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TOM TAT

Hién nay, trong xu hudng hdi nhap quéc té, cic chi nhanh ngan hang nudc ngoai,
ngén hang lién doanh, ngin hang thuong mai quéc doanh, ngin hang thuong mai cd
phan, cdc cong ty tai chinh phi ngan hang,... dang canh tranh manh mé céc dich vu

cho vay tra gép, thu hit khach hang c4 nhan.

Muc dich cua dé tai nay 12 nhiam “Nghién ctru su hai long ciia khach hang sir
dung dich vu cho vay tra gop trén dia ban Tp. Ho Chi Minh”, va ciing dong thoi
tim kiém cdc yéu td tdc dong dén sy hai 1ong cua khiach hang véi dich vu cho vay
tra g6p qua d6 dé xuat nhitng giai phap quan 1y lién quan nham ting cudng hon nira
su hai 1ong cta khach hang ciing nhu ning cao chét luong dich vu cho vay tra gép

trén dia ban Tp. H6 Chi Minh.

Pé tai duoc tién hanh qua hai buéc: Budc mét dya vao ly thuyét cia thang do
SERVQUAL va phong van dinh tinh dé dwa ra m6 hinh nghién ctru cho dé tai.
Budc hai ding phong van dinh luong thdng qua viéc thu thip thong tin bing bang
cau hoi v6i khich hang cua cac ngan hang thuong mai va cong ty tai chinh phi ngan
hang trén dia ban Tp. H6 Chi Minh. Sau d6 tién hanh phan tich nhan t6 kham ph4
(EFA) dé chon ra nhitng nhén t6 mai. Dung kiém dinh Cronbach’s Alpha dé kiém
dinh do tin cdy cua thang do, va sau ciing chay phan tich hdi quy da bién dé cho
thdy méi rang budc gilta cdc nhan td véi sy hai long cua khach hang trén dia ban

Tp. HO Chi Minh.

Dé tai da két hop nghién ctru dinh tinh xay dung 5 thang do luong chét luong
dich vu véi 29 bién quan sit két hop voi nghién cru dinh lugng nhim dénh gid
thanh phan quan trong anh huéng manh nhat dén mirc d6 hai long cia khich hang

st dung dich vu cho vay tra gép.

Qua céc kiém dinh Cronbach’s Alpha ta rit ra két luan thang do x4y dung duoc

12 phit hop. Nghién ctru nhin t6 EFA ta rit trich dugc 5 nhan té chinh theo thir tu:



» X1: Kha nang dap ung
> X2: Kha ning tiép can
» X3: Muc do tin cay

» X4: Thong tin

» X5: Nang luc phuc vu

Trong d6 nhan té X2: Kha ning tiép can 12 nhan t6 anh hudng manh nhat dén
mirc d6 hai 1ong chung cua khach hang st dung dich vu cho vay tra gép, ké dén 1a
X3: Muc d¢ tin cdy va X5: Nang luc phuc vu. HO so cho vay va thanh phﬁn Kha
ning ddp Gng 1 thanh phan cin duoc cong ty cho vay chd ¥ dén néu mudn 16i kéo

khéach hang mai va gilr chin khach hang 1au nam.

Céc két qua kiém dinh T-test va ANOVA dé xem xét anh hudéng cua bién dinh
tinh (tinh chat cong vi¢c, do tudi, trinh dd chuyén mon, phuong ti¢n lién lac voi
cong ty cho vay,...) 1én cdc bién dinh lwong ctia mod hinh (Mtrc d6 hai long cia
khach hang). Két qua cho thy chi c¢6 yéu t6 khach hang c6 xem kénh cho vay la
kénh giao dich chinh hay khéng méi anh hudng mirc do hai 1ong chung. Céc bién

dinh tinh con lai khong c6 su khéc biét gitra cic nhém khéach hang.

Trén co so cdc két qua tim thay qua dé tai nay ta c6 thé tién hanh khdo sit véi
nhém khéch hang da dang hon, sé lwong méu 16n hon, pham vi nghién ctu rong
hon. Pong thoi thiét ké nghién ctru dinh tinh sdu hon dudi sy tu van ciia nhing

chuyén gia trong nganh dé dam bao tinh ing dung thyc té cao nhat.

Do con han ché vé kién thtrc va thiéu kinh nghiém thue tién cho nén dé tai cua toi
khong tranh khoi nhirng thiéu sét. Rat mong nhan duoc nhitng thong tin déng gép,

phan hdi quy bau tir Quy Thay, C6 va ban doc.



ABSTRACT

Currently, the trend of international integration, the foreign bank branches, joint
venture banks, commercial banks, joint-stock commercial banks, financial
companies of non-bank,... are competing vigorously for consumer credit services to

attract individual customers.

The purpose of this thesis is to " Research the satisfaction of customers using
consumer credit services in Ho Chi Minh city", and also look for factors that
affect customer satisfaction with mortgage services for which the proposed
management measures relating to further enhance satisfaction customers as well as

improving the quality of consumer credit services in Ho Chi Minh city.

Thesis was conducted in two steps: Step one is based on the theory of
SERVQUAL scale and interviews to provide qualitative model for thesis research.
Step two interviews are quantified through the collection of information in the
questionnaire to customers of commercial banks and nonbank financial companies
in Ho Chi Minh city. Then proceed to exploratory factor analysis (EFA) to choose
the new factors. Cronbach’s Alpha test used to test the reliability of the scale, and
finally run the multivariate regression analysis to show the bond between the factors

for customer satisfaction in Ho Chi Minh city.

Dissertation research combined 5 measures constructive service quality
measurement with 29 observed variables associated with quantitative research to
evaluate key components most strongly influenced the level of customer satisfaction

used for consumer credit services.

Through the Cronbach’s Alpha testing we conclude scale construction is
appropriate. The study explored factors that we extracted the five EFA major factor

in this order:



» X1: Responsiveness
» X2: Access

» X3: Reliability

» X4: Communication
» X5: Competence

Which factor X2: Accessibility is the most powerful factors influencing the
overall satisfaction level of customers using consumer credit services, then the X3
and X5 Reliability: Competence. Lending profile and ability to meet component is
the component should be the lender to pay attention to if you want to attract new

customers and retain customers for years.

The verification result T-test and ANOVA to examine the influence of qualitative
variables (nature of work, age, qualifications, means of communication with
lenders,...) to quantify the variables of model (level of customer satisfaction). The
results showed that only factor customers see lending channel is the main channel or
the new transaction affects general satisfaction. The remaining quantitative

variables did not differ between groups of customers.

On the basis of the results found through this thesis can be examined with more
diverse group of customers, number of samples larger, wider field of research. Also
qualitative research design further under the advice of experts in the market to

ensure the highest practical applications.

Due to limited knowledge and lack of practical experience, so my essay
inevitable shortcomings. Look forward to the contribution information, valuable

feedback from the teachers and readers.
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MO PAU
1. Tinh cép thiét cia dé tai

Trudc ddy voi hoat dong ngin hang truyén théng, khach hang chi c¢6 thé vay vén
cho nhu cdu san xuét, kinh doanh va 1am dich vyu. Khi vay vén, khich hang phai
trinh du 4n kha thi, thé hién o doi tuong dau tu von vao san xuét kinh doanh céi gi,
san pham va kha ning tiéu thy ra sao, vong quay von va thoi han thu hdi von nhu

thé nao,... kém theo tai san dam bdo ti€n vay hodc tin chap, thi méi c6 thé vay duoc.

Nhung hién nay, trong xu hudng hoi nhap quéc té, cde chi nhanh ngan hang nudc
ngoai, ngan hang lién doanh, ngin hang thuong mai qudc doanh, ngin hang thuong
mai c6 phan, cdc cong ty tai chinh phi ngan hang,... dang canh tranh manh mé& cdc

san pham cho vay tra gép, thu hidt khach hang c4 nhan.

D6 1a cho khdch hang vay tién v6i muc dich tiéu ding cd nhan cht khéng phai
dau tu cho san xuét, kinh doanh, lam dich vu,... Py 12 san pham tin dung xuat hién
tir 14u trén thé gidi va hién nay dang phat trién rat manh, nhat 12 & cdc quéc gia c6
tiém luc vé kinh té va canh tranh ngan hang s6i dong, nhung méi phat trién mot sb
nam gén day tai Viét Nam. Dac biét la tai cac thanh phé 16n nhu Tp. Ha Noi, Tp.
H6 Chi Minh,...

Trudc thi trudng cho vay tra gép day tiém ning ndy, cdc ngan hang thuong mai
va cong ty tai chinh phi ngan hang nhanh chéng nhay vao cudc chay dua. Cugc canh

tranh nay ngay cang gay gat, khic liét.

Muc dich cua dé tai nay 12 nhiam “Nghién ctru su hai long ciia khach hang sir
dung dich vu cho vay tra gop trén dia ban Tp. Ho Chi Minh”, va ciing dong thoi
tim kiém cdc yéu td tdc dong dén sy hai long cua khich hang vé6i dich vu cho vay
tra g6p qua d6 dé xuat nhitng giai phap quan 1y lién quan nham ting cudng hon nira
su hai 1ong cua khach hang ciing nhu ning cao chét luong dich vu cho vay tra gép

trén dia ban Tp. H6 Chi Minh.
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2. Muc dich cia dé tai

Nhan dang cédc yéu t6 anh hudng 18n sy hai 1ong cta khich hang sir dung dich vu

cho vay tra gép dia ban Tp. H5 Chi Minh.

Khéo sat mic d§ anh hudng cia cac yéu to trong dich vu cho vay tra gép dén su

hai 1ong cua khach hang dia ban Tp. H5 Chi Minh.

Kién nghi cdc giai phdp nhim ning cao su hai long cua khach hang véi dich vu

cho vay tra gép dia ban Tp. H5 Chi Minh.

3. Cich tiép can va phwong phép nghién ctru

Dé tai duoc tién hanh qua hai budc: Budc mot dya vao 1y thuyét cia thang do
SERVQUAL va phong van dinh tinh dé dua ra mo hinh nghién ciru cho dé tai.
Budc hai ding phong van dinh luong thong qua viéc thu thip thong tin bing bang
cau hoi voi khach hang cua cac ngan hang thuong mai va cong ty tai chinh phi ngan

hang trén dja ban Tp. H6 Chi Minh.

Sau d6 tién hanh phan tich kham pha (EFA) dé chon ra nhitng nhan td méi. Dung
kiém dinh Cronbach’s Alpha dé kiém dinh dd tin cdy cta thang do, va sau ciing
chay phén tich héi quy da bién dé cho thiy méi rang budc gilta cdc nhéan t6 véi sy

hai 1ong cua khach hang dia ban Tp. H5 Chi Minh.

4. Pham vi dé tai

Pé tai khao st chi tip trung vao nhém khéch hang hién tai dang truc tiép sir
dung dich vu cho vay tra gép trén dia ban Tp. H6 Chi Minh. Chd trong téi mdi
quan hé tuong tic gifra ngudi véi nguoi vé cach cu xu, sy hiéu biét, va ddnh gid
ctia khach hang vé khau thi tuc cho vay, trinh d6 nghiép vu va su dong cam cia

nhan vién,...



5. Két qua dv kién dat dwoc

Dé tai nghién cru sy hai 1ong cta khach hang, nguoi tryc tiép st dung dich vu

cho vay tra gép dia ban Tp. Hb Chi Minh qua d6:

Xéc dinh dugce nhu cau ciia khach hang khi st dung dich vu cho vay tra gép cua

cdc cong ty tai chinh, ngin hang thuong mai trén dia ban Tp. H5 Chi Minh.

Dénh gid duoc kha ning ddp ing nhu ciu cua cic cong ty tai chinh, ngin hang

thwong mai trén dia ban Tp. H6 Chi Minh.

X4y dyng duoc thang do chat lugng dich vu trong nganh dich vu cho vay tra gép,
d4nh gid duoc thuc trang chit luong dich vu nganh nham c6 céc bién phdp ning cao

muc do hai long cua khach hang néi chung.



CHUONG 1: CO SO LY THUYET & MO HINH NGHIEN CUU

1.1. Dich vu cho vay tra gop
1.1.1. Cac khai niém
1.1.1.1. Ngan hang thwong mai

Ng4n hang thuong mai trude tién 1a mot to chirc trung gian tai chinh thuc
hién cdc chtic ning trung gian giita hai hay nhiéu bén trong mot hoat dong tai
chinh nhit dinh. N6i céch khdc, trung gian tai chinh 1a mét to chirc hd trg cdc
kénh luan chuyén vén gitta nguoi cho vay va ngudi di vay theo phuong thiic
gidn tiép. Ngay nay, to chtrc trung gian tai chinh niy bao gom: Ngin hang
thuong mai; t6 chtic cong cong, hiép hoi; to chire tin dung nghiép doan; don vi
tr van tai chinh va moi gi6i; cdc cong ty bao hiém; quy twong hd; quy huu
trf,... Ngan hang thuong mai c6 thé dinh nghia don gian 12 to chirc hoat dong
kinh doanh cung cép cac san phém, dich vu ngan hang dé tim kiém loi nhuén.

Vay c6 thé néi ngan hang thuong mai 12 loai hinh t6 chuc tai chinh cung
cap mot danh muyc va dich vu tai chinh da dang nhét - dic biét 1a tin dung, tiét
kiém va dich vu thanh toan - va thuc hién nhiéu chirc nang tai chinh nhéat so
v6i bat ky mot to chire trung gian tai chinh nao trong nén kinh té. Tong tai san
ctia mot ngan hang c6 thé 1én dén 1000 ty USD.

Pién hinh 1a Citigroup, nam 2010, tong tai san 1914 ty USD véi trén 16,000
chi nhanh tai 140 qudc gia, quan 1y 200 triéu tai khoan khich hang (ngudn:
http://en.wikipedia.org/wiki/Citigroup). Su da dang trong cic dich vu va chuc
ning cua ngin hang din dén viéc ching duoc goi 1a cdc “Bach héa tai chinh”
(Financial department stores) va nguoi ta bat dau théy Xuét hién cac khéu hi¢u
quang cdo twong tu nhu: Ngan hang cia ban — Mot to chire tai chinh cung cip
d?ly du dich vu (Your Bank — A full service Financial Institution).

Ng4n hang thuong mai di c6 lich st phét trién vai chuc thé ky va dd phat
trién qua nhiéu hinh th4i, theo xu thé ngay cang mo rong. Sy mé rong thé hién

¢ luong dich vy, quy mé dich vu va ¢ su lan rong vuot ra ngoai moi bién gioi



dia ly. Ngay nay, theo quy mé dich vu va luong dich vu cung cép, Ngan hang
thuong mai dugc phan loai thanh ngan hang ban 1¢ va ngan hang ban buon:

- Ngan hang bédn 1é chi nhitng hé théng ngan hang c¢6 nhiu chi nhdnh ma
dbi trong phuc vy thuong 1a cic khach hang c4 nhan, to chirc ¢6 quy mo
hoat dong nhd, don 1€ va tap trung vao cac dich vu tiét kiém, tao tai
khoan giao dich, thanh todn, thé chép, cho vay cd nhan, céc loai thé tin
dung, ...

- Ngan hang bdn budn chi nhitng ngan hang chuyén cung cip dich vu ngén
hang cho cidc doanh nghi€p, lam vai trd trung gian tai chinh cho cac

doanh nghiép.

1.1.1.2. Dich vu ngian hang

Dich vu ngan hang dwogc hiéu 12 cdc dich vu tai chinh ma ngan hang cung
cp cho khich hang nhdm ddp Gng nhu cau kinh doanh, sinh 16i, sinh hoat
cudc sbng, cit trir tai san,... Qua d6, ngan hang thu chénh léch 14i suét, ty gid
hay thu phi tir cdc san pham dich vu nay. Trong xu hudng phat trién hién nay,
ngan hang dugc coi nhu mdt siéu thi dich vu véi hang tram, tham chi hang
nghin dich vu khéc nhau tity theo cach phan loai va tity theo trinh d6 phat trién
cua ngan hang. C6 hai khai niém dich vu ngan hang:

- Quan diém tht nhit cho rang, cdc hoat dong sinh 16i cia ngin hang
ngoai hoat dong cho vay thi dugc goi la hoat dong dich vu. Sy phan dinh
nhu vay cho phép ngan hang thuc thi chién luoc tap trung da dang héa,
phat trién va ning cao hiéu qua cta céc hoat dong phi tin dung.

- Con quan diém thir hai thi cho rang, tit ca cdc hoat dong kinh doanh ctia
mot ngan hang déu dugc coi 1a hoat dong dich vy, bao g@)m ca hoat dong
tin dung. Trong phén t6 cdc nganh cua nén kinh té thi nganh ngin hang
thudc linh vuc dich vuy; vi thé, c6 thé xem hoat dong cho vay la mdt hoat

dong dich vu cia ngan hang.



1.1.1.3. Dich vu cho vay tra gop

Cho vay tra gép 1a mot trong nhirng hinh thirc cta tin dung. Cho vay tra gép
12 hinh thirc cho vay tién mit hodt thong qua mot san phim nao d6, véi muc
dich tiéu ding. Chinh vi thé ma né khong doi hoi tai san dam bao, gid tri vay
ctia hop dong khéng cao. Khach hang khong phai thé chip ma chi can dép tmg

mot sO yéu cau cua don vi cho vay.

- Péi véi khoan vay mua san pham san pham hang héa tiéu dung, khach
hang thudng phai tra trudc mot khoan tién tbi thiéu ma cong ty cho vay

quy dinh.

- Dbi voi khoan vay tién mat, thi gid tri vay khong cao vi khoan vay nay

dua vao murc thu nhap c6 thé chirng minh cia nguoi di vay.

1.1.2. Pic diém cia dich vu cho vay tra gop
Véi myc tiéu tim kiém loi nhuan, ngan hang cung cip nhiéu loai san pham
dich vu khdc nhau dé ddp ung nhu cau khach hang, tir nhirng dich vu truyén

théng dén nhtrng dich vu ngan hang hién dai.

1.1.2.1. Cac san pham dich vu truyén thong

D phit trién & mirc d6 ndo di nita, cdc san pham dich vu truyén théng van
12 nhitng san pham dich vu khong thé thiéu ctia cdc ngan hang:

- Trao doi tién

- Chiét khau thuong phiéu va cho vay

- Nhan tién gri va cung cap cic tai khoan giao dich

- Tai trg cac hoat dong cua Chinh phu

- Cung cap dich vu ay thic



1.1.2.2. Céc sian pham dich vu hién dai

Nhu cau xi hdi ngdy cang cao, bén canh cdc san pham dich vy truyén
thdng, ngin hang dang cung cip nhiéu san pham dich vu hon nhu:

- Cho vay tiéu dung, cho vay tra gép

- Tu vén ti chinh

- Quan Iy tién mat

- Dich vu thué mua (Leasing)

- Cho vay tai trg du an

- Dich vu bao hiém

- Cung cip cdc ké hoach huu tri

- Dich vu méi gi6i dau tu ching khoén

- Cung cip dich vu quy twong hd va tro cip

- Dich vu thé thanh toan

1.1.2.3. Dich vu cho vay tra gop

Trong lich sir, hau hét cdc ngan hang khong tich cuc cho vay dbi véi cd
nhin va ho gia dinh boi vi ho tin rang cdc khoan cho vay tiéu diing néi chung
c6 quy md rat nhé véi rai ro v& no twong dbi cao; do d6, 1am cho ching tré
nén c6 murc sinh 101 thip. Dau thé ky 20, cdc ngin hang bit ddu dya vao tién
gtri ctia khdch hang dé tai trg cho nhitng mén vay thuong mai 16n. Vi su canh
tranh khdc liét, cdc ngan hang hudng téi ngudi tiéu ding nhu 13 mot khich
hang trung thanh tiém ning. Sau chién tranh thé giGi thw hai, cho vay tiéu
dung da tr¢ thanh mot trong nhitng loai hinh tin dung cé mic tang trudng
nhanh nhit. Tuy téc do ting trudng nhitng nim gin ddy dd cham lai nhung
ngudi tiéu ding van tiép tuc 1a ngudn cung cap chil yéu cta ngin hang va tao
ra mot trong nhitng ngudn thu quan trong cta ngin hang.

Mot trong nhitng san phdm cta dich vu cho vay tiéu ding 1a dich vu cho
vay tra gép. Ngan hang cip tin dung tiéu ding bang tién, doanh nghiép cho

vay san pham dudi hinh thic ban chiu hodc tra gép. Cong ty tai chinh cho vay



dué6i dang san pham hodc bang tién thong qua hinh thirc tra ¢6 ky han bao gdm
mot sb tién gbe va lai (1oi tic).
Dich vu cho vay tra gép c6 nhiing dic diém sau:
- Muyc dich vay nham phyc vu nhu cau tiéu ding ctia cd nhéan, ho gia
dinh, khong phai xuét phat tir myc dich kinh doanh. Do d6 phu thudc vao
nhu cu, tinh cdch cua timg ddi twong khach hang va chu ky kinh té coa

nguoi di vay.

- Qui md cua cac khoan vay nho nhung s6 lugng cdic moén vay nhi€u vi

cho vay tra gép thuong dé ddp ing cc nhu ciu vé chi tiéu hang ngay.

- Lai sudt cho vay tra gép: Do gid tri cia nhitg hang hod tiéu ding
thuong khong 16n hoic khach hang chi vay mot s6 lugng nho dé bo sung sb
tién con thiéu. Trong khi d6 ngin hang van phai tién hanh theo du moi thu
tuc cho vay bao gdm tham dinh hd so, thim dinh khdch hang, giai ngn,
kiém sodt sau khi cho vay,... dan dén chi phi t6 chtic cho vay cao, vi vay lai
sudt cho vay tiéudiing thuong cao hon so véi 14i suét cia cdc loai cho vay

trong linh vyc thuong mai va cong nghiép.

- Nhu ciu vay cua khach hang kém nhay cam véi ldi suat. Khich hang
vay thuong quan tim dén s tién ho phai tra hang thang hon 12 muc 1i suat
sudt ma ho phai chiu mic du chinh l4i suit ghi trong hop dong anh hudng
dén qui md s tién phai tra.

- Nhu cau vay cta khdch hang c6 tinh nhay cam theo chu ky kinh té. Khi
nén kinh té ¢ ting truéng, moi nguoi lac quan vé tuong lai, ho s& chi tiéu
nhiéu hon. Nguoc lai, khi nén kinh té roi vao suy thodi, tinh trang that

nghiép ting 1én thi ngudi din s& c6 xu hudng tiét kiém nhiéu hon.

- Cac khoan cho vay ti€u dung thuong c6 rui ro 16n. Do tinh hinh tai
chinh cta khéch hang c6 thé gip bién dong din dén khach hang mit kha
ning thanh todn, hodc rui ro do khach hang sau khi tiéu diing san pham

khong mudn tra tién. Mit khéc trong trudng hop khach hang gip su ¢b vé



strc khoé, dan dén khong con du ning lyc hanh vi dan sy thi viée thu hdi no
1a rt kh6 khin. Hon nita, cdc cd nhan va ho gia dinh khong dé dang vuot
qua dugc cdc khé khan vé tai chinh nhu mot hing kinh doanh. Do d6, cic
khoan cho vay tiéu dung thuong dugc quan ly mot cach chat ch€ va linh

hoat.

- Mitc thu nhép va trinh d6 hoc van ctia khich hang. Py 12 hai bién s
¢6 quan hé mat thiét toi nhu cau vay tiéu ding ctia khach hang. Khach hang
¢6 thu nhép cao c6 xu hudng vay nhiéu hon so véi mirc thu nhip ctia minh.
Ciing nhu nhitng gia dinh ma nguoi tao thu nhép chinh ¢6 hoc van cao ludn

c6 nhu cau chi tiéu dung cic san pham gia tri cao, cong ngh¢ cao.

- Ngudn tra ng chu yéu cia ngudi di vay c6 thé bién doi 16n, phy thudc
vao qud trinh 1am viéc, k§ ning va kinh nghiém d6i véi cong viéc cua ho.
Néu khdch hang 13 ngudi budn ban thi thu nhip cua ho cé thé cao bat
thudng nhung khong 6n dinh. Chi can mot su bién dong khong tot vé gid ca
nhitng mdt hang kinh doanh cta ho c6 thé dan dén nhirng con s6 thiét hai

rat 16n, lam gidam kha ndng tra ng cua ho.

- Tu cdch caa khich hang. Py 1a yéu t6 khé xdc dinh song lai rit quan

trong, quyét dinh su hoan tra ciia khoan vay.

1.1.3. Cac hinh thirc cia dich vu cho vay tra gop
Dich vu cho vay tra gép thuong c6 cic hinh thirc sau: Cho vay tién mit, cho
vay mua nha, cho vay mua xe, cho vay mua d6 dién mdy gia dung va ndi thit, ...
Tat ca nhirng hinh thirc tin dung trén déu bat budc phai theo nguyén tic 1a muyc
dich tiéu ding. Théng qua cdc ddi tic 1a cdc nha cung cip nhirng san pham tiéu
diing ma khéch hang c6 thé chon vay mot san pham tiéu ding can thiét cho cd

nhan minh.



1.1.4. Vai tro cia dich vu cho vay tra gop
Cho vay tra gép c6 mot vai trd rat quan trong trong linh vyuc tai chinh néi
chung va linh vuc ngan hang néi riéng. Cac hoat dong cua dich vu cho vay tra
g6p 1a nham thé hién céc vai trd sau
% D6i voi nguoi di vay
- Dép tmg nhu ciu vé mua sdm, tiéu ding

- G6p phan nang cao doi sdng vat chat, tinh than
% D6i véi cong ty cho vay
- La cong cu tai trg tién hodc san phém cho tiéu dung
- Mo rong san pham, ting doanh s cho vay
% Ddi v6i doanh nghiép ban san pham
- Mo rong dbi twong khéch hang
- Ting doanh s6 ban hang
«» D4i vé6i nén kinh té
- G6p phan 6n dinh tién té va vé gid
- Gop phan 6n dinh doi sdng, tao cong an viéc 1am, thic diy qué trinh tai

san xuat mo rong va gép phan diéu tiét vi mo nén kinh té

V6i nhitng vai trd 1iét ké trén, ching ta c6 thé nhin thiy khdi quét vai trd cla
dich vu cho vay tra gép. N6 mang lai nhitng nhu cau thiét thuc cho doi sdng cua
ngudi dan. Thong qua dich vu cho vay tra gép ma doi sdng cua céc thanh phan

kinh té dugc nang cao.



1.2. Chit lwgng dich vu va sy hai long ciia khach hang
1.2.1. Chit lwong dich vu
1.2.1.1. Khai niém dich vu

Dich vy 12 mot qué trinh bao gdm mdt loat cdc hoat dong it hay nhiéu 1 vo
hinh, ma cdc hoat dong nay thuong xay ra trong qua trinh giao dich gitra khach
hang va ngudi cung tmg dich vu va/ hodc cdc san pham hitu hinh, v3/ hodc hé
thong cua nguoi cung tng dich vu ma duoc xem 1a giai phdp cho céc van dé
cua khach hang. Dich vu la v6 hinh, khong mang tinh s& hiru. Dich vu ¢c6 thé
gin lién hay khong gan lién véi mot san pham vt chét.

Trong thuc té, san phim chao ban ciia mot doanh nghiép c6 thé trai rong tir
mot mat hang thuan tdy cho dén mot dich vy thudn tdy. V&i mat hang cu thé
thudn tdy nhu xa phong, kem danh ring hay mudi an, thi khong can ¢ dich vu
di kem. Mot mat hang cu thé kem dich vu 12 mat hang cong thém mot hay
nhiéu dich vu dé ting kha nang thu hit khach mua, nhét 13 ddi véi cdc san
pham hiru hinh ¢6 c6ng nghé ché tao va str dung phuic tap. Vi du, nha san xuét
xe hoi ban xe hoi kém theo dich vu bao hanh, chi dan sur dung va bdo tri, giao
hang theo y khich hang.

Cic dich vu nay c6 thé do nha san xuat cung cip hay thué qua mét trung
gian chuyén kinh doanh dich vu d6. Mot méat hang gém mot dich vu chinh
kém theo nhitng mat hang va dich vu nhé hon. Vi dy, khach di may bay la
mua mot dich vu chuyén ché. Nhung chuyén di con bao ham mot s6 mén hang
cu thé, nhu thirc 4n, d6 ubng va mot tap chi ctia hing hang khong.

Sau cting mdt mat hang c6 thé 1a mot dich vu thuan tdy. Vi du mot cude
tam 1y tri liu hay udn téc. Nha tim 1y tri li€u chi cung cép mot dich vu don
thudn, va nhitng thr cu thé duy nhat 13 phong mach hay mét cdi mdy xoa bép.
Nhu vy san phdm ctia mot doanh nghiép c6 thé 1a mit hang cu thé hay dich
vu, c¢6 thé c6 ca nhitng dich vu bd sung. Nguoi lam marketing phai dua ra rat

nhiéu quyét dinh vé c4c dich vy cho khach hang:



- Nhiing dich vu nao can dua vao phéi thuc dich vu (services-mix) cho
khéach hang? Dich vy dé sé ¢ cép do nao?
- Dich vu d6 sé dugc cung cép dudi hinh thirc nao?

- Dich vu d6 do ai cung cap?

1.2.1.2. Pic diém cia dich vu

Dich vu c6 cic dac trung co ban khac véi san phém htru hinh khéc, nhu tinh
v6 hinh, tinh khong thé tich roi khoi ngudn gde, tinh khong 6n dinh vé chit
lugng, tinh khong luu gitr duoc.

Trong hau hét cdc nganh k§ nghé san xuét, san phdm dugc bao gbi va
chuyén ché qua cdc trung gian, céc dai 1y, dén nhitng ngudi ban budn, cic cia
hang bén 1é rdi dén tay ngudi tiéu ding cudi cung. Déi véi dich vy, ngudi tiéu
dung c6 thé phai dén noi ma & d6 dich vu duogc “tao ra”. Nghia 1a, dich vu
dugc ban hay cung cip cho khich hang trude khi ho cam nhan duoc loi ich
thuc sy ctia né. Chinh diéu nay 1am cho khédch hang cam thdy liéu linh khi
mua nhiing dich vy, do vay dé mua mét dich vu hay mdt san phém keém theo
dich vy, khdch hang phai duoc thong tin day du nhitng gi ma ho s& c6 trong
toan bd cdc giai doan ctia qué trinh mua va st dung san pham hay dich vu. Vi
thé, viée tuyén truyén, quang cdo déng vai trd rat quan trong dé cau dan khéch
hang dén quyét dinh mua mdt dich vu.

Dich vu vé co ban 12 khdng cu thé,do vay né rat dé bat chudce. Diéu nay lam
cho viéc canh tranh tré nén gay git hon va d6 ciing chinh 1 thich thic chu
yéu ctia marketing dich vu.

Mot dich vu c¢6 thé do nhiéu té chirc cung tng, do d6 cédc giai phdp
marketing-mix ciing chiu tic dong béi cic chinh sich cia cdc to chic ma
doanh nghiép san xuat lién két dé cung cip dich vu cho khach hang.

Mot dac trung rit co ban cua dich vu 1a tinh khong tach roi dugc. Trong da

sO cdc truong hop, dich vu dugc san xuat va tiéu dung dong thoi, va chi duoc
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hoan thanh cing vé6i su hoan thanh tiéu dung cua khich hang. Néu chua c6
khéach hang, chua c6 hé théng tao ra dich vu.

Do dich vu dugc thuc hién béi nhitng ngudi cung cip khéc nhau, & nhitng
thoi gian va dia diém khac nhau va c6 ca su can thi€p cua khach hang trong
qua trinh tao ra dich vu da tao ra tinh khong 6n dinh cua dich vu. Vi thé khé c6é
thé kiém tra trudc chit lugng dich vu va diéu nay gdy kho khin trong quan 1y
chit lugng cua dich vy. Mot dac diém rat quan trong nira la phéi thure dich vu
(services-mix) c6 cdu tric phirc tap doi héi tinh tong hop va tinh déng bo cao,
12 mot tap hop c6 két cau hop 1y bao gdm nhiéu dich vu lién quan mat thiét véi
nhau va tic dong qua lai voi nhau, bd sung cho nhau trong qud trinh tao ra loi
ich cho khéch hang. Viéc phéi hop céac dich vu nay véi nhau ¢ nhirng muc do
va két cdu khdc nhau s& hinh thanh nén nhitng phéi thic dich vu khdc nhau.
Van dé 12 mdi doanh nghiép can phai biét khéo 1éo két hop cdc loai dich vu
khdc nhau d6 dé tao ra cho minh mot tap hop dich vu tuong ddi hoan chinh
phit hop véi nhitng thé manh cta minh, dong thoi ddp Gmg tot nhat nhu cau c6
tinh dac thu cua tung thi truong muc tiéu ma doanh nghi€p da Iya chon. Mat
khéc, do thi trudng ludn thay d6i, ddi hoi doanh nghiép phai thiét thé mot ciu
tric dich vu sao cho c6 thé diéu chinh linh hoat theo sy thay d6i nhu cau va thi
hiéu cua khdch hang dé trdnh lang phi vi chi phi thiét k& dich vu méi thudng

rat ton kém.

1.2.1.3. Chét lwong cia dich vu

Chét lugng dich vu duge dinh nghia bang nhiéu céch khéc nhau tiy thudc
vao ddi tuong nghién ctru. Viéc tim hiéu chat lugng dich vu l1a co s& cho viée
thuc hién c4c bién phép cai thién chat lugng dich vu cua ngan hang. Vi vay, n6
khoéng chi quan trong trong viéc xdy dung muc tiéu phét trién ma con dinh
huéng cho ngin hang phat huy duoc thé manh ctia minh mét céch tdt nhat.
Chét luong dich vu c6 thé dugc hiéu thong qua céac dac diém cta né. Xét mot

cach téng thé, chat lugng dich vu bao gém cdc dic diém sau:
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- Tinh vuot tréi
Pbi v6i khach hang, dich vu c6 chat lugng 1a dich vu thé hién duoc tinh
vuot troi “uu viét” cua minh so véi nhitng san phém khéac. Chinh tinh uu
viét nay lam cho chét lugng dich vu tré thanh thé manh canh tranh cia cic
nha cung cép dich vu. Su danh gia vé tinh vuot trdi cia chat lugng dich vu
chiu anh hudng rat 16n béi sy cam nhan tir phia ngudi st dung dich vu.
Quan hé nay c6 y nghia rat 16n ddi véi viéc ddnh gid chéat luong dich vu tir
phia khach hang trong cdc hoat dong marketing va nghién ctru sy hai long
cua khéich hang.
- Tinh dic trung ciia sin pham
Chét luong dich vy 1a tong thé nhitng mit cdt 18i nhat va tinh tdy nhat
két tinh trong san phém dich vu tao nén tinh dac trung cua san phém dich
vu. Vi vay, dich vu hay san phém ¢6 chit luong cao s€ ham chtra nhiéu
“dac trung vuot trdi” hon so véi dich vu cép thép. Su phan biét nay gén lién
voi viée x4c dinh cdc thudc tinh vuot trdi hitu hinh hay vd hinh cta san
pham dich vyu. Chinh nho nhitng dic trung nay ma khach hang c6 thé nhan
biét chét lwong dich vu ctia ngin hang khéc vé6i cdc ddi tha canh tranh. Tuy
nhién, trong thuc té rat khé xéc dinh cdc dic trung ¢t 161 cua dich vu mét
cdch ddy da va chinh xdc. Vi vay, cdc dic trung nay khong cé gid trj tuyét
d6i ma chi mang tinh twong ddi gidp cho viéc nhan biét chét lwong dich vu
trong trudng hop cu thé dé dang hon théi.
- Tinh cung tng
Chét luong dich vu gin lién v6i qué trinh thyuc hién, chuyén giao dich vu
dén khéch hang. Do d6, viéc trién khai dich vu, phong théi phuc vu va cich
cung tng dich vu s& quyét dinh chat luong dich vu tét hay x4u. Pay 1a yéu td
bén trong phu thudc vao su biéu hién cua nha cung cép dich vu. Chinh vi thé,
dé nang cao chat luong dich vu, nha cung cép dich vu trudc tién can phai biét
cai thién yéu td noi tai nay dé tao thanh thé manh 1au dai cua chinh minh

trong hoat dong cung cap dich vu cho khich hang.
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- Tinh théa mén nhu cau

Dich vy dugc tao ra nham ddp ung nhu cau khiach hang. Do d6, chit
luong dich vu nhat thiét phai thoa man nhu ciu khach hang va 1y yéu cau
ctia khach hang 1am cdn ct dé cai thién chét luong dich vy. Néu khach hang
cam thdy dich vu khong ddp tng dugc nhu ciu ctia minh thi ho s& khong
hai long véi chét luong dich vu ma ho nhén dugc. Trong méi truong kinh
doanh hién dai thi dic diém nay cang trd nén quan trong hon bao gio hét vi
cdc nha cung cdp dich vu phai luén huéng dén nhu cau khich hang va cb
gang hét minh dé ddp tmg cdc nhu cau d6. S& 1a v6 ich va khéng c6 chat
lwgng néu cung cip céc dich vu ma khich hang danh gid 1a khong c6 gid tri.

Xét trén phuong dién phuc vu khach hang, “tinh théa man nhu ciu” da
bao gdm ca ¥ nghia cta “tinh cung tng”. S¢ di nhu vay 12 vi chét luong
dich vu bat dau tir khi ngan hang nim bt nhu cau cua khich hang dén khi
trién khai dich vu nhung chinh trong qua trinh thuc hién cung ung dich vu
ma khdch hang s& cam thdy hai long khong va tir d6 cam nhan chit luong
dich vu t6t hay xau. Néu tinh cung tng mang yéu td ndi tai thi tinh thoa
mén nhu cau lai bi chi phéi béi tdc dong bén ngoai nhiéu hon.
- Tinh tao ra gia tri

RO rang, chét luong dich vu gén lién véi cdce gid tr1 dugc tao ra nham
phuc vu khach hang. Dich vu khdng san sinh ra gia tri nao hét thi duoc xem
12 khong c6 chat lugng. Vi dy, ngan hang tao ra gid tri va khach hang 1a ddi
tuong tiép nhan nhitng gid tri d6. Vi vay, viéc xem xét chét luong dich vu
hay cu thé hon 12 céc gid tri dem lai cho khach hang phu thudc vao danh gia
cua khéach hang chir khong phai cua ngan hang. Thong thuong, khiach hang
don nhan nhitng gia tri dich vu mang lai va so sanh ching véi nhitng gi ho
mong doi s€ nhan dugc.

N6i cdch khéc, tinh gid tri cta chit lugng dich vu ciing bi chi phdi nhiéu
bdi yéu td bén ngoai (khach hang) hon 1a noi tai (ngan hang). Chat luong

dich vu cao la dich vu tao ra cdc gia tri khong chi ddp img nhu cau khéch
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hang ma con vuot hon han cic mong muodn cua khach hang va lam cho
ngan hang tré nén ndi bat hon doi thu canh tranh. Do d6, tinh tao ra gia tri
la dic diém co ban va la nén tang cho vi¢c xay dung va phat tri€n chat

lugng dich vu cua ngan hang.

Tém lai, chit lugng dich vu la nhan td téc dong nhiéu dén sy hai long cua
khéch hang. Néu nha cung cap dich vy dem dén cho khach hang nhimng san
pham c6 chat lwong théa man nhu cau cia ho thi ngin hang d6 da budc dau
lam cho khéch hang hai long. Do d6, mubn nang cao sy hai long cta khach
hang, nha cung cdp dich vu phai ning cao chét luvgng dich vu. Né6i cdch khéc,
chét luong dich vu va su hai 1ong cta khach hang c¢6 mdi quan hé hd twong
chat ché véi nhau, trong dé chét luong dich vu la céi tao ra trudc, quyét dinh
dén sy hai 1ong cua khach hang. Mdi quan hé nhin qua giita hai yéu td nay 1a

van dé then chot trong hau hét cdc nghién ctru vé su hai long cua khach hang.

1.2.1.4. Gia ca

Gid ca 12 hinh thirc biéu hién bang tién cta gid tri hang héa va dich vu. Gid
ca duoc xac dinh dya trén gia tri st dung va cam nhan cua khach hang vé san
pham, dich vu ma minh sir dung. Khdch hang khong nhét thiét phai mua san
phélm, dich vu c6 chét luong cao nhéat ma ho s€ mua nhiing san phém, dich vu
dem lai cho ho sy hai 1ong nhiéu nhat. Chinh vi vdy, nhiing nhan t6 nhu cam
nhan ctia khach hang vé gid va chi phi (chi phi st dung) khong anh huéng dén
chat lugng dich vu nhung s€ tdc dong dén sy hai long cua khéach hang.

Trong nhiéu nghién ctru vé su hai 1ong cua khach hang trude day, tic dong
ctia yéu té gid ca it dugc chd y dén so véi céc tiéu chi khac. Tuy nhién, ciing
v6i su canh tranh ngay cang manh mé cua thi truong va cic thay ddi trong
nhan dinh cta khach hang vé san phém dich vy, cic nha nghién ctu da xac

dinh rang gia ca va sy hai long cua khach hang c6 moi quan h¢ sau sac voi
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nhau. Do d6, néu khong xét dén nhan t6 nay thi viéc nghién ctru vé sy hai long
ctia khdch hang s& thiéu tinh chinh x4c.

Khi mua san phdm dich vu khdch hang phai tra mét chi phi nao dé dé ddi
lai gid tri st dung ma minh can. Nhu vay, chi phi d6 dugc goi 12 cdi phai danh
ddi dé c6 duoc gia tri mong mudn tr san ph'flm dich vu. Néu dem lugng hoéa
gid ca trong tuong quan gid tri c6 dugc thi khich hang s& c6 cam nhan vé tinh
canh tranh cua gia ca la théa dang hay khong. Chi khi nao khach hang cam
nhén chit lugng dich vy c6 dugc nhiéu hon so v&i chi phi sir dung thi gia ca
duoc xem la canh tranh va khach hang s€ hai long. Nguoc lai, khach hang sé
t6 ra khong hai 1ong vi cam thiy minh phai tra nhiéu hon so véi nhitng gi nhan
dugc va gid ca trong truong hop nay s& tic dong tiéu cuc dén sy hai l1ong cia
khéch hang. Day 12 mbi quan hé gita lugng gié ca, gid tri va gid tri cam nhan.
Tuy nhién, chinh gid ca cam nhin m&i 1a nhén td tic dong dén sy hai long cia
khéch hang. C6 thé lugng gid ca bo ra nhiéu hon so voi gid tri nhan duoc
nhung khach hang cam nhan nhu thé 12 hop 1y thi ho van s& hai 1ong va ngugc
lai. Hai yéu t6 nay tdc dong qua lai 13n nhau tiy vao d6 nhay cta khach hang
dbi voi gid cling nhu mdi quan hé giita ngudi st dung dich vu véi nha cung
cap dich vu. Ngoai ra, dé danh gid tdc dong cta nhén td gid ca dén sy hai long
khéch hang, ching ta cdn xem xét ddy di hon & ba khia canh sau:

- Gi4 so véi chét luong

- Gid so vdi cdc ddi thu canh tranh

- Gid so voi mong doi cuia khach hang

Vi vay, khi xem xét tic dong cua gia dén su hai long ctia khach hang chiing
ta can nhan thirc mot cach diy du hon gid & ddy bao gém chi phi bo ra va chi
phi co hoi dé c6 dugc san pham dich vy ciing nhu tuong quan cua gid dén
nhitng khia canh dd dé cép ¢ trén. Trong pham vi bai viét nay, yéu td gid ca
dugc xem xét chinh la tinh canh tranh cta gid dugc cam nhan. Néu khach
hang cam nhin tinh canh tranh cta gia ca cang cao thi ho s€ cang hai long va

nguoc lai.
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1.2.2. Sy hai long ciia khach hang

1.2.2.1. Khai niém sy hai long cia khach hang

Theo Philip Kotler, sy thoa man - hai long cua khach hang (customer
satisfaction) 12 mirc do cua trang thdi cam gidc ctia mot nguoi bit ngudn tir
viéc so sénh két qua thu dugc tur viéc tiéu dung san phém/ dich vu v6i nhiing
ky vong cta anh ta. Murc d0 hai long phu thudc su khac biét gitra két qua nhan
duoc va ky vong, néu két qua thuc té thap hon ky vong thi khach hang khong
hai 1ong, néu két qua thuc té twong xtimg véi ky vong thi khach hang s& hai
long, néu két qua thuc té cao hon ky vong thi khach hang rat hai long. Ky
vong cua khiach hang dugc hinh thanh tir kinh nghiém mua sam, tir ban be,
ddng nghiép va tir nhitng thong tin cta ngudi ban va ddi thi canh tranh. Dé
ning cao sy thoa man cua khich hang, doanh nghiép can c6 nhitng khoan dau
tr thém ma chi it ciing 12 du tu thém nhitng chwong trinh marketing. Trong
bdi canh canh tranh, sy khon ngoan cua modi doanh nghiép 1a chi can tao su
thoa man cua khich hang cao hon ddi tha canh tranh. Nhu vay s€ hai hoa loi
ich cua khach hang va loi nhuan cta doanh nghi¢p. Du sao thi sy théa man,
hai long cua khach hang cling c6 nhitng anh hudng t61 1ong trung thanh véi
thwong hiéu cua nha san xuat. Tuy nhién sy hai 1ong khéng bén viing va ciing
khé luong héa. Yéu td thuc sy quyét dinh long trung thanh cua khich hang 1a
gia tri danh cho khach hang. Gi4 tri khach hang tao ra sy hai long-mutrc d¢ thdéa
man ctia khach hang. Doanh nghiép can do ludng mic d6 thda man cua khach
hang cuia minh va cua ddi thu canh tranh truc dién. C6 thé thong qua cudc diéu
tra hay déng gia ngudi mua sam. Nhiing thong tin vé giam st mic do thoa
min cia khich hang ctia doanh nghiép so vé6i khach hang cua ddi tha 1a tin
hiéu bdo truéc vé tinh trang mat khach hang, giam thi phan trong tuwong lai.
Can thiét 14p nhitng kénh thong tin dé khich hang gép ¥ hodc khiéu nai. Mirc
d6 khiéu nai khong thé dung lam thuéc do sy thoa man cta khich hang vi

phan 16n sy khong hai 1ong khach hang khong khiéu nai.
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Su hai long cua khach hang tuy thudc vao hiéu qua hay loi ich cua san
pham dich vy mang lai so v&i nhirng gi ma ho dang ky vong. Khach hang c6
thé c6 nhitng cip d6 hai 1ong khdc nhau. Néu hiéu qua san pham dich vu mang
lai thap hon so véi ky vong, khach hang s& bat man. Néu hiéu qua san pham
dich vu khép véi cdc ky vong, khach hang s& hai 1ong. Néu hiéu qua san phim
dich vu mang lai cao hon ca ky vong, khdch hang s& hét strc hai long va vui
mung.

Thé nhung khéch hang hinh thanh ky vong cua ho ra sao? Céc ky vong déu
dua trén kinh nghiém trude day ctia khach hang, y kién cua ban be va thong
tin tir nha tiép thi. Ngan hang phai biét than trong dé dwa ra mic ky vong
ding. Néu dua ra muc ky vong thap, ho c6 thé 1am hai 1ong khach hang that
nhung lai chiang du stc thu hidt khach hang. Tréi lai, néu ho ning cdc ky vong
1én qud cao, khdch hang c6 thé sé bi thit vong.

Viéc do luong sy hai 1ong ciia khach hang chi cé y nghia trong bdi canh
canh tranh. Do d6, cdc ngin hang phai biét tim hiéu ning suit lam vira long
khach hang ctia minh 13n ctia céc ddi thii canh tranh. D6i voi nhirng ngan hang
dinh hudng theo khach hang, sy hai long cta khach hang vira 1a muc ti€u, vira
1a yéu t6 chinh trong sy thanh coéng ctia ngén hang.

Tuy tim cdch mang lai su hai 1ong cao cho khach hang so véi ddi thu canh
tranh nhung ngan hang dinh hudng theo khach hang khéng nd luc tbi da héa
sy hai 1ong d6. Mot ngan hang c6 thé ludn ludn 1am ting su hai long cua
khéch hang bang cdch giam 14i sudt vay, tang l4i sudt tién gui hay ting cudng
dich vu nhung diéu nay c6 thé din dén tinh trang loi nhuan giam sit. Chi tiéu
qud nhiéu dé 1am ting sy hai 1ong cta khich hang c6 thé 1am voi ngudn quy
ctia ngan hang. Nhu vdy doi hoi cin phai ¢6 mot sy can nhic hét suc té nhi,
nghia 1a ngan hang vtra phai mang lai mdt mac do hai long cao cho khach
hang ddng thoi cling phai mang lai mét mirc do hai long kha di chip nhan

dugc cho cdc nhan vién ciia ngan hang.
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1.2.2.2. Phéan loai sy hai long ciia khach hang

Theo mot s6 nha nghién ctru c¢6 thé phéan loai sy hai 1ong ciia khach hang

thanh ba loai va chiing c6 su tdc dong khac nhau dén nha cung cép dich vu:

- Hai long tich cwe (Demanding customer satisfaction): day la sy hai long
mang tinh tich cyc va dugc phan hdi thong qua céc nhu cau sir dung
ngay mot ting 1én dbi véi nha cung cép dich vu. D4i véi nhitng khich
hang c6 su hai long tich cuc, ho va nha cung cp s& c6 mdi quan hé tdt
dep, tin nhiém 14n nhau va cam thay hai 1ong khi giao dich. Hon thé, ho
cling hy vong nha cung cap dich vu s& c6 di kha ning ddp tng nhu ciu
ngay cang cao cta minh. Chinh vi vy, ddy 12 nhém khach hang dé trg
thanh khich hang trung thanh cta ngin hang mién 13 ho nhéan thy ngin
hang ciing c6 nhiéu cai thién trong viéc cung cdp dich vu cho ho. Yéu t6
tich cuc con thé hién & chd, chinh tir nhitng yéu ciu khéng nging ting
1én cta khach hang ma nha cung cip dich vu cang nd luc cai tién chat
luong dich vu ngay cang tré nén hoan thién hon.

- Hai long on dinh (Stable customer satisfaction): ddi véi nhitng khach
hang c6 sy hai 1ong 6n dinh, ho s& cam thiy thoai méi va hai long véi
nhirng gi dang dién ra va khong mudn c6 su thay doi trong cich cung cip
dich vu ciia ngan hang. Vi vay, nhitng khach hang nay to ra dé chiu, c6
su tin tudng cao dbi v6i ngan hang va sin 1ong tiép tuc sir dung dich vu
cua ngan hang.

- Hai long thu dong (Resigned customer satisfaction): nhitng khach hang
c6 sy hai 1ong thu dong it tin twdong vao ngan hang va ho cho rang rat khé
dé ngan hang c6 thé cai thién duoc chét lugng dich vu va thay ddi theo
yéu ciu cua minh. Ho cam thdy hai long khong phai vi ngan hang thoa
méan hoan toan nhu ciu cia ho ma vi ho nghi rang s& khong thé nao yéu
cAu ngan hang cai thién tot hon nita. Vi vay, ho s& khéng tich cuc déng

g6p ¥ kién hay to ra thd o v6i nhitng nd luc cai tién ctia ngan hang.
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Ciing can phai néi thém rang ngoai viéc phan loai su hai long cua khach
hang thi mac d6 hai 1ong ciing anh hudng rat 16n dén hanh vi khach hang.
Ngay ca khi khdch hang c6 cuing su hai long tich cuc dbi voi ngan hang nhung
mirc d6 hai long chi & muc “hai long” thi ho ciing ¢ thé tim dén céc ngan
hang khéc va khéng tiép tuc st dung dich vu cta ngan hang. Chi nhitng khédch
hang c6 mirc d6 hai 1ong cao nhat “rat hai 1ong” thi ho chic chin s& 1a nhiing
khach hang trung thanh va ludn ung ho ngin hang.

Vi vay, khi nghién ctru vé sy hai 1ong cua khdch hang thi viéc 1am cho
khéch hang hai 1ong 1a rat can thiét ma viéc gidp ho cam thay hoan toan hai
1ong lai quan trong hon nhiéu. Dbi voi nhitng khach hang hai 1ong thu dong,
ho c6 thé rdi bé ngan hang bat clr lic nao trong khi nhém khich hang cam
nhan “hoan toan hai long” thi s€ 1a nhitng khach hang trung thanh cua ngan
hang. Sy am hiéu nay s& gitp ngin hang c6 nhitng bién phdp cai tién chat

lugng dich vu linh hoat cho tirng nhém khach hang khéc nhau.

1.2.3. Méi quan hé giira chit lwgng dich vu va sy hai long ciia khach hang

Hai long 1a phan tng cia nguoi tiu dung khi duoc ddp tmg mong mudn
(Oliver,1997), 1 phan mg ctia khach hang vé sy khéc biét gita mong mubn va
murc do cam nhan sau khi str dung san phém/ dich vu (Tse va Wilton, 1988). Nhu
vay, hai long la ham cua sy khac bié¢t gitra Kkét qua nhan duoc va ky vong (Kotler,
2001). Parasuraman va cdng su (1993), cho réng gifra chét lugng dich vu va su
hai 1ong khich hang ton tai mot s khdc biét, diém khdc biét co ban 1a van dé
“nhan qud”. Con Zeithalm & Bitner (2000) thi cho réng sy hai 1ong cua khach
hang bi tdc dong bai nhiéu yéu té nhu: chat luong san pham, chét luong dich vu,
gid ca, yéu t tinh hudng, yéu t6 c4 nhan.

Tuy gitta chét luong dich vu va sy hai 1ong c6 mbi lién hé vo1 nhau (Cronin va
Taylor, 1992; Spreng & MacKoy, 1996) nhung c6 rat it nghién ciru tip trung vio
viéc kiém tra mirc d6 giai thich cta cdc thanh phan chét lwong dich vu d6i voi su

hai long, dic bi¢t cho ting nganh dich vu cu thé (Lassar & cong su, 2000).
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Ngoai ra, yéu t6 gid ca ciing can dugc xem xét khi nghién ctru sy hai long cia
khich hang (Spreng & Mackoy, 1996; Voss & cong su, 1998; Varki & Colgate,
2001).

1.3. M hinh Iy thuyét d4anh gia chat lwong dich vu

1.3.1. M6 hinh chit lrong dich vua SERVQUAL
Dich vu ngay cang déng vai trd quan trong trong nén kinh t& qudc dan thong
qua viéc tao ra gid tri déng gép cho nén kinh té ctia qudc gia. Nhan ra tim quan
trong cua dich vu, cdc nha nghién cru han 1am trén thé giéi da tap trung vio
nghién ctru lanh vyc nay tu dau thap nién 1980 (vi dy, Gronroos 1984). N6 luc
dinh nghia va do lvong chat luong déu bat ngudn tir nganh san xut san pham
hitu hinh. Theo triét 1y ctia nht ban thi chat lugng 13 "khong c6 15i - 1am ding
ngay tir dau". D6i voi san pham hiru hinh thi nguoi tiéu dung c6 thé danh gid kha
dé dang vé chat lugng vi ho c6 thé can ctr vao hinh dang thiét ké cua san pham,
mau sic cta bao bi,... Hay néi cac khach, ho c6 thé sO, nguri, nhin, ngém, hoac
ném san pham trudc khi mua. Tuy nhién ddi voi dich vy, 1 nhitg san pham v
hinh nén viéc d4nh gid chat luong cua ching 1a khé khin hon nhiéu. Diéu nay c6

thé gidi thich dya vao cédc dac diém cua dich vu bao g@)m 5 dac trung co ban la:

1. Tinh vo6 hinh (Intangability): Dich vu khong cé hinh thdi vat ly cu thé,
khong thé can, dong, do, dém, thu nghiém, hoac kiém dinh trude khi mua.

2. Tinh khéng luu trix (Perishability): Céc san pham vé dich vu khong dong
bd vé mat thoi gian, khong thé Iuu trir khi cau vé dich vu thay dbi (giam
xudng) hodc dé cung cip vao thoi diém khéc cho khach hang néu cung
khong ddp ung duogc cau.

3. Tinh khong tach roi (Inseparablity): Cic d6i twong tham gia vao dich vu
khong thé tach roi nhau. Dich vu duogc san xuit va tiéu thu cung mot thoi
diém. Nhan vién cung cap dich vu va su tuong tic giita nhan vién nay va

khach hang nhan dich vu la mot phﬁn cua dich vy, doi héi nhan vién cung
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cap dich vu phai duoc dao tao tot vé tic phong giao dich, kién thirc va k§y
nang va linh hoat tmg xr thy ting dbi tuong khach hang.

4. Tinh ddng thoi (Simultaneity): Cdc ddi tuong tham gia vao dich vu phai
thuc hién dong thoi, phai c6 su cling tuong tic gita cic bén.

5. Tinh thay ddi (Variability): Cdc dich vu c6 tinh thay ddi rat 16n do chiing
phu thudc vao ngudi cung cip, thoi diém va noi ching dugc cung cap, vi
vay dau tu vao cdc quy trinh tuyén dung va dao tao tét, tiéu chuan héa cic
qud trinh dich vu thong sudt to chtc, theo ddi su thoa man cua khich hang
qua hé théng gép y va khiéu nai, cdc nghién ctu khao sit khach hang va so

sanh viéc mua hang.

M6 hinh SERVQUAL (Parasuraman, 1988) 1a m6 hinh nghién ctu chét luong
dich vu phd bién va dugc dp dung nhiéu nhit trong cdc nghiéu ctru marketing.
Theo Parasuraman, chéat luong dich vu khong thé x4c dinh chung chung ma phu
thudc vao cam nhén cua khach hang ddi voi dich vu d6 va sy cam nhéan nay duoc
xem xét trén nhiéu yéu t6. M6 hinh SERVQUAL dugc xdy dyng dua trén quan
diém chét lugng dich vy cdm nhan la sy so sdnh gitra cdc gia tri ky vong, mong
doi (expectation) va cdc gia tri khach hang cam nhan dugc (perception). Thang
do nay c6 thé dp dung trong cdc loai hinh dich vu khdc nhau nhu nha hang, khach

san, bénh vién, truong hoc, cic hang hang khong, du lich...

Thang do SERVQUAL do luong chat lugng dich vu dya trén sy cdm nhan bdi
chinh céac khiach hang st dung dich vy. Parasuraman & ctg (1985) cho réng: bét
ki dich vu nao, chat luong cam nhan boi khach hang c6 thé mo hinh thanh 10
thanh phan d6 la:

1. Tin cay (Reliability) néi Ién kha nang thuc hién dich vu phu hop va ding
thoi han ngay 1an dau tién. Diéu nay doi hoi sy nhit quin trong viéc thuc
hién dich vu va t6n trong cdc cam két cling nhu giit 11 hira véi khach hang.

2. Pap tng (Reponsiveness) ndi 1én sy mong mudn va sin sing cta nhin vién

phuc vu cung cép cic dich vu cho khach hang.
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3. Ning lwe phuc vu (Competence) néi 1én trinh do chuyén mén dé thuc hién
dich vu. Kha niang phyc vu thé hién khi nhan vién tiép xic véi khiach hang,
nhan vién truc tiép thuc hién dich vy, khd nang nghién ctru dé nam bat
thong tin lién quan can thiét cho viéc phuc vu khach hang.

4. Tiép can (Access) lién quan dén viéc tao moi diéu kién d& dang cho khach
hang trong viéc tiép cin véi dich vu nhu rdt ngin thoi gian chd doi coa
khéach hang, dia diém phuc vu va gio md cua thuan ti¢n cho khach hang.

5. Lich sw (Courtesy) n6i 1én tinh cdch phuc vu niém nd, ton trong va thin
thién véi khach hang ctia nhan vién.

6. Thong tin (Communication) lién quan dén viéc giao tiép, thong dat cho
khéch hang bang ngdn ngir ma ho (khach hang) hiéu biét dé dang va ling
nghe vé nhitng van d& lién quan dén ho nhu giai thich dich vu, chi phi, giai
quyét khiéu nai, thic mic.

7. Tin nhiém (Credibility) néi 1én kha nang tao long tin cho khach hang, lam
cho khdch hang tin cdy vao cong ty. Kha ning nay thé hién qua tén tudi va
tiéng taim ctia cong ty, nhan cdch cta nhan vién phuc vu giao tiép truc tiép
voi khach hang.

8. An toan (Security) lién quan dén kha niang bao dam sy an toan cho khach
hang thé hién qua su an toan vé vat chét, tai chinh, ciing nhu bao mat thong
tin. Pay 1a yéu t6 tao nén sy tin nhiém, tin twdng cho khich hang dugc cam
nhan thong qua sy phuc vu chuyén nghiép, kién thirc chuyén mén gioi,
phong thdi lich thiép va kha ning giao tiép tbt, nhd d6, khach hang cam
thdy yén tim mdi khi sir dung dich vu ctia ngan hang:

9. Hiéu biét khach hang (Understanding Customer) thé hién qua kha ning
hiéu biét va ndm bat nhu ciu cta khach hang théng qua viéc tim hiéu nhiing
doi héi cua khach hang, quan tam dén c4 nhan ho va nhan dang duoc khach
hang thuong xuyén

10. Phwong tién hiru hinh (Tangibles) thé hién qua ngoai hinh, trang phuc

cua nhan vién phuc vy, cic trang thiét bi hd trg cho dich vu. Phuong tién
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hitu hinh chinh la hinh anh bén ngoai cua co s¢ vat chét, thiét bi, mdy moc,
phong thdi ctia doi ngii nhan vién, tai liéu, sach huéng din va hé théng
thong tin lién lac cua ngdn hang. N6i mot cach tong qudt, tit ca nhiing gi
ma khdch hang nhin thdy truc tiép duoc bang mat va cic gidc quan thi déu

c6 thé tac dong dén yéu té nay.

Nhirng 14n nghién ctru sau d6 cung cb thém quan diém rang 5 khia canh chinh
yéu cua chit luong ma Parasuraman, Berry va Zeithaml dd dé nghi khong c6 tinh
bao quét cho tat ca cdc loai dich vu.

Do su khac nhau co ban vé san phém hiru hinh va dich vy, cdc nha nghién ctru
han 1am trong nganh tiép thi da c6 gang xem xét tim quan trong cua hai yéu to,
hitu hinh va vo hinh trong dich vu (vi du, Zeithaml & Bitner 2000; Shostack
1977). Thi dy trong céc ctra hang bdn 18, san pham hitu hinh 13 quan trong va
dich vu 1a thir yéu. Nguoc lai, d6i voi dich vu hang khong, tu van quan tri,... thi
dich vu duoc xem 1a rat quan trong. Vi vay, hang loat nghién ctru da st dung
thang do SERVQUAL d¢ kiém dinh va da duogc diéu chinh dé thich hop & nhiéu
bdi canh khic nhau (Robinson 1999).

Mo hinh niam thanh phan chat lugng dich vu va thang do SERVQUAL bao
phu kha hoan chinh moi van dé dic trung cho chét lugng cua mdt dich vu.
Parasuraman & ctg (1991, 1993) khang dinh rang SERVQUAL Ia thang do hoan
chinh vé chat lugng dich vy, dat gid tri va do tin cdy va c6 thé dugc tmg dung
cho moi loai hinh dich vu khac nhau. Tuy nhién, nhu da gidi thiéu, mdi nganh
dich vu cy thé c6 nhitng dic thi riéng cta ching. Nhiéu nha nghién ctru khic
cling da kiém dinh m6 hinh nay tai nhiéu lanh vuc dich vu cling nhu tai nhiéu thi
truong khiac nhau. Léy vi du Bojanic (1991) kiém dinh SERVQUAL véi dich vu
kiém todn; Cronin & Taylor (1992) véi dich vu giat kho; Dabholkar & ctg (1996)
véi dich vu ban 1¢; Lassar & ctg (2000) va Mehta & ctg (2000) véi dich vu ngéan
hang; Nguyén Dinh Tho & ctg (2003) véi dich vu vui choi giai tri ngoai troi,...
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Két qua kiém dinh cho thiy chét luong dich vu khong thdng nhét véi nhau ¢
ting nganh dich vy va timg thi trudng khdc nhau. Ly vi du, Mels & ctg (1997),
trong mot nghién ctru thuc tién cua minh, két luan rﬁng chat luong dich vu chi
bao gdm hai thanh phan. Nguyén Pinh Tho & ctg (2003) kiém dinh SERVQUAL
cho thi truong khu vui choi giai trf ngoai troi tai TPHCM cho thdy, chat luong
dich vu nay bao gdm bén thanh phan,... Vi vy, can phai c6 nhitng nghién ciru
tiép tuc dé mo hinh héa chit lugng dich vu trong tirng nganh dich vu va tung thi
truong cu thé.

Chinh Parasuraman va ctg (1988) da cho rang mot trong nhirng han ché trong
viéc phat trién thang do chét lugng dich vu l1a do muc tiéu mudn c6 mot thang do
chinh xdc ma trong d6 cic bién quan st déu c6 ¥ nghia ddi véi tat ca sy da dang
ctia cong ty dich vu. Trong qud trinh thiét ké thang do, cdc tic gia nay chi giir lai
nhirng ciu do nao phd bién va thich hop véit tat ca cdc cong ty dich vu trong
nghién ctru (ngadn hang, cong ty phat hanh thé tin dung, cong ty stra chita va bao
tri, cong ty dién thoai),... Vi Iy do nay, mot sb bién quan st “t5t” phi hop véi
mot s6 nhung khong phai véi tat ca cong ty dich vu thi bi loai bo. Hon nita, thang
do SERVQUAL duoc kiém dinh trong mot s6 dich vu thuan tuy (phﬁn vO hinh
déng vai trd quan trong), nhung trong bdi canh kinh doanh ban 1¢ nhu siéu thi thi
kh4 han ché.

Cich tiép can dé cai tién va do luong chat luong khong thé nhat thiét gibng
nhu trong dich vu thuan tuy ma do dac diém riéng biét cua dich vy kinh doanh
siéu thi ddi hoi phai c6 thang do chét lugng phit hop. Do d6, khi 4p dung thang
do SERVQUAL trong moi truong kinh doanh siéu thi doi hoi nha nghién ctru

phai than trong vi mot s6 yéu t6 ¢ thé thay doi.
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1.3.2. M6 hinh chi s hai long ciia khach hang (CSI Model)
1.3.2.1. Chi s hai long ciia khach hang (CSI)

Chi s6 hai long cua khéach hang (CSI - Customer Satisfaction Index) dugc
mg dung nham do ludng su théa man cua khach hang déi voi cic nganh, cic
doanh nghiép & nhiéu qudc gia phat trién trén thé gidi. Xay dung va tng dung
chi s6 CSI cta cdc ngan hang gidp cho viéc xdy dung hé théng dir liéu thong
tin vé& su hai 1ong cua khach hang, 1am co s& cho cic viéc hoach dinh chién
Iroc canh tranh, tiép thi, xay dung thuong hi¢u va xic tién thuong mai.

Viéc thoa man khich hang tro thanh mét tai san quan trong d6i véi cic
ngin hang trong nd lyc ning cao chat lwong dich vu, gitt virg su trung thanh,
nang cao nang luc canh tranh cua ngan hang.

Chi s6 hai long ctia khich hang bao gém cédc bién sé dic trung cho san
pham dich vy. Xung quanh céc bién sb nay 1a hé thong cdc mdi quan hé nhan
qua xudt phét tir nhimg bién s6 khoi tao nhu su mong doi (expectations) clia
khédch hang, hinh anh (image) doanh nghiép va san pham, chit lugng cam
nhén (perceived quality) va gid tri cAm nhén (perceived quality) vé san phém
hoac dich vu kém theo dén céc bién sb két qua cua sy hai long nhu su trung
thanh (customer loyalty) hay su than phién cua khich hang (customer

complaints).

1.3.2.2. Mot s6 mé hinh chi s6 hai long khach hang:

St than phién
{(Complaint)

Sv mong doi

St hai
ling caa
khich
hang (1)
Swr trung thanh
(Loyalty)

Chiit hrong cim nhéin

Hinh 1.1: M6 hinh chi s6 hai long khach hang cia My

(American Customer Satisfaction Index — ACSI)
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Trong md hinh chi s6 hai long cia My (ACSI), gid tri cdm nhén chiu tic
dong boi chét lugng cam nhan va sy mong doi cua khach hang. Khi d6, su
mong doi ctia khdch hang c6 tic dong tryc tiép dén chét luong cam nhan. Trén
thuc té, khi mong doi cang cao, ¢6 thé tiéu chuan vé chit lugng cam nhén cia
khéch hang ddi véi san phdm cang cao hoic nguoc lai. Do vay, yéu cau vé
chét luong san pham va dich vu cung cp cho khdch hang can phai dam bao va
duoc thoa man trén co so sy hai long cua hg. Su hai long cua khach hang dugc
tao thanh trén co s& chét Iwong cdm nhén, sy mong doi va gid tri cam nhan,
néu chat lugng va gia tri cdm nhan cao hon sy mong doi s€ tao nén 1ong trung
thanh d6i véi khach hang, truong hop nguoc lai, ddy 1a sy phan nan hay sy

than phién vé san pham ma ho tiéu diing (hinh 1.2).

Swr mong dei
Gii tri cam S hai la
nhin S s fong Sy trung thanh
- cua khich (Loyalty)
hang (SI) —

Chit lrong cam nhin vé
—sin phim

—dich va

Hinh 1.2: M6 hinh chi sé hai 1ong khach hang ciia cic qudc gia Chau Au
(European Customer Satisfaction Index — ECSI)

Mo hinh chi s6 hai long Chau Au (ECSI) ¢6 mot s6 khac biét nhat dinh. So
v6i ACSI, hinh anh cta san pham, thuong hiéu c6 tic dong truc tiép dén sy
mong doi cua khiach hang. Khi d6, su hai l1ong ctia khach hang 1a sy tic dong
téng hoa cta 4 nhén td hinh anh, gia tri cam nhén, chét lugng cam nhan vé ca

san pham hitu hinh va v6 hinh. Thong thudng, chi sé ACSI thudng dp dung
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cho linh vuc céng con chi s6 ECSI thuong tng dung do ludng cc san pham,
céc nganh (hinh 1.3).

RS rang, diém manh cua céch tiép can nay 1a né 1am dich chuyén ngay tirc
khéic kinh nghiém ti€u dung, tao diéu kién cho viéc nghién ctru mbi quan h¢
nhin qua dbi gifra cdc yéu t§ cau thanh su hai 1dong va su trung thanh cia
khach hang. Do vay, muc tiéu dau tién cua viéc tiép can theo cAu tric CSI 1a
viéc giai thich sy trung thanh ctia khach hang dbi v6i mot san pham ndi riéng
hay mot doanh nghiép, mot qudc gia néi chung thong qua chi sé hai long
khach hang khi chiu su tic dong truc tiép hodc gian tiép béi hinh anh, su
mong doi, chét lugng cam nhan (vé san phém hoac dich vu) va gia tri cam

nhén do6i véi san pham va dich vu dé.

St than phién

S mong doi (Complaint)

Swr hailang
cua khich
hang (SI)

Chit lrong cim nhin

vé —san p]li,im Sur trung thanh

(Loyalty)
—dich vu

Hinh 1.3: M6 hinh Iy thuyét vé chi s6 hai long khach hang ciia cac ngan hang

Tai mot s6 nudc trén thé gidi, cic nha nghién ctru da phat trién mot mo hinh
vé chi s6 hai long ctia khich hang dwgc ing dung chung cho hau hét cdc ngin
hang. Trén co sé két qua nghién ctru mo hinh cta cdc nude thi mé hinh 1y
thuyét vé chi s6 hai 1ong khach hang cta ngan hang bao gém nhitng yéu t6 cu
thé sau:

- Hinh anh (Image)

Hinh anh biéu hién mdi quan hé giita thwong hiéu va su lién tudng cia

khach hang do6i voi cac thudc tinh cua thuong hi€u. Bién s6 nay dugc the
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hién boi danh tiéng, uy tin, 1ong tin cua khach hang d6i véi thuong hiéu.
Cic nghién ctru thyc tién dd khang dinh rang, ddy 1a nhan t6 quan trong va
c6 tac dong truc tiép dén su hai long cta khich hang. Pong thoi, né ciing c6
mdi quan hé ddng bién (positive) d6i v4i sy hai 1ong va sy trung thanh ddi
v6i san pham hodc thuwong hiéu. Trong linh vyc ngin hang, hinh anh déng
vai trd rat quan trong trong viéc quyét dinh noi vay hodc gui tién, doi hoi
cic ngan hang can phai dinh vi va x4y dyng hinh anh cta minh trén co s&
nhirng thudc tinh quan trong nham thiét lap mot sy cam nhan tdt nhat ddi
v6i dbi thii canh tranh, gitp khdch hang d& dang nhan dién dugc thuong
hiéu.

- Sw mong do¢i (Expectations)

Thé hién muc dd chét lugng ma khich hang mong doi nhan dugc, céac
thong s6 do luong su mong doi gin lién voi nhitng thong sé cua hinh anh
va chét lvgng cam nhén cda san phém va dich vu. Day la két qua cua kinh
nghiém tiéu ding truéc d6 hodc théng tin thong qua nhitng kénh truyén
thong ddi voi san phém hodc dich vu. Trén thuc té, mong doi cang cao thi
cang d& c6 kha ning dan dén quyét dinh mua nhung mong doi cang cao thi
kha nang ngan hang théa man khich hang d6 cang kho.

- Chit lwgng cam nhén (Perceived quality)

Dbi voi ngan hang, chit lugng cam nhan chinh 13 chét lugng cam nhan
san pham dich vy. Véi dic thit vo hinh, san phdm ngin hang duoc xem xét
trong truong hop nay 1a diéu kién cho vay, thoi gian tir khi ndp hd so vay
dén khi duoc vay von, phong cich cta nha quan 1y va cdc chuyén vién tu
van, khong khi tai quay giao dich, cdc cam két sau khi vay va céc diéu kién
rang bugc khac...

- Gia tri cAm nhan (Perceived value)

Cic nghién ctru vé 1f thuyét cho thdy, sy hai long cta khich hang phu

thudc vao gid tri cdm nhén ctia hang héa va dich vu. Gia tri 1a mic d§ danh

gid/cam nhan doéi véi chat luong sdn pham so vai gid phai tra hodc phuong
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dién “gid tri khong chi bang tién” ma khéch hang tiéu ding san pham dé.
Gia tri danh cho khach hang 12 chénh léch giita tong gid tri ma khich hang
nhan duoc va tong chi phi ma khach hang phai tra vé mot san pham/dich vu
nao d6. Pdi voi ngan hang, d6 1a tong so tién phai tra (tién 13i vay, cdc chi
phi di vay (ké ca chi phi chinh thirc va phi chinh thtic)), nhitng chi phi vé
thoi gian, cong strc va chi phi rai ro khac so véi gid tri dich vu (lgi ich hitu
hinh mang lai), gid tri tim ly, niém tin va gi4 tri nhan lyc. Hiéu so giita gia
tri va chi phi bo ra chinh 1a gid tri cdm nhan ma dich vy ngan hang mang lai
cho khich hang.

- Gia ca (Price)

Pay 1a bién sé6 méi duge dé nghi xem xét trong mé hinh 1y thuyét. Do
dic diém bién dong cua thi truong tai chinh va nhiing dac thu ctia van héa
kinh doanh, gid ca san pham hay 14i suit luon dugc khéch hang so séanh,
danh gi giita cdc ngan hang. Lii suit ctia ngan hang duogc xem nhu 1a yéu
t6 gid d6i véi mot san pham va bién sb nay déng vai trd trung gian trong
mdi quan hé gitra hinh anh, su mong doi va chat lugng cam nhédn véi gid tri
cam nhan cua khéach hang.

- Sw trung thanh (Loyalty)

La bién s6 cubi ciing trong mé hinh va mang tinh quyét dinh, né dugc do
luong béi ¥ dinh tiép tuc mua, 1ong tin va sy gi6i thiéu voi ngudi khic vé
san phém va dich vy ma ho dang dung. Nguoc lai véi sy trung thanh 1a sy
than phién, khi khich hang khong hai 1dong v6i san pham dich vu so véi
nhitng mong muén cila ho. Sy trung thanh ciia khach hang duoc xem nhu
mot tai san, vi vy, can phai tao ra sy hai long dbi véi khdch hang, ning cao
sy trung thanh cua ho.

Mot khi khéng 1am théa méin nhu cau khdch hang thi khong nhitng ho da
d4anh mét khach hang d6 ma con lam mat di rat nhidu khéch hang tiém
nang. Vi vay, dé 1uon dat duoc thanh cong va mudn cé su tang trudng thi

chi ¢6 thé dinh huong theo thi truong (market driven), c6 nghia la cac cac
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nha dau tu va kinh doanh phai dva trén co s& nim bit nhu ciu cua khich
hang v&i myc ti€éu thoa man tdt nhat nhu cau va mong mudn cta ho. Thuc
hién viéc nghién ctru chi sb hai 1ong cua khich hang (CSI - Customer
Satisfaction Index) s& gidp tiép can va giai quyét duoc van dé trén. Qua d6
s& c6 nhirng két qua cu thé vé sy ddnh gid, cam nhan cua khach hang dbi
v6i ting san pham, dich vu. DAy ciing 12 co sd vitng chic cho viée cai tién
chat luong, xay dung cic chién lwgc canh tranh, tiép thi, chién luoc xay

dung thwong hiéu, xic tién thuong mai.

1.4. Dich vu cho vay tra gép trén dia ban Tp. H6 Chi Minh
1.4.1. Cho vay tra gép nganh hang xe may

San pham cua dich vu cho vay tra gép chinh trén dia ban Tp. H6 Chi Minh 1a
cho vay tra gép nganh hang gin mdy, véi doanh sb cho vay ngly cang ting vi
chinh hinh thirc hoat dong nay dép tng nhiing nhu cau thiét thyc cua nguoi dan
tai Tp. HO Chi Minh néi riéng va ca nude néi chung.

Theo quan sét thuc té, trong doanh s6 cho vay tra gép cia nganh hang xe mdy,
thuong hiéu xe Honda chiém khoang 50% doanh sb cho vay cta toan nganh hang
xe mdy tai chi nhanh Tp. H6 Chi Minh. Piéu nay cho thay, ngudi dan Viét Nam
tin twéng vao thuong hiéu xe Honda, mot san pham c6 tir 1au doi va da xay dung
duoc niém tin tudng clia ngudi tiéu dung Viét Nam. Thoi gian gan ddy, cong ty
xe Honda d3 timg budc cai thién chat lugng va mau ma san pham, gid ca hop ly.
Tiép t6i 12 san phdm xe Yamaha, thuong hiéu nay ban tét nho vao céc san pham
xe tay ga duoc cai tién trong thoi gian 3 nim gan day. Vi ty 1¢ déng gép khoang
20% trén tong doanh sd cho vay cuia nganh hang xe mdy, Yamaha ciing 13 mot
san pham ma gidi tré khach hang ua chudng. N6 mang phong cich thoi trang va
phit hop da phan véi thé hé tré tudi. Bén canh d6 san pham xe Piaggio 12 san
pham xe cao cip, v mot sd thuong hiéu khdc. Nhin chung, tinh hinh cho vay mit

hang xe gan mdy trén dia ban Tp. H6 Chi Minh dang trén da tiang doanh sé.
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1.4.2. Cho vay tra gép nganh hang dién may

Cho vay tra gép nganh hang di¢én mdy gia dung 1a mot nganh hang con mai tai
thi tredng Viét Nam, khdch hang c6 thé mua nhiéu san phdm dién may cting mot
lic trén mot hop dong vay.

Doanh sb chinh cta nganh dién mdy 12 san pham: Laptop, chiém gan 50%
doanh sb cho vay cta toan nganh hang. Diéu nay cho thiy nhu cau thong tin, sir
dung hang dién mdy cao cap ngay cang trd nén quan trong déi véi nguoi dan.

Cdc mit hang dién mdy khdc, doanh sé cho chiém con sb nho. Tuy nhién,
trong twong lai nganh hang nay s& phat trién 1au dai hon vi nhu ciu cudc song
clia ngudi dan ngdy cang ning cao, viéc mua sim nhirng mit hang dién mdy nay

1a can thiét.

1.4.3. Cho vay tra gép tién mit

Véi thu tuc don gian va nhanh chéng, khach hang c6 thé c¢6 duge mot khoan
tién ma khong can phai chirmg minh thu nhip hay thé chip tai san. Chinh vi loi
thé nay ma c6 dugc nhiéu khach hang tir cdc thanh phan kinh té khac nhau.

Vi doanh sé cho vay ngay cang ting theo ting giai doan thoi gian, chimg to
minh hoat dong gan giéng nhu mot phan cia linh vyc ngan hang. Dich vu cho
vay tra gép tién mat trén dia ban Tp. Hb Chi Minh s& ngay cang phat trién hon
nita vé hoat dong nay, khi nhu cau thiét thuc nhét cia khach hang 1a c6 dugc mot

khoan tién mit hop 1y dé chi tiéu cho cudc song.

TOM TAT CHUONG 1
Chuong mot da dua ra co so 1y thuyét vé dich vu cho vay tra gép, 1y thuyét su
hai 1ong khéch hang, 1y thuyét vé mo hinh chat lugng dich vu nim khoang céch cua
Parasuraman et at (1985). Trén co s cic 1y thuyét, tdc gia xdy dung mo hinh
nghién ctru dé danh gid sy hai 1ong ctia khach hang st dung dich vu cho vay tra gép
trén dia ban Tp. HO Chi Minh. Ngoai ra, chuong mot con liét ké mot sé dich vu cho

vay tra gép tiéu biéu trén dja ban Tp. H6 Chi Minh.
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CHUONG 2: NGHIEN CUU SU HAI LONG CUA KHACH HANG SU
DUNG DICH VU CHO VAY TRA GOP TREN DPIA BAN TP. HO CHI MINH

2.1. M6 hinh nghién ciru va cac gia thuyét

2.1.1. M6 hinh nghién ciru

Nhu d3 trinh bay ¢ phan dbi tuong va pham vi nghién ciru, dé tai s& tap trung

cht yéu vao nhém khéach hang ¢4 nhan st dung dich vu cho vay tra gép trén dia

ban Tp. HS6 Chi Minh.

Theo cdc mo6 hinh nghién ctitu & chuong thir nhat, dé khao sat sy hai long cta

khéch hang, nhiéu tic gia dd dua ra nhitng tiéu chi khic nhau, nhitng mé hinh

khic nhau. Tuy nhién, d€ c6 két luan chinh xac hon vé sy hai long cua khach

hang ddi véi dich vu cho vay tra gép néi chung, md hinh khdo sét theo bdn tiéu

chi nhu sau:

Thoi gian st dung dich vu cua khach hang
Hinh thtc trao d6i thong tin gitra khdch hang va cong ty cho vay
Tiép tuc sir dung san pham dich vy khi khach hang can

Murc d6 hai long cua khach hang khi giao dich véi cong ty cho vay

2.1.2. Céc gia thuyét nghién ciru

H;: Mtic do tin cdy c6 anh huéng truc tiép 1én su hai 1ong khich hang sir
dung dich cho vay tra gép.

H,: Ning luc phuc vu ctia cong ty cho vay c6 anh hudng truc tiép 1én su hai
long khach hang st dung dich cho vay tra gép.

H;: Kha ning ddp Gmg cta cong ty cho vay c¢6 anh hudng tryc tiép 1én su
hai long khéach hang str dung dich cho vay tra gop.

H,: Kha ning tiép can cua cong ty cho vay c6 anh hudng truc tiép 1én su
hai long khéach hang st dung dich cho vay tra gép.

Hs: Thong tin tir cong ty cho vay va khach hang c6 anh hudng truc tiép 1én

su hai long khach hang st dung dich cho vay tra gop.
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2.2. Nghién ciru sy hai long ctiia khach hang sir dung dich vu cho vay tra gop
trén dia ban Tp. H6 Chi Minh
2.2.1. Thiét ké nghién ciu
2.2.1.1. Nghién ctru dinh tinh
Sau khi nghién ctru trén cdc tai liu vé ddnh gid chit lwong dich vy, Chat
luong dich vu duogc tiéu chuin héa, thuc hién va dénh gid theo nam tiéu chi
(yéu cau) duoc st dung tir thang do SERVQUAL — thang do chuan trong viéc
danh gid chat lugng dich vu. Qua tham khao ¥ kién cta cdc chuyén gia trong
nganh va lién hé thuc tién tai Viét Nam, tic gia diéu chinh cdc bién phu hop
v6i diéu kién dic thi cua nganh dich vu cho vay tra gép va x4y dung thang do
s0 bd. Sau d6, tic gia da dung k¥ thuat phong van siu véi 30 ngudi sir dung
dich vu nay nhiam tim hiéu xem ngudi duoc hoéi cé hiéu ding céc bién trong
thang do, cdc thanh phan trong thang do c6 phii hop va c6 phdt sinh thém
thanh phan nao khic. Céc cau hoi trong dan bai phong van trén c6 trong phu
luc. Sau khi nghién ctru dinh tinh, tic gia xay dung bang khdo sit so by va st
dung bang khao sit nay khao sét thir 20 nguoi str dung dich vu dé tiép tuc hiéu
chinh thang do.
Két qua nghién dinh tinh cho thdy: hiu nhu 1a c4c ciu hoi dugc hiéu twong
dbi 16 rang va da sé ddp vién déu tra 10i cdc van dé vira thao ludn c6 anh

huong dén su hai long cua ho doéi vai dich vu.
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Hinh 2.1: M6 hinh nghién ctru

2.2.1.2. Nghién ctru dinh lwong

Nham trdnh sai s6t trong qud trinh nghién ciru sau ndy, dwa vao khao sat
bang phiéu tham do y kién, sau khi xem xét qua nghién ctru dinh tinh, phiéu
khao sit mot 1an nita dugc diéu chinh dé dap vién dé hiéu hon. Sau khi chéc
chin ring bang cAu hoi di hoan thién, tdc gia tién hanh khao sdt trén dién
rong. Toan bo dit lidu nhan dugc s& xir Iy bang phan mém SPSS 11.5 va duge
hd trg boi Microsoft Excel. Vi phan mém Microsoft Excel, SPSS thyc hién
phan tich dir liéu thong qua cdc cong cu nhu thdng k& md ta (discriptive
statistics), dd thi (graphs), kiém dinh d6 tin cdy cua cac thang do (Cronbach’s
Anpha), phin tich nhan t5 khdm ph4 (factor analysis), phan tich hdi quy
(linear regression). Ngoai ra dé tai con sir dung thong ké, tong hop dé cé cic
déanh gid chinh xdc hon vé& van d& nghién ctu nhu phan tich (T-test,

ANOVA,...).
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2.2.2. Quy trinh khao sat
Budc 1: Xay dung bang cau hoi

- Giai doan 1: Xay dung bang ciu hoi thd (phu luc 1) dya trén nén tang
cdc thong tin can thu thap trong mo hinh 1y thuyét va cdc nghién ciru vé su
hai long c6 lién quan.
- Giai doan 2: Chon loc va hi€u chinh cdc cau héi dua trén y kién dong
g6p ctia chuyén gia. Phong van thtr 10 khach hang ngau nhién dé kiém tra
mirc do r6 rang cua bang ciu hoi, qua d6 ghi nhan ¥ kién ban dau cua ho vé
dich vu cho vay tra gép va cdc mong mudn ctia ho ddi véi dich vu cho vay
tra gop.
- Giai doan 3: Hiéu chinh v hoan tit bang ciu héi 1an cudi, tién hanh gui

bang cau hoi chinh thuc (phu luc 1).

Buwéc 2: Xdc dinh s6 lugng miu can thiét va thang do cho viéc khao sit.

- Hién nay, theo nhiéu nha nghién ctru, van dé kich thudc miu 1a bao
nhiéu, nhu thé ndo 12 du 16n van chua dugc xdc dinh 1o rang. Hon nira, kich
thuéc mau con tiy thudc vao cic phuong phip udc lugng sir dung trong
nghién ctru cy thé. Theo mot s nghién ctru, tinh dai dién cta $6 luong mau
dugc luya chon khao sit s€ thich hop néu kich thudc miu 12 5 miu cho mot
udc lugng. M6 hinh khao sét trong dé tai bao gdm 5 nhan t6 doc 1ap véi 29
bién quan sét. Do d6, sé luong mau can thiét 12 tir 29 x 5 = 145 mau trd 1én.
Vay sb luong mau ding trong khao sdt 1 n >= 145 12 dam béo tinh dai dién
ctia mau duoc dam bao cho viéc khao sit.

- M0t trong nhitng hinh thirc do ludng sir dung phd bién nhét trong nghién
ctru dinh luong 12 thang do Likert. N6 bao gdm 5 cip d6 phd bién tir 1 dén
5 @ tim hiéu muc d6 danh gid cta ngudi tra 10i. Vi vdy, bang ciu hoi di
duoc thiét ké tir 1 12 “hoan toan khong dong y” dén 5 1a “hoan toan dong

799
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Buwéc 3: Gui phiéu diéu tra cho khéch hang.

- Véi s6 lwong mau du kién du dé dam bao tinh dai dién cho viéc khao st
12 >=145 mAu, 300 phiéu diéu tra dugc gui cho khich hang tai quiy giao
dich dich vu cho vay tra gép tai cdc cong ty ban xe gin mdy, cdc trung tim
dién mdy va gui qua dudng buu dién cho khéch hang di vay tién mat tra
g6p trén dia ban Tp. HO Chi Minh.

- Danh sich khach hang nhan phiéu diéu tra duoc Iya chon mot cich ngﬁu
nhién trén co s& dir liu cua cdc ngan hang thuong mai, cong ty tai chinh
phi ngan hang ¢6 cung cap dich vu cho vay tra gép trén dia ban Tp. H6 Chi
Minh.

Buwéc 4: Lién hé v6i khach hang dé theo doi két qua tra 1.
- Dbi v6i phiéu diéu tra giri cho khdch hang tai quiy giao dich dich vu cho
vay tra gép thi khach hang khi dén nhan gidy dang ky hodc thanh toén tién
tra gép c6 thé tra 101 va gui lai lién ngay dé.
- Ddi v6i phiéu diéu tra giri dudng buu dién, sau mot tuan néu khong nhan
dugc phan hoi tir phia khach hang thi ngudi guri s& goi dién thoai lai nho

khéch hang tra 16i.

Bwéc 5: Thu nhan phan héi tir phia khich hang.
- Pi ¢6 300 phiéu diéu tra duoc gui cho khich hang tai quay giao dich
dich vu cho vay tra gép tai cdc cong ty ban xe gin mdy, cic trung tim dién
mdy va giri qua duong buu dién cho khach hang dd vay tién mat tra gép
trén dja ban Tp. H6 Chi Minh.
- Véi két qua nhan lai 1a 276 phiéu véi ty 1& phan héi 12 92% (276/ 300),
trong d6 c6 67 phiéu bi loai do khong hop 16. Do d6, s6 lugng mau dat yéu

cau con lai dé dua vao phén tich 1a 209 phiéu.
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Budc 6: X 1y dir li¢u thong qua viéc st dung cong cu phan tich SPSS 11.5
- Sau khi nhan duoc phiéu tra 101 tr khach hang st dung dich vu cho vay
tra gép. Budc tiép theo téc gia nhap liéu trén nén phan mém SPSS 11.5 va
ké tiép 12 budc lam sach dit lidu.
- Sau khi ¢6 dir licu sach tac gia phan tich dua trén muc ti€u ban dau gém
céac phan tich co ban.
e Théng ké mé ta: Xdc dinh dic diém mau nghién ctru, bang chi tiét,
biéu d6 két hop cic dic diém mau nghién ciru
e Phan tich nhan t6 kham phd (EFA): xdc dinh cdc yéu t6 anh huong
dén muc do hai long chung cta khach hang
e Phan tich hdi quy: x4c dinh nhan t6 nio tic dong manh nhat dén mirc
do hai 1ong cua khach hang
¢ Phan tich ANOVA, danh gid trung binh: xem xét cic muc hdi nao

duogc khach hang danh gid cao

Nghi#n citu kham pha:
- Thao luin nhém
- Phéng vin cd nhin

Co sé 1 thuyét

!

Nghién ctru :
Chinh thire: [¢—=( Thangdo « Diéu chinh
Cronbach Alpha - Loai b cac bign co hé sO twong quan bign tong thap.

- Kiém tra hé so tin ciy Cronback Alpha

!

- Loai cac bién oo trong s6 EFA thap.

Phﬁ_t} tich I']_hﬁ_n to - Kiém tra yéu td trich dugc.
kham pha EFA - Kiém tra phwong sai trich dwoc.
l """"" Kiém dinh sy phi

hop cua mo hinh.

Phén tich héi quy

Hinh 2.2: M6 ta quy trinh tién hanh nghién ciru
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2.2.3. Thang do

Chét lugng dich vu ctia noi cung cép va sy théa man cua khach hang 1a hai
khai niém riéng bi¢t va khac nhau trong tung loai hinh dich vu. Tuy nhién, gitira
ching c6 mot mbi lién hé chit ché véi nhau. Vi vy, trong nghién ciru, cic nha
khoa hoc thudng 14y su théa mén cua khich hang 1am co s¢ dé nghién ctru, dénh
gid chit lugng dich vu. Dé do luong mirc d6 thoéa man cta khach hang, dé tai sir
dung thang do luong cua Hayes (1994) gdm 6 bién quan sit dé danh gid muc do
hai 1ong chung ctia khdch hang, cu thé:

- NOoi dung dir liéu

Dit liéu bang cau hoi (phu luc 1) duge thiét ké vai 29 thang do do ludng cic
nhan t6 dem dén sy hai 1ong cta khach hang va bon thang do xdc dinh mirc do

hai long ctua khach hang khi giao dich v&i cong ty cho vay.

- M3 héa dir liéu
Sau khi thu thip dwgc sé lwong mau thich hop, tic gia st dung cong cu
SPSS dé phan tich dit liéu véi cdc thang do dugc ma héa va két qua chi tiét s&

duoc trinh bay & phan tiép theo.
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% PO TIN CAY (Reliability)

R1
R2
R3
R4
R5
R6

Théng tin vé cd nhan ctia khach hang ludn duoc giit bi mat
Cong ty ton trong va tin tudng khach hang theo ding hop dong
Khach hang tin nhiém cong ty cho vay

Hb so vay duoc thiét ké ro rang

Thu tuc vay don gian

Thu tuc vay dung phép luat

< NANG LUC PHUC VU (Competence)

Cl
C2
C3
C4
Cs5

Nhan vién tu van giai quyét thic mic hop ly

Nhan vién tu van giai quyét thic mac nhanh chéng
Nhan vién xtr ly nghiép vu chinh x4c

Nhan vién thanh thao nghiép vu

Nhan vién phuc vu cong bang v6i moi khach hang

< KHA NANG PAP UNG (Responsiveness)

RE1
RE2
RE3
RE4
RES
RE6
RE7

Thu tyc thanh to4n dé dang

Duyét hd so nhanh

Lii suat thip

Tién tra trudc phit hop thu nhip khich hang
Thoi gian toi ngdi doi (dén luot giao dich) ngin
Nhiéu san phim cho vay

Nhiéu chwong trinh khuyén mai cho khach hang
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< KHA NANG TIEP CAN (Access)
Al Mang luéi giao dich rong khip
A2 B tri céc quiy giao dich giip khdch hang d& nhén biét
A3 Tién nghi phyc vy khach hang tot
A4 C6 lién két voi nhiu ngan hang

AS Thoi gian mé cura va giao dich phu hop

< THONG TIN (Communication)
CO1  Quang cdo trén nhiéu phuong tién thong tin
CO2  Khéch hang dé tiép nhan thong tin quang cdo
CO3  Cung cép thong tin kip thoi cho khdch hang
CO4  Théng tin cung cip chinh xdc
CO5 Hb so vay don gian
CO6  Khich hang dé dang lién lac véi cong ty cho vay

< MUC PQ HAI LONG CHUNG

S1 Téi tin tudng vé dich vu cho vay

S2 Tbi hai long vé ning lyc phuc vu cta cong ty cho vay

S3 Cong ty cho vay ddp tmg tot mong mudn cua toi

S4 Tbi d& dang tiép cin voi cong ty cho vay

S5 Tbi hai 1ong vé kha ning cung cap thong tin ctia cong ty cho vay
S6 Tém lai, toi hoan toan hai 1ong vé cong ty cho vay

Nham dinh lugng héa cac dir liéu dinh tinh, ta st dung thang do Likert 5 mirc
d6: mic d6 1 twong Ung voi ¥ kién “Hoan toan khong dong y” va mic d6 5
tuong ung v6i v kién “Hoan toan ddng y”. Viéc sir dung thang do nay s& dong

nhét toan bo dit liéu phan tich.
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2.2.4. Mau
2.2.4.1. Kich thwéc mau

Kich thuéc miu can cho xir Iy (phén tich hdi qui, phan tich nhan t6 kham
phé (EFA), md hinh ciu triic tuyén tinh SEM,...), d0 tin cay can thiét,... Ching
ta biét kich thudc miu cang 16n cang tot nhung lai tén chi phi va thoi gian.
Hién nay, céc nha nghién ctru x4c dinh kich thuéc miu can thiét thong qua céc
cong thure kinh nghi€ém cho tirng phuwong phap xu 1y.

Trong phan tich EFA, kich thudc mau thuong dugc xdc dinh dua vao kich
thudc tdi thiéu va sb luong bién do ludng dua vao phén tich. Hai & ctg (2006)
cho rang dé sir dung phan tich EFA, kich thudc miu tdi thiéu phai 1a 50, tbt
hon 1a 100 va ti I¢ quan sat (observation) / bién do luong (items) 1a 5:1, nghia
12 1 bién do luong can téi thiéu 5 quan sat, tbt nhat 1a 10:1 trd 1én.

Trong bang ciu hoi (phu luc 1) duoc thiét ké véi 29 bién dua vao phin tich,
néu lay ti 1¢ 5:1, kich thudc mau 12 29 x 5 = 145. Kich thudc nay 1én hon kich
thudc tdi thiéu, vi vay ching ta phai c6 mau téi thiéu 1a 145 quan sat.

Sau khi trir u6c lugng cic khoang hao hut nhu: hu hong, thét thoat, khong
danh gid hét muc hoi,... trong qud trinh khdo sit; tdc gia tién hanh khéo st

nghién ctru dinh lugng véi 300 bang cau hoi khao sat.

2.2.4.2. Phwong phéap chon mau

Chon mau phi xac Suat — léy mau thuan tién (Convenient Sampling): do
tinh chit chuyén mén cta dé tai 1a vé dich vu cho vay tra gép va ngudn luc c6
han nén bang cau hoi dugc phat tai cic noi mua ban xe may trong ndi thanh
Tp. HO6 Chi Minh. Tuy nhién viéc 14y mAu van dam bao cc nguyén tic co ban
vi vy mau khao sit & ddy hoan toan dai dién cho tong thé néi chung.

Tong sb bang khao st duoc phdt 1a 300 bang, thu vé 276 bang. Trong d6
chi ¢6 209 bang hop 1. Sau khi 1am sach dit liéu bang cédc cong cu thdng ké,
tac gia c6 dugc bd dir li€u so cép voi 209 mau duoc st dung nghién ctru, phu

hop véi kick ¢& mau tbi thiéu 1a 145 quan sét.
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Bang 2.1: Tudi dap vién

T3l

dén 40,

29.2%

Cumulative
Frequency Percent Valid Percent Percent
Valid 20 dén 30 74 35.4 35.4 35.4
31 dén 40 61 29.2 29.2 64.6
41 dén 50 66 31.6 31.6 96.2
51 dén 60 8 3.8 3.8 100.0
Total 209 100.0 100.0
Tus51
den 60, T_1'1’ 20
] 3.8% den 30,
Tuwdl 35.4%
den 50,
31.6%

Biéu do6 2.1: Tu6i dap vién

Khach hang muc tiéu cta dich vu cho vay tra gép da phan 12 gidi tré va trung
nién. Theo sb liéu tir khao sat thi khong c6 su chénh 1éch 16n gitta cdc khoang
tudi 20-30, 31-40, 41-50. Pay duwgc xem nhu tién d& mang gid tri thuc tién cho

nghién ctru sau nay. Khao sit dugc tién hanh dong deu trén khach hang muc tiéu,

khong chiu sy chi phdi 16n cho mét do tudi nhét dinh.
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Véi thanh phan ddp vién nhu sau:
e Tudi tir 20 dén 30: chiém 35.4 %
e Tudi tir 31 dén 40: chiém 29.2 %

e Tubdi tir 41 dén 50: chiém 31.6 %

e Tudi tir 51 dén 60: chiém 3.8 %

Bang 2.2: Giéi tinh dap vién

Cumulative
Frequency Percent Valid Percent Percent
Valid nam 128 61.2 61.2 61.2
ni 81 38.8 38.8 100.0
Total 209 100.0 100.0

Biéu @6 2.2: Giéi tinh dap vién

Theo Biéu d6 2.2 & trén cudc khao sit nay c6 ti 1é dap vién 1a nam cao hon nit
v6i ti 16 nhu sau, ching t6 phdi nam thuong lién hé truc tiép véi cong ty cho vay
tra gép bai vi cude khao sat nay dya trén viéc ldy miu thuan tién.

e Nam chiém 61.2%
* Nit chiém 38.7 %
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Bang 2.3: Nghé nghiép dap vién

Cumulative
Frequency Percent Valid Percent Percent

Valid N~ghei chuygg mo,n (Bac 6 99 99 99

s, ki su, kién trac su ..)

Ky thuat V|Aen, phuyen 10 48 48 77

vién, chuyén gia

G|a‘o wen,tha,n vién van 12 57 57 13.4

phong, quan ly,...

Cong nhan tay nghé cao 14 6.7 6.7 20.1

Cong nhan t do, lao 61 29.2 29.2 49.3

ddng gian don

Lam riéng, la chll kinh

doanh, SX nh 61 29.2 29.2 78.5

Budn ban nho, 3t vat 42 20.1 20.1 98.6

Sinh vién, hoc sinh 3 14 14 100.0

Total 209 100.0 100.0

Biéu dd 2.3: Nghé nghiép dap vién
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Qua cudc khao sat theo phuong thirc chon mau thuin tién lan nay, cdc déap
vién sir dung dich vu cho vay tra gép thudc 3 nhém nghé chinh nhu sau: nghé
chinh 12 c6ng nhdn tu do, lao dong gian don va nhém ngudi san xuat kinh doanh
nho 1¢, budn ban lat vat . Pay la nhiing doi tuong sir dung dich vu cho vay nhiéu
nhit trong nghién ciru (Lao dong gian don chiém 29.2%, chu kinh doanh — san
xuét nhoé chiém 29.2 % va nhém budn ban nho, budn ban 1t vt chiém 20.1%).

Tir Bang két qua thu thap vé nghé nghiép cta ddp vién sau cudc phong van ta
c6 thé khang dinh ddi twong thuong xuyén st dung dich vu cho vay tra gép 1a
thanh phan: Lao dong gian don, chu kinh doanh — san xuat nhé va nhém budn

ban nho, budn ban Iat vat.
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Bing 2.4: Trinh d9 hoc véan dap vién

Cumulative
Frequency Percent Valid Percent Percent

Valid Trung hoc co s6 59 28.2 28.2 28.2
Trung hoc phé thong 75 35.9 35.9 64.1
Trung cdp chuyén nghiép 70 33.5 33.5 97.6
Cao ddng_ Pai hoc 3 14 14 99.0
Sau dai hoc 2 1.0 1.0 100.0
Total 209 100.0 100.0

Biéu d0 2.4: Trinh d9 hoc van dap vién

Da phan ngudi duoc khéo sét c¢6 trinh d6 khong cao. Cdc nhém trung hoc co
s0, trung hoc phd thong, trung cip chuyén nghiép chiém ti 1& gan giéng nhau va
chiém 97.6% trong mau nghién ctu. Két qua nay kha twong dong véi nghé
nghiép ctia ho. Tir Bang trinh d6 hoc van ddp vién, ddi trong thudng xuyén sir
dung dich vu cho vay tra gép 1a nhitng d6i twong c6 trinh do hoc van tir Trung

hoc co s&, Trung hoc phd thong va Trung hoc chuyén nghiép.
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Bang 2.5: Thu nhap dap vién

Cumulative
Frequency Percent Valid Percent Percent

Valid DuGi 3 tigu 61 29.2 29.2 29.2
3 triéu dén duGi 4.5 triéu 112 53.6 53.6 82.8
4.5 trigu dén dudi 7.5 triéu 32 15.3 15.3 98.1
7,5 triéu dén duGi 15 triéu 2 1.0 1.0 99.0
15 trigu tr§ 1&n 2 1.0 1.0 100.0
Total 209 100.0 100.0

Biéu d6 2.5: Thu nhéip dap vién

Thu nhap thu dugc trong khio sit nam ¢ mirc trung binh-khd 1a chu yéu.
Trong d6 thi thu nhap tir 3 dén 4.5 tridu chiém dén 53.6% (112 ddp vién). Diéu
nay khong nim ngoai két qua ky vong cua nghién ctru vi cdc nghién clru trude
day vé dich vu cho vay tra gép déu da phan nim trong khoang nay. Mot 1an nira
két qua khéo sét cho thiy thanh phan sir dung dich vu cho vay tra gép la nhitng

nguoi co thu nhap trung binh.
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Bang 2.6: Thoi gian gin nhét khach hang st dung dich vu

Cumulative
Frequency Percent Valid Percent Percent
Valid <1 nam 119 56.9 56.9 56.9
1 nam dén dugi 2 nam 90 43.1 431 100.0
Total 209 100.0 100.0

Biéu d0 2.6: Thoi gian gin nhét khach hang st dung dich vu

Pé danh gid sat véi thuc té, dé tai nay chi gdm nhimg nguoi c¢6 sir dung dich
vu tir 2 nam tré lai ddy. Do d6 két qua s& dang tin cdy va c6 gid trj thuc tién hon.
Theo nhu két qua phan tich trén thi ¢6 119 ddp vién st dung dich vu cho vay tra
g6p céch thoi diém khao sit 1a duéi 1 nim (twong (mg 56.9%), 90 ddp vién tir 1
nim dén dudi 2 nim (43.1%). Hoan toan phit hop véi muyc tiéu nghién ctu 1a

nhém khich hang da va dang st dung dich vu cho vay tra gép cia cic cong ty tai

chinh, ngan hang thuwong mai.




Bang 2.7: Phan tich viéc khach hang xem tra gép la kénh
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giao dich chinh thirc

Cumulative
Frequency Percent Valid Percent Percent
Valid co 196 93.8 93.8 93.8
khong 13 6.2 6.2 100.0
Total 209 100.0 100.0

Biéu dd 2.7: Phan tich viéc khach hang xem tra gép la kénh
giao dich chinh thirc

Phan 16n dap vién (196 nguoi, ti 1€ 93.8%) xem day la mot hinh thuc trong
giao dich mua bdn (twong dwong véi hinh thirc giao dich bing tién mit). Tuy
nhién, mot ti 1¢ nhoé khoang 6.2% cho rang ddy chi 1a hinh thtrc phu, khong déng

quan tam trong viéc mua ban.



Bang 2.8: Hinh thirc tra gép khach hang chon
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Cumulative
Frequency Percent Valid Percent Percent
Valid tThr(i;1n|;1|bvéaogoc khi co 93 445 445 445
Cudi ky tra 73 34.9 34.9 79.4
Ty dong tra khi co tién 43 20.6 20.6 100.0
Total 209 100.0 100.0

Biéu d06 2.8: Hinh thic tra gép khach hang chon

Hinh thire trd gép ciing 12 mot van dé déng quan tim trong dich vu cho vay.
Trong cudc khdo sét nay, ta chi dé cap dén 3 hinh thic chinh. Dy 1a hinh thic
duoc tim ra trong nghién ctru dinh tinh ban dau bao gom: Tra l4i va gdc khi c6
thong bdo, tra cudi ky, tu dong tra khi c6 tién. Trong 3 hinh thirc nay thi viéc tra

1ai va gbc khi c6 théng bdo duoc phan dong ngudi sir dung: 93 ddp vién tuong

ung 44.5%.
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Bang 2.9: Phan tich viéc khach hang sé sit dung dich vu trong thoi gian toi

Cumulative
Frequency Percent Valid Percent Percent
Valid | co 209 100.0 100.0 100.0

Dé ddnh gid mirc do trung thanh thi nghién ciru nay st dung cu hoi: “Anh/
chi ¢6 sin sang tim dén dich vu cho vay tra gép khi c6 nhu cau trong thoi gian t&i
hay khong 7. Mac du ¢6 mot ti 1€ nhé diap vién xem dich vu cho vay tra goép la
mot kénh phu (6.2%) nhung céc dap vién déu s& tiép tuc sir dung dich vu nay
(100% dap vién chon “C6”). Pay 1a mot két qua mang lai dong luc cho phia cung

cap dich vu cho vay tra gop.

Bing 2.10: Hinh thic lién hé trao ddi thong tin v6i cong ty cho vay

Cumulative
Frequency Percent Valid Percent Percent
Valid Trang Web clia cong ty 39 18.7 18.7 18.7
Dién thoai 44 21.1 21.1 39.7
Truc ti€p gip mat 62 29.7 29.7 69.4
Qua ngudi trung gian 64 30.6 30.6 100.0
Total 209 100.0 100.0

Biéu d6 2.9: Hinh thirc lién hé trao ddi thong tin véi cong ty cho vay
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Sau khi tham khao cdc chuyén gia trong linh vuc dich vu cho vay trd gép, kinh
nghiém ctia ho biét phan d6ng khach hang lién hé véi cong ty cho vay qua 4 hinh
thirc nhu trén bang két qua. Cac lya chon khong c6 sy khic biét 1on 1am. Troi
nhit trong cdc hinh thtc 13 qua nguoi trung gian (chi ctra hang mua ban, méi
gidi,...) — 30.6% va tryc tiép gap mit — 29.7%. Do d6, céc cong ty tai chinh,
ngén hang thuong mai can chd trong dén van dé lién hé trao doi trén tat ca cic

hinh thirc trén.

Bang 2.11: TAm quan trong ciia cic yéu t6 tac dong dén

viéc di vay cia khach hang

Col Response
Cases %
Y&u 6 Uy tin cong ty 21 10.0%
quan Gia (1i xuat, phi) 176 84.2%
er?_”g Dich vy da danh 28 13.4%
| N . s 0

chon Thu tuc don gian 90 43.1%
dich Thoi gian thuc hién giao dich 91 10.0
vu dam bdo '

C.ung f:gp thong tin day du, 163 78.0%

kip thai

Ky ndng, trinh d nhan vién 22 10.5%

Thal d6 nhén vién vai khach 93 11.0%

hang

Mang luGi giao dich rong khdp 26 12.4%

Co sd’vat cpat. tién nghi phuc 15 7 9%

vu khach hang
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Biéu do 2.10: Tam quan trong cua cac yéeu to tac dong den viéc di vay

cia khach hang

Dé ddnh gid khéi quat vé thai do ctia nguoi st dung dich vu cho vay tra gép,
nghién ctru st dung thang do gdm 3 mirc: quan trong nhat, quan trong thir 2,
quan trong thr 3. Bang biéu duéi diy s& mang dén mot c4i nhin toan dién vé cic
yéu tb cho sén.

Yéu t6 dugc danh gid quan trong nhét van 12 gid (chi phi cho 1i va cdc khoan

phi - 176 ¥ kién cho lwa chon s6 1 chiém 84.2 % ddp vién). Pay 1a ddp 4n khong
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ngoai dy kién ctia nghién ctru do ddi véi nhitng khach hang di vay néi chung thi
tién xin vay ludn di lién 1i suat va n6 ludn duoc dat 1én hang dau. Tt nhién, 14i
suat thap 1udn 1a sy lya chon wu tién nhat. Ngoai ra yéu td dwoc ddnh gid quan
trong thtr 2 nhiu nhét 12 viéc cung cp thong tin day du, kip thoi (113 ¥ kién
chiém 78 % dédp vién tra 161). Viéc cung cip théng tin nhu thé nao khéng duoc
nhirng ngudi di vay dénh gid cao. DSi véi ho thi diy khong phai 1a diéu déng
quan tdm ldm. Ngoai ra yéu t6 thu tuc hanh chinh phai don gian, dé hiéu 1a diéu

kién ciing rat can khi khdch hang sir dung dich vu cho vay tra gép.

2.2.6. Kiém dinh mé hinh do lwong
2.2.6.1. Phan tich do tin cay cua thang do

Thong qua kinh nghiém thyc té, phan tich 1y thuyét va két qua cua céc cudce
nghién ctru trude ddy, téc gia s& sir dung phuwong phdp xdc dinh céc nhan td tir
truedc (Priori Determination). Gia thuyét dit ra 12 5 nhan 5 va 5 nhan t6 nay
14y ra co s& bao gdm: mitc d tin cdy, ning luc phuc vu, kha ning ddp tng,
kha nang tiép can va thong tin.

Cic thang do kiém dinh tin cdy bang hé s6 Cronbach’s Alpha cong cu nay
gitip loai di nhitng bién quan sit hay cic thang do khong dat. Cac bién quan
sat c6 hé ) tuong quan téng thé (Item - Total Correlation) nhé hon 0.3 sé b1
loai va tiéu chuan chon thang do khi Cronbach’s Alpha tir 0.6 tr¢ di (Trﬁn buic
Long (2006, 46) trich tr Nunnally & Burnstein (1994), Pschy Chometric
Theory, 3rd edition, NewYork, McGraw Hill; ciing c¢6 nha nghién ctru dé nghi
rang Cronbach’s Alpha tir 0.6 tré 1én 14 chap nhan dugc trong truong hop khai
niém dang nghién ctru 12 méi hodc 1a méi dbi v6i ngudi tra 161 trong bdi canh
nghién ctru (Hoang Trong & Chu Nguyén Mong Ngoc (2005) trich tir Nunally
(1978), Psychometric Theory, New York, McGraw-Hill; Peterson (1994), “A
Meta-Analysis of Cronbach’s Coefficient Alpha”, Journal of Consumer
Research, No. 21 Vol 2, pp 28-91; Slater (1995), “Issues in Conduction

Marketing Strategy Research”, Journal of Strategic)
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Bang 2.12.1: Cronbach’s Alpha: Vé mirc @ tin ciy

Item-Total Statistics

. . Corrected Cronbach’s
Scale Mean if | Scale Variance .
. Item-Total Alpha if Item
Item Deleted | if Item Deleted .
Correlation Deleted
R1 15.19 23.528 .833 .901
R2 15.34 24.966 732 915
R3 14.91 24.935 742 914
R4 15.60 24.462 812 .904
R5 15.19 24.778 .803 .906
R6 15.28 25.211 751 913

Reliability Coefficients
N of Cases = 209.0
Alpha = .923

Bang 2.12.2: Cronbach’s Alpha: V& ning lwc phuc vu

Item-Total Statistics

Corrected Cronbach’s
Scale Mean if | Scale Variance | Item-Total Alpha if Item
Item Deleted | if Item Deleted | Correlation Deleted
Cl 12.67 8.108 .653 .815
C2 13.04 7.941 .663 .813
C3 12.95 7.863 .673 .810
C4 12.76 8.060 .627 822
C5 12.67 8.060 .653 .815

Reliability Coefficients
N of Cases = 209.0
Alpha = .846
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Bang 2.12.3: Cronbach’s Alpha: Vé kha ning dap ving

Item-Total Statistics

Corrected Cronbach’s
Scale Mean if | Scale Variance | Item-Total Alpha if Item
Item Deleted | if Item Deleted | Correlation Deleted
RS1 18.97 30.980 784 915
RS2 19.81 32.201 754 918
RS3 19.36 30.068 743 920
RS4 19.39 32.094 751 918
RS5 18.80 30.440 789 915
RS6 19.11 31.121 812 913
RS7 19.17 31.140 175 916

Reliability Coefficients
N of Cases = 209.0
Alpha =.927

Bang 2.12.4: Cronbach’s Alpha: Vé kha niing tiép cin

Item-Total Statistics

Corrected Cronbach’s
Scale Mean if | Scale Variance | Item-Total Alpha if Item
Item Deleted | if Item Deleted | Correlation Deleted
Al 14.01 13.678 .940 .932
A2 14.00 13.649 .895 .940
A3 14.01 14.399 811 .954
A4 13.81 14.588 782 958
A5 14.01 13.678 .940 932

Reliability Coefficients
N of Cases = 209.0
Alpha = .954
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Bang 2.12.5: Cronbach’s Alpha: V& thong tin

Item-Total Statistics
Corrected Cronbach’s
Scale Mean if | Scale Variance | Item-Total Alpha if Item
Item Deleted | if Item Deleted | Correlation Deleted
CoOl1 16.42 20.053 751 .898
cO2 16.51 21.241 743 .898
CO3 16.49 19.991 .857 .880
CO4 16.62 23.016 .686 .906
CO5 16.33 21.637 780 .893
CO6 16.62 22.111 726 .900
Reliability Coefficients
N of Cases =209.0
Alpha =.912

Két qua cho thdy muc db tin cdy, nang luc phuc vu, kha ning ddp tung, kha
nang tiép can va thong tin déu c6 hé sé Cronbach’s Alpha > 0.6 thé hién mirc
d6 tuong quan cao va thang do ludng tét. Viéc loai bo cic bién khéng 1am
tang hé s6 Cronbach’s Alpha nén cic bién do luong thanh phan nay déu dugc

str dung trong phan tich nhan t6 khdm ph4 EFA.

Bang 2.12.6: Cronbach’s Alpha: Hé¢ so tin cdy Cronbach’s

Alpha véi bién phu thudc trong mé hinh

Item-Total Statistics
Corrected Cronbach’s
Scale Mean if | Scale Variance | Item-Total Alpha if Item
Item Deleted | if Item Deleted | Correlation Deleted
S1 20.10 10.879 718 .846
S2 19.78 11.824 582 .868
S3 19.88 10.865 720 .846
S4 19.93 11.072 .679 .853
S5 20.04 11.037 .658 .857
S6 19.88 11.077 708 .848
Reliability Coefficients
N of Cases = 209.0
Alpha = .874
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Tir cac két qua trén ta c6 bang tém tit

Bing 2.12.7: H¢ s6 tin ciy Cronbach’s Alpha tong hop

S6 bién R Hé s twong
Cronbach’s KR
STT Thang do quan Alpha quan bién tong

sat P thap nhat
1 Muc do¢ tin cay 6 0.923 0.732
2 Nang luc phuc vu 5 0.846 0.732
3 Kha ning dap Gng 7 0.927 0.743
4 Kha ning tiép can 5 0.954 0.782
5 Thong tin 6 0.912 0.686
6 Mitrc hai 1ong chung 6 0.874 0.582

2.2.6.2. Phan tich nhéan t6 kham pha (EFA)

Sau khi kiém tra dd tin cdy cua phan tich nhan td véi céc hé s6 Cronbach’s
Alpha, ta tién hanh phan tich nhan t6 kham phé (EFA) theo phwong phdp trich
yéu tb Principal Component Analysis ciing v&i phép xoay Varimax.

Cdc nha nghién ctru thudng quan tim dén mot sb tiéu chuan nhit dinh dé
danh gid két qua phan tich nhan t6 kham phéa (EFA):

« Thir nhit, hé s6 KMO (Kaiser-Meyer-Olkin) > 0.5 véi muc ¥ nghia cta
kiém dinh Bartlett < 0.05

e Thir hai, hé s6 tai nhan t6 phai 16n hon (Factor loading) > 0.4. Néu bién
quan sét ¢6 so tai nhan t6 nho hon 0.4 sé& bi loai khoi mo hinh)

« Thir ba, thang do duoc chap nhan khi tong phuong sai trich 16n 50%.

« Thir tu, hé s6 Eigenvalues c6 gid tri 16n hon 1.

« Thir nam, khdc biét hé sd tai nhin t6 ctia mot bién quan sét giita céc

nhan t6 > 0.4 dé bao dam gid tri phan biét giita cdc nhan to.
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2.2.6.3. Phan tich nhan t6 kham pha (EFA) cic bién doc 1ap trong md
hinh:

Khi phan tich nhén t6 khdm phd (EFA) dbi vé6i thang do ny, tic gia sir
dung phuong phdp trich yéu té Principal Component Analysis ciing v&i phép
xoay Varimax va diém dimng khi trich cdc yéu t6 c6 Eigenvalue 16n hon 1.

Cic thang do chat luong dich vu ma dé tai st dung gdm 5 thanh phan véi
29 bién quan sat. Sau khi kiém dinh thang do bang cong cu Cronbach’s Alpha,
tat ca 29 bién quan sat tiép tuc duoc dua vao phén tich EFA. Két qua cho thay
29 bién quan sit dwa vao phan tich chia thanh 5 nhén té chinh thirc véi hé sb
tai nhan td (Factor loading) déu 16n hon 0,4 nén cic bién quan sit déu quan
trong trong cic nhén td, chiing c6 y nghia thiét thyc. M&i bién quan sét c6 sai
biét giita cdc nhan té do vay cdc bién quan sit c¢6 twong quan véi nhau xét trén

pham vi tong thé.
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Bang 2.13: Total Variance Explained

Initial Eigenvalues Extraction Sums of Squared Loadings Rotation Sums of Squared Loadings
% of % of % of
Component Total Variance Cumulative % Total Variance Cumulative % Total Variance Cumulative %
1 11.327 39.058 39.058 11.327 39.058 39.058 4.823 16.630 16.630
2 5.005 17.259 56.318 5.005 17.259 56.318 4.426 15.263 31.892
3 2.246 7.745 64.063 2.246 7.745 64.063 4.292 14.801 46.694
4 1.416 4.883 68.945 1.416 4.883 68.945 4.231 14.588 61.282
5 1.098 3.788 72.733 1.098 3.788 72.733 3.321 11.451 72.733
6 .692 2.386 75.119
7 619 2.134 77.253
8 .598 2.063 79.316
9 .568 1.958 81.274
10 .522 1.801 83.075
11 483 1.667 84.742
12 425 1.467 86.209
13 .408 1.406 87.615
14 .400 1.379 88.993
15 .351 1.212 90.205
16 .342 1.178 91.383
17 .316 1.090 92.473
18 .297 1.025 93.498
19 277 .957 94.455
20 .250 .864 95.319
21 .230 792 96.110
22 .208 718 96.828
23 199 .686 97.515
24 185 .638 98.153
25 175 .605 98.758
26 .138 478 99.235
27 118 .408 99.643
28 104 .357 100.000
29 1.069E-16 3.686E-16 100.000

Extraction Method: Principal Component Analysis.

Vi céc gid tri Eigenvalues 16n hon 1 va véi phuong phép rt trich Principal
Components cliing phép quay Varimax theo tiéu chi s6 2 & trén phén tich nhan
t6 da da radt trich duge 5 nhan té tir 29 bién quan sét (phu luc 2). Phuong sai
trich 1a 72.733% > 50% (véi phan tich nay khi sir dung 5 nhédn t& duogc rit
trich s& giai thich duoc 72.733 % cho 29 bién quan sit). Do vay cdc thang do
rit ra chap nhan dugc. Piém dung khi trich céc yéu td tai nhan tb thi 5 véi

Eigenvalues = 1.098
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Bang 2.14: Rotated Component Matrix®

Bien Nhan to " AL oA
STT quan sat 1 ) 3 4 5 Tén nhan to
1 R1 .827
2 R2 677
i Ei ;(7); Mirc d9 tin cay
5 R5 737
6 R6 .666
7 Cl1 723
8 C2 .808
9 C3 756 | Nang luc phuc vu
10 C4 .657
11 C5 784
12 RS1 .690
13 RS2 .653
14 RS3 71
15 RS4 784 Kha ning dap ung
16 RS5 .681
17 RS6 765
18 RS7 720
19 Al .962
20 A2 923
21 A3 .860 Kha niing tiép cin
22 A4 .829
22 A5 962
24 CO1 .687
25 CO2 677
26 CO3 813 A e
27 CO4 693 Thong tin
28 CO5 753
29 CO6 722
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Dua vio bang Rotated Component Matrix cho thdy khong c¢6 Factor loading
nao < 0.4 cic bién déu dugc ding trong cic nhan t6. Nhu vay, ta c6 tong cong
5 nhan t6 dugc rit trich bao gdm 29 bién. (phu luc 2)

e Nhan t6 tha nhat gdm 7 bién (ki hiéu nhu sau : RS1, RS2, RS3, RS4,
RSS5, RS6, RS7) dugc dat tén 1a Kha nang dap ung (Responsiveness).

e Nhién td thir hai gdm 5 bién (ki hiéu nhu sau : Al, A2, A3, A4, A5)
duoc dat tén 1a Kha nang tiép can (Access)

e Nhén t6 tht ba gdm 6 bién (ki hiéu nhu sau : R1, R2, R3, R4, R5, R6)
dugc dat tén 1a Muc dg tin cay (Reliability)

e Nhén t6 tht tu gdm 6 bién (ki hiéu nhu sau : CO1, CO2, CO3, CO4,
CO5, CO6) duoc dat tén la Thong tin (Comunication)

e Nhén t6 thr ndm goém 5 bién (ki hiéu nhu sau : C1, C2, C3, C4, C5)

duoc dat tén 1a Nang lyc phuc vu (Competence)

2.2.6.4. Phan tich nhin t6 kham pha (EFA) cac bién phu thudc trong mé
hinh:

Thyuc hién phén tich nhan td khdm pha (EFA) voi 6 bién quan sat (S1, S2,
S3, S4, S5, S6) cua thang do Mirc d6 hai long két qua cubi cung thanh phan
mirc do hai 1ong chung cta khach hang dugc nhém thanh mot nhéan t6. Khong
c¢6 muc hdi nao bi loai, vi vay phan tich EFA 1a phtt hop cho cic phan tich. H¢
s6 tai nhan t6 cta 6 bién déu 16n hon 0.4 (hé sd trong quan so véi bién tong
nho nhat 1a cta bién 13 S2 = 0.492); hé s6 KMO = 0.799 (> 0.5); phuong sai
trich 12 61.533% > 50%; Gia tri Sig. kiém dinh Bartlett 1a 0.000. D¢ tin cay
cua thang do murc trung binh cé hé s6 Cronbach’s Alpha 1a 0.874 (phu luc 3).
Vi vay ta c¢6 thé khing dinh cdc mirc ¥ nghia va phuong sai duoc dam bao cho

budc phan tich hdi quy ké tiép.
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Kaiser-Meyer-Olkin Measure of Sampling Adequacy.

.799

Bartlett's Test of Sphericity Approx. Chi-Square 670.169
df 15

Sig. .000

Bang 2.16: Total Variance Explained

Initial Eigenvalues Extraction Sums of Squared Loadings
% of % of
Component Total Variance Cumulative % Total Variance Cumulative %
1 3.692 61.533 61.533 3.692 61.533 61.533
2 .848 14.136 75.669
3 .619 10.317 85.985
4 .383 6.387 92.373
5 .261 4.344 96.717
6 197 3.283 100.000

Extraction Method: Principal Component Analysis.

Bang 2.17: Component Matrix

Initial Extraction
Toi tin tudng vao dich vu cho 1.000 665
vay
Toi rlai long v& nang lyc phuc 1.000 492
vu clia cong ty
Cong ty cho vay ddp (g tot 1.000 663
mong mudn clia toi
Toi dé dang tiép can véi cong 1.000 624
ty
Toi hai long vé khd ndng cung 1.000 592
cép thdng tin clia cong ty
Ti)mnlai, t0i hoan toan hai long 1.000 656
vé cbng ty

Extraction Method: Principal Component Analysis.
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2.2.6.5. Phan tich twong quan va hoi quy
+» Phan tich twong quan
Bang 2.18 Phan tich twong quan vé viéc tra gép voi viée khach hang c6
xem dich vu cho vay trd gép 1a kénh giao dich chinh thurc hay khong.

Bang 2.18: Correlations (Twong quan)

Kénh cho
vay tra gdp
B kZnh

chinh thic
trong gao | ViEc trd gdp
dich nhu the naom
K&nh cho vay td gdp & kénh Pearson Correbtion 1 -074
chinh thic trong gias dich Sig. i2-taikd) ) o
N 209 208
Viéc tra gop nhu thé ndo Pearson Correlbtion -074 1
Sig. (2-kikd) 285 .
N 209 209

Gitlra viéc khach hang xem kénh cho vay trd gép 1a kénh chinh thtrc hay
khong khong ¢ twong quan véi viée tra gép nhu thé nao (sig = 0.285 >
0.05 muc nghia 5%) Nghia la viéc khiach hang lua chon kénh cho vay tra
g6p phu thudc vao cdc yéu td khdc nhu: Phi giao dich, chét lwong dich vu,
su so sdnh voi céc kénh giao dich khic. Ching ta tiép tuc khao sat mé hinh
héi quy dé danh gid twong quan giita cdc yéu td anh huong dén mirc d6 hai

long cua khéach hang.

% X4y dung mo hinh hdi quy

Két qua phan tich nhan t6 khdm ph4 ta it ra dugc 5 nhn t6 tic dong dén
Mirc d6 hai long cta khich hang st dung dich vu cho vay tra gép, ta tiép
tuc dua céc nhan td vao md hinh hdi quy boi dé xdc dinh cu thé céic trong )
ciia cdc nhan td gop, hay cdc hé sb cia trong mé hinh hdi quy phan 4nh
murc d0 tdc dong manh hay nhe dén bién phu thudc 1a Mtrc d6 hai long ctua

khéach hang.
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Mo hinh phuong trinh hdi quy boi:

Trong doé:
e Y: Bién phu thudc thé hién gi4 tri cia mirc do hai long cta khich hang
st dung dich cu cho vay tra gép
Bo, B1s B2» B3, Bas Bs: 12 cdc hé s6 hdi quy dugc ding tir cdc hé s6 hdi quy
ude luong duoc
¢ X;: Kha ning dap ing (Responsiveness)
e X,: Kha ning tiép cin (Access)
¢ Xj;: Mirc d9 tin ciy (Reliability)
¢ X,: Thong tin (Comunication)

¢ X;: Nang luwce phuc vu (Competence)

Trong md hinh hoi quy boi (két qua duoc thé hién trén Phu luc 4) véi 5
bién doc 1ap duoc dua vao theo phuong phdp ENTER (tit ca céc bién doc
1ap dwoc dwa vao md hinh cting mot luot) ta ¢6 hé s6 R* = 0.657 va R” hiéu
chinh = 0.543. Két qua nay cho thdy mé hinh hdi quy uéc luong duoc 1a
phit hop. Nghia 12 kha ning cdc bién doc 1ap giai thich duoc 65.7 % su bién
thién ctia bién phy thudc theo mé hinh héi quy (két qua duoc thé hién &
bang 2.19 Model Summary.

Theo Hoang Trong — Chu Nguyén Mong Ngoc (2008) Hé sb xdc dinh R*
(Coefficient of determination) ding dé danh gid do phi hop ctia md hinh.
Cong thirc R* xudt phét tir ¥ tudng: toan bd bién thién quan sit dugc cua
bién phu thudc dugc chia thanh 2 phin — phan bién thién do hdi qui va phan
bién thién khong do hodi quy hay con lai phan du. Véi két qua R*=0 (0 < a
< 1) nghia 12 m6 hinh hdi qui tuyén tinh da xay dung phit hop véi tap dir
liéu dén mirc 100 o %. Hay 100 a % khéc biét cta bién phu thudc Y dugc

giai thich boi sy bién thién ctua cac bién doc 1ap.
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Bang 2.19: Model Summary”

Adjusted Std. Error of Durbin-
Model R R Square R Square the Estimate Watson

1 8112 .657 .543 .870 1.418

a. Predictors: (Constant), Nang Iuc phuc vy, Théng tin , Mdc do
tin cdy, Kha ndng ti€p can, Khd ning dap Gng

b. Dependent Variable: Mic do hai Idong chung clia khach hang

2.2.6.6. Kiém dinh cac gia thuyét

Anh huéng ciia 5 thanh phan dén Mirc d hai long ctia khach hang duge md ta
trong 5 gia thuyét nghién ctru nhu sau:

H;. Khad ndng ddp vmg c6 dnh heong truc tiép 1én mirc @6 hai long ciia
khdch hang

H,. Khd ndng tiép cdn cé anh huéng true tiép 1én mirc dé hai long ciia
khdch hang

H;. Mirc db tin cdy tir phia cong ty cé danh hudng truc tiép 1én mirc dd
hai long cua khdch hang

H,. Théng tin tir cong ty cho vay cé anh hudng truc tiép 1én mirc dé hai
long cua khdch hang

H;. Nang luc phuc vu c6 danh hudng truec tiép 1én mire d¢ hai long ciia
khdch hang

Bang ANOVAP cho kiém dinh F — kiém dinh gia thuyét v& do pht hop cua
md hinh hdi quy tuyén tinh tong thé xem xét bién phu thudc c6 lién hé tuyén
tinh véi toan bo cic bién doc 1ap hay khong.

Kiém dinh F trong bang phan tich phuong sai ANOVA® van 12 mét phép
kiém dinh gia thuyét vé d6 phii hop cia mé hinh héi quy tuyén tinh tong thé.
Y tudng cua kiém dinh nay 12 mdi quan hé tuyén tinh giita bién phu thudc Y
va céc bién doc 1ap ciing tuong tu nhu ¢ hdi quy tuyén tinh don bién, nhung &
day n6 xem bién phu thudc c6 lién hé tuyén tinh véi toan bd tdp hop cdc bién
doc lap hay khong.

Gia thuyét Hy ¢ dy tat ca cdc hé s6 p;=0 (i=1, 2, 3, 4, 5)
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Bang 2.20: ANOVA®
Sum of
Model Squares df Mean Square F Sig.
1 Regression 54.305 5 10.861 14.345 .0002
Residual 153.695 203 .757
Total 208.000 208

a. Predictors: (Constant), Nang luc phuc vy, Thong tin , Miic dg tin cdy, Kha
ning tiép can, Khd ning dap tng

b. Dependent Variable: Miic d hai 1ong chung clia khach hang

Két qua Bang 2.20 ta thay gid tri Sig = 0.000 gia tuyét Hy bi bac bo ta két
luan rang két hop giita cdc bién hién c6 trong mé hinh giai thich duoc thay d6i
cua Y (muc d6 hai long chung cua khach hang) nghia 1a mo hinh ching ta xay
dung 1a phu hop.

Kiém dinh mirc y nghia cta cédc hé s6 hoi quy (B;) bang 2.20 véi i=1,2,3,4,5
ta thiy cdc hé sd By, B, B3, Bs, Bs c6 ¥ nghia thong k& véi gid tri Sig
(Coefficients) < 5%.

Bang 2.21: Coefficients (H;, H,, H;, H, H;)

Standardized
-4.270E-16 Coefficients Collinearity Statistics
Model B Std. Error Beta t Sig. Tolerance VIF
1 (Constant) -4.270E-16 .060 .000 1.000
Kha ning dap (ing .076 .060 .076 1.782 .009 1.000 1.000
Kha ning ti€p cin 418 .060 418 6.928 .000 1.000 1.000
Mic db tin cdy 248 .060 248 4109 .000 1.000 1.000
Thong tin .056 .060 .056 .933 .352 1.000 1.000
Nang lic phuc vu 144 .060 144 2.390 .018 1.000 1.000

a. Dependent Variable: Miic dg hai 1ong chung clia khach hang

T6ém lai trong mé hinh hdi quy udc lwong dugce ¢6 3 nhén td chinh thuc su
anh huong dén muc d6 hai 1ong chung cua khach hang gom: Kha ning ddp
tmg, Kha ning tiép can, Mirc do tin cdy. Nang luc phuc vu anh hudng truc tiép
toi Mirc do hai long chung cta khach hang str dung dich vu cho vay tra gop tai

cong ty cho vay (bién phu thudc Y).
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V6i md hinh hdi quy trén hoan toan khdng c6 hién tuong tu twong quan (Hé
s6 Durbin Watson = 1.427) khong c¢6 hién tugng da cong tuyén (gia tri VIF =
1 < 4) Céc hé sd hdi quy wdc luong & cdc bién X; (Kha ning dap éng), X,
(Kha nang tiép can), X3 (Murc do tin cay), X4 (Thong tin) va X5 (Nang luc
phuc vu) ¢é ¥ nghia théng ké. Ta két luAn mé hinh hoi quy uéc luong dugce
12 phit hop. Thuce té cho thdy véi nganh cho vay tra gép c6 nhiéu tdc nhan bén
ngoai anh hudng dén mirc do hai 1ong cua khach hang, déng thoi thang do
chét luong dich vu c6 10 nhén t6 chi tiét nhung trong qud trinh rdt gon ching
ta chi sir dung 5 nhén té chinh. Chinh nhitng nguyén nhan trén di lam cho h¢

s0 x4ac dinh mo hinh chi & mac chap nhan.

Phuong trinh héi quy tuyén tinh xac dinh nhw sau:

Cic hé sb B voii= {1, 2, 3, 4, 5} wdc luong tir md hinh hdi quy déu c6 cic
gid trj duong chtng t6 khi céc yéu té Kha niing dap ung, Kha niing tiép cén,
Murc dg tin cdy, Thong tin, Nang luc phuc vu dugc nang cao thi Muc do hai
long cua khach hang sir dung dich vy cho vay tra gép tang lén. Chinh sy hai
1ong nay 1 nhén t6 1am cho khich hang trung thanh cho cong ty cho vay. Su
tdc dong cua cdc bién doc 1ap dén Mirc d6 hai long cta khich hang st dung
dich vu cho vay giam dan theo cédc nhan td:

X,: Kha ning tiép cin
X3: Mirc d¢ tin cay
Xs: Nang luc phuc vu
X;: Kha niang dap uwng
X4: Thong tin

Gid tri cua hé sb B, ctia bién X, (Kha ning tiép cin) = 0.418 12 16n nhit
chtng to diy 12 nhan t6 tdc dong manh nhat dén mirc d6 hai long cta khach

hang, nhan t6 tic dong manh thir hai dén murc d6 hai long 1a X3 (Mire df tin
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ciy) nhén t6 tht ba cling tic dong d6 1a Xs (Nang lwe phuc vu). Tir két qua
khao sat ndy, v6i ¥ kién ciia ngudi nghién cru dong thoi ciing 12 nhan vién
trong nganh cho vay tra gép. Cong ty cho vay mudn thu hit khach hang, mubn
dam bdo sy trung thanh khach hang thi phai dam bdo va nang cao céic thanh
phan nhu tao sy tin twong hon noi khach hang, thdi do va trinh d6 nghiép vu
nhén vién phai dam bao ngay tir 1an giao dich dau tién, ngoai ra trong khi giao
dich v&i khach hang nhan vién phai thé hién sy chuyén nghiép, sy lang nghe
tur phia khach hang.

Ngoai ra cdc nhan té nhu X; (Kha ning dap ing) va X, (Théng tin) trong
cudc khao sit nay c¢6 hé sé p woc luong duoc nhod chimg té cong ty cho vay
can nang cao nhiéu hon nita kha ning d4p (mg cdc yéu cau va nguyén vong
ciia khach hang, kénh thong tin lién lac, trao d6i v6i khich hang ciing can
dugc nang cap. Véi thang do SERVQUAL da duogc kiém dinh va tng dung
trong nhiéu nganh khic nhau, nhung trong mé hinh phén tich tai Viét Nam né6
chua thé hién duoc su tdc dong cu thé 1én mirc do hai 1ong cua khach hang,
day c6 1& 12 han ché cta dé tai. Giai phap khic phuc han ché nay 1a viéc thiét

ké thang do chét lugng dich vu chi tiét hon, cu thé hon.

% Kiém dinh si khéc biét ciia cac nhém khach hang sir dung dich vu cho
vay d6i voi mirc d6 hai long chung
e Kiém dinh sy khac biét & mirc dd hai long ciia cac nhém khach hang c6
thoi gian sir dung dich vu khac nhau

Véi gia thuyét Hy : Khong c6 sy khdc biét vé mire do hai long ctia cdc nhém
khéch hang c6 thoi gian str dung dich vu khéc nhau. Ta tién hanh kiém dinh va

c6 két qua & bang 2.22
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Bang 2.22: ANOVA"
Thoi gian sit dung dich vu — Mirc d§ hai long chung
Sum of
Squares df Mean Square F Sig.
Between Groups .880 1 .880 .879 .350
Within Groups 207.120 207 1.001
Total 208.000 208

Theo Bang 2.22 gi4 tri sig do dwgc 12 0.350 > 5 % ta chap nhan gia thuyét
Hy O trén nghia la thyc sy cdc nhém khach hang cé thoi gian st dung dich vu

khéc nhau c¢6 mirc d6 hai 1ong chung giéng nhau.

e Kiém dinh sy khac biét & mirc dd hai long ciia cac nhém khach hang
cach thirc tra gop khac nhau

Véi gia thuyét Hy: Khong c6 sy khdc biét vé murc d6 hai 1ong chung ctia cic
nhém khéch hang c6 thoi cdch thire tra gép khéc nhau. Ta tién hanh kiém dinh

va c6 két qua ¢ Bang 2.23

Bang 2.23: ANOVA®
Cach thirc tra géop khac nhau — Mirc dé hai long chung
Sum of
Squares df Mean Square F Sig.
Between Groups 14.869 2 7434 | 7930 .000
Within Groups 193.131 206 938
Total 208.000 208

Vi gid tri Sig thu duoc ¢ Bang 2.23: Sig = 0.000 < 5% ta bac bo gia thuyét
Hy nghia la thyc sy cdc nhém khéch hang c6 cach thuc tra gép khac nhau c6

muc do hai long chung khéc nhau.
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e Kiém dinh sy khac biét & mirc dd hai long cac nhém khach hang cé
cach thire, phwong tién trao doi thong tin véi cong ty cho vay khac nhau
Tuong tu v6i cdc nhém khach hang lién hé véi cong ty cho vay bing cic
phuong tién khdc nhau ciing ¢6 mirc d6 hai 1ong nhu nhau. Két qua duogc thé
hién & bang 2.24.
Bang 2.24: ANOVA®

Phuwong tién lién hé trao déi thong tin — Mirc dd hai long chung

Sum of

Squares df Mean Square F Sig.
Between Groups 1.019 3 .340 .336 .799
Within Groups 206.981 205 1.010
Total 208.000 208

véi gid tri Sig do duogce 1a 0.799 > 5%, nghia la du khach hang chon kénh

N
A

thong tin nao khi giao dich véi cong ty cho vay thi muc do hai long chung vé
kénh thong tin d6 néi riéng va chat luong dich vu tai céng ty cho vay néi

chung 1a nhu nhau.

e Kiém dinh sy khdc biét ¢ mirc dd hai long cac nhém khach hang cé

xem kénh cho vay tra gop la kénh chinh thirc trong giao dich hay khong

Bang 2.25: ANOVA" Xem kénh tra gép la chinh thirc — Mire dd hai long chung

Sum of

Squares df Mean Square F Sig.
Between Groups 10.991 1 10.991 11.548 .001
Within Groups 197.009 207 .952
Total 208.000 208

Gitra hai nhém khéach hang c6 xem va khong xem kénh cho vay tra gép la
kénh giao dich chinh thirc thuc su ¢6 sy khac biét vé murc d6 hai long vi ¢ day

Sig =0.001 <5 % = 0.05. Su khéc biét cy thé nhu sau:

Count Mean

Kénh chovay trda | ¢o Mdc do hai long chung 196 0591
g6p 1a kénh clia khach hang '
Chl'nh _thL'fC trong khéng | Muc do hai long chung
giao dich clia khdch hang

13 | -.8904
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Nhom khach hang xem kénh cho vay tra gép la kénh giao dich chinh thirc
thuc su hai long hon (ddnh gid cao hon) vé chat lugng dich vu hién tai noi ho
dang su dung dich vu cho vay tra gép: gia tri trung binh do dugc ¢ day la
0.591 (cdc gid tri trung Binh do duoc & Mirc d6 hai long chung di dua vé
thang do chuin véi trung binh bang 0 va do léch chuan 1a 1) 1én hon nhém
khach hang khong xem kénh cho vay tra gép la kénh giao dich chinh thuc
(trung binh = -0.8904). Khao sit nay hoan toan phit hop véi 1y thuyét thyc té:
Khéch hang quan tm va hai long vé dich vu thi ho s& coi d6 12 noi tin cay va

ho s€ st dung dich vy trong thoi gian toi.

e Kiém dinh sw khéc biét & mirc dd hai long cic nhém khach hang c¢é dd
tudi khac nhau

Bang 2.26: ANOVAP P tudi — Mirc d hai long chung

Sum of

Squares df Mean Square F Sig.
Between Groups 14.174 3 4.725 4.997 .002
Within Groups 193.826 205 .945
Total 208.000 208

Gitra 4 nhém khach hang c6 do tudi khdc nhau c6 su khac biét vé mic do

hai 1ong chung vi ¢ ddy Sig = 0.002 < 5 % = 0.05. Su khac biét cu thé nhu sau:

20dén30 | Mic do hai long ch Count Lo
- He o RarTong g ™ Nean 0.023657
’ PN Count 61
31 dén 40 Mtc d6 hai long chung
Mean 0.146689
, Count 66
41dn50 | Mic do hai long chung out
Mean -0.00869
51dén60 | Mitc do hai long ch Count 8
n C al 1ong cnun
© © ECNIE ™ Mean 11.26567

Khi khdch hang cang 16n tudi thi ho cang khic khe véi dich vu ma cong ty
cho vay mang lai hay néi khiac hon ho da c6 su trdi nghiém va so sédnh gitra
cic dich vu khac nhau nén muc d¢ danh gid cua ho véi dich vu cho vay hi¢n

tai 12 chua that sy tot Nhém tir 51 dén 60 c6 trung binh 12 [-1.26567]
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e Tuwong tu ta ciing c6 cac két luin

Khong ¢6 su khic biét vé mirc ¢ hai long chung cia cdc nhém khach hang
khéc nhau vé Giéi tinh, Trinh d6 hoc van, Thu nhap, Nghé nghiép cta c4 nhan
khich hang, Nghé nghiép chuyén mén cta khich hang (cdc bang ANOVA®
dugc trinh bay ¢ phu luc 5)

Tir cic két qua nhan xét vé su khdc biét vé Murc do hai 1ong chung cia cic
nhém khach hang ching ta rit ra két luan: Chi c¢6 viéc khach hang xem kénh
cho vay tra gép la kénh giao dich chinh thic hay khong va céch thirc khach
hang tra gép moi anh hudng téi Mtc d6 hai long chung vé chat luong dich vu

cua cong ty cho vay.

2.2.6.7. Panh gia ciia khach hang vé cac nhén t6

Bing 2.27: Panh gia chung cia khach hang vé cac thanh phan

Phat biéu Trung binh | D3 léch chuin

S1 | Toi tin twong vé dich vu cho vay 3.82 0.85

2 Tf)l hai 1ong vé nang lyc phuc vu ctia 4.14 0.79
cdng ty cho vay

S3 Cor}g tyﬁ Ch(: vay dap ting to6t mong 4.04 0.85
muodn cua toi

S4 T6i dé dang ti€p cén vé6i cong ty cho 3.99 0.85
vay

S5 Tcil hal.lonig VeAkha nang cung cap 3.89 0.87
thong tin cua cong ty cho vay

S6 Tf)m lai, t6i hoan toan hai long vé 4.04 0.82
cong ty cho vay

Véi khach hang st dung dich vu cho vay tra gép thanh phan ma ho danh
gid cao ddi véi cong ty cho vay 1a Nang luc phuc vu, Kha nang ddp tng, va

Kha ning tiép can.
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Bing 2.28: Panh gia riéng ciia khach hang vé thanh phan Mirc dd tin ciy

Phit biéu Trung binh | P§ léch chuin

R1 ThAong tin vécd ,nhaAn cua khach hang 311 123

ludn dugc gilr bi mat

Cong ty ton trong va tin tudng khach
R2 hang theo ding hop dong 22 118
R3 Khéch hang tin nhiém cong ty cho 339 117

vay
R4 HO so vay duoc thiét ké ro rang 2.70 1.14
RS Thu tuc vay don gian 3.11 1.12
R6 Thu tyc vay ding Phap luat 3.02 1.12

Diéu ma khich hang chua thuc sy hai long vé cong ty cho vay 1a thanh
phan Hb so cho vay chua thuc sy rd rang, va mot s6 quan ngai cta khdch hang
vé Phdp luat va Thong tin c4 nhin cta khach hang v6i mirc trung binh 1an luot

la2.7;2.96va3.02

Bang 2.29: Panh gia riéng ciia khach hang vé thanh phan Ning lwc phuc vu

Phat biéu Trung binh | Pé léch chuén
c1 Nhan/v1en tw van gidi quyét thac mac 335 0.86
hop Iy
2 Nhan vién tu van gidi quyet thac mac 208 0.89
nhanh chéng
C3 Nhéan vién xtr ly nghi€p vu chinh xac 3.07 0.90
C4 Nhan vién thanh thao nghiép vy 3.26 0.89
C5 Nhgn vién p}\ll,lC vu cong bang véi 335 0.87
moi khich hang

V6i thanh phan Ning luc phuc vu khdch hang chua thuc su ddnh gid cao &
viéc giai ddp thic mac va viéc xir 1y nghiép vu (muc trung binh 1an luot 12
2.98 va 3.07) chinh tir két qua nhan xét nay. V&i riéng cong ty cho vay, viéc
nang cao trinh do chuyén moén cua nhan vién va cong tic cho nhan vién dac

bi¢t 1a khau cham s6c khich hang.
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Bing 2.30: Panh gia riéng ciia khach hang vé thanh phan Kha ning dap tng

Phit biéu Trung binh | P§ léch chuin

RE1 | Thu tuc thanh todn dé dang 3.46 1.11

RE2 | Duyét hd so nhanh 2.62 1.01

RE3 | Lai suit thip 3.08 1.26

RE4 Tle,n tra\tru’orc phu hop thu nhap 305 1.03
khéich hang

RES Thou gian toi ngoi doi (den lugt giao 364 1.16
dich) ngan

RE6 | Nhiéu san pham cho vay 3.32 1.06

RE7 Nhiéu chuong trinh khuyén mai cho 397 1.10

khéch hang

Vé6i thanh phan Kha ning ddp ung khach hang chua thit sy hai 1ong vé
thanh phan: Thoi gian duyét hd so, Tién tra truéc ma khach hang phai tra.
Vi vdy, cd nhin tic gia mudn dé xuat phai khiac phuc khau giai quyét ho so,

va diéu chinh phit hop khoan tién ma khach hang phai tra trudc.

Bang 2.31: Panh gia riéng ciia khach hang vé thanh phan Kha ning tiép cin

Phat biéu Trung binh | Pé léch chuén
Al Mang luéi giao dich rong khip 3.45 1.00
A2 B\o tri cic quay glao dich gitdp khéch 3.46 1.04
hang d€ nhén biét
A3 Tién nghi phuc vu khach hang tot 3.45 1.01
A4 | C6 lién két véi nhiéu ngan hang 3.66 1.01
AS g(l;gl gian m¢ ctra va giao dich phu 345 1.00

Véi thanh phan kha nang tiép can, khach hang danh gid cao dich vu cho vay
tra gép boi né thuan tién cho khich hang v6i mang ludi giao dich rong khap,
thoi gian md ctra phtt hop véi giao dich ctua khach hang di kem véi d6 1a tién
nghi phuc vu khdch hang t6t va hién tai hé thdng cua cong ty cho vay c6 lién

két voi nhiéu ngan hang khac nhau.
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Bing 2.32: Panh gia riéng ciia khach hang vé thanh phan thong tin

Phit biéu Trung binh | P§ léch chuin
Cco1 Qliang cdo trén nhiéu phuong tién 338 127
thong tin
Cco2 thach hflng de tiép nhan thong tin 399 1.12
quang cdo
CcO3 Cu,ng cap thong tin kip thoi cho 331 1.16
khéich hang
CO4 | Thong tin cung cap chinh xdc 3.18 0.95
CO5 | Ho so vay don gian 3.46 1.03

Thuc té cho thiy hién nay théng tin tré thanh ngudn lyc quan trong gidp
cong ty cho vay mé rong va phét trién. V6i riéng kénh cho vay tra gép khich
hang da nhan biét duoc dich vu qua cdc kénh quang cdo, phuong tién truyén
thong. Va cling chinh nguyén nhin do c6 qué nhiéu kénh théng tin nén khich
hang chua thyc sy dat tron niém tin vao dich vu cho vay tra gép nay. Cu thé
muc hoéi CO4: Thong tin cung cip chinh xdc chi dugc khich hang danh gid
trung binh bang 3.18

Tir cdc nhan xét va ddnh gid riéng cta khich hang vé céc thanh phan anh
huong dén muc do hai long cua khach hang st dung dich vu cho vay tra gép
bao gém: Mtrc do tin cay, Nang lyc phuc vu, Kha nidng dap trng, Kha nang
tiép can va Thong tin ching ta rdt ra két ludn khach hang ddnh gid chua cao &
Kha ning dap tng cia cong ty cho vay, cu thé 1a Thiét ké hd so cho vay c¢6
nhiéu diém 1am khéch hang thiy khé hiéu, di kem véi d6 1a khau duyét hd so

tuy don gian nhung chua that sy nhanh nhu mong mudn ctia khach hang.
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TOM TAT CHUONG II

Dé tai két hop nghién ctru dinh tinh xiy dyng 5 thang do ludng chét luong dich
vu v6i 29 bién quan sit két hop véi nghién ciru dinh lugng nham danh gid thanh
phan quan trong anh hudng manh nhit dén méc do hai long cua khéch hang st
dung dich vu cho vay tra gép.

Mirc do hai 1ong chung dugc do luong bai mot thang do gdm 6 bién quan sit.

Qua céc kiém dinh Cronbach’s Alpha ta rit ra két luan thang do xay dung dugc
1a phit hgp. Nghién ciru nhéan té kham phd (EFA) ta rit trich dugc 5 nhan t6 chinh
theo thur tu:

¢ X;: Kha ning dap wng (Responsiveness)

e X,: Kha ning tiép cin (Access)

e Xj3: Mirc do tin cay (Reliability)

¢ X,: Thong tin (Comunication)

¢ Xs: Nang luc phuc vu (Competence)

Trong d6 nhéan t6 X, (Kha ning tiép can) 1a nhan t6 anh hudng manh nhat dén
mirc d6 hai long chung cta khdch hang st dung dich vu cho vay tra gép, ké dén 1a
X3 (Muc do tin cay) va Xs (Nang luc phuc vu). Ho so cho vay va thanh ph'?m X
(Kha ning ddp tmg) 12 thanh phan can dugc cong ty cho vay chd ¥ dén néu mudn
161 kéo khich hang mai va gilr chan khach hang lau nam.

Chuong 2 ciing trinh bay cdc két qua kiém dinh T-test va ANOVA® dé xem xét
anh huong cta bién dinh tinh (tinh chat cong viéc, do tudi, trinh d6 chuyén mén,
phuong tién lién lac véi cong ty cho vay,...) 1én cdc bién dinh lugng cia mo hinh
(Mirc d6 hai Iong cua khach hang). Két qua cho thiy chi c6 yéu té khach hang c6
xem kénh cho vay la kénh giao dich chinh hay khong md&i anh huong mirc do hai
long chung. Céc bién dinh tinh con lai khong c6 sy khéc biét giita cdc nhém khach

hang.



77

CHUONG 3: GIAI PHAP NANG CAO CHAT LUQNG CUNG CAP DICH
VU CHO VAY TRA GOP TREN DPIA BAN TP. HO CHi MINH

3.1. Pinh huéng phat trién ciia cho vay tra gép trén dia ban Tp. H6 Chi Minh:
3.1.1. Muc tiéu kinh doanh
Céc cong ty tai chinh, ngan hang thuong mai phai luén dat ra cho minh dinh
huéng phét trién bén ving va ting trudng ddng thoi ludn hudng téi muc tiéu
kinh doanh an toan, hiéu qua. Trong thoi gian t&i vé du no cho vay tra gép phan

dau chiém ti trong cao trong tong du ng.

3.1.2. Poi twong khach hang

Cic cong ty tai chinh, ngan hang thuong mai can x4y dung dinh huéng cu thé
cho nhém khach hang ny, c6 ké hoach cu thé nghién cru nhu ciu cua khich
hang ciing nhu xay dung chinh sdch c6 lién quan truc tiép dén loi ich khach hang
vay tra gép. Bén canh d6 khong ngirng mé rong mdi quan hé khich hang, ngoai
nhirng khach hang cii, chi dong tim kiém va dit méi quan hé véi cdc khach hang
méi, khich hang c6 tiém nang. Pac biét 1a nhitng doanh nghiép 16n c6 sd lugng

cdng nhan nhiéu s€ 1a ngudn khach hang ti€ém nang cua dich vu cho vay tra gép.

3.1.3. Pa dang hoa dich vu

Do nhu cau phat trién va hoi nhép cua dat nuée va sy da dang hod trong nhu
cau cta khdch hang. Vi vdy trong linh vyuc cho vay tra gép phét trién nhiéu céc
dich vu méi phuc vu hau hét cdc nhu cau ctia khich hang dan dén viéc canh tranh
gilta cdc cong ty tai chinh, ngdn hang thuwong mai ngay cang manh me. Do vay
ngay tir biy gid viéc da dang hod cdc dich vy cho vay dé dap tng duoc nhu cau
ctia khdch hang 13 yéu t6 ma cdc cong ty tai chinh, ngin hang thwong mai chu

trong.
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3.1.4. Nang cao chit lwong dich vu cho vay tra gép

Cic cong ty tai chinh, ngan hang thwong mai can c¢6 mot ké hoach dai han
nghién ctru thi truong bao gdm nghién ctru nhu cau cta khach hang, dbi thi canh
tranh, ddnh gia cac dich vu cho vay tra gép cuia minh, tir d6 dua ra cic giai phap
nhim ning cao chét lwong dich vu cling nhu mé rong hoat dong cho vay tra gép.
Cic cong ty tai chinh, ngan hang thuong mai phai ludn dit chat luong san pham

1én hang dau.

3.2. Giai phap nang cao chit lwgng cung cip dich vu cho vay tra gép trén dia
ban Tp. H6 Chi Minh

Nhu da trinh bay ¢ phén trude, sy hai long cua khach hang st dung dich vu cho
vay tra gép chiu tic dong cua nhiéu yéu t6 khic nhau, trong d6 3 nhén t chinh thuc
s anh huéng dén muc do hai long chung cta khach hang gdm: kha ning tiép can,
muc dg tin cdy, nang lyc phuc vu anh hudng truc tiép t61 mirc do hai long chung
ctia khdch hang,... Tir nghién ctru 1y ludn, diéu tra thyc tién dénh gid thuc trang chat
lwong dich vu cho vay tra gép trén dia ban Tp. H6 Chi Minh, nhitng kinh nghiém
ciia cdc doanh nghiép trong nganh tai chinh ciing nhu xuét phdt tir yéu cdu cia
khach hang trong giai doan sap t6i, tic gia dé xuat mot s giai phdp nham ning cao

chat lugng dich vu vay tra gép trén dia ban Tp. Hb Chi Minh.

3.2.1. Muc tiéu cua giai phap
Viéc xay dung va thyc hién cic giai phap nham cidc muc ti€u sau:
- Nang cao muc d9 tin cay, nang luc phuc vy, miac do dap ung,...

- Nang cao phuong tién hiru hinh

3.2.2. Mt sb giai phap
Nhu d4 phén tich & trén, kha ning tiép can 12 nhan t6 tic dong manh nhat dén
mirc d6 hai 1ong ctia khach hang, kha ning tiép can thé hién qua cich khach hang

dé dang tiép can vdi dich vu cho vay tra gép cua cong ty tai chinh, ngan hang
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thwong mai. Mirc d6 tin cdy thé hién qua yéu té sy an tim cua khach hang khi sir
dung dich vu cho vay tra gép do duoc huéng dan, giai quyét thoa ddng theo ding
quy trinh cua nhan vién tin dung. Nang luc phuc vu cua cac cong ty tai chinh,
ngan hang thuong mai thé hién qua cung céach, thdi do phuc vu, kién thuc hiéu
biét vé dich vu, quy trinh nghiép vu ctia nhan vién tin dung.

Tét ca cic yéu t6 trén mudn thuc hién tét déu xuét phat tir yéu t6 con ngudi.
Vi vay, giai phdp dau tién md tic gia mudn dé cip dé nang cao chit lugng dich
vu tai cac cong ty tai chinh, ngan hang thuong mai la phai chuyén nghiép hoéa

ngudn nhan lyc cua minh tc 1a phai gidi quyét van dé con nguoi.

3.2.2.1. Giai phap ning cao chit lwong ngudn nhan lue
- Nang cao phong cach phuc vu

Hién nay trong cong tic phuc vu khdch hang van con nhiéu han ché. Trong
thoi gian t6i khi ma su canh tranh vé cic san pham cta cdc ngan hang di bio
hoa thi thdi d§ va phong cach phuc vu cua cdc nhan vién lai tr¢ nén dac bi¢t
quan trong. Can phai c6 nhitng quy ché chit ché hon trong viéc quy dinh vé
phong cich va thdi do phuc vu khach hang. Tao su tin tuéng hon noi khach

hang, thé hién sy chuyén nghiép, su ling nghe tir phia khach hang.

- Nang cao ning lyc thim dinh

Day 1a mot budc quan trong trong nghi€p vu cho vay doi hoi nhan vién tin
dung khong chi gidi vé nghiép vu ma con phai c¢6 kién thirc vé& nhiéu linh vuc
nhu nha dat, ching khodn, xe hoi, xe mdy,... Do vdy, can c¢6 chinh sich
khuyén khich viéc moé rdng va dao tao cac kién thtc cho nhan vién cua minh.
Pbi véi nhitng kién thirc vé chuyén mén nghiép vu cta ngin hang giang day.
Dbi v6i cdc kién thic vé kinh té va nghiép vu lién quan khic nhu nha dat,
chtng khodn, marketing,... nén t6 chirc moi chuyén gia vé giang day va lap

thanh céc 16p hoc ngén han.
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- Hoan thién cac quy trinh, quy ché trong hoat dong cho vay tra gép

Cic quy trinh va quy ché trong hoat dong cho vay tai cdc cong ty tai chinh,
ng4n hang thuong mai van chwa mang tinh théng nhét va hoan thién, dong thoi
viéc trién khai cdc quy trinh, quy ché nay lai khong c6 sy thong nhét giita cic
cong ty tai chinh, ngdn hang thuwong mai. Do d6 cdc cong ty tai chinh, ngan
hang thuong mai can phai cé nhitng bién phap nhu thudng xuyén to chirc tip
huén hun nhan vién vé cdc quy trinh, quy ché, kiém tra viéc thyc hién cta céc
nhin vién dé dam bao viéc chap hanh nghiém chinh nhitng quy trinh, quy ché
d3 ban hanh, va ¢6 nhitng bién phéap xtr Iy ddi v6i nhitng nhan vién nao 1am sai

va khéng ding quy trinh, quy ché.

3.2.2.2. Giai phap nang cao phwong tién hiru hinh

Bén canh cédc yéu td thudc vé con ngudi, yéu td vat chat ciing c6 vai trd
quan trong khong kém va anh huong truc tiép dén nang suat lao dong cua con
ngudi. Ngoai ra, moi trudong 1am viée 1a su két hop yéu t6 con nguoi véi cdc
phuong tién vat chat dé lam viéc c6 nang suét va chat lugng. Vi vay dé nang
cao chét luong dich vu cho vay tra gép nhat thiét phai thuc hién giai phdp don
gian héa tha tuc cho vay, ting cudng co sd vat chit, trang bi mdy méc thiét bi

hién dai, ing dung cong ngh¢ thong tin.

3.2.2.3. Hoan thién va phat trién cac dich vu cho vay tra gop

Hién nay céac cong ty tai chinh, ngdn hang thuong mai thyc hién cic san
pham cho c4 nhan vay tra gép nhu: cho vay mua 6 to, cho vay mua xe mady,
mua va stra chira nha ctra, cho vay du hoc, ti€éu dung ca nhan,... Hau hét céc
san pham nay déu chua hoan thién, chua ddp tng ding nhu cdu cta khich
hang. Trong thoi gian tdi can trién khai rong va siu vé cdc san pham nay hon.
Cu thé 12 can trd trong va trién khai nhitng san pham méi nhu: Cac san phim

vé cho vay di du lich, cho vay chita bénh, cho vay xuét khau lao dong,...
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Dic biét 1a cho vay qua thé: xu thé xd hoi ngay cang phét trién thi viéc
trong tuwong lai cdc cd nhan sé& sir dung thé nhiéu hon 1 tién mat duong nhu 13
mot xu hudng tat yéu. Hién nay san phdm cho vay qua thé van con khd moéi tai
nuéc ta, do d6 day ciing 14 san pham tiém niang va phit hop voi sy phat trién

cua xa hoi.

3.2.2.4. Mé rong va hop tac véi cac ddi tac chién lwoce

Hién nay viéc quan hé va m¢ rong voi nhitng khach hang trung gian (hay
dbi tic) cta cdc cong ty tai chinh, ngan hang thuong mai con nhiéu han ché va
thuc sy chua hiéu qua. Dé trién khai duoc céc san phém sau va rong dén khach
hang thi cdc cong ty tai chinh, ngan hang thuong mai can chi trong dén viéc
quan hé voi nhitng khéch hang trung gian (ddi tac) nhu: Cac dai 1y ban xe, chu
du 4n nh, cdc cong ty 16n c6 sb luong cong nhan nhiéu,... Cédc cong ty tai
chinh, ngan hang thuong mai can c¢6 nhitng chuong trinh thu hit va wu dai dbi

v6i nhitng khich hang nay, dong thoi chi dong mo rong mdi quan hé.

3.2.2.5. Hién dai hoa cong ngh¢

Cidc cong ty tai chinh, ngan hang thuong mai can ludn cip nhat hé thong
tiép nhan va xtr 1y hd so vay méi thay thé cho hé thdng cii di 15i thoi, lac hiu
va khong phit hop véi sy phdt trién ctia ngdn hang. Trong thoi gian téi céc
cong ty tai chinh, ngan hang thuong mai can ¢6 nhitng chuong trinh dao tao

can thiét dé nhén vién c6 thé sir dung thanh thao hé théng méi.

3.2.4. Mot s6 kién nghi
3.2.4.1. Péi v6i Ngan hang Nha nuée
Ngan hang Nha nudc cin ¢ cdc vin ban huéng dan cu thé vé cdc loai hinh
cho vay tra gép ma cdc cong ty tai chinh, ngin hang thwong mai va céc to
chtrc tin dung khac c6 thé thyuc hién. Hién nay tai Viét Nam chua c6 van ban

phép luat cu thé ndo quy dinh vé hoat dong cho vay tra gép. Hoat dong nay tir
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truée dén nay van tudn theo cdc quy dinh cho vay chung ctia Ngan hang Nha
nudc.

Tang cudng chat luong cdc dich vu vé thong tin tin dung cua trung tim
thong tin tin dung. B61 trung tam thong tin tin dung ¢6 vai tro quan trong trong
viéc cung cip nhitng thong tin phuc vu, phong ngira, han ché rui ro tin dung va
t chuc cho vay tiéu dung khéc.

Thong qua viéc thanh tra, gidm sat hoat dong cua cic cong ty tai chinh,
ngin hang thuong mai, Ngin hang Nha nudc can huéng din cic cong ty tai

chinh, ngin hang thuvong mai thuc hién ding cac van ban phap luat nha nudec.

3.2.4.2. i véi cac cong ty tai chinh, ngan hang thwong mai

Dé ning cao hiéu qua hoat dong cho vay tiéu ding, cong ty tai chinh, ngén
hang thuong mai can nghién ctru xdc dinh, phan dinh rd céc kénh phan phdi,
dinh gi4 noi bo ddi voi mdi cong doan dé c6 thé hach todn, tinh todn déng gép
cua ting don vi, timg khau lién quan dén toan bo qud trinh cho vay ta gép (bd
phan hd trg, bo phan ban hang,...) ddi v6i timg san pham cho vay tiéu ding cu
thé cho vay mua nha, cho vay mua 6 to, cho vay du hoc,...). Trén co s& d6 ¢
su d4nh gid, khuyén khich, thuong phat ding va sat hgp hon véi cdc déng gép
va trach nhiém ctia c4dc cd nhan, don vi lién quan.

Cac cong ty tai chinh, ngan hang thwong mai cling nén uu ti€n va tip trung
giai quyét mot s6 van dé trong yéu nhiam tao diéu kién thic ddy phat trién hoat
dong cho vay tra gép trong thoi gian tdi, trong d6 viéc quan tdm xay dung
ddng bo cdc co so phéap 1y, dau tu d6i méi, nang cip cong nghé, dao tao nhin
lic dé c6 thé nang cao chit lugng cdc san pham hién c6 va kip thoi trién khai
nhitng san phém dich vu méi, hién dai trudc d6 chua cé & Viét Nam.

Thudng xuyén to chirc cdc khod dao tao, bdi dudng nghiép vu cho vay tra
g6p cho cdc nhan vién tin dung, t6 chic nhitng budi hoi théo, trao ddi kinh
nghiém vé linh vuc cho vay tra gép giita cc to chirc tin dung véi nhau,...

nham nang cao trinh d6 ciia nhan vién tin dung trong linh vyc nay.
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3.3. Piém han ché cia dé tai & hwéng phat trién tiép theo
3.3.1. Piém han ché cia dé tai

Vi dé tai nay: “Nghién ciru sy hai 1ong ciia khach hang sir dung dich vu
cho vay tra gép trén dia ban Tp. H6 Chi Minh”. Pé tai khao sit chi tap trung
vao nhém khach hang hién tai da st dung dich vu ma bé qua cdc nhém khach
hang tiém ning nhu nhung ngudi dang vay ngin hang hay nhitng ngudi sir dung
cic kénh vay vbn ngin han tu do trén thi truong vi vy nén chua thé danh gid
téng quan vé chat lugng dich vu dudi con mit ctia khich hang.

Vi cdc nghién ctru mtc d6 hai 1ong vé chét luong dich vy nay duogc thyc hién
v6i mau duoce chon 12 mau thudn tién - chon mau tir cdc ¢4 nhén sir dung dich vy
tai cdc cOng ty tai chinh, ngan hang thuong mai tai cic cira hang ban xe gin mdy,
trung tAm ban hang dién mdy, ... ki thuat chon mau nay 12 ki thut chon mau phi
xdc suat. Két qua s& c6 thé tdt hon, khai quét, va dai dién cho tong thé tot hon
néu mau nghién ctru dugc thyc hién theo hinh thirc chon mau x4c suit (chon mau
ngau nhién don gian).

Két qua cudc nghién ctru chi chi trong t6i mdi quan hé tuong tic giita ngudi
v6i ngudi vé cdch cu xir, sy hiéu biét, va danh gid cua khach hang vé khau thu
tuc cho vay, trinh d§ nghi¢p vu va su d@)ng cam cua nhan vién. Tuy nhién lai
chua tim hiéu méi quan hé giita mirc d6 hai 1ong vé6i chinh sdch wu dii cho vay,
cdc thu tuc thué, thoi gian déng tién nhu thé ndo,... Vi vay déi khi viéc thiét ké

bang cau hoi c6 thé mang tinh chii quan, duy ¥ chi.

3.3.2. Huéng phat trién tiép theo

Trén co s& cdc két qua tim thiy qua dé tai nay ta c6 thé tién hanh khao sit voi
nhém khach hang da dang hon, s6 lwong mau 16n hon, pham vi nghién ciru rong
hon. Ddng thoi thiét ké nghién ctru dinh tinh siu hon duéi su tu van ciia nhitng

chuyén gia trong nganh dé dam bao tinh tng dung thyc té cao nhat.
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KET LUAN

Hi¢n nay trén thi truong cho vay tra gép cac cong ty tai chinh, ngan hang thuong
mai canh tranh nhau rat gay gt dé thu hidt duoc khach hang vé phia minh, do vay
cac cong ty tai chinh, ngdn hang thuong mai budc phai vira tang cudng duoc hoat
dong cho vay vira giam thiéu duoc rui ro. Cho vay tra gép 1a mét nghiép vu moi
xuat hién ¢ Viét Nam nhung c6 trién vong phdt trién manh mé trong tuwong lai boi 18
nhu cau vé dich vu ny ngdy cang ting cling véi su gia ting thu nhap va muc séng
ctia nguoi dan. M& rong cho vay tra gép 1a mot xu thé tat yéu cta cdc cong ty tai
chinh, ngan hang thwvong mai hién nay nham da dang hod san pham, giam thiéu rui
ro va quan trong hon 12 mang lai nguén thu nhép 16n.

Cung v6i xu huéng phdt trién chung, cong ty tai chinh, ngin hang thuong mai
cling ddy manh trién khai hoat dong cho vay tra gép. Thuc té cho thiy cho vay tiéu
dung tang trudng ngay cang manh, ty trong du ng cho vay tra gép tang trudng li€n
tuc trong tong du no keém theo d6 lai 12 loi nhuan ngdy cang ting. Tuy nhién, cong
ty tai chinh, ngan hang thuwong mai con phai d6i mat véi nhirng khé khan thach thirc
xudt phét tir chinh ban than ciing nhu tir nhiing nguyén nhan khich quan khéc.
Nhirng vuéng mic nay khi duge quan tdm, nghién ctru va thyc hién cdc giai phdp
khic phuc thi s& nhanh chéng bién mét, md ra thém nhimng thanh cong cho hoat
dong cho vay tra gop.

Tir nhitng phan tich vé kha nang ddp ung, kha ning tiép can, muc do tin cy,... ta
c6 thé khang dinh cdc cong ty tai chinh, ngin hang thwong mai hoan toan cé kha
ning md rong hoat dong cho vay tra gép. Vi vy tic gia tin rang trong thoi gian toi
cling voi viée day manh tiép thi, tim kiém khach hang, cdc cong ty tai chinh, ngin
hang thwong mai s& tdn dung dugc linh vuc cho vay tra gép rong 16n va day tiém
nang nay.

Do con han ché vé kién thtrc va thiéu kinh nghiém thuc tién cho nén bai dé tai
ctia toi khong tranh khoi nhitng thiéu sét. Xin chan thanh cam on sy chi bao va gép

y ctia TS. Nguyén Vin Trii da gidp t6i hoan thanh bai dé tai nay!



PHU LUC 1: BANG CAU HOI KHAO SAT

NGHIEN CUU SU'HAI LONG CUA KHACH HANG SU DUNG
DICH VU CHO VAY TRA GOP TREN DIA BAN THANH PHO
HO CHI MINH

Xin chao anh/ chi,

Ching t6i 12 nhém nghién ciru thudc trudng Pai hoc K thuat - Cong nghé TP. HO
Chi Minh. Chiing t6i dang thuc hién dé tai “Nghién ciru sw hai long ciia khach hang
sir dung dich vu cho vay tra gép trén dia ban Tp. Ho Chi Minh”. Déi tuong phong
Vén 1a nhirng nguoi da va dang sur dung dich vu cho vay tra gép, anh/ chi la mdt trong
s6 nhitng dai dién d6. Su tra 151 khdch quan cta anh/ chi s& gép phan quyet dinh sy
thanh cong cta cudc nghién ctru, ddng thoi gidp bén cho vay ning cao chat lugng dich
vu phuc vu khach hang. Rat mong anh/ chi danh chit thoi gian trao d6i mot s6 suy
nghi ctia anh/ chi vé nhitng cAu hoi bén duéi va xin luu ¥ rang khong c6 quan diém
nao ding hay sai, tit ca quan diém cta anh/ chi déu gidp ich cho nghién ctru cia toi.

T6i xin cam doan nhitng ¥ kién déng gép cua anh/ chi s€ dugc bao mat tuyét doi va
chi phuc vu cho muc dinh nghién ctru cta dé tai nay.

BCH s6: ...... Phong van ldc ...... gid ... ,ngly ...... [...... /2011.
Phong van vIEn: ........ooiiii i

1. Anh/ chi vui long cung cip mot so thong tin chung bing cich danh diu “x” vao
cac 0 twong wrng:

1.1. Thoi gian gin nhét anh/ chi c6 sir dung dich vu cho vay tra gép:
0 < 1 nam
O 1 ndm dén dudi 2 nam
O 2 nam dén dudi 3 ndm
0> 3 nam

(Néu lua chon cua anh/ chi la >3 nam, anh/ chi vui long dung bang cdu hoi.
Cam on su ho tro cua anh/ chi)

1.2. Anh/ chi ¢6 xem kénh cho vay tra gop la mot kénh giao dich chinh thirc
trong viéc thyce hién cac giao dich cua anh/ chi hay khong ?

O Co O Khong

1.3. Viéc thanh toan (bao gom tién goc va 1ii) ciia anh/ chi dién ra nhw thé nao:
O Khi c6 tién
O Khi c6 thong bao cia bén cho vay
O Khi dén han trén hop dong



1.4. Anh/ chi ¢6 sin sang tim dén dich vu cho vay tra gép khi cé nhu ciu trong
thoi gian toi hay khong ?

O Co O Khong

1.5. Anh/ chij lién hé trao d6i thong tin véi cong ty cho vay tra gép bang hinh
thirc nao?

[0 Qua trang web cong ty (trang web hodc hop thu hd trg khdch hang)
[0 Qua dién thoai

0 Qua nguoi trung gian

O Gap mat tryc tiép

O Khac

2. Vui long cho biét mirc d9 ddng ¥ cia anh/ chi vé cac phat biéu dwéi diy véi quy
wdc:
2.1. Chon 3 yéu t6 trong 10 yéu t6 bén dwéi ma anh/ chi danh gia la quan trong
nhat cia dich vu cho vay tra gép (chon 1 la quan trong nhat, chon 2 la quan
trong thir nhi, chon 3 la quan trong thir ba)

Yéu té Mirc quan Yéu th Mirc quan
trong trong
Uy tin ctia bén cho vay Cung cip théng tin day du,
kip thoi
Gi4 (14i suat, phi) K¥ nédng, trinh d6 nghiép vu
cua nhén vién
Dich vu da dang ddp tUng Thdi d0 ctia nhan vién ddi
khach hang v6i khach hang
Céc thu tuc don gian Mang luéi giao dich rong
khap
Thoi gian thyc hién giao Co sé vat chét, tién nghi
dich dam bao phuc vu khich hang

2.2.Panh gia sw hai long cia khach hang vé chit lweng dich vu:

Anb/ chi vui 1ong cho biét mirc d6 ddng ¥ ctia anh/ chi vé6i nhitng phat biéu trong

bang sau (ddnh dau “x” vao o thich hop, vui 1ong khéng dé tréng).
1: Hoan toan khong ddng y
2: Khong dong y
3: Khéng c6 y kién
4: Pong y
5: Hoan toan dong y

“_.»

Luwu y: Anh/ chi dong ¥ & mirc do nao thi danh ddu “x” vao 6 twong ing, truong hop
chon nham vui long boi den 6 da chon nham (m) va chon lai mirc do khdc.




llf)z 1. PO TIN CAY (Reliability) MZ“’C d‘-; d"“i t
R1 Thong tin cd nhan cua khach hang dugc bdo mat

R2 | Thong tin thu nhép ctuia khach hang dugc bao mat

R3 | Khich hang tin nhi€m bén cho vay

R4 | Ho so vay dugc thiét ké ro rang

R5 | Thu tuc vay don gidn

R6 | Thu tuc vay ding Phép luat

va 2. NANG LUC PHUC VU (Competence) e do dong ¥
C1 | Nhan vién tu Van giai quyet thac mac hop 1y

C2 | Nhan vién tu van giai quyét thic mic nhanh chéng

C3 | Nhan vién x1r 1y nghi€p vu chinh xac

C4 | Nhan vién thanh thao nghiép vu

C5 | Nhan vién phuc vu cong bang véi moi khich hang

Ma 3. KHA NANG PAP UNG (Responsiveness) Murc d¢ dong y
hoa 2 |3 |4
RE1 | Nhiéu san pham cho vay

RE2 | Nhiéu chuong trinh khuyén maii

RE3 | Phan tién tra trudc phit hop

RE4 | Li sut phit hop

RE5 | Thoi gian tiép nhan & xtr Iy ho so nhanh

RE6 | Thoi gian thim dinh ho so nhanh

RE7 | Phuong thirc thanh todn dé dang

Ma 4. KHA NANG TIEP CAN (Access) Mure dg dong y
hoa 2 |3 |4
Al | Mang luéi giao dich rong khip

A2 | BO tri cic quay giao dich gitip khe’lch hang d& nhan biét

A3 | Tién nghi phuc vy khach hang tot

A4 | Lién két v6i nhiéu doi tic

AS | Thoi gian lam viéc (m¢ ctra) hop 1y

Ma 5. THONG TIN (Communication) Mirc 49 dong y
hoa 2 |3 | 4
CO1 | Bén cho vay quang céo trén nhiéu phuong tién
CO2 | D@ tiép nhan thong tin quang cdo clia bén cho vay
CO3 | Bén cho vay cung cip thong tin kip thoi
CO4 | Bén cho vay cung cap thong tin chinh xdc
CO5 | Ho so vay don gian
CO6 | Dé dang lién lac v6i bén cho vay

Ma 6. MUC PQ HAI LONG CHUNG Murc dg dong y
hoa 2 |3 | 4
S1 | Hai long dich vu ctia bén cho vay

S2 | Hai long nang luc phuc vu cia bén cho vay

S3 | Hai long kha ndng ddp ing ctia bén cho vay

S4 | Hai long kha ning cung cap thong tin clia bén cho vay

S5 | D@ dang tiép cén vdi bén cho vay

S6 | Tém lai, hoan toan hai 1ong vé bén cho vay




3. Thong tin ca nhan:

|3 (o2 T S § U
Gi6i tinh: 1. Nam O 2. No O

U G0 ettt ettt et e s
QUAN SINN SONE: ..o,

3.1. Vui long cho biét nghé nghiép ciia anh/ chi (danh diu “x” vio 6 chon)
[0 Lao dong gian don (ndi trg, budn ban, thg hd, xe 6m,...)
[0 Nghé chuyén mon (bdc si, k¥ su, gido vién,...)
O Nhan vién van phong
[ Sinh vién
O Khac

3.2. Vui long cho biét trinh d hoc vén ciia anh/ chi (d4nh diu “x” vao & chon)
O Trung hoc
O Cao dang
[0 Pai hoc
[0 Sau dai hoc
O Khac

3.3. Vui long cho biét thu nhap ca nhan ciia anh/ chi (danh dau “x” vao 6 chon)
O Duéi 2,0 triéu dong/ thang
O Tir 2,0 - 5,0 triéu dong/ thang
O Tir 5,0 - 8,0 triéu dong/ thang
O Tir 8,0 - 12,0 triéu dong/ thang
O Trén 12 triéu dong/ thang

Xin chan thanh cam on y kién déng gép ciia anh/ chj !



PHU LUC 2: PHAN TiCH EFA CAC BIEN PQC LAP TRONG MO HINH

Total Variance Explained

Initial Eigenvalues

Extraction Sums of Squared

Rotation Sums of Squared

Component Loadings Loadings
Total % of Cumulative Total % of Cumulative Total % of Cumulative
Variance Y% Variance Y% Variance Y%

1 11.327 | 39.058 39.058 11.327 | 39.058 39.058 | 4.823 | 16.630 16.630
2 5.005 17.259 56.318 5.005 17.259 56.318 | 4.426 | 15.263 31.892
3 2.246 7.745 64.063 2.246 7.745 64.063 4292 | 14.801 46.694
4 1.416 4.883 68.945 1.416 4.883 68.945 4231 | 14.588 61.282
5 1.098 3.788 72.733 1.098 3.788 72.733 3.321 | 11.451 72.733
6 .692 2.386 75.119

7 .619 2.134 77.253

8 598 2.063 79.316

9 .568 1.958 81.274

10 522 1.801 83.075

11 483 1.667 84.742

12 425 1.467 86.209

13 408 1.406 87.615

14 400 1.379 88.993

15 351 1.212 90.205

16 342 1.178 91.383

17 316 1.090 92.473

18 297 1.025 93.498

19 277 957 94.455
20 250 .864 95.319
21 230 792 96.110
22 208 718 96.828
23 .199 .686 97.515
24 185 .638 98.153
25 175 .605 98.758
26 138 478 99.235
27 118 408 99.643
28 104 357 100.000

1.069E | 3.686E-

29 16 16 100.000

Extraction Method: Principal Component Analysis.
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Component Matrix (a)

Component

1 2 3 4 5
Thong tin ¢ nhdn cla KN -124 | 179 | . 591 439 | -214
lubn gili bi mat
Thong tin tai chinh, thu nhap 233 | o248 | 479 | 242 | 479
lubn gili bi mat
Khach hang tin nhigm cong ty 434 | 245 | a7 | 313 | 127
cho vay
HO so thiét k& chuyén nghiép A4 .276 .732 -.364 -145
Thii tuc vay don gidn 125 187 437 .343 -124
Thii tuc vay diing phéap luat -.230 273 341 253 -.098
NV tu véin gidi quyét thic mdc 275 | 317 | -s40 | 050 | 477
hap ly
NV tu vén gidi quyét thic mdc 129 | 15| 360 | 65 | 416
nhanh chéng
NV xif Iy nghiép vu chinh xac 493 192 A74 139 410
NV thanh thao nghiép vu 195 .324 -.481 -.012 .534
NV phuc vy cing bing vei 209 | 245 | 590 | 285 | 469
moi khach hang
Thil tuc thanh todn dé& dang .758 -.215 .169 -.050 .207
Duyét hd sG nhanh 779 -.076 182 -.017 178
Ldi sut thdp .675 -.259 .673 .046 .333
Tién tra tru6c phi hgp thu 697 199 190 - 064 383
nhap khach hang
Th?i gian ngdi dgi giao dich 787 045 667 040 211
ngin
Nhiéu s&n phdm cho vay 767 -.219 .156 .045 315
Nhiéu chuong trinh khuy&n 765 599 143 114 289
mai cho khach hang
Mang Iugi giao dich rong khip .045 .608 .245 211 .081
BG trf qudy giao dich gilp KH o045 | 694 | 223 | 110 | A1
dé nhan biét
tT'f" nghi phuc vy khach hang 021 836 252 047 063
0
C6 lign quan v6i nhiéu ngan 046 830 203 56 039
hang
Thai gian mg cla va giao dich 045 608 45 511 281
phu hgp
Quang céo trén nhiéu phuong 218 - 306 018 707 935
tién truyén thong
KH d€ tigp nhan thdng tin 526 | -192 | 187 | 726 | -150
quéng cdo
Cung cdp thong tin kip thoi 453 903 215 465 957
cho KH
Thong tin cung cdp chinh xdc .398 -.024 .045 377 -.162
HO so vay don gidn -.237 -.198 124 .388 -.244
{(H dé dang lién lac véi cdng 308 | -093 105 418 | -299
y

Extraction Method: Principal Component Analysis.

a. 5 components extracted.




Rotated Component Matrix (a)

Component

1 2 3 4 5
Thong tin cd nhan ciia KH 205 | 034 | 7 | 199 | 186
lubn it bi mat
Thong tin taj chinh, thu nhap 211 139 | 677 | 20| 270
lubn it bi mat
Khach hang tin nhiém cong ty 279 162 701 218 167
cho vay
H6 s thit k& chuyén nghiép 270 164 772 204 203
Thil tuc vay don gian 305 082 737 222 218
Thil tuc vay ddng phap lut 311 211 666 249 191
NV tu vdn gi&i quy€t thic méc 087 129 973 067 793
hap ly
NV tu van gi&i quy€t thic mac 124 - 060 091 077 808
nhanh chéng
NV x{f 1 nghigp vu chinh xac 130 028 181 131 756
NV thanh thao nghigp vu 087 138 344 077 657
NV phuc vy cdng béng vei 036 | 098 | 055 | 79 | 784
moi khdch hang
Thil tuc thanh todn da dang 690 | -.100 303 332 086
Duyét hé so nhanh 653 034 332 356 116
Lai sut thap 771 | -.068 130 305 007
Tién trd trugc phl hop thu 784 | -o062 | 219 | 197 | 080
nhap khach hang
Thizi gian ngdi dgi giao dich 681 141 247 382 199
ngn
Nhiéu sdn pham cho vay .765 -.074 198 .331 143
Nhiéu chuong trinh khuyén 720 | -080 | 338 | 208 | 160
madi cho khach hang
Mang lu6i giao dich rong khdp -.052 .962 .042 -.004 .086
BG trf quly giao dich gitip KH 030 | @3 | 02| -083 | 082
dé nhén biét
tT'f” nghi phuc vu khach hang 054 | 60 | 139 | -000 | o114
0
6 lién quan i nhigu ngan 127 | 829 | 79 | -022 | 044
hang
ThGi gian m5 cla va giao dich 052 | 92 | 042 | -o004 | 086
phu hgp
Quang cé}o trén nhiéu phuong 314 999 242 687 161
tién truyén thdng
KH dé 1i€p nhan thong tin 400 | -055 | 225 | 677 | 065
quang cao
Cung cdp thong tin kip thdi 352 | -042 | 196 | 813 | 085
cho KH
Thong tin cung cip chinh xdc .294 .081 144 .693 .254
Ho so vay dan gian .324 -.077 218 .753 A21
tKH 08 dang lién lac véi cong 240 | -.007 277 722 131
y

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

1 578 .027 525 528 .335
2 -.226 .900 231 -177 234
3 313 .351 -.029 211 -.856
4 -.034 .229 -.730 .591 .252
5 718 119 -.371 -.544 190

Extraction Method: Principal Component Analysis.
Rotation Method: Varimax with Kaiser Normalization.




PHU LUC 3: PHAN TICH EFA CAC BIEN PHU THUQC TRONG MO HINH

KMO and Bartlett's Test
Kaiser-Meyer-Olkin Measure of Sampling
.799
Adequacy.
Bartlett's Test of Approx. Chi-Square 670.169
Sphericity df 15
Sig. .000

Communalities

Initial Extraction
T6i tin tuBng vao dich vu cho 1.000 665
vay
Toi r]a| Icing vé néng lyc phuc 1.000 492
vy clia cong ty
Cong ty CDO vay qé}p Ung tot 1.000 .663
mong mudn cua toi
Toi dé dang tiép can véi cong 1.000 624
ty
TE),I ha|AIong. vé 7khaﬁnang cung 1.000 592
cap thdng tin clia cong ty
Tgmﬁlau, t0i hoan toan hai long 1.000 656
Vvé cong ty

Extraction Method: Principal Component Analysis.



Total Variance Explained

Extraction Sums of Squared

Component Number

Component Initial Eigenvalues Loadings
% of Cumulative % of Cumulative
Total Variance % Total Variance %
1 3.692 | 61.533 61.533 3.692 | 61.533 61.533
2 .848 | 14.136 75.669
3 .619 | 10.317 85.985
4 .383 6.387 92.373
5 261 4.344 96.717
6 .197 3.283 100.000
Extraction Method: Principal Component Analysis.
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Component Matrix (a)

Compo
nent
1
Toi tin tudng vao dich vu cho 816
vay '
Toi hai long vé ndng lyc phuc 701
vu cla cong ty '
Cong ty cho vay dap (ing tot 814
mong mudn cla toi '
T6i dé dang tiép can vGi cong 790
ty
Toi hai long vé kha ning cung 769
cap thong tin clia cong ty '
Tém lai, t6i hoan toan hai long 810
vé cong ty '

Extraction Method: Principal Component Analysis.
a. 1 components extracted.

Component Score Coefficient Matrix

Compo
nent
1

Toi tin tuGng vao dich vu cho 201
vay
Toi i]ai [ong vé nidng Iuc phuc 190
vu clia cbng ty
Cong ty cr)o v:aly dép Gng tot 291
mong mudn cua toi
Toi dé dang tiép can véi cong 214
ty
TQi hai long vé 7khé nang cung 208
cap thong tin cta cong ty
TQm lai, tdi hoan toan hai long 219
vé cong ty

Extraction Method: Principal Component Analysis.
Rotation Method: Varimax with Kaiser Normalization.
Component Scores.



PHU LUC 4: PHAN TiCH HOI QUY VOI 5 BIEN POC LAP

Model Summary (b)

Adjusted Std. Error of Durbin-
Model R R Square R Square the Estimate Watson
1 .8112 .657 .543 .870 1.418
a. Predictors: (Constant), Nang Iuc phuc vy, Thong tin , Mdc do
tin cdy, Kha ndng ti€p can, Kha ning dap tng
b. Dependent Variable: Miic dd hai 1dong chung clia khdch hang
ANOVA (b)
Sum of
Model Squares df Mean Square F Sig.
1 Regression 54.305 5 10.861 14.345 .0002
Residual 153.695 203 757
Total 208.000 208
a. Predictors: (Constant), Nang luc phuc vy, Thong tin , Miic dg tin cdy, Kha
ning tiép can, Khd ning dap tng
b. Dependent Variable: Miic do hai ldong chung cla khach hang
Coefficients (a)
Standardized
-4.270E-16 Coefficients Collinearity Statistics
Model B Std. Error Beta t Sig. Tolerance VIF
1 (Constant) -4.270E-16 .060 .000 1.000
Kha ning dap (ing .076 .060 .076 1.782 .009 1.000 1.000
Kha ning ti€p can 418 .060 418 6.928 .000 1.000 1.000
Mic db tin cdy 248 .060 248 4109 .000 1.000 1.000
Thong tin .056 .060 .056 .933 .352 1.000 1.000
Nang luc phuc vu 144 .060 144 2.390 .018 1.000 1.000

a. Dependent Variable: Miic dg hai 1ong chung clia khach hang




PHU LUC 5: KIEM PINH SU KHAC BIET CUA CAC NHOM
KHACH HANG SU DUNG DICH VU CHO VAY TRA GOP
POI VOI MUC PQ HAI LONG CHUNG

ANOVA: Giéi tinh — Mirc d¢ hai long chung

Sum of

Squares df Mean Square F Sig.
Between Groups 2.120 1 2.120 2.131 146
Within Groups 205.880 207 .995
Total 208.000 208

ANOVA: Trinh d hoc van — Mirc @ hai long chung

Sum of
Squares df Mean Square F Sig.
Between Groups 4.206 4 1.051 1.053 .381
Within Groups 203.794 204 .999
Total 208.000 208
ANOVA: Thu nhip — Mirc d§ hai long chung
Sum of
Squares df Mean Square F Sig.
Between Groups 2.324 4 581 576 .680
Within Groups 205.676 204 1.008
Total 208.000 208
ANOVA: Nghé nghiép — Mitc d hai long chung
Sum of
Squares df Mean Square F Sig.
Between Groups 3.679 3 1.226 1.230 .300
Within Groups 204.321 205 .997
Total 208.000 208
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