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MO PAU

1. Ly do nghién aru dé tai

Mdi Ngan hangféu cé nliing chén luoc, k& haach kinh doanh,
nhitng dch w, tién ich...Ap din nkim thu hat khach hang. Laméth
naodé demdén cho khach hangushai long 6t nhit ludn 1a \in dé
ma cac ngan hand aing thrc hién voi tat ca kha nang aia minh.
Vi vay, nghién éu ar hai long @a khach hangddi véi ngan hang la
mot cdng véc quan tong phai thuc hién thuong xuyén va liénuc dé
co thé dapung kip thoi nhu diu aia hy. Tir d6, chiing ta cé thphuc
vu khach hangdt hon, lam cho b luén duoc thva man khi & dung
cac an phim, dich w caa ngan hang. Toc tinh hinhdd, Wi muc
tiéu try thanh 1 trong 3 Ngan hangnl trén dia ban, Ngan hang
Thuong mai C6 phan Céng Throng Chinhanh Kon Tum phi dic
biét quan tamdén sr hai long cua khach hang, nHit 1a phai tim ra
nhitng nhan & tac dong dén ar hai long cua khach hang khi sr dung
dich vu tin dung, dé tir d6 tim racac giai phap nlim nang cao c
luong dich w tin dung d thoa man nhu &u cia khach hanggay
cang tt hon, vi tin ding 1a hat dong dem hi loi nhuan chi yéu cia
cac Ngan hang Tiong mai n6i chung va Ngan hang Tbng mai C6
phan Céng Throng Chinhanh Kon Tum néi riéng.
2. Muc tiéu nghién aru

Xac dinh cac nhandtva xay ding cac thando dé lugng hoa cac
nhan & anh hrong dén ar hai 1ong khach hangrsdung dich vu tin
dung; Xay drng mé hinh nghiéniw ar hai long khach hangrsiung
dichvu tin dung; Nghién @u, phan tichgdanh gia nic d6 anh hxong
cia cac nhandt Khao séat,danh gia nic do hai 1ong @a khach hang



dbi véi dich w tin dung; Bé xuat mot sb giai phapdé nang cao rinc
d6 hai Iong @a khach hang khitssdung dich w tin dung tai Ngan
hang Throng mai C6 phan Céng Throng Chinhanh Kon Tum.

3. Pham vi, phwong phép vadéi twong nghién aru

3.1. Ptum vi nghién eru:

Tap trung vao \c lam rd & hai long @a khach hanging nhr
nhitng nhan& anh hrong aia né trong & cac khach hangrsdung
dich w tin dung
3.2. Phwong phap nghién éu

Luan van tuén thi quy trinh rgng ho& g hai long khach hang
théng qua cac nghiénira dinh tinh vadinh hrong.
3.3.Déi twgng nghién aeru

La cac khach hangang s dungdich vu tin dung tai Ngan hang
Thuong mai C6 phan Céng Throng Chinhanh Kon Tum.

4. Y ngha thuc tién cia nghién aru

Két qua caa nghién 6u nay la o so cho lanhdao Ngan hang
Thuong mai C6 phan Cong Throng Chinhanh Kon Tum xaatinh
thuc trang va plwong hréng nang caowshai long @a khach hang
dbi véi dich wi tin dung.

5. Cau tric luan van: Dé tai dugc két ciu vsi 05 chrong:



- Chuwong 1: G» so ly lugn va cac mé hinh nghiénia g hai
Iong

- Chirong 2: Tong quan ¥ NHTMCP Céng Tiong Chi nhanh
Kon Tum.

- Chuong 3: Thiét ké nghién @u

- Chuong 4: Trinh bay & quz nghién cu

- Chuong 5: Két lugn va kéén ngh



CHUONG 1
CO SO LY LU AN VA CAC MO HINH LY THUY ET
NGHIEN CUU SU HAI LONG

1.1. Dich vu
1.1.1.Pinh nghia dich vu

Dich w 1& mpt khai ném phb bién nén coé 4t nhiéu cachdinh
nghia W dich w. Theo Zeithaml & Britner (2000),ich wi la nhing
hanh vi, quéa trinh, cachih thyc hién mot cong véc naodd nhim
tao gia ti S dung cho khach hang lamdh man nhu &u va mong
doi cua khach hang. Theo Kotler & Armstrong (2004ichkdw la
nhitng hatt dong hay bi ich ma doanh ng8p co tté cdng hén cho
khach hang rdm thiét lap, aing & va mo rong nhiing quan B va
hop tac l1au dai & khach hang.
1.1.2. Bin chdt cia dich vu

Dich w 1a mbt qué trinh hat dong bao §m cac nhand khéng
hién hiru, giai quyét cac ndi quan & giia ngroi cung dép voi khach
hang hac tai sin cia khach hang ma khoéng cé thaydéi quyén sy
hitu. Sin phim cia dch wi c6 tté thay ddi trong pham vi cia gin
pham vat chét.
1.1.3.Pdc tinh aia dich vu

Dich w ¢6 04 dac tinh: (1) tinh vé hinh, (2)tinh khéngddng
nhat, (3)tinh khong th tach ©i, (4) tinh khéng ru gitr duoc.
1.2. CHit lweng dich vu
1.2.1. Khai ném vadic diém

Tuy c6 nhéu quandiém khac nhau & chit luong dch wi nhung
nhin chung, cft luong dch w bao @m céac ¥u t6 sau: tinh wot



troi, tinh dac trung dia sin phim, tinh cunging, tinh théa man nhu
cau, tinh to ra gia ti.
1.2.2. Cac nhand quyét dinh chit lweng dich vu

Nam 1985, Parasuramald dua ra 10 nhandtcé anh hrong dén
chit lugng dch w, d6 la: (1) Kh niang tiép cin, (2) Chit luong
thong tin lién 4c, (3) Nang luc chuyén mon, (4) Phong cachuphw,
(5) Ton tong khach hang, (6pang tin @y, (7) Hiéu qua phuc wy,
(8) Tinh an toan, (9) Tinhifu hinh, (10) Am Hu khach hang.

Pén nhing nim 1988, Parasuraman khai quat 10 nhitrén
thanh 5 nhanétanh hrong dén chit lugng dch wi, gom: (1) Sr tin
cay, (2) Hiéu qua phac v, (3) Sr hiru hinh, (4) & dam bao, (5) Sr
cam théng.

Trén © v ké thira hoc thuyét caa Parasurman va tihg nghién
ciru V& chat luong dch w caa riéng minh, iIm 1990, Johnston va
Silvestroda dua ra Kt luan vé cac y¥u td anh hrong dén chit luong
dich wi, bao @m: (1) Sr an én, (2) Sr cham s6c, (3) § cam Kt,
(4) Sr hitu ich, (5) & hoan fo.

Pén nam 1990, trong cac nghiénie V& chit luong dch wi,
Gronroosda dua ra 6 nhandtanh hrong dén chit luong dch w, d6
la: (1) Tinh chuyé&n nghp, (2) Phong cach pl wu an @n, (3) Tinh
thuan tién, (4) Sr tin cy, (5) Sr tin nhém va (6) Kk nang gai
quyét khiéu kien.

Pén nam 2001, Sureshchanddwa ra 5 nhandtanh hrong dén
chét luong dch wi, bao @m: (1) Yéu t6 dich w ¢t 16i, (2) Yéu t
con ngroi, (3) Yéu t6 ky thuat, (4) Yéu t hitu hinh, (5) ¥u t6 cong
dong.



1.2.3. Msi quan hé giiFa chit lwgng dich vu va e hai long khach
hang

Méi quan I giita cHit lugng dich wi va sr théa man éa khéach
hang la ch dé dugc cac nha nghiénuo dua ra ban lan lién wc
trong cac thp ky qua. Nhéu nghién ¢u ¢ sy thoa man éa khach
hang trong cac nganhiath w da duoc thuc hién (vi du: Fornell
1992) va nhin chundéu két luan rang cHit luong dich wi va sr thoa
man la hai khai gim dugc phan bit (Bitner, 1990; Boulding & ctg,
1993) (trich ir Lassar & ctg, 2000).
1.2.4. S khéac bigt giga chit lwong dich vu va e hai long khach
hang

Bén anh mbi quan & thuan chiu cho Eng cHit luong dch w 1a
co sd cho s hai long khach hang thi cobrttai nhiéu diém khac bét
gitta cHit lugng dich wi va sr hai 1ong khach hang (Oliver, 1993).
1.3. Sr hai long aia khach hang
1.3.1. Ly thuyt vé s hai long khach hang

Su hai l1ongda duoc dinh ngha vado luong theo nhdu cach
khac nhau qua &i gian (Oliver, 1997). Niang nhirng nghién @¢u
trugc day dinh nghia ar hai long nlor 1a nHt giai doan aia mjt giao
dich sin phim a thé. Gan day, cac nghiénw dinh ngha sr hai
long dréi goc do 1a cac kinh ngldim chung éa ngroi tiéu dung
dugc tich I theo thvi gian, gbng nhr thai do (Johnson & Fornell,
1991; Olsen, 2002). Trong nghiéawnay & thaa mandugc dinh
nghia ladanh gia chungi@ ca nhan ngi tiéu ding ¢ sr thaa man
va hai 1ong ¥i mot san phim da cho (Oliver, 1997); Hai long la
phan ang aia khach hangd/sr khac bét gitta mong mén va mic



d6 cam nhin sau khi & dung sin pham/dich w (Tse va Wilton,
1988); Hai long la pin itng aia ngroi tiéu dung khidugc dap ung
mong mun (Oliver,1997). Theo Ferh va Russelbimguoi déu biét
su thaa man, chadén khi dugc yéu @u cho nét dinh ngha & no.
Dén licdé thi drong nhr khéng ai bét.

Nhin chung, hai Iong khach hang l& so sanh ah quan gira
mic d6 mong mén cia khach hangdi thuc & dapang sr hai long
d6i voi mot san phim hay dch wi naod6. N6 bao gm 4 yéu t co
ban sau: (1) khach hang dbiét cong héu cia sin phim haic dich
vu; (2) khach hang mong rn ar dung 6t cong héu nay; (3) khach
hang nln biét gia thanh ¢a sin prim/dich w va céach & dung aia
san pham, dich w d6; (4) thvi gian, dia diém khach hang rim xét co
vtra long hay khéng?

1.3.2. CAc nhand anh dén s hai long khach hang

Céac nhand nao céanh hrong dén sr hai 16ng @a khach hang
gom: Chit lugng dch w, gia @ dich wi, thuong hiéu, khuy¥n mai
quang cdo, ith w gia ing, I tro khach hang,wsthuan tién.

1.3.3. Phéan lai sw hai Iong aia khach hang

Theo nt s5 nha nghién eu co t phan lai sy hai long @éa
khach hang thanh bagiova ching c6 s tacdong khac nhadén nha
cung @p dich w: Hai long tich gc, hai longdn dinh , hai long th
dong.

1.3.4. Muc tiéu nghién @u s hai I1ong khach hang

Nghién g ar hai long khach hang cip doanh ngléip nlhm muc
dich: (1) xacdinh céc $u t (bién) c6 tacdong dén nhan thac chit
lugng hay s hai long @a khach hang. (2ubng hoa tong $ hay



muc do quan tong aia nbi yéu td trong trong quan vi cac yu th
khéac. (3) xaalinh mic do hai 1ong #i thoi diém nghién é¢u aia khach
hang. (4) so santtanh gia éa khach hang trénrg tiéu chi vi ddi
tha canh tranh hay & chinh minh trong qua kh (5) luong héa i
lién he gita mirc do hai long Wi cacdai lugng tiép thi khac nhr long
trung thanh, doanh thu kh&ch hang, chi phi dimg tkhach hanggl
nhuan tir mdi khach hang, v.v...(6) so sanfuctrdc s hai long, nicc
do hai long va taaong aia sr hai Iong gita cac nhom khach hang
kh&c nhau@a cong ty.
1.3.5.P0 lwong sr hai long khach hang
1.3.5.1.Pjnh ngha

Do luong sr hai 16ng khach hang 1a qué triniinig cach thu tip
céac théng tin cé giaitva tin dy vé sy danh gia éa khach hang bi
qua thuc hién caa mot té chic.
1.3.5.2. Céaclifo mic do hai long

- Phrong phap 1Bt ra nhém tong tam

- Phrong phap 2: Tan hanh cac ac khio sat nirc do hai long

- Phrong phap 3: Thc hién thuong xuyén
1.4. Cac md hinh nghién&u s hai Iong khach hang

M6 hinh nghién gu sr hai Iong khach hangia Kano, M6 hinh
hai long khach hanguea Parasuraman, M6 hinh nghiérucar hai
long khach hangia SERVPERF, M6 hinhushai long khach hang
cua Servperfiwoc ar dung trong thh wrc ngan hang



CHUONG 2

TONG QUAN TINH HINH HO AT PONG CUA NHTMCP

CONG THUONG VIET NAM - CHI NHANH KON TUM
2.1. NHTMCP Cbéng Thwong Viét Nam - Chi nhanh Kon Tum
2.1.1. Gr cdu t6 chirc
2.1.2. Céac én phdm dich vu dién hinh
2.1.2.1. §n phim quin ly tién: gdm cac san phim: Chuyén tién
trong nréc, Thanh todn hodon, Thanh toanuong tr dong, Thu chi
ho tién mat
2.1.2.2. §n phim tin ding: gdm cac san phim: Cho vay ngn han,
Cho vay trung daidn, Dich wi bao lanh
2.1.2.3. Dch w thanh todn qgdc t: gdm: Chuyén tién ra niéc ngoai
(TTR), Thr tin dung (L/C), Nhy thu ching tr (D/A, D/P)
2.1.2.4. $n phim kinh doanh nga hdi: gém: Giao dch giao ngay,
Giao dch ky han.
2.1.2.5. Giao ¢th hoandsi
2.1.2.6. Giao fth quyn ctpn
2.1.2.7. Och w kinh doanh hp dong trong lai hang héa
2.1.2.8. Dch w ngan hang hin dgi: gom: Phonebanking,
Mobilebanking, Homebanking, Internetbanking.
2.2. Tinh hinh hat @9ng kinh doanh aia Ngan hang Throng mai
C6 phan Cong Thirong Viét Nam - Chi nhanh Kon Tum
2.2.1. Ngén vén huy déng
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2.2.2. Cho vay én kinh té

2.2.3. Dr ne bdo lanh

2.2.4. Tinh hinh @ nhém 2

2.2.5. Tinh hinh ' xdu

2.2.6. \& cong tac thanh toan:

2.2.7. COng tac phéat hanh ¢h

2.2.8. Lpi nhugn dén 31/12/2010

2.2.9. Lai sut cho vay binh quan thang 124m 2010
2.2.9.1.P4i véi VNP

2.2.9.2 Péi véi USD
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CHUONG 3
THIET KE NGHIEN CUU

3.1. Phrong phap va quy trinh nghién au
3.1.1. Tém dit phwrong phéap nghién é¢u
3.1.2. Quy trinh nghién &u:

- Budc 1: G s ly thuyét vé s hai l1ong khach hang

- Budc 2: Xac dinhcac nhan é anh hrong

- Budc 3: Xay dring mé hinh ly thuét nghién &u sr hai long
khach hangtéi vai dich wi tin ding.

- Budc 4: Xay drng thanglo nhap

- Budc 5: Nghién éu s bd

- Budc 6: Thangio chinh thic

- Budc 7: Nghién éu dinh luong (n=350)

- Bu6c 8: Cronbach’s Alphabfanh giado tin ciy cac thangto va
loai bién khéng phu bp)

- Budc 9: Phan tich nha t

- Budc 10: Thangio hoan cinh

- Budc 11: Phan tichdi quy tuyén tinh ki

- Budc 12: Trinh bay & qua
3.2. Xay drng mo hinh ly thuyét nghién aru sir hai 16ng khach
hang déi véi dich va tin dung

M hinh nghién éu dé ngh sir dung trong nghiénieu ar hai long
cua khach hang sr dung dich vu tin dung Nganhang TMCP Céng
Thuong Chinhanh Kon Tum K thira cac nhanétva mé hinh thang
do chit lugng dch w ngan hang theo nghiéniec caa GS. TS.
Truong Ba Thanh va TS. Léavi Huy -Pai hoc kinh € va QTKD -
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Pai hoc Ba Ning c6 clinh sra va b sung nt b yéu t6 dé phu hop
véi dich wi tin dung madé tai dang nghién gu.

M6 hinh nghién €u sr hai 16ng khach handdi véi dich w tin
dung ngan hang ¢h anh hrong aia 07 nhan& gom: X, la Thanh
phan hitu hinh; % [& Thanh phn dam bao; X5 1a Thanh pAn Tin cy
vé qua trinh cungap dich wi; X, 1a Thanh phAn Tin ciy Vé 1oi hira
v6i khach hang; X 1a Thanh phn dong aim va dap tng; Xs la
Thanh pln mang lréi; X, 1a Thanh phn gia @ (ty stit vay)

M hinhdugc viét lai theo phrong trinh nir sau :

Y=Ag+ Ar* X1+ A" X+ Ag* Xz + Ag* Xy + As* X5+ Ag™
X+ Ar* X+ €
3.3. Thiét ké nghién akru

Hoat dong nghién @u dugc chia lam 3 boc, nghién Gu dinh tinh,
nghién ¢u s bd va nghién gu chinh tic.

3.3.1. Nghién éu dinh tinh

Nghién &u nay nlim muc tiéu xay ang thangdo cho céc thanh
phan trong mé hinh.
3.3.1.1. Xay gng r bg cac yu t nghién gu

Dé phuc wu cho hrdéc nghién éu nay,dé tai tién hanh xay dng
cac yu t6 lién quandén viéc do luong cac thanh gim trong mé hinh
nghién @u ly thuyét va sr hai Iong @a khach hang.
3.3.1.2. Tho lugn nhém

Nghién @u nay dungdé diéu chinh va 1§ sung thangio chit
lvong dch wu ngadn hang sao cho phapwi thangdo nghién é¢u
su hai long cuakhachhang sr dung dch wi tin dung.
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3.3.1.3. Plrong phap chuyén gia

Tac gi da mdi Truong phong khach hangia mdt s6 Nganhang
tréndiaban va ndt sd nhan vién lau #m lam viéc tai phong quan &
khach hang tham gidéng gop y kén Vé cac yu t6 du kién dé do
luong cac thanh gim trong mé hinh nghiénia ly thuyét
3.3.2. Phac tio phidu thdm do y kién khdch hang va nghién aiu
so' bg

- Phan | ciaa phiéu tham dé y kién khach hang: 1a mjt sd théng
tin ca nhan ga khach hanguogc phbng van.

- Phan Il caa phiéu tham dé y kién khach hang: dugc thiét ké
dé thu thip sr danh gia éa khach hangéi vai cac yeu td tacdong
dén ar théa man éa khach hang.

Qua Kt qua phong Van thir, tac gi diéu chinh phéu tham do y
kién khach hang % bo thanh PHu tham do y kién khach hang chinh
thirc aia dé tai. Phéu tham do y kién khach hang chinh tiic dugc
thiét ké gom 41 bén quan saiuoc dungdé gui di phong van.

3.3.3. Nghién éu dinh lugng

Nghién du chinh thirc dugc thec hién bing phrong phap nghién
ctu dinh lrong. .
3.3.3.1. Miu nghién ¢u

Déi tugng khio sat la cac ca nhan, cong tyi(ghung la khach
hang)
3.3.3.2. Thu thip di liéu

Muc dich aia brdc nay 1a thu thp va tng hop thdng tin s cip
trong cau t oi cia nhing ngroi dugc tham gia pbng Van, nhing
théng tin nay la d liéu co s& dung cho phan tich nghiéawsau nay.
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3.3.3.3. Plrong phap phan tichitlliéu

Coéng @ chi yéu 1a xay dig phéu thim do y kién khach hang dé
thu thap théng tin ¥ sy hai 1ong @a khach hangdi véi dich w tin
dung. Phéu tham do y kién khach hang dugc thiét ké gdm 41 thpe
tinh ciu thanhdic trung aia dch wi tin dung, duoc thé hién trén
thangdiém Li-kert tir 1 diém dén 5diém.

CAc di liéu sau khi thu thp s dugc 1am sch va X ly bang phin
mém SPSS 16.0. bt b phuong phap phan ticiuge S dung trong
nghién &u nhr sau: (1) Béc 1: Lap bang én & d¢é md & mau thu
thap theo cac thac tinh; (2) Broc 2: Cronbach Alpha; (3) i&c 3:
Phan tich nharbtkham pha EFA (Exploratory Factor Analysis).
3.3.3.4. Cac thango va ma hoa thango

Trong nghién ¢u thi truong hén nay tlwong sr dung 04 lai
thangdo: (1) thangio dinh danh (nominal scale), (2) thadg thir tu
(ordinal scale), (3) thandp quéng (interval scale), va (4) thatm ti
Ié (ratio scale).

Nhu d& néid trén, c6 08 nhandtcan nghién ¢u gdm 41 bén
quan séat. Trong6, (1) Thanh pin hitu hinh gm 6 bén, (2) Thanh
phan dam bao gdbm 7 bén, (3) Thanh pin tin cy vé qua trinh cung
cap dich wi gdm 5 bin, (4) Thanh pin tin Gy Vvé 1oi hta Wi khach
hang @m 5 bén, (5) Thanh pin dong am vadapting ¢om 11 bén,
(6) Thanh pAn mang lrdi chi nhanh va ATM §m 2 bién, (7) Thanh
phan gia @ (ty suat vay) ¢m 2 bén, (8) Thanh pin mic do hai
long chung gm 3 bién.
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CHUONG 4
KET QUA NGHIEN CUU
4.1. M0 ta phwong phéap thu thap théng tin va a mau.

M6 hinh nghién ¢u c6 $ bién quan sat la 41. & theo tiéu
chudn nim méu cho nét bién quan sét thi kich tidc mau can thiét [a
n = 210 riu (41 x 5).Dé dat duoc kich thréc mau dé ra, 350 Bng
cau hoi duoc giri di phong van.

Téng $ bang cau bi dugc phét ra la 3504mg, thu & la 334
bang (1i 16 95%). Trong & 334 king thu \é c6 31 ting khong bp 1&
do b thiéu thdng tin. Kt qua 1a 303 lang cau bi hop 1& duoc si
dung lam dr liéu cho nghiénu (i 1€ 86,50%).

4.2. Két qua théng k& mo &
4.2.1. Theo gfi tinh
4.2.2. Theo thi gian si dung
4.2.3. Theais tudi
4.2.4. Theo ngh nghiép
4.2.5. Theo thu thp
4.2.6. Thong ké gia ti thé hign s hai long aia cac cau ti loi, gia
tri trung binh czia cdc bién
4.3.Panh gia thangdo bing h¢ sb tin cay Cronbach Alpha
4.3.1.Panh gia thangdo cac nhan & tac dong dén s hai long
bang hé si tin cd@y Cronbach Alpha
4.3.1.1. Thanh pin hi#zu hinh (TPHH

Hé sb Cronbach Alphaing 0.829 va &b tuong quan kin tong
déu lon hon 0.3 néndapang yéu éu phan tich ngay trongn phan
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tich dau tién. Vay, TPHH ¢m 06 bén: TPHHO1, TPHHO2,
TPHHO3, TPHHO04, TPHHO5, TPHHO6.
4.3.1.2. Thanh pin gam hio (TPPB)

Hé sb Cronbach Alphaing 0.885 va &b twong quan kin tong
déu I6n hon 0.3 néndaping yéu au phan tich ngay trongn phan
tich dau tién.
4.3.1.3. Thanh pin tin ady é qud trinh cung @p dich w (TPTCDV)

Hé sb Cronbach Alphaing 0.856 va & s tuong quan kin ting
déu Isn hon 0.3dapimg yéu &u phan tich ngay trongn phan tich
dau tién.
4.3.1.4. Thanh pin tin ady loi vé hira Wi khach hang (TPTCLH)

Hé sb Cronbach Alphaing 0.886 va &b tuong quan kin tong
déu lon hon 0.3d4png yéu au phan tich ngay trongn phan tich
dau tién.
4.3.1.5. Thanh pin dong aim va dap iing (TRPC)

Qua 4 in phantich va loai bién khéngdat yéu du, k& s
Cronbach Alpha ing 0.842 va & sb tuong quan kin tng déu lon
hon 0.3daping yéu &u phan tich ngay trongn phan tichtu tién.
4.3.1.6. Thanh pin nung k6 (TPML)

Hé sb Cronbach Alphaing 0.203 va &b tuong quan kin ting
khdngdap tng yéu au phan tich ngay trongn phan tichdau tién
nén lai khoi phan tich.
4.3.1.7. Thanh pin gia i (1y suit vay) (TPGC)

Hé sb Cronbach Alphaing 0.011 va &b tuong quan kin tong
khéngdap ang yéu au phan tich ngay trongn phan tichdau tién
nén lai khoi phan tich.
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4.3.2.Panh gia thanh ptin s hai long chung (TPHL)

Hé sb Cronbach Alphaing 0.740 va &b tuong quan kin tong
lon hon 0.3 nérdapung yéu éu phan tich ngay trongn phan tich
dau tién.
4.4.Panh gia thangdo cac nhan 6 tac dong dén s hai long aia
khach hang déi véi dich va tin dung bang phan tich nhan 6
kham phéa (EFA)

Trong toan » 30 bén quan sattéu dugc dua vao trong qua trinh
phan tich nhandt trongdoé thangdo cac nhand tacdong dén ar hai
long aia khach hangéi voi dich wi tin dung gdm 27 bén quan sat,
thangdo thusc nhan & mac do hai 1ong chung @m 03 bén quan sat.
4.4.1. Thangdo cac nhan & tac déng dén s hai long aia khach
hang déi véi dich vu tin dung .

Qua hai 4n phantich k& s KMO bing 0.695 > 0.5, & muc y
nghia king 0 (sig = 0.000: cac &i quan séat carbng quan i nhau
trén Hng the), ching © dir liéu phu yp dé thuc hién phan tich nhan
t6. Cac & s Communalities #a cac bén déu > 0.5 (Ph luc...).
Dong thoi, tai mac gia ti Eigenvalue> 1 va i phuong phap rat
trich Principal Componants va phép quay Varimagnptich nhané
da trichdugc 06 nhand tir 25 bén quan sat vaai phuong sai trich
la 71,81% (> 50%) c6 ngh la 71,81% s bién thién @a dr ligu
duogc giai thich king 06 nhan&.

Sau khi phan tich EFAA hinh thanh 06 nhad,ttac ga kiém tra
lai Cronbach Alpha cho cac nha# vira hinh thanhiéu thaa man
diéu kién. Cac bén thuwc cac thanh gn van gii nguyén, riéng
thanh pln hiu hinh tach 02 Bh TPHHO5 va TPHHO06 thanhan
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nhan & riéng. Tac di dat tién cho nhandt nay la thanh pin h so
tin dung.
4.4.2. Thangdo thugc nhan % S hai long

Hé s KMO = 0.683 > 0.5, bisb Communalities €a nhan & su
hai long déu > 0.5, cac &i1sd Eigenvalue= 1 dam bio yéu du cia
phan tich nhandt cac tong  cua ke 5 tai nhan 6 trong ma tin
xoay nhand déu > 0.5 nén thoman yéu au cia phan tich nharmt
4.5. M6 hinh héu chinh

s N

(Thanh phin tin cay )
v 101 hita voi khach
L hana )

Thanh phén hiru hinh

. J

( N ( A

_ Thanh phan
dong cim va dap wng

. J

N \

Thanh phén hd so
tin dung

Sw hai long aia

Thanh phin dam bao khach hang

. J

(Thanh phan tin cay vé\/

qua trinh cung dp
dich vu

\ J

\

Hinh 4.1. M6 hinh nghién &u hiéu chinh

Mgt sb gid thiét ciia md hinh:

- Gia thiét H1: Thanh phn hitu hinhdugc khach hangtanh gia
cang cao thissthca mén @a khach hang cang cao vamg lai.

- Gia thiét H2: Thanh phn dam bao duoc khach hangtanh gia
cang cao thissthca mén @a khach hang cang cao vamg lai.

- Gia thiét H3: Thanh phn tin cy dich w khach hangiuoc
khach hangtanh gid cang cao thirghca mén @ia khach hang cang
cao va ngoc lai.

J




19

- Gia thiét H4: Thanh phn tin ciy i haa khach hangiuoc
khach hangtanh gid cang cao thirghca mén @ia khach hang cang
cao va ngoc lai.

- Gia thiét H5: Thanh phn ddng aam duoc khach hangianh gia
cang cao thissthca mén @ia khach hang cang cao vamg lai.

- Gia thiét H6: Thanh phn hd so tin dung dugc khach hanganh
gia cang cao thigsthaa mén @a khach hang cang cao vamg lai.
4.6. Phan tich 18i qui da bién.

4.6.1. Xem xét ma #@in twong quan giza cac nhan é.

Thyc hién viéc phan tich & s5 tuong quan cho 07 &n, gom 06
bién doc lap va ndt bién phy thusc v6i hé sb Pearson va Em dinh
02 phia (two-tailed) & mic y ngha 0.05. Kt qua Thanh pln hiru
hinh c6 Pearson Correlation = 0.221, Thanharpltam bio co
Pearson Correlation = 0.200, Thankiphin ciy dich wi khach hang
c6 Pearson Correlation = 0.278, Thanhrpkin iy loi hira khach
hang c6 Pearson Correlation = 0.369 va Tharém ghng &im c6
Pearson Correlation = 0.004 va Thanharphd so tin ding c6
Pearson Correlation = 0.200.

Tuy nhién, nhin vao maam trong quan dia bén phi thuc ta
thy tat ca cac mirc y ngha aia cac nhandtdéu thas man yéu au la
gia tri Sig nk hon mic y ngha Alpha ngai trir nhan 6 TPPC, vi
vay bi loai khoi md hinh trée khi phantich i qui.
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4.6.2. Phan tich &i qui.
4.6.2.1. Thng ké mod céc bén hvi qui.
4.6.2.2. M6 hinh &i qui.

Qua 02 4n phantich i quy k¢ s6 Sig aia md hinhdat gia ti
bang 0dam bio cho mé hinh cé y n@h, va ¢ 6 Sig dia cac nhandt
doc lap déu dat ¢ gia ti nho hon mic y ngha Alpha vai vy dam bao
yéu cu trong phan tich. &, md hinh i qui sau cung ¢m 05 bén
trongdd c6 01 bén doc lap va 04 bén phu thuse twong ing Wi cac
gia tri hoi qui nhr sau: TPHH = 0.113, 1B = 0,106 va TPTCDV =
0.191, TPTCLH =0,202.

M6 hinh i qui duoc viét lai nhu sau:

Y = 1543 + 0,113*TPHH + 0,106*®B + 0.191*TPTCDV +
0,202*TPTCLH

4.6.3. Kém dinh md hinh hvi qui bgi

4.6.3.1. Hén trpng da agng tuyen.

H s phéngdai phuong sai VIF ét nho (nho hon 10) cho thy
cac bén doc lap nay khéng c6 quangtehat chg véi nhau nén khéng
c6 hién trong da dng tuyén xay ra.
4.6.3.2. KEmdinh dg phi tvp aia md hinh

Théng ké Fduoc tinh ir R binh plvong aia md hinh @i muc y
nghia quan satat nho (sig = 0.000) cho #y mé hinh Bi qui tuyén
tinh i phi hyp voi tap di liéu va cé th sir dung duoc.

Hé s R binh plrong hiéu chinh king 0.279 ngta 1a mé hinh
héi qui tuyén tinh i da xay drng phu lp voi tap di liéu 1a 27,9%.
Noi cach khéac, khimg 27,9 % nic d6 hai long quan sat cééhiuoc
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giai thich i sy khac bét cua 04 thanh pin: TPHH, THB,
TPTCDV, TPTCLH.

Kiém tra pfan dr cho thy phan pli phan dr xap xi chuan véi
trung binh Mean = 0 vd Iéch chiin Std. Deviation = 0.993 {p xi
bang 1) dod6 co thé két luan ring g thiét phan pli chuin khéng b
vi pham khi ar dung phrong phap Bi qui boi.
4.6.3.3. Kémdinh gia thiét

Vay, md hinh nghiéniw sau cungdn tai 04 gia thiét. Bo la:

- Gia thiét H1: TPHHdugc khach hangénh gia cang cao thirs
thoa man @a khach hang cang cao vamg lai. Hay noi cach khac,
TPHHva Sr hai Idng khach hang c6 quaé ¢uing chéu.

- Gia thiét H2: TPPB dugc khach hanganh gia cang cao thirs
thoa mén @a khach hang cang cao vamg lai. Hay néi cach khéc,
TPDB va Sr hai long khach hang c6 quaé ¢ting chéu.

- Gia thiét H3: TPTCDVduoc khach hanganh gia cang cao thi
su thaa mén d@ia khach hang cang cao vaung lai. Hay ndéi cach
khac, TPTCDV va 8 hai long khach hang c6 quaé ¢uing chéu.

- Gia thiét H4: TPTCLHdugc khach hangénh gia cang cao thi
su thca mén @a khach hang cang cao vaung lai. Hay noi cach
khac, TPTCLH va 8 hai long khach hang c6 quaé ¢uing chéu.
4.6.3.4. Hén wong tw twong quan

C6 nhéu phrong phapdé phat hén hién trong nay. Trong
nghién @&u nay, tac d@i sr dung phrong phap thng ké Durbin -
Watson. Kt qua, mé hinh khéngdn tai hién twong tr tuong quan.
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CHUONG 5
BINH LUAN KET QUA VA M OT SO KI EN NGHI

5.1.Binh luan két qua nghién airu
5.1.1. Kt qua nghién aku

Qua Kt qua nghién ¢u dugc trinh bay tai Chuong 4 cho thy:
két qua c6 04 nhand d6 1a: Thanh phin hitu hinh, Thanh phin tin
cdy vé qua trinh cung &p dich vy, Thanh phin tin ciy vé 1oi hira Wi
khach hang, Thanh phin dam bao anh hrong dén ar hai long khach
hang & dung dich vu tin dung tai Ngan hang Thong mai C6 phin
Coéng Throng Chinhanh Kon Tum.
5.1.2. Nhin xét 6 s hai long aia khach hangddi véi dich vu tin
dung tgi Ngan hang Theong mai Cé phan Cong Throng Vigt Nam
- Chi nhanh Kon Tum
5.1.2.1. Mongfoi cua khach hang

Qua Kt qua nghién @u cho thy khi giao dch wi ngan hang,s
mongdoi cua khach hangéi voi dich vu tin dung tré hién o viéc
khach hang it hai long haic khénghai long dbi véi mot s5 yéu 6
trong thangto luong. Cu thé & cac yéu t sau: Yeu t vé thanh phin
gia ca (ty suat vay), Yéu t5 vé thanh phin mang ludi, Yéu t vé sy
ddng cam va dap ung.
5.1.2.2. Mic dé hai long aia khach hang (e dg cam nhin vé sir
hai long doi véi dich vu tin dung tai NHTMCP Céng Thong Kon
Tum)

Muc d6 cam nhan vé sy hai long déi véi dich vu tin dung tai
NHTMCP Céng Throng Kon Tumdugc thé hién qua Kt qua nghién
ciu cac nhan & Thanh pHin hitu hinh, Thanh pHin tin Gy vé& qua
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trinh cung ép dich vu, Thanh pHin tin ciy vé 1oi hta Wi khach
hang, Thanh ptin dam bao

5.2. Pinh hwéng caa NHTMCP Céng Thwong Viét Nam - Chi
nhanh Kon Tum

- Duy tri va thrc hién dinh hréng kinh doanh phi ludén dam bao
tang trong, phat tén bén vitng nhr ké hoach da dé ra. G ciu tai
chinh manh, linh hat du kha nang cung &p vén cho khach hang.

- Tich arc ting arong cac hat dong huydong vWon bing nhéu
hinh thrc khac nhaudi doi voi né la cong tac tuyén trdg quang
céo, qang ba, khugn mai,...

- Mé rong, da chng hod, nang cao &hlugong aia hait dong tin
dung, thrc hién cho vay c6 obn loc trong plam vi c6 thé kiém soat,

- M& rong quy md, nang cao #hlugng héu qua caa hait dong
kinh doanh.

- Thuc hién cac hat dong dao to néng cao trindd can 16 céng
nhan vién cho toan Chi nhanh ¢ nghiép wu, chuy@n mén va tac
phong 4o rauu thé canh tranh Bng “chit lugng ngwn nhan irc”.
5.3. Kién nghi

- Chi nhanh dn chi dong xay ding ké hoach, chrong trinh
nghién «u, do luong ar hai long ciakhachhang.

- Chinhanh dn tp trungphat trién ngwbn nhan irc, dic biét 1a
congtac dao tao phat trién ngbn nhan e lién quandén dich vu tin
dung.

- Chi nhanh én 6 chiac va thanh Ap mdt bo phan chim soc
khach hang dé tao ra s khac biét trong congtac khach hang, 1am
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chokhach hang thoa man, hai long hon di véi cac dich vu cua ngan
hang.

- Chinhanh dn hoan hién hon nira \é co v vat chit, trang thét
bi, mang lréi hoat dong.

- Chi nhanh @n c6 chinh sach gia canh tranhphu hop dé giir
chankhach hang hin tai va thuhuat lugngkhach hang moi.

5.4. Nhitng han ché va huéng nghién aru tiép theo

- Thi nhit 12 nghién é¢u chi duoc thuc hién ddi voi cac khach
hang & dung dch w tin dungtai NHTMCP Céng Throng Kon Tum
nén kh nang ©ng quéat hoa ara cao.

- Tha hai, nghién éu chon mau theo plrong phap thén tién (1a
mot trong nhiing phrong phap chn mau phi xac sét) nén tinhdai
dién con thip, kha nang ©ng quéat hda chdamdong chra cao.

- Thir ba, nghién €u chi danh gia thango bing phrong phap &
sb Cronbach Alpha va plong phap phan tichéy t6 kham pha EFA
va kiém dinh md hinh ly thu§t bing phan tich & quy tuyén tinh
boi.

- Tha tu, qua phanich i quy & chuong 4, méhinh i quy c6
hé sb xac dinh R diéu chinh 1a 0,279 trc 1a 27,9% bén thién s hai
long cua khach hang ddi voi dichvu tin dung dugc giai thich 4 nhan
t6 con lai 72,1% bén thién clra duoc giai thich.

- Thir nam, nghién éu chi thong ké thi gian sr dung, do tudi,
gidi tinh, mrc thu nkp ciing nhr nghé nghiép cia khach hang, chra
tim hiéu ar hai longcaa khach hangusdung dich vu tin dung trong
mbi lién hé voi thoi gian sr dung, do tudi, gisi tinh, mic thu nfap
ciing nhr ngke nghiép ciakhach hang.
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KET LUAN

Su hai long @a khach hang laéy t6 sdng con va la mc tiéu
quantrong ma #t ca cac doanh ngBp cunging dich vu cho khach
hang hién naydéu dang theodudi, manglai su hai long chokhach
hang la chia khoa thanh céngeua it ca cac doanh ngléip cunging
cac dich vu chokhachhang néi chungva cac Nganhang noi riéng.

Do d6 nghién @u, im hiéu cac nhan é tac dong dén ar hai long
khach hang sr dung dich vu tin dung la vo cing én thiét. Véi mong
mudn gitip nganhang nkin dién cac yéu t tac dong dén ar hai long,
xay ding thangdo lwong, mohinh nghién Gu ar hai long cua khach
hang sr dung dich vy tin dung, dé tir d6 c6 nhitng cai thién, ntiing hanh
dong khic phuc, nHing giai phap cu thé nham manglai sy hai long cho
khach hang trong thi giandén. Tac gia d& chyn dé tai “Nghién aiu sr
hai long cua khach hang sr dung dich vu tin dung Ngéan hang
Thuong mai C6 phin Céng Throng Viét Nam - Chinhanh Kon
Tum” lam dé tai nghién ¢u cia minh. Tuy nhién, trongua trinh
nghién @u va thuc hién dé tai khéngtranh khoi nhitng thiéu sot, nén
rat mong s dong gop y kién, chinh sracua quy thay, ¢é,cac anhchi
va cac ban.

Toi xin chanthanh cam on ar huéng din tn tinh cua thiy giao
PGS.TS Ngu§n Truong Son, cac ban da ho tro va giup do trongqua
trinh thrc hién va hoan thanh luin van may.



