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LOI CAM ON
Dé an tot nghiép nay duoc hoan thanh khong chi tir su nd lyc cia ban than
t61, ma con nhd vao sy huéng dan, hd trg va dong vién quy bau cua quy Thay C6,

co quan, gia dinh, ban bé va déng nghiép trong sudt qua trinh hoc tap, nghién ciru.

Trude hét, toi xin bay t6 su kinh trong va 1ong biét on siu sic dén PGS.TS
Dinh Phi H6 va PGS.TS Nguyén Trung Vin. Quy Thay di tan tinh hudng dan, dinh
huéng nghién ctiru va dua ra nhiéu gdp y thiét thyc giup t6i hoan thién dé an tir giai
doan hinh thanh y tudng, xay dung dé cuong, lya chon tai liéu tham khao dén qua

trinh chinh stra va hoan thién ndi1 dung cudi cung.

T6i xin tran trong cam on quy Thay C6 Truong Pai hoc Phan Thiét di tan
tam giang day, cung cip cho toi nén tang kién thic chuyén mén, phuong phap
nghién ctru va nhiing kinh nghiém thuc tién can thiét trong sudt thoi gian hoc tap tai
truong. Nhitng kién thic va sy chi dan cta quy Thay C6 1a co sé quan trong gitp

t61 thuc hién dé an nay.

T61 xin chan thanh cam on Ban lanh dao cung toan thé can bo, nhan vién
Agribank Chi nhanh Ham Thuan Nam — Binh Thuén di nhiét tinh hd trg, tao diéu
kién thuan lg1 cho t61 trong qua trinh tim hiéu thyc té, thu thap thong tin va sb licu

phuc vu cho nghién ctru.

T6i ciing xin guri 101 cam on dén gia dinh, ban bé va dong nghiép di luon &
bén dong vién, chia sé va hd tro ti trong qua trinh hoc tap cling nhu trong thoi gian
thue hién Dé an t6t nghiép.

Du di nghiém tic va cb ging trong qué trinh thuc hién, d& an van kho tranh
khoi nhitng han ché do thoi gian, kinh nghiém va ning luc nghién ciru con c6 gidi
han. T6i kinh mong nhén dwgc nhiing y kién nhan xét, gép ¥ ctia quy Thay C6 va

cac Anh/Chi dé dé 4an dugc tiép tuc hoan thién hon.

To1 xin chan thanh cam on!



LOI CAM POAN
Toi tén 1a Nguyén Vin Du, hoc vién cao hoc chuyén nganh Quan tri kinh
doanh cua Truong Dai hoc Phan Thiét. T6i xin cam doan rang Dé an t6t nghiép véi
dé tai: “Cac yéu td tac dong dén quyét dinh vay von ciia khach hang ca nhén tai
Ngin hang Nong nghi¢p va Phat trién Nong thon Viét Nam - Chi nhanh Ham
Thuin Nam Binh Thuin” 13 két qua nghién ctu do chinh t6i thyc hién duéi sy

huéng dan khoa hoc ctia giang vién huéng dan.

Céc ndi dung, s6 liéu, két qua nghién ctru va nhan xét trong Pé an dugc thu
thap, xr Iy va trinh bay mdt cach trung thyc, khach quan va chua tung dugc cong
b trong bat ky cong trinh nghién ciru nao khac. Nhitng tai liéu, s6 liéu va thong tin
tham khao s dung trong nghién ctru déu duoc trich dan ngudn day du theo quy

dinh.

T6i hoan toan chiu trach nhiém trudc Nha trudng va phap lut vé tinh trung

thue, chinh xac ctia ndi dung Dé an t6t nghiép nay.

Lam Pong, ngdy thang nim 2026

Ngudi thue hién Pé an

Nguyén Vin Dy



TOM TAT
Tén dé tai: Cac yéu td tac dong dén quyét dinh vay vdn cua khach hang ca
nhan tai Ngan hang Nong nghiép va Phat trién Nong thon Viét Nam - Chi nhanh
Ham Thuan Nam Binh Thuan

NoOi dung: Nghién ctu duogc thuc hién nham xéc dinh va do luong muc do
tac dong cua cac yéu td dén quyét dinh vay vén cia khach hang ca nhén tai
Agribank Chi nhanh Ham Thuan Nam — Binh Thuan. Trén co s& tong quan ly
thuyét va cac nghién ctru lién quan, mo hinh nghién ciru dé xuat gobm nam yéu td
doc 1ap: 1ai suat va biéu phi, thu tuc va quy trinh vay von, chit luong dich vu,
thuong hiéu ngan hang va su thuan tién; bién phu thudc 1a quyét dinh vay von cia

khach hang cé& nhan.

Két qua nghién ciru cho thdy c6 bdn yéu té tac dong cing chiéu va cé y
nghia thong ké dén quyét dinh vay von ciia khach hang ca nhan, dugc sap xép theo
mure d6 tac dong giam dan gom: su thuan tién (B = 0,301), thu tuc va quy trinh vay
von (B = 0,277), chat luong dich vu (B = 0,253) va thuong hiéu ngan hang (B =
0,154). Yéu t6 13i suat va biéu phi chua c6 ¥ nghia thong ké trong mé hinh nghién
clru.

Trén co so két qua phan tich, dé 4n dé xuét cac giai phap nham gia ting kha
nang khach hang lya chon vay von tai Chi nhéanh, tap trung vao nang cao su thudn
tién trong tiép can dich vu, don gian hoéa thu tuc va quy trinh vay von, cai thién chat
lugng phuc vy va cung ¢ uy tin thuong hiéu Agribank tai dia phuong. Viéc trién
khai cac giai phap nay duoc ky vong gop phan mé rong kha ning tiép cin khach

hang va hd trg phét trién hoat dong tin dung c4 nhan cta Chi nhanh.

Tir khéa: cho vay khach hang c4 nhan; quyét dinh vay von; chat lugng dich

vy; thu tuc vay von; sy thuan tién; thuong hiéu ngan hang; Agribank.



ABSTRACT

Title: Factors Influencing the Loan Borrowing Decision of Individual
Customers at the Vietnam Bank for Agriculture and Rural Development — Ham

Thuan Nam Branch, Binh Thuan Province

Content: This study aims to identify and measure the effects of factors
influencing individual customers’ loan decisions at Agribank Ham Thuan Nam —
Binh Thuan Branch. Based on relevant theories and previous studies, the proposed
research model includes five independent factors: interest rates and fees, lending
procedures and processes, service quality, bank brand, and convenience. The

dependent variable is individual customers’ loan decision.

The findings indicate that four factors have positive and statistically
significant effects on individual customers’ loan decisions. In descending order of
influence, these factors are convenience (f = 0.301), lending procedures and
processes (B = 0.277), service quality (B = 0.253), and bank brand ( = 0.154).

Interest rates and fees were not statistically significant in the research model.

Based on the empirical findings, the study proposes several solutions to
strengthen customers’ willingness to select the Branch for borrowing. The proposed
solutions focus on improving service accessibility, simplifying lending procedures
and processes, enhancing service quality, and reinforcing Agribank’s brand
reputation in the local market. The implementation of these solutions is expected to
improve customer access and support the development of individual lending

activities at the Branch.

Keywords: individual customer lending; loan decision; service quality;

lending procedures; convenience; bank brand; Agribank.
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PHAN I: MO DAU

1. Ly do chon dé tai

Trong bdi canh canh tranh ngdy cang gia ting trén thi truong tai chinh —
ngan hang, cho vay khach hang c4 nhan da tr¢ thanh mot trong nhitng linh vuc quan
trong trong chién luge phat trién hoat dong ngan hang ban 1é ciia cic ngin hang
thwong mai. Hoat dong nay khong chi tao ngudn thu tir 13i vay ma con goép phan mo
rong co s& khach hang, da dang hoa danh muc tin dung va nang cao nang luc canh
tranh cta ngan hang trén dia ban hoat dong. Cung véi sy phat trién ctia nén kinh té
va murc séng ctia ngudi dan, nhu cau vay von cta khach hang c4 nhan ngay cang da
dang, bao gdm vay phuc vu san xuat nong nghiép, kinh doanh ho gia dinh, tiéu
dung, xay dung va sira chira nha ¢, dau tu phuong tién phuc vu sinh hoat, cling cac
nhu ciu tai chinh hop phap khac. Dic biét, tai khu vuc néng nghiép, néng thon, tin
dung c4 nhan c6 vai trd quan trong trong viéc hd trg nguoi dan duy tri va mo rong
san xuét, 6n dinh doi séng, cai thién thu nhap va han ché su phu thudc vao cac

nguon tin dung khong chinh thirc.

La ngan hang c¢6 dinh huéng hoat dong gin lién véi linh vuc néng nghiép,
noéng dan va nong thon, Agribank giir vai tro quan trong trong viéc cung tng von
cho ca nhan, ho gia dinh, ho san xudt va cac chu thé kinh té quy mo nhd tai dia
phuong. Tai Agribank Chi nhanh Ham Thuén Nam — Binh Thuén, nhu cau vay vén
ctia khach hang c4 nhan chu yéu phat sinh tir hoat dong san xuat néng nghiép, kinh
doanh nho 1€, lao dong tu do, xay dung va stta chita nha ¢, cling nhu cac nhu ciu
tiéu dung phuc vu doi song. Trong thoi gian qua, Chi nhanh di gép phan dap tng
nhu cdu vén ciia ngudi dan, duy tri quan hé véi khach hang truyén théng va hd tro
su phat trién kinh t& — x3 hoi trén dia ban. Tuy nhién, hoat dong cho vay khéach hang
c4 nhan hién dang chiu ap luc canh tranh ngay cang 16n. Khach hang c6 nhiéu co
hoi tiép can cac ngan hang thwong mai, cong ty tai chinh va cac kénh cung (mg von
khac nhau. Vi vy, quyét dinh vay von khong con chi phu thudc vao nhu ciu tai

chinh hodc kha ning dugc cip tin dung, ma con chiu anh hudng béi nhidu yéu tb
1



nhu 13i suit va cac khoan chi phi lién quan, mirc d6 don gian cta thi tuc, thoi gian
xu ly hd so, chat luong phuc vy, nang luc tu van cta nhan vién, uy tin ngan hang,
murc do thuan tién trong giao dich va trai nghiém cta khach hang trong sudt qua
trinh vay von. Khach hang c6 xu hudng can nhic, so sanh va danh gia nhiéu tiéu chi

trude khi quyét dinh lya chon ngan hang.

béi voi Agribank Chi nhanh Ham Thuan Nam — Binh Thuan, viéc nhan dién
chinh xac céc yéu té tac dong dén quyét dinh vay von cua khach hang ca nhéan c6 y
nghia dic biét quan trong. Néu Chi nhanh chua hiéu day du nhu cau, ky vong va
ti€u chi lya chon cua khach hang, cac chinh sach tin dung, quy trinh phuc vu va hoat
dong cham soc khach hang c6 thé chua dap ung ding yéu cau thuc té. Nguoc lai,
viéc xac dinh duoc yéu td nao co tac dong manh, yéu td nao chua tao duge anh
huong rd rét sé giap Chi nhanh uvu tién ngudn luc va xdy dung giai phap phu hop
hon, thay vi diéu chinh hoat dong cho vay chu yéu dua trén kinh nghiém hodc nhan

dinh chu quan.

Mic du di c6 nhiéu nghién ctru dé cap dén hanh vi lya chon ngan hang,
quyét dinh stir dung dich vu tin dung va quyét dinh vay von cia khach hang céa nhan,
két qua nghién ctru c6 thé khac nhau tuy theo dic diém dja ban, nhém khach hang,
diéu kién kinh té va bdi canh hoat dong cua timg ngan hang. Céac két qua dugc thuc
hién tai khu vuc do thi hoac tai nhiitng ngadn hang c6 nhom khach hang va dinh
hudng hoat dong khac chwa chéac phan anh day du dic diém cua khach hang ca nhan
tai Agribank Chi nhdanh Ham Thuan Nam — Binh Thuan. Khach hang tai dia ban nay
chu yéu gin véi néng nghiép, kinh doanh ho gia dinh va hoat dong kinh té quy mo
nho, do d6 nhu cau vay von, kha ning tiép can tin dung va tiéu chi lya chon ngan
hang c6 nhirng dic diém riéng. Dy 1a khoang trong thuc tién can duoc nghién ciru
bang dir liéu cu thé tai Chi nhanh. Viéc nghién ciru cac yéu to tac dong dén quyét
dinh vay von cta khach hang c4 nhan khong chi gitip Chi nhanh nhan dién nhiing
diém manh va han ché trong hoat dong cho vay, ma con tao co sé khoa hoc dé hoan

thién san pham tin dung, cai tién thu tuc va quy trinh xir Iy hd so, nang cao chat
2



luong tu vén, thai do phuc vu, mitc d0 minh bach va trai nghiém giao dich cua
khach hang. Két qua nghién ctru ciing 1 cin ¢ dé Chi nhanh nang cao kha ning
tiép can khach hang, cung cb quan hé tin dung, duy tri khach hang hién hitu va ning

cao hiéu qua hoat dong cho vay khach hang ca nhan trong thoi gian téi.

Xuét phat tir nhitng 1y do trén, dé& an “Cac yéu té tac dong dén quyét dinh
vay von ciia khach hang ca nhin tai Ngan hang Nong nghiép va Phat trién
Nong thon Viét Nam — Chi nhanh Ham Thuin Nam Binh Thuan” dugc lua
chon thuc hién. P& an ¢ ¥ nghia thuce tién trong viée cung cap bang chimg vé mirc
d6 tac dong cia timg yéu to dén quyét dinh vay vbn ciia khach hang c4 nhan, qua d6
dé xuat cac giai phap phu hop véi dic diém khach hang va diéu kién hoat dong thuc

té ctia Chi nhanh.

2. Muc tiéu nghién ciru
2.1 Muc tiéu tong quat

Xéc dinh va do luong muc do tac dong cua cac yéu td dén quyét dinh vay
vbn cta khach hang ca nhan tai Agribank Chi nhanh Ham Thuan Nam — Binh
Thuan; trén co sé d6 dé xuat cac giai phap nhim gia ting kha ning khach hang lira

chon vay vén tai Chi nhanh.

2.2 Muc tiéu cu thé
Thir nhét, hé théng hoa co sé 1y luan vé quyét dinh vay von ciia khach hang

cd nhan va céac yéu t0 tdc dong dén quyét dinh lya chon ngan hang vay von.

Th hai, phan tich thyuc tién hoat dong cho vay khach hang c4 nhan tai
Agribank Chi nhanh Hdm Thuén Nam — Binh Thuan trong giai doan 2023-2025,

lam co s¢ nhan dién boi canh nghién curu.

Thi ba, xac dinh cac yéu t tic dong va do ludng mic do tac dong cua ting
yéu t6 dén quyét dinh vay von cua khach hang ca nhan tai Agribank Chi nhanh Ham
Thuan Nam — Binh Thuan.



Thi tu, dé xuat cac giai phap quan tri phu hop nhdm tac dong tich cuc dén
quyét dinh Iira chon vay von ctia khach hang c4 nhan tai Chi nhanh.
3. Cau héi nghién ciru

Thi nhét, thue tidn hoat dong cho vay khach hang ca nhan tai Agribank Chi
nhanh Ham Thuan Nam — Binh Thuan trong giai doan 2023-2025 c6 nhiing déc
diém noi bat nao?

Thir hai, nhitng yéu t6 ndo tac dong dén quyét dinh vay von cua khach hang

ca nhan tai Agribank Chi nhanh Ham Thuan Nam — Binh Thuan?

Thir ba, mtc do va chiéu tac dong cua timg yéu té dén quyét dinh vay von

ctia khach hang c4 nhéan tai Chi nhanh nhu thé nao?

Tht tu, Agribank Chi nhanh Ham Thuan Nam — Binh Thuan can trién khai
nhirng giai phap nao dé gia ting kha ning khach hang ca nhan lya chon vay vén tai

Chi nhanh?

4. P6i twong, pham vi nghién ciru
4.1 P6i twong nghién ciru

Déi twong nghién ctru ciia dé an 1a cac yéu té tac dong dén quyét dinh vay
vbn cta khach hang ca nhan tai Agribank Chi nhanh Ham Thuan Nam — Binh

Thuan.

Déi tuong khao sat 1a khach hang c4 nhan dang vay von hodc da ting vay
von tai Agribank Chi nhanh Ham Thuan Nam — Binh Thun. D4y 13 nhiing khach
hang da tryuc tiép tiép can va trai nghiém cac ndi dung lién quan dén 13i suat va bicu
phi, thu tuc va quy trinh vay von, chét luong dich vy, thuong hi¢u ngan hang va su
thudn tién trong qua trinh giao dich. Nghién ctru khong khao sat khach hang méi chi
¢6 nhu cau tim hiéu nhung chua tirng thyc hién thu tuc vay von tai Chi nhanh, do
nhém khach hang nay chua cé day du trai nghiém thyuc té dé danh gia toan dién cac
ndi dung cua thang do. Viéc giéi han d6i twong khao sat giap bao dam nguoi tra 10
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c0 co sO thuc t€ khi dua ra nhan dinh va han ché su khong dong nhat vé muac do trai

nghiém dich vu tin dung trong mau nghién ctru.

4.2 Pham vi nghién ciru
Nghién ctru dugc gidi han trong bdi canh hoat dong tin dung ca nhan tai
Agribank Chi nhanh Ham Thuén Nam — Binh Thuan, noi dé an lya chon lam dia

ban khao sat va phan tich thyc tién.

Nguén dit liéu phuc vu nghién ciru duoc tiép can theo hai nhém. Ngudn dir
lidu thir cap duoc khai thac nham phan anh két qua trién khai cho vay khach hang cé
nhan tai Chi nhanh trong giai doan 2023-2025. Nhom dir li¢u so cép dugc thu thap
tir khao sat khach hang ca nhan nham phuc vy kiém dinh mé hinh va danh gia cac

nhan t6 anh huéng dén quyét dinh vay von.

Vé noi dung, nghién ctru tap trung phan tich quyét dinh liwa chon vay vén cua
khach hang c4 nhan tai Agribank Chi nhanh Ham Thuan Nam — Binh Thuin va ndm
nhom yéu t6 c6 kha ning tac dong dén quyét dinh nay, gom: 13i suit va biéu phi, thi
tuc va quy trinh vay von, chat luong dich vu, thuong hiéu ngan hang va su thuan
tién. Cac chi tiéu phan anh quy mé, co ciu, cht lugng va két qua cho vay khach
hang c4 nhan trong giai doan 2023-2025 dugc st dung dé mé ta boi canh thyc tién
ctia Chi nhanh, khong phai 14 bién phu thudc hoic trong tim kiém dinh cia mé hinh
nghién ciru. V& ddi tugng khao sat, nghién ciru tap trung vao khach hang ca nhan
dang vay von hodc di timg vay von tai Agribank Chi nhanh Ham Thuan Nam —
Binh Thuan. Nhiing khach hang chua ting vay vén tai Chi nhanh khong thudc
pham vi khao st chinh thirc vi chua trai nghiém ddy du qua trinh tiép nhan ho so,
tham dinh, xét duyét, giai ngan va thuc hién nghia vu tra ng. Cach xac dinh pham vi
nay gitip cac danh gia vé 1ai suat va biéu phi, thii tuc va quy trinh vay vén, chat
lugng dich vy, thuong hi€u ngan hang va sy thuan tién dugc hinh thanh trén co so

trai nghiém thuc té cua khach hang.



5. Y nghia ciia dé tai

Vé phuong dién khoa hoc, dé tai gop phan hé théng hoa co so 1y luan vé
quyét dinh vay von cua khach hang c4 nhan va 1am rd mdi quan hé giira 14i suit va
biéu phi, thii tuc va quy trinh vay von, chat lugng dich vy, thuong hiéu ngan hang,
su thudn tién v6i quyét dinh Iya chon vay vén. Két qua nghién ciru bd sung bang
chung thuc nghiém trong bdi canh mot chi nhanh ngan hang hoat dong chu yéu tai

khu vuc néng nghiép, nong thon.

Vé phuong dién thuc tién, két qua nghién ctru giup Agribank Chi nhanh Ham
Thuan Nam — Binh Thuan nhan dién cac yéu td thue su tac dong dén quyét dinh vay
vbn va murc d6 tac dong cua timg yéu t6. Pay 1a can ¢t dé Chi nhanh uu tién ngudn
luc, diéu chinh quy trinh phuc vy, nang cao su thuan ti€n, cai thién chat luong
tuong tac véi khach hang va cang cd uy tin thuong hiéu. Qua d6, Chi nhanh c6 thé
gia ting kha nang dugc khach hang Iya chon khi phat sinh nhu cau vay vén va hd
trg phat trién hoat dong tin dung c4 nhan theo hudng pht hop hon véi nhu cau thi
truong.

6. B6 cuc ciia Pé 4n
Dé 4n duogc trinh bay theo ba phan chinh, trong d6 ndi dung trong tim duoc

trién khai thanh ba chuong:
Phan I: MO PAU
Phan IT: NOI DUNG NGHIEN CUU
Chuong 1: Co s¢ ly ludn va m6 hinh nghién ctu

Chuong 2: Thyc tién hoat dong cho vay khach hang ca nhan va kiém dinh

mo hinh nghién ctru tai Agribank chi nhanh Ham Thuén Nam — Binh Thuan
Chuong 3: Pinh hudng va giai phap

Phan III: KET LUAN NGHIEN CUU VA KIEN NGHI THUC TIEN



PHAN II: NQI DUNG

CHUONG 1: CO SO LY LUAN VA MO HINH NGHIEN CUU
1.1 Co s6 1y luan
1.1.1 Ngan hang thuwong mai

Xét trén phuong dién van hanh cua nén kinh té, ngan hang thuong mai 1a noi
tap hop, quan 1y va phan b cac ngudn tién trong x3a hoi. Cac khoan tién chua dugc
sit dung tir ca nhan, doanh nghiép va t6 chitc dugc ngan hang tiép nhan, sau d6
chuyén thanh von tin dung hodc céc dich vu tai chinh phuc vu cho nhu cAu san xuat,
kinh doanh, tiéu ding va dau tu. Thong qua qué trinh nay, ngudén vén khong bi
dong ma dugc dua dén nhiing khu vuc ¢6 nhu cau sir dung, qua do hé tro hoat dong
giao dich, m& rong san xut va thac day tang truong kinh té. Vi vay, vai tro cia
ngan hang thuong mai khong chi thé hién & hoat dong nhan tién gui va cho vay, ma
con & kha ning 1am cho ngudn lyc tai chinh dwgc khai thac va luan chuyén hiéu qua
hon. Theo Rose va Hudgins (2013), ngan hang thuong mai c¢6 thé dugc hiéu 1a dinh
ché thuc hién nhiéu chuc nang tai chinh phuc vu nén kinh té, tur tiép nhan nguén
tién cua khach hang, tai tro vn cho cac chu thé c¢6 nhu cau dén t6 chirc cac phuong

tién thanh toan.

Trong qua trinh cép tin dung, loi thé vé thong tin thuong nghiéng vé phia
ngudi vay, boi ho hiéu rd hon ngan hang vé muyc dich st dung khoan tién, ngudn
thu nhap du kién va kha nang thuc hién nghia vu trd ng. Su chénh léch thong tin nay
lam cho viéc phé duyét khoan vay khong thé chi cin ctr vao 13i suit. Theo Stiglitz
va Weiss (1981), trong diéu kién thong tin giita cac bén khong dong déu, ngan hang
can sang loc hd so dua trén nhiéu khia canh, bao gém nguén tra ng, muc do an toan
cua phuong an vay, gia tri bao dam va dac diém tai chinh cua khach hang. Vi vay,
tin dung ngan hang phai dugc van hanh nhu mot quy trinh kiém soat lién tuc, bat
dau tir khau tham dinh hd so, tiép ndi bang giam sat qua trinh sir dung vén va két

thiic bang viéc quan 1y kha niang thu hdi ng.



Trong bdi canh canh tranh ngdy cang gia ting giita cac ngan hang, ngan hang
thuong mai khong chi tap trung vao muc tiéu tang truéng tin dung ma con phai
nang cao chat luong phuc vu, don gian hoa quy trinh, da dang héa san phim va xay

dung hinh anh thuong hiéu uy tin nham thu hat va duy tri khach hang.

1.1.2 Hoat dpng cdp tin dung doi véi khdach hang cd nhén

Cho vay khach hang ca nhan 1a mot loai tin dung ma ngan hang cung cap cho
mot cd nhan hodc hg gia dinh mot s6 tién dé ho sur dung cho cac muc dich hop phap
nhu ti€éu dung, san XuAt nong nghi¢p, kinh doanh h¢ gia dinh, stra chita nha &, mua

sam tai san.

Khac véi cho vay khach hang doanh nghiép, cho vay khach hang ca nhan
thuong c6 gia tri khoan vay nho hon, s6 luong khach hang 16n hon, muc dich vay
da dang hon va thong tin tai chinh cta khach hang déi khi khong day du hoic chua
dugc chuan hoa. Vi vay, ngan hang can xay dung quy trinh tham dinh phu hop, vira

bao dam ki€m soat rui ro, vura tao di€u kié¢n thuan lgi dé khach hang ti€p can von.

O goc do hoat dong ngan hang, cho vay ca nhan gitip ngan hang thuong mai
tiép can sau hon véi khu vuc dan cu va ho gia dinh, thay vi chi tap trung vao khach
hang doanh nghiép. Mang tin dung nay tao diéu kién dé ngan hang khai thac nhiéu
nhu cau tai chinh khic nhau nhu bd sung von san xuét, kinh doanh nhé, mua siam,
stra chita nha ¢ hoac phuc vu doi séng. Khi s luong khach hang ca nhan dugc méd
rong, ngan hang c6 thém co hoi phat trién cac dich vu di kém, ting ngudn thu va
phan b6 danh myc cho vay theo huéng linh hoat hon. Déi véi nhiing dia phuong c6
nén kinh té dya nhiéu vao noéng nghiép, nong thon va kinh té ho, vén vay ca nhan
con 1a ngudn lyc quan trong gitp nguoi dan duy tri sinh ké, mo rong hoat dong san

Xuat va ting budc cai thién thu nhap.

1.1.3 Tam quan trong ciia cho vay cd nhén
Xét & cap do ngan hang, tin dung c4 nhan gitp md rong hoat dong kinh
doanh sang khu vyc dan cu va ho gia dinh, qua d6 tao thém ngudn thu tir nhiéu
8



khoan vay c6 quy mé vua va nho. Khi phuc vu nhém khach hang nay, ngan hang
khong chi thu dugc 1ai tr hoat dong cép tin dung ma con co diéu kién phat trién hé
sinh thai dich vu di kém, chéng han nhu tai khoan giao dich, thanh toan s6, thé, bao
hiém lién két va cac tién ich tai chinh khac. Viéc duy tri quan hé thudong xuyén véi
khach hang c4 nhan ciing gitip ngan hang hiéu rd hon nhu ciu tai chinh cua timg
nhom khach hang, tir d6 ning cao kha ning phuc vu, ting mic d6 gin bo va cung

¢ vi thé canh tranh trén dja ban hoat dong.

Pbi véi khach hang ca nhan, tin dung ngan hang tao thém ngudn luc tai
chinh dé ho cha dong xur Iy cac nhu cau phat sinh trong doi séng va hoat dong kinh
té ho gia dinh. Khoan vay c6 thé duoc dung cho nhiéu muc dich khac nhau nhu b
sung vOn san xuét, phat trién budn ban nhod, mua sim phuong tién hodc tai san thiét
yéu, stra chita nha cira, trang trai chi phi gido duc, chim soc strc khoe va cac khoan
chi tiéu chinh dang khac. Nho ngudn vén nay, khach hang c6 diéu kién 6n dinh tai

chinh, m¢ rong co hoi tao thu nhap va cai thién doi séng gia dinh.

boi véi Agribank Chi nhanh Hdm Thuan Nam — Binh Thuén, hoat dong cho
vay khach hang c4 nhan khong chi mang y nghia kinh doanh ma con gan lién voi

vai tro phuc vu phat trién nong nghiép, nong thon va kinh té dia phuong.

1.1.4 Pic diém hoat dong cho vay cd nhén

Viéc cho vay c6 mét s6 dac diém co ban sau:

Thi nhét, sé lwong khach hang vay thuong 16n. Piéu nay doi hoi ngan hang
phai c¢6 quy trinh quan 1y hd so khoa hoc, kha ning xir 1y giao dich nhanh va doi

ngil nhan vién du ning lyc dé phuc vy nhiéu nhoém khach hang khac nhau.

Thtr hai, khach hang c4 nhan c6 nhi€éu myc dich khac nhau dé yéu cau sy hd
trg tai chinh. Khach hang c6 thé vay tién dé san xuat nong nghiép, kinh doanh ho
gia dinh, mua hang hoa, stra chita nha ¢, mua xe ¢ hodc gidi quyét cac nhu cau tai

chinh ca nhan khac.



Thir ba, kha ning tra ng cua khach hang ca nhin phy thudc nhiéu vao thu
nhap, nghé nghiép, tai san, mua vy san xuat va diéu kién kinh té gia dinh. Pdi véi
khach hang khu vuc néng nghiép, thu nhip c6 thé mang tinh thoi vu, chiu anh
huong bai thoi tiét, gia ca nong san va bién dong thi truong.

Th tu, quyét dinh vay vén cua khach hang ca nhan khong chi chiu anh
huong boi yéu td tai chinh nhu 13i suat, phi vay ma con chiu tac dong boi cac yéu td
phi tai chinh nhu thu tuc vay von, thai do phuc vu cua nhan vién, uy tin thuong hiéu
ngan hang, sy thuan tién trong giao dich va mtrc dd tin tuéng cia khach hang ddi
v6i ngan hang.

Nhitng dic diém trén cho thdy hoat dong cho vay khach hang ca nhin can
dugc tiép can khong chi dudi goc do quan tri tin dung ma con dudi goc do hanh vi

khach hang va chat luong dich vu.

1.1.5 Quyét dinh vay vén ciia khdch hang cd nhin
1.1.5.1 Khai niem

Quyét dinh vay von cta khach hang c4 nhan 1a qua trinh khach hang nhan
dién nhu cau tai chinh, tim kiém thong tin, ddnh gia cac phuong 4n vay vén va lua
chon ngan hang phu hop dé thuc hién giao dich tin dung. Quyét dinh nay phan anh
su can nhic cua khach hang gitra nhu cau sir dung von, chi phi vay, diéu kién vay,

kha nang tra ng va mtc dg tin tudng doi voi ngan hang.

Dudi goc d6 hanh vi khach hang, quyét dinh vay von c6 thé dugc xem 1a mot
dang hanh vi lya chon dich vu tai chinh. Khach hang khong chi lya chon mét khoan
vay ma con lya chon ngan hang cung cap dich vu, Iya chon quy trinh giao dich va
chap nhan mot mdi quan hé tin dung kéo dai trong mot khoang thoi gian nhat dinh.

Do d6, quyét dinh vay von thuong chiu tic dong boi ca yéu td Iy tinh va cam tinh.
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1.1.5.2 Cdc buéc hinh thanh lwa chon vay von cia khdch hang cd nhan

Viéc Iwa chon vay vén ctia khach hang ¢4 nhan thudng duoc hinh thanh qua
nhiéu buée lién tiép. Trude hét, khach hang phat sinh nhu cau tai chinh; tiép d6, ho
tim hiéu thong tin vé cac san pham vay, so sanh diéu kién giita cac lua chon, quyét
dinh c6 vay hay khong va cudi cung danh gia lai trai nghiém sau khi sir dung dich

vu tin dung.

O buée khai dau, khach hang ty danh gia tinh trang tai chinh hién tai va nhan
ra khoang thiéu hut v6n cin dugc bod sung. Nhu cau nay ¢ thé bat ngudn tir cic van
dé tai chinh, hoat dong kinh doanh, san xut, tiéu dung, stra chira nha o, dau tu tai

san hodc cac tinh hudng khéc trong cudc song.

Khi ¢6 nhu cau vay vén, khach hang thuong tim hiéu thong tin tir can bo
ngan hang, nguoi quen, khach hang di timg vay, kénh truyén thong hodc kinh
nghiém giao dich trudc ddy. Cac ndi dung dugce quan tim chu yéu gom lai suét, phi

vay, diéu kién vay, thoi han trd ng, tai san bao dam va quy trinh xtr 1y ho so.

Sau khi thu thap thong tin, khach hang s€ so sanh gilta cac ngan hang hodc
cac goi vay khac nhau. Quyét dinh lwa chon thudng phu thudc vao chi phi vay, mirc
d6 don gian cua thu tyuc, thoi gian giai quyét hd so, thai do phuc vu, uy tin ngin
hang va su thuan tién khi giao dich. Sau khi vay, trai nghiém trong qua trinh giai
ngan, tra ng va nhan hd tro s& anh hudng dén kha nang khach hang tiép tuc vay

hoic chuyén sang ngan hang khac trong tuong lai.

1.1.5.3 Nhitng yéu té chi phéi hanh vi lwa chon vay von cia khdch hang

Lai sut, biéu phi, chi phi vay, thoi han vay va phuong thirc tra ng 1a mot
trong nhiing yéu t6 tai chinh. Pay 1a nhiing thanh phan c6 anh huong tryc tiép dén
ganh nang tai chinh cua khach hang va kha nang tra no cta ho. Khach hang s€ co
nhiéu co hdi chon ngan hang hon khi ho thay 1i suat hop 1y, phi vay minh bach va
chi phi vay phu hop véi kha nang tai chinh cua ho.
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Nhém yéu tb phi tai chinh bao gém thu tuc vay vén, chit luong dich vu, thai
do phuc vu cua nhan vién, uy tin thuong hi¢u ngan hang, su thuan tién vé dia diém
giao dich, thoi gian 1am viéc va kha ning hd tro khach hang. Trong nhiéu trudng
hop, khich hang khong chi quan tim dén chi phi vay ma con danh gia trai nghiém
tong thé khi giao dich v6i ngan hang.

1.2 Céc hoc thuyét nén
1.2.1 Thuyét hanh dgng hop Iy

Ly thuyét hanh dong hop 1y ciia Fishbein va Ajzen (1975) giai thich hanh vi
con ngudi thong qua mdi lién hé gitta niém tin, thai do, ¥ dinh va hanh dong. Theo
Iy thuyét nay, trude khi thyc hién mdt hanh vi, cd nhan thuong hinh thanh y dinh
d6i v6i hanh vi d6. Y dinh nay chiu tdc dong chu yéu tir hai yéu t6: cach ca nhan

danh gia hanh vi va su tac dong tur nhitng ngudi c6 anh hudng xung quanh.

Trong d6, thai do thé hién muc d6 dong tinh hay khong dong tinh cia ca
nhan dbi véi viée thuc hién hanh vi. Chuan chu quan phan anh cam nhan cua ca
nhéan vé su ky vong, ing ho hoac ap luc tir gia dinh, ban be, d@)ng nghiép va cong

dong.

Thong qua 1y thuyét, khach hang c4 nhan c6 thé hinh thanh quyét dinh vay
von khi ho ¢6 thai do tich cuc d6i vai ngan hang va chiu 4nh hudéng tr nguoi than,
ban bé hodc cong dong dia phwong. Chang han, néu khach hang nhan thay Agribank
1a ngan hang uy tin, i suat pht hop, nhan vién hd trg tét va dugc nhidu nguoi xung

quanh tin tuéng, ho s& c6 xu huéng lya chon vay vén tai ngan hang.

Trong thyc té, quyét dinh vay von ngan hang con chiu anh huéng bai nhidu
diéu kién khach quan nhu kha ning tai chinh, hd so vay, tai san bao dam, quy dinh

tin dung va quy trinh xét duy¢t ciia ngan hang.
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1.2.2 Ly thuyét dw dinh hanh vi trong phén tich quyét dinh vay von

Ajzen (1991) cho rang hanh vi c4 nhan duoc hinh thanh tir sy két hop giira
danh gia cua chu thé ddi véi hanh vi, anh hudéng xa hoi va mtc do kiém soat ma ca
nhan cam nhan khi thuc hién hanh vi d6. So voi thuyét hanh vi hop 1y, diém phat
trién quan trong ctia mé hinh nay 1a dua thém yéu t6 nhan thtrc kiém soat hanh vi,
nham phan anh kha nang c4 nhan cdm nhan vé diéu kién, nguén luc va su thuan loi
khi thuc hi¢n mot hanh dong. Theo cach tiép can nay, y dinh thyc hién hanh vi cta
cd nhan dugc hinh thanh tir sy danh gia cta ho ddi v6i hanh vi, tac dong tr nhitng

nguoi xung quanh va cdm nhan vé kha nang kiém soat khi thuc hién hanh vi do.

Déi v6i quyét dinh vay vén ngan hang, yéu t6 nay phan anh viéc khach hang
tu danh gia mirc do sin sang ctua minh vé ho so phap 1y, nang lyuc tai chinh, tai san
bao dam, thu nhip hoan tra va kha nang quan ly khoan vay sau khi giai ngan. Khi
khach hang cho rang viéc tiép can khoan vay khong qué phirc tap va ban than co thé
kiém soat duoc cac yéu cau di kém, xu hudéng Iya chon vay vén sé trd nén rd rang

hon.

Thuyét hanh vi c6 ké hoach phu hop véi nghién ctru ndy vi quyét dinh vay
vbn ctia khach hang ca nhan khong chi phu thudc vao nhu cau vay ma con chiu anh
huong boi cam nhan cua khach hang vé kha ning tiép can khoan vay. Céac yéu td
nhu thu tyuc vay von, su huéng dan ctia nhan vién, tinh minh bach cua 13i suét va su
thuan tién trong giao dich déu co thé tac dong dén nhan thic kiém soat hanh vi cia

khach hang.

1.2.3 Tiép cdn Iy thuyét vé chit lwong dich vu

Theo Parasuraman, Zeithaml va Berry (1988), SERVQUAL la m6 hinh dung
dé xem xét chat luong dich vu thong qua sy khac biét gitta diéu khach hang mong
doi trude khi sit dung dich vu va mic d0 ho cam nhan sau khi trdi nghi¢m. Cach
tiép can nay cho thiy chat lugng dich vu khong chi phu thudc vao ban than dich vu

dugc cung cap, ma con gan voi ky vong ban dau cua khach hang. M6 hinh
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SERVQUAL thuong duoc xem xét trén nam khia canh, gdm: sy tin cdy trong cung
ung dich vy, kha ndng phan hoi kip thoi, nang luc va thai do phuc vu, mac do quan
tam dén khach hang va cac yéu td hiru hinh nhu co s& vét chat, trang thiét bi, hinh

anh giao dich.

Trong linh vuc ngan hang, chét luong dich vu c6 vai tro dac biét quan trong
vi san pham ngan hang mang tinh vo hinh, khé danh gia trude khi sir dung va doi
hoi mirc do tin cay cao. Déi véi hoat dong cho vay khach hang c4 nhan, chat luong
dich vu thé hién qua thai d§ phuc vu cua nhan vién, kha nang tu van 1o rang, su
chinh xéc trong xtr Iy ho so, mic d6 hd trg khach hang va kha niang giai quyét kip

thoi cadc vudng mac phat sinh.

Diéu nay cho thay trong bdi canh ngan hang hién dai, chat luong phuc vu va
sy thuan tién trong tiép can dich vy ngay cang tré thanh yéu to quan trong anh

huong dén cam nhan va quyét dinh ctia khach hang.

1.3 Tong quan cac nghién ciru lién quan
1.3.1 Nghién cwu trong nwoc

Nguyén Giac Tri (2023) xem xét quyét dinh lya chon ngén hang vay von cua
khach hang ca nhan tai thanh phd Cao Lanh trong giai doan chiu tic dong cua dai
dich COVID-19. Nghién ctru tip trung vao nhom khach hang ca nhan sinh séng trén
dia ban thanh phé Cao Lanh, nham nhan dién nhiing yéu t chi ph6i viéc lua chon
ngan hang dé vay von. Trong nghién ctru nay, quyét dinh chon ngan hang dé vay
von dugc xem 1a két qua can giai thich. Cac yéu té duoc dua vao xem xét gdm chat
lugng phuc vu cua nhan vién, chi phi khoan vay, hinh anh thuong hi¢u, muc do
thudn tién, tdc dong tir nhom tham khdo va yéu tb cong nghé. Tac gia khao sat 300
khach hang, thu vé 298 phiéu hop 16. Két qua phén tich ghi nhan rang toan bd sau
nhom nhan té trong mé hinh déu gop phan giai thich su lwa chon ngan hang vay von

cua khach hang ca nhan.
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Nguyén Anh T va Bui Van Trinh (2022) tiép can van dé vay tiéu dung cua
khach hang c4 nhan trong pham vi cdc ngan hang thuong mai tai tinh Séc Trang.
Nghién ctru tap trung lam rd cach cac dic diém thudc vé ngan hang c6 thé chi phdi
su lya chon vay von cta khach hang. Mau khao sat duoc thuc hién vdi nhoém khach
hang c4 nhan d3 timg vay hodc c6 nhu cau tiép cin khoan vay tiéu dung trén dia ban
tinh. M6 hinh nghién ctru xac dinh quyét dinh vay vén 1a bién phu thudc, con cac
yéu t6 13i suat, thuong hiéu ngan hang, quy trinh vay, nhan vién va chat luong dich
vu 13 cac bién doc 1ap. Két qua nghién ciru cho thiy trong cac nhan to duoc xem
xét, thwong hiéu ngan hang giit vai tro ndi bat nhat dbi v6i lya chon vay tiéu dung
ctia khach hang ca nhan. Tiép theo 13 sy don gian cua tha tuc, nang luc phuc vu cia
nhan vién, chat luong dich vu va cudi cing 1a mirc 13i suit vay.

Nguyén Thi Anh Hoa (2023) nghién ciru quyét dinh lya chon ngan hang vay
vbn ciia khach hang c4 nhan tai VietinBank Viing Tau. Nghién ctru hudng dén viéc
nhan dién céc yéu td thudc vé ngan hang co anh huong dén qua trinh khach hang
can nhic va lya chon khoan vay. Dir liéu khao sat duoc thu thap tir 403 khach hang
trén 18 tudi da ting st dung dich vu vay von tai VietinBank Viing Tau. Két qua
nghién ctru cho thay quyét dinh vay von ciia khach hang chiu tac dong bai nhiéu
yéu t, ndi bat 1a uy tin thuong hiéu, chit luong phuc vy, chi phi vay, chinh sach tin
dung, d0i ngti nhan vién va hoat dong tiép thi.

Trong nghién ctru tai Agribank Chi nhanh Ca Mau, Nguyén Tién Lén va
cong su (2020) tap trung 1am rd cac yéu td chi phdi lua chon vay vén cua khach
hang cd nhan. Nghién ctru st dung dir li¢u khdo sat tir 250 khach hang dang giao
dich tai chi nhanh. Két qua phan tich cho thay quyét dinh vay vén chiu anh hudng
bai cac yéu to thudc vé chinh sach cho vay, chét luong dich vu va mirc do hai long
ctia khach hang ddi véi dich vu ngan hang. Trong do, cic yéu t6 lién quan dén cach
thirc ngan hang thiét ké chinh sach tin dung va phuc vu khach hang dugc xem 1a c6

¥ nghia ndi bat.
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O mot bdi canh khac, Bui Van Thuy va cong su (2021) xem xét hanh vi lya
chon vay von ciia khach hang c4 nhan tai Vietcombank Pong Pong Nai véi miu
khao sat 341 khach hang. Nghién ctu cho thiy quyét dinh vay vén khéng hinh
thanh tor mot yéu to riéng 1€, ma chiu tdc dong déng thoi cta nhiéu khia canh nhu
chét luong phuc vy, hinh 4nh ngan hang, chi phi vay, su thuan tién, tdc dong xa hoi,
nhan vién ngan hang va tha tuc vay von. Két qua nay goi ¥ rang khach hang c4 nhan
thudng can nhac tong hop ca yéu t6 tai chinh va phi tai chinh trudce khi lya chon
ngan hang dé vay von.

1.3.2 Nghién ciru ngoai nwdc

Subedi va Joshi (2025) tiép can hanh vi vay von ciia khach hang trong boi
canh hé théng ngan hang thuong mai tai Nepal, qua d6 1am rd nhitng yéu t6 dugc
khach hang can nhac khi Iya chon khoan vay. Nghién ciru dugc trién khai trén
nhom khach hang c6 trai nghiém hodc méi lién hé truc tiép v6i hoat dong cap tin
dung c4 nhan cta ngan hang. Trong md hinh phan tich, cic tac gia xem xét nhiéu
khia canh gin vdi quyét dinh vay, bao gdm muc l3i suat, yéu cau tiép can khoan
vay, phuong an hoan tra dinh ky, chat luong phuc vy, mic do hai long cua khach
hang va su gin két trong quan hé gitta ngan hang voi ngudi vay. Két qua cho thay
cac yéu t lién quan dén chi phi vay, diéu kién tin dung, thoi han tra no, chit lugng
dich vu va quan hé khach hang déu anh hudong dén quyét dinh vay vén. Trong do,
chat lugng dich vu va lai suét 1a hai yéu td o vai trd ndi bat, phan anh sy quan tdm
d6ng thoi ciia khach hang ddi véi chi phi tai chinh va trai nghiém phyc vu trong qua
trinh vay von.

Akhundov (2024) xem xét hanh vi lya chon ngan hang ctia khach hang trong
bbi canh thi truong tai chinh tai Azerbaijan. Nghién ciru huéng dén viéc lam rd
nhirng yéu t6 khién khach hang lwa chon mdt ngan hang khi str dung cac dich vu tai
chinh, trong d6 c6 dich vu tin dung. Két qua nay nhan manh vai trd cta chat lugng
phuc vy, uy tin ngan hang, su thuan ti€n va hi¢u qua xu 1y giao dich trong hanh vi

lya chon dich vu tai chinh cua khach hang.
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Faizah va cong su (2014) thuc hi¢n nghi€n ctru tai Malaysia nham xac dinh
cac yéu to anh huong dén quyét dinh st dung khoan vay ¢4 nhan. M6 hinh nghién
clru xem xét cac yéu td niém tin ctia khach hang, tinh minh bach cua san pham tin
dung, chi phi vay va anh hudng x3 hoi. Két qua cho thay quyét dinh vay von chiu
anh huéng cua chi phi vay, niém tin, sy minh bach ctia san phim tin dung va tac
dong xd hoi. Nghién ciru ndy cho thdy niém tin va chi phi vay 1a hai yéu té quan
trong trong qua trinh khach hang can nhic lya chon khoan vay c4 nhan.

Shafinar Ismail va cong su (2013) xem xét quyét dinh vay ctia khach hang ca
nhan trong bdi canh thi truong ngan hang Malaysia. Nghién ciru nhin manh vai tro
cua cac yéu td thudc vé nhan thirc ca nhan, muc d6 hiéu biét tai chinh va anh huong
tir moi trudng xa hoi trong qua trinh khach hang can nhéc st dung khoan vay. Céc
yéu t6 dugc dua vao mo hinh gom kién thirc tai chinh, nhan thirc ciia khach hang,
anh huong tir gia dinh va hoat dong truyén thong cua ngan hang. Nghién ciru nhan
manh rang ngoai chi phi va chat luong dich vu, kha nang hiéu biét tai chinh, nhan
thirc ca nhan va anh hudng xa hoi cling 1a nhitng yéu té can duoc xem xét khi phan
tich hanh vi vay von cua khach hang.

Frangos va cong su (2012) tiép can van dé lya chon khoan vay ngan hang
ctia khach hang c4 nhan trong bdi canh thi truong Hy Lap. Cac yéu t6 dugc xem xét
gdém chét luong dich vu, su hai 1ong ciia khach hang, uy tin ngan hang va mot sb
dic diém nhan khau hoc. Két qua cho thay chat luong dich vu, su hai 1ong, uy tin
ngan hang va dic diém nhan khau hoc déu c6 vai trd nhit dinh trong quyét dinh vay
vbn. Trong d6, su tin cdy va chit luong phuc vu 13 nhitng yéu t6 noi bat, cho thay
trai nghiém dich vu va niém tin ddi v6i ngan hang c6 y nghia quan trong trong hoat
dong tin dung ca nhan.

1.4 Mo hinh nghién ctru

Trén co s& tong quan cc nghién clru trong va ngoai nude, co thé nhan thiy

quyét dinh vay von ctia khach hang ca nhan 13 hanh vi lya chon dich vu tai chinh

chiu tadc dong boi nhicu yeéu to khac nhau. Cac nghién clru nudc ngoai ciia Subedi
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va Joshi (2025), Dhakal (2024), Akhundov (2024), Faizah va cong su (2014),
Shafinar Ismail va cong su (2013), Frangos va cong su (2012) cho thay khach hang
c4 nhan khi Iya chon vay von thuong can nhic cac yéu t6 nhu i suét, chi phi vay,
diéu kién vay, thot han tra ng, chit lugng dich vy, uy tin ngan hang, niém tin khach
hang va sy thuan tién trong giao dich. Nghién ctru trong nudc ctia Nguyén Giac Tri
(2023), Nguyén Anh Ta va Bui Van Trinh (2022), Nguyén Thi Anh Hoa (2023) va
Agribank Chi nhanh Ca Mau ciing chi ra rang l4i suat va chi phi vay, quy trinh vay,
chét luong dich vu, thuong hi€u ngan hang, chinh sach tin dung, nhan vién va su

thuan tién

Dé tai nay dé xuat mot mé hinh nghién ctru dua trén co sé ké thira c6 chon
loc va xem xét hoat dong cho vay cua khach hang ca nhan tai Agribank Chi nhanh
Ham Thuan Nam — Binh Thuan. M6 hinh nghién ctru ctua dé an duoc hinh thanh
trén co s tong hop 1y thuyét va cac cong trinh lién quan, trong do tap trung vao

nam nhom yéu to chinh:
(i) Lai suat va biéu phi

Khach hang phai tra chi phi tai chinh khi st dung v6n vay cta ngan hang
thong qua 13i suat va biéu phi. P6i véi khach hang ca nhan, chi phi vay c6 anh
huong tryc tiép dén kha nang trd ng, muac do chép nhan khoan vay va quyét dinh lva
chon ngan hang. Khi khach hang cam nhén 1ai suat hop 1y, biéu phi minh bach va
tong chi phi vay phu hop véi kha ning tai chinh, kha ning Iya chon vay von tai
ngan hang sé cao hon. Cac nghién ctru nudc ngoai nhu Subedi va Joshi (2025),
Dhakal (2024), Faizah va cong sy (2014) déu ghi nhén vai tro cua 1ai suét, chi phi
vay hodc khoan tra gop dbi v6i quyét dinh vay von ciia khach hang c4 nhan. Chi phi
vay von hop 1y va 1ai suat 14 hai yéu t6 quan trong nhat anh huéng dén quyét dinh
cua khach hang ca nhan tai Cao Lanh dé vay von tai Viét Nam, theo Nguyén Giac
Tri (2023). Nghién ctru ctia Nguyén Anh Ta va Bui Vin Trinh (2022), Nguyén Thi
Anh Hoa (2023), va Vietcombank Pong Pong Nai di ching minh rang cac yéu td
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nhu 13i suét, chi phi 14 sudt va chi phi di vay anh huéng dén quyét dinh cua khach

hang dé vay von.

Gia thuyét H1: L3i sudt va biéu phi co tac dong cung chiéu dén quyét dinh
vay von ctia khach hang c4 nhén tai Agribank Chi nhanh Ham Thuan Nam — Binh

Thuan.
(ii) Thu tuc va quy trinh

Thu tuc va quy trinh vay vén phan anh mirc do rd rang, don gian, minh bach
va thuan tién trong qua trinh khach hang tiép can khoan vay. Mot quy trinh vay vén
dugc hudng din cu thé, hd so dé thuc hién, thoi gian xur ly nhanh va diéu kién vay
1d rang sé giup khach hang giam chi phi thoi gian, han ché tim 1y e ngai va gia ting
kha nang lya chon ngan hang. O cic nghién ciru nudc ngoai, Subedi va Joshi (2025)
cho thay diéu kién vay vén va thoi han tra ng c¢6 anh huong dén quyét dinh vay vén
ctia khach hang. Nguyén Anh Ta va Bui Van Trinh (2022) phét hién ra rang thu tuc
vay 12 mot trong nhirng yéu t6 anh huéng dén quyét dinh cta khach hang ca nhan
tai Soc Trang dé vay tién. Nghién ctru ctia Vietcombank Pong Pong Nai chi ra rang
thu tuc vay von 13 yéu t6 quan trong nhat anh huong dén quyét dinh cta khach hang
dé vay von, trong khi nghién ctru ctia Agribank Chi nhanh Ca Mau cho thiy chinh
sach cho vay 1a yéu tb co tic dong manh nhéat dén quyét dinh cua khach hang dé vay

von.

Gia thuyét H2: Thu tuc va quy trinh vay von cé tac dong cung chiéu dén
quyét dinh vay von cua khach hang ca nhédn tai Agribank Chi nhanh Ham Thuéin
Nam — Binh Thuéan.

(iii) Chat lwong dich vu

Chat lugng dich vu trong hoat dong cho vay thé hién qua thai d§ phuc vu,
nang lyc tu van, su chinh x4c trong xir Iy hd so, kha ning giai dap thic méc va muc

d6 hd trg khach hang cua nhan vién ngan hang. Do san pham tin dung thuong co
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tinh phirc tap, khach hang can dwogc tu van diy du vé 13i suat, thoi han vay, phuong
thuc tra ng, diéu kién vay, hd so va céc nghia vu tai chinh lién quan. Nghién ctru
ctia Nguyén Thi Anh Hoa (2023), tir Agribank Chi nhanh Ca Mau va Vietcombank
DPong Pong Nai, chi ra rang chat lugng dich vy 1a yéu to quan trong nhat anh hudng

dén quyét dinh ctia khach hang khi Iya chon vay vdn ¢ Viét Nam.

Gia thuyét H3: Chét luong dich vu c6 tac dong cung chiéu dén quyét dinh
vay von ciia khach hang ca nhén tai Agribank Chi nhanh Ham Thuan Nam — Binh

Thuan.
(iv) Thwong hiéu ngan hang

Thuong hiéu ngan hang thé hién uy tin, hinh anh, mtc do tin cdy va cam
nhan an toan cua khach hang khi giao dich véi ngan hang. Vi khach hang thuong
phai duy tri quan hé tin dung v&i ngan hang trong mot khoang thoi gian nhét dinh,
thuong hiéu déng mot vai trd quan trong trong hoat dong vay vén. Do d6, khach
hang c6 xu hudéng uu tién lya chon nhitng ngan hang c6 uy tin, minh bach, hoat
dong 6n dinh va tao duoc niém tin tai dia phuong. Cac nghién ctru nudc ngoai cua
Akhundov (2024), Faizah va cong sy (2014), Frangos va cong su (2012) cho thay
uy tin ngan hang, niém tin khach hang va tinh minh bach ctia san pham tin dung c6
anh huong dén quyét dinh vay vén. Nguyén Thi Anh Hoa (2023) va nghién ctru tai
Vietcombank Pong Pong Nai ciing ghi nhan thuong hiéu, hinh anh hodc danh tiéng

ngan hang c6 anh huong dén quyét dinh vay vén.

Gia thuyét H4: Thuong hiéu ngan hang c6 tic dong cing chiéu dén quyét
dinh vay vén cua khach hang ca nhan tai Agribank Chi nhanh Ham Thuan Nam —
Binh Thuén.

(v) Su thuin tién

Trong hoat dong cho vay khach hang ca nhan, sy thuan tién thé hién qua vi

tri diém giao dich, thoi gian lam viéc, kha nang lién hé véi ngan hang, mang ludi
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phuc vu, tbc do xur 1y giao dich va kha ning hd tro khach hang khi phat sinh nhu
cau. Pdi vai khach hang tai dia ban cép huyén nhu Ham Thudn Nam, sy thuén tién
cang c6 ¥ nghia quan trong vi khach hang thuong wu tién ngan hang gan noi cu tru,
dé lién hé véi can bo tin dung va thuan lgi trong qua trinh vay, gidi ngan va tra ng.
Nghién ctru nudc ngoai ciia Akhundov (2024) cho thdy mang luéi ATM, kha ning
d6i méi dich vu va tde do xir ly hd so ¢6 anh huong dén quyét dinh str dung dich vu
tin dung ctua khach hang. Theo nghién ctru dugc thyc hién tai Vietcombank Pong

Pong Nai, sy thuan tién 13 yéu té quan trong nhat khién khach hang chon vay von.

Gia thuyét H5: Sy thuan tién c6 tac dong cung chiéu dén quyét dinh vay von

cua khach hang ca nhan tai Agribank Chi nhanh Hdm Thuan Nam — Binh Thuén.

Khung m6 hinh dé xuét ctia nghién ctru duoc thé hién trong hinh dudi day:

Lai suat va biéu phi

Thii tuc va quy trinh vay vén

Quyét dinh vay von
cua khach hang ca
nhan tai Agribank

Chit lwong dich vu

9 ) Chi nhanh Ham
Thuan Nam — Binh
( A Thuén

Thwong hi¢u ngan hang

Su thuén tién

Hinh 1.1 M6 hinh nghién ciru 1y thuyét
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1.5 Thang do nghién ctru

Céc thang do trong nghién ciru dugc xay dung trén co so ké thira c6 chon loc
tir cac nghién ctru trong va ngoai nude lién quan dén quyét dinh vay von va hanh vi
lga chon ngan hang cua khach hang c4 nhan, nhu nghién ctru cua Subedi va Joshi
(2025), Dhakal (2024), Akhundov (2024), Faizah va cong su (2014), Frangos va
cong su (2012), Nguyén Giac Tri (2023), Nguyén Anh Tua va Bui Vin Trinh (2022),
Nguyén Thi Anh Hoa (2023). Trén co s& cac thang do ké thira, nghién ctu tién
hanh hiéu chinh noi dung bién quan sat cho phi hop vdi bdi canh khach hang ca
nhan vay von tai Agribank Chi nhanh Ham Thuin Nam — Binh Thuan. Cac bién
quan sat dugc ra soat va diéu chinh dua trén gép y ctia nhom chuyén gia am hiéu
hoat dong tin dung ca nhan tai Chi nhanh, gém lanh dao phu trach nghiép vu va can
b truc tiép xir Iy ho so vay. Phuong phép thao luan chuyén gia dugc lua chon do
céc chuyén gia c6 nhiéu kinh nghiém trong hoat dong tin dung ngan hang va nghién
ctru vé hanh vi khach hang. Y kién ciia chuyén gia dugc st dung dé danh gia muc
d6 phu hop cua timg bién quan séat, diéu chinh cach dién dat nham bao dam tinh dé
hiéu, phii hop v6i bdi canh Agribank Chi nhanh Ham Thuan Nam — Binh Thuén.
Nghién ctru tién hanh tham van 15 chuyén gia theo hinh thirc phong van ban cau
truc két hop gop v truc tiép ddi voi bang cau hoi dy thao. Cac chuyén gia duoc lua
chon trén co sé dap rng mot hoac nhiéu tiéu chi sau: c6 it nhat 05 nam kinh nghié¢m
trong linh vyc tin dung ngan hang hoac quan ly khach hang cd nhan; dang giir vi tri
quan 1y hodc chuyén vién c6 nhiéu kinh nghiém tai Agribank hodc cac t6 churc tin
dung; co6 trinh d¢ tir dai hoc tr¢ 1én va am hiéu hoat dong cho vay khach hang cé
nhan; c6 kinh nghiém tham gia nghién ctru, giang day hodc tu van trong linh vuc tai
chinh — ngan hang; dong y tham gia gop y bang cau hoi va md hinh nghién ciru. Sau
khi tong hop  kién, cac ndi dung dugc chinh sira, bo sung va hoan thién dé hinh
thanh bang cau hdi chinh thirc phuc vu nghién ctru dinh lugng.

Sau qua trinh gop ¥ va diéu chinh, nghién ctru di sir dung céc thang do chinh

thirc gdm sau nhan té va 24 bién quan sat, dugc do bang thang do Likert 5.
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Béang 1.1 Thang do nghién ciru

Nhén to | Ma héa Bién quan sat Nguon ké thira
L3i sudt vay vbn cua Agribank Chi
LSCP1
nhanh Ham Thuan Nam ¢ muc hop ly. Subedi va Joshi
Cac khoan phi vay von duge Agribank | (2025); Nguyén
Lai LSCP2 | Chi nhanh Ham Thudn Nam cong khai, | Giac Tri (2023);
suat va minh bach. Nguyén Anh Tt
biéu LSCP3 Chi phi vay vén phi hop véi kha nang | va Bui Vin Trinh
phi tai chinh cta toi. (2022); Nguyén
Chinh sich 13i sudt cua Agribank Chi| Thi Anh Hoa
LSCP4 | nhanh Ham Thuan Nam c6 tinh canh (2023)
tranh.
HO6 so vay von dugc Agribank Chi
TTQT1 | nhanh Ham Thuian Nam huéng dan 1
rang.
Thu tuc vay von cua Agribank Chi
Thii tuc | TTQT2 | nhanh Ham Thuin Nam don gian va dé N
‘ Nguyén Anh Tu
va quy thyc hién.
- _ va Bui Van Trinh
trinh Thoi gian xir 1y hd so vay von tai
. (2022)
vay von | TTQT3 | Agribank Chi nhanh Ham Thuan Nam
nhanh chéng.
Quy trinh vay vén cua Agribank Chi
TTQT4 | nhanh Ham Thuan Nam thuan tién cho
khéach hang.
Chi Nhan vién ngin hang Agribank Chi | Subedi va Joshi
at
| CLDVI1 | nhanh Ham Thuidn Nam phuc vu nhiét | (2025); Dhakal
uong :
tinh va lich su. (2024); Frangos
dich vu
CLDV2 | Nhan vién ngan hang Agribank Chi va cong su
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Nhan té | Ma hoa Bién quan sat Ngudn ké thira
nhanh Ham Thuin Nam tu van 16 rang | (2012); Nguyén
va d& hiéu. Giac Tri (2023);
Nhan vién ngin hang Agribank Chi | Nguyén Thi Anh
CLDV3 | nhdanh Ham Thuin Nam xi&r 1y ho so| Hoa (2023)
chinh x4c.
Nhan vién ngan hang Agribank Chi
CLDV4 | nhanh Ham Thuan Nam sén sang hd trg
khach hang khi gap kho khan.
To1 hai long voi chat luong phuc vu cua
CLDV5
Agribank Chi nhanh Ham Thudn Nam.
Agribank Chi nhanh Ham Thuén Nam la
TH1 ) Akhundov
ngan hang co6 uy tin trén dia ban.
— (2024); Faizah va
Thuwong Toé61 tin tudéng vao hoat dong cua
TH2 _ _ cong sy (2014);
hi¢u Agribank Chi nhanh Ham Thu@n Nam.
Frangos va cong
ngan Agribank Chi nhanh Ham Thuin Nam
TH3 . , . su (2012);
hang tao cdm giac an toan khi vay von. .
__| Nguyén Giac Tri
Thuong hi¢u Agribank anh hudng dén
TH4 . ] ‘ (2023)
quyét dinh vay von cua toi.
STTI Vi tri giao dich cua Agribank Chi nhanh
Ham Thuan Nam thuan tién cho to1.
Thoi gian lam viéc cua Agribank Chi Akhundov
Sw STT2 | nhanh Ham Thu&n Nam phu hop véi nhu | (2024); Nguyén
thuin cau giao dich cia toi. Giac Tri (2023);
tién STT3 Toi dé dang lién hé véi Agribank Chi | Bui Van Thiy va
nhanh Ham Thuan Nam khi can h tro. cong su
Céc giao dich véi Agribank Chi nhénh
STT4

Ham Thuan Nam duoc thuc hién nhanh
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Nhan té | Ma hoa Bién quan sat Ngudn ké thira

chong va thuan tién.

To6i uwu tién Iwa chon Agribank Chi
QDVVI1 | nhanh Ham Thuan Nam khi ¢6 nhu cau | Subedi va Joshi
vay von. (2025); Dhakal

Quyét T6i sdn sang tiép tuc vay von tai| (2024); Nguyén
dinh | QDVV2 | Agribank Chi nhanh Ham Thuan Nam | Giac Tri (2023);
vay von trong tuong lai. Nguyén Anh Tt

To1 s€ gidi thi€u dich vu vay vOn cua | va Bui Van Trinh
QDVV3 | Agribank Chi nhanh Ham Thuan Nam (2022)

cho nguoi khac.

Nguon: Két qua tham khao ¥ kién chuyén gia
1.6 Phwong phap chon miu, quy mdé miu

Phwong phdp chon méu:

Nghién ctru sir dung phuong phap chon méu thuan tién c6 kiém soat. Poi
tugng khao sat 1a khach hang c4 nhan dang vay von hoic di timg vay von tai
Agribank Chi nhanh Ham Thuan Nam — Binh Thuan. Ngudi tra 161 dugc tiép can
tryc tiép tai Chi nhanh va cac diém giao dich c6 lién quan, trén co so dap ng tiéu
chi da c6 trai nghiém thuc té dbi véi dich vu vay von. Do khong thé xdy dung day
du khung chon mau ctia toan bo khach hang c4 nhan nén nghién ctru khong 4p dung
phuong phép chon miu xac suat. Tuy nhién, dé han ché sai léch, nghién ctu sir
dung cau hoi sang loc va chi lya chon nhitng khach hang phu hop véi d6i tugng
nghién curu.

Quy trinh khdo sat duogc thuc hién qua cac budce: xay dung bang cau hoi dua
trén mo hinh va thang do nghién ciru; khao sat thir dé diéu chinh cach dién dat; trién
khai khao séat chinh thuc; thu hoi, kiém tra, sang loc va ma hoéa dir liéu trude khi
phan tich bang phan mém SPSS. Trong qua trinh khao sat chinh thirc, nghién ciru
phat ra 250 bang hoi va thu vé 247 bang, dat ty 1& thu hdi 98,8%. Sau khi kiém tra
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va sang loc, 18 bang hoi bi loai do khéng dap tmg yéu cau vé tinh day du va do tin
cay cua thong tin. Két qua con lai 229 bang hoi hop 18 duoc st dung cho cac phan
tich tiép theo, twong mg ty 1& hop 18 92,7% trén tong s6 phiéu thu vé va 91,6% trén
tong s6 phiéu phat ra.Cac bang hoi bi loai khi thuéc mét trong cac trudng hop sau:
ngudi tra 101 khong thude dbi twong khao sat; bo tréng nhiéu ndi dung quan trong;
lga chon cung mdt phuong an cho hau hét hodc toan bo thang do; c6 cau tra 101
thiéu nhat quan; hoic c¢6 dau hiéu hoan thanh bang hoi thiéu nghiém tac.

Véi 229 quan sat hop 18, quy md mau dép Gng yéu cau tdi thiéu ddi véi cac
phan tich Cronbach’s Alpha, EFA va hdi quy da bién. Tuy nhién, do nghién ctru st
dung phuong phap chon mau thuan tién nén mau chua thé dai dién hoan toan cho
toan bg khach hang cd nhan cua Agribank Chi nhanh Ham Thudn Nam — Binh
Thuan. Két qua nghién ctru cht yéu phan anh nhan dinh ctia nhom khach hang duoc
tiép can trong thoi gian va pham vi khao sat.

Quy mé méu nghién ciru:

Theo Hair et al. (2010), ¢& mau t6i thiéu dé thuc hién phan tich nhan t6 kham
pha EFA 1a ndm muoi quan sat; mic do phu hop la mgt tram quan sat tr¢ 1én; va
mure d6 tot 1a khoang hai trim quan sat. Ngoai ra, cac tac gia dé xuat rang mdi bién
phai c6 it nhit nim quan sat. Trong cudc diu tra nay, thang do bao gém 24 bién
quan sat; 21 bién quan sat duoc sir dung dé danh gia nim yéu t6 doc 1ap va ba bién
quan sat dugc stir dung dé danh gia cac bién phu thudc. Do dé, kich thudc mau tdi
thiéu 14 120 quan sat (n = 24 x 5).

Tuy nhién, dé bao dam do tin cy cua dir liéu, han ché cac sai léch c6 thé
phat sinh trong qua trinh khdo sat va nang cao tinh 6n dinh cua két qua phan tich,
nghién ciru dy kién khao sat 250 khach hang c4 nhan tai Agribank Chi nhanh Ham
Thuan Nam — Binh Thuin. Quy mé miu nay 1én hon muec t6i thiéu can thiét va phu
hop dé thuc hién cac phéan tich thong ké tiép theo nhu Cronbach’s Alpha, EFA,

phan tich tuong quan Pearson va hoi quy tuyén tinh da bién.
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1.7 Dix li€u thu thap, cong cu xir ly dir li€u

Dit liéu sir dung trong nghién ctru 1a dit liéu so cap, duoc thu thap thong qua
khao sat bang bang cdu hoi ddi véi 250 khach hang ca nhan di, dang hodc c6 nhu
cu vay von tai Agribank Chi nhanh Ham Thuin Nam — Binh Thuan. Thoi gian
khao sat chinh thirc dugc thuc hién tir thang 04 dén thang 05 nam 2026 tai Agribank
Chi nhanh Ham Thuan Nam — Binh Thun. Dia diém khao sat 1a Agribank Chi
nhanh Ham Thuén Nam — Binh Thuan, noi khach hang dén giao dich hodc thuc hi¢n
céc thil tuc lién quan dén vay von.

Sau khi thu thap, dit li¢u khdo sat dugc lam sach, ma hoa va phan tich trén
SPSS. Cac budc xir Iy gom thong ké mo ta, kiém dinh do tin cay thang do, phan tich
EFA, kiém tra twong quan va hdi quy tuyén tinh da bién.

Quia trinh khao sat duoc thuc hién theo bn budc.

Budc 1: Xay dung bang cau hoi trén co s¢ mo hinh nghién ctu, két qua
nghién ctru dinh tinh va ¥ kién chuyén gia.

Budc 2: Khao sat thir nham kiém tra mirc d6 dé hiéu cua cau hoi, hiéu chinh
cach dién dat va hoan thién bang cau héi chinh thuec.

Budc 3: Tién hanh khao sat chinh thire d6i voi khach hang ca nhan dang vay
vbn hodc d3 timg vay von tai Agribank Chi nhanh Ham Thuan Nam — Binh Thuén.
Nguoi tra 10i dugc giai thich muc dich nghién ciru va cam két bao mat thong tin
trude khi tra 1o1.

Buéc 4: Thu hdi bang hoi, kiém tra tinh déy du cua thong tin, loai bo cac
phiéu khong dat yéu cau, ma hoa dir liéu va nhap liéu dé phan tich bang phan mém

SPSS.

TOM TAT CHUONG 1
No6i dung chuong 1 tap trung lam rd hanh vi vay vn c4 nhén trong ngin
hang thwong mai, dong thoi dé xuat mo hinh gdm nam nhén to: 13i suat va biéu phi,
thu tuc vay von, chét luong dich vy, thuong hi¢u ngan hang va sy thuan tién. Ngoai
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ra, chuong ciing trinh bay gia thuyét nghién ctru, thang do, mau khao sat va quy
trinh xtr 1y dir liéu 1am nén tang cho phan tich & Chuong 2. Pé phu hop véi bdi canh
nghién ctru tai Agribank Chi nhanh Ham Thuan Nam — Binh Thuan, cac thang do
dugc 14y tir cac nghién ciru trude va duoc sira doi bang cach tham khao ¥ kién cia
cac chuyén gia. Pay 1a co s& cho chuong tiép theo thuc hién phan tich thuc trang,

xur ly dir 1iéu khao sat va kiém tra mo hinh nghién ctru da dé xuat.
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CHUONG 2: THUC TIEN HOAT PONG CHO VAY KHACH
HANG CA NHAN VA KIEM PINH MO HINH NGHIEN CUU
TAI AGRIBANK CHI NHANH HAM THUAN NAM - BINH
THUAN

2.1 So lwgc vé Agribank Chi nhanh Ham Thuin Nam — Binh Thuén

Agribank Chi nhanh Ham Thudn Nam — Binh Thuén la don vi thanh vién
trong hé théng Ngan hang Nong nghiép va Phat trién Nong thon Viét Nam, hoat
dong trén dia ban ¢ dic trung kinh té gin v6i ndng nghiép, néng thon, ho san xut
va céac hoat dong kinh doanh nhé 1¢. Trong qué trinh hoat dong, chi nhanh gitr vai
tro cung ung von va dich vu tai chinh cho khach hang ca nhan, ho gia dinh, doanh
nghiép va cac to chirc kinh té tai dia phuong. Pia ban phuc vu cta chi nhanh gdbm
Ham Thuan Nam, Tan Lap, Tan Thanh va Ham Kiém sau sap nhdp hanh chinh. Day
1a khu vuc ¢6 nhu cau vén twong d6i da dang, nhung tap trung chi yéu vao san xuat
ndéng nghiép, thuong mai nho, tidu ding ho gia dinh va cac hoat dong sinh ké nong
thon. Vi vay, cho vay khach hang ca nhan gitt vi tri quan trong trong hoat dong kinh
doanh ctia chi nhanh, vira tao ngudn thu chu yéu tir tin dung, vira gbp phan thuc
hién vai trd dan vbn cho phat trién kinh té dia phuong.

Agribank Chi nhanh Ham Thuan Nam — Binh Thuén thuc hién tat ca cac
nhiém vu co ban cta mot ngan hang thwong mai vé chirc ning hoat dong. Ngoai
hoat dong tin dung, chi nhanh con thanh toan, chuyén tién, thu ho, chi ho, su dung
thé ATM, ngan hang dién tir va dich vu tai chinh hd tro khach hang. Dic biét, véi
dic thu ctia Agribank, chi nhanh con tham gia trién khai cac chinh sach tin dung wu
tién phuc vu khu vuc ndng nghiép, néng thon va cac nhém khach hang co nhu cau
von phuc vu san xuét, kinh doanh va doi séng.

Chi nhanh c6 mé hinh t6 chirc twong d6i tinh gon véi ban giam ddc va céc
phong nghiép vu chil chdt. Trong linh vuc cho vay, Phong Tin dung truc tiép thuc

hién cac nhi€ém vu nhu phat trién khach hang, nhan hoé so vay von, tham dinh, giai

29



ngan, giam sat khoan vay va thu hdi ng. Phong Ké toan Ngan quy phu trach nghiép
vu thu — chi, kiém soét tién mat, quan 1y quy tién té va phdi hop xur 1y cac giao dich
tai chinh phat sinh trong hoat dong thuong ngay ctia Chi nhanh.
2.2 Thuce trang cho vay ca nhan giai doan 2023-2025
2.2.1 Quy mo

Quy mo cho vay khéach hang ca nhan tai Agribank Chi nhanh Ham Thuan
Nam — Binh Thuan giai doan 2023 — 2025 ¢6 xu hudng tang truéng rd nét. Nam
2023, doanh sb cho vay cua khach hang c4 nhan ting tir 1.824.096 triéu dong 1én
1.912.525 triéu dong va dat 2.264.724 triéu dong vao nam 2024. Doanh sé cho vay
s€ tang manh 1én 18,42% vao nam 2025 sau khi dat 4,85% vao nam 2024. Két qua
nay cho thay nhu cau tin dung c4 nhan trén dia ban tiép tuc mo rong, dong thoi phan

anh nd lyc cta chi nhanh trong viéc duy tri va phat trién phan khuc khach hang ca

nhan.
Béang 2.1. Quy mé cho vay c4 nhan giai doan 2023 — 2025
Don
2024/2023 | 2025/2024
Chi tiéu vi 2023 2024 2025
(%) (%)
tinh
Doanh sb cho | Triéu
. 1.824.096 | 1.912.525 | 2.264.724 4,85 18,42
vay KHCN dong
Doanh sb thu | Triéu
. 1.663.499 | 1.776.675 | 2.068.044 6,80 16,40
ng KHCN dong
Du ng cho vay ‘
.| Triéu
KHCN cuoi . 1.719.310 | 1.855.160 | 2.051.841 7,90 10,60
5 dong
nam
S6 luong
Khach
khach hang 4.172 4.654 4.856 11,55 4,34
, hang
vay von

Nguon: Agribank Chi nhanh Him Thuin Nam — Binh Thuin nim 2023, 2024, 2025
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Song song v6i doanh sb cho vay, doanh sb thu ng khach hang c4 nhan ciing
tang lién tuc tir 1.663.499 triéu dong nim 2023 1én 1.776.675 triéu dong nam 2024
va dat 2.068.044 triéu dong nim 2025. Diéu nay cho thay hoat dong thu hoi vdn cia
chi nhanh van dugc duy tri tvong ddi 6n dinh trong diéu kién quy moé cho vay mé
rong. Du no cho vay khach hang c4 nhan cudi ndm ting tir 1.719.310 triéu dong 1én
2.051.841 tridu ddng trong giai doan 2023 — 2025; sb luong khach hang vay vén
cling tang tu 4.172 khach hang lén 4.856 khach hang. Nhu vay, hoat dong cho vay
khach hang c4 nhan khong chi ting vé quy md vén ma con md rong vé sb lugng
khach hang, gop phan cing cb vai trd cua chi nhanh trong viéc cung Gng tin dung
cho dan cu dia phuong.
2.2.2 Co ciu dw ng khdch hang cd nhdn theo thoi han vay

Nam 2023, du no ngén han dat 1.173.538 triéu déng, chiém 68,26% téng du
ng khach hang c4 nhan; nim 2024 ting 1én 1.316.016 triéu dong, chiém 70,94%; va
nam 2025 dat 1.523.604 triéu déng, chiém 74,26%. Ty trong du no ngén han tang
lién tyc cho thay chi nhanh dang wu tién cac khoan vay c6 vong quay von nhanh,
pht hop véi nhu cau san xuét néng nghiép, bd sung von luu dong va tiéu dung ngan
han cua khach hang ca nhan trén dia ban.

Bang 2.2. Co cAu dw ng theo thoi han giai doan 2023 — 2025

2023 Ty 2024 Ty 2025 Ty
Chi tiéu (Triéu | trong | (Triéu | trong | (Triéu | trong
dong) (%) dong) (%) dong) (%)
Du ng ngén han 1.173.538 | 68.26 | 1.316.016 | 70,94 | 1.523.604 | 7426
Du ng trung han 428768 | 24,94 | 39828 | 21.47 | 387.064 | 18,86
Du no dai han 91.617 | 533 | 9451 | 509 | 111.947 | 5.46
Tong du no KHCN |} 19 310 | 100,00 | 1.855.160 | 100,00 | 2.051.841 | 100,00
cuol nam

Ngudn: Agribank Chi nhanh Him Thuin Nam — Binh Thuin nim 2023, 2024, 2025
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Nguoc lai, du ng trung han c6 xu huéng giam tir 428.768 triéu dong nim
2023 xudng con 387.064 triéu ddng nim 2025; ty trong giam tir 24,94% xudng con
18,86%. Du no dai han tuy ting nhe tir 91.617 tridu dong 1én 111.947 triéu dong,
nhung ty trong van duy tri & muc thap, chi khoang 5% tong du ng khach hang ca
nhéan. Co cu nay phan anh dac thu tin dung tai dia ban Hdm Thuan Nam, noi phﬁn
16n khach hang c4 nhan vay vén phuc vu chu ky san xuét ngan han, kinh doanh nhé
1¢ va nhu cau doi sdng trudc mat. Tuy nhién, ty trong cho vay trung va dai han con
thap ciing cho thay chi nhanh chua khai thac manh cac nhu cau vén phuc vu dau tu
mo rong san Xuét, cai tao tai san, phat trién mo hinh kinh doanh hodc cai thién nha &
trong dai han.
2.2.3 Co ciu dw ng cho vay khdach hang cd nhan theo muc dich siv dung
vén

Xét theo muc dich sir dung von, du ng cho vay nong nghiép, nong thon
chiém ty trong ap ddo trong tong du ng khach hang ca nhan tai chi nhanh. Nam
2023, du no cho vay noéng nghiép, nong thén dat 1.222.516 triéu dong, chiém
71,11%; nam 2024 ting 1én 1.505.302 triéu dong, chiém 81,14%; va nam 2025 dat
1.735.769 triéu dong, chiém 84,60%. Két qua niy cho thiy dinh hudng tin dung cta
chi nhanh gin chit véi vai tro truyén théng cua Agribank trong phuc vu khu vire
ndéng nghiép, ndong thon va kinh té ho gia dinh.
Bing 2.3. Co ciu du ng cho vay khach hang ca nhan theo muc dich sir dung von giai

doan 2023 — 2025

2023 Ty 2024 Ty 2025 Ty
Chi tiéu (Triéu | trong | (Triéu | trong | (Triéu | trong

dong) (%) dong) (%) dong) (%)

Vay nong nghiép, ndong
" 1.222.516 | 71,11 | 1.505.302 | 81,14 | 1.735.769 | 84,60
thon

Vay san xuét kinh

359.206 | 20,89 | 195.232 | 10,52 | 160.594 7,83
doanh
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Vay tiéu dung 112.2 6,53 108.272 5,84 126.252 | 6,15

Vay muc dich khéc 48.872 2,84 73.4 3,96 73.477 3,58

Téng duw ng KHCN
o 1.719.310 | 100,00 | 1.855.160 | 100,00 | 2.051.841 | 100,00
cuol nam

Nguon: Agribank Chi nhanh Him Thuin Nam — Binh Thuén nim 2023, 2024, 2025
2.2.4 Chit lwong tin dung
Giai doan 2023-2025, tinh hinh n¢ qua han cta khach hang ca nhan tai chi
nhanh c6 sy bién dong qua cic nim, cho thiy can tiép tuc theo ddi chit ché chat
lugng khoan vay va kha ndng trd ng cua khach hang. Nam 2023, ng qua han la
8.019 triéu dong, tang 1én 13.631 triéu dong nam 2024, sau d6 giam con 9.349 triéu
déng nam 2025. Ty 1€ n¢ qua han trén téng du no 1an luot 14 0,47%, 0,73% va
0,46%. Mic du ng quéa han ting trong nam 2024, nhung dén nam 2025 di duoc kéo
giam, cho théy cong tac thu hoi va kiém soat ng c6 su cai thién.

Bang 2.4. Chit lwong tin dung c4 nhin giai doan 2023 — 2025

Chi tiéu Pon vitinh | 2023 2024 2025

No qué han cho vay KHCN Triéu dong 8.019 13.631 9.349

Ty I¢ ng qua han/Téng du no % 0,47 0,73 0,46
No xau cho vay KHCN Triéu dong 3.46 3.007 6.12

Ty 16 no xau/Tong du ng % 0,20 0,16 0,30

Dy phong rui rontﬁgnd‘-‘ng chovaycd | s ddng | 10519 | 5.626 | 7.844

Ngudn: Agribank Chi nhanh Him Thuin Nam — Binh Thuin nim 2023, 2024, 2025
D6i voi no xau, s lidu cho théy no xau giam tur 3.460 triéu dé)ng nam 2023
xudng 3.007 triéu dong nam 2024, nhung tang 1én 6.120 triéu dong nam 2025. Ty 1&
ng xau twong tmg 13 0,20%, 0,16% va 0,30%. Mic du ty 1& ng xdu van ¢ muc thap,
xu hudng tdng trong nam 2025 la dAu hiéu can luu y, dac biét trong bdi canh du no

ca nhan tiép tuc md rong va danh muc tin dung tap trung nhiéu vao linh vuc ndng
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nghiép. Dy phong rui ro tin dung cho vay c4 nhan ciing bién dong theo chét lwong
tin dung, tir 10.519 triéu dong nim 2023 giam xudng 5.626 tridu dong nim 2024,
sau do ting 1én 7.844 triéu dong nam 2025. Diéu ndy cho thdy chi nhanh di c6 su
diéu chinh du phong phii hop hon véi mirc d6 rai ro phat sinh. Nhin chung, chat
lwong tin dung cho vay khach hang c4 nhan tai chi nhanh van duoc kiém soét twong
d6i an toan, nhung dién bién no x4u nim 2025 cho thiy can tiép tuc ting cudng
tham dinh, kiém tra sau vay va quan 1y danh muc tin dung tap trung.
2.2.5 Hiéu qua cho vay khach hang ca nhdn

Trong giai doan 2023-2025, ty 18 thu no trén doanh s6 cho vay duy tri & mirc
cao, lan lugt 13 91,19%, 92,90% va 91,32%. Piéu nay cho thdy kha ning thu hoi
vbn tin dung cua chi nhanh twong d6i 6n dinh, du quy mé cho vay tiép tuc ting qua
cac nam.

Bang 2.5. Hiéu qua cho vay khach hang ca nhan giai doan 2023 — 2025

Chi tiéu Pon vi tinh | 2023 2024 2025
Doanh sb cho vay KHCN Triéu dong | 1.824.096 | 1.912.525 | 2.264.724
Doanh s6 thu ng KHCN Triéu dong | 1.663.499 | 1.776.675 | 2.068.044

Ty 1é thu no/Doanh sb cho vay % 91,19 92,90 91,32

Thu nhap lai tr cho vay KHCN Triéu dong | 169.451 171.852 172.698

Du ng cho vay KHCN cudi nam | Triéu dong | 1.719.310 | 1.855.160 | 2.051.841

Ty 1¢ thu nhép 1ai/Du ng binh
% 9,86 9,26 8,42

quan cudi nam

Ngudn: Agribank Chi nhanh Him Thuin Nam — Binh Thuin nim 2023, 2024, 2025
Thu nhap 14i tir cho vay khach hang c4 nhan ting nhe tir 169.451 triéu dong

nam 2023 1én 171.852 triéu dong nam 2024 va 172.698 triéu dong nam 2025. Ty 1é
thu nhap 14i trén du no cudi nim giam tir 9,86% nam 2023 xudng 9,26% nim 2024
va con 8,42% nam 2025. Diéu nay cho thay hiéu qua sinh 10i ciia hoat dong cho vay

khach hang cd nhan chua tang twong xtrng voi mue d) mé rong tin dung.
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2.3 Phan tich két qua nghién ctru dinh lwong tir dir liéu khio sat
2.3.1 M6 td méu nghién ciru

Dbi tuong tham gia khao sat chinh thirc 1a khach hang c4 nhan dang vay von
hodc dd timg vay von tai Agribank Chi nhanh Ham Thuan Nam — Binh Thuén.
Trudce khi phat bang hoi, nghién ciru st dung cdu hoi sang loc nham loai nhiing
ngudi chua timg phat sinh quan hé vay von tai Chi nhanh. Sau qué trinh thu thap va
sang loc, nghién ctru thu dugc 229 phiéu hop 1¢ dé dua vao phan tich. Tat ca nguoi
tra 101 trong mau chinh thirc déu di co trai nghiém thuc té d6i v6i dich vu vay vén
tai Chi nhanh. Vi vay, cac danh gia vé 14i suat va biéu phi, thu tuc va quy trinh vay
von, chat lugng dich vy, thuong hi€u ngan hang, su thuén tién va quyét dinh vay
von duoc hinh thanh trén co sé trai nghiém thyc té thay vi chi dya trén nhéan thic
hozc thong tin tim hiéu ban dau. Do miu nghién ciru da duoc kiém soat ngay tir tidu
chi Iya chon va khong bao gom khach hang chua timg vay von, nghién ctru khong
thuc hién so sdnh gitta nhom khach hang cé trdi nghiém va nhom chua cé trai
nghiém vay von.

Xét theo gidi tinh, trong 229 khach hang tham gia khao sat, nam gi6i chiém
ty 1€ cao hon vdi 132 nguoi, tuong duong 57,6%; nit gidi c6 97 nguodi, tuong duong
42,4%. Két qua nay cho thay nhom khach hang nam chiém ty 1é cao hon trong mau
nghién ctru, tuy nhién muc chénh 1éch gitra hai nhom gidi tinh khong qué 16m.

Gioi_tinh

125

100—]

Frequency
i

o

=5

Nalln [ [y
Gioci_tinh

Hinh 2.1 Phin b6 miu nghién ciru theo gi6i tinh
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Nguon Tac gla tong hop tir dir liéu khio sat va két qua phan tich trén SPSS.
Vé d6 tudi, nhom khach hang tir 25 dén dudi 40 tudi chiém ty trong 16n nhat

trong mau khao sat, v&i 77 nguoi, twong tng 33,6%. Diéu nay cho thay nhom khach
hang trong do tudi lao dong 6n dinh 14 nhém ¢6 nhu cau hodc mutc dd quan tam cao
hon dbi v6i hoat dong vay von tai chi nhanh. Tiép theo 1a nhom tir 40 dén dudi 50
tudi voi 60 ngudi, chiém 26,2%; nhom dudi 25 tudi co 52 nguoi, chiém 22,7%; va
nhom tir 50 tudi tré 1én co 40 ngudi, chiém 17,5%. Diéu nay cho thay phan 16n
khach hang khao sat nam trong d6 tudi lao dong, co nhu cau vay von dé san xuat,

kinh doanh, ti€u dung hoac cai thién di€u kién song.

Do_tuoi

W i 25 tudi

B Tir 25 &n cudi 40 tudi
O Tir 40 @En dudi 50 tudi
W i 50 tudi tré 120

Hinh 2.2 Phin b6 miu nghién ctru theo dd tudi
Nguon: Tac gia tong hop tir dir li¢u khao sat va két qua phan tich trén SPSS.

Theo tiéu chi hoc vén, khach hang thudc nhom trung cip/cao ding chiém wu

thé trong mau khao sat, v6i 101 trudng hop, twong duong 44,1%. Két qua nay cho
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thiy nhoém khach hang c6 trinh do dao tao nghé va chuyén mén tng dung 1a nhém
tham gia khao sat nhiéu nhat, phan anh dic diém kha phu hop véi co cau khach
hang c4 nhan c6 nhu ciu vay von tai dia phuong. Cac nhom con lai ¢ ty 18 thap
hon, g6m khach hang trinh d¢ dai hoc véi 77 nguoi, tuong duong 33,6%; trinh do
trung hoc phd thong tré xudng véi 47 nguoi, tuong duong 20,5%; va sau dai hoc

v6i1 4 nguoi, tuong duong 1,7%.
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Hinh 2.3 Phin b6 miu nghién ciru theo trinh d9 hoc vin

Ngudn: Tac gia tong hop tir dir liéu khio sat va két qua phan tich trén SPSS.

V& nghé nghiép, nhom kinh doanh/hé kinh doanh cé thé chiém ty 1¢ cao nhét
v6i 84 nguoi, tuong tng 36,7%. Tiép theo 1a nhom cong nhan/nhan vién vin phong
v6i 64 ngudi, chiém 27,9%; nhom san xuit nong nghiép c6 47 ngudi, chiém 20,5%;
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nhom cén b, céng chirc, vién chic c¢6 19 ngudi, chiém 8,3%; va nhom nghé nghiép
khac c6 15 ngudi, chiém 6,6%. Két qua nidy cho thdy khach hang vay von tai chi
nhanh cha yéu 1a nhom kinh doanh ho gia dinh, lao dong hudng luong va san xut

nong nghiép, pht hop véi dic diém kinh té dia phuong.

Nghe_nghiep

B =an xuft ndng nghiép

[ Kinh goanhihé kinh doanh
cathe

o Céng nhan/nhan vién van
phong

[ Can b, céng chic, vign
chirc

O rghé nghigp khac

Hinh 2.4 Phin b6 miu nghién ciru theo nghé nghiép

Ngudn: Tac gia tong hop tir dir liéu khio sat va két qua phan tich trén SPSS.

Co cdu méu theo thu nhip cho thdy nhom khach hang cé thu nhép tir 7 d&én
dudi 10 triéu déng/thang chiém wu thé, voi 109 ngudi, twong duong 47,6% tong sd
khao sat. Nhom thu nhép dudi 5 triéu dong/thang dtng tht hai v6i 62 nguoi, chiém
27,1%. Hai nhém con lai c6 ty 1& thiap hon, gdm nhom tir 10 dén dudi 15 tridu

dong/thang v6i 34 nguoi, chiém 14,8%, va nhom tir 15 triéu dong/thang tré 1én véi
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24 ngudi, chiém 10,5%. Két qua nay cho thay phan 16n khach hang tham gia khao
sat thudc nhom thu nhép trung binh, phan 4nh dic diém phu hop véi nhom khach
hang ¢4 nhan c6 nhu cau vay von phuc vu tiéu ding, san xuit, kinh doanh nhé hozc

cac nhu cau tai chinh ho gia dinh.
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Hinh 2.5 Phin b6 miu nghién ciru theo thu nhap binh quan hang thang
Ngudn: Tac gia tong hop tir dir liéu khio sat va két qua phan tich trén SPSS.

2.3.2 Phan tich Cronbach’s Alpha

Do tin cay cta thang do duoc kiém tra bang Cronbach’s Alpha trude khi thyc
hién EFA. Két qua sang loc cho thiy ba bién LSCP2, CLDV3 va TH3 khéng dap
g yéu ciu vé tuong quan bién — tong nén duoc loai khoi md hinh do ludong. Sau
diéu chinh, cac thang do déu co hé sd Alpha dat tor 0,752 dén 0,872, cao hon
ngudng chép nhan 0,6. Cu thé, 14i suit va biéu phi dat 0,752; thu tuc va quy trinh
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vay von dat 0,818; chét luong dich vu dat 0,872; thuong hiéu ngan hang dat 0,847;
su thuan tién dat 0,851; va quyét dinh vay von dat 0,865. Nhu vay, hé théng bién

quan sat con lai bao dam do tin cdy can thiét va phu hop dé tiép tuc phan tich nhan

t6 kham ph4. Két qua chi tiét duoc thé hién tai Bang 2.6.

Biang 2.6 Két qua Cronbach’s Alpha

Bién quan Trung bin{1 Phuwong sa’i Twong quan Cronbaclrl’s
it thang dornéu thang dornéu bién téng Alpha n'éu
loai bién loai bién loai bién
Lai suat va biéu phi — LSCP (a = 0,687) — Lan 01
LSCP1 11,799 4,074 0,565 0,558
LSCP2 11,869 4,877 0,269 0,752
LSCP3 11,655 4,183 0,588 0,549
LSCP4 11,707 4,348 0,495 0,606
Lii suit va biéu phi — LSCP (a = 0,752) — Lan 02
LSCP1 7,991 2,360 0,586 0,663
LSCP3 7,847 2,437 0,619 0,627
LSCP4 7,900 2,512 0,539 0,717
Thii tuc va quy trinh vay von — TTQT (o = 0,818)
TTQT1 11,895 2,928 0,672 0,755
TTQT2 11,978 3,346 0,603 0,787
TTQT3 11,817 3,247 0,653 0,765
TTQT4 11,956 2,998 0,634 0,774
Chit lwong dich vu — CLDV (o = 0,781) — Lan 01
CLDVI 13,983 11,719 0,704 0,688
CLDV2 14,009 11,816 0,693 0,692
CLDV3 14,052 16,383 0,117 0,872
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CLDV4 13,891 11,659 0,723 0,681
CLDVS5S 13,865 12,565 0,627 0,717
Chit lwong dich vu — CLDV (o = 0,872) — Lin 02
CLDV1 10,585 9,551 0,719 0,840
CLDV2 10,611 9,563 0,721 0,839
CLDV4 10,493 9,251 0,783 0,814
CLDVS5S 10,467 10,066 0,684 0,853
Thwong hiéu ngan hang — TH (o = 0,720) — Lan 01
TH1 11,275 5,560 0,659 0,574
TH2 11,349 5,965 0,564 0,629
TH3 11,930 6,188 0,251 0,847
TH4 11,258 5,543 0,680 0,564
Thwong hiéu ngan hang — TH (o = 0,847) — Lan 02
TH1 7,934 2,798 0,772 0,729
TH2 8,009 3,088 0,668 0,830
TH4 7,917 2,997 0,704 0,796
Su thuén tién — STT (o = 0,851)
STT1 12,266 5,679 0,611 0,844
STT2 11,895 5,594 0,680 0,815
STT3 11,987 5,434 0,721 0,798
STT4 11,930 5,004 0,756 0,781
Quyét dinh vay von — QDVYV (a = 0,865)
QDVVI 6,576 1,500 0,689 0,857
QDVV2 6,830 1,414 0,798 0,762
QDVV3 7,031 1,302 0,749 0,807

Ngudn: Tac gia tong hop tir dir liéu khio sat va két qua phan tich trén SPSS.

Bién LSCP2 bi loai khoi thang do 13i suit va biéu phi do hé sd twong quan

bién — tong chi dat 0,269, thip hon ngudng chip nhan 0,30. Pong thoi, sau khi loai
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bién nay, hé sb Cronbach's Alpha cia thang do ting tir muc ban du 1én 0,752, cho
thiy do tin cdy ndi tai ctia thang do duoc cai thién. Vé mat thyc tién, LSCP2 phan
anh mot khia canh cta chi phi vay von ma khach hang van quan tdm khi lya chon
ngan hang. Tuy nhién, trong bdi canh Agribank Chi nhanh Ham Thuin Nam — Binh
Thuén, khach hang chu yéu 14 ho san xuét, ho kinh doanh va ca nhan tai khu vuc
néng nghiép, nong thon. Quyét dinh vay von cia nhom khach hang nay thudng chiu
anh huong nhiéu hon boi kha ning tiép can vén, thu tuc vay va sy thuan tién trong
giao dich, trong khi su khac biét vé 13i suat va biéu phi giita cdc ngan hang khong
16n. Do d6, bién LSCP2 chua phan anh dong nhat v6i cac bién con lai trong cung
thang do. Viéc loai LSCP2 khong lam thay doi ban chat cia thang do 13i suat va
biéu phi vi cac bién quan sat con lai van phan anh day da cac ndi dung cbt 15i lién
quan dén muc 13i suat, chi phi vay va tinh minh bach cta cac khoan phi. Tuy nhién,
pham vi phan anh cua thang do c¢6 phan thu hep va day l1a diém can duoc luu y khi
dién giai két qua nghién ctru.

Bién CLDV3 ¢6 hé sb twong quan bién — tong bang 0,117, thap hon dang ké
so v6i ngudng chdp nhan 0,30. Sau khi loai bién nay, hé s Cronbach's Alpha cua
thang do chat luong dich vu tang 1én 0,872, thé hién muc d6 nhét quan ndi tai cua
thang do duogc cai thién rd rét. Nguyén nhan c6 thé xuat phat tir viée ndi dung cia
CLDV3 chua phan anh cung mét khia canh véi céac bién quan sat con lai hoac duoc
khach hang hiéu theo nhiéu cach khac nhau trong qua trinh tra 1oi. Piéu nay lam
gidm muc do tuong quan gitta CLDV3 vai1 toan b thang do. Viéc loai CLDV3
khong anh hudng dang ké dén gia tri ndi dung ctia thang do vi cac bién con lai vin
bao quat cac thanh phﬁn quan trong cua chat luong dich vu nhu nang luc phuc vy,

thai do nhan vién, kha ning hd trg va mic do dap tmg nhu cau khach hang.

Bién TH3 c6 hé sb twong quan bién — tong dat 0,251, thip hon ngudng 0,30
nén khong dap tng yéu cau vé do tin ciy cia thang do. Sau khi loai bién nay, hé s6
Cronbach's Alpha cua thang do thuong hi¢u tang 1én 0,847, cho théiy muc d6 nhat
quén cia thang do duoc cai thién. Mic du TH3 c6 y nghia thyuc tién trong viéc phan
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anh mirc d6 thuc hién cam két cia ngan hang d6i v6i khach hang, nhung két qua
khao sat cho thdy khach hang chua c6 su dénh gia thong nhat ddi véi ndi dung nay.
Diéu nay c6 thé do mirc do tiép xtic va trai nghiém cua mdi khach hang véi cac cam
két dich vu cua ngan hang khac nhau. Viéc loai TH3 khong lam thay ddi ndi ham
cta thang do thuong hiéu vi cac bién con lai vAn phan anh day du cac khia canh ct
16i cua thuong hiéu ngan hang, bao gdm uy tin, mic do tin cdy va hinh anh cia

Agribank trong nhan thirc ciia khach hang.

2.3.3 Phén tich EFA
2.3.3.1 Phdn tich EFA cho cdc bién doc ldp

Két qua kiém dinh tién dé cho EFA d6i véi cac bién doc 1ap cho thiy bo dir
lidu c6 mirc d6 thich hop can thiét. Chi s6 KMO dat 0,848, vuot mirc khuyén nghi
0,5, phan anh cac bién quan sat c6 du sy lién két dé tién hanh rat trich nhan té.
Pong thoi, kiém dinh Bartlett cho gia tri Sig. = 0,000, nhé hon 0,05, ching t6 ma
tran twong quan khong phai 1a ma tran don vi. Nhu vay, dit liéu dép ung yéu cau dé
tiép tuc phan tich nhan t6 kham pha dbi voi nhom bién doc lap.

Bang 2.7 Kiém dinh mirc @9 phii hop dir liéu EFA cho cac bién doc lap

H¢ 56 KMO 0,848
Approx, Chi-Square 1836,918
Kiém dinh Barlett df 153
Sig 0,000

Nguon: Tac gia tong hop tir dir liéu khio sat va két qua phén tich trén SPSS.

Két qua EFA cho thiy dit liéu duoc gom thanh 5 nhém nhan t§ véi

Eigenvalue dat 1,400, dap ung diéu kién 16n hon 1. Tong phuong sai trich dat

70,497%, vuot mirc yéu cau 50%, cho thiy cac nhan té rut trich c6 kha ning dai

dién tot cho dir liéu nghién ctu va giai thich dugc phan 16n sy bién thién cua cac
bién quan sat.

Bang 2.8 Mirc d9 gidi thich phwong sai ciia cic nhéan té ddc lap
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Total Variance Explained
Extraction Sums of Rotation Sums of
Initial Eigenvalues
Squared Loadings Squared Loadings
Nhan to
% of |Cumulati % of |Cumulati % of |Cumulati
Total Total Total
Variance| ve % Variance| ve % Variance| ve %
1 5,677| 31,538 | 31,538 | 5,677 | 31,538 | 31,538 {2,900 | 16,109 | 16,109
2 2,291 12,725 | 44,263 | 2,291 | 12,725 | 44,263 [2,782 | 15,457 | 31,567
3 1,693 9,406 | 53,669 | 1,693 | 9,406 | 53,669 | 2,641 | 14,670 | 46,237
4 1,629 9,051 | 62,720 | 1,629 | 9,051 | 62,720 {2,324 | 12,911 | 59,148
5 1,400 7,777 | 70,497 | 1,400 | 7,777 | 70,497 |2,043 | 11,349 | 70,497
6 0,639| 3,550 | 74,047
17 10,247 1,375 | 98,748
18 10,225 1,252 |100,000
Extraction Method: Principal Component Analysis.

Nguon: Tac gia tong hop tir dir li¢u khao sit va két qua phan tich trén SPSS.

Sau khi thyc hién rat trich nhan t6 bang phuong phéap Principal Component

Analysis va xoay Varimax, cac bién quan sat dugc sap xép vao 5 nhom nhén to

riéng biét. Két qua tai nhan t6 dao dong tir 0,717 dén 0,885, déu vuot ngudng 0,5.
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bicu nay cho thay cac bién quan sat c6 murc do lién két tot vai nhan to tuong ing va

dap mg yéu cau ctia phan tich EFA.

Bang 2.9 Ma tran nhén t6 sau xoay ciia nhém bién doc 1ap

Component

3

CLDV4

0,854

CLDV2

0,817

CLDV1

0,802

CLDV5

0,784

STT4

0,841

STT3

0,832

STT2

0,776

STT1

0,717

TTQTI

0,798

TTQT3

0,794

TTQT4

0,779

TTQT2

0,758

THI1

0,885

TH4

0,838

TH2

0,789

LSCP3

0,834

LSCP4

0,768

LSCP1

0,750

Ngudn: Tac gia tong hop tir dir liéu khio sat va két qua phan tich trén SPSS.
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2.3.3.2 Phdn tich nhan t6 kham phd cho bién phu thudc

Dbi voi thang do quyét dinh vay vén, két qua kiém dinh diéu kién EFA cho thay

dit liéu c6 thé st dung dé rat trich nhan t6. Cu thé, chi s6 KMO dat 0,718, cao hon

muc tdi thiéu 0,5, phan anh muc dg thich hop cua mau nghién ctru. Bén canh do,

kiém dinh Bartlett c6 Sig. = 0,000 < 0,05, cho thiy giita cac bién quan sat ton tai

moi lién hé thong ké can thiét. Vi vay, thang do bién phu thudc dap tmg yéu cau dé

tiép tuc phan tich nhan t6 kham pha.

Bang 2.10 Kiém dinh mirc d phit hop dir liéu EFA cho bién phu thudc

H¢ s6 KMO 0,718
Approx. Chi-Square 340,975
Kiém dinh Barlett df 3
Sig. 0,000

Nguodn: Tac gia tong hop tir dir liéu khio sat va két qua phan tich trén SPSS.

Két qua giai thich phuwong sai cho thdy phéan tich nhan t6 kham pha rt ra mot

nhan t6 tir ba bién quan sat cua thang do quyét dinh vay vbn khi gia tri Eigenvalue =

2,368, 16n hon 1. Téng phuong sai trich dat 78,937%, cao hon mitc 50% can thiét.

Diéu nay chimg minh rang thang do bién phy thudc c6 mirc d6 hoi tu cao co thé giai

thich 78,937% su bién thién cua dir liéu.

Bang 2.11 Mirc d9 giai thich phwong sai ciia nhan t6 phu thugc

Total Variance Explained
Initial Eigenvalues Extraction Sums of Squared Loadings
Component Total % of Cumulative Total % of Cumulative
Variance % Variance %
1 2,368 78,937 78,937 2,368 78,937 78,937
2 0,395 13,180 92,117
3 0,236 7,883 100,000

Ngudn: Tac gia tong hop tir dir liéu khio sat va két qua phan tich trén SPSS.
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Két qua ma tran nhan t6 cho thdy hé sb tai nhan t6 cuia QDVV2 1a 0,916,
QDVV3 120,892 va QDVV1 1a 0,856. Cac hé s tai nay déu cao, chimg to rang cic
bién quan sat c6 kha ning phan anh nhan té phu thudc mot cach hiéu qua.

Bang 2.12 Ma trin nhn td cia bién quyét dinh vay von

Component Matrix®

Component
1
QDVV2 0,916
QDVV3 0,892
QDVV1 0,856

Extraction Method: Principal Component Analysis.

a. 1 components extracted.

Nguon: Tac gia tong hop tir dir li¢u khao sit va két qua phan tich trén SPSS.
2.3.4 Phan tich héi quy
2.3.4.1 Hé s6 hoi quy
Két qua phan tich hoi quy cho thay trong 5 bién doc 1ap dua vao mo hinh, c6
4 bién c6 y nghia thong ké & mirc 5%, gébm: Thu tuc va quy trinh vay vén, Chat
lugng dich vu, Thuong hiéu ngan hang va Su thuan tién. Riéng bién 13i suat va biéu
phi c6 gia tri Sig. = 0,243 > 0,05 nén chua du co sé két luan yéu t6 nay co anh
huong c6 ¥ nghia théng ké dén quyét dinh vay von cua khach hang c4 nhan trong

mo hinh nghién ctru.
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Bang 2.13 Két qua hé sb hdi quy

Coefficients®
Unstandardized | Standardized Collinearity
Model Coefficients Coefficients t Sig. Statistics
B [Std. Error Beta Tolerance| VIF
(Constant) | 0,278 | 0,228 1,220 | 0,224

LSCP | 0,047 | 0,040 0,060 1,170 | 0,243 0,805 1,242
TTQT | 0,278 | 0,051 0,277 5,437 | 0,000 0,824 1,213
: CLDV | 0,143 | 0,030 0,253 4,743 | 0,000 0,755 1,325
TH 0,106 | 0,036 0,154 2,951 | 0,004 0,790 1,266
STT 0,228 | 0,041 0,301 5,618 | 0,000 0,746 1,341

a. Dependent Variable: QDVV

Ngudn: Tac gia tong hop tir dir liéu khio sat va két qua phan tich trén SPSS.

Vi hé sb Beta chuan hoa 1a 0,301, sy thuan tién 1a yéu td co tac dong manh
nhat dén quyét dinh vay von cua khach hang ca nhan, theo két qua duogc trinh bay
trong Bang 2.13. Thu tuc vay von véi Beta = 0,277, chat luong dich vu voi Beta =
0,253 va thuong hiéu ngin hang véi Beta = 0,154 tiép theo. Cac yéu t6 nay déu c6
hé s6 Beta duong va Sig. < 0,05, cho thdy cac nhan t6 nay déu tac dong tich cuc dén

quyét dinh vay von ctia khach hang.

Tuy nhién, biéu phi va bién 1ai suit c6 hé s6 Beta = 0,060 va Sig. = 0,243,
16n hon 0,05. Két qua nay cho thdy yéu t6 14i suat va biéu phi chua du co s¢ thong

ké dé khang dinh c6 tac dong dén quyét dinh vay vén cua khach hang tai Chi nhanh.

2.3.4.2 Danh gia sy phu hop cua mé hinh

Két qua phan tich cho thidy R2 hiéu chinh = 0,511. Diéu nay cho thay ring
céc bién doc 1ap trong mo hinh dong goép 51,1% su thay doi trong quyét dinh vay
vbn ctia khach hang ca nhan tai Agribank Chi nhdanh Ham Thuin Nam — Binh

Thuan.
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Béng 2.14 Mirc do phu hgp mé hinh

Adjusted R td. E f th .
Model R R Square djusted Sud r?or "1 Durbin-Watson
Square Estimate
1 0,7232 0,522 0,511 0,40095 1,780

a. Predictors: (Constant), STT, LSCP, TTQT, TH, CLDV

b. Dependent Variable: QDVV

Ngudn: Tac gia tong hop tir dir liéu khio sat va két qua phén tich trén SPSS.

Kiém dinh ANOVA cho mé hinh hdi quy ghi nhan F = 48,718 va Sig. =
0,000, thap hon murc ¥ nghia 5%. Két qua nay cho thay su két hop cua cac bién doc
1ap trong md hinh c¢6 kha ning giai thich bién dong cua quyét dinh vay vén, thay vi
chi phan anh sy dao dong ngiu nhién cua dir liéu. Vi vay, mo hinh hoi quy dugc
xem la dat yéu cdu vé ¥ nghia téng thé va co thé tiép tuc str dung dé dién giai muc

do tac dong cua céc yé€u to trong nghién curu.

Bang 2.15 Két qua ANOVA trong hoi quy

ANOVA?
Model Sum of df Mean Square F Sig.
Squares
Regression 39,160 5 7,832 48,718 0,000°
1 Residual 35,850 223 0,161
Total 75,009 228
a. Dependent Variable: QDVV
b. Predictors: (Constant), STT, LSCP, TTQT, TH, CLDV

Nguon: Tac gia tong hop tir dir li¢u khao sit va két qua phan tich trén SPSS.

2.3.4.3 Do tim cdc vi pham gia dinh can thiét
+ Kiém dinh vé phan phoi chuin cia phan dw
Viéc kiém tra dang phan phéi cua phan du duoc thyc hién thong qua bicu do
Histogram d6i voi phan du chuan héa. Két qua quan sat cho thiy cac gia tri phan du
phan bd tuong ddi can déi quanh diém trung tAm, véi gia tri trung binh xap xi 0 va
d6 1éch chuan khoang 0,989. Nhu viy, phan phdi phan du khong thé hién su sai
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1éch 16n so véi dang chudn. Do d6, gia dinh vé phan phdi chuin ctia phan du dugc
xem 13 dap ung, qua d6 bao dam diéu kién can thiét dé tiép tuc sir dung mo hinh hdi
quy trong viéc phan tich cac yéu t6 anh hudong dén quyét dinh vay vdn cua khach
hang cé& nhan tai Agribank Chi nhdanh Ham Thuan Nam — Binh Thuén.

Histogram
Dependent Variable: QDVV

Mean = -7.09E-15
40 Stl. Dev. = 0.989
M=229

307

Frequency
i
>
y

ST

10 \

T

a 1 T
-2 a 2 4

Regression Standardized Residual
Hinh 2.6 Biéu do Histogram
Ngudn: Tac gia tong hop tir dir liéu khio sat va két qua phan tich trén SPSS.
+ Kiém tra da cong tuyén
Két qua kiém dinh cho thiy cac bién doc 1ap trong md hinh cé chi sb VIF
thép, dao dong tur 1,213 dén 1,341. Déng thoi, gia tri dung sai déu 16n hon 0,1. Nhu
vy, mirc do lién hé giira cac bién doc 1ap khong du 16n dé gy sai 1éch nghiém
trong trong udc lwong hoi quy. Mo hinh vi thé dap g yéu cau vé da cong tuyén va
c6 thé tiép tuc str dung dé phén tich tac dong cua cac nhan té.
+ Kiém tra tinh ddc 1ap ciia phan dw
Gia tri Durbin—-Watson dat 1,780, ndm trong khoang cho phép. Két qua nay
cho thiy phan du ctia mé hinh khong c6 diu hiéu ty trong quan dang ké. Do do, gia
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dinh v& tinh doc 14p cua sai sb duogc bao dam, tao co s¢ phu hop dé dién giai két qua
hoi quy tuyén tinh.
+ Kiém tra gia dinh vé su 6n dinh ciia phwong sai sai s6
Gia dinh vé phuong sai sai s6 duge xem xét théng qua kiém dinh Park. Két
qua hdi quy phu tro cho gi tri Sig. = 0,548, 16n hon 0,05, nén chua c6 bang chimg
cho thiy mé hinh vi pham hién tuong phuong sai thay d6i. Piéu ndy ching minh
rang chua c6 bang chimg théng ké dé két luan rang mo hinh c6 hién tuong phuong

sai phan du thay d6i.

Bén canh do, quan sat dd thi kiém dinh Park cho théy cac diém dir lidu phan
bd tuong doi ngﬁu nhién, khong tao thanh dang hinh mau 1o rét. Vi vay, coO thé két
luan rang gia dinh phuong sai phan du khong d6i duoc bao dam, mé hinh hoi quy
pht hop dé sir dung trong viéc phan tich va dién giai cac yéu to anh huong dén
quyét dinh vay von cua khach hang ca nhéan tai Agribank Chi nhanh Ham Thuéan
Nam — Binh Thuan.

USQUARE
O Observed
10.00- —— Linear
L]
5.00
5.00—
[=]
b
[=]
1 L]
4.00 L & o) P
o
o (=] 2 o 8
[
(=]
(=] (=] L= g
2.00- =] g o 8 E
[ a L= g % 8
g—s E 5 g o |
, g B
(n[n) T ﬂ T £ T
2.00 2.50 3.00 3.50 4.00 4.50

Hinh 2.7 Do thi Kiém dinh Park
Nguon: Tac gia tong hop tir dir li¢u khao sat va két qua phan tich trén SPSS.
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Trén co s& phan tich trén, két qua hdi quy ¢ do tin ciy va phu hop dé giai
thich mirc d6 anh hudng cua cac yéu td d6i véi quyét dinh vay von cua khach hang
cua Agribank Chi nhdanh Ham Thuan Nam — Binh Thuan.

Duya trén két qua phan tich hdi quy tai Bang 2.15, ¢6 4 yéu té c6 tac dong
cung chiéu va ¢ y nghia thng ké dén quyét dinh vay von cua khach hang ca nhan,
gé)m: su thuan tién, tha tuc va quy trinh vay von, chat luong dich vu va thuong hi¢u
ngan hang. P4i véi 13i suat va biéu phi, két qua hdi quy chua du co s¢ dé khang
dinh vai trd ctia yéu t6 nay trong mé hinh, do gia tri Sig. dat 0,243, cao hon ngudng
0,05. Trén co so cac hé sb c6 ¥ nghia théng ké, mo hinh hoi quy chuan héa duoc
biéu dién nhu sau:

QDVV =0,301STT + 0,277TTQT + 0,253CLDV + 0,154TH
Trong do:

QDVV: Quyét dinh vay von cta khach hang ca nhan tai Agribank Chi nhanh
Ham Thuan Nam — Binh Thuan;

STT: Su thuan tién;

TTQT: Thu tuc va quy trinh vay von;

CLDV: Chét luong dich vu;

TH: Thuong hi¢u ngan hang.
2.3.4.4 Két ludn cdc gid thuyét nghién ciiu

Trén co s& két qua nghién ctru, tac gia dua ra nhitng nhan xét sau day vé gia

thuyét nghién ctru:

Bang 2.16 Két luiin céc gia thuyét nghién ciru

Gia Micy | Két
. Noi dung
thuyét nghia | luén

Lai suat va biéu phi c6 tac dong cung chiéu dén quyét
H1 |dinh vay von cia khach hang ci nhan tai Agribank | 0,243 | Bac bo
Chi nhanh Ham Thuan Nam — Binh Thuan.
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Gia N Micy | Két
thuyét Rt nghia | luén
Thu tuc va quy trinh vay vén cé tac dong cung chiéu .
H2 | dén quyét dinh vay von cta khach hang cé nhan tai | 0,000 Ch?p
Agribank Chi nhanh Ham Thudn Nam — Binh Thuén. nhan
Chat lwong dich vu co tac dong cung chiéu dén quyét .
H3 | dinh vay von cta khach hang c4 nhdn tai Agribank | 0,000 Chflp
Chi nhanh Ham Thuan Nam — Binh Thuan. nhan
Thuong hiéu ngan hang c6 tac dong cung chiéu dén .
H4 | quyét dinh vay von ctua khach hang c4d nhan tai | 0,004 Ch?p
Agribank Chi nhanh Ham Thuan Nam — Binh Thuéan. nhan
Sy thuan tién c6 tac dong cung chiéu dén quyét dinh .
H5 |vay vbn cua khach hang ca nhan tai Agribank Chi | 0,000 Chflp
nhanh Ham Thuan Nam — Binh Thuan. nhan

Nguon: Tac gia tong hop tir dir li¢u khao sat va két qua phan tich trén SPSS.

2.3.5 Thdo ludn két qua héi quy

Yéu t6 1ai suit va biéu phi khong c6 ¥ nghia thong ké trong mé hinh do gia
tri Sig. = 0,243 > 0,05. X¢ét theo hé s6 Beta chuan hoa, murc d6 tac dong cia cac yéu
td duoc sép Xép theo thu ty gidm dan nhu sau: sy thuan tién véi B =0,301; thu tuc
va quy trinh vay von véi B=0,277; chit lugng dich vu véi B = 0,253; va thuong
hiéu ngan hang véi p = 0,154. Két qua nay cho thdy quyét dinh vay vén ctia khach
hang c4 nhan tai chi nhanh chiju tac ddng manh hon béi cac yéu td lién quan dén trai
nghiém giao dich, kha ning tiép can dich vu va quy trinh phuc vy, thay vi chi phu

thudc vao yéu to chi phi vay von.

Can cir hé s6 B = 0,301, sy thuan tién 13 bién c6 mirc anh huéng ndi bat nhat
trong md hinh hoi quy, cho thiy kha ning tiép can va giao dich d& dang dong vai trd
quan trong trong viéc thuc day khach hang c4 nhan lwa chon vay vén. Thang do su

thudn tién phan anh cac ndi dung nhu vi tri giao dich thuén loi, thoi gian lam viéc
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phu hop, kha ning lién hé dé dang voéi ngan hang va céac giao dich duoc thuc hién
nhanh chong. Két qua nay cho thiy khi su thuan tién ting 1én, kha ning khach hang
lga chon vay von tai Agribank Chi nhdanh Ham Thuan Nam — Binh Thuan cling tang
theo. Piéu nay phu hop v6i dic diém khach hang ca nhan tai dia ban cap huyén, noi
nhiéu khach hang 1 ho kinh doanh c4 thé, ngudi san xuit néng nghiép hoic ngudi
lao déng c6 nhu ciu giao dich nhanh, dé tiép c4n va tiét kiém thoi gian. Két qua nay
tuong dong v6i nghién ctru nudce ngoai cua Akhundov (2024), khi téc d6 xtr Iy hd
so, mang ludi giao dich va kha nang tiép can dich vu duoc xac dinh la nhitng yéu tb
anh huong dén quyét dinh lya chon ngin hang cua khach hang ca nhan. Pong thoi,
két qua ciling pht hop vdi cac nghién ciru trong nude ciia Nguyén Giac Tri (2023)
va Bui Van Thuy va cdng su, khi sy thuan tién dugc ghi nhan la mgt trong nhiing
yéu to anh huong dén quyét dinh lya chon ngan hang hoic quyét dinh vay von cia

khach hang céa nhan.

Déi v6i yéu t6 thu tuc va quy trinh vay von, két qua hdi quy cho thiy yéu td
ndy co tac dong cung chiéu dén quyét dinh vay von véi hé s6 p = 0,277, dimg thu
hai trong mé hinh. Diéu nay cho thay khach hang ca nhan danh gia cao viéc ho so
vay von dugc hudng din rd rang, thu tuc don gian, thoi gian xir Iy nhanh va quy
trinh vay von thuén tién. Trong thuc té, dbi v4i khach hang ca nhan, dac biét la
nhém khach hang vay von phuc vu san xuat, kinh doanh ho gia dinh hoac tiéu dung,
quy trinh vay von cang rd rang va dé thuc hién thi kha ning quyét dinh vay vén
cang cao. Két qua nay tuong dong voi nghién ciru cuia Subedi va Joshi (2025), khi
diéu kién vay von va thdi han tra no duogc xac dinh 1a cac yéu td co lién quan dén
quyét dinh vay von ciia khach hang. Tai Viét Nam, két qua ciing phu hop véi
nghién ctru cia Nguyén Anh Ta va Bui Vin Trinh (2022), trong d6 thu tuc vay 1a
mot trong nhitng yéu té anh huong dén quyét dinh vay tiéu dung ctia khach hang ca
nhan. Ngoai ra, nghién ciru tai Agribank Chi nhanh Ca Mau ciing cho thay chinh

sach cho vay 1a yéu t6 co tac dong manh dén quyét dinh vay von, qua dé cing cb
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thém vai trd cua thu tuc, diéu kién va quy trinh tin dung trong hanh vi vay vén cia

khach hang céa nhan.

O bién chét luong dich vy, hé sb B dat 0,253, cho thay khi khach hang danh
gia tich cyc hon vé thai do phuc vy, kha nang tu van va muc do hd tro cia ngan
hang thi xu hudéng Iya chon vay von cling tang 1én. Thai d0 phuc vu nhiét tinh, lich
su cuia nhan vién; kha ning tu van rd rang, d& hiéu; sin sang hd trg khach hang khi
gip kho khan va mirc d6 hai 1ong cua khach hang 1a nhitng dau hiéu cua chat luong
dich vu trong nghién ctu nay. Trong hoat dong tin dung cé nhéan, khich hang
thuong can duoc giai thich cu thé vé hd so vay, diéu kién vay, 14i suat, thoi han tra
no va cac nghia vu tai chinh lién quan. Vi vay, sy chuyén nghiép, tan tinh va rd rang
trong tu van ctia nhan vién ngan hang cé vai trd quan trong trong viéc tao niém tin
va thic day quyét dinh vay von. Két qua nay twong dong véi cac nghién ctru nudc
ngoai cua Subedi va Joshi (2025), Dhakal (2024), Frangos va cong sy (2012), khi
chat luong dich vy, sy tin cdy va su hai long dugc xac dinh 1a nhiing yéu td ¢6 anh
huong dén quyét dinh vay von. Trong nudc, két qua cling phu hop voi nghién ciu
ctia Nguyén Thi Anh Hoa (2023), nghién ctru tai Agribank Chi nhanh Ca Mau va
nghién ctru tai Vietcombank Dong Béng Nai, khi chat lwgng dich vu dugc ghi nhan

1a yéu tb c6 tac dong dén quyét dinh vay von cta khach hang ca nhén.

béi véi yéu tb thuong hiéu ngan hang, hé sb B dat 0,154, cho théiy uy tin,
hinh anh va mac d9 tin cay ddi voi Agribank c6 anh hudng tich cuc dén lua chon
vay von ctia khach hang c4 nhan, du mac tac dong thip hon so véi cac yéu td con
lai trong md hinh. Yéu t6 thuong hiéu van c6 gié tri thong ké trong mé hinh, mac du
ching ¢c6 muc do anh huong thép hon so vGi chét luong dich vy, thuan tién va tha
tuc vay von. Diéu nay cho thay uy tin, mtrc do tin twdong va hinh anh ciia Agribank
trén dia ban van 1a co s& quan trong gitip khach hang an tdm khi lya chon vay von.
Vi dac thu 1a ngan hang c6 mang ludi rong, gan bé lau dai véi khu vuc nong
nghiép, nong thon va ho gia dinh, Agribank c6 loi thé nhat dinh vé d6 nhan dién va
su tin cdy ddi voi khach hang dja phuong. Két qua nay tuong dong voi nghién ctru
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ctia Faizah va cong su (2014), Frangos va cong su (2012) trong viéc nhin manh vai
trd ctia niém tin, uy tin ngan hang va tinh minh bach trong quyét dinh vay von. O
Viét Nam, két qua nay phu hop voi nghién ciu cua Nguyén Giac Tri (2023),
Nguyén Anh Tua va Bui Van Trinh (2022), Nguyén Thi Anh Hoa (2023) va nghién
clru tai Vietcombank Pong Ddng Nai, khi thuong hiéu, hinh anh hodc danh tiéng
ngan hang déu dugc ghi nhan 13 yéu té anh huéng dén quyét dinh vay vén cia

khach hang céa nhan.

Két qua nghién ciru cho thay yéu t6 13i suat va biéu phi khong c6 tac dong co
¥ nghia thong ké dén quyét dinh vay vbn ctia khach hang ca nhén tai Agribank Chi
nhanh Ham Thuian Nam — Binh Thuan. Diéu nay cho thdy gia thuyét vé tic dong
cta 13i sudt va biéu phi khong duoc chdp nhan trong bdi canh nghién ctru. Mot
nguyén nhan c6 thé xuat phat tir dic diém khach hang cua Agribank Chi nhanh Ham
Thuan Nam — Binh Thuin. Phan 16n khach hang 1a ho san xuét nong nghiép, ho
kinh doanh cé thé va nguoi dan khu vuc noéng thon. Pdi véi nhom khach hang nay,
kha ning tiép can ngudn von, diéu kién vay, thi tuc giai quyét hd so va su thuan
tién trong giao dich thuong dugce quan tim nhiéu hon sy chénh 1éch nho vé 13i suat
giita cac ngan hang. Bén canh d6, chinh sach 13i suat ddi v6i hoat dong cho vay
néng nghiép, nong thon ciia Agribank chiu sy diéu tiét va twong ddi 6n dinh, khién

khach hang it xem day 13 yéu t6 quyét dinh khi lwa chon ngan hang vay von.

Ngoai ra, nhiéu khach hang ca nhan tai Chi nhanh c¢6 quan hé tin dung lau
dai vo1 Agribank. Trong qua trinh giao dich, khach hang thuong hinh thanh sy tin
tuong d6i voi ngan hang thong qua kinh nghiém vay vén trude ddy, sy am hiéu cua
can bo tin dung vé hoat dong san xuét, kha nang hd tro hd so va tde do giai quyét
nhu cu vay von. Vi vay, quyét dinh tiép tuc lya chon Agribank c6 xu huéng chiu
anh hudng nhiéu hon boi sy thudn tién va chat luong phuc vu so voi yéu t6 13i suét
va biéu phi. Mot nguyén nhan khac can duge xem xét 1a viée bién quan sat LSCP2
khong dap tmg yéu cau vé do tin cdy va bi loai khoi thang do trong giai doan kiém
dinh Cronbach's Alpha. Mic du viéc loai bién gitip ning cao d6 tin cdy théng ké cta
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thang do, nhung ciing c6 thé 1am giam pham vi phan anh ctia khai niém 13i suét va
biéu phi. Do d6, thang do sau hiéu chinh cha yéu phan anh cac ndi dung con lai lién
quan dén chi phi vay vén, trong khi mot s6 khia canh ma khach hang quan tim c6
thé chua duoc do ludng day du. Pay ciing 14 mot nguyén nhan c6 thé lam cho yéu
t6 141 sudt va biéu phi chua thé hién duoc tic dong co ¥ nghia théng ké trong mod
hinh nghién ctru. Két qua nay khac véi mot sb nghién ctru trude day khi cho rang 1ai
suat 14 yéu t6 quan trong anh hudéng dén quyét dinh vay von. Tuy nhién, két qua
nghién ctru ciing phit hgp voi cac nghién ctru duge thuc hién trong bdi canh khach
hang uu tién kha nang tiép can von, sy thuén tién va chat lugng dich vu hon 1a murc
chénh léch 13i suat giita cac ngan hang. Piéu nay cho thay vai trd cta lai sudt c6 thé
thay d6i tuy thudc vao dic diém khach hang, chinh sach tin dung va bdi canh thi

truong tai tung dia phuong.

TOM TAT CHUONG 2

N1 dung Chuong 2 tap trung danh gia tinh hinh cho vay khach hang c4 nhan
tai Agribank Chi nhdnh Ham Thuan Nam — Binh Thuan giai doan 2023-2025 va
phan tich cac nhan t6 anh huong dén hanh vi lua chon vay vén. Két qua cho thay
hoat dong cho vay ca nhan c6 xu hudng phat trién, khi du no, doanh sé cho vay va
lugng khach hang vay déu ting qua cac nim. Tuy nhién, co cdu tin dung van tap
trung nhiéu vao linh vuc nong nghiép, hi€¢u qua sinh 161 cé diu hiéu gidm va ng x4u
¢6 xu hudng ting trd lai, dit ra yéu cau can nang cao chat luong tin dung va kiém
soat rui ro chat ché hon. Trén co s¢ dir li¢u khao sat tir 229 khach hang ca nhan, két
qua phan tich hdi quy cho thiy c6 bdn yéu té tic dong cung chiéu dén quyét dinh
vay vbn, bao gém: su thuan ti¢n, thu tuc va quy trinh vay von, chat lugng dich vu
va thuong hiéu ngin hang. Trong d6, su thun tién 13 yéu t6 c6 mirc d6 anh hudng

manh nhat.

57



CHUONG 3: DINH HUONG VA GIAI PHAP
3.1 Pinh huéng gia ting quyét dinh lwa chon vay von ciia khach hang ca
nhin

Trong giai doan dén nim 2030, Agribank Chi nhanh Ham Thuin Nam —
Binh Thuén can dinh hudng hoat dong tin dung ca nhan theo hudng lay khach hang
lam trung tam, trong d6 uu tién cai thién cac yéu td dd duoc chimg minh cé tac
dong dén quyét dinh vay von. Trong tim khong chi 1a mé rong quy mé tin dung, ma
trudc hét 1a nang cao kha nang tiép can dich vu, giam trd ngai trong qua trinh hoan
thién ho so, cai thién chat luong phuc vu va cung ¢d niém tin cta khach hang ddi
v6i thuong hiéu Agribank.

Cin ¢t vao mirc d6 tac dong cua cac yéu td trong mo hinh, Chi nhanh cin wu
tién nang cao su thuan tién, tiép dén 1a hoan thién thu tuc va quy trinh vay von,
nang cao chat luong dich vu va cung cd thuong hiéu ngan hang. Céc giai phap can
duoc thiét ké phu hop véi dac diém khach hang tai khu vuc nong nghi¢p, nong thon,
trong d6 phan 16n khach hang c6 nhu cu duoc hudng dan truc tiép, thoi gian giao
dich linh hoat va sy hd tro xuyén sudt trong qué trinh vay von.

Viéc thuc hién cac dinh huéng ndy nham gia ting kha ning khach hang luya
chon, tiép tuc st dung va gidi thiéu dich vu vay von tai Agribank Chi nhanh Ham
Thuan Nam — Binh Thuén. Sy phat trién vé quy md va hiéu qua hoat dong cho vay
duoc xem la két qua quan tri ky vong tir viéc cai thién quyét dinh Iya chon cua
khach hang, khong phai 14 bién nghién ciru tryc tiép cua dé an.

3.2 Pé xuit giai phap
3.3.1 Néng cao sw thudn tién trong tiép cin va siv dung dich vu vay von

Tai Agribank Chi nhanh Ham Thudn Nam — Binh Thuén, yéu tb quan trong
nhat dinh quyét dinh vay vén ctia khach hang 1a mirc 6 d& dang ma ho co6 thé tiép
can. Két qua nay cho thay khach hang khong chi quan tam dén kha ning duoc ngan
hang cap vén, ma con chi trong dén mirc 6 d& dang trong qua trinh tiép can dich
vy, lién hé vé6i can bo phuy trach, chuan bi ho so, thuc hién giao dich, giai ngan va
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theo doi khoan vay. Vi vay, chi nhanh can xem viéc nang cao su thuan tién la gidi
phap wu tién nham cai thién trai nghiém vay vén va gia ting kha niang lwa chon
Agribank cua khach hang ca nhan.

bé nang cao sy thuan tién, chi nhanh can tdng cuong kha nang tiép can dich
vu cho khach hang ngay tir giai doan trude khi ndp hd so vay von. Ddi v6i khach
hang tai dia ban cip huyén, viéc phai di chuyén nhiéu lan dén ngan hang, chd doi
giao dich hodc bo sung hd so nhiéu 1an c6 thé 1am giam muc d6 sin sang vay von.
Do d6, chi nhanh nén to chirc hoat dong tu van trudc thong qua dién thoai, Zalo,
email hodc cac kénh lién hé truc tuyén. Can bg tin dung can huong dan cu thé cho
khach hang vé diéu kién vay, danh muc hd so can chuan bi, thoi gian xir Iy va céac
bude thuc hién dé khach hang chi dong hon trude khi dén ngan hang.

Ngoai ra, chi nhanh phai thiét 1ap mot phuong tién dé can bo tin dung va
khach hang c6 thé lién lac nhanh chéng. Mdi nhém khach hang hodc ting dia ban
nén c6 can bd phu trach rd rang, cung cap thong tin lién hé cu thé dé khach hang dé
dang trao ddi khi can hd trg. Cach 1am nay dic biét phu hop véi khach hang san
xudt nong nghiép, ho kinh doanh ca thé va nhiing khach hang c6 thoi gian giao dich
han ché. Khi khach hang c6 thé lién hé nhanh, nhan duoc phan héi kip thoi va duge
huéng dan rd rang, cam nhan vé sy thun tién trong qua trinh vay von s& dugc nang
cao.

Chi nhanh cling can cai thién toc do phuc vu tai diém giao dich. Cac nghiép
vu lién quan dén vay von nhu tiép nhan ho so, bd sung gidy to, ky hop dong, giai
ngan, thanh todn ng va xac nhan thong tin khoan vay can duoc bd tri theo quy trinh
hop 1y, tranh dé khach hang cho doi lau hodc phai di lai nhiéu 1an. Chi nhanh c6 thé
ap dung hinh thtrc dit lich hen trudce ddi véi khach hang vay von, phan ludng khach
hang tin dung va chuin bi trude cac biéu mau can thiét nham rat ngan thoi gian giao
dich tai quay.

Ngoai ra, viéc hd trg khach hang vay von bang cong nghé ciing can duoc day

manh hon. Chi nhénh c6 thé trién khai cac hinh thic nhéc lich tra ng tu dong, thong
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bao tinh trang xir Iy hd so, huéng dan hd so vay qua kénh tryc tuyén va hd tro
khach hang tra ctru thong tin khoan vay. Nhiing giai phap nay khong chi gitip khach
hang cam thiy viéc giao dich v6i ngan hang tré nén dé dang hon, ma con gdp phan
giam ap luc xir 1y truc tiép tai quiy, ning cao hiéu qua phuc vu va ciing ¢6 hinh anh
Agribank 13 ngin hang gin giii, thuan tién va ddng hanh véi khach hang dia
phuong.

3.3.2 Pon giin héa thii tuc va rit ngdn thoi gian xiv Iy hé so vay von

Két qua nghién ctru cho thay khach hang rat quan tim dén su rd rang ciia hd
so, tinh don gidn cua thu tuc, tdc do xur 1y va mtrc d§ thuan tién trong toan b qua
trinh vay von. Vi vy, chi nhanh can tiép tuc hoan thién quy trinh cho vay theo
huéng d& hiéu, minh bach, giam bt cac bude giy phién ha va tao diéu kién thuin
loi hon cho khach hang khi tiép can ngudn von ngan hang.

bé nang cao hi¢u qua thuc hién, chi nhanh can chuan hoéa danh muc ho so
vay vbn theo timg nhom khach hang va timg muc dich vay cu thé. DPoi véi khach
hang vay san xuat nong nghiép, vay kinh doanh ho gia dinh, vay tiéu dung hoic vay
sira chita nha o, can xdy dung danh muyc ho so riéng, ngan gon, d& hiéu va phu hop
v6i dic diém cua ting nhom khach hang. Danh muc hd so nay nén duogc cung cip
ngay tir budc tu van ban dau dé khach hang nim 13 cac gidy to can chuan bi, qua do
han ché tinh trang phai b6 sung hd so nhiéu lan, lam kéo dai thoi gian xur Iy va gay
tam ly e ngai cho nguoi vay.

Bén canh d6, chi nhanh can chu trong rat ngin thoi gian xtr Iy ho so vay vén.
bdi véi nhirng khach hang c¢6 lich st tin dung tbt, da tung vay va tra ng dung han,
hodc cac khoan vay c6 hd so rd rang, chi nhanh c6 thé ap dung quy trinh xir 1y
nhanh hon nhung van phai bao dam nguyén tac kiém soét rii ro. Cac khau tiép nhan
hd so, tham dinh, phé duyét va giai ngin can duoc phan coéng trach nhiém cu thé
cho tirng bd phan, ting can b phu trach nham han ché tinh trang ho so bi cham do

luan chuyén noi bd hodc thiéu sy phdi hop giira cac khau trong quy trinh.
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Ngoai viéc cai thién quy trinh, chi nhanh ciing can lam cho qu4 trinh vay vén
tr& nén rd rang hon. Can b tin dung phai cung cép cho khach hang thong tin chi
tiét vé cac yéu té sau: diéu kién vay, thoi han, 13i suit, phuong thirc tra ng, tai san
bao dam, quyén loi va nghia vu cua ngudi vay. Khi khach hang duoc cung cip
thong tin day du, dé hiéu va chinh xac, ho s& c¢6 co s& dé can nhic kha ning tai
chinh, cha dong trong ké hoach tra ng va yén tdm hon khi quyét dinh vay vén tai
ngan hang.

Pong thoi, chi nhanh nén xay dung bd hudng dan vay von ca nhan don gian,
dé sir dung va pht hop véi nhiéu nhom khach hang khac nhau. Bo huéng din nay
¢6 thé bao gdm quy trinh vay von theo timg budc, danh muc ho so can chuan bi, cac
cau hoi thuong gip va nhitng luu ¥ quan trong trong qua trinh vay von. Noi dung
can dugc trinh bay bang ngén ngit ngin gon, dé hiéu, phu hop véi khach hang & khu
vuc nong thon, ho kinh doanh cé thé va nguoi lao dong pho thong. Viée xay dung
bd hudéng dan nay khong chi gitp khach hang d& dang tiép can thong tin, ma con
g6p phan giam ap luc tu van lip lai cho can bo tin dung, nang cao tinh chuyén
nghi¢p trong phuc vu va gidm tam ly e ngai cua khach hang khi sir dung dich vu tin
dung ngén hang.

3.3.3 Ning cao chit lwong dich vu va nang lwe phuc vu khdch hang

Trong hoat dong cho vay, khach hang thuong can dugc tu van day du vé hd
so, diéu kién vay, lai suét, thoi han vay, phuong thirc tra ng va cac nghia vu tai
chinh lién quan. Khi khach hang duoc huéng dan rd rang, phuc vu tan tinh va cam
thiy duoc hd tro trong sudt qué trinh vay von, ho s& c6 xu hudng tin twong ngan
hang hon va d& dang dua ra quyét dinh vay.

bé nang cao chét lugng dich vy, chi nhanh can chu trong dao tao ky nang tu
van tin dung cho can bd, nhan vién mot cach thuong xuyén va co6 hé théng. Noi
dung dao tao can tap trung vao kién thirc san pham vay, k¥ niang giai thich diéu kién
vay, k¥ nang huéng dan hd so, k¥ ning giao tiép voi khach hang va ky ning xur Iy

céc tinh hudng phat sinh trong qué trinh tu van. Déi voi khach hang c nhan tai khu
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vuc nong nghiép — ndng thon, can bo tin dung can sir dung cach dién dat 15 rang, d&
hiéu, gan giii va phu hop véi trinh d6 nhan thirc tai chinh cua tirng nhém khach
hang. Viéc tu van khong chi cin dung quy dinh, ma con phai giup khach hang hiéu
dugc ban chit ciia khoan vay, nghia vu tra no va nhing van dé can luu y trong qua
trinh stir dung von.

Bén canh viéc nang cao k¥ nang tu van, can bo tin dung can chu dong ho tro
khach hang lya chon phuong an vay phu hop véi kha nang tai chinh. Hoat dong tu
van khong nén chi dimng lai & viéc tiép nhan nhu cau vay von, ma can giup khach
hang xac dinh s tién vay hop 1y, thoi han vay phi hop, phuong thirc tra ng kha thi
va ké hoach str dung vén hiéu qua. Vé phia khach hang, phuong an vay phu hop sé&
gitip giam ap luc tra no, han ché rii ro mat can ddi tai chinh va tao sy yén tim trong
qua trinh vay von. Vé phia ngan hang, viéc tu van dung ngay tir dau s& gop phan
nang cao chat luong tin dung, giam nguy co phét sinh ng qua han va duy tri quan hé
tin dung bén vitng v4i khach hang.

Nhan vién can thé hién sy nhiét tinh, lich su, ton trong va san sang ho tro
khach hang tir khau tu van ban dau, tiép nhan ho so, thim dinh, gidi ngan dén theo
ddi sau vay. D6i v6i nhitng khach hang chua hiéu rd quy trinh hodc con thiéu gidy
to, can by phu trach can huong dan cu thé, d& hiéu va c6 trach nhiém, tranh dé
khach hang phai tu tim hiéu hodc di lai nhiéu 1an. Thai &6 phuc vu chuyén nghiép
khong chi giup khach hang cam thay thuan tién hon khi vay vén, ma con gép phan
xdy dung hinh anh ngan hang than thién, dang tin cdy va gan giii voi ngudi dan dia
phuong.

Ngoai ra, cong tdc cham soc khach hang sau gidi ngan ctuia chi nhanh phai
duge ting cudng. Can bo tin dung nén thudng xuyén nhéc lich tra ng, theo di tinh
hinh str dung von, kip thoi hd tro khach hang khi gip kho khin va tu van diéu chinh
ké hoach tai chinh khi can thiét. Hoat dong chim soc sau vay khong chi thé hién
trach nhiém ctia ngan hang d6i v6i khach hang, ma con gitp phat hién sém cac rui

ro ¢ thé phat sinh trong qua trinh sir dung vén. Khi dugc quan tdm va hd tro
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thuong xuyén, khach hang s€ c6 xu hudng duy tri quan h¢ lau dai véi ngan hang,
tiép tuc vay von trong nhitng 1an tiép theo va gidi thiéu dich vy cho ngudi than, ban
bé hoac cac ho kinh doanh khac trén dia ban.

3.3.4 Ciing cé thwong hi¢u Agribank gin véi uy tin va sw tin cdy tai dia
phuong

Maic du mirc do tac dong thép hon so vdi sy thuan tién, thu tuc vay von va
chat luong dich vu, thuong hiéu van giir vai trd quan trong trong linh vuc tin dung.
Khi Iwa chon ngin hang dé vay von, khach hang thuong c6 xu huéng wu tién nhitng
ngan hang co uy tin, hoat dong on dinh, thong tin rd rang va tao duoc cam giac an
toan trong qué trinh giao dich. Vi vay, viéc cing cb thuong hiéu Agribank gin voi
su tin cdy tai dia phuong 13 giai phap can thiét nham nang cao kha ning thu hut va
duy tri khach hang vay vén ca nhan.

Chi nhanh cén tiép tuc xdy dung hinh anh Agribank 13 ngan hang gan giii,
dang tin cdy va luén dong hanh véi nguoi dan dia phuong. Vi dic thu 13 ngan hang
co vai tr0 quan trong trong khu vuc nong nghi€p, nong thon, Agribank Chi nhanh
Ham Thuan Nam — Binh Thuén can phat huy loi thé am hiéu dia ban, am hiéu dic
diém khach hang va c6 méi quan hé gin bo véi ho gia dinh, ho kinh doanh ca thé,
ngudi lao dong va ngudi san xuat ndng nghiép. Hinh anh ngan hang khéng chi duoc
thé hién qua quy mo hoat dong hay hé thong san pham, ma con thong qua sy tan
tam trong phuc vy, kha nang hd trg khach hang kip thoi va sy hién dién thuong
xuyén trong cac hoat dong phat trién kinh té — x4 hoi tai dia phuong.

Bén canh d6, chi nhanh cin ning cao tinh minh bach trong qué trinh cung
cap thong tin cho khich hang. Cac noi dung lién quan dén san pham vay, diéu kién
vay, lai suét, biéu phi, thoi han trd ng, phuong thuc trd ng va nghia vu cua khéach
hang can duoc truyén dat rd rang, thong nhét va d& hiéu. Khi khach hang duoc tiép
can thong tin ddy du va chinh xac, ho s& cam thay an tdm hon khi quyét dinh vay

v6n. Sy minh bach ciing gop phan han ché nhiing hiéu nham trong qua trinh giao
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dich, ddng thoi cing ¢b hinh anh Agribank 13 ngan hang chuyén nghiép, c6 trach
nhiém va dang tin cay.

Hoat dong truyén théng vé cac san pham cho vay ca nhan ciing can dugc diy
manh theo huéng pht hop véi nhu cau thuc té ctia nguoi dan dia phuong. Noi dung
truyén thong nén tip trung vao nhirng nhém khach hang cha yéu nhu ho san xuit
néng nghiép, ho kinh doanh ca thé, ngudi lao dong c6 thu nhép 6n dinh va khach
hang ¢6 nhu cau vay tiéu dung hop phap. Céc thong tin truyén théng can ngan gon,
d& hiéu, nhan manh loi ich cta san phém vay, diéu kién tiép can von va su hd tro
ctia ngan hang trong qua trinh vay von. Chi nhanh c6 thé két hop nhiéu kénh truyén
thong nhu bang thong tin tai diém giao dich, tu van tryc tiép, phdi hop véi chinh
quyén dia phuong, héi doan thé, t6 vay von hodc st dung céac kénh truc tuyén phu
hop dé ting kha nang tiép can khach hang.

Ngoai viéc thu hut khach hang mdi, chi nhanh can chu trong duy tri quan hé
lau dai véi nhitng khach hang vay von tot. Bi voi cac khach hang tra no dung han,
c6 lich st tin dung tich cuc va thuong xuyén giao dich véi ngan hang, chi nhanh
nén c6 co ché cham séc phi hop nhu tu van wu tién, hd tro nhanh trong céac 1an vay
tiép theo hodc chii dong gidi thiéu cac san pham tin dung pht hop véi nhu cau méi
cua khach hang. Nhiing trai nghiém tich cuc nay khong chi gilip nang cao su hai
long va long trung thanh cta khach hang, ma con gop phan lan téa uy tin thuong
hiéu Agribank thong qua hinh thirc gidi thiéu truyén miéng trong cong dong dia

phuong.

TOM TAT CHUONG 3
Trén co sé két qua cia nghién ciru duge dua ra trong Chuong 2, Chuong 3
dua ra cac dé xuat dé cai thién quyét dinh vay vén ciia khach hang ca nhan tai
Agribank Chi nhanh Ham Thuén Nam — Binh Thuan. Cac giai phdp dugc xay dung
theo mirc do anh hudng cia timg yéu td, gdm: nang cao su thuan tién trong tiép cin

va sir dung dich vu vay vén; hoan thién thi tuc va quy trinh vay vén theo huéng rd
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rang, don gian va nhanh chéng; ning cao chat luong dich vu va ning lyc tu van cia
nhan vién; cung c¢b thuong hiéu Agribank gin véi uy tin va sy tin cdy tai dia
phuong. Cac giai phap nay co6 ¥ nghia thuc tién trong viéc cai thién trai nghiém vay
von, rat ngan thoi gian xir 1y hd so, nang cao chat luong phuc vu va gia ting niém
tin cua khach hang ca nhin ddi véi Agribank Chi nhanh Ham Thuin Nam — Binh
Thuan.
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PHAN III: KET LUAN NGHIEN CU'U VA KIEN NGHI THUC
TIEN
1. Két luan

Trén co s& tong quan 1y thuyét, ké thira cac nghién ctru trong va ngodi nudc,
ddng thoi tham khao y kién chuyén gia, nghién ctru dé xuit mé hinh gdm 05 yéu td
tac dong dén quyét dinh vay vén cta khach hang ca nhan, bao gdm: Lii suét va biéu
phi, Thii tuc va quy trinh vay vén, Chat luong dich vy, Thuong hiéu ngan hang va
Su thuan tién.

Nghién ctru duoc thuc hién trén co sé phdi hop giira tiép can dinh tinh va
dinh lugng. Trong do, phuong phap nghién ctru dinh tinh dugc thuc hién thong qua
phuong phap tham khao y kién chuyén gia nham gitip tac gia hiéu chinh thang do
do ludng cho cac bién trong mo hinh; Phuong phap dinh luong dugc thuc hién
thong qua phan tich dir li¢u thu thap tir khdo sat 250 khach hang ca nhan da, dang
hodc ¢6 nhu cau vay von tai chi nhanh. Sau qué trinh kiém tra va sang loc dit liéu,
229 phiéu khéo sat dugc coi 13 phu hop dé phan tich. Két qua cho thiy bén trong sb
nam yéu té c6 anh huong cung chiéu va thong ké dén quyét dinh vay vén cta khach
hang cua Agribank Chi nhanh Ham Thuan Nam — Binh Thudn. Theo muc d¢ tac
dong giam dan, cac yéu to g@)m: Su thuan tién voi B = 0,301; Thu tuc va quy trinh
vay von véi B =0,277; Chét luong dich vu voi B = 0,253; va Thuong hiéu ngan
hang vaoi B =0,154.

Trén co s& két qua nghién ctru, dé tai da dé xuét cac nhom giai phap theo thir
ty mtrc do tac dong cua cac yéu td, bao gém: nang cao sy thuan tién trong tiép can
va su dung dich vu vay von; hoan thién thu tuc va quy trinh vay von theo hudng 1
rang, don gian va nhanh chéng; nang cao chat lugng dich vu va ning lyc tu van cua
nhan vién; cing cd thuong hiéu Agribank g.'fm vo1 uy tin va su tin cdy tai dia
phuong. Cac giai phap nay cé y nghia thyc tién trong viéc gitp chi nhanh nang cao
kha ning thu hut khach hang c4 nhan, cai thién chat lugng phuc vu va phat trién
hoat dong cho vay theo huéng hiéu qua, an toan va bén viing.
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2. Kién nghi
2.1 Péi v6i Agribank cép trén

Agribank cép trén can tiép tuc hoan thién chinh sach tin dung c4 nhan theo
huéng linh hoat, pht hop vé6i dac diém ting dia ban, nhat 13 cac chi nhanh hoat
dong tai khu vuc noéng nghiép, néng thon va kinh té ho gia dinh. Cac san pham vay
can dugc thiét ké phu hop véi chu ky san xuét, dic diém thu nhap, dong tién tra no
va nhu cau vén thyc té ciia khach hang ca nhan.

Bén canh d6, Agribank cap trén can ting cudng hd trg chi nhanh trong viée
ng dung cong nghé vao quy trinh cho vay. Cac cong cu nhu quan 1y ho so dién tu,
tra ctru tinh trang khoan vay, nhéc lich tra ng tu dong, chidm diém tin dung khach
hang va hd trg khach hang qua kénh truc tuyén sé gitip nang cao su thuén tién, rat
ngan thoi gian xtr 1y hd so va cai thién trai nghiém vay von cua khach hang.

Agribank cp trén ciing can thuc ddy dao tao va bdi dudng cho nhan vién tin
dung tai chi nhanh. No6i dung ddo tao can tap trung vao k¥ ning tu van, chim séc
khach hang, tham dinh khoan vay c4 nhan, quan 1y sau cho vay va nhan dién rui ro
tin dung.

2.2 Kién nghi vé co ché diéu hanh tin dung va phdi hop quan Iy tai dia
phwong

Ngan hang Nha nudc can tiép tuc diéu hanh chinh sach tién té, tin dung va
13i suét theo hudng 6n dinh, linh hoat, tao diéu kién dé cac ngan hang thuong mai
mo rong tin dung hop 1y ddi voi khach hang ca nhan, ho gia dinh va khu vuc noéng
nghiép — ndng thon.

Dbi voi chinh quyén dia phuong, can ting cuong phdi hop véi ngan hang
trong viéc cung cip thong tin vé quy hoach phat trién kinh té, dinh hudng san xuét,
cac chuong trinh hd trg ndng nghiép, hd kinh doanh va nhém nganh wu tién trén dia
ban. Su phdi hop ndy giup ngan hang c6 thém co s¢ danh gia phuong an vay von,

dinh huéng tin dung phut hop va han ché rii ro phat sinh.
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Ngoai ra, co quan quan 1y dia phuong can ddy manh tuyén truyén, ning cao
hiéu biét tai chinh cho ngudi dan, dic biét vé st dung von ding muc dich, nghia vu
trd ng, quan ly tai chinh ca nhan va phong tranh tin dung phi chinh thirc. Khi khach
hang c6 nhan thirc tai chinh tét hon, chit lwong str dung vén vay va kha ning tra no
cling duoc cai thién.

3. Gi6i han nghién ciru va dinh hwéng nghién ciru tiép theo
3.1 Han ché cia deé tai

Pau tién va quan trong nhit, nghién ctru ndy chi tap trung vao khach hang cu
thé cuia Agribank Chi nhanh Ham Thuan Nam — Binh Thuén. Do d6, két qua nghién
curu chi bao gém cic dic diém cu thé ctia mot chi nhanh nhat dinh va khong thé
dugc st dung nhu mét khai niém toan di¢n cho toan b hé théng cua Agribank hodc
cac ngan hang thuong mai khac.

Thir hai, mé hinh nghién ctru chi xem xét nam yéu t6, bao gébm biéu phi va
13i suat, quy trinh va thu tuc vay von, chat luong dich vy, thuong hiéu ngan hang va
su thuan tién. Trong thuc té, quyét dinh vay von cta khach hang c4 nhan con co thé
chiu anh hudng boi nhiéu yéu té khac nhu thu nhép, tai san bao dam, lich st tin
dung, quan h¢ khéach hang...

Thr ba, dit liéu khao sat duoc thu thap tai mot thoi diém nhat dinh nén chua
phan anh day du sy thay doi trong hanh vi vay von ctia khach hang theo thoi gian.

Thi tu, nghién ctru chi khao sat khach hang c4 nhin dang vay vén hodc da
tirng vay von tai Agribank Chi nhanh Ham Thuan Nam — Binh Thuén. Cach lya
chon nay giup bao dam nguoi tra 101 ¢6 trai nghiém thue t& dbi v6i dich vu tin dung
va han ché su khong dong nhat vé kha ning danh gia cc bién quan sat. Tuy nhién,
két qua nghién ctru chua phan anh quan diém cta nhom khach hang chua ting vay
vbn tai Chi nhanh, bao gdm nhitng ngudi dang cin nhic giita Agribank va cac to
chure tin dung khac. Do d6, két qua phu hop hon trong viéc giai thich quyét dinh lya
chon, tiép tuc lya chon va gidi thiéu dich vu vay von cta khach hang da co trai

nghiém, thay vi dai dién cho toan bg khach hang tiém nang trén dia ban.
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3.2 Huéng nghién ciru tiép theo

Dé nang cao tinh khai quat cua két qua nghién ctru, ngoai nhirng han ché néu
trén, cac nghién ctru tiép theo co thé so sanh Agribank véi cac ngan hang thuong
mai khac trong cung khu vyc hodc mé rong pham vi khdo sat sang nhi€u chi nhanh

khac cua Agribank.

Céc nghién ctru trong tuong lai ciing c6 thé bd sung thém cac bién méi nhu
thu nhap khach hang, tai san bao dam, lich st tin dung, quan h¢ khach hang, mirc do

hiéu biét tai chinh, anh huéng xa hdi hoac muic do so hoda dich vu ngan hang.

Ngoai ra, cac nghién ctru tiép theo c6 thé str dung dir liéu theo nhiéu thoi
diém khac nhau dé danh gia sy thay do6i trong quyét dinh vay vén ciia khach hang
trude cac bién dong vé 13i suat, thu nhdp, chinh sach tin dung va diéu kién kinh té
dia phuong. Piéu nay sé& gifip ngan hang xay dung chinh sach cho vay linh hoat va

pht hop hon véi timg giai doan phat trién.
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PHU LUC
PHU LUC 1 - DAN BAI THAM KHAO Y KIEN CHUYEN GIA
Xin chao Anh/Chi,

Tbi 1a Nguyén Vin Du, hoc vién Chuong trinh ddo tao thac si nganh Quan tri
kinh doanh ctua Truong Dai hoc Phan Thiét. Hién nay, t61 dang thyc hién nghién
clru vé dé tai “Cac yéu té anh hwéng dén quyét dinh vay von ciia khach hang ca
nhan tai Agribank Chi nhanh Ham Thuin Nam — Binh Thu4n” nhim phuyc vu
cho viéc thuc hién dé an tbt nghiép.

Qua budi trao doi nay, t6i rat mong nhan dugc sy dong gop y kién cua
Anh/Chi vé cac ndi dung lién quan dén mé hinh nghién ctru, cac yéu to anh hudng
va thang do du kién str dung trong d¢é tai. Nhitng ¥ kién dong gop cua Anh/Chi s& 1a
co s& quan trong gitip to6i hoan thién bang khao sat va nang cao chat luong nghién

cuu.
Xin chan thanh cam on sy hd trg ciia Anh/Chi.
I. Muc dich cia cugc thao luan

Kham pha, bd sung, diéu chinh va khang dinh cic yéu t6 anh hudng dén
quyét dinh vay von cua khach hang c4 nhan tai Agribank Chi nhdanh Ham Thuan
Nam — Binh Thuan, dong thoi danh gia mirc do phu hop cua cac bién quan sat dung

dé do ludng cac yéu td nay.
I1. Goi y thio luan

1. Theo Anh/Chi, nhitng yéu t6 nao anh hudéng dén quyét dinh vay vén cua

khéach hang cé4 nhan tai Agribank Chi nhanh Ham Thuan Nam — Binh Thuan?

2. Ngoai nhiing yéu t6 Anh/Chi vira néu, theo Anh/Chi cac yéu t6 dudi day

c¢6 anh hudng dén quyét dinh vay vén cia khach hang ca nhan hay khong? Vi sao?

(i) Lai suat va biéu phi



(ii) Tha tuc va quy trinh vay vén
(iii) Cht lwong dich vu

(iv) Thuong hiéu ngan hang

(v) Su thuan tién

3. Anh/Chj vui long cho ¥ kién danh gia vé cac ndi dung do ludng cho timg

yéu t6 dudi day:
Thang do “Lii suit va biéu phi”
LSCP1. Lai suat vay von hop 1y.
LSCP2. Cac khoan phi vay vén dugc cong khai, minh bach.
LSCP3. Chi phi vay von phu hop véi kha ning tai chinh cua khach hang.
LSCP4. Chinh sach 13i suét c6 tinh canh tranh.
Thang do “Thii tuc va quy trinh vay von”
TTQT1. H6 so vay von rd rang.
TTQT?2. Thu tuc vay von don gian va dé& thuc hién.
TTQTS3. Thoi gian xtr 1y hd so vay vén nhanh chong.
TTQT4. Quy trinh vay vén thudn tién cho khach hang.
Thang do “Chit lwong dich vu”
CLDV1. Nhéan vién ngan hang phuc vu nhiét tinh va lich su.
CLDV2. Nhén vién ngan hang tu van rd rang va dé hiéu.
CLDV3. Nhan vién ngan hang xir Iy hd so chinh xéc.
CLDV4. Nhan vién ngin hang sin sang hd trg khach hang khi giip khé khin.

CLDVS5. Khach hang hai 1ong véi chat lugng phuc vu clia ngan hang.



Thang do “Thwong hi¢u ngan hang”
THI1. Ngan hang c6 uy tin trén dia ban.
TH2. Khéch hang tin tudng vao hoat dong cua ngan hang.
TH3. Ngan hang tao cam giac an toan khi khach hang vay von.

TH4. Thuong hiéu ngin hang anh huéng dén quyét dinh vay vdn cua khach
hang.

Thang do “Su thuan ti¢n”
STT1. Vi tri giao dich ctia ngan hang thuén tién cho khach hang.

STT2. Thoi gian 1am viéc ctia ngan hang pht hop v&i nhu cau giao dich cia

khach hang.

STT3. Khach hang dé dang lién hé v&i ngan hang khi can hd trg.

STT4. Cac giao dich vdi ngan hang duoc thuc hién nhanh chong va thuan
tién.
Thang do “Quyét dinh vay von ciia khach hang c4 nhan”

QDVVI. Khach hang wu tién lyra chon ngan hang khi c6 nhu cau vay von.

QDVV2. Khach hang sin sang tiép tuc vay von tai ngin hang trong tuong

lai.

QDVV3. Khéach hang s& giéi thiéu dich vu vay vbn ctia ngan hang cho ngudi
khéc.

II1. Y Kién bo sung

Theo Anh/Chi, cac thang do trén cé can diéu chinh, bd sung hoac loai bo ndi

dung nao khong?



Tran trong cam on sy dong gop cia Quy Anh/Chi!

PHU LUC 2 - DANH SACH CHUYEN GIA

TT Ho va tén Nam Chirc danh/ Chirc vu | Dién thoai
sinh
1 | Quach Binh Hung 1976 Giam déc CN 0919004292
2 | Lé buc Diing 1976 Ph6 Gb CN 0848000179
3 | Nguyén Ping Vinh 1985 TP Khach Hang 0944868388
4 | Nguyén Duy Hung 1987 PP Khach Hang 0384207705
5 | Lé Minh Tri 1977 NV Tin dung 0868003007
6 | Ngo Vian Long 1982 NV Tin dung 0908918825
7 | Nguyén Duy Tan 1992 NV Tin dung 0947872823
8 | Cao Xuan Hung 1985 NV Tin dung 0908731751
9 | Bui Minh Hoang 1985 Pho Gb CN 0888888185
10 | Nguyén Tran Qué Phuong 1989 TP KT-NQ 0977135404
11 | Poan Ngoc Nguyén Linh 1989 PP. KTNQ 0933236418




PHU LUC 3 - DAN BAI KHAO SAT
Kinh chao Anh/Chi,

TO1 A oo , hoc vién Chuong trinh dao
tao thac si nganh Quan tri kinh doanh ctia Truong Pai hoc Phan Thiét. Hién nay, toi
dang thyc hién nghién ctru vé dé tai: “Cac yéu t6 anh hwéng dén quyét dinh vay
von ciia khach hang ca nhan tai Agribank Chi nhanh Him Thuin Nam — Binh

Thuan” nham phuc vu cho viéc hoc tap va thuc hién dé an tot nghiép.
Tbi rat mong nhan duoc su hd tro cia Anh/Chi thong qua viéc tra 1di cac cau

hoi khao sat dudi day. Moi thong tin do Anh/Chi cung cép chi phuc vu cho muc

dich nghién ctru khoa hoc va dugc bao mat hoan toan.
Xin chan thanh cam on sy hop tac cua Anh/Chi!
I. CAU HOI SANG LQC

Quy khach da tung hoac dang vay von tai Agribank Chi nhanh Ham Thuan

Nam — Binh Thuan chua?
C6 — Tiép tuc thuc hién bang khao sat.
[0 Chua — Két thuc khao sat.

Thong tin Quy khach cung cap chi duoc sir dung cho muc dich nghién ciru va dugc
bao mat theo quy dinh.
II. THONG TIN CA NHAN
1. Gidi tinh cia Anh/Chi
1. 0O Nam
2. ON@
2. Pj tudi ciia Anh/Chi
1. O Duéi 25 tudi
2. O Tu 25 dén dudi 40 tudi



3.

4.

[ T 40 d&én dudi 50 tudi

O T 50 tudi trd 1én

3. Trinh d§ hoc vin ciia Anh/Chi

1.
2.
3.
4.

[0 Trung hoc pho thong tré xudng
O Trung cap/Cao ding

1 Pai hoc

[ Sau dai hoc

4. Nghé nghiép hién nay ciia Anh/Chi

1.
2.
3.
4.
5.

[J San xuat nong nghiép

[0 Kinh doanh/h¢ kinh doanh ca thé
[ Cong nhan/nhan vién van phong
[ Can bd, cong chirc, vién chure

[0 Nghé nghiép khac

5. Thu nhap binh quan hang thang cia Anh/Chi

1.
2.
3.
4,

[0 Dudi 5 triéu dong
[0 Tir 5 dén dudi 10 triéu dong
[0 Tir 10 dén dudi 15 triéu dong

[0 Tur 15 triéu ddng trd 1én

III. THONG TIN KHAO SAT

STT NOI DUNG PO LUONG
Lai suat vay von ctia Agribank Chi nhanh Ham Thuan
! Nam ¢ muc hop ly.
5 Céc khoan phi vay von duoc Agribank Chi nhanh Ham
Thuan Nam cong khai, minh bach.
3 Chi phi vay vén pht hgp véi kha ning tai chinh ciia toi.




Chinh sach 13i suit cuia Agribank Chi nhanh Ham Thuan

! Nam ¢6 tinh canh tranh.

Hb so vay von duogc Agribank Chi nhanh Ham Thuan
: Nam huéng dan 16 rang.

Thu tuc vay vén cta Agribank Chi nhanh Ham Thuan
° Nam don gian va dé thyc hién.

Thoi gian xtr Iy ho so vay von tai Agribank Chi nhanh
7 Ham Thuén Nam nhanh chéng.

Quy trinh vay von ctia Agribank Chi nhanh Ham Thuan
s Nam thuén tién cho khach hang.

Nhén vién ngan hang Agribank Chi nhanh Ham Thuan
? Nam phuc vu nhiét tinh va lich su.

Nhén vién ngan hang Agribank Chi nhanh Ham Thuan
10 Nam tu van rd rang va dé hiéu.

Nhan vién ngin hang Agribank Chi nhanh Ham Thuén
a Nam xtr Iy ho so chinh xéc.

Nhan vién ngin hang Agribank Chi nhanh Ham Thuén
2 Nam sén sang hd tro khach hang khi giip kho khin.

T6i hai long v6i chat lugng phuc vu ctia Agribank Chi
= nhanh Ham Thuan Nam.

Agribank Chi nhanh Ham Thudn Nam la ngan hang co
14 uy tin trén dia ban.

To1 tin tudng vao hoat dong ctia Agribank Chi nhanh
S Ham Thuan Nam.

Agribank Chi nhanh Ham Thudn Nam tao cdm giac an
o toan khi vay vén.
17 Thuong hiéu Agribank anh huéng dén quyét dinh vay

vOn cua toi.




Vi tri giao dich cua Agribank Chi nhanh Ham Thuén

8 Nam thuan tién cho to61.

Thoi gian lam viéc cua Agribank Chi nhdnh Ham Thuan
" Nam pht hop v6i nhu cau giao dich cia toi.

Tbi dé dang lién hé voi Agribank Chi nhanh Ham Thuén
20 Nam khi can hd tro.

Céc giao dich voi1 Agribank Chi nhanh Ham Thuan Nam
2! dugc thuc hién nhanh chong va thuan tién.

To1 wu tién Iya chon Agribank Chi nhdanh Ham Thuan
> Nam khi ¢6 nhu ciu vay vén.

T6i san sang tiép tuc vay von tai Agribank Chi nhanh
> Ham Thuén Nam trong tuong lai.
04 T6i s& gidi thiéu dich vu vay von cua Agribank Chi

nhanh Ham Thuan Nam cho nguoi khéc.

Trdn trong cam on sw hop tdac, giup do cua Quy Anh/ Chi!




PHU LUC 4 - KET QUA PHAN TiCH DU LIEU

4.1. THONG KE MO TA
Statistics
Gioi_tinh Do_tuoi Hoc_van Nghe_nghiep Thu_nhap

IN Valid 229 229 229 229 229

Missing 0 0 0 0 0
Gioi_tinh

Cumulative
Frequency |Percent \Valid Percent  [Percent

Valid  Nam 132 57.6 57.6 57.6

N 97 42.4 42.4 100.0

Total 229 100.0 100.0
Do_tuoi

Cumulative
Frequency |Percent \Valid Percent  [Percent

Valid  Duwéi 25 tubi 52 22.7 22.7 22.7

T 25 dén dudi 40 tudi 77 33.6 33.6 56.3

T 40 dén dwdi 50 tudi |60 26.2 26.2 82.5

T 50 tudi trér 1én 40 17.5 17.5 100.0

Total 229 100.0 100.0
Hoc_van

Cumulative
Frequency [Percent \Valid Percent Percent

Valid ~ Trung hoc phdé théng tré 47 b0 5 b0.5 0.5

xuong

Trung cap/Cao déng 101 441 44 1 64.6

Pai hoc 77 33.6 33.6 98.3

Sau dai hoc 4 1.7 1.7 100.0




Total |229 100.0 100.0
Nghe_nghiep
| Cumulative
Frequency [Percent \Valid Percent Percent
\Valid  San xuét néong nghiép 47 20.5 20.5 20.5
Eigh doanh/hd kinh doanh ca'l84 36.7 36.7 57 2
gﬁgr?g nhan/nhan vién van 64 b7 9 b7 9 85 2
Can bg, cong chirc, vién chirc|19 8.3 8.3 93.4
Nghé nghiép khac 15 6.6 6.6 100.0
Total 229 100.0 100.0
Thu_nhap
Cumulative
Frequency |Percent \Valid Percent Percent
Valid  Duwéi 5 triéu dong 62 27 1 27 .1 27 1
Tw 7 dén dwai 10 triéu déng  |109 47.6 47.6 74.7
Twr 10 dén dwdi 15 triéu déng |34 14.8 14.8 89.5
T 15 triéu ddng tré [én 24 10.5 10.5 100.0
Total 229 100.0 100.0




4.2. PHAN TiCH CRONBACH’S ALPHA

4.2.1. PHAN TiCH CRONBACH’S ALPHA — THANG DO “LAI SUAT VA
BIEU PHI”

Case Processing Summary

N %

Cases  Valid 229 100.0
Excluded?® 0 .0

Total 229 100.0

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

Reliability Statistics

Cronbach's Alpha [N of Items

.687 4

Item Statistics

[Mean Std. Deviation [N
LSCP1  [3.878 9238 229
LscP2 [3.808 19902 229
LSCP3  [|4.022 8708 229
LSCP4  [3.969 9051 229

Item-Total Statistics

fScale Variance iffCorrected  Item{Cronbach's Alphal

Scale Mean

Item Deleted Item Deleted Total Correlation [if Item Deleted
LSCP1 |11.799 4.074 .565 .558
LSCP2 |11.869 4.877 .269 .752
LSCP3 |11.655 4.183 .588 .549
LSCP4 |11.707 4.348 .495 .606




Case Processing Summary

N %

Cases  Valid 229 100.0
Excluded? 0 .0

Total 229 100.0

a. Listwise deletion based on all variables in the

procedure.

Reliability Statistics

Cronbach's Alpha

N of Items

.752

3

Item Statistics

[Mean Std. Deviation N
LSCP1 ]3.878 .9238 229
LSCP3 J4.022 .8708 229
LSCP4 ]3.969 .9051 229
Item-Total Statistics
Scale Mean iflScale Variance ifiCorrected  Item-Cronbach's Alphal
Item Deleted Item Deleted Total Correlation |if ltem Deleted
LSCP1  [7.991 2.360 .586 .663
LSCP3 |7.847 2.437 .619 .627
LSCP4 ]7.900 2.512 .539 717




4.2.2. PHAN TiCH CRONBACH’S ALPHA — THANG PO “THU TUC VA

QUY TRINH VAY VON”

Case Processing Summary

N %

Cases  Valid 229 100.0
Excluded? 0 .0

Total 229 100.0

a. Listwise deletion based on all variables in the

procedure.

Reliability Statistics

Cronbach's Alpha

N of ltems

.818

4

Item Statistics

[Mean Std. Deviation [N
TTQT1 3.987 7579 229
TTQT2 |3.904 .6619 229
TTQT3 |4.066 .6623 229
TTQT4 |3.926 7601 229

Item-Total Statistics

Scale Mean iffScale Variance ifiCorrected Item{Cronbach's AIphal
Item Deleted Item Deleted [Total Correlation |if ltem Deleted
TTQT1 [J11.895 2.928 .672 .755
TTQT2 J11.978 3.346 .603 .787
TTQT3 [11.817 3.247 .653 .765
TTQT4 J11.956 2.998 634 774




4.2.3. PHAN TiCH CRONBACH’S ALPHA - THANG PO “CHAT LUQNG

DICH VU NGAN HANG”

Case Processing Summary

N %
Cases  Valid 229 100.0
Excluded? 0 .0
Total 229 100.0
a. Listwise deletion based on all variables in the
procedure.
Reliability Statistics
Cronbach's Alpha |N of ltems
781 5
Item Statistics
[Mean Std. Deviation [N
CLDV1 |3.467 1.2085 229
CLDV2  |3.441 1.2039 229
CLDV3 |3.397 1.2119 229
CLDV4  |3.559 1.1966 229
CLDV5 [3.585 1.1501 229
Item-Total Statistics
Scale Mean if|Scale Variance iffCorrected Item-Cronbach's Alphal
Item Deleted Item Deleted Total Correlation [if ltem Deleted
CLDV1  |13.983 11.719 .704 .688
CLDV2 |14.009 11.816 .693 .692
CLDV3 |14.052 16.383 117 .872
CLDV4 |13.891 11.659 .723 .681
CLDV5 |13.865 12.565 .627 717




Case Processing Summary

N %

Cases  Valid 229 100.0
Excluded?® 0 .0

Total 229 100.0

a. Listwise deletion based on all variables in the

procedure.

Reliability Statistics

Cronbach's Alpha

N of Items

.872

n

Item Statistics

IMean Std. Deviation [N
CLDV1  |3.467 1.2085 229
CLDV2  |3.441 1.2039 229
CLDV4  |3.559 1.1966 229
CLDV5 [3.585 1.1501 229
Item-Total Statistics
Scale Mean iflScale Variance ifiCorrected  Item-Cronbach's Alphal
Item Deleted Item Deleted Total Correlation |if ltem Deleted
CLDV1 |10.585 9.551 .719 .840
CLDV2 [10.611 9.563 .721 .839
CLDV4 |10.493 9.251 .783 .814
CLDV5 |10.467 10.066 .684 .853




4.2.4. PHAN TiCH CRONBACH’S ALPHA — THANG PO “THUONG HIEU

NGAN HANG”

Case Processing Summary

N %

Cases  Valid 229 100.0
Excluded? 0 .0

Total 229 100.0

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

Reliability Statistics

Cronbach's Alpha

N of Items

.720

n

Item Statistics

[Mean Std. Deviation N
TH1  [3.996 9574 229
TH2  [3.921 9426 229
TH3  [3.341 1.2866 229
TH4  J4.013 9435 229

Item-Total Statistics

Scale Mean iffScale Variance ifiCorrected Item-{Cronbach's Alpha]
Item Deleted Item Deleted Total Correlation |if Item Deleted
TH1 11.275 5.560 .659 574
TH2 11.349 5.965 .564 .629
TH3 11.930 6.188 .251 .847
TH4 11.258 5.543 .680 .564




Case Processing Summary

N %

Cases  Valid 229 100.0
Excluded?® 0 .0

Total 229 100.0

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

Reliability Statistics

Cronbach's Alpha

N of Items

.847

3

Item Statistics

IMean Std. Deviation [N
TH1 3.996 .9574 229
TH2 3.921 .9426 229
TH4 4.013 .9435 229
Item-Total Statistics
Scale Mean iffScale Variance ifiCorrected Item-|Cronbach's Alpha]
Item Deleted Item Deleted Total Correlation |if Item Deleted
TH1 7.934 2.798 772 .729
TH2 |8.009 3.088 .668 .830
[TH4 7.917 2.997 704 .796




4.2.5. PHAN TICH CRONBACH’S ALPHA - THANG PO “SU THUAN
TIEN”

Case Processing Summary

N %

Cases  Valid 229 100.0
Excluded? 0 .0

Total 229 100.0

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

Reliability Statistics

Cronbach's Alpha [N of Items

.851 4

Item Statistics

[Mean Std. Deviation N
STT1 [3.760 9172 229
STT2  |4.131 8788 229
STT3  |4.039 8852 229
STT4  |4.096 9640 229

Item-Total Statistics

Scale Mean iffScale Variance ifiCorrected Item-{Cronbach's Alpha]

Item Deleted Item Deleted Total Correlation |if Item Deleted
STT1 |12.266 5.679 .611 .844
STT2 |11.895 5.594 .680 .815
STT3 [11.987 5.434 721 .798
STT4 |11.930 5.004 .756 .781




4.2.6. PHAN TiCH CRONBACH’S ALPHA - THANG PO “QUYET PINH

VAY VON CUA KHACH HANG CA NHAN?”

Case Processing Summary

N %
Cases  Valid 229 100.0
Excluded? 0 .0
Total 229 100.0
a. Listwise deletion based on all variables in the
procedure.
Reliability Statistics
Cronbach's Alpha [N of Items
.865 3

Item Statistics

[Mean Std. Deviation [N
QDVV1 |3.642 .6305 229
QDVV2 3.389 .6156 229
QDVV3 [3.188 .6912 229
Item-Total Statistics
Scale Mean if|Scale Variance iffCorrected Item-Cronbach's Alphal
Item Deleted Item Deleted Total Correlation [if ltem Deleted
QDVV1 [6.576 1.500 .689 .857
QDVV2 6.830 1.414 .798 762
QDVV3 [7.031 1.302 .749 .807




4.3. PHAN TiCH EFA
4.3.1. PHAN TiCH EFA - BIEN POC LAP

KMO and Bartlett's Test

Kaiser-Meyer-Olkin Measure of Sampling Adequacy. .848
Bartlett's Test of Sphericity =~ Approx. Chi-Square 1836.918
df 153
Sig. .000

Communalities

[initial Extraction
LSCP1 1.000 .676
LSCP3 1.000 727
LSCP4 1.000 .635
TTQT1 1.000 .696
TTQT2 1.000 .613
TTQT3 1.000 .667
TTQT4 1.000 .645
CLDVA1 1.000 717
CLDV2 1.000 .720
CLDV4 1.000 .788
CLDV5 1.000 .681
[TH1 1.000 .836
[TH2 1.000 .705
[TH4 1.000 .762
STT1 1.000 .613
STT2 1.000 .698
STT3 1.000 742
STT4 1.000 .769
Extraction Method: Principal

Component Analysis.



Total Variance Explained

Extraction Sums of Squared

Rotation Sums of Squared

Initial Eigenvalues Loadings Loadings
Compone % of Cumulative % of Cumulative % of Cumulative
nt [Total [Variance |% Total \Variance % Total \Variance %
1 5.677 [31.538 31.538 5.677 [31.538 31.538 2.900 [16.109 16.109
2 2.291 [12.725 44263 2.291 [12.725 44.263 2.782 |15.457 31.567
3 1.693 [9.406 53.669 1.693  [9.406 53.669 2.641 |14.670 46.237
4 1.629 [9.051 62.720 1.629  [9.051 62.720 2.324 [12.911 59.148
S 1.400 [7.777 70.497 1.400 [7.777 70.497 2.043 [11.349 70.497
6 639  [3.550 74.047
7 549  [3.048 77.095
8 507  [2.817 79.912
9 487  [2.708 82.621
10 473 [2.626 85.247
11 440  [2.446 87.692
12 413 [2.296 89.988
13 382 [2.120 92.108
14 344 |1.909 94.017
15 332 [1.846 05.863
16 272 [1.510 97.373
17 247 [1.375 08.748
18 225  [1.252 100.000

Extraction Method: Principal Component Analysis.

Component Matrix?

Component

1 2 3 4 5
CLDV4 |.648
STT4 .641




STT2 .636
CLDV1 |.635
CLDV5 |.620
CLDV2 |.619
STT3 .611
TH2 570
STT1 .569
TH1 .553
TH4
|LSCP1
TTQT1
TTQT2
TTQT3
TTQT4
LSCP3 .593
LSCP4
Extraction Method: Principal Component Analysis.
a. 5 components extracted.
Rotated Component Matrix?
Component
1 2 3 4 5
CLDV4 |.854
CLDV2 |.817
CLDV1 |.802
CLDV5 |.784
STT4 .841
STT3 .832
STT2 776
STT1 717
TTQT1 .798
TTQT3 794
TTQT4 779
TTQT2 .758




TH1 .885

TH4 .838

TH2 .789

LSCP3 .834
LSCP4 .768
LSCP1 .750
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

1 527 .513 421 404 .343
2 -.443 .380 .668 -.306 -.347
3 -.679 .144 -.127 .687 173
4 -.065 -.726 591 115 .325
5 -.247 211 -.105 -.507 791

Extraction Method: Principal Component Analysis.

Rotation Method: Varimax with Kaiser Normalization.

4.3.2. PHAN TiCH EFA — BIEN PHU THUQC

KMO and Bartlett's Test

Kaiser-Meyer-Olkin Measure of Sampling Adequacy.

Bartlett's Test of Sphericity

Approx. Chi-Square

df

Sig.

.718
340.975

3

.000




Communalities

[initial Extraction
QDVV1 [1.000 .733
QDVV2 [1.000 .839
QDVV3 [1.000 .796
Extraction Method: Principal

Component Analysis.

Total Variance Explained

[initial Eigenvalues

Extraction Sums of Squared Loadings

Component Total % of Variance  [Cumulative % Total % of Variance  |Cumulative %
1 2.368 78.937 78.937 2.368 78.937 78.937

2 .395 13.180 92.117

3 .236 7.883 100.000

Extraction Method: Principal Component Analysis.

Component Matrix?

Component
1
QDVV2 |.916
QDVV3 |.892
QDVV1 |.856
Extraction Method:
Principal Component

Analysis.

a. 1 components extracted.




4.4. PHAN TiCH HOI QUY

Descriptive Statistics

[Mean Std. Deviation N
QDVV  |3.4061 .57357 229
|LSCP  [3.9563 73617 229
TTQT [|3.9705 .57254 229
CLDV [3.5131 1.01190 229
TH 3.9767 .82920 229
STT 4.0066 75797 229
Correlations
QDVV LSCP TTQT CLDV TH STT
|Pearson Correlation QDVV |1.000 335 .504 .506 .419 .564
LSCP |.335 1.000 .196 .364 .343 .252
TTQT 504 196 1.000 .252 215 .393
CLDV |.506 .364 .252 1.000 .353 .355
TH 419 .343 .215 .353 1.000 317
STT .564 .252 .393 .355 .317 1.000
Sig. (1-tailed) QDVV .000 .000 .000 .000 .000
LSCP  |.000 .001 .000 .000 .000
TTQT }.000 .001 .000 .001 .000
CLDV |.000 .000 .000 .000 .000
TH .000 .000 .001 .000 .000
STT .000 .000 .000 .000 .000
IN QDVV  |229 229 229 229 229 229
LSCP 229 229 229 229 229 229
TTQT 229 229 229 229 229 229
CLDV 229 229 229 229 229 229
TH 229 229 229 229 229 229
STT 229 229 229 229 229 229




Variables Entered/Removed?

Variables
Model [Variables Entered|Removed Method
1 STT, LSCP,
TTQT, TH,). Enter
CLDV®
a. Dependent Variable: QDVV
b. All requested variables entered.
Model Summary®
| | Adjusted RIStd. Error of the
Model R R Square  [Square Estimate Durbin-Watson
1 7232 .522 511 40095 1.780
a. Predictors: (Constant), STT, LSCP, TTQT, TH, CLDV
b. Dependent Variable: QDVV
ANOVA?
[Model Sum of Squares |df Mean Square F Sig.
1 Regression 39.160 5 7.832 48.718 .000°
Residual 35.850 223 161
Total 75.009 228
a. Dependent Variable: QDVV
b. Predictors: (Constant), STT, LSCP, TTQT, TH, CLDV
Coefficients?
Standardized
Unstandardized Coefficients |[Coefficients Collinearity Statistics
Model I8 Std. Error Beta t Sig. Tolerance |VIF
1 (Constant) [.278 .228 1.220 224
LSCP .047 .040 .060 1.170 .243 .805 1.242
TTQT 278 .051 277 5.437 .000 .824 1.213
CLDV 143 .030 .253 4.743 .000 .755 1.325
TH .106 .036 .154 2.951 .004 .790 1.266
STT .228 .041 .301 5.618 .000 .746 1.341

a. Dependent Variable: QDVV




Collinearity Diagnostics?

\Variance Proportions
Condition
[Model Dimension [Eigenvalue |Index (Constant) [LSCP TTQT CLDV TH STT
1 1 5.868 1.000 .00 .00 .00 .00 .00 .00
2 .051 10.741 .02 .00 .02 .92 .01 .01
3 .029 14.259 .01 .07 .07 .02 .66 .18
4 .025 15.363 .01 .63 .00 .00 .31 A7
5 .018 18.141 .09 .21 .27 .05 .00 .64
6 .009 25.055 .87 .09 .64 .01 .02 .00
a. Dependent Variable: QDVV
Residuals Statistics®
[Minimum  [Maximum  [Mean Std. Deviation [N
Predicted Value 2.2394 4.2536 3.4061 41443 229
Residual -.90208 1.20457 .00000 .39653 229
Std. Predicted Value [-2.815 2.045 .000 1.000 229
Std. Residual -2.250 3.004 .000 .989 229

a. Dependent Variable: QDVV

Histogram

Dependent WVariable: QDWW
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Mormal P-P Plot of Regression Standardized Residual
Dependent Variable: QDWW

Expected Cum Prob

) o2 o4 0’6 0’8 1.0
Observed Cum Prob
Model Description
Model Name MOD_2
Dependent Variable 1 USQUARE
Equation 1 Linear
Independent Variable QDVV
Constant Included
Variable Whose Values Label Observations in Plots Unspecified

Case Processing Summary

IN
Total Cases 229
Excluded Cases? 0
Forecasted Cases 0
Newly Created Cases 0

a. Cases with a missing value in any
variable are excluded from the
analysis.



Variable Processing Summary

Variables
Dependent Independent
[usQUARE  [aDVV
Number of Positive Values 229 229
Number of Zeros 0 0
Number of Negative Values 0 0
Number of Missing Values User-Missing 0 0
System-Missing 0 0
Model Summary and Parameter Estimates
Dependent Variable: USQUARE
|Mode| Summary Parameter Estimates
Equaton |RSquare |F df1 df2 Sig. Constant  [b1
|Linear .002 .362 1 227 .548 1.270 -.087
The independent variable is QDVV.
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