Cac nhan t8 anh hugng dén
quyét dinh vay tiéu dung ctia
khach hang ca nhan trén dia ban
tinh Soc Trang

Td NGUYEN ANH THU"
BJI VAN TRINH™"
Tém tit
Nghién citu nity nhim khdm phd cdc nhan t& dnh hudng dén quyét dinh vay fiéu ding cia khdch
hang cd nhan trén dia ban tinh Séc Tring dya trén dit lidu dugc thu thdp tit 250 bdng cdu hoi
duge xit 1Y bing cong cu SPSS, voi cdc k thugt kiém dinh d6 tin ciy thang do Cronbach’s Alpha,
phdn tich nhin t6 kham phd (EFA) va phén tich héi quy boi. Nghién citu nghién citu cho thdy,
cdc nhén t6 dnh hudng dén Quyét dink vay vén ciia khdch hang cd nhdn theo mkc d gidm dan
Ie: Thutong hidu ngdn hang: Thi tuc vay; Nhan vién; Chat lugng djch vy va Lai sudt vay. Trén
co s& két qud nghién ciu dat duge, mot 6 ham ¥ chinh sdch dugc dé xudt nhim gép phdn thu hit
khdch hang cd nhan mdi vay tiéu ding tai cde ngdn hang thitong mai trén dia ban tinh Soc Trdng.

Tit khéa: nhdn t6 dnh hudng, vay tiéu ding, khdch hang cd nhdn

Summary

Based on data collected from 250 questionnaires processed by SPSS tool and employing
techniques of Cronbach’s Alpha test of reliability, Exploratory factor analysis (EFA} and
multiple regression analysis, this study aims 1o explore factors affecting decision on making
consumer loans of individual customers in Soc Trang province. The result points out some
factors affecting their decision, sorted in descending order of impact, which are Bank brand,
Loan procedures, Bank staffs, Service quality, Interest rates. Based on the obtained finding, a
number of policy implications are proposed to contribute to attracting new customers to make
consumer loans at commercial banks in Soc Trang pravince.

Keywords: influential factors, consumer loans, individual customers

G101 THIEU CO SO LY THUYET VA MO HINH NGHIEN CUU
Trong thuc & hoat ddng clia cdc ngén Co s6 Iy thuyét

hang, nhém khdch hing c4 nhén thudng Chat lugng dich vu

chi€m ty trong nhd hon vé doanh s& giao Parasuraman va cdng su (1985) cho riing, chét

dich so vdi khdch hang doanh nghiép,
tuy nhién xét vé& 8 lugng giao dich, thi
khdch hang cd nhin chi€m ty trong khd
cao. Nim dudc vai trd tin dung danh cho
kh4ch hang cd nhin 12 sdn pham dem lai
ngudn thu nhip 16n cho ngin hiang. Do
d6, ngin hang cin phdi ¢6 mot nghién
cu cu thé xdce dinh dude cde y&u 18 ndo
khi€n khich hing c4 nhin quyét dinh
vay tiéu ding tai ngin hang, tir d6é xay
dung cdc ham § chinh sdch phl hdp giip
phit tri€én mang dich vy ndy.

lwgng dich vu 13 khodng cdch gilta sy mong dgi cilia
khdch hing va nhén thic cia ho khi di sif dung qua
dich vu. Pong thdi, cling dua ra md hinh SERVQUAL
vdi § nhém yéu t8: Cadm thong; Hifu hinh; Pdm bao;
Tin ciy; va Pédp ing dudc ding nhu thang do dé do
ludng Sy hai long cda khdch hang néi chung vé chat
lugng, ma he nhin dugc.

Céc nghién ciiu ddnh gid chit lugng dich vy cla
Cronin vi Taylor (1992), Irfan va [jaz (2011), Zeithaml
va cong su (1993) dd xdc dinh dich vu 13 v6 hinh va
kh6 khin dé do ludng, vi vay chat lugng dich vu phu
thudc vio nhin thitc vd mong dgi cla khich hang.

*Ngan hang Thuong mai C8 phan Déu tu va Phat trién Viet Nam, Chi nhanh Séc Tréng
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HINH: MO HINH NGHIEN ¢{fU BE XUAT
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| Ank hipémg ena npwé xuong,

Marketing

Ngudn: Nhém tac gia d& xust

Theo Lé Pac Huy (2015), chit lugng dich vu clia
ngin hang cung cap tic dong dlrcmg dén quyet dinh luta
chon ngin hang thudng mai cd phan ctia khdch hing
cd nhin khi vay von; Phan Thi Ut Chau va cong sif
(2020) chiraring, chit ]trcing dich vu ngiin hang 14 yéu
t6 tac dong manh nhit d€n quyét dinh lita chon ngin
hang d€ vay von clia khach hing so véi cdc y&u t6 khéc
tai BIDV Hju Giang. Trén cd s cdc nghién cdu trén,
nhém tdc gid dé xuit gid thuyét:

H.: Chdt lugng dich vu c6 dnh hitdng ciing chiéu (+)
dén Qu}er dinh vay tiéu diang cia khdch hang cd nhdn
trén dia ban tinh Séc Trang.

Lai sudt vay tiéu ding

Lé Bdc Huy (2015), H6 Pham Thanh Lan (2015),
Christos C. Frangos va cong sy (20[2) nghlen citu cho
thdy, l4i suit, chi phi 14 nhin t8 quan trong cla gid cd
sdn pham vay. Trén cd s§ cdc nghién ctu trén, nhém
tdc gid dé€ xudt gid thuyét:

H,: Ldi sudt ¢é dnh hudng ciing chiéu (+) dén Quyét
dinh vay tiéu dimg cia khdch hang cd nhin trén dia ban
tinh Soc Trang.

Thitong higu ngan himg

Phan Thi Ut Chiu vi cdng su (2020) chi ra riing,
thuong hi€u ngin hang 12 nhin t6 thit ba c6 anh hudng
dén khdch hang c4 nhén khi quy&t dinh vay von tai ngin
hang. Con theo Tran Khdnh Bio (2015), Nguyén Kim
Nam va cong sy (2015), Luong Trung Nghia (2019}, thi
hinh anh thu’dng hiéu 12 mét trong nhimg van dé duge
dat 1én hing dau trong viée lya chon ngan hang cha
khich hiang. Do dé, gida thuyct 3 duge dé xudt nhat sau:

H. Thuang hiéu ngdn hang 6 dnh hudng ciang
chreu (+) dén Quyét dinh vay tibu ding cia khich hang
cd nhdn trén dia ban tinh Séc Tring.

Thii tuc vay ticu ding

K&t qui nghién cifu cta Hé Pham Thanh Lan
(2015), Ludng Trung Nghia (2019) da cho lhay, nhin
td thi e vay von ¢6 dnh hudng tich cuc dén quyét
dinh vay cita khdch hang c4 nhan. Do d6, gid thuyét 4
dugc dé xuit nhut sau:

H . Thii tuc vay c6 dnh hudng cing chiéu (+) dén
Quyét dinh vay tiéu dung cia khdch hing cd nhan trén
dia ban tinh Sée Trang.

Su thuidn tién

Theo Lé Béc Huy (2015), Phan Thi Ut Chau vi
cdng sy (2020), Tran Khdnh Bdo (2015), HS Pham
Thanh Lan (2015), Nguyén Kim Nam vi cbng suf
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(2015)..., khi ndi giao dich ¢cla ngin hang
cang thuin tién, thi khdch hang cd nhin
c6 xu hudng quan tdm lua chon st dung
ngan hang cang tang. Gid thuyé&t 5 duge
d¢ xuit nhu sau;

H . Sy thudn tién c6 dnh hudng cing
(hzeu (+) dén Quyét dinh vay tiéu ding
cita khdch hang cd nhdn trén dia ban tinh
Sic Trdng.

Nhdn vién ngén hang

Theo két qua nghién citu clia cdc tac
gid Luong Trung Nghia (2019), Hd Pham
Thanh Lan (2015), Nguyén Kim Nam
va cfng su (2015) thén thién, sy givp da
nhiét tinh cda nhin vién 1a nhin 16 quan
trong nhit trong lifa chon ngén hang.

H.: Nhdn vién ngan hang cé dnh
hudng cing chiéu (+) dén Quyét dinh vay
tieu ding cita khdch héng cd nhdn trén
dia ban tinh Séc Trdng.

Anh hudng ciia ngioi xung quanh

Nghién citu cha Nguyén Kim Nam vi
Tran Thi Tuy&t Van (2015), Nguy&n Thi
Ngoc Diép va Nguyén Qudc Huy (2014)
cho thdy, khdch hing c4 nhin ¢6 xung
huéng bi dnh hudng viéc Iwa chon ngin
hang bdi ngudi thin, ban be, déng nghiép.

H. Anh hudng cia NGUOT Xung quanh
co anh hudng ngitge chiéu (-) dén Quyét
dinh vay tiéu dang cia khdch hang cd
nhén trén dia ban tinh Séc Trdng.

Marketing

Theo Nguyén Kim Nam va cbng sy
(2015), Nguyén Thi Ngoc Diép va Nguyén
Qudc Huy (2014), Nguygn Kim Nam
va Trin Thi Tuyé’t Van (2015), thi viéc
marketmg higu qua s€ gilip ngén hang tao
]dp v xiy du‘ng moi quan hé rong rii, tao
th& manh riéng ctia ngin hang trong khéich
hing, Do d6, gid thuyét 8 duge dua ra 13;

H,: Marketing c6 dnh hudng ngupc
chreu (-) dén Quvér dinh vay tiéu ding
ctia khdch hing cd nhén trén dia ban tinh
Séc Trdng.

M5 hinh nghién ciu

Trén co sd cdc nghién citu trude d6,
nhém tic gid dé xuit md hinh nghién
cifu nhu Hinh.

Dir liéu nghién citu

Dita vao tinh hinh vay tiéu ding trén
dia ban nghién citu, nhém tic gid chon 3
dia phuong dai dién 13 TP. S6¢ Trang, thi
x& Vinh Chau va huyén Ké Sich d€ khio
sdt khach hang dang vay tiéu ding,

Nhém tdc gid s dyng phuong phip
phéng van tryc ti€p théng qua bing ciu
h01 cdc thong tin thu thip tr phiéu phdng
van tryc ti€p 250 khich hing cd nhén
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dang vay tiéu dung tai cdc ngén hang
trén dia ban nghién ciu tir thing 12/2021
dén thdang 02/2022.

KET QUA NGHIEN CUU

Kiém dinh thang do

Bang 1 cho thiy, hé s& twong quan t8ng
bién cla hiu hét cdc bién quan sdt > 0,3
vil hé s& Cronbach’s Alpha clia cdc bién
quan sdt déu > 0,6, dat yéu ciu clia nghién
ctfu. Tuy nhién, 2 nhén & c6 bién quan sit
< 0,3 vi hé s& Cronbach’s Alpha cla cic
bi€n quan sit < 0,6 Ja: Sy thuéin tién va
Marketing, khong dat yéu ciu, nén bi loai.

Phén tich EFA

Phin tich EFA 6 bién dd¢ 14p sau khi
loai bd bi€n STT va MK cho thdy, gid
tri KMO = 0,724, théa min diéu kién
0,5 < KMO < 1, Diéu niy ¢6 nghia phiin
tich nhin t6 khim ph4 1a thich hgp cho
dir lidu thyc t€. Ki€ém dinh Bartlett ¢6
gid tri Sig. = 0,000 < 0,05, nghia 13
céc bi€n quan sdt c6 tweng quan tuyén
tinh véi nhin t6 dai dién. Tai hé s&
Eigenvalue = 1,085 phudng sai trich ¢6
gid tri 75,148%, diéu niy c6 nghia Ia
75,148% sy thay d8i ciia nhiin t8 duge
gidi thich bdi cdc bi€n quan sdt tao nén
nhin t§. Gid tri Eigen ciia céc nhéan &
déu > 1, thda min diéu kién va tit cd hé
s8 tai cia cdc bi€n quan sdt déu > 0,3,
théa man diéu kién ciia nghién citu.

Phin tich hdi quy

K&t qua phan tich (Bdng 2) cho thiy,
ngoai trir bién XQ - Anh hudng xung
quanh ¢6 Sig. = 0,219 > 0,05, do d6 bién
niy khong ¢6 ¥ nghia trong md hinh hoi
guy, cdc bién con lai ta: CLDV, NV,
LSV, THNH, TTV déu cé Sig. ki€m dinh
t <« 0,05, nén déu c6 ¥ nghia thong ke,
déu tdc ddng 1én bién phu thude QD.
Trong d6, cdc thinh phin tdc ddng manh
nhat d&€n Quyét dinh vay tiéu ding cia
khich hing cd nhan theo thif ty gidm dan
Ia: Thwong hiév ngédn hang; Thi tyc vay;
Nhin vién; Chit lugng dich vu va Lii
suit vay. Gi4 tri Sig. cda thong ké F rat
nhd, nén c6 thé néi moé hinh hdi quy cé ¥
nghia. Bén canh d6, gid tri VIF cla md
hinh déu < 10, nén md hinh khéng bi da
cong tuyé€n (theo Hoang Trong va Chu
Nguy&n Méng Ngoc, 2008).

Dua trén thong s6 thong ké cha céc
bi€n trong md hinh héi quy, phuong trinh
hdi quy dudc x4c dinh nhu sau:

QD= 1,175+ 0. 106CLDV + 0, 118NV
+ G,075L8V +0,302 THNH +0,126 TTV
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BANG 1: KIEM BINH THANG DO

RBign | Trung hinh ] Phirong sai ) Tu’o‘glg uan | Cronbach’s Alp}la
sau khi loai bién | sau khi loai bién | bién tong sau khi loai bién
Chdt lwong dich vu (hé 56’ Cronbach's Alpha = 11.642)
CLDV] 8,28 2,098 (0,532 0.426
CLDVZ 7,16 3,008 0,379 0,643
CLDV3 7.45 1,976 0.476 0,522
St thudn tién {hé 56 Cronbach’s Alpha = 0,183)
STTI 8,08 0,593 0,212 -0,210
STT2 8.006 0815 0.070 0,188
STT3 7,96 0,502 0,014 0,301
Nhdn vién ngén hing (hé 56 Cronbach’s Alpha = 0,831)
NV1 8,10 1,099 0,739 0,716
NV?2 8,12 1,129 0,714 0,742
NV3 7.96 1,296 0,622 0,830
Ank kitdng ciia nhitng ngudi xung quanh (hé 56 Cronbach’s Alpha = 0,794)
XQl 7,06 2,847 0,645 0,710
X2 7.12 2.888 0.604 0.755
XQ3 6,96 2,018 0,661 0,694
L1 sufit vay tidu diing (hé 58 Cronbach’s Alpha = 0.812)
LSV! 8,20 2,118 0,690 0,721
LSV2 8,49 1,720 0,753 0,641
LSV3 8,57 2,085 0,560 0,847
Thutomg higu npdn hang (hé 56 Cronbach's Alpha = 0,880)
THNHI 7,96 2,074 0,771 0,828
THNH2 7,93 2,023 {,783 0,817
THNH3 7.90 2,134 {0,751 0,846
Marketing (hé 36 Cronbach’s Alpha = 0,149)
MK 12,38 2,057 0,225 -0,106®
MEK?2 12,29 2,642 -0,028 0,238
MEK3 12,82 2,504 -0,053 0,299
MEK4 12,58 1.877 0,168 0,058
Thii tuc vay téu ding (hé 56 Cronbach’s Alpha = 0,890)
TTVI 7,72 2,797 0,783 0,845
TTV2 7,65 2,758 0.836 0.802
TTV3 7,78 2,654 0.742 0.885
BANG 2: KET QUA PHAN TiCH HOI QaY TUYEN TINH B3I

Bi&n Tén bitn B |Beta| t | Sipg. | VIF ]
(Constant) |Hiing i 1,175| 0,000 5,074{ 0,000
CLDV Chit lugng dich vy 0,106] 0.186] 4,050 0000 1,057
NV Nhin vién 0,118] 0,152] 3,347 0,001] 1,029
LSV Lai suiit vay 0,075] 0,125 2,750 0.006| 1.031
THNH Thudng higu ngin hiing 0,302| 0,525| 11,273] 0,000 1,083
TTV Thi tuc vay tiéu ding 0,126 0,251 5,384| 0,000| 1.089
X0Q Anh hudng xung quanh 0,032] 0,064 1,233 0,219 1,350
Gid trj Sig. F = 0,000
Gid tri Durbin-Watson = 1,701

Ngudn: X 1y sd lieu khao sat
KET LUAN VA HAM Y CHINH SACH
Két luan

K&t qui nghién cttu cho thiy, cd 5 nhém nhan t&
cda md hinh nghién cifu déu c6 anh hudng (ducng)
dén Quyét dinh vay tiéu diing clia khdch hang ¢4 nhin
trén dia ban tinh S6c Tring dua trén hé s& Beta, theo
mic d§ gidm dan I3 Thuong hiéu ngdn hang, Thi tuc
vay; Nhin vién; Chat lugng dich vu va Lai suit vay.
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Mot s6 ham ¥ chinh sich

Thit nhdt, ting cuong chién lugc quing bd tmro‘ng
hzeu ngan hang. pé phal tri€én thtrdng hiéu, giai doan
dAu can tip trung trién khai cdc sdn phdm dich vy ngin
hang d&€n mei ddi twgng cd nhu ciu vdi cdc chinh sich
tin dung thong thodng; sav khi d4 téing 0 lugng khach
hang dén mdt mirc do da dugc hoach dinh, thi ngén
hing s& din dua vio mét s cdc tidu chi &€ chon loc
cde d6i trgng khdch hiang muc tidu,

Tht hai, ndng cao ndng lyc nhin vién ngén hang.
Phdi ludn ludn t6n trong khéch hiing, cau thi [ftng nghe
¥ ki€n phan hdi, nhin xét, ddnh gi4 dich vu ngén hing
tur phia khdch hang, nhanh chong khic phuc nhitng y&u
diém dng x& khéo 1€o, linh hoat, thin thién véi khdch
hing. Thai dd phuc vu khich hiing phai than thién, lich
thiép. Khong ngu’ng nang cao trinh d6 chuyén mdn,
hi€u biét v& sdn phdm ngin hang, dé er(')'ng dén, gidi
thiéu cho khdch hang mét cich an cin, tf mi, chinh
xde, hiéu qua nhiét tinh va trung thyc vdi khéch hang.
Trung thyc biéu hién & cho thim dinh ding, khich
quan thutc trang hd sd vay von cila khdch hang.

Thit ba, ndng cao chdt lugng dich vu danh cho
khdch hang cd nhdn. Xiy dung mdt bd phan chim

__TAILIEUTHAMKHAO _____

sé¢ khdch hang 24/7 d€ ti€p nhén va
lién lac véi khdch hiang trong bat cif
thdi gian nio &€ nhin va 18y ¥ kién
khdch hiang v& dich vy, ma ngin hang
cung ciip c6 gdy ra cho khich hang
bat ctf khé khin nio, sau dé, bd phin
ndy s& hdi ddp cho khich hing, ciing
nhu xin ¥ ki€n vé k€t qud xit 1y da ddp
fng diy dii mong dgi clia khdch hing
hay chua.

Thit ti, tao nhidu sy lya chon vé lii
sudt vay cho khdch hang. Ngin hing cé
th€ 4p dung mét bién 46 tha ndi theo lii
sufithuy déng hoiclaisuitb4n vénndibg,
nhung vin cé thé ddm bdo mét mie lui
nhuin k¥ vong chdp nhin duge vi thy
thudc vao tiing ddi tugng khach hang.
Ngoai ra, sit dung thém chinh sdch
khuy&n mat, vu dii gidm 13i suat cho cde
ddi tugng ti€m ning. Chinh sdch nay s&
kich thich dugc cdc nhu ciu tiém ning
cGia khdch hang v cling 12 co hoi dé
quing bd thugng hiéu ngin hang.O
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