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CAC NHAN TO ANH HUONG PEN SU HAI LONG CUA HOI VIEN
POI VOI CHAT LUQNG DICH VU CHO VAY TAI QUY HO TRQ
NONG DAN TINH VINH LONG

BUI VAN TRIEU*
Tom tiit

uc tiéu ciia nghién civu im ra cdc nhan t6 dnh hieong dén sw hai
Mldng ctia hi vién doi véi chat luong dich vu cho vay tai Quy hé tro

Nong dan tinh Vinh Long. Thong qua viéc khao sat 350 hoi vién
dang vay tién Quy Hé tro néng dan tinh Vinh Long két hop véi cdc phiong
phap xir Iy 56 liéu Cronbach’s Alpha, phan tich nhdn t6 EFA, phan tich hoi
quy két qua cho thdy c6 nam nhan t6 tac déng dén sw hai long cia hgi vién
doi véi chat heong dich vu cho vay tai Quy Ho tro ndng dan tinh Vinh Long
duoc scfp xé}) theo thur tw giam dan ciia mire dé tdc dong la: Thu tuc vay, Su
ddap teng; Nang lwc phuc vu; Phiong tién hitu hinh va Sy dong cam. Trén co
s6 d6 nghién civu dé xudt mét sé ham ¥ nham ndng cao sw hai long ciia hdi
vién d6i voi chit lwong dich vu cho vay tai Quy ho tro Néng dan tinh Vinh
Long trong thoi gian toi.

Tir khéa: Sw hai long, Hi vién, Quy Ho tro néng din
Abstract

Objectives of the study are to find out factors affecting the satisfaction of
members with the quality of lending services at the Farmers’ Support Fund of
Vinh Long province. Through the survey of 350 members who are borrowing
money from the Farmers’ Support Fund of Vinh Long province combined with
Cronbach's Alpha data processing methods, EFA factor analysis, regression
analysis shows that there are five factors. the impact on member’s satisfaction
with the loan service quality at the Vinh Long Farmers Support Fund, which is
arranged in descending order of impact level as: Loan procedure; Response;
Service capabilities; Tangible Media and Empathy. On that basis, the study
proposed a number of implications to improve the satisfaction of members
with the quality of loan service at the Farmers Support Fund of Vinh Long
province in the coming time.

Keywords: Satisfaction, Individual Customers, Farmers Support Fund.

1. Giéi thiéu cho vay hon 2.000 lugt hoi vién vay von, nhin

Thoi gian qua, Quy H tro nong dan tinh chung hoi vién déu st dung von dung muc
dich, thuc hién tot viéc dong phi va tra von

" Qui Ho tro nong dan tinh Vinh Long gbc diing theo hop dong vay von da ky két.
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Cong tac kiém tra, giam sat, theo doi, don dbe
khach hang vay von dugc Hoi Nong dan cac
cép, Ban Quéan ly du an quan tam thyc hién
thuong xuyén va hi¢u qua. Tuy nhién, tir khi
thanh lap dén nay Ban Diéu hanh Quy Ho trg
ndng dan tinh Vinh Long chua c6 mdt nghién
ctru khoa hoc nao dugc thyuc hién dé khao sat,
danh gia, ghi nhan sy hai long cua hoi vién
ddi véi chat lugng dich vu cho vay ca nhan
tai Quy Ho tro nong dan tinh Vinh Long. Vi
khi xac dinh duoc cac nhan t anh huong dén
su hai 1ong cua hoi vién dbi chat lugng dich
vu thi Quy H trg nong dan tinh Vinh Long
s& ¢6 nhitng giai phap nhim nang cao sy hai
long cua hoi vién va thu hut nhiéu hon hoi
vién mai tham gia gop phan vao viéc phat trién
kinh té cua Tinh. Trén thyc té d6 viéc nghién
ctru dé tai “Cdc nhdn té anh hwong dén su
hai long cia hdi vién doi véi chat heong dich
vu cho vay cd nhan tai Quy Ho tro ndng dan
tinh Vinh Long” 14 rit can thiét trong bdi canh
nhu hién nay. Két qua nghién ctru dé tai la co
s dé Ban Piéu hanh Quy H trg nong dan
danh gia thuc tién, chi ra vu khuyét diém va
bai hoc kinh nghiém vé qué trinh t6 chtrc thuc
hién thoi gian qua, tir d6 dua ra ndi dung giai
phap dé nang cao chat luong dich vu cho vay
dbi tai Quy Ho tro ndng dan tinh trong thoi
gian t&i dat hi€u qua cao hon.

2. Co sé ly thuyét va mé hinh nghién
ciru

2.1. Su hai long

2.1.1. Khai niém sy hai long (SHL)

C6 nhiéu dinh nghia khac nhau vé su hai
long ctia KH ciing nhu ¢6 kha nhiéu tranh luan
vé dinh nghia nay. Nhiéu nha nghién ctru cho
rang SHL 1a su khac biét giira ki vong ctia KH
va cam nhan thue té nhan dugc.

Theo Fornell (1995), “Su hai long hodc
su that vong sau khi tiéu ding, dieoe dinh nghia
nhw la phan iing ciia khdch hang vé viéc danh
gid bang cam nhén sw khdc nhau giita ky vong
truoc khi tieu dung voi cam nhdn thuc 1é vé
sdan pham sau khi tiéu diing né”.

Theo Zeithaml & Bitner (2000), “Sw hai
long cua khdch hang la sy danh gia cua khach
hang vé mgt san pham hay mét dich vy da dap
ung duoc nhu cau va mong doi cua ho”.

Kotler (2000), dinh nghia “Sw hai long
nhu la mét cam gide hai long hodc thdt vong
clia mot nguoi bt nguon tir viéc so sanh két
qua thyc e nhdn duoc sau khi s dung san
pham (hay két qua) trong méi lién hé véi nhitng
mong doi cua ho”.

Theo Hansemark va Albinsson (2004),
“Sw hai long cua khach hang la mot thai do
tong thé ciia khdch hang doi véi mot nha cung
cd}) dich vu, hogc mot cam xiic phan tkng voi suw
khac biét gitra nhitng gi khach hang du doan
trieée va nhitng gi ho tiép nhan, doi véi sw dap
vng mét s6 nhu cau, muc tiéu hay mong muén”.

Tir cac dinh nghia trén, tac gia nhan thiy
su hai long cuia khach hang ca nhan duoc hinh
thanh tir viéc so sanh gia tri thuc cua san phém
va su ky vong ctia khach hang c4 nhan vé gia
tri san pham. Néu gi4 tri thuc ctia san pham
thap hon gia tri ky vong cta khach hang ca
nhan vé san pham thi khach hang ca nhan s&
that vong va nguoc lai khach hang c4 nhan s&
cam thay hai 1ong.

2.1.2. Quan hé giira chat lwgng dich
vu va su hai long

Chdt lwong dich vu la nhén t6 tic dong

nhiéu nhdt dén sy hai long cia khdach hang
(Cronin va Taylor, 1994; Yavas et al, 1997;
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Ahmad va Kamal, 2002). Néu nha cung cap
dich vu dem dén cho khach hang nhimg san
pham c6 chat lugng théa man nhu ciu cua
ho thi doanh nghiép d6 da budc dau lam cho
khach hang hai 1ong. Do d6, muén nang cao
su hai 1ong khach hang thi nha cung cap dich
vu phai nang cao chat lugng dich vu. Néi cach
khac, chat lugng dich vu va sy hai long cua

Chat luong
mong dgi

Chat lugng
cam nhan

Chat lugng
mong doi

Nhu céu duoc
dap tng

Nhu cau khong
duogc dép ung

khach hang c6 quan hé twong hd chit chg véi
nhau (positive relationship), trong dé chat
lugng dich vu 1a cai duoc tao ra trude va sau
d6 quyét dinh dén su hai 1ong ciia khach hang.
Mdi quan hé nhan qua giita hai yéu té nay la

van de then chot trong hau hét cac nghién ctru

ve su hai long cua khach hang.

Chét lugng
dich vu

Su hai long

(Nguon: Ahmad va Kamal, 2002)

Hinh 1: Méi quan hé giira chit lwgng dich vu va su hai long

2.1.3. M6 hinh SERVPEREF cuta Cronin
and Taylor (1992)

Cronin and Taylor (1992), v&i mé hinh
SERVPERF cho rang mirc d§ cam nhan cia
khéch hang ddi véi su thue hién dich vu cta
doanh nghiép phan anh tSt nhat chat lugng
dich vu.

M0 hinh SERPERF duya trén viée khac
phuc nhitng khé khan khi st dung mé hinh
SERVQUAL. Thay vi do luong ca chat luong
cam nhan 1an ky vong, mé hinh SERVPERF do
luong cam nhan cua khach hang tir d6 xéc dinh
chit luong dich vu. Theo mé hinh SERVPERF
thi: Chat lugng dich vu = Mtrc d§ cdm nhén

Két luan nay da nhan duoc su déng tinh
cua tac gid khac nhu Lee et al. (2000). Bo
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thang do SERVPERF ciing su dung 22 muc
phat biéu trong ty nhu phan hoi vé cam nhéan
ctua khach hang trong mé hinh SERVQUAL
nhung bo qua phan hoi vé ky vong.

2.2. Cac nghién ctru thuc nghiém cé
lién quan

Poan Thi Hong Dung (2011) d3 x4y dung
mo hinh céc nhan t6 anh hudong dén hoat dong
cho vay khach hang ca nhan tai ngan hang, t6
chure tin dung Ngan hang Nong nghi¢p va Phat
trién nong thén Chi nhanh Bién Hoa gom 06
nhan t6: Chinh sach tin dung; can b tin dung;
Co s& vat chat; Nhan t6 tir phia khach hang;
Moi trudng bén ngoai; San pham tin dung
anh hudng dén hoat dong cho vay khach hang
ca nhan tai Ngan hang Nong nghiép va Phat
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trién néng thon Chi nhanh Bién Hoa. Vi cac
phuong phap phén tich s6 liéu nhu Cronbach’s
Alpha; Phan tich nhan t6 kham pha EFA; phan
tich hoi quy da bién cho thay hoat dong cho vay
khach hang cé nhan tai Ngan hang Nong nghi¢p
va Phat trién nong thon Chi nhanh Bién Hoa
chiu anh huong nhiéu nhét tir nhan t6 Chinh
sach tin dung va trinh d¢ cua can bd tin dung;
thi hai 13 nhan t6 Quy trinh xét duyét cho vay
va cong tac thu hdi no va chiu anh hudng thip
nhat 1 nhan t6 San pham tin dung.

Abdolbaset Moradzadeh (2014) tim ra
cac nguyén nhan va mic d6 anh hudng cua
cac yéu té anh huong dén dinh huéng cua
khach hang guri tién tai ngan hang, to chirc
tin dung Qudc gia cua Sistan va Baluchestan.
Vi 121 ngudi duge phong van va duoc phan
tich bang kiém dinh Friedman. Két qua nghién
ctru cho thdy 14i suét, co s¢ vat chat, dich vu
ngan hang, to chuc tin dung chat luong, thai
dd cua nhan vién, tinh da dang cta dich vu,
dich vu ngan hang, td chuc tin dung di¢n tu,
s6 chi nhanh, vi tri chi nhanh, vé dep cua cac
ngan hang, to chirc tin dung va tac dong toi
thiéu dén dinh hudng khach hang theo thi tu
tang dan, dén viéc giri tién tai cic ngan hang,
t6 chuc tin dung.

Anber Abraheem Shlash Mohammad
(2011), dua trén phién ban sira d6i ciia Servqual
cua Parasuraman va cong su (1988), bao gém
nam khia canh cta chét lugng dich vu, cu thé
la B9 tin cay, Sy phan Ung, B@)ng cam, Bao
dam va Co so vat chat. Nghién ctru thiét ké 260
bang cau hoi dd duoc phan phdi ngiu nhién
ti khach hang cua cac ngan hang, t6 chirc tin
dung thuong mai co tru s¢ tai 13 ngin hang,
t6 chirc tin dung thuong mai ¢ Jordan trong
IRBID (Acity of Jordan). Phan tich hoi quy da

duoc st dung dé kiém tra tac dong cua chat
lugng dich vu trén SHL cua KH. Két qua cua
nghién ciru nay cho thiy 5 nhan t6 D6 tin cay,
Su phéan tmg, Béng cam, Bao dam va Co sé vat
chat tac dong dén sy hai long ctia khach hang.

Pham Xuan Thanh (2018) da xac dinh
mdt s6 nhan t6 chil yéu anh huong dén sy hai
1ong cua khach hang ca nhan vé chat luong dich
vu ngan hang, t6 chiic tin dung Vietinbank chi
nhanh Pong Thap. Duya trén viéc khao sat 350
khach hang dang sinh sng tai tinh Pong Thap
v6i phuong phap chon mau thuan tién. Thang
do SERVPERF (Cronin va Taylor,1992) duoc
sir dung va hiéu chinh. Hon thé nita, phuong
phéap phan tich d¢ tin cay Cronbachs Alpha,
phan tich nhan t6 kham pha EFA va phan tich
hoi quy boi ciing duge sir dung. Két qua tim
thdy 4 yéu t6, bao gdm: (1) Tin cdy; (2) Cam
thong; (3) Hitu hinh; (4) Thong tin san pham.
Trong s6 nhing yéu té nay, Tin cdy la yéu tb
quyét dinh quan trong nhat dén su hai long
ctia khach hang ca nhan vé chét lugng dich
vu ngan hang, t6 chirc tin dung.

Trinh Minh Nghia (2017) cho rang chat
luong dich vy c6 vai tro rat quan trong ddi véi
su phat trién cua cac ngin hang, t chirc tin
dung trong viéc thu hut va gitr chan cac khach
hang, dic biét 1a khach hang co s6 lugng dong
dao nhitng nhu cau da dang. Nghién ctru thuc
trang chét lugng dich vu theo danh gia cua
khach hang dé nim duoc cac van d& dit ra doi
v6i dich vu khach hang 1a rat quan trong ddi
v6i cac ngan hang, t6 chirc tin dung n6i chung
va céac chi nhanh noi riéng, trong do co chi
nhanh VPBank Ngb Quyén. Vi vdy, chi nhanh
VPBank Ngb Quyén can co cac giai phap nng
cao chit luong dich vu trén nham gia ting kha
nang thu hat, dap ung vai cac khach hang ca
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nhan cua chi nhanh trong thoi gian téi.

Tir céc tai liéu luge khao trén cho thiy:
Pa s6 cac tac gia déu nghién ctru vé linh vuc
ngan hang ban 1¢, nang cao chét lugng dich vu
ngan hang ddi voi khach hang ca nhan... kha
phu hgp voi hudng nghién ctiru nay. Cac tac gia
nay hau nhu st dung phuong phéap nghién ctru
dinh tinh va dinh luong dé thuc hién dé tai va
c6 nhiing dac thu riéng trong cach xay dung
md hinh. Han ché ma céc tac gia gin nhu dya
trén mo hinh nghién ciu chét lugng dich vu
SERVQUAL nhung khi thiét ké bang hoi khong
do luong gia tri ky vong ma chi do luong gia tri
cam nhan nén lam cho két qua nghién ctru c6
phan khong phu hop véi thue té. Trong nghién
clru ndy, tac gia s& trién khai mo hinh nghién
ctru dya trén mo hinh goc SERVPERF vi mo
hinh nay don gian, bao quat va phu hgp véi
linh vuc nghién ctru. Ngoai ra tir cac nghién
clru trén con gitp tac gia co nhig ké thira

H; (+)

1(+)
-\-»

Hy (+)

vé phuong phéap phan tich, nghién ctru va cu
thé nhét d6 1a cac phuong phap phan tich sb
lidu. Ciing nhur cac d¢ tai trude tac gia van st
dung cac phuong phap phan tich sb liéu nhu:
Cronbach’s Alpha, phan tich nhan t6 EFA va
héi qui tuyén tinh dé xac dinh cic nhan t6 chinh
thirc tac dong dén sy hai long ciia khach hang
c4 nhan ddi véi chét luong dich vy cho vay ca
nhan tai Quy Ho tro ndng dan tinh Vinh Long.

2.4. M6 hinh nghién ctru

Tir 1y thuyét cac nhan to cia mé hinh
SERVPERF bao g@)m Sy tin cdy, Nang luc
phuc vu, Phuong tién hitru hinh, Su déng cam
va Su dap tng tac gia van s dung 5 nhan t6
nay. Ngoai ra tac gia dé xut thém mot nhan
td xuét phat tir thuc té cta dich vu: nhén to
Ho so vay thé hién tinh minh bach trong vi¢c
xét duyét ho so cho vay, quy trinh xir 1y, thoi
gian va tra két qua ctia ho so.

\g
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Y

b & S

+

H;s (+

—

Hinh 2: M hinh nghién ciru dé xuit
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ZRER |

Gia thuyét nghién ctru

H,: HO so vay cang hop 1y (+) thi su
hai long cta hdi vién cang tang (+). Quan hé
ddng bién.

H,: Sy dap tmg cang cao (+) thi sy hai 1ong
ctia hoi vién cang tang (+). Quan hé dong bién.

H,: Su ddng cam cang cao (+) thi su
hai long ctia hdi vién cang tang (+). Quan hé
ddng bién.

H,: Phuong tién hitu hinh cang hi¢n dai
(+) thi sy hai long ctia hdi vién cang tang (+).
Quan hé dong bién.

H,: Nang luc phuc vu cang cao (+) thi
sy hai long cua hdi vién cang tang (+). Quan
hé dong bién.

H,: Su tin c@y cang cao (+) thi sw hai l(‘)pg
cua hoi vién cang tang (+). Quan hé dong bién.

3. Phwong phap thu thap va phan tich
50 liéu

Nghién ctru van dung phuong phép chon
mau thuan tién: Tac gid khao sat hoi vién da
va dang vay tién tai quy dén giao dich tai Quy.

Phuong phép xac dinh ¢& mau don gian
dugc str dung trong nghién ctru theo Hoang
Trong va Chu Nguyén Mong Ngoc (2008) thi
¢ mau duoc xac dinh bang 5 1an sb bién quan
sat co trong thang do. Trong nghién ctu nay
thang do c6 26 bién quan sat va 5 bién quan sat
do ludng cho nhén t doc lap. C& mau can cho
nghién ctru nhén t6 1a: 26 x 5 = 130 quan sat.
Vi lugng hoi vién cua Quy nhidu nén tac gia
chon ¢& mau cho nghién ctru 1 350 quan sét.

4. Két qua

4.1. Kiém dinh thang do

Nham loai cac bién rac lam giam do tin
cdy cta thang do va anh huong dén két qua
nghién ctru, két qua kiém dinh thang do qua
hé sé Cronbach’s Alpha nhu sau:

Bing 1: Két qud kiém dinh Cronbach’s Alpha

Dién giai

Bién

Cronbach’s
Alpha sau khi
loai bién

Twong quan
bién tong

Thu tuc vay
TTV1 HO so vay dugc xét duyét minh bach. 0,712 0,783
TTV? Q‘Vuy trinh xtr 1y ho so dang quy dinh va cong 0.590 0.834
bang.
TTV3 | Thoi gian xu 1y va tra két qua nhanh. 0,717 0,780
TTV4 | Tha tuc dang ky vay don gian. 0,688 0,794
Cronbach’s Alpha 0,841
Sw dap rng
SDUI }(l)llgz HTND c6 quy dinh mau biéu ro rang, dé 0.739 0.778
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SDU? QPy HTND ¢6 san pham cho vay phu hop véi 0,598 0.837
nong dan.

SDU3 | Quy HTND dép tig nhu cau KH cao. 0,698 0,796

SDU4 guy IjITND tl}f)ﬂg ]aao 'cho KH biét chinh xac 0.693 0.798
tién do thuc hién cua dich vu

Cronbach’s Alpha 0,845

Sw dong cam

SDC1 NhAan vién Quy HTND quan tam dén tirng ca 0.693 0.708
nhan KH.
Nhan vién Quy HTND luén cha y va quan

SDC2 tam dén hoan canh KH. 0,619 0,786
Nhan vién Quy HTND huéng dan thi tuc cho

SDE3 | R nhiet finh, ddy di, d& hidu 0,682 0,722

Cronbach’s Alpha 0,812

Phuong tién hiru hinh

PTHHI Qlfy HTND co trang bl‘CqASG Vat'chat day du, 0.727 0.812
hién dai, khang trang va ti¢n nghi.

PTHH2 | B tri vin phong lam viéc hop 1y. 0,621 0,854

PTHL bia di€m giao dich ctia Quy HTND thuan loi 0.746 0.804
cho KH.

PTHH4 | Trang phuc nhan vién gon gang va lich su. 0,732 0,810

Cronbach’s Alpha 0,860

Nang luc phuc vu

NLPVI Nhapvylen c6 trinh d¢ chuyén moén va nghi¢p 0,692 0,666
vu gioi.

NLPV? "l'“hal d6 nhan vién phuc vu an can, nha nhan, 0,568 0,796
lich su.

NLPV3 Nhan vién ludn tu van cic giai phap tot, giai 0.668 0.693
quyét théa dang moi khiéu nai ctia KH. ’ ’

Cronbach’s Alpha 0,797

Sw tin cay

STC1 Throng t,m cua Quy HTND truyén dat to1 KH 0.716 0.797
chinh xac.

STC2 Thong tin cua KH khong bi sai 1€ch. 0,609 0,840

STC3 Thoi gian giao dich ngan. 0,713 0,798
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STC4 Quy HATNP 1}10n thong bao dén KH khi c6 su 0.718 0.796
thay doi vé dich vu.
Cronbach’s Alpha 0,849
Sw hai long
Anh/ chi ¢ hai long véi chat lugng DVCV ca 5 .
SHL1 nhan cia Quy HTND tinh Vinh Long. ’ ’
Anb/ chi c6 sin sang gi¢i thiéu DVCV ca e 0.846
SHL2 | nhan cua Quy HTND tinh Vinh Long. ’ ’
Anb/ chi danh gia chat lugng DVCV c4 nhan
cua Quy HTND tinh Vinh Long tot hon cac 0,685 0,837
SHL3 A 1x 21 .
ngan hang, t6 chure tin dung khac.
Chét lugng DVCV ca nhan caa Quy HTND
SHLA tinh Vinh Long dap tng dugc nhu cau cua 0,697 0,834
Anh/Chi.
Anb/ chi tiép tuc sir dung DVCV c4 nhan cia 0.706 0.832
SHLS | Quy HTND tinh Vinh Long khi ¢6 nhu cau. ’ ’
Cronbach’s Alpha 0,865

(Nguon: Xur Iy so liéu khdo sat 350 khdch hang nam 2020)

Sau khi kiém dinh Cronbach’s Alpha
chi con 22 bién quan sat do ludng cho 6 nhan
t6 anh huong anh hudng dén su hai long cua
khach hang c4 nhan ddi véi chat lugng dich
vu cho vay c4 nhan tai Quy Ho tro nong dan
tinh Vinh Long. Béng thoi bién phu thudc su
hai 1ong ctia khach hang ca nhan dbi véi chat
luong dich vu cho vay ca nhan tai Quy Ho tro

ndéng dan tinh Vinh Long van duoc do luong
bang 5 bién quan sat.
4.2. Phan tich nhan t6 kham pha (EFA)
Phan tich nhén t6 cac bién doc lap: Trudc
hét tac gia nghién ctru xin trinh bay két qua

phan tich nhan td cho cac nhan td doc lap.

Bing 2: Két qud phan tich nhén té cho cdc nhén t6 djc lgp

Nhén to
1 p) 3 4 5 6
PTHH3 0,865 - - - - -
PTHH4 0,857 - - - - -
PTHHI 0,847 - - - - -
PTHH2 0,775 - - - - -
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STC4 - 0,855 - - - -
STC3 - 0,848 - - - -
STC1 - 0,845 - - - -
STC2 - 0,763 - - - -
SDU1 - - 0,863 - - -
SDU3 - - 0,842 - - -
SDU4 - - 0,834 - - -
SDU2 - - 0,760 - - -
TTV1 - - - 0,851 - -
TTV3 - - - 0,847 - -
TTV4 - - - 0,824 - -
TTV2 - - - 0,760 - -
SDCl1 - - - - 0,864 -
SDC3 - - - - 0,863 -
SDC2 - - - - 0,825 -
NLPV1 - - - - - 0,872
NLPV3 - - - - - 0,860
NLPV2 - - - - - 0,791
Eigenvalues 2,999 2,921 2,789 2,596 2,108 2,025
KMO 0,757
Gié tri sig. cua kiém dinh Bartlett’s Test 0,000
Phuong sai trich 70,175%
(Nguon: Xur Iy dir liéu khao sdt 350 khdch hang nam 2020)

Phan tich nhén té bién phu thudc:

Bing 3: Két qud phén tich nhén té bién phu thuéc

Dién giai Trong s6
Anh/ chi ¢6 hai long v6i chat lugng DVCV ca nhan
SHLI cua Quy HTND tinh Vinh Long. 0,250 0.811
Anb/ chi c6 sin sang gidi thiéu DVCV c4 nhan ctia
SHL2 Quy HTND tinh Vinh Long. 0,239 0.777
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Anb/ chi danh gia chat lugng DVCV c4 nhan cia
SHL3 Quy HTND tinh Vinh Long t&t hon cic ngan hang, 0,248 0,806
to chuce tin dung khac.
Chét lugng DVCV c4 nhan cia Quy HTND tinh
SHLA Vinh Long dap tng duoc nhu cau ciia Anh/Chi. 0,251 0.815
Anl/ chi tiép tuc sir dung DVCV cé nhén cua Quy
SHLS HTND tinh Vinh Long khi ¢6 nhu cau. 0,253 0,822
KMO 0,876
Gia tri sig. cua kiém dinh Bartlett’s Test 0,000
Phuong sai trich 64,997%

(Nguon: Xur Iy s6 liéu khdo sat 350 khdch hang nam 2020)

Két qua phan tich cho thdy, s6 lugng cac  khong v& lai m6 hinh nghién ciru sau khi phan
nhan t6 khong bi thay d6i ma chi thay ddi s6  tich nhan td.

lugng bién quan sat do luong cho cac nhan o ..

- ) . o o 4.3. Phan tich hoi qui

to anh hudng deén sy hai long vi vdy mé hinh

nghién ciru van khong thay dbi so véi mé hinh K&t qua phan tich tuyén tinh dugc thé

nghién ctru dé xuat ban dau nén nghién ciru  hién trong bang sau:

Bing 3: Két qud phan tich héi qui

(Constant) | Hang s -0,852 -4,096 0,000 0,000
TTV Thu tuc vay 0,324 13,185 0,000 1,036
SPU Su dap tmg 0,264 10,684 0,000 1,009
SBC Sy ddng cam 0,225 9,509 0,000 1,017
PTHH Phuong tién hitu hinh 0,233 9,515 0,000 1,013
NLPV Nang luc phuc vu 0,260 10,529 0,000 1,044
STC Su tin cay 0,001 0,041 0,968 1,016
Hé s R? 0,636
Gi4 tri sig. cua thong ké F 0,000

(Nguon: Két qua xir Iy 350 quan sat nam 2020)

Bang 3 cho thay rang ca cic bién doc  hinh), NLPV (Nang lyc phuc vu) déu co gia
lap TTV (Thu tyc vay), SBU (Sy dap mg), tri Sig. ciia thong ké t nho hon 0,01 dat yéu
SPC (Su dong cam), PTHH (Phuong tién hitu  cau dé ra. Theo Chu Nguyén Mong Ngoc va
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Hoang Trong (2008) thi diéu nay c6 nghia 13
nam bién doc 1ap trong mo hinh hdi quy déu
c6 tac dong dén bién phu thuoc SHL ¢ murc do
tin cdy 16n hon 99%. Riéng bién STC (Sy tin
cay) co gia tri Sig. 1a 0,968 16n hon 0,05 nén
Theo Chu Nguyén Mong Ngoc va Hoang Trong
(2008) thi bién nay khong c6 y nghia trong
phan tich hoi qui nén s& bi loai khoi mé hinh
nghién ctru. M6 hinh c6 gia tri R = 0,636 16n
hon 0,6 va gié tri Sig. ctia thong ké F thay doi
12 0,000 nhé hon 0,05 dat yéu cau cta nghién
ctru. Nhu vay diéu nay c6 y nghia 13 63,6% su
thay doi ciia mirc d6 hai 1ong ctia khach hang
vay von tai Quy HTND tinh Vinh Long duoc
giai thich boi cac nhan t6 nhu: TTV (Tha tuc
vay), SPU (Su dép tmg), SPC (Su ddng cam),
PTHH (Phuong tién hiru hinh), NLPV (Nang
luc phuc vu), STC (Su tin cay). Gia tri VIF
cta cac bién doc 1ap dugc thé hién trong bang
3 déu nho hon 10 nén mo hinh khéng c6 hién
tuong da cong tuyén xay ra. Hay co thé néi la
bay bién doc 1ap khong c6 mbi quan hé nhan
qua hay tuong quan véi nhau vi cung phu thude
vao mot diéu kién khac. Nhu vay chirng t6 mo
hinh hdi quy c6 d tin cdy cao.

5. Ham y quén tri

Tir két qua hodi qui vira tim dugc tac gia
dé xuat mot sb ham ¥ quan trj Quy Hd tro nong
dan can thyce hién nham nang cao sy hai long
ctia hoi vién ddi véi chat luong dich vu cho
vay cua Quy trong thoi gian toi:

Quy trinh thu tuc cho vay can niém yét
cong khai, r0 rang va b6 tri noi thuan loi cho
qué trinh giao dich ctia khach hang ca nhan.
Quy Hb tro nong dan nén thé hién cu thé trén
cac kénh thong tin cia minh vé quy trinh tha
tuc, cong khai tat ca nhiing thu tuc kém theo
phan ra hai dang bat budc va khong bét budc.
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Dién giai rd rang tir thi tuc dé khach hang dé
dang hon trong viéc hoan thanh thu tuc vay.

bam bao thu tuc vay cua khach hang
duoc thyc hién dung quy trinh va phap luat,
tranh di lai nhicu 1an dé 1am thu tuc. Quy H)
tro nong dan tinh Vinh Long nén phan cong
can bo nghi¢p vu truc tiép tu van tha tuc cho
khach hang cé nhan, déng thoi chiu trach nhiém
truéc Ban Piéu hanh Quy HJ trg nong dan
néu tu van sai, thiéu sot. Can bo nghiép vu khi
tu van phai ky x4c nhan vao ho so cta khach
hang c4 nhan dé sau nay c6 khiéu nai xay ra
thi nguoi chiu trach nhiém dau tién.

Hoan thi¢n quy trinh ty dong hoa trong
viéc ndp hd so online dé tao diéu kién thuin
loi cho khach hang trong qua trinh ndp va
nhéan hd so. Pon gian hoéa tha tuc hanh chinh
cho viéc ngp va tra hd so cho khach hang ca
nhan. Quy Hb trg nong dan tinh Vinh Long
nén nghién ctru xay dung cac phuong an thu
hd so ciia khach hang ca nhin qua mail hodc
thu qua chuyén phat nhanh.

Thuong xuyén kiém tra va ra soat cling
nhu d& xuat bai bo cac thu tuc khong phi hop,
khong can thiét, don gian hoa cac thii tuc, tao
moi diéu kién dé giam thoi gian va chi phi cho
khach hang c4 nhan. Ban Piéu hanh Quy Hd
tro nong dan tinh Vinh Long nén thuong xuyén
tham do y kién ctia can b truc tiép xur Iy hd
so ciing nhu khach hang c4 nhan dé xem xét
c¢6 hay khong nhimg tha tuc khong can thiét.

Thém muc linh hoat cua timg san pham
cho vay phul hop v&i nhu cau timg phéan khiic
khach hang. Mirc 1ai suat (phi vay) hop 1y hon,
khach hang c4 nhan s& dé dang va nhanh chong
tiép can duoc ngudn von dé du tu san xuat
kinh doanh. Vi khach hang vay vbn da s6 1a
hoi vién noéng dan, thu nhap cha yéu dwa vao
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san xuat ndng nghi¢p, n6 dem lai lgi nhuan
thép hon linh vuc thuong mai dich vu nén ho
rat quan tim dén yéu t6 1ai suat (phi vay). Vi
du nhu ¢6 su khac biét 13i suit vay von theo
sO tién vay, muc dich vay, giita khach hang
vay dau tu thuong mai dich vu va khach hang
vay dau tu san xuat nong nghiép... tir d6 cing
g6p phan gia ting sy hai long ctia khach hang.

Mo rong dia ban va dbi tuong cho vay tdi
khach hang ca nhan khu vuc ving nong thon
kho khin, viing dong bao déan toc can c6 cac
chuong trinh vu tién cho céc xa dang trong qua
trinh trién khai thuc hién tiéu chi xay dung xa
nong thon méi dé khach hang ca nhan cé diéu
kién tiép can ngudn von vay phat trién kinh té
gia dinh, nang cao thu nhap gép phan xoa doi
giam nghéo, 6n dinh cudc séng va mo rong san
xuét kinh doanh. Thuc hién tét viéc tap hop
khéach hang ca nhan 1a hdi vién ndng dan vao
td chuc Hoi gén véi viée trién khai cac du an
cho vay gop phan xay dung to chtrc Hoi viing
manh. Dong thoi ting s lwong khach hang,
nang cao chat lugng dich vu cho vay, tur do
ting doanh thu va loi nhuan cia Quy Ho tro
nong dan trong thoi gian toi.

Tim hiéu nhu cau ctia khach hang: Tao ra
nhiéu san pham tin dung phuc vu khach hang
c4 nhan nham théa man nhu cau cta khach
hang vé6i chi phi hop 1y sé ting cudng méi quan
hé gifra khach hang va Qu§ H6 tro nong dan.

Céan bo Ban Piéu hanh Qu Ho tro nong
dan: san sang gitip d& khach hang c4 nhan va
ludn giai quyét kip thoi nhitng phan anh cia
khéach hang, [udn luon ton trong khach hang
thong qua viéc cu xir cong bang, binh dang giita
céc khach hang, cau thi lang nghe y kién phan
hdi tir phia khach hang, nhanh chong khac phuc
yéu diém, ung xt khéo 1€o, linh hoat nhim lam

hai 1ong khach hang. Can bo Ban Piéu hanh
Quy Hb trg ndng dan 13 hinh anh dai dién cta
Quy Hb trg ndng dan doi hoi phai thai do lich
su, than thién d6i voi khach hang.

6. Két luin

Nghién ctru con xay dung mo hinh nghién
ctru gdm ¢6 6 nhén té anh huong dén sy hai
long ctia hoi vién ddi véi chat lugng dich vu
cho vay tai Quy Ho trg nong dan tinh Vinh
Long v6i 24 bién quan sat va 5 bién quan sat
do luong cho su hai long. Tur do tac gia da
tién hanh khao sat 350 hoi vién dang vay tién
Quy HO tro nong dan tinh Vinh Long bang cac
phuong phéap xur 1y s6 liéu Cronbach’s Alpha,
phan tich nhan t5 EFA, phan tich hoi quy. Két
qué cho thdy c6 nam nhan t6 tac dong dén su
hai long dbi véi chat lugng dich vu cho vay
ca nhan tai Quy HO trg nong dan tinh Vinh
Long dugc sip xép theo tht ty giam dan cua
muc do tac dong la: Tha tuc vay; Su dap Gng;
Nang luc phuc vy; Phuong tién hitu hinh va Sy
ddng cam. Tir d6 nghién ctru da tién hanh dé
xuit mot s6 ham ¥ quan tri nham néng cao su
hai 1ong cua khach hang ca nhan dbi véi chat
lugng dich vu cho vay c4 nhan tai Quy HO tro
nong dan tinh Vinh Long trong thoi gian toi.

TAI LIEU THAM KHAO

[1] Abdolbaset Moradzadeh, The Ranking of
the Factors Affecting the Increase of the
Customers Interest in Depositing their

Money in Bank. Int. j. econ. manag. soc.
sci., Vol (3), No (12), page 822-826,2014;

[2] Anber Abraheem Shlash Mohammad,
Service Quality Perspectives and Customer
Satisfaction in Commercial Banks Working
in Jordan. Middle Eastern Finance and
Economics ISSN: Issue 14, page 1450-
2889, 2011;

S6 20 niam 2020) 69



IR TAP CHI KHOA HOC BAI HOC CUU LONG

[3] Cronin, J. J., Taylor, S. A., “Measuring
service quality: a reexamination and
extension”, Journal of Marketing, 6, page
55-68;

[4] Poan Thi Hong Dung, “Phdn tich cdc
nhdn té anh hieong dén hoat déng cho
vay khdch hang cé nhén tai ngén hang, t6
chire tin dung Néng nghiép va Phat trién
nong thon chi nhanh Bién Hoa”, Bao céo
nghién ctru Khoa hoc, Truong Pai hoc Lac
Hong, nam 2012;

[5] Fornell, C. , “The Quality of Economic
Output: Empirical Generalizations about
its Distribution and Relationship to Market
Share”, Marketing Science, Vol. 14, No.
3, pp. G203 - G210, 1995.

[6] Hansemark, O. C. & Albinson, M.,
“Customer Satisfaction and Retention:
The Experiences of Individual with
Employees”, Managing Service Quality,
Vol. 14 (1), 2004;

[7] Kotler P, Marketing Management, ban dich
cua Vii Trong Phung, Nha xuét ban Théng
ké, nam 2001.

[8] Trinh Minh Nghia, “Chdt luwong dich vu
ngdn hang, t6 chirc tin dung danh cho
khach hang ca nhan cua VPBank Ngo

70|56 20 nam 2020

Quyén”, Tap chi cong thuong, nim 2017;

[9] Parasuraman, A., Berry, L. L. & Zeithaml,
V.A. ,Refinement and Reassessment of the
SERVQUAL Scale. Journal of Retailing,
Vol. 67 (4), page 420-450, 1991;

[10] Parasuraman A, Zeithaml VA, Berry
L,SERVQUAL: a multiple-item scale
for measuring customer perceptions of
service quality. J. Retailing, Vol. 64, page
12-40, 1988;

[11] Pham Xuan Thanh, “Céc yéu t6 anh hieéng
dén mirc dg hai long cia khdach hang ca
nhén vé chdt lwong dich vu ngan hang, t6
chire tin dung Vietinbank chi nhanh Pong
Thap”, Tap chi Cong Thuong, ngay 10
thang 01 nam 2017;

[12] Hoang Trong va Chu Nguyén Mong Ngoc,
Phan tich dir liéu nghién ciru voi SPSS.
TP.H6 Chi Minh, Nha xuat ban Hong B,
Tap 1 va 2, ndm 2008.

[13] Zeithaml, V.A & Bitner, M.J, Services
Marketing: Integrating Customer Focus

across the Firm, Irwin McGraw-Hill,
2000.

Ngay nhdn bai: 13/10/2020
Ngay gui phan bién: 13/10/2020



