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LOI CAM ON
Trong sudt qua trinh hoc tap va thuc hién Dé 4n tbt nghié¢p, to1 da nhan duoc rat
nhiéu su gitp d& va dong vién tir gia dinh, quy Thay C6 va cac ban bé. Vi vay, toi xin

phép duoc giri 101 cam on chan thanh nhat dén:

PGS.TS Nguyén Ngoc Duy Phuong, ngudi da tin tinh giup d& va hd trg toi
trong sudt qué trinh tim kiém tai liéu, thuc hién dé cuong dén khi hoan tit Dé an tdt

nghiép;

Quy Thay Cb gido da truyén dat cho t6i v vang kién thtrc va kinh nghiém quy

gia trong thoi gian theo hoc tai truong;

Ban Ianh dao Agribank Ham Thuian Nam da tao diéu kién, hd tro trong qua trinh

thu thap cac thong tin can thiét cho nghién ctru;

Ban b¢, dong nghiép va gia dinh da nhiét tinh hd tro va dong vién toi trong subt

qua trinh hoc tap ciling nhu giai doan thyc hién D& an tot nghiép.

Tran trong cam on!



LOI CAM POAN

Téc gia xin cam doan dé tai Dé an tét nghiép “Cdc yéu t6 anh hwéng dén y
dinh lwa chon givi tiét kiém ciia khdch hang cd nhan tai Agribank Ham Thudn
Nam” 1a cong trinh do t61 tu tim hiéu, nghién ctru, thuc hién dudi su huéng dan khoa
hoc ctia PGS.TS Nguyén Ngoc Duy Phuong.

Céc s6 liéu duoc thu thap va két qua co duogc trong Dé an tdt nghiép nay 1a hoan
toan trung thuc va c6 ngudn goc rd rang.

Tac gia xin chiu trach nhiém vé cong trinh nghién ctru ctia minh./.

Thuan Nam , ngay 17 thang 09 nam 2024

Ngudi thue hién Pé an

Nguyén Thi Thuy Dung



TOM TAT

Muc tiéu nghién ctru cta dé tai nham xac dinh cac yéu t6 anh huéng dén y dinh
stt dung dich vu tién gui ctia khach hang c4 nhan tai chi nhanh dé lam co s¢ dé& xuét
giai phap nhdm nang cao ¥ dinh giri tién ctia khach hang. M6 hinh nghién ciru dé xuét
ctia dé tai gdm 6 yéu t anh huong dén y dinh lua chon giri tiét kiém cta khach hang ca
nhan tai Agribank Ham Thuan Nam, do la: Chat luong dich vu; Hinh thic chiéu thi;
Nhoém tham khao; Lai suét tién gui; Sy an toan; Sy thuan tién. Két qua phan tich 243
phiéu tra 161 khao sat hop 1é cho thay rang c6 4 trong 6 yéu td duoc phén tich c6 anh
huong tich cuc dén y dinh lya chon gui tiét kiém cua khach hang ca nhan tai Agribank
Ham Thuan Nam, bao gém: Nhom tham khao; Lai suét tién guri; Su an toan; Sy thuan
tién. Trong do, yéu td anh huong manh nhét dén y dinh lya chon gui tiét kiém cua
khach hang c4 nhan tai Agribank Ham Thuén Nam 13 L3i suat tién giri voi hé s6 hdi
quy chuin héa bang 0.396; yéu t6 anh huong yéu nhét 1a Su thudn tién véi hé sé hoi
quy chuan héa bang 0.112; hai yéu té con lai 1a Su an toan va Nhom tham khao véi hé
s6 hoi quy chudn hoa 1an luot biang 0.342; 0.142. Trén co so phdi hop giita két qua
phan tich dit liéu dugc thu thap thong qua khao sat khach hang str dung dich vu gui tién
tai Agribank Ham Thuan Nam va dinh hudéng phat trién dich vu huy dong vén cua chi
nhanh trong thoi gian t&i, nghién ctru cling da dé xuat cac giai phap phu hop nhim
nang cao ¥ dinh gui tién ctia khach hang ca nhan thong qua viéc ning cao hiéu qua céac
chinh sach lién quan 13i suit tién giri, ndng cao tinh an toan trong hoat dong cung ung
dich vu tién guri, nang cao hiéu qua chinh sach lién quan dén anh hudng xa hoi va nang

cao su thuan tién trong hoat dong cung ung dich vu tién gui.



ABSTRACT

The research objective of the topic is to determine the factors affecting the
intention to use deposit services of individual customers at the branch as a basis for
proposing solutions to improve customers' intention to deposit money . The proposed
research model of the topic includes 6 factors affecting the intention to choose to
deposit savings of individual customers at Agribank Ham Thuan Nam, which are:
Service quality; Marketing form; Reference group; Deposit interest rate; Safety;
Convenience. The analysis results of 243 valid survey responses show that 4 out of 6
analyzed factors have a positive impact on the intention to choose to deposit savings of
individual customers at Agribank Ham Thuan Nam, including: Reference group;
Deposit interest rate; Safety; Convenience. In which, the factor that most strongly
affects the intention to choose to deposit savings of individual customers at Agribank
Ham Thuan Nam is Deposit interest rate with a standardized regression coefficient of
0.396; The weakest influencing factor is Convenience with a standardized regression
coefficient of 0.112; the remaining two factors are Safety and Reference Group with
standardized regression coefficients of 0.342; 0.142 respectively. Based on the
combination of data analysis results collected through a survey of customers using
deposit services at Agribank Ham Thuan Nam and the development orientation of the
branch's capital mobilization services in the coming time, the study also proposed
appropriate solutions to increase the intention to deposit money of individual customers
through improving the effectiveness of policies related to deposit interest rates,
improving the safety in providing deposit services, improving the effectiveness of
policies related to social impact and improving the convenience in providing deposit

services.
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PHAN 1: MO PAU
1. Ly do chon dé tai

Ngan hang 13 nganh chiu nhiéu sy tic dong ca tich cuc 14n tiéu cuc tir xu hudng
hoi nhap kinh té thé gi61. Bén canh nhiing lgi ich mang lai tir viéc tiép can cac k¥ thuat,
kinh nghiém quan 1y hé thdng hién dai va kha nang tiép can ngudn vén 16n nham dap
g cho céac hoat dong cua ngan hang thi hé théng cac ngan hang trong nude nédi chung
va cac ngan hang thuong mai néi riéng dang phai dung trudce cac thach thic khong nho
khi cac ngan hang trong nudc phai chiu nhiéu su canh tranh v&i cac ngan hang nudc
ngodi da va dang tham gia hoat dong trén lanh thd Viét Nam. Pay 1a mot trong nhiing
bai toan kho ma cac ngan hang trong nudc phai giai quyét boi kha niang hoat dong va
thay d6i cac chinh sach dé phu hop véi dicu kién canh tranh tai Viét Nam ciia cac ngan
hang nudc ngoai dang cho thay su hiéu qua va vuot troi hon vé kha ning quan 1y hé
thong ciing nhu tiém nang st dung vén hiéu qua. Do do, viéc nang cao canh tranh ciing
nhu nang cao hiéu qua hoat dong cac san phém, dich vy hién c6 cua ngan hang can
duogc lanh dao cac ngan hang quan tim nhiéu hon.

Nhitng nim gan day, dudi tac dong tiéu cuc cta cudc khung hoang kinh té thé
gidi va su suy thoai nén kinh té trong nuéc sau dai dich Covid-19, cac ngan hang trong
nuéc da va dang dich chuyén cac chinh sach cung tng san pham, dich vu tip trung dén
phan khic khach hang c4 nhan véi tiém niang phat trién ciing nhu kha nang quan tri rai
ro t6t hon danh cho cac ngan hang. Bén canh d6, véi dic diém dan sd tré ciia nudc ta
no6i chung va tinh Binh Thuén néi riéng, viéc tap trung vao phan khic khach hang ca
nhan mang lai nhitng loi thé 1én hon so v&i phan khic khach hang doanh nghiép. Do
do, trong gﬁn 10 ndm tr¢ lai day, ) lugng cac ngan hang thuong mai hién dién trén dia
ban tinh Binh Thuén da ting dang ké, di kém véi su canh tranh manh mé& cta céc ngan
hang d6i véi dbi tuong khach hang ca nhan. Cho nén, viéc danh gia dugc nhiing yéu t6

nao anh hudng truc tiép dén hanh vi lwa chon ngan hang dé sir dung cac san pham, dich



vu cua khach hang s€ gitip cac ngan hang nang cao dugc hiéu qua hoat dong ctia ngan
hang.

Dbi v6i cac ngan hang, tin dung 13 hoat dong cung tng dich vy giit vai trd quan
trong, dam bao kha ning phat trién va ton tai ctia ngan hang. Bén canh hoat dong cho
vay, huy dong vén ciing 13 mot hoat dong mang lai loi nhuan 1én cho cic ngan hang,
g6p phan mang lai ngudn von dé phuc vu cho céc hoat dong kinh doanh khéc ctia ngan
hang. Tuy nhién, v6i dic thu cac san pham, dich vy tién giri tiét kiém ngay cang gidng
nhau trong céc chinh sach cua cac ngan hang va su canh tranh vé hoat dong cila céc
ngan hang trén dia ban tinh thi mdt trong nhiing bai toan khé ma lanh dao cac ngan
hang noi chung va Agribank Ham Thuan Nam ndi riéng can giai dap dugc dé 1a 1am
thé ndo dé gia ting su lya chon cua khach hang c4 nhan ddi véi san pham, dich vu tién
gui tiét kiém ciia chi nhanh trong thoi gian t6i dé dam bao nang cao hiéu qua hoat dong
chung cua ngan hang.

Xuat phat tir Iy do rén, tac gia quyét dinh lya chon dé tai: “Cdc yéu té dnh
hwéng dén ¥ dinh lwa chon giti tiét kiém ciia khdch hang cd nhan tai Agribank Ham
Thudn Nam” 1am dé tai dé an tot nghiép. Hy vong rang két qua nghién ctru s& gitp cho
lanh dao ngan hang c6 co sé trong viéc hoan thién hon nita cac chinh sach tién gui cua
ngan hang dé dat duoc muc tiéu toi da hoa loi nhuén cta chi nhanh trong tho1 gian toi.
2. Muc tiéu nghién ctru
2.1 Muc tiéu tong quat

Muc tiéu tong quat cia nghién ctru 1 xac dinh cac yéu té chinh anh huéng dén y
dinh lgya chon guri tiét kiém cua khach hang ca nhan tai Agribank Ham Thuan Nam
cling nhu mirc d6 dnh huong ctia chung dé 1am co sé dé xuét cac giai phap giup nang
cao y dinh lya chon gui tiét kiém ctia khach hang c4 nhan tai ngén hang trong thoi gian

to1.



2.2 Muc tiéu cu thé

bé dat muc tiéu téng quat trén, dé an dugc thuc hién nham dat cac muc tiéu cu
thé sau:

(i) Xac dinh cac yéu t6 anh huong dén ¥ dinh lya chon gui tiét kiém cua khach
hang cé& nhan tai Agribank Ham Thuan Nam;

(i) Xac dinh mtc do anh hudng cia cac yéu to d6 dén y dinh Iya chon gui tiét
kiém ctia khach hang ca nhan tai Agribank Ham Thuan Nam;

(111) Xem xét su khac biét vé y dinh lya chon guri tiét kiém cuia khach hang ca
nhan tai Agribank Ham Thuan Nam theo cac dac diém nhan khau hoc;

(iv) Pé xuét cac giai phap giup nang cao y dinh lua chon giri tiét kiém cua
khach hang céa nhan tai Agribank Ham Thuin Nam.
3. Cau héi nghién ciru

(i) Cac yéu té nao anh huong dén y dinh lua chon giri tiét kiém cua khach hang
ca nhan tai Agribank Ham Thuan Nam?

(i) Cac yéu t6 d6 anh huong nhu thé ndo dén y dinh lwa chon gui tiét kiém cua
khéach hang cé nhan tai Agribank Ham Thuian Nam?

(iii) C6 sy khac biét hay khong vé ¥ dinh lua chon guri tiét kiém cua khach hang
cd nhan tai Agribank Ham Thudn Nam theo cac dac diém nhan khau hoc?

(iv) Cac giai phap nao giup nang cao y dinh lya chon giri tiét kiém cuia khach
hang ca nhén tai Agribank Ham Thuan Nam?
4. Pbi twong va pham vi nghién ciru
4.1 Pdi twong nghién ciru

Poi twgng nghién ctiru: Cac yéu té anh hudng dén y dinh lya chon giri tiét kiém
cua khach hang c4 nhan tai Agribank Ham Thuin Nam.

Poi twong khao sat: Nhitng khach hang ca nhan c6 y dinh giri tiét kiém tai
Agribank Ham Thuan Nam.



4.2 Pham vi nghién ciru

Pham vi khong gian: Nghién ctu dugc thuc hién tai Agribank Ham Thuan
Nam.

Pham vi thoi gian: Nghién ctru tién hanh trong 6 thang tir Thang 12/2023 dén
Thang 05/2024; thoi gian 14y v kién khao sat khach hang du kién tir thang 01/2024 dén
02/2024.

Pham vi ndi dung: D¢ tai chi tap trung nghién ctru cac ndi dung lién quan dén
viéc xac dinh cac yéu td anh huong dén y dinh Iya chon gui tiét kiém cua khach hang
cd nhan tai Agribank Ham Thuin Nam.

5. Y nghia ciia dé tai

Két qua nghién ciru ctia dé an tot nghiép sé giup cac nha quan tri Agribank Ham
Thuan Nam xac dinh duoc cac yéu t6 chinh anh huong dén y dinh lya chon gui tiét
kiém ctia khach hang c4 nhén tai ngén hang, tir d6 gitp lanh dao ngan hang dé ra cac
chinh sach nham nang cao y dinh lya chon gui tiét kiém cua khach hang c4 nhan tai

ngan hang trong thoi gian toi.

6. Két cau ciia dé an tot nghiép

Két cau ctia D¢ 4n tot nghiép gom céc ndi dung nhu sau:

Phéan I: M¢ dau

Phén II: N6i dung

- Chuong 1: Co sé ly luan va moé hinh nghién cuu

- Chuong 2: Phén tich thyc trang cac yéu td anh huéng dén y dinh Iya chon gt
tiét kiém cua khach hang ca nhan tai Agribank Ham Thuan Nam

- Chuong 3: Giai phap nang cao ¥ dinh lyra chon gui tiét kiém cua khach hang ca
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PHAN 2: NOI DUNG

CHUONG 1: CO SO LY LUAN VA MO HINH NGHIEN CUU
1.1 Ly thuyét vé tién giri tiét kiém
1.1.1 Khdai niém

Theo Piéu 6 Quy Ché vé tién gui tiét kiém sb 1160/2004 QD-NHNN, tién giri
tiét kiém 1a khoan tién cua ca nhan duoc gui vao tai khoan tiét kiém, dugc xac nhan
trén thé tiét kiém, duoc huong 1ai theo qui dinh cua t6 chtrc nhan tién gui tiét kiém va
dugc bao hiém theo qui dinh ctia phap luat vé bao hiém tién giri.

Gup va cong su (2005) dinh nghia “tién giri tiét kiém la khoan tién khach hang
dén giri tai ngan hang dé c6 dugc mirc 14i suat cd dinh trong mot khoan thoi gian nhat
dinh”.

Lé Thi Thu Hang (2012) cho rang “tién gui tiét kiém ngan hang 1a khoan tién
clia ca nhan dugc guri vao tai khoan tién giri tiét kiém tai ngan hang voi mong mudn gia
tang gia tri hién co, dam bdo sy an toan va su thuan tién khi can sir dung. Theo do,
hanh vi gui tién tiét kiém ngan hang cua khach hang ca nhan 14 sy lya chon ciia khach
hang vé ngan hang dé giao dich, loai tién giri, ky han giri va cac loai hinh tiét kiém”.
1.1.2 Phan logi tién givi

Tram Thi Xuan Huong va cong su (2013) cho rang: cin ctr theo thoi gian, tién
gui tiét kiém duoc phan thanh tién gui tiét kiém khong ky han va tién gui tiét kiém co
ky han, trong do:

Tién giri tiét kiém khong ky han 13 hinh thirc gui tiét kiém danh cho khach hang
guri tién vao ngan hang cha yéu vi muc tiéu an toan do chua c6 ké hoach sir dung trong
khoang thoi gian gan. Khi giri tién tiét kiém khong ky han, khach hang c6 thé rit tién
bat ¢ luc ndo, rat mot phan hay toan phan bang tién mat hay thanh toan chuyén khoan
nén ngan hang phai dam bao tén quy dé chi tra. Do d6, ngan hang s& kho 1én ké hoach

str dung tién giri dé cip tin dung va nhitng khoan guri tiét kiém nay thuong c6 ty 16 1ai



sinh 161 thip. Bén canh d6, khach hang s& dugc cip so tién giri tiét kiém khong ky han,
mdi 1an thuc hién giao dich, bat budc khach hang phai xuét trinh so tién gui, s6 nay s&
phan anh tat ca cac giao dich gui tién, rat tién, tién 13i dugc hudng va sb du hién co.

Tién giri tiét kiém c6 ky han 1a loai tiét kiém danh cho khach hang giri tién vao
ngan hang chil yéu vi muc tiéu an toan, sinh loi va da c6 ké hoach st dung trong tuong
lai, vi vy, ngudi giri chi duoc rut ra sau mot ky han nhat dinh. Khach hang thuong 1a
ngudi c6 thu nhap 6n dinh va thudng xuyén, dap Gmg nhu cau chi tiéu hang thang, hang
quy, thudng 13 cong nhan, vién chic huu tri mudn hudng loi tac dinh ky. Pay 1a san
pham c6 tinh thanh khoan thap, chuyén nhuong quyén st dung vén c6 thdi han. Khi sir
dung san pham tiét kiém c6 ky han khach hang s& dugc huong wu dai 13i suat cao va co
tinh canh tranh tiy vao chinh sach cua ting ngan hang, 13i suat co thé thay doi theo
ting ky han (3,6,9,12 thang), theo ting loai dong tién (VND, USD, EUR). Ngan hang
c6 thé huy dong dudi hinh thirc s6 tiét kiém hay chtng chi tién giri, nham huy dong
tién gtri nhan rdi cua ca nhan. Bén canh d6, khach hang ciing s& duogc cip s tiét kiém
va theo ddi tinh 13i hang thang. Mit khac, khach hang chi dugc rat tién theo ding ky
han da ky két, néu rut trudc han khach hang phai chju mat 14i hodc chi hudng theo 13i
suat khong ky han. Tién giri tiét kiém co6 ky han thudng chiém ty trong 10n trong co ciu
ngudn huy dong von ctia NHTM va mang tinh 6n dinh hon tién giri khong ky han. Véi
hinh thirc tién giri tiét kiém c6 ky han, ngan hang c6 thé st dung nhu nguén von cho
vay trung han, ngén han hoac dai han.

Ngoai ra, ngan hang con c6 mot sb loai tién giri tiét kiém khac nham thu hut
khach hang cac hinh thirc khuyén mai nhu nang cao tién ich, tiét kiém cé thuong. ..
Céc hinh thtc tiét kiém khac thuong mang nét dic trung riéng va luén duoc d6i méi dé

canh tranh véi cac ngan hang khac.



1.1.3 Vai tro ciia tién givi tiét kiém ngan hang

Pb6i voi NHTM: Tién giri tiét kiém 1a ngudn von kinh doanh quan trong, chi
phdi toan bd hoat dong va quyét dinh thue hién cac chirc ning cia NHTM. Ngudn tién
g tiét kiém gitp ngan hang thuc hién cac nghiép vu kinh doanh nhu cho vay, kinh
doanh ngoai t&, bao lanh no... Néu khong co tién gui tiét kiém, quy mo cua ngin hang
6 thé bi bod hep va kho thyc hién cac chirc nang cho kinh doanh cia minh (VO Ngoc
Danh, 2017).

Pbi voi khach hang: Tién gui tiét kiém giup khach hang nhan dugc khoan loi
tire tir 13i suat tién giri, ddm bao tinh an toan, tin cy khi ct giir tién bac va mang tinh
tién loi, co thé rat dugc bat ky luc nao néu giri khong ky han va dé dang tiép can véi
cac dich vy khac trong ngan hang (VO Ngoc Danh, 2017, Lé Thi Kim Anh & Tran
Dinh Khoi Nguyén, 2016).

Dbi voi nén kinh té: Viéc huy dong dugc ngudn tién nhan rdi trong nhan dan
gitip cac ngan hang c6 ngudn von kinh doanh 6n dinh, dap Gng nhu cau sir dung von
khac nhau cta nén kinh té va thic ddy phat trién kinh té. Ngoai ra, thong qua ty 1& du
trit bat budc va chinh sach tién t&, ngan hang trung uong c6 thé diéu hanh hiéu qua nén
kinh té (V5 Ngoc Danh, 2017).

1.2 Ly thuyét vé hanh vi khach hang, ¥ dinh hanh vi khach hang
1.2.1 Khai niém hanh vi khach hang

Theo Solomon (2006), Hanh vi khach hang 12 mot tién trinh cho phép mot ca
nhan hay mot nhom ngudi lya chon, mua sam, st dung hoac loai bé mot san phélm/
dich vy, nhiing suy nghi da co, kinh nghiém hay tich Iy, nham théa man nhu cau hay
w6c mudn cua ho. Hanh vi khach hang con duogc hiéu 1a 13 toan bo nhitng hoat dong
lién quan tryc tiép té1 qua trinh tim kiém, thu nhap, mua sdm, s& hitu, st dung, loai bo
san pham/dich vu; n6 bao gdm cé nhiing qua trinh ra quyét dinh dién ra trudc, trong va

sau cac hanh dong do6 (Engel va cdng su, 2005).



Con Kotler (2001) thi cho rang: Hanh vi ctia khach hang 13 nhitng hanh vi cu thé
cia mot ca nhan khi thuc hién cac quyét dinh mua sam, sir dung va vt bé san phém
hay dich vu. Hanh vi khach hang con dwgc hiéu 13 qué trinh ra quyét dinh va hanh
dong ca nhan tham gia vao khi danh gi4, thu théap, st dung, dinh doat hang héa va dich
vu (Loudon & Bitta, 2004).

1.2.2 Khai niém y dinh hanh vi khdach hang

Ajzen (1988) dinh nghia, y dinh hanh vi 14 kha ndng chu quan cia con ngudi
trong viéc du dinh dat dugc mot muc ti€u cu thé trong mot khoang thoi gian nhét dinh.

Tirtiroglu va Elbeck (2008) mé ta y dinh st dung nhu sy san 10ng ctia khach
hang dé tan dung mdt san phém cu thé.

Ajzen va cong su (1975) nhan manh réng, y dinh hanh vi 1a sy do luong du dinh
ctia mot ¢4 nhan thuc hién mot hanh vi cu thé, hodc 1a nhirng cam x1c tich cuc hay ti€u
cuc lién quan dén hanh vi muc tiéu.

1.2.3 Cdc hoc thuyét vé hanh vi khdach hang

Ly thuyét hanh vi dw dinh (TPB - Theory of Planned Behavior)

Thuyét hanh vi du dinh (TPB) dugc phat trién tir 1y thuyét hanh vi hop 1y
(Fishbein & Ajzen, 1975), 1y thuyét ndy duoc tao ra do sy han ché cua 1y thuyét trude
vé viéc cho rang hanh vi cta con nguoi hoan toan do kiém soat cua 1y tri. TPB thao
luan vé cac thai d6 ddi véi hanh vi, chuan muc chu quan va nhan thirc vé kiém soat
hanh vi gop phan vao qué trinh thay d6i ¥ dinh dan dén hanh vi cudi cung (Ajzen,
1991).

Theo Ajzen (1991), mdt nguoi cang co6 thai do thuén lgi va chudn myc chu quan
cung voi kha nang kiém soat hanh vi duoc nhén thirc nhiéu hon, thi cang c6 hanh vi
thuc hién cac ¥ dinh da dwoc dé cap. Y dinh thyuc hién hanh vi duoc dé cap cang manh

thi kha nang thyc hién hanh vi cang cao (Ajzen, 2020).



Thuyét hanh déng hop Iy (TRA - Theory of Reasoned Action)

Thuyét hanh dong hop 1y (TRA) 1a 1y thuyét vé “hanh vi ciia nguoi tiéu ding”
duogc Ajzen va Fishbein xay dung tir nam 1967 va dugc hi€u chinh md rong theo thoi
gian. M6 hinh TRA Fishbein & Ajzen (1975) cho thay y dinh hanh vi ddn dén hanh vi
va ¥ dinh duoc quyét dinh boi thai do ca nhan d6i hanh vi, ciing sy anh hudéng cua
chuén chu quan xung quanh viéc thuc hién cac hanh vi d6. Trong d6, Thai do va chu
quan ¢ ¥ nghia quan trong trong ¥ dinh thyc hién hanh vi, xu hudng tiéu dung 1a yéu
t6 du doan tdt nhat vé hanh vi tiéu dung. Thai d6 dugc do ludong béng nhan thirc vé cac
thudc tinh cua san pham.

Nguoi tiéu ding s& chi y dén nhitng thudc tinh mang lai cac ich 1¢i can thiét va
c6 muc do quan trong khac nhau. Do do, khi ta biét duoc mire do quan trong cua cac
thudc tinh thi c6 thé du doan gan dung két qua lua chon cia nguoi tiéu dung. Yéu t6
chuan cha quan cé thé duge do ludng thong qua nhitng ngudi co lién quan dén ngudi
tiéu dung (nhu gia dinh, ban bé, dong nghiép). Mirc d6 tac dong cta yéu td chuan chu
quan dén xu huéng mua ciia nguoi tiéu ding phu thudc vao muic do ung ho hay phan
d6i d6i véi viéc mua cia ngudi tiéu dung va dong co cia ngudi tiéu dung 1am theo
mong mudn cua nhing ngudi ¢ anh hudng.

Mo hinh EKB (Engle — Kollatt — Blackwell, 1984)

Trong md hinh EKB, hanh vi ciia ngudi tiéu ding c6 thé xem nhu hanh mot
hanh dong lién tuc, bao g@)m viéc nhan théy cac nhu cau, tim kiém thong tin, danh gia
san phdm va mo ta qua trinh ra quyét dinh ctia ngudi tiéu dung va cach dua ra quyét
dinh khi Iya chon thay thé. Qu4 trinh ra quyét dinh dugc chia thanh thu thap va xir ly
thong tin.

Qua trinh nay bi anh huong boi nhicu yéu td bén trong va bén ngoai nhur chuan
muc van hoa, tﬁng 16p xa hd1, nhém tham khao, anh hudng gia dinh va hoan canh thyuc
té... Gitra cac yéu to do, viéc thu nhap thong tin va tic dong ctia moi trudng 1a hai yéu

t6 anh huong then chdt dén viéc ra quyét dinh cudi cing.



1.3 Tong quan cac nghién ciru lién quan
1.3.1 Cdac nghién cvru ngoai nuwdc

Aziz va cong su (2014) diéu tra cac bién s6 anh hudng dén tién gui ciia cac ngan
hang Hbi gido & Qatar trong dai han va ngin han. Nghién ctru st dung dir liéu hang
quy trong giai doan tir ndm 2006 dén nam 2013 va ap dung kiém tra ddng lién két (JI)
va mo hinh stra 16i vecto (VECM). Céac phat hién chi ra rang tién giri cia cic ngan
hang Hoi gido khong bi anh hudng boi bat ky bién sb giai thich nao trong dai han. Tuy
nhién, trong ngin han, tién gui cta cac ngan hang Hoi gido ¢ Qatar bi anh hudng bai
chi s6 CPI, 13i suét tién glri clia cac ngan hang thong thuong ciing nhu ty 1¢ loi nhuan
ctia cac ngan hang Hoi gido. Pay 12 mot trong nhitng nghién ctru ban dau dé cap dén
van dé tién giri cua cac ngan hang Hoi gido & Qatar va cac yéu td anh hudng dén viéc
gui tiét kiém tai cac ngan hang nay.

Asayesh va cong sy (2017) di st dung mo hinh cdu tién Friedman va dir liéu
bang tir hé théng ngan hang cua Iran dé nghién ctru nhitng tac dong cia cac yéu td bén
ngodi va bén trong td chirc anh hudng dén viéce giri tién ngan hang. Két qua nghién ctru
cho thiy cac bién s6 nhu chi sb gia ca, chi sd gia nha o, ty gia héi doai, thu nhap qudc
dan binh quan dau ngudi, sé luong chi nhanh ngan hang va may ATM c6 anh hudng
dén luong tién giri ngan hang

Yakubu & Abokor (2020) xem xét cac yéu to chinh anh huong dén ting truong
tién gui tiét kiém c4 nhan tai cac ngan hang & Tho Nhi Ky trong giai doan 2000-2016.
Biang cach tiép can do tré phan tan tu hdi quy, xem xét cac khia canh thoi gian ngan
han va dai han, cac tac gid nghién clru cac dac diém cua ngan hang anh hudng dén tang
trudng tién gui va didu tra anh hudng cua cac yéu td kinh té vi mo va cac cap ngan
hang dén ting trudng tién gui. Két qua cho thiy sy 6n dinh cua ngan hang, hiéu qua
ctia khu vire ngan hang, cung tién rong rii, ting truong kinh t& va lam phat 13 nhimg

yéu t6 quyét dinh dang ké dén ting truong tién gui trong dai han. Pong thoi, trong
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ngan han, chi c6 viéc mé rong chi nhanh va cung tng tién rong rai 1a phu hop vé6i hoat
dong huy dong tién giri ngan hang.
1.3.2 Cdac nghién cvwu trong nwoc

Lé Thi Kim Anh & Tran Dinh Khoi Nguyén (2016) nghién ciru cic nhan t6 anh
huong dén quyét dinh lya chon ngan hang giri tiét kiém trén dia ban thanh phd Tuy
Hoa, tinh Phii Yén. Trén co s& tong hop 1y thuyét va phuong phap théng ké mo ta,
kiém dinh Cronbach’s Alpha, phan tich nhan t6 kham pha (EFA), phan tich nhan t6
khang dinh (CFA) va mé hinh cau triic tuyén tinh (SEM), nhom tac gia da chi ra c6 6
nhan t6 anh huong thuan chiéu dén quyét dinh lya chon ngan hang gui tiét kiém 1a sy
an toan, su thudn tién, chat luong dich vu, 191 ich tai chinh, hinh thirc chiéu thi va anh
huong ctia ngudi 6 lién quan. Ngoai ra, tic gia con dua ra mot sé ham ¥ chinh sach va
céc hudng nghién ciru tiép theo nham nang cao chat lugng phuc vu khach hang.

Lé Thuy Nhién va cong su (2020) di nghién ctru cac yéu té anh huéng dén
quyét dinh giri tiét kiém cua khach hang ca nhan tai ABBANK Can Tho. Thong qua
viéc khao sat 200 khach hang ca nhan da va dang guri tiét kiém tai ABBANK Can Tho,
két qua nghién ctru cho thdy c6 5 nhan t6 anh huong dén quyét dinh giri tiét kiém cua
khach hang c4 nhan la Sy thuan tién; Uy tin va thuong hiéu; Loi ich tai chinh; Hinh
anh nhan vién; Hinh thtrc chiéu thi. Dya vao nhirng két qua nghién ctru dat dugc, nhom
tac gia dé xuat mot s ham y chinh sach nham thu hat khach hang gui tiét kiém va nang
cao chat lugng dich vu tién gtri mot cach hiéu qua tai ABBANK Can Tho trong thoi
gian toi.

V& Thi Ngoc Thity va Nguyén Vii Hoai An (2021) da xac dinh va do ludng cac
yéu té anh huong dén quyét dinh lwa chon ngan hang gui tiét kiém cta khach hang ca
nhan tai tinh Bén Tre. Nhém tac gia sir dung mau thuan tién gom 279 khach hang trong
d6 tudi tir 20 dén 65 tudi, dit liéu thu vé s& duoc phan tich bang kiém dinh do tin cay,
phan tich nhan t6 khdm pha, phan tich hdi quy Binary Logistic. Két qua nghién ciru

cho thiy ring, trai vi mot sd khang dinh truée diy, Danh tiéng ngan hang khong co
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tac dong dén quyét dinh lya chon ngan hang giri tiét kiém. Bén canh d6, cac yéu tb (i)
Su thuan tién, (i1) Chét lugng dich vy, (ii1) Cong nghé ngan hang, (iv) Loi ich tai chinh,
(v) Nhom tham khao c6 tac dong tich cuc dén quyét dinh Iya chon ngan hang guri tiét
kiém. Két qua tir nghién ctru ndy cho thdy cic Ngan hang véi tu cach 1a nha cung cap
dich vu tai chinh, nén x4y dung céac chién luge kinh doanh pht hop véi thi trudng bang
cach cung cdp cac dich vu c6 nhiéu tién ich hon duwa trén nén tang hé théng va cong
nghé hién dai. Nghién ctru ndy ciing di tach biét thang do yéu t6 “Céng nghé ngan
hang” ra khoi yéu t6 “Sy thuan tién” hay yéu t6 Chat luong dich vu. Thang do déng tin
ciy ndy sé& 1a tiéu chuan cho céc nghién ctru trong linh vire Iya chon ngin hang tai Viét
Nam trong tuong lai.
1.4 Mo hinh va gia thuyét nghién ctru
1.4.1 M6 hinh nghién ciru

Thong qua co s& 1y thuyét nén, cac hoc thuyét lién quan va cic nghién ctru cla
cac tac gia trong va ngoai nudc ¢ lién quan dén muc tidu nghién ciru cua dé tai, tidu
biéu 14 nghién ctru ciia Lé Thuy Nhién va cong su (2020); V& Thi Ngoc Thuay va cong
su (2021), tac gia xdy dyng mé hinh nghién ciru 1y thuyét vé cac yéu to anh hudng dén
y dinh Iya chon gtri tiét kiém cua khéach hang c4 nhan tai Agribank Ham Thuan Nam,
d6 1a: Chét luong dich vy; Hinh thure chi€u thi; Nhom tham khao; Lai suét tién gui; Su

an toan; Su thuan tién.
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Chiit lwong dich vu

Hinh thirc chiéu thi

MNhdam tham kKhiao

Y dinh Iwa
chon giri tiét
kiém cua KH

ci nhin tai

Lii sufit tién giri

Agpribank
Ham Thuin
MNam

Swan toan

Suthuin tién

Hinh 1.1 Mb hinh nghién ctru dé xuat

Trén co s¢ ly thuyét nén, cac hoc thuyét lién quan va cac nghién ctru trudce, dién

Gia thuyét Hi: Chat lugng dich vu c6 tuong quan véi y dinh lya chon gui tiét

Gia thuyét Ha: Hinh thirc chiéu thi c6 twong quan véi ¥ dinh lya chon giri tiét

Nguon: Tac gia dé xuat

1.4.2 Cdc gid thuyét ciia nghién ciru
hinh nhu két qua trong cac nghién ctru ctia Lé Thuy Nhién va cong su (2020); VS Thi
Ngoc Thity va cong sy (2021), Lé Thi Kim Anh & Tran Pinh Khoi Nguyén (2016),
g v6i md hinh nghién ciru dé xuat trén, cac gia thuyét nghién ctru duoc trinh bay nhu

ki€m cua khach hang ca nhan tai Agribank Ham Thudn Nam.

ki€m cua khach hang ca nhan tai Agribank Ham Thudn Nam.
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Gia thuyét Hz: Nhom tham khao c6 twong quan véi ¥ dinh lua chon gui tiét
kiém cua khach hang ca nhan tai Agribank Ham Thudn Nam.

Gia thuyét Hy: Lai sut tién gtri c6 twong quan voi y dinh lira chon giri tiét kiém
cua khach hang ca nhan tai Agribank Ham Thuin Nam.

Gia thuyét Hs: Sy an toan c6 twong quan véi v dinh Iya chon giri tiét kiém cia
khach hang c& nhan tai Agribank Ham Thuan Nam.

Gia thuyét Hg: Su thuan tién c6 tuong quan voi ¥ dinh lya chon g tiét kiém

cua khach hang cé nhan tai Agribank Ham Thuin Nam.

1.5 Thang do

Céac Thang do dung trong nghién ctru duoc ké thira tir cac thang do trong cac
nghién ctru cua Lé Thuy Nhién va cong sy (2020); V& Thi Ngoc Thiuy va cdng su
(2021); Lé Thi Kim Anh va cong sy (2016). C6 tat ca 7 thang do dugc sir dung trong
nghién cru gém 6 thang do nhdm do ludng cho cac yéu t6 doc lap va 1 thang do do
luong cho yéu t6 phu thudc. Théng qua thao ludn véi 7 chuyén gia hién dang gitr cac
chtrc vu quan 1y hoat dong cung cdp dich vu huy dong cua Agribank Binh Thuin va
Agribank Ham Thuan Nam, cac thang do sau khi thdo ludn dugc trinh bay trong Bang

1.1 bén dudi nhu sau:

Bang 1.1 Thang do nghién ctru

Stt Ky hi¢u Noi dung bién quan sat do lwdng Ngudn

Chat lwong dich vu - DV

Agribank Ham Thudn Nam gidi | L€ Thi Kim Anh va
1 DV1 quyét cac khiéu nai cta khach hang | Tran  Pinh  Khéi
thoa dang Nguyén (2016); Lé

5 DV2 Agribank Ham Thudn Nam xu ly | Thuy Nhién va cong
cac giao dich nhanh chong su (2020)
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Agribank Ham Thudn Nam minh

3 DV3 bach, rd rang cac thong tin ngay tur
dau
Agribank Ham Thuén Nam dam bao
4 DV4

an toan tién gui tot

Hinh thirc chiéu thi -

CT

Agribank Ham Thuan Nam c6 nhiéu

5 CT1 chuong trinh wu dai 13 suat huy
dong hap dan
Agribank Ham Thuan Nam thuong
_ Lé Thi Kim Anh va
6 CT2 xuyén thuc hién cac chuong trinh .
i ) Tran Dinh  Khoi
khuyén mai
Nguyén (2016); Lé
Agribank Ham Thuan Nam cé cac \ A U eA
- CT3 g | Thuy Nhién va cong
chuong trinh tri an khach hang su (2020)
Agribank Ham Thudn Nam c¢6
chuwong trinh wu dii 13i suat danh
8 CT4 ‘ ‘.
riéng cho tung doi tugng khach
hang
Nhom tham khio - TK

To6i biét dén Agribank Ham Thuén

9 TK1 Nam thong qua su gio1 thi¢u tur
nguoi than, gia dinh
To6i biét dén Agribank Ham Thuan

10 TK2 Nam thong qua su gidi thiéu tir dong
nghiép

11 TK3 To6i biét dén Agribank Ham Thuin

Lé Thi Kim Anh va
Tran Dinh  Khoi
Nguyén (2016)
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Nam thong qua sy gidi thi¢u tir nhan

vién ngan hang

12 TK4

T6i biét dén Agribank Ham Thuin
Nam thong qua su gidi thiéu tir dbi

tac

Lai sudt tién giri - LS

Agribank Ham Thuan Nam c6 lai

13 LS1 L

suat tién gui canh tranh

Agribank Ham Thuan Nam c6 chi
14 LS2 ,

phi dich vu thap

Agribank Ham Thuan Nam c¢o
15 LS3 )

phuong thirc tinh 1ai phu hop

Khach hang c6 thém nhiéu loi ich
16 LS4

tai chinh khac ngoai 1ai suat tién guri

Lé Thuy Nhién va
cong sy (2020); Vo
Thi Ngoc Thuy va
Nguyén Vii Hoai An
(2021)

Sw an toan - AT

Agribank Ham Thuan Nam lau doi,

17 ATI1 .
cé uy tin trén thi truong
Agribank Ham Thuan Nam c6 ché
18 AT2 ‘ ,
do bao mat thong tin khach hang tot
Agribank Ham Thuan Nam c6 nhiéu
19 AT3 . . . 4 .
nguoi st dung dich vu gui tiét ki€ém
Agribank Ham Thuén Nam hién dai,
20 AT4

st dung cong nghé hang dau

Lé Thi Kim Anh va
binh  Khoi
Nguyén (2016); Lé

Tran

Thuy Nhién va cong
su (2020)

Sw thuin tién - TT

21 TT1

Vi tri phong giao dich, chi nhéanh
cua Agribank Ham Thudn Nam

L& Thuy Nhién va
cong sy (2020); Vo
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thuan tién, dé tim

22 TT2

Hé théong ATM cua Agribank Ham
Thuan Nam rong khip

23 TT3

Cac dich vu truc tuyén cua Agribank

Ham Thuan Nam dé sir dung

Thi Ngoc Thuy va
Nguyén Vii Hoai An
(2021)

Y dinh lya chon giri

Thuan Nam - YD

tiét kiém ciia khach hang ca nhan tai Agribank Ham

24 YD1

San sang gui tiét kiém vao ngan
hang c6 chat luong dich vu dap ung

mong muodn cua khach hang

25 YD2

San sang gui tiét kiém vao ngan
hang ma loi ich khach hang nhan
dugc xtng dang khi giao dich voi

ngan hang

26 YD3

To1 s€ gidi thi€u dich vu ctia ngan

hang véi moi ngudi xung quanh

Lé Thi Kim Anh va
Trin  Dinh  Khoi
Nguyén (2016); Lé
Thuy Nhién va cong
su (2020); Vo Thi
Ngoc Thuay va
Nguyén Vii Hoai An
(2021)

Nguon: Téc gia tong hop tir cac nghién clru trude

1.6 Phwong phap chon miu, quy mdé miu va cdng cu phan tich dir liéu

1.6.1 Phuong phdp chon méu

Phuong phap chon mau thuén tién dugc sir dung cho nghién ctru nay vi phu hop

v6i diéu kién tai chinh, thoi gian cling nhu phuong phéap phén tich, kham pha nhan t6

anh huong ma dé tai dang ap dung cho nghién ciru nay.

1.6.2 Quy mé méu nghién ciru

Mau nghién ctru phu thude vao muc ti€u, quy mod cua nghién ctu va phuong

phap nghién ctru ma dé tai sir dung dé phan tich.
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Hair va cong su (2010) cho ring: khi nghién ctru st dung phén tich nhan tb
kham ph4, kich thudc miu tdi thiéu phai 1a 50 hodc theo ty 18 5:1 (5 dbi twong duoc
khao sat cho 1 bién quan sat).

Tabachnick va Fidell (1991) thi cho rang kich thuéc miu nghién ctru dya vao
quy trinh xtr Iy va phan tich s liéu c6 sir dung hdi quy boi, theo d6 dé phan tich hdi
quy va dat duoc két qua hoi quy tt nhit thi kich ¢& mAu phai thoa man cong thic: n >
8m + 50, theo do: n 1a kich ¢& mau va m 1a sé bién doc lap trong mé hinh. Theo tiéu
chi nay, dé tai c6 tat ca 6 bién doc lap thi kich thudc mau nghién ciru t6i thiéu phai
bang 98 d6i twong khao sat.

Nham dam bao do tin cdy va giam sai st trong van dé chon mau nghién ciru va
dap Gmg tot hon cac yéu cau khi phan tich dir liéu nham mang lai hiéu qué cao nhét cho
két qua nghién ctru, mau nghién ciru can duge chon véi kich thude 16n hon so véi kich
thudc mau téi thiéu theo cong thic cua Tabachnick va Fidell (2007), do dé trong
nghién ctru ndy tac gia quyét dinh khao sat 250 khach hang sir dung dich vu tién gui
cua Agribank Ham Thuén Nam.

1.6.3 Cong cu phdn tich dit liéu

Phén tich d¢ tin ciy Cronbach’s Alpha

Thang do dugc kiém dinh do tin cay thong qua h¢ s6 Cronbach’s Alpha. H¢ $6
Cronbach’s Alpha gitip loai bé cac bién khong phit hop va han ché cac bién rac trong
mo hinh nghién ctru, tranh gdy ra nhidu két qua thu duoc, lam anh huong x4u dén y
nghia thong ké. Hé s6 Cronbach’s Alpha do ludng tot nhat do tin cdy cta thang do tir 3
bién quan sat trd 1én (Nguyén Dinh Tho, 2011).

Thang do dugc kiém dinh do tin cay thong qua h¢ s6 Cronbach’s Alpha. H¢ $6
Cronbach’s Alpha gitip loai bo cac bién khong phu hop va han ché cac bién rac trong
mo hinh nghién ctru, tranh gdy ra nhidu két qua thu dugc, lam anh hudng xau dén y
nghia théng ké. Do tin ciy cua thang do dugc xac dinh thong qua hé sb Cronbach’s

Alpha va hé s twong quan bién tong thé. Mot thang do c6 do tin cdy tot khi hé sb
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Cronbach Alpha nim trong khoang [0.70 ; 0.90]. Néu Cronbach Alpha tir 0.6 trd 1én thi
thang do c6 thé sir dung duoc trong trudng hop khai niém thang do ludong 1 méi hoidc
m&i d6i voi nguodi phong van trong bdi canh nghién ciru (Hoang Trong va Chu Nguyén
Mong Ngoc, 2008). Cac bién do ludng dung dé do ludng cing mot khai niém nén
chung phai c6 mbi twong quan voi nhau. Néu hé sb twong quan bién tong cua tirng bién
do ludng nho hon 0.3 thi bién d6 khong dat yéu cau.

Phén tich nhan t6 kham pha EFA

Sau khi kiém tra d9 tin cdy cta thang do, tién hanh phan tich nhan t6 dé xem xét
gia tri hoi tu va gia tri phan biét cia thang do cac khai niém, 1y d6 lam co s¢ dé rut
trich ra cac yéu to dé tién hanh phan tich hoi quy. Phan tich nhan t6 kham pha EFA s&
tra 101 cdu hoi liéu cac bién quan sat ding dé xem xét sy tac dong cua cac yéu tb co do
két dinh cao hay khong va chung c6 thé gom gon lai thanh mot s6 nhom yéu to it hon
dé xem xét khong. Poi voi nhitng bién khong dam bao do tin cay s& bi loai khoi thang
do.

Phén tich nhan t6 khdam pha EFA (Exploratory Factor Analysis) 1a ky thuét st
dung dé thu nho va tom tit dir liéu. Phan tich kham pha nhén to s& gitip tac gia thu gon
cac bién quan sat thanh cac bién tiém an it hon, c6 y nghia hon trong viéc giai thich mo
hinh nghién ctru.

Mot s6 tiéu chuan ap dung khi phan tich EFA trong nghién ctru nhu sau:

(i) Kiém dinh su thich hop cua phan tich nhan t6 vé6i dir liéu cia mau thong qua
gia tri thong ké Kaiser-Meyer-Olkin (KMO). Theo d9, trj sé cia KMO 16n hon 0.5 thi
phan tich nhan t 1a thich hop (Hair va cdng su, 2010), nguoc lai néu tri s6 KMO nho
hon 0.5 thi 4p dung phuong phap phén tich nhan t§ khong thich hop véi dit liéu dang
co;

(11) So lugng nhan t6: Sb lugng nhan t6 duoc xac dinh dya vao chi sb eigenvalue

dai dién cho phan bién thién dugc giai thich boi mdi nhéan t6. Theo tiéu chuan Kaiser
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thi nhitng nhan t4 c6 eigenvalue nhé hon 1 s& bi loai khéi mé hinh nghién ctru (Nguyén
binh Tho, 2011);

(iii) Phuong sai trich: Tong phuong sai trich phai 16n hon 50% (Hair va cong su,
2010). Do gia tri hoi tu: Dé thang do dat gia tri hoi tu thi hé sd twong quan don gitta cac
bién va cac hé sb chuyén tai nhan té (factor loading) phai 16n hon hodc bang 0.5 trong
mot nhan t6 (Gerbing & Anderson, 1988);

(iv) Phuong phéap trich hé sd yéu t6 Principal components v&i phép xoay
Varimax dé dam bao s6 lugng nhan t6 14 bé nhat (Hoang Trong va Chu Nguyén Mong
Ngoc, 2008).

Phan tich hoi quy bdi

Phan tich hdi quy tuyén tinh da bién bang phuwong phép binh phwong nho nhat
thong thuong (ordinary Least Square — OLS) duoc thuc hién nham kiém dinh mé hinh
1y thuyét va qua d6 xac dinh cuong do tic dong cua ting yéu to anh huong. Sau khi
xay dung duoc mo hinh hdi quy bing phuong phap téng binh phuong nhé nhét, ¢é dam
bdo md hinh xay dung, tac gia tién hanh kiém dinh sy thda man cua cac gia thuyét cua
phuong phap OLS, bao gdm: hién tuong da cong tuyén, hién tuong phuong sai sai s6
thay d6i, hién tuong ty trong quan. Theo do:

(i) Kiém dinh hién tuong da cong tuyén trong mé hinh: Pa cong tuyén 1a mot
hién tuong trong do cac bién doc 1ap c6 twong quan chit ché voi nhau. Van dé cia hién
tugng da cong tuyén 1a ching cung cip cho mé hinh nhitng thong tin giéng nhau va rat
khoé tach anh huong cua tung bién mot. D6i vai hién tuong da cong tuyén, do sai léch
cho phép (tolerance) hodc hé s6 phong dai phuong sai VIF (variance inflation factor)
khi VIF nhé hon hodc bang 2 nghia 13 cac bién doc 1ap khong c6 twong quan tuyén tinh
v6i nhau.

(ii) Kiém dinh hién tugng phuong sai sai s6 thay d6i: Phuong sai thay doi la
hién twong phuong sai cua cic sé hang nay khong giéng nhau. Khi phuong sai cuia cac

sai sO thay doi thi cadc udc lugng cua cac hé so hoi quy khong hi¢u qua, cac kiém dinh
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T va F khong con dang tin cdy. Néu do 16n ciia phan du chuan hoa ting hodc giam theo
gia tri du doan thi c¢6 kha ning gia thuyét phuong sai khong doi bi vi pham.

(iii) Kiém dinh hién twong tu twong quan: Day 1a mot dang vi pham céac gia
thuyét co ban s hang nhiéu, hé qua khi bé qua sy tu twong quan 1a cac du bao va udc
lwong van khong thién 1éch va nhit quan nhung khéng hiéu qua. Trong trudng hop do,
kiém dinh Durbin — Watson 13 kiém dinh phd bién nhit cho trong quan chudi bac nhét.

Kiém dinh cac gia thuyét nghién ctru:

Céc gia thuyét nghién ctru s& dugc tién hanh kiém dinh thong qua dit liéu nghién
ctru ctia phuong trinh hdi quy dugc xay dung. Tiéu chuan kiém dinh str dung thong ké t
va gia tri p-value (Sig.) twong ung, do tin cay ldy theo chuan 95%, gia tri p-value s&
dugc so sanh truc tiép véi gia tri 0.05 dé két luan chip thuan hay bac bo gia thuyét
nghién ctru. Poi v6i cac kiém dinh su khac nhau gitta cac tong thé con trong nghién
ctru ta sir dung kiém dinh T-test va phan tich phuong sai (ANOVA) dé kiém dinh, kiém
dinh nay ciing sir dung viéc so sanh truc tiép gid tri p-value twong tng. Pé xem xét sy
phu hop dit liéu va su pht hop cia mo hinh ta st dung hé s6 R-square, théng ké t va
théng ké F dé kiém dinh. Dé danh gia sy quan trong cta cac nhén t6 ta xem xét hé sb
Beta tuong tng trong phuong trinh hoi quy bdi duge xay dung tir dit liéu nghién ciru.

Phan tich ANOVA

Phéan tich phuong sai ANOVA duoc st dung nham kiém dinh su khac biét gitra
dic diém cua cac bién dinh tinh voi bién dinh lugng. Kiém dinh T-test dugc st dung
trong kiém dinh sy khac biét vé gia tri trung binh cua tong thé voi mot gia tri cho trude,
hodc kiém dinh su khac biét vé gia tri trung binh gilta hai téng thé. Independent
Samples T-test: 1a mot thir nghiém théng ké kiém dinh xem c6 su khac biét c6 ¥ nghia
thong ké giita cac phuong tién trong hai nhom thdng ké khong lién quan hay khong.
Kiém tra kiém dinh Levene’s ¢ bang Independent Samples Test. Néu sig. ctia kiém
dinh nay < 0.05 thi phuong sai gitra 2 Iya chon cua bién dinh tinh & trén khac nhau, ta

s€ su dung két qua kiém dinh t & phan Equal variances not assumed. Néu gia tri sig cuia
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kiém dinh t & phan Equal variances not assumed sig. > 0.05 thi két luan kiém dinh t
khong co su khac biét, con Sig < 0.05 thi két luan c6 su khac biét gilta cac nhom cua
bién dinh tinh.

Trong truong hop cac bién dinh tinh c6 nhiéu hon hai lya chon, phép kiém dinh
ANOVA s& duoc str dung dé tim ra su khac biét v6i bién dinh luong. Thuc hién kiém
tra kiém dinh Levene & bang Test of Homogeneity of variances, néu sig ¢ kiém dinh
nay < 0.05 thi két ludn phuong sai gitta cac lwa chon cua bién dinh tinh & trén khéc
nhau. Néu sig ¢ kiém dinh nay > 0.05 thi phuong sai giita cac lya chon cia bién dinh
tinh & trén khong khac nhau, xem tiép két qua & bang ANOVA. Néu sig ¢ bang nay >
0.05 thi két luan khong c6 su khac biét gitta cac nhom bién dinh tinh, con néu sig O
bang nay < 0.05 thi két luan co6 su khac biét giira cac nhém bién dinh tinh.

TOM TAT CHUONG 1

Chuong 1 cta Phan noi dung da trinh bay cac ndi dung vé 1y thuyét nén lién
quan dén muc tiéu nghién ctru ctia dé tai nhu: Ly thuyét vé tién giri tiét kiém; Ly thuyét
vé hanh vi khach hanh; Céac hoc thuyét vé hanh vi khach hang. Ngoai ra, chuong 1 con
phan tich mot s6 nghién ciru trong va ngoai nude cd6 muc tiéu nghién ctru tuong dong
v6i muc tiéu cia dé tai dé 1am co so xdy dung mo hinh nghién ctru cho dé tai. M6 hinh
nghién ctru ctia dé tai dugc ké thira tir cac nghién ctru cua Lé Thuy Nhién va cong su
(2020); V& Thi Ngoc Thily va cong su (2021) gébm 6 yéu t6 anh hudng dén y dinh lra
chon gui tiét kiém cua khach hang ca nhan tai Agribank Ham Thuan Nam, d¢6 la: Chat
lwong dich vu; Hinh thirc chiéu thi; Nhom tham khao; Lai sut tién gui; Su an toan; Su
thuan tién. Bén canh do, nghién ctru cling xay dung céc thang do dung trong nghién
clru trén co s6 ké thira thang do trong cac nghién ctru trude. Trong Chuong 2 tiép theo,
nghién ctru trinh bay ndi dung vé phan tich thuc trang cac yéu t6 anh hudéng dén y dinh

lya chon gui tiét kiém cua khach hang ca nhan tai Agribank Ham Thudn Nam.
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CHUONG 2: PHAN TiCH THUC TRANG CAC YEU TO ANH
HUONG PEN Y PINH LUA CHON GUI TIET KIEM CUA
KHACH HANG CA NHAN TAI AGRIBANK HAM THUAN

NAM

2.1 Tong quan vé Agribank Haim Thuin Nam
2.1.1 Tong quan vé Agribank Binh Thudn

Niam 1988, Ngan hang Phat trién Nong nghiép Viét Nam duoc thanh 1ap theo
Nghi dinh sé 53/HPBT ngay 26/3/1988 ctua Hoi dong Bo truong (nay 1a Chinh phu).
Ngan hang Phat trién Nong nghiép hinh thanh trén co s tiép nhan tir Ngan hang Nha
nudc: tat ca cac chi nhanh Ngan hang Nha nudce huyén, Phong Tin dung Nong nghiép,
quy tiét kiém tai cac chi nhanh Ngan hang Nha nudc tinh, thanh phd, (tén giao dich
ngay nay la Agribank).

Trong qua trinh hinh thanh va phat trién Ngan hang Nong Nghiép Phat trién
Nong thon (Agribank) tich cuc mé réng quan hé quéc té va kinh doanh ddi ngoai, nhan
duoc su tai tro cia cac td chire tai chinh tin dung quéc té nhu WB, ADB, IFAD, ngan
hang tai thiét Ptrc d6i méi cong nghé, dao tao nhan vién. Tiép nhan va trién khai co
hiéu qua 50 du an nudc ngoai véi tong sd von trén 1300 triéu USD chu yéu dau tu vao
khu vuc kinh té nong nghiép, nong thon. Ngoai hé thong thanh toan qudc té qua mang
SWIFT, NHNo d3 thiét 1ap duoc hé théng thanh toan chuyén tién dién tu, may rut tién
tu dong ATM trong toan hé thng.

Tién hanh d6i méi toan dién mo hinh t6 chirc, mang luéi kinh doanh theo huéng
tinh giam trung gian, ting ning luc cho cac don vi truc tiép kinh doanh. Ddi méi cong
tac quan tri diéu hanh, quy trinh nghiép vu theo huéng don gian hoa cac thu tuc tao
diéu kién thuan loi cho khach hang. Tap trung moi nguén luc dao tao can bo nhan vién
theo huéng chuyén mén hoa, ting cudng co sd vat chat ki thuat, hién dai hoa cong

nghé. Agribank chi trong gi6i thiéu va phat trién cac san pham, dich vu ngan hang tién
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ich tién tién, dién hinh 14 cac dich vu Mobile Banking nhu: SMS Banking, VnTopup,
ATransfer, Apaybill, VnMart, két ndi thanh toan véi Kho bac, hai quan trong vi¢c phéi
hop thu ngan sach, phat hanh duogc trén 4 tri¢u thé cac loai.

Chi nhanh Ngan hang Phat trién Nong nghi¢p Thuan Hai dugc thanh 13p theo
Quyét dinh s6 20/NH/TCCB ngay 20/06/1988 ciia Tong Giam déc NHNN Viét Nam.
Sau khi chia tich tinh Thuan Hai nim 1992 va duoc ddi tén theo Quyét dinh
198/1998/QD-NHNN ngay 02/06/1998 ctia Théng ddc Ngan hang Nha nude thanh chi
nhanh Ngan hang Nong nghiép va Phat trién Nong thon tinh Binh Thuan, Agribank Chi
nhanh Binh Thuédn ngay nay.

Agribank Chi nhanh Binh Thudn 1a mdt Ngan hang thuong mai trén dia ban tinh
Binh Thuén (c6 dia chi tai S6 02 - 04 Trung Tric - Phudng Pirc Nghia - Thanh phd
Phan Thiét - Binh Thuan) v&i quy mé 1a mot chi nhanh cip I ¢6 15 chi nhanh cap III va
07 phong giao dich truc thudc phan bé trén 08 huyén, thi xa va 01 thanh phd cua tinh
Binh Thudn. Agribank Binh Thuan 14 chi nhanh cip 1 tryc thuéc Ngan hang Nong
nghiép va Phat trién Nong Thon Viét Nam. Vé mat phap 1y, Agribank Binh Thuan 13
Chi nhanh thuc hién cac chtrc ning va nhiém vu theo sy iy quyén ctia Agribank, vé co
ban la don vi thuc hién gﬁn nhu dﬁy da céc linh vuc cua mdt ngan hang thuong mai.
Ttr khi thanh 14p dén nay, hoat dong kinh doanh ctia ngan hang c6 téc d6 ting trudng
nhanh va bén viing, vé co ban dap ing du nhu ciu cho su phat trién ctia cac thanh phan
kinh té trén dja ban, dong gop khong nhod dén su nghi¢p phat trién kinh té - xa hoi, su
nghiép cong nghiép hoa, hién dai héa nong nghiép, ndng thoén tai tinh Binh Thuéan.
Mang lu6i hoat dong hién nay ctia Agribank Binh Thuan g@)m: 01 Hoi S¢ Tinh, 14 Chi
nhanh va 07 Phong giao dich truc thuQc trai déu tir thanh thi dén nong thon trong pham
vi toan tinh. Bién ché dén 31/12/2019 c6 428 can bd, trong d6 hon 90,9% c6 trinh d6
dai hoc va trén dai hoc; 100% can by nhan vién st dung thanh thao may vi tinh va tng

dung cong ngh¢ tin hoc hién dai trong tdc nghi¢p hang ngay.
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Thanh 14p trong bdi canh nén kinh té khé khin va chuyén bién phuc tap.
Agribank Binh Thuan dat try s¢ tai 02-04 Trung Tric —thanh phé Phan Thiét —tinh
Binh Thuén, tai mot tinh nhé, dan sd chi hon 1,2 triéu ngudi nhung c6 khong dudi 20
t6 chirc Ngan hang thuong mai va quy tin dung hoat dong. Pay 1a mdi trudong canh
tranh s6i dong ctia cac Ngan hang thwong mai c6 phan va to chire tin dung nén viée
ting trudng tin dung va thu hut ngudn von lac nao cling dién ra quyét liét. Lam phat
ctia nén kinh té trong nhitng nim qua ting cao, c6 lic khong kiém soat dugc di 1am
cho hoat dong Ngan hang gip khong it kho khan, nguon vén huy dong khan hiém, no
xau cac Ngan hang ting vuot mirc cho phép nhiéu lan, c6 nhiéu khoan vay ng cua
khach hang phai thuc hién co cau lai va ban ng cho Cong ty quan 1y tai san (VAMC).
Tuy nhién xdc dinh dugc nhi€ém vu ctia minh Agribank Chi nhdnh Binh Thuan ngoai
muc dich kinh doanh con 13 Ngan hang di dau trong nhiém vu phat trién kinh té dia
phuong. Pugc su quan tim cta cac cap lanh dao, chinh quyén dia phuong, cing sy nd
luc phén d4u vuon 1én cua tap thé can bo nhan vién tai Chi nhanh nén trong thoi gian
ké tir khi thanh 1ap dén nay Agribank Chi nhanh Binh Thuan luén hoan thanh t6t nhiém
vu dugc giao, nguén von, du ng tang truéng on dinh, chat lugng san phém dich vu
ngay cang dugc nang cao, ng x4u dugc kiém soat, thu nhap nguoi lao dong dugc dam
bao.

2.1.2 Tong quan vé Agribank Ham Thudn Nam

Ngan Hang Nong Nghiép Va Phat Trién Nong Thén Viét Nam - Chi Nhanh
Ham Thuan Nam (Agribank Ham Thudn Nam), c6 dia chi tai S6 263 buong Tran
Hung Dao, Thi Tran Thuin Nam, Huyén Ham Thuidn Nam, Tinh Binh Thuéan.
Agribank Ham Thuan Nam la chi nhénh tryc thudc su quan ly cua Ngan hang Nong
nghiép va Phét trién Nong Thon Viét Nam — Chi nhanh Binh Thuan (Agribank Binh
Thuén).
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V& mit phap 1y, Agribank Ham Thuén Nam 1a Chi nhanh thuc hién cac chic
nang va nhiém vu theo sy Gy quyén cta Agribank, vé co ban 1a don vi thuc hién gan
nhu ddy du cac linh vuc cia mot ngan hang thuong mai.

Ttr khi thanh 1ap dén nay, hoat dong kinh doanh ctia ngan hang c6 toc do ting
treong nhanh va bén viing, vé co ban dap tmg du nhu cdu cho su phat trién cia cac
thanh phan kinh té trén dia ban, déng gop khong nhé dén su nghiép phat trién kinh té -
xa hoi, sy nghi¢p cong nghiép hoa, hién dai héa ndong nghi€p, ndng thén trén dia ban
Huyén Ham Thuan Nam.

Mang lu6i hoat dong hién nay cua Agribank Ham Thuin Nam gom tong cong 2
chi nhanh va phong giao dich duoc dat & Huyén Ham Thuan Nam. Co cAu td chtrc cua

Agribank Ham Thuin Nam dugc trinh bay nhu Hinh 2.1 bén duéi nhu sau:

Giam Déc
Phé Giam Déc Phé Giam Déc

( Phu trach tin dung ) ( Phu trach Ké todn- Ngén qui)

b s
Truedng Phong Tin Tredng Phong Ké todn — Ngin

Dung quy

Phé Phong Phé Phong Phé Phong Phé Phong
Tin Dung Tin Dung KT-NQ KT-NQ
Nhén vién

Hinh 2.1 So @6 co cAu to chirc clia Agribank Ham Thuin Nam

Nguén: Agribank Ham Thuin Nam
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Agribank Ham Thuan Nam cung cip diy du cic san pham, dich vu v6i hé théng
trén 200 san pham dich vu ciia Agribank va dugc phan theo 2 nhém khach hang chinh
duogc trinh bay & Bang 2.1 bén dudi:

Bang 2.1 San pham, dich vu ciia Agribank Ham Thuin Nam

TT Khach hang ca nhan Khach hang doanh nghiép
1 Tién goi Agribank Tai khoan & Tién gui
2 Vay von Agribank Tin dung Doanh nghiép
3 Thé Agribank Thé Agribank
4 Thanh toan & Chuyén tién Thanh toan trong nuéc
5 Ngan hang dién tur Thanh toén qudc té
6 Bao hiém Béo lanh
7 Dich vu khac Ngan hang dién tr
8 Bao hiém

Nguén: Agribank Binh Thuan

2.2 Thue trang hoat dong huy dong von tai Agribank Ham Thuin Nam giai
doan 2021 - 2023

Trong nhitng nim qua, Agribank da khong nging phat trién va da dang hoa cac
san pham va dich vu ngan hang, dap mg tot nhat nhu cau sir dung cia khach hang va
nang cao ning lyc canh tranh cua ngin hang véi hé théng cac NHTM dang phat trién
manh ca vé s6 lugng 14n chét lugng ngan hang. Doi véi riéng cac san pham, dich vu
huy dong von, Agribank hién nay c6 nhiéu san phdm huy dong vén da dang, bao gdm

cac dang tién gui nhu sau:
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https://www.agribank.com.vn/vn/ca-nhan/san-pham/gui-tien-agribank
https://www.agribank.com.vn/vn/doanh-nghiep/san-pham/tai-khoan-tien-gui
https://www.agribank.com.vn/vn/ca-nhan/san-pham/vay-von-agribank
https://www.agribank.com.vn/vn/doanh-nghiep/san-pham/tin-dung-doanh-nghiep
https://www.agribank.com.vn/vn/ca-nhan/san-pham/the
https://www.agribank.com.vn/vn/doanh-nghiep/san-pham/the-agribank
https://www.agribank.com.vn/vn/ca-nhan/san-pham/thanh-toan-chuyen-tien
https://www.agribank.com.vn/vn/doanh-nghiep/san-pham/thanh-toan-trong-nuoc
https://www.agribank.com.vn/vn/ca-nhan/san-pham/ngan-hang-dien-tu
https://www.agribank.com.vn/vn/doanh-nghiep/san-pham/thanh-toan-quoc-te
https://www.agribank.com.vn/vn/ca-nhan/san-pham/bao-hiem
https://www.agribank.com.vn/vn/doanh-nghiep/san-pham/bao-lanh
https://www.agribank.com.vn/vn/ca-nhan/san-pham/dich-vu-khac
https://www.agribank.com.vn/vn/doanh-nghiep/san-pham/ngan-hang-dien-tu
https://www.agribank.com.vn/vn/doanh-nghiep/san-pham?current=true&urile=wcm:path:/agbank/doanh-nghiep/bao-hiem/bao-hiem

+ Tién gui ¢6 ky han: Cac san pham tién guri v6i ky han da dang, tir ngdn han
dén dai han, phu hop voi nhu cu va ké hoach tai chinh ctia khach hang.

+ Tién guri khong ky han: Cho phép khach hang linh hoat rut tién ma khong can
thong bao trude.

+ Tién giri truc tuyén: Dich vu tién giri online qua E-banking, gitp khach hang
thuan tién gui tién moi luc, moi noi.

+ San pham huy dong von ty dong: Cac san phdm nay duogc trién khai trén E-
banking, mang lai su ti€n loi va nhanh chéng cho viéc g tién.

Theo d6, Agribank Hdim Thuin Nam ciing dang cung cap day du cac san pham,
dich vu ctia Agribank va duoc tong hop trong Bang 2.2 bén dudi nhu sau:

Bang 2.2 Cac san pham huy dong hién tai ciia Agribank Him Thuin Nam

STT Tén san pham Loai tién gui
01 Tién giri ¢6 ky han tra 14i sau toan b Co ky han
02 Tién giri ¢6 ky han tra 13i sau dinh ky C6 ky han
03 Tién giri ¢6 ky han tra 13 trude toan bo Co6 ky han
04 Tién gri tich lity C6 ky han
05 Tiét kiém hoc dudng Dai han
06 Tiét kiém linh hoat C6 ky han
07 Tiét kiém an sinh Dai han
08 Tién guri tich liy truc tuyén Co6 ky han

Ngudn: Agribank Hdim Thuian Nam
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Téc do tang trudng quy mo vén huy dong cua Agribank Ham Thuin Nam trong
giai doan 2021 — 2023 ciing cho thiy su ting truéng qua cic nim, tuy nhién muc ting
chua cao cho thiy sy ting trudng chua twong ximg voi tiém niang va gia tri thuong hiéu
Agribank. Ngoai ra, sy canh tranh cia cac ngan hang thuong mai trén dia ban huyén
cling dugc xem 1a nguyén nhan anh huéng dén sy ting trudng khong cao trong hoat

dong huy dong von cua chi nhanh.

Biang 2.3 Toc dd ting truéng quy md von huy dong ciia Agribank Ham Thuin Nam giai

doan 2021 — 2023

Nam
Chi tiéu
2021 2022 2023
Vén huy dong 1.148 1.175 1.262
Du ng 1.474 1.582 1.747
Ty trong 77.88% 74.27% 72.22%

Nguon: Agribank Ham Thudn Nam

V& su phat trién sé luong khach hang giri tiét kiém trong giai doan 2021 — 2023
cho thdy c6 su phat trién 6n dinh s6 lwong khach hang qua cac nam tir 2,307 khach
hang trong nam 2021 ting 1én dén hon 50% khach hang trong nam 2023 véi 3,108
khach hang. Piéu nay cho thiy riang cac san pham tién giri ma Agribank Ham Thuan
Nam van dang duoc khach hang quan tim. Do d6, viéc trién khai thém cac san pham
tién giri moi hodc nang cdp cac san pham hién c6 phu hop véi nhu cau va su thay doi
ctia kinh té - x4 hoi sé gitp Agribank Ham Thuan Nam néi riéng va Agribank on dinh

va duy tri sy phét trién trong tuong lai.

29



Bang 2.4 S6 lwong KH giri tiét kiém giai doan 2021 — 2023

Nam
Chi tiéu DVT
2021 2022 2023
. Khach
SO lugng khéach hang 2,307 2,615 3,108
hang
Khach
Muc tang/ giam 308 493
hang
Ty 1€ tang/ giam % 13.35% | 58.89%

Nguon: Agribank Ham Thudn Nam

V& 1ai suat tién giri, 1di suat huy dong cua Agribank hién dang thap hon so vdi
cac NHTM dang hoat dong trén dia ban nhu Vietinbank, Sacombank, ACB (Béang 2.5)
véi loai tién guri tiét kiém co ky han ngén. Tuy nhién, Agribank hién dang thuc hi¢n
nhiéu chinh sach canh tranh khach hang guri tién ¢ cac dich vu giri tién c6 ky han tir 12
thang trd 18n, voi 13i sudt huy dong canh tranh so v6i hé thong cac NHTM. Diéu nay
mang lai kha nang canh tranh tdt hon cho Agribank Ham Thuan Nam béi viéc hiéu
chinh 14i suat anh hudng 16n dén hiéu qua hoat dong huy dong vén cta ngan hang. Do
d6, chinh sach 13i suit can duoc 1anh dao chi nhanh quan tam nhiéu hon dé kip thoi co
nhirng hiéu chinh phu hop dé nang cao ning luc canh tranh cua chi nhanh véi cac chi
nhdnh cua céc ngan hang thuong mai dang hoat dong trén dia ban huyén Ham Thuén

Nam.
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Bang 2.5 So sanh lii sudt huy dong vén véi cac NHTM trén dia ban huyén

Giri ky Gri ky
STT Ngin hang han 6 han 12
thang thang

1 Agribank 3.0 4.7

2 Vietinbank 3.2 4.2

3 Sacombank 3.7 4.8

4 ACB 3.7 4.7

Nguon: Agribank Ham Thudn Nam

Vé két qua hoat dong kinh doanh dich vu huy dong cua Agribank Ham Thuan
Nam trong giai doan 2021 — 2023, doanh thu tir hoat dong huy dong tang qua cac nam,
tuy nhién mirc d6 ting doanh thu trong nim 2023 cho thiy sy bién dong ting trudng
cao gan gap doi so v6i cung ky nam 2022, diéu nay co thé thdy rang trong nim 2022,
nhirng d&nh hudng tiéu cuc tir dich bénh Covid-19 da gay nhiéu tac dong tiéu cuc 1én hé
thong ngan hang va tam 1y khach hang. Do dé, viéc nang cao chat lugng dich vu va
nang cao niém tin, hinh anh gia tri thuong hiéu uy tin s& giup nang cao dugc niém tin
va kha nang lya chon sir dung dich vu cua ngan hang.

Két qua thdng ké trong Bang 2.6 bén dudi cling cho thiy trong nim 2023, chi
phi bo ra cho hoat dong cung mg dich vu huy dong tién guri kha cao, ting 51.84% so
v6i nam 2022, diéu ndy anh huéng manh dén hiéu qua doanh thu va tac dong 1on dén
lgi nhuan cua hoat dong huy dong von cta chi nhanh véi thu nhap vao cudi nim 2023
bi sut giam 12.55% so véi nam 2022. Diéu nay ciing cho thay hiéu qua ciia cac chinh
sach quang céo, truyén théng san pham chua dat duoc nhu muc tiéu dit ra cua chi

nhanh. Cho nén, dé nang cao hi¢u qua hoat dong huy dong von cua chi nhanh, hoat
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dong nang cao hiéu qua cac chinh sach marketing, truyén thong ciing 13 mot vin dé ma
linh dao Agribank Ham Thuan Nam can danh nhiéu sy quan tdm trong thoi gian toi.

Bang 2.6 Két qua kinh doanh hoat dong huy ddng von giai doan 2021 — 2023

Nam
Chi tiéu Pon vi tinh
2021 2022 2023
Doanh thu Ty dong 139,831 157,467 191,926
Muc ting/ giam Ty dong 17,636 34,459
Ty 1€ tang/
3 % 12.61% 21.88%
glam
Chi phi Ty dong 86,669 88,865 134,938
Muc ting/ giam Ty dong 2,196 46,073
Ty 1¢ tang/
% 2.53% 51.84%
giam
Loi nhudn Ty dong 53,162 68,602 59,988
Muc ting/ giam Ty dong 15,440 -8,614
Ty 1€ tang/
_ % 29.04% -12.55%
giam

Nguén: Agribank Ham Thudn Nam
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2.3 Thuc trang cac yéu td anh hwéng dén y dinh giri tién tiét kiém tai
Agribank Ham Thuian Nam
2.3.1 Théng tin méu nghién ciru

Trong nghién ctru ndy, khao sat duoc thuc hién theo phuong phap ldy mau thuan
tién v6i 250 phiéu khao sat duoc phat ra cho cac khach hang sir dung dich vu tién gui
tai Agribank Ham Thuén Nam. Tong sb bang khao sat thu vé 1a 245 bang. Sau khi nhap
liéu va lam sach dir liéu (loai bo nhirng phiéu diéu tra khong hop 1€ nhu: chon mét
phuong an cho tat ca cac muc hoi, khong tra 161 nhitng muc hoéi duge st dung trong
phan tich, chon thiéu thong tin, khong tra 101 vao phiéu...), két qua cho thay trong s6
245 bang thu vé c6 02 phiéu khong hop 16. Nhu vy tong sé mau hop 1é dua vao phan
tich 1a 243 bang cau hoi khao sét co tra 161 hoan chinh, hop I¢.

Mau dua vao phan tich chinh thirc c6 co cdu nhu sau:

Bang 2.7 Co cAu miu nghién ciru

Pic diém nhan khéu hoc Tong cong Ty 18 (%)
Nam 87 35.8
Gidi tinh
Nit 156 64.2
Duéi 30 tu6i 52 21.4
Dé tuoi Tir 30 dén dudi 45 tudi 124 51.0
Tir 45 tudi tro 1én 67 27.6
Pho thong 6 2.5
Trinh dp hoc vin Trung cép, cao dang 53 21.8
Dai hoc, sau dai hoc 184 75,1
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Dic diém nhan khau hoc

Tong cong

Ty 1€ (%)
Cong chtre, vién chuce 30 12.3
Nhan vién van phong 77 31.7
Nghé nghiép Cong nhan 66 27.2
Buodn ban, tiéu thuong 51 21.0
Khéc 19 7.8
Duéi 5 triéu dong 34 14.0
Tir 5 dén dudi 10 tridu dong 66 27.2
Thu nhdp ’ ‘
Tir 10 dén dudi 15 triéu dong 105 43.2
Tir 15 triéu dong trd 1én 38 15.6

Nguon: Tinh toan cua tac gia.

- Vé Gidi tinh cua khdch hang sw dung dich vu tien gui tai Agribank Ham Thudn

Nam tham gia tra 10i khdo sdt ciia nghién ciru: Két qua khao sat cho thy c6 87 khach

hang tham gia tra 15i khao sat 1a nam va chiém 35.8%; con lai 1a cac khach hang nit véi

tong cong 156 nguoi va chiém 64.2% trong tong s 243 phiéu tra 11 khao sat hop 16.

- Vé P tudi cua khdch hang su dung dich vu tien gui tai Agribank Ham Thudn

Nam tham gia tra 1oi khdo sdt cia nghién ciru: Két qua khao sat cho thay da phan

ngudi tham gia tra 101 khao sat nam trong do tudi tir 30 dén dudi 45 tudi (124 nguoi;

chiém 51.0%); ké dén 1a cac ddi tugng co do tudi tir 45 tudi trd 1én (67 ngudi; chiém

27.6%); cudi cung 1a cac khach hang tham gia tra 101 khao sat cua nghién ciru nim

trong do tudi dudi 30 tudi (52 nguoi; chiém 21.4%).
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- Vé Trinh dé hoc van cia khdch hang sw dung dich vu tién gui tai Agribank
Ham Thudn Nam tham gia tra 1oi khdo sdt ciia nghién ciru: Két qua khao sat cho thay
da phan khach hang déu c6 hoc van tir Dai hoc trd 18n, trong d6 sb lwong khach hang
¢6 hoc van dai hoc chiém dén 71.6% vé6i 174 ngudi tham gia tra 10i khao sat cua
nghién ctru va s6 lugng khach hang c6 hoc van sau dai hoc chiém 4.1% véi 10 ngudi;
con lai 1a cac khach hang c6 hoc van Trung cip - Cao dang tré xudng chiém 24.3% véi
53 ngudi co trinh do trung cip, cao dang va 06 ngudi cé trinh 6 phd thong.

- Vé Nghé nghiép cua khdach hang sir dung dich vu tién givi tai Agribank Ham
Thudn Nam tham gia trd 101 khdo sat ciia nghién ciu: Két qua khao sat cho thdy da
phan khach hang 1a nhan vién van phong (77 ngudi; chiém 31.7%); c¢6 66 khach hang
1a cong nhan (chiém 27.2%); 51 khach hang 1a budén ban nho, tiéu thuong (chiém
21.0%); 30 khach hang dang 13 cong chuc, vién chitc (chiém 12.3%); con lai 1a céac
khach hang c6 nghé nghiép khac chiém 7.8% véi 19 khach hang.

- Vé Thu nhdp cia khich hang s dung dich vu tién giri tai Agribank Ham
Thudn Nam tham gia trd 101 khdo sat ciia nghién ciu: Két qua khao sat cho thdy da
phan cac khach hang tham gia tra 16i khao sat cia nghién ciru c6 thu nhap nam trong
khoan tir 10 dén dudi 15 triéu dong (105 nguoi; chiém 43.2%); 66 khach hang co thu
nhap nam trong khoan tir 5 dén dudi 10 triéu dong (chiém 27.2%); 38 khach hang co
thu nhap tir 15 triéu déng tro 1én (chiém 15.6%); va cudi cung 1a cac khach hang c6 thu
nhap dudi 5 triéu dong v6i 34 khach hang va chiém 14.0% trong tong thé miu cia
nghién curu.

2.3.2 Danh gia do tin cdy cua thang do
2.3.2.1 Kiém dinh Cronbach’s Alpha
Két qua phan tich Cronbach’s Alpha dé danh gia do tin cay cua cac thang do do

ludng cho cac bién doc 1ap va phu thude duge tong hop trong Bang 2.8 bén dudi:
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Bang 2.8 Két qué phan tich Cronbach’s Alpha

Bién quan sat

Trung binh
thang do néu

loai bién

Phwong sai
thang do néu

loai bién

Twong
quan bién

téng

Alpha néu

loai bién

1. Chét lwgng dich vu - DV (Lén 01)

Cronbach's Alpha = 0.661

DVI 11.498 3.615 0.479 0.566
DV2 11.971 4.367 0.299 0.679
DV3 11.531 3.539 0.485 0.562
DV4 12.062 3.571 0.507 0.547

Chat lwong dich vu - DV (Lan 02)

Cronbach's Alpha = 0.679

DV1 7.782 2.262 0.491 0.586
DV3 7.815 2.201 0.496 0.580
DV4 8.346 2.293 0.489 0.590
2. Hinh thire chiéu thj - CT Cronbach's Alpha = 0.817
CT1 10.588 5.384 0.578 0.798
CT2 11.333 5.231 0.661 0.759
CT3 10.745 5.067 0.659 0.760
CT4 11.284 5.303 0.655 0.762

3. Nhoém tham khao — TK (Lan 01)

Cronbach's Alpha = 0.713
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Trung binh Phuong sai Twong ,
" . . . Alpha néu

Bién quan sat | thang do néu thang do néu quan bién ,

. . X loai bién

loai bieén loai bieén tong

TK1 9.774 5.027 0.661 0.557
TK2 10.609 4.975 0.583 0.598
TK3 9.807 5.595 0.557 0.625
TK4 9.366 5.762 0.277 0.804

Nhém tham khio — TK (Lén 02)

Cronbach's Alpha = 0.804

TK1 5.955 2.829 0.657 0.725

TK2 6.790 2.613 0.641 0.747

TK3 5.988 2.996 0.661 0.725
4. Lai suat tién giri - LS Cronbach's Alpha = 0.833

LS1 11.951 6.196 0.689 0.779

LS2 12.029 5.970 0.677 0.783

LS3 11.802 5.870 0.656 0.793

LS4 11.786 6.185 0.632 0.803
5. Sw an toan — AT (Lan 01) Cronbach's Alpha = 0.683

ATI1 10.708 3.803 0.529 0.574

AT2 11.177 3.601 0.623 0.510

37




Trung binh Phuong sai Twong ,
" . . . Alpha néu
Bién quan sat | thang do néu thang do néu quan bién ,
. . X loai bién
loai bieén loai bieén tong
AT3 11.025 5.107 0.164 0.790
AT4 11.214 3.673 0.595 0.529
Sw an toan — AT (Lan 02) Cronbach's Alpha = 0.790
ATI 7.025 2.553 0.595 0.753
AT2 7.494 2.474 0.655 0.688
AT4 7.531 2.498 0.642 0.701
. Su thuan tién - TT Cronbach's Alpha = 0.748
TT1 7.506 3.276 0.558 0.691
TT2 7.193 3.454 0.647 0.584
TT3 6.774 3.787 0.530 0.714

7.Y dinh lwa chon giri tiét kiém ciia khach hang

ca nhan tai Agribank Ham Thuin Nam - YD

Cronbach's Alpha = 0.884

YDI 6.926 1.763 0.747 0.862
YD2 6.922 1.849 0.786 0.826
YD3 6.959 1.800 0.794 0.819

Nguon: Tinh toan cua tac gia
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Két qua phan tich trong Bang 2.8 cho thy ring hé s6 Alpha tong cta cac thang
do déu niam trong khoang tin cdy can thiét (> 0.6), 16n nhat 1a hé sé Alpha tong cua
Thang do Y dinh luya chon gui tiét kiém cta khéach hang ca nhan tai Agribank Ham
Thuan Nam (o = 0.884) va nho nhat 12 hé s6 Alpha tong ctua Thang do Chat lugng dich
vu (o= 0.679).

Két qua phan tich cling cho thiy trong cac thang do: Chat luong dich vu; Nhom
tham khao; Su an toan 1an luogt co cic bién quan sat: DV2; TK4; AT3 déu co hé sd
tuong quan bién — tong nho hon 0.3 va bang: 0.299; 0.277; 0.164 (khong dat yéu cau
ctia Kiém dinh Cronbach’s Alpha), nén tac gia sé& loai 3 bién quan sat ndy ra khoi céac
thang do trudc khi tién t&i budc phan tich nhan t6 kham pha tiép theo dé dam bao do
tin cdy cho thang do nay. Cac bién quan sat dat d6 tin cdy qua kiém dinh thang do duoc
tiép tuc xir 1y phan tich nhan t6 kham pha.
2.3.2.2 Phdn tich nhan t6 kham phd
Phdn tich nhén té kham phd cho cdc bién djc lgp

Két qua phan tich nhan t6 kham pha EFA cho céac bién doc 1ap (Bang 2.9) cho
thiy hé s6 KMO 1a 0.809 > 0.5 va kiém dinh Barlett ¢6 Sig. = 0.000 < 0.05, cho thay
phan tich EFA phu hop véi dit 1iéu khao sat thu thap dugc.

Bang 2.9 Két qua KMO va Kiém dinh Barlett ciia cac bién doc 1ap

Hé s6 KMO 0.809
Approx. Chi-square 1723.286
Kiém dinh Barlett Df 190
Sig. 0.000

Nguon: Tinh toan cua tac gia.
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Két qua ma tran xoay nhan t6 (Bang 2.10) cho thdy phan tich nhén t4 rut trich
dugce 06 nhan té véi tong phuong sai trich bang 67.895% >50% tai gia tri Eigenvalue
bang 1.160 > 1 (dat yéu cau kiém dinh EFA). Cac bién quan sat trong cac nhan t6 duoc
trich déu ¢ hé s6 tai 16n hon 0.5 va déu duoc gom vé trong cung ting nhan té cling
nhu giai thich ¥ nghia cho ting nhan t nhu ban dau, do d6 tac gia quyét dinh giir
nguyén tén goi ban dau cho cac nhom nhan té.

Téng hop két qua phan tich nhan t6 kham pha cta cac yéu té doc 1ap duge tom
tat trong Bang 2.10 bén dudi nhu sau:

Bang 2.10 Két qua ma tran xoay nhan t6 va rut trich nhin to ciia cic bién doc lap

Nhan t6 | Nhan t6 | Nhan t6 | Nhan to | Nhan t6 | Nhan t

Bién quan sat
01 02 03 04 05 06

LS2 0.818

LS3 0.793

LS1 0.790

LS4 0.693

CT4 0.791

CT3 0.785

CT2 0.777

CTl1 0.743

TK1 0.825

TK2 0.810

TK3 0.765

AT2 0.823

AT4 0.818

ATl 0.800

TT2 0.857
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] Nhan t6 | Nhan t0 | Nhan t6 | Nhan t0 | Nhan t6 | Nhan t
Bién quan sat
01 02 03 04 05 06
TT3 0.791
TT1 0.785
DV3 0.801
DV1 0.741
DV4 0.726
Eigenvalue 4.844 2.818 1.943 1.440 1.374 1.160
Phuong sai
24.219 38.309 | 48.026 55.226 62.904 67.895
trich (%)

Nguon: Tinh toan cua tac gia.

Phdn tich nhén té kham phd cho bién phu thuéc

Két qua phan tich nhan t6 kham pha EFA cho bién phu thudc (Bang 2.11) cho
thay hé s6 KMO 1a 0.742 > 0.5 va kiém dinh Barlett ¢6 Sig. = 0.000 < 0.05, cho thay

phén tich EFA phu hop véi dit liéu khdo sat thu thap duoc.

Bang 2.11 Két qua KMO va Kiém dinh Barlett - Bién phu thudc

Hé s6 KMO 0.742
Approx. Chi-square 405.516
Kiém dinh Barlett Df 3
Sig. 0.000

Nguon: Tinh toan cua tac gia.

Két qua ma trin xoay nhan t6 (Bang 2.12) cho thdy phan tich nhan t6 rut trich

dugce 01 nhan t6 véi tong phuong sai trich bang 81.314% >50% tai gia tri Eigenvalue

béng 2.439 > 1. Céc bién quan sat trong nhan tb phu thude dugc trich déu co hé sb tai

16n hon 0.5 (dat yéu cau kiém dinh EFA) va déu dugc gom chung trong mot nhan td
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phu thudc cling nhu giai thich ¥ nghia cho nhan t6 Y dinh lya chon guri tiét kiém cua
khach hang c4 nhan tai Agribank Ham Thuan Nam. Tong hop két qua phan tich nhan
t6 kham phé cua yéu t6 phu thudc dugc tom tit trong Bang 2.12 bén duéi nhu sau:

Bang 2.12 Két qua ma tran xoay nhén té va rat trich nhén t6 - Bién phu thudc

Bién quan sat Két qua
YD3 0.912
YD2 0.908
YD1 0.885
Eigenvalue 2.439
Phwong sai trich (%) 81.314%

Nguodn: Tinh toan cua tac gia.

Toém lai, sau khi danh gia do tin cdy cac thang do dung trong nghién ctru thong
qua kiém dinh Cronbach’s Alpha va phén tich nhan t6 kham pha cho thay céc thang do
sau khi loai cac bién quan sat khong dat yéu cau déu dat dugc do tin cay can thiét va
pht hop dé sir dung cho bude phan tich héi quy tiép theo.

Tong hop két qua phan tich do tin cdy cac thang do dugc tom tit trong Bang
2.13 bén dudi nhu sau:

Bang 2.13 Tong hop két qua danh gia chét lwong thang do

S6 bién quan Hé s6 Alpha Bién quan sat
Thang do
sat cua thang do bi loai
Chat lwong dich vu - DV 4 0.679 DV2
Hinh thirc chiéu thi - CT 4 0.817
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Nhom tham khao - TK 4 0.804 TK4
Lii sudt tién giri - LS 4 0.833
Sw an toan - AT 4 0.790 AT3
Su thuén tién - TT 3 0.748
Y dinh lwa chon gii tiét kiém
cua khach hang ca nhan tai
3 0.884
Agribank Ham Thuin Nam -
YD

Nguon: Tinh toan cua tac gia.

2.3.3 Phdn tich héi quy tuyén tinh

Kiém dinh F dugc str dung dé kiém tra muc do phu hop cta phan tich hdi quy

d6i vai tap dir lidu thi truong (Nguyén Dinh Tho, 2011). Két qua kiém dinh F ¢ Bang

2.14 bén dudi cho gia tri Sig. = 0.000 < 0.005, cho thdy phan tich hdi quy 1a phu hop

va md hinh nghién ctru dé xuat phu hop voi tap dit liéu khao sat thu thap dugc (Hair va

cong su, 2010).

Bing 2.14 Két qua phan tich ANOVA trong hoi quy

ANOVA?
Model Sum of Squares df Mean Square F Sig.
Regression 53.676 6 8.946 42.662 0.000°
1 Residual 49.488 236 0.210
Total 103.164 242

a. Dependent Variable: F_ YD

b. Predictors: (Constant), F TT,F CT,F DV,F AT,F TK,F LS

Nguon: Tinh toan cua tac gia.
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Bang 2.15 Bang tém tit mé hinh héi quy

Model Summary®

Adjusted R | Std. Error of the
Model R R Square _ Durbin-Watson
Square Estimate
1 0.721% 0.520 0.508 0.45792 1.945

a. Predictors: (Constant), F TT,F CT,F DV, F AT,F TK,F LS

b. Dependent Variable: F_ YD

Nguon: Tinh toan cua tac gia.

Hé s6 R? hiéu chinh duoc str dung dé xem xét murc do giai thich ctia cac nhan tb
doc 1ap 1én nhan t6 phu thudc. Két qua phan tich hdi quy trong Bang 2.15 cho két qua
hé s6 R? hiéu chinh bﬁng 0.508, tirc murc do phu hop ciia mé hinh dat 50.8%, c6 nghia
réng kha nang giai thich cua cac nhan t6 doc lap giai thich dugc 50.8% sy bién thién
trong dir liéu ctua bién phu thudc mo hinh.

Do tim cac quy pham gia dinh can thiét

Gia dinh vé phan phéi chuin ciia phan dw

Gia dinh tha nhat 13 gia dinh vé phan phdi chuan phan du, biéu d6 tan sd
Historam dugc st dung dé kiém tra gia dinh nay. Dwa vao biéu d6 c6 thé ndi phan phdi
chuan ciia phan du x4p xi chuan (Mean = 1.92E-15) va d¢ léch chuan bang 0.988 (Biéu
d6 2.2).

Do d6 c6 thé két luan rang gia thuyét phan phdi chuan ciia phan du khéng vi

pham.
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Histogram

Dependent Variable: F_YD
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Biéu d6 2.2 Biéu @6 phéan phdi chuan phan dw

Nguon: Tinh toan cua tac gia.

Gia dinh Phwong sai phan dw khong doi

Phuong sai ctia phan du dugc thé hién trén do thi ctua phan du chuan hoa theo

gia tri dy bdo ctua bién phu thudc.

Quan sét trén biéu do 2.3 bén dudi cho thdy cac phan du phan tan ngiu nhién

quanh truc 0 trong mot pham vi khong ddi. Piéu ndy c6 nghia la phuong sai ciia phan

du 1 khong doi.
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MNormal P-P Plot of Regression Standardized Residual

Dependent Variable: F_YD

Expected Cum Prob

T T
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Biéu d6 2.3 Biéu d6 P-P plot

Ngudn: Tinh toan cua tac gia.

Gia dinh khong c6 hién twong da cong tuyén

Theo két qua phan tich tir Bang 2.16 bén dudi, cho thay hé s6 phong dai phuong
sai (VIF) déu co gia tri khong 16n hon 2 (Hoang Trong va Chu Nguyén Mong Ngoc,
2008), do vay c6 thé két luan rang khong xay ra hién tugng da cong tuyén trong mo
hinh.

Gia dinh vé tinh ddc 1ap ciia cac phin dw

Biéu do Scatter dugc st dung dé xem xét tinh doc 1ap cua cac phén du.

Két qua Biéu dd Scatter tai Biéu do 2.4 cho thiy cac phan du phan tan ngiu
nhién trong mot vung di qua géc toa d0 chur khong tao thanh mdt hinh dang dac biét
nao. Piéu nay cho thay gia trj du doan va phan du doc 14p v6i nhau, phuong sai cta

phan du khong doi.
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Scatterplot
Dependent Variable: F_YD
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Biéu d6 2.4 Biéu dd Scatter

Ngudn: Tinh toan cua tac gia.

% Uéc lwong hé s hoi quy
Két qua phan tich hé s6 hdi quy (Bang 2.16) cho thdy rang: mitc y nghia trong
Kiém dinh t ctia cac nhan t6 doc 1ap: Nhom tham khao (F_TK); Lai sudt tién giri
(F_LS); Su an toan (F_AT); Su thuén tién (F_TT) déu nhé hon 0.05. Do d0, ca 4 nhan
t6 doc 1ap nay déu cho thiy su anh huéng tuyén tinh dén Y dinh Iya chon giri tiét kiém

cua khach hang ca nhan tai Agribank Ham Thuén Nam (F_YD).
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Bang 2.16 Két qua phan tich hoi quy

Coefficients?
Unstandardized | Standardized Collinearity
Coefficients Coefficients Statistics
Model t Sig.
Std.
B Beta Tolerance | VIF
Error
(Constant) | 0.123 0.257 0.480 | 0.631

F DV -0.002 | 0.046 -0.003 -0.053 | 0.957 0.851 1.176
F CT 0.089 | 0.047 0.101 1.902 | 0.058 0.722 1.386
F TK 0.116 | 0.043 0.142 2.682 | 0.008 0.725 1.379
F LS 0.323 0.044 0.396 7.378 | 0.000 0.707 1.414
F AT 0.296 | 0.043 0.342 6.893 | 0.000 0.828 1.207
F TT 0.083 0.034 0.112 2441 | 0.015 0.966 1.036

a. Dependent Variable: F_ YD
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2.3.4 Kiém dinh gid thuyét nghién ciru

Tir két qua c6 duge sau phan tich hdi quy, nghién ctru di dén két luan cho cac

gia thuyét ban dau nhu sau:

Bang 2.17 Két ludn cac gia thuyét

Gia .
, Noi dung Keét luian
thuyét

Chat luong dich vu c6 tuong quan voi v dinh lya chon gui tiét

H1 _ ' ‘ Bac bo
kiém cua khach hang ca nhan tai Agribank Ham Thuan Nam.
Hinh thtc chiéu thi c6 twong quan véi ¥ dinh lua chon giri tiét

H2 _ ' ‘ Béc bo
kiém cua khach hang ca nhan tai Agribank Ham Thuan Nam.

H3 Nhém tham khao cé tuong quan véi y dinh lya chon gui tiét Chép
ki€ém cuia khach hang ca nhan tai Agribank Ham Thuan Nam. nhan

H4 Lai suat tién guri co twong quan vé6i ¥ dinh lwa chon giri tiét kiém Chép
cua khach hang ca nhan tai Agribank Ham Thuén Nam. nhan

H5 Su an toan c6 twong quan voi y dinh lya chon gui tiét kiém cua Chép
khach hang céa nhan tai Agribank Ham Thuan Nam. nhan

He Su thuan tién c6 tuong quan véi y dinh lya chon guri tiét kiém Chép
cua khach hang cé nhan tai Agribank Ham Thuan Nam. nhan

Nguon: Tac gia tong hop tir két qua nghién ciru

Két qua téng két cac gia thuyét nghién ciru cho thay cac gia thuyét H3, H4, H5,

H6 duoc chap nhan; 2 gia thuyét con lai 1a HI, H2 bi bac bo. Pdi véi gia thuyét H1 véi

ndi dung: “Chét luong dich vu c6 twong quan vé6i ¥ dinh lya chon gui tiét kiém cua
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khach hang c4 nhan tai Agribank Him Thuin Nam”, khach hang khong cho ring yéu
td chat lugng dich vu c6 anh huong dén y dinh lya chon gui tiét kiém cta khach hang
c4 nhan co thé duoc giai thich 1a do t; Uy thudc vao mirc thu nhap va chi tiéu, mdi
khach hang s& c6 kha niang va nhu ciu gui tiét kiém khac nhau. Nhitng khach hang co
thu nhép cao thudng quan tdm nhiéu hon dén cac khoan tiét kiém dai han va c6 thé it
nhay cam véi chét luong dich vu hon, vi muc ti€u chinh cua ho la bao toan va sinh 161
cho von. Ngoai ra, mot s6 nguoi cd xu huéng chon ngan hang dua trén su quen thudc
hodc cam giac an toan, bat ké chat luong dich vu. Vi dy, nhitng nguodi ua thich 6n dinh
c6 thé uu tién cac ngan hang 16n, truyén thong, trong khi ngudi ua thich tién loi s&
chon ngan hang c6 dich vu truc tuyén manh mé&. Piéu ndy dan dén viéc khach hang
khong quan tim dén chét luong dich vu giri tiét kiém cua khach hang ca nhan tai
Agribank Ham Thuan Nam, din dén khong c6 y dinh gui tiét kiém cta khach hang ca
nhan tai ngan hang. Con ddi voi gia thuyét H2 v6i nodi dung: “Hinh thuc chiéu thi co
tuong quan véi y dinh Iya chon g tiét kiém cua khach hang c4 nhan tai Agribank
Ham Thuan Nam” bi bac bé co thé duoc 1y giai 1a do tac dong han ché cua chiéu thi
ddi voi cac san phém tiét kiém. Tiét kiém 1a san phém tai chinh it can dén chiéu thi, cac
san pham tiét kiém thuong c6 tinh chét bao thi, it bién dong va it can chién dich quang
c4o ram rd nhu cic san pham tiéu dung. Khach hang thuong khong bi thdi thic boi
quang cdo khi chon san pham tiét kiém ma dua vao cac yéu to khac nhu 1i suét va tinh
an toan. Ngoai ra, do nhay cam cila san pham tai chinh ciing 13 yéu té rao can gy tac
dong tiéu cuc dén ¥ dinh guri tiét kiém cua khach hang. Gui tiét kiém 1a mot quyét dinh
tai chinh kha 16n, va khach hang c6 xu huéng than trong hon khi dua ra quyét dinh
nay. Cac hinh thtrc chiéu thi don gian nhu quang cdo hodc khuyén mai khong dé dang
tao dugc niém tin nhu khi ho tim hiéu ky vé 1ai suét, uy tin, va kha nang thanh khoan

cua ngan hang.
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2.3.5 Kiém dinh sw khdc biét theo cdc dic diém nhén khdu hoc

% Kiém dinh sw khac biét theo Gi6i tinh

Kiém dinh t duoc dung khi nghién ctru anh hudng cua bién dinh tinh c6 2 dic
diém nhu bién gi6i tinh 1én bién phu thudc ciia md hinh hdi quy - Y dinh lya chon giri

tiét kiém cua khach hang c4 nhan tai Agribank Ham Thuan Nam.

Két qua phan tich & Bang 2.18 bén dudi cho thay rang: gia tri Sig. trong kiém
dinh F cua théng ké Levene 1a 0.055 > 0.05 do d6 két qua kiém dinh t s& duoc st dung
& phan phuong sai déng nhit vé6i Sig. cua kiém dinh t 14 0.590 > 0.05. Nhu vdy, co thé
két luan rfmg khong c6 su khéc biét vé Y dinh lua chon gui tiét kiém cua khach hang

ca nhén tai Agribank Ham Thuan Nam khi khédo sat cac khach hang c6 giéi tinh khac

nhau.
Bang 2.18 Kiém dinh sy khac biét theo Giéi tinh
Gia tri phwong sai ciia| Gia tri trung binh ciia kiém
thong ké Levene dinh t
. Sig. (2-
F Sig. t df tailed)
Equal variances 3.723 0.055 | 0.540 | 241 0.590
assumed
F YD
Equal variances not
0.522 | 161.375 0.602
assumed

Nguon: Tinh todn cua tac gia.
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< Kiém dinh sw khac biét theo P§ tudi, Trinh dd hoc van, Nghé nghiép, Thu
nhip

Kiém dinh ANOVA duoc st dung dé kiém tra moi quan h¢ gitra cac bién dinh
tinh ¢6 tir 3 ddc diém tro 1én d6i v6i bién dinh lwong ctia moé hinh 13 bién phu thudc,
hay kiém tra xem c6 su khac biét hay khong vé Y dinh lya chon guri tiét kiém cua
khach hang c4 nhan tai Agribank Ham Thuan Nam c6 Do tudi, Trinh dd hoc van, Nghé
nghiép, Thu nhap binh quin hang thang khéac nhau.

Két qua kiém dinh trung binh nhém cho céc yéu td Do tudi, Trinh d6 hoc van,
Nghé nghiép, Thu nhap binh quan hang thang ciia khach hang cho két qua muc y nghia
Sig. cuia kiém dinh F lan lugt bang: 0.245; 0.880; 0.088 va 0.128 > 0.05, do d6 ta chap
nhan gia thiét Ho: “Trung binh bang nhau”.

Nhu vay, voi dir liéu quan sat thu thap duoc, co thé két luan réng khong co6 su
khéc biét vé Y dinh lwa chon gui tiét kiém cua khach hang ca nhan tai Agribank Ham
Thuan Nam khi khao sat cac khach hang D6 tudi, Trinh d6 hoc van, Nghé nghiép, Thu
nhép binh quan hang thang khac nhau.

Biang 2.19 Tong hop két qua phén tich sy khac biét theo P9 tudi, Trinh d9 hoc vin, Nghé

nghiép, Thu nhap
Sig.
Bién dinh tinh | Kiém dinh phwong | Kiém dinh trung Ket luian
sai Levene binh nhom
Do tudi 0.019 0.245 Khong thé két luan

Trinh d6 hoc van 0.812 0.880 Khong khac biét
Nghé nghiép 0.684 0.088 Khong khac biét
Thu nhép 0.136 0.128 Khong khac biét

Nguon: Tinh toan cua tac gia.
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2.3.6 Thdo ludn két qud nghién ciru

Dua vao hé sé hdi quy chuan héa cia timg nhan t6 anh hudng cho thay tat ca 4
nhén t6 doc lap gém: Nhom tham khao; Lai suit tién gui; Su an toan; Sy thuan tién déu
c¢6 sy anh huong tich cuc dén Y dinh lya chon gui tiét kiém cua khach hang cé nhan tai
Agribank Ham Thuan Nam. Theo dé, khi nhan t6 Nhom tham khao ting 1 don vi trong
khi cac yéu t6 con lai khong ddi thi Y dinh lwa chon gui tiét kiém cua khach hang ca
nhan tai Agribank Ham Thuan Nam sé& ting 0.142 don vi; khi nhan t6 Lii suat tién gui
tang 1 don vi trong khi céc yéu t6 con lai khong d6i thi Y dinh lwa chon guri tiét kiém
cua khach hang cé nhan tai Agribank Ham Thuén Nam s€ tang 0.396 don vi; khi nhan
td Su an toan tang 1 don vi trong khi céc yéu t6 con lai khong dbi thi Y dinh lua chon
gui tiét kiém cua khach hang ca nhén tai Agribank Him Thuan Nam sé ting 0.342 don
vi; khi nhan t6 Sy thuan tién tang 1 don vi trong khi céac yéu t6 con lai khong ddi thi Y
dinh lgya chon guri tiét kiém cua khach hang ca nhan tai Agribank Ham Thuan Nam s¢&
tang 0.112 don vi.

Két qua nghién ctru ciing cho thay:

Déi v6i nhan té Nhom tham khéo, nghién ctru cho thay rang khach hang s& quan
tam nhiéu dén dich vu ngan hang néi chung va dich vu tién giri tiét kiém noi riéng khi
dugc su gidi thidu cia nhitng ngudi ¢6 anh hudng dén khach hang nhu sy gi6i thiéu tir
nguoi than, gia dinh; su gidi thiéu tir dong nghiép va ca su gidi thiéu tir nhan vién ngan
hang. Két qua nay ciing cho thdy co su twong dong nhit dinh véi két qua trong céc
nghién ctru cia Lé Thi Kim Anh va Tran Pinh Khoi Nguyén (2016); V& Thi Ngoc
Thuy va Nguyén Vil Hoai An (2021).

D4i v6i nhan t6 Lai sudt tién g, nghién ctru cho thy rang khach hang s& quan
tdm va gia ting y dinh Iya chon ngan hang nhiéu hon khi ngan hang c6 cic chinh sach
141 sut tién giri mang tinh canh tranh va phu hop véi cac géi 13i suat khac nhau. Ngoai
ra, viéc ngan hang c6 chi phi dich vu thap, phuong thic tinh 14i phtt hgp va khach hang

s€ nhan thém nhiéu lg1 ich tai chinh khéac ngoai 1ai suat tién guri s€ la nhiing ndi dung
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quan trong gitp nang cao ¥ dinh lya chon cta khach hang d6i véi dich vu tién giri cia
ngan hang. Két qua nay ciing cho thy c6 su twong dong nhat dinh véi két qua trong
cac nghién ctru cua Aziz va cong su (2014); Asayesh va cong su (2017); Yakubu va
Abokor (2020); Lé Thi Kim Anh va Tran Dinh Khoi Nguyén (2016); Lé Thiy Nhién
va cong su (2020); V6 Thi Ngoc Thay va Nguyén Vi Hoai An (2021).

D4i v6i nhan té Sy an toan, nghién ciu cho thiy rang viéc ngan hang 13 mot
thuong hiéu uy tin, 1au doi, c6 lich str hoat dong va phét trién tét s& giup nang cao ¥
dinh luya chon sir dung dich vu ciia khach hang d6i v6i ngan hang. Ngoai ra, trong xu
thé hoi nhap va phat trién ciia nén kinh té s hién nay, viéc cac ngan hang dam bao an
toan thong tin ¢4 nhan cua ngudi dung cling nhu bdo ddm an toan céc giao dich cua
khach hang duoc xem 13 yéu té cdt 161 giup cac ngan hang ning cao dugc loi thé canh
tranh trén thi trudng, gitp gia ting long tin ciia khach hang ddi v6i ngan hang. Theo
d6, viéc cac ngan hang nang cap hé thong, trang thiét bi, cong nghé ngan hang hién dai
s& gitp gia ting sy hai long va ¥ dinh st dung dich vu cta ngan hang. Két qua nay
cling cho thay co su twong déng nhat dinh véi két qua trong cac nghién ciru ctia Lé Thi
Kim Anh va Tran Dinh Khoi Nguyén (2016); Lé Thuy Nhién va cong su (2020).

Do6i voi nhan t6 Sy thuan tién, nghién ciru cho thiy rang khach hang danh gia
cao vi¢c cac phong giao dich, chi nhanh ctia Agribank Ham Thuan Nam dugc dat tai
cac vi tri thuan tién, dé dang cho khach hang trong viéc tim dén su dung dich vu cua
ngan hang. Ngoai ra, vi nhu cau da dang hién nay cua khach hang viéc ngan hang c6
hé thong ATM dit nhiéu noi, trai déu trong ving quan 1y ctia ngan hang ciing giup
nang cao kha nang lya chon sir dung dich vu cua ngan hang. Mot trong cac dich vu
ngan hang hién nay ma khach hang, dic biét 1a cac khach hang tré tudi quan tam rat
nhiéu d6 1a viéc cac ngan hang cé dich vu ngan hang truc tuyén dé s dung, day la
nhirng nhu cau thyc té ma ngan hang can danh nhiéu sy quan tim trong viéc ning cao
su lra chon st dung dich vu ciia ngan hang. Két qua nay ciing cho thiy c6 su tuong

d6ng nhat dinh vai két qua trong cac nghién ciru ctia Yakubu va Abokor (2020); Lé Thi
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Kim Anh va Tran Dinh Khéi Nguyén (2016); Lé Thuy Nhién va cong su (2020); V3
Thi Ngoc Thity va Nguyén Vii Hoai An (2021).

Két qua cua nghién ctru tuy co su giéng nhau vé cac yéu té anh huong dén ¥
dinh giri tiét kiém cta khach hang ca nhan nhung c6 nhiing su khac biét nhét dinh vé
murc d6 anh huéng cia timg nhén t6. Sy khac biét nay co6 thé duoc 1y giai 1a do su khéc
nhau vé mdi trudng nghién ctru cling nhu méi trudng kinh doanh cua cac chu thé

nghién ctru; sy khac nhau vé dac thu cua cac nén kinh té - xa hoi...

TOM TAT CHUONG 2

Trong chuong 2 ndy, tac gia di gidi thiéu tong quan vé Agribank Ham Thuin
Nam v¢ lich sir hinh thanh, phét trién, san pham tién giri cia ngan hang ciing nhu tinh
hinh cung cap dich vy tién giri ctia chi nhanh trong giai doan da qua trén co so cac dir
liéu thur cép dugc cong bd trong cac bao cao hoat dong kinh doanh cic nam 2021,
2022, 2023. Bén canh d6, chuong 2 con phan tich dit liéu so cp thu thap tir khao sat
250 khéch hang c4 nhan str dung dich vu guri tién tai Agribank Ham Thuan Nam dé xac
dinh cac yéu t6 chinh anh hudng dén y dinh guri tién tai chi nhanh ciia khach hang, 1am
co s& dé xuét cac giai phap nham ning cao ¥ dinh lya chon giri tiét kiém cua khach
hang ca nhan tai Agribank Ham Thuan Nam. Theo d6, nghién ctru da xac dinh duoc 4
yéu t6 anh huodng tich cuc dén y dinh lya chon gui tiét kiém cua khach hang cé nhan tai
Agribank Ham Thuan Nam, d¢6 1a: Nhom tham khao; Lai suét tién gui; Su an toan; Su
thuan tién. Trong do, yéu t6 anh huong manh nhét dén y dinh lga chon guri tiét kiém
ctia khach hang c4 nhan tai chi nhanh 13 Lai suat tién gui (B = 0.396); yéu té cho thay
su tac dong it nhét dén y dinh lya chon gui tiét kiém cua khach hang ca nhan tai chi
nhanh 13 Sy thuén tién (B = 0.112). Két qua nay ciing s& 1a co so dé tac gia dé xuét cac
giai phap nham gitp nang cao hon nita y dinh lya chon gt tiét kiém ctia khach hang ca

nhan tai Agribank Ham Thuén Nam.
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CHUONG 3: GIAI PHAP NANG CAO Y PINH LUA CHON
GUI TIET KIEM CUA KHACH HANG CA NHAN TAI

AGRIBANK HAM THUAN NAM
3.1 Pinh huéng phat trién hoat dong huy dong von ciia Agribank Ham
Thuian Nam

Dinh hudng phat trién hoat dong huy dong von cua Agribank Him Thuin Nam
trong giai doan 2025 — 2030 duogc thyuc hién trén co s dinh hudng phat trién hoat dong
huy dong von cta Agribank Binh Thuan trong giai doan 2025 — 2030, tim nhin 2045.
Céc dinh hudng phat trién bao gdm céac nodi dung nhu sau:

Thér nhat, Mo rong dich vu tai chinh ) thong qua vi¢c phat trién cac dich vu
ngan hang s6, nham thu hat khach hang méi va cung cp dich vu tién ich hon cho
khach hang hién tai;

Thtr hai, Thyc hién chinh sich tin dung linh hoat trén co s& diéu chinh chinh
sach tin dung dé phan anh nhu cau thi trudng va hd trg cac muc tiéu phat trién kinh té
xa hoi, dac biét l1a trong linh vuc ndng nghiép va nong thon;

Thtr ba, Tang cuong trach nhiém xa hdi thong qua cac chuong trinh, hoat dong
hd trg cong dong va phat trién bén viing. ..

Thir tu, Nang cdp co s& ha ting cong nghé thong tin dé cai thién hiéu qua hoat
dong va dich vu khach hang;

Thr nam, Chu trong dén phat trién ngudn nhan lyc, dau tu vao dao tao va phat
trién ngudn nhan luc dé nang cao ning lyc canh tranh va dap Gng su thay doi nhanh

cuia moi truong kinh doanh.
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3.2 Giai phap ning cao y dinh lya chon giri tiét kiém ciia khach hang ca
nhan tai Agribank Ham Thuin Nam
3.2.1 Poi vdi yéu té “Ldi sudt tién givi”

Van dung chinh sach lai suét huy dong linh hoat va canh tranh 12 mot phuong
phap quan trong dé nang cao hiéu qua hoat dong huy dong von cho ngan hang, né giup
ngan hang nang cao duogc loi thé canh tranh hién tai cia chinh sach 14i sudt va san
pham dich vu tién gri so voi cac dbi thi trén cing mot dia ban kinh doanh. Tuy nhién,
viéc hiéu chinh va van dung 1ai suét tién guri can dat duoc muc tiéu va phu hop theo
ting thoi diém nhat dinh ciia mdi truong kinh doanh dé nang cao hiéu qua va toi da hoa
loi nhudn cho ngan hang. Do d6, Agribank Ham Thuan Nam can linh hoat trong viéc
diéu chinh 1ai suat huy dong theo dién bién thi truong va nhu cau ciia khach hang. Piéu
nay gitp tao sy hip dan cho nguoi g tién va tao ra ning luc canh tranh tt hon cho
chi nhanh. Lanh dao Agribank Ham Thuin Nam ciing can tdn dung cic quyén tu chu
trong viéc quan 1y 13i suat huy dong dé thiét ké cac san pham tién giri phit hop v6i nhu
cau cua ting khu vie dan cu va khach hang cu thé.

Ngéan hang can c¢6 khung 1i suat pht hop véi thi trudong ciing nhu xay dung
khung 13i sut phu trdi cu thé, rd rang ap dung cho cac khach hang giri tiét kiém ca
nhan tai chi nhanh, nhat 1a cac khach hang co luong tién giri tiét kiém 1on va thuong
xuyén. Muc 13i suit wu dii cu thé, rd rang 1a dong luc thic ddy khach hang gui tiét
kiém nhiéu hon. Can bo sung nhan sy cho ddi ngii can bd theo dbi thudng xuyén bién
dong 1ai sudt ctia cac doi thu canh tranh 16n nhu Vietcombank, Vietinbank, Sacombank
hay BIDV dé kip thoi xdy dung cac phuong an, chinh sach 13i suit phu hop va canh
tranh.

Pua ra phuong thuc tra 1ai hop 1y tao ra tinh chu dong cho khach hang. Bén
canh d6 can gidi thiéu v6i khach hang dic diém cia timg phuong thire tra 13i dé khach
hang c6 thé chon liwa duoc phuong thirc pht hop voi minh nhét va co thé dap ung tdi

da nhu cau cua khach hang. Chu trong cac loi ich, dich vu di kém nhu xay dung chinh
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sach qua ting/ khuyén mai cho cac khach hang guri tién tiém ning hodc cic khach hang
thudng xuyén giri tién dé tang lugng khach hang trung thanh voi ngan hang. Ngoai ra,
chi nhanh BIDV ciing nén dé xuit giam cac loai chi phi dbi véi khach hang than thiét
nhu phi chuyén d6i ngoai t&, phi rit tién, t6 chitc cac dot phat hanh thé mién phi, ting
qua cho khach hang mé s6 tiét kiém méi. ..

3.2.2 Doi vdi yéu té “Sw an toan”

Doi v6i van dé an toan trong viéc cung tmg dich vu ngan hang cho khach hang,
viéc dam bdo chinh x4c va an toan thong tin khach hang trong giao dich 1a viéc lam
quan trong ma cac ngin hang luén quan tdm thwc hién. Do d6, viéc nang cao chit
lugng doi ngii nhan vién ngan hang 1a mot nhiém vu quan trong dé dam bao hiéu qua
trong hoat dong huy dong vdn néi riéng va cac hoat dong cua ngan hang noéi chung.
Nhan sy dong vai tro trung tdm ctia moi hoat dong ngan hang. Do d6, Agribank Ham
Thuian Nam can phai dac biét quan tam do la xay dung do1 ngli nhan sy c6 tm huyét,
nang luc, tinh than trach nhiém cao va ludén gin bé cling nhu phat trién bén viing véi
ngan hang. Viéc quan tdm xay dyng va hoan thién doi ngii nhan su c6 day du chuyén
mon, ning lyc phan tich, danh gia cling nhu dao duc tot s& gitip cho cac hoat dong
cung ung dich vu clia ngan hang dat dugc cac hiéu qua mong doi. Pé 1am duoc diéu
nay, ngay tir khau tuyén dung, Agribank Ham Thuan Nam can phai timg budc hoan
thién quy trinh tuyén dyng nhan sy danh riéng cho bd phan tin dung véi nhitng dic thu
ciia bo phin nay. Phdi hop v6i cac hoat dong tuyén dung nhdn sy dong loat cua
Agribank Binh Thuan dé dé xuét cac tiéu chi lya chon nhan sy méi cho phu hop véi
diéu kién va vi tri cong tac theo dung chuyén mon cia ngudi thi tuyén nham dam bao
su hi€u qua trong cong viéc cua nhan sy dugc tuyén theo vi tri cong tac. Ngoai ra,
Agribank Ham Thuan Nam ciing can xay dung cac ké hoach tuyén dung nhan sy hang
nam dé kip thoi bd sung lyc lwong nhan sy dép Gmg nhu cau ngay cang cao cua hoat

dong tin dung tai Chi nhénh.
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Ngoai ra, linh dao Agribank Ham Thuin Nam ciing can xay dung va hoan thién
ké hoach dao tao nhan sy trong thoi gian téi nham dap (mg tot nhat cho hoat dong mo
rong va phat trién cua chi nhanh. Déi v6i cac nhan sy méi, ngoai viée bé tri nhing vi
tri cong viéc gitp nhan vién lam quen véi1 dic thu cong viée, chi nhanh cling can tao
diéu kién dé t6 chirc cac chuwong trinh ddo tao ngin han tai ngan hang nhiam tirng budc
bd sung nhitng kién thirc thuc té vé hoat dong huy dong vén tai chi nhanh ciing nhu
nhing dic thu vé san phdm ma Chi nhanh dang cung cap. Pay 1a co hoi giup nhéan vién
méi dé dang hoa nhap hon véi hoat dong cia ngan hang ciing nhu gitip nang cao kha
nang lam viéc cta nhan vién, gop phan vao thanh cong chung ctia Chi nhanh. Péi véi
cac nhan vién da c6 kinh nghiém ciing nhu thdm nién lam vi¢c tai ngan hang, lanh dao
Chi nhanh ciing can tao moi diéu kién cho nhan vién tham gia cac chuong trinh nang
cao trinh do chuyén mon, k¥ nang lam vi¢c tai cac co s& dao tao trén dia ban tinh hoac
tai cac co s& giao duc c6 uy tin trén ca nude dé nhan vién ngdy cang hoan thién hon
nita k§ ning lam viéc va trinh d6 chuyén mon nham dép tng t6t hon nhu cu ctia cong
viéc cling nhu 1am nong ¢t cho céc vi tri quan 1y sau nay.

Ngoai ra, dé nang cao su an toan trong viéc cung tmg dich vu tién giri khach
hang ca nhan, Agribank Haim Thuan Nam ciing can hoan thién quy trinh chim soc
khach hang. Déi v6i dich vu tién giri, chat lugng dich vu thé hién qua viéc ngan hang
dam bao an toan tién g tot; giai quyét thoa dang cac khiéu nai ctia khach hang trong
qua trinh gui tién; xir 1y cac giao dich nhanh chéng, chinh x4c cling nhu ngan hang
luén dam bao tinh minh bach, rd rang cac thong tin lién quan dén dich vu ma ho st
dung. Cho nén, trong thoi gian téi Agribank Ham Thuan Nam can tich cyc hon trong
viéc ddu tu, nang cip trang thiét bj va cong nghé theo huéng tr dong hoa, ning cao

tinh bao mat, ddm bao an toan thong tin cua khach hang.
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3.2.3 Doi vdi yéu t6 “Nhém tham khdio”

Trong mdi truong hoi nhap kinh té qudc té canh tranh gay gat hién nay, céc
ngan hang khong chi chiu su canh tranh tir cdc ngan hang trong nudc ma con tur cac
NHTM nudc ngoai. V&i sy phét trién ngdy cang tét cia hé théng thong tin dai ching,
viéc tiép can va sir dung hiéu qua cic phuong phap marketing s& mang lai nhiéu loi thé
canh tranh vé nhu cau str dung san pham cho cac ngan hang. Ddi v6i cac san pham huy
dong, viéc dé khach hang hiéu va nam r6 timg dic diém san pham 1a mot van dé khong
dé, doi hoi phai ¢ cac chinh sach truyén thong, quang ba san pham phu hop, hiéu qua
dé ning cao kha ning tiép cén san pham tién gui cia khach hang. Do d6, trong thoi
gian t6i Agribank Ham Thuan Nam can quan tim, dau tu nhiéu hon nita dén cac chinh
sach truyén thong, marketing san pham, dich vu noéi chung va san pham, dich vu tién
gri no6i riéng thong qua viéc lién két voi cac don vi truyén thong chuyén nghiép dé
nang cao hiéu qua hoat dong nay ca vé noi dung 1an hinh thirc. Phéi hop t6t hon véi
cong ty truyén thong, quang cio uy tin dé dua ra cic chuong trinh marketing truyén
thong, marketing sé phu hop theo timg giai doan kinh té cling nhu phi hop véi riéng
tirng loai hinh khach hang nhim dam bao kha ning thu hut khach hang st dung dich vu
tién giri cua chi nhanh.

Ngoai vi¢e tap trung cac hoat dong marketing thong qua su da dang va phu hop
clia cac san pham, viéc nang cao hinh anh, thuong hiéu Agribank trén dia ban huyén
cling 12 mot kénh truyén thong hiéu qua gitp nang cao kha niang lya chon ngan hang dé
sit dung dich vu ciia chi nhanh. Ngan hang can thudng xuyén t6 chirc thuc hién khao
sat sy hai 1ong ciia khach hang ciing nhu xac dinh cic van dé con han ché va nhiing
mat tich cyc lién quan dén chat luong dich vu ctia Chi nhanh dé kip thoi c6 nhiing diéu
chinh hoat dong quan 1y chat lugng ngan hang néi chung nham duy tri va nang cao
hiéu qua hoat dong cua ngan hang. Cac nodi dung khao sat khach hang can dugc thiét ké
chi tiét, d& hiéu va bam sat thuc tién dé khach hang cam nhan mot cach khach quan va

chi tiét nhat cho timg noi dung goép y. Bén canh d6, Chi nhanh ciing cin ning cao hinh
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anh thuong hiéu dé timg budc chiém duoc su tin tudng cua khach hang déi véi ngan
hang thong qua cac hoat dong hd tro x3 hoi, cac hoat dong thién nguyén hay céc
chuong trinh hd tro, tai tro tai tro cac quy hoc béng cho hoc sinh, sinh vién tai cac
truong phé thong trén dia ban hoat dong ciling nhu tai trg cho cac hoat dong, cac
chuong trinh chu diém dén chao cac ngay 1& dic biét ciia huyén trong nim. ..

Ngén hang ciing can da dang hoa cac san pham, dich vu ctia minh, nén lira chon
cac san phém dac thu mang ban sdc riéng dé tao su khac biét so véi cac ddi tha canh
tranh. D6i v6i tién gui tiét kiém, ngan hang can 4p dung nhiéu loai san pham dap ung
ngay cang cao nhu cau ctia khach hang: dua ra cac goi tiét kiém tich lily cho twong lai,
tiét kiém an sinh, tiét kiém tich liy tur lwong, cac loai tiét kiém véi ky han va lai suét
linh hoat... v6i cac thay dbi linh hoat va phu hop véi timg thoi diém khac nhau, nham
nang cao hi€u qua hoat dong huy dong cua chi nhanh. Agribank Ham Thuén Nam ciing
can quan tim nhiéu hon trong viéc t6 chitc cac chuwong trinh tri 4n, chdm so6c khach
hang nhim tim hiéu nhu cau va s& khach hang nhiam gitip ngin hang cai thién chat
luong dich vu ciia minh. Bén canh da dang hoa cac san phém tién gui tiét kiém, ngan
hang can cht trong dén viéc cung cap cac dich vu thiét yéu cho khach hang nhu thanh
toan tién dién, nuée, thanh toan hoéa don, déy manh dich vu thanh toan, chuyén tién,
dau tu hon nita bang hinh thirc ¢ — Banking gitip khach hang truy cap nhanh chong,
giao dién dep mét nhung don gian, dé thyc hién va co thé thuc hién dugc moi lac, moi
noi. Ngoai ra, viéc rit ngan quy trinh nhung van dam béo tinh an toan va phap 1y, giam
thoi gian cho doi ciia khach hang ciing phan nao thu hut thém nhiéu khach hang méi s&
dén v&i chi nhanh trong thoi gian ti.

3.2.4 Doi vii yéu té “Sw thudn tién”

Phat trién co s& ha tang, mang ludi phong giao dich trén dia ban Huyén Ham
Thuan Nam, uvu tién phat trién méi cic phong giao dich nay déu nim trén cac truc
duodng giao thong thuan tién, gén siéu thi, bénh vién, truong hoc va co quan nha nudc

dé nang cao kha ning thu hit cling nhu tao sy thun tién cho khach hang khi c¢6 nhu
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cAu st dung dich vu cta chi nhanh. Bén canh do, viéc mo rong thém quy mo dén tung
dia ban vung xa cua huyén ciling la mgt giai phap hiru hi¢u giup Agribank Ham Thuan
Nam mo rong dia ban hoat dong, thu hit tién giri cua khach hang c4 nhéan 14n doanh
nghiép mot cach tét hon.

Ngén hang can phat trién co sé ha tang, trang thiét b phuc vu cho qué trinh hoat
dong, dinh ky tién hanh cai tao, ning cip cac phong giao dich cta chi nhanh trén dia
ban huyén dé dap ung t6t nhat nhu cu st dung dich vu ngin hang cta khach hang.
Ngoai ra, ngan hang can c6 chinh sich hd tro van chuyén tién miat cho khach hang,
nhét 1a nhirng khach hang c6 luong tién giao dich 16n nham tranh cac vu cudp giat, tai
nan trén duong dén ngan hang. Pbi voi nhitng khach hang gui tién, ngan hang c6 thé
ctr nhan vién dén cong ty hodc gia dinh dé 1ap hd so va van chuyén tién vé chi nhanh,
hoic khi khach hang c6 nhu cau rat khoan tién 16n, ngan hang c6 thé hd tro van chuyén
dén noi dia diém can thiét néu khach hang c6 yéu cau.

TOM TAT CHUONG 3

Trén co s& phdi hop giita két qua phan tich dir liéu duoc thu thap thong qua
khao sat khach hang str dung dich vu guri tién tai Agribank Ham Thuan Nam va dinh
hudng phat trién dich vy huy dong von ciia chi nhanh trong thoi gian t6i, nghién ciru
cling da dé xuat cac giai phap phu hop nham ning cao y dinh giri tién cia khach hang
c4 nhan thong qua viéc nang cao hiéu qua cac chinh sach lién quan 13i suit tién g,
nang cao tinh an toan trong hoat dong cung ung dich vu tién g, nang cao hiéu qua
chinh séach 1ién quan dén anh huong xa hoi va nang cao su thuén tién trong hoat dong

cung ung dich vu tién gri.
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PHAN III: KET LUAN VA KIEN NGHI
1. Két luan

Nghién ctru dugc thyuc hién tai Agribank Ham Thuan Nam véi myc ti€u chinh 1a
xac dinh cac yéu t6 anh huéng dén y dinh st dung dich vu tién giri ciia khach hang ca
nhan tai chi nhanh dé lam co s& dé xudt giai phap nham nang cao y dinh giri tién cua
khach hang. M6 hinh nghién ctru dé xuét cua dé tai duoc ké thira tir mé hinh trong céac
nghién ctru cua Lé Thuy Nhién va cong su (2020); VO Thi Ngoc Thay va cong sy
(2021) voi 6 yéu to anh huong dén y dinh lua chon gui tiét kiém ciia khach hang ca
nhan tai Agribank Ham Thuan Nam, do la: Chat luong dich vu; Hinh thic chiéu thi;
Nhom tham khao; Lai suét tién guri; Sy an toan; Sy thudn tién.

Nghién ctru tién hanh phan tich dir liéu thtr cdp tir hoat dong cung tng dich vu
tién giri cia Agribank Ham Thuin Nam trong giai doan 2021 — 2023 va phan tich dit
li¢u dugc thu thap tir khao sat 250 khach hang ca nhan st dung dich vu tién guri cua chi
nhanh dé nhin nhan dugc thuc trang hoat dong cung tmg dich vu tién gui ctia ngan
hang ciing nhu x4c dinh duoc yéu t6 nao anh huong dén y dinh lya chon gui tiét kiém
cua khach hang cé nhan tai Agribank Ham Thuan Nam.

Két qua phan tich 243 phiéu tra 101 khao sat hop 18 cho thy rang c6 4 trong 6
yéu td dugc phan tich c6 anh hudng tich cuc dén ¥ dinh lya chon gui tiét kiém cua
khach hang c4 nhan tai Agribank Ham Thuan Nam, bao gém: Nhom tham khao; Lai
suét tién gtri; Su an toan; Su thuan tién. Trong do, yéu td anh hudéng manh nhat dén y
dinh lga chon gui tiét kiém cua khach hang cd nhan tai Agribank Ham Thuan Nam la
Lai sut tién giri v6i hé s6 hoi quy chuan hoa bang 0.396; yéu td anh huong yéu nhat 1a
Su thuan tién voi hé sd hoi quy chuan hoa béng 0.112; hai yéu td con lai 12 Su an toan

va Nhém tham khao véi hé sé hdi quy chuan héa lan luot bing 0.342; 0.142.
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2. Kién nghi
2.1 Péi v6i Hoi sé Agribank

- Phat trién da dang cc san pham giri tiét kiém phu hop voi nhu cau thuc té va
su thay ddi ctia nén kinh té - x4 hoi;

- Quan tam hon trong viéc dau tu nang cap so so ha ting va tng dung cong
nghé hién dai trong hé théng nhim nang cao chit luong dich vu ngan hang;

- Tiép tuc hoan thién cac chinh sach nham hd trg nang cao chét luong doi ngii
nhan vién ngan hang dap g cac yéu cau méi ctia nén kinh té va hoi nhap.

2.2 P6i véi Agribank Binh Thuén

- Agribank Binh Thuén can trién khai kip thot va hudng dan cu thé viéc cac
chinh sach méi vé hoat dong huy dong von, tao diéu kién cho Ngan hang luén hoat
dong trong khudn kho phap luat va dam bao chét luong cao;

- Tang cuong vai tro kiém tra, kiém soat v&i cac chi nhanh trong hoat dong cung
ng dich vu huy dong nham dam bao tinh chinh xac ciing nhu xtr 1y kip thdi céc rii ro
trong qua trinh cung g dich vy;

- Xay dyng hé thong cong nghé thong tin hién tai phuc vu qué trinh thanh tra,
kiém tra va giai quyét kip thoi nhitng khé khin, vuéng mic cta chi nhanh trong hoat
dong cung tng dich vu.

3. Han ché ciia @@ tai va hwéng nghién ciru tiép theo

Két qua nghién ctru di c6 mot s dong gdp nhét dinh, tuy nhién nghién ciru nay
van con nhiéu han ché, cu thé nhu:

Nghién ctru nay chi thyuc hién tai Agribank Ham Thuan Nam nén két qua nghién
ctru chua mang tinh téng quat cao;

Nghién ctru chi tap trung vao dich vu tién giri nén ciing chua bao quat hét cac

dich vu ctia ngan hang;
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Nghién ctru chi tién hanh phén tich 6 yéu t6 anh huong dén y dinh gui tién cia
khach hang ca nhan nén viéc danh gia cac yéu té anh huong dén ¥ dinh sir dung dich
vu tién giri cua ngan hang chua duoc day du.

Trén co s cac han ché néu trén, cac nghién ctru sau can duoc thuc hién & nhiéu
loai hinh dich vu khac nhau, tai cac ngan hang khac nhau ciing nhu duoc bod sung thém
nhiéu yéu t6 khac ngoai 6 yéu td: Chét luong dich vu; Hinh thirc chiéu thi; Nhom tham
khao; Lai suét tién gui; Su an toan; Su thuédn tién ma nghién ctu da thyc hién dé két
qua nghién ciru dugc day du va chi tiét hon vé cac yéu t6 anh huong dén y dinh giri

tién cua khach hang ca nhan.
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PHU LUC

PHU LUC 1 - DAN BAI THAM KHAO Y KIEN CHUYEN GIA
I. PHAN GIOI THIEU

Xin chao Quy Anh/Chi, t6i 1a Nguyén Thi Thuy Dung, hém nay rat han hanh
don tiép cac Anh/ Chi dé cung thao luan vé dé tai “Cdc yéu té dnh hwong dén y dinh
lua chon guri tiét kiém cua khach hang ca nhan tai Agribank Ham Thudn Nam”. R4t
mong nhan dugc sy tham gia tich cuc cua Quy Anh/Chi.

Xin luu ¥ rang, moi y kién dong goép ciia Quy Anh/Chi khong ¢ ¥ kién nao
dung hay sai. Tt ca cac ¥ kién trung thuc ctia cac ban déu dong goép cho sy thanh cong
cua nghién clru nay.

II. NOI DUNG THAO LUAN

Cau 1: Khi néi vé Chiat hrong dich vu thi theo Noi
anh/chi, can thém, b6t hodc hiéu chinh nhiing Déng Khong Piéu dung
thong tin nao trong céac thong tin dudi dudi day? v déngy | chinh | diéu
tal sao? chinh
. Agribank Ham Thuan Nam giai quyét cac

~ | khiéu nai cta khach hang thoa dang

5 Agribank Ham Thuan Nam xu 1y cac giao

~ | dich nhanh chong

; Agribank Ham Thuan Nam minh bach, 1o

~ | rang céc thong tin ngay tir dau

A Agribank Ham Thuan Nam ddm bdo an

~ | toan tién giri tot

Xiv




Céu 2: Khi ndi vé Hinh thirc chiéu thi thi theo Noi
anh/chi, can thém, b6t hodc hiéu chinh nhiing Déng Khong Diéu dung
thong tin nao trong cac thong tin duoi dudi day? | v déng y | chinh | diéu
tal sao? chinh
Agribank Ham Thudn Nam cé nhiéu
1 | chuong trinh wu dii 1ai suat huy dong hap
dan
5 Agribank Ham Thudn Nam thuong xuyén
~ | thyc hién cac chuong trinh khuyén mai
; Agribank Ham Thuan Nam c¢6 cac chuong
~ | trinh tri 4n khach hang
Agribank Ham Thuén Nam c6 chuong trinh
4 |uu dai 1ai suat danh riéng cho ting d6i
tuong khéach hang
Cau 3: Khi néi vé Nhém tham khio thi theo No6i
anh/chi, can thém, b6t hodc hiéu chinh nhiing Déng Khong Diéu dung
thong tin nao trong cac thong tin duoi dudi day? |y dong ¥ | chinh | diéu
tal sao? chinh

To6i biét dén Agribank Ham Thuin Nam

1 | thong qua su gioi thi€u tor nguodi than, gia
dinh
5 To6i biét dén Agribank Ham Thuin Nam

thong qua sy giéi thiéu tir ddng nghiép
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T6i biét dén Agribank Ham Thuin Nam

3 | thong qua sy gidi thi€u tor nhan vién ngan
hang
A T6i biét dén Agribank Ham Thuin Nam

thong qua su gidi thidu tir doi tac

Céu 4: Khi néi vé Lai suét tién giri thi theo Noi

anh/chi, can thém, b6t hodc hiéu chinh nhiing Déng Khong biéu dung

thong tin nao trong cac thong tin dudi dudi day? |y dong y | chinh | diéu

tal sao? chinh

. Agribank Ham Thuan Nam c6 1di suat tién

| gui canh tranh

5 Agribank Ham Thu@n Nam c6 chi phi dich

~ | vu thap

; Agribank Ham Thuan Nam c6 phuong thirc

| tinh 1ai phu hop

A Khach hang c6 thém nhiéu loi ich tai chinh

~ | khac ngoai 13i suat tién giri

CAu 5: Khi noi vé Su an toan thi theo anh/chi, No1

can thém, bét hodc hiéu chinh nhiing thong tin | Pong | Khong | Piéu | dung

nao trong cac thong tin dudi dudi day? tai sao? |y dong ¥ | chinh | diéu
chinh

[—=

Agribank Ham Thuan Nam lau doi, co6 uy

tin trén thi truong
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Agribank Ham Thuan Nam cé ché do bao

2 .

~ | mat thong tin khach hang tot

; Agribank Ham Thuén Nam c6 nhiéu nguoi
~ | str dung dich vu giri tiét kiém

A Agribank Ham Thudn Nam hién dai, st

dung cong nghé hang dau

Cau 6: Khi noi vé Sw thudn tién thi theo Noi
anh/chi, can thém, b6t hodc hiéu chinh nhiing Déng Khong biéu dung
thong tin nao trong céac thong tin dudi dudi day? |y dong y | chinh | diéu
tai sao? chinh
Vi tri phong giao dich, chi nhénh cua
1 | Agribank Ham Thuan Nam thuan ti¢n, dé
tim
5 Hé thong ATM ciia Agribank Ham Thuén
~ | Nam rong khap
; Cac dich vu truc tuyén cua Agribank Ham
~ | Thuan Nam dé sir dung
Céau 7: Khi n6i vé Y dinh lwa chon gii tiét NG
01
kiém cua khach hang ca nhan tai Agribank . .
o bong | Khong | Diéu | dung
Ham Thuian Nam thi theo anh/chi, can thém, . .
_ _ v dong y | chinh | diéu
bot hodc hi€u chinh nhirng thong tin nao trong -
chin

cac thong tin dudi dudi day? tai sao?

[—=

Sén sang g tiét kiém vao ngan hang cé

chét lugng dich vu d4p tng mong mudn
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cua khach hang

1\

San sang gui tiét kiém vao ngan hang ma
lgi ich khach hang nhan dugc xtng dang

khi giao dich v61 ngan hang

l8]

To1 s€ gidi thiéu dich vu cuia ngan hang voi

moi ngudi xung quanh

Tran trong cim on sw dong gép cia Quy Anh/ Chi!
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PHU LUC 2 - DAN BAI KHAO SAT
Tbi 1a Nguyén Thi Thuy Dung, 12 hoc vién Chuong trinh dao tao thac sy Nganh
quan tri kinh doanh cta Truong Pai hoc Phan Thiét. Hién nay, t61 dang thuc hién
nghién ctru vé “Cdc yéu té anh hwéng dén y dinh lwa chon giki tiét kiém ciia khdch
hang ca nhén tai Agribank Ham Thudn Nam” v6i muc dich hoc tap va thuc hién luan

van t6t nghiép.

Qua budi gip mit nay, toi rit mong nhan dugc sy dong gop y kién ctia Anh/ Chi
vé nhitng nhan dinh c6 lién quan trong dé tai nghién ctru cua t6i. Moi y kién ctia Anh/

Chi s€ dugc gilt bi mat va 1a nguon thong tin gia tri cho nghién ctru cua toi.

I. THONG TIN CA NHAN

Gioi tinh

1. Nam O 2. N O

D) tudi

1. Dudi 30 tudi O 2. Tir 30 dén dudi 45 tudi O 3. Tir 45 tudi tre 1én O

Trinh d9 hoc van
1. Pho thong
2. Trung cip, cao dang

3. Pai hoc

O O 0O O

4. Sau dai hoc
Nghé nghiép

1. Cong chirc, vién chie [
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2. Nhan vién van phong [

3. Cong nhan ]

4. Buén ban, tiéu thuong [
5.Khac: ............ L]

Thu nhap

1. Duéi 5 triéu dong L]
2. T 5 dén duéi 10 triéu dong [
3. Tir 10 d&én duéi 15 triéu dong [

4. Tir 15 triéu dong trd 1én O

II. THONG TIN KHAO SAT

MA
STT , NOI DUNG THANG PO
HOA

Chat lwong dich vu - DV

Agribank Ham Thuan Nam gidi quyét cac khiéu nai

1 DV1

cua khach hang thoa dang

Agribank Ham Thuan Nam xu 1y cac giao dich
2 DV2

nhanh chong

3 3 Agribank Ham Thuan Nam minh bach, rd rang cac
DV .
thong tin ngay tu dau
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Agribank Ham Thuén Nam dam b4o an toan tién giri

4 DvV4 | |
tot
Hinh thirc chiéu thi - CT
s CT1 Agribank Ham Thuin Nam c6 nhiéu chuong trinh
vu dai 13i suat huy dong hip dan
6 T2 Agribank Ham Thuan Nam thuong xuyén thuc hién
céc chuong trinh khuyén mai
Agribank Ham Thuén Nam cé céc chuong trinh tri
7 CT3
an khach hang
Agribank Ham Thuan Nam c6 chuong trinh vu dai
8 CT4

1ai suat danh riéng cho timg d6i twong khach hang

Nhom tham khao - TK

To6i biét dén Agribank Ham Thuan Nam thong qua

9 TKl . . . . .

su g101 thiéu tr ngudi than, gia dinh

T6i biét dén Agribank Ham Thuin Nam thong qua
10 | TK2 o . _

su gi01 thiéu tor dong nghiép

T6i biét dén Agribank Ham Thuin Nam thong qua
11 | TK3 o .

su gidi thi¢u tir nhan vién ngan hang

T6i biét dén Agribank Ham Thuin Nam thong qua
12 | TK4

su gi101 thi¢u tir doi tac

Lai suat tién

gui - LS

Agribank Ham Thudn Nam c6 13i suét tién guri canh

13 LS1

tranh
14 LS2 | Agribank Ham Thuan Nam c6 chi phi dich vu thép
15 LS3 | Agribank Ham Thuin Nam c6 phuong thirc tinh 1ai
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phu hop

Khach hang c6 thém nhiéu loi ich tai chinh khac
16 | LS4 L '
ngoai 1ai suat tién guri

Su an toan - AT

Agribank Ham Thuan Nam lau doi, c6 uy tin trén thi

17 | AT1

truong

Agribank Ham Thuan Nam cé ché do bao mat thong
18 | AT2 ,

tin khach hang tot

Agribank Ham Thuan Nam c6 nhiéu ngudi st dung
19 | AT3 ,

dich vu gui tiét ki€ém

Agribank Ham Thuan Nam hién dai, st dung cong
20 | AT4

nghé hang dau

Sw thuin tién - TT

)1 TT1 Vi tri phong giao dich, chi nhadnh cia Agribank Ham

Thuan Nam thuén tién, dé tim

Heé thong ATM cua Agribank Ham Thuan Nam rong
22 | TT2 ,

khap

Cac dich vu truc myén cua Agribank Ham Thuan
23 | TT3 N

Nam dé st dung

Y dinh lwa chon giri tiét kiém ciia khach hang ca nhén tai Agribank Ham Thuin

Nam - YD

Sén sang gui tiét kiém vao ngan hang c6 chit lugng
24 | YD1 . ,
dich vu dap iing mong mudn cta khach hang

San sang gui tiét kiém vao ngan hang ma loi ich

25 | YD2 | khach hang nhén dugc xtmg dang khi giao dich véi

ngéan hang
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To1 s€ gidi thiéu dich vu ciia ngdn hang véi moi
YD3 _
nguoil xung quanh

Tran trong cam on sw hop tac, giup do ciia Quy doanh nghiép!
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PHU LUC 3 - KET QUA PHAN TiCH DU LIEU
3.1 Phan tich Cronbach’s Alpha
3.1.1 Thang do “Chat lrgng dich vu - DV”

Case Processing Summary

N %
Cases Valid 243 100.0
Excluded? 0 .0
Total 243 100.0

a. Listwise deletion based on all variables in the

procedure.

Reliability Statistics

Cronbach's
Alpha N of Iltems
.661 4
Item Statistics
Mean Std. Deviation N
DV1 4.189 .8891 243
DV2 3.716 .8065 243
DV3 4.156 .9092 243
DV4 3.626 .8789 243
Item-Total Statistics
Corrected Item- Cronbach's
Scale Mean if | Scale Variance Total Alpha if Item
Iltem Deleted if Item Deleted Correlation Deleted
DV1 11.498 3.615 479 .566
DV2 11.971 4.367 .299 .679
DV3 11.531 3.539 485 .562
DV4 12.062 3.571 .507 547
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Case Processing Summary

N %
Cases Valid 243 100.0

Excluded? 0 .0

Total 243 100.0

a. Listwise deletion based on all variables in the

procedure.

Reliability Statistics

Cronbach's
Alpha N of Items
.679 3
Item Statistics
Mean Std. Deviation N
DV1 4.189 .8891 243
DV3 4.156 .9092 243
DV4 3.626 .8789 243

Item-Total Statistics

Corrected Item- Cronbach's
Scale Mean if | Scale Variance Total Alpha if Item
Iltem Deleted if Item Deleted Correlation Deleted
DV1 7.782 2.262 491 .586
DV3 7.815 2.201 496 .580
DV4 8.346 2.293 489 .590
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3.1.2 Thang do “Hinh thirc chiéu thi - CT”

Case Processing Summary

N %
Cases  Valid 243 100.0
Excluded? 0 .0
Total 243 100.0

a. Listwise deletion based on all variables in the

procedure.

Reliability Statistics

Cronbach's
Alpha N of Items
.817 4
Item Statistics
Mean Std. Deviation N
CT1 4.062 .9405 243
CT2 3.317 .9059 243
CT3 3.905 .9509 243
CT4 3.366 .8917 243

Item-Total Statistics

Corrected Item- Cronbach's
Scale Mean if | Scale Variance Total Alpha if Item
Item Deleted if Item Deleted Correlation Deleted
CT1 10.588 5.384 578 .798
CT2 11.333 5.231 .661 .759
CT3 10.745 5.067 .659 .760
CT4 11.284 5.303 .655 .762
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3.1.3 Thang do “Nhom tham khao - TK”

Case Processing Summary

N %
Cases  Valid 243 100.0
Excluded? 0 .0
Total 243 100.0

a. Listwise deletion based on all variables in the

procedure.

Reliability Statistics

Cronbach's
Alpha N of Items
713 4
Item Statistics
Mean Std. Deviation N
TK1 3.412 .9334 243
TK2 2.576 1.0191 243
TK3 3.379 8747 243
TK4 3.819 1.1643 243

Item-Total Statistics

Corrected Item- Cronbach's
Scale Mean if | Scale Variance Total Alpha if Item
Item Deleted if Item Deleted Correlation Deleted
TK1 9.774 5.027 .661 .557
TK2 10.609 4.975 .583 .598
TK3 9.807 5.595 .557 .625
TK4 9.366 5.762 277 .804
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Case Processing Summary

N %
Cases  Valid 243 100.0
Excluded? 0 .0
Total 243 100.0

a. Listwise deletion based on all variables in the

procedure.

Reliability Statistics

Cronbach's
Alpha N of Iltems
.804 3
Item Statistics
Mean Std. Deviation N
TK1 3.412 .9334 243
TK2 2.576 1.0191 243
TK3 3.379 8747 243

Item-Total Statistics

Corrected Item- Cronbach's
Scale Mean if | Scale Variance Total Alpha if Item
Iltem Deleted if Item Deleted Correlation Deleted
TK1 5.955 2.829 .657 725
TK2 6.790 2.613 .641 747
TK3 5.988 2.996 .661 725
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3.1.4 Thang do “Lai suat tién giri - LS”

Case Processing Summary

N %
Cases  Valid 243 100.0
Excluded? 0 .0
Total 243 100.0

a. Listwise deletion based on all variables in the

procedure.

Reliability Statistics

Cronbach's
Alpha N of Items
.833 4
Item Statistics
Mean Std. Deviation N
LS1 3.905 .9200 243
Ls2 3.827 .9849 243
LS3 4.053 1.0291 243
LS4 4.070 .9745 243

Item-Total Statistics

Corrected Item- Cronbach's
Scale Mean if | Scale Variance Total Alpha if Item
Item Deleted if Item Deleted Correlation Deleted
LS1 11.951 6.196 .689 779
Ls2 12.029 5.970 677 .783
LS3 11.802 5.870 .656 .793
LS4 11.786 6.185 .632 .803
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3.1.5 Thang do “Su an toan - AT”

Case Processing Summary

N

%

Cases Valid

Total

Excluded?

243

243

0

100.0

100.0

.0

a. Listwise deletion based on all variables in the

procedure.

Reliability Statistics

Cronbach's
Alpha N of Items
.683 4
Item Statistics
Mean Std. Deviation N
AT1 4.000 .9091 243
AT2 3.531 .8919 243
AT3 3.683 .8686 243
AT4 3.494 .8924 243

Item-Total Statistics

Corrected Item- Cronbach's
Scale Mean if | Scale Variance Total Alpha if Item
Item Deleted if Item Deleted Correlation Deleted
AT1 10.708 3.803 529 574
AT2 11.177 3.601 .623 510
AT3 11.025 5.107 .164 .790
AT4 11.214 3.673 .595 .529
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Case Processing Summary

N %
Cases  Valid 243 100.0
Excluded? 0 .0
Total 243 100.0

a. Listwise deletion based on all variables in the
procedure.

Reliability Statistics

Cronbach's
Alpha N of ltems
.790 3
Item Statistics
Mean Std. Deviation N
AT1 4.000 .9091 243
AT2 3.531 .8919 243
AT4 3.494 .8924 243

Item-Total Statistics

C

orrected Item- Cronbach's
Scale Mean if | Scale Variance Total Alpha if Item
Iltem Deleted if Item Deleted Correlation Deleted
AT1 7.025 2.553 .595 .753
AT2 7.494 2474 .655 .688
AT4 7.531 2.498 .642 .701
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3.1.6 Thang do “Su thuan tién - TT”

Case Processing Summary

N %
Cases  Valid 243 100.0
Excluded? 0 .0
Total 243 100.0

a. Listwise deletion based on all variables in the
procedure.

Reliability Statistics

Cronbach's
Alpha N of ltems
.748 3
Item Statistics
Mean Std. Deviation N
TT1 3.230 1.1697 243
TT2 3.543 1.0331 243
TT3 3.963 1.0379 243

Item-Total Statistics

Corrected ltem- Cronbach's

Scale Mean if | Scale Variance Total Alpha if Item

Iltem Deleted if Item Deleted Correlation Deleted
TT1 7.506 3.276 .558 .691
TT2 7.193 3.454 .647 .584
TT3 6.774 3.787 .530 714
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3.1.7 Thang do “Y dinh lwa chon giri tiét kiém cia khach hang ca nhan tai
Agribank Ham Thuan Nam - YD”

Case Processing Summary

N %
Cases  Valid 243 100.0
Excluded? 0 .0
Total 243 100.0
a. Listwise deletion based on all variables in the
procedure.
Reliability Statistics
Cronbach's
Alpha N of ltems
.884 3
Item Statistics
Mean Std. Deviation N
YD1 3.477 .7569 243
YD2 3.481 .7003 243
YD3 3.444 .7158 243
Item-Total Statistics
Corrected Item- Cronbach's
Scale Mean if | Scale Variance Total Alpha if Item
Item Deleted if Item Deleted Correlation Deleted
YD1 6.926 1.763 747 .862
YD2 6.922 1.849 .786 .826
YD3 6.959 1.800 794 .819
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3.2 Phan tich nhén t6 kham pha

3.2.1 Phén tich nhén t6 kham pha cho cac bién djc lap

KMO and Bartlett's Test

Kaiser-Meyer-Olkin Measure of Sampling Adequacy. .809
Bartlett's Test of Sphericity ~ Approx. Chi-Square 1723.286
df 190
Sig. .000

Communalities

Initial Extraction
DV1 1.000 .604
DV3 1.000 .657
DV4 1.000 578
CT1 1.000 .602
CT2 1.000 .670
CT3 1.000 .678
CT4 1.000 .679
TK1 1.000 741
TK2 1.000 712
TK3 1.000 715
LS1 1.000 .706
Ls2 1.000 715
LS3 1.000 .689
LS4 1.000 .611
AT1 1.000 .679
AT2 1.000 734
AT4 1.000 .743
TT1 1.000 .675
TT2 1.000 757
TT3 1.000 .633

Extraction Method: Principal

Component Analysis.
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Total Variance Explained

Extraction Sums of Squared

Rotation Sums of Squared

Initial Eigenvalues Loadings Loadings

Compon % of Cumulative % of Cumulative % of Cumulativ
ent Total | Variance % Total Variance % Total Variance e %

1 4.844 24.219 24.219 4.844 24.219 24.219 2.691 13.456 13.456
2 2.818 14.091 38.309 2.818 14.091 38.309 2.677 13.387 26.843
3 1.943 9.717 48.026 1.943 9.717 48.026 2.161 10.804 37.647
4 1.440 7.200 55.226 1.440 7.200 55.226 2.135 10.677 48.324
5 1.374 6.868 62.094 1.374 6.868 62.094 2.036 10.178 58.502
6 1.160 5.801 67.895 1.160 5.801 67.895 1.879 9.393 67.895
7 707 3.537 71.431

8 .636 3.182 74.614

9 .617 3.084 77.698

10 524 2.618 80.316

11 .506 2.528 82.844

12 495 2.476 85.320

13 473 2.367 87.686

14 441 2.204 89.890

15 .393 1.967 91.857

16 .378 1.888 93.746

17 .359 1.794 95.539

18 .320 1.599 97.138

19 .302 1.509 98.648

20 .270 1.352 100.000

Extraction Method: Principal Component Analysis.
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Component Matrix?

Component

2 3 4

LS1
LS4
LS2
LS3
CT4
CT2
TK3
TK1
CT1
CT3
TK2
AT1
AT4
AT2
TT2
TT3
TT1
DV3
Dv4
DV1

.686
.686
.638
.607
.601
.589
577
.556

.561

791
719
.692
.598

Extraction Method: Principal Component Analysis.

a. 6 components extracted.

Rotated Component Matrix?

Component

2 3 4

LS2
LS3
LS1

LS4
CT4
CT3

.818
.793
.790
.693

791
.785
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CT2 777
CT1 743
TK1 .825
TK2 .810
TK3 .765
AT2 .823
AT4 .818
AT1 .800
TT2 .857
TT3 791
TT1 .785
DV3 .801
DV1 741
DV4 726
Extraction Method: Principal Component Analysis.
Rotation Method: Varimax with Kaiser Normalization.
a. Rotation converged in 6 iterations.
Component Transformation Matrix
Component 1 2 3 4 5 6
1 .591 528 428 .316 133 .266
2 .268 -.525 -.419 491 .284 .395
3 .009 .027 .031 -.343 .922 -175
4 -.116 -.231 .342 -.484 -.039 762
5 -.751 .290 102 482 221 .245
6 .035 .554 - 717 -.274 -.034 .319

Extraction Method: Principal Component Analysis.

Rotation Method: Varimax with Kaiser Normalization.
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3.2.2 Phén tich nhén t6 kham pha cho bién phu thudc

KMO and Bartlett's Test

Extraction Method: Principal

Component Analysis.

Kaiser-Meyer-Olkin Measure of Sampling Adequacy. 742

Bartlett's Test of Sphericity ~ Approx. Chi-Square 401.516
df 3
Sig. .000

Communalities
Initial Extraction

YD1 1.000 .783

YD2 1.000 .824

YD3 1.000 .832

Total Variance Explained

Initial Eigenvalues Extraction Sums of Squared Loadings
Component Total % of Variance Cumulative % Total % of Variance Cumulative %
1 2.439 81.314 81.314 2.439 81.314 81.314
2 319 10.648 91.962
3 .241 8.038 100.000

Extraction Method: Principal Component Analysis.

Component Matrix?

Component
1
YD3 912
YD2 .908
YD1 .885

Extraction Method:

Principal Component

Analysis.
a. 1 components

extracted.
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3.3 Phan tich twong quan

Correlations

F YD F DV F CT F TK F LS F AT FTT
F_YD Pearson Correlation 1 .259™ .336™ .336™ 612" 507" 215"
Sig. (2-tailed) .000 .000 .000 .000 .000 .001
N 243 243 243 243 243 243 243
F_DV Pearson Correlation 259" 1 .056 110 316" .307" .096
Sig. (2-tailed) .000 .381 .087 .000 .000 137
N 243 243 243 243 243 243 243
F_CT Pearson Correlation .336" .056 1 492" .324" 102 .019
Sig. (2-tailed) .000 .381 .000 .000 A1 771
N 243 243 243 243 243 243 243
F_TK Pearson Correlation .336" 110 492" 1 314" .052 .020
Sig. (2-tailed) .000 .087 .000 .000 416 .759
N 243 243 243 243 243 243 243
F LS Pearson Correlation 612" .316" .324" 314" 1 .352" 747
Sig. (2-tailed) .000 .000 .000 .000 .000 .006
N 243 243 243 243 243 243 243
F_AT Pearson Correlation 507" 307" 102 .052 .352" 1 .087
Sig. (2-tailed) .000 .000 A1 416 .000 178
N 243 243 243 243 243 243 243
F_TT Pearson Correlation 215" .096 .019 .020 74" .087 1
Sig. (2-tailed) .001 137 771 .759 .006 178
N 243 243 243 243 243 243 243

**, Correlation is significant at the 0.01 level (2-tailed).
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3.4 Phan tich hdi quy

Descriptive Statistics
Mean Std. Deviation N

F_YD 3.4678 .65292 243

F_DV 3.9904 .69657 243

F_CT 3.6626 74121 243

F_TK 3.1221 .80014 243

F_LS 3.9640 .79836 243

F_AT 3.6749 .75328 243

F TT 3.5789 .88221 243

Correlations
F YD F DV F CT F TK F LS F AT FTT

Pearson Correlation F_YD 1.000 .259 .336 .336 612 .507 215
F_DV .259 1.000 .056 110 .316 .307 .096
F_CT .336 .056 1.000 492 .324 102 .019
F_TK .336 110 492 1.000 .314 .052 .020
F_LS .612 .316 .324 314 1.000 .352 A74
F_AT .507 .307 102 .052 .352 1.000 .087
F_TT 215 .096 .019 .020 174 .087 1.000

Sig. (1-tailed) F_YD .000 .000 .000 .000 .000 .000
F_DV .000 191 .043 .000 .000 .068
F_CT .000 191 .000 .000 .056 .386
F_TK .000 .043 .000 .000 .208 379
F_LS .000 .000 .000 .000 .000 .003
F_AT .000 .000 .056 .208 .000 .089
F_TT .000 .068 .386 .379 .003 .089

N F_YD 243 243 243 243 243 243 243
F_DV 243 243 243 243 243 243 243
F_CT 243 243 243 243 243 243 243
F_TK 243 243 243 243 243 243 243
F_LS 243 243 243 243 243 243 243
F_AT 243 243 243 243 243 243 243
FTT 243 243 243 243 243 243 243
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Variables Entered/Removed?

Variables Variables
Model Entered Removed Method
1 F_TT, F_CT,
F_DV, F_AT, Enter
F TK,F LS

a. Dependent Variable: F_YD

b. All requested variables entered.

Model Summary®

Adjusted R Std. Error of the
Model R R Square Square Estimate Durbin-Watson
1 7213 .520 .508 45792 1.945
a. Predictors: (Constant), F_TT, F_CT, F_DV, F_AT, F_TK, F_LS
b. Dependent Variable: F_YD
ANOVA?
Model Sum of Squares df Mean Square F Sig.
1 Regression 53.676 6 8.946 42.662 .000°
Residual 49.488 236 210
Total 103.164 242
a. Dependent Variable: F_YD
b. Predictors: (Constant), F_TT, F_CT, F_DV, F_AT,F_TK, F_LS
Coefficients?®
Standardized
Unstandardized Coefficients | Coefficients Collinearity Statistics
Model B Std. Error Beta t Sig. Tolerance VIF
1 (Constant) 123 .257 480 .631
F_DV -.002 .046 -.003 -.053 .957 .851 1.176
F_CT .089 .047 101 1.902 .058 722 1.386
F_TK 116 .043 142 2.682 .008 725 1.379
F_LS .323 .044 .396 7.378 .000 707 1.414
F_AT .296 .043 .342 6.893 .000 .828 1.207
F_TT .083 .034 112 2.441 .015 .966 1.036

a. Dependent Variable: F_YD

xli




Collinearity Diagnostics®

Variance Proportions
Mode Dimensio | Eigenvalu| Condition | (Constant
| n e Index ) F DV F CT F TK F LS F AT FTT
1 1 6.805 1.000 .00 .00 .00 .00 .00 .00 .00
2 .065 10.212 .00 .01 .06 .29 .00 .02 .31
3 .047 12.003 .00 .05 .01 .09 .02 .21 .54
4 .025 16.450 .00 .34 A7 .31 .03 .06 .00
5 .023 17.033 .05 .21 .26 15 .38 1 .02
6 .023 17.191 .00 .07 .01 .15 57 .53 .02
7 .010 25.609 .94 .32 .20 .00 .01 .06 12
a. Dependent Variable: F_YD
Residuals Statistics?®
Minimum Maximum Mean Std. Deviation
Predicted Value 1.7710 4.3043 3.4678 47096 243
Residual -1.67146 1.32698 .00000 45221 243
Std. Predicted Value -3.603 1.776 .000 1.000 243
Std. Residual -3.650 2.898 .000 .988 243

a. Dependent Variable: F_YD
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Frequency

Histogram

Dependent Variable: F_YD
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Regression Standardized Residual

Normal P-P Plot of Regression Standardized Residual
Dependent Variable: F_YD
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Regression Standardized Residual

Scatterplot
Dependent Variable: F_YD

4

Regression Standardized Predicted Value
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