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Biti vif!t nghiCn cllu cdc nhdn t(/ dnh hlll!ng aen S{f hili lOng cila khdch hang vi chtit l!!(fng djch 
V!l the ATM t(li Ngiin hang Thttdng nu;li Cdphdn Xwit Nhl)p khdu Vi~t Nam (Eximbank)- Chi 
nluinh Ciin Tho. Kef quii nghiCn ctiu cho thfty, c6 5 nhcln ti/ tdc i!(jng cilng chi€u len .ql hili 
lOng, bao g6m: Ddm bdo; Ddp ling; Phlfr:tng tifn hUu hinh; fJ6ng cdm; Tin c¢y. Tren cd sO kfft 
quil nghien ctlu, cdc tdc gid c6 m(Jt s6' hiim Y quiin trj dffi v6'i ngiin himg Eximbank -Chi nhanh 
Cdn Tho nhlim niing cao slj hili lOng cUa kluich hang dtli viti chtft htr;mg dich V{l thC ATM. 

Til khOa: S{f hili lOng, Eximbank - Chi nhanh c&n Thd, chi'lt hl(fng dich V{l the 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; Tangible media; Sympathy; Trust. On that basi~·, 
the authors propose several recommendation for the Branch to enhance customer satisfaction. 

Keywords: satisfaction, Eximbank- Can Tho branch, quality of ATM card services Jl 

GIOI THI~U 

Thj tntC:fng the thanh to<i.n d VietNam hi en nay phat 
tri~n rftt s6i dQng, d(ie biet Iii the ATM vOi hdn 40 ngftn 
hiing tham gia phat hiinh lo<Ji the nay, bao g6m: cUe 
ngfin hiing thu'Ong m~i quOc doanh, ngfin bang thu'dng 
m~i e6 philo, ngfin hii.ng lien doanh vii cUe chi nhiinh 
ngfin hii.ng m!Oc ngoiii. 

V Oi dfin sO hdn 90 trieu ngu'Cfi va cc1 ca'u dfm sO tre, Vi¢t 
Nam dtic;1c coi Ia thj tntC1ng ti~m nang cho sl,fphlit tri€n ella 
djch v~ hit:'\n d~i nUy. Vl v~y, Slf C<;lnh tranh gay g~t giU'a 
cac ngfm h~mg tfrt yC"u se di{;n ra nhhm thu hUt d.c kh<lch 
hfmg m~;~c tiCu v~ vOi ngfin hUng mlnh. Do d6, Je niing cao 
sttc C<;lnh tranh, md rQng thi philo, vit;c nghien cllu. mUc d¢ 
hili lOng ella khich hUng khi si'I'd~;~ng cac dich VI) the ATM 
IU vffn d6 quan tr9ng dn phiii du'Qc chU y dUng mUc. 

CGSC1LY THUYETVAMO HiNH NGHIEN CUu 

Cd sO" IY thuye't 
Cronin vii Taylor (1992) cho ding, stf hili lOng ella 

-~o 

khach hii.ng nen dinh gii trong mQt th(1i 
gian ngifn, cOn chftt h.t<;fng djch v~;~ nen 
danh gia thco thii dQ ella kh<ich hiing v~ 
djch Vl,l d6 trong khoiing thC1i gian diii. 

Gronroos (1984) xem xet chftt hrt;Jng 
djch VI) dlfcjc d<i.nh girl. trCn hai khia qnh, 
06 Iii. cha'lilft;Jng kY thu~t (n6i de'n nhil'ng 
gl dttqc phl,lC Vl.J) va chfit ILfc;fng chUc 
mlng (ehUng du'c;1c phi)C VI) nhlf the' nho). 
Trong nghiCn cllu nil.m 1984, 6ng mil tii 
chit htt;fng djch Vl,l nMn thiy du'(_1c Iii. sl,f 
kbac nhau giii'a chit lu'cjng djch VI) mong 
dt;fi V3 ch_fft ]lft;fng djeh Vl.J nh~n dLfc;fC. 

Parasurman, Zeithaml vii Berry 
(1985,1988) eho rang: "Chftt luc;tng djch 
Vl,l Iii khoi'tng c<i.ch mong dc;fi v@ siin 
phffm djch Vl.J ella khach hii.ng vii. nMn 
thllc, ciim nh~n ella h9 khi slt dl.]ng qua 
siin phii'm djch Vl.J d6". 6ng giiii thich 
ding, M bie't dtic;1c sl.]' dlf doan cUa kh<i.ch 
bang, th"i tOt nhit 1a nh~n dg.ng va thiu 
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hi€u nhUng mong dQ'i ella h9. Viee phat 
tri€n m(lt h~ th6ng xcie cttnh dttQe nhiJ'ng 
mong dQ'i eUa kh5eh hUng 13. dn thie't, 
sau d6 mdi t~o mQt ehie'n lUQ'e eha't lttQng 
djeh Vl.J hii;:u qua. Day c6 thS xem Ja mQt 
kh<ii niem tOng qu:it nha't,'bao bam d:ly 
dll y nghTa ella d!ch Vl.J khi xem xCt cha't 
lttQng djeh Vl.J dUng tren quan diSm khaeh 
hUng, xem kh:ieh hUng Ill trung tilm. 

Trong ITnh vljc d!eh Vl.J ngl:lnhUng,khai 
ni~m vU hlnh th(ic cac siin phff'm, dtch Vl.] 
ngiln hUng kh6 hiSu ht:fn so vdi cae san 
phfim c6ng nghii;:p va djch VI) kh:ie do n6 
liCn quan de'n h6n hQ'p cac ye'u t6, nhtt: 
gici d., slj thl.]'e hi~n, l(fi hUa va con ngttCfi. 
Chinh vl v~y, slj h<'ti lOng kh:ich bang Ja 
ehll d& du'<jc nhi~u nh3. nghiCn edu quan 
tiim thljc hii;:n trong nhi6u ITnh vlje kh:ic 
nhau. cac nghien cUu thttCfng sU dl.Jng 
thang do SERVQUAL do Parasuraman 
(1988) d& xua't d€ thl.]'c hii;:n do ILtOng 
djnh lU<jng slj bai lOng ella kh:ich h3.ng 
trong d.c ITnh v1.]'e kh<ie nhau. 

Kanika Verma (2014) cho rhng, sljhUi 
lOng ella kh5ch hang deli vdi cha't lttl)ng 
djch Vl.J the dUt.:fc hlnh thUnh tren ecf sd 5 
thUnh phftn, nhU: Tin c~y, PhUOng ti~n 
hG'u hlnh, D:ip Ung, Diim biio va D6ng 
dim. COn Amoah Mensah (2010) chf ra 
rhng, c6 5 th3.nh ph:in iinh httdng de'n cha't 
hi<jng djch Vl.J the, nhtt: Tin c(ty, Hi¢u 
quii, HG'u hlnh, D6ng d.m, Diim biio. 

NgoUi ra, Abdullah va c(lng slj (2014) 
dff thl,(c hi~n nghif:n cUu Slj hUi lOng ella 
kh:ich hUng v& ch5t hitjng djeh Vl.J ATM 
t~i New Zealand cling chl ra rhng, e6 5 
th3.nh ph:in iinh hUdng de'n sl,( hai lOng 
cUa kh<ich hang d6i vdi djch Vl.J ATM, 
nhli: Tin e~y, D:ip Ung, Ciim thOng, Biim 
biio va HG'u hlnh. 

M6 hlnh nghien cti'u 
ThOng qua d.e ecf sd 19 thuye't, c:ic 

nghiCn cdu dfi lu'Qc kh3.o, m6 hlnh 
nghif:n cdu d~ xua't sC sll' dl.]ng m6 hlnh 
SERVQUAL va dieu chlnh de bie'n do 
IuOng phU hQ'p vdi b6i d.nh nghiCn cdu 
(H1nh). 

CLic giii thuye't v~ m6i quan hi; giil'a 
eac bie'n cUa m6 hlnh nhtt sau: 

HI: C6 meli quan h~ cUng chi&u gilla 
thUnh phfin Tin eqy va S1.]' h3.i lOng. 

H2: C6 m6i quan hi; cUng ehi8u giil'a 
th~mh ph:in Phuong tien hG'u hlnh va Sl.]' 
h3.i lOng. 

H3: C6 m6i quan h~ cUng chi&u giil'a 
thUnh ph fin D:ip Ung vU Slj hUi lOng. 

H4: C6 m6i quan h~ eUng chi&u giil'a 
thUnh ph:in E>iim biio va Sl.]' h<'ti lOng. 

Economy aod Foreca;t Review 

HiNH: M6 HlNH NGHIEN cau DE xuAT 
r------:::--:--::=-, 

Tin c~y (TC) 

Phli'011g ti~n hlru binh (HH) 

D<\p img (DU) 

Dam biio (DR) 

!J6ng W.m (DC) 

•HI 

•H2 

•H3 

? •' ? ;, 

s" hili lilng 
ciia kh3ch hitng 

BANG I· KET QUA KIEM DINH THANG DO 

Ma ho:i Thangdo H~ sO Cronbach's Alpha 

TC Tin c~y 0.797 

HH Phl!Ong tii;n hUu hlnh O.R4R 

DU Eliip Ung 0.875 

DB Elolm bol.o 0.871 

DC D6ng ci'un 0.800 

HL Slf hfti lOng 0.854 

Ngu6n: Tfnh toiln ella de ti'ic gia 

H5: C6 m6i quan ht% cUng chi€u giil'a tbanh phffn 
Diim b<io vit S~r hai lOng. 

Phddng ph3.p nghien cti'u 
B€ c6 dU li~u nghiCn edu, nh6m tac giii dff th1.]'e 

hii;:n khiio sat th6ng qua phOng vfin bhng biing cau hOi. 
Khiio sat du'<jc thljc hi~n theo phu'efng ph:ip eh9n mftu 
thu~n ti~n. Ph~m vi Iffy mfru Ja c<ic khcieh nQi dja sau 
khi cta tharn quan va triii nghiern cdc dfch v~ t~i tinh 
Tfiy Ninh. ThUi gian khiio sat thlje hi~n cufli nil.m 2017. 

cu m:lu t6i thiSu 13. n= 5 * X (x: s6 bie'n quan sat) 
ct€ ph:ln tich nhftn tel (EFA) t6t nhit 13. 5 phi6u tren mQt 
bien quan s:it (Hoang Tr9ng, Chu Nguyfn MQng Ng9c, 
2008). Trong nghif:n cdu nay c6 tfft cii 29 bie'n quan sat 
dUng trong nhiln t6, vi vqy, ca mftu teli thi€u dn d~t 13. 
29 * 5 = 145. cac t:ic giii dff khiio sLit n = 250 phic'u. s6 
phie'u hQp I~ e6 th€ sU dl)ng du'<jc IU 230 phie'u. 

Ole dii'li~u sau khi thu th~p se dttQc xU IY bhng 
phffn m~m th6ng kC SPSS 20.0 (Bid vie! sU d~;~ng ctich 
vie't sf/ thQp phiin theo chudn quO'c re). 

KET QUA VA THAO LU~N 

Ki€m djnh dl) tin cl)y de thang do 
KC't quii ph:ln tlch Cronbach's Alpha ella de thang 

do c:ie khai nii;:m du'l)c trinh bUy trong Biing I cho tha'y, 
thang do c6 d(l chfnh xcic kh<i cao vdi hi; sf) Cronbaeh's 
Alpha> 0.7 va ecic ht% s6 tttdng quan bie'n t6ng cUa c:ic 
bie'n do IuOng nhiin t6 nay d~u d~t chufin cho phep (> 
0.3). Nhltv~y, ta't cii de thang do d~u dLtQ'e eha'p nh~n 
va dtta vao phftn tlch nhan tel kh:im pha tiG'p theo. 
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I 
Mfi hlnh 
' 
-·········· 
(H~ng s6} 

HH 

TC 

DU 

DC 

DB 

~ 
BANG 2· KffT QUA PHA.N TicH H6t QUY 

H~ stl hi\ I (im· 
c:httn chuli'n h~fi 

He- ~lfhdt"'Quy Thlfni k~ ·da e(lng 

II 

0.097 

0.206 

0.080 

0.247 

0.107 

0.306 

chufin hm'i tuytfn 

Sni sO' 
T Sig. no chn'p nctn \'IF chuti'n ----- .. nh~n 

0.171 II 0.566 0.572 

0.028 II o.294 7.369 0.000 0.932 1.073 

0.030 II o.106 2.664 0.008 0.941 1.063 

0.028 II o.363 8.948 0.000 0.900 !.Ill 

O.oJJ II o.l4o 3.403 0.001 0.876 1.142 

O.OZ8 8 0.448 \0.897 0.000 0.878 1.139 . 
Ngu6n: K~t qui! tlt ph~n m~m SPSS via tOng ht;tp cUt~ t6c gl& 

II 
Phlin tich nhfin t6 khfim pha (EFA) 
H¢ s6 KMO = 0.821 vU ki6m djnh Barlett c6 Sig.= 

.000 (< .05) ch0 tha'y, ph fin tich EFA Hl thkh h<Jp. T:.ti 
eigenvalue= 1.739 rUt trich diJQ'c 5 nhiin t6 tlt 25 biCn 
quan sat (lo:Ji I bic'n quan s:!.l) vdi t6ng phttdng sai trich 
dU'<Jc Ia 59.945% (>50%) vU khOng c6 nh!in t6 md'i nilo 
dU'!]c hinh thanh "so vdi m6 hlnh nghiCn cUu de xua"t ban 
ddu. Nhll'vf!y, sau khi phfin tich EFA l~n 2. thl 25 biC'n 
quan slit ni'ly d5 dUm bUa dU'~c tiCu chufin phfin tfch 
EFA (d:.tt yCu du). 

Phfin lich h6i quy luyC'n tinh 
cac nhfin t6 dlt~c trfch ra trong phtan t'ich nhfin t6 

dU'~c sU' d\lng cha ph!in tich h6i quy da biCn dd' kic:l'm 
djnh mO hinh nghiCn cUu vi\ de giU thuyCt kCm theo. 
Cac kitim djnh giU thuyc't th6ng k€: d~u ap dL,tng nHlC 
y nghia li\ 5%. Nghil!n cUu dU'~c thlfc hiGn h6i quy da 
biCn thea f.hU'<1ng eMp Enter: Ta"t d cac bic'n dU'CJc dll'a 
vi\a m(lt I an dd' J..;iCm djnh mU'c di) phU ht;fp giii'a 5 nh!in 
t6 dQc l~p :lnh hU'dng dC'n biCn ph\lthuQc "Sif hUi lOng 
ella khach hang". KCt qua nghiCn cUu nhU' BUng 2. 

Vdi kc't qua ph!in tich hOi quy t:_ti Bang 2, cac gia hi 
Sig. tU'<1ng U'ng vdi cac biCn HH, TC. DU. DB. DC dl!u 
nhO hdn 0.05. V1 v~y. c6th€' kc'tlu~n rhng, HL (Sif hi\i 
lOng) chju anh hll'dng tich clfc ella 5 nhfin t6. MO hinh 
d:,tt y nghia thOng kC 95% vi\ giU thuyc't ban d~u vC rnOi 
quan ht: giii'a cac thanh ph{ul chfft hJ'Q'ng djch V\J (Tin 
c4y, Hii'u h1nh, Bap U'ng, Dam b:lo vU 06ng d.m) vi\ Sl/ 
hi\i lOng ella kMch dCu dU'Q'c chffp nh~n. 

Tltkc't qu:l kid'm djnh (vdi mU'c 9 nghia 5%), phU'(1flg 
trlnh hOi quy tuye'n tinh the' hit?n slf hai lOng ella khach 
hi'lng vf: cha"tlU'CJng djch V\J thC ATM nhll sau: 

lfL = 0.448 .! DB+ 0.363 * DU + 0.294 * HH + 
0.140 • DC+ 0.106 * TC . 

Qua h~ sO Beta chufin h6a dtit;fc the' hil;n c6 thC 
tha"y dtiQ'c mU'c dQ tac dQng ella cac nhiin t6 tdi slf hi\i 
lOng ella khach hUng khi sU' d1,wg djch V\)thC ATM ella 
ngfin hUng. H(: s6 Beta chufin h6a ella nhfut t6 Dam 
baa (DB) bhng 0.448 c6 tac dQng m:.tnh nhfi't OCn Slf 
hi\i lOng: nhfin t6 c6 tac dQng m:;tnh thU' hai 13. D:ip U'ng 
(DU); nhfin t6 Phttdng ti¢n hii'u hlnh c6 t:ic dQng m:,tnh 
thtl ba; nhfin t6'D6ng dm (DC) c6 tac dQng m:;tnh thtl :: """ ., r ~ .. ,. ""'· .. "" -· "'' 

KET LUAN VA DE XUAT HAM y 
QUAN TR!. 

Tlt kCt qua kiC'm djnh cho tha'y, Slf phU 
h~p ella m6 hinh 19 thuye't d6i vdi sl,( hb.i 
lOng ella khach hang vt: cha"t IU'~ng djch 
V\J thC ATM t:;ti Eximbank - Chi nhanh 
C~n Thd. 06i vdi cac nhftn t6 t:ic dQng 
cUng chiCu 1£!n sl)' hi\i lOng baa gOm: 
Dam ban (p=0.448): Dap ilng <P=0.363): 
l'h"dng ti<n hilu hlnh (p=0.294): D6ng 
dm (p=O.J40): Tin c0y <P=O.l 06). 

Trl!n ce1 sd kCt qua nghiCn ctlu, cac 
tfic giU c6 mQt sO' hi'lm y quan tri d6i vdi 
Eximbank - Chi nh:inh C~n Thd nhtm1 
nfing cao slf hb.i lOng ella khach hang d6i 
vdi cha"t IU'c;Jng djch v~:~thC ATM. nhtisau: 

Tlu? nhlii, difi ••lti nit/in t({ f)dm bcio 
-Dam btl a tn\ l~i chinh x:ic khi khach 

hUng hOi ve djch V\) tlt nhfm vi en. oc li\m 
dlll.fc diCu naydn c6 nhil'ng ti\i li{:u httdng 
dli.n djch v~:~. nghi{:p "\! ddn gi:ln, de hiC'u 
cho nhfm viCn. Can c6 nhii'ng kh6a t~p 
hua'n nfing caa nghit;p v~:~. c6 chtidng trinh 
di\0 l<;lO ('lf}j \'(lj djch Vl,l m(j'j hay thay (l(}j 
tinh n1\ng djch V\); E>6ng th<Ji, vi~c kif'm 
tra nghi~p VL,L dn dU'Q'C thlfc hi(:n thU'i)ng 
xuyCn va dQt xufi't dC dam M.a nhttn vi en 
c6 dU de kiC'n thtlc trU Jb'i khach hb.ng 
mQt each tha"u daa vf:: djch Vl,J. 

- Md cac J..;h6a hQc ngtfn vC tfim IY cho 
nh1in vien t1E' h9 c6 th~ de db.ng tic'p xUc, 
traa dOi trO chuy~n vdi khach hb.ng cUng 
mQt ngUn sach hqp 19 nh?i.m the hi¢n slf 
quan t~m dCn khach hi'lng nhiCu hdn. 
Qua d6. giUp Chi nhanh hiCu thCm dU'Q'C 
nhu du. mong mu6n cUa khlich hang 
dC' c6 thC' d:ip tlng dtiQc m(lt dch trqn 
v9n v:'!. dU:y dll nha"t, hay hdn nO'a li\ ban 
thCm de san phfim djch V\) gillp gia Hing 
doanh thu, l~i nhu~n cha Chi nh<'inh. 

- Cac nh!ln viCn lu6n phdi d:lm bao 
tfnh cOng bhng khi khach hb.ng yCu du 
tn;1 gillp ve djch V\), baa g6m d nhfin viCn 
t:;ti diCm giao djch. Vi(:c ni\y dti<;1c thlfc 
hi~n thOng qua xfiy dlfng quy trinh chufin 
va quy t:l:c l1n¥ xlt d6i vdi khach hUng 
dtiejc thOng nh:1t trong taan h¢ th6ng. 

- BCn qnh Trung Uim Ch1lm s6c 
kh:ich hUng. Chi nhanh dn c6 dllb'ng dfiy 
n6ng ph1,1c V\J kh:ich hUng 24/24 dC tr<} 
gilip. giai d:ip thtfc m:l:c vf: thC cho kh:ich 
hi'lng, chll ye'u hb lr'.'f kh:ich hang trong 
trllb'ng h~p thC bj nu6t t<,~.i may ATM. 
giao djch khOng thi\nh c6ng trCn POS. 

Tlu1 hai, dOl' ,,(ti 11hli11tl{ Ddp 1i'11g 
- Tl'l.ng thCm nhi&u ti¢n ich cho djch 

V\J the ATM. nhU': cha phCp n:,tp tiCn vi\ a 
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the t<:ti m<iy ATM, h~n che' de sif co' rUt 
ti~n t<:ti may ATM. D6ng thbi, t~p trung 
pbat tri€n cac san phffm the c6 ham htQ'ng 
cOng ngh~ cao, c6 di,ic di€m n6i trQi so 
vdi de siin ph:fm trCn thj tntOng, theo 
Jqp cOng ngh¢ thC hi¢n d<.J.i trCn the' gidi. 

- Thll t1,1c phat hUnh thC dcm giiin nhanh 
ch6ng, chinh x<ic dmg tang cao sifth6a man 
ella kh<ich hang, tr<inh thi'I tl,Ic phUc t<J-p. 

- Dify m<J-nh hdn cOng tac phat hanh 
the, du'a ra nhi~u chinh ~ach u'u dai trong 
vi~c ph:it hilnh, nhli: md the t<:ti ndi Jam 
vi~c, mO th€: lily ngay trong ngll.y, mi~n 
phi ph at hanh the ... gitlp cho kh<lch hang 
c6 nhi~u slf hfa chc;m hdn va khii nang 
ntfm gill nhi~u lo<:ti the hdn. 

- MO rQng hi~u quii ho<:tt dQng va khil 
niing tif phl,IC Vl,l ella may ATM, tiing 
cu'Ong tinh lien ke't ella cac h~ th6ng 
thanh toan the Bank net, Smart link ... 
nh~rn cung cffp nhi~u lo<:ti djch Vl,l khac 
nhau vdi chi phi re hdn 

ThU ba, dOl vUi nhiin tO' Phlidng tifn 
hilu hinh 

- Phat tri€n ill<J-ng lu'di cac di€m chffp 
nh~n the POS. Eximbank dn ph<ii di 
tru'dc de ngfin hang khac trong vi~c tri€n 
khai djch Vl,l nay d€ nUm bih thj ph&n. 

- Roan thi~n h~ th6ng camera quan 
stit t<:ti m<iy ATM de theo dOi finh hinh 
giao djch ella khach hang, tr:inh tinh 
tr<).ng chii the bj lQ'i d1,1ng H(y ti@n trong tai 
khoiin ella mlnh va mii PIN khOng bj Iffy 
dp trong qua trlnh thlfc hi¢n giao djch. 

- Dffu tlf cac ky thu*t tiCn tie'n, biio 
m~t, nhli: nh~n di~n m~t khdu bhng van 

tay, bang ma:t va khuOn mi,it... d€ t<).o tinh an toan cho 
chll the khi sit d1.,mg djch v1,1. · 

- Thifc hi~n cOng tac biio trl, bilo du'Ong thu'Ong 
xu yen, lien tvc d6i vdi cUe may ATM khOng cht Ia·cac 
thie't bi trong may, rna cii cac phdn m~m ctuQc Cai o~t. 

- Khi tie'n hlinh khao sat, llfa chc:;m cac dia chi d~ 
Hlp di.it cac may ATM, ben qnh de tieu chi v8 m~t d(l 
dfin cu', h~ th6ng giao thOng thu~n lQi, Chi nh<inh d.n 
nghiCn cUu ky cUe va'n d8 v8 an ninh, nha't Ja ndi d€ xe 
cho kh:ich h<lng khi de'n giao djch, h<.J.n che' tlnh tr<).ng 
kh<ich hang phD.i d~ xe du'di lOng dU'Ong. 

ThU Ill, dOl vUi nhiin tt/ D6ng cdm 
- C:ic c:in b(i Chi nhanh phai luOn cham s6c, quan 

Him de'n kh<ich hang M hi€u r6 nhu du ella tUng khach 
hUng, d€ d:ip Lfng trc;m vt;::n va dffy dll san phifm hQ dn. 

- Ghi nh~n va phiin h6i th6ng tin khach hang: 
Nhii'ng Wi than phien, g6p y ella kh:ich hii.ng se gilip 
Chi nhanh c6 nhil'ng dich nhin khUch quan v~ hoqt 
dQng ella mlnh, gi<ii quye't nhanh ch6ng vU c6 tr:ich 
nhi~m se gitlp Chi nhUnh giil' vil'ng hinh anh lrong 
khtich hang ng:J.y mflt t6t hcfn. 

- T~ng hoa, qua, thi~p cho khUch hii.ng vao djp Te't, 
cac ngUy 18, ngii.y sinh cUa kh:ich hUng ... 

Thrl niim, dOl vUi nhiin tO' Tin cQs 
Chlnh sach d<im biio th6ng tin kh:ich hang chlnh x:ic 

va biio m~t th6ng tin ella khach hang. Kh:ith hfmg khi 
giao djch vc3i ngiln h:lng dOi hbi cao slf an to:ln va Mo 
m~t. sao m~t thOng tin ra't quan trQng, vi .:inh hu'dng ra't 
Wn de'n uy tin ella Chi nhanh ne'u c6 ba't k)' sai s6t nUo, 
vi v~y yeu d.u toUn b() can b(l nh5.n vien ph<li nghiCm 
tlic cha'p hanh chinh s:ich d6 ra. 

Ngoai ra, Chi nhanh cilng dn trang bj kie'n thdc 
c:ich sii' d1,1ng the an toan (gian l~n, giii m<J-o the, bj 
dri.nh dp thOng tin khi giao djch trCn may ATM, m<iy 
POS) thOng qua ttt vffn, giiii thich cac kie'n thdc biio 
m~t cd b.:in vao thc':fi di€m khach hUng md the.l:l 

____TAILIJi:U_THAM_KHAO, ________________ _ 

I. Hoang TrQng va Chu Nguy€n M(lng Ngqc (2008). Phiin tich dillifu nghien cliu vdi SPSS, Nxb 
H6ng Dlfc 

2. Abdullah & ctg (2014). Determinants of customer satisfaction on retail banks in New 
Zealand: an empirical analysis using structural equation modeling, Global Economy and Finance 
Journal, 7(1), 63-82 

3. Amoah Mensah (2010). Customer Satisfaction In Banking Indusf1}' A Comparerative Study Of 
Ghana And Spain, EMBA Program, University Of Girona 

4. Cronin, JJ & Taylor, S.A (1992). Measuring service quality A reexamination and extension, 
Journal of marketing, Vol 56 (July), 55-68 

5. Gronroos, C. (1984). A Service Quality Model and its Marketing Implications, European 
Journal of Marketing, 18(4), 36-44 

6. Kanika Verma (2014). Measuring Customer Satisfaction Towards ATM Services - A 
Comparative Study Of Union Bank Of India And Yes Bank, Abhinav National Monthly Refereed 
Journal of Research in Commerce & Manaf!.ement, 3(7), 33-38 

7. Parasuraman A., Valarie Zeithaml & Leonard Berry (1985). A Conceptual Model of Service 
Quality and Its Implication for Further Research, Journal of Marketing, 49 (Fall), 41-50 

8. Parasuraman A., Valarie Zeithaml & Leonard Berry (1988). SERVQUAL: AMultiple-Item 
case for Measuring Consumer Perceptions of Service Quality, Journal of Retailing, 64 (I), 12-40 

Economy and Foreca;t Review 29 


