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Tém tit:

Moi truong dich vu trong qua trinh thiét ké va cung ung dich vu la chu dé nhan duoc nhiéu Su
quan tam ciia ca nha nghién cieu va nha quan ly. Nghién cieu nay danh gid moi quan hé giiva moi
truong dich vu voi cdac tién 16 la cdc loai vén vé hinh ciia nhan vién (vén con nguoi, von xa hoi, va
von tam Iy) va cac hdu 16 1a trai nghiém cua khach hang (nhan thirc chat lwong dich vu va su hai
long cia khdch hang). Phdn tich mé hinh cdu tric tuyén tinh (SEM) trén mau ciia 185 cdp (nhdn
vién ngdn hang - khdch hang) ciia dich vy ngdn hang ving hé 7 trong tong s6 8 gia thuyét nghién
cteu. Két qua chi ra ca ba logi von phi vét Iy nhw la nhitng tién t6 & cdp dg cd nhan thuc su cé y
nghia trong méi triong dich vu, va méi truong dich vu dwoc tdi khing dinh dan ddt trai nghiém
cua khach hang.

T khéa: Méi truong dich vy, von con nguoi, von xa héi, von tam ly.

Human capital - social capital - psychological capital and service climate: An empirical study
on bank industry

Abstract:

Service climate in the service delivery process is an emerging topic that draws attention of both
academics and practitioners. This paper investigates the relationships between service climate and
its determinants of non-physical capital of employees (human, social, and psychological capitals)
and its outcomes of customer experience (perceived service quality and customer satisfaction). A
survey study with SEM analysis of 185 dyads (bank employee - customer) in bank industry shows
7 out of 8 hypotheses empirically supported. The findings reveal that the three kinds of intangible
capital are the employee-level antecedents of service climate which in turn positively influences
customer experience.

Keywords: Service climate, human capital, social capital, psychological capital.

1. Gioi thiéu

Xuit phat tir quan diém con ngudi 1a chu dao
trong nén kinh té tri thire (Choo & Bontis, 2002),
Fitzsimmons & cong su (2014) luu y rdng nhan vién
giao dich tai quay c6 vai trd quyét dinh trong viéc
danh gi4 két qua kinh doanh dich vu cta khach hang,

va cho rang cac yéu to c4 nhan (phdm chat, ning
luc...) cua nhan vién dich vu cé y nghia quan trong
ddi v&i sy canh tranh cua doanh nghiép dich vu. Mt
khac, Heskett & cong su (1994) chi ra ring trong
chudi gia tri dich vu ctia doanh nghiép, mot mét xich
quan trong la mdi truong dich vu, hay méi truong
lam viéc ctia cdc nhan vién thiét ké va cung Gmg dich
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vu, nham dép tng yéu cu cta khach hang. Theo
d6, nhan vién dich vu la nhitng nguoi tuong tac truc
tiép v6i khach hang va méi truong dich vu, vi thé
cling c6 quan hé mat thiét voi trai nghiém cua chinh
khach hang d6. Do do, cau hoi trung tdm la trong
bdi canh nén kinh té tri thire, ddc trung bang su phét
trién manh mé& céc loai hinh dich vu (Fitzsimmons &
cong s, 2014), cac yéu to dau vao nao ctia ban than
cac nhan vién dich vu s€ c6 tac dong truc tiép dén
moi truong lam viée cua ho, cling chinh 1a khéng
gian cho su tuong tac “nhan vién - khach hang”, va
tur d6 khach hang ¢6 su trai nghiém trong qua trinh
cung Ung dich vu.

Trong khi d6, Newbert (2007) can cir trén quan
diém dya trén ngudn lyc ctiia Barney (1991), chi ra
mot dang nguodn luc quan trong cua doanh nghiép,
d6 1a céc loai von vo hinh cta nén kinh té tri thic.
Tlr day, nghién ctru nay xem xét mdi quan hé giita
céc loai von vo hinh cua nhan vién, ma theo Luthans
& cong su (2004) d6 1a vén con ngudi, voén xa hoi
va von tam ly, v6i moi truong dich vu va su trai
nghiém ctia khach hang. Dic biét, mé hinh ly thuyét
nay dua trén tuong tac “nhan vién - khach hang”,
nén vé phuong phap, dir liéu ciing dugc thu thap va
phan tich theo cdp “nhén vién ngan hang - khach
hang” tuong tng.

2. Co s6' 1y thuyét

2.1. Méi trwong dich vu

Dich vu 1a linh vuc then chét trong kinh té - xa
hoi hién dai (Fitzsimmons & cong su, 2014). Nghién
curu dich vu cling 1a mot wu tién cua cac hoc gia trong
céc nganh kinh doanh va quan ly (tiép thi, tai chinh,
hé théng thong tin quan 1y...). i v6i quan ly dich
vu hién dai, y nghia cda dich vu nam & qua trinh
twong tac gitta doanh nghiép va khach hang (Lusch
& cong su, 2007), trong d6 vai tro cua nhan vién
dich vu hay nhén vién giao dich tai quiy la quyét
dinh (Fitzsimmons & cdng su, 2014). Qua trinh nay,
nhu quan diém vé chudi loi nhuén dich vu kinh dién
cua Heskett & cong su (1994) chi 0 1a tap trung &
viéc phat trién moéi truong dich vu phi hop, nhim
huéng dén gia tri dich vu cao hon tir d6 cai thién su
hai long va long trung thanh cua khéach hang, do d6
loi nhudn va lgi thé canh tranh cua doanh nghiép c6
diéu kién vuot troi.

Mic di, cic nha nghién ciru danh gia cao vé y
nghia ctia méi truong dich vy, nhung céc quan diém
ly thuyét dé giai thich viéc hinh thanh nén né con
han ché. Ngay cé cac tac gia tién phong ctia khuynh

hudng ly ludn trong dich vu cling chi ding ¢ quan
diém moi truong nhu 1a mot hé théng dich vu dong
g6i phtc hop (Wieland & cong sy, 2012). Khoang
tréng nghién cru dugc nhén dién 1a cac yéu td ca
nhan nao tr phia nhan vién giao dich c6 tac dong va
tac dong nhur thé nio 1én méi truong dich vu twong
ung (Bowen & Schneider, 2014).

2.2. Cic logi von mé rjng

Trong khi vén kinh té truyén théng lién quan tGi
nhiing ddi twong ma ban so hiru (what you have)
thi von con nguwoi lién quan téi nhitng gi ma ban
hiéu biét (what you know), von xd héi lién quan téi
nhitng ai ma ban quan hé (who you know), va vén
tam ly lién quan téi ban than ban la ai (who you are)
(Luthans & Youssef, 2004). Dya trén dac diém cua
cac loai von mo rong (Luthans & cong su, 2004)
dua ra so d6 chuyén tiép tir von vat ly dén vén phi
vat 1y, theo thir tyr 14 von kinh té truyén thong - von
con ngudi - von xd hoi - vn tdm 1y. Theo Luthans
& Youssef (2004), ham y cuia so d6 nay 14 su chuyén
dich su chu y vao cac loai vén méi trong bdi canh
canh tranh cua doanh nghi¢p. M6t cach don gian,
trong khi von kinh té 1a cic dang tai san hitu hinh,
thi von con ngudi tham chiéu dén gido duc, tri thirc,
kinh nghiém, va y tuong ca nhan; von x3 hoi lién
két voi mdi quan hé va mang giao dich cua nguoi
do, thi vén tam ly chi ra su tu tin, su lac quan, niém
hy vong, va kha niang tu phuc hdi ctia nguoi nay
(Luthans & cdng su, 2004). Chi tiét hon, von kinh
té ¢4 thé hiéu 1a céc tai khoan trong ngan hang, con
vbn con ngudi ndm trong khéi 6¢ riéng tu, von xa
hoi gén 1ién v&i cac méi quan hé cu thé cua ca nhan,
va von tam ly thi khai thac ning luc va hanh vi tim
ly cua tirng con nguoi riéng ré (Luthans & cOng su,
2004).

Hon thé nita, cdc dang vdn phi vat Iy (vén con
ngudi, von xd hoi va vén tam 1y) 1a cac ngudn
luc quyét dinh ddi véi nguoi lao dong tri thirc,
la nhan vién thudc cac nganh dich vu khac nhau
(Fitzsimmons & cong su, 2014). Mit khac, khi tim
kiém tai lidu tir cic co s& dir liéu khoa hoc phd bién
(Scholar, Scopus, Ebscohost...) ¢é thé thdy ring
méang nghién ciru, chi riéng vé von tam ly, mac
du la kha méi (Seligman, 2004), chi trong khoang
hon mot thap nién gﬁn day, nhung da nhan duogc sy
quan tdm kh4 nhiéu trong céc linh vuc khac nhau (ly
thuyét t6 chirc, quan tri hoc, tim ly hoc...) (Luthans
& cong su, 2007). Tuy nhién, & Viét Nam duong
nhu chua c6 nhiéu cong bd vé vén tam 1y, ngoai trir,
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Nguyen & Nguyen (2012). Do d6, cac ngudn luc phi
vat 1y ké trén nhu 1a dic trung cho céc yéu t ca nhan
ctia nhan vién dich vu, dugc xem xét nhur 1a cac yéu
t6 nghién ciru chinh ctia bai bao nay.

3. M6 hinh va phwong phap nghién ciru

3.1. Mo hinh nghién ciru

Tu khoang tréng vé nghién ctru dich vu vira duoc
nhan dién va dya trén khung khdi niém tong quat vé
mdi trudong dich vu cia Bowen & Schneider (2014),
tac gia dé xudt mot mé hinh ly thuyét dé kiém dinh
mdi quan hé giita cic loai vén v6 hinh va méi truong
dich vu. Cac khai niém duoc dién giai thanh 3 phﬁn
nhu sau:

(1) Cac ngudn lyuc (resources) 1a nhimng diéu kién
hay phuong tién anh huéng dén sy tham gia cua
nhan vién giao dich trong sudt tién trinh thiét ké va
cung ung dich vy, va la tién t6 cho moi truong dich
vu (Bowen & Schneider, 2014). Theo dé, cac nguén
luc cua té chire thuong 14 phong céch 1anh dao, thuc
tién vé quan ly nguén nhan luc, su hd trg tir cac
don vi chuc nang trong doanh nghiép... Bén canh
do, cac ddc diém ca nhan nhu sy gin két voi cong
viée, cling co thé dugc xem 1a mot dang nguén Iuc
(Bowen & Schneider, 2014). Cac loai vén mé rong
néu trén (von con ngudi, von xa hoi va von tam 1y)
theo quan diém dua trén ngudn luc (Newbert, 2007)
¢6 thé dugc xem nhu 1a cac ngudn luc xac dinh.

Vén con ngudi (HUC) gdm céc ky niang va kha
nang thé hién ngudn luc tri thirc, 1a thanh phan quyét
dinh dé nhan vién cung cép cac dich vu (Schneider
& White, 2004). Khai niém HUC tham chiéu theo
Aryee & cong su (2016), va vé mat do luong ¢ 5
bién quan sat, dé cap dén cac ky ning va kién thirc
chuyén mon; cac y tudng sang tao cia nhan vién
ngan hang trong viéc phat trién cac dich vu ngén
hang.

Vén xa hoi (SOC) khéa da dang vé dinh nghia va
¢6 thé bao ham céc thanh phan khic nhau (Inkpen
& Tsang, 2005), nhung van c6 thudc tinh chung la
c4c mdi quan hé cong dong (Coleman, 1990). Khai
niém SOC dugc tham chiéu theo Santarelli & Tran
(2013), va chi 1a mot thanh phan véi 5 bién quan sat,
thé hién viéc chia s¢ théng tin va trao doi tri thirc
gilra cac nhan vién ngan hang ciing nhu tuong tac
ctia nhan vién véi cac ddi tac va khach hang dé cung
cAp cac dich vu ngan hang mot cach tot nhét.

Vén tam ly (PSC) dwoc hiéu 1a thudc tinh tich cuc
clia mot ngudi ¢ nhimg hoan canh khac nhau nhdm

hudng dén sy thanh cong duya trén kién tri va nd luc
tu than (Luthans & cong su, 2004). Theo dod, trong
khi mot s6 nghién ciru thuong kiém dinh dén bén
thanh phdn v6n tam 1y khac nhau (su lac quan, niém
hy vong...) (Luthans & cng su, 2007), cling cé mot
s6 nghién ctru chi quan tim téi von tim 1y chung véi
chi mot thanh phan (Ngoma & Ntale, 2016). Trong
nghién ctru nay, PSC ¢6 5 bién quan sat, ké thira tir
Ngoma & Ntale (2016), dé cap dén su tu tin va nd
lyc cia ngan vién khi giao dich trong ndi bd ngan
hang va vai khach hang.

(2) Méi truong dich vu (service climate) (SEC)
1a nhén thirc chung ctia nhan vién trong t6 chirc vé
chinh sach va thuc tién bao ham quy trinh nghiép vu
vé cung umg dich vu cho khach hang (Schneider &
cong su, 1998). Dudi goc do ly thuyét, moi truong
dich vu dugc xem thanh phan trung gian giita cac
ngudn luc phia cung cip dich vu va su trai nghiém
cua khach hang (Bowen & Schneider, 2014). Khai
niém SEC dugc tham chiéu theo Liao & Chuang
(2004) gdm 5 bién quan sat, lién quan dén cac nhan
thirc ctia nhan vién ngan hang vé nhiing thudc tinh
t6 churc gitp ho thuc hién cong viéc dat két qua cao.

(3) Trai nghiém cua khach hang (customer
experiences) 1a thanh phan tht ba cua khung khai
niém Bowen & Schneider (2014), bao gdm danh gia
ctia khach hang vé chit luong dich vu (Schneider
& Bowen, 1985), su hai long (Schneider & cdng
su, 1996), va long trung thanh (Salanova & cdng
su, 2005). Trai nghiém cda khach hang dugc xem
13 hau t6 cia mdi truong dich vu. Trong nghién ciru
nay, tap trung xem xét hai trai nghiém phd bién, d6
1 nhan thuc chat lugng dich vu va sy hai long cua
khach hang.

Nhan thirc chat lugng dich vu (SEP) la danh gia
ctia ngudi tidu dung khi ddi chiéu su mong doi véi
cam nhan cta ho vé cac dich vu thuc su chuyén giao
(Mangold & Babakus, 1991). Khai niém SEP dugc
tham chiéu theo Aryee & cong su (2016), gom 3
bién quan sat, lién quan dén nhan thic vé dich vu
dugc cung cdp cu thé bai ngan hang cling nhu kha
nang xir 1y cac yéu cau khac cta nhan vién ngan
hang.

Su hai long cua khach hang (CUS) la trung tam
ctia tu duy tiép thi (Lovelock & Wirtz, 2004), va thé
hién su trai nghiém khach hang trong qua trinh dich
vu (Westbrook, 1987). Khai niém CUS dugc tham
chiéu theo Liao & Chuang (2004), 1 sy hai long
mang tinh tich liy ddi v6i mot loai dich vu, duoc
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do luong bang 4 bién quan sat, thé hién sy danh gia
clia khach hang vé k¥ niang, pham cht; tinh chuyén
nghiép va su tin cdy; tinh nhanh chéng va hiéu qua
trong cung ung dich vu ciia nhan vién ngan hang.

3.2. Cdc gid thuyét nghién ciru

Trong khung khai niém cua Bowen & Schneider
(2014), méi truong dich vu dong vai tro trung tam,
con cac ngudn lue dong vai tro tién to va trai nghiém
ctia khach hang 14 hau tb. Tir d6, v6i viée x4c dinh
ba loai vén v6 hinh (Vén con nguoi, von xa hoi va
vbn tm 1y) 14 cac ngudn luc ca nhan cua nhan vién
trong t6 chirc (Newbert, 2007), cac gia thuyét sau
duoc dé xuit:

- H1: Vén con nguoi ¢6 quan hé duong véi moi
truong dich vu.

- H2: Vén xi hoi ¢6 quan hé dwong v6i moi
truwong dich vu.

- H3: Vén tam ly c6 quan hé duong véi moi
truong dich vu.

Tuong tu, véi nhan thic chét lugng dich vu va
su hai 1ong ctia khach hang thé hién tap trung cua
trai nghiém khach hang, cac gia thuyét sau dugc dé
nghi:

- H4: Méi truong dich vu cé quan hé duong vai
su hai long cua khach hang.

- H5: Mai truong dich vu c6 quan hé duong vai
nhén thtc chat lugng dich vu.

Ngoai ra, nhan thic chat lugng dich vu ciing ¢6
anh hudng dén sy hai long ciia khach hang (Dean,
2004), gia thuyét sau duoc hinh thanh:

- H6: Nhan thire chat lugong dich vu cé quan hé
duong voi su hai long cua khach hang.

Chu diém ly thuyét con lai cia mé hinh chinh 1a
quan hé tuong hd giira ba loai vén v6 hinh. Trude
hét, Coleman (1990) chi rd vai trd cua von xa hoi
trong vi¢c kién tao nén vén con nguoi, theo do vadi
céc két ndi cong ddng cang nhiéu, thi kinh nghiém,
tri thirc, nang luc ca nhan cang c6 diéu kién tich liy.
Do d6, gia thuyét sau duoc dé xuat:

- H7: Vbn x3 hdi c6 quan hé duong véi von con
nguoi.

Sau cling, theo ly thuyét tu hidu qua (self-efficacy)
ctia Bandura (1994), ¢4 nhan c6 sirc manh tinh than
cang 16n thi cang dé dang va tich cuc trong viéc thu
thap va hinh thanh cac ddu mdi thong tin va tri thirc,
nham tao nén cac két ndi cong déng. Co so nay din
dén gia thuyét sau:

- H8: Vén tdm 1y c6 quan hé dwong vdi vén xa
hoi.

3.3. Phwong phdp nghién ciru

Béi canh nghién ctru 1a cac dich vu tai cac ngan
hang ¢ thanh phé H5 Chi Minh, bao gdm ngén hang
thuong mai ¢6 phan, ngan hang thugc nha nude va
ngan hang nude ngoai/lién doanh. Dit liéu dugc thu
thap bang phuong phap ldy mau theo cap “nhan vién
ngan hang - khach hang”. Cuy thé, phiéu khao sat cho
cac khai niém vén con nguoti, vbn x3 hoi, vén tam ly
va moi truong dich vu dugc guri tdi nhan vién tai cac
chi nhanh ngan hang khac nhau, va phiéu khao sat
cho céc bién quan sat cia cac khai niém chét luwgng
dich vu va su hai long cua khach hang duogc gui toi
khéach hang dang dugc nhan vién ngan hang phuc
vu - nhim dam bao ddnh gid dung nhan vién. Khi
¢6 nhiéu khach hang cing danh gia mot nhan vién
ngan hang thi gia tri cdm nhan cia khach hang s¢ la
tri trung binh tuong ung.

Thang do cho cac khdi niém nghién ctru dugc
tham chiéu tir co s& ly thuyét va cac nghién ctru lién
quan, ¢6 hiéu chinh dé phi hop vé6i bdi canh dich vu
ngan hang. Sau ba thang khao sat, tit ca c6 185 mau
dir liéu hop 18 trén tong s6 210 mau thu dugc. Cudi
cung, phan mém SPSS 22 va AMOS 22 duoc ding
phén tich dir liu.

4. Két qua va thao luin

4.1. Théng ké mé ti

Thong ké mé ta mau theo cac dic diém nhan khau
hoc cua khach hang. Gidi tinh: ty 1¢ nam 43,2% va
nit 56,8%. Tudi: nhém 20 - 29 chiém da s6 38,9%; ké
tiép la cac nhom 30 - 39, trén 50, va dudi 20 voi ty 1€
tuong ung 13 34,6%, 11,4% va 8,1%; nhém tudi 40 -
49 chiém 7,0%. Trinh d6 hoc vén: cao dfmg/dai hoc
chiém ty 1€ cao nhét 77,3%; sau dai hoc 15,7% va
pho thong/trung cp 7,0%. Ngan hang giao dich: da
s6 khach hang giao dich véi cic ngan hang thuong
mai ¢ phan véi ty 1& 52,9%, ngan hang nha nudc
29,6% va ngan hang nudc ngoai/lién doanh 12,9%.
San pham va dich vy ngan hang: tién giri thanh toan/
tiét kiém; thanh toan trong nude/qudc té; tién vay ca
nhan/doanh nghiép; ngoai héi - ngudn von; bao lanh
- tai tr¢ thuong mai; thé ghi no/tin dung; ngan hang
dién tir; ngan hang qua di dong...

4.2. Kiém dinh mé hinh

Mo hinh do luong

Dau tién phan tich nhan t6 kham pha (EFA) va ké
tiép 1a phan tich nhén t6 khang dinh (CFA), sau khi
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Bang 1: M ta dir liéu, binh phwong hé s6 twong quan va phwong sai trich trung binh

Trung binh | Léch chuin HUC SOC PSC SEC SEP CUS
HUC 4,067 0,582 0,632°
SOC 4,041 0,796 0,001 | 0,683
PSC 4,331 0,503 0,013 | 0,085 | 0,612
SEC 4,125 0,829 0,002 | 0,069 | 0,151 | 0,758
SEP 4,102 0,693 0,019 | 0,092 | 0,116 | 0,091 | 0,532"
Ccus 4,238 0,748 0,061 | 0,004 | 0,013 | 0,048 | 0,084 | 0812

loai bo 6 bién quan sét ctia cic thang do do ¢6 hé s6
tai nhan t6 thip, cho thiy mé hinh do luong dat do
phti hop chung véi céc chi s6 y/dF = 1,325; GFI =
0,917; TLI = 0,973; CFI = 0,981; RMSEA = 0,043.
Ngoai ra, hé s6 tin cdy tong hgp (CR) cia cac thang
do ¢6 gia tri tir 0,769 dén 0,898, hé sb tai nhan t6
clia céc thang do tir 0,610 dén 0,932, va phuong sai
trich trung binh (4VE) tir 0,532 dén 0,812, nén thang
do dat gia tri hoi tu. Cac gia tri AVE cuia tung khai
niém déu 16n hon binh phuong hé sb twong quan
() twong ng, nén cac thang do dat gia tri phan biét
(Bang 1).

MG hinh cdu triic tuyén tinh

Phén tich mé hinh ciu tric tuyén tinh (SEM) theo
woc lugng kha di nhat (ML) cho két qua nhu ¢ Bang
2, theo d6 mo hinh dat d6 phu hop chung véi céc chi
sO xY/dF = 1,253; GFI = 0,920; TLI = 0,979; CFI =
0,985; RMSEA =0,037. Trong 8 gia thuyét dugc phat

" Phirong sai trich trung binh (AVE)
Nguon: Tong hop tir két qua phan tich

biéu, chi c6 gia thuyét H7 1a khong dugc chap nhan.
Céc tién t cia moi truong dich vu (vén con ngudi,
v6n xa hoi, va von tam ly) déu co tac dong dwong
dén moi truong dich vu vé6i hé sb y 1an luot 0,158,
0,247 va 0,250 (p < 0,05), nén cac gia thuyét H1, H2
va H3 dugc chap nhan. Maéi truong dich vu ¢6 anh
hudng duong dén nhan thtc chat lugng dich vu va
su hai long cua khach hang véi y lan luot 0,348 va
0,159 (p <0,05), nén gia thuyét H4 va H5 dugc chap
nhan. Ngoai ra, dir li¢u ing hd quan h¢ déng bién
gitra nhan thtc chét luwgng dich vu va sy hai long cua
khach hang vé6i hé s6 y 1a 0,326 (p < 0,05), nén gia
thuyét H6 duoc chip nhan. Trong quan hé giira ba
loai von mé rong thi gia thuyét H8 dugc chap nhan,
do vén tam 1y tac dong duong 1én vén xa hoi vdi y
14 0,326 (p < 0,05). Trong khi d6, gia thuyét H7 bj
bac bo, do mbi quan h¢ giira von xa hoi va von con
ngudi khong ¢6 y nghia thong ké (p > 0,05). Két qua
kiém dinh mé hinh ly thuyét nhu & Hinh 1.

Bang 2: Uédc lwong quan hé va két qua kiém dinh cac gia thuyét

Gia thuyét Mobi quan hé Uéc lugng Sai s6 chudn | Mirc ¥ nghia Két qua
H1 SEC <€« HUC 0,158 0,093 0,028 Chép nhan
H2 SEC €« SOC 0,247 0,089 0,003 Chép nhan
H3 SEC €& PSC 0,250 0,109 kR Chép nhan
H4 SEP €& SEC 0,348 0,053 ook Chép nhan
H5 CUS <« SEC 0,159 0,069 0,039 Chép nhan
H6 CUS <« SEP 0,263 0,149 0,005 Chép nhan
H7 SOC <« HUC 0,052 0,093 0.408 Bac bo
H8 SOC <« PSC 0,326 0,100 ok Chép nhan
%k p < 0,001
Nguén: Két qua phan tich mé hinh cdu tric (SEM)
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Hinh 1: Két qua kiém dinh mé hinh nghién ciru

Nguon lwe ciia nhan vién

Moi trwomg dich vu

Trai nghiém cia khach hang

Vén
con nguoi
\ 0,158 _Nhan theee
00523 y chat luong dich vu
P M6éi trwong
Von 0,247
X3 hoi dich vu \ 0,263
Sw hai long
0,159 :
0,326 clia khach hang
0,250
Vén
tam ly

4.3. Théo lugn két qud

Két qua nghién ciru cho thdy ca ba tién t6 1a ciia
c4c loai von v6 hinh déu 6 tac dong duong dén mdi
truong dich vu, ding nhu ky vong cua khung khai
niém tong quat ciia Bowen & Schneider (2014).
Cu thé, ba loai vén mé& rong cd thé giai thich dugc
khoang 19,5% (R? = 0,195) phuong sai cua moi
truong dich vu. Két qua nay 13 bd sung quan trong
cho Yavas & cong sy (2010) khi cac tién t6 nguén
luc & cdp do td chire trong nghién ciru d6 c6 thé giai
thich 80% phuong sai cua moi truong dich vu.

Mot phat hién thu vi khac cua nghién ciru nay
12 mbi quan hé giira ba loai vén v6 hinh (v6n con
ngudi, von tim 1y va vén xa hoi) von di con it dugce
xem x¢ét trong cac nghién ciu trude chi xem xét
quan hé vén con ngudi va vén xa hoi (Santarelli
& Tran, 2013), hay chi xem xét quan hé vén tim
ly va von xa hoi (Thompson, 2005). Cu thé, ¢ day
tac dong duong cta vén tam ly 1én von xa hoi ciing
dugc khing dinh nhu trong nghién ctru cia Ngoma
& Ntale (2016). Mic khéc, nghién ctru nay cho thiy
tac dong cua von xa hgi 1én von con nguoi khong
¢6 ¥ nghia théng ké. Két qua nay khac vdi Reiche
& cong su (2009) ¢ d6 von xa hoi gitip hinh thanh
nén von con ngudi, va ciing khac véi Shih & cong
su (2010) & d6 vén con ngudi ¢6 tac dong duong dén
von xa hoi. Két qua nay kéu goi cac nghién ctru tiép
theo c6 thé tiép tuc kiém dinh quan hé gifra vdn con
ngudi va von xa hoi.

Cudi cing, két qua nghién ctru khang dinh lai sy
anh huéng truc tiép cia moi truong dich vu dén nhan
thire chat lugng dich vu va su hai long cua khach
hang. Vi céc tic dong nay, nghién ctru bd sung cho
Yoon & c¢ong su (2001) & 6 mdi truong dich vu tac

dong dén nhan thuc chat lugng dich vu cua khach
hang nhung thong qua trung gian 1a nhan thirc chét
luong dich vu cta nhén vién, va ciing b sung cho
Yavas & cdng su (2010) ¢ d6 hi€u ndng ctia nhan
vién dong vai tro trung gian trong mdi quan hé tir
moi trurong dich vu dén sy hai long ctia khach hang.

5. Két luin

5.1. Pong gop vé Iy thuyét

Nghién ctru ny da chi ra dugc ba diém méi vé
nghién cuu dich vu. Thir nhét, trong khi cac tién t6
ctia mdi truong dich vu cho dén nay hau hét nhan
manh vao viéc tao diéu kién cho nhan vién lam viéc,
nhu phong cach lanh dao, thuc tién v& quan Iy nguon
nhan lue, hd tro tir cac don vi chirc nang cua td chrc,
hay tham chi dac diém cua cong viéc cua nhan vién
(Bowen & Schneider, 2014), bai bao nay tip trung
Vao cac nguén Iuc ca nhan cua nhan vién ma cu thé
cac loai von phi vat 1y (von con nguoi, vén xa hoi
va von tam 1y). Piéu nay c6 dong gép nhat dinh vao
viéc mé rong khung khai niém vé moéi truong dich
vu duoc tong hop boi Bowen & Schneider (2014).
Thir hai, nghién ctru nay chi ra cac loai von phi vat
ly déu c6 tac dong tich cuc dén moi truong dich
vu, va muc do anh hudng cua ba loai von nay hau
nhu ting dan theo thtr tu vén con nguoi, von xa hoi
va von tdm ly. Didu nay 1a mot bang ching thuc
nghiém ban dau cho ly thuyét ctia Luthans & cong
su (2007), vé th ty phét trién cta cac loai von mo
rong trong bdi canh dich vu, va vi thé yéu td c4 nhan
cua nhan vién giao dich can dugc dé cao hon nira
(Fitzemmons & cong su, 2014). Thir ba, bai bao nay
la mot trong nhitng nghién ctru dau tién do luong
dugc quan hé gitra ba loai von vo hinh trong cung
mdt bdi canh dich vu - dich vu ngan hang. That vay,
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trong khi Han & cong su (2014) chi xem xét sy tao
thanh vén xa hoi tir vén con ngudi, hay Ngoma &
Ntale (2016) xem xét su dong gép cho vén xa hoi
chi tir vn tam ly, thi nghién ctru nay déanh gia dong
thoi ca hai tic dong tir von tam 1y 1én vén xa hoi va
tir von x4 hoi 1én vén con ngudi.

5.2. Ham y qudn tri

Mot vai ham y quan tri cho cac nha cung cép dich
vu n6i chung, va dich vu ngan hang noi riéng. Thir
nhét, moi truong dich vu duogc khéng dinh 1a yéu td
c6 y nghia trong viéc hinh thanh sy trai nghiém cia
khach hang, cu thé 13 nhén thirc chat lugng dich vu
va su hai long cta ho. Do d9, tao 1ap mét moi truong
dich vu cin dugc xem 1 su quan tdm co ban cta cac
nha quan ly dich vu. Thir hai, bén canh céc yéu t6
truyén thong vé t& chuc thudng dugc xem xét khi
danh gia moi truong dich vy, nhu phong cach lanh
dao, su hd tro tir cac phong ban chirc ning trong
doanh nghiép, cic nha quan 1y can chu y dén cac
ddc diém ca nhan cua nhan vién dich vu tir ca ba
gbc do, d6 1a cac goc do tri thire - von con ngudi,
x3 hoi - von xa hoi, va tam ly - vén tam ly. Tur do,
bai hoc vé quan ly ngudn nhén luc trong cac cong
ty dich vu 12 nén tap trung khong chi huén luyén vé
tri thire va nang luc giao dich cho nhén vién, ma
con 1a cung ¢b va mé rong mang ludi quan hé giao
dich cua nhan vién, va hon thé nira 1a viéc rut kinh
nghiém, dong vién va boi dudng tinh cach tich cuc

va lac quan cua nhan vién dich vu. Cudi cung, mot
cach cu thé, cdc ngan hang can chu y tir khau tuyén
dung nhiing nguoi gioi va cé ky nang chuyén mon
cao, cting nhu co tinh than tich cuc va nhiét tinh
trong cong viéc. Ngoai ra, nha quan ly ngan hang
cling cin tao diéu kién cho nhan vién chia sé thong
tin cling nhu chi dong hoc hoi nhdm ning cao ning
luc va thai d6 lam viéc chuyén nghiép. Gop phan
bdi dudng méi trudong dich vu tir géc d6 nhan vién
dich vu, dé hudng dén viéc cung cép dich vu ¢6 chét
lugng cao va dap ung su hai long ctuia khach hang
trong ngén han 1an dai han.

5.3. Han ché va hwéng nghién ciru tiép theo

Han ché clia d¢ tai & mau khao sat chi trong pham
vi mot nganh dich vu d6 14 dich vu ngan hang. Bé
mo hinh dé xuét c6 tinh tong quat can khang dinh
hon nita khi c6 cac nghién ctru ¢ céc loai hinh
dich vu khéc (y té, gido duyc...). Ngoai ra, mé hinh
hién tai ciing chua xem xét duoc cac yéu té khac
vé ngudn luc v6 hinh cia t6 chie nhu hinh anh va
thwong hiéu ngan hang, hoic cac két qua lién quan
khic nhu két qua kinh doanh hay hiéu tng truyén
miéng, hodc long trung thanh ctia khach hang nhu
khung khai niém cua Bowen & Schneider (2014) da
dé cap. Piéu nay c6 thé chi ra cic hudng nghién ctru
c6 trién vong tiép theo.

Loi thira nhan/cam on: “Nghién ciru ndy duoc tai trg bai Truong Pai hoc Bach khoa Thanh phé HO Chi
Minh trong khuén khé dé tai ma s6 TNCS-2015-QLCN-43"

Tai liéu tham khao

Aryee, S., Walumbwa, F., Seidu, E. & Otaye, L. (2016), ‘Developing and leveraging human capital resource to promote

service quality testing a theory of performance’, Journal of Management, 42 (2), 480-499.

Bandura, A. (1994), Selffficacy, Wiley & Sons.

Barney, J. (1991), ‘Firm resources and sustained competitive advantage’, Journal of Management, 17 (1), 99-120.

Bowen, D. & Schneider, B. (2014), ‘A service climate synthesis and future research agenda’, Journal of Service
Research, 17 (1), 5-22.

Choo, C. & Bontis, N. (2002), Knowledge, intellectual capital, and strategy: The strategic management of intellectual
capital and organizational knowledge, Oxford.

Coleman, J. (1990), Foundations of social theory, Harvard.

Dean, A. (2004), ‘Links between organisational and customer variables in service delivery: Evidence, contradictions
and challenges’, International Journal of Service Industry Management, 15 (4), 332-350.

Fitzsimmons, J., Fitzsimmons, M. & Bordoloi. S. (2014), Service management: Operations, strategy, information
technology, McGraw-Hill.

Han, J., Han, J. & Brass, D. (2014), ‘Human capital diversity in the creation of social capital for team creativity’,
Journal of Organizational Behavior, 35 (1), 54-71.

Heskett, J. & Schlesinger, L. (1994), ‘Putting the service-profit chain to work’, Harvard Business Review, 72 (2), 164-174.

Kinh téPhit trién

86 233(1I1) thdng 11/2016 102




Inkpen, A. & Tsang, E. (2005), ‘Social capital, networks, and knowledge transfer’, Academy of Management Review,
30 (1), 146-165.

Liao, H. & Chuang, A. (2004), ‘A multilevel investigation of factors influencing employee service performance and
customer outcomes’, Academy of Management Journal, 47 (1), 41-58.

Lovelock, C. & Wirtz, J. (2004), Services marketing: People, technology, strategy, Pearson.

Lusch, R., Vargo, S. & O’Brien, M. (2007), ‘Competing through service: Insights from service-dominant logic’,
Journal of Retailing, 83 (1), 5-18.

Luthans, F., Luthans, K. & Luthans, B. (2004), ‘Positive psychological capital: Beyond human and social capital’,
Business Horizons, 47 (1), 45-50.

Luthans, F. & Youssef, C. (2004), ‘Human, social, and now positive psychological capital management: Investing in
people for competitive advantage’, Organizational Dynamics, 33 (2), 143-160.

Luthans, F., Youssef, C. & Avolio, B. (2007), Psychological capital: Developing the human competitive edge, Oxford.

Mangold, W. & Babakus, E. (1991), ‘Service quality: The front-stage vs. the back-stage perspective’, Journal of
Services Marketing, 5 (4), 59-70.

Newbert, S. (2007), ‘Empirical research on the resource-based view of the firm: An assessment and suggestions for
future research’, Strategic management journal, 28 (2), 121-146.

Ngoma, M. & Ntale, P. (2016), ‘Psychological capital, career identity and graduate employability in Uganda: the
mediating role of social capital’, International Journal of Training and Development, 20 (2), 124-139.

Nguyen Dinh Tho & Nguyen Mai Trang (2012), ‘Psychological capital, quality of work life, and quality of life of
marketers evidence from Vietnam’, Journal of Macromarketing, 32 (1), 87-95.

Reiche, B., Harzing, A. & Kraimer, M. (2009), ‘The role of international assignees’ social capital in creating inter-unit
intellectual capital: A cross-level’, Journal of International Business Studies, 40, 509-526.

Salanova, M., Agut, S. & Peiro, J. (2005), ‘Linking organizational resources and work engagement to employee
performance and customer loyalty: The mediation of service climate’, Journal of Applied Psychology, 90 (6),
1217-1227.

Santarelli, E. & Tran Thu Hien (2013), ‘The interplay of human and social capital in shaping entrepreneurial
performance: The case of Vietnam’, Small Business Economics, 40 (2), 435-458.

Shih, K., Chang, C. & Lin, B. (2010), ‘Assessing knowledge creation and intellectual capital in banking industry’,
Journal of Intellectual Capital, 11 (1), 74-89.

Schneider, B., Ashworth, S., Higgs, A. & Carr, L. (1996), ‘Design, validity, and use of strategically focused employee
attitude surveys’, Personnel Psychology, 49 (3), 695-705.

Schneider, B. & Bowen, D. (1985), ‘Employee and customer perceptions of service in banks: Replication and
extension’, Journal of Applied Psychology, 70 (3), 423-433.

Schneider, B. & White, S. (2004), Service quality: Research perspectives, Sage.

Schneider, B., White, S. & Paul, M. (1998), ‘Linking service climate and customer perceptions of service quality: Tests
of a causal model’, Journal of Applied Psychology, 83 (2), 150-163.

Seligman, M. (2004), Authentic happiness: Using the new positive psychology to realize your potential for lasting
fulfillment, Simon & Schuster.

Thompson, J.A. (2005), ‘Proactive personality and job performance: A social capital perspective’, Journal of applied
psychology, 90 (5), 1011-1017.

Westbrook, R.A. (1987), ‘Product/consumption-based affective responses and postpurchase processes’, Journal of
Marketing Research, 24 (3), 258-270.

Wiceland, H., Polese, F., Vargo, S. & Lusch, R. (2012), ‘Toward a service (Eco) systems perspective on value creation’,
International Journal of Service Science, Management, Engineering, and Technology, 3 (3), 12-25.

Yavas, U., Babakus, E. & Ashill, N. (2010), ‘Testing a branch performance model in a New Zealand bank,’ Journal of
Services Marketing, 24 (5), 369-377.

Yoon, M., Beatty, S. & Suh, J. (2001), ‘The effect of work climate on critical employee and customer outcomes: An
employee-level analysis’, International Journal of Service Industry Management, 12 (5), 500-521.

86 233(T1) thang 11/2016 103 Kinh téPhat trién




