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TAI NGAN HANG THUONG MAI CO PHAN
NGOAI THUONG VIET NAM - CHI NHANH
DONG QUANG NINH

The Impact of Service Quality on Customer
Satisfaction at Vietcombank - East Quang Ninh
Branch

Pham Thu Trang*, Nguy&n Minh Son™
Ngay nhgn bai: 15/01/2026, ngay guwi phan bién: 17/3/2026, ngay duyét dang: 20/3/2026

Tom tat

Bai bdo nghién ciru tac déng ciia chat heong dich vu dén sw hai long ciia khdch hang
tai Ngdn hang Thwong mai C6 phian Ngoai thirong Viét Nam - Chi nhanh Péng Quang Ninh
(Vietcombank Péng Qudng Ninh). Thong qua khdo sat 248 khach hang va sir dung phan
mém SPSS 26.0 dé phdn tich dir liéu, két qua cho thdy c6 4 yéu t6 chdt lwong dich vu tic
déng tich cwc dén sw hai long ciia khdch hang, bao gom: Kha nang tiép cdn (ACC), Sw dam
bao (ASS), Murc do tin cdy (REL) va Phuong tién hitu hinh (TAN). Trong do, Kha nang tié'p
cdn c6 tac dong manh nhat. Duwa trén két qua nay, tac gia dé xudt mot sé giai phdp nham
cdi thién chat heong dich vu, tdp trung vao sé héa quy trinh va ndng cao nang lirc nhan sw
dé gia tang sw hai long ciia khach hang.

T khoa

Chat luong dich vu, Sy hai 1ong ciia khach hang, Ngan hang thuong mai, Vietcombank
bong Quang Ninh.

Abstract

This study investigates the relationship between service quality and customer
satisfaction at the Joint Stock Commercial Bank for Foreign Trade of Vietnam - Dong
Quang Ninh Branch (Vietcombank Dong Quang Ninh). Using survey data collected from
248 customers and analyzed with SPSS 26.0, the study identifies four dimensions of service
quality that exert a statistically significant and positive influence on customer satisfaction,
namely Accessibility (ACC), Assurance (ASS), Reliability (REL), and Tangibles (TAN).

* Tién si, Truong Pai hoc Md - Dia chit; Tac gid lién h¢; Email: phamthutrang@humg.edu.vn;
ORCID: https://orcid.org/0009-0000-7624-2362
** Vietcombank - Chi nhanh Pong Quang Ninh
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Téc déng cda chét long dich vu dén su hai long cda khéach hang...

Among these dimensions, Accessibility emerges as the most influential determinant of
customer satisfaction. Based on the empirical findings, the study offers several managerial
implications aimed at enhancing service quality, with particular emphasis on process
digitalization and the development of human resource capabilities to improve overall
customer satisfaction.

Keywords

Service quality, Customer satisfaction, Commercial bank, Vietcombank Dong Quang Ninh.

1. Dat van dé

Trong bbi canh canh tranh ngay cang gia ting trong nganh ngan hang, chat luong dich
vu (CLDV) dugc xem 13 yéu t then chét gitip cac t6 chirc tai chinh nang cao ning luc canh
tranh va duy tri sy hai long, trung thanh cua khach hang. Dinh hudng nay dac biét quan
trong dbi véi cac chi nhanh ngan hang méi thanh 1ap, khi phai nhanh chéng xay dung uy tin
va mo rong t&€p khach hang trong moi truong canh tranh. La chi nhanh duoc thanh 1ap nam
2020, Vietcombank Pong Quang Ninh hoat dong trén dia ban Cim Pha (Quang Ninh) da
xéac dinh phuong cham “liy khach hang lam trong tim” trong hoat dong kinh doanh. Mic
du d3 dat duoc nhitng két qua budc dau vé huy dong von va tin dung, chi nhanh van phai
d6i mat véi nhiéu thach thirc trong bdi canh chuyén ddi s6 manh mé ctia nganh ngan hang
duéi tac dong cua Cach mang cong nghiép 4.0 va su thay d6i ngay cang da dang trong nhu
cau cua khach hang. Do dé, viéc nghién ctru cac yéu t6 cua chét lugng dich vu anh hudng
dén sy hai long cua khach hang c6 y nghia quan trong, gitp chi nhanh nhan dién cac han
ché va dé xuit giai phap nang cao chat luong phuc vu.

V& mit hoc thuat, cac nghién ctiru vé chat luwgng dich vu trong linh vyc ngan hang thuong
dva trén mo hinh SERVQUAL, vén da dugc kiém chimg rong rdi trong nhiéu bdi canh
nghién ctru. Tuy nhién, phan 16n cac nghién ctru hién nay chu yéu tap trung vao cic ngan
hang c6 lich sir hoat dong lau nam hodc khao sat trén pham vi toan h¢ théng, trong khi cac
nghién ciru vé chi nhanh méi thanh 1ap trong giai doan chuyén ddi sb van con han ché. Piac
biét, tai Quang Ninh - mdt dia ban c6 muc do canh tranh cao gitra cac td chure tai chinh -
viéc phan tich cac yéu td quyét dinh sy hai 10ng cta khach hang tai mot chi nhanh méi nhur
Vietcombank Pong Quang Ninh van con thiéu cac bang chimng thyc nghiém cap nhét.

Xuat phat tir khoang trong nghién ciru ndy, bai bdo dugc thyc hién nham tra 10i ba cau
hoi nghién ciru: (1) Nhitng nhan t thudc chét lugng dich vu ndo anh huong dén sy hai long
ctia khach hang tai Vietcombank Pong Quang Ninh? (2) Mirc d6 tac dong ctia cac nhan to
nay la nhu thé nao? va (3) Chi nhanh can trién khai nhimng giai phap quan tri nao dé nang
cao sy hai 10ng cua khach hang dya trén két qua nghién ctru thuc nghiém?

2. N6i dung

2.1. Co' sé ly thuyét

Chat luong dich vu 1a mot khai niém duoc tiép can tir nhiéu goc nhin khac nhau, véi muc
tiéu nang cao su hai 1ong ctia khach hang vé chét luong dich vu ngan hang Vietcombank - Chi
nhanh Pong Quang Ninh, bai bao lya chon tiép can chat lugng dich vu cua Parasuraman va
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cong su (1985), theo d6 “chét luong dich vu ciia cac ngén hang thwong mai 13 sy so sanh giita
ky vong ctia khach hang va cam nhéan vé dich vu cta cac ngan hang thuong mai”.

Su hai long ctia khach hang 1a mire d6 trang thai cam giac cia mdt nguoi khi ho so sanh
két qua trai nghiém tiéu dung san pham hodc dich vu voi nhitng ky vong ctia minh (Kotler,
va Keller, 2012) . Sy hai long cua khach hang phu thudc vao mirc do cam nhéan va ky vong
cta khach hang déi v6i san pham, dich vu. Néu khach hang c6 cam nhén vé san pham, dich
vu nho hon sy ky vong thi khach hang s& khong hai long, néu mirc d6 cam nhan ding bang
ky vong thi khach hang s¢ hai long va néu mirc 6 cam nhan cao hon ky vong thi khach
hang rat hai long.

Nghién ctru vé chét lugng dich vu (CLDV) va sy hai 1ong ctia khach hang (SHL) d4 trai
qua nhiéu giai doan phat trién. Cac nghién ctru kinh dién ctia Parasuraman va cong sy (1985,
1988) da dat nén mong véi md hinh SERVQUAL, khang dinh CLDV 1a mét ciu trac da
nhan t6. Tiép nbi hudng nghién ctru nay, trong linh vic ngan hang, Kant va Jaiswal (2017)
da chirng minh réng viéc cam nhan CLDV c6 tac dong truc tiép va tich cuc dén SHL tai cac
ngan hang cong tai An Do. Tai Viét Nam, HO Thi Thu Swong (2024) da diéu chinh mé hinh
nay dé phu hgp véi dac thu tdm 1y va hanh vi cua khach hang néi dia, nhén manh vao su tin
cay va thai do phuc vu. Tuy nhién, bdi canh canh tranh hién nay tai cac dia ban dang phat
trién manh nhu Quang Ninh doi hoi mét cai nhin cy thé hon vé kha nang tiép can va ha tang
s6 - nhitng yéu t6 ma cac nghién ctru trude dé chua tap trung 1am rd.

2.2. Khung phan tich

Nghién ctru ké thira md hinh SERVQUAL cua A. Parasuraman va cdng su (1985, 1988),
ddng thoi tham khao cac diéu chinh trong bbi canh nganh ngén hang Viét Nam tir nghién ctru
ctia H5 Thi Thu Suong (2024) va Yilmaz (2017). Trén co so d6, khung phan tich dé xuat 5
yéu tb thudc chat luong dich vu tac dong dén su hai 1ong cua khach hang (CSA), bao gém:

Mtic d6 tin cady (REL): phan anh kha nang thuc hién dich vu chinh xac, dung cam két
va minh bach trong cac giao dich tai chinh.

Su dam bao (ASS): thé hién nang luyc chuyén mon, thai d¢ phuc vu va kha nang tao
dung niém tin cho khach hang cta d6i ngii nhan vién.

Kha ning dap tng (RES): phan 4nh mtrc d6 sin sang hd trg va tc do phan hdi ciia ngan
hang ddi véi yéu cau va khiéu nai cta khach hang.

Phuong tién hitu hinh (TAN): bao gdm co s& vt cht, trang thiét bi tai diém giao dich
cling nhu hé théng giao dich dién tir nhu tmg dung VCB Digibank trong bbi canh chuyén
doi sb.

Kha nang tiép can (ACC): phan anh mirc d¢ thuan tién trong viéc tiép can dich vu ngan
hang théng qua vi tri giao dich, cac kénh lién lac va kha niang két ndi dich vu moi lac, moi noi.

Niam yéu té nay duoc sir dung lam co s& dé phén tich mirc d6 tac dong cia chit luong
dich vu dén sy hai long cua khach hang trong nghién cuu.

Khoa hoc Intracom sé 1(1) - Thang 4/2026 31



Téc déng cda chét long dich vu dén su hai long cda khéach hang...

Bang 1. Céc yéu t6 anh hwéng dén su hai long ciia khach hang

Yéu to/ Piém Nguén
Piém Chi bao Ky hi¢u trung tham khio

trung binh binh

Nhan vién tai Chi nhanh c6

kha nang tao long tin cho ASS1 3,940

kha.lCh hang - — Kant va Jaiswal

Chi nhanh c¢6 uy tin, dam (2017), Famiyeh
Su dam bao | bao su an toan cho khach ASS2 3,911 R R
(ASS): hang st dung dich vu va comg S
3,896 Nhan vién c6 thai do lich (2018) va Ho Thi

’ . R R ASS3 3,887 | Thu Suong

su va chuyén nghi¢p (2024)

Nhén vién c6 du nang luc, k¥

ning dé tra 10i cac cau hoi |  ASS4 3,847

cua khéach hang vé dich vu

Nhan vién phan hoi nhanh

chong cac yéu cau cua RES1 3,847

khéch hang

Nhan vién cung cap dich

vu, hS:) tro kip thoi nhitng RES2 3,911 Kant va Jaiswal

yéu cau cua théch hang (2017). Famiyeh
Kha  nang N~h én:vién sén lc‘?ng g‘i p va <;6ng su
dap (g d?, hg trg khi khach hang RES3 3,891 (2018) va 1 5 Thi
(RES); yeueah Thu Suong
3861 Quy trinh xt Iy khiéu nai (2024)

’ cua Chi nhanh khoa hoc, RES4 3,823

hi¢u qua

Chi nhanh cung cap giai

phap théa dang khi phat RESS 3,831

sinh van dé/su cb

T‘hm gf” Ch(? doi tai ngan RES6 3,911 Tac gia dé xuét

hang 1a hop ly

Cac thong tin dugc Chi

nhanh cung cép 1a rd rang, REL1 3,907 Kant va Jaiswal
Mtc do tin | minh bach (2017), Famiyeh
cay Chi nhanh luén thé hién rd va cong  su
(REL); sy quan tadm va mong (2018);
3,899 mudén giai quyét giap | REL2 3831 |H6 Thi Thu

khach hang khi co vén Suong (2024)

dé/su cd
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Cac dich vu dugc Chi
nhanh cung cdp dung nhu
da cong bd

REL3

3,907

Chi nhanh cung cap hd so cac
giao dich ddy du, chinh x4c

REL4

3,948

Khach hang luén tin tuong
vao cam két cia Chi nhanh
d6i v6i khach hang

RELS

3,952

Tac gia dé xuat

Chi nhénh lubén quan tam
dén nhu cau cua tung

khéch hang

REL6

3,847

Tac gia dé xuat

Phuong tién
hitu hinh
(TAN);
3,898

Trang thiét bi tai Chi nhanh
hién dai, hoat dong tét

TAN1

3,887

Khéng gian, co so ha tang
ctia Chi nhanh dep va tién loi

TAN2

3,907

bong phuc nhén vién
ngan hang dep, lich sy

TAN3

3,895

Tai liéu, to roi cia Chi
nhanh dugc thiét ké dep,
khoa hoc

TAN4

3,847

Giao di¢n Website va ung
dung phan mém cung cép
dich vu cua Chi nhanh c¢6
thiét ké than thién nguoi dung

TANS

3,956

Kant va Jaiswal
(2017), Famiyeh
va cong su
(2018); HO Thi
Thu Suong
(2024)

Kha nang
tiép can
(ACC); 3,91

Khach hang d& dang tiép can
véi cac dich vu tai Chi nhanh

ACC1

3,903

Chi nhanh cung cap da
dang céc dich vu phu hop
voi nhu cau ciia khach hang

ACC2

3,891

Khach hang dé dang tiép
can cac thiét bi cung cap
dich vu ngan hang

ACC3

3,927

Khach hang dé dang lién
hé véi Chi nhanh khi can
duoc hd tro

ACC4

3,952

Chi nhanh c6 dia diém
thuan tién cho khach hang
su dung dich vu

ACC5

3,903

Yilmaz va cong
su (2017), Kant
va Jaiswal
(2017), Famiyeh
va cong su
(2018) va Ho Thi
Thu Suong
(2024)

T6i hai 1ong v6i chat luong
dich vu tai Chi nhanh

CSAl

3,911

Yilmaz va cong
su (2017), Kant
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Téc déng cda chét long dich vu dén su hai long cda khéach hang...

) T6i s& tiép tuc str dung lau va Jaiswal
Su hai 1ong | 40 4ich vy cita Chi nhénh CSA2 | 3887 | 5017), Famiyeh
ng Khach I Sin sang gidi thiéu va cng sy (2018)
(CSA): cac dich vu cua Chi nhanh CSA3 3 887 va H6 Thi Thu
3.895 ’ cho ban be, ngudi than va : Suong (2024)

ddng nghiép ctua minh

Nguon: két qua nghién civu ciia nhém tac gia

2.3. Phwong phap nghién cueu

Nghién ctru st dung phuong phéap dinh lwong, thu thip dit liéu so cip thong qua bang
khao sat. Bai béo sir dung phuong phap chon mau thuan tién két hop v6i chon mau dinh mirc
dé dam bao tinh dai dién cho cac phan khuc khach hang. Déi tugng khéo sat 1a khach hang ca
nhan va khach hang doanh nghiép tai Chi nhanh trong 6 thang dau nim 2025. 248 phiéu khao
sat hop 18 thu vé duogc xtr Iy bang phan mém SPSS. Cac phuong phéap xt 1y dit liéu duogc sir
dung bao gdm: thdng ké mo ta, danh gia do tin cay ctia thang do bang hé s6 Cronbach's Alpha;
phan tich nhan t6 Kham pha (EFA) dé xac dinh sb lugng va ¥ nghia ctia cac thang do; phan
tich hoi quy tuyén tinh bdi dé danh gid sy tac dong cua cac yéu td téi bién phu thudc va danh
gia hién tuong da cong tuyén thong qua hé s6 VIF va kiém dinh ty twong quan qua gi tri
Durbin-Watson.

2.4. Két qua nghién cou

2.4.1. Théng tin mau nghién ciru

Dé thye hién nghién ciru, nhom tac gia da tién hanh khao sat truc tiép va tryc tuyén dbi
v6i khach hang dén giao dich tai Vietcombank Dong Quang Ninh trong 6 thang diu niam
2025. Trong s6 250 phiéu phat ra, c6 248 phiéu hop 18 (chiém ty 18 99,2%) duoc dua vio
phén tich chinh thirc. Trong sé 248 phiéu, c6 189 phiéu 1a khach hang ca nhan (chiém ty
trong 76,2%), 42 phiéu 1a khach hang doanh nghiép nho va vira (16,9%), 17 phiéu la khach
hang 16n (6,9%). Co céu nay dam bao tinh da dang va dai dién cho cac phan khiic khach
hang trong tdm ctia Chi nhanh. V& giéi tinh, khach hang nir chiém ty trong cao hon voi
51,6% (128 ngudi), trong khi nam gidi chiém 48,4% (120 ngudi). Piéu nay phan dnh xu
hudng nir gidi thuong chi dong hon trong cac giao dich thanh toan va sur dung da dang dich
vu ngin hang. V& d¢ tudi, mau khao sat tap trung cha yéu & nhém khach hang trung nién va
¢6 su 6n dinh vé tai chinh. Cu thé, nhom tir 36 dén 55 tudi chiém da s vai 63,3% tong mau.
Nhom tudi tré (25 - 35) chiém 23,8% va nhom trén 55 tudi chiém 12,9%. V& trinh do hoc
vén, khach hang ctia Chi nhanh cé trinh d¢ hoc van tuong ddi cao. Trong do, trinh d6 Pai
hoc chiém ty 1 16n nhat v&i 42,7% (106 ngudi), con lai 14 trinh d6 trung hoc phd thong va
trung cép chiém 24,2%, cao déng chiém 23,4% va trén dai hoc chiém 9,7%.

2.4.2. Phan tich gid tri binh qudn ciia cdc bién (bang 1)

Diém trung binh ctia bién phu thudc (Su hai long - CSA: 3,895) ndm & mirc twong duong
voi diém trung binh cua cac bién doc lap (dao dong tir 3,861 dén 3,915). biéu nay cho théy
khach hang danh gia chat lwong dich vu kha dong nhat véi mirc d6 hai 1ong chung cua ho.
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Khéach hang cta Chi nhanh c¢6 mirc hai long cao nhat voi bién kha ning tiép can (3,915),
trong d6 chi bao Khach hang d& dang 1ién hé v6i Chi nhanh khi can hd tro (3,952) dong vai tro
then chét trong viéc duy tri mirc d6 hai 1ong cao ctia khach hang tai Chi nhanh. Bén canh d6,
khach hang ctia Chi nhanh ciing c6 muc hai long kha cao véi bién Phuong tién hitu hinh (3,898),
trong d6 khach hang danh gia cao nhat 1a chi bao Giao dién Website va g dung phan mém
cung cap dich vu ctia Chi nhanh c6 thiét ké than thién ngudi dung (3,956). Bién kha ning dap
g (3,861) ¢ s6 diém trung binh thp nhit v6i chi bao thap c6 gid tri trung binh thip nhit 1a
Quy trinh xir 1y khiéu nai ctia Chi nhanh khoa hoc va hiéu qua (3,823), tuy nhién khach hang
van c6 mirc d6 hai 1ong kha cao voi chi bao Nhan vién cung cip dich vu, hd tro kip thoi nhimg
yéu cau ctia khach hang (3,911) va Thoi gian cho doi tai ngan hang (3,911).

Két qua khao sat cho thdy, Chi nhanh da cham séc khach hang kha tdt trong cac giao
dich thuong ngay va co su dau tu vao cong nghé gitp ting trai nghiém khach hang, nhung
can hoan thién hon cac Quy trinh xtr Iy khiéu nai, diéu nay ciing phu hop véi bdi canh cua
mot Chi nhdnh méi di vao hoat dong chua qua lau.

2.4.3. Két qua mé hinh

Két qua kiém dinh cho thiy tt ca cac yéu td déu dam bao do tin cdy véi hé s6 Cronbach's
Alpha 16n hon 0,7 va tat ¢4 cac chi bao déu c6 hé sb tuong quan bién tong phit hop 16n hon 0,3.

Bang 2: Tong hop hé s6 Cronbach's Alpha ciia cac nhén tb

Nhén t6 S6 bién quan sat Cronbach's Alpha
Su dam bao (ASS) 4 0,977
Kha ning déap tng (RES) 6 0,996
Muc do tin cay (REL) 6 0,955
Phuong tién hitu hinh (TAN) 5 0,988
Kha ning tiép can (ACC) 5 0,962
Su hai 1ong (CSA) 3 0,833

Nguén: két qud nghién civu ciia nhém tac gia
Phan tich nhén t6 kham pha EFA cho thiy: hé s6 KMO dat 0,935 (>0,5) va kiém dinh
Bartlett c6 y nghia thong ké (Sig. = 0,000), chirg té phan tich nhan t6 1a phu hgp. Két qua
trich dugc 5 nhém nhan t6 véi tong phuong sai tich Iy 1a 90,360%
Bang 3. H¢ s6 KMO va kiém dinh Bartlett cac thanh phin

va tong phuwong sai tich liiy sau trich

Kaiser-Meyer-Olkin Measure of Sampling Adequacy. 0,935
Bartlett's Test of Sphericity Approx. Chi-Square 12127,59
Df 325
Sig. 0,000
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% phuong sai tich Ity cua cac nhan
t6 sau khi trich

90,360%

Nguon: két qua nghién ciru cia nhom tac gia

Bang 4 cho thiy, cac bién quan sat déu co ¥ nghia thong ké tét voi 100% cac bién c6 hé
sO tai nhan t6 > 0,7. Cac bién quan sat duoc phan bd vao 5 nhom, nhin chung 13 hoi tu theo

cac thang do chinh thirc cia mé hinh.

Bang 4. Két qua phan tich ma trin xoay

Component

3

RES4 ,936

RES1 ,933

RES5 ,933

RES2 ,932

RES3 ,930

RES6 ,923

ACC3

,838

ACC1

,820

ACC2

,818

ACC5

,782

ACC4

, 164

RELS

,850

REL4

,825

RELG

,796

REL1

,790

REL2

122

REL3

,716

ASS3

,924

ASS2

,915

ASS4

,890

ASS1

,855

TAN3

,758

TAN2

,152

TAN4

,751

TAN1

731

TANS

,713

Nguon: két qud nghién civu ciia nhém tac gia

Trong lan phan tich h6i quy thir nhét, nhan t6 Kha nang dap tung (RES) c6 Sig. = 0,819

(> 0,05), do d6 bién nay khong c6 y nghia thong ké va bi loai khoi mo hinh. Viéc loai bo
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bién kha ning dap Gmg, mic du c6 su khac biét so véi khung 1y thuyét truyén thong nhung
van phan anh dac thu thuc tién tai Vietcombank bong Quang Ninh, vi ddi vai mot chi nhanh
ngan hang hién dai va méi thanh 1ap trong bdi canh cong nghé phat trién manh, lugng khach
hang giao dich truc tiép khong nhiéu thi cac chi bao ciia RES nhu nhan vién phan hdi nhanh
hodc thoi gian chd doi hop 1y... 1 nhimng tiéu chuan co ban ma khach hang mic dinh phai
nhan dugc, chung khong tao ra sy khac bi¢t ro rét dé lam tang murc do hai long cua khach
hang so vdi cac yéu té mang tinh thoi sy nhu kha ning tiép can va phuong tién hitu hinh,
hodc cac yéu tb mang tinh tao sy tin tuéng nhu sy ddm bao va muc do6 tin cay. Két qua hoi
quy lan hai cho ra phuong trinh chuin héa nhu trong bang 5 va bang 6.

Bing 5. Model Summary®
Adjusted R | Std. Error of the
Model R R Square Square Estimate Durbin-Watson
1 ,8682 154 ,750 ,29165 1,747

a. Predictors: (Constant), TAN, ASS, REL, ACC

b. Dependent Variable: CSA

Nguén: két qud nghién civu ciia nhém tac gia
Két qua phan tich cho thdy, 4 bién doc lap dua vao giai thich duoc 75,4% su thay ddi
vé su hai 1ong ctia khach hang. Gia tri Durbin-Watson =1,747 cho thay khong c6 hién tuong
tu tuong quan. Kiém dinh F trong bang ANOVA 1a 0,000<0,05 cho thdy mé hinh hdi quy
tuyén tinh dwoc xay dung phu hop véi tong thé.

Bang 6. ANOVA?
Model Sum of Squares Df Mean Square F Sig.
1 Regression 63,492 4 15,873 186,606 ,000°
Residual 20,755 244 ,085
Total 84,247 248
a. Dependent Variable: CSA
b. Predictors: (Constant), TAN, ASS, REL, ACC

Nguon: két qua nghién cuu cua nhom tdc gia

Bang 7. Két qua phan tich mé hinh héi quy da bién (Lan 2)

Unstandardized | Standardized Collinearity
Model Coefficients Coefficients T Sig. Statistics
B [Std. Error Beta Tolerance| VIF
1 [(Constant) | ,435 ,132 3,300 | ,001
ASS ,209 ,031 237 6,649 | ,000 ,795 2,258
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REL ,115 ,041 ,136 2,826 | ,005 436 2,293
ACC 447 ,043 ,945 10,332 | ,000 ,363 2,758
TAN ,092 ,040 121 2,298 | ,022 ,364 2,745

Nguon: két qud nghién civu ciia nhém tac gia

T s6 liéu trong bang 7, ¢6 thé viét phuong trinh hdi quy chuan héa nhu sau:

CSA=0,545*ACC+0,237*ASS+0,136*REL+ 0,121*TAN

Kiém dinh ¥ nghia théng ké ddi v6i cac bién doc 1ap cho thay: Két qua phan tich cho
thdy, v6i mirc ¥ nghia 5%, cc gia thuyét da duoc dua ra khi nghién ciru mé hinh 1y thuyét
13 hoan toan phu hop véi thuc té tai Viecombank Chi nhanh Pong Quang Ninh. Hé s6 hoi
quy tuong g véi cac bién doc 1ap déu co gia tri dwong cho thay, mbi quan hé giita bién
phu thudc “Su hai long cua khach hang” va cac bién doc lap “Su dam bao (ASS), Muc do
tin cdy (REL), Phuong tién hitu hinh (TAN), Kha ning tiép cdn (ACC)” 14 ciing chiéu. Trong
céc bién, bién Kha ning tiép can (ACC): ¢ tac dong 16n nhat (0,545). Khach hang danh gia
cao viéc dé dang lién hé qua hotline, Zalo.... va dia diém giao dich thuan ti¢n. Sy dam bao
(ASS) c6 tac dong manh thir hai (0,237). Uy tin thuong hiéu Vietcombank va thai d¢ chuyén
nghi¢p cia nhan vién tao dugc long tin 16n véi khach hang. Murc do tin cay (REL) va Phuong
tién hiru hinh (TAN) c6 tac dong tich cuc nhung mirc d6 thip hon (0,136 va 0,121). Tuy
vay, khach hang ciing danh gia rat cao Giao dién Website va img dung phdn mém cung cip
dich vu ctia Chi nhanh c6 thiét k& than thién nguoi ding véi mirc diém trung binh 1a 3,956.

3. Két luan va khuyén nghi giai phap

Vé mit hoc thuét, bai bao gdp phan bd sung bang ching thuc nghiém cho mé hinh
SERVQUAL trong bdi canh hoat dong ctia mét chi nhanh ngan hang méi thanh lap tai dia ban
dang thiic ddy chuyén doi s6. Két qua nghién ctru ciing cung cap co sd thuc tién dé cac nha
quan tri ngan hang dinh huéng wu tién ngudn luc vao cac yéu to lién quan dén kha ning tiép
can dich vu va nang luc phuc vu ctia d6i ngli nhan sy nhim nang cao trai nghiém khéach hang.

Két qua nghién cuu thyc nghiém tac dong cua chét lugng dich vu dén su hai long cua
khach hang tai Vietcombank Pong Quang Ninh cho thay c6 bon nhan tb cua chét luong dich
vu tac dong tich cuc va cung chiéu dén sy hai long ciia khach hang, bao gom: Kha nang tiép
can (ACC), Su dam bao (ASS), Mtc d9 tin cdy (REL) va Phuong tién hitru hinh (TAN).
Trong d6, Kha ning tiép can co6 mirc tac dong manh nhat (B = 0,545), tiép dén 1a Sy dam
bao (B = 0,237). Nguoc lai, nhan t6 Kha ning dap tmg (RES) khong dat y nghia thong ké
trong mo hinh nghién ctru. Dya trén muc d6 tac dong cua cac nhan t0, nghién cuu dé xuit
mot sé ham ¥ quan tri nham nang cao chét luong dich vy tai Vietcombank - Chi nhanh Bong
Quang Ninh. Trudc hét, can vu tién nang cao kha ning tiép can dich vu, thong qua viéc da
dang hoa céc kénh lién lac, ting cuong Gmg dung cong nghé s6 nham giup khach hang dé
dang tiép can dich vu moi luc, moi noi va tiép tuc chudn hoéa cac kénh lién lac, nhu déng bo
s6 hotline, email va tich hop Chatbot Al 24/7 trén VCB Digibank dé hd trg khach hang tirc
thoi, phat trién cac goi san pham ca nhan hoa trén app dya trén dit liéu hanh vi khach hang;
ddng thoi md rong va bé tri hop 1y mang ludi diém giao dich hodc méy giao dich ty dong
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tai cac khu vuc dong dan cu. Bén canh dé, chi nhanh can cung ¢ yéu t6 sy dam bao thong

qua viéc ning cao ning lyc chuyén mon va ky ning giao tiép ciia doi ngii nhan vién, qua dé

tao dung niém tin va cam giac an tAm cho khach hang trong qua trinh sir dung dich vu. Viéc
nang cao mirc do tin cay va hoan thién phwong tién hitu hinh ciing can duoc chu trong thong
qua viéc dam bao tinh minh bach cua théng tin dich vy, cai thién giao dién va trai nghiém
ctia cac kénh ngén hang s6 nhu VCB Digibank, hoan thién quy trinh cham séc va xir Iy khiéu
nai cua khach hang. Nhitng giai phap nay s& gop phan nang cao chit lwong dich vu va gia
tang sy hai long ciia khach hang trong bdi canh canh tranh ngay cang gia ting ctia nganh
ngan hang./.
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