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CAC NHAN TO THUQC CHAT LUQNG
DICH VU CHO VAY ANH HUONG DPEN SU HAI LONG CUA
KHACH HANG DOANH NGHIEP NHO VA VUA TAl
VIETCOMBANK - KHU VUC THANH PHO HO CHIi MINH

FACTORS OF LOANS’ SERVICE QUALITY AFFECTING THE SATISFACTION
OF SMALL AND MEDIUM ENTERPRISES CUSTOMERS AT VIETCOMBANK
—HO CHI MINH CITY AREA

Nguyén Kim Quéc Trung
Truong Pai hoc Tai chinh — Marketing
nkq.trung@ufm.edu.vn

Tom tdt: Muc tiéu cia nghién cizu 12 xde dinh céc nhan té thuge chat lirong dich vu cho vay hwéng
dén sy hai long cua khach hang doanh nghiép nhé va vira tai Vietcombank trén dia ban Thanh phs Ho
Chi Minh (TP.HCM). Bang viéc sir dung phirong phép nghién ciru dinh tinh (thdo lugn nhém, phéng
van chuyén gia va khao sét khach hang); két hop véi nghién cizu dinh lrong (mé hinh héi quy tuyén tinh
bgi), nhém tac gia dd xdc dinh va kiém dinh bon nhan té thuge chdt lirong dich vu cho vay ¢6 dnh hurong
cling chiéu dén si hai 1ong cia khach hang doanh nghiép nhé va vira (DNNVV) tai Vietcombank — khu
Ve TP.HCM, bao gom gom phurong tién hitu hinh, sy tin cdy, su ddm bao va sy cam théng. Mdc du dat
e két qua nhdt dinh, nghlen citu van bj han ché vé c& mau nghién ciru va pham vi nghién cuu. Vi
vdy, dé dam bdo dg tin cdy va tinh khach quan cuia két qua nghién citu, tac gid dé xudt ting ¢ mau
nghién cizu va mé réng pham vi nghién cizu cho cong trinh nghién citu tiép theo.

Tirkhoa: Chdt lirong dich v, cho vay, si hai 10ng, doanh nghiép nhé va vira, Vietcombank, Thanh
phé Hé Chi Minh.

Ma phén logi: 4.2

Abstract: The purpose of the study is to determine the factors of loan service quality that affect the
satisfaction of small and medium enterprise customers at Vietcombank - Ho Chi Minh City area. By
using qualitative research method (group discussions, expert interviews, and customers surveys);
combined with quantitative research method (multiple linear regression model), the authors have
identified and tested four factors of loans’ service quality that have a positive impact on SME customers’
satisfaction at Vietcombank - Ho Chi Minh City area, such as tangibles, reliability, assurance, and
empathy. Despite achieving specific results, the research has some limitations about the sample size and
research scope. Therefore, to ensure the reliability and objectivity of the research results, the authors
propose to increase the sample size and expand the scope of research for the next study.

Keywords: Service quality, loans, satisfaction, small and medium enterprises, Vietcombank, Ho
Chi Minh City.

Classification codes: 4.2
1. Gioi thiéu
) Theo Luat Céc t6 chirc tin dung (TCTD)
SO 47/2010/QH12 ngay 16 thang 6 nam 2010

tai chinh, bao thanh toan, bao 1anh ngan hang
va cac nghiép vu cap tin dung khac”. Trong
do, “Cho vay la mét hinh thizc cap tin dung,

ctiia Quéc hoi, c6 hiéu luc ké tir ngay 01 thang
01 nam 2011 va Luat sua dol b6 sung mot sb
diéu cua Luat Cac té6 chuc tin dung
17/2017/QH14 ban hanh ngay 20 thang 11
nam 2017 cua Quéc hoi, cd hiéu luc ké tur
ngay 15 thang 01 ndm 2018, “Cdp tin dung la
viéc thoa thudn @é té chirc, c& nhan siz dung
mgt khodn tién hogc cam két cho phép si dung
mét khodn tién theo nguyén tic c6 hoan tra
bang nghiép vu cho vay, chiét khdu, cho thué

theo do té chirc tin dung giao hodgc cam két
giao cho khach hang mét khoan tién dé sir
dung vao muc dich xac dinh trong mét thoi
gian nhdt dinh theo théa thudn véi nguyén tac
c6 hoan trd ca goc va I&i”. Dua trén dinh
nghia cho vay theo Luét 2010, cho vay d6i voi
doanh nghiép nho va vira (DNNVV) tai cac
ngan hang thuong mai (NHTM) duoc tac gia
khai quat nhu sau: cho vay DNNVV la hinh
thizc cdp tin dung, theo d6 NHTM giao hodc



Journal of Transportation Science and Technology, Vol 39, Feb 2021

cam két giao cho DNNVV mét khodn tién dé

st dung vao muc dich xac dinh trong mét thoi
gian nhdt dinh theo théa thudn véi nguyén tac
c6 hoan tra ca géc va lai [7].

Hoat dong cho vay dbi véi cac DNNVV
duoc NHTM ch trong phat trién trong nhirng
nim gan nay do vai trd va tam quan trong cua
cac DNNVV dbi vé6i nén kinh té ngay cang
duoc nang cao.

Su canh tranh ngay cang gay gét di budc
cac ngan hang phai ¢é nhitng bién phap dé day
manh va phét trién chat lugng dich vu cac san
pham tai chinh néi chung va dich vu cho vay
noi riéng.

2. Co sé ly thuyét

Theo nghién ctu cua Oliver (1980) dinh
nghia chét luvong dich vu cta khach hang (KH)
1a sy khéc biét giita hiéu qua dich vu thyc té
ma KH nhan duoc va ky vong cua ho.
Gronroos (1984), chét lugng dich vu duoc
danh gia bang cach so sanh gita gia tri ma
khéch hang mong doi trudce khi st dung dich
vu va gia tri ma khach hang nhan duoc khi st
dung dich vu.

Ngoai ra, theo Parasuraman va cong su
(1988) chit lwong dich vu (CLDV) 1a khoang
cach gitra sy mong doi cua khach hang va
nhan thirc cua ho khi da stir dung qua dich vu.
Tac gia da xdy dung va phét trién thang do
SERVQUAL bao gém 22 cip bién quan sat do
luong cam nhan va ky vong cua khach hang
vé chat luong dich vu véi ndm thanh phﬁn co
ban do la:

(1) Phuong tién hiru hinh (Tangibles);

(2) Su tin cay (Reliability);

(3) Su dap ung (Responsiveness);

(4) Sy dam bao (Assurance);

(5) Sy cam thong (Empathy).

Theo  Edvardsson, Thomsson va
Ovretveit (1994) thi CLDV la su dap tng
duoc sy mong doi cua khach hang déi véi dich
vu va lam théa man nhu cau cua ho. Ngoai ra,
Parasuraman va cong su (1991) da khang dinh
raing SERVQUAL 1a thang do hoan chinh vé
CLDV, dat gia tri va do tin cdy, c6 thé duoc
rng dung cho moi loai hinh dich vu khac
nhau. Trén co s& cac quan diém vé CLDV cua
cac nha nghién catu, CLDV tin dung trong

hoat dong cua cac NHTM duoc hiéu 1 sy dap
mg dugc mong doi cua khach hang dbi voi
dich vu tin dung va lam thoa mén nhu cau cua
khéch hang.

Pé do luong CLDV nhiéu mé hinh
nghién ctru da duoc su dung nhu: md hinh
chat luong k¥ thuat/ chire niang cua Gronroos
(1984); md hinh chit lugng khoang céch cua
Parasuraman va cong su (1985, 1988); mo
hinh CLDV trong ngan hang truc tuyén cua
Broderick va Vachirapornpuk (2002). Trong
nghién ctru nay, tac gia st dung md hinh chat
lrong khoang cach cua Parasuraman va cong
su (1988) dé lam co s& nghién ciu.

Khi dé cap dén CLDV, nhiéu nha nghién
ctru déu cho rang CLDV chinh 13 sy thoa man
cua khach hang - nhiing chu thé tiéu dung
quan trong trong nén kinh té va su hai long cua
khach hang s& thuc day hoat dong caa doanh
nghiép hiéu qua hon. Trong nén kinh té hién
dai, khi linh vuc thuong mai — dich vu phat
trién, CLDV d3 tré thanh maot khia canh thiét
yéu ddi voi mtc d6 hai 1ong cua khéach hang,
trong d6 CLDV va sy hai long cua khéach hang
S& c0 su tuwong quan chat ché vai nhau. Theo
Wilson va cong su (2008), chit lwong dich vu
va su hai long cia KH ¢6 nhitng diém chung
nhat dinh, nhung su hai long thuong 1a mot
khai niém rong hon, trong khi CLDV tap trung
dac biét vao cac khia canh cua dich vu. Cac
nha nghién ctru sau day déu ang ho quan diém
va két qua nghién cou cua Han va Baek
(2004), bao gdom Johnson va Gustafsson
(2000); Agbor (2011); Shrestha va Koirala
(2018).

Ca CLDV va su hai long cua khach hang
thudng duoc do ludng thdng qua céach tiép can
khoang cach, nghia la sy khac biét gitra nhan
thuc va ky vong (Rust va cong su, 1995). Su
khac biét gitta CLDV va su hai long cua KH
phét sinh chu yéu 1a do cac dinh nghia khac
nhau vé su mong doi. Trong ly thuyét vé
CLDV, nhitng ky vong cua khach hang dugc
coi 1a "mong muén (nhu cau) caa nguoi tiéu
diing, 1a nhing gi khach hang cam thay nha
cung cap dich vu nén cung cap cho ho hon la
nhitng gi nha cung cip dich vu s& cung cip
(Parasuraman va cong su, 1988).
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3. Phwong phap nghién citu va mé
hinh nghién ciéu dé xuat

3.1. Phuwong phap nghién ciru

Bai viét s dung ca phuong phap nghién
ctru dinh tinh va nghién ctru dinh lwong. Trong
do, phuong phép dinh tinh tap trung vao viéc
thao luan nhom, phong van cac chuyén gia
cong tac trong linh vuc tin dung, quan ly rui
ro tin dung; két hop véi viée khao sat truc tiép
céc khach hang DNNVV dang vay von tai
Vietcombank khu vuc TP.HCM.

Trong nghién ctru nay, dé xac dinh c&
mau nghién ctru, tac gia s dung phuong phap
lay mau thuén tién, phi xac suat, trong do tac
gia tiép xuc truc tiép véi cac khach hang
DNNVV dang str dung dich vu tin dung tai
mét s6 chi nhanh Vietcombank trén dia ban
TP.HCM. Khi sir dung phan tich nhan t5 kham
pha (EFA), kich thuéc mau thuong duoc xac
dinh dwa vao kich thudc tdi thiéu va sé lugng
bién quan sat do ludng dua vao vdi ti 1é quan
sat 1a 5:1 (Nguyén Dinh Tho, 2011). Vi vay,
dé phén tich EFA v6i 26 bién quan sat doc lap
va 4 bién phu thudc thi kich thudc mau t6i
thiéu vao khoang 30%*5=150 phiéu khao sat.
Ngoai ra, dé thyc hién phan tich hdi quy tuyén
tinh, kich thudc mau tdi thiéu can dé thuc hi¢n
h01 quy la n >=8m + 50 (n: kich thuge mau
t61 thiéu, m: s6 yéu t6 doc lap). Cing theo
Nguyén Dinh Tho (2011) thi s6 quan sat cua
bai nghién cuu s¢ khoang 5*8+50= 90 quan
sat nén sb lwong khach hang can phai khao sat
it nhét 13 90, diéu nay dong nghia vé6i sd phiéu
khao sét it nhat dugc phat ra phai tir 90 phiéu
trd 1én. T nhitng 1ap luan trén, ¢& mau dung
dé khao sat dugc tac gia chon 1a 250 khach
hang DNNVV. Muc dich viéc chon ¢& mau
nhu vay 12 nham loai bé cac truong hop cac
phiéu khao sat bi sai sot, hu hong hodc khong
day di thong tin.

Phuong phap nghién ctu dinh luong
duoc tién hanh bao gom danh gia do tin cay

clia C4C thang do thong qua hé s6 Cronbach’s
alpha dua trén thang do chinh thirc; phén tich
nhan t6 kham pha EFA va mo hinh hoi quy
tuyén tinh boi dé xac dinh cdc nhan td thude
CLDV cho vay DNNVV anh huéng dén sy
hai long cua khidch hang DNNVV tai
Vietcombank — khu vuc chi nhanh TP.HCM.

3.2. M@ hinh nghién ctru dé xuat

Trén co s6 moO hinh thang do
SERVQUAL cua Parasuraman va cong su
(1988), ké thira thang do do ludng su tac dong
cuia cac nhan té thudc chat lugng dich vu trong
NHTM dén sy hai 1ong cua KH tai Viét Nam
trong nghién ciru cua Pham Anh Thuy (2013)
va Phan Thi Linh (2015), tac gia dé xuit md
hinh cac nhén t6 thudc chét luong dich vu cho
vay DNNVV anh huong dén sy hai 1ong ciia
khach hang DNNVV tai Vietcombank — khu
vuc TP.HCM (hinh 1).

4. Két qua nghién ciru va thao luan

Trén co s md hinh nghién ctru va dit liéu
thu thap, tac gia sé thuc hién danh gia do tin
cay cua thang do trén co sé hé s6 Cronbach’s
alpha, phan tich kham pha nhan té ddi véi cac
nhan t6 doc 1ap va nhan t phu thuoc. Két qua
chang to dix liéu nghién ctu phu hop dé thuc
hién phan tich nhan té kham pha EFA. Pong
thoi, thuc hién phuong sai trich, mo hinh
nghién ctru ban dau s& gébm 5 nhan té thudc
chat lwong dich vu cho vay DNNVV anh
huong dén sy hai long coa khach hang
DNNVV tai Vietcombank - khu wvuc
TP.HCM, gdm phuong tién hitu hinh, su tin
cay, su dap tng, su ddng cam va su dam bao
dugc gitt nguyén cac nhan té.

Ngoai ra, thuc hién kiém dinh VIF va ma
tran h¢ so twong quan gita c&c nhan td, nhém
tac gia nhan thiy md hinh khéng ton tai hién
trong da cong tuyén nén phuong phap hoi quy
tuyén tinh boi duoc thuc hién.
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Phuong tién hiru hinh

Sy tin cay

Sw dap tng

Su dam bao

Su dong cam

HI1(#)

Sw hai long
cua KH
DNNVV

Hinh 1. M@ hinh nghién ciu d@é xuat.
Nguén: T&c gid tong hop.
Bdng 1. Két qua hai quy mé hinh.

Hé sb chuin hoa
Mb hinh (Model) (Standardized Coefficients) t Gia tri Sig.
Beta

(Constant) 6.391 0.000

HH_TB 0.728 7.734 0.000

DU_TB 0.533 1.801 0.006

. DB_TB 0.609 3.650 0.001
DC_TB 0.251 2.787 0.059

TC_TB 0.376 2.358 0.010

Két qua hdi quy cho thdy mé hinh c6 4
nhan t6 mang ¥ nghia théng k& & muc 5%,
gom nhan t6 phuong tién hitu hinh, sy tin cay,
su dam bao va su cam thong, vi gia tri Sig. déu
nho hon muc y nghia alpha = 5%. Nhu vay mo
hinh héi quy c6 dang:

SHL_TB =0.728HH_TB+0.533DU_TB
+0.609DB_TB+0.376TC_TB

Tiép theo tac gia s& thuc hién cac kiém
dinh c6 lién quan dé dam bao két qua nghién
ctru dang tin cay. Kiém dinh d6 phd hop caa
md hinh bang ANOVA, cho thay mé hinh c6
gia tri kiém dinh F = 151.803 ¢ y nghia thong
ké (Sig = 0.000 < 0.05). Piéu nay dong nghia
Vvéi viéc, gia thuyét Ho (Tap hop cac nhan t6
doc 1ap khdng c6 méi lién hé véi nhan t phu
thugc) bi bac bo. Vi vay, tac gia co két luan
rang co su ton tai cua tap hop cac nhan t6 doc
lap voi nhan té phu thugc trong moé hinh
nghién ctu. Bdng thoi, tac gia da thuc hién
céc kiém dinh lién quan dén hién tuong tu
tuong quan va phan du caa mé hinh tuan tha

Nguén. Két qua phan tich sé liéu bang SPSS.

phan phol chuan (thdng qua kiém dinh h|nh
tan s6 phan du chuin hoéa va biéu d6 tan sb
phan du chuan hda Histogram). Vi vay, két
qua nghién ctu cua mo hinh hop 1y va dang
tin cay.

Nhan té phwong tién hiru hinh c6 anh
huéng manh nhat dén su hai long cua KH
DNNVV ddi vsi CLDV cho vay tai
Vietcombank — khu vuc TP.HCM, do hé s
Beta chudn h6a cao nhat (0.728) va duong nén
nhan t6 phuong tién hitu hinh c6 tic dong
cuing chiéu, mang ¥ nghia thong ké dén sy hai
long cia KH DNNVV.

Nhan té6 dam bao c6 anh huong manh
thir hai dén su hai 1ong cia KH DNNVV vé
chat luong dich vu cho vay DNNVV tai
Vietcombank — khu vuc TP.HCM, véi hé s6
beta chuan hda la 0.609.

Nhan t6 dap ng c6 hé sb beta chuan hoa
1a 0.533 16n hon 0 nén nhén t6 ndy anh husng
cuing chiéu dén sy hai long cia KH DNNVV
vé chat luong dich vu cho vay DNNVV tai
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Vietcombank — khu vuc TP.HCM va xép thir
ba.

Nhan tb sw tin cdy co hé sb beta chuan
hoéa 12 0.376 16n hon 0 nén nhén t6 ndy anh
huong cung chiéu dén su hai long cua KH
DNNVV vé chéat luong dich vu cho vay
DNNVV tai Vietcombank - khu wvuc
TP.HCM. Nhan té ndy ¢6 mirc d6 anh huong
thap nhat dén sy hai 1ong cia KH DNNVV vé
chat luong dich vu cho vay DNNVV tai
Vietcombank — khu vuc TP.HCM, do hé sé
beta chuan hda Ia nho nhit so véi ba nhan t6
con lai.

5. Két luan

Trén co sé mo6 hinh SERVQUAL, tac gia
da xac dinh va uéc lugng mirc do tac dong cua
cac nhén t6 thuoc CLDV cho vay anh huong
dén su hai 10ng cua khach hang DNNVV tai
Vietcombank — khu vuc TP.HCM. Dua vao
phuong phap nghién ctru dinh tinh va phuong
phép nghién ctru dinh lugng, tac gia da xac
dinh bbn nhan t6 gom phuong tién hitu hinh,
su tin cay, su dam bao va su cam thong thuoc
CLDV cho vay c6 anh huéng cung chiéu dén
su hai long cia KH DNNVV tai Vietcombank
— khu vuc TP.HCM. Péng thoi, tac gia da
phan tich mirc d6 tac dong cua tirng nhan té
dén sy hai long cuia KH DNNVV tai don vi.

Mic du dat duoc két qua nhat dinh, bai
viét van tdn tai han ché vé c& mau nghién ctu.
Cu thé, nghién ciu chi thuc hién tai mot chi
nhanh cua Vietcombank trén dia ban TP.HCM
nén tinh dai dién chua cao. Vi vay, dé khic
phuc han ché ndy, ¢& mau can dugc mé& rong
gitip nang cao do tin cay cua két qua nghién
ctru. Ddng thoi, tac gia dé xuét st dung mo
hinh  SERVPERF thay cho mé hinh
SERVQUALQO
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