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Tém tit
Bai viét nghién citu cdc nhdn 8 dnh hudng dén sy hai long ciia khdch hang vé chdt luong a’;ch
vu thé ATM tai Ngdn hang Thitong mai C3 phin Xudt Nhip khdu Viét Nam (Eximbank) - Chi
nhdnh Cén Tho. K&t qud nghién citu cho thdy, 6 5 nhén 18 tde dong cing chiéu ién sit hai
long, bao gém: Pdm bdo; Pdp iing; Phuong tién hitu hink; Pong cdm; Tin cdy. Trén cd sé két
qud nghién citu, cde tde gid cd mot s6 ham y qudn tri déi voi ngén hang Eximbank - Chi nhdanh
Cdn Tho nhdim néng cao sy hii lIong ciia khdch hang d6i vaéi chdt lugng dich vy thé ATM.

Tit khoda: sy hai long, Eximbank - Chi nhdnh Céan The, chét Iuong dich vu thé ATM

Summary

This paper examines factors affecting customer satisfaction with ATM card services at Vietnam
Export Import Commercial Joint Stock Bank {Eximbank) - Can Tho Branch. The outcome reveals
five factors including Assurance; Response,; Tungible mediu; Sympathy; Trust. On that basis,
the authors propose several recommendation for the Branch to enhance customer satisfaction.
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GIGI THIEU khich hang nén dénh gi4 trong mot thdi
gian ngdn, con chit lwgng dich vu nén
Thi trudsng thé thanh todn & Viét Nam hién nay phat  danh gid theo thdi d6 clia khdch hing vé
trién rat s6i dong, dic biét 1a thé ATM vdi hon 40 ngén dich vu d6 trong khodng thdi gian dai.
hang tham gia phdt hanh loai thé nﬁy, bao gbm: cdc Gronroos (1984) xem xét chat ludng
ngan hang thudng mai qudc doanh, ngan hang thudng  dich vu dugc ddnh gid trén hai khia canh,
mai c8 phin, ngin hing lién doanh va cdc chi nhdnh 6 1a chit lugng k¥ thudt (néi d&n nhimg
ngin hing nudc ngoai. gi duge phuc vu) vd chit lugng chic
V&i din s6 hon 90 trigu ngudi va cd ciiu dan s& tré, Viét  ndng (chiing dudge phuc vu nhu the nio).
Nam dudc coi 12 thi truding ti€m ning cho sy phdt trién cia  Trong nghién ciu nim 1984, 6ng mé td
dich vu hién dai ndy. Vi vily, su canh tranh gay git giita  chit lugng dich vy nhin thiy duge 1a sy
cac ngan hing tit y&u s& dién ra nhim thu hit cdc khich  khdc nhau giiva chét lugng dich vu mong
hing muc tiéu vé véi ngan hing minh, Do d6, dé ningcac  dgi vi chilt lugng dich vu nhin dudgc.

stic canh tranh, m& rong thi phﬁn, viée nghién ciiu muc d Parasurman, Zeithaml ; vi  Berry
hai long cla khdch hang khi st dung céc dich vuthé ATM  (1985,1988) cho ring: “Chdt lugng dich
14 vén dé quan trong cin phéi duge cha ¥ diing mic. vu 13 khodng cich mong ddi vé sin

o L __ phdm dich vu ciia khich hing va nhin
COSO LY THUYET VA MO HINH NGHIEN CUU  thic, cdm nhén ciia ho khi st dyng qua
sin phdm dich vu do6”. Ong guu thich

Cd s& Iy thuyét ring, d€ bi€t duge sy du dodn cha khdch
Cronin va Taylor (1992) cho riing, sy hai 1ong cla  hing, thi 5t nhit 12 nhdn dang va thau
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hi€u nhitng mong dgi ciia ho. Viéc phat
trién mot hé théng x4c dinh duge nhitng
mong dgi cta khach hang 1a cin thiét,
sau dé mdi tao mét chién lude chat lugng
dich vy hiéu qud. P4y c6 thé xem 13 mot
khdi niém tong quidt nhét, *bao ham day
dl ¥ nghia cia dich vu khi xem xét chat
lwgng dich vu ditng trén quan diém khich
hang, xem khdch hing 14 (rung tAm.

Trong linh virc dich vu ngdin hang, khai
niém va hinh thitc cdc sdn ph:‘fm, dich vu
ngan hiang khé hidu hon so véi cdc sén
pham c6ng nghiép va dich vu khdc do né
lién quan d&n hdn hgp cédc yéu 6, nhu:
gid cd, sy thyc hién, 18i hita va con ngudi.
Chinh vi vy, sut hiii 1ong khdch hang 13
chii dé duge nhiéu nha nghién cifu quan
tdm thue hién trong nhiu Iinh vitc khic
nhau. Cdc nghién ciu thudng sit dung
thang do SERVQUAL do Parasuraman
(1988) dé xuit dé€ thyc hién do ludng
dinh lugng sy hai long cla khdch hang
trong céc linh vuc khéc nhau.

Kanika Verma (2014) cho riing, su hai
long clia khdch hiing d&i v6i chit lugng
dich vu thé dugc hinh thanh trén cd 3 5
thanh phin, nhu: Tin ciy, Phuong tién
hitu hinh, Bdp dng, Pam bdo vi Pdng
cdm, Con Amoah Mensah (2010) chi ra
riing, ¢6 5 thinh phin dnh hudng d&n chat
lugng dich vu thé, nhu: Tin ciy, Hiu
qué, Hiu hinh, Ddng cidm, Bam bio.

Ngoai ra, Abdullah va cdng sy (2014)
dd thyc hién nghién cdu sy hai long cia
khé4ch hang vé chit lugng dich vy ATM
tai New Zealand ciing chi ra riing, ¢6 5
thanh phan 4nh hudng dén sy hai long
clia khdach hing d6i véi dich vu ATM,
nhu; Tin cdy, Pap tng, Cim théng, Pdm
bdo vi Hitu hinh.

Mé hinh nghién ciu

Thong qua céc co 5& 1y thuyél, cdc
nghién c¢itu di luge khdo, mdé hinh
nghién cifu dé xuvit s& s dung md hinh
SERVQUAL va di€u chinh cdc bi€n do
ludng phll hgp véi bi canh nghién ciu
(Hinh).

Cic gid thuyé&t vé mdi quan hé giita
cdc bi€n cla md hinh nhy sau:

HI: C6 mdi quan hé ciing chiéu giita
thianh phin Tin ciy va Sy hii long.

H2: C6 mbi quan hé cling chiéu giita
thanh phin Phuong tién hitu hinh vi Su
hai long.

H3: C6 mdi quan hé clng chidu giita
thanh phin Pép dng va Sy hai [ong.

H4: C6 méi quan hé ciing chiéu giita
thanh phin Pam bdo va Su hai long.
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HiNH: MO HINH NGHIEN c{U PE XUAT
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BANG 1: KET QUA KIEM DINH THANG BO

M3 hed Thang do Hé¢ s6 Cronbach's Alpha
TC Tin céy 0.797
HH Phuong tién hitu hinh 0.848
Du Bédp g 0.875
DB Bim bdo 0.871
DC Péng cam 0.800
HL Sy hii long 0.854

Nguén: Tinh toan cia cac tac gid

H5: C6 m&i quan hé ciing chiéu giita thanh phin
Pdm bdo vi Sy hai long.

Phudng phip nghién cifu

Pé cé dir liéu nghién cu, nhém tac gid di thyc
hién khio s4t théng qua phéng vin biing bdng ciu hoi.
Khio sit dugc thuc hién theo phuong phip chon miu
thuéin tién. Pham vi 14y miu I cdc khdch ndi dia sau
khi da tham quan va trdi nghiém cédc dich vu tai tinh
Tay Ninh. Thoi gian khdo sdt thitc hién cudi nam 2017.

Ca@ miu 16i thi€u 13 n= 5 * x (x: s6 bién quan s4t)
dé phin tich nhan & (EFA) t6t nhat 14 5 phit’fu trén mot
bi€n quan sit (Hoang Trong, Chu Nguycn Mong Ngoc,
2008). Trong nghién ctfu ndy cé tat cd 29 bi&n quan st
ding trong nhiin to, vi vay, ¢8 mau t6i thi€u can dat [2
29 *5=145. Cac tic gla dd kh3o sitn = 250 phifu. S6
phigu hgp 1& ¢6 thé sit dung duge 1a 230 phie’u

Cdc dit li€u sau khi thu thip s& dugc xd ly biing
phan mém théng ké SPSS 20.0 (Bai Viét st dung cdch
viét s& thdp phdn theo chudn quéc 18).

KET QUA VA THAO LUAN

Kiém dinh d§ tin ciy cdc thang do

K&t qua phan tich Cronbach’s Alpha ciia cdc thang
do c4c khdiniém duge trinh by trong Bing 1 cho thiy,
thang do cé d6 chinh x4c kha cao v8i hé s6 Cronbach’s
Alpha > (.7 va cdc hé s8 tudng quan bién tdng cla céc
bién do Iudng nhin t& niy déu dat chuéin cho phép >
0.3). Nhw vdy, tat ca céc thang do déw dudc chip nhin
v dua vao phin tich nhin t6 kham ph4 tiép theo.
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BANG 2: KET QUA PHAN TicH HI QUY

| HE s hdi quy | HE s hbi quy Théng ke @2 cdng |
'Mb hiah chura chuﬁn'hn‘é chufin ho# T Sig. tuytn
e f;‘;;g Beta | "gtff:‘:" VIF l
(Hing 8| 0.007 0.171 | 0.566] 0.572
HH 0.206 0.028 Ii 0.294] 7.369] 0.000 0.932 £.073
TC 0.080 0.030 Ll 0.106| 2.664 0.008 0.941 1.063
DU 0.247]  0.028 i} 0.363| 8948 0.000 0900  LI1I
DC 0.107] 0031 I} 0.140] 3.203[ 0.001 0.876 1.142
DB 0306 0028 I} 0.448| 10.897( 0.000 0.878]  1.139
MNgudn: K& ql;nli tir phin mém SPSS va téng hgp cla tae gid

Phéin tich nhin t6 kham ph4 (EFA)

H¢ s6 KMO = 0.821 va kiém dinh Barlett ¢6 Sig.=
000 (< .05) cho thiy, phan tich EFA 12 thich hgp. Tai
eigenvalue = 1.739 rit trich dugc 5 nhin (5 tit 25 bién
quan s4t (loai 1 bi€n quan s&t) v8i tdng phudng sai trich
dugc 13 59.945% (> 50%) va khdng c6 nhin t6 méi ndo
dugce hinh thinh so véi mé hinh nghién cttu € xudt ban
diu. Nhy viy, sau khi phén tich EFA 14n 2, thi 25 bi€n
quan sit ndy di ddm bdo duge tiéu chufn phan tich
EFA (dat yGu cfu).

Phiin tich h6i quy tuyén tinh

C4c nhan t6 dugc trich ra trong phin tich nhin 1§
dudc sir dung cho phén tich héi quy da bifn d€ kim
dinh md hinh nghién ciu va c4c gid thuycl kém theo.
Cic ki€m dinh gid thuy€l théng ké déu dp dung milc
¥ nghia 12 5%. Nghién cdu dquIc thuc hi¢n hbi quy da
bi€n theo phuang phép Enter: T4t ¢d cfic bin duge dua
vio mit lin d¢ klcm dinh mic d¢ phi hgp gitra 5 nhin
t6 doc 1ap dnh hudng € bi€n phy thude “Sy hai ldng
clia khdch hang . K&t qud nghitn citu nhur Bing 2.

V§i kGt qud phin tich hdi quy tai Bing 2, céc gi4 tri
Sig. twang ing véi cdc¢ bién HH, TC, DU, DB, DC déu
nhd hon 0.05. Vi viy, c6 th€ k€t ludn rling, HL (Sy hai
1dng) chiu dnh hudng tich cuc clia 5 nhin 5. M& hinh
dat ¥ nghia thong ké 95% va gid thuy€t ban diu vé mai
quan hé gita cAc thinh phéin chit lvgng dich vy (Tin
ciy, Httu hinh, P4p tng, Ddm bio v Pbng cdm) vi sy
hai ldng clia khich d€u duge chip nhin.

Tir k&t qud ki€m dinh (v8i mde ¢ nghia 5%). phuang
trinh hoi quy tuy@n tinh thé€ hién su hai 1dng cha khich
hing vé chiil lugng dich vu thé ATM nhu sau:

HL =0.448 * DB + 0.363 * DU + 0.294 * HH +
0.140 "DC+0106* TC

Qua h¢ s6 Beta chuin héa duge th€ hién cé thé
thiy duge mic d9 td4c dbng clia cdc nhin 18 6 sy hdi
1dng cha khich hang khi sl dung dich vu thé ATM ciia
ngin hang. H¢ s8 Beta chuiin héa cla nhin t& Pim
bdo (DB) bling 0.448 ¢6 14¢c dong manh nhil d&n Sy
hai 1dng: nhin 6 ¢6 tdc dong manh thit hai 12 Pdp (ng
(DU); nhin 16 Phudng tién hifu hinh ¢6 tic dong manh
thit ba; nhin t6 Péng cim (DC) ¢6 tdc dong manh thi
w; va nhiin t6 ¢6 tdc ddng y€u nhit 12 Tin ciy (TC).
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KET LUAN VA BE XUAT HAM Y
QUAN TR|

Tirkét quﬁ ki€m dinh cho thay, su phil
hgp ctia mb hinh 1§ thuy&t 86 véi suf hai
Idng ctia khdch hing vé chit lugng dich
vu thd ATM tai Eximbank - Chi nhénh
Cin Tho. D6i v6i cic nhin t6 tdc ddng
cling chiGu 1én sy hai 1dng bao gdm:
Pdm bdo ($=0.448): D4p ding ($=0.363);
Phuong tién hitu hinh ($=0.294). Péng
cdm (B=0.140): Tin ciy ($=0.106).

Trén cd 8 két qud nghién cifu, cdc
t4c gid c6 mdt s6 ham y quén tri d6i véi
Eximbank - Chi nhinh Cin Tho nhim
ning cao sur hi 1dng ctia khéch hang d8i
vdi chit lugng dich vu thé ATM, nhusau:

Thit nhét, doi véi nhén 6 Pdm bdo

- Bdm bdo trd 15i chinh x4c khi khdch
hang hdi v& dich vu tir nhan vign, BE 1am
dugc diéu ndycin c6 nhitgtdi ligu huéng
din dich vu, nghiép vu don gidn, dé hiu
cho nhfin vién. Can c6 nhitng khéa tép
huin nang cao nghi¢p vu, cé chuong trinh
dio 1a0 461 v6i dich vu mdi hay thay d8i
tinh ndng dich vu; Bdng thai, vige kiém
tra nghiép vu cin duge thue hién thuding
xuyln va ddt xuidt d€ dAm bio nhiin vién
¢6 dil céc kién thdc trd 13i khdch hang
mdt céch thiu ddo v€ dich vy,

- M& céc khoéa hoe ngdn vé tdm Iy cho
nhéin vién d€ ho c6 the d& dang tip xiic,
trao di trd chuyén vdi khdch hing cling
mét ngin séch hgp 1§ nhlim thé hién sy
quan tim d8€n khdch hang nhi¢u hon.
Qua d6. giip Chi nhdnh higu thém duge
nhu chu, mong mubn cila khdch hang
4é c6 thé d4p tng duge mot chch tron
ven vi diy dd nhit, hay hon nita 12 bén
thém c4c sdn pham dich vy gidp gia ting
doanh thu, 1gi nhuén cho Chi nhanh.

- C4c nhin vién ludn phidi ddm bio
tinh cong bAng khi khich hang yéu clu
trgf gitip v& dich vu, bao gbm ¢ nhén vién
tai dlCJ:n giao dich. Vi¢c ndy dudc thuc
hién théng qua xay du’ng quy trinh chufn
vd quy tfc tng x d6i v6i khich hing
duge thong nhit trong todn hé théng.

- Bén canh Trung t&m Chim séc
khéch hiang, Chi nhinh cin c6 dudng diy
néng phuc vu khdch h’lng 24724 A€ g
gitip, gidi d4p thic mic vé thé cho khich
hing. chd y&u hd trg khdch hing trong
trudng hgp thé bi nubt 1ai miy ATM,
giao dich khong thinh ¢dng trén POS.

Tiut hai, doi véi nhén 15 Pdp itng

- Tang thém nhiéu tién ich cho dich
vy thé ATM, nhit: cho phép nap tién vao

’ Kinh € vk Dif bic



thé tai may ATM, han ch€ cdc su ¢d it
tién tai mdy ATM. Déng thdi, tip trung
phét tri€n cdc sdn phim thé ¢6 ham lugng
cdng nghé cao, c6 dic di€m néi tréi so
v6i cdc sdn phdm trén thi trudng, theo
kip c6ng nghé thé hién dai trén thé gidi.

- Thd tuc phit hanh thé don gidn nhanh
chéng, chinh xéc cang ting cao sy thda méin
cta khich hang, trénh thi tuc phiic tap.

- P4y manh hon cong tic phat hianh
thé, dwa ra nhiéu chinh sich wu di trong
viéc phat hiinh, nhuy: md thé tai ndi lam
viéc, md thé 14y ngay trong ngay, mién
phi phit hinh thé... gidp cho khich hang
¢6 nhiéu sw lita chon hon vi khd ning
nim gift nhiéu loai thé hon,

- M& rong hiéu qui hoat déng va kha
ndng ty phuc vy cia miy ATM, ting
cudng tinh lién ké&t cla cdc hé thdng
thanh todn thé Bank net, Smart link...
nhiim cung cdp nhiéu loai dich vy khac
nhau v@i chi phi ré hon '

Thit ba, doT véi nhén 16’ Phuong tién
hitu hinh

- Phit trién mang ludi céc di€m chip
nhin thé POS. Eximbank cin phdi di
trude cdc ngan hiang khic trong viéc trién
khai dich vu nay d€ niim bit thi phin.

- Hoan thién hé théng camera quan
sdt tai mdy ATM dé theo dbi finh hinh
giao dich cla khdach hang, trdnh tinh
trang chii thé bi 1gi dung ldy tién trong tat
khodn clia minh vi mé PIN khong bi 13y
ciip trong qu4 trinh thyc hién giao dich.

- Pau tr cdc k¥ thuit tién tén, bdo
mit, nhu: nhin dién mét khiu biing vin

tay, bing mit va khudén mit... d€ tao tinh an toan cho
chi thé khi stt dung dich vy, ‘

- Thyc hi€n cdng tic bdo tri, bio dudng thudng
xuyén, lién tuc d8i vi cdc mdy ATM khong chi la-cdc
thiét bi trong mdy, mi c¢d cic phﬁn mém duge cii dit,

- Khi tién hanh khdo sét, lua chon cdc dia chi dé
lip 44t cdc mdy ATM, bén canh cdc tiéu chi v& mit dd
din cw, hé thong giao théng thuin 1gi, Chi nhdnh cin
nghién cttu k§ cdc van dé vé an ninh, nhit 12 noi dé xe
cho khdch hang khi dén giao dich, han ché tinh trang
khidch hing phdi dé xe dudi l1ong duting.

Thii tu, doT véi nhin t6' Déng cdm

- Cédc cdn bd Chi nhdnh phdi ludn cham séc, quan
taim dén khdch hing d€ hiéu ré nhu cdu clia titng khdch
hing, &€ d4p dng tron ven va ddy dd san phdm ho cin.

- Ghi nhin va phin hdi thdéng tin khich hing:
Nhitng 15i than phién, g6p ¥ cla khdch hang s& gilp
Chi nhanh ¢6 nhitng cich nhin khdch quan vé hoat
dong clia minh, gidi quyét nhanh chéng va c6 trdch
nhiém s& gidp Chi nhédnh gilt vitng hinh dnh trong
khdch hiing ngdy mdt tdt han.

- Tang hoa, qui, thiép cho khdch hing vio dip Tét,
cdc ngly 18, ngdy sinh cla khdch hang...

Thii ndm, dot voi nhén t6 Tin cdy

Chinh sdch ddm bdo théng tin khdch hang chinh xdc
vi bdo mit thong tin clia khdch hing. Khich hang khi
giao dich vdi ngin hiing ddi hdi cao suf an toan va bio
mét. BAo mit thong tin rit quan trong, vi 4nh hudng rit
16n d&n uy tin ciia Chi nhanh néu c6 bit k¥ sai s6t nio,
vi vily yéu ciu toin bd cin bd nhin vién phidi nghiém
tdc chap hanh chinh sdch dé ra.

Ngoai ra, Chi nhdnh cfing cin trang bi kién thifc
ciach st dung thé an todn (gian 14n, gid mao thé, bi
ddnh cdp thong tin khi giao dich trén mdy ATM, mdy
POS) thdng qua to vin, gidi thich cdc kién thic bdo
mit cd bin vio thdi diém khdch hang md thé.Q
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