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MOI QUAN HE GIU'A CHAT LUQNG DICH VU NGAN HANG BIEN TU VOl
SU' THOA MAN VA LONG TRUNG THANH CUA KHACH HANG O VIET NAM

Tran Pirc Thing*, Pham Long**

Chat heong dich vu la mét trong nhitng nhdn t6 quan trong quyét dinh sw thanh céng hay
thét bai ciia cdc ngdan hang. Pé dat duwroc va duy tri loi thé canh tranh trong thi truong dich vu
ngdn hang dién tir, cdc ngan hang can phai xdac dinh dau la thude do chat lwong dich vu khdch

hang va tac déng ciia né 1én chat lwong tong thé dich vu, sw théa mén va long trung thanh cia

khdch hang. Bai viét nay nghién ciru moi quan hé giita chat heong dich vu ngdn hang dién tir

V6i sy théa man va trung thanh ciia khdch hang trong béi canh Viét Nam, trén co sé dé dé xudt

mét s6 gidi phdp cho cdc ngdn hang thwong mai trong chién lwoc kinh doanh ciia minh.

Tir khéa: chat luong dich vu ngén hang dién tir, sy thoa man, long trung thanh

1. Giéi thi¢u

Dich vu ngan hang dién tir c6 thé mang lai cho ca
cac ngan hang va khach hang nhiéu loi ich khac
nhau (Broderick& Vachirapornpuk, 2002). Ngan
hang dién tir gitp giam chi phi do giam duoc s6
luwong nhan vién, chi nhanh van phong, va cac co so
vat chat khac trong khi van duy tri chit luong dich
vu khach hang & mirc cao. Didu nay co thé tao diéu
kién thuén loi cho cac ngan hang trong viéc cung
cap cac dich vu cho khach hang véi chi phi thdp hon
va thu duogc loi nhuan cao hon so véi cac dich vu
ngan hang truyén thong (e.g. Gerlach,2000; Jun&
Cai, 2001).

Vi vay, dé khai thac loi thé ctia ngan hang dién tir,
hau hét cic ngan hang da dau tu rat nhidu cho co so
ha tdng dién tir va cung cp cho khach hang cua ho
thong qua nhiéu kénh phan phdi dich vu hién dai.
Tuy nhién, mic du nhiéu ngan hang da dau tu manh
vao viéc nang cao chat luong dich vu ngan hang
dién tir, ho van chua theo kip nhu clu va ky vong
ngay mot tang ctia khach hang, va dang phai d6i mit
v6i rat nhiéu kho khan trong chién lugc kinh doanh.

Dé thanh cong trong mot linh vyc c¢6 mic do
canh tranh cao nhu ngan hang dién tir, cac ngan
hang phai cung cép cho khach hang dich vu voi chét
luong cao (Mefford,1993). Muén 1am duoc diéu do,

cac ngan hang phai ndm duoc céc tiéu chi nao duoc
cac khach hang sir dung dé danh gia chat luong dich
vu ngan hang. Trén co s d6, ngan hang méi c6 thé
¢6 cac giai phap thich hop va hiéu qua, nhim nang
cao chit luong dich vu ngan hang dién ta, tao sy
théa man va 1ong trung thanh cia khach hang.

Cho dén nay, dd c6 mot s6 cong trinh nghién ctru
cac tiéu chi danh gia chét lugng dich vu khach hang,
su thoa man va trung thanh cua khach hang trong
b6i canh ngan hang truyén thong, boi canh ma cac
giao dich ngan hang chu yéu duoc thuc hién truc
tiép giita khach hang va nhan vién ngén hang (Bau-
mann, Burton & Elliott, 2005; Beerli, Martin &
Quintana, 2004; Calik and Balta, 2006; Ehigie,
2006; Veloutsou, Daskou & Daskou, 2004). Tuy
nhién, rat it nghién ciru dwgc dua ra trong moi
truong ngan hang, noi ma kénh phan phéi va lién lac
dau tién khong phai 1a thong qua giao tiép truc tiép
gitta con nguoi (Flavian, Torres&Guinaliu, 2004;
Jabnoun & Al- Tamini, 2003; Jun & Cai, 2001;
Maenpaa, 2006; Siu & Mou, 2005). Nhitng nghién
ciu nay duoc thyc hién trong bdi canh Cac nude
Chau Au va Bic My (Pikkarainen, 2006) va sau d6
dugc mo rong sang cac khu vuc khac bao gdm cac
nudc mai phat trién va dang phat trién, nhu Singa-
pore, Dai Loan, Malayxia va Thai Lan (Jaruwachi-
rathanakul & Fink, 2005).
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O Viét Nam ciing c6 mot sd cong trinh nghién
clru vé chét lugng dich vu nhu nghién ctu cia
Nguyén Pinh Tho & Nguyén Thi Mai Trang (2003)
nghién cuu vé do luong chét luwgng dich vu siéu thi;
nghién ctru ciia Pham Anh Tuan (2008) nghién ctru
tac dong cia nhan t6 thuong hiéu dén long trung
thanh cua khach hang str dung dién thoai di dong,
nghién ciru cia Nguyén Duy Thanh & Cao Hao Thi
(2011) nghién ctru vé mo hinh chap nhén va sir dung
ngan hang dién tr tai Viét Nam... Cac cong trinh nay
hodc da nghién ctu vé chat lugng dich vu, su thoa
man, long trng thanh nhung khong phai trong moi
truong ngan hang, hodc nghién ciru vé dich vu ngan
hang dién tir nhung tap trung vao cac diéu kién dé
ap dung dich vu nay tai Viét Nam.

Trong nghién ciru ndy, tac gia xay dung va kiém
dinh md hinh nghién ctru vé mdi lién hé giira chét
luong dich vu ngan hang dién tur véi sy thoa man va
trung thanh cua khach hang tai Viét Nam.

2. Tong quan co sé' 1y thuyét

2.1. Chit lugng dich vu ngin hang dién tir

Chat luong dich vu 1a mic d6 ma mot dich vu
dap tng dwoc nhu cau va su ky vong cua khach
hang (Asubonteng & cong su, 1996). Theo Parasur-
aman & cong su (1985, 1988), chét Iuwong dich vu la
khoang cach gitta sy mong doi cua khach hang va
nhan thuce cua ho khi da su dung dich vu.

bé nang cao chat lugng dich vu thi viéc xac dinh
cac tiéu chi danh chat luong dich vu 1a rit quan
trong. Jun & Cai (2001) dd phat trién 17 tiéu chi
danh gia chat luong dich vu ngan hang dién tu: san
phim da dang/tinh ning da dang, d¢ tin ciy, dap
ung nhanh, nang lyc, lich sy, sy tin nhiém, truy cap,
truyén thong, thau hiéu khach hang, hop tac, cai tién
lién tuc, ndi dung, tinh chinh xac, dé st dung, dung
thoi han, tinh tham my, va an toan. Céc tac gia cho
rang ca ngan hang dién tir va ngan hang truyén
thong déu cung cp dich vu nén tip trung vao cac
tiéu chi 1a kha nang dap tng nhanh, do tin ciy va tdc
do truy cap.

Polatoglu & Ekin (2001) diéu tra sy chip nhan
ctia ngudi tiéu dung & Thd Nhi Ky “ddi vai dich vu
ngan hang dién tu ngén hang dién tr va phat hién ba
thuoc tinh ma c6 kha ning anh huong dén chét
luong cua dich vu ngan hang dién tir nhu d9 tin cay,
tdc do truy cap va tiét kiém.

Ngoai ra, Broderick & Vachirapornpuk (2002)
xac dinh ndm tiéu chi chinh anh huong co ban dén
chét luong dich vu: sy mong doi cua khach hang vé
dich vy, hinh anh va uy tin cta don vi td chuc dich
vy, cac mit cua thiét 18p dich vy, kho khan thuc té
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cua dich vu va su tham gia cta khach hang. Cac tac
gia cling luu ¥ rang trong sd nhitng tiéu chi nay,
thiét lap dich vu va sy tham gia ctuia khach hang co
tac dong truc tiép nhét 1én danh gia dich vu.

Flavian, Tores & Guinaliu (2004) da phat hi¢n ra
bdn tiéu chi nhu truy cap vao dich vu, dich vu cung
cép, bao mat, va danh tiéng, duoc thira nhan da tao
dung duoc hinh anh cho ngan hang dién tir va chat
luong dich vu ctia ngan hang dién ti. Jayawardhena
(2004) ciing xac dinh 4 tiéu chi chat lugng 1a giao
dién trang web, sy tin tuong, su cha y, va do tin cay
bang cach st dung quy mé6 SERVQUAL di chinh
sua.

Tuong ty nhu vay, Bauer & Hammerschmidt
(2005) dé xuit 6 tiéu chi mang lai chét lugng dich
vu ctia cong thong tin ngan hang dién tir: bao mat,
tin cdy, dich vu bd sung, gia tri gia ting, hd tro giao
dich, va dap ung nhanh.

Siu & Mou (2005) di diéu chinh e-SERVQUAL
khi do luong chat luong dich vu ngan hang dién tir
Hong Kong. Cac tac gia co sir dung phuong phap
phan tich nhan td, phat hién ra bdn tiéu chi 1a do tin
cay, hi€u qua st dung, bao mat, va xu ly su cd.

Gan day hon, Maenpaa (2006) dd xem xét hang
loat cac tai li¢u va cac phan tich dinh lugng, phat
trién 7 tiéu chi mang lai chét lugng dich vu ngan
hang dién ti: thudn ti€n, bao dam, tinh trang, cac
tinh nang phu trg, tai chinh c4 nhan, dau tu, va thim
do. Nghién ctru tiép tuc cho thiy rang cac ngan hang
cung cap cac dich vu ngan hang dién tir can phai tap
trung hon vao cac nhom khach hang tré, nhiing
khach hang tiém ning trong twong lai.

Pikkarainen va cong su (2006) da tap trung thuc
hién cac dich vu ngan hang dién tir dya trén quan
diém hai long cta nguoi sir dung may tinh. Céc tc
gia lap luan réng 3 tiéu chi la ndi dung, dé sir dung,
va d6 chinh xac 14 co so vimg chic ddi véi viée do
ludng sy thoa man cua ngudi dung may tinh dbi véi
ngan hang dién tr.

2.2. Sw thoa man ciia khdach hang

Sy thoa mén cua khach hang 13 mot tién dé quan
trong tao nén long trung thanh khach hang. Su thoa
man la phan Gng cua khach hang khi dugc dép ung
mong mudn (Oliver, 1997), 1a phan g cua khach
hang v& su khac biét gitta mong mubn va muc do
cam nhan sau khi st dung san phém, dich vu (Tse &
Wilton, 1988). Su théa man la cam xtc cua mot
nguoi, do la niém vui hay su that vong tur viéc so
sanh két qua nhan dugc tr san phfim, dich vu so voi
su ky vong cua ho (Kotler, 2000; Jamal va Kamal,
2002; Kotler & Lin, 2003). Su thoa man cua khach
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hang 1a mot qua trinh tim 1y cua viéc danh gia két
qua nhan dugc so vdi su ky vong (Egan, 2004).

Su théa man cta khach hang cé thé dan dén viéc
c6 thé giit chan khach hang va do d6 mang lai loi
nhuin cho mot td chue (Jamal & Kamal nam 2002;
Egan, 2004).

Theo Parasuraman va cong su (1993), giita chét
luong dich vu va sy thdéa man khach hang ton tai
mot s6 khac biét, diém khac biét co ban la vén dé
“nhan qua”. Con Zeithalm & Bitner (2000) thi cho
rang su thoa man cta khich hang bi tic dong boi
nhiéu yéu td: chat luong dich vy, chét lugng san
pham, yéu t6 tinh hudng, gia ca, yéu té c4 nhan. Tuy
gitra chét luong dich vu va su théa man c6 quan hé
v6i nhau (Cronin & Taylor, 1992) nhung c6 it
nghién ctru tap trung vao viéc kiém tra mirc do giai
thich cta cac thanh phan chat luong dich vu dbi véi
su thoa man, dac biét cho tirng nganh dich vu cu thé
(Lassar& cong su, 2000).

Theo Gummerus va cac cong su (2004), su thda
mén cua khach hang c6 mdi tuong quan dwong véi
1ong trung thanh trong cac dich vu truyén thong va
1a mot tiéu chi danh gia vé két qua dat duoc cua mot
doanh nghiép. Trong méi truong truc tuyén, su thoa
man c6 mot tdic dong manh m€ hon ddi véi long
trung thanh so voi trén thuc té, vi tim kiém cac nha
cung cép thay thé trén thuc té s& mat chi phi hon
nhiéu.

2.3. Long trung thanh cvia khach hang

Long trung thanh Ia thuat nglr dugc st dung va
lam dung nhiéu. Mic du duoc su dung rong rai,
nhung céc tac gia chua dinh nghia dugc thuat ngir
nay, dan t6i su thiéu dong nhét trong cac 1y thuyét
marketing. Gia dinh ph bién 1a 1ong trung thanh c6
thé chuyén d6i thanh v6 van hanh vi mua hang lap
lai tir cting mdt nha cung cap trong mot khoang thoi
gian nhat dinh (Dick & Basu, 2001).

Long trung thanh cua khach hang va kha nang
sinh loi ¢6 mbi quan hé chat ché. Viéc tang logi
nhuan tir long trung thanh khach hang 1a két qua cua
viéc giam chi phi marketing, ting doanh thu va
giam chi phi kinh doanh do céc khach hang trung
thanh thuong it khi chuyén sang sir dung san pham
khac khi gia ca thay dbi va ho thuong mua nhiéu
hon cac khach hang khac (Reichheld & Sasser,
1990).

C6 3 Phuong phép tiép can chinh dé nghién ctru
su trung thanh cua cac khach hang: cac phuong
phap tiép can hanh vi, phuong phap tiép can thai do
va phuong phap cach tiép can tong hop (Oh 1995).
Phuong phap tong hop c6 tinh dén ca bién hanh vi

va thai do, dé tao khai niém riéng vé su trung thanh
cua khach hang

“Hanh vi trung thanh” thudng thé hién & sé
luong hang mua, tin suat nhitng 1an mua hang va
viéc chuyén sir dung thuong hiéu (Allen va Meyer,
1990; Oliver, 1997).

“Théi d6 trung thanh” 14 tong hop cac so thich va
quyén wu tién mua hang cua khach hang dé quyét
dinh mac d9 cua long trung thanh (Egan, 2004).
Khach hang trung thanh vé mit “thai d 0” thuong it
khi chap nhan cac thong tin tiéu cyc vé thuong hiéu
hon 1a cac khach hang khac (Ahluwali va cac cong
su, 1999), it ¢6 dong co tim kiém dich vu thay thé
khéc tham chi ngay ca khi ho rat that vong (Dick va
Basu, 2001), va co Xu huéng quang cao bang miéng
nhanh va tich cuc vé nhung dic tinh t6t ca dich vu,
sir dung cac dich vu bd sung va chip nhan mirc gia
phu hop (Gremler va Brown 1999).

Céc nghién ctru trude cho thiy gitra sy thoa man
cua khach hang c6 tac dong tdi long trung thanh ctia
khach hang (Dick & Basu, 1994; Lee &
Cunningham, 2001). Khach hang da théa man &
muc do cao thuong duy tri quan hé véi véi cac nha
cung cép hién tai cua ho va Iap lai hanh vi mua hang
cua ho.

2.4. Mé hinh va gid thuyét nghién ciru

Trén co s& nghién ctru tong quan va tinh hinh
thuc té dich vu ngan hang dién tr tai Viét Nam, mo
hinh nghién ctu mbi quan h¢ gitra chét lugng dich
vu ngan hang dién t voi sy thoa man va trung thanh
cua khéach hang dugc xay dung nhu hinh 1.

Tir hinh 1, mot hé thong gia thuyét dugc phat
trién nhu sau:

HI. Chdt lwong dich vu ngdan hang dién tir va
chdt heong dich vu ngdn hang dién tir tong thé cé
moi twong quan duwong.

H2. Chat lwong hé thong thong tin dién tir va chat
lwong dich vu ngdn hang dién tir tong thé c6 moi
tuwong quan duong.

H3. Chdt heong dich vu san pham ciia ngan hang
va chat lwong dich vu ngdn hang dién tir tong thé cé
méi twong quan dwong.

H4. Chat lwong dich vu ngdn hang dién tir tong
thé va s théa man cua khdach hang véi ngdn hang
dién tir c6 moi twong quan dwong.

H5. Su thoa man cua khach hang voi sw trung
thanh cia khach hang cé méi twong quan dwong.

3. Phuwong phap nghién ctu
3.1. Thu thdp sé liéu
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Hinh 1: Mdi quan h¢ giira chét lwong dich vu ngin hang dién tir

v6&i sw théa man va trung thanh cia khach hang

Chat lugng
DVNH dién tir

Chit lugng
tong the DV
NH dién tir

Chat lugng
HT thong tin
dién tir

Chat lugng
SPDVNH

S6 liéu duoc thu thap tir cac khach hang cia cac
ngan hang thuong mai ¢ Viét Nam tap trung chu yéu
O cac thanh phé lon 1a Ha Noi, Hai Phong, Ba Nﬁng,
thanh phd HO6 Chi Minh bai qua khao sat cho thiy
cac dich vu ngan hang dién tir duoc st dung chu yéu
tai cac thanh phé lon. Tai cac tinh va khu vuc nong
thon viéc st dung cac dich vu hién dai nay la rat han
ché.

S liéu dugc thu thap qua phuong phap bang hoi.
600 bang hoi di duoc giri di, sau khi thu vé va xir Iy
thi c6 511 bang hoi dat yéu cau duoc dua va phan
tich, dam bao s quan sat > 10 1an s6 bién. Nghién
ctru st dung thang do Likert 7 diém véi 1 1a rat
khong ddng ¥ va 7 1a rat dong y.

Béng ciu hoi gdm hai phan chinh: Phan 1 1a cac
thong tin cd nhan nhu do tudi, gidi tinh, thu nhap,
trinh d6 hoc vén, thoi gian st dung dich vu ngan
hang dién tir... Phan 2 1a cac cau hoi dé thu thap s6
lidu v& cac bién. M6 hinh gdm 6 bién tiém an: chat
lwong dich vu ngén hang dién tir (dwoc do bang 4
tiéu chi la tinh hitu hinh, tinh tin cay, tinh dap tng,
tinh thdu hiéu); chat lugng hé théng thong tin dién
tir (dwoc do bang 3 tiéu chi 1a tinh tiép can, tinh
chinh xéc, tinh an toan); chit luong san pham dich
vu ngan hang, chét lugng dich vu ngan hang dién tir
tong thé, su thoa man cia khach hang, 1ong trung
thanh cua khach hang.

3.2. Phwong phdp xir Iy sé li¢u

Nghién ctru str dung phuong phap mé hinh ciu

Su thoa mén
cua khach
hang

Sy trung thanh
cua khach
hang

trac toan hoc (SEM) dé chay mé hinh, kiém dinh
cac gia thiét. Phan mém dugc sir dung 1a SPSS 18
va Mplus 6.11.

4. Két qua nghién ciru

4.1. Thong ké mé ti

Vé6i mau gdm 511 quan sat, vé& gidi tinh c6 36%
nam, 64% nit; vé d6 tudi c6 91.8% nam trong do
tudi 20 — 44 tudi, 8,2% la trén 44 tudi; vé thu nhap
hang thang c6 37,4% thu nhap dudi 5 triéu, 45,6%
thu nhap tur 5 — 10 tri€u, va 17% thu nhap trén 10
triéu. V& hoc van c6 68,9% la dai hoc, con lai 4,9%
la cép 3, trén dai hoc 1a 26,2%. Thoi gian st dung
cac dich vu ngan hang dién tir c6 40,9% sir dung
dudi 1 nam, 21,5% st dung tir 2 — 3 nam, 20% st
dung tir 4 — 5 nam, 17,6% su dung trén 5 nam. Nhu
vay, théng ké mo ta cho thiy khach hang sir dung
cac dich vu ngan hang dién tir thuong la cac khach
hang tré va trung tudi, co trinh d6 hoc van cao
(thuong 1a tét nghiép cao diang, dai hoc). Tuy nhién,
thoi gian st dung céc dich vu thi chua lau phan anh
dang thyc trang la cac dich vu nay moi dugc trién
khai tai Viét Nam.

4.2. Két qua kiém dinh mé hinh

4.2.1. M6 hinh do luong

Mo hinh do ludng nham kiém tra do tin cdy va
gia tri cuia thang do. Sau khi chay mo hinh do luong
bang phan mém Mplus 6.11, cac két qua duoc tip
hop trong bang 1.
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Két qua kiém dinh mé hinh cho thay, hé s6 do tin
cdy tong hop (Composite reliability) déu > 0.6 (Dia-
mantopoulos & Siguaw, 2007); phuong sai trich
binh quin (AVE) ctia cac bién déu > 0.5 (Diaman-
topoulos & Siguaw, 2007), hé sé Cronbach’s Alpha
cia cac bién tiém an déu > 0.7 (Nunnally, 1978;
Rigdon, 1996). Nhu vay, két qua chay mo hinh cho
thdy cac bién ctia mé hinh déu c6 gia tri va da do tin
cay.

4.2.2. M6 hinh cdu triic

Sau khi chay mé hinh bang phan mém Mplus
6.11, cac Kkét qua co ban thu dugc nhu sau:

- Mtrc d6 phu hop ciia mé hinh (Bang 2)

Két qua chay mé hinh céu trac cho thdy mé hinh
c6 bac tu do df (Degrees of Freedom) = 181>0
chirng té moé hinh thudc dang “qua xac dinh (Over-
identified).

Chi s6 RAMSEA (Root Mean Square Error Of

Approximation) 1a 0.069 <0.08 cho thdy muc do
phii hop ctia md hinh 1a tot (Taylor, Sharland,
Cronin & Bullard, 1993); (Diamantopoulos &
Siguaw, 2007).

Chi s6 SRMR (Standardized Root Mean Square
Residual) = 0.037<0.05 chiing t6 m6 hinh phu hop
t6t (Taylor, Sharland, Cronin va Bullard, 1993).

Céc chi s CFI = 0.948>0,9; TLI = 0.940 >0.9
cho thay mé hinh phu hop tt (Segar, Grover, 1993),
(Chin&Todd, 1995), va théa mén mé hinh ciu truc.

Ty s6 Chi-Square/ Degrees of Freedom (y%/df) =
618.078/181 = 3.4 <5 cho thiy mé hinh phu hop tbt
vi mau c6 kich thude bang 511 >200 (Kettingger &
Lee,1995).

Nhu vay cé thé két luan: mo hinh nghién ciru 1a
rat phu hop.

- Két qua kiém dinh gia thiét (Bang 3)

Béng 1: Cic chi tiéu thong ké mé hinh do lrong

. Phuong sai Hé sb Heé sé db tin
Bién tiém an trich binh Cronbach’s cﬁ).f t(x)ng'ho’p
quin alpha ‘ :
Chét luong dich vu EB (F1) 0.631 0.87 0.872
Chat lugng hé thong thong tin dién tir (F2) 0.662 0.854 0.854
Chat lugng SP, DV ngan hang (F3) 0.634 0.891 0.896
Chat lugng tong thé EB (F4) 0.749 0.856 0.856
Su thoa man cta khach hang (F5) 0.669 0.908 0.89
Long trung thanh ctia khach hang (F6) 0.706 0.845 0.878
Nguon: Tinh todn tir SPSS18 & Mplus6.11
Bang 2: Téng hop mirc dd phit hop ciia md hinh
So bac tu do 71
Gia tri lan can theo don vi Loga Gia tr1 HO -13228.985
Gia tri H1 -12919.946
Gia tri cac hé s6 AIC, BIC va BIC | Hé s6 AIC 26599.971
didu chinh Hé s BIC 26900.753
Hé s6 BIC diéu chinh 26675.389
Gia tri Khi binh phuwong danh gia | Gia tri 618.078
murc d phu hop cua mo hinh Bac tu do 181
P-Value 0.0000
Hé s6 RMSEA Ud6c luong 0.069
Khoang tin cdy 90% 0.063 0.075
Xac sudit RMSEA <= .05 0.000
Hé s6 CFI/TLI Hé s6 CFI 0.948
Heé s6 TLI 0.940
Gia tri Khi binh phuong danh gia | Gia tri 8689.220
mirc do phu hop cua mé hinh nén | Béc tu do 210
tang do phan mém xay dung P-Value 0.0000
Hé s6 SRMR Gia tri 0.037

Nguon: Tinh todn tie Mplus 6.11
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Sau khi chay mé hinh két qua cho thay 4 trong s6
5 gia thuyét cia mo hinh 1 vé cac mdi quan hé co ¥
nghia théng ké, cu thé nhu sau:

Gid thiét HI: Véi yl= -0.030<0, P-value
0.852>0.05, do d6 chua ¢ co s& dé chip nhan gia
thuyét. Hay noi cach khac chua co co so két luan
chit lugng tong thé dich vu ngan hang dién tir co
mdi twong quan duong véi chat lugng dich vu ngan
hang dién tu.

Gid thiét H2: +2 0.537>0, P-value =
0.004<0.01: gia thuyét duoc chap nhan hay noi cach
khac 14 chét luong hé thong thong tin dién tir co mdi
twrong quan duong vé6i chat lwong dich vu ngan hang
dién tir tong thé.

Gid thiét H3: y3= 0.469>0; P-value
0.000<0.01: chap nhan gia thuyét hay c6 thé két
luan chit luong san pham dich vu ngan hang c6 méi
tuong quan duong véi chat lugng dich vu ngén hang
dién tir tong thé.

Gid thiét H4: vy4= 0.929 >0; P-value
0.000<0.01: gia thuyét dugc chip nhan hay chit
luong dich vu ngan hang dién tu téng thé c6 mbi
twong quan duong véi sy théa man cua khach hang.

Gid thiét H5: Voi y5= 0.879 >0; P-value =
0.000<0.01, gia thuyét duoc chap nhan hay su thoa
man cua khach hang véi sy trung thanh cua khach
hang c¢6 mdi twong quan duong.

5. Két luan va dé xuit

5.1. Két lugn

Tir két qua kiém dinh mé hinh cho thay trong bi
canh Vi¢t Nam: chat luong tong thé dich vu ngan
hang dién tor c6 moi tuong quan duong véi chat
luong hé thong thong tin dién tir va chat lugng san
pham dich vu ngan hang, két qua nay trung voi ket
qua cua cac nghién ctru trude. Tuy nhién, chua c6 co
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s dé két luan chat luong téng thé dich vu ngan
hang dién tor c6 moi quan hé duong voi chat lugng
dich vu ngan hang dién tr, két qua nay khac voi mot
s0 nghién ctu trude day.

Su thoa min cta khach hang twong quan rat chat
ché vdi chat luong tong thé dich vu ngan hang.
Long trung thanh cua khach hang cling c6 moi
twong quan manh voi sy thoa man cia khach hang.
Két qua nay ham y Ia néu ngan hang nang cao duoc
chat lugng tong thé dich vu ngan hang thi sé co thé
thoa man dugc khach hang va tao dugc khach hang
trung thanh.

5.2. Mgt sé dé xuit

Tir cac két qua nghién ctru trén, tac gia néu mot
s0 d¢ xuat cho cac ngan hang thuong mai cua Viét
Nam trong linh vyc dich vu ngan hang dién t&r nhu
sau:

Thir nhdt, tap trung dau tu nang cao chét luong
h¢ thong thong tin phuc vu ngan hang dién tir. Céac
giai phap nén trung vao:

- Tang cuong dau tu vao co so ha tang dién tir ca
phan cting, phan mém va cong tac dao tao;

- Nang cip website cia giao dich ngan hang dién
tir sao cho khich hang dé tiép can, bo tri cc thong
tin mot cach khoa hoc;

- Tang tbc do truy cap website, va tbe do cia cac
giao dich dién tu;

- Tang tinh an toan cho cac giao dich, c6 cac bién
phép han ché rui ro trong giao dich ngan hang dién
tur, cam két bao v€ khach hang khi c6 rui ro xay ra,
cam két khong tiét 1o cac thong tin nhay cam cua
khach hang;

- Pam bao d6 chinh xac trong céc giao dich dién
tur thong qua viéc giam sat, ki€m tra chat ché.

Bang 3: Tong hop cac két qua kiém dinh gia thuyét

. y Puwong dan quan Cha nhan
Gid thuyet h¢ nhﬁgn qua ! Tuong quan (Y) P-Value gid tIl)luyé't )
H1 Fl — F4 -0.030 0.852 Khong
H2 F2 - F4 0.537%* 0.004" Co
H3 F3 — F4 0.469%* 0.000" Co
H4 F4 > F5 0.929%* 0.000" Co
H5 F5 — F6 0.879%* 0.000" Co

hang; F6: Su trung thanh cua khach hang .
" C6 ¥y nghia & murc p-value < 0.05.
™ Co y nghia & mirc p-value < 0.01.

Ghi chu: Fl:ﬂChﬁt lwong dich vu NHDT; F2:7 Chat vlu(_)rng hé thong thong tin dién tir; F3: Chat
luong san pham dich vu NH, F4: Chat luong tong thé dich vu NHDPT; F5: Sy thdéa man cua khach

Nguon: Tinh toan tir Mplus 6.11

86 195 thang 9/2013

31

Kinh téPhat trién




@GHléN C0U - TRRO HOI

Thir hai, tap trung dau tu vao chét lugng cua san
pham dich vu ngan hang theo hudng:

- Pa dang hoa céc dich vu ngan hang dién ti, dap
g moi nhu cau ciia khach hang;

- Pay manh quang cdo, tiép thi, khuyén mai thém
nhiéu dich vu truc tuyén mién phi cho khach hang.
Tap trung cong tic maketing huéng vé sd khach
hang tré, ddy 1a cac khach hang tiém nam sé& st dung

cac dich vu ngan hang dién tu trong tuong lai;

- Két hop voi cac doanh nghiép, hé thong siéu
thi... dé dua cac giao dich truc tuyén cia ngan hang
deén véi khach hang.

Thir ba, taing cuong cong tac dao tao doi ngili can
bd, nhan vién ca vé kién thic cong nghé¢ thong tin
va k¥ nang giao ti€p va kj nang phat trién san pham
dich vu ngan hang.(J

Tai liéu tham khao:
Ahluwalia, R., Unnava, H.R. and Brunkrant, R.E (1999), Towards understanding the Value of a Loyal Customer: An
Information-Processing Perspective, Marketing Science Institute , Report No. 99-116, Cambridge, MA.

Allen, N.J. and Meyer, J.P. (1990), “The measurement and antecedents of affective, continuance and normative com-
mitment to the organization”, Journal of Occupational and Organizational Psychology, Vol. 63 No. 1, pp. 1-
18.

Asubonteng, P. McCleary, K.J., and Swan, J.E., (1996), ‘SERVQUAL revisited: a critical review of service quality’,
The Journal of Services Marketing, Vol. 10 No. 2, spring.

Baumann, C., S. Burton & G. Elliott (2005). Determinants of customer loyalty and share of wallet in retail banking.
Journal of Financial Services Marketing, 231 - 248.

Beerli, A., J.D. Martin & A. Quintana (2004). A model of customer loyalty in the retail banking market. European
Journal of Marketing, 253 — 275

Broderick,A.J & S.Vachirapornpuk (2002). Service quality in Internet banking: The importance of customer role.
Marketing Intelligence & Planning, 327 - 335.

Calik, N & N.F. Balta (2006). Consumer satisfaction and loyalty derived from the perceived quality of individual
banking services: A field study in Eskisehir from Turkey. Journal of Financial Services Marketing, 135 - 149.

Crowley, S.L. and Fan, X. (1997), “Structural Equation Modeling: Basic Concepts and Applications in Personality
Assessment Research,” Journal of Personality Assessment, 508-31.

Dick, A.S & K. Basu (1994). Customer loyalty: Toward an integrated conceptual framework. Journal of the Academy
of Marketing Science, 99 - 113.

Diamantopoulos, A., and Siguaw, J.A. (2007) ‘Introducing Lisrel’, Sage Publications, London
Egan, J, (2004), Relationship Marketing -Second edition, Prentice Hall.

Ehigie, B.O (2006). Correlates of customer loyalty to their bank: A case study in Nigeria. International Journal of
Bank Marketing, 494 — 508.

Gerlach, D (2000). Put your money where your mouse is. PC World March, 191 - 199. Giese, J & J. Cote (2000).
Defining customer satisfaction. Academy of Marketing Science Review.

Gremler, D.D. and Brown, S.W. (1999), “The loyalty ripple effect: appreciating the full value of customers”, Inter-
national Journal of Service Industry Management , Vol. 10 No. 3, pp. 271- 91.

Gronroos, C. (1984). 4 service quality model and its marketing implications. European Journal of Marketing, 36 — 44.

Jayawardhena (2004). Measurement of service quality in Internet banking: The development of an instrument. Journal
of Marketing Management, 185 — 207.

Jun, M & S. Cai (2001). The key determinants of Internet banking service quality: A content analysis. International
Journal of Bank Marketing, July, 276 - 291.

Lassar, W., Manolls, C., and Winsor, R.D., (2000), 'Service quality perspectives and satisfaction in private banking’,
International Journal of Bank Marketing, Vol. 14 No. 3, 244-271.

Lee, M., & Cunningham, F. (2001). A cost/benefit approach to understanding service loyalty. Journal of Services
Marketing, 113 — 130.

Maenpaa, K (2006). Clustering the consumers on the basis of their perceptions of the Internet banking services.
Internet Research, 304 - 322.

Oliver, R.L(1993). A conceptual model of service quality and service satisfaction: Compatible goals, different

Kinh téPhat trien

86 195 thang 9/2013 32




NGHIEN C0U - TRRO a@ ‘
concepts. Advances in Services Marketing and Management, 65 — 85

Parasuraman, A., V.A. Zeithaml & A. Malhotra (2005). E-S-Qual: A multiple-item scale for assessing electronic
service quality. Journal of Service Research, 213 - 233.

Peterson, R.A. (1994). A Meta-Analysis of Cronbach’s Coefficient Alpha. Journal of Consumer Research, 381- 91.

Pikkarainen, K., T. Pikkarainen., H. Karjaluoto & S. Pahnila (2000). The measurement of end-user computing

satisfaction of online banking services: Empirical evidence from Finland. International Journal of Bank
Marketing, 158 - 172.

Polatoglu, V.N & S. Ekin (2001). An empirical investigation of the Turkish consumers’ acceptance of Internet
banking services. International Journal of Bank Marketing, April, 156 - 165.

Reichheld, F (1993). Loyalty based management. Harvard Business Review, March- April, 64 - 73.

Siu, N.Y.M & J.C.W. Mou (2005). Measuring service quality in Internet banking: The case of Hong Kong. Journal
of International Consumer Marketing, 99 — 116.

Tse, D.K & P.C. Wilton (1988). Models of consumer satisfaction formation: An extension. Journal of Marketing
Research, 17 November, 460 — 469.

Veloutsou, C., S. Daskou & A. Daskou (2004). Analysis papers: Are the determinants of bank loyalty brand specific.
Journal of Financial Services Marketing, 113 — 125

Yang, Z., M. Jun & R.T. Peterson (2004). Measuring customer perceived online service quality: Scale development
and managerial Implications. International Journal of Operations & Production Management, 1149 — 1174.

Zeithaml, V.A., A. Parasuraman & A. Malhotra (2002). Service quality delivery through web sites: A critical review
of extant knowledge. Journal of the Academy of Marketing Science, 362 - 375.

Nguyén Dinh Tho & Nguyén Thi Mai Trang (2003), Po lieong chdt heong dich vu siéu thi theo quan diém khdach hang,
CS2003.01.04, Khoa Kinh t¢ PH Quoc gia TPHCM.

Nguyén Duy Thanh & Cao Hao Thi (2011), M6 hinh chap nhdn va sir dung ngdn hang dién tir tai Viét Nam, Tap chi
Khoa hoc va Cong nghé.

Pham Anh Tuin (2008), Tdc dong ciia nhin t6 thirong hiéu ajé'n long trung thanh ciia khdch hang: Nghién cieu thi
truong dién thoai di dong Viét Nam, LVThs, PH Kinh t¢ TPHCM.

The relationship between ebanking services quality and customers’ satisfaction and loyalty in Vietnam
Abstract:

Service quality is one of the key factors in determining the success or failure of the bank. To gain and main-
tain competitive advantages in the rival-driven e-banking market, it is thus crucial for e-banks to under-
stand what customers perceive to be the key dimensions of service quality and its impacts on the overall
service quality, customer satisfaction, and loyalty. This paper studies the relationship between ebanking
services quality and customers’satisfaction and customers’loyalty in the context of Vietnam, and provides
some solutions to the business strategy of commercial banks.

* Thong tin tac gia:

* Tran Pirc Thing: Thac si, nghién ciru sinh.

- Noi céng tac: Gidng vién Vién Ngan hang - Tai chinh, Dai hoc Kinh té quéc dan.

- Linh vwee nghién ciru chinh: Tai chinh doanh nghiép, Tham dinh dw dn, Phdn tich tai chinh, Ngdn hang,
Chirng khoan.

*% Pham Long: Tién si

- Noi céng tac: Gidng vién Vién Ngdn hang Tai chinh, Pai hoc Kinh té quéc dan.

Sé 195 thang 9/2013 33 Kinh té<Phit trién




