inc.Editors: Teresa A. Swartz, David E.
Bowen, Stephen W. Brown.

lacobucci, D., 1998. Services: what do we know and where shall we go? A
view from marketing”,. S.l..Advances in Service Marketing and
Management, Vol. 7, pp. 1-96.

Ibrahim, E., et al , 2006. Customers’ Perception of Electronic Service
Delivery in the UK Retail Banking Sector.. International Journal of Bank
Marketing, 24,, pp. 475-493..

ISO 10004:2018, 2018. Quan ly chat lwgng - Su thoa man khach hang —
Huong dan theo ddi va do lwong. Té chic tiéu chuan hod quoc té
(International Organization for Standardization).

ISO 9001:2015, n.d. Quality management systems - Requirements. To chic
tiéu chudn hoa qudc té (International Organization for Standarlization).
Ittner, C., & Larcker, D., 1998. Are Nonfinancial Measures Leading
Indicators of Financial Performance? An Analysis of Customer Satisfaction. ,
.. Journal of Accounting Research, 36(1), pp. 1-35.

Jamal, A. et al, 2002. , Customer satisfaction and retail banking: An
assessment of some of the key antecedents of customer satisfaction in retail
banking. International Journal of Bank Marketing 20(4), pp. 146-160.
Jamali, D., 2007. A study of customer satisfaction in the context of a public
private partnership. International Journal of Quality & Reliability
Management, Vol. 24 No. 4,, pp. 370-385.

Jawwaid S.T et al, 2021. Islamic banking and customer satisfaction in
Pakistan: evidence from internal and external customers. Journal of Islamic
Marketing, No 1..

Jayaraman, Shankar & Hor, 2010. Service Quality Delivery and Its Impact
on Customer Satisfaction in the Banking Sector in Malaysia. International



144.

145.

146.

147.

148.

149.

150.

151.

152.

153.

Journal of Innovation, Management and Technology, Vol. 1, No. 4, October
2010 ISSN: 2010-0248..

Jobber, D., & Ellis-Chadwick, F., 2012. Principles and practice of marketing
(No. 7th).. s.l.:McGraw-Hill Higher Education..

Johnson, M., & Fornell, C. , 1991. A framework for comparing customer
satisfaction.

Johnson, M.D., Gustaffson, A., Andreassen, T.W., Lervik, L. & Cha, J.,
2001. The Evolution and Future of National Satisfaction Index Models.
Journal of Economic Psychology, 22, p. 217-245.

Johnston, R., 1997. Identifying the critical determinants of service quality in
retail banking: important and effect. International Journal of Banking
Marketing, Vol.15, No.4, pp. 111-116.

Kant, R.; Jaiswal, D., 2017. The impact of perceived service quality
dimensions on customer satisfaction: An empirical study on public sector
banks in India.. Int. J. Bank Mark. 2017, 35, p. 411-430..

Khan, A. G., Lima, R. P.,, & Mahmud, M. S, 2018. Understanding the
Service Quality and Customer Satisfaction of Mobile Banking in
Bangladesh: Using a Structural Equation Model.. Global Business Review,
22, pp. 85-100..

Khan, M. M., & Fasih, M., 2014. Impact of Service Quality on Customer
Satisfaction and Customer Loyalty: Evidence from Banking Sector.. Pak J
Commer Soc Sci Pakistan Journal of Commerce and Social Sciences, 8(2), p.
331-354..

Khraim, H.S et la, , 2011 . Factors Affecting Jordanian Consumers’ Adoption
of Mobile Banking Services. International Journal of Business and Social
Science, Vol. 2 No. 20; November 2011.

Kim, M., Park, M., & Jeong, D. , 2004. The Effects of Customer
Satisfaction and Switching Barrier on Customer Loyalty in Korean
Mobile Telecommunication Services. Telecommunications Policy, 28(2),
pp. 145-159..

Kotler, P. and Keller, K.L., 2012. Marketing Management. 14th Edition.
s.l.:Pearson Education..



154.

155.

156.

157.

158.

159.

160.

161.

162.

163.

164.

Kotler, P. va Keller, K. L., 2006. Marketing Management, 12th. s.l.:Pearson
Prentice Hall.

Kotler, P., and Keller, 2007. A Framework for Marketing Management.
s.l.:3rd ed. New Jersey: Prentice Hall..

KPGM, 2019. The Furture of Digital banking, s.l.: s.n.

Krishnamurthy et al, 2010. Influence of Service Quality on Customer
Satisfaction Application of Servqual Model. International Journal of
Business and Management 5: 117..

Krishnamurthy et al, 2010. Influence of Service Quality on Customer
Satisfaction Application of Servqual Model.. International Journal of
Business and Management Vol. 5, No. 4; April , pp.
https://www.semanticscholar.org/paper/Influence-of-Service-Quality-on-
Customer-of-Model-Krishnamurthy-
Dr/d97f29502532b37de8e66666be252d7158088eh9.

Krishnamurthy, R.; SivaKumar, M.A.K.; Sellamuthu, P, 2010. Influence of
service quality on customer satisfaction: Application of SERVQUAL model..
Int. J. Bus. Manag. 2010, 5, p. 117-124..

Krishnan, A., 2014. Service Quality and Customer Satisfaction -A
Comparative study of Private and Public Sector Banks in Kerala, India:
Doctor Thesis.

Kumar, G., Manjunath, S., & Kumar, H., 2012. A study of retail service
quality in organized retailing. . International Journal of Engineering and
Management Sciences, 3(3), , pp. 370-372..

Kumar, Mukesh, K. Sukumaran Sujit, and Vincent Charles. , 2018. Deriving
Managerial Implications through SERVQUAL Gap Elasticity in UAE
Banking.. International Journal of Quality & Reliability Management 35 (2),
p. 940-964.

Ladhari, R., Ladhari, 1. and Morales, M., 2011. Bank service quality:
comparing Canadian and Tunisian customer perceptions. International
Journal of Bank Marketing, Vol. 29 No. 3, pp., pp. 224-246..

Lam, T.K., 2002. Making sense of SERVQUAL’s dimensions to the Chinese
customers in Macau. J. Market Focused Manag. 2002, 5, p. 43-58.



165.

166.

167.

168.

169.

170.

171.

172.

173.

174.

175.

176.

Lassar, W.M et al, 2000. Service quality perspectives and satisfaction in
private banking. Journal of Services Marketing, Vol. 14 Iss 3, pp. 244 - 271.
Li, B. et al, 2006. A comparison study of customer satisfaction between the UPS
and FedEx.. Industrial Management & Data Systems, 106(2), pp. 182-199..

Liu, Y., & Jang, S., 2009. Perceptions Of Chinese Restaurants In The U.S.:
What Affects Customer Satisfaction And Behavioral Intentions?.
International Journal of Hospitality Management, 28(3), pp. 338-348.
Lothgren, M., & Tambour, M., 1999. Productivity and customer satisfaction
in Swedish pharmacies: A DEA network model.. European Journal of
Operational Research, 115, pp. 449-458.

Lovelock and Wirtz, 2007. Services Marketing: People, Technology,
Strategy,. New Jersey: 6th Ed., Pearson Prentice Hall.

Lovelock, C. & Wright, L., 2007. Principles of Service Marketing and
Management. 5 nd ed.. s.l.:New Jersey: Prentice Hall..

Lovelock, C. and Gummesson, E. , 2004. Whither service marketing? In
search of a new paradigm and fresh perspective. Journal of Ser vice
Research, Vol. 7 No. 1, pp. , pp. 20-41.

Lovelock, C. and Wright, L., 2001. Principles of Service Marketing and
Management,. s.l.:Prentice-Hall, Upper Saddle River, NJ.

Lowry, P. B. and J. Gaskin, 2014. Partial least squares (PLS) structural
equation modeling (SEM) for building and testing behavioral causal theory:
When to choose it and how to use it. IEEE transactions on professional
communication 57(2), pp. 123-146..

Lowry, P. B., & Gaskin, J. , 2014. Partial least squares (PLS) structural
equation modeling (SEM) for building and testing behavioral causal theory:
When to choose it and how to use it. ht. IEEE Transactions on Professional
Communication, 57(1-2), p. 123-146..

Martilla, J. A., & James, J. C., 1977. Importance-performance analysis.. The
journal of marketing, pp. 77-79.

Martinez Garcia, J.A., & Martinez Caro, L., 2010. Rethinking perceived
service quality: An alternative to hierarchical and multidimensional models..
Total Quality Management & Business Excellence, 21(1), , pp. 93-118..



177.

178.

179.

180.

181.

182.

183.

184.

185.

186.

Matzler, K. et al, 2004. The Asymmetric Relationship Between Attribute-
level Performance And Overall Customer Satisfaction: A Reconsideration Of
The Importance—performance Analysis. Industrial Marketing Management,
33(1),, pp. 271-277.

Matzler, K., Sauerwein, E., & Heischmidt, K. , 2003. Importance-
performance analysis revisited: The role of the factor structure of customer
satisfaction.. The Service Industries Journal, 22(2), , pp. 112-129..
McDougall & Levesque, 1995. A Revised View of Service Quality
Dimensions. Journal of Professional Service Marketing, Vol 11, 1995 (1),
pp. 189-210.

Mehta, Subhash C., Lalwani A. and Son Li Han,, 2000. Service quality in
retailing: relative efficiency of alternative measurement scales for different
product-service environments. International Journal of Retail & Distribution
Management, 28 (2), pp. 62-72. .

Mengi, P. , 2009. Customer satisfaction with service quality: An empirical
study of public and private sector banks.. The IUP Journal of Management
Research, Vol. VIII, No. 9, pp. 7-17.

Mesay Sata Shanka, 2012. Bank service quality, customer satisfaction and
loyalty in Ethiopian banking sector, pp.. Journal of Business Administration
and Management Sciences Research Vol. 1(1), , pp. 1-9.

Misbach & et al, 2013. Islamic Bank Service Quality and Trust: Study on
Islamic Bank in Makassar Indonesia,. International Journal of Business and
Management; Vol. 8, No. 5.

Mosahab, R., Mahamad, O., & Ramayah, T., 2010. Service Quality,
Customer Satisfaction And Loyalty: A Test Of Mediation.. International
Business Research, 3(4), pp. 72-80.

Muslim, A., & Zaidi, |I., 2018. An examination of the relationship between
service quality perception and customer satisfaction.. International Journal
of Islamic and Middle Eastern Finance and Management. 1(3), pp. 191-209..
Naeem, H., Akram, A., & Saif, M. 1., 2009. Service Quality And Its Impact
On Customer Satisfaction: An Empirical Evidence From The Pakistani



187.

188.

189.

190.

191.

192.

193.

194.

195.

196.

197.

Banking Sector. International Business & Economics Research Journal
(IBER), 8(12)..

Nalini, R et al, 2014. A Pragmatic Study on the Service Gap Analysis of an
Indian Public Sector Bank. Business: Theory and Practice, 15(4),, pp. 381-389..
Nazeri et al, 2019. The Effect of the Internet Banking Service Quality on
Customer Satisfaction (Case Study: Refah Bank in Tehran). International
Journal of Services and Operations Management 34, p. pp 65-80.

Ngo, Minh Vu, 2015. Measuring customer satisfaction: A literature review.
Finance and Performance of Firms in Science, Education and Practice 2015,
pp. 1638-1655..

Oliver, R.L., 1999. Whence consumer loyalty. Journal of Marketing. Volume
63, pp. 33-44.

Oliver, R.L., 1993. A Conceptual Model of Service Quality and Service
Satisfaction: Compatible Goals, Different Concepts. Advances in Services
Marketing and Management 2, pp. 65-85.

Oliver, Richard L., 1980. A Cognitive Model of the Antecedents and
Consequences of Satisfaction Decisions.”. Journal of Marketing Research,
Vol. 17 Issue 4,, pp. 460-469..

Othman, A., & Owen, L., 2001. Adopting and Measuring Customer Service
Quality (SQ) in Islamic Banks: A Case Study in Kuwait Finance House.
International Journal of Islamic Financial Services, 3, pp. 1-26..

Pakurar et al, 2019. The Service Quality Dimensions That Affect Customer
Satisfaction in the Jordanian Banking Sector. Sustainability 11(4), 1113.
Palmer, A., 2014. Principles of services marketing. s.l..Maidenhead:
McGraw-Hill Education/Higher education..

Panjaitan, H. K., 2020. Analysis of quality service, customer relationship
management, and customer satisfaction. International Journal of Evaluation
and Research in Education, 3(3), pp. 142-151..

Parasuraman, A. et al, 1988. Servqual: A multiple-item scale for measuring
consumer perc.. Journal of Retailing, 64(1), 12.1".



198.

199.

200.

201.

202.

203.

204.

205.

206.

207.

208.

2009.

210.

Parasuraman, A., Zeithaml, V. A., & Berry, L. L., 1985. A conceptual model
of service quality and its implications for future research. The Journal of
Marketing, pp. 41-50..

Parasuraman, A., Zeithaml, V.A. & Berry, L.L., 1986. SERVQUAL: a
multipleitem scale for measuring customer perceptions of service quality,
s.l.: Marketing Science Institute, Cambridge, MA, Report No. 86-108.
Parasuraman, A., Zeithaml, V.A. & Berry, L.L., 1993. More on improving
service quality measurement. Journal of Retailing, Vol. 69, No.1, pp. 140-147..
Parasuraman, A., Zeithaml, V.A. & Berry, L.L, 1994. Reassessment of
expectations as a comparison standard in measuring service quality:
implications for future research. Journal of Marketing, Vol. 58, pp. 111-124.
Peng, L.S.; Moghavvemi, S., 2015. The dimension of service quality and its
impact on customer satisfaction, trust, and loyalty: A case of Malaysian
banks.. Asian J. Bus. Account. 2015, 8, , p. 91-122..

Peterson, R., 2007. Delhi: Global Media. s.l.:Principles of marketing.
Philip Kotler, Gary Armstrong, 1999. Principles of Marketing.
s.l.:Prentice-Hall.

Philip Kotler, 2000. Marketing Management. New Jersey, USA: Prentice
Hall International, 10th ed, ISSN 2691-4298.

Rahman, M.S & et la, 2012. A Conceptual Study on the Relationship
between Service Quality towards Customer Satisfaction: Servqual and
Gronroos’s Service Quality Model Perspective. Asian Social Science; Vol. 8,
No. 13; 2012 ISSN 1911-2017 E-ISSN 1911-2025.

Rebekah, B. & Sharyn, R. , 2004. Customer satisfaction should not be only
goal. Journal of Services Marketing, Vol.18 Issue 7, pp. 514-523..
Reidenbach. R.E. & Sandifer-Smallwood, B, 1990. Exploring perceptions of
hospital 13 of 15 3 Oct 201713:45:29 operations by a modified SERVQUAL
approach. Journal of Healthcare Marketing, 10, 4, p. 4755.

Rensis Likert, 1932. A Technicque for the measurement of attitudes. s.l.:New
York University.

Ringle, C., et al , 2015. SmartPLS 3. SmartPLS GmbH., p. [computer
software].



211.

212.

213.

214.

215.

216.

217.

218.

2109.

220.

221.

Rodrigues et al, 2010. Pilates method in personal autonomy, static balance
and quality of life of elderly females, J April 2010. Journal of Bodywork and
Movement Therapies, Volume 14, Issue 2,, pp. 195-202.

Rodrigues, L.L.R., Barkur, G., Varambally, K.V.M., & Motlagh, F.G. , 2011.
Comparison of SERVQUAL And SERVPERF Metrics: An Empirical Study.
The TQM Journal, 23 (6), p. 629-643..

Rust, R.T. and Oliver, R.L. , 1994. Service Quality: New Directions in
Theory and Practice. s.l.:Sage Publications.

Rust, R.T, 2004. If everything is service, why is this happening now, and
what difference does it make. Journal of Marketing, Vol. 68 No. 1, pp. 23-4.
S. Yap, Mew Lian Kew, 2007. Service quality and customer satisfaction :
antecedents of customer's re-patronage intentions.

S.F.Amiri Aghdaie va F.Faghani, 2012,. Mobile Banking Service Quality
and Customer Satisfaction (Application of SERVQUAL Model) ,. Int. J.
Manag. Bus. Res., 2 (4), Autumn 2012,, pp. 351- 361.

Sabine Moeller, 2010. Characteristics of services — a new approach uncovers
their value,. Journal of Services Marketing, Emerald Group Publishing
Limited, Volume 24 Number 5, p. 359 — 368.

Saleh, F. & Ryan, C. , 1992. Analysing service quality in the hospitality
industry using the SERVQUAL model,. Service Industries Journal, 11, 3, pp.
324-343..

Satendra Thakur And A. P Singh,. , 2011. Service Quality And Customer
Satisfaction: A Study With Special Reference To Public Sector Banking
Industries In India.. International Journal of Management Research And
Review, Vol. 1, Issue 1, pp. 24-38.

Satendra Thakur And A. P Singh,., 2011. Service Quality And Customer
Satisfaction: A Study With Special Reference To Public Sector Banking
Industries In India.. International Journal Of Management Research And
Review, Vol. 1, Issue 1, pp. 24-38.

Selvakumar, J. Joshua, 2015. Impact of Service Quality on Customer
Satisfaction in Public Sector and Private Sector Banks.. Purushartha:A
Journal of Management, Ethics and Spirituality Vol. 8, No. 1, 1-12 March
2015, pp. 1-12.



222.

223.

224,

225.

226.

227.

228.

2209.

230.

231.

232.

233.

Seth, N. & Deshmukf S.G et al, 2005. Service quality models: a review.
International Journal of Quality & Reliability Management 22(9), pp. 913-
949.

Shahraki, A., 2014. Evaluation of customer satisfaction about Bank service
quality.. Int. J. Ind. Math. 2014, 6, p. 157-168..

Shanka Mesay Sata., 2012. Bank Service Quality, Customer Satisfaction and
Loyalty in Ethiopian Banking Sector.. Journal of Business Administration
and Management Sciences Research Vol. 1(1), pp. 001-009.

Sharmin, S. et al, 2016. . Measuring Customer Satisfaction through
SERVQUAL Model: A Study on Beauty Parlors in Chittagong.. Eur. J. Bus.
Manag. 2016, 8, , p. 97-108.

Shayestehfar, R. and Yazdani, B., 2019. Bank service quality: A comparison
of service quality between BSI branches in Isfahan and Dubai .. The TQM
Journal, Vol. 31 No. 1, pp. 28-51.

Shostack, G.L. , 1977. Breaking free from product marketing. Journal of
Marketing, Vol. 41 No. 2, pp., pp. 73-80.

Siddigi, K.O., 2011. Interrelations between service quality attributes,
customer satisfaction and customer loyalty in the retail banking sector in
Bangladesh.. International Journal of Business and Management, p. 12—-36..
Soterious, A.C. & Stavrinides, Y., 2000. An internal customer service quality
data envelope analysis model for bank branches. International Journal of
Bank Marketing, Vol.18 No.5,, pp. 246-252.

Speng, R.A, & Mackoy, R.D., 1996. An empirical examination of a model
perceived service quality and satisfaction. Journal of Retailig 72 (2), pp. 201-214.
Sreela, 2014. Operational Efficiency and Service Quality of Commercial
Banks in India, s.l.: Doctoral Dissertation.

Stafford, M.R., 1996. Demographic Discriminators of Service Quality in the
Banking Industry.. Journal of Services Marketing, 10, pp. 6-22..

Surabhi Singh & Arora Renu, 2011. A comparative study of banking services
and customer satisfaction in public private and foreign banks. Journal of
Economics, Vol. 2(1),, pp. 45-56..



234.

235.

236.

237.

238.

239.

240.

241.

242.

243.

244,

245.

Sweeney, J. C. et al, 1997. Retail service quality and perceived value, A
comparison of two models.. Journal of Retailing and Consumer Services,
4(1), , p. 39-48..

Tao, F., 2014. Customer Relationship management based on Increasing
Customer Satisfaction.. International Journal of Business and Social
Science, Volume. 5, Issue. 5, pp. 256-263..

Teas, K.R., 1993. Consumer expectations and the measurement of perceived
service quality. .. Journal of Professional Services Marketing, 8(2), pp. , pp.
33-53.

Tenenhaus, M., et al., 2005. PLS path modeling. Computational statistics &
data analysis 48(1), pp. 159-205..

Tirupathi R. Chandrupatla, 2009. Quality and Reliability in Engineering.
s.l.:Textbook ISBN: 9780521515221, Rowan University, New Jersey.
Tirupathith. R. Chandruppatla, 2009. Quality and Reliability in Engineering.
New Jersey: Rowan University New Jersey.

T6 Duy Lam, 2018. Ngudn nhan luc - yéu t6 tao sy khac biét cia cac ngan
hang. Pdc san Toan canh Ngan hang, sé 1, trang 2-6. .

T6 Thién Hién va V& Thi Hong Nhung , 2020. Cac yéu té tac dong dén dich
vu ngan hang ban lé tai HDBank - Chi nhanh An Giang. Tgp chi Céng
thwong, Bé Cong thuwong, sé 1, trang 1-6..

Tran Puc Thing, 2016. Nghién cizu mei quan hé giiza chdt lwong dich vu
ngdn hang dién tur voi mire dé thoa man va mue dé trung thanh cua khach
hang & Viét Nam, s.1.: Luan an tién sy kinh té, DPH KTQD.

Tran Thi Thanh Thay, 2018. nghién citu vé Chdt lwong dich vi ngan hang
Ciia cdc ngdn hang thwong mai Viét Nam, s.l.: Luan an tién sy, PH Ngan
hang.

Tse, D.K. and Wilton, P.C., 1988. Models of Consumer Satisfaction
Formation: An Extension.. Journal of Marketing Research, 25, pp. 204-212..
Tsoukatos, Mastrojianni,, 2010. Key determinants of service quality in retail
banking. p. 85 — 100.



246.

247.

248.

249.

250.

251.

252.

253.
254.

255.

256.

Turkyilmaz, A., & Ozkan, C. , 2007. Development Of A Customer
Satisfaction Index Model: An Application To The Turkish Mobile Phone
Sector.. Industrial Management & Data Systems, 107(5), pp. 672-687.

Usha Lenka et al, 2009. Service Quality, Customer Satisfaction, and
Customer Loyalty in Indian Commercial Banks. The Journal of
Entrepreneurship, March Vol.18.No (1).

Vandamme, R. & Leunis, J., 1993. Development of multiple-item scale for
measuring hospital service quality. International Journal of Service Industry
Management, 4, 3, pp. , pp. 30-49..

Vannirajan va Anbazhaganm,, 2007. Servperf Analysis in Retail Banking.
Review of Professional Management-A Journal of New Delhi Institute
Management, Vol 5, No1l..

Vargo, S. and Lusch, R.F., 2004. The four service marketing myths:
remnants of a goods-based manufacturing model. Journal of Ser vice
Research, Vol. 6 May, Volume 324-335.

Vavra, T., 1997. Improving your measurement of customer satisfaction: A
guide to creating, conducting, analyzing, and reporting customer satisfaction
measurement programs. s.l.:ASQ Quality Press. (June 1, ).

Vencataya at al , 2019. Assessing the Impact of Service Quality Dimensions
on Customer Satisfaction in Commercial Banks of Mauritius. Studies in
Business and Economics 14(1), pp. 259-270.

Viet Nam Report, 2023. B&o cdo Top 10 ngéan hang uy tin cua Viét Nam.
Walfried M. Lassar & et al, 2000. , “Service quality perspectives and
satisfaction in private banking”. , pp.. Journal of Services Marketing, Vol.14
No.3, pp. 244-271..

Wang, Y., & Lin, M., 2011. Determinants of User Acceptance of Internet
Banking.. International Journal of Service Industry Mangment, 14(5),, p.
501-519..

Wangenheim, F., & Bayon, T., 2004. Satisfaction, loyalty and word of mouth
within the customer base of a utility provider: Differences between stayers,
switchers and referral switchers. Journal of Consumer Behaviour, 3(3), pp.
211-220..



257.

258.

2509.

260.

261.

262.

263.

264.

265.

266.

267.

Website of AsianThe Banker, 2021. Techcombank recognised for improved
digital services, voted most recommended retail bank in Vietnam - The Asian
Banker, s.l.: s.n.

Website of Tiengphong.vn, 2020. ACB thay déi dé dwoc tin dung nhat Viét
Nam va hgng 10 Chau A — Thdi Binh Duwong (tienphong.vn), S.l.:
Tienphong.vn.

weeney, J. C. et al, 1997. S Retail service quality and perceived value, A
comparison of two models.. Journal of Retailing and Consumer Services,
4(1), p. 39-48..

Weisman, E., 2012. Trade in Services and Imperfect Competition:
Application to International Aviation.. s.l.:Dordrecht: Springer Netherlands..
Wetzels, M., et al. , 2009. Using PLS path modeling for assessing
hierarchical construct models: Guidelines and empirical illustration. MIS
quarterly, pp. 177-195..

Wisniewski, M., 2001. Using SERVQUAL to Assess Customer Satisfaction
with Public Sector Services. .. Managing Service Quality: An International
Journal, 11,, pp. 380-388.

Wong, K. K.-K. (2013), n.d. Partial least squares structural equation
modeling (PLS-SEM) techniques using SmartPLS. Marketing Bulletin 24(1),
pp. 1-32..

Wong, K.K.K., 2013. Partial Least Squares Structural Equation Modeling.
In: Homburg, C., Klarmann, M. and Vomberg, A.E., Eds.,. s.l.:Handbook of
Market Research, Springer, Cham, 1-47..

Yamane, T., 1967. Statistics: An Introductory Analysis.. s.l.:2nd Edition,
Harper and Row, New York..

Yavas, U., Benkenstein, M., & Stuhldreier, U., 2004. Relationships between
service quality and behavioral outcomes: A study of private bank customers
in Germany.,. International Journal of Bank Marketing, 22(2), pp. 144-157.
Yi. Y., 1990. A Critical Review of Consumer Satisfaction, in V. A. Zeithaml
(Ed.). Review of Marketing, Chicago: American Marketing Association, pp.
68-123..



268.

269.

270.

271.

Zeithaml Valarie A., 1981. How Consumer Evaluation Processes Differ
between Goods and Services. Marketing of Services 9 (1), American
Marketing Association, pp. 25-32.

Zeithaml, V. A. & Bitner, M. J., 2003. Services Marketing - Integrating
Customers Focus across the Firm, Third Edition.. s.l.:Boston: McGraw-Hill..
Zeithaml, V.A. and Bitner, M.J., 2000. Services Marketing: Integrating
Customer Focus across the Firm. 2nd Edition .. s.l.:McGraw-Hill, Boston.
Zeithaml, V.A., Parasuraman, A. and Malhotra, A., 2002. Service Quality
Delivery through Web Sites: A Critical Review of Extant Knowledge..
Journal of the Academy of Marketing Science, 30, pp. 362-375..



DANH MUC CAC PHU LUC

Phu luc 1: Danh sach va thang tin cac chuyén gia lay y kién

Phu luc 2: Phiéu ldy y kién cac chuyén gia vé thang do su thoa man khéch
hang vé chat luong dich vu (Quan diém caa chuy@n gia tra 16i cau hoi vé tiéu chi
cau thanh tiéu chuan do ludng STMKH voi CLDV ngan hang).

Phu luc 3: Tong hop va tdm tat y kién cua cac chuyén gia

Phu luc 4: Tong hop va tém tat y kién caa cac chuyén gia vé “Vé thir tu tim
quan trong cua cac thanh phan do lwong STMKH vé chét luong dich vu ngan
hang”

Phu luc 5: Phiéu khao sat do luong su thoa man khach hang véi chat luong
dich vu ngan hang

Phu luc 6: Bang ma hoa ky hiéu cac tiéu chuan va tiéu chi do luong sy thoa
man khéach hang trong mé hinh dinh lugng

Phu luc 7: Két qua nghién ctru so bo véi quy md mau nho 35 khéach hang va
sinh vién dai hoc Thuong Mai

Phu luc 8: Két qua danh gia diém cam nhan STMKH vé CLDV cua céc
NHTM trén dia ban TP Ha Noi

Phu luc 9: Két qua thdng ké diém danh gia cam nhan STMKH vé CLDV cua
cac NHTM trén dia ban TP Ha Noi dbi véi tung thanh phan/ tiéu chi do
luong(Théang 12/2021)

Phu lyc 10: Phiéu khao sat do luong su thoa man khach hang vé chat luong
dich vu ngan hang thuong mai (thang 1/2024)

Phu luc 11: Téng hop sb lwgng chi nhanh, sé huy dong vén, du no tin dung
cua c&c ngan hang tai cac tinh thanh trong ca nudc

Phu lyc 12: S6 lwong phan b cdy ATM cua 10 ngan hang nghién ctu trong
luan an

Phu luc 13: Danh sach cac ngan hang thuong mai trong ca nudc

Phu lyc 14: Két qua tong hop mirc d6 quan trong cua cac thanh phan va
théng ké mo ta diém cua cac thanh phan do luong STMKH vé CLDV

Phu lyc 15: M6 ta diéu tra bo sung sy thoa man khach hang vé chat luong
dich vu cac NHTM trén dia ban thanh phd Ha Noi

Phu luc 16: Két qua thong ké diém danh gia su thoa man khach hang vé chat
lwgng dich vu caa cac NHTM véi cac thanh phan/ tiéu chi do luong (Thang 1/2024)



PHU LUC 1:
DANH SACH VA THONG TIN CAC CHUYEN GIA LAY Y KIEN

Chuyén | Gigi ] S6 niam kinh nghiém va linh vuc chuyén
STT . 3 Don vi Hoc van L
gia tinh mén sau
Khoa  Marketing, 40 niam linh vuc ddo tao, nghién ciu vé quan
1. CG1 N PGS.TS e
DbHTM ly chat lugng
Khoa  Marketing, L
2. CG2 Nam TS 41 nam linh vyc quan ly chat luong
PHTM
Khoa Tai chinh 30 ndm trong linh vyc dao tao, nghién cuu
3. CG3 Nir PGS.TS e L
Ngén hang PHTM vé tai chinh ngén hang
. 20 nam trong linh vyc dao tao, nghién cuu
4, CG4 Nam | Khoa Marketing TS . i
vé Marketing
20 nam trong linh vuc tu van quan ly chat
Cong ty TNHH tu lugng va tu van hé thong quan ly an
5. CG5 Nam | van quan ly | Crnhan | toan/bao mat thdng tin 1SO 27001 ¢ doanh
Vintecom quéc té nghiép, dong thoi khéch hang st dung dich
vu M. Banking cuia nhiéu ngan hang
Ccong ty c6 phan
dam bao chét luong 13 nam trong linh vuc phan mém, s hoa,
6. CG6 Nam | Lotus (LQA - Lotus | ThS bao mat, dong thoi khach hang sir dung dich
Quality Assurance vu M. Banking cua nhiéu ngan hang
JSC)
20 nam trong linh vyc phét trién phan mém
A L hang dau viét nam, c¢é kinh nghiém dao tao
Cong ty coé phan . . ) X
7. CG7 N ThS hé thong an ninh bao mat ISO 27001, dong
Savvycom . i . )
thoi khach hang st dung dich vu M.
Banking cua nhiéu ngan hang
) . 8 nam kinh nghiém quan ly du &n Cung cap
Cong ty co6 phan e . £ X\ ia
. . giai phép tich hop, dich vu s6 hang dau Viét
8. CGs8 N dau tu k§ thuat s6 | ThS ) o . .
. Nam, dong thoi khach hang st dung dich vu
Viét (VDI) _ " .
M.Banking caa nhiéu ngan hang
) . 25 nam tham gia hoat dong ngédn hang va
Ngéan hang . . . A )
9. CG9 N T ThS hién 1a Phé Giam doc Trung tdm Dich vu
Vietinbank , . e X
khach hang (Khoi Van hanh)
10. CG 10 Nit Ngan hang BIDV | ThS Giam déc Trung tam Ngan hang s6 BIDV
Ngan hang MB Giam d6c Trung thm Dich vu Khéach hang
11. CG11 N ThS
Bank 24/7 cua MB Bank




PHU LUC 2

PHIEU LAY Y KIEN CAC CHUYEN GIA VE THANG PO SU THOA MAN

KHACH HANG VE CHAT LUQNG DICH VU

Théng tin ngudi dwgc phéng van

Noi cong tac va cu tru:
B. Ngi dung
1. Ong/ba cho biét y kién vé viéc lya chon cac tiéu thirc do luong su théa man khach hang ddi voi

chét lugng dich vu cia NHTM trén dia ban Ha Noi?

Y kién caa chuyén gia

STT Yéu té tiéu chuén cAu thanh dé xuét do RAt Khong | Trung | Pongy | Rat
Irong Sw thoa man khach hang véi CLDV | khéng | dongy lap dongy
dong y

[ PO TIN CAY

1. *Ngan hang cung cap céc dich vu ding nhu
cdng bo
*Khi gap vudong mac vé dich vy, ngan hang

2. lubn ching t6 mdi quan tam thuc sy mudn
giai quyét gitip khéch hang

3. *Giao dich trén duoc thyc hién ding ngay tur
lan dau

4 *Thoi gian cung cap dich vu nhu dang nhu
cbng bo

5. *Cung cap hd so cac giao dich day du, chinh x4c

I SUPAM BAO

6. *Nhan vién c6 kha ning tao ra niém tin cho
khéch hang

7 *Ngan hang c6 thuong hiéu ndi tiéng, uy tin tao
an toan cho khach hang str dung céc dich vu

8. *Nhan vién lich sy, niém né véi khach hang

9 *Nhan vién c6 du tri thic, ky ning dé tra 19i
cac cau hoi veé dich vu

i SU PAP UNG

10. *Théng bao cho khach hang thoi diém dich vu
sé duoc thuc hién

11 *Nhan vién cung cap dich vy, hd tro, giai dap
nhanh chéng

12 *Nhan vién s?m long giup dd, giai quyét khi
khach hang yéu cau (24/7)

13. *Sin sang tra 1oi cac thiac méc cua khach hang

14, *Khi ¢6 cac van de, sy co, ngan hang cung
cap giai phap thoa dang

15, Ngéan hang ho trg va boi thuong cho khach
hang khi xay ra sy c6 do 16i ngan hang

\Y TINH HUU HINH

16. *Ngan hang c trang thiét bi hién dai




17.

*Khong gian, co s ha tang ciia ngan hang dep

18. *Pdng phuc vién vién ngan hang dep, lich su

19, *Tai liéu, to roi cta ngan hang thiét ké dep,
tinh gon
*Giao dién Website va ng dung phan mém

20. cung cap dich vu ngan hang c6 thiét ké than
thién ngudoi dung(bo cuc, mau sac, kich thudc
phdng chit, d6 hoa, hinh anh...)

\ SU THAU CAM

21 *Ngan hang thé hién su quan tam dén ca nhan
khach hang

29 *Nhan vién ngan hang biét quan tim dén
khach hang

23, *Ngan hang lay loi ich ciia khach hang la diéu
tdm niém cua phuc vu

24 *Nhan Viél’,l ngép hang hiéu dwoc nhirng nhu
cau cua khach hang

25 *Ngan hang lam viéc vao nhiing gio thuan
tién cho khach hang

VI SU TIEP CAN

26. *Dé dang lién hé véi ngan hang (24/7)

27. *Tdc @6 xir ly cac giao dich nhanh chéng

28. *Ngan hang cung cap da dang cac dich vu (
chuyén tién, thanh toan hoéa don, mua sam,
dich vu thé, QR...) phu hop véi nhu cau cia
khach hang

29. *Khéach hang dé& dang tiép can cac thiét bj
cung cip dich vu NH (ATM, robot, e
banking...)

30. *Khach hang dé dang st dung dich vu ngan
hang cung cap

31. *Dia diém cac chi nhanh giao dich thuan tién
cho khéch hang

VIl SU THOA MAN

32. Tong thé t6i thoa man véi cac dich vu cua
minh

33. T6i s& tiép tuc sir dung lau dai dich vu cua
ngén hang

34. T6i s& gioi thiéu ban bé, ngudi than va dong

nghiép caa minh su dung dich vu do ngén
hang cua tdi cung cap.

Ghi cha: * 1a mite dé théa méan




PHU LUC 3: TONG HOP VA TOM TAT Y KIEN CUA CAC CHUYEN GIA
Quan diém cua chuyén gia tra 16i cau hoi vé tiéu chi cau thanh tiéu chuan do ludng STMKH véi CLDV ngan hang. Mac do ddng y tir 1- 5 (thap
nhat-cao nhat)

Vong PTB Tyle %y Ghi cha
Thanh phén cdu thanh do lwdng | danh ciia cAc kién khéac
STT
STMKH véi CLDV gid CG1 CG2 CG3 CG4 CG5 CG6 CG7 CG8 CG9 CG10 | cc11 chuyén biét
gia
1.PO LUONG PQ TIN CAY
s s L V1 5 5 5 4 5 5 5 5 5 5 5 4.9 9% Chép nhan tiéu chi tir vong 1
1. Ngan hang cung cap cac dich vu
dung nhu cong bo V2
T .. V1 5 5 4 4 4 5 4 5 5 5 5 4.64 36,36% Tiép tuc xem xét & vong 2
Khi gdp vuéng mac ve dich vy,
2. ngan hang luén ching t6 moi quan )
tam thyc sy mudn giai quyét gitp | V2 4 5 5 5 5 5 4 4 5 5 5 4,73 27,27% Chap nhén tiéu chi vi DPTB >3.5
khéach hang
o . . V1 5 4 5 5 5 5 5 5 5 5 5 4.9 9% Chép nhan tiéu chi tir vong 1
3. Giao dich trén ‘duoc thyc hién
ding ngay tir lan dau tién V2
4 *Thoi gian cung cép dich vu nhu V1 5 4 5 5 5 5 5 5 5 5 5 4.9 9% Chap nhén tiéu chi tir vong 1
ding nhu cong bd V2
* s L. . N V1 5 5 5 5 4 5 5 5 5 4 5 4.9 18,2% Tiép tuc xem xét & vong 2
5. Cung cap ho so cac giao dich day
du, chinh xac V2 4 5 5 5 5 4 5 5 5 5 4 473 27,3% Chép nhan tiéu chi vi PTB >3.5
11. PO LUONG SU PAM BAO
. 0, A e oo N
6 *Nhan vién c6 kha ning tao ra niém V1 5 4 4 3 3 5 5 5 5 5 4 4.36 45,5% Tiép tuc xem xét & vong 2
tin cho khach hang V2 5 5 4 4 3 4 5 5 5 4 5 4.45 455 Chap nhan tiéu chi vi PTB >3.5
*Ngan hang c6 thwong hiéu ndi ) . o R
7. tiéng, uy tin tao an toan cho khach V1 5 4 5 5 5 5 5 5 5 5 5 4.9 9% Chap nhén tiéu chi tr vong 1
hang sur dung cac dich vu
8. :!\‘hén vién lich, niém ne véi khdch | vq 5 5 5 5 5 4 5 5 5 5 5 49 9% Chép nhan tiéu chi tir vong 1
ang
9. *Nhan vién c6 du tri thic, ky nang | v/ 5 5 5 5 5 5 5 5 5 5 5 5 0% Ch4p nhan tiéu chi tir vong 1
dé tra loi cac cau hoi veé dich vu
111. PO LUONG SU PAP UNG
10. *Thong bao cho khach hang thoi | v/ 5 5 5 5 5 5 5 5 5 5 5 5 0% Ch4p nhan tiéu chi tir vong 1
diém dich vu s& duoc thuc hién
11. *Nhan vién cung cip dich vu, h3 | V1 5 5 5 5 5 5 5 5 5 5 5 5 0% Chép nhan tiéu chi tr vong 1




trg, giai dap nhanh chong

12. *Nhan vién sn long gitp 3, giai | vq 5 5 5 5 5 5 5 5 5 5 5 5 0% Ch4p nhan tiéu chi tir vong 1
quyét khi khéach hang yéu cau (24/7)
13. *Khi giao dich chua duoc xu I, | v 5 5 5 5 5 5 5 5 5 5 5 5 0% Chip nhan tiéu chi tir vong 1
cung cap phan hoi nhanh
B U Y £ A V1 5 5 5 5 4 5 4 5 5 5 5 4.82 18.2% Tiép tuc xem xét & vong 2
14. Khi ¢6 cac van de, sy o, ngan
hang cung cap giai phap thoa dang V2 5 5 5 5 4 5 4 5 5 5 5 4,36 18.2% Chép nhan tiéu chi vi DTB >3.5
*Ngan hang hd trg va bdi thuong | V1 5 3 5 5 5 4 5 3 5 5 5 4.6 27% Tiép tuc xem xét & vong 2
15. cho khach hang khi xay ra sw c¢b do _
13 ngan hang V2 4 4 5 4 5 4 5 4 4 5 5 4.45 45% Ch4p nhan tiéu chi vi PTB >3.5
1V. PO LUONG TiNH HUU HINH
- 5 —~ —
16 *Ngén hang c6 trang thiét bi hien V1 5 4 5 5 4 3 5 3 5 5 5 4.5 36% Tle!) tuc xem xét ¢ vong 2
dai V2 5 5 4 5 5 4 5 4 5 5 5 4,73 27,2% Chap nhén tiéu chi vi PTB >3.5
- o = PRI
. *Khong gian, co so ha ting cua V1 5 5 5 5 4 4 4 5 5 5 5 4.7 27,2% Tiép tuc xem xét & vong 2
ngan hang dep, sang trong V2 5 5 5 4 5 5 4 5 5 5 5 4,82 18,2 Chép nhan tiéu chi vi DTB >3.5
*Tai ligu, to roi cia ngén hang thiét A A
18. | cU, g 9 V1 5 5 5 5 5 5 5 5 5 5 5 5 0% Chap nhén tiéu chi tir vong 1
ke dep, tinh gon
19. *Péng phuc vién vién ngan hang | v/ 5 5 5 5 5 5 5 5 5 5 5 5 0% Chép nhan tiéu chi tir vong 1

dep, lich sy

*Website va wng dung Mobile
banking cung c4p dich vu ngan hang PN
20. c6 thiét ké than thién nguoi ding V1 5 5 5 5 5 5 5 5 5 5 5 4 9% Chap nhén tiéu chi tr vong 1
(bd cyc, mau séc, kich thudc phong
chit, d6 hoa, hinh anh...)

V. PO LUONG SU THAU CAM

21. *Ngan hang thé hién sy quan tam | 5 5 4 5 5 5 5 5 5 5 5 49 9% Ch4p nhan tiéu chi tir vong 1
dén cé nhan khach hang
i V1 5 5 4 5 5 4 5 3 5 5 5 4.63 27,2% Tiép tuc xem xét & vong 2
2. *Nhan vién ngan hang biét quan -
tAm dén ban V2 4 5 4 4 5 5 5 4 5 5 5 4,63 36,4% Chaép nhén tiéu chi vi PTB >3.5
V1 5 5 5 5 4 5 5 4 5 5 4 4.7 27,25 Tiép tuc xem xét & vong 2
23, *Ngan hang lay loi ich cua khach
hang 1a dieu tam niém cia phucve | v | 5 5 5 5 5 5 5 5 5 5 4 49 9% Chép nhan tiéu chi vi PTB >3.5
24. *Nhan vién ngan hang hiéu duoc | v 5 5 5 5 4 5 5 5 5 5 5 49 9% Chép nhan tiéu chi tir vong 1
nhitng nhu cau cua khach hang
*Ngan hang c6 nhan vién truc 24/7 e
25. dé kip thoi xir ly théa dang céc yéu V1 5 5 5 4 5 5 5 5 5 5 5 4.9 9% Chap nhén tiéu chi tir vong 1

cau cua khéch hang




VL. PO LUONG SU TIEP CAN

*Ngan hang cung cip cung cép dich

26. vu véi thoi gian thuan tién cho V1 5 5 5 5 5 5 0% Chép nhan tiéu chi tir vong 1
khéch hang (24/7)
*Téc do xu ly cac giao dich nhanh | V1 4 5 5 5 5 4.8 18,2% Tiép tuc xem xét & vong 2
27. chéng trén e banking (ATM,
internet banking, Mobile banking) V2 5 5 5 5 5 4.8 18,2% Chép nhan tiéu chi vi DTB >3.5
* a Y A z
Ngan hang cung cap da dang cac |\, | 4 5 5 4 5 47 27,23% Tiép tuc xem xét & vong 2
dich vy (chuyén tien, thanh toan hoa
28. don, mua sam, dich vu thé, QR...)
phu hgp vé6i nhu cau cua khach . R .,
hang V2 4 5 5 5 5 4,7 27,23% Chap nhén tiéu chi vi DPTB >3.5
29 *K,héCh hang Fjé dang sir dung cac V1 4 4 5 4 5 4.6 36,4% Tiép tuc xem xét & vong 2
' :‘)';’;tb! ;”“9 cap dich vu NH (ATM, | 5 4 5 5 4 48 18,2% Chap nhan tiéu chi vi DTB >3.5
. . 0 < FRUTN
*Khach hang d& dang sir dung dich V1 4 5 5 3 5 4.4 27,2% Tiép tuc xem xét ¢ vong 2
30. vu ngan hang cung cip qua internet -
banking va Mobile banking V2 4 4 5 4 5 4,54 45,5% Chap nhén tiéu chi vi DPTB >3.5
3 *Su én dinh cua hé théng e banking | V1 3 4 5 3 4 48 18,2% Tiép tuc xem xét & vong 2
) cung cép dich vu ngan hang V2 4 4 4 4 4 4,36 36,4% Chép nhan tiéu chi vi DTB >3.5
VII. PO LUONG TONG THE SU THOA MAN VE CHAT LUQNG DICH VU NGAN HANG
i ) \%1 5 5 4 5 5 438 18,2% Tiép tuc xem xét & vong 2
32. Tong thé tdi thoa mén véi céac dich
vy cua minh V2 5 5 5 5 4 4,9 9% Chép nhan tiéu chi vi DTB >3.5
33, Iﬁi;i L‘;gﬂtlﬁg nsg dung lau dai dich | /g 5 5 5 5 5 5 0% Chap nhan tiéu ch tir vong 1
u Cu
Toi & gigi thiéu ban be, nguoi than
34, va dong nghiép cua minh s dung | /3 5 5 5 5 5 5 0% Chép nhan tiéu chf tir vong 1
dgch vu do ngan hang cua t6i cung :
cap.

Ghi ch(: * 1a mtre d6 thoa man




PHU LUC 4: TONG HOP VA TOM TAT Y KIEN CUA CAC CHUYEN GIA

“V& thir tw thm quan treng ciia cac thanh phan do lwdng Su thod man khach hang vé chat lgng dich vu ngan hang”
(Thuc hién phong van 11 chuyén gia)

I. Tong hop diém danh gia mire d9 quan trong cia cac thanh phan do lwong STMKH vé CLDV

Tong s6 y kién danh gia tirng mirc d6 quan trong (cua 11 chuyén gia) DTB danh gia mic
STT/Thanh phn Ratkhong | Khong quan Binh Quan trong- | R4t quan do quan trong cia6 | Xép hang muc do
quan trong- | trong-2 diém | Thuong- 4 diém trong-5 diém | thanh phan do luong quan trong
1 diém 3 diém STMKH vé CLDV
1.D6 Tin cay 3 8 4,73 .
2.Su Pép ung 4 7 4.45 2
3.Sy Thau cam 1 4 6 4.45 3
4.Sy Tiép Can 2 3 6 4.45 4
5.Sy Hiwu hinh 3 3 5 4.18 5
6.Sy Bam Bao 1 8 2 4.09 6
IL. Piém danh mirc d9 quan trong ciia cac tidu chi do lrdng trong tirng thanh phan do lwong STMKH vé CLDV ngan hang
1. P9 Tin cay
Tong so v kién danh gia tirng mirc do quan trong (cua 11 chuyén gia) DTB danh gia mirc do
STT Thanh Rat khong Khdng quan Binh Quan trong- Rat quan quan trong cua 6 thanh Xép hang muc do
phan quan trong- | trong-2 diém | Thuong- 4 dieém trong-5 diém | phan do lvong STMKH quan trong
1 diém 3 diém vé CLDV
1 REL1 2 9 4.82 1
2 REL2 3 8 4.73 2
3 REL3 1 3 7 4.55 3
4 REL4 1 4 6 4.45 4
5 REL5 2 3 6 4.36 5
2.



3. Su Pap rng

TT Thanh Tong so ¥ kién danh gia ting mirc ¢ quan trong (cua 11 chuyén gia) DTB danh gia mic do Xép hang mirc do
phan Rat khong quan | Khéng quan Binh Quan trong-4 Rat quan quan trong cua 6 thanh quan trong
trong- 1 diém | trong-2 diém | Thuong-3 diém trong-5 diém | phan do luong STMKH
diém vé CLDV
1 RES1 2 2 7 4.45 4
2 RES2 1 2 8 4.64 1
3 RES3 2 9 4.82 2
4 RES4 3 3 5 4.18 6
5 RES5 3 2 6 4.27 5
6 RES6 2 1 8 4.55 3
4. Sy Thau cam
STT | Thanh Tong sb y kién danh gia tirng mirc d6 quan trong (cua 11 chuyén gia) PTB dénh gia mic d6 Xép hang mirc d6
phan Rat khong quan | Khéong quan Binh Quan trong- | Rét quan trong- | quan trong cua 6 thanh quan trong
trong- 1 diém | trong-2 diém | Thuong- 4 diém 5 diém phan do luong STMKH
3 diém vé CLDV
1 EMP1 3 8 4.73 1
2 EMP2 2 3 6 4.36 4
3 EMP3 3 3 5 4.18 5
4 EMP4 1 4 6 4.45 3
5 EMP5 4 7 4.64 2
5. Sw Tiép can
STT | Thanh Tong s6 y kién danh gia tirng mirc d6 quan trong (cua 11 chuyén gia) DTB danh gia mirc 4o Xép hang mirc d6
phan Rat khong quan | Khéng quan Binh Quan trong- | Ratquantrong- | quan trong cua 6 thanh quan trong
trong- 1 diém | trong-2 diém | Thuong- 4 diém 5 diém phan do luong STMKH
3 diém vé CLDV
1 ACC1 3 2 6 4.27 5
2 ACC2 1 3 7 4.55 3
3 ACC3 3 3 5 4.18 6
4 ACC4 2 3 6 4.36 4
5 ACC5 1 2 8 4.64 2
6 ACC6 2 9 4.82 1

6.




7. Sw Hiru hinh

STT | Thanh Tong so v kién danh gia ting mirc ¢ quan trong (cua 11 chuyén gia) DTB dénh gia mic 46 | Xép hang mirc d6 quan
phan Rat khong quan | Khong quan Binh Quan trong- Rat quan trong- | quan trong cua 6 thanh trong
trong- 1 diém trong-2 diém Thuc‘{ng- 4 diém 5 diém phan do ]uémg STMKH
3 diém vé CLDV
1 TAN1 3 8 4,73 1
2 TAN2 2 2 7 4.45 2
3 TAN3 2 5 4 418 4
4 TAN4 2 3 5 3.91 5
5 TANS 1 2 7 4,18 3
8. SwPam bao
STT | Thanh Tong s6 Y kién danh gia tirng mirc d6 quan trong (cua 11 chuyén gia) DTB danh gia mirc do Xép hang mirc 46 quan
phan Rat khong quan | Khang quan Binh Quan trong- Rat quan quan trong cua 6 thanh trong
trong- 1 diém | trong-2 diém | Thuong- 4 diem trong-5 diém | phan do luong STMKH vé
3 diém CLDV
1 ASS1 3 8 4.73 1
2 ASS2 1 4 6 4.45 3
3 ASS3 4 7 4.64 2
4 ASS4 3 1 Il 4.36 4
9. Sw Thoa mén
STT -;maélnnh Téng s6 y kién danh gia tirmg muc do quan trong (cua 11 chuyén gia) DTB dénh gia mic do ,
Rat khong Khéng quan Binh Quan trong- Rat quan h(luan troqg ctia 6 thanh A Xep hang mic g quan
quan trong- | trong-2 diém | Thuong-3 4 diém trong-5 diém | Pen do lugﬂ%\S/TMKH ve trong
1 diém diém
1 SAT1 3 8 473 1
2 SAT?2 4 7 4.64 2
3 SAT3 1 4 6 4.45 3




111.Tong hep v kién cia chuyén gia:

Céc chuyén gia danh gia cao tim quan trong cua Thanh phan do luong theo
thi tu vu tién nhu sau: Do Tin cay, Su Pap tng, Sy Thau Cam, Su Tiép can, Sy
Htru hinh, Sy Bam Bao. Trong d6 Su Tin Cay va Su Pap ung dugc xem la uvu tién
hang dau bai théng thuong khach hang khi lya chon sir dung dich vy ngan hang s&
vu tién st dung nhitng ngan hang c6 D6 Tin cdy cao, Su Pap ng tét nhat 1a trong
cudc séng ban ron bdi canh 4.0 khach hang yéu cau tée do phuc cua ngan hang va
xtr ly cac van dé xu ly xtr ¢b trong st dung dich vu nhitng va nhat 1a sau thoi ky
Covid khi ma nén tang ng dung c6éng nghé trong cung cap dich NH thi nguy co
Xay ra cac su cd an toan rat duoc khach hang quan tam.

Sy Thau cam xép vi tri quan trong thir 3, vi khi sir dung dich vu truc tiép ciing
nhu tryc tuyén khach hang rat mong nhan duoc sy chia sé dong hanh tir phia NH va
Nhén vién NH, sy khdng nhiét tinh hay thai d6 lanh lung cua nhan vién tac dong rat
I6n dén cam xdc tiéu dung va su hai 1ong cia khach hang ddi véi CLDV cia céc
NH. bic biét khach hang c¢6 xu hudng mong mudn dich vu dugc cung cap lién tuc,
thoi gian phuc vu khach hang khdng chi 8 tiéng gio hanh chinh ma céc khach hang
mong mudn dugc phuc vu ngoai gio (gid trua, sau gio chiéu va thi 7) dé co thé linh
hoat sir dung dich va nhan dugc sy hd tro cuaa NH

Thém vao d6 thanh phan “Su Tiép can” duoc cac chuyén gia xép hang muc
d6 quan trong vi tri thir 4 vi qua két qua nghién ciu cia cac to chic trong va nguoi
nudc gan day cho thdy sau Covid, thdi quen st dung dich vu ngan hang di c6 nhiéu
thay d6i dang ke, dac biét nhu cau sir dung dich vu trén nén tang cong nghé day
dugc xem la yéu té quan trong, nho cdng nghé viéc sir dung dich vu ngan hang gio
day co thé tién hanh 24/7 théng qua cac App ung dung, Web, ATM....ma khong bi
giéi han vao gid hanh chinh. Viéc gia ting cac diém tiép can cung cap dich vy
khach hang c6 tam quan trong dang ké ¢én STMKH vé CLDV

Thanh phan Sy Hiru Hinh va Sy Pam Dao duoc danh gia kém quan trong
hon so v&i 4 thanh phan trén vi thuc té hién nay cac thanh phan nay céc ngan hang
V6i su hd tro caa doi ngii thiét ké bén trong va bén ngoai d c6 nhimg dau tu cai tién
dang ké vé Sy Hitu Hinh. Cong tac tap huan dao tao nhan vién cua cac ngan hang
dé dam bao kha niang phuc vu khach hang ciing duoc sy hd tro cua cac don vi dao
tao chuy@n nghiép trong va ngoai nuéc, thuc té cho thiy khong co su khac biét qué
I6n vé ning luc cua nhan vién phuc vy dap tng cac yéu cau cua khach hang giita
cac ngan hang c6 STMKH cao vé CLDV ma cha yéu khéc biét vé 4 thanh phan: Do
Tin Cay, Su Pap tng, Su Thau Cam va Su Tiép can.



PHULUC5
PHIEU KHAO SAT PO LUONG SU THOA MAN KHACH HANG

VOI CHAT LUQNG DICH VU NGAN HANG

Kinh chao Anh/Ch;

T6i tén 1a Nguyén Khéanh Quynh, cong tac tai BH Thuong Mai, véi mong mudn nang cao Sy thoa
man khach hang (STMKH) vé chat lwong dich vu cua ca&c NHTM (NHTM) trén dia ban TP Ha Noi, phiéu
khao sat nay dugc xay dung nham muc dich thu thap cac thong tin lién quan dén STMKH véi chét luong
dich vu NHTM. R4t mong quy anh/chi danh chit thoi gian dé tra loi bang hoi dudi ddy véi tu cach khach
hang sir dung dich vu. Nhiing y kién dong gép quy bau cua anh/chi rat co ¥ nghia vai nghién ctu. T6i xin
cam két tat ca théng tin thu thap duoc bao mat va chi phuc vu cho dé tai. Rat mong nhan dugc su tham gia
nhiét tinh cta anh/chi. Xin tran trong cam on!

Anh/Chi dang str dung thuong xuyén dich vu ciia cac ngan hang nao duédi day?

Ngan hang Ngan hang Ngéan hang

O BIDV 0 VP Bank 0 Sacombank
Vietinbank O MB Bank O DongA bank

O Vietcombank 0 Techcombank 0

0 Agribank 0 ACB Bank 0

Anh chi thuwong xuyén sir dung dich vu nao duéi day:
Chuyén tién
Thanh toan héa don (di€n, nudce, dién thoai, vé tau, vé may bay, hoc phi,...)
Nap tién (dién thoai, vi dién tu, nap tién tai khoan giao thong..)
bat vé may bay, tau, xe, mua sdm tién ich
Quan ly tai khoan (Xac thuc giao dich, tra ctru lich str giao dich, s6 du)
Truy vin thong tin (tai khoan thanh toan, tién gui, tién vay, ty gia, lai suét, dia chi, ATM,...)
Tiét kiém
Quan ly dich vu thé (khéa/mé khda thé, thanh toan thé tin dung, rat tién mat tai ATM béng ma
QR,...)
PHAN A: KET QUA PANH GIA
Dudi day 1a cac thanh phan cau thanh chét luong dich vu (CLDV) ngan hang thuong mai. Anh/Chi vui 10ng danh
gi& muc do thoa man caa minh véi thanh phan/ chi tiéu cau theo thang diém Likert 5 nhu sau:

OOooOooOooOooOooao

1 diém 2 diém 3 diém 4 diém 5 diém

N Khong théa mén N
Hoan toan Khéng thoa man cling nhu khong bat | Thoa man Hoan toan
khong théa mén man thoa man

Huéng dan tra 16i, anh chi vui long danh dau X vao cot chi mirc diém tuong wng véi mic do théa man.

STT

Cau héi

Piém danh gia

112(3|4

5

. DPOTINCAY

Anh/Chj vui long d4nh gia mirc do thoa man cia minh véi thanh phan/ chi tiéu do luong Do

Tin ca

1. *Ngan hang cung cip cac dich vu ding nhu cong bd




*Khi gap vudng mac vé dich vu ngan hang ludn thé hién méi quan tam thuc sy
muon giai quyét

2
3. *Dich vu ngan hang dwoc thyc hién ding ngay tir lan dau
4 *Thoi gian cung cap dich vy nhu dung thoi gian nhu cong bd

5. *Ngan hang cung cap hd so cac giao dich day di, chinh xéac

11.SU"PAM BAO .
Anh/Chi vui long danh gia mirc d6 théa méan ciia minh véi thanh phan/ chi tiéu do luong Sy
bam Béo

6. *Nhan vién cd kha nang tao ra niém tin cho khach hang

. *Ngan hang c6 thuong hiéu noi tiéng, uy tin tao an toan cho khach hang sir dung
) cac dich vu

8. *Nhan vién lich su, niém né vai khach hang

9. *Nhan vién c6 du tri thirc, ki niang dé tra 10i cac cau hoi vé dich vu

111.SU PAP UNG

Anh/Chj vui long danh gia mirc d6 thoa mén caa minh véi thanh phan/ chi tiéu do luong Su
DPéap ung

10. ;Ngén hang hd tro va boi thuong cho khach hang khi xay ra sy ¢6 do 15i ngan
ang

11. | *Nhan vién cung cap dich vu, hd tro, giai dap nhanh chéng

12. | *Nhan vién sin long giup d&, giai quyét khi khach hang yéu cau (24/7)

13. | *Khi giao dich chua dwoc xir Iy, ngan hang cung cap phan hdi nhanh

14. | *Khi c6 cac van dé, su b, ngan hang cung cap giai phéap thoa hiéu qua

15. | *Thong b&o cho khach hang thai diém dich vu s& dwoc thyc hién

IV.TINH HUU HINH .
Anh/Chi vui long danh gia muc d6 théa man cia minh véi thanh phan/ chi tiéu do hueong
Tinh Hitu hinh

16. | *Khéng gian, co s& ha ting cia ngan hang dep

*Giao dién Website va tng dung phan mém cung cap dich vu ngan hang c6 thiét
17. ké than thién nguoi dung(bo cuc, mau sac, kich thudc phdng chir, dd hoa, hinh
anh...)

18. | *Tai liéu, to roi cua ngan hang thiét ké dep, tinh gon

19. *Pong phuc vién vién ngan hang dep, lich su

20. | *Ngan hang cd trang thiét bj hién dai

V.SU THAU CAM ‘
Anh/Chi vui long danh gia mic d6 théa mén cia minh véi thanh phan/ chi tiéu do Tuong Sy
Théu cam

21. | *Ngan hang thé hién sy quan tdm dén ca nhan khach hang

22. | *Ngan hang lam viéc vao nhing gio thuan tién cho khach hang

23. | *Ngan hang ly lgi ich ciia khach hang 1a diéu tdm niém cua phuc vu

24. | *Nhan vién ngan hang hiéu duoc nhiing nhu cau caa khach hang

25. | *Nhan vién ngan hang biét quan tam dén khach hang

VI. SU TIEP CAN (thugn tién va dé dang tiép cdn)

Anh/Chi vui ldng danh gia mirc d6 théa man caa minh véi thanh phan/ chi tiéu do luong Su
Tiép can

26. ‘ *Dé dang lién hé véi ngan hang (24/7)




27 | *Khach hang d& dang tiép can cac thiét bj cung cap dich vu NH (ATM, robot, e

banking...)

28, | *Ngan hang cung cép da dang céc dich vu ( chuyén tién, thanh toan héa don, mua
sam, dich vu thé, QR...) pht hop véi nhu cau cta khach hang

29. | *Téc do xu ly cac giao dich nhanh chéng

30. | *Khéch hang d& dang sir dung dich vu ngan hang cung cap

31. | *Pja diém céc chi nhanh giao dich thuan tién cho khach hang

VII. SU THOA MAN TONG THE VE CLDV

32. | Téng thé toi thoa man vai cac dich vu cua minh

33. | Tai sé tiép tuc sir dung lau dai dich vu cua ngan hang

34, | TOi s&givi thigu ban be, nguoi than va dong nghiép cua minh sir dung dich vu do
ngén hang cua téi cung cap.

Ghi ch(: * 1a mre d6 thoa man
B.PHAN THONG TIN CA NHAN
Hudéng dan tra loi: Anh/Chi vui long danh diu X vao muc [ tra 1oi twong ng

Thong tin ca nhan:

Gidi tinh 0 Nam O N
. O Tir 18-23 tudi O T 24 34 U TU 3545 |1y 4656 tudi
Tuol tuol tuoi
) Trén 56 tuoi
Thu nrlgp hang thang cia ) Dui 5 tricu u_ATu 5 -10 | [J T1_1A10 den a0 Tu 15 trigu tré
anh/chij? triéu 15 triéu Ién
Mikc chi tiéu trung binh ) ) £ ; = .
hang thang véi cac dich | [ Dudi 5 triéu H.ATU > -10/0 T‘.IAIO den r T 15 trigu trg
va triéu 15 triéu I1én
7] Céng chic, vien | Nghé tu £ o
chtic, nhan vién vian | do/ty kinh | (1 C6ng nhéan | That 'Ang‘hlep,
R L . dang tim viéc lam
Cong viéc phong doanh
. . [0 Noi tro, , o
[1Sinh vién nghi huu Khéac (ghird):..cooevieiiiiiianns
Giao duc - Dudi hoge den lop | U CaoA’ dang, [ Pai hoc [] Trén dai hoc
: THPT trung cap

Anh/ Chi da sir dung dich vu ngén hang trong thai gian bao lau:

O Dudi 1 ndm
O Tir 1 dén 2 ndm
O Tu 2 d&n 3 nam
O Tu 3 d&én 4 nam
O Tu 4 d&én 5 nam
O Trén 5 ndm

Trén trong cam on Quy Anh/Chi di danh thoi gian tra 1oi phiéu khao sét!




PHU LUC 6

BANG MA HOA KY HIEU CAC TIEU CHUAN VA TIEU CHi PO LUONG
SU THOA MAN KHACH HANG TRONG MO HINH PINH LUQNG

Ghi chu

. * la mirc do thoa man

PO TIN CAY (REL)

1 | REL1 *Ngan hang cung cip céc dich vu ding nhu cong bd

2 | REL2 *Khi gap vuéng méc vé dich vu ngan hang luén thé hien mdi quan tam thyc sw mudn giai quyét
3 | REL3 *Dich vy ngan hang duoc thyc hién dung ngay tir lan dau

4 | REL4 *Thoi gian cung cap dich vy nhu ding nhu céng bd

5 | REL5 *Ngan hang cung cip ho so cac giao dich day du, chinh x&c

SU DAM BAO (ASS)

6 | ASS1 *Nhan vién ngan hang tao ra niém tin cho khéach hang

7 | ASS2 *Ngan hang c6 thuong hiéu ndi tiéng, uy tin, tao niém tin cho khach hang si dung dich vu ngan hang
8 | ASS3 *Nhan vién lich su, giao tiép tbt, chuyén nghiép

9 | ASS4 *Nhan vién c6 du tri thirc, k§ nang dé tra loi cac cau hoi vé dich vy ngan hang

SU PAP UNG (RES)

10 | RES1 *Ngan hang hd tro va bdi thuong cho khach hang khi xay ra su ¢b do 18i ngan hang.

11 | RES2 *Nhan vién cung cap dich vy, hd trg, giai dap nhanh chéng

12 | RES3 *Nhan vién sin sang giup d&, giai quyét khi khach hang yéu cau (24/7)

13 | RES4 *Khi giao dich chwa dugc xir Iy, ngan hang cung cap phan hoi nhanh

14 | RES5 *Khi c6 cac van dé, su cd, ngan hang cung cap giai phap hiéu qua

15 | RES6 *Thong béo cho khach hang thoi diém dich vu s& duoc thuce hién

IV.TINH HOU HINH (TAN)

16 | TAN1 *Khong gian, co s& ha ting ctia ngan hang dep, sang trong

17| an2 *Website va ing dung Mobile banking cung }:ép dich vu ngan hang cé thiét ké than thién nguoi
dung(bo cuc, mau sac, kich thugce phéng chit, do hoa, hinh anh...)

18 | TAN3 *Tai liéu, to roi cua ngan hang thiét ké dep, tinh gon

19 | TAN4 *Pdng phuc vién vién ngan hang dep, lich sy

20 | TAN5 *Ngan hang c6 trang thiét bi hién dai

V.SU THAU CA

M (EMP)

21 [ EMP1 *Ngan hang thé hién sy quan tim dén ca nhan khéach hang

22 | EMP2 *Ngan hang lam viéc vao nhiing gio thuan tién cho khach hang

23 | EMP3 *Ngan hang ly loi ich caa khach hang 1a diéu tm niém cua phuc vu

24 | EMP4 *Nhan vién ngan hang hiéu duoc nhitng nhu cau cua khach hang

25 | EMP5 *Nhan vién ngan hang biét quan tam dén khach hang

VL. SU TIEP CAN (ACC)

26 | ACC1 *Dé dang lién hé vai ngan hang (24/7)

27 | Acc2 *Khach hang dé dang tiép can céc thiét bi cung cap dich vu NH (ATM, robot, e banking...)

28 ACC3 *Ngan hang cung cap da dang cé(‘: dich vu ( chuyén tién, thanh toan hoa don, mua sam, dich
vu thé, QR...) phu hop véi nhu cau caa khach hang

29 | ACC4 *Toe do xu Iy cac giao dich nhanh chong

30 | ACC5 *Khach hang dé dang sir dung dich vu ngan hang cung cip

31 | ACC6 *Dja diém céc chi nhanh giao dich thuan tién cho khach hang

VII. SU THOA MAN (SAT)

32 | SAT1 Téng thé toi thoa man vai cac dich vu ciia minh

33 | STM2 T6i s& tiép tuc sir dung lau dai dich vu ciia ngan hang

34 STM 3 T6i s& gisi thidu ban bé, ngudi than va dong nghiép ciia minh sir dung dich vu do ngan hang cua tdi cung

cép.




PHU LUC 7:
KET QUA NGHIEN CUU SO BQ (PILOT STUDY) VOI QUY MO
MAU NHO 35 KHACH HANG LA SINH VIEN DAl HOC THUONG MAI

1. Kiém tra P9 Tin ciy ciia thang do Crobach’s Alpha
a) Thang do “PQ TIN CAY?”
Reliability Statistics
Cronbach's Alpha N of Items
,788 5
Item Statistics
Mean Std. Deviation N
REL1 4,20 797 35
REL2 3,89 ,676 35
REL3 3,69 ,832 35
REL4 3,40 ,651 35
REL5 3,20 1,079 35

Item-Total Statistics

Scale Mean if |Scale Variance iff Corrected Item- | Cronbach's Alpha if Item Deleted
Item Deleted Item Deleted | Total Correlation
REL1 14,17 6,029 ,628 ,728
REL2 14,49 6,434 ,651 ,729
REL3 14,69 5,398 ,784 ,671
REL4 14,97 7,499 ,337 ,809
REL5 15,17 5,382 ,515 ,786
b) Thang do “SU THAU CAM”
Reliability Statistics
Cronbach's Alpha N of Items
,855 5
Item Statistics
Mean Std. Deviation N
EMP1 3,89 ,900 35
EMP2 3,97 1,071 35
EMP3 4,17 147 35
EMP4 3,66 1,282 35
EMP5 3,57 1,170 35




Item-Total Statistics

Scale Mean if | Scale Variance if | Corrected Item-Total Cronbach's Alpha if Item
Item Deleted Item Deleted Correlation Deleted
EMP1 15,37 12,711 ,619 ,838
EMP2 15,29 10,857 778 ,795
EMP3 15,09 14,081 ,509 ,863
EMP4 15,60 10,129 ,701 ,822
EMP5 15,69 10,222 ,788 ,791
c) Thang do “SU PAM BAO”
Reliability Statistics
Cronbach's Alpha N of Items
,760 4
Item Statistics
Mean Std. Deviation N
ASS1 3,74 611 35
ASS2 3,94 ,906 35
ASS3 3,74 ,886 35
ASS4 3,66 873 35

Item-Total Statistics

Scale Mean if Item | Scale Variance if Item Corrected Item-Total Cronbach's Alpha
Deleted Deleted Correlation if Item Deleted
ASS1 11,34 4,820 441 764
ASS2 11,14 3,361 ,660 ,643
ASS3 11,34 3,467 ,643 ,654
ASS4 11,43 3,840 ,518 727
Thang do “TINH HUU HINH”
Reliability Statistics
Cronbach's Alpha N of Items
,751 5
Item Statistics
Mean Std. Deviation N
TAN1 3,91 ,919 35
TAN2 3,80 ,901 35
TAN3 2,86 1,287 35
TAN4 3,74 ,980 35
TANS 4,11 ,758 35




Item-Total Statistics

Scale Mean if Scale Corrected Item- Cronbach's Alpha if Item Deleted
Item Deleted | Variance if |Total Correlation
Item Deleted
TAN1 14,51 7,728 ,697 ,643
TAN2 14,63 7,770 ,707 ,641
TAN3 15,57 9,958 ,064 ,906
TAN4 14,69 7,575 ,667 ,649
TAN5S 14,31 8,222 ,768 ,640
Thang do “SU TIEP CAN”
Reliability Statistics
Cronbach's Alpha N of Items
,728 6

Item Statistics

Mean Std. Deviation N
ACC1 4,20 ,759 35
IACC2 4,11 ,718 35
IACC3 3,97 ,664 35
ACC4 4,03 147 35
IACC5 3,86 772 35
IACC6 4,09 ,702 35
Item-Total Statistics

Scale Mean if | Scale Variance if Item Corrected Item- Cronbach's Alpha if Item
Item Deleted Deleted Total Correlation Deleted
ACC1 20,06 6,350 ,301 737
IACC2 20,14 5,420 ,641 ,636
IACC3 20,29 6,387 ,373 714
ACC4 20,23 6,005 414 ,704
IACC5 20,40 5,718 478 ,685
IACC6 20,17 5,617 ,592 ,652
Thang do “SU PAP UNG”
Reliability Statistics
Cronbach's Alpha N of Items

,901

6




Item Statistics

Mean Std. Deviation N
RES1 3,40 1,035 35
RES2 3,97 ,891 35
RES3 3,89 ,867 35
RES4 3,66 1,110 35
RES5 3,54 ,919 35
RES6 3,80 ,833 35

Item-Total Statistics

Scale Mean if |Scale Variance if Item| Corrected Item- Cronbach's Alpha if Item Deleted
Item Deleted Deleted Total Correlation
RES1 18,86 14,950 ,698 ,889
RES2 18,29 15,269 797 874
RES3 18,37 15,358 ,809 ,873
RES4 18,60 15,012 ,624 ,904
RES5 18,71 15,445 737 ,882
RES6 18,46 15,785 775 ,879
f) Thang do “SU THOA MAN”
Reliability Statistics
Cronbach's Alpha N of Items
,759 3
Item Statistics
Mean Std. Deviation N
SAT1 4,06 ,873 35
SAT2 4,14 1,061 35
SAT3 3,63 1,003 35

Item-Total Statistics

Scale Mean if Item | Scale Variance if | Corrected Item- | Cronbach's Alpha if Item Deleted
Deleted Item Deleted Total Correlation
SAT1 1,77 3,182 ,613 ,660
SAT2 7,69 2,634 ,608 ,659
SAT3 8,20 2,929 ,559 711
2. Kiém tra trong s6 EFA, yéu t6 va phwong sai trich
KMO and Bartlett's Test
Kaiser-Meyer-Olkin Measure of Sampling Adequacy. ,633
Approx. Chi-Square 905,252
Bartlett's Test of Sphericity df 465
Sig. ,000




Communalities

Initial Extraction
REL1 1,000 ,733
REL2 1,000 713
REL3 1,000 ,892
REL4 1,000 147
REL5 1,000 ,790
EMP1 1,000 ,808
EMP2 1,000 ,827
EMP3 1,000 ,715
EMP4 1,000 ,866
EMP5 1,000 797
ASS1 1,000 ,791
ASS2 1,000 77
ASS3 1,000 ,688
ASS4 1,000 ,666
TAN1 1,000 744
TAN2 1,000 ,704
TAN3 1,000 ,805
TAN4 1,000 ,840
TANS 1,000 ,822
ACC1 1,000 ,599
IACC2 1,000 ,780
IACC3 1,000 ,675
ACC4 1,000 ,659
IACC5 1,000 ,785
ACC6 1,000 ,749
RES1 1,000 714
RES2 1,000 ,868
RES3 1,000 ,822
RES4 1,000 ,860
RES5 1,000 ,692
RES6 1,000 ,838

Extraction Method: Principal Component Analysis.




Total Variance Explained (Tong phwong sai giai thich)

Compon Initial Eigenvalues Extraction Sums of Squared Rotation Sums of Squared
ent Loadings Loadings
Total % of |Cumulative| Total % of | Cumulative | Total | % of | Cumulative
Variance % Variance % Variance %
1 11,018 | 35,542 35,542 11,018 | 35,542 35,542 5,668 | 18,285 18,285
2 3,485 11,243 46,784 3,485 | 11,243 46,784 5,635 | 18,176 36,460
3 3,028 9,767 56,551 3,028 9,767 56,551 4,013 | 12,944 49,405
4 1,927 6,217 62,768 1,927 6,217 62,768 3,041 | 9,810 59,214
5 1,809 5,837 68,605 1,809 5,837 68,605 1,868 | 6,026 65,240
6 1,303 4,202 72,807 1,303 4,202 72,807 1,800 | 5,807 71,047
7 1,192 3,846 76,652 1,192 3,846 76,652 1,738 | 5,605 76,652
8 978 3,156 79,808
9 ,841 2,713 82,520
10 794 2,560 85,081
11 715 2,306 87,387
12 ,616 1,986 89,373
13 ,485 1,566 90,939
14 ,484 1,560 92,499
15 ,384 1,238 93,737
16 ,346 1,117 94,854
17 ,304 ,981 95,835
18 ,261 ,840 96,676
19 ,216 ,697 97,373
20 ,181 ,583 97,956
21 175 ,565 98,521
22 ,115 371 98,893
23 ,091 ,293 99,186
24 ,063 ,204 99,390
25 ,053 171 99,561
26 ,037 ,118 99,680
27 ,034 111 99,791
28 ,025 ,082 99,872
29 ,022 ,069 99,942
30 ,009 ,030 99,972
31 ,009 ,028 100,000

Extraction Method: Principal Component Analysis.




Component Transformation Matrix (Ma tran chuyén déi thanh phan)

Component 1 2 3 4 5 6 7
1 ,602 627 438 ,020 -,004 ,149 ,173
2 -,315 -,061 499 ,789 ,137 -,076 ,037
3 ,575 -,496 -,235 ,389 -,350 ,034 ,307
4 -,063 ,364 -,532 410 -,010 572 -,294
5 ,345 -,016 -,279 ,145 797 -,364 -,120
6 ,119 -,462 ,324 -,188 ,382 ,687 -,121
7 -,266 ,109 -,198 -,043 278 ,200 871

Extraction Method: Principal Component Analysis.
Rotation Method: Varimax with Kaiser Normalization.




PHU LUC 8
KET QUA PANH GIA PIEM MUC PQ CHAT LUQNG DICH VU CAM NHAN
ciia cac NHTM trén dia ban TP Ha Néi (Thang 12/2021)

Thanh phan Ki hiéu bién quan sat Mire d9 cim nhan
Do Tin cay REL1 3.66
REL2 3.42
REL3 3.23
REL4 3.03
RELS 2.80
EMP1 3.36
. EMP2 3.51
Su Thau cam EVIP3 380
EMP4 3.28
EMP5 3.47
ACCl1 3.28
ACC2 3.70
L ACC3 4.14
Su Tiep can ACCA 392
ACC5 3.36
ACC6 3.47
ASS1 3.40
Su Dam bio ASS?2 2.63
ASS3 3.43
ASS4 3.64
TAN1 3.98
Tinh Hu hinh TAN2 3.90
TAN3 3.65
VTAN4 3.67
TANS 3.81
RES1 3.33
RES2 3.50
Su Pap ting RES3 3.39
RES4 3.01
RES5 3.08
RES6 3.71

Nguon: Két qua nghién cizu cia NCS



PHU LUC9

Két qua thong ké diém danh gia s thoa man khich hang vé chit lwong dich
vu ciia cac NHTM véi cac thanh phan/ tiéu chi do lwong (Thang 12/2021)
1. PO TIN CAY

3
A

STT Tén ngan hang NH cung Khi gap vuong Dich vu Thoi Cung cip | PTB | Xép
cap cac mac vé dich vy, NH duoc gian' ho so cac cua hang
dichvu | NH luon chimgto | thuchién | cungcap | giao dich | ting cac

dung nhu moi quan tdm dang ngay | dich vu day du, NH NH
cong bo | thuc sw muodn gidi | tirlan dau | nhu dung | chinh xac
quyet giap KH nhu cong
bd
REL1 REL2 REL3 REL4 RELS5 REL
1 Techcombank 3.98 3.05 3.35 3.23 3.85 3.45 1
2 MB bank 3.95 3.12 3.31 3.20 3.71 3.43 2
3 ACB 3.96 3.17 3.27 3.19 3.62 3.41 3
4 VPbank 3.72 2.82 3.28 3.14 3.35 3.31 4
5 Vietcombank 3.66 2.78 3.32 2.95 3.43 3.23 5
6 Vietinbank 3.66 2.85 3.31 291 3.48 3.22 6
7 BIDV 3.65 2.72 3.32 2.95 3.38 3.22 7
8 Agribank 3.30 2.44 3.01 2.85 3.31 2.94 9
9 Sacombank 3.52 2.97 3.14 3.01 3.24 3.19 8
10 DongAbank 3.15 2.38 3.02 2.84 3.12 2.88 10
Biém TBC cia img tiu | 3 g6 2,83 3.23 3.03 345 | 3.23
chi danh gia_
){ep hrangAdlem’ do ludng 1 5 3 4 2
cua cac tiéu chi
Xep har}g “?“C.‘?"’ quan 1 2 3 4 5
trong cua céc tiéu chi
2. SUPAP UNG
NH ho nhén Nhan Khigiao | Khico |Thong Biém | Xeép
trg va vién vién sén dich chc van bdo  TBC hang
boi cung long giup chua dé, su co, cho cua cac NH
thuong  cap dich | dd, giai | dugcxu | NH cung KH tung
cho vugiai | quyétkhi | Iy NH cap giai thoi NH
STT Tén ngéan hang khach dap khach cung phép thoa | diém
hang nhanh hang yéu | cap cac dang dich
khi xay chéng | cau (24/7) | phan hoi vu s&
ra su ¢d nhanh duoc
do thuc
15i NH hién
RES1 RES2 RES3 RES4 RES5 RES6 RES
1 Techcombank 3.62 3.72 3.58 3.08 3.37 4.16 3.59 1
2 MBbank 3.55 3.71 3.53 3.07 3.32 4.13 3.55 2
3 ACB 3.51 3.66 3.52 3.06 3.34 4.13 3.54 3
4 VPbank 3.22 3.32 3.29 3.02 3.20 4.01 3.34 4
5 Vietcombank 3.25 3.58 3.17 2.98 3.12 3.82 3.32 6
6 Vietinbank 3.36 3.63 3.54 3.11 3.12 3.54 3.38 5




BIDV 3.28 3.39 3.48 2.94 3.02 3.52 3.27
Agribank 3.12 3.21 3.16 2.94 2.75 3.26 3.07
9 Sacombank 3.17 3.52 3.42 3.01 2.75 3.28 3.19
10 Dongabank 3.18 3.23 3.18 2.93 2.85 3.26 3.11 10
Biém TBC cta timg tiéu 3.33 35 3.39 3.01 3.08 371 334
chi danh gia.
X&p hang diém do luong 4 2 3 6 5 1
cua cac tiéu chi
Xép hang mirc d6 quan
trong cua cac tiéu chi 4 1 2 6 5 3
3. SUTHAU CAM
STT | Ténngan hang NH thé NH lam viéc | NHldyloi | Nhanvién | Nhanvién | Biém | Xép
hién sy vao nhitng ich cua NH hiéu NH biét TBC | hang
quantam | gio thuan tién | khach hang | dugc nhimg | quantam cua | cac
dén ca cho KH la diéu tam | nhu cau ctua dén KH tung | NH
nhan KH niém cua khach hang NH
phuc vu
EMP1 EMP2 EMP3 EMP4 EMP5 EMP
1 Techcombank 3.68 3.82 4.12 3.55 3.73 3.78 3
2 MBbank 3.71 3.79 4.18 3.57 3.79 3.81 1
3 ACB 3.67 3.78 4.31 3.59 3.85 3.84 2
4 VPbank 3.35 3.63 4.01 3.33 3.65 3.59 4
5 Vietcombank 3.04 3.04 3.08 291 3.18 3.05 8
6 Vietinbank 3.38 3.12 3.85 3.11 3.47 3.43 6
7 BIDV 3.29 3.25 3.67 3.18 3.55 3.35 7
8 Agribank 2.75 2.95 3.15 2.75 2.95 291 9
9 Sacombank 3.58 3.76 4.27 3.58 3.58 3.75 5
10 Dongabank 3.15 3.56 3.36 3.23 3.36 333 | 10
Biem TBC cua timg tidu 3.36 3.47 38 3.28 351 | 3.48
chi danh gia
){ep hrangAdlem’ do ludng 4 3 1 5 2
cua cac tiéu chi
Xep hang mic 46 quan 3 4 5 2 1
trong cua cac tiéu chi
4. SU TIEP CAN
Dé KH dé NH cung cap | Tocdd | KHdE | Diadiém | Piém | Xép
dang dang tiép da dang cac xuly | dangst | cacchi TBC | hang
lién cén cac dich vu ( cac giao | dung nhanh cua | cac
hé voi thiét b1 chuyén tién, dich dich vu | giao dich | tung | NH
NH cung cap thanh toan nhanh NH thuan NH
STT | Ténngan hang | (24/7) dich vu hoa don, mua | chong cung tién cho
NH (ATM,  sim, dich vu clp KH
POS, the, QR...)
robot, e phu hop véi
banking...)  nhu cau cta
KH
ACC1 ACC2 ACC3 ACC4 | ACCH ACC6 | ACC
1 Techcombank | 3.57 4.48 4.25 3.82 3.44 3.27 3.81 3




2 MBbank 3.50 4.15 4.33 3.98 3.59 3.16 3.79 4
3 ACB 3.45 3.72 4.24 3.88 3.30 3.10 3.62 7
4 VPbank 3.37 411 4.09 3.79 3.30 3.52 3.70 6
5 Vietcombank 3.20 4.43 4.15 3.68 3.41 3.88 3.79 4
6 Vietinbank 3.27 4.37 4.25 3.77 3.48 4.10 3.87 1
7 BIDV 3.25 4.63 4.23 3.75 3.47 3.81 3.86 2
8 Agribank 2.82 3.30 3.97 3.16 3.20 4.18 3.44 8
9 Sacombank 3.40 3.10 4.24 3.72 3.39 3.18 3.51 8
10 Dongabank 2.97 201 3.67 3.45 3.02 252 3.09 9
Biém TBC cua timg tiu | 35 | 39 4.14 370 | 336 | 347 | 365
chi danh gia
Xep hang diém do luomg | ¢ 2 1 3 5 4
cua cac tiéu chi
Xephangmic ddquan | 5| 4 : s |2 | o1
trong cua cac tiéu chi
5. SUHUU HINH
NHco | Dong Tai Giao dién Website | Khong | Biem | Xép hang
trang phuc liéu, to va ing dung phan gian, co TBC diém cac
thiétbi | viénvién | roictia | mém cung cap dich soha cua NH
hién ngan ngan vu ngan hang co tang cla tung
o dai hang hang thiét ké than thién ngan NH
SUT | TR g dep, lich | thiét ké | nguoi dung (b6 cuc, | hang dep
su dep, mau sac, kich‘thuéc
tinh phong chit, d6 hoa,
gon hinh anh...)
TAN1 TAN2 TAN3 TAN4 TANS TAN
1 Techcombank 4.24 3.76 3.92 4.09 4.14 4.03 1
2 | MBbank 4.21 3.78 3.88 4.07 3.97 4.00 3
3 ACB 4.01 3.92 3.76 3.8 3.03 3.90 6
4 | VPbank 4.08 3.62 3.59 3.89 4.05 3.84 7
5 Vietcombank 4.19 3.88 3.98 4.03 4.12 4.01 2
6 Vietinbank 4.05 3.79 3.81 3.93 3.90 3.92 5
7 | BIDV 4.25 3.84 3.90 3.99 3.92 4.00 3
8 Agribank 3.50 3.35 3.13 35 3.48 3.49 9
9 Sacombank 3.85 3.51 3.73 3.78 3.85 3.79 8
10 Dongabank 3.05 3.01 3.1 3.65 3.31 10
Biem TBC cua timg tiu | 5 gg 3.65 3.67 3.81 3.90 3.80
chi danh gia
){ep I,lan% dlerrrl danh gia 1 5 4 3 2
cua cac tiéu chi
Xeép hg{ng mire ’d() quan 2 3 5 4 1
trong cua ti€u chi

6. SUDAM BAO




A

Nhan vién cé Ngan hang c6 Nhanvién | Nhanviénco | Diém Xép
kha nang tao thpong hiéu noi ligh su, du tri th@c, ky TBC hang
R . ra niém tin tiéng, uy tin, tao niém né nang deé tra cua cac NH
STT | Ténnganhang |  cho khach niémtincho | véikhich | l1diciccAu | timg
hang khach hang st hang hoi NH
dung dich vu
ASS1 ASS2 ASS3 ASS4 ASS
1 | Techcombank 3.51 3.16 3.49 3.7 3.46 3
2 | MBbank 3.55 3.14 3.54 3.71 3.49 1
3 | ACB 3.61 3.11 3.54 3.68 3.49 1
4 | VPbank 3.25 2.92 3.26 3.53 3.24 7
5 | Vietcombank 3.23 3.02 3.38 3.71 3.34 5
6 | Vietinbank 3.32 3.01 3.39 3.71 3.36 4
/7 | BIDV 3.26 3.01 3.34 3.67 3.32 6
8 | Agribank 3.02 2.92 2.91 3.46 3.08 9
9 | Sacombank 3.34 2.72 3.21 3.51 3.20 8
10 | Dongabank 2.82 2.58 3.06 3.23 2.92 10
Piém TBC 3.29 2.96 3.31 3.59 3.29
et | ‘ ; 1
rong ot ke iw ent 1 3 2 4
7. SU THOA MAN KHACH HANG VE CHAT LUQNG DICH VU NGAN HANG
. Pi¢m danh gia STMKH . Xép hang
STT Tén ngén hang SAT1 SAT 2 SAT3 Piém TBC
1 Techcombank 4.56 4.66 4.52 4.58 1
2 MBbank 4.54 4.58 4.47 453 2
3 ACB 441 4.48 4,34 4.41 3
4 \/Pbank 4.38 4.42 4.28 4.36 4
5 Vietcombank 4.38 4.33 4.25 4.32 5
6 Vietinbank 4.39 4.41 4.07 4.29 6
7 BIDV 4.29 4.36 4.1 4.25 7
8 | Agribank 4.15 3.91 3.85 3.97 8
9 Sacombank 4.06 3.81 3.68 3.85 9
10 Dongabank 3.96 3.66 3.66 3.76 10
Piém TBC 431 4.26 412




PHU LUC 10
PHIEU KHAO SAT PO LUONG SU THOA MAN KHACH HANG
VE CHAT LUQNG DICH VU NGAN HANG (Théng 1/2024)
PKinh chao Anh/Chj

Toi tén , ¢Ong tac tai PH Thuong Mai, véi mong mudn nang cao Su thoa
man khach hang (STMKH) vé chat luong dich vu cua cac NHTM (NHTM) trén dia ban TP Ha Noi, phiéu
khao sat nay dugc xay dung nham muc dich thu thap cac thong tin lién quan dén STMKH véi chit lugng
dich vu (CLDV) caa cac NHTM. Rat mong quy Anh/Chi danh chat thoi gian dé tra 16 bang hoi dudi day voi
tu cach khach hang sir dung dich vu. Nhiing y kién déng gép quy bau ctia anh/chi rat cé y nghia véi nghién
ctru. TOi xin cam két tat ca thong tin thu thap dwoc bao mat va chi phuc vu cho dé tai. Rit mong nhan duoc
su tham gia nhiét tinh cua anh/chi. Xin tran trong cam on!

Anh/Chij dang str dung thuong xuyén dich vu cia 10 ngén hang nao dudi day?

Ngan hang Ngan hang Ngéan hang
0 BIDV 0 VP Bank 0 Sacombank
0 Vietinbank 0 MB Bank 0 DongA bank
0 Vietcombank 0 Techcombank 0
0 Agribank 0 ACB Bank 0
Anh chi thuwdong xuyén sir dung dich vu nao dudi day:
O Chuyén tién
O Thanh toan héa don (dién, nude, dién thoai, vé tau, vé mdy bay, hoc phi, ...)
O Nap tien (dién thoai, vi dién tir, nap tien tai khoan giao thong ...)
O bat vé may bay, tau, xe, mua sam tién ich )
O Quan 1y tai khoan (Xac thuc giao dich, tra ctru lich sur giao dich, s0 du)
O Truy van thong tin (tai khoan thanh toan, tién gui, tién vay, ty gia, 1ai suat, dia chi, ATM, ...)
O Tiét kiém ) .
O Quan 1y dich vy thé (khéa/ma khoa thé, thanh toan thé tin dung, rut tién mat tai ATM bang ma QR,

) i L )
PHAN A: KET QUA PANH GIA
Duéi day la cac thanh phan cau thanh chat lugng dich vu (CLDV) ngan hang thuong mai. Anh/Chi vui
Iong danh gia mirc d6 thoa mén ciia minh véi timg thanh phan cau thanh chét luong dich vy ngan hang theo thang
diém Likert 5 nhu sau:

1 diém 2 diém 3 diém 4 diém 5 diém
Hoan toan Khéng théa man Khong théa man ciing Thoa man Hoan toan
khong thoa man nhu khong bat man thoa man

Huéng dan tra 16i, anh chi vui 1ong danh dau X vao cot chi mirc diém tuwong ng véi mic do thoéa man cua
ban than véi cac dic diém chat lugng dich vu ngan hang sau day.

DPiém danh gia | Piémdanhgid | Diém danhgia | Diém danh gia
STT | cau héi cua ngan hang cua ngén hang cua ngén hang cua ngén hang

112|3|4|5(11|2(3|4|5|1|2|3[4|5|1|2|3|4]|5
I.PQ TIN CAY

Anh/Chi vui long danh gia muc
dd théa man cua minh Véi
thanh phan Do Tin cay




*Ngan hang cung cap
1. cac dich vy dang nhu
cong b

*Khi gap vuong mac
vé dich vu ngan hang
2. lubn thé hién méi quan
tam thyuc sy mudn giai
quyét

*Dich vu ngan hang
3. dugc thuc hién dung
ngay tir lan dau

*Thoi gian cung cap
4, dich vu nhu dung thoi
gian nhu cong bd

*Ngan hang cung cap
5. hé so cac giao dich
day du, chinh xac

Anh/chi vui 1ong cho biét nhitng diém vwot trdi va han ché cia tirng ngan hang trén déi véi cac tiéu chi
danh gia D Tin Cay

Piém danh gia | Piémdanhgid | Diém danhgia | Diém danh gia
. cua ngan han cua ngan han cua ngan han cua ngan han
STT | Cau hai uangan hang e e

11.SU PAM BAO

Anh/Chi vui long danh gia mirc
dd théa man cua minh V6
thanh phan Sy Bam bao

*Nhan vién cé kha
6. ning tao ra niém tin
cho khéch hang




*Ngén hang c6 thuong
hiéu noi tiéng, uy tin
7. tao an toan cho khach
hang st dung cac dich

vu
*Nhan vién lich su,

8. nidm né voi khéach
hang

*Nhan vién c6 du tri
thic, ky nang dé tra
1o cac cau hoi vé dich
vu

Anh/chi vui 1ong cho biét nhitng diém vwot trdi va han ché cia tirng ngan hang trén déi véi cac tiéu chi
danh gia “Sw Pam Bao”

DPiém danh gid | Diém danh gia | Diémdanhgia | Diém dénh gia
. cua ngan han cua ngan han cua ngan han cua ngan han
STT | Cau héi ta ngan hang HENGENNENg: - Cuaiiganheng - Cus AO=nIang

111.SU PAP UNG

Anh/Chi vui long danh gia mac
dd théa man cuia minh vaéi
thanh phan Sy Pap tng

*Thong bao cho khach
10. | hang thoi diém dich vu
sé duoc thuc hién

*Nhan vién cung cap
11. | dich vu, hd tro, giai
dap nhanh chéng

*Nhan vién san long
gitip d&, giai quyét khi
khach hang yéu cau
(2417)

12.

*San sang tra loi cac
13. | thic mac cia khach
hang




*Khi ¢d cac van dé, su
cd, ngan hang cung

14. cap giai phép thoa
dang
*Ngan hang hd tro va
15 bdi thuong cho khach

hang khi xay ra su cb
do 15i ngan hang

Anh/chi vui long cho biét nhitng diém vwgt trdi va han ché cha tirng ngan hang trén ddi véi cac tiéu chi
danh gia “Sw Pam Bao”

DPiém danh gid | Diém danh gia | Diém dénhgia | Diém dénh gia

sTT | cau néi cua ngan hang cua ngan hang cua ngan hang cua ngan hang

IV.TINH HUOU HINH
Anh/Chi vui long danh gia mac
do thoa man cuia minh véi
thanh phan Tinh Hitu hinh

*Ngan hang cé trang

6. thiét bi hién dai

*Khoéng gian, co s ha
17. |ting cua ngan hang
dep

*Pong phuc vién vién

18.
8 ngan hang dep, lich sy

*Tai liéu, to roi cua
19. | ngan hang thiét ké
dep, tinh gon

*Giao dién Website va
tng dung phin mém
cung cip dich vu ngan
hang c6 thiét ké than
thién nguoi dung(bd
cuc, mau sic, kich
thuéc phéng chit, do
hoa, hinh anh...)

20.




Anh/chi vui long cho biét nhitng diém vwgt trdi va han ché cha tirng ngan hang trén ddi véi cac tiéu chi
danh gia “Sw Pam Bao”

DPiém danh gia | Diémdanh gia | Diémdanhgia | Diém danh gia

cua ngan han cua ngan han cua ngan han cua ngan han
STT | Cau héi HETEIIEE HEVREMEE) | CHATETIEE ) - e e

V.SU THAU CAM

Anh/Chj vui long d4nh gia muc
dd théa man cuia minh vaéi
thanh phan Sy Thau cam

*Ngan hang thé hién
21. | sy quan tam dén ca
nhan khach hang

*Nhan vién ngan hang
22. | biét quan tam dén
khach hang

*Ngan hang lay loi ich
23. | ctia khach hang 13 diéu
tdm niém cua phuc vu

*Nhan vién ngan hang
24. | hiéu dugc nhiing nhu
cau cua khéach hang

*Ngan hang lam viéc
25. | vao nhitng gio thuan
tién cho khach hang

Anh/chi vui 1ong cho biét nhirng diém vwot trdi va han ché cha tirng ngan hang trén déi véi cac tiéu chi
danh gia “Sy Pam Bao”




DPiém danh gia | Diém danh gia | Diémdanhgia | Diém danh gia

cua ngan han cua ngan han cua ngan han cua ngan han
STT | Cau héi HEEn e e

VI. SU TIEP CAN (thugn
tien va dé dang tiép can)
Anh/Chi vui long danh gia mic
dd théa man cia minh vaéi
thanh phan Su Tiép can

*D¢ dang lién hé vai

26. .
ngan hang (24/7)

*Tbc do xur ly cac giao

217. . i
dich nhanh choéng

*Ngan hang cung cap
da dang céac dich vu (
chuyén tién, thanh
28, t(?én hoéa don, mua
sam, dich wvu thé,
QR...) phu hop Vvéi
nhu cau cua khéch
hang

*Khach hang dé dang
tiép can céc thiét bi
29. | cung cép dich vu NH
(ATM, robot, e
banking...)

*Khach hang dé dang
30. sir dung dich vu ngén
hang cung cap




31.

*Pia diém cac chi
nhanh giao dich thuan
tién cho khéach hang

Anh/Chi vui 1ong cho biét nhirng diém vwet trdi va han ché cia tirng ngan hang trén ddi véi cac tiéu

chi danh gia “Sw Pam Bao”

STT

Cau héi

Piém danh gia

cua ngan hang

Diém danh gia
cua ngan hang

Piém danh gia | Diém danh gia
cua ngan hang cua ngan hang

Vil

TONG THE VE CLDV

SU THOA MAN

32.

Toéng thé toi thoa
man vai cac dich vu
cua minh

33.

Toi s& tiép tuc su
dung lau dai dich
vu cua ngan hang

34.

Toi s& gioi thiéu
ban bé, nguoi thén
va dong nghiép cua
minh sir dung dich
vy do ngan hang

ctia toi cung cap.

Ghi ch( * 1a mire dé théa mén

Anh/chi vui Iong cho biét nhirng diém vwgt trdi va han ché cia tirng ngan hang trén ddi véi cac tiéu chi

danh gia “Sy Thoa méan téng thé vé CLDV ngin hang”




B.PHAN THONG TIN CA NHAN
Hudéng dan tra loi: Anh/Chi vui long danh diu X vao muc [ tra 1oi twong tng

Thoéng tin ca nhan:

Gigi tinh [J Nam [ Nir
. O Tir 18-23 tubi LT 2434 1 T 3545 1 1y 46-56 tudi
Tuoli tudli tuoi
] Trén 56 tudi

Thu nhap hang thang caa L A O Tu 5-10 | Tir 10 dén | 0 Tur 15 triu tro
anh/chi? -/ Dudi 5 trieu triu 15 triéu Ién
Mikc chi tiéu trung binh ) ) £ ; i .
hang thang véi cac dich | [ Dudi 5 triéu D.ATH 5 -10 0 TL.IAIO den [ T 15 trigu trg

triéu 15 triéu Ién

0 Cobng chuc, vién

0 Nghé tu

[ That nghiép,

chirc, nhin vién van | do/tu kinh | 0 C6ng nhan N
R . X dang tim viéc lam
Cong viéc phong doanh
. . [0 Noi tro, , .o
J Sinh vién nghi huru Khac (ghird):..c.ocoovvviiiininnnn,
Giéo duc - Dudi hoge den lop | U CaoA dang, [ Pai hoc [] Trén dai hoc
THPT trung cap

Anh/ Chi da st dung dich vu ngén hang trong thai gian bao lau:

O Dudi 1 ndm

O T 1 dén 2 nadm
O Tir 2 dén 3 nam
O Tir 3 dén 4 nam
O Tir 4 dén 5 nam

O Trén 5 ndm

Tréan trong cam on Quy Anh/Chi da danh thoi gian tra 16i phiéu khao sét!




PHU LUC 11

TONG HQP SO LUQNG CHI NHANH, SO HUY PONG VON+DU NO TIN DUNG CUA CAC NGAN HANG TAI CAC TiNH
THANH TRONG CA NUOC

Mang lu6i cic chi nhinh NH tai | TONG DU NQ TIN TUNG (DNTD) VA HUY PONG VON (HPV) TRONG CA NUOC
_ cacTinh ] NAM 2020 ] NAM 2021 ‘
STT | TnThanhphd | RS | ik eie Nt | tafcictinhvach | phin | cictihvicimude | DNTDAHDY hicic
NH tai cac | cac dia phwong so nuoce (Don vi: ty DNTD-+HDYV tai Don vi: ty dong) tinh (%)
tinh véi toan quoc (%) dong) cac tinh (%)
. . C3 nuéc: Tong ca nudée: Ca nudrc: Tong ca nudéc: Tong ca nudéc: Tong ca nuée: 100%
CANUOC
11.009 100% 19.262.070 ty 100% 21.994.315
1. Tinh An Giang 168 1.53 126.356 0.66 146.204 0.66
2. Tinh Ba Ria - Viing Tau 214 1.94 224.746 1.17 291.000 1.32
3. Tinh Bac Giang 95 0.86 119.388 0.62 134.907 0.61
4. Tinh Bac Kan 31 0.28 16.475 0.09 18.681 0.08
5. Tinh Bac Liéu 73 0.66 48.600 0.25 57.040 0.26
6. Tinh Bic Ninh 146 1.33 214.500 1.11 319.266 1.45
7. Tinh Bén Tre 90 0.82 75.990 0.39 94.570 0.43
8. Tinh Binh Dinh 120 1.09 153.800 0.80 169.910 0.77
9. Tinh Binh Duong 229 2.08 429.000 2.23 516.387 2.35
10. Tinh Binh Phudc 89 0.81 107.698 0.56 148.495 0.68
11. Tinh Binh Thuin 88 0.80 110.250 0.57 123.138 0.56
12. Tinh Ca Mau 79 0.72 74.552 0.39 88.060 0.40
13. Thanh ph6 Can Tho 223 2.03 172.620 0.90 213.585 0.97
14. Tinh Cao Bang 37 0.34 30.303 0.16 31.447 0.14
15. Thanh ph6 Pa Nang 302 2.74 325.500 1.69 352.997 1.60




16. Tinh Dak Lak 186 1.69 147.976 0.77 175.446 0.80
17. Tinh Dak Nong 41 0.37 34.052 0.18 44.606 0.20
18. Tinh Dié¢n Bién 38 0.35 27.398 0.14 30.089 0.14
19. Tinh Pdng Nai 273 2.48 407.178 2.11 551.020 2.51
20. Tinh Ddng Thép 111 1.01 113.046 0.59 131.681 0.60
21. Tinh Gia Lai 119 1.08 122.804 0.64 145.809 0.66
22. Tinh Ha Giang 44 0.40 29.483 0.15 32.482 0.15
23. Tinh Ha Nam 60 0.55 99.220 0.52 112.006 0.51
24, Thanh phé Ha Ni 1.925 17.49 6.271.806 32.56 6.733.421 30.61
25. Tinh Ha Tinh 99 0.90 103.109 0.54 158.581 0.72
26. Tinh Hai Duong 178 1.62 176.616 0.92 230.614 1.05
27. Thanh phé Hai Phong 303 2.75 336.812 1.75 411.897 1.87
28. Tinh Hau Giang 42 0.38 37.777 0.20 44.975 0.20
29. Thanh phé H6 Chi Minh 2.013 18.29 5.441.740 28.25 5.977.700 27.18
30. Tinh Hoa Binh 56 0.51 42,011 0.22 54.454 0.25
31 Tinh Hung Yén 99 0.90 124.849 0.65 174.861 0.80
32. Tinh Khanh Hoa 158 1.44 182.900 0.95 199.258 0.91
33. Tinh Kién Giang 157 1.43 123.357 0.64 153.900 0.70
34, Tinh Kon Tum 50 0.45 43.781 0.23 53.017 0.24
35. Tinh Lai Chau 28 0.25 17.919 0.09 19.868 0.09
36. Tinh L4m Pong 121 1.10 164.245 0.85 197.139 0.90
37. Tinh Lang Son 66 0.60 60.984 0.32 67.025 0.30
38. Tinh Lao Cai 74 0.67 78.396 0.41 83.560 0.38
39. Tinh Long An 157 1.43 137.433 0.71 180.110 0.82
40. Tinh Nam Binh 124 1.13 137.553 0.71 168.072 0.76




41. Tinh Ngh¢ An 271 2.46 306.971 1.59 418.080 1.90
42. Tinh Ninh Binh 88 0.80 133.667 0.69 147.047 0.67
43. Tinh Ninh Thuén 38 0.35 47.080 0.24 51.973 0.24
44, Tinh Phu Tho 132 1.20 118.163 0.61 135.746 0.62
45, Tinh Pha Yén 53 0.48 61.700 0.32 72.156 0.33
46. Tinh Quéang Binh 80 0.73 86.369 0.45 121.000 0.55
47. Tinh Quang Nam 134 1.22 135.800 0.71 153.462 0.70
48. Tinh Quang Ngai 100 0.91 106.200 0.55 124.402 0.57
49. Tinh Quang Ninh 261 2.37 283.720 1.47 306.000 1.39
50. Tinh Quang Tri 61 0.55 54.224 0.28 73.346 0.33
51 Tinh Séc Tring 77 0.70 72.576 0.38 82.674 0.38
52. Tinh Son La 46 0.42 53.362 0.28 58.688 0.27
53. Tinh T4y Ninh 85 0.77 97.026 0.50 131.740 0.60
54. Tinh Thai Binh 118 1.07 132.860 0.69 149.647 0.68
55. Tinh Thai Nguyén 124 1.13 132.121 0.69 151.480 0.69
56. Tinh Thanh Hoa 192 1.74 193.796 1.01 276.000 1.25
57. Tinh Thira Thién Hué 119 1.08 92.495 0.48 118.907 0.54
58. Tinh Tién Giang 120 1.09 126.261 0.66 150.775 0.69
59. Tinh Tra Vinh 69 0.63 50.850 0.26 59.042 0.27
60. Tinh Tuyén Quang 60 0.55 42.371 0.22 46.751 0.21
61. Tinh Vinh Long 101 0.92 67.743 0.35 80.140 0.36
62. Tinh Vinh Phuc 112 1.02 134.379 0.70 201.300 0.92
63. Tinh Yén Bai 62 0.56 40.113 0.21 46.681 0.21

Nguon: téng hop s6 liéu ciia Ngdn hdng nha niede dén

6/2022




PHU LUC 12

SO LUQNG PHAN BO CAY ATM CUA 10 NGAN HANG NGHIEN CUU TRONG LUAN AN

STT Tén ngan hang Tong sb6 cay | Téng sé cay ATM tai Ha Ngi Téng s6 cay ATM tai H6 Chi Minh
ATM trong ca | So6 lweng Ty 1&8 % so cdy ATM ciaa NH tai | S6 lwong Ty 1é % so cay ATM ciaa NH
nuéc Ha Noi so véi tong s6 cay ATM tai HCM so véi téng sé cay
cia NH trong ca nwéc ATM cia NH trong ca nwéc
1. Agribank 1444 241 16.69 217 15.03
2. ACB bank 452 54 11.95 203 4491
3. BIDV 1534 220 14.34 230 14.99
4. DongAbank 672 48 7.14 178 26.49
5. MBbank 515 62 12.04 34 6.60
6. Vietcombank 1199 156 13.01 187 15.60
7. Vietinbank 1145 209 18.25 248 21.66
8. Sacombank 778 69 8.87 267 34.32
9. Techcombank 1250 317 25.36 532 42.56
10. VP bank 230 62 26.96 34 14.78
TONG 9219 1438 2130
Nguon: téng hop sé liéu ciia Ngdn hang nha nieée dén 6/2022
KET QUA QUY I NAM 2023 VE SO LUONG VA GIA TRI GIAO DICH TREN ATM, POS/EFTPOS/EDC
Thiét bi S6 lwong thiét bi (**) S6 lwgng giao dich (Mo6n) Gia tri giao dich (Ty dong)
ATM 21.347 247.420.121 746.434
POS/EFTPOS/EDC 430.625 173.370.603 294.556

Nguon: Thong ké tinh dén quy 1/2023 cia Vu Thanh todn-NHNNVN




PHU LUC 13
DANH SACH CAC NHTM TRONG CA NUOC

1. Danh sich cic NHTM Nha nuée
Pon vi: Ty dong

= A A 2 - - . 5 ~ VON
STT TEN NGAN HANG DIA CHI SO GIAY PHEP NGAY CAP PIEU LE
Ngan hang Nong nghiép va Phét trién Nong thén Viét Nam X
A . - e . o R . i~ [280/QB-NH5 ngay 15/01/1996
1 (Vle_tnam Bank for Agriculture and Rural Development -{S6 02 Lang Ha, Thanh Céng, quan Ba Binh, Ha Noi <24/GP-NHNN ngay 26/5/2021 34.446,86
IAgribank)
Ngan hang TNHH MTV Dau khi toan cau (GP Bank)|Capital Tower, s6 109 Tran Hung Pao, phuong Ciral ) \
2 (Global Petro Sole Member Limited Commercial Bank) Nam, quan Hoan Kiém, Ha Noi 1304/QD-NHNN ngay 7/7/2015 30180
~ \ I* - 3 .
Ngan  hang TNHH  MTV  Dai  Duongll99 Nguyén Luong Bing, TP Hii Duong, tinh Hail, 0o/ or -NHNN ngay 30/12/1993;
3 (Ocean Commercial One Member Limited Liability Bank) [Duon, 663/QB-NHNN ngay 6/5/2015; 4.000.1
& *14/GP-NHNN ngay 29/6/2022.
Ngan hang TNHH MTV Xay dung . ) . - N
. . e oL 91145-147-149 duong Hung Vuwong, phuong 2 thi xa8~0047/NH-GP ngay 29/12/1993
4 (Bcacr)]rlls)tructlon Commercial One Member Limited LlabllltyTélm An, tinh Long An 4250/QD-NHNN ngay 5/3/2015 3.000,0
Nguon: NHNN dén 31/3/2023
2. Danh sach cac NHTM trong ca nwéc
Don vi: Ty dong
STT TEN NGAN HANG PIA CHI SO GIAY PHEP NGAY CAP VON PIEU LE
ICong thuong Viét Nam A ) 5 iy .[¥142/GP-NHNN ngay 03/7/2009
1 (Vietnam Joint Stock Commercial Bank of 11\1(13 Tran Hung Bao, Hoan Kiem, Hal 344,05 NHNN ngay 20/8/2021 48.057,0
Industry and Trade) o *13/GP-NHNN ngay 17/6/2022
Dau tu va Phat trién Viét Nam 3 . N s 5
2 (Joint Stock Commercial Bank for Investment 19f Tran Quang Khai , Hoan Kiem, Ha*84/GP-NHNN ngay\23/4/2012 50.585,2
; N6 * 155/QD-NHNN ngay 16/02/2022
and Development of Vietnam)




INgoai Thuong Viét Nam

198 Trin Quang Khai, Hoan Kiém, Ha|

#286/QD-NH5 ngay 21/9/1996

S ot i;o\‘;'i‘e%‘;r;”_“*\rfc'g)Ba”k for Foreign i * 346/QD-NHNN ngay 10/3/2022 41.325.1
] i 0032/NHGP ngay 24/4/1993 ( cap dbi s6 91/GP-NHNN ngay
f A Chau #42 Nguyén Thi Minh Khai, Quan 3,19/9/2018) ) 7 o 33.774.0
(Asia Commercial Joint Stock Bank - ACB)  [TP. H6 Chi Minh *1180/QD-NHNN ngay 8/7/2021 ve viéc sira d6i ndi dung ve von T
dicu 1€ tai Giay phép thanh lap va hoat dong
An Binh (ABB) Tﬁng 1, 2, 3 Toa nha Qeleximco, $6 36
5 [ An Binh Commercial Joint Stock Bank - ABB)F10#ng Cau, phudmg O Chg Dira, quan{120/GP-NHNN ngay 12/12/2018 9.409,47
Pong Pa, thanh pho Ha Noi
N . Ting 1 va Téng 5, Toa nha
6 D et o et ) el Bank ComerStone, s6 16 Phan Chu Trinh,B28/GP-NHNN ngay 11/12/2018 3.150,0
quan Hoan Kiém, Ha Noi
Ban Viét s R .
: truée day 1a Gia Dinh) Lo?l 'g‘:aT';iMMTh%WEE;" 4111 Gi“"nsg 0025/ NHGP ngay 22/8/1992 26709
let Capital Commercial Joint Stoc ank - A TTA PR - nga
(Viet Capital C ial Joint Stock Bank Q§a§3 TP, H3 Chi Mich PRUONE 2k 1 622/QD-NHNN ngay 26/10/2021 o
\Viet Capital Bank) e
0052/NHGP ngay 01/9/1994 o
Bic A 183/QD-NH5 ngay 1/9/1994 ( cép ddii sé 47/GP-NHNN ngay|
. . ) 117 Quang Trung, TP. Vinh, tinh Nghé[16/4/2019)
8 (Biﬁli:) A Commercial Joint Stock Bank - Bac A An 1667/QD-NHNN ngay 22/10/2021 8.133,86
*1410/QD-NHNN ngay 09/8/2022
(Quyét dinh sira doi ngi dung von diéu 1¢)
*91/GP-NHNN ngay 28/3/2008
AT A xria Ting 1,3,4,5,6 Toa nha Thaiholdings[*22/QB-NHNN ngay 14/01/2021
Buu dién Lién Viet Tower, S6 210 duong Trin Quangf*1565/QD-NHNN ngay 14/9/2022
9 (LienViet Commercial Joint Stock Bank — o X X 2 A R JAp P Py FOT 17.291,05
Lienviet Post Bank - LPB) thu, phuong Trang T.1en, quan Hoan|(Quyet dmh stra doi n(_)lﬂt.lungf von diéu 1¢) i
Kieém, thanh pho Ha Noi * Quyct dinh stra do6i gidy phép so 2084/QD-NHNN ngay
13/12/2022
10 %L‘b(fi}c‘”\‘}?etvn:-’r;]‘g;‘k - PVecomBank) S 22 Ngd Quyén, Hoan Kiém, Ha Noi [R79/GP-NHNN ngay 16/9/2013 9.000,0
Pong A < A . A
11 (DONG A Commercial Joint Stock Bank - | .30 Phan Bang Luu, Quan Phi Nhudn.jy0/\1ep ngay 27/3/1992 5.000,0

EAB)

TP. Hb Chi Minh




*0051/NHGP ngay 25/3/1994 . ) o
*1489/QD-NHNN ngay 17/9/2021 v€ viéc sira doi ndi dung von dicu
1¢ tai Giay phép

Dong Nam A S6 198 Tran Quang Khii, phuong Ly[*2078/QD-NHNN ngdy 24/12/2021 (Quyét dinh sira doi ndi dung
12 (Southeast Asia Commercial Joint Stock Bank -/Thai To, quan Hoan Kiem, thanh phvon dicule) i 20.402,0
Seabank) Ha Noi * Quyét dinh sé 1774/QD-NHNN ngay 08/11/2021 (sita ddi tru sof
chinh)
*1309/QD-NHNN ngay 28/7/2022 (sira doi von diéu 1¢)
* Quyét dinh s6 177/QD-NHNN ngay 08/02/2023
Hang Hai ) 0001/NHGP ngay 08/6/1991
A x ’ \ % N X A . ” A A
13 (The Maritime Commercial Joint Stock Bank - 89 54A NguyenAChlA’Thanh, Rhu’(?r.lg 1A’883./A‘QDANHNN ngady 23/11/2021 (Quyét dinh sia doi ndi dung| 20.000
MSB) Lang Thuong, Quan Dong Da, Ha N§i von dle"u l:e) ) )
" Quyét dinh s 45/QD-NHNN ngay 09/01/2023
Kién Lon . 0056/NH-GP ngay 18/9/1995
14 (Kien Lor? Commercial Joint Stock Bank . [0-42-44 Pham Hong Théi, TP Rach434/QD-NHNN ngay 25/12/2006 , , 3653
KLB) 9 Gi, tinh Kién Giang. *2103/QD-NHNN ngay 29/12/2021 (Quyét dinh sia déi ngi dung :
on diéu 1¢)
*0040/NHGP ngay 06/8/1993 , 7 ,
¥282/QD-NHNN ngay 9/3/2021 (Quyét dinh stra do6i ndi dung von|
K¥ Thuong \ oA A R [didu 18)
15  |(Viet Nam Technological and Commercial 11\19011 Ba Tricu. quantai Ba Trung. Hal | 6o5/0p-NHNN ngay 27/10/2021 (Quyét dinh sira ddi néi dung 35.172
Joint Stock Bank - TECHCOMBANK) i von di’éu 1¢) )
*Quyét dinh s6 11/QD-NHNN ngay 04/01/2023 (try s6)
Quyét dinh s6 2059/QD-NHNN ngay 08/12/2022 (vn)
Nam A .
. . ) 201-203 Cach mang thang 8, phuong 4,[0026/NHGP ngay 22/8/1992
16 g“grRQKc)ommerc'a' Joint Stock Bank - NAM = '3 Tp_ 4 Chi Minh * Quyét dinh s6 1957/QD-NHNN ngay 23/11/2022 8.464.0
0061/ NHGP ngay 13/4/1996 ) .
Phuong Dong 41, 45 L& Dudn, Quan 1, TP. Hd Chi %120./AQDANHNN ngay 09/12/2020 (Quyét dinh stra doi ndi dung
L (Orient Commercial Joint Stock Bank - OCB) [Minh von dicu I¢) % X 1369882
*1661/QD-NHNN ngay 21/10/2021 (Quyet dinh swa doi ndi dung
von diéu 1€)
*100/NH-GP ngay 17/10/2018 y
A VA . ) . . [*2009/QD-NHNN ngay 25/11/2020 (QD thay doi tru s¢ chinh)
19 [QuanDoi 18 Lé Van Luong, phuong Trung HoaL| o130 NHNN ngay 9/11/2020 (Quyét dinh sita ddi néi dung 45.339,0

(Military Commercial Joint Stock Bank - MB)

Quén Cau Gidy, Ha Nbi

vén diéu 18);

* Quyét dinh sb 1700/QD-NHNN ngay 06/10/2022




Quéc Té

*95/GP-NHNN ngay 28/9/2018 , 7 ,
*23/QD-NHNN ngiy 14/1/2021 (Quyét dinh sia ddi ndi dung vén

- . . . Toa nha Sailing Tower, s6 111Adiéu 1¢) v
19 \B/;tlgafn\q/:gtematlonal Commercial Joint Stock Pasteur, quan 1, TP H5 Chi Minh *1313/QD-NHNN ngay 6/8/2021 (Quyét dinh sira doi ndi dung von 21.076,73
diéu 1¢) o
*1184/QD-NHNN ngay 06/7/2022 (sita d6i von diéu 18)
Quée dan ~ [F0057/NHGP ngay 18/9/1995
9 - bt 1 A a N A £3 _ by
20 Db tén tir Ngan hang Nam Viét) quc 28D Ba Tri¢u, quan Hoan K‘em’*?72/6?9 NSF'}‘I\'TN”gaY 1?25/92/282’2 i vén didu I 5.601,55
(National Citizen bank - NCB) aNoi 266/Qb- ngay sua dorvon dicu e
*12/GP-NHNN ngay 10/03/2023
b1 Sai Gon 19,21,23,25 Nguyén Hu¢ Phuong Bén238/GP-NHNN ngay 26/12/2011 ( cap doi 29/GP-NHNN ngay| 152317
(Sai Gon Commercial Joint Stock Bank - SCB) [Ngh¢, Quén 1, Thanh pho HCM 4/3/2020) B
Sai Gon Cong Thuong S6 2C Pho Dirc Chinh, Quén 1, TP. H), 5
22 |saigon Bank for Industry & Trade - SGB)  {Chi Minh 0034/NHGP ngay 04/5/1993 3.080,0
*115/GP-NHNN ngay 30/11/2018 7
Sai Gon — Ha Noi 3 . ..z [*957/QD-NHNN ngay 7/6/2021 (Quyét dinh stra dbi noi dung vén
23 (Saigon-Hanoi Commercial Joint Stock Bank - 7H7a Igr;in Hung Dao, quan Hoan Klem’diéu 1€) N 30.674
ISHB) ’ * 1411/Qb-NHNN ngay 09/8/2022 stra d0i von diéu 1¢
* Quyét dinh s6 08/QD-NHNN ngdy 04/01/2023
Sai Gon Thuong Tin i N . [FO006/NHGP ngay 05/12/1991 ,
24 (Saigon Thuong TinCommercial Joint Stock ~ Po0-268 Nam Ky Khoi Nghia, Quan 3.l 9,05 NHNN ngay 10/3/2021 (Quyét dink sita déi néi dung dia 18.852,2
TP. H6 Chi Minh 2L .
Bank - Sacombank) diém dat tru so chinh)
*123/GP-NHNN ngay 05/5/2008 ]
Tién Phong 2 , . o . 1 [¥152/QB-NHNN ngay 5/2/2021 (Quyét dinh stra dbi ndi dung vén
5 |(TienPhong Commercial Joint Stock Bank - ;‘;;791;1 E:)‘;z“él;fh ;’%‘g‘fﬂg Tranle:3010) , ﬂ 15.817,55
ITPB) & Bao, i ’ *1776/QD-NHNN ngay 10/11/2021 (Quyet dinh swa d6i ndi dung
von didu 18)
Vist A Tang 4 va 5, Toa nha nha Samsora*55/GP-NHNN ngay 31/5/2019 ,
b6 (Viet A Commercial Joint Stock Bank - VIETA Premler, s0 IQAS dm{ng ?huA Van I‘An, guyet (.h;nh 80 1293/Q1? NHNN ngay 02/8/2021 (Quyet dinh stra) 5.399.6
Bank) phgomg Ye.t Kiéu, quan Ha Bong, thanhdoi dia diém dat try S0 chinh)
hé Ha Noi. *314/QD-NHNN ngay 08/3/2022
\Viét Nam Thinh Vuong , 0042/NHGP ngay 12/8/1993( cip dbi sb 94/GP-NHNN ngay)|
27 (Vietnam Commercial Joint Stock Bank for 89 Lang Ha, quan BDong Pa, HANoi  [28/9/2018) 67.434,23

Private Enterprise - VPBank)

#1786/QD-NHNN ngdy 15/11/2021 (Quyét dinh sita déi néi dung




on diéu 1¢) o ,
*Quyét dinh sira d6i gidy phép s6 2006/QD-NHNN ngay
28/11/2022

2399/QD-NHNN ngay 15/12/2006

IViét Nam Thuong Tin N . - o 1l E | T YR FORP
bg (Viet Nam Thuong Tin Commercial Joint Stock 47 Tral} Hung Pao, TP. Soc Trang, tinh A1495/QD NHNN ngay 20/9/2021 (QD stra doi ndi dung von diéu 47768
Bank - Vietbank) Soc Trang 1©)
*05/GP-NHNN ngay 24/02/2023
Xang du Petrolimex Tang 16, 23, 24 toa nha MIPEC sb 229 X
b9 {Petrolimex Group Commercial Joint Stock ~ [Phé Tay Son, phuong Ngi Tu sa,?g‘s‘f’é’\gﬁgNN o ooseor® 13/11/1993 20000
Bank - PGBank) Déng Da, Ha Noi gay
Xudt Nhap Khiu Ting 8 Toa nha Vincom, sé 72 L8
30 (VViet nam Export Import Commercial Joint Thanh Ton va 47 Ly Ty Trong, phuongl0011/NHGP ngay 06/4/1992 12.355,2
Stock - Eximbank) Bén Nghé, Quén 1, TP. H6 Chi Minh
] 00019/NH-GP ngdy 6/6/1992 (cdp ddi: 0026/NH-GP ngay
Phat trién Thanh ph H6 Chi Minh . Ko . . [12/02/2020)
31 |(Ho Chi Minh city Development Joint Stock [ 1S Neuyen Thi Minh Khai, phuongl, o500 NHNN ngay 5/10/2021 (Quyét dinh sita d6i néi dung vén 253030

ICommercial Bank - HDBank)

Bén Nghé, Quén 1, TP. H5 Chi Minh

dieu 16)

* Quyét dinh s 1841/QD-NHNN ngay 28/10/2022

Nguon: NHNN dén 31/3/2023



PHU LUC 14: KET QUA TONG HQP MUC PQ QUAN TRONG CUA CAC THANH PHAN VA THONG KE MO
TA KET QUA PO LUONG STMKH VE CLDV
(Téng hop két qua nghién ctru dinh lwgng 12/2021, két qua phong van chuyén gia 1/2024, két qua diém thdng ké mé ta khao

sat 12/2021)
STT | Thanh phén do luong Nghién ctru dinh tinh Nghién ctru dinh luong Théng ké mo ta két qua Xép hang két
Panh gi4 e d6 quan trong Xéphang | Macdoquantrongcia | Xéphang | diém dénh gia STMKH | qua diém danh
(theo thang diém 5) cua cac mtc dd | céc thanh phan do luong | muc do vé CLDV (thang gid STMKH vé
thanh phan do luong STMKH | quan trong | theo két qua SEM (Bang | quan trong 12/2021) CLDV (thang
vé CLDV theo quan diém 4.8) 12/2021)
chuyén gia (11 CG)

1 bo Tin cay 4.73 1 0.298 1 3.23 6

2 Su bap tng 4.45 2 0.265 2 3.34 4

3 Su Thau cam 4.45 3 0.153 3 3.48 3

4 | Sy Tiépcan 4.45 4 0.104 4 3.65 2

5 Su Hitu Hinh 4.18 5 0.097 5 3.80 1

6 Sy Bam bao 4.09 6 0.096 6 3.29 5




PHU LUC 15
MO TA PIEU TRA BO SUNG STMKH VE CLDV TAI CAC NHTM TREN
PIA BAN TP HA NOI
(Thang 1/2024)

M6 ta nghién ciu khao sat b6 sung: Di liéu phan tich trong luan an tur
12/2021, dé xem xét cac két qua nghién ciru vé tinh thoi sy, thang 1/2024 mét cudc
khéo sat dinh tinh duoc thuc hién dé nghién ctu cac y kién cua khach hang vé su
thoa man cua né vai chit luong dich vu ngan hang ho dang sir dung. Dé khao sat
dinh tinh, NCS cling cac cong tac vién cua minh di dén cac chi nhanh giao dich cua
10 ngén hang trong nhém cic ngan hang da khao séat. nghién ciru phét phiéu truc
tiép két hop véi phong van tai chd theo bang cau hoi & Phu luc 10. Muc dich nghién
ctru khao sat bé sung nay dé 1am rd thém thong tin véi cac két qua danh gid luong
hoa trudc day vé STMKH di véi CLDV cia cac NHTM. Déi tuong duoc phat
phiéu khao sét I1a cac khach hang c& nhan ngau nhién c6 mat tai cac diém chi nhanh
dé giao dich vao cac ngay ma NCS va cong tac vién dén cac diém nay dé khao sat.
NCS di tién hanh phét phiéu diéu tra du kién khoang 30 phiéu vai 30 khach hang.
Tuy nhién phat phiéu sé& theo k¥ thuat: néu két qua diéu tra cac khach hang dugc
thuc hién toi khi cac y kién tra 10i c6 tinh tuong dong va khong c6 y kién gi méi
thém, thi khong diéu tra tiép. Két qua thu vé sb phiéu va s6 luot binh chon diém cho
cac ngan hang dot diéu tra thang 1/2024 nhu sau:

STT | Nganhang | Sé phiéu phat S6 phiéu thu vé Ty 18 % thu Ghi chd
ra vé
1 | Techcombank 30 23 76.67
2 | MBbank 30 22 73.33
3 | ACB 30 20 66.67
4 | VPbank 30 21 70.00
5 | Vietcombank 30 23 76.67
6 | Vietinbank 30 24 80.00
7 | BIDV 30 20 66.67
8 | Agribank 30 20 66.67
9 | Sacombank 30 22 73.33
10 | Dongabank 30 18 60.00
Téng/TBC 300 213 71

Ty Ié phiéu thu hoi dat muc TBC 1a 71% so véi du kién, do noi dung khao
sat kha nhiéu va khach hang rat ban ron, va két qua thu duoc ciing twong ddi twong
dong thi dung lai. Ting phiéu phat ra ngudi diéu tra phai twong tac truc tiép voi




khach hang dé phong van cang cb lai thong tin dé tim nguyén nhan két qua danh gia
diém, c6 nhimg khach hang di ting sir dung nhiéu NH nén c6 thé 1 phiéu nhung
khach hang ciing tham gia binh luan diém danh gia ciia nhiéu ngan hang, vi vay sé
lwot danh gia co thé nhiéu sé phiéu duoc phat ra tai mdi ngan hang, do khi sang
diéu tra bén ngan hang khac thi khach hang ciing c6 thé danh gia thém nhitng NH
ma ho di tirng str dung. Cu thé sb luot khach hang dugc danh gia nhu bang duéi

day:
STT Ngan hang | So lwgt danh | So lwot danh gia hop | Ty Ié danh Ghi cha
gia Ié (khéng bi danh gia gia hop I¢
cac mirc diém déu (%)
bang nhau cho céac
thanh phan/chi tiéu)
1 Techcombank 33 33 100
2 MBbank 35 35 100
3 |ACB 30 30 100
4 | VPbank 25 25 100
5 Vietcombank 25 25 100
6 Vietinbank 28 28 100
7 BIDV 26 26 100
8 Agribank 25 25 100
9 Sacombank 24 24 100
10 | Dongabank 19 19 100
Téng/TBC 270 270 100

Ty 1& sb luot duoc ra sot lai danh gia hop 1é 12 100% do khao sét tiép xuc truc
tiép voi khach hang nén cd sy hop tac chat ché va giai thich khi phét phiéu nén
khong c6 tinh trang phan danh gia diém dong nhat cho tat ca cac thanh phan/chi tiéu
ciing mirc diém qua cao (5 diém)/ qua thap (1 diém) nhu trong dot khao sét truc
tuyén qua Google Form thang 12/2021.




vu cia cac NHTM véi cac thanh phan/ tiéu chi do lwong (Thang 1/2024)

1. PO TIN CAY

PHU LUC 16
Két qua thong ké diém danh gia sw thoa man khach hang vé chat hrgng dich

STT Tén ngan hang NH cung Khi gap vuong Dich vu Thoi Cung cip | PTB | Xép
cap cac mac vé dich vy, NH duoc gian' ho so cac cua hang
dichvu | NH luon chimg to | thuchién | cungcap | giaodich | ting cac

dung nhu moi quan tdm dang ngay | dich vu day du, NH NH
cong bo | thuc sw muodn gidi | trlan dau | nhu dung | chinh xac
quyet giap KH nhu cong
bo
REL1 REL2 REL3 REL4 RELS5 REL
1 | Techcombank 3.98 311 3.45 3.28 3.98 3.56 1
2 | MBbank 3.97 3.15 3.38 3.28 3.72 3.50 2
3 ACB 3.96 3.19 3.33 3.29 3.63 3.48 3
4 | Vpbank 3.73 2.82 3.35 3.15 3.35 3.28 4
5 | Vietcombank 3.76 2.94 3.38 3.05 3.53 333 | S
6 Vietinbank 3.68 2.95 3.38 3.01 3.48 3.30 6
7 BIDV 3.67 2.79 3.39 3.15 3.38 3.28 I
8 | Agribank 3.31 2.49 3.03 2.85 3.31 3.00 9
9 | Sacombank 3.55 3.07 3.24 3.11 3.24 3.24 8
10 | DongAbank 3.15 2.48 3.07 2.87 3.12 2.94 10
Biém TBC cia timg tiu | 5 5 2.90 33 3.1 347 | 3.29
chi danh gia_
Xép hang diém do luong 1 5 3 4 2
cua cac tiéu chi
Xép hang mirc 46 quan
trong cua cac tiéu chi ! 2 3 4 S
2. SUPAP UNG
NH ho nhén Nhan Khigiao | Khico |Thong Biém | Xeép
trg va vién vién sén dich chc van bdo  TBC hang
boi cung long giup chua dé, su co, cho cua cac NH
thuong  cap dich | dd, giai | dugcxu | NH cung KH tung
cho vugiai | quyétkhi | Iy NH cap giai thoi NH
STT Tén ngéan hang khach dap khach cung phép thoa | diém
hang nhanh hang yéu | cap cac dang dich
khi xay chéng | cau (24/7) | phan hoi vu s&
ra su co nhanh duoc
do thue
16i NH hién
RES1 RES?2 RES3 RES4 RES5 RES6 RES
1 | Techcombank 3.63 3.79 3.59 3.37 3.41 418 363 1
2 | MBbank 3.58 3.78 3.55 3.32 3.38 416  3.60 2
3 ACB 3.54 3.74 3.55 3.34 3.38 4.16 3.59 3
4 | Vpbank 3.26 3.44 3.29 3.20 3.24 4.05  3.39 4
5 Vietcombank 3.25 3.68 3.20 3.12 3.18 3.94 3.39 6
6 | Vietinbank 3.39 3.73 3.56 3.12 3.16 371 345 5




BIDV 3.27 3.48 3.52 3.02 3.03 3.62 | 332
Agribank 3.17 3.34 3.17 2.75 2.77 346 | 3.16
9 Sacombank 3.17 3.61 3.45 2.75 2.79 3.48 3.26
10 | Dongabank 3.25 3.34 3.22 2.85 2.87 3.24  3.15 10
Biém TBC cta timg tiéu 3.35 3.60 3.41 3.08 3.12 380 337
chi danh gia.
X&p hang diém do luong 4 2 3 6 5 1
cua céc tiéu chi
Xép hang mirc d6 quan
trong cua cac tiéu chi 4 1 2 6 5 3
3. SU THAU CAM
STT | Ténngan hang NHthé | NHlamviéc | NHIaylgi | Nhanviéen | Nhanvién | Biém | Xép
hién sy vao nhitng ich cua NH hiéu NH biét TBC | hang
quantam | gio thuan tién | khach hang | dugc nhimg | quantam cua | cac
dén ca cho KH la diéu tam | nhu cau ctua dén KH tung | NH
nhan KH niém cua khach hang NH
phuc vu
EMP1 EMP2 EMP3 EMP4 EMP5 EMP
1 Techcombank 3.75 3.85 4.17 3.57 3.75 3.82 3
2 MBbank 3.78 3.82 4.17 3.58 3.81 3.83 1
3 ACB 3.73 3.79 4.32 3.61 3.87 3.86 2
4 Vpbank 3.35 3.67 4.03 3.35 3.65 3.61 4
5 Vietcombank 3.19 3.15 3.18 2.95 3.21 3.14 8
6 Vietinbank 3.41 3.17 3.85 3.12 3.52 3.41 6
7 BIDV 3.32 3.25 3.69 3.18 3.56 3.4 7
8 Agribank 2.76 2.95 3.16 2.75 2.95 291 9
9 Sacombank 3.63 3.8 4.28 3.65 3.63 3.80 5
10 Dongabank 3.17 3.61 3.36 3.27 3.37 3.36 10
Biem TBC cua timg tidu 3.41 3.51 3.82 3.30 353 | 351
chi danh gia
){ep hrangAdlem’ do ludng 4 3 1 5 2
cua cac tiéu chi
Xep hang mic 46 quan 3 4 5 2 1
trong cua céc tiéu chi
4. SU TIEP CAN
Dé KH dé NH cung cap | Tocdd | KHdé | Diadiém | Piém | Xép
dang dang tiép da dang cac xuly | dangst | cacchi TBC | hang
lién cén cac dich vu ( cac giao | dung nhanh cua | cac
hé voi thiét b1 chuyén tién, dich dich vu | giao dich | tung | NH
NH cung cap thanh toan nhanh NH thuan NH
STT | Ténngan hang | (24/7) dich vu hoa don, mua | chong cung tién cho
NH (ATM,  sim, dich vu cép KH
POS, the, QR...)
robot, e phu hop véi
banking...)  nhu cau cta
KH
ACC1 ACC2 ACC3 ACC4 | ACC5 | ACC6 | ACC
1 Techcombank 3.58 4.49 4.27 3.85 3.52 3.28 3.83 4




2 MBbank 3.53 4.29 4.36 3.99 3.6 3.18 3.83 4
3 ACB 3.47 3.78 4.28 3.95 3.39 3.12 3.67 7
4 VPbank 3.39 4.31 4.15 3.8 3.33 3.53 3.75 6
5 Vietcombank 3.29 4,55 4.27 3.75 3.49 3.9 3.88 2
6 Vietinbank 3.30 4.39 4.29 3.78 3.53 4.1 3.90 1
7 BIDV 3.28 4.63 4.25 3.76 3.47 3.83 3.87 3
8 Agribank 2.85 3.38 3.99 3.26 3.2 4.17 3.48 9
9 Sacombank 3.49 3.19 4.25 3.75 3.39 3.18 3.54 8
10 Dongabank 2.98 2.95 3.68 3.47 3.01 2.53 3.09 10
biém TBC ciatimg tiu | 3, | 40 4.18 374 | 339 | 348 | 368
chi danh gia
Xep hang diém do luong | g 2 1 3 5 4
cua cac tiéu chi
X&p hang mirc do quan 5 3 6 4 2 1
trong cua cac tiéu chi
5. TINH HUU HINH
NHc6 | Dong Tai Giao dién Website | Khong | Biem | Xép hang
trang phuc liéu, to | va ing dung phén gian, co TBC diém cac
thiét bi | vién vién | roicta | mém cung cap dich soha cua NH
hién ngan ngan vu ngan hang co tang cla tung
s dai hang hang thiét ké than thién ngan NH
SUT | e e g dep, lich | thiétké | nguoi ding(bé cuc, | hang dep
su dep, mau sac, kich‘thuéc
tinh phong chit, d6 hoa,
gon hinh anh...)
TAN1 TAN2 TAN3 TAN4 TAN 5 TAN
1 Techcombank 4.25 3.77 3.91 4.19 4.15 4.05 2
2 MBbank 4.23 3.77 3.89 4.15 3.96 4.00 3
3 |ACB 4.06 3.93 3.77 3.87 3.91 3.91 6
4 | Vpbank 4.09 3.63 3.63 3.89 4.07 3.86 7
5 Vietcombank 4.95 3.01 4.05 4.12 4.15 4.10 1
6 Vietinbank 4.08 3.77 3.82 3.95 3.92 3.91 5
7 BIDV 4.26 3.85 3.93 3.96 3.94 3.99 3
8 | Agribank 3.52 3.45 3.19 3.57 3.49 3.44 9
9 Sacombank 3.85 3.50 3.73 3.89 3.89 3.77 8
10 | Dongabank 3.46 3.15 3.1 3.17 3.63 3.30 10
biem TBC cua timg tiew | 4.0 3.67 3.7 3.87 391 | 3.80
chi danh gia
Xép hang diém danh gia 1 5 4 3 2
cua cac tiéu chi
Xép hang muc d6 quan 2 3 5 4 1
trong cua ti€u chi

6. SUDAM BAO




A

Nhan vién cé Ngan hang c6 Nhanvién | Nhanviénco | Diém Xép
kha nang tao thpong hiéu noi ligh su, du tri th@c, ky TBC hang
R . ra niém tin tiéng, uy tin, tao niém né nang deé tra cua cac NH
STT | Ténnganhang |  cho khach niémtincho | véikhich | l1diciccAu | timg
hang khach hang st hang hoi NH
dung dich vu
ASS1 ASS2 ASS3 ASS4 ASS
1 | Techcombank 3.55 3.27 3.55 3.67 3.51 3
2 | MBbank 3.60 3.26 3.68 3.69 3.56 1
3 | ACB 3.61 3.23 3.66 3.71 3.55 2
4 | VPbank 3.25 3.06 3.35 3.59 3.31 5
5 | Vietcombank 3.31 3.07 3.23 3.63 3.31 5
6 | Vietinbank 3.38 3.05 3.33 3.65 3.35 4
/7 | BIDV 3.32 3.09 3.27 3.60 3.32 /
8 | Agribank 3.02 3.02 3.04 3.48 3.14 9
9 | Sacombank 3.44 2.92 3.36 3.48 3.30 8
10 | Dongabank 2.92 2.58 3.02 3.35 2.97 10
biém TBC 3.34 3.06 3.35 3.59 3.33
e | ‘ s 1
irong ot ke in ent 1 3 2 4
7. SU THOA MAN KHACH HANG VE CHAT LUQNG DICH VU NGAN HANG
Pi¢m danh gia STMKH i ]
STT Tén ngéan hang SAT1 SAT 2 SAT3 biem TBC Xép hang
1 Techcombank 4.58 4.66 4.52 4.60 1
2 MBbank 4.56 4.58 4.47 4.54 2
3 ACB 4.45 4.48 4.34 4.43 3
4 | vPbank 4.39 4.42 4.28 4.35 4
5 Vietcombank 4.43 4.33 4.25 4.35 5
6 | Vietinbank 4.36 4.41 4.07 4.31 6
7 BIDV 4.31 4.36 4.1 4.30 7
8 | Agribank 4.16 3.91 3.85 3.96 8
9 Sacombank 4.13 3.81 3.68 3.89 9
10 Dongabank 3.95 3.66 3.66 3.77 10
Piém TBC 4.33 4.33 4.15




