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Cac nhan t6 anh huéng dén
chat lugng dich vu cho vay
doanh nghiép nho va vua tai BIDV
Chi nhanh Ninh Thuan

Tém tat

Nghién cvtu nhdm xdc dinh va ddnh gid miic do tdc dong ciia cdc nhan t6 dnh hudng dén chat
lugng dich vu cho vay doanh nghiép nhé va vita (DNNVV) tai Ngan hang TMCP Pdu tu va
Phdt trién Viét Nam Chi nhdnh Ninh Thudn (sau ddy goi tdt la BIDV Ninh Thuén). Trén co sé
khdo sdt 176 DNNVV, két qud nghién ciiu xdc dinh duoc 6 nhdn t6 dnh hudng dén chdt lugng
dich vu cho vay déi véi DNNVV tai BIDV Ninh Thudn, dé la: Miic dé ddp ving ciia ngdn hang;
Sw dong cam; Trdch nhiém xd héi; Néng lyc phuc vu ciia nhén vién ngan hang; Phuong tién
hitu hinh; Su tin cdy.
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Tw khéa: chdt luong dich vu cho vay, doanh nghiép nhé va vita, BIDV chi nhdnh Ninh Thudn

Summary

This study aims to identify and assess factors affecting the quality of lending services for SMEs
at Joint Stock Commercial Bank for Investment and Development of Vietnam - Ninh Thuan
Branch (hereinafter referred to as BIDV Ninh Thuan). From a survey of 176 SMEs, it points
out six determinants which are Responsiveness; Empathy, Social responsibility; Assurance;

Tangibles, Reliability.
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GIOI THIEU

Nhitng nim gin day, s& ludng doanh
nghiép ding ky thanh lap trén dia ban
tinh Ninh Thuin ting nhanh, binh quin
ting 11%/nim. Cong ddong DNNVV da
déng gép dang k& vao ting trudng chung
ctia Tinh va ting ngudn thu ngin sich
cho dia phuong. Tuy nhién, trong thdi
gian qua, dich bénh Covid-19 va thién tai
1ti lut x4y ra khi€n cac DNNVYV ctia Tinh
gip nhiéu khé khin, thi trudng va doanh
thu gidm sit, sdn xudt va kinh doanh
khong 6n dinh. Trudc thuc trang trén,
Ninh Thuin di c6 nhiéu gidi phdp nhim
hd trg, thdo gd khé khin cho cdc doanh
nghiép nay, dic biét 1a cdc gidi phdp hd
trg tin dung. Chinh vi vay, viéc tim hiéu
céc nhan t6 dnh hudng dén chat lugng
dich vu cho vay DNNVV & BIDV Ninh
Thuan sé& gidp nang cao chat lugng dich
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vu tin dung cia Ngin hang, tir d6, giip cic DNNVV
trong Tinh sin xudt, kinh doanh 6n dinh va phat trién.

CO_SG LY THUYET VA PHUONG PHAP
NGHIEN cUu

Co s6 1y thuyét

C6 kha nhiéu nghién cifu trong va ngoii nudc vé
do ludng chat luong dich vu ngan hang. Guo va cdng
st (2008) da xay dung mo hinh céc nhan t& 4nh hudng
t6i cAm nhan ctia khach hang doanh nghiép vé cic dich
vu clia ngan hang thuong mai Trung Qudc vé6i 7 thanh
phan: Thong tin; Tin ciy; Pdng cdm; Trang thiét bi;
Ngudn nhan luc; Ti€p can; Cong nghé. Thong qua viéc
khao sat 259 khach hang doanh nghi€p dang st dung
dich vu ngin hang cta cic ngin hang thuong mai Trung
Qudc, két qua nghién cttu cho thay, c6 4 nhan t6 dnh
hudng téi cAm nhan cda khach hang doanh nghiép, dé
1a: Thong tin; Tin ciy; Cong nghé; Ngudn nhan luc.

Kumar va cong su (2010) dd dé xuit mo hinh cic
nhan t& 4nh hudng t6i su hai long cta khich hang vé
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HINH: MO HINH NGHIEN c(U BE XUAT

Su tin cdy

Nang luc phuc vu

Chét lwong
dich vu cho
vay DNNVV
tai BIDV
Ninh Thuin

Su dbng cam

Murc d6 dap ung

Phuong tién hiru hinh

Tréach nhiém xa hoi

chat lugng dich vu ngan hang véi 6 thanh phan: Phuong
ti€n hitu hinh; Tin cdy; Pdp dng; Niang luc phuc vu;
Pong cam; Thuin tién bao gdm 26 bién quan sit. Ti€p
dé, nhém tdc gid da ti€n hanh khio sit 308 khich
hang tai cdc chi nhdnh ngan hang khac nhau tai Kuala
Lumpur. K&t qua cho thiy, c¢6 4 nhan td 4nh hudng t6i
st hai 1ong ctia khich hang vé chat lugng dich vu ngin
hang, d6 la: Phuong ti€n hitu hinh; Tin cdy; Nang luc
phuc vu; Thuan tién.

Shanka (2012) st dung md hinh SERVPERF d& tién
hanh nghién ctu do ludng chat lugng dich vu céc ngin
hang tu nhan & Ethiopia, ddng thdi diéu tra moi quan hé
gifta chat lugng dich vu véi sy hai 1ong, su trung thanh
cta khach hang. Thong qua khao sat 245 khach hang st
dung dich vu ngan hang & TP. Hawassa, két qua chi ra
moi tuong quan tich cyc giita cic nhan t6 clia chat luong
dich vu va sy hai 1ong ctia khiach hang. Theo d6, Su dong
cdm va Pép ting déng vai trd quan trong nhat trong viéc
gia ting su hai 1ong cta khach hang, ti€p theo 12 Phuong
tién hitu hinh; Bdm bdo va cudi ciing 1a Tin cay.

0 trong nudc, Lé Pic Toan va Tran Thi Chau
Ha (2020) st dung m6 hinh SERVQUAL va m6 hinh
SERVPERF dé nghién ctiu sy hai long cda khich
hang déi véi chat lugng dich vu cho vay tiéu diing clia
SCB chi nhdnh Pa Nidng. Nghién cttu di ti€n hanh
khéo sdt 306 khdach hang dang st dung dich vu cho vay
tiéu diing tai SCB. K&t qua nghién citu cho thdy, c6 6
nhan t& 4nh hudng tich cuc dén sy hai long cia khich
hang la: (1) Tinh hitu hinh; (2) Tinh ddm bdo; (3) B6
tin cdy; (4) Tinh d6ng cam va ddp dng; (5) Tinh thuin
tién; (6) Gid ca.

Pham Xuan Thanh (2017) da ti€n hanh khdo sat 350
khdch hang dang sinh séng tai tinh Pong Thap nhim
ddnh gid 4nh hudng dé€n mitc do hai long cla khich
hang c4 nhan vé chat lugng dich vu clia Vietinbank Chi
nh4dnh Pong Thdp. Nghién cifu nhim xdc dinh mot s&
nhan t6 chii yéu anh hudng dén su hai long cla khich
hiang cd nhian vé chit lugng dich vu clia Vietinbank
Chi nhdnh Pong Thdp. K&t qua tim thdy 4 nhan td,
bao gédm: (1) Tin cdy; (2) Cam thong; (3) Hitu hinh;
(4) Thong tin sdn pham quyét dinh dén sy hai 1ong cla
khach hang c4 nhin vé chat lugng dich vu ngin hang.
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Mé hinh nghién cidu dé xuit va
phuong phap nghién cdu

Tir nghién ctu tdng hgp va phan tich
cd sG 1y ludn va nhitng nghién cdu lién
quan trudc, k&t hgp qud trinh thdo luan
chuyén gia trong diéu kién thuc tién tai
BIDV Ninh Thuin, nhém tdc gid dé xuit
md hinh nghién cu 1y thuyé&t nhu Hinh.

Céc gia thuyét nghién citu dugce dua
ra nhu sau:

H]I: Sy tin cdy c6 tdc dong cling chiéu
dé&n Chat lugng dich vu cho vay khich
hang DNNVYV tai BIDV Ninh Thuin

H2: Nang lyc phuc vu ctia nhan vién
ngin hang c6 tic dong ciing chiéu dén
Chat lugng dich vu cho vay khach hang
DNNVYV tai BIDV Ninh Thuin

H3: Sy dong cdm clia ngan hang c6
tic dong cung chiéu d&én Chat luong
dich vu cho vay khiach hang DNNVV tai
BIDV Ninh Thuan

H4: Mic do dap ting c6 tac dong cung
chiéu dén Chat lugng dich vu cho vay
khach hang DNNVYV tai BIDV Ninh Thuan

H5: Phuong ti€n hitu hinh cé tdc
dong cung chiéu d&€n Chat lugng dich
vu cho vay khdach hang DNNVV tai
BIDV Ninh Thuin

H6: Trach nhiém x3 hdi cia ngin
hang c6 tdc dong ciing chiéu d&€n Chat
lugng dich vu cho vay khich hang
DNNVYV tai BIDV Ninh Thuin

Phuong phap nghién ciu

Dit liéu khdo sat cia nghién citu dugc
thu thap thong qua khdo sdt truc tuyén
tlr ngay 25/8/2021 d&n ngay 25/9/2021.
Qua trinh thyc hién nghién cttu da co6
190 bang cau hdi khdo sit theo hinh
thiic truc tuyén thong qua cdc dng dung
mang xa hoi, hodc thu dién t& dudge gii
tdi cdc doi tugng 12 cdc DNNVV dang c6
giao dich tin dung tai ngin hang, c¢6 s0
du nd tai ngan hang dén thdi diém ngay
25/9/2021 tai BIDV Ninh Thuian. Nhom
tdc gia thu dugc 176 bang tra 15i hgp 1€
dugc xt 1y trén phidn mém SPSS 20.0
(Bai viét sit dung cdch viét s6 thdp phdan
theo chudn quoc té).

KET QUA NGHIEN cUu

Kié€m dinh hé s& Cronbach’s Alpha

K&t qua kiém dinh Cronbach’s Alpha
cho thdy, cdc bi€n quan sit cdc clia cdc
nhan t6 déu c6 hé sd tuwong quan téng
bi€n > 0.3 va hé s6 Cronbach’s Alpha
> 0.6, nén dat yéu cau vé do tin ciy va
pht hgp (Bang 1).
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Phan tich nhan t6 kham pha (EFA)

Phan tich EFA cdc bién djc lap

K&t qua cho thay, hé s6 KMO =0.721
théa man diéu kién 0.5 < KMO < 1. Nhu
vay, phan tich nhn t& 1a thich hgp véi dit
lidu thuc t€.

Kiém dinh tinh tuong quan giita cdc
bién cho thdy, k&t qua ki€ém dinh Bartlett
¢6 Sig. =0.000 <0.05. Nhu vay, cdc bién
quan sit c6 tuong quan tuyén tinh trong
mdi nhan t.

Ngoai ra, phuong sai trich > 50% thda
min diéu kién phan tich, Eigenvalues =
1.331 > 1. C6 thé két ludn, 68.293% thay
ddi ctia mdi nhan t& dugc gidi thich bdi
céc bi€n quan sdt clia cdc nhan to.

Phan tich EFA bién phu thujc

Heé s6 tdi nhan t6 déu > 0.5 va hé so
KMO = 0.682 (nim trong khodng 0.5-1).
Két qua cho thdy, 3 bién quan sit clia
bién phu thudc van thdéa min cic diéu
kién dé ti€p tuc thyc hién cdc budc phan
tich ti€p theo.

Phén tich tuong quan

K&t qud phéan tich twong quan cho
thdy, cdc bi€n doc lap déu cé tuong
quan dudng va c¢6 y nghia & mdc 0.01
véi bién phu thudc. Piéu nay cho thdy,
céc gia thuyét ban diu 1a phi hogp. Hé
s tuong quan giita cdc bién ddc lap va
bién phu thudc (CLDV) tuong ddi cao,
véi hé s& cao nhat 1a: Mitc do ddp dng
(DU) (0.492), ti€p dén theo thit ty gidm
dan la: Sy ddéng cim (SDC) (0.376);
Trach nhiém xa hdi (TNXH) (0.283);
Néng luc phuc vu (NL) (0.28); Phuong
tién hitu hinh (PTHH) (0.213); Sy tin cdy
(STC) (0.067). Do d6, ta c6 thé két luén
ring, cac bién doc 1ap c6 tic dong tich
cuc dén Chat luong dich vu cta BIDV
Ninh Thuan.

Phan tich két qua hdi quy

S6 liéu & Bdng 2 cho thdy, hé s Sig.
clia cdc bién doc lap déu < 0.05, cic
bién doc 1ap (SDC, STC, TNXH, PTHH,
NL, DU) tuong quan ¢ y nghia thong ké
véi bién phu thugc CLDV véi mifc do tin
cay 95%.

K&t qua nghién cttu cling cho thiy, R?
di€u chinh = 0.577 (kiém dinh F, c6 hé
s0 Sig. <0.05). Nhu vay c6 thé két luan,
57.7% thay d6i clia bién CLDV dugc gidi
thich bdi c4c bi€n doc 1ap va ddm bio c6
¥ nghia trén 95%.

K&t qui nghién ctfu ciing cho thiy,
tat c& cdc bi€n doc 1ap déu c6 hé sd VIF
< 10. Nhu vdy, md hinh khéng c6 hién
tugng da cong tuyén.
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Bién quan sit | Tuong quan bién téng|Cronbach’s Alpha néu loai bién
Su tin cdy (STC); Cronbach’s Alpha = 0.830
STC1 0.509 0.837
STC2 0.780 0.750
STC3 0.735 0.767
STC4 0.602 0.804
STC5 0.549 0.817
Miic do dap iing (DU); Cronbach’s Alpha = 0.883
DUI 0.754 0.846
DU2 0.769 0.840
DU3 0.727 0.856
DU4 0.730 0.855
Ndng luc phuc vu (NL); Cronbach’s Alpha = 0.822
NLI1 0.615 0.789
NL2 0.640 0.778
NL3 0.644 0.776
NL4 0.680 0.759
Su dong cdm (SDC); Cronbach’s Alpha = 0.865
SDC1 0.646 0.846
SDC2 0.692 0.835
SDC3 0.728 0.826
SDC4 0.674 0.839
SDC5 0.689 0.836
Phuong tién hitu hinh (PTHH); Cronbach’s Alpha = 0.823
PTHH1 0.589 0.802
PTHH2 0.639 0.780
PTHH3 0.634 0.782
PTHH4 0.725 0.738
Trdch nhiém xa h¢i (TNXH); Cronbach’s Alpha = 0.829
TNXHI1 0.658 0.786
TNXH2 0.718 0.769
TNXH3 0.691 0.776
TNXH4 0.689 0.778
TNXH5 0.402 0.857
Chadt luong dich vu (CLDV); Cronbach’s Alpha = 0.837
CLDV1 0.714 0.759
CLDV2 0.665 0.808
CLDV3 0.721 0.755
BANG 2: TOM TAT KET QUA HOI QUY
Heé s6 Hé so’ . S
Mo hinh | chua chuidn héa |chuin héa Th?ng Gg,’ tri| Do cAhap VIF
B |Saisé chuin| Beta ket ig. | nhin
(Hing s6) |.016 .049 . 000 1.000 1.000|1.000
SDC .376 .049 416| 7.637| .000 1.000|1.000
STC .067 .049 .087| 1.357| .000 1.000/1.000
TNXH .283 .049 312| 5.753]  .000 1.000|1.000
PTHH 213 .049 .256| 4.335] .000 1.000|1.000
NL .280 .049 .295| 5.700| .000 1.000|1.000
DU 492 .049 513| 9.999]  .000 1.000/1.000

Bén canh d6, gid tri thong ké Durbin - Watson (d) =
1.911 (nim trong khodng 1-3), nhu vdy c6 thé két luan,
m6 hinh khong c6 hién tugng ty twong quan phan du.

Kiém dinh phan phdi chuin clia phian du cho thdy,
phan phéi phan du x4p xi phan phdi chuin (trung binh
Mean gin bing 0 va d6 léch chuén Std. Dev. = 0.9827
(gan bing 1). Do d6, c6 thé két luan ring gid thiét
phan du c¢6 phan phdi chuin khong bi vi pham.
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Tir phan tich hdi quy & Bang 2, ta ¢6 phuong trinh
hdi quy chuin héa cé dang sau:

CLDV = 0.416*SDC + 0.087*STC + 0.312*TNXH
+ 0.256*PTHH + 0.295*NL + 0.513*DU

KET LUAN VA MOT SO HAM Y QUAN TRI

Ké&t luan

K&t qua nghién cttu da xac dinh 6 nhan t6 4nh hudng
dén chat lugng dich vu cho vay DNNVV tai BIDV
Ninh Thuin, dudc sip x&p theo thit ty hé s6 tic dong
gidm dan, bao gdm: (i) Mifc dd ddp ting cla ngan hang;
(ii) Sy ddng cam; (iii) Trach nhiém x3a hoi; (iv) Ning
luc phuc vu cda nhan vién ngan hang; (v) Phuong tién
httu hinh; (vi) Su tin cdy.

Ham ¥ quan tri

Déi véi nhan té’ Miic dj ddp iing

- Tié€p tuc nghién ctfu dua thém cic dich vu cho
vay mdi, cac chinh sdch cho vay mdi theo chu truong
ctia Ngan hiang Nha nudc dé thu hit thém cdc doanh
nghiép trong lic khé khin, cin c6 nhiéu sdn phdm cho
vay dugc ban hanh phit hgp vdi dic diém riéng.

- Cin diéu chinh 1i suat cho vay ddm bdo tinh hgp
ly d6i véi nhitng doanh nghiép nong nghiép, thiy sdn,
chdn nudi va kinh doanh nhd trong thoi gian vita qua
chiu 4nh huéng nhiéu cda dai dich Covid-19, vi day la
nganh nghé can dudc thic diy tai dia phuong.

Déi véi nhén t6' Su dong cam

- X4y dung quy ché td chifc tri 4n khach hang hang
nim, c6 thé thong qua ngay Doanh nhin Viét Nam,
céc dip 1&, Tét, Ngan hang nén c6 tin nhin chiic mirng,
qua hoiic cdc chuong trinh khuy&n mai ting cho khich
hang doanh nghiép.

- X4y dung cdc quy dinh vé khen thudng, ghi nhan
doéng gbp va khen thudng cdc nhan vién tich cuc trong
quan hé t6t véi khach hang.

Déi véi nhan 6" Trdach nhigém xa hoi

- Xay duyng chuong trinh cing déng hanh véi
doanh nghié€p va ngudi dan dia phuong, véi phuong
chim “Pia phuong phét trién, xa hoi phat trién va

TAI LIEU THAM KHAO

doanh nghiép phdt trién, thi ngan hang
phdt trién”.

- Xay dung bd quy tic tGng xi vé
chinh sidch xa hdi doanh nghiép tai BIDV
Ninh Thuén.

Déi véi nhan t6 Nang luc phuc vu

- B6 sung nghiép vu vé kj ning tu
van cho khdch hang, giao ti€p véi khach
hang d€ tao ra sy tin tudng clia khach
hang d6i véi cdn b tin dung néi riéng va
ddi véi Ngan hang néi chung.

- Tap huan bdi dudng kién thitc chuyén
mon can dugc trang bi ddy dd cho cdn bo
tin dung ngan hang, nhu: sin pham dich
vu cho vay; cédc chinh sich cho vay doi
v6i DNNVV; bd sung, ning cao kién thifc
vé thdm dinh khach hang, phan tich bio
céo tai chinh, luat kinh doanh...

Déi véi nhan to' Phuong tién hitu hinh

- Can thudng xuyén ki€ém tra va hoan
thién hé thong co s& vat chat, nhu: dién thoai,
may vi tinh, may phd to cAn ddm bao su on
dinh thutng xuyén hoat dong hiéu qua.

- Pit dia diém cdc phong giao dich
cia Ngén hang tai cdc vi tri thudn tién,
ludn cung cAp diy di cdc bing hudng
din 1am thd tuc d€ thuén tién cho khich
hang giao dich.

Déi véi nhan t6' Sy tin cdy

- Ludn d&m bao cac dich vu cho vay
diing nhu cic cam két tir diu ctia Ngan hang.

- Quy trinh tin dung, cho vay doi véi
DNNVYV cin dugc chuin héa va thyc hién
nghiém chinh d€ ddm bao gidm thiéu tat
ca cdc 16i sai trong qud trinh tu van, x{ 1y
hd so cling nhu gidi ngan cho khach hang.

- Céc thong tin vé khach hang doanh
nghiép, thong tin vé hd sd vay von clia
doanh nghiép cin phdi dugc bido mat
tuyét doi.0
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