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Tém tit

Bai viét sit dung phuong phdp phén tich dinh luong nhdm ddnh gid cdc nhdn té tdac dong tdi
Long trung thanh ciia khdch hang, qua doé tao ra lgi thé canh tranh cho cdc ngan hang tai TP.
H6 Chi Minh. Két qud nghién citu cho thdy, cé 4 nhdn té thuc Qudn tri quan hé khdch hang
tdc dong dén Long trung thanh ciia khdch hang va loi thé canh tranh ciia ngdn hang, gom:
Qudn tri kién thitc khdch hang; Dinh hudng khdch hang; Trao quyén cho khdch hang; Gidi
quyét vin dé khdch hang. Trong dé, nhan té Qudn tri kién thitc khdch hang tdc dong manh
nhadt dén Long trung thanh ciia khdch hang va loi thé canh tranh ciia ngdn hang.

T khéa: qudn tri quan hé khdch hang, long trung thanh khdch hang, loi thé canh tranh,
ngdn hang

Summary

The article employs quantitative method to assess determinants of customer loyalty so as to create
competitive advantages for banks in Ho Chi Minh City. Research results reveals 4 components
of Customer relationship management affecing customer loyalty and competitive advantage
of the banks, which are Customer knowledge management; Customer orientation; Customer
empowerment; Complaint settlement. In particular, Customer knowledge management has the
strongest impact on customer loyalty and competitive advantage of the banks.
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GIOI THIEU

Cédc ngan hang n6i chung va ngan hang thuong mai
12 t6 chiic hoat dong trong linh vuc tai chinh. Sin phdm
ma cdc ngin hang cung c4p chinh 1a dich vu, do vay,
viéc tuong tdc v6i khdch hang 1a diéu quen thudc. Pic
biét, ngoai viéc phuc vu cho khich hang, ngan hang
cin nd lyc dé thyc hién viéc quan tri quan hé vdi cic
khdch hang d€ c6 thé nim bit duge nhu ciu, nguyén
vong va giif chan khach hang dugc lau dai hon, tir d6
ciing tao ra 1gi th€ canh tranh cho ngan hang thong qua
¢6 dudc sy trung thanh cia khach hang.

Trong nhitng nim gin day, tai Viét Nam, quén tri
quan hé khich hang cling bit dau dugc nghién ciu,
nhung chi ding lai § géc do ddnh gid thyc trang tai
cong ty trong linh vuc hang khong, vién thdng, thong
tin di dong... Cdc nghién ctu thudng md ta cach thic
doanh nghiép lam sao thu hit, duy tri vA md rong moi
quan h¢ khich hang thong qua cic chuong trinh 4p dung

*, ™", Trudng Pai hoc Nguyén Tat Thanh

trong thdi gian qua. Pdng thdi, chl yéu
tap trung vao viéc phén tich doc 1ap quan
tri quan hé khach hang, chua c6 nghién
clfu n6i vé& vai trd clia quén tri quan hé
khach hang véi long trung thanh hay 1gi
th€ canh tranh. Chinh vi vdy, nhém tac
gid thuc hién nghién cttu “Vai trd cda
Quan tri quan hé khich hang trong viéc
tao ra 1¢i th€ canh tranh thong qua Long
trung thanh cta khach hang tai cic ngén
hang trén dia ban TP. HS Chi Minh”.

CO & LY THUYET VA MO HINH
NGHIEN CUU

Cd s6 1y thuyét

Theo Ma (2000), Christos va cOng su
(2013), lgi th€ canh tranh dugc hiéu la
viéc ma mot t6 chifc ¢ dudc nhitng uu thé
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vé céc hoat dong kinh doanh tir viéc gidm
chi phi hodc ting chit lugng nhim cung
cAp mot san pham, dich vu t6t hon so véi
cédc nha cung cap trong cling linh vuc.

Nghién cttu cia Maruf (2011) cho
ring, 1¢i th€ canh tranh trong linh vuc
ngin hang chinh la vi€éc ma mdt ngan
hang c6 nhitng vu th€ hon so véi cic
ngin hang do6i thi trong viéc cung cap
san phdm, dich vu cho khidch hang,
thong qua céc tinh ning ndi bat, tién ich
clia sdn phdm, dich vu ma ngin hang
cung cap cho khdch hang so véi chi phi
ngin hang bd ra 1a hgp 1y.

Injazz (2003) thi dinh nghia, quan tri
quan hé khich hang 13 viéc t3 chic lién
hé, trao ddi thong tin véi khach hang
thong qua cdc kénh thdng tin tuong tac
chinh thic, d€ tir d6 ¢6 th€ ndm bdt nhu
cau, thong tin clia khdch hang nhim dép
ing dich vu t6t nhat thong qua cédc tuong
tdc véi khdach hang & moi giai doan cia
t6 chic.

Con Mark (2003) lai cho ring, long
trung thanh khach hang la viéc khéach
hang s€ duy tri st dich vu ngin hang
trong tuong lai, hodc gia ting hanh vi
lap lai st dung dich vu trong tuong lai
vé lau dai, th€ hién sy tin nhiém cta
khéach hang d6i vé6i dich vu ngan hang
ma khédch hang s€ st dung.

Mo hinh nghién cifu dé xuat

Theo Murillo va Annabi (2002), quan
tri ki€n thic khdch hang 1a nén ting cho
cdc t& chifc c6 duge hidu qua hoat dong
t6t, n6 bao gdm viéc quan tri va chia sé
ki€n thic ctia khdch hang mot cdch tdi
wu, cong viéc nay nhim cung cip thda
min nhu cAu cla khich hang trong viéc
giao dich véi t8 chiic. Con Farnoosh
Khodakarami va cong su (2014), Ralph
Van Bentum va cdng su (2005) cho ring,
dinh huéng khach hang va cdm nhén cda
khach hang s& thiic diy long trung thanh
cla ho vdi nhan vién ban hang va sau dé
cho toan bo t§ chic. Do d6, long trung
thanh cta khiach hang dugc tao ra bdi
ngudi phuc vu va chinh ho s& két n6i dinh
huéng cdc y tudng dén vé6i khach hang.

Nghién ctu cia Robyn Ouschan va
cong su (2006) cho thdy, c6 mdi quan
hé gifta trao quyén cho khdch hang va
lgi thé canh tranh t§ chic trong linh
vuc cham séc stic khde. Tuong tu, theo
Guilherme Pires va cong su (2006),
khdch hang dugc trao quyén c6 tdc dong
tich cuc dén long trung thanh trong linh
vuc y t&. Do dé, trao quyén cho khich
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HINH 1: MO HINH NGHIEN c{U PE XUAT
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BANG 1: KET QUA KIEM PINH PO TIN CAY THANG PO

Bicn | Trung binh | Phuong sai | Tuong Hé s6
p thang do thang do quan (Cronbach’s Alpha
quansat | 2 i || vz Ao e ANG ~ Y
néu loai bién [néu loai bién |bién tong| néu loai bién

Quan tri kién thitc khdch hang (QTKT), hé so Cronbach’s Alpha = 0.947
QTKTI 10.70 20.684 .825 .940
QTKT2 10.66 19.083 .924 .922
QTKT3 10.46 19.100 .845 .937
QTKT4 10.54 19.412 .858 .934
QTKT5 10.61 20.751 .832 .939
Dinh hudng khdch hang (DHKH), hé so Crobach’s Alpha = 0.933
DHKHI 8.03 17.334 783 .933
DHKH?2 8.19 17.741 .839 915
DHKH3 8.22 16.599 .880 .900
DHKH4 8.26 16.926 .873 .903
Su trao quyén cho khdch hang (TQKH), hé so Cronbach’s Alpha = 0.878
TQKHI 9.86 11.399 .815 .829
TQKH?2 9.53 13.522 420 916
TQKH3 9.81 11.025 .871 815
TQKH4 9.72 11.252 .835 .824
TOKHS | 9.65 11.065 671 .866
Gidi quyét vin dé khdch hang (GQVD), hé sé Cronbach’s Alpha = 0.795
GQVDKHI1 12.04 12.723 .676 723
GQVDKH2 11.75 13.696 .552 764
GQVDKH3 11.29 15.481 .364 .819
GQVDKH4 11.94 13.812 .624 743
GQVDKH5 11.77 12.533 .683 720
Long trung thanh ciia khdch hang (LTT), hé s6 Cronbach’s Alpha = 0.888
LOYALLI 11.50 24.673 .691 .873
LOYAL2 11.08 21.172 .829 .840
LOYAL3 11.36 23.678 .669 .878
LOYAL4 11.39 24.348 .641 .884
LOYALS5 11.29 21.998 .824 .842
Loi thé canh tranh (ADVAT), hé sé Cronbach’s Alpha = 0.944
ADVATI 9.67 14.169 151 .949
ADVAT2 9.50 13.179 .863 .929
ADVAT3 9.61 14.049 .878 .926
ADVAT4 9.73 14.017 .864 928
ADVATS 9.72 13.768 .900 .922

hang c6 tdc dong tich cuc dén ldong trung thanh clia

khéch ha

ng.

Trén co s§ cdc 1y thuyét c6 lién quan, ciing nhu
khdo sat thuc t&, nhém tdc gid dé xuit mo hinh nghién
cttu nhu Hinh 1.

Céc gia thuyét nghién citu dudc dua ra gdm:

HI: Qudn tri ki€n thic khach hang c6 tic dong
cling chiéu dén Long trung thanh clia khich hang.

H2: Pinh huéng khach hang c6 tic dong cling chiéu
dé&n Long trung thanh khdch hang.

H3: Trao quyén cho khdch hang c6 tdc dong cling

chiéu dén Long trung thanh kh4ch hang.

H4: Gidi quyét van dé khdch hang c6 tic dong
cling chiéu dén Long trung thanh khdch hang.
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BANG 2: TOM TAT PHAN TICH EFA

Ciéc théng s’ EFA lan 1 EFA lan cuéi
KMO 0.892 0.892
Gia tri Sig. Bartlett test 0.000 0.000
S6 lugng nhan td rit trich 6 nhén t& 6 nhén t&
Téng phudng sai trich 74.711% 78.417%
Eigenvalues 1.604 1.589
Sb6 bién bi loai 2 bién quan sit 0 bi€n quan sét

BANG 3: CAC CHi SO PANH GIA MdC PO PHU HGP MO HINH

Céc chi s6 danh gid

Gia tri

CMIN/DF 1.802
GFI 0.885
TLI 0.963
CFIL 0.968
RMSEA 0.052
Gi4 tri Sig. ki€m dinh phit hap 0.000

BANG 4: KET QUA KIEM PINH CAU TRGC TUYEN TiNH SEM
Estimate | S.E. | C.R. | P | Label
LOYAL [<---|QTKT 378] .054] 7.030] ***
LOYAL |<---|[TOKH 159] .055] 2.915] .004
LOYAL |<-- |DHKH 112] .045] 2.521].012
LOYAL |<---|GQVDKH 164] .055] 2.993] .003
ADVAT [<--[LOYAL 362] .055] 6.598] ***

HINH 2: KET QUA PHAN TICH CFA CHO MO HINH TONG THE
Chi-square= 551.351 ; df=303 ; P=.000
Chi-square/df= 1.820 ;
GFI= 885 ; TLI= .963 ; CFI= 968 ;
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cuing chiéu dén Lgi th€ canh tranh ngan hang.
Phuong phap nghién citu

S& lieu duge thu thap bing phuong phdp chon miu
thuén tién d6i v6i 309 dap vién Ia nhitng khach hang st
dung san pham, dich vu tai cic ngan hang trén dia ban
TP. H6 Chi Minh. K&t qua thu vé dugc 309 bang hdi
hgp 1&. DIt liéu dugc xit ly thong qua phan mém SPSS
20.0. Khao sat dugc thuc hién trong ndm 2020 (Bai viét

052

sit dung cdch viét sé thdp phan theo chudn quoc té).

KET QUA NGHIEN cUu

Ki€m dinh d¢ tin cay thang do

K&t qua kiém dinh d6 tin cdy thang do bing hé
s6 Cronbach’s Alpha (Bing 1) cho thdy, 6 bién quan
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sat déu dat dugc do tin cdy va khong c6
bi€n quan sit nao bi loai khdi thang do.
Do dé, tat cd cdc bi€n quan sit s& dudgc
duwa vao phan tich nhan t6 khdm pha
(EFA) ti€p theo.

Phan tich EFA

K&t qua phan tich EFA (Bang 2) cho
th4y, c6 2 bién quan sat bi loai do khong
ddm bdo hé s6 Cronbach’s Alpha > 0.6
va hé s6 tuong quan bién tdng > 0.3. K&t
qua c6 6 khdi niém, v6i 27 bi€n quan sdt
dudgc dua vao phan tich ti€p theo.

Phan tich nhan t§ khing dinh (CFA)

K&t qua phan tich CFA (Bang 3) cho
thdy, gid tri CMIN/DF = 1.802 (< 3), chi
s6 ddnh gid TLI (0.963) va CFI (0.968)
> 0.9. Bén canh d6, chi s6 GFI dat 0.885
(> 0.8), chi s6 RMSEA 0.052 < 0.08 va
gi4 tri ki€ém dinh Sig. = 0.000 < 0.05, nén
c6 thé két luan & do tin cdy 95%, thi mo
hinh nay thich hgp vé phan tich CFA, dit
liéu phan tich da tudng thich v6i mo hinh
nghién cdu. Nhu vay, thong qua phan
tich CFA, m6 hinh CFA dugc thé hién
nhu Hinh 2, v6i cac tiéu chi danh gia
vé miic do phit hgp dudc ddp dng hay
cdc gid tri cia thang do ciing ddp tung va
thda min yéu cau.

Két qua phan tich ciu tric tuyén
tinh (SEM)

Dua vao két qud phan tich SEM c6
thé thdy, cdc két qua dinh gid mic do
phit hdp ctia md hinh dat yéu ciu. Cu thé
1a: chi s6 CMIN/df = 2.041 (< 3), chi s0
TLI = 0.953 va CFI = 0.959 (> 0.9), chi
s6 GFI =0.872 > 0.8, RMSEA = 0.058 (<
0.08), gid tri ki€ém dinh P-value mifc do
pht hgp = 0.00 (< 0.05), nén & do tin cay
95%, c6 thé két luan ring, dif liéu phu
hgp v6i md hinh phan tich SEM, céc két
qua gidi thich dang tin cdy d€ st dung
cho nghién cttu.

K&t qua kiém dinh SEM (Bang 4) cho
thay, cdc nhan t6 Quan tri ki€n thic; Trao
quyén khich hang; Pinh huéng khich
hang; Gidi quyét van dé khich hang c6
tdc dong cling chiéu ddi véi Long trung
thanh cda khdch hang. Ddng thdi, nhan
t6 Long trung thanh ctia khach hang tdc
dong cung chiéu t6i Lgi th€ canh tranh
clia ngan hang. Md hinh SEM dudc thé
hién nhu Hinh 3.

KET LUAN VA HAM Y QUAN TRI
Két luan

K&t qud nghién ciu cho thdy, c6 4
nhin t6 thudc Quén tri quan hé khach
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hang tdc dong dén Long trung thanh cla
khdch hang, géom: Quin tri ki€n thifc
khach hang; Pinh huéng khach hang;
Trao quyén cho khich hang; Gidi quyét
vin dé khach hang; tir d6, tic dong dén
Lgi th€ canh tranh clia cdc ngin hang
trén dia ban TP. HS Chi Minh.

Mot s6 ham ¥ quan tri

Duya trén két qud nghién cttu, nhém
tc gid dé xuat mot s6 ham ¥ quan tri sau:

Vé nhén t6' Qudn tri kién thiic khdch
hang. Ngan hang cin thi€t 1ap hé thong
truyén thong tuong tidc v6i khach hang
va nhan vién mot cich thuGng xuyén,
manh mé& hon nita biing viéc ting cudng
céc kénh tuong tdc, nhim chia sé kién
thitc v& cdc dich vu, sdn phdm ma ngan
hang cung cip dén khach hang.

Vé nhén t6' Pinh huéng khdch hang.
Lanh dao ngin hang can luu ¥ tit ci cdc
dich vu ma ngan hang cung cip, can dit
lgi ich ctia khach hang 1&én hang diu trong
viéc thiét k& cic sdn pham dich vy, ma
ngan hang cung cip. Cung véi d6, cic
quy trinh cAn tip trung vao khidch hang,
luon thé hién 1gi ich khach hang trong
viéc hoach dinh phat trién ctia ngan hang
vé 1au dai gin véi 1di ich clia ngan hang.

TAI LIEU THAM KHAO

HINH 3: MO HINH PHAN TICH SEM

Chi-square= 626.721 ; df=307 ; P=.000
Chi-square/df= 2.041 ;

GFI=.872; TLI= .953 ; CFI= .959 ;
RMSEA= 058

Vé nhdn t6 Gidi quyét van dé khdach hang. Ngan
hang cin thiét 1ap hé thong khi€u nai, nhim xi 1y mot
cach linh hoat cho khach hang. Theo d6, ngan hang c6
thé thi€t 1ap hé thong thu nhan thong tin tuong tic véi
khdch hang, @€ qua d6 linh hoat ti€p nhin cac khi€u
nai hay xu ly.

Vé nhdn to" Trao quyén cho khdch hang. Ngan
hang cin bdo ddm cdc nhu ciu cd nhin cla khich
hang dugc gidi quyét thdéa ddng theo hudng cd nhan
héa tinh nidng dich vu clia ngan hang dén vdi tiing
khich hang. Theo d6, ngan hang c6 thé cho phép
khdch hang dudc quyén tham gia vao thiét k&€ cdc dich
vu thong qua déng gép ¥ kién.Q
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