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TOM TAT

Nghién ctru duge thyc hién véi muc dich xac dinh cac yéu t chinh anh hudng
dén 10ng trung thanh ctia khach hang d6i véi Quy tin dung nhan dan Ham Nhon huyén
Ham Thuén Bic tinh Binh Thuén ciing nhu mirc d6 anh huong cua timg yéu to dé
lam co s& dé xuat cac ham y nham nang cao 1ong trung thanh ciia khach hang. M6
hinh nghién ctru cta dé 4n gdm 7 yéu td tac dong dén long trung thanh cta khach
hang d6i v6i Quy tin dung nhan dan Ham Nhon huyén Ham Thuin Béc tinh Binh
Thuén, d6 1a: (i) Phuong ti¢n hitu hinh, (i1) Sy tin cay, (ii1) Mic do dap ung, (iv) Su
dam bao, (v) Su déng cam, (vi) Chi phi chuyén d6i va (vii) Niém tin. Dit liéu nghién
ctru duoc thu thap théng qua khao sat 260 khach hang str dung san pham dich vu giri
tién ciia Quy tin dung nhan dan Ham Nhon.

Két qua phan tich tir 239 phiéu tra 1o khao séat hop 1é trong 260 phiéu khao sat
dugc phat ra cho thay c6 tat ca 7 yéu té déu anh huong tich cuc dén 1ong trung thanh
ctua khach hang tai Quy tin dung nhin dan Ham Nhon huyén Ham Thuan Bic tinh
Binh Thuén, d6 1a: Phuong tién hiru hinh (PTHH), Niém tin (NT), Su tin cdy (TC),
Chi phi chuyén d6i (CPCD), Mtc d6 dap tng (DU), Sy déng cam (DC) va Sy dam
bao (DB). Trong d6, yéu t6 anh huéng manh nhat d&én Long trung thanh cua khach
hang tai Quy tin dung nhan dan Ham Nhon huyén Ham Thuén Béc tinh Binh Thuan
la phuong tién hiru hinh vé&i hé s6 hdi quy chuan héa bang 0.216; Yéu té sy ddng cam
cho thiy déy 1a yéu té anh huong yéu nhét trong 7 yéu té anh hudng dén 1ong trung
thanh caa khach hang véi hé sb hdi quy chuan hda bing 0.088; Nam yéu t con lai 1a
niém tin; Mirc d6 dép Gng; Su dam bao; Chi phi chuyén doi va su tin cay Vi hé sb
hoi quy chuan hda lan luot bang 0.208; 0.194; 0.166; 0.151 va 0.146.

Két qua nghién ctru ciing 1a co sé khoa hoc dé nghién cau dé xuat cac ham y
quan tri pht hgp nham nang cao 16ng trung thanh caa khach hang tai Quy tin dung
nhan dan Ham Nhon huyén Ham Thuan Bic tinh Binh Thuan trong thoi gian toi.

T khoa: Long trung thanh, khach hang, Quy tin dung Ham Nhon.



ABSTRACT

The study was conducted to identify the key factors influencing customer
loyalty to the Ham Nhon People's Credit Fund in Ham Thuan Bac District, Binh
Thuan Province, as well as to evaluate the impact level of each factor. This serves as
a basis for proposing implications to enhance customer loyalty. The research model
includes seven factors affecting customer loyalty to the Ham Nhon People's Credit
Fund in Ham Thuan Bac District, Binh Thuan Province: (i) Tangible facilities, (ii)
Reliability, (iii) Responsiveness, (iv) Assurance, (v) Empathy, (vi) Switching costs,
and (vii) Trust. Data for the study was collected through a survey of 260 customers
using the savings deposit services of the Ham Nhon People's Credit Fund.

The analysis of 239 valid survey responses out of 260 distributed surveys
reveals that seven factors positively influence customer loyalty at the Ham Nhon
People’s Credit Fund in Ham Thuan Bac District, Binh Thuan Province. These factors
are Tangible Assets (TA), Trust (T), Reliability (R), Switching Costs (SC),
Responsiveness (RS), Empathy (E), and Assurance (A). Among these, Tangible
Assets exert the strongest influence on customer loyalty, with a standardized
regression coefficient of 0.216. Empathy, on the other hand, is the weakest factor,
with a standardized regression coefficient of 0.088. The remaining five factors Trust,
Responsiveness, Assurance, Switching Costs, and Reliability have standardized
regression coefficients of 0.208, 0.194, 0.166, 0.151, and 0.146, respectively.

The research results also serve as a scientific basis for proposing appropriate
managerial implications to enhance customer loyalty at the Ham Nhon People's
Credit Fund in Ham Thuan Bac District, Binh Thuan Province in the future.

Keywords: Loyalty, Customers, Ham Nhon People's Credit Fund.
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PHAN I: MO PAU

1. Ly do chon dé tai

Kinh té Viét Nam ké tir khi gia nhap WTO di c6 nhimng buéc thay d6i dang
ké, canh tranh khéng chi dirng & muc giita cac doanh nghiép trong nuéc véi nhau, ma
doanh nghiép Viét Nam phai canh tranh ca véi nhitng doanh nghiép nudc ngoai, dac
biét 1a nganh kinh doanh tién té, ngan hang non tré cua Viét Nam da phai d6i dau voi
nhitng “ddi thu” co bé day kinh nghiém, lich sir hang trim nim. Song song do, su
phat trién caa thong tin mang 1am cho cang ngay khach hang cang duoc tiép can véi
nhiéu nguén thdng tin, ho c6 nhiéu lra chon hon, doi hoi mac do chat lwong dich vu
cao hon. Trong bdi canh do, cac ngan hang, t6 chuc tin dung (TCTD) khac phai rat
cd gang dé nang cao chat lugng dich vu, thu hit duoc va quan trong hon ca 14 git
dugc lugng khach hang hién cd ctia minh. Baoi viée gitr chan khach hang trong moi
truong kinh doanh ngay cang canh tranh 1a viéc rat quan trong ddi voi su song con
ciia cac TCTD. Nhiéu nghién ciu va thuc té cho thiy rang so véi khach hang méi,
khach hang cii tao nhiéu loi nhuan cho cac TCTD hon. Mét khach hang trung thanh
s& ¢0 khuynh hudng quay lai nhitng dich vu cua cac TCTD va giai thiéu nguoi khac
sur dung dich vu cua TCTD d6. Khach hang trung thanh ciing sé& giup cho cac TCTD
giam duogc chi phi tiép thi so véi cac khach hang méi, hoic khach hang chua trung
thanh. Do d6, dé gitr chan duoc khach hang cii, cac TCTD phai xay dung cac chién
lugce tiép thi, truyén thong, chim soc khach hang phu hop va canh tranh so véi cac
dbi thu trén cing mot dia ban kinh doanh. Theo Kehinde va cong su (2023) cho rang
"Cac doanh nghiép phai tap trung vao viéc cung cap nhiéu loi ich hon cho khach hang
ciia minh dé ting thi phan va cang cb danh tiéng thuong hiéu cua ho” tir d6 tao long
trung thanh ciia khach hang dén véi doanh nghiép.

Kumar, V., Pozza, I.D., & Ganesh, J. (2019) cho rang su gan két caa khach
hang va trai nghiém dich vu tich cuc 1a nhitng yéu t6 then chét thac day 1ong trung
thanh cua khach hang trong nganh ngan hang." Tuy nhién, mét trong nhitng kho khan
dé thay cuia cac ngan hang, to chie tin dung d6 1a viéc hau hét cac san pham va dich

vu ctia ngan hang rat dé b bat chuéc, khi ¢ mat ngan hang phat trién va thir nghiém



san pham hay dich vu trén thi truong, ngan hang ddi thu sé phat trién nhitng san pham,
dich vu tuong tu. Do vay, kh&ch hang lura chon ¢ lai véi mot ngan hang nao do khong
chi dwa trén mdi san pham va dich vy, ma né con phu thudc vao nhiéu yéu té khéc,
diéu nay tao sy kho khin cho cac ngan hang trong viéc xay dung loi thé canh tranh
viing chic trén thi truong (Barnes & Howlett, 1998; Cohen, Gan, Yong & Chong,
2007).

Quy tin dung nhan dan (QTDND) la loai hinh t6 chuc tin dung Hop tac xa
(HTX) hoat dong trong linh vyuc kinh doanh tién t&; B may to chirc dugc xay dung
theo md hinh kinh té hop tac, hoat dong chi yéu 1a huy dong vén dé cap tin dung va
dich vu ngan hang chuyén tién dién tt (thu ho, chi ho). La loai hinh t6 chie tin dung
HTX hoat dong theo nguy@n tic ty nguyén, tu cha, tu chiu trach nhiém vé két qua
hoat dong kinh doanh, thuc hién muc tiéu chu yéu 13 twong tro giita cac thanh vién
va thuc hién céac hoat dong san xuat kinh doanh ¢ dia ban hoat dong chu yéu 1a khu
vuc ndng nghiép, néng thén, mot khu vue duoc cho 14 rat nhay cam va dé bi ton
thuong trudc cac diéu kién ngoai canh. Bac biét trong giai doan hién nay, khi ma Viét
Nam d3 thuc sy tré thanh mot nude ¢6 nén kinh té thi truong; Cac Ngan hang thuong
mai va cac loai hinh TCTD khéc phat trién ngay cang manh még, thi phan vuon rong
hon dén ca nhitng khu vuc tir trude dén nay van duogc coi 1a lanh dia riéng cua
QTDND.

Binh Thuén 1a mot trong nhitng tinh thudc khu vuc phia Nam tap trung kha
déng ddc cac Quy tin dung nhan dan, véi 25 QTDND hoat dong trén khip cac huyén,
thanh phd trong tinh. Trong bdi canh nén kinh té thi trudng véi tbc do hoi nhap ngay
cang nhanh va sau rong thi viéc gilt chan, duy tri khach hang cang tré nén quan trong
hon bao gio hét dbi vai to chirc kinh doanh tién té néi chung, cac QTDND noi riéng.
Trong nghién ctru khao sat vé thi trudng ngan hang ban 1¢ khu vuc chau A - Théi
Binh Duong cua Ersnt & Young (EY) véi 32.600 khach hang tham gia vao nghién
ctru da cho thay rang ngudi Viet Nam dé thay doi ngan hang phuc vu nhat so voi cac
nude trong khu vuc. Ty 18 % s6 nguoi duge hoi sdn sang dong tai khoan tai ngan hang

dang dung va chuyén sang mé ¢ ngan hang khac ¢ Viét Nam Ién cao hon céc nuéc



rat nhiéu. Néu nhu & Nhat Ban ty 1¢ khach hang sin sang chuyén d6i ngan hang chi
khoang tir 10% - 20%, cac nude trong khu vuc Pong Nam A chi khoang 50% thi &
Viét Nam con sb d6 1én t6i tir 65% -77%. Piéu ndy ching to khach hang ngay nay &
Viét Nam tré nén kho trung thanh hon vo1 mét ngan hang. Mat khac, & Viét Nam
trong nhitg nim gan day, trude thuc trang mot sd ngan hang da phai sat nhap, pha
san hay gip phai cac su ¢b vé mat tién giri cua khach hang trong ngan hang hay trong
tai khoan d lam cho mot bd phan khach hang ngdy cang tré nén dé chimg, can than
hon khi lya chon cac ngan hang, TCTD khac dé giao dich, phan dong trong s6 d6 dan
chuyén qua cong tac v6i cac ngin hang 16n duoc sy bao tro tir ngan hang nha nudc
hodc cac ngan hang nudc ngoai.

Long trung thanh ctia khach hang c6 thé duoc xem 13 mot tai san quy gia cua
TCTD. Khi khach hang trung thanh, ho s€ tiép tuc st dung dich vu cia TCTD va c6
thé gi61 thiéu cho rat nhiéu khach hang tiém nang khac st dung san phém, dich vu
ctia ngan hang, tin dung. Vién nghién ctru Gartner Group ctia My coéng bd bao cdo
khang dinh rang 20% khach hang hién tai c6 thé mang dén 80% doanh thu ctia doanh
nghiép trong tuwong lai. Diéu nay cho thiy vai trd quan trong cua viéc tao duoc 1ong
trung thanh cta khach hang d6i véi TCTD va lam sao giit chan dugc khach hang, tao
dugc niém tin va su uy tin, xay dung mdi quan hé trung thanh cta khach hang déi véi
QTDND la ciu hoi khé ddi v6i nhiéu QTDND hién nay trén thi trudng. Dé xay dung
dugc 1ong trung thanh noi khach hang, truéc hét QTDND Ham Nhon (goi tit 1a Quy)
can phai co day du théng tin danh gia vé mirc do trung thanh cua khach hang, phai
tim ra cac yéu t6 nao tac dong dén 1ong trung thanh cta khach hang. Do vay, can co
mot nghién ctru dé xac dinh cac yéu td anh huong dén long trung thanh ciia khach
hang, yéu t6 ndo 1a quan trong nhat va can phai cai tién gi trong qua trinh quan tri,
hoach dinh chién luoc nham nang cao 1ong trung thanh, giir chan dugc khach hang
trong moi trudng canh tranh ngay cang khéc liét. Mic du ra doi kha som voi mang
lu6i rong khap ca nude néi chung, tinh Binh Thuén noi riéng. QTDND Ham Nhon
v61 mo hinh hoat dong linh hoat nham mang lai sy thuan tién nhét cho khach hang

nhung chua c6 mot nghién ctru chinh thirc nao vé long trung thanh cua khach hang



v6i Quy. Cung v6i sy quan tAm t6i thi truong, tac gia mudn thuc hién dé tai do ludng
10ng trung thanh ctia khach hang va nhitng yéu té c¢6 tac dong dbi v6i long trung thanh
cua khach hang tai Quy tin dung nhan dan Ham Nhon. Pay chinh 1a 1y do tac gia chon
nghién ctru dé tai : “Cdc yéu to6 anh hwéng dén long trung thanh ciia khdch hang
doi v6i Quy tin dung nhin din Ham Nhon huyén Ham Thudn Bic tinh Binh
Thudn” 13m D& an t6t nghiép Thac si chuyén nganh Quan tri kinh doanh.

2. Muc tiéu nghién ciru

2.1 Muc tiéu tong quét

Muc tiéu téng quét cua dé tai nay 1a xac dinh cac yéu té chinh anh huong dén
long trung thanh cua khach hang ddi véi Quy tin dung nhan dan Ham Nhon huyén
Ham Thuan Bic tinh Binh Thuan (goi tit 1a Qu¥). Trén co sé d6 dua ra cac ham y
quan tri nham nang cao hon nita 16ng trung thanh caa khach hang déi véi Quy tin
dung nhan dan Ham Nhon huyén Ham Thuan Bic tinh Binh Thuan trong thoi gian
toi.

2.2 Muc tiéu cu thé

Véi muc tidu tong quat nhu trén, cac muc tiéu cu thé duge trinh bay nhu sau:

(i) Xac dinh cac yéu té anh huong dén long trung thanh caa khach hang dbi
v6i Quy tin dung nhan dan Ham Nhon huyén Ham Thuén Bic tinh Binh Thuan;

(ii) Po ludng mie d6 anh hudng cua cac yéu té dén 1ong trung thanh cua khéch
hang d6i v6i Quy tin dung nhan dan Ham Nhon huyén Ham Thuan Béc tinh Binh
Thuan;

(iii) Bé xuat mot sé ham y quan tri nham duy tri va nang cao Iong trung thanh
cta khach hang ddi voi Quy tin dung nhan dan Ham Nhon huyén Ham Thuan Bic
tinh Binh Thuan trong thoi gian tai.

3. Cau héi nghién cwu

Véi muc tiéu cy thé cua dé tai, cac cau hoi nghién ctu duoc phat biéu nhu sau:

(i) Cac yéu t6 nao anh huong dén 1ong trung thanh caa khach hang ddi voi

Quy tin dung nhan dan Ham Nhon huyén Ham Thuan Bic tinh Binh Thuan?



(ii) Céc yéu t6 d6 anh huong nhu thé nao dén 1ong trung thanh caa khéch hang
dbi voi Quy tin dung nhan dan Ham Nhon huyén Ham Thuan Bac tinh Binh Thuan?

(iii) Nhirng ham y quan tri nao gitp nang cao long trung thanh caa khach hang
dbi v6i Quy tin dung nhan dan Ham Nhon huyén Ham Thuan Bic tinh Binh Thuan
trong thoi gian t6i?

4. Péi twong va pham vi nghién ciru

4.1 DPéi twong nghién ciru

Poi tuwong nghién cizu: Céac yéu td anh hudng dén 10ng trung thanh cua khach
hang d6i v6i Quy tin dung nhan dan Ham Nhon huyén Ham Thuan Bic tinh Binh
Thuan.

Doi tuwong khao sat: Céac khach hang ca nhan da va dang sur dung san pham,
dich vu tién gui tai Quy tin dung nhan dan Ham Nhon huyén Ham Thuan Biéc tinh
Binh Thuan.

4.2 Phgm vi nghién ciru

Vé ngi dung: Nghién ctu chi tap trung cha yéu dén viéc xac dinh cac yéu tb
anh hudng dén 10ng trung thanh cia khach hang d6i véi Quy tin dung nhan dan Ham
Nhon huyén Ham Thuan Bic tinh Binh Thuan.

Vé khong gian: T4c gia chi thuc hién diéu tra, khao s&t mau trén pham vi dia
ban thi tran Pha Long, huyén Ham Thuan Bic, tinh Binh Thuan, noi ¢6 tru s& cua
Qu¥ tin dung nhan dan Ham Nhon.

Vé thoi gian:

Dix liéu thir cap: Nghién ctu duoc thu thap gigi han trong thoi gian 3 nam, tir
nam 2021 dén nam 2023.

Dix lidu so cap: Nghién ciu tién hanh khao sat, thu thap va xi ly dir liéu trong
khoang thoi gian tir thang 9 nam 2024 dén thang 02 nam 2025.

5. Phwong phap nghién ctru

Pé &n st dung téng hop hai phuong phap nghién ctru dinh tinh va nghién ctu

dinh lugng.



5.1 Phwong phap nghién ciru dinh tinh

Nghién ctru dinh tinh 1 viéc luoc khao tong quan 1y thuyét va cac nghién ctu
lien quan dé tir d6 lya chon nhing co s& 1y thuyét, cic mé hinh nghién ctiru phit hop
nham dé xuat mo hinh nghién ciru so bd, sau d6 thuc hién thao luan ¥ kién cac chuyén
gia c6 kinh nghiém lam viéc tai Quy tin dung nhan dan Ham Nhon huyén Ham Thuéan
Bic tinh Binh Thuan nham thiét 1ap bang cau hoi sir dung cho nghién ciru chinh thirc.

5.2 Phwong phdp nghién cwu dinh luong

Nghién ctru dinh luong duoc st dung trong nghién ctru chinh thire bang cach
thu thap thong tin qua bang cau hoi diéu tra thdng qua khao sat khach hang ca nhan
d3 va dang sir dung san pham, dich vu tién guri cia Quy tin dung nhan dan Ham Nhon.
Bang cau hoi diéu tra chinh thirc duoc giri dén cac khach hang tién giri. Dit liéu nghién
ctru khi thu thap vé s& duoc xur 1y, phan tich bang phin mém SPSS. Cac dit liéu thong
50 s& dugc tién hanh kiém tra, phan tich d6 tin cay thong qua hé s6 Cronbach’s Alpha,
phan tich nhan t6 kham pha EFA, phan tich twong quan, phan tich hdi quy duoc ap
dung dé xac dinh chiéu huéng va muc do tac dong cua timg yéu td tac dong dén long
trung thanh cta khach hang c4 nhan di va dang sir dung san pham, dich vu tién giri
cua Quy tin dung nhan dan Ham Nhon.

6. Y nghia caa dé tai

Dé tai nghién ctru nay co y nghia thuc tidn thdng qua viéc do ludng dugc mic
d6 trung thanh cua khach hang tién guri ddi vai san pham, dich vu caa Quy va két qua
nghién ctru ndy s& gitip cho ban ldnh dao ctia Quy tin dung nhan dan Ham Nhon thiy
dugc chi tiét cac yéu t6 nao tac dong dén 1ong trung thanh cua khach hang tién gui,
tir d6 c6 nhitng giai phap, chinh sach kinh doanh hop 1y nham “gitr chan khach hang”
mot cach bén chiat, dong thoi gia tang lugng khach hang trung thanh vdi Quy trong
thoi gian toi.

Nghién ctru ndy c6 thé 1a tai liéu tham khao hitu ich cho sinh vién, hoc vién
nganh quan tri kinh doanh va nhiing nha nghién ctru mubn di sau nghién ctru long

trung thanh ctia khach hang tién gui dbi vai QTDND.



7. Két cau ciia Dé 4n tét nghiép

Két cdu ctiia Pé an tot nghiép dy kién gdm c6 cac ndi dung nhu sau:

Phin |: Mé dau

Phén I1: Néi dung

- Chuong 1: Co s6 1y thuyét va mo hinh nghién ctru

- Chuong 2: Phén tich thuc trang cac yéu t6 tic dong dén long trung thanh cua
khach hang d6i véi Quy tin dung nhan dan Ham Nhon huyén Ham Thuén Béc tinh
Binh Thuan.

- Chuong 3: Phan tich giai phap va ké hoach thuc hién nham nang cao long
trung thanh ciia khach hang ddi véi Quy tin dung nhan dan Ham Nhon huyén Ham
Thuan Béc tinh Binh Thuan.

Phan I11: Két luan va kién nghi

- Két luan nhitng van dé da nghién cuu.

- Kién nghi: Cac yéu t6 anh hudng dén 10ng trung thanh cua khéach hang dé c6
thé thue thi dugc céc giai phap trong thuc tién c6 hiéu qua.

- Nhitng han ché cua nghién ciu va mé ra huéng phét trién cho nhimg dé tai

tiép theo.



PHAN I1: NQI DUNG
CHUONG 1: COSO LY THUYET VA MO HINH
NGHIEN CUU

1.1 Cac khai niém cd lién quan

1.1.1 Khai ni¢m long trung thanh cia khach hang

Kathleen Khirallah (2005) cho rang: Long trung thanh cua khach hang thé hién
khi khach hang di lwa chon san pham, dich vu nao thi ho sé& tiép tuc st dung san
pham, dich vu d6 va s& khuyén céo nguoi khac sir dung san pham, dich vy d6. N6
con duoc hiéu 1a mie d6 khach hang Iap lai hanh vi mua béan tir mot nha cung cap
dich vy, thé hién thai do tich cuc ddi voi cac nha cung cap (Gremler & Brown, 1996).

Theo Chaudhuri (1999), “Long trung thanh I1& sy cam két ciia khach hang sé
mua lgi san pham hodc dich vu wa thich”. N6 con duoc hiéu 1a “thdi dé va hanh vi
ddp 1ng tét hudng téi mot hogc mét vai nhan hiéu dai véi mét loai san pham trong
mot thoti Ky bai mot khach hang” (Engel va Blackwell, 1982).

Theo dinh nghia trén, n6i mot cach khai quat long trung thanh cua khéch
hang I1a xu hudng ung ho mot thuong hiéu trén thi truong mic ké su ton tai caa céac
thuong hiéu khac bang ca thai ¢ va hanh vi, du cho diéu nay Ia do sy hai long véi
cac san pham hoic dich vy, tién loi hay hiéu qua cua thuong hiéu do, hay chi don
gian la su quen thugc va thoai mai vai thuong hiéu do.

Long trung thanh cua khach hang khuyén khich ngudi tiéu ding mua sim
nhat quan hon va c¢6 cam nhan tich cuc vé trai nghiém mua sim, gitp thu hat ngudi
tiéu dung d6i vai thuong hiéu quen thudc trong mdi truang canh tranh.

Pong va Yee (2001) di dinh nghia long trung thanh dich vy 1a “Sir san long
cua khach hang trong viéc lai 1am khach hang ciia mét nha cung cdp dich vu ndo dé
mét cdch kién dinh, dé la lwa chon dau tién trong sé nhiéu nha cung cdp, ma theo dé
6 su twong thich giia két qud vé mdt hanh vi, kém theo thdi dé va Y thirc wa thich,
bdt ké nhing anh hwong cia tinh thé va né luc marketing duoc tao ra dé lam chuyén

doi hanh vi”.



Jacoby va Chestnut (trich dan trong Beerli va cong su, 2004) da nghién ctu
long trung thanh dudi goc do tam ly, véi nd luc phan biét nd véi cac cac khai niém
vé 1ong trung thanh duéi goc do hanh vi (vi du nhu viéc mua Iap lai). Ho cho rang
xem viéc mua kién dinh mot san pham dich vu nao d6 nhu 13 mét biéu thi (indicator)
cua 10ng trung thanh c6 thé khong c6 ¥ nghia, boi vi khach hang c6 thé mua né mot
cach ngau nhién hozc mua né vi su tién loi, va ho ciing cho rang viéc mua hang khéng
kién dinh mot nhan hiéu c6 thé che giau 1ong trung thanh néu khach hang 1a nguoi
trung thanh véi nhiéu nhan hiéu.

Long trung thanh 1a sy cam két ciia khach hang sé mua lai san pham hoic
dich vy ua thich (Chaudhuri, 1999), s& wu tién tim mua san pham cia mot thuong
hi¢u nao do (Yoo et al., 2000) trong twong lai. Long trung thanh dugc do luong theo
ba cach khac nhau: Po luong hanh vi thdng qua hanh vi “mua hang 1ap lai” va bo
qua cé4c yéu to tiém an khac (Nodman, 2004); do ludng thong qua thai do nhu: y
dinh mua, dé nghi dbi véi nhimg nguoi khac hoic néi thuan loi vé san pham hoic
dich vu (Oliver, 1999); do ludng két hop ca hanh vi va thai do (Jacoby and Chesnut,
1978).

Khéach hang trung thanh cé vai trd 16n déi voi viéc duy tri va phat trién hoat
dong doanh nghiép vi s& gitp doanh nghiép ting cuong lgi thé canh tranh, cit giam
dugc chi phi tiép thi ciing nhu chi phi hoat dong, vuot ra khoi cudc canh tranh vé
gia voi cac di thu vi khach hang trung thanh sin sang chap nhan tra mac gia cao
hon cho thuong hiéu ho tin tuéng (Reichheld, 1996).

1.1.2 Khai niém long trung thanh thwong hiéu

Theo Chaudhuri, (1999) “Trung thanh thiwong hiéu 1a sw san 1ong lya chon
san phdm, thuwong hiéu Ciia nguwoi san Xuat truéc nhieng cdm dé cia doi thii canh
tranh. Khach hang dwoc xem la trung thanh véi thuong hiéu khi ho cé xu huwong
mua nhiéu san phdam cia mét thiwong hiéu ndo dé va mua 1ap lai.”

Con theo Sriram va cong su (2007), “Long trung thanh thwong hiéu la viéc

khach hang kién dinh sir dung mét thirong hiéu khi c6 nhu cau vé mét logi san pham,



dich vi””; n6 ¢6 dugc hiéu 1a “suw gan b6 cia khdch hang doi véi mot thwong hiéu”
(Theo Aaker, 1991).

Long trung thanh thuong hiéu c6 mdi quan hé chit ché voi chat luong duoc
cam nhan va cam nhan vé gia ca caa khach hang. Loi ich caa long trung thanh
thuong hiéu thé hién: giam chi phi phuc vu khach hang; giam chi phi caa khach
hang va ting gia tri cam nhan cua khach hang; khach hang it nhay cam vé chat
lwong; thu hat khach hang méi; tich liy mdi quan hé, ting gia tri hinh anh cua
thuong hiéu; ting hiéu qua cam nhan gia tri dich vu; dong doanh thu én dinh; ting
téng loi nhuan cho doanh nghiép. Long trung thanh thuong hiéu thuong biéu hién
& cac dang: khach hang mua khi c6 nhu ciu; khach hang va céng ching tin tuéng &
san pham; khach hang sin long gigi thiéu cho nguoi khac; tw nguyén cung cap thong
tin phan hoi; bo qua hodc chap nhan nhiing sa st nhat thai vé san pham, dich vu;
vuot qua cac cdm dd cua ddi thu canh tranh.

Téc gia Aaker (1991) cho ring long trung thanh thuong hiéu nhu mot sy gan
két thém ma nguoi tiéu dung c6 dbi voi mot thuong hiéu. Keller (1998) lai phan
tich 10ng trung thanh thwong hiéu & mét khia canh khac, danh gia long trung thanh
thuong hiéu qua ban chat caa mdi quan hé gitta nguoi tiéu dung va thuong hiéu va
muc d6 ma nguoi tiéu ding cam thay ring ho dong hanh cung véi thuong hiéu.

Long trung thanh caa khach hang d6i vé6i thuong hiéu cé thé duogc tiép can
dudi 02 cach: dua vao thai d6 cua nguoi tiéu dung va dua vao hanh vi cta nguoi
tiéu dung (Chaudhuri va Holbrook, 2001; Huang va Yu, 1999, Kabiraj va
Shanmugan, 2011).

- Céch tiép can thtr nhat xem xét 10ng trung thanh cia nguoi tiéu dung doi
v6i thuong hiéu dya vao hanh vi muén nhan manh dén 1ong trung thanh ciia nguoi
tiéu ding doi véi thuong hiéu thong qua hanh dong mua lap lai, sir dung thuong
xuyén thuong hiéu cuia mot san pham (Chaudhuri va Holbrook, 2001; Kabiraj va
Shanmugan, 2011). Oliver (1997) cho rang long trung thanh thuong hiéu nhu mot

loi cam két caa khach hang mua hoic sir dung thuong hiéu mot san pham trong
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tuong lai, mac dd anh huong boi nhitng tinh hudng va tac dong cua thi truong co
thé lam thay d6i hanh vi bat thuong caa khach hang.

- Céch tiép can tha hai xem xét 10ng trung thanh cta ngudi tiéu dung dya
trén khia canh thai 6. Rossiter va Percy (1987) cho rang long trung thanh cua khach
hang ddi voi thuong hiéu dugc thé hién qua thai do thién cam cia ngudi tiéu ding
dbi voi thuong hiéu va s& sir dung thuong hiéu d6 qua thoi gian. Png thoi, Yoo va
cong su (2001) ciing cho rang: 1ong trung thanh thuong hiéu thé hién khuynh huéng
trung thanh cua khach hang ddi véi thuong hiéu.

Long trung thanh cua khach hang ddi véi thuong hiéu cé vai trd quan trong
dbi voi sy thanh cong cua mot thuong hiéu, thuong hiéu ndo tao dugc 1ong trung
thanh ctia nguoi tiéu dung cang cao thi lgi nhuan cang cao, thuong hiéu nay co gia
tri cao (Tho va Trang, 2011).

Long trung thanh thwong hiéu la mot khai niém quan trong trong nghién cuu
hanh vi khach hang (Day, 1969; Huang & Yu, 1999). Khach hang dugc xem la trung
thanh véi thuong hiéu khi ho c¢6 xu huéng mua nhiéu san pham cua mét thuong
hiéu nao d6 va mua lap lai (Chaudhuri, 1999). Long trung thanh thé hién thai do cua
khach hang, néu khach hang tin tuéng va co an tuong tdt vé mot thuong hiéu thi s&
vu tién tim mua san pham cua thuong hiéu d6 (Yoo va cong su, 2000). Qua nghién
clru c&c mirc do trung thanh thuong hiéu cia khach hang, c6 thé tap trung cac chién
luge chiéu thi va chiéu thi mot cach tryc tiép va hiéu qua dén khéch hang (Lau &
Ttg, 2006).

1.1.3 C4c yéu té anh hwéng dén 1ong trung thanh cia khach hang

+ Moi lién hé giira rao can chuyén d6i ciia khach hang va long trung
thanh caa khach hang

Rao can chuyén doi 1a nhan té gay kho khan hoac ton kém cho khach hang khi
chuyén doi nha cung cap khéc (Jone va cong su, 2000). Yéu t6 rao can chuyén doi
thuong duoc sir dung dé giai thich tai sao trong mét s6 tinh huéng khéach hang khong
hai 1ong nhung van tiép tuc duy tri va giao dich ddi v&i nha cung cap hién tai. Mot s6

nghiéu ciru da chi ra rang yéu té rao can chuyén doi tao ra méi quan hé tich cuc gitra
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no vai long trung thanh khach hang. Theo Ngé Minh Tam va cong su (2015), nang
cao 16ng trung thanh ngoai viéc quan tim dén chét lwong dich vu va sy hai long thi
mét van dé khac rat can ch trong 12 viéc gia ting cac rao can chuyén do6i. Rao can
chuyén d6i nhu 14 yéu té 1am cho khéch hang phai suy nghi, tinh toan khi quyét dinh
chuyén sang mot dbi tac tac khac. Rao can chuyén ddi cang cao thi khach hang cang
ngai chuyén doi. Pay 1a yéu té nham giir chan khach hang tam thoi ciia doanh nghiép
trong viéc 1am giam stc ép 16i kéo tir cac ddi thu canh tranh trén thi truong. Nhung
day khong phai 1 giai phap lau dai, doanh nghiép can phai ¢ay manh nhitng yéu t6
cb gia tri gia tang lam tang tinh thoa man tir d6 tao nén long trung thanh caa khach
hang. Chinh diéu ndy méi tao nén méi quan hé bén viing giita khach hang va doanh
nghiép. Két qua trong nghién ctiu cia Ngd Minh Tam va cong su (2015) cho thay c6
ba nhém nhan t6 gom uy tin ciia ngan hang; mdi quan hé caa nhan vién va chi phi
chuyén d6i dong vai tro nhu rao can chuyén doi anh huong dén long trung thanh cua
khach hang khi sir dung san pham, dich vu cua ngan hang.

+ Anh hwéng cia chit lwong dich vu dén 1ong trung thanh cia khach
hang

Chat lugng dich vu 1a qua trinh cung cap dich vu xuét sic, vuot troi So Vo
mong doi cua khach hang. Bong thoi chat lugng dich vu ciing 14 nhan t6 quan trong
anh huong dén 10ng trung thanh cua khach hang. Theo Lewis va Booms (1983) thi
chat lugng dich vu 1a mét sy do luong mire d6 dich vu duoc duwa dén khach hang
turong xtng voi mong doi cua khach hang tét dén dau. Viéc tao ra mot dich vu chit
luong nghia 1a dap tmg mong doi ciia khach hang mot cach dong nhat.

Mot trong nhitng mé hinh do ludng chat luong dich vu néi tiéng ma da phan
cac nganh dich vy déu st dung dé danh gia chat luong dich vu cua doanh nghiép minh
c6 1am hai 1ong, thoa man khach hang hay khong d6 1a mé hinh do ludng chat lugng
dich vu SERVQUAL cua Parasuraman va cong su (1985). Dua trén dinh nghia truyén
théng vé chat luong dich vu, Parasuraman d3 xay dung thang do SERVQUAL dé

danh gia chat lwong dich vy gom 22 bién thudc 5 thanh phan dé do luong chat lugng
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Ky vong va dich vu cam nhén, d6 1a: Sy tin cay, Sy phan hoi, Sy dam bao, Sy cam
théng va Su hitu hinh. Theo do:

- Muc do tin cay: La doanh nghiép, t6 chtc cung tng dich vu ¢ kha ning
cung cap dich vu nhu d3 hia.

- Mtic d6 dap ung: Su dap (ng nhanh nhen cac yéu cau, sy san 1ong phuc vu
khach hang va cung cap dich vu nhanh chong.

- Sy dam bao: Thai do nha nhan, phong cach chuyén nghiép, su am hiéu va
kha nang tao an tam, tin tudng.

- Sy cam thdng: Phuc vu chu déo, quan tim dic biét dén khach hang va kha
nang thau hiéu nhu cau riéng cua khach.

- C4c yéu tb hiru hinh: Co sé vat chit, trang thiét bi, ddng phuc cua nhan vién,
khau hiéu.

+ Anh huéng ciia niém tin dén long trung thanh cia khach hang

Niém tin 1a mot bién sé chinh giai thich 1ong trung thanh cua khach hang va
dugc c4c nha nghién ctu tan dong quan diém ndy. Theo Singh va cong su (2000),
niém tin co tac dong tich cuc dén long trung thanh, né 1a doéng luc cua sy cam két
dudi dang 16ng trung thanh theo chiéu doc cia ngudi tiéu dung. Niém tin ciing dugc
xem 1a yéu t6 quan trong tao nén long trung thanh theo co sé thuc su caa ngudi tiéu
dung (Oliver 1999). (Bennett, 1996) lap luan ring cé thé hd trg 10ng trung thanh va
thanh cong trén thi truong cdng nghiép bang cach duy tri mdi quan hé véi khach hang
va gianh duoc 10ng tin cua ho. Niém tin va 1ong trung thanh c6 méi quan hé tich cuc
khi 10ng tin ctia khach hang vao mot to chuc cu thé tang 1én, né sé& dugc phan anh
trong long trung thanh tang vot dugc néu boi (Luarn va cong sy, 2003).

1.2 Tong quan cac nghién ciu lién quan

1.2.1 Cdc nghién ciru nwdc ngoai

Nghién ciru cua Julander va Soderlund (2003) d4 chia rao can chuyén doi thanh
2 loai 12 rao can chuyén d6i tich cuc va rao can chuyén doi tiéu cuc. Ho da xay dung
2 mo hinh riéng biét vé sy anh huong cua ting loai rao can chuyén doi nay dén sy

thoa man, y dinh mua l3p lai va 1ong trung thanh hudng vé thai do. Julander va
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Suderlund cho thay cac rao can chuyén doi tiéu cuc cé anh huong truc tiép tiéu cuc
dén sy hai l1ong, va céc rao can chuyén d6i tich cuc c6 anh huong tich cuc dén sy thoa
man. Tuy nhién, trong mé hinh nay khéng cho thdy mét anh huang truc tiép dang ké
nao tir rao can chuyén ddi dén long trung thanh hudng vé thai do. Cac rao can chuyén
doi chi tac dong dén 1ong trung thanh maot cach gian tiép (théng qua su thoa méan).
Nghién ctru ciing cho thay c6 su anh hudong qua lai 1dn nhau giita sy hai 1ong va cac
rao can chuyén doi tich cuc. Tém lai, nghién cau caa Julander va Soderlund (2003)
cho thay rang c6 su khac nhau giira rao can chuyén doi tich cuc va rao can chuyén
dbi tiéu cuc. Hai loai rao can nay c6 nhitng anh huong rat khac nhau dén y dinh mua
l3p lai. R&o can chuyén d6i tidu cuc co xu hudng lam giam thoa man khach hang (néu
& mirc d6 cao) va rao can chuyén ddi tich cuc c6 tac dung lam ting su hai 1ong cua
khach hang. Thém nita mdi loai rao can chuyén doi lai c6 nhiing tac dong rat khac
nhau dén sy hai long cia khach hang. M6 hinh nghién ctu anh huéng cua rao can
chuyén d6i dén su thoa man va long trung thanh hudng vé thai do cung cap mét bic
tranh phuc tap hon so voi md hinh nghién ctru tac dong dén y dinh mua lap lai. Céac
rao can chuyén doi tich cuc c6 su lién hé mat thiét va tich cuc dén 10ng trung thanh.
Giira rao can chuyén doi tich cuc va sy hai 10ng khach hang ciing c6 sy twong tac va

anh hudng lan nhau tich cuc.

Hinh 1.1 M hinh nghién cwu caa Julander va Soderlund (2003)
Nghién ciru cua Beerli va cong su (2004) cho rang trong méi trudng canh tranh

phiic tap va ning dong cua nganh ngan hang nhu hién nay, nhiing sy khac biét rat
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nhé trong c4c san pham va dich vu tai chinh dan dén nhiing thay d6i 16n trong nganh.
Céc ngan hang dinh huéng vao san pham theo cach truyén théng dang dan hudng vao
khach hang theo dang v&i nhitng nguyén tic co ban caa marketing quan hé, tap trung
chu yéu vao 10ng trung thanh cua khach hang. Ho da tién hanh nghién ciu xac dinh
c4c yéu t6 chinh anh huong dén long trung thanh cua khach hang huéng dén ngan
hang, trén co s& phan tich mdi quan hé phu thudc 13n nhau gita céc bién, cac nhan té
dé giai thich long trung thanh cua khach hang trong thi trudng ngan hang ban 1é. Két
qua nghién ciu cho thay rang:

- Méi quan hé giira su thoa méan, chi phi chuyén do6i va long trung thanh 1a tich
cuc.

- Su thoa mén c6 tac dong dén long trung thanh cao hon so véi chi phi chuyén
dbi, su théa man cang cao, 10ng trung thanh khach hang cang 16n.

- Chi phi chuyén d6i cam nhan cang 16n, long trung thanh cang cao.

- Chit luong cam nhén cang cao, sy théa man cang 16n.

- Su thoa man khach hang cang 16n, chat lvong cam nhan cang cao.

Hinh 1.2 M6 hinh nghién ctu cia Beerli va cong su (2004)
Bilal Afsar va cong s (2010) trong nghién ctru dugc thuc hién tai cac ngéan
hang & mot trong nhitng quéc gia dang phat trién, d6 1a Pakistan. Myc dich caa nghién
ctru nay la nham gitp cac nha quan ly hiéu rd cac yéu té anh huong dén 1ong trung

thanh cua khach hang va méi quan hé caa ho ddi véi ngan hang caa minh. Theo
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nghién ctu, viéc thu hat khach hang méi ludn tén kém, vi vay céac nha quan ly ludn
¢ gang tim cach dé gitr chan khach hang hién tai va tap trung vao céac yéu té khac
nhau dé nang cao 1ong trung thanh cua khéach hang gitra cac khach hang cua to chuec.
Dé thuc hién nghién ciru, mot bang cau hoi duoc thiét ké va xac nhan, sau d6 dua trén
dir liéu thu duoc tir 316 ngudi tra loi cho bang cau hoi da thiét ké, nghién ctu di xac
dinh dugc cac yéu té bao gom: chat lwong cam nhan, sy hai 10ng, su tin twdng, chi
phi chuyén d6i va cam két 1a nhitng yéu t anh huong dén 10ng trung thanh caa khach

hang.

Hinh 1.3 M6 hinh nghién ctru ctia Bilal Afsar va cong su (2010)

Beh Yin Yee, T.M. Faziharudean (2010) trong nghién ciru dé tai “Factors
Affecting Customer Loyalty of Using Internet Banking in Malaysia” (Nhiing yéu té
anh hudng dén long trung thanh cua khach hang sir dung dich vu Ngan Hang trén
mang tai Malaysia) va da xy dung mé hinh cac nhan t4 anh hudéng dén su trung
thanh cua khéach hang bang viéc khao sat khach hang cia 16 ngan hang tai Malaysia.
Ho st dung md hinh gém 5 bién: Chat luong dich vu cam nhan, chat lugng san
pham cam nhan, 10ng tin, thdi quen, danh tiéng thuong hiéu. Do su phat trién va xac
nhan md hinh 10ng trung thanh cua khach hang trong béi canh trang web ngan hang
truc tuyén & Malaysia chua duoc dé cap trong cac nghién ciru trude ddy, nghién ctu
nay cb gang phét trién mot mo hinh duya trén viéc st dung hé théng théng tin, vai

muc dich diéu tra cac yéu t6é anh huong dén long trung thanh cua khach hang doi
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véi cac trang web ngan hang truc tuyén. Mot cudc khao st bang cau hoi da duogc
thuc hién voi mau bao gom nhitng nguoi st dung dich vu ngan hang truc tuyén ¢
Malaysia. Cac yéu té anh hudng dén long trung thanh cua khach hang ddi véi trang
web ngan hang truc tuyén tai Malaysia da duoc diéu tra va thir nghiém. Nghién ctiu
cling cb gang xac dinh céc yéu té thiét yéu nhat trong sé nhitng yéu t duoc diéu
tra: chat luong dich vu, gia tri cam nhan, niém tin, théi quen va danh tiéng caa ngan
hang. Dya trén nhiing phét hién, cac yéu té bao géom: niém tin, théi quen va danh
tiéng duoc cho 1a c6 anh hudng dang ké dén long trung thanh caa khach hang ddi
Vi cac trang web ngan hang truc tuyén ca nhan ¢ Malaysia. So véi cac yéu té niém

tin hoac thoi quen, danh tiéng ¢ anh huéng manh nhat.

Hinh 1.4 M6 hinh nghién ctru ctia Beh Yin Yee va cong su (2010)

Hafiz Muhammad Wasif Rasheed va cong su (2015) trong nghién ctu
“Factors affecting Customer Loyalty in Banking Sector: A study on Banks in
Bahawalpur (Pakistan)” (Céc yéu t6 anh hudng dén 1ong trung thanh cua khach
hang trong linh vuc ngan hang: Nghién ctu vé cac ngan hang & Bahawalpur). Muc
dich cua nghién ctu nay 1a diéu tra xem hanh vi va y dinh cua nguoi tra 10i s& bi
anh hudng nhu thé nao boi cac yéu té khac nhau vé long trung thanh cua khach
hang. Theo d6, nghién ctru duoc thuc hién dé giai quyét 2 muc tiéu: truéc hét 1a
xem xét méi quan hé cua niém tin, su hai 1ong caa khach hang va chat lugng dich
vu véi 10ng trung thanh cua khach hang; tha hai, xac dinh yéu té nao anh hudng

nhiéu nhat dén 1ong trung thanh cua khach hang? Di liéu duoc thu thap thong qua
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ldy mau thuan tién phi xac suét, tir mot mau gom 496 ngudi tra 10i thong qua phiéu
khao sat. Két qua cua nghién cau cho thay niém tin, su hai 1ong caa khach hang va
chat luong dich vu ¢ anh huong dang ké dén l1ong trung thanh cua khéach hang.
Nghién ctru ciing cho thay rang su hai long ciia khach hang dwoc coi 1a bién cé anh
hudng nhat ddi véi long trung thanh caa khach hang.

Ingy Shafei va cong su (2016) trong nghién cttu “Factors affecting customer
loyalty for mobile telecommunication industry” (Cac yéu té anh huéng dén long
trung thanh caa khach hang d6i v&i nganh vién thong di dong). Nghién cau nay
hudng t6i viéc xac dinh cac cau tric chat luong dich vu cho nganh vién théng, muac
d6 chdng anh huong dén su hai 1ong caia khach hang, chi phi chuyén déi dugc nhan
thirc va tam quan trong caia chiing ddi véi khach hang. Muc dich cua bai viét nay 1a
kiém tra tac dong cua sy hai 10ng cua khéach hang va cac rao can chuyén doi ddi véi
Iong trung thanh cua khach hang ciing nhu tac dong trung gian cta cac rao can
chuyén dbi ddi véi su hai 1ong va 1ong trung thanh caa khach hang. Két qua nghién
ctru cho thiy chat lwgng mang, hd trg khach hang va cau tric gia ca 1a nhirng cau
trdc chat lwong dich vu chinh anh huéng dén sy hai long cua khéach hang, cho thay
khach hang quan tdm dén céc dich vu cbt 161 hon cac loi ich va dich vu gia tri gia
tang khac nhu thé nao.

Faraj Mazyed Faraj Aldaihani va cong su (2018) trong nghién ctru “Factors
Affecting Customer Loyalty in the Restaurant Service Industry in Kuwait City,
Kuwait” (Cac yéu té anh huong dén 16ng trung thanh cua khach hang trong nganh
dich vu nha hang tai thanh phd Kuwait). Muc dich ctiia nghién cau nay 1a khdm pha
cac yéu t quan trong cua chat luong dich vu, gia tri khach hang va hinh anh thuong
hiéu, giup tao ra long trung thanh caa khach hang trong nganh nha hang ¢ Kuwait.
Hon nira, nghién ctu nay cling da c6 gang kiém ching méi lién hé gitra cac bién
doc 1ap, chang han nhu chat lugng dich vu, gia tri khach hang va hinh anh thuong
hiéu, va bién phu thuoc 1 10ng trung thanh cua khach hang. Nghién ctu nay st dung
phuong phap 1ay mau ngiu nhién dé chon 100 ngudi tra 1oi khi stir dung san pham,

dich vu tai cac nha hang khéac nhau ¢ Kuwait. Theo két qua, tat ca cac gia thuyét da
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dugc tim thay déu duoc hd trg, thé hién thuc té 12 cac bién duoc kiém tra c6 lién
quan dang ké véi nhau. Do d6, két qua chi ra rang ban quan 1y nha hang khéng chi
xay dyng va duy tri lgi thé canh tranh trong thi tredng nganh nha hang ma con phai
nd luc hon nita dé cai thién chat lugng dich vy, cung cap gia tri tot hon cho khach
hang va dat duoc hinh anh thuong hiéu ma cudi ciing s& gop phan dam bao long
trung thanh cua khach hang.

1.2.2 Céc nghién ciru trong nwoc

Lé Van Huy va Truong Ba Thanh (2010) dva trén thang do SERVPERF do
ludng chat lugng dich vu trong linh vuc ngan hang ¢ Viét Nam, cho rang chit luong
dich vu trong linh vuc ngan hang & Viét Nam gdm cd 6 thanh phan, d6 1a Hitu hinh,
Dam bao, Tin cay qua trinh, Tin cay 1oi hira, Dong cam va Mang ludi. Trén co sé cua
thang do duoc hiéu chinh cho thi trrong ngén hang ban I¢ ¢ Viét Nam nay, tac gia
mudn xem xét mirc do tac dong cua tirng thanh phan nay dén long trung thanh nhu
thé nao nén dan dén cac gia thuyét sau day:

H1: C6 méi quan hé ciing chiéu giita thanh phan hitu hinh va long trung thanh.

H2: C6 méi quan hé cung chiéu gitra thanh phan dam bao va 1dng trung thanh.

H3: C6 mdi quan hé cung chiéu giira thanh phan tin cay qua trinh va long
trung thanh.

H4: C6 méi quan hé cuing chiéu gitta thanh phan tin cay 10i hira va 1ong trung
thanh.

H5: C6 méi quan hé cuing chiéu gitta thanh phan déng cam va long trung thanh.

H6 Huy Tyu va Lé My Linh (2014) trong nghién ctru “Sw hdi long va trung
thanh cia khdch hang déi véi dich vu ngan hang trén dia ban tinh Hdu Giang”.
Nghién ciru nay tap trung kiém dinh cac nhan t6 chat lugng dich vu anh hudng dén
su hai long va trung thanh. Trong do, dac biét kiém dinh mot sb tac dong diéu tiét
moi quan hé hai 1ong - trung thanh cta khach hang ddi v6i dich vu ngan hang tai Hau
Giang. Dua trén mot mau diéu tra tir 333 khach hang, cac phwong phép kiém dinh hé
s6 Cronbach’s Alpha, phan tich nhan t5 kham pha (EFA), phan tich nhan té khang
dinh (CFA) va md hinh phuong trinh cau trac (SEM) duoc sit dung dé phén tich. Két
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qua cho thiy sy dong cam, gia 13 nhitng yéu té tac dong manh mé dén su hai 10ng cia
khach hang, ton tai lién két dwong gitra sy hai 10ng va trung thanh va lién két am gitra
hai 10ng va phan nan. Mot s tac dong diéu tiét mbi quan hé hai 1ong - trung thanh
cling da dugc tiét 10.

Nguyén Thi An Binh (2016) trong nghién ctu “Nghién cizu nhan to tdc dng
toi 1ong trung thanh cia khach hang trong linh vuc ban 1é tai cac Ngdn hang thuong
mai ¢6 phan Viét Nam ”. Muc tiéu caa nghién cau 1a tim hiéu méi quan hé giita chat
lwong dich vu, su hai long, chi phi chuyén d6i, gia, trach nhiém xa hoi, dic diém nhan
khau hoc vai 10ng trung thanh cua khach hang bén Ié tai cac ngan hang thuong mai
¢ phan Viét Nam. Nghién ctru da tién hanh thu thap dit liéu tir cac khéach hang cé
nhan cua cac ngin hang thuong mai ¢6 phan trén dia ban Ha Noi, Pa Ning, thanh
phé H6 Chi Minh. Két qua phan tich mot mau gom 556 phiéu tra 1oi khao séat cho
thdy yéu té chat luong dich vu co tac dong thuan chiéu dén long trung thanh cua
khach hang ban I¢ tai cac ngan hang thuong mai ¢ phan Viét nam di dwgc chap
nhan, trong d6 cac yéu t6: Chat luong dich vu cam nhan vé phuong dién hitu hinh, vé
tin cay, vé su dap tng tac dong thuan chiéu dén 1ong trung thanh caa khach hang bao
gom ca long trung thanh thai d6 va long trung thanh hanh vi; Su hai 1ong cua khéch
hang c6 tac dong thuan chiéu dén long trung thanh va long trung thanh thai d6 cua
khach hang; Chi phi chuyén d6i co tac dong thuan chiéu dén long trung hanh cua
khach hang bao gom ca long trung thanh thai d6 va 1ong trung thanh hanh vi; Trach
nhiém x4 hoi co tac dong thuan chiéu dén 1ong trung thanh va long trung thanh hanh
vi cua khach hang.

Lé Thi Khanh Ly va Mai Thi Nhat Quyét (2020) trong nghién ctru “Sw hai
long va long trung thanh cua khach hang khi sw dung dich vu Internet Banking tai
cdc ngdn hang thiong mai trén dia ban thanh phé Pa Nang”. Nghién ctru duoc thuc
hién nham xac dinh cac nhan t6 anh huong dén su hai long cua khach hang, bén canh
d6 nghién ctru con xem xét mdi quan hé cua sy hai 10ng v6i 1ong trung thanh cua
khéch hang khi st dung dich vu Internet Banking tai cadc ngan hang thuong mai trén

dia ban thanh phd Pa Nang. Nghién ctru dugc thuc hién bang phuong phap hdn hop,
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bao gébm phuong phap nghién ctru dinh lwong va nghién ciru dinh tinh. Nghién ctu
dinh tinh nham kiém tra xem cac nhan t6 ma tac gia dé xuét c6 phu hop véi thyc trang
ctia nganh ngan hang hay khong, xem c6 can loai bo hay thém bién quan sat nao hay
khong. Thiét ké nghién ctru duoc str dung trong nghién ctru dinh tinh 1a phong van
c6 cAu triic. Nghién ctru dinh lugng dugc thuc hién tir dit liéu diéu tra 305 khach hang
dang stir dung dich vu Internet Banking. B¢ tin cdy cua s6 litu duoc kiém dinh béng
hé sd Cronbach’s Alpha, phan tich nhan t6 kham pha dé xay dung va kiém dinh cac
thang do va sir dung mé hinh ciu trac tuyén tinh (SEM) dé kiém dinh mdi quan hé
gita cac nhén t trong mo hinh nghién ctru. Két qua nghién ciru cho thay c6 bén nhan
t6 anh huong dén sy hai 10ng cua khach hang khi sir dung dich vu Internet Banking

29 ¢ A0

lan luot 1a “uy tin”, “gid tr1 cdm nhan” va “tinh trung thuc”. Hon nira két qua nghién
clru con tim théy duoc moi quan h¢ tich cyc gitra sy hai long cua khach hang va long
trung thanh ctia ho khi stir dung dich vu Internet Banking tai ngan hang thuong mai
trén dia ban thanh phd Da Ning. Két qua nghién ctru sé& 1a co s¢ dé gitip nha quan tri
dua ra mot s giai phap nham gia ting su hai long cho khéach hang khi sir dung dich
vu Internet Banking ctia ngan hang.

Nguyén Thanh Tric, Nguyén Thi Bap, Pham Thi Thu Hién, Nguyén Thi Phlc
(2020) trong nghién ctru “CAc yéu to danh hwéng dén 10ng trung thanh cia khach hang
cd nhdn doi véi tién gui tiét kiém tai cdc ngdn hang thiong mai trén dia ban thanh
phé Tra Vinh . Nghién ciru caa nhom téc gia duoc thyuc hién tai cac ngan hang thuong
mai trén dia ban thanh phd Tra Vinh véi muc tiéu nghién ctu cac nhan té anh huong
dén long trung thanh caa khach hang ca nhan ddi véi san pham tién gui tiét kiém tai
cac ngan hang thuong mai. Nghién ciru da tién hanh thu thap di liéu tir diéu tra 350
khach hang ca nhan trén dia ban thanh phd Tra Vinh, cé gui tién tiét kiém tai cac
Ngan hang thuong mai (NHTM) theo phuong phap chon mau thuan tién. Két qua
nghién ciu cho thay, cac nhan to nhu: Nhén vién, tién ich, thong tin c6 tac dong
duong dén chat lugng dich vu ngan hang. Cac nhan té nhu chét luong dich vy, su hai
long va gia ca co tac dong duong dén 1ong trung thanh cia cac khac hang ddi voi tién
gui tiét kiém tai cac NHTM trén dja ban thanh phd Tra Vinh.
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V8 Khic Thuong va cong su (2021) trong nghién ctu “Cdc nhén té anh
hwéng dén 1ong trung thanh cia khdch hang d6i véi Ngdn hang Buu Pién Lién Viét
- PGD Ditc Linh”. M6 hinh bao gom 7 bién doc 1ap 1a cac yéu té thanh phan cua
Chat luong dich vu (Phuong tién hitu hinh; Sy tin cay; Mac d6 dap ung; Su dam
bao; Sy ddng cam), Chi phi chuyén d6i va Niém tin tac dong dén Long trung thanh
cua khach hang ca nhan sir dung dich vu tai Ngan hang Buu Bién Lién Viét - PGD
buc Linh. Két qua phan tich dir liéu tir 242 phiéu tra 161 khao sat hop 1é trong sé
250 phiéu khao sat phat ra cho cac khach hang sir dung dich vu ciia Ngan hang Buu
Pién Lién Viét - PGD Puc Linh cho thiy ring ¢ 5 trong 7 yéu té dugc phan tich
c6 anh hudng cing chiéu véi 1ong trung thanh caa khach hang st dung dich vu cua
ngan hang, d6 1a: Phuong tién hiru hinh, niém tin, su tin cay, chi phi chuyén doi va
su dam bao.

1.3 Md hinh nghién ctru dé xuit va gia thuyét

Trén co s tham khao Iy thuyét nén lién quan dén muc tiéu nghién cau cua dé
an dong thoi phan tich so lugc mot s6 md hinh nghién ciu cua cac tac gia trong va
ngoai nudc co lién quan, cin cir dic diém caa nganh dich vu kinh doanh tién té cua
Quy tin dung nhan ddn Ham Nhon va tham khao y kién chuyén gia. T4c gia xay dung
mo hinh nghién ctu cho dé an dya trén mé hinh nghién ciru cua Beerli va cong su
(2004), Bilal Afsar va cong su (2010), Beh Yin Yee va cong su (2010), Hafiz
Muhammad Wasif Rasheed va cong su (2015), V& Khic Thuong va cong su (2021),
Nguyén Thi An Binh (2016), Lé Vin Huy va Truong Ba Thanh (2010). Pay la nhiing
nghién citu c6 myc tiéu twong dong va déu duoc thuc hién trong linh vuc ngan hang
vé 1ong trung thanh cua khach hang ddi vai ngan hang va dich vu ngan hang. M6 hinh
nghién cau dé xuat caa dé tai gom 7 bién doc lap 1a cac yéu té thanh phan cua chat
luong dich vu do 1a : {(i) Phuong tién hiru hinh, (ii) Sy tin cay, (iii) Mac do dap tng,
(iv) Su dam bao, (v) Su dong cam}; (vi) Chi phi chuyén d6i va (vii) Niém tin, tac
dong dén long trung thanh cua khach hang déi vai Quy tin dung nhan dan Ham Nhon

huyén Ham Thuan Bic tinh Binh Thuan.
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Hinh 1.5 Mé hinh nghién ctru dé xuat
Nguon: Tac gid xay dung

Thong qua co s& 1y thuyét nén va két qua trong cac nghién ctru ctia cac tac gia
trong va ngoai nude da duge phan tich ma dic biét 1a két qua trong cac nghién ctru
ctia Nguyén Thi An Binh (2016), V& Khic Thudng va cong su (2021), cac gia thuyét
nghién ctru cta dé tai duoc trinh bay nhu sau:

Gida thuyét H1: Yéu té Phirong tién hitu hinh cé tdc dong cung chiéu (+) doi
vai long trung thanh cua khach hang su dung dich vu tai Quy tin dung nhan dan Ham
Nhon huyén Ham Thugdn Bdc tinh Binh Thudn.

Gida thuyét H2: Yéu to Swtin cdy c6 tdc déng cung chiéu (+) doi véi long trung
thanh cua khach hang su dung dich vu tai Quy tin dung nhan din Ham Nhon huyén
Ham Thugn Bdc tinh Binh Thudn.

Gia thuyét H3: Yéu té Mike dé dap img cé tic déng ciing chiéu (+) déi véi
Iong trung thanh cua khach hang s dung dich vu tai Quy tin dung nhan dan Ham
Nhon huyén Ham Thudn Bdc tinh Binh Thudn.

Gia thuyét H4: Yéu té Sir dam bdo ¢6 tdc dong cung chiéu (+) doi véi 1ong
trung thanh cua khach hang s dung dich vu tei Quy tin dung nhan din Ham Nhon
huyén Ham Thudn Bdc tinh Binh Thudn.
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Gia thuyét H5: Yéu to Sw dong cam c¢é tdc ddng cung chiéu (+) doi véi 1ong
trung thanh cua khach hang s dung dich vu tai Quy tin dung nhdn din Ham Nhon
huyén Ham Thudn Bdc tinh Binh Thudn.

Gida thuyét H6: Yéu té Chi phi chuyén déi cé tac déng cung chiéu (+) doi Vi
Iong trung thanh cua khach hang s dung dich vu tai Quy tin dung nhan dan Ham
Nhon huyén Ham Thugdn Bdc tinh Binh Thudn.

Gida thuyét H7: Yéu té Niém tin c6 tac dong cung chiéu (+) déi véi long trung
thanh cua khach hang su dung dich vu tai Quy tin dung nhdn dan Ham Nhon huyén
Ham Thudn Bdc tinh Binh Thudn.

1.4 Quy trinh nghién ctru

Quy trinh nghién ctru dugc thuc hién qua hai giai doan: giai doan nghién ctru
dinh tinh va giai doan nghién ctru dinh lugng. Quy trinh nghién ctru dugc thuc hién

theo hinh 1.6 bén dudi nhu sau:
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Co so ly thuyét
Céc nghién cuu lién quan
Gia thuyét — Mé hinh nghién ciru

Hinh 1.6 Quy trinh nghién ctru
Nguon: T4c gid xay dung
Trén co sd Cac van dé nghién ciu, thdng qua cac ly thuyét nén lién quan dén
dé tai, tac gia tim ra cac khoang tréng cho nghién ciru, dé ra muc tiéu nghién ciu, mo

hinh nghién ciru ly thuyét va cac thang do dung trong dé tai.
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Thong qua nghién ciu dinh tinh duoc thuc hién bang phuong phép thao luan
y kién céc chuyén gia c6 kinh nghiém vé linh vuc ngan hang gitp nghién cau hiéu
chinh mé hinh va thang do so bo ma dé tai da xay dung cho phi hop véi diéu kién
nghién cau tai Quy tin dung nhan dan Ham Nhon. Pay clng la co s¢ gilp tac gia
hoan thién bang hoi nhiam phuc vu cho cong tac thu thap dit liéu tir khao st khach
hang c& nhan sir dung dich vu guri tién tai QTDND Ham Nhon dé dap tng cho budc
phan tich dinh luong tiép theo.

Nghién ctru dinh lugng dugc thuc hién thong qua phan tich cac dir liéu thu
thap duoc tir diéu tra khao sét cac khach hang st dung dich vu gui tién tai QTDND
Ham Nhon. Dit liéu sau khi thu thap s& dugc tién hanh 1am sach, xtr ly, ma hoa va
thuc hién cac budc phan tich thdng qua cac kiém dinh vé d6 tin cay cua cac thang do
ma nghién ciru xay dyng théng qua Kiém dinh Cronbach, Kiém dinh EFA; Kiém dinh
trong quan; Phan tich hdi quy; Kiém dinh su khac biét dé tim ra céc yéu té chinh anh
hudéng dén long trung thanh cua khach hang c& nhan sir dung dich vu gui tién tai
QTDND Ham Nhon va khiang dinh cac két qua nghién ctu ciing nhu dua ra cac kién
nghi giup lanh dao QTDND Ham Nhon trong viéc dé ra céc chién luoc kinh doanh
phu hop xoay quanh cac két qua nghién ciru ma dé tai da xac dinh duoc.

1.5 Phwong phap nghién ciru

1.5.1 Nghién ciu dinh tinh

Nghién ctru dinh tinh duogc st dung dé giup hiéu chinh mé hinh nghién ctru ly
thuyét va hiéu chinh ndi dung cac thang do sir dung trong nghién ctru ma dé tai da
xay dung.

Mo hinh nghién ctru 1y thuyét duoc xay dung véi 7 yéu to doc lap bao gom:
Phuong tién hiru hinh, Sy tin cdy, Muc do dap ing, Su dam bao, Su déng cam, Chi
phi chuyén dbi, Niém tin va yéu t6 phu thudc ctia mé hinh la: Long trung thanh cia
khach hang d6i véi QTDND Ham Nhon huyén Ham Thuén Bic tinh Binh Thuan.
Nghién ctru sir dung phuong thirc thao luan nhém, tham khao ¥ kién 7 chuyén gia
hién dang gitr cac vi tri quan Iy cua QTDND Ham Nhon, c¢6 kinh nghi¢m quan 1y hoat
dong QTD, hiéu vé tinh hinh hoat dong kinh doanh cia Quy ciing nhur ¢ tham nién
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lam viée tai Quy tr 5 ndm tré 1€n. Pé thuan tién cho viéc thuc hién trao doi cac nodi
dung véi cac chuyén gia, tac gia tién hanh gui trude cho cac chuyén gia cac ndi dung
lién quan dén dé tai va thong tin trao doi ma tac gia s& thao luan vi cac chuyén gia.

Trong budi trao ddi véi cac chuyén gia, cac ndi dung duoc hoi theo dan bai
chuan bi truge s& duge tac gia tién hanh dé cap va dugc cac chuyén gia thao luan,
théng nhat timg ndi dung. Céac ndi dung néu duogc tir 2/3 céc chuyén gia tro 1én dong
thuan sé duoc théng nhat; Céac ndi dung can duoc hiéu chinh cling s€ dugc cac chuyén
gia dinh hudng cho phu hop véi diéu kién nghién ctru vé 1ong trung thanh ciia khach
hang d6i v6i Quy tin dung nhan dan Ham Nhon huyén Ham Thuin Béc tinh Binh
Thuan.

Céc n6i dung can thao luan bao gém:

(i) Trong cdc yéu té ma dé tai da xdy dung thi cac yéu té ndo danh hiéng dén
long trung thanh cia khdch hang d6i véi Quy tin dung nhédn dan Ham Nhon huyén
Ham Thudn Bdc tinh Binh Thudn?

(i) Bén canh cdc yéu t6 ma tac gid dé xudt, theo cdc chuyén gia thi con yéu to
nao khdc cé anh heong dén long trung thanh cia khach hang doi véi Quy tin dung
nhan dan Ham Nhon huyén Ham Thudn Bdc tinh Binh Thudn?

(iii) Noi dung trong cdc thang do ma dé tai da xdy dung cé can hiéu chinh,
b6 sung hay loai bo ndi dung nio?

Két qua thao luan chuyén gia cho thiy rang tit ca cac chuyén gia tham gia thao
luan céc ndi dung cua dé tai déu théng nhét vé s6 luong va ndi dung cuia céac bién doc
1ap va phu thudc cia mo hinh nghién ciru dé xuat ma tac gia di xay dung. Ngoai ra,
cac chuyén gia ciing thong nhit s6 lugng cac bién quan sat trong cac thang do so bo
ma dé tai da xay dung ciing nhu nodi dung cua cac bién quan sat do ludng cho céc
thang do ma dé tai sir dung. Tong hop cac thang do sau khi diéu chinh theo cac chuyén
gia tham gia thao lun cac ndi dung ctia dé tai dugc trinh bay trong Bang 1.1 bén dudi

nhu sau:
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Bang 1.1 Tong hop cac thang do nghién ctru

BIEN
THANG . . " N
PO QUAN NOI DUNG BIEN QUAN SAT NGUON
SAT
THANH PHAN CHAT LUQNG DICH VU
PTHH1 ' 1. QTD Ham Nhon c6 trang thiét bi hién dai.
PTHH2 | 2. Co s vat chit cua QTD khang trang, dep. | Beerliva
3. Nhan vién cia Quy tin dung Ham Nhon cong su
Phuong | pTHH3 | — ua Quy tin dung fi (2004); L&
tien hitu c6 dong phuc (trang phuc) dac thu. o
r.ﬁnh ] 4. Tai lieu, hd so, bidu mau san co theo cac | WY Linhva
PTHH4 | dich vy tréng rit chuyén nghiép, d& hidu, hip |~ ©0N9 SV
PTHH o (2014)
dan va bat mat. '
5. Tién nghi phuc vu khach hang tét (nha vé
PTHHS | | L .
sinh, noi dé xe thuan tién, ...).
Te1 6. QTD Ham Nhon cung cap dich vu diing
chat luong va ding thoi diém da cam két.
7. QTD Ham Nhon luén bao mat tét thong _
TC2 . , . Beh Yin
tin cua khach hang. .
A e A . : Yee va cong
Sy tin 8. Nhéan vién xtr ly cong viéc, giao dich (2010)
w ti su ;
N TC3 | thanh thao, thuc hién dich vu cho khach N .
cay - TC . ) s Lé My Linh
hang dang ngay tur lan dau tién. L
9. QTD ludn gidi quyét théa dang nhitng vacong su
L I A (2014)
thac mac va khiéu nai cua khach hang.
s 10. QTD bao dam an toan giao dich, tai san
va ho so lién quan dén khach hang.
DUL 11. Nhan vién ludn san sang phuc vu khach
hang mot cach nhanh chéng. s
A A A 1A T x . V6 Khac
Mirc do 12. Nhan vién ludn nhiét tinh tu van, huéng .
, DU2 x , . Thuong va
dap wng dan khéach hang. .
P - _ - : cong su
- DU 13. Nhan vién khong bao gio qua ban den (2021)
DU3 | ndi khdng thé dap tng yéu cau caa khach '
hang.
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14. Nhan vién san sang dén tan noi dé tu van

DuU4 , .
cho khach hang.
DUS 15. San pham dich vy QTD Ham Nhon da
dang dap (ng nhu cau cua khach hang.
DB1 16. QTD Ham Nhon luén dam bao giai dap
cac kho khin vuéng mac caa khach hang.
DB2 | 17. Quy c6 danh tiéng vé kha nang phuc vu. | Beerli va
Su dam DB3 18. Khach hang cam thay an toan trong khi cong su
bao — giao dich guri tién tai QTD Ham Nhon. (2004); Lé
DB B4 19. Nhan vién QTD Ham Nhon ludn niém M¥ Linh va
na, lich sy va nha nhan vai khach hang. cong su
OBS 20. Nhan vién c6 kién thizc chuyén mén dé (2014).
tra loi hodc tu van cho khach hang.
21. QTD Ham Nhon c6 cac chuong trinh thé
DC1 | hién su quan tim dén khéach hang (ngay sinh
nhat, ngay 18, tét, ...).
22. Tung nhan vién thé hién s quan tdm dén L,
A DC2 . , . Vo Khac
Sw dong ca nhan khach hang. .
A R x 5 : Thuong va
cam — 23. Nhan vién hiéu rd nhu cau cu thé cua
DC3 ) . cong su
DC khach hang. (2021)
5c4 24. QTD Ham Nhon luén thé hién 13 ngudi '
ban d6ng hanh cua khach hang.
oCs 25. QTD Ham Nhon 1y loi ich caa khach
hang 13 diéu tam niém.
THANH PHAN CHI PHI CHUYEN POl
26. Viéc chuyén d6i TCTD khéc giao dich _
£ ‘A oo < . 2 A . p , Bilal Afsar
CPCDL1 | ton nhiéu thoi gian tim hiéu thong tin cac san o
. 2 . PN va cong Su
Chi phi pham dich vu gui tien. (2010)
chuyén 27. Gip khoé khin va kho khi th ’
R)_/e CPCD2 | .. _ap _0 ?n,va Or}g auen 1 » Julander va
doi - doi giao dich tai to chire tin dung khac.
. : Suderlund
CPCD 28. Gap kho khan vé céc thu tuc, quy trinh, (2003)
CPCD3 | gidy to khi giao dich tai to chirc tin dung '

khac.
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29. Viéc chuyén d6i to chie tin dung khéc
CPCD4 | . _ . ) Lo
giao dich ton nhiéu chi phi.
30. Khach hang cam thay viéc st dung san
pham tién giri tai TCTD khac c6 thé 1am
CPCD5 s ) -
khach hang khong hai 1ong nhu hién tal vé
mat 13i suét.
THANH PHAN NIEM TIN
T 31. Khach hang cam thdy moi giao dich gii
tién cia QTD duoc thuc hién chinh xac.
32. Cach cu xtr ctia nhéan vién trong qué trinh _
NT2 N o Beh Yin
phuc vu tao niém tin cho khach hang. .
Niém tin ) Yee va cong
NT NT3 | 33. QTD Ham Nhon dang tin cay. su (2010):
NT4 34. Nhin chung khach hang cam thay tin
tuong véi dich vu gui tién tai QTD .
35. Nhéan vién QTD trung thuc va liém
NT5 i
chinh.
THANH PHAN LONG TRUNG THANH Bilal Afsar
va cong su
LTT1 36. Tiép tuc sir dung dich vu cia QTD Ham | (2010); V&
Nhon. Khic
Long Thuong va
trung o S eea . R
. LTT2 37. Uu tién lya chon dau tién giao dich tai cong su
thanh - QTD Him Nhon. (2021); Beh
LTT Yin Yee va
LTT3 38. Séan sang gisi thiéu dich vu ctia QTD cong su
Ham Nhon cho nhitng nguoi khac str dung. (2010).

Nguon: Két qua nghién ciru dinh tinh

Thang do trong nghién ctru dugc xay dung véi dang thang do Likert 5 bac voi

mitc d6 1a: (1) Rat khong dong v; (2) Khong dong y; (3) Khong v kién, binh thuong;
(4) Pong v va (5) Rat dong y. Pé gitip cho viéc phan tich sb liéu dugc hop 1y va hiéu

qua hon, mot trong nhitng thong s6 thong dung 1a Mean — trung binh cong, d6 1a gia
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tr1 trung binh cua thang do ma tac gia dang sir dung (thuong la thang do khoang —
interval scale). Sau khi tong hop cac két qua thu dugc tir nghién ctru dinh tinh, céc
thang do trong nghién ctru s& dugc sir dung dé thiét ké bang khao sat nham phuc vu
cho cong tac khao sat thu thap céc dit liéu so cp phuc vu cho nghién ctru dinh luong.

1.5.2 Nghién ciru dinh luong

+ Phuong phap chon miu va quy md mau

* Phwong phdp chon mau

Pé kiém dinh Iy thuyét, gia thuyét khoa hoc, chon mau la khau quyét dinh chét
lwong cua nghién ciu. Muc dich cua nghién cau 1a tim hiéu dic diém cua dam dong
(tong thé) nghién ctru. Tuy nhién, ta khdng thé thu thap dit liéu caa toan bo dam dong
vi thoi gian va ngan sach c6 han. Cho nén mau c6 thé dai dién cho dam déng.

Tir thong tin cia mau suy ra thong tin caa tong thé. Nhung ludn ludn xuét hién
sai s6 cuia mau (sampling error). Néu kich thudc mau cang Ién sai s6 mau cang nho.

Theo Cochran (1977), c6 hai phuong phap: (1) Theo xac suit va (2) Phi xac
suit. Tuy nhién, dé tiét kiém thoi gian va chi phi trong nghién ciu nay, tac gia chon
mau theo phuong phap Phi x4c suit. Mic di, cach chon mau nay c6 tinh dai dién va
tinh khai quat hoa khong cao, nhung viéc thuc hién don gian hon va thuan tién hon.
Chon mau phi ngau nhién /hay chon mau phi xac suit (Non probability sampling) 1a
phuong phap chon mau ma cac don vi trong tong thé chung khdng cé kha niang ngang
nhau dé duoc chon vao mau nghién ctu. K§ thuat 1ay mau phi xac suét:

v/ Chon mau thuan tién (Convenience Sampling).

v' Chon mau theo dinh mirc (quota sampling).

v/ Chon mau theo phat trién mam (snowball sampling).

Trong nghién ciru nay, tac gia chon mau theo phuong phap chon mau thuan
tien (Convenience Sampling), tac khach hang tién gai dén giao dich hang ngay tai
Quy (khach hang dén han gbc hoic I4i tién giri tiét kiém hay khach hang phét sinh
giao dich mai) ciing nhu theo 16 trinh thai diém gan cudi ndm can b nhan vién cua
Quy c6 su phdi két hop trong viéc kiém tra ddi chiéu sé du tién gui tiét kiem cudi

nam tai chinh theo quy dinh.
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* Quy md mdu nghién ciu

Kich thuéc mau cang 16n cang tét nhung ton kém nhiéu chi phi va thai gian.
Céac nha nghién ctru xéac dinh kich thuéc mau théng qua cong thic kinh nghiém tuy
theo phuong phap dinh Iugng lya chon cua nghién ctru. Hai phuong phap dinh luong
chu yéu 1a mé hinh Phan tich nhan té kham phé va Hai quy.

- Péi véi mo hinh phan tich nhan to kham pha:

Theo Hair va cong su (2006), kich thuéc mau duoc xac dinh dua vao: (1) mic
t6i thiéu va (2) sb lugng bién dwa vao phén tich caa md hinh.

Muc ti thiéu (Min) = 50.

Ty lé ctia s6 mau so vai 1 bién phan tich (k) la: 5/1 hoac 10/1.

Néu mé hinh c6 m thang do.

Pj: Sb bién quan sét cua thang do thi j.

Néu n < muc tdi thiéu, chon mic ti thiéu.

- D¢i véi mo hinh hai quy:

Theo Greene W.H. (1991)

+ Khi dit ligu 12 dang sé liu theo chudi thoi gian (56 liéu TK theo nim).
Kich thuéc mau: n—k > 20

k: s6 bién doc lap

VD: Mb hinh lira chon ¢6 05 bién doc 1ap va 01 bién phu thudc.
n>20+5 =>S6 liéu can c6 trén 25 nam

+ Khi dit liéu 1a dang s liéu cing mét thoi diém (S6 liéu diéu tra).
Kich thudc mau: n > 50 + (5 hoic 10) x P

P: sb bién doc lap

VD: M6 hinh lra chon c6 05 bién doc 1ap va 01 bién phu thudc.
n>50+5*5=175

n>50+10*5=100
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Mau nghién cau phy thudc vao muc tiéu, quy moé va phuong phap nghién ctu
ma dé tai sir dung dé phan tich. Trong nghién ctu nay, tac gia cd sir dung phan tich
nhan t5 kham pha (EFA). Theo Hair va cong su (2006), khi phan tich nhan té kham
pha EFA thi yéu cau kich thuéc mau téi thiéu phai 1a 50, tét hon 1 100, t6t hon nira
la 200 hoic theo ty 18 5:1 (5 d6i tuong dugc khao sat cho 1 bién quan sat). P& an co
tat ca 38 bién quan sat do luong cho 07 bién doc 1ap va 01 bién phu thuoc, do d6 sb
lwong mAu tbi thiéu can 1a n = 5 * 38 =190 quan sét . Kich thuéc mau cang 16n thi
cho d6 tin cay va chinh xé4c cang cao nén tac gia tién hanh thuc hién 260 ban khao sat
(n = 260 quan sat). S5 mau khao séat nay Ia chap nhan duoc vi I6n hon sé mau téi
thiéu can thiét 12 190 quan sat. Kich thudc mau nay hoan toan dap tng duoc céc tiéu
chuan cua nghién cau va pht hop véi kha nang nghién ciru ciing nhu thoi gian va
nang lyc tai chinh cua tac gia.

+ Phuong phap thu thip dir liéu

* Dir ligu thak cdp

Céc bao cao danh gia téc do (ting hay giam) st dung san pham dich vu gui
tién cua khach hang tai Quy tin dung nhin dan Ham Nhon.

Céc thong tin vé long trung thanh lién quan duoc thdng ké trén cac bao, tap
chi va trén mang Internet.

* Dit ligu so cdp

Thu thap théng tin théng qua viéc phong van truc tiép khach hang dé dién vao
phiéu khao st (lwong khach hang hang ngay dén giao dich tai Quy). Déi twong khao
s&t 1a mot s6 khach hang str dung dich vu gui tién tai QTDND Ham Nhon.

Két hop v6i nhan vién giao dich va nhan vién kinh doanh giri phiéu khao sat
dén nha khach hang (khi can bo nhéan vién di d6i chiéu sb du tién giri tiét kiém cudi
nam cia khach hang), sau d6 nhén lai phiéu khao sat.

Thu thap thong tin théng qua viéc giri phiéu khao sat qua wng dung google

forms hoac gui phiéu khao sat qua email, zalo, viber, .....
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+ Phuong phap phéan tich dir liéu

* Théng ké mé ta

Phuong phap théng ké mo ta véi cac tiéu chi nhu tan suit, ty 1¢, trung binh,
nho nhit, 16n nhat, 6 1éch chuén, dugc sir dung dé mé ta diac diém cua khach hang,
muirc do trung thanh caa khach hang tién gtri tai QTDND Ham Nhon.

bay la phuong phép c6 lién quan dén viéc thu thap s6 liéu, tom tit, trinh bay,
tinh todn va mo ta cac ddc trung khac nhau dé phan anh mot cach tong quan ddi tuong
khao sat. Mot s6 dai lugng théng ké mo ta thuong dugce str dung:

- Trung binh céng (Mean): bang tong tit ca cac gia tri bién quan sat chia cho
s6 quan sat.

- S6 trung vi (Mean): 1 gié tri cta bién dimg & vi tri gitt cia mot day sb da
dugc sip xép theo thir tur ting hodc giam dan.

- S6 Mode: 13 gia tri c6 tan sb xuat hién cao nhit trong tong s hay trong mot
day sb phan phdi.

- Phuong sai (Variance): 1a s6 binh quan sb hoc cuia binh phuong cac do léch
giita cac luong bién vé6i sb binh quan sb hoc giira cac luong bién do.

- D¢ léch chuan (Standard Deviation): thé hién sy khac biét vé danh gia mau
diéu tra cua ting bién (cin bac hai cua phuwong sai).

- Sum: tong cong cac gia tri trong tap dit liéu quan sat.

* M6 hinh Phan tich nhén t6 kham phd va Hai quy

Dt liéu thu thap duoc s€ duoc xu 1y so bo trudce dé loai bo céc bang tra 101
khong phut hop. Sau d6 s& tién hanh ma hoa, nhap s6 liéu vao chuong trinh SPSS 26.0
va phan tich dir li¢u. Dir 1iéu dugc phan tich thong qua cac budc nhu sau:

Buéc I Trén co so két qua s liéu khao sat bang bang cau hoi, tién hanh kiém
dinh chat lugng thang do bang Kiém dinh Cronbach.

Buéc 2: Str dung mo hinh phan tich cac nhan t6 kham pha EFA. Xac dinh cac
nhan t6 dai dién cho long trung thanh.

Buéc 3: Sir dung phan tich tuong quan, phan tich mo hinh hoi quy da bién

nham xéac dinh mérc d6 quan trong cua bién doc 1ap tham gia gidi thich bién phu thudc
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(xac dinh cac nhan t6 anh huéng dén long trung thanh va vai trd cua timg yéu t),
ddng thoi kiém dinh mo hinh d3 dé xuit va cac gia thuyét da dua ra.

Thuc hién 06 kiém dinh trong mé hinh Hoi quy tuyén tinh dé phan tich két
qua, dua ra ham y quan tri:

(1) Kiém dinh twong quan ting phan cta cac hé sb hoi quy.

(2) Kiém dinh muc do giai thich ctia mé hinh.

(3) Kiém dinh muc d6 phu hop cia mé hinh.

(4) Kiém dinh hién tuong cong tuyén.

(5) Kiém dinh hién tuong tu twong quan.

(6) Kiém dinh hién tuong phuong sai phan du thay doi.
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TOM TAT CHUONG 1

Chuong 1 di trinh bay tong quan vé co s& 1y thuyét va mo hinh nghién ctru,
cu thé Chuong 1 di trinh cac khai niém vé long trung thanh cia khach hang, long
trung thanh thuong hiéu va cac yéu té anh huong dén 10ng trung thanh cia khach
hang; Tong quan cac nghién ciru trong va ngoai nude lién quan c6 muc tiéu nghién
ctru twong dong v6i muyc tiéu cua dé tai dé 1am co s& dé xuat mé hinh nghién ctru va
gia thuyét nghién ctru cho dé tai. M6 hinh nghién ctru dé xuat gdm 7 yéu t6 anh huong
dén 10ng trung thanh cta khach hang dbi véi Quy tin dung nhan dan Ham Nhon huyén
Ham Thuén Béc tinh Binh Thuan, do la: Phuong tién hitu hinh, Sy tin cay, Mutc do
dap ung, Sy dam bao, Su dong cam, Chi phi chuyén d6i va Niém tin. Ngoai ra, chuong

1 cling trinh bay vé quy trinh nghién ctru va phuong phap nghién ciru.
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CHUONG 2: PHAN TiCH THUC TRANG CAC YEU TO TAC
PONG PEN LONG TRUNG THANH CUA KHACH HANG
POI VOI QUY TIN DUNG NHAN DAN HAM NHON HUYEN
HAM THUAN BAC TINH BINH THUAN

2.1 Tong quan vé Quy tin dung nhan dan Ham Nhon huyén Ham Thuan
Bic tinh Binh Thuan

2.1.1 Lich si hinh thanh va phat trién

Sau Hoi nghi so két tinh hinh thi diém thanh 1ap Quy¥ tin dung nhan dan theo
tinh than quyét dinh 390/TTg ngay 27/07/1993 cua Thu tuéng Chinh phu, ngay
21/03/1995, md hinh QTDND cua tinh dugc trién khai thi diém trong diéu kién con
nhiéu kho khin, nhat 1a du 4m vé sy d6 v& hang loat cia Hop tac x4 tin dung trude
day con anh hudng tdm 1y nang né, vai tro tai chinh khu vuc néng thén bi bo ngo.
Trudc nhu cau vé von dé dap tng su phat trién kinh té x& hoi trén dia ban nong nghiép,
néng thon. Ngay 09/11/1995, QTDND Ham Nhon (sau day goi tit 12 Quy) chinh thuc
di vao hoat dong theo Gidy phép hoat dong quy tin dung sé 04/NH-GP ngay
01/11/1995 do Ngan hang Nha nudc chi nhanh Tinh Binh Thuan cip va Gidy chiing
nhan diang ky Hop tac x& s6 3400176564 do S& Ké hoach va Pau tu tinh Binh Thuan
cap lan dau ngay 25/09/1998 va duoc thay d6i lan tha 19 vao ngay 27/02/2023.

QTDND Ham Nhon c6 try s& chinh dat tai s6 148, Khu phd Pha Hoa, Thi tran
Pha Long, Huyén Ham Thuan Bic, Tinh Binh Thuan va hoat dong trén 02 dia ban
thi tran Phu Long va X4 Ham Puc.

Dién thoai: 0252.3866.036

M4 s6 thué: 3400176564

Vén diéu ¢ cua Quy tir Iic méi thanh 1ap 1a 106.000.000 dong tang 1én dén
thoi diém ngay 31/12/2023 14 4.300.000.000 dong. Von nay dam bao yéu cau vé vén
phap dinh d6i véi nganh nghé ma don vi dang ky kinh doanh va hang nim don vi s&

b sung vén nham dam bao cho qua trinh hoat dong kinh doanh.
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2.1.2 Pac diém, co cdu té chirc bg may cia QTDND Ham Nhon

QTDND Ham Nhon thuc hién theo Thong tu sé 44/VBHN-NHNN ngay
05/12/2019 Vian ban hop nhiat Quy dinh vé Quy tin dung nhan dan. Tinh dén thoi
diém cudi nam 2023, don vi ¢ tong s6 can bo nhan vién 13 15 nguoi.

- Hoi dong quan tri: 05 thanh vién (04 thanh vién 1am viéc chuyén trach: Chu
tich HPQT, Giam dbc, phé giam ddc, truong phong tin dung va 01 thanh vién khéng
chuyén trach).

- Ban kiém soat: 03 thanh vién (01 thanh vién 1a Truong Ban kiém soat, 01
thanh vién 1a Kiém toan vién noi lam viéc chuyén trach; va 01 thanh vién khong
chuyén trach).

- Ban diéu hanh: 12 cén bo nhan vién, gdbm co:

+ Ban Giam dbc: 01 Giam déc va 01 Pho giam déc.

+ B6 phan ké toan: 05 can bo nhan vién (01 ké toan truong, 03 ké toan vién va
01 thu quy).

+ B0 phan tin dung: 04 can bd nhan vién (01 truong phong TD va 03 can bo
TD).

+ Nhén vién bao vé: 01 nhan vién bao Vé.

PAI HOI THANH VIEN
[

v I v

Chu tich HPQT HDQT Ban kiém soat

* r

Giam doc
v
Phé giam doc
v v

Tin dung Ké toan Thua quy

Hinh 2.1 So @6 co cau, to chirc b may ciia QTDND Ham Nhon
(Nguon: Théng tin co cdu té chirc tai phong heu trit HDQT QTDND Hdam Nhon)
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2.1.3 Linh vuc hoat dpng

QTDND Ham Nhon cung cip da dang cic san pham, dich vu nham dap tng
nhu cau ctia nguoi dan. Ty vao muc dich st dung, khach hang ca nhan va doanh
nghi¢p co thé Iya chon nhiing san phﬁm nhu:

- Vay tin dung cho cac muc dich: Sinh hoat tiéu dung, xay stra nha, mua nha,
kinh doanh, buo6n ban,...

- Huy dong vén: Tiét kiém c6 ky han, tiét kiém khong ky han.

- Dich vu chuyén tién dién tu.

Du ¢ san pham nao, Quy van ludn dap tmg cac yéu cau dich vu tai chinh ngan
hang mot cach nhanh chong, 6n dinh véi mic chi phi thap. Diéu nay gitip cac thanh
vién nang cao hi¢u qua san xuét, kinh doanh nham mang lai loi nhuan cao nhat. Gop
phﬁn phat trién kinh té, xa hoi, tao cong an viéc lam, xo6a doi giam nghéo, dff)ng thoi
han ché tinh trang cho vay ning 13i. Tuy nhién, dé lam dugc diéu nay, QTDND cén
dam bao vira trir hét cac khoan chi phi da bo ra vira tich lily dé quy mé quy ngay cang
16m.

2.1.4 Tinh hinh hoat dong kinh doanh tai Quy tin dung nhan din Ham
Nhon giai doan 2021 — 2023

Két qua danh gia hoat dong kinh doanh cia QTDND Ham Nhon qua cac nim
2021, 2022 va 2023 & Bang 2.1 bén dudi cho thdy mic du Quy hoat dong chiu sy
canh tranh tr cAc ngan hang thuong mai ciing nhu cac QTD ban trén dia ban hoat
dong kha nhiéu nhung tinh hinh hoat déng kinh doanh cua Quy c6 nhiéu ting truéng
t6t thong qua su gia ting cua so lwong thanh vién cia Quy ting déu qua cac nam tir
2.272 thanh vién trong nam 2021 18n 2.396 thanh vién vao nim 2023. Pay 1a mot dau
hiéu tét trong tinh hinh canh tranh gay gat cua hé théng Ngan hang ndi chung va hé
thong cac QTDND noi riéng trén dia ban tinh Binh Thuan. Tinh hinh du ng cho vay
va huy dong von ciing ting déu cho thay hiéu qua hoat dong cia Quy trong giai doan
2021 — 2023 déu tét. V& lgi nhuan, cling ting déu qua cac nam, cu thé nim 2021 loi
nhuan dat 1a 1.776,6 triéu dong va dén nam 2023 loi nhuan dat 1.879,0 triéu dong.
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Piéu nay cho thay su ting truong on dinh, khach hang di va dang rat quan tam, tin

dung cac san pham, dich vu cia QTDND Ham Nhon.

Bang 2.1 Két qua hoat dong kinh doanh ciia Quy tin dung nhan din

Ham Nhon giai doan 2021 — 2023

Céc chi tiéu Nam Nim Nam
2021 2022 2023
Tong sé can bo nhan vién 15 15 15
Tong s thanh vién 2.272 2.358 2.396
Du ng cho vay (triéu VND) 143.053,3 | 149.361,2 | 164.100,8
Ty & no xau 0,81% 1,25% 0,46%
Huy dong von tir dan cu va to chac kinh té
(triéu VD) 183.338,6 | 155.298,7 | 185.343,3
Thu tir huy dong von (triéu VND) 1.4485 | 1.2479 | 1.219,6
Thu tir cho vay (triéu VND) 16.828,6 | 15.731,4 | 19.165,2
Thu dich vu (triéu VND) 19,5 7.9 8,6
Thu khéc (triéu VND) 110,6 256,1 71,1
Chi phi hoat dong (triéu VND) 16.630,6 | 15.413,3 | 18.585,5
Loi nhuan sau thué (trieu VND) 1.776,6 | 1.830,0 | 1.879,0
Tong tai san (trieu VND) 199.831,3 | 172.007,1 | 205.210,4

Nguon: Béo céo két qud hoat déng kinh doanh ciia QTDND Ham Nhon
nam 2021, 2022 va nam 2023.
2.1.5 Tinh “ddc thit” ciia hé thong Quy tin dung nhin dén néi chung ciing
nhw Quy tin dung nhdn didn Ham Nhon noi riéng so voi ngdn hang thwong mai va
cdc to chikc tin dung khdc
- M6 hinh hoat dong va muc tiéu:
+ QTDND hoat dong theo mé hinh hop tac x4, dua trén nguy@n tic tu nguyén,
hop tac, twong tro 1an nhau gitra cac thanh vién.
+ Thanh vién cta quy vira la cha sé hitu, vira 13 khach hang, c6 quyén tham

gia quan ly va ra quyét dinh.
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+ Nguyén tic quan trj dua trén "mot thanh vién mot phiéu”, mdi thanh vién c6
quyén biéu quyét nhu nhau khong phu thudc vao sé von gop, khac véi ngan hang
thuong mai (quyén luc theo ty I& cd phan).

+ Hoat dong nham muc tiéu hd tro phat trién kinh té cong ddng, gilp cac thanh
vién phét trién san xuat, kinh doanh, nang cao doi sdng kinh té dic biét & khu vuc
ndng thon thay vi tdi da hoa loi nhuan.

- Pham vi hoat dong:

+ QTDND chi dugc phép hoat dong trong pham vi mét xa, phuong hoac thi
tran, phuc vu mét cong dong nhat dinh, khdng thé mé rong nhu ngan hang thuong
mai.

+ Ddi twong phuc vu chi yéu 1a ca nhan, ho gia dinh va doanh nghiép nho tai
dia phuong trong khu vuc dia ban hoat dong cua Quy (Thi tran Phi Long va x4 Ham
brrc).

- Co ché huy déng vén va cip tin dung:

+ QTDND duoc huy dong tién gui rong réi tir thanh vién va khach hang khdng
phai 1a thanh vién cia Quy nhung chi cd thé cap tin dung, cho vay chu yéu dbi véi
thanh vién cta Quy minh.

+ Hoat dong tin dung tap trung vao hd trg ndng dan san xuat, kinh doanh nho
1& va doi sdng thanh vién, han ché rui ro tir cac khoan vay 16n hoic linh vuc rai ro
cao.

- Co ché quan Iy va giam sat dic tho:

+ QTDND chiu sy quan ly cia Ngan hang Nha nudc Viét Nam nhung c6 co
ché giam sat rieng phu hop vai md hinh hop tac xa.

+ Pugc t6 chire theo hé thong lién két, c6 su hd tro tir Lién minh Hop tac x4,
Hiép hoi Quy tin dung nhan dan va Ngan hang Hop tac xa.

+ Puogc huong mot sé co ché wu dai dé thic day phat trién kinh té cong dong.

+ Mtic d6 rang budc vé von, hoat dong va quan tri nhe nhang hon so véi ngan

hang thuong mai va cac t6 chuc tin dung khac.
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- Hoat @ong khdng vi muc tiéu lgi nhuan téi da:

+ Khac véi ngan hang thuong mai, QTDND khéng hudng dén téi da hoa loi
nhuan, ma tap trung vao hd tro thanh vién va phat trién cong dong.

+ Phan 16n lgi nhuan thu dugc chu yéu dé bao dam hoat dong bén viing, tai
dau tu dé mo rong quy mé hoat dong va trich mot phan chia 1ai ¢6 tic cho Thanh vién
gop von caa Quy.

2.2 Thuc trang cac yéu té anh hwéng dén long trung thanh caa khach
hang d6i v6i QTDND Ham Nhon huyén Ham Thuan Bic tinh Binh Thuan

2.2.1 Théng ké mé ti méu nghién ciru

+ Thong tin miu nghién ciru

Nghién ctru dugc thuc hién tai Quy tin dung nhan dan Ham Nhon huyén Ham
Thuan Béc tinh Binh Thuén thong qua viéc khao sat 260 khach hang sir dung dich vu
guri tién tai Quy. Sau thoi gian tién hanh khao sat 4 tuan véi 260 phiéu khao sat duoc
phat ra, nghién ctru thu vé 246 phiéu tra 101, trong d6 c6 07 phiéu tra 16 bi loai do céc
khach hang tham gia tra 161 khao sat thiéu nhiéu thong tin trong phiéu khao st nén
khong dap tmg cac yéu cau dir liéu cho nghién ctru. Do d6, sb phiéu tra 11 hop 16 dé
dua vao phan tich cho nghién ciru 1a 239 phiéu.

Bang 2.2 Thong ké quy mdé miu nghién ctru

Mau Kich thwéc Ty 18 (%)
Tong phiéu khao sét 260 100
Phiéu thu vé 246 94,6
Phiéu bi loai 7 2,7
Phiéu hop 18 239 91,9

Nguon: T&c gid téng hop.
Vé gi6i tinh: da s6 khach hang tham gia tra 15i khao sat 1 nir vai 171 khach
hang va chiém 71,5% trong tong s6 239 phiéu tra 10i hop 1¢; con lai 13 cac khach hang

nam vai 68 khach hang va chiém 28,5% trong tong thé mau nghién ciru.
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Bang 2.3 Pic diém miu nghién ciru theo Gidi tinh

GIOITINH

Frequency | Percent | Valid Percent | Cumulative Percent

Nam 68 28.5 28.5 28.5
Valid | N 171 71.5 715 100.0
Total 239 100.0 100.0

Nguon: Két qua phdn tich dir liéu, thang 1212024

Hinh 2.2. Biéu d6 Giéi tinh
Vé d6 tudi: C6 dén 106 khach hang & do tudi trong khoang tir 45 tudi dén dudi
60 tudi va chiém 44,4%; Ké dén 1a cac khach hang & d6 tudi trén 60 tudi vai 94 khéch
hang, chiém 39,3%; Con lai 1 cac khach hang ¢ do tudi tir 30 tudi dén dudi 45 tudi

v6i 39 khach hang va chiém 16,3% trong tong thé mau ciia nghién ciru.
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Bang 2.4 Pic diém miu nghién ciru theo P9 tudi

DOTUOI
Frequency |Percent|Valid Percent/Cumulative Percent
Tur 30 - dudi 45 tudi 39 16.3 16.3 16.3
Valigl T& 45 - dudi 69 tuoi| 106 44.4 44.4 60.7
Trén 60 tuoi 94 39.3 39.3 100.0
Total 239 100.0 100.0

Nguon: Két qua phdn tich dir liéu, thang 1212024

Hinh 2.3. Biéu dé P tuoi
Vé trinh @9 hoc van: da s khach hang tham gia tra 15i khao sat cia nghién
ctru €6 trinh d6 pho thong trung hoc véi 129 khach hang, chiém 54,0%; Ké dén 1a cac
khach hang c6 trinh d6 dai hoc vi 48 khach hang, chiém 20,1%; C6 43 khach hang
c6 trinh d6 trung cap — cao dang va chiém 18,0%; Cudi cing c6 19 khach hang tham
gia tra 101 khao sat ctia nghién ctru c6 trinh d6 sau dai hoc va chiém 7,9% trong tong

thé mau cia nghién ctru.
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Bang 2.5 Pic diém miu nghién ciru theo Trinh d9 hoc vin

TRINHDO
. Cumulative
Frequency| Percent | Valid Percent
Percent

Pho thong trung hoc | 129 54.0 54.0 54.0

Trung céap - Cao dang 43 18.0 18.0 72.0

Valid Pai hoc 48 20.1 20.1 92.1
Sau dai hoc 19 7.9 7.9 100.0

Total 239 100.0 100.0

Nguoén: Két qua phan tich dir liéu, thang 1212024

Hinh 2.4. Biéu d6 Trinh d6 hoc van
Vé nghé nghiép: Pa s6 khach hang sir dung dich vu gui tién cia QTDND
Ham Nhon déu 12 budn ban, tiéu thuong véi 118 khach hang va chiém 49,4% trong
tong thé; C6 48 khéach hang 1a cong chirc — vién chitc va chiém 20,1%; C6 38 khach
hang 14 nhan vién van phong cua cac doanh nghiép va chiém 15,9%; Con lai 1a cac
khach hang c6 nghé nghiép 1a céng nhan véi 35 khach hang va chiém 14,6% trong

tong thé mau cua nghién ciru.
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Bang 2.6 Pic diém miu nghién ciru theo Nghé nghiép

NGHENGHIEP
Frequency | Percent Valid Cumulative
Percent Percent

Nhan vién van phong 38 15.9 15.9 15.9

Cong chuec - vién chuce 48 20.1 20.1 36.0

Valid| Budn ban, tiéu thuong 118 49.4 49.4 85.4

Cong nhan 35 14.6 14.6 100.0

Total 239 100.0 | 100.0

Nguoén: Két qua phan tich dir liéu, thang 1212024

Hinh 2.5. Biéu dd Nghé nghiép
Vé thu nhip: Pa s6 khach hang co thu nhép tir 10 triéu dén dudi 15 triéu dong
chiém 39,7% véi 95 khach hang; Khach hang co thu nhéap tir 15 triéu dong trd 1én
chiém 24,7% véi 59 khach hang; C6 47 khach hang tham gia tra 10i khao sat ¢ thu
nhap tir 5 triéu dén duéi 10 triéu dong va chiém 19,7%; Con lai 1a cac khach hang c6
thu nhap tir dudi 5 triéu dong véi 38 khach hang va chiém 15,9% trong tong thé mau

cua nghién ctu.
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Bang 2.7 Pic diém miu nghién ciru theo Thu nhap

THUNHAP
Frequency | Percent Valid | Cumulative
_ Percent Percent
Dudi 5 triéu dong 38 15.9 | 15.9 15.9
Tir 5 - duéi 10 triéu dong 47 19.7 | 19.7 35.6
Valid| Tir 10 - dudéi 15 triéu dong 95 39.7 | 39.7 75.3
Tir 15 triéu dong tro 1én 59 247 | 247 100.0
Total 239 100.0 | 100.0

Nguon: Két qua phdn tich dir liéu, thang 1212024

Hinh 2.6. Biéu d6 Thu nhap
+ Thong ké mé ta cac bién quan sat
Két qua phan tich théng ké md ta trong Bang 2.8 bén duéi cho thay rang: gia
tri trung binh cia cac bién quan sat dao dong tir 3.28 (trén mirc Binh thuong) dén
3.67 (Pong ¥), diéu nay thé hién dugc su khac nhau vé mirc do quan trong cua cac
bién quan sat. Gia tri do léch chuan cua céc bién quan sat déu nho chang to cac bién
quan sat nhin trén phuong dién tong quat co sy tuong dong kha cao. Két qua nay ciing

cho thay cac noi dung do luong cho céc yéu té duoc khach hang dénh gia kha cao.
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Bang 2.8 Bang thong ké mo ta cic bién quan sat

N Minimum Maximum Mean | Std. Deviation
PTHH1 239 1 5 3.64 0.837
PTHH2 239 2 5 3.57 0.821
PTHH3 239 1 5 3.50 0.854
PTHH4 239 2 5 3.64 0.775
PTHH5 239 1 5 3.67 0.848
TC1 239 1 5 3.46 0.868
TC2 239 1 5 3.43 0.826
TC3 239 1 5 3.51 0.902
TC4 239 1 5 3.45 0.858
TC5 239 1 5 3.52 0.834
DU1 239 1 5 3.38 0.845
DU2 239 1 5 3.31 0.867
DU3 239 1 5 3.47 0.798
DU4 239 1 5 3.46 0.863
DU5 239 1 5 3.37 0.874
DB1 239 2 5 3.38 0.773
DB2 239 1 5 3.34 0.799
DB3 239 1 5 3.35 0.815
DB4 239 2 5 3.34 0.761
DB5 239 1 5 3.33 0.775
DC1 239 1 5 3.54 0.833
DC2 239 1 5 3.54 0.771
DC3 239 1 5 3.51 0.782
DC4 239 1 5 3.46 0.782
DC5 239 1 5 3.53 0.798
CPCD1 239 1 5 3.35 0.953
CPCD2 239 1 5 3.28 0.961
CPCD3 239 1 5 3.59 0.879
CPCD4 239 1 5 3.52 0.897
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CPCD5 | 239 1 5 3.46 0.920
NT1 239 1 5 3.43 0.837
NT2 239 1 5 3.41 0.849
NT3 239 1 5 3.44 0.876
NT4 239 1 5 3.44 0.867
NTS5 239 1 5 3.41 0.999
LTT1 239 1 5 3.53 0.829
LTT2 239 1 5 3.48 0.782
LTT3 239 1 5 3.49 0.788
PTHH 239 1.6000 5.0000 3.604184 | 0.6657144

CPCD 239 1.4000 5.0000 3.439331 0.8070860

TC 239 1.4000 5.0000 3.472803 | 0.7330528
DU 239 1.8000 5.0000 3.398326 | 0.7159624
DB 239 1.8000 5.0000 3.348954 | 0.6294497
DC 239 1.4000 5.0000 3.517155 | 0.6600219
NT 239 1.6000 5.0000 3.422594 | 0.7481012
LTT 239 1.6667 5.0000 3.499303 | 0.7158826
Valid N
. 239
(listwise)
Nguon: Két qua phan tich da lidu, thang 12/2024
2.2.2 Danh gia thang do

+ Phan tich Cronbach’s Alpha

Thang do duogc kiém dinh d6 tin cay théng qua hé s6 Cronbach’s Alpha. Hé
s6 Cronbach’s Alpha gitp loai bo cac bién khong phit hop va han ché cac bién rac
trong mo hinh nghién ciru, tranh gay ra nhiu két qua thu duoc, 1am anh hudng xau

dén y nghia thong ké. Hé s6 Cronbach’s Alpha do ludng tot nhat do tin cdy cua thang

do tir 3 bién quan sét tré 1én (Nguyén Dinh Tho, 2011).

Hé s6 Cronbach’s Alpha cé gia tri bién thién trong doan [0,1]. V& 1y thuyét,
hé s6 nay cang cao cang tot (thang do cang c6 do tin cdy cao). Tuy nhién, diéu nay
khong hoan toan chinh xac boi hé sé Cronbach’s Alpha qua 16n (khoang tir 0.95 trd

Ién) cho thay c6 nhiéu bién quan sét trong thang do khong c6 khéc biét gi nhau, chiing
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gan nhu 12 giéng nhau hoan toan vé y nghia, hién twong nay goi 1a triung lap trong
thang do.

Theo Hoang Trong va Chu Nguyén Mong Ngoc (2008), murc gia tri hé sd
Cronbach’s Alpha: Tir 0.8 dén gan bang 1: Thang do ludng rat tot; Tir 0.7 dén gan
bang 0.8: Thang do luong sir dung tot; Tir 0.6 trd 1én: Thang do luong du diéu kién.

Dbi voi nhimg nghién ctru 1ap lai, gia tri Cronbach’s Alpha nén tir 0.7 trd 1én.
Vi nhitng nghién ctiru méi, gia tri Cronbach’s Alpha tir 0.6 tré 1én 13 dwoc chap nhan.
Khi thyc hién phan tich Cronbach’s Alpha cho mot nhan td, néu hé sé Cronbach’s
Alpha ctia nhém nhoé hon 0.6 va khong cé bién nao trong nhom hé sé Cronbach’s
Alpha néu loai bién 16n hon 0.6 thi can xem xét loai bé ca nhan t6 do.

Thong thudng, cac nghién ctru cling s& danh gia hé sb twong quan bién tong
Corrected Item - Total Correlation, néu gia tri Cronbach’s Alpha if Item Deleted cta
mot bién 16n hon hé sé Cronbach’s Alpha ciia nhém va Corrected Item - Total
Correlation bién d6 nhé hon 0.3 thi s& loai bién quan sat dang xem xét dé tang do tin
cdy cua thang do. Trudng hop gia tri Cronbach’s Alpha if Item Deleted mot bién 16n
hon khong qua nhiéu so v6i hé sé Cronbach Alpha cia nhém (chénh 1éch nhé hon
0.1) nhung Corrected Item - Total Correlation bién d6 16n hon 0.3 thi xem xét gitt
bién d6 lai.

Trong nghién ctru ndy, tac gia st dung cac tiéu chi vé phan tich Cronbach’s
Alpha theo Nguyén Dinh Tho (2011): Thir nhat: Cac hé s6 Cronbach’s Alpha cua cac
bién phai tir 0.7 tré 1én; Thir hai: Nhitng bién quan sat ¢6 hé sb tuong quan bién tong
phtt hop tir 0.3 tro 1én. Thoa mén 2 diéu kién trén thi cac bién phan tich dugc xem la
chap nhén va thich hop dua vao phan tich nhiing budc tiép theo.

Két qua phan tich do tin cdy cua cac thang do dung trong nghién ctru thong
qua hé sd Cronbach’s Alpha cho thay tit ca cac thang do déu dat duoc do tin cay can
thiét (hé s6 Alpha tong > 0.6), hé sé Alpha nho nhat 13 ciia thang do Su dam bao
(Cronbach's Alpha = 0.861); Hé s6 Alpha 16n nhat 1a ctia thang do Chi phi chuyén
d6i (Cronbach's Alpha = 0.923). Cac bién quan sét trong thang do déu c6 hé sb tuong

quan bién tong 16n hon 0.3.
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Tong hop két qua phan tich d tin cay cia cac thang do thong qua phan tich
Cronbach’s Alpha dugc trinh bay trong Bang 2.9 bén dudi nhu sau:
Bang 2.9 Tong hop két qua phén tich Cronbach’s Alpha

Bién quan Trung binh Phwong sa’i "l’“u’o’ng quan Cronbfilch's
<4t thang dornéu loai| thang dornéu bién - tong hi¢u Alpha r{éu loai
bién loai bién chinh bién
Phwong tién hiru hinh, Cronbach's Alpha = 0.864
PTHH1 14.38 7.219 0.702 0.830
PTHH2 14.45 7.257 0.712 0.828
PTHH3 14.52 7.225 0.680 0.836
PTHH4 14.38 7.607 0.672 0.838
PTHHS5 14.36 7.356 0.653 0.843
Sw tin cay, Cronbach's Alpha = 0.907
TC1 13.90 8.751 0.765 0.887
TC2 13.94 9.076 0.738 0.893
TC3 13.85 8.546 0.772 0.886
TC4 13.92 8.774 0.772 0.886
TC5 13.85 8.837 0.786 0.883
Mirc d§ dap wng, Cronbach’s Alpha = 0.898
DU1 13.62 8.129 0.824 0.858
DU2 13.68 8.176 0.784 0.867
DU3 13.52 8.898 0.689 0.887
DU4 13.53 8.326 0.751 0.874
DU5 13.62 8.530 0.690 0.888
Sw dam bao, Cronbach's Alpha = 0.861

DB1 13.36 6.535 0.701 0.827
DB2 13.40 6.510 0.676 0.833
DB3 13.40 6.140 0.768 0.809
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DB4 13.40 6.662 0.678 0.833
DB5 13.41 6.950 0.577 0.858
Sw dong cam, Cronbach's Alpha = 0.889
DC1 14.04 6.889 0.756 0.858
DC2 14.05 7.246 0.735 0.863
DC3 14.08 7.003 0.791 0.850
DC4 14.12 7.132 0.754 0.859
DC5 14.06 7.551 0.616 0.890
Chi phi chuyén do6i, Cronbach's Alpha = 0.923
CPCD1 13.85 10.616 0.767 0.913
CPCD2 13.92 10.275 0.826 0.901
CPCD3 13.61 10.886 0.797 0.907
CPCDA4 13.67 10.708 0.812 0.904
CPCD5 13.73 10.625 0.802 0.905
Niém tin, Cronbach's Alpha = 0.898
NT1 13.68 9.293 0.784 0.869
NT2 13.71 9.326 0.761 0.873
NT3 13.68 9.018 0.799 0.865
NT4 13.68 9.169 0.776 0.870
NT5 13.71 9.107 0.644 0.903
Long trung thanh, Cronbach’s Alpha = 0.876
LTT1 6.97 2.007 0.817 0.772
LTT2 7.02 2.130 0.819 0.772
LTT3 7.01 2.395 0.655 0.915

Nguon: Két qua phdn tich dir liéu, thang 1212024
4 Phan tich nhan t6 kham phéa
Phén tich nhan t6 kham pha EFA (Exploratory Factor Analysis) 1a k¥ thuat sir

dung dé thu nho va tém tat dit liéu. Phan tich kham pha nhén t6 s& gitip tac gia thu
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gon cac bién quan sat thanh cac bién tiém an it hon, c6 y nghia hon trong viéc giai
thich mé hinh nghién ctru. M6t sb tiéu chudn ap dung khi phan tich EFA trong nghién
ctru nhu sau:

Kiém dinh su thich hop cua phan tich nhéan t6 véi dit liéu ciia miu théng qua
gia tri thong ké Kaiser-Meyer-Olkin (KMO). Theo do, tri s6 cia KMO 16n hon 0,5
thi phan tich nhan t4 1a thich hop (Hair va cong su, 2010), nguoc lai néu tri s6 KMO
nho hon 0,5 thi 4p dung phuong phap phan tich nhan t6 khong thich hop véi dit liéu
dang co.

S6 lugng nhan t: S6 lwong nhén t6 dugc xac dinh dya vao chi sé eigenvalue
dai dién cho phan bién thién duoc giai thich boi mdi nhéan td. Theo tiéu chuan Kaiser
thi nhitng nhéan té c6 eigenvalue nho hon 1 s& bi loai khoi mé hinh nghién ctru
(Garson, 2003).

Phuong sai trich (variance explained criteria): Tong phuong sai trich phai 16n
hon 50% (Hair va cong su, 2010).

Do gia tr1 hoi tu: bé thang do dat gia tri hoi tu thi hé ) tuong quan don gitra
cac bién va cac hé sb chuyén tai nhan t6 (factor loading) phai 16n hon hoic bang 0,5
trong mot nhan t6 (Gerbing & Anderson, 1988). Phuong phap trich hé sb yéu té
Principal components v6i phép xoay Varimax dé dam bao s6 luong nhan t6 13 bé nhit
(Hoang Trong va Chu Nguyén Mong Ngoc, 2008).

% Phan tich nhan té kham pha cho cac bién dac lap:

Két qua phén tich EFA cua céac bién doc 1ap cho két qua nhu sau: hé sé KMO
1a 0.889 > 0.5 nén phan tich nhan t6 duoc chap nhan véi tap dir liéu nghién ctu.

Két qua phan tich cling cho thdy mirc y nghia cta kiém dinh Barlett’s Test =
0.000 < 0.05, diéu nay c6 nghia rang phan tich nhan t6 1a pht hop véi tap dit lidu
khao sét thu thap dugc va cac bién quan sat ¢ twong quan véi nhau trong tong thé
(Nguyén Pinh Tho, 2011).
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Bang 2.10 Két qua kiém dinh KMO va Bartlet ciia bién ddc lap

KMO and Bartlett's Test
Kaiser-Meyer-Olkin Measure of Sampling Adequacy. 0.889
Approx. Chi-Square 5734.307
Bartlett's Test of Sphericity df 595
Sig. 0.000

Nguon: Két qua phdn tich dir liéu, thang 12/2024

Vi phép xoay Varimax, phan tich EFA rut trich dwgc 07 nhan té mang ¥ nghia

tom tit théng tin tot nhat tai gia tri Eigenvalue bang 1.457 > 1 vdi tong phuong sai

trich bang 71.420% > 50% (dat y8u ciu cta phén tich EFA), diéu nay cho thiy 07

nhan té duoc trich giai thich duoc 71.420% sy bién thién trong dit liéu cua cac bién
doc 1ap (Nguyén Pinh Tho, 2011).

Bang 2.11 Gia tri Eigenvalue va tdng phwong sai trich ciia cac bién doc 1ap

Total Variance Explained

. ) Extraction Sums of Rotation Sums of
Initial Eigenvalues ) .
Compo Squared Loadings Squared Loadings
nent % of |Cumulat % of |Cumula % of |Cumulati
Total ) ) Total ) ) Total )
Varianc| 1ve Varianc| tive Varian ve

10.58 | 30.240 | 30.240 [10.584| 30.240 | 30.240| 3.861 |11.032| 11.032
3.840| 10.971 | 41.211 | 3.840 | 10.971 |41.211 | 3.680 [10.514| 21.546
3.076| 8.788 |49.999 | 3.076 | 8.788 [49.999 | 3.648 [10.422| 31.968
2.536| 7.245 | 57.244 | 2.536 | 7.245 |57.244|3.590 |10.258| 42.226
1.867| 5.334 | 62.578 | 1.867 | 5.334 |62.578|3.527 |10.079| 52.304
1.638| 4.679 |67.257 | 1.638 | 4.679 |67.257|3.353 | 9.580 | 61.885
1.457| 4.163 | 71.420 | 1.457 | 4.163 |71.420|3.337 | 9.535 | 71.420
0.789| 2.255 | 73.675
0.677| 1.935 | 75.610
10 [0.600| 1.715 |77.325
11 ]0.578| 1.651 | 78.976
12 10.569| 1.625 | 80.601
13 ]0.517| 1.477 | 82.079
14 10.490| 1.401 | 83.479
15 10.457| 1.304 | 84.784
16 ]0.436] 1.245 | 86.028
17 10.408] 1.164 | 87.193

OO NOO OB IWN (-
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18 10.404| 1.155 |88.348
19 10.382] 1.091 |89.440
20 ]0.369| 1.053 |90.492
21 10.334| 0.954 |91.446
22 10.324| 0.925 |92.371
23 ]0.295| 0.842 |93.213
24 10.283| 0.808 | 94.022
25 10.276| 0.790 |94.811
26 10.264| 0.754 | 95.566
27 10.250| 0.714 |96.280
28 10.233| 0.666 | 96.946
29 10.221] 0.632 | 97.578
30 10.194| 0.555 |98.133
31 10.164| 0.468 |98.602
32 10.161| 0.459 [99.061
33 ]0.136| 0.390 |99.450
34 10.118| 0.338 |99.788
35 10.074| 0.212 {100.000
Extraction Method: Principal Component Analysis.

Nguon: Két qua phdn tich dir liéu, thang 1212024

Két qua ma tran xoay (Bang 2.12) cho thay, tat ca 35 bién quan sat trong 07

nhan t6 duogc trich déu c6 hé sd tai nhan td Factor Loading 16n hon 0.5 (dat yéu cau
cua phan tich EFA).

Bang 2.12 Két qua ma tran xoay nhén tb cia cac bién ddc 1ap

Rotated Component Matrix?®
Component
1 2 3 4 5 6 7

CPCD5 | 0.806
CPCD2 | 0.802
CPCD3 | 0.779
CPCD4 | 0.771
CPCD1 | 0.758

TC3 0.805

TC5 0.796

TC4 0.766

TC2 0.748

TC1 0.726

DU1 0.911

DU2 0.864

DU4 0.801

DU5 0.751
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DU3

0.740

DC3

0.878

DC1

0.847

DC4

0.844

DC2

0.828

DC5

0.726

NT3

0.817

NT1

0.811

NT4

0.755

NT?2

0.753

NT5

0.672

PTHH2

0.770

PTHH3

0.745

PTHH1

0.744

PTHH5

0.716

PTHH4

0.688

DB3

0.841

DB1

0.819

DB4

0.788

DB2

0.760

DB5

0.701

Extraction Method: Principal Component Analysis.

Rotation Method: Varimax with Kaiser Normalization.

doc 1ap ban dau nén tac gia s& gilt nguyén tén goi nhu ban dau cho ting nhan té duoc

Nguon: Két qua phdn tich dir liéu, thang 1212024

Céc bién quan sét trong 07 nhan t6 duoc trich déu giai thich cho cac nhan tb

trich, bao gom:

Nhan té tha nhat: gdm 05 bién quan sat: CPCD5, CPCD2, CPCD3, CPCD4

va CPCD1 (Hé sb tai cua bién quan sat déu 1on hon 0.7) van do ludng cho nhan té

Chi phi chuyén doi;

Nhan té tha hai: gom 05 bién quan sat: TC3, TC5, TC4, TC2 va TC1 (Hé sé
tai ctia bién quan sat déu 16n hon 0.7) van do luong cho nhan té Su tin cay;
Nhan t6 tha ba: gom 05 bién quan sat: DU1, DU2, DU4, DU5 va DU3 (Hé s6

tai cua bién quan sat déu 16n hon 0.7) van do ludng cho nhan té Muc d6 dap tng;

Nhan t6 thi bén: géom 05 bién quan sat: DC3, DC1, DC4, DC2 va DC5 (Hé sd

tai ctia bién quan sat déu 16n hon 0.7) van do Iuong cho nhan t6 Su dong cam;
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Nhan t6 tha nam: gdm 05 bién quan sat: NT3, NT1, NT4, NT2 va NT5 (Hé s6
tai ctia bién quan sat déu 16n hon 0.6) van do luong cho nhan té Niém tin;

Nhan té thir séu: gdm 05 bién quan sat: PTHH2, PTHH3, PTHH1, PTHH5 va
PTHH4 (Hé sé tai cia bién quan sat déu Ién hon 0.6) vin do ludng cho nhan tb
Phuong tién hiru hinh;

Nhan té tha bay: gom 05 bién quan sat: DB3, DB1, DB4, DB2 va DB5 (Hé s6
tai ctia bién quan sat déu 16n hon 0.7) vin do luong cho nhan té Su dam bao.

< Phan tich nhan té kham pha déi véi bién phu thugc:

Thuc hién phan tich nhan té kham phé céc bién quan sat caa yéu té phu thudc
- Long trung thanh cua khach hang d6i véi Quy tin dung nhan dan Ham Nhon huyén
Ham Thuan Bic tinh Binh Thuan cho thay: hé sé KMO 12 0.694 > 0.5 va kiém dinh
Barlett c6 Sig. = 0.000 (nhé hon 0.05) cho thay phan tich EFA phu hop véi dit liéu
khao sat (Nguyén Binh Tho, 2011).

Bang 2.13 Kiém dinh KMO va Bartlet ciia bién phu thudc

KMO and Bartlett's Test
Kaiser-Meyer-Olkin Measure of Sampling Adequacy. 0.694
Approx. Chi-Square 428.201
Bartlett's Test of Sphericity df 3
Sig. 0.000

Nguon: Két qua phén tich dir liéu, thang 12/2024
Bang 2.14 bén duéi cho thiy, phan tich rat trich duoc 01 nhén t6 tai gia tri
Eigenvalue bang 2.407 > 1 véi tong phuong sai trich bang 80.248% > 50%, diéu nay

cho thay rang nhan t6 duoc trich giai thich dugc 80.248% sy bién thién dir licu.
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Bang 2.14 Gia tri Eigenvalue va Tong phwong sai trich ciia bién phu thudc

Total Variance Explained
P Extraction Sums of Squared
Initial Eigenvalues
Component . Loadings .
% of Cumulative % of | Cumulative
Total Total
Variance % Variance %
1 2.407| 80.248 80.248 2.407 | 80.248 80.248
2 0.438| 14.592 94.840
3 0.155| 5.160 100.000
Extraction Method: Principal Component Analysis.

Két qua ma trin xoay nhan t6 cta bién phu thudc (Bang 2.15) cho thay, tat ca
03 bién quan sat trong nhan to phu thudc duogc trich déu c6 hé sb tai nhan to Factor
Loading 16n hon 0.5 (dat yéu cau cta phén tich EFA) va cung giai thich cho nhan t6
phu thudc: Long trung thanh cua khach hang d6i véi Quy tin dung nhan dan Ham
Nhon huyén Ham Thuén Bic tinh Binh Thuén.

Bang 2.15 Két qua ma tran xoay ciia bién phu thudc

Component Matrix®

Component
1
LTT1 0.928
LTT2 0.927
LTT3 0.829

Extraction Method: Principal Component Analysis.
a. 1 components extracted.
Nguon: Két qua phan tich dir liéu, thang 12/2024

Sau khi phan tich nhan t6 kham phé cho thay cac bién doc lap va bién phu
thudc trong mo hinh déu dat gid tri hoi tu va gid tri phan biét c6 thé chap nhan duoc,
du diéu kién dé tién hanh phan tich cac budc tiép theo.

+ Twong quan Pearson

Kiém dinh hé sb tuong quan Pearson dung dé kiém tra mdi lién hé tuyén tinh

giita cac bién doc 1ap va bién phu thudc. Theo Gayen (1951), cac nha nghién ctru st

dung hé s6 twong quan Pearson (ky hiéu r) dé lugng hoa muc do chit ché cua moi
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lién hé tuyén tinh gitra hai bién dinh luong. Néu mot trong hai hodc ca hai bién khong
phai 1a bién dinh lugng (bién dinh tinh, bién nhi phan...) ching ta s& khong thuc hién
phan tich twong quan Pearson cho cac bién nay. Hé s6 tuong quan Pearson r c6 gia
trj dao dong tir -1 dén 1.

Andy Field (2009) cho rang mic du c6 thé danh gia mdi lién hé tuyén tinh giira
hai bién qua hé s6 twong quan Pearson, nhung chiing ta cin thyc hién kiém dinh gia
thuyét hé sb twong quan ndy c6 y nghia thong ké hay khong. Gia thuyét duoc dit ra
HO: r = 0. Phép kiém dinh t dugc str dung dé kiém dinh gia thuyét nay. Két qua kiém
dinh: Sig < 0.05: Bac bo gia thuyét HO, nghia 1a r » 0 mét cach c6 ¥ nghia théng ké,
hai bién c6 twong quan tuyén tinh v6i nhau; Sig > 0.05: Chap nhan gia thuyét HO,
nghia 1 r = 0 mot cach c6 ¥ nghia thong ké, hai bién khong cé twong quan tuyén tinh
v61 nhau.

Tuong quan Pearson duoc sir dung dé xem xét mdi quan hé twong quan giita
07 yéu t6 doc 1ap cua mé hinh bao gdm: Phuong tién hitu hinh - PTHH, Sy tin cdy -
TC, Mirc d6 dap tmg - DU, Su dam bao - DB, Sy dong cam - DC, Chi phi chuyén ddi
— CPCD va Niém tin — NT v6i yéu t6 phu thudc cta nghién ctru 1a Long trung thanh
cua khach hang tai QTDND Ham Nhon - LTT.

Két qua phan tich twong quan (Bang 2.16) cho thiy, muc ¥ nghia (Sig.) cua
trong quan Pearson cla tit ca cac bién doc 1ap déu < 0.05 nén & do tin cdy 95%, tat
ca cac bién doc lap déu cho thiy su tuong quan tuyén tinh v6i bién phu thudc cia mo
hinh nghién ctru. Do do, tit ca cac bién doc 1ap déu cho thiy su phu hop dé dugc st

dung cho budc phan tich hdi quy tiép theo.
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Bang 2.16 Phan tich twong quan giira cac bién ddc lap va phu thugc

Correlations

LTT | PTHH | CPCD | TC DU DB DC NT

Pearson o o - - - ot x
i 1 0.560" | 0.580 |0.565| 0.429 0.3917 | 0.182"" | 0.599
LTT Correlation
Sig. (2-tailed) 0.000 | 0.000 | 0.000| 0.000 0.000 | 0.005 | 0.000
N 239 239 239 239 239 239 239 239
P earso n *k *k *k *k Kk * ok
) 0.560 1 0.561 |0.545| 0.231 0.168 0.137 | 0.460
PT | Correlation
HH |Sig. (2-tailed) 0.000 0.000 | 0.000 | 0.000 0.009 | 0.034 | 0.000
N 239 239 239 239 239 239 239 239
Pearson | 50~ 0561 | 1 05517 0.356™ | 0.262” | 0.151° | 0.489™
Correlation
CD sig. (2-tailed) 0.000 | 0.000 0.000 | 0.000 0.000 | 0.020 | 0.000
N 239 239 239 239 239 239 239 239
Pearson

0.5657| 0.545" | 0.5517 | 1 0.318” | 0.229” | 0.133" | 0.513"
TCc | Correlation

Sig. (2-tailed) 0.000 | 0.000 | 0.000 0.000 | 0.000 | 0.040 | 0.000
N 239 239 239 239 239 239 239 239
Pearson . s s s * o
0.429| 0.231" | 0.356 |0.318 1 0.141" | -0.087 | 0.335
pu | Correlation
Sig. (2-tailed) 0.000 | 0.000 | 0.000 | 0.000 0.030 | 0.182 | 0.000
N 239 239 239 239 239 239 239 239
Pearson 153917 0.168™ | 0.262” |0.229” 0.141° = 1 | 0.063 | 0.398"
pg | Correlation
Sig. (2-tailed) 0.000 | 0.009 | 0.000 | 0.000 | 0.030 0.332 | 0.000
N 239 239 239 239 239 239 239 239
Pearson

0.1827| 0.137" | 0.151" | 0.133"| -0.087 | 0.063 1 0.140°
pc | Correlation

Sig. (2-tailed)| 0.005 | 0.034 | 0.020 | 0.040 | 0.182 0.332 0.030
N 239 239 239 239 239 239 239 239
Pearson

0.599™ 0.460™ | 0.489™ |0.513" 0.335" | 0.398™ | 0.140° 1
NT | Correlation

Sig. (2-tailed) 0.000 | 0.000 | 0.000 | 0.000 | 0.000 0.000 | 0.030
N 239 239 239 239 239 239 239 239

**_Correlation is significant at the 0.01 level (2-tailed).

*, Correlation is significant at the 0.05 level (2-tailed).

Nguon: Két qua phan tich dir liéu, thang 12/2024

4 Phan tich hoi quy
Hbi quy tuyén tinh 1a phép hoi quy xem xét mdi quan hé tuyén tinh gitra bién

doc 1ap véi bién phu thudc. Phuong trinh hoi quy boi:

60



Y=Bo+P1Xe+P2Xo+P3Xs+....+ prn Xn+ €

Trong do:

Y: bién phu thudc, 14 bién chiu tic dong ciia bién khac.

X1, X2, X3, Xn: bién doc 1ap, 12 bién tac dong 1én bién khac.

Bo : hang sd hdi quy, hay con duoc goi 1a hé s6 chan. Pay 14 chi s6 noi 1én gia
trj ctia Y sé& 1 bao nhiéu néu tit ca X cung bang 0.

B1. B2, B3 Bn: hé s6 hdi quy, hay con duoc goi 13 hé s6 goc. Chi sd nay cho ching
ta biét vé murc thay d6i cia Y gy ra boi X tuong tng.

e: sai s6. Chi sé ndy cang 16n cang khién cho kha ning du doan cua hoi quy
tré nén kém chinh xac hon hodc sai léch nhiéu hon so véi thuc té.

Phén tich hdi quy tuyén tinh da bién bang phuong phap binh phuong nho nhat
thong thuong (Ordinary Least Square - OLS) duoc thuc hién nhim kiém dinh mé
hinh 1y thuyét va qua d6 xac dinh cudng do tac dong cia timg yéu t6 anh hudng.
Trinh tu phén tich hdi quy tuyén tinh trong bai nghién ctru nay dwogc thuc hién nhu
sau: Dé danh gia d6 phu hop ctia mé hinh hdi quy d6i voi tap dit liéu, ta sir dung hé
s Rzhiéu chinh (Adjusted R Square). Kiém dinh F dé xem xét mirc do phu hop cua
mo hinh hdi quy tuyén tinh tong thé. Kiém dinh T dé bac bo gia thuyét cac hé sb hoi
quy cua tong thé bang 0.

Danh gia mirc do tic dong (manh hay yéu) giita cac bién tac dong thong qua
hé s6 Beta. Sau cung, nham dam béo d6 tin ciy cua phuong trinh hdi quy duoc xay
dung cudi cing 1a phu hop, mot loat cac do tim vi pham cia gia dinh can thiét trong
hoéi quy tuyén tinh ciing duoc thuc hién.

Cac gia dinh dugc kiém dinh trong phan nay gom gia dinh lién hé tuyén tinh,
hién tugng phuong sai phan du thay doi, phan phdi chuan cta phan du, tinh doc lap
cua Cac phé”m du, hién tuong da cong tuyén.

% Kiém dinh y nghia hé s6 héi quy:

Két qua phan tich hdi quy (Bang 2.17) cho thay, muic y nghia (gia tri Sig.) cta
cac bién doc 1ap: Phuong tién hiru hinh - PTHH, Su tin cdy - TC, Mirc do dap tmg -
DU, Sy dam bao - DB, Sy dong cam - DC, Chi phi chuyén d6i — CPCD va Niém tin
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— NT déu cho thiy c6 mdi quan hé tuyén tinh voi bién phu thudce: Long trung thanh
cua khach hang ddi véi QTDND Ham Nhon huyén Ham Thuan Bic tinh Binh Thuan
- LTT (Sig cta kiém dinh t déu nh6 hon 0.05).

Bang 2.17 Két qua phan tich hé s6 hoi quy

Coefficients?
Unstandardized | Standardized Collinearity
Model Coefficients | Coefficients t Sig. Statistics
B Std. Beta Tolerance| VIF
Error
(Constant) | -0.600 | 0.282 -2.124 1 0.035
PTHH 0.232 | 0.060 0.216 3.871 | 0.000 | 0.586 |1.708
1| CPCD 0.134 | 0.051 0.151 2.617 | 0.009 | 0.543 [1.841
TC 0.142 | 0.056 0.146 2.560 | 0.011 | 0.562 [1.779
DU 0.194 | 0.048 0.194 4,075 | 0.000 | 0.805 [1.242
DB 0.189 | 0.053 0.166 3.559 | 0.000 | 0.832 [1.202
DC 0.095 | 0.048 0.088 1.988 | 0.048 | 0.939 |1.065
NT 0.199 | 0.054 0.208 3.701 | 0.000 | 0.577 [1.734
a. Dependent Variable: LTT

Nguon: Két qua phdn tich dir liéu, thang 12/2024

% Kiém dinh mirc dd phit hop ciia mé hinh:

Két qua danh gia muc d6 phu hop ctiia mé hinh hdi quy (Bang 2.18) cho thay
mirc d6 phu hop ctia mé hinh dat 56.7% (hé s6 R2 hiéu chinh = 0.567), diéu nay cho

thdy kha ning giai thich cta 07 yéu t6 doc 1ap 1én yéu t6 phu thudc ctia mé hinh 1a

56.7%.
Bang 2.18 Miurc d¢ phu hgp ciia m6 hinh
Model Summaryb
Adjusted R |Std. E fth
Model R R Square JUsEe rrorotne Durbin-Watson
Square Estimate
1 0.7612 0.580 0.567 0.4710944 1.961
a. Predictors: (Constant), NT, DC, DU, DB, PTHH, TC, CPCD
b. Dependent Variable: LTT

Nguon: Két qua phan tich dir liéu, thang 12/2024

Két qua phan tich phuong sai ANOVA trong hdi quy (Bang 2.19) cho thay

mitc ¥ nghia ctia Kiém dinh F (Theo Green, 1991) trong phén tich hdi quy bang 0.000
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<0.05, diéu nay cho thdy mé hinh hdi quy xay dung phi hop vai tap dit liéu.
Béang 2.19 Bang phan tich phuwong sai ANOVA

ANOVA?
Model Sum of Squares| df Mean Square F Sig.
Regression 70.706 7 10.101 45.514 | 0.000°
1 "Residual 51.266 231 0.222
Total 121.972 238
a. Dependent Variable: LTT
b. Predictors: (Constant), NT, DC, DU, DB, PTHH, TC, CPCD

Nguon: Két qua phdn tich dir liéu, thang 12/2024

% DO tim cac vi pham gia thuyét hoi quy:

Dé dam bao mo hinh hdi quy x4y dung khong vi pham céc gia dinh can thiét,
nghién ctru tién hanh kiém tra 1an luot cac gia dinh vi pham hoi quy, bao gém: Gia
dinh phan du ctia phan phdi chuan, gia dinh khong c6 hién tugng cong tuyén cua cac
bién doc lap, gia dinh phuong sai phan du khong dbi va kiém dinh ty twong quan
phan du.

* Gid dinh vé phén phéi chudn ciia phan dw: Biéu db tan sb Historam duoc
str dung dé kiém tra gia dinh nay.

Dua vao biéu dd 2.6 c6 thé néi phan phdi chuin cia phan du x4p xi chuén
(Mean = 1.95E-15) va d¢ 1éch chuan bang 0.985, tirc gan bang 1. Do d6, c6 thé két

luan rang gia dinh phan phdi chuan cua phan du khong bi vi pham.

Hinh 2.7. Biéu do phan phoi chuin ciia phan dw
Nguon: Két qua phan tich dix liéu, thang 12/2024
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* Gid dinh khdng c6 hién fweng céng tuyén:

Hién tuong cong tuyén 1a hién twong cac bién doc lap c6 quan hé tuyén tinh
v6i nhau. Theo Belsley va cong su (1980), thude do VIF (Hé sé phong dai phuong
sai) duoc sir dung dé xem xét gia dinh nay va doi hoi phai nho hon 10 thi mé hinh
hoi quy khéng xay ra hién tuong cong tuyén. Trong bang 2.17 bén trén, cho thay hé
s6 phong dai phuong sai (VIF) cua cac bién doc lap déu co gié tri khong Ién hon 2.
Nhu vy, cé4c bién doc lap khong cé twong quan voi nhau va gia dinh khong cé hién
tugng cong tuyén giita cac bién doc lap duoc chap nhan.

* Gid dinh phwong sai phan dw khong déi:

Phuong sai ciia phﬁn du duoc thé hién trén do thi cta phﬁn du chuéin hoa theo
gia tri du bao cua bién phu thudc. Quan sat trén biéu dd 2.7 bén dudi cho thiy cac
phan du phén tan ngiu nhién quanh truc 0 trong mot pham vi khong d6i. Diu nay c6

nghia 1a phuong sai cta phan du 1a khong doi.

Hinh 2.8. Biéu do P-P plot
Nguon: Két qua phan tich dir liéu, thang 12/2024

* Gid dinh vé tinh dgc \@p cia cac phan du:

Biéu d6 Scatter duoc sir dung dé xem xét tinh doc 1ap cua cac phan du. Két
qua biéu d6 Scatter tai biéu d6 2.8 cho thay cac phan du phéan tan ngau nhién trong
mot ving di qua gdc toa dd chir khdng tao thanh mot hinh dang dic biét nao. Diéu
nay cho thay gia tri du doan va phan du doc 1ap véi nhau, phuong sai ctua phan du
khong doi.
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Hinh 2.9. Biéu db Scatter
Nguon: Két qua phén tich dir liéu, thang 12/2024

* Kiém dinh tw twong quan phan duw:

Theo Durbin and Watson (1971), khi gi4 tri cac phan du twong quan véi nhau,
két qua udc luong OLS (Ordinary Least Square) van 1a cac ude lugng tuyén tinh,
nhung uéc luong lic nay da khéng con tin cay. Do do, kiém dinh Durbin — Watson
duoc sir dung dé kiém tra hién twong nay. Theo Fomby va cong su (1984), kiém dinh
d cai tién néu hé sé Durbin — Watson nam trong khoang tir 1 dén 3 thi khong c6 hién
tuong tu tuong quan phan du. Két qua trong Bang 2.18 bén trén cho thay hé sé Durbin
— Watson bang 1.961, do d6 khéng c6 hién tugng ty twong quan phan du trong mé
hinh héi quy tuyén tinh.

=> Nhu vay, qua cac kiém dinh trén, c6 thé két luan céc bién doc lap c6 anh
hudng tuyén tinh dén bién phu thudc cia mé hinh. Tir két qua phan tich trén, phuong
trinh hdi quy tuyén tinh trinh bay sy anh hudng cua cac yéu té dén Long trung thanh
cua khach hang tai QTDND Ham Nhon duogc trinh bay nhu sau:

LTT =0.216*PTHH + 0.151*CPCD + 0.146*TC + 0.194*DU + 0.166*DB

+0.088*DC + 0.208*NT

Trong do:

LTT: Long trung thanh cua khach hang tai QTDND Ham Nhon

PTHH: Phuong tién hiru hinh

CPCD: Chi phi chuyén dbi

TC: Sy tin cay
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DU: Muc do dap ung

DB: Su dam bao

DC: Su dong cam

NT: Niém tin

Nhu vy, dwa vao két qua hdi quy, nghién ctru di xac dinh 7 yéu t6 cho thay
su anh hudng tich cuc dén Long trung thanh ctia khach hang tai QTDND Ham Nhon,
do 1a: Phuong tién hiru hinh, Niém tin, Mtrc do dap ung, Su dam bao, Chi phi chuyén
dbi, Su tin cay va Su dong cam.

Hé sb hdi quy cua cac yéu té cho thiy rang: khi yéu té phuong tién hitu hinh
ting hay giam 01 don vi trong khi cac yéu té khac khong thay dbi thi Long trung
thanh caa khach hang tai QTDND Ham Nhon ciing s& thay d6i cling chiéu 0.216 don
vi; Khi yéu t6 niém tin tang hay giam 01 don vi trong khi cac yéu t6 khac khong thay
ddi thi Long trung thanh cua khach hang tai QTDND Ham Nhon ciing s& thay ddi
cuing chiéu 0.208 don vi; Khi yéu t6 mtc d6 dap (ng ting hay giam 01 don vi trong
khi cac yéu té khac khong thay doi thi Long trung thanh cua khéch hang tai QTDND
Ham Nhon ciing s& thay ddi clng chiéu 0.194 don vi; Khi yéu t6 sy dam bao ting
hay giam 01 don vi trong khi cac yéu té khac khong thay ddi thi Long trung thanh
cua khach hang tai QTDND Ham Nhon ciing sé& thay ddi cung chiéu 0.166 don vi;
Khi yéu té Chi phi chuyén ddi ting hay giam 01 don vi trong khi cac yéu t6 khac
khong thay ddi thi Long trung thanh cua khach hang tai QTDND Ham Nhon ciing
s& thay ddi cung chiéu 0.151 don vi; Khi yéu t6 Su tin cdy ting hay giam 01 don vi
trong khi cac yéu té khac khong thay doi thi Long trung thanh cua khach hang tai
QTDND Ham Nhon ciing s& thay d6i cling chiéu 0.146 don vi va Khi yéu té Su dong
cam tang hay giam 01 don vi trong khi céc yéu té khac khong thay doi thi Long trung
thanh cua khach hang tai QTDND Ham Nhon ciing sé thay ddi cting chiéu 0.088 don

VI.
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2.2.3 Két lugn céc gia thuyét nghién ciru
Dua vao cac két qua tir phan tich hoi quy, nghién ctiru di dén két luan cho cac

gia thuyét ban dau nghién ctu dit ra duoc trinh bay trong bang 2.20 bén dudi nhu

Sau:
Bang 2.20 Két luin céc gia thuyét nghién ciru
Gia . Macy |
, Noi dung gia thuyét Keét qua
thuyét nghia

Yéu t6 Phuong tién hiru hinh c6 tac dong ciing chiéu
(+) d6i voi 1ong trung thanh ciia khach hang sir dung . .
H1 _ 0.000 |Chap nhan
dich vu tal Quy tin dung nhan dan Ham Nhon huyén

Ham Thuan Béc tinh Binh Thuan.

Yéu to Su tin cdy co tac dong cung chiéu (+) dbi voi
H2  llong trung thanh ciia khach hang st dung dich vu tai| 0.011 Chép nhan
Quy tin dung nhan dan Ham Nhon.

Yéu td Murc do dap tmg c6 tac dong clng chiéu (+)
H3  |d4i vai long trung thanh caa khach hang st dung 0.000 |Chép nhén

dich vu tai Quy tin dung nhan dan Ham Nhon.
Yéu to Su dam bao co tac dong cung chiéu (+) ddi

H4  v6i long trung thanh ctiia khach hang sir dung dich 0.000 |Chép nhan

vu tai Quy tin dung nhan dan Ham Nhon.
Yéu td Su ddng cam c6 tac dong cung chiéu (+) doi

H5  |vsi long trung thanh ciia khach hang st dung dich | 0.048 |Chép nhén
vu tai Quy tin dung nhan dan Ham Nhon.
Yéu to Chi phi chuyén doi co tac dong ciing chiéu

H6  |(+) déi vai 1ong trung thanh cta khach hang st dung| 0.009 |Chép nhén
dich vu tai Quy tin dung nhan dan Ham Nhon

Yéu té6 Niém tin co tac dong cuing chiéu (+) d6i voi
H7 llong trung thanh ciia khach hang st dung dich vu tai| 0-000 Chap nhén

Quy tin dung nhan dan Ham Nhon.
Nguon: Ket qua phan tich die liéu, thang 12/2024
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2.2.4 Théo ludn két qud nghién ciru

Két qua phan tich qua 06 kiém dinh cho thdy: 07 bién (PTHH, CPCD, TC,
DU, DB, DC, NT) dua vao md hinh déu c6 tac dong dén bién LTT. Cu thé, sy anh
hudng cta timg yéu té ddi véi long trung thanh cua khach hang duoc giai thich nhu
Sau:

Xét hé s6 hoi quy chua chudn héa (Unstandardized Coef. - Cot B)

Yéu t6 Phuong tién hitu hinh (PTHH). BPTHH = 0.232 va c¢6 quan hé cung
chiéu (ddu duong). Didu nay cho biét: Khi khach hang danh gia Phuong tién hitu hinh
tang thém 01 don vi thi long trung thanh ctia khach hang tang thém 0.232 don vi trong
truomg hop cac yéu té khac khong dbi.

Yéu té Chi phi chuyén d6i (CPCD). BCPCD = 0.134 va c6 quan hé cling chiéu
(dau duong). Diéu nay cho biét: Khi khach hang danh gia Chi phi chuyén doi ting
thém 01 don vi thi long trung thanh cua khach hang tang thém 0.134 don vi trong
truomg hop cac yéu té khac khong doi.

Yéu t6 Sy tin cay (TC). BTC = 0.142 va c6 quan hé cung chiéu (ddu duong).
Diéu nay cho biét: Khi khach hang danh gia Su tin ciy ting thém 01 don vi thi long
trung thanh cta khach hang ting thém 0.142 don vi trong truong hop cac yéu té khac
khong dbi.

Yéu t6 Muc d6 dap tmg (DU). BDU = 0.194 va c6 quan hé cung chiéu (dau
duong). Diéu nay cho biét: Khi khach hang danh gia Murc do dap Gng ting thém 01
don vi thi Iong trung thanh cia khach hang tang thém 0.194 don vi trong truong hop
cac yéu t6 khac khong doi.

Yéu t6 Sy dam bao (DB). BDB=0.189 va c¢6 quan hé ciing chiéu (dau duong).
Piéu nay cho biét: Khi khach hang danh gia Sy dam bao tang thém 01 don vi thi long
trung thanh ctia khach hang ting thém 0.189 don vi trong truong hop céac yéu td khac
khong d6i.

Yéu t6 Sy dong cam (DC). BDC=0.095 va c6 quan hé cuing chiéu (dau duong).
Piéu nay cho biét: Khi khach hang danh gia Su dong cam ting thém 01 don vi thi

1ong trung thanh ctia khach hang ting thém 0.095 don vi trong trudng hop cac yéu tb
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khac khong d6i.

Yéu t6 Niém tin (NT). BNT= 0.199 va c6 quan hé cing chiéu (ddu duong).
Diéu nay cho biét: Khi khach hang danh gia Niém tin ting thém 01 don vi thi long
trung thanh cta khach hang ting thém 0.199 don vi trong truong hop cac yéu té khac
khong dbi.

Xét hé s6 hdi quy chuan héa (Standardized Coef. - Cot Beta), nghién ctru x4c
dinh duoc tam quan trong cua cac bién doc 1ap theo ty 1€ phén tram.

Bang 2.21 TAm quan trong ciia cac bién dc 1ap theo ty 18 (%)

y Gia tri tuyét Y n Thir tw
Bién ) Ty 1€ (%)
doi Beta anh huéng
Phuong tién hitu hinh (PTHH) 0,216 18,5 1
Chi phi chuyén d6i (CPCD) 0,151 12,9 5
Su tin cay (TC) 0,146 12,5 6
Mirc d6 dap tmg (DU) 0,194 16,6 3
Su dam bao (DB) 0,166 14,2 4
Su dong cam (DC) 0,088 7,5 7
Niém tin (NT) 0,208 17,8 2
Tong 1,169 100

Nguoén: Két qua phdn tich dir liéu, thang 12/2024

Két qua phan tich dix liéu thu thap tir khao sat khach hang str dung dich vu g
tién tai QTDND Ham Nhon cho thay ¢d 7 yéu té anh huéng truc tiép dén long trung
thanh cua khach hang vaéi cac mic d6 tac dong khac nhau:

Yéu té Phuong tién hiru hinh 1a yéu t cho thay sy anh huéng manh nhat dén
long trung thanh cia khach hang tai QTDND Ham Nhon. Két qua cho thay su tuong
dong voi két qua trong cac nghién ctiu cia Beerli va cong sy (2004), Beh Yin Yee va
cong su (2010), L& My Linh va cong su (2014). Két qua cho thay khach hang cha y
nhiéu dén diéu kién co s& vat chat, trang thiét bi cita QTDND Ham Nhon, hinh anh
nhan vién caa Quy va ca céc tai liéu ho so biéu mau gisi thiéu vé QTD.

Yéu t6 Chi phi chuyén doi la yéu té cho thay sy anh huong manh thir nim
trong 7 yéu td anh huong dén 1ong trung thanh caa khach hang tai QTDND Ham

Nhon. Két qua cho thay su twong dong véi két qua trong cac nghién ctu caa Beerli
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va cong su (2004), Bilal Afsar va cong su (2010), Nguyén Thi An Binh (2016). Két
qua cho thay khach hang cha y nhiéu dén nhitng bat tién khi thay ddi st dung dich
vu cua mot ngan hang , t6 chic tin dung khac, dién hinh nhu viéc chuyén ddi ngan
hang méi dé giao dich tén nhiéu thoi gian, chi phi va ca sy kho khin vé céc thi tuc,
gidy to khi thay d6i ngan hang giao dich cho khach hang.

Yéu té Sy tin cay 1a yéu té cho thay sy anh huong manh thi sau trong 7 yéu
t6 anh huong dén 10ng trung thanh cua khach hang tai QTDND Ham Nhon. Két qua
cho thay su tuong ddng véi két qua trong cac nghién ctru cua Beh Yin Yee va cong
sir (2010). Két qua cho thay khach hang chl y nhiéu dén nhiing cam két caa QTD
trong viéc thuc hién dich vu dung nhu da hra vaoi khach hang va trong ngay tir 1an
dau giao dich, ludn danh su quan tam dén viéc giai quyét thic mac cho ting khach
hang cling nhu dam bao cong tac bao mat tét thong tin khach hang.

Yéu tb Murc do dap ung 1a yéu té cho thay sy anh huéng manh thi ba trong 7
yéu té anh hudng dén 10ng trung thanh caa khach hang tai QTDND Ham Nhon. Két
qua cho thay su twong ddng véi két qua trong cac nghién ctu cua Beh Yin Yee va
cong su (2010). Két qua cho thay khach hang chd y nhiéu dén nhan vién cua QTD
ludn nhiét tinh san sang phuc vu khach hang moi Iic moi noi trong viéc thuc hién
dich vu cua Quy.

Yéu té Su dam bao 13 yéu t6 cho thiy sy anh huéng manh thi tu trong 7 yéu
t6 anh huong dén 10ng trung thanh cua khach hang tai QTDND Ham Nhon. Két qua
cho thiy sy twong ddng véi két qua trong céc nghién cau cua Beerli va cong su
(2004), Lé My Linh va cong su (2014). Két qua cho thay khach hang chi y nhiéu dén
viéc QTD tao niém tin cho khach hang thong qua cach cu xir va trinh d6 ciia nhan
vién QTD va ho cam thay an toan khi giao dich guri tién tai QTD.

Yéu t6 Sy dong cam 1a yéu t6 cho thdy su anh hudng yéu nhat trong 7 yéu to
anh huong dén long trung thanh ctia khach hang tai QTDND Ham Nhon. Két qua cho
thdy su twong dong véi két qua trong cac nghién ctru ciia Bilal Afsar va cong su
(2010), Beh Yin Yee va cong su (2010), Hatiz Muhammad Wasif Rasheed va cong
su (2015). Két qua cho thdy khach hang chil ¥ dén sy quan tdm vé nhu cau, loi ich
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cua khach hang.

Yéu t6 Niém tin 13 yéu t6 cho thiy su anh hudng manh tht nhi trong 7 yéu t6
anh huong dén long trung thanh cia khach hang tai QTDND Ham Nhon. Két qua cho
thdy su tuong dong véi két qua trong cac nghién ctru cia Bilal Afsar va cong su
(2010), Beh Yin Yee va cong sy (2010), Hafiz Muhammad Wasif Rasheed va cOng
su (2015). Két qua cho thiy khach hang cha ¥ nhiéu dén tinh trung thyc, tin ciy va
kha ning giao dich chinh x4c nhu cu cho khach hang cia QTDND Ham Nhon.
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TOM TAT CHUONG 2

Chuong 2 da phan tich dir li¢u thu thap tir khao sat 260 khach hang st dung
dich vu guri tién tai QTDND Ham Nhon huyén Him Thuan Béc tinh Binh Thuan. Dit
li¢u dugc thu thap s€ dugc phan tich qua céac kiém dinh Cronbach’s Alpha , phan tich
nhan t6 kham pha, phén tich hdi quy. Két qua phan tich dit liéu x4c dinh duoc 7 yéu
t6 anh huong tich cuc dén Long trung thanh cua khach hang tai QTDND Ham Nhon,
d6 1a: Phuong tién hitu hinh (PTHH), Niém tin (NT), Mirc d6 dap ting (DU), Sy dam
bao (DB), Chi phi chuyén doi (CPCD), Su tin cdy (TC) va Su déng cam (DC). Két
qua nghién ctru ciing s& 1a co so dé tac gia dé xuat cac ham ¥ quan trj giup cho lanh
dao QTDND Ham Nhon c¢6 co sé trong viéc dé ra céac chinh sach kinh doanh quan
trong nhim nang cao hon nita 10ng trung thanh khach hang ddi véi QTD trong thoi

gian toi.
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CHUONG 3: PHAN TiCH GIAI PHAP VA KE HOACH
THU'C HIEN NHAM NANG CAO LONG TRUNG THANH
CUA KHACH HANG POI VOI QUY TiN DUNG NHAN DAN
HAM NHON HUYEN HAM THUAN BAC
TINH BINH THUAN

3.1 Pinh hwéng va muc tiéu phat trién cia Quy tin dung nhan dan Ham
Nhon dén nim 2030

Trén co s& nhitng dinh hudng phat trién ciia Thong ddc Ngan hang Nha nude
Viét Nam dén nam 2030 (Quyét dinh sb 209/QD-NHNN ngay 31/01/2019), Quy tin
dung nhan dan Ham Nhon ciing di dé ra cac muc tiéu va dinh hudng phat trién cac
san phém, dich vu cling nhu hinh anh thuong hi¢u QTDND Ham Nhon dén nam 2030
tap trung nhiéu hon vao khach hang, dac biét dbi tuong khach hang st dung dich vu
tién glri va tién vay. Vi tiém ning phat trién 16n, on dinh, hoat dong an toan, lanh
manh va hiéu qua. Cac muc ti€u cia QTDND Ham Nhon dén nam 2030 bao gém:

Thir nhét, tinh gon hoat dong, ting cudng quan 1y, gido duc dao dirc can bd
nhan vién: QTDND Ham Nhon huéng dén viée cai thién ciu tric quan 1y dé phat
trién bén vitng voi mot hé théng quan 1y da dang va linh hoat; Cu thé héa cac quy
trinh nghiép vu, quy ché ndi bd dam bao cong khai, minh bach, phan dinh & quyén
va trach nhiém cta tmg c4 nhan, bo phan. Pong thoi, ting cudng quan 1y va gido duc
dao duc can bd, ngan ngtra rui ro trong hoat dong;

Thi hai, chuyén d6i s trong hoat dong: QTDND Ham Nhon dang tap trung
vao viéc phat trién, diy manh tung dung cong nghé thong tin, phét trién cac san pham,
dich vu ngan hang s nham nang cao hiéu qua hoat dong va dap tmg nhu cau ngay
cang cao cua thanh vién, gia tang tién ich va trai nghiém khach hang thong qua viéc
tmg dung coéng nghé mai va tién tién;

Thir ba, nang cao nang luc cung tng dich vu cho khach hang: QTDND Ham
Nhon dam bao rang khach hang c6 nhimng trai nghiém mua hang t6t nhat, tir d6 tao ra

su hai long va trung thanh, cd nhan hoéa dé tao ra cac chuong trinh va hoat dong
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marketing c6 y nghia va phu hgp vé1 tung khach hang;

Tha tu, phat trién tai chinh toan dién: QTDND Ham Nhon hudéng dén viéc
thic ddy muc tiéu tai chinh toan dién va phat trién bén viing, dic biét 1a thong qua
viéc 1a don vi thu ho, chi ho trong dich vu chuyén tién dién tir tir hé thong ngan hang
Coopbank (t6i vu héa mang ludi POS);

Thr nam, ddm bao an toan hoat dong va xur 1y ng xAu: QTDND Ham Nhon
ting cuong cac giai phap nham dam bao an toan hoat dong, cung ¢ vimg chic hé
thdng, tich cuc trién khai dong bo, quyét liét cac giai phap xir Iy nog xau nhu don déc
thu hoi no, xur 1y tai san bao dam, ngin ngira rui ro trong hoat dong;

Cudi cung, phat trién gia tri va thé manh ctia Quy: QTDND Ham Nhon nang
cao gia tri va thé manh ctia minh théng qua viéc cung cap cac san pham va dich vu
chat luong cao, xdy dung mdi quan hé tin ciy va than thién voi khach hang dé ho cam
thiy gin b6 va tin tudng vao Quy tin dung 1a chd dua vitng chic gitip ba con néng
dan vay von lam dn, gop phan phat trién kinh té, xa hoi, tao cong dn viéc 1am, x6a doi
giam nghéo, dong thoi han ché tinh trang cho vay ning 13i.

3.2 Mt s giai phap dé xuit

3.2.1 Cdch thire, gidi phdp chung ma Quj cé thé g dung cdc két qud
nghién ciru dé néng cao long trung thanh ciia khdch hang trong béi cinh cong
nghé sé hi¢n nay

Vi dic thu QTDND Ham Nhon hién tai van con dang ting budc tiép can
cong nghé sb. Viéc ung dung cac giai phap cong nghé sb khong chi gitip ning cao
trai nghiém khach hang ma con 13 yéu t6 quan trong dé gia tang 1ong trung thanh.
QTDND can linh hoat 4p dung cac két qua nghién ctru dé diéu chinh chién lugc, tir
do tao dung niém tin va sy gén bo lau dai cua khach hang, cu thé:

- Cai thién chat lwong dich vu qua chuyén déi s6:

+ Trién khai ngan hang tryc tuyén va tng dung di dong;

+ Cung cép dich vu truy véan tai khoan, thanh toan hoa don, chuyén khoan
nhanh chéng.

+ Hd tro khach hang vay von, gui tiét kiém truc tuyén ma khong can dén quay
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giao dich.

- T6i wu héa quy trinh giao dich dién tir:

+ Giam b6t thi tuc gidy to, 4p dung e-KYC dé ding ky tai khoan nhanh hon.

+ Tich hop vi dién tir, QR Code dé thanh toan linh hoat.

- Nang cao bao mat va an toan thong tin:

+ Ap dung xéc thuc da 16p (OTP, sinh tric hoc) dé tang dg tin cay.

+ Canh bao sém cac giao dich bat thuong dé bao vé khach hang.

- Ca nhan hoa trai nghiém khach hang:

+ Ung dung Al va dir liéu 16n (Big Data) dé phan tich hanh vi khach hang;

+ Goi ¥ cac gbi san pham phu hop véi nhu cau tai chinh cta timg khach hang.

+ G thong bao, vu dai cd nhan hoa qua SMS, email, ing dung di dong.

- Chwong trinh khach hang théan thiét:

+ Tich diém thudng cho khach hang thudng xuyén st dung dich vu.

+ Cung céip cac wu dai dac biét nhu 13i suat vu dai, mién phi dich vu giao dich.

- Cdi thién tuwong tac va cham soc khach hang:

+ Ho tro khach hang 24/7 qua dién thoai va Zalo OA;

+ Giai dap nhanh chéng cac thic mac vé san pham, dich vu.

+ Hudng din sir dung cac tinh ning ngan hang sd, théng qua tai khoan ngan
hang Co-opbank.

+ Xir 1y phan hoi khach hang kip thoi dé tang 1ong trung thanh.

- Tang cwong chién lwoc tiép thi sb:

+ Xay dung noi dung s6 va truyén thong da kénh:

+ Tan dung mang xa hoi (Facebook, Zalo, TikTok) dé két ndi v6i khach hang.

- T6i wu héa trai nghiém trén website va img dung di dong:

+ Giao dién than thién, dé sir dung.

+Tich hop chtc ning tim kiém thong minh dé khach hang dé dang tra ctru
théng tin.
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3.2.2 Gidi phdp vé phwong tién hivu hinh

Nghién ctru di cho thay yéu té phuong tién hitu hinh duoc cac khach hang st
dung dich vu danh gia c6 anh huang manh nhat dén 1ong trung thanh cua khach hang
d6i voi QTDND Ham Nhon. Két qua phan tich cho thay noi dung caa yéu té Phuong
tién hiru hinh, cac van dé lién quan dén tai liéu gioi thiéu vé Quy can phai duogc thuc
hién chuy@n nghiép va hap din hon nita trong thoi gian toi. Cac banner, ap phich gioi
thiéu vé cac dich vuy, san pham cii va méi ma Quy dang ap dung ciing can duoc thiét
ké phi hop, bit mat theo cac khoang khdng gian cac véch trong phong. QTD nén ky
hop dong hang nim vai cac cong ty chuy@n vé thiét ké, marketing c6 uy tin trong linh
vuc nay dé hoan thién cac san pham hinh anh truéc khi cung cap dén cho khach hang;
Céc tai liéu hay thdng tin quang céo, giGi thiéu vé Quy can phai chuan ca vé mit hinh
anh 13n ndi dung, dam bao dugc céc noi dung can mang lai cho khach hang theo cac
giai doan hoat dong ciia Quy. Cac khay dung cac tai liéu gisi thiéu vé Quy ciing can
duogc thiét ké gon gang, phi hop va duogc dit tai cac vi tri dé thay, thuan tién cho
khach hang d& dang tiép can va doc duoc.

Hinh anh nhan vién ciing 1a mét trong nhitng yéu t hiru hinh ma 1anh dao cua
QTDND Ham Nhon can quan tdm béi vi nhan vién 1a ngudi truc tiép giao dich, hd
trg va cung cap dich vu cho khach hang cho nén viéc hinh anh ngudi nhan vién dep
trong mat khach hang s& mang lai tam 1y tich cuc di véi khach hang. Cho nén, trong
thoi gian téi hinh anh ngudi nhan vién chuyén nghiép, than thién, in mic tuom tat,
gon gang véi dong phuc cia Quy can duoc lanh dao quan tim hon. Linh dao QTD
can thuong xuyén quan triét doi ngii nhan vién trong viéc xay dung hinh anh c& nhan
nham dam bao xay dung hinh anh chung caa QTD, quy dinh rd rang viéc mic dong
phuc cia Quy trong tuan dé mang lai su dong bo va chuyén nghiép trong mat khéch
hang.

Ngoai ra, dé nang cao long trung thanh caa khach hang d6i véi QTD, 1anh dao
QTDND Ham Nhon ¢an uu tién trong viéc nang cao co s Vat chat, trang thiét bj cua
Quy ciing nhu can ra soat lai cac trang thiét bi dang duoc str dung cho cac hoat dong

dé kip thoi khic phuc cac trang thiét bi hong hoc hay da cii dé kip thoi co phuong an
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sira chira hay thay thé méi, hién dai cho ph hop, nham dap @ng tét nhat nhu cau st
dung, dam bao cho hoat dong cua QTD dat duoc hiéu qua cao nhat. Cac co s& vat
chat ciia don vi cling can dugc cap nhat, son sta lai cho mai, bat mit hon cho khach
hang; Cac d6 dac bén trong phong giao dich ciing can dugc sap xép gon gang, chuyén
nghiép va ludn dugc vé sinh sach s& dam bao phuc vu tét nhat nhu cau sir dung cua
nhan vién va ca khach hang. Bén canh d6, khu vic ngdi cho caa khach hang can sap
xép thém hé théng ghé sofa dém va cac ti vi dé khach hang thiy duogc cac vu dai ciing
nhu cac hoat dong bén trong va bén ngoai QTD nhu cac hoat dong thién nguyén, cac
hoat dong vi cong déng cling nhu cac thanh tich ma don vi dat dugc trong hoat dong
kinh doanh dé gitp nang cao hinh anh ciing nhu cang ¢ sy tin tuong vé QTD cua
khach hang trong ldc ngdi doi toi luot giao dich.

3.2.3 Gidi phap vé niém tin

Niém tin 1a yéu t6 cho thiy sy anh huéng manh tha hai dén 1ong trung thanh
ctia khach hang dbi véi QTDND Ham Nhon. Két qua phan tich dix liéu cho thay céac
noi dung cua yéu té Niém tin ciing chwa duoc khach hang danh gia kha cao, chi nam
& khoang giira mirc binh thudng va dong v, diéu ndy c6 nghia rang khach hang ciing
chua dat niém tin 16n vao chét lugng dich vu cua Quy. Do d6, lanh dao QTDND Ham
Nhon can quan tim hon nita trong viéc xay dung thuong hiéu QTD virng manh, chit
luong va uy tin dé xay vitng niém tin cho khach hang déi vi QTD. Bé 1am duoc diéu
nay, QTDND Ham Nhon phai ludn cam két thuc hién dung xtt ménh 1a moét QTD c6
uy tin trén dia ban trong kha ning phuc vu va dap @ng cac nhu cau cua khach hang.
Lanh dao caa QTD can quan tdm nhiéu hon nita dén cong tac marketing thong qua
cac phuong tién truyén thong dia phuong vé cac hoat dong trong va ngoai Quy dé
khach hang trén dia ban thiy dugc kha nang cling nhu danh tiéng cua Quy ciing nhu
xay dung duoc hinh anh dep trong long khach hang. Luon dam bao nang cao chat
luong dich vu caa QTD dé lubn Iam hai long va xay dung duoc 10ng trung thanh cua
khach hang ddi vi QTD dé khach hang nhu 1a mot kénh théng tin, mot cau néi gidp
Quy tiép can dugc nhiéu khach hang tiém niang méi, mang lai loi ich téi da don vi.

Bén canh do6, Quy cling can lién tuc hoan thién cac quy trinh phuc vu va cham
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soc khach hang dé dap tng tot nhat nhu ciu st dung dich vu tin dung ctia khach hang.
Céc quy trinh phuc vu va chiam soc khach hang can dugc phd bién chi tiét va cu thé
dén timg vi tri cong viéc ctia nhan vién dé dam bao timg nhan vién trong Quy phai
nam 1 cac quy ché, quy dinh phuc vu nay dé dap tng tét nhit cac nhu cau sir dung
dich vu tin dung cua khach hang nhu da cam két, gid1 thiéu giao dich moi nghiép vu
chinh xéc ngay trong 1an giao dich dau tién. Dé lam duogc didu nay, bén canh cac quy
dinh vé cung cach phuc vu, QTD can xay dung kém theo quy ché thanh, kiém tra,
giam sat dinh ky va c6 hé théng cac bd phan trong Quy dé ludn dam bao hoat dong
cung cép dich vu luon duge tdt va chét lugng dich vy cia Quy ludn dugce nang cao.
Han ché t6i da cac sai s6t trong qué trinh cung cip dich vu cho khach hang, khi c6
x4y ra Cac sai sot gdy anh huong xau dén khach hang phai kip thoi nhan ngay trach
nhiém va c6 hudng khic phuc ciling nhu bdi thuong thoa dang cho khach hang. Cac
khiéu nai, thic méc vé san pham, dich vu tin dung ctia khach hang ciing 13 co so dé
QTD nhin nhan duogc cac han ché vé dich vu minh cung cép dé co thé tung budc hoan
thién hon chat luong dich vu va nang cao dugc su tin cdy ciua khach hang ddi véi
Quy, giap khach hang ngay cang hai long va trung thanh hon véi dich vu cia QTDND
Ham Nhon.

3.2.4 Gidi phdp vé Sw dam bdo

Sy dam bao 1a yéu t6 thé hién qua kha ning va thai d6 phuc vu cua nhan vién
trong viéc dap tng cac dich vu ciia QTD dbi véi khach hang. Do dé, dé nang cao long
trung thanh cua khach hang, 1anh dao QTDND Ham Nhon can cha ¥ dén viéc nang
cao nang luc, trinh d6 chuy@n mdn, nghiép vu ciia ddi ngii nhan vién dé nang cao chat
luong cung cap dich vu cho khach hang nham xay dung dugc long tin cua khach hang
thong qua doi ngli nhan vién cua Quy. Viéc dam bao su an toan khi sir dung dich vu
phu thudc vao nhiéu van dé tir ca hé théng cac san pham, dich vu cia QTD dén doi
ngil nhan sy va ca tinh hinh hoat déng ctia Quy. T4t ca nhan vién, tir doi ngii bao Ve,
nhan vién thuc hién giao dich va dén ca quan Iy ciia Quy déu anh huong dén qué trinh
cung cap dich vu cho khach hang. Cho nén, bo phan nhan su can ¢ nhitng quy trinh

tuyén dung nhan su chuyén biét theo cac bd phan chuyén moén dé tir d6 chuyén mén
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hoa ting ca nhan nguoi lao dong dung vai trinh d6 va chuyén mén theo ting vi tri
cdng viéc va lua chon dugc cac nhan su gioi cho tieng vi tri riéng biét. Bén canh do,
QTD ciing can thudng xuyén té chic kiém tra cac hoat dong chuy@n mén, nghiép vu
trong ngan hang dé dam bao doi ngii nhan vién ludn trong tinh trang san sang phuc
vu khéch hang véi thai d, tac phong ciing nhu trinh d6 tét nhat nham nang cao long
trung thanh cia khach hang ddi véi QTD. Pay 1a co s& quan trong gitip khach hang
trung thanh hon nira v&i Quy bai vi nhan vién 1a ngudi truc tiép giao tiép, cung cap
cac dich vu cho khéach hang c6 nhu cau, do d6 viéc chiém duogc thién cam caa khéch
hang luén giir vai trd quan trong. Bén canh d6, QTD ciing thudng xuyén tao diéu kién
cho can bo nhan vién tham gia cac chuong trinh dao tao chuyén sau vé phong cach
va kha ning phuc vu khach hang ciing nhu cac san pham, dich vu méi nhét cua hé
théng QTD trong tinh hinh thuc té, giup QTD da dang hoa trong viéc cung cip cac
dich vu cho khach hang. Tich cuc cho nhan vién tham gia c4c hoi thao chuyén dé vé
kha ning dap tng dich vu cho khach hang dé nhan vién c6 co hi tiép can cac kho
khan, trd ngai trong viéc cung cap dich vu. Diéu nay sé& gilp cho nhan vién ¢ nhiéu
kinh nghiém hon trong viéc xir Iy cac tinh hudng bat ngo trong qua trinh cung cap
dich vu cho khach hang.

3.2.5 Gidi phdp vé sw tin cdy

Két qua phan tich di liéu cho thay cac noi dung cua yéu té Su tin ciy dugc
khach hang danh gia & vi tri thir sau, diéu ndy c6 nghia rang trong xu thé canh tranh
thi trueong 16n nhu ngay nay, viéc khach hang lya chon mét ngan hang hay TCTD dé
st dung dich vu 14 rat don gian, tuy nhién dé khach hang lua chon sir dung, hai long
roi trung thanh vai dich vy cia QTD nao thi yéu té an toan, tin cay ludn phai duoc
lanh dao cac TCTD, ngan hang no6i chung va 1anh dao cia QTDND Ham Nhon noi
riéng can chu y. Cho nén, dé xay viing 10ng trung thanh cua khach hang d6i véi QTD
Ham Nhon trong thoi gian téi, 1anh dao cia Quy can xay dung quy ché phuc vy khach
hang cho QTD va dam bao tirng nhan vién trong Quy phai nam rd cac quy ché phuc
vu nay dé dap tng tét nhat cac nhu cau sir dung dich vu cta khach hang nhu da cam

két, gioi thiéu cua QTD ngay trong lan giao dich dau tién. Pé 1am dugc diéu nay, bén

79



canh cac quy dinh vé cung cach phuc vu, Qu¥ can xay dung kém theo quy ché thanh,
Kiém tra, giam sat dinh ky va c6 hé théng cac bo phan trong QTD dé ludn dam bao
hoat dong cung cap dich vy luén duoc tét va chat lwong dich vu cia Quy ludn duoc
nang cao.

Bén canh d6, Ban lanh dao cia Quy ciing can quan tim hon dén viéc xay dung
d6i ngii nhan vién co trinh d6 chuy@n mén, viing nghiép vu va kha ning giao tiép tot
dé c6 thé nhanh chéng giai dap duoc cac thiac mic, khiéu nai cua tirng c& nhan khach
hang. Han ché ti da cac sai sot trong qua trinh cung cap dich vu cho khéach hang, khi
c6 xay ra c4c sai st gay anh huong xau dén khach hang phai kip thoi nhan ngay trach
nhiém va c6 hudng khic phuc ciing nhu bdi thudng thoa dang cho khach hang. Cac
khiéu nai, thac méc vé san pham, dich vu Quy tin dung cta khach hang ciing 13 co s&
dé Quy nhin nhan duoc cac han ché vé dich vu minh cung cap dé cé thé timg budc
hoan thién hon chét luong dich vu va nang cao duogc su tin cay caa khach hang doi
véi QTD, giup khach hang ngay cang hai long va trung thanh hon véi dich vu caa
Quy . Dé thuc hién tét khau nay, doi hoi cac nhan vién can duoc tiép can va nhin
nhan chi tiét cac tinh hudng c6 thé xay ra trong khau phuc vu khach hang. Cho nén,
viéc Quy thuong xuyén té chic cho nhan vién tham gia cac hoi thao chuyén dé tai
don vi 1a co hoi cho nhan vién tiép can va hoan thién hon nita k§ ning phuc vu cua
ban than, gilp nang cao chit luong dich vy va long trung thanh cua khach hang.

Mot trong nhitng van dé quan trong anh huéng truc tiép dén su tin tuéng cua
khach hang d6i véi Quy 1a viéc Quy ludn dam bao bao mat tét thong tin caa ho. QTD
c6 hé théng bao mat thong tin kém s& khién Quy danh mat uy tin trén thi truong va
khach hang s& han ché sir dung dich vu cuia QTD d6, 1am cho hiéu qua hoat dong cua
Quy sé& di xudng dan dén tinh trang sup dd ciia QTD. Do d6, dé han ché tinh trang
nay lanh dao QTDND Ham Nhon can quan tdm han nita dén doi ngii IT cua Quy
nang cap hé théng céng nghé thong tin trong Quy duoc tt nhat cling nhu wu tién st
dung céc dich vu bao mat tét nhat dé dam bao cdng tac bao mat thdng tin khach hang

dugc 6n dinh va hiéu qua. Pon vi ¢ thé phdi hop véi cac Cong ty phan mém trong
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viéc xay dung céc hé thdng bao mat nhiéu 16p nhung van dam bao su thuan tién va
kha nang str dung dich vu cua khach hang.

3.2.6 Gidi phdp vé sw dong cim

Két qua nghién ciru cho thay yéu td Su ddng cam 13 yéu td anh huéng yéu nhat
trong 7 yéu té anh huong dén 10ng trung thanh cua khach hang d6i véi QTDND Ham
Nhon. Su dong cam la yéu t6 thé hién qua viéc ludn san sang lang nghe, dép Gng
nhitng nhu ciu mai phéat sinh va hiéu rd nhu cau cu thé cua khach hang. Viéc dap ung
tdy thudc vao cac quy dinh hién hanh, tiy vao ngudn luc va thoi diém thich hop, QTD
s& trién khai dich vu méi trén co s danh gia tinh phd bién cua dich vu va su chuan
bi ddy du tir phia QTD. Thuong xuyén xay dung cac chuong trinh khuyén mai, cham
s6c khach hang theo ting thoi diém, thoi ky hodc xuyén sudt nhu: tich diém doi qua,
khuyén mai khi sir dung céc dich vu, ting hoa, qua, thiép cho khach hang vao céc dip
tét, cac ngay I& quan trong trong nam nhu 20/10, 8/3 (d6i véi cac khach hang nit),
27/7 (861 véi cac khach 1a quan nhan), 27/02 (d6i véi cac khach hang 1a bac si, y ta),
ngay sinh nhat cia khach hang, ky niém ngay cudi... Ngoai ra, chinh sach cling phai
thudng xuyén d6i méi dé phi hop theo tirng nam dé tao su htng thad, su hai long tir
phia khach hang. Luén sin sang ling nghe, dap tng nhitng nhu cau méi phat sinh va
hiéu rd nhu cau cu thé cua khach hang.

3.2.7 Gidi phap vé Chi phi chuyén doi

Chi phi chuyén déi 1a yéu té cho thay si anh huéng manh thi nam trong 7 yéu
t6 anh huong truc tiép dén 1ong trung thanh cua khach hang. Két qua phan tich cho
thay céc thanh phan cua yéu té Chi phi chuyén d6i duoc khach hang danh gia kha
cao, diéu nay c6 nghia rang nhitng rao can chuyén d6i mang lai su trung thanh déi
vé6i dich vy ciia QTD. Cho nén, dé khach hang trung thanh véi QTD, ngoai viéc dap
g vé chat lugng dich vu, cac san pham di kém ciing 13 co s¢ dé cac QTD giir chan
dugc khach hang. Viéc thay d6i sang ngan hang khac dé giao dich khién khéach hang
mét di cac wu ddi ma TCTD cii da danh cho ho, khién ho mat nhiéu thoi gian, chi phi
hon ciing nhu khién ho gap khé khian hon vé cac thu tuc, gidy to khi thay do6i giao
dich & mot TCTD méi. Cho nén, ban giam doc cia QTDND Ham Nhon can nghién

81



ctiu, xay dung cac chinh sach wu dai di kém véi cac san pham, dich vu khi khéch
hang dang ky sir dung dich vu cua Quy nham tao ra sy rang budc gidp gii chan dugc
lwong khach hang cii. Di vai cac khach hang da ting sir dung dich vu cia Quy ma
dic biét 1a cac san pham tin dung, néu tién hanh sir dung tiép cac khoan vay tai Quy,
ngoai viéc duoc hudng wu dai vé 14i suat, cac thu tuc hd so s& duogc tinh gon, cac
khoan vay s& dugc mé rong quy mo ciing nhu phuc vy tét hon nhu cau cua khéch
hang hay ddi véi thanh vién gui tién thi Quy can cho ho hudng wu tién 13i suét tién
guri cao hon so voi khach hang guri tién khéng 1a thanh vién caa QTD. Ngoai ra, QTD
cling can gia ting chi phi khi khach hang chuyén ddi sir dung dich vu cua ngan hang
khac thdng qua viéc uu dii vé cac thu tuc, thoi gian thuc hién giao dich, vu dai khach
hang than thiét, khach hang VIP hay ca viéc tich diém dé nhan cic chwong trinh
khuyén mai 14i suit... Pay 1a cac hoat dong giup gia ting rao can chuyén ddi cho
khach hang va khuyén khich khéach hang tiép tuc str dung dich vu caa Quy tin dung.

3.2.8 Gidi phap vé mirc d ddp 1ing

Mtc d6 dap tng 12 yéu té cho thdy su anh huéng manh thir ba trong 7 yéu t6
anh huong truc tiép dén 10ng trung thanh cua khach hang. Két qua phan tich cho thay
cac thanh phan cua yéu t6 mirc do dap tng duoc khach hang danh gia rat cao, diéu
nay c6 nghia rang viéc dap ¢ng nhu cau st dung dich vu cua khéch hang 1a mét yéu
t6 quan trong anh hudng dén 1ong trung thanh caa khach hang. Do d6, Quy can ting
cuong da dang hda kénh giao tiép khach hang nhu: dién thoai, email, mang xa hoi,
va tong dai hd tro... Dong thai, phan hdi nhanh chéng viéc tiép nhan va xu 1y y kién
phan hoi cho khach hang mét cach kip thoi va hiéu qua. Quy can thuc hién viéc khao
sat dinh ky nham thu thap y kién tir khach hang dé hiéu rd nhu cau va mong muén

cua ho.
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TOM TAT CHUONG 3

Trén co sé nhitng dinh huéng muc tiéu phat trién cia QTDND Ham Nhon dén
nam 2030 va nhitng két qua c6 dugc tir phan tich dir liéu thu thap tir khao sat khach
hang sir dung dich vu giri tién ctia QTD, nghién ctru dd dé xuat cac ham y quan tri
giup cho 1anh dao QTDND Ham Nhon trong viéc hoach dinh cac chinh sach cu thé
nham nang cao hon nita 10ng trung thanh ciia khach hang déi vai QTD théng qua viéc
nang cao hiéu qua cua chat luong dich vu QTD, chi phi chuyén ddi cling nhu ning
cao niém tin ctia khach hang danh cho QTDND Ham Nhon.
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PHAN III: KET LUAN VA KIEN NGHI

1. Két luan

Nghién ctru dugc thuc hién bang tong hop cac phuong phap nghién ciru dinh
tinh (tham van y kién cac chuyén gia c6 kinh nghiém vé linh vuc ngan hang trén dia
ban huyén Ham Thuan Bic tinh Binh Thuan) va dinh lwong (phan tich dit liéu thu
thap tir khao sat 260 khach hang ca nhan sir dung dich vu giri tién cia QTDND Ham
Nhon) véi muc tiéu 1a giup ban giam d6c QTDND Ham Nhon xac dinh chi tiét cac
yéu té chinh anh huéng dén long trung thanh caa khéch hang sir dung dich vu cua
Quy dé c6 cac chién luoc kinh doanh phi hop gilp nang cao long trung thanh va sy
gan két cua khach hang véi QTD trong thoi gian téi.

Thong qua co s& 1y thuyét va cac mé hinh nghién ctu cua cac tac gia trong va
ngoai nude lién quan dén ndi dung dé tai nghién ctru ma tiéu biéu 1a cac nghién cau
cua cua Beerli va cong su (2004), Bilal Afsar va cong sy (2010), Beh Yin Yee va
cong su (2010), Hafiz Muhammad Wasif Rasheed va cong su (2015), Nguyén Thi
An Binh (2016), V& Khic Thuong va cong su (2021). Tac gia da xay dung md hinh
ly thuyét cho dé tai nghién ctu ndy gém 7 yéu tb tac dong dén 1ong trung thanh cua
khach hang déi voi QTDND Ham Nhon, bao gdm: Phwong tién hitu hinh; Sy tin cy;
Mt d6 dap tng; Su dam bao; Su ddng cam, Chi phi chuyén ddi va Niém tin.

Két qua phan tich dir liéu tir 239 phiéu tra 10i khao sat hop 1é trong s 260
phiéu khao sat phét ra cho cac khach hang sir dung dich vu giri tién cia QTDND Ham
Nhon bang phuong phéap 1dy mau thuan tién da cho thay rang c6 7 yéu té duoc phan
tich c6 anh hudng cling chiéu vai long trung thanh caa khach hang dbi voi QTDND
Ham Nhon theo tha ty giam dan, d6 1a: Phuong tién hiru hinh (B = 0.216), Niém tin
(B = 0.208), Mitc d6 dap tmg (B = 0.194), Su dam béo (B = 0.166), Chi phi chuyén
do6i (B = 0.151), Su tin cay (B = 0.146) va Sy dong cam (B = 0.088). Két qua nghién
ctru ciing cho thay sy tuong dong vai két qua trong cac nghién ctiu ciia Beerli va cong
su (2004), Beh Yin Yee va cong su (2010), Bilal Afsar va cong sy (2010), Nguyén
Thi An Binh (2016), V6 Khic Thuong va cong su (2021) va s& 1a co sé dé tac gia
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dua ra cac ham y nham nang cao long trung thanh cua khach hang déi voi QTDND
Ham Nhon .

2. Kién nghi

2.1 Kién nghi déi véi Ngdn hang Nha nwéc chi nhdnh tinh Binh Thugn

Thir nhat, NHNN can duy tri va 6n dinh chinh sich tién té giup binh 6n thi
truong, duy tri sy phat trién nén kinh té vi mé ctia qudc gia ma dic biét 1a cac chinh
sach On dinh chinh sach tién té dai han cia NHNN cling nhu chinh sach 1ai suét tién
guri tiét kiém.

Thir hai, NHNN can ting budc xay dung va hoan thién hoat dong cta trung
tam thong tin tin dung CIC nham tao diéu kién thuan loi cho cac QTD xac dinh kip
thot, chinh xac cac thong tin vé du no, chat luong tin dung cua cac khéach hang;

Thit ba, NHNN cén thudng xuyén to chirc cac hdi thao chuyén siu vé cac chu
dé giai quyét kho khin ma cac QTDND thudng gip ciing nhu hoan thién co s¢ phap
ly gidp cac QTDND ngay cang hoan thién cac co s phap Iy quy dinh vé hoat dong
cho vay theo ting d6i twong khach hang.

2.2 Kién nghi déi véi Hiép héi QTDND Viét Nam

Thi nhit, hd trg vé mit chinh sach va phap 1y: Kién nghi stra d6i, bd sung céac
quy dinh phap luat, d& nghi Hiép hoi 1am viéc véi co quan nha nudc dé dé xuit sira
ddi, bd sung cac quy dinh phap luat lién quan dén hoat dong cua cac QTDND, dic
biét trong cac linh vuc nhu quéan 1y thanh vién, ngudn von, xir Iy ng xdu va mo rong
pham vi hoat dong. Ddng thdi hd trg phap 1y, ting cuong cung cap dich vu tu van
phap luat cho cac QTDND dé giai quyét cac tranh chip hodc vuéng méc lién quan
dén hoat dong kinh doanh.

Thi hai, ting cudng vai tro két ndi va dai dién: Lam cau ndi véi Ngan hang
Nha nuée, Hiép hoi QTDND Viét Nam can dong vai tro trung gian dé phan anh céac
kho khin, vudng mac va dé xuat giai phap 1én NHNN, gitup cac QTDND cé duoc cac
hudéng dan va hd trg kip thoi. Pong thoi xay dung mang ludi hd trg, két ndi cac
QTDND trong cung khu vuc dé chia sé kinh nghiém, ngudn luc va giai phap trong
hoat dong.
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Thi ba, dao tao va nang cao ning luc, to chtrc cic chuong trinh dao tao chuyén
sau: Hi¢p hoi nén td chirc cac khoa dao tao vé quan tri rui ro, tai chinh, va cong nghé
nham nang cao ning lyc cho cac can bo cia QTDND. Pdng thoi, cap nhat xu hudng
thi trudng, cung cip thoéng tin thi truong tai chinh va cac xu hudng méi dé gitp
QTDND diéu chinh chién lugc kinh doanh phu hop.

Thi tu, hd tro cong nghé va chuyén doi s6: Xdy dung hé thdng phan mém
dung chung, phat trién hodc hd tro cac QTDND ap dung cong nghé dé quan 1y hoat
dong hiéu qua hon. Pong thoi chuyén ddi s6, tu van va hd tro cac Quy trién khai cac
giai phap chuyén ddi s6, nang cao nang luc canh tranh.

Thr nam, hd tro tai chinh va ngudn vén: Tao kénh huy dong von tap trung:
Hiép hoi c6 thé xdy dung cac chuong trinh huy dong von chung dé hd tro cac quy
trong giai doan khé khan. Dong thoi dé xuét cac chinh sach vu dai, lam viée véi cac
co quan lién quan dé xay dung cac goi hd tro tai chinh hodc wu dai 14i sudt cho
QTDND.

Cudi cung, ting cudng giam sat va hd tro quan 1y: Cai thién cong tac giam sat
n6i bo, hd tro xay dung cac co ché giam sat hiéu qua, giam thiéu rai ro phat sinh trong
hoat dong ctia cac QTDND. Pdng thdi hd tro xir Iy no xdu, phdi hop véi cac co quan
chtrc ning dé xay dung quy trinh xtr Iy no x4u nhanh chéng va hiéu qua hon.

3. Han ché ciia dé tai va huéng nghién ctru tiép theo

3.1 Han ché ciia dé tai

Thi nhat, do han ché vé thoi gian va ngudn luc, nghién ctiru sir dung phuong
phap chon mau thuan tién nén chiu su anh huong tir tinh chii quan ciia nguoi duoc
khao sat. Pong thoi nghién ctru chi thyc hién thu thap véi ¢d mau khao sat chua 16n
n = 260 khach hang st dung dich vu gui tién tai QTDND Ham Nhon huyén Ham
Thuén Béc tinh Binh Thuén nén két qua nghién ctru chua mang tinh dai dién cao.

Thtr hai, nghién cau chi thuc hién tai QTDND Ham Nhon huyén Ham Tuan
Bic tinh Binh Thuan nén tinh tong quat chua cao.

Thit ba, dé tai chi phén tich 7 yéu té tic dong dén long trung thanh ctia khach
hang d6i véi QTDND Ham Nhon huyén Ham Thuan Bic tinh Binh Thuan, d6 la:
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Phuong tién hitu hinh; Sy tin cay; Muc d0 dap tng; Sy dam bao; Su déng cam, Chi
phi chuyén ddi va Niém tin. Do d6 két qua nghién ctru chwa duoc thuc sy day du vé
cac yéu t6 anh huong dén long trung thanh cua khach hang d6i véi QTDND nodi chung
dic biét 1a trong bdi canh chuyén d6i s6 manh m&, QTDND can chi y dén cac yéu td
ky thuat s6 nhu dich vu ngan hang truc tuyén, img dung di dong va cac kénh giao
dich dién tir. Tuy nhién, nghién ctru khong dé cap dén tac dong cua cac yéu t6 nay
dén long trung thanh cta khach hang. Viéc khong dua yéu t6 nay vao nghién ctru c6
thé khién két qua khong phan anh ddy du xu huéng va nhu cau cua khach hang hién
dai.

3.2 Huéng nghién ciru tiép theo

Dau tién, nghién ctu nén sir dung phuong phap chon mau xac suat d¢é mau cé
tinh dai dién hon cho tong thé.

Thr hai, nghién ctru nén duoc thuc hién & nhiéu QTDND khac nhau hoic trong
nhitng khu vuc khac ngoai tinh Binh Thuan dé c6 thé d6i ching két qua nghién cuu.

Thir ba, bd sung thém céac yéu té khac ngoai nhitng yéu té ma dé tai da phan
tich dé két qua nghién ctru duoc tong quat va day du hon dic biét 1a yéu té cong nghé
s6 bing cach:

- Khao sat mtc do anh huéng cua cac dich vu ngan hang s dén long trung
thanh cua khach hang.

- So sanh mirc do trung thanh gitra khach hang thuong xuyén sir dung dich vu
sb va khach hang truyén thong.

- Pé xuat chién lugc nang cao trai nghiém soé dé gitr chan khach hang.

- Panh gia mirc d6 sir dung va tac dong cua cac nén tang ki thuat sé dén quyét
dinh gan bo cua khéach hang.

- Khao sét sy hai long cua khach hang véi cac dich vy ngan hang sé va cach

n6 anh hudng dén 1ong trung thanh.
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TOM TAT PHAN III
Phan III d dua ra két luan chung cho Dé &n tir cac két qua co dugc thdng qua
phan tich dir liéu khao sat va dé xuat cac ham y xoay quanh cac yéu t anh hudng
giGp nang cao long trung thanh caa khach hang d6i véi QTDND Ham Nhon. Bén
canh d6, Phan III ciing dé chi ra cac han ché ma dé tai con gap phai va kién nghi céc

huéng giai quyét nham khic phuc céc han ché do.
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PHU LUC
PHU LUC 1: DAN BAI THAO LUAN CHUYEN GIA

Kinh chao Quy Anh/ Chi!

Téi tén la Pinh Thi Thu Hanh, hoc vién cao hoc nganh Quan tri kinh doanh
cua Trudng Pai hoc Phan Thiét. Hién tai, toi dang thuc hién nghién ciru vé “Céc yéu
t6 anh hwéng dén 1ong trung thanh ciia khach hang d6i véi Quy tin dung nhan
dan Ham Nhen huyén Ham Thuan Bic tinh Binh Thuan” véi myc dich hoc tap
va thuc hién dé an tot nghiép. Qua budi gap mat nay, tdi rat mong nhan duoc su dong
gop y kién cua Anh/ Chi vé nhitng nhan dinh cd lién quan dén cac noi dung trong dé
tai nghién ctu cua toi.

Tat ca céac y kién cua Anh/ Chj déu dong gop vao thanh cong cua nghién ctu
nay.

Xin trén trong cam on su gop y cua Quy Anh/ Chi!

NOI DUNG THAO LUAN:

(1) Theo Anh/ Chi, cac yéu t&: Phuong tién hitu hinh, sw tin cdy, mirc d¢ ddp
vmg, sw dam bado, sir dong cam, chi phi chuyén déi va niém tin ¢6 anh huéng dén long
trung thanh ctua khach hang tai Quy tin dung nhan dan Ham Nhon huyén Ham Thuan
Bic tinh Binh Thuén hay khéng?

(2) Anh/ Chi hiy cho ¥ kién dénh gia ciia minh vé nhing cac ndi dung trong
cac thang do do luong cho cac khai niém trén. Theo Anh/ Chi, cac phat biéu nay co

can hi¢u chinh, b6 sung, thay doi va loai bo nhitng néi dung nao? Vi sao?
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CPCD3

28. Gap kho khin vé céc thu tuc, quy
trinh, gidy to khi giao dich tai té chuc tin
dung khac.

CPCD4

29. Viéc chuyén d6i to chie tin dung khéc
giao dich tén nhiéu chi phi.

CPCD5

30. Khach hang cam thay viéc st dung san
pham tién gui tai TCTD khéc cd thé 1am
khach hang khong hai long nhu hién tai vé
mat 13i suét.

THANH PHAN NIEM TIN

31. Khach hang cam thay moi giao dich

NT1 | gui tién cia QTD duogc thuc hién chinh
Xac.
NT2 32. Cach cu xtr ctia nhan vién trong qué Beh Yin
Nidm tin trinh phyc vu tao niém tin cho khach hang. | Yee va cong
-NT NT3 | 33. QTD Ham Nhon déang tin cay. su (2010);
NT4 34. Nhin chung khach hang cam thiy tin
tudng véi dich vu gui tién tai QTD .
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NT5 i
chinh.
THANH PHAN LONG TRUNG THANH .
Bilal Afsar
36. Tiép tuc sir dung dich vy ciia QTD va cong su
LTT1 /X
Ham Nhon. (2010); Vo
Khic
Long i XAl : . . X
37. Uu tién lya chon dau tién giao dich tai | Thuong va
trung LTT2 . .
. QTD Ham Nhon. cong su
thanh - (2021); Beh
LTT 38. Sin sang gioi thidu dich vu cia QTD | Yin Yee va
LTT3 | Ham Nhon cho nhiing nguoi Khac st cong su
dung. (2010).

Xin chén thanh cam on sw hop tdc, giup do ciia Anh/ Chi!




PHU LUC 2: BANG KHAO SAT

Kinh chao Quy Anh/ Chi!

Téi la Pinh Thi Thu Hanh, hoc vién cao hoc nganh Quan tri kinh doanh cua
Truong Pai hoc Phan Thiét. Hién tai, t6i dang thuc hién dé tai nghién ctu vé “Céc
yéu té anh hwéng dén 1ong trung thanh cia khach hang déi véi Quy tin dung
nhan dan Ham Nhon huyén Ham Thun Bic tinh Binh Thuan”. R4t mong Anh/
Chi gianh chat thoi gian quy bau dé tra 1oi vao bang khao sat nay.

Moi y kién cua Anh/ Chj s& duoc gitr bi mat va 1a nguon théng tin gia tri cho
dé tai nghién ctu ndy. Xin chan thanh cam on!

I. THONG TIN VE NGUOI KHAO SAT:

Xin Anh/ Chi vui 16ng cho biét théng tin ca nhan sau va danh dau (X) vao lya
chon cua Anh/ Chi.

1. Xin vui ldng cho biét thong tin vé giéi tinh cia Anh/ Chi?

O 1. Nam O 2. N&r

2. Xin vui 16ng cho biét théng tin vé d tudi cia Anh/ Chi?

0 1. Duéi 30 tuoi 0 2. Tr 30 — dudi 45 tudi
0 3. Tir 45 — dudi 60 tudi O 4. Tir 60 tudi tro 1én

3. Xin vui 16ng cho biét trinh d9 hoc van caa Anh/ Chi?

O 1. Pho thdng tro xudng O 2. Trung cap — Cao ding
O 3. Pai hoc O 4. Sau dal hoc

4. Xin vui 16ng cho biét nghé nghiép cia Anh/ Chj?

[0 1. Nhan vién van phong O 2. Céng chuc — vién chac
O 3. Budn bén, tiéu thuong [ 4. Cong nhan

O 5. Khac: oo



5. Xin vui long cho biét thu nhap cia Anh/ Chi?
O 1. Duéi 5 triéu dong O 2. T 5 — dudi 10 triéu dong
O 3. T 10 — dudi 15 triéu dong O 4. Tur 15 triéu dong tro 1én

1. NOI DUNG KHAQ SAT:

Vui long cho biét mirc d6 dong y cia Anh/ Chj véi cac phat biéu dudi day theo

thang diém tir 1 dén 5, bang cach danh dau (X) vao diém phu hop, quy uéc nhu sau:
1 2 3 4 5
Rat khdong | Khong dong | Khéng y kién,

Pong y Rat dong y

ddng y y binh thudng
Theo Anh/ Chi:

NQI DUNG THANG PO 1 (2(3|4]5

Quy tin dung Ham Nhon ¢4 trang thiét bi hién dai.

Co so vat chat caa QTD Ham Nhon khang trang, dep.

Nhan vién caa QTD Ham Nhon c6 dong phuc (trang phuc)
dac thu.

Tai liéu, hd so, biéu mau sin cé theo cac dich vu tai QTD
Ham Nhon tréng rat chuy@n nghiép, dé hiéu, hip dan va bat

mét.

QTD Ham Nhon ¢4 tién nghi phuc vu khach hang tét (nha

vé sinh, noi dé xe thuan tién, ...).

QTD Ham Nhon cung cap dich vy dung chat lugng va ddng

thoi diém da cam két.

QTD Ham Nhon ludn bao mat tét théng tin caa khach hang.

Nhén vién QTD Ham Nhon xu ly céng viéc, giao dich
thanh thao, thuc hién dich vu cho khach hang ding ngay tur

lan dau tién.




QTD Ham Nhon ludn giai quyét thoa ddng nhirng thac mac

va khiéu nai cua khach hang.

QTD Ham Nhon bao dam an toan giao dich, tai san va hd

so lién quan dén khach hang.

Nhan vién QTD Ham Nhon ludn san sang phuc vu khach

hang mot cach nhanh chong.

Nhan vién QTD Ham Nhon luén nhiét tinh tu van, hudng

dan khach hang.

Nhan vién QTD Ham Nhon khdng bao gio qué ban dén ndi

khong thé dap (ng yéu cau cua khach hang.

Nhan vién QTD Ham Nhon san sang dén tan noi dé tu van

dich vu guri tién cho khach hang.

San pham dich vu gui tién cia QTD Ham Nhon da dang

dap g nhu cau cua khach hang.

QTD Ham Nhon luén dam bao giai dap cac kho khan

vudéng mic cua khach hang.

QTD Ham Nhon c6 danh tiéng vé kha niang phuc vu.

Khéach hang cam thiy an toan trong khi giao dich guri tién
tai QTD Ham Nhon .

Nhan vién QTD Ham Nhon luén niém ng, lich sy va nha

nhan vai khach hang.

Nhan vién QTD Ham Nhon c6 kién thirc chuyén mon dé tra

loi hozc tu van cho khéach hang.

QTD Ham Nhon c6 cac chuwong trinh thé hién su quan tam

dén khach hang (ngay sinh nhat, ngay 18, tét,...).

Tung nhan vién caa QTD Ham Nhon thé hién sy quan tam

dén ca nhan khach hang.

Nhan vién caa Quy hiéu rd nhu cau cy thé caia khach hang.




QTD Ham Nhon ludn thé hién 13 nguoi ban dong hanh cua

khéch hang.

QTD Ham Nhon lay lgi ich caa khéach hang 1a diéu tam

niém.

Viéc chuyén d6i TCTD khéc giao dich tén nhiéu thoi gian

tim hiéu théng tin cac san pham dich vu gui tién.

Anh/ Chi cam thay c6 gap kho khian va khong quen khi thay

dbi giao dich tai to chirc tin dung khac.

Anh/ Chi cam thay c6 gap kho khin vé cac tha tuc, quy
trinh, gidy to khi giao dich tai to chuc tin dung khac.

Viéc chuyén d6i TCTD khéc giao dich tén nhiéu chi phi.

Khéach hang cam thay viéc str dung san pham tién gui tai
TCTD khéac c6 thé lam khach hang khong hai l1ong nhu hién

tai vé mat |4 sut.

Khéch hang cam thiy moi giao dich gui tién caa QTD Ham

Nhon duoc thyc hién chinh xac.

Cach cu xtr cia nhan vién QTD Ham Nhon trong qué trinh

phuc vu tao niém tin cho khach hang.

Quy tin dung Ham Nhon dang tin cay.

Nhin chung khach hang cam thay tin tuong véi dich vu gui
tién tai QTD Ham Nhon .

Nhan vién QTD Ham Nhon trung thuc va liém chinh.

Anh/ Chi s& tiép tuc str dung dich vu cia QTD Ham Nhon.

Ul tién lua chon dau tién giao dich tai QTD Ham Nhon .

Anh/ Chi s& san sang gidi thiéu dich vu cia QTD Ham

Nhon cho nhiing nguoi Khac sir dung.

Xin chén thanh cdm on sw hop tdc, ginp dé tan tinh ciza Quy Anh/ Chj!




PHU LUC 3: KET QUA PHAN TICH DU LIEU KHAO SAT
Phu luc 3.1 Két qua phan tich théng ké mo ta

Statistics
Gioitinh | Dotuoi | Trinhdo | NgheNghiep | Thunhap
N Valid 239 239 239 239 239
Missing 0 0 0 0 0
Mean 1.72 3.23 1.82 2.63 2.73
Median 2.00 3.00 1.00 3.00 3.00
Std. Deviation 452 711 1.015 921 1.006
Minimum 1 2 1 1 1
Maximum 2 4 4 4 4
Gioitinh
Frequency | Percent | Valid Percent | Cumulative Percent
Nam 68 28.5 28.5 28.5
Valid | Nuw 171 715 715 100.0
Total 239 100.0 100.0
Dotuoi
Frequency | Percent | Valid Percent Cumulative
Percent
tir 30 + dudi 45 tuoi 39 16.3 16.3 16.3
~ |tir 45 + duéi 60 tuoi 106 44.4 44.4 60.7
Valid Trén 60 tuoi 94 39.3 39.3 100.0
Total 239 100.0 100.0




Trinhdo

Frequency| Percent | Valid Percent Cumulative
Percent
Phé théng trung hoc | 129 54.0 54.0 54.0
Trung cap - cao dang | 43 18.0 18.0 72.0
Valid bai hoc 48 20.1 20.1 92.1
Sau dai hoc 19 7.9 7.9 100.0
Total 239 100.0 100.0
NgheNghiep
Frequency| Percent | Valid Percent Cumulative
Percent
Nhan vién van phong 38 15.9 15.9 15.9
Cong chuc - Vién chuac 48 20.1 20.1 36.0
Valid | Budn ban, Tiéu thwong | 118 49.4 49.4 85.4
Coéng nhén 35 14.6 14.6 100.0
Total 239 100.0 100.0
Thunhap
Frequency | Percent Valid Cumulative
Percent Percent
Du6i 5 tridu dong 38 15.9 15.9 15.9
Tur 5 - dudi 10 triéu dong 47 19.7 19.7 35.6
Valid [Tir 10 - dudi 15 triéu dong 95 39.7 39.7 75.3
Tur 15 triéu dong tro lén 59 24.7 24.7 100.0
Total 239 100.0 100.0




Phu luc 3.2 Két qua phén tich Cronbach’s Alpha
* Thang do “Phwong tién hiru hinh”:

Case Processing Summary

N %
Valid 239 100.0

Cases Excluded? 0 .0
Total 239 100.0

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

Reliability Statistics

Cronbach's Alpha

N of Items

.864

5

Item-Total Statistics

Cronbach's
Scale Mean if | Scale Variance if | Corrected Item- _
) Alpha if Item
Item Deleted Item Deleted | Total Correlation
Deleted

PTHH1 14.38 7.219 .702 .830
PTHH2 14.45 7.257 712 .828
PTHH3 14.52 7.225 .680 .836
PTHHA4 14.38 7.607 672 .838
PTHH5 14.36 7.356 .653 .843




* Thang do “Sw tin cay”:

Case Processing Summary

N %
Valid 239 100.0

Cases Excluded? 0 0
Total 239 100.0

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

Reliability Statistics

Cronbach's Alpha

N of Items

.907

5

Item-Total Statistics

Scale Mean if | Scale Variance if | Corrected Item- | Cronbach's Alpha
Item Deleted Item Deleted |Total Correlation| if Iltem Deleted
TC1 13.90 8.751 765 .887
TC2 13.94 9.076 738 .893
TC3 13.85 8.546 772 .886
TC4 13.92 8.774 772 .886
TC5 13.85 8.837 786 .883




* Thang do “Mirc do dap Grng”:

Case Processing Summary

N %
Valid 239 100.0

Cases Excluded? 0 0
Total 239 100.0

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

Reliability Statistics

Cronbach's Alpha N of Items
.898 5
Item-Total Statistics

Scale Mean if | Scale Variance | Corrected Item- |Cronbach's Alpha

Item Deleted | if Item Deleted | Total Correlation | if Item Deleted
DU1 13.62 8.129 .824 .858
DU2 13.68 8.176 784 .867
DU3 13.52 8.898 .689 .887
DU4 13.53 8.326 751 874
DU5 13.62 8.530 .690 .888




* Thang do “Sw dam bao”:

Case Processing Summary

N %
Valid 239 100.0

Cases Excluded? 0 0
Total 239 100.0

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

Reliability Statistics

Cronbach's Alpha N of Items
.861 5
Item-Total Statistics
Cronbach's
Scale Mean if | Scale Variance | Corrected Item- )
_ _ Alpha if Item
Item Deleted | if Item Deleted | Total Correlation
Deleted

DB1 13.36 6.535 .701 .827
DB2 13.40 6.510 .676 .833
DB3 13.40 6.140 .768 .809
DB4 13.40 6.662 .678 .833
DB5 13.41 6.950 577 .858




* Thang do “ Sw dong cam”:

Case Processing Summary

N %
Valid 239 100.0

Cases Excluded? 0 0
Total 239 100.0

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

Reliability Statistics
Cronbach's Alpha N of Items
.889 5

Item-Total Statistics

) ) ) Cronbach's
Scale Mean if Item| Scale Variance if | Corrected Item- _
~ |Alpha if Item
Deleted Item Deleted Total Correlation
Deleted
DC1 14.04 6.889 756 .858
DC2 14.05 7.246 735 .863
DC3 14.08 7.003 791 .850
DC4 14.12 7.132 754 .859
DC5 14.06 7.551 616 .890




* Thang do “ Chi phi chuyén d6i”:

Case Processing Summary

N %
Valid 239 100.0

Cases Excluded? 0 0
Total 239 100.0

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

Reliability Statistics

Cronbach's Alpha

N of Items

923

5

Item-Total Statistics

Scale Mean if | Scale Variance if | Corrected Item- |Cronbach's Alpha

Item Deleted Item Deleted |Total Correlation| if Item Deleted
CPCD1 13.85 10.616 767 913
CPCD2 13.92 10.275 .826 901
CPCD3 13.61 10.886 797 907
CPCD4 13.67 10.708 812 904
CPCD5 13.73 10.625 .802 905




* Thang do “ Niém tin”:

Case Processing Summary

N %
Valid 239 100.0

Cases Excluded? 0 0
Total 239 100.0

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

Reliability Statistics

Cronbach's Alpha

N of Items

.898

5

Item-Total Statistics

Cronbach's
Scale Mean if Item| Scale Variance if | Corrected Item- )
_ Alpha if Item
Deleted Item Deleted |Total Correlation
Deleted
NT1 13.68 9.293 784 .869
NT2 13.71 9.326 761 873
NT3 13.68 9.018 .799 .865
NT4 13.68 9.169 776 .870
NT5 13.71 9.107 644 903




* Thang do “ Long

trung thanh”:

Case Processing Summary

N %
Valid 239 100.0

Cases Excluded? 0 0
Total 239 100.0

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

Reliability Statistics
Cronbach's Alpha N of Items
.876 3
Item-Total Statistics

Scale Mean if |Scale Variance if| Corrected Item- |Cronbach's Alpha

Item Deleted Item Deleted | Total Correlation | if Item Deleted
LTT1 6.97 2.007 817 772
LTT2 7.02 2.130 .819 172
LTT3 7.01 2.395 .655 915




Phu luc 3.3 Két qua phan tich nhan té kham pha

* Phan tich nhan té6 kham phéa cho cac bién déc lap:

KMO and Bartlett's Test

Kaiser-Meyer-Olkin Measure of Sampling Adequacy. .889
Approx. Chi-Square 5734.307

Bartlett's Test of Sphericity df 595

Sig. .000

Communalities
Initial Extraction
PTHH1 1.000 .685
PTHH2 1.000 .691
PTHH3 1.000 .682
PTHH4 1.000 .638
PTHHS 1.000 611
TC1 1.000 132
TC2 1.000 .691
TC3 1.000 167
TC4 1.000 145
TC5 1.000 159
DU1 1.000 .843
DU2 1.000 .7180
DU3 1.000 .667
DuU4 1.000 721
DU5 1.000 .666
DB1 1.000 .686




DB2 1.000 .659
DB3 1.000 759
DB4 1.000 .651
DB5 1.000 .562
DC1 1.000 731
DC2 1.000 702
DC3 1.000 175
DC4 1.000 730
DC5 1.000 543
CPCD1 1.000 126
CPCD2 1.000 .196
CPCD3 1.000 .168
CPCD4 1.000 183
CPCD5 1.000 74
NT1 1.000 .186
NT2 1.000 133
NT3 1.000 .800
NT4 1.000 47
NTS 1.000 .608

Extraction Method: Principal

Component Analysis.




Total Variance Explained

Initial Eigenvalues

Extraction Sums of Squared

Rotation Sums of Squared

Component Loadings Loadings
Total %-of Cumulative Total %-of Cumulative Total %-of Cumulative
Variance % Variance % Variance %
1 10.584 | 30.240 30.240 | 10.584 | 30.240 30.240 | 3.861 11.032 11.032
2 3.840 10.971 41.211 3.840 10.971 41.211 3.680 10.514 21.546
3 3.076 8.788 49.999 | 3.076 8.788 49.999 | 3.648 10.422 31.968
4 2.536 7.245 57.244 2.536 7.245 57.244 3.590 10.258 42.226
5 1.867 5.334 62.578 | 1.867 5.334 62.578 | 3.527 10.079 52.304
6 1.638 4.679 67.257 | 1.638 4.679 67.257 | 3.353 9.580 61.885
7 1.457 4.163 71.420 1.457 4.163 71.420 3.337 9.535 71.420
8 .789 2.255 73.675
9 677 1.935 75.610
10 .600 1.715 77.325
11 578 1.651 78.976
12 .569 1.625 80.601
13 517 1.477 82.079
14 490 1.401 83.479
15 457 1.304 84.784
16 436 1.245 86.028
17 .408 1.164 87.193
18 404 1.155 88.348
19 .382 1.091 89.440
20 .369 1.053 90.492
21 .334 .954 91.446
22 .324 .925 92.371
23 .295 .842 93.213
24 .283 .808 94.022
25 .276 .790 94.811
26 .264 754 95.566
27 .250 714 96.280
28 .233 .666 96.946
29 221 .632 97.578
30 .194 .555 98.133
31 .164 .468 98.602
32 .161 .459 99.061
33 .136 .390 99.450
34 .118 .338 99.788
35 .074 212 100.000

Extraction Method: Principal Component Analysis.




Component Matrix®

Component
1 2 3 4
CPCD4 743
CPCD3 7124
CPCD2 722
TC1 714
TC4 .699
NT4 .697
CPCD1 .687
CPCD5 .685
NT2 674
TCS 672
NT3 .669
TC2 .657
TC3 .653
NT1 .641
PTHH1 .632
PTHH4 .615
NTS 611
PTHH2 .597
PTHH3 .566
PTHH5 .560
DU3 518
DC3 755
DC4 .750
DC2 144
DC1 721
DC5 .639
DB3 .738
DB1 .699
DB4 .689
DB2 .676




DB5 530
DUl -.547 .614
DU2 -.543 547
DU5 .508
Du4 502
Extraction Method: Principal Component Analysis.
a. 7 components extracted.
Rotated Component Matrix®
Component
1 2 3 4 5
CPCD5 .806
CPCD2 .802
CPCD3 J79
CPCD4 71
CPCD1 .758
TC3 .805
TC5 796
TC4 766
TC2 748
TC1 726
DUl 911
DU2 .864
Du4 .801
DU5 751
DU3 740
DC3 .878
DC1 .847
DC4 .844
DC2 .828
DC5 126
NT3 817
NT1 811




NT4 .755
NT2 .753
NT5 672
PTHH2 770
PTHH3 .745
PTHH1 744
PTHH5 .716
PTHH4 .688
DB3 841
DB1 .819
DB4 .788
DB2 760
DB5 701
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 7
1 483 463 311 132 440 418 265
2 .031 .015 -534 .840 -.016 .093 .004
3 -212 -.187 -121 -.032 .283 -.291 .860
4 -.085 -.203 .750 521 -.028 -.340 -.046
5 .682 -.430 .009 -.031 -521 .068 270
6 -.050 718 .025 .026 -577 -.305 234
7 -.495 -.098 .204 .061 -.348 .720 246

Extraction Method: Principal Component Analysis.

Rotation Method: Varimax with Kaiser Normalization.




* Phan tich nhan té6 kham phéa cho bién phu thuac:

KMO and Bartlett's Test

Kaiser-Meyer-Olkin Measure of Sampling Adequacy.| .694
Approx. Chi-Square 428.201
Bartlett's Test of Sphericity df 3
Sig. .000

Communalities

Initial | Extraction
LTT1 1.000 .860
LTT2 | 1.000 .860
LTT3 1.000 .687

Extraction Method: Principal

Component Analysis.

Total Variance Explained

Initial Eigenvalues Extraction Sums of Squared Loadings
Component i i _ _
Total | % of Variance | Cumulative % Total % of Variance | Cumulative %
1 2.407 80.248 80.248 2.407 80.248 80.248
2 438 14.592 94.840
3 155 5.160 100.000

Component Matrix®

Component
1
LTT1 .928
LTT2 927
LTT3 .829

Extraction Method:

Principal Component

Analysis.

a. 1 components

extracted.

Extraction Method: Principal Component Analysis.




Phu luc 3.4 Phéan tich twong quan

Correlations

LTT | PTHH | CPCD TC DU DB DC NT
Pearson Correlation| 1 560" | .580™ | .565™ | .429™ | .391™ | .182" .599™
LTT Sig. (2-tailed) .000 .000 .000 .000 .000 .005 .000
N 239 239 239 239 239 239 239 239
Pearson Correlation | .560™ 1 561" | 545 | 2317 | .168™ 137 460"
PTHH Sig. (2-tailed) .000 .000 .000 .000 .009 .034 .000
N 239 239 239 239 239 239 239 239
Pearson Correlation | .580™ | .561™ 1 551 | .356™ | .262™ 151" 489"
CPCD Sig. (2-tailed) .000 .000 .000 .000 .000 .020 .000
N 239 239 239 239 239 239 239 239
Pearson Correlation | .565™ | .545™ | .551™ 1 318™ | 229" 133" 513"
TC Sig. (2-tailed) .000 .000 .000 .000 .000 .040 .000
N 239 239 239 239 239 239 239 239
Pearson Correlation | .429™ | .231™ | .356™ | .318™ 1 1417 -.087 .335™
DU Sig. (2-tailed) .000 .000 .000 .000 .030 .182 .000
N 239 239 239 239 239 239 239 239
Pearson Correlation | .391™ | .168™ | .262" | .229™ | .141" 1 .063 .398™
DB Sig. (2-tailed) .000 .009 .000 .000 .030 332 .000
N 239 239 239 239 239 239 239 239
Pearson Correlation | .182™ | 137" | .151" 133" | -.087 .063 1 140"
DC Sig. (2-tailed) .005 .034 .020 .040 .182 332 .030
N 239 239 239 239 239 239 239 239
Pearson Correlation | .599™ | .460™ | .489™ | .513™ | .335™ | .398™ 140" 1
NT Sig. (2-tailed) .000 .000 .000 .000 .000 .000 .030
N 239 239 239 239 239 239 239 239

**_Correlation is significant at the 0.01 level (2-tailed).

*, Correlation is significant at the 0.05 level (2-tailed).




Phu luc 3.5 Phan tich hai quy

Variables Entered/Removed?

Variables Variables
Model Method
Entered Removed
NT, DC, DU,
DB, PTHH, TC, Enter
CPCD®

a. Dependent Variable: LTT
b. All requested variables entered.

Model Summary®

Adjusted R |Std. Error of the] ~ Durbin-
Model R R Square .
Square Estimate Watson
1 7612 .580 567 4710944 1.961

a. Predictors: (Constant), NT, DC, DU, DB, PTHH, TC, CPCD
b. Dependent Variable: LTT

ANOVA?®
Model Sum of Squares df Mean Square Sig.
Regression 70.706 7 10.101 45.514 .000°
1 Residual 51.266 231 222
Total 121.972 238

a. Dependent Variable: LTT
b. Predictors: (Constant), NT, DC, DU, DB, PTHH, TC, CPCD




Coefficients®

] o Standardized o o
Model Unstandardized Coefficients Coefficients . sig Collinearity Statistics
B Std. Error Beta Tolerance VIF
(Constant) -.600 .282 -2.124 .035
PTHH 232 .060 .216 3.871 .000 .586 1.708
CPCD 134 .051 151 2.617 .009 .543 1.841
TC 142 .056 .146 2.560 .011 .562 1.779
' DU 194 .048 194 4.075 .000 .805 1.242
DB .189 .053 .166 3.559 .000 .832 1.202
DC .095 .048 .088 1.988 .048 939 1.065
NT 199 .054 .208 3.701 .000 577 1.734
a. Dependent Variable: LTT
Collinearity Diagnostics®
Model|Dimension| Eigenvalue Condition Variance Proportions
Index | (Constant)| PTHH | CPCD TC DU DB DC NT
1 7.815 1.000 .00 .00 .00 .00 .00 .00 .00 .00
2 047 12.835 .02 .01 .09 .04 .05 .04 34 .02
3 .037 14.542 .01 .05 .09 .05 A7 .08 .06 .00
. 4 .032 15.700 .01 .00 .01 .00 25 39 10 17
5 .023 18.604 .00 .00 54 14 .00 17 .01 34
6 .020 19.600 .03 10 17 31 .02 .07 13 40
7 017 21.451 .02 63 .04 46 .00 .02 .06 .03
8 .009 30.267 92 21 .06 .00 21 23 30 .04
a. Dependent Variable: LTT
Residuals Statistics®
Minimum | Maximum Mean | Std. Deviation N
Predicted Value| 2.049855 4.670878 | 3.499303 .5450553 239
Residual -1.4476078 | 1.0638682 | .0000000 4641148 239
Std. Predicted
Value -2.659 2.149 .000 1.000 239
Std. Residual -3.073 2.258 .000 .985 239

a. Dependent Variable: LTT










