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lén long trung thanh khach hang

tai Ngan hang Ngoai thuong Viét Nam
Chi nhanh Soc Trang

NGUYEN TH] THANH LIEU"
NGUYEN THI PHUGNG DUNG™
Tém tit
Nghién citu duge thuc hign vai bo dit liéu 256 quan sdt la khdch hing giao dich tai gudy ciia Ngén
hang Ngoai thuong Vit Nam Chi nhdnh Séc Tring, phuong phdp phdn tich digc sit dung la mé
hinh cdu tric tuyén tinh SEM. Két qud nghién citu cho thdy: (1) Chdt luong dich vu tdc dong
tich cyic dén Su hai Iong; (2) Su hai long tdc déng tich cic dén Long trung thanh, vi (3) Rao cén
chuyén At déng vai tré diéu tiét trong moi quan hé gidta Sy hai long va Long trung thanh.

Tir Khéa: Iong trung thanh, rédo cdn chuyén doi, chat bugng dich v, dich vu ngdn hang
Summary

The paper conducts a survey of 256 customers transacting at the counter and employs Structural
Equation Modelling (SEM). Research result shows that (1) Service quality creates a positive
effect on Satisfaction; (2) Satisfaction has a positive impact on Lovalty, and (3} Switching
barriers play a moderating role in the relationship between Satisfuction and Loyalty.
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GIGI THIEU 1a diu cdn thigt cho su thanh cong cla

I

bat k¥ 3 chic nao. Chat lugng dich vu

Hién nay, cdc ngiin hang dua nhau md céc chi nhdnh ] y€u 8 quan trong dnh hudng dén khi’
trai dai bao phti khip todn qudc d€ tranh gianh thi phin, nang canh tranh kinh doanh. Céc ngan
do viy, viéc ning cao chét lugng dich vy cha cdc ngin  hang phdi fuén Indn ning cao chit lugng -
hang 4 rat ¢iin thiét. Chit lugng dich vu duge xem 13 mot dich vu lién tuc, vi khong c6 su bdo dim -
trong nhitng y&u & gitip ngn hing canh tranh v dAin d&n  riing cdc dich vu xuit sic hién tai s& dugc-
thanh cing cho ngén hang. Chat lugng dich vu &nh hudng  phit hgp cho tuong lai.
dén sy hai long clia khéich héng, nhu‘ng sy hai long cia Parasurman, Zeithaml va Berry

khach hang chi 1a mot cam xttc ngin han, con long trung  (1988) cho r?mg, chat lugng dich vy la - -

thanh méi 1a trang théi giin ket Idu dai ma doanh nghlep khodng cdch mong dgi v& sdn phdm dich" -

can cd. Bai viél ngh:en cifu“Anh hudng clia chit lugng  vu clia khich hang vi nhin thifc, cam. . -

dich vu va rdo cin chuyén d6i 1én long trung thinh khdch  nhdn clia ho khi sif dung qua sén phim
hang tai Ngin hang Ngoai thuong Viét Nam Chi nhdnh  dich vu d6. Cdc tdc gid gidi thich ring,’
Séc Triing”, tir 46, dua ra cac giﬁi phap d€ ting cuding st @& bi€t duge sy dy dodn clia khdch hang,
trung thanh khéch hang gip ngan hang hoat dong higu  thi t6t nhit 13 nhan dang va thiu hiéu

qud, ting stfc canh tranh v phdt trién bén viing hon. nhitng mong dgi ¢lia ho. Viéc phdt trién o

. » . . mot hé théng xdc dinh dudc nhitng mong
CO SO LY THUYET VA PHUONG PHAP ddgi cla khdch hang 13 cin thiét, sau dé

NGHIEN cUu méi taoc mdt chién luge chit lwong dich . -
vu hiéu qud. K
Co s6 1y thuyét Rao cdn chuyén doi o
Chat lugng dich vu Rio cdn chuyén d6i dé cap dén nhing -

Theo nghién ciu cta Siddigi (2011), trong mdi  han ch€ ngin cdn khdch hang hanh vi
trirding kinh t€ canh tranh ngdy nay, chit lugng dich vu  chuyén d6i (Ranaweera vd Prabhu,

, ™", Trusng Pai hoc Cén Tho
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2003). Khi cin nhic chuyén sang céng
ty khic, chi phi tif quan di€m tién té hojc
phi tién t&, bao gém: chi phi tai chinh,
tdm 1y hodc xd hi ma khdch hiang cdm
nhin, c¢é khd ning tic dong dén quyét
dinh hodc hanh vi chuyén ddi ciia ho
(lones va cing su, 2000).

Do d6, néu chi phi chuyén d6i cao tdn
tai hofic duge nhin thiy, khdch hiang c¢6
nhiéu khd ning giff lai cong ty hién tai
clia ho hon 1A rdi b6 cong ty khic. Chi
phi chuyén ddi dugc bi&t 1a ¢6 tinh chit
nhiéu mit (Barroso vd Picon, 2012).
Burmham v cgng sy (2003) phin biét
céc loai chi phi chuyén d8i vdi chi phi
tai chinh lién quan d&n tén tht tién té
v mat 1gi ich, chi phi thi tyc li€r quan
d&n t6n thit vé thdi gian va cong sifc, chi
phi quan hé (bao gdm génh niing tim 1).
Céc chi phi chuyén ddi ndy dd dugc phin
tich theo kinh nghiém biing céch dua
trén tdc ddng 1€n thdi d§ va hanh vi cia
ngudi tiéu diing (Blut va cong su 2015).

Su hai long

Sy hailong ca khdch hang 13 sy phdn
hdi tinh cAm/todn bd cAm nhén chia khach
hiing d6i vdi nha cung cip dich vu trén
cd 83 so sdnh sy khdc biét gilta nhitng gi
ho nhén duge so véi mong dgi trude do
(Oliver, 1999 vi Zineldin, 2000).

Su hai 1ong cia khach hing 1a muc
tiéu chinh cia mdi doanh nghiép. Céc
doanh nghiép nhin ra ring, viéc giff
khich hang hién tai c¢6 nhiéu 1¢i ich
hon viéc tim ki€ém khich hang mdi
d€ thay th€ nhitng ngudi cfi di bi mit.
Hai Iy luin vé& qudn tri cia Marketing
McColl-Kennedy vi Schneider (2000)
vii Reichheld va Sasser (1990) di nhin
manh tim quan trong clia sy hii ldng
clia khdch hing d6i véi thinh cong cla
doanh nghiép. Bén canh d6, sy hai long
cia khdch hang tot s& gitip doanh nghiép
gia ting s lugng khich hang mdi,

Long trung thanh ciia khdch hang

Long trung thanh ¢6 tic ddng tich
cuc dén lugng khdch hang hién ¢6 cla
cong ty. Bowen va Chen (2001) cho
rang, khich hang trung thinh sé& gidp
thic ddy viéc kinh doanh, ho s€ truyen
miéng nhau nhanh chéng, gidi thi€u sin
phdm, dich vy cong ty dén cdc khdch
hang mot cdch hiéu quﬁ Nhitng khidch
hang trung thinh s& s dyng da dang va
thl!dng xuyén cic sin phim dich vu cla
t6 chitc hon.

Theo Oliver (1999), long trung thanh
khich hang duge do ludng théng qua
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HINH 1: MO HINH NGHIEN ¢du BE XUAT

Bién difu rift:
Rao can choyén déi

Surbai lbog

[ svthuis tien

P'hong cach phuc vy
cilia nhin vién

H:

F3 5
4 Long mung thanh

Tiep xic khich hang

St fin nhigm I

I

Ngudn: D& xudt cda nhom tac gid

thdi d6, nhu: ¥ dinh mua lai, khuyen cdo ddi vdi nhitng
ngudi khic hodc no: tm vé sén pham dich vy.

Duva vio cdc y&u td anh hudng dén long trung thanh
clia khéch hang trong céc nghién citu trube, két hgp
vdi diic diém tu nhién, kinh t€ - xi hoi tinh Séc Tring,
nhém tic gid dua ra mé hinh nghién cite d€ xudt nhu
Hinh 1. Cdc gid thuyét nghién cdu H1, H2, H3 dudc
dua ra nhy sau:

HI: Chit lugng dich vu ¢6 tic dong tich i (+) d€n
Su hai 1ong.

H2: Khich hing cang hai ldng véi Chit lugng dich
vuy, thi ho cang trung thianh.

H3: Rho can chuyén ddi ¢6 téc dong t6i mdi quan hé
gilta Sy hai Iong va Long trung thanh cta khach hang.

Phu’dng phap nghién cifu

S6 liéu sd cip duge thu thap biing cdch phong vin
tryre ti€p 256 khdch hang dén giao dich tai quiy Ngén
hing Ngoai thuong Viét Nam Chi nhdnh Sé6c¢ Tring.
K&t qui thu vé 256 phi€u hgp 1é duge dua vio st dung
trong phin tich. Nghién ciu duge thyc hién trong thdi
gian 1Y thdng 3 d&n thang 6/2022.

KET QUA NGHIEN CUU

K&t qua kiém dinh d¢ tin cdy thang do

Thang do Chdt lugng dich vy

Két qua kiém dinh Cronbach’s Alpha cho khii
niém Chat lugng dich vu bao gém 5 thianh phén 1a: (1)
Su thudn tién; (2) Sy hitu hinh; (3) Phong céch phuc
vu; (4) Ti€p x(c khach hing; (5) Sy tin nhiém, Két qua
nghién cttu cho thiy, cdc khdi niém déu c6 hé 8 o >
0,7, trong d6, Su thuén tién dudc ddnh gid 13 16t nhat
v6i o = 0,866. Khdi niém Phong cdch phuc vu c6 bién
PCPVS va PCPV6 bi loai, khi loai 2 bién nay, thi hé
56 a bién tdng tang tir 0,735 1én 0,829. Khdi ni€m Tlep
xiic khéch hing ¢6 blen TXKH4 bi loat, khi loai bién
nay, thi hé s& o bién t8ng ting tlr 0,655 t&n 0,744, Nhu
vay, Chit lugng dich vu sau khi thyc hién ki€ém dinh
thang do d9 tin ¢y Cronbach’s Alpha, thi con lai 13
bién c6 ¥ nghia.

T hang do Su hai long va Long trung thanh

K&t qua ki€m dinh Cronbach’s Alpha cho khdi ni¢m
Sy hai 1ong va Long trung thanh (Bing 1) cho thiy, 4t
cd cic thang do déu dat do tin ciy cao.
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BANG 1: KET QUA CRONBACH'S ALPHA THANG DO S{ HAI LONG VA LONG TRUNG THANH

"7 Bi€n quan sét ['l'lm‘ng quan bi€n 16ng | Cronbach's Alpha ndu logh bién | Hé 56 Cronbach’s Alpha
Su hii lang
SHLI 0.731 0.814
SHL2 0,755 0.800 0,862
SHL3 0,745 0.807
Lang trung thiinh
LTTI 0,631 0.819
LTT2 0,679 0,775 0,830
LTT3 0.759 0,695

BANG 2: KET QUA CRONBACH'S ALPHA THANG DO RAO CAN CHUYEN pd1

[ Bifn quan s6t | Tuemg quan bign téng | Cronhach's Alpha n€u logi bt | HE s6 Cronbach's Alpha |
Chi phl chuyén dii 16i chinh
CPTCI 0.621 0,813
CPTC2 0,858 0,716 0,869
CPTC3 0.785 0,784
Chi phi chuyZn 401 thit tuc
CPFTTI 0,873 0.634
CPTT2 0813 0,701 0,852
CPTT3 0,525 0.804
Chi phf chuyén 86t quan h
CPOH ) 0.657 0,761
CPQH2 0.688 0.733 0817
CFQH3 0.667 0.753
D§ hép diin thay thE
HDTTI L 0,593
HDTT2 0,593 0.734

Thang do Rao cdn chuyén dii

K& qud kiém dinh Cronbach's Alpha cho kh4i
ni¢m Rao cdn chuyén d8i gdm 4 thanh phdn: (1) Chi
phi chuyén d6i tai chinh; (2) Chi phi chuyén 46i thi
tuc; (3) Chi phi chuy&n d6i quan h¢; va (4) B hip diin
thay th€. K&t qui kifm dinh (Bing 2) cho thiy. it cd
cdc thang do d¢u dat 4§ tin ciy cao.

Phéin tich EFA

Phén tich EFA cho nhén 16 Chét igng dich vy

Két gué phén tich EFA v6i 18 bi€n di thda miin dicu
ki¢n ki€m dinh 46 tin ciy & mdc ¥ nghia 1%. K&t qui
(Bing 3) cho thily, hé s6 KMO = 0,694 chitng td phin
tich nhiin 16 cho vi€c nhém cdc bi€n ndy lai v6i nhau
1A thich hgp. V6i t6ng phuong sai trich bing 70,533%,
nghia 13 5 nhém quan s4t ndy gidi thich duge 70.533%
d6 bi€n thién cda dit li¢u thi trudng.

Phéin tich EFA cho nhén 16 phy thuge

K€t qud phan tich EFA cho nhén 16 Sy hdi 1dng va
Ldng trung thanh cho thiy, hé s6 KMOQ = 0,717 > 0,5;
Sig. = 0,000 < 0,01, c4c chi s6 dat duge d6 tin cly cao.
Tong phudng sai trich cia 2 nhin 18 13 76,904%, nghia
12 2 nhiin t6 ndy gidi thich dugc 76,904% 46 bién thién
cta dif liéu thi trudng (Bdng 3).

Phdn tich EFA cho nhién 16 Rao cdn chuyén déi

Khdi niém rdo cdn chuyén d6i duge do ludng bdi
4 thanh phin: (1) Chi phi tai chinh: (2) Chi phi thd
tuc; (3) Chi phi quan hé va (4) DG hip din thay th€.
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Ngudn: K&t qua nghidn ciiu cda nhém tac gla

K&t qud phiin tich EFA Bdng 3 cho thdy,
KMO =0,620>0.5: Sig. =0.000<0.01:
phudng sai trich dat gid tri 78,207%. gid
tri ndy khd cao, nhir viy 78.207% bi€n
thién clia diF lidu duge gidi thich bdi 4
nhiin 16, cdc thang do duge rit ra v
chip nhén.

K&t qua kiém dinh gid thuyét - mé
hinh c¢fu tric tuyén tinh SEM

K€t qud ki€ém dinh Hinh 2 cho thiy,
md hinh cé 288 bic ty do; cdc gid i
thong k& gbm: CMIN/If = 1,934 < 2; P
= 0.000; TLI =0,902 > 0,9; CF1 = 0.913
> 0,9; RMSEA = 0,061 < 0,08. Biéu ndy
chitng 13 rAng, md hinh nghién cifu phi
hop v6i dit licu thi tmdng.

K&t qud udc lugng cia céc tham sb
chinh trong mé hinh nghién citu Béng 4
cho thiy, 4t cd cdc méi quan hé déu ¢6
¥y nghia théng ké (p < 0,05), nghia 13 cdc
gid thuy€t H1, H2, H3 vé mé&i quan hé¢
ctia cfic khdi ni¢m dé ra trong mé hinh
nghién cifu déu duge chip nhin. Trong
d6, gid thuy€t HI dat gid tri théng k¢ &
mire ¥ nghia 5% (p = 0,002 < 0.05). Gia
thuy&€t H2 dat gid tri théng ké & mic §
nghia 5% (p = 0,019 < 0,05). Gid thuyél
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BANG 3: BANG MA TRAN XOAY CAC NHAN

T8 . PHAN TICH NHAN TO KHAM PHA EFA

T Nhin td

ChAit lugng dich W Sy hitu fnh

Phong ciich phyc yu

Su tin nhitm | S thufin titn

Ti&p xtic khdch hing

SHH L 0,922

SHH3 0,891

SHH2Z 0,803

SHH4 0,720

PCPV3

0,895

PCPV4

0,845

PCPV2

0,761

PCPV1

0,756

STN3

0,861

5TN4

0,813

STN2

0,802

STNI

0,764

STT1

0,951

STT3

0917

STT2

0,786

TXKHI1

0.865

TXKH2

0.792

TXKH3

0,762

HE 58 KMO = 0,694; Tng phuong sai trich = 70,533%, Gid trj Sig. Kiém djah Bartlent’s = 0,000

Nhfin (6

Bi€n phy thuje

Suf hii lhng

. Long trung thiinh

SHL2

0.896

SHL3

0,892

SHLI

0,875

LTT3

0,905

LTT2

0,861

LTTI

0,826

HE s6 KMO 0,717; Téng phutng soi trich = 76,904%:; Gi trj Si

_Kifm dinh Bartleu = 0,000
© 7 Nhin tfy

| . &n afi
- R cin chuyén dbi Chi phi tai chfnh

_ Chi phi thi tye

Chi phi quan hé

15 hiip diin thay tht

CPTC2 0,945

CPTC3 0917

N

CPTCt 0,805

CPTTi

0,943

CPTT2

Ua

895

CPTT3

0,788

CPQH2

0,897

CPQHI

0,881

CPQH3

0,781

HDTT2

0,893

HDTTI

0,884

HE 56 KMO = 0,620, Tdng phviong sai trich = 78,207%; Gifl i Sig. KiCm dinh Bartlett = 0,000

H3 dat gid tri théng k& & mitc ¥ nghia 5%
(p = 0.021 < 0.05).

Khi xcm xét gid tri hé s6 hdi quy giTa
céic nhiin 18 cho thay, gid trj cdc hé sﬁght‘)i
quy ctia cfc mGi quan h¢ giita cic nhidn
t6 8&u > 0, diéu niy cho thiy méi quan
h¢ dudng (fnh hudng tich cwe) gita céc
nhén t& vdi nhau.

Ki€m dinh w8c Iugng md hinh biing
Bootstrap

Bing 5 cho thiy, k€t qud ube lugng
bling Bootstrap c6 sy xuét hi¢n d§ chéch
gitta cdc uGc lugng, nhung gid tri tuyét
d6i clia CR < 2. nén ¢6 th€ néi 1A d§
chéch nhd vi ¢é ¢ nghia théng ké & dp
tin ciy 95%. Vi viiy. c6 thé két ludn cdc
uGe Wwgng trong md hinh déng tin ciy.
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HINH 2; KET QUA MO HINH SEM (cnui’\y{ HOA)

= 1934 (OF] = R62.

Chibougupte = 555 925; Of = 285 p =+ 000, Chi-

‘TLA = .90L; CFl= W13 RMSEA = 060

Ngudn: K&t qud nghién ciiu clia nhom

the gié

1




BANG 4: HE 56 HOI QuY CdA CAC MO QUAN HE (CHUA CHUAN HOA)

Gidl thuytt Twdng quan Udc lugng} SE | CR| P ]
H! Sy hii ldng Chét luggng dich vu 2,426/0.939] 4,583(0.040
H2 Ldng trung thanh [Sif hai long 0.111/0.080] 2.975[0.019
H3 Long trung thinh  [Bi€n INT 0,088|0.057] 2.150{0.021
BANG 5: KET QUA U3C LUGNG BANG BOOTSTRAP

P Tuong quan | UBc hegng | wins | SE-Bias{ CR

Sur hdi ldng Chif1 lugng djch vy 0,457 0.003 0.003] 1.00
Long trung thianh |Sy hii lang 0.098| 0.004 0.006} 1.50
Long trung thinh |Bifn INT 0.103] 0,003 0.003 100

Ngudn: K&t qué nghién citu clia nhém tac gis
KET LUAN VA MOT SO BE XUAT

Két lusin

K€t qud phin tich mé hinh hdi quy ciu tric tuyén
tinh SEM cho thy tdc ddng 1in nhau cia cdc nhan 15,
cu thé: (1) Chit ugng dich vu tdc dong tich cyc d&n Sy
hai 1dng; (2) Sy hai 1dng tic ddng tich cifc d&n Lang
trung thanh; vd (3) Rao cdn chuyén ddi déng vai trd
didu 1i€t trong m&i quan h¢ giita Sy hai 1dng va Long
trung thinh.

Béng thii, két gué nghién ciu ¢dn cho thiy, khéng
c6 sy khdc bi¢t v¢ Sy hai 1ong vd Long trung thinh
khi xét d€n céic bién: Gidi tinh: P6 tudi; Trinh 46 hoc

viin; Thu nhiip: vd Mdc d6 giao dich clia
khdch hang.

Mot s§ dé xust

Thit nhdt, cin xfy dyng chéit lugng
dich vy t6t d€ ning cao chit lugng dich vy
ngdn hing. Cu th¢ 12, khi ngdn hang niing
cao chit lugng dich vy, khich hang s hai
long, tif 46, ldng trung cia khich hang sé
duge duy tri. Bén canh 46, cdc nhd linh
dao cin phii tao sy tin nhiém cda khéch
hang, d€ ning cao chit lugng dich vu.

Thut hai, xAy dyng céc rdo cdn chuyén
d6i d¢€ gitt chin khich hing cii v Gm kicm
khich hang mdi. Theo 46, cic nhd quin
tri ngin hang ciin gia ting rao c¢in chuyén
d3i. nhung viin ddm bdo sy hai long cda
khéch hang. C4c nhi quin tri ¢6 thé cing
6 thém rdo cin d¢ giit chan khich hang
bling céch: ting cudng tién ich vi dich
vu gia ting tao ra sy phong phi vi khdc
bi¢t so vai ddi thi, quan thm vé mit tinh
thdn va chim séc¢ khéch hing. Bén canh
d6, ngin hing cin tin dung t3i wu cd hoi
1i€p xtdc véi khdch hang 4¢ bdn thém. bdn
chéo sdn phim. Khi c6 thém cd hdi bén
thém, bin chéo sin phdm cing cao s€ tao
ra rdo cin chuyén d6i cAng 16n v ting
cuding 1dng trung thanh khich hang.0
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