Anh hu6ng clia cac nhén t6

thudc chat lugng dich vu cho vay dén
sy hai long ctia khach hang DNNVV
tai cac ngan hang thuong mai nha nuéc
6 TP. Ho Chi Minh
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Tém tit

Muc tiéu ciia nghién citu la xdc dinh cdc nhdn t6 thudc chdt lugng dich vu cho vay dnh huéng
dén Su hai long ciia khdch hang doanh nghiép nhé va vica (DNNVV) tai cdc ngdn hang thuong
mai nha nudc trén dia ban TP. H6 Chi Minh. Béing viéc sit dung phuong phdp nghién citu dinh
tinh, két hop vdi nghién citu dinh lugng, tdc gid da xdc dinh va kiém dinh 4 nhan t6 thuéc Chat
luong dich vu cho vay cé dnh hudng ciing chiéu dén Sw hai long ciia khdch hang DNNVV tai
cdc ngdn hang thuong mai nha nudc & TP. H6 Chi Minh, bao gom: Phuong tién hitu hinh; Su
tin cdy; Sy ddm bdo va Su cam thong.

Tw khéa: chdt luong dich vu, cho vay, sw hai long, doanh nghiép nhé va vita, ngdn hang
thuong mai nha nudc, TP. Ho Chi Minh

Summary

The study is to determine components of quality of loan service that affect the satisfaction
of SME customers with state-owned commercial banks in Ho Chi Minh City. Combining
qualitative with quantitative methods, the author has identified and tested four components
of quality of loan service that create a positive impact on SME customers’ satisfaction with
state-owned commercial banks in the City, including Tangibles, Reliability, Assurance,
and Empathy.

Keywords: service quality, loan, satisfaction, SME, state-owned commercial banks, Ho Chi

Minh City
GI0OI THIEU

Nhitng nim gan day, hoat dong cho
vay ddi v6i cic DNNVV trén ca nu6c n6i
chung va tai TP. H6 Chi Minh néi riéng
dugc ngdn hang thuong mai chi trong phét
trién do vai trd va tim quan trong ctia khu
virc doanh nghiép nay d6i v6i nén kinh t&
ngay cang dugc nang cao. Chinh vi vay,
lam thé& nao dé ddp ing yéu cau, ciing nhu
lam hai long d6i tugng khich hang nay
budc cdc ngan hang phai c6 nhitng bién
phap diy manh va phat trién chit lugng
dich vu cdc sdn phadm tai chinh néi chung
va dich vu cho vay néi riéng.

Trong bdi cdnh nay, ciu hdi dit ra
12 nhitng nhan t& chit lugng dich vu cho

*TS., Trudng Pai hoc Tai chinh - Marketing

vay nao 4nh hudng dén sy hai long clia khach hang
DNNVYV tai TP. H6 Chi Minh? Chinh vi vy, viéc thuc
hién nghién ctu “Cdc nhan t8 thudc chat lugng dich
vu cho vay dnh hudng dén sy hai 1ong ctia khach hang
DNNVYV tai cdc ngin hang thuong mai nha nudc tai
TP. H6 Chi Minh” 1a cén thiét.

CO SG LY THUYET VA PHUONG PHAP
NGHIEN cUU

Co s 1y thuyét

Khdi niém vé chat luong dich vu

Oliver (1980) dinh nghia, chit lugng dich vu ctia
khdch hang 1a su khdc biét gitra hiéu qué dich vu thuc
t€ ma khach hang nhan dugc va ky vong ctia ho. Theo
Gronroos (1984), chat lugng dich vu dugc danh gid
bing cdch so sdnh gifta gid tri ma khdch hang mong

Ngay nhdn bai: 14/9/2021; Ngay phin bién: 18/10/2021; Ngay duyét déing: 23/10/2021

Economy and Forecast Review

117

Kinh (¢
va Dubao



HINH: MO HINH NGHIEN c{d PE XUAT

’ Phuong tién hitu hinh

’ Su tin cdy Su hai long
cua khach hang

‘ Su dap tng DNNVV tai cac
NHTM nha nuéc

‘ Su dam béo

& TP. Hb Chi Minh

‘ Su déng cam

dgi trude khi st dung dich vu va gia tri, ma khdach hang
nhan dugc khi st dung dich vu.

Theo Edvardsson va cong su (1994), chat lugng
dich vu 1a sy ddp ung dugc sy mong dgi cia khach
hang d6i vdi dich vu va 1am thda min nhu ciu ctia ho.
Con nghién cdu ctia Parasuraman va cdng su (1988)
cho ring, chat lugng dich vu la khodng cdch giita su
mong dgi cia khdch hang va nhin thic ctia ho khi da
st dung qua dich vu. Pong thdi, nghién cttu xay dung
va phit trién thang do SERVQUAL bao gdm 22 cip
bi€n quan sat do ludng cdm nhan va ky vong ctia khdch
hang vé chat lugng dich vu, véi 5 thanh phan co ban
d6 la: Phuong tién hitu hinh (Tangibles); Su tin cdy
(Reliability); Su ddp dng (Responsiveness); Su ddm
bdo (Assurance); Su cdm thong (Empathy). Thyc tién
cho thay, nhiéu nghién cttu da sit dung mo6 hinh clia
Parasuraman va cdng su (1988) dé 1am cd s§ nghién
cftu, nhu: Parasuraman va cdong su (1985, 1988);
Broderick va Vachirapornpuk (2002)...

Khi dé cip dé&n chit lugng dich vy, nhiéu nha
nghién cttu déu cho ring, chat lugng dich vu chinh
12 su thda man clia khdch hang - nhitng chii thé tiéu
diing quan trong trong nén kinh t&€ va sy hai long clia
khich hang sé& thic diy hoat dong clia doanh nghiép
hiéu qua hon. Trong nén kinh t& hién dai, khi linh vuc
thuong mai - dich vu phéat trié€n, chat lugng dich vu da
tré thanh mot khia canh thi€t y&€u clia sy hai long clia
khach hang; trong d6, chat lugng dich vu va sy hailong
ctiia khdch hang s€ ¢6 su tuong quan chit ché véi nhau.
Theo Wilson va cdng su (2008), chat lugng dich vu va
sy hai 1ong clia khdch hang c6 nhitng di€m chung nhat
dinh, nhung sy hai 1ong thudng 12 mot khdi ni€ém rong
hon, trong khi chi't lugng dich vu tip trung dic biét vao
cdc khia canh cua dich vu.

Sw hai long ciia khdch hang

Theo Rust va cdng su (1995), ca chat lugng dich vu
va su hai 1ong ctia khdach hang dugc do ludng thdng qua
cach ti€p can khodng cdch, nghia 1a sy khédc biét giita
nhan thiic va ky vong. Su khdc biét gitta chat lugng dich
vu va su hai 1ong clia khdch hang phat sinh chii yé&u la
do c4c dinh nghia khic nhau vé sy mong dgi. Trong ly
thuy&t vé chat lugng dich vy, nhitng k¥ vong ctia khach
hang dugc coi 12 mong mudn (nhu ciu) clia ngudi tiéu
dung, 12 nhitng gi khach hang cdm thdy nha cung cip
dich vu nén cung cap cho ho hon 1a nhitng gi nha cung
cap dich vu s& cung cap (Parasuraman va cdng su, 1988).
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M6 hinh nghién ciu

Trén c¢6 sd md hinh thang do
SERVQUAL cua Parasuraman va cOng
st (1988) va khio sdt thuc t&, tic gid dé
xudt md hinh nhu Hinh.

Gid thuy&t nghién citu dugc dua ra
nhu sau:

H1: Phuong tién hitu hinh c6 tdc dong
cung chiéu dén Sy hai long cla khach
hang DNNVV tai cic NHTM nha nudc &
TP. H6 Chi Minh

H2: Sy tin ciy ¢ tdc dong cuing chiu
dén Sy hai long ctia khach hang DNNVV
tai cic NHTM nha nu6c & TP. H6 Chi Minh.

H3: Sy dap tng c6 tdc dong cung
chiéu dén Sy hai 1ong cta khdch hang
DNNVYV tai cic NHTM nha nuéc & TP.
H6 Chi Minh.

H4: Sy ddm bdo c6 tic dong cing
chiéu dén Sy hai long cda khdch hang
DNNVYV tai cic NHTM nha nuéc & TP.
H6 Chi Minh.

H5: Sy dong cidm c6 tic dong cung
chiéu dén Sy hai long cta khdch hang
DNNVYV tai cic NHTM nha nuéc & TP.
H6 Chi Minh.

Phuong phap nghién citu

Bai viét st dung cid phuong phap
nghién cttu dinh tinh va nghi€n ctu dinh
lugng. Trong d6, nghién cttu dinh tinh tap
trung vao viéc thdo ludn nhém, phdng van
céc chuyén gia cong tic trong linh vyc tin
dung, quan 1y rdi ro tin dung; k&t hgp véi
viéc khédo sit tryc ti€p cac khach hang
DNNVYV dang vay von tai cdc ngan hang
thuong mai nha nuéc & TP. HS Chi Minh.

Trong nghién cifu dinh lugng, dé xdc
dinh ¢d miu nghién cu, tic gid st dung
phuong phdp 14y miu thuan tién, phi xdc
suét. Theo dé, tdc gid thyc hién khdo sat
ddi véi 270 khach hang DNNVV dang
st dung dich vu tin dung tai mot s& chi
nhdnh cla cdc ngan hang thuong mai nha
nudc trén dia ban TP. H6 Chi Minh. K&t
qué thu vé dugc 250 phi€u khdo st hgp
1&. Thoi gian ti€n hanh khdo sat tf thing
3 dén thang 7/2021. Dit liéu thu thap dugc
mi héa va x{ Iy thong qua phin mém
SPSS 220 (Bai viét sit dung cdch viét s
thdp phan theo chudn quoc té).

KET QUA NGHIEN cUu

K&t qua ki€m dinh thang do

K&t quid ki€ém dinh cdc thang do
thong qua hé s& Cronbach’s Alpha cho
thdy, cdc thang do trong nghién citu déu
dat dugc dd tin cdy dya trén nguyén tic
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BANG 1: KET QUA PANH GIA PO PHd HGP cdA MO HINH

Mo hinh R R? R? hiéu chinh Sai s6 chufin ciia uéc lwgng Durbin-Watson
1 .836* 799 792 .39328 1.971
Bién doc lap: (Hﬁng s0), HH, DU, DB, DC, TC,
Bi€n phy thudc: SHL,
BANG 2: KIEM PINH MGC PO PHU HGP CcdA MO HINH
ANOVA?
Mo hinh Téng binh phuong df Toan phuong trung binh F Sig.
Hdi quy 5.127 8 .860 98.812 .000°
1 |Phan du 2.211 254 .009
Téng 7.338 262
a. Bi&n phu thudc: SHL
b Bién doc 1ap: (Hing s6), HH, DU, DB, DC, TC
BANG 3: KET QUA HOI QUY MO HINH
N Hé s6 chuidn héa o
Mo hinh t Gia tri Sig.
Beta
Hing s6 6.391 0.000
HH_TB 0.728 7.734 0.000
1 DU_TB 0.533 1.801 0.006
DB_TB 0.609 3.650 0.001
DC_TB 0.251 2.787 0.059
TC_TB 0.376 2.358 0.010

d4nh gid hé s6 Cronbach’s Alpha tdng
(Nguyén Pinh Tho, 2011). Cu thé, gid tri
Cronbach’s Alpha cda céc thanh phan:
Phuong ti€én hitu hinh = 0.855; Su tin cay
=0.803; Sy ddp tng =0.773; Suw ddm bdo
=0.913; Sy dong cam = 0.789.

Sau d6, nghién cttu ti€p tuc thuc hién
phan tich nhan t6 khdm phd (EFA). Ké&t
quéa ki€m dinh KMO va Bartlett’s Test
cho thdy, hé s6 KMO = 0.921 (> 0.5 va
< 1) va gi4 tri p-values trong kiém dinh
Bartlett’s Test = 0.000 (< 5%). Piéu nay
chitng t3 dit liéu nghién cifu phit hgp dé
thuc hién phan tich EFA. K&t quéd thuc
hién phuong sai trich cho thdy, mo6 hinh
nghién cttu gdm 5 nhan t§ thudc Chat
lugng dich vu cho vay DNNVV danh
hudng d€n Sy hai long cia khdch hang
DNNVYV tai ngidn hang thuong mai nha
nudc & TP. HO Chi Minh, gdm: Phuong
ti€n hitu hinh; Sy tin cdy; Sy ddp tng; Sy
ddng cdm va Su dam bao.

Phan tich k&t qua hdi quy

Trudc khi thyc hién phan tich hdi quy,
tac gia tién hinh ki€m dinh VIF va ma trin
hé s0 tuong quan giita cic nhan t6. K&t qué
cho thdy, mo hinh khdng ton tai hién tugng
da cong tuyén, nén phuong phip hdi quy
tuy€n tinh boi dugc thuc hién.
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K&t qua hdi quy Bang 1, Bang 2 cho thiy, R? hiéu
chinh = 0.792, nghia 1a 5 nhan t6 doc lap gidi thich
dudc 79.2% su bi€n thién clia nhan t6 phu thudc Sy hai
long (SHL). K&t qué phan tich ANOVA (Béng 2) cho
thd'y, gia tri Sig. = 0.000 (< 0.05), cho thd'y md hinh phu
hgp véi tdng thé.

Bang 3 thé hién k&t qua hdi quy tuyén tinh boi gitta
nhin t6 phu thudc va cdc nhan td doc 1ap. K&t qui hoi
quy cho tha'y, m6 hinh c¢6 4 nhin t6 mang y nghia thong
ké & mitc 5%, gbm: Phuong tién hitu hinh (HH); Sy ddp
ting (DU); Sy ddm bdo (DB) va Su tin cay (TC), vi gid
tri Sig. déu nhd hon mic y nghia Alpha = 5%. Con lai,
nhan t6 Sy dong cdm (DC) khong ¢6 ¥ nghia thong ké.
Nhu vdy, phuong trinh hdi quy ¢6 dang:

Tiép theo, tic gid s& thuc hién cdc kiém dinh ¢6
lién quan d€ ddm bio két qua nghién cttu ddng tin
cdy. Cu thé, tic gia da thyc hién cic ki€m dinh lién
quan dé&n hién tugng ty tuong quan va phan du cia mo
hinh tudn thi phan phdi chuin (thong qua kiém dinh
hinh tan s6 phan du chudn héa va Biéu db tan s& phan
du chuin héa Histogram). Vi vy, két qua nghién citu
cia mo hinh hgp ly va ddng tin cdy.

KET LUAN VA HAM Y QUAN TRI
K&t luan
K&t qua nghién cttu cho thdy, md hinh c6 4 nhin t6

mang ¥ nghia thdng k& & mic 5% c6 tdc dong dén Sy
hai Iong ctia khach hang DNNVV vé Chat lugng dich
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vu cho vay tai cdc ngan hang thuong mai nha nuéc &
TP. HS6 Chi Minh. Cu thé: Phuong tién hitu hinh c6
dnh hudng manh nha't d&€n Sy hai 1ong cda khdch hang
DNNVV, do hé s6 Beta chudn héa cao nhit (0.728);
Ti€p d&€n Sy ddm bdo ¢6 4nh hudng manh thit 2, v6i hé
s6 Beta chuin héa 1a 0.609; Sy ddp ting c6 hé s& Beta

chudn héa 1a 0.533; Cudi ciing la Sy tin ciy c6 hé so

beta chudn héa 1a 0.376 (> 0).

Ham y quan tri

Dua trén k&t qua nghién ciu, tdc gid dé xuit mot
s6 gidi phdp nhim nang cao chit lugng dich vu cho
vay d6i doi véi khach hang DNNVYV tai TP. H6 Chi
Minh sau:

Thii nhét, nhdn té" Phuong ti¢n hitu hinh: Dé
nang cao sy hai 1ong cao clia khdch hang va gin b6
v6i khdach hang hién tai, cdc ngan hang thu’dng mai
nha nudc can dau tv va md rong hon nita cdc nguon
lvc vao mdy méc, thi€t bi hitu hinh nhim rit ngin
thdi gian giao dich. Pong thdi, dim bdo sy an toan,
bdo mat trong viéc xit 1y va luu trit hod sd, thong tin
khdch hang. Do khdch hing DNNVYV chié€m s6 lugng
khd dong, nén viéc luu trit bing file gid'y hoidc trén
mdy tinh sé& khéng di dung lugng. Vi viy, cin cé
bién phdp thay th€ viéc luu trit dit liéu béng “ddm
may dién t&¢”. Ngoai ra, viéc luu trir va quén ly cdc
thong tin trén dim may dién t cin glao quyen va
cAp mi truy cap cho ngudi cé thim quyén st dung va
ki€m sodt. Pac biét, cic ngdn hang cin dinh ky ddnh
gid lai gid tri con lai va sy hao mon cia cdc tai sdan
hitu hinh d€ c6 nhu’ng k& hoach kip thgi d€ bdo tri,
duy tuhodc thay the nhitng tai sin mdinhim phuc vu
va ddp dng yéu cau trong viéc x 1y cdc nghiép vu
ngay cang nhiéu va phic tap cda khdch hang, nhat
1a trong boi cdnh cudc Cdch mang cong nghiép 4.0
nhu hi€n nay.

Thit hai, nhén té’ Su dam bdo: Do s6 lugng khdch
hang DNNVV chi€m s6 lugng khd dong, nén cdc

TAI LIEU THAM KHAO

ngin hang cin chi trong khiu bdo mat
hé théng, cling nhu cdc quy trinh luvu
trit an toan, han ch& tinh trang bi ro ri
thong tin khdch hang & mtc thdp nhat.
Ngoai ra, cdc ngin hang cin cd ging
hoan thién xi& 1y giao dich nhanh chéng,
chinh xdc, nhung vin ddm bdo diy di
cdc thi tuc, cling nhu quy trinh tin dung
ma hoi sé di phé duyét, dic biét doi
V@i giao dich tin dung cia khdch hang
DNNVYV @€ han ché rii ro cho cd khiach
hang va ngan hang.

Thit ba, nhan to’ Su ddp iing: Cic
ngin hang cin thyc hién ding theo hgp
dong tir khau thii tuc d&€n gidi ngan va
tat todn tai khodn vay cta khdch hang.
Bén canh d6, néu khich hang c¢6 nhu cau
chuyén d6i géi vay, thi nhan vién ludn
hd trd kip thdi d€ dap ing yéu cau clia va
ddm bdo dit 1¢i ich cia khdach hang 1én
hang dau. Ngoai ra, viéc quin tri cd s&
dit liéu khdch hang cin dudc chi trong,
cong tic luu trit cAn thyc hién mot cich
¢6 khoa hoc trong trudng hgp khdch hang
yéu cau chiét xuit cdc dif liéu, hay yéu
cau sy hd trg, can thiép kip thdi tir phia
cdc ngan hang né€u c6 rli ro phat sinh.

Thit tu, nhdn t6' Sy tin cdy: Cdc ngin
hang phdi chi trong phit trién nhin
luc d€ hoan thién ning luc trong xi 1y
trong cong viéc mdt cdc chuyén nghi€p,
tr d6 s& lam cling c6 thém sy tin cay tir
phia khdch hang. Ngin hang cin dua ra
huéng din mot cich cu thé, tw van tin
tinh clia nhan vién, ciing nhu k&t hdp
linh hoat cdc chinh sdch vu dai cho tirng
g6i vay, hd tr¢ cho khdch hang.Q
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