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Tém tit

Muc tiéu ciia nghién cibu nay la xdc dinh céc nhén t6 anh hiwdng dén mire @6 hai long ciia khdch hang
la tiéu thwong doi voi san pham cho vay tiéu thwong cho tai Ngdn hang Thuwong mai C6 phan Sai Gon
Thwong Tin — Chi nhanh Tra Vinh. Str dung phicong phdp kiém dinh thang do bang hé sé Cronbach’s
Alpha, phan tich nhén té kham phd (EFA) va phén tich hoi quy Binary Logistic trong nghién ciru. Két
qua nghién ciru tim ra ba nhan t6 anh hidng dén mire do hai long cia khdch hang tiéu thwong doi voi
sdan pham cho vay tiéu thwong cho la: sw cam két, gidi quyét thic mdc va thai dg givip do khdach hang;
sw phuc vu nhanh chong, nhiét tinh, théa dang, hoan thién hé so thii tuc ciia nhan vién tin dung cho; ho
S0, thu tuc, sdan phcfm ban kém, ldi sudt va phi lién quan.

Tir khéa: Cho vay tiéu thiwong, mirc d¢ hai long cia khach hang, cronbach’s alpha, phdn tich nhén
to, phan tich hoi quy Binary Logistic.

Abstract

The objectives of the article is to determine the factors affecting the level of customer satisfaction for
lending small market trader at Sacombank — Tra Vinh branch. The scales testing method with Cronbach s
coefficient alpha, exploratory factor analysis (EFA) and Binary logistic regression analysis was used
in the research. Three group of factors that affect the level of customers satisfaction was found such as
the commitment, resolving questions and the attitudes of staff in helping customers, quick service, the
enthusiasm, satisfactory, guidance to complete records; procedure, records, products enclosed, interests
and related costs.

Keywords: lending small market trader, the level of customer satisfaction, cronbach’s alpha, factor
analysis, Binary logistic regression analysis.

1. Pit van dé

Cho vay tiéu thwong cho 1a mot trong nhiing
san pham cho vay cua ngan hang, véi muc tiéu hd
trg nguon von kinh doanh ngan han cho cac tiéu
thuong chg nham 6n dinh va phat trién kinh doanh.
Pay 1a mdt loai hinh dem lai nhiéu lgi nhuan cho
ngan hang, han ché ng x4u, vi hinh thirc ciia san
pham 1a cho vay tra gop theo ngay nén ngan hang
lam chu duoc lich tra no cua khach hang tiéu
thuong. Tuy nhién, hién nay, linh vuc nay ngay

Mirc du no cia san pham cho vay tiéu thuong
tang déu qua cac ndm. Cuy thé muc du no cho vay
tiéu thwong nam 2010 1a 8.116 triéu dong va dat
14.171 triéu dong vao nim 2012, trung binh nam
sau béng 1,32 14n nam trude. Nhu vay, tde do tang
mirc du no cia san pham cho vay tiéu thuong 1a
16n nhung chat luong cho vay thi can duoc xem
xét (Phong, 2013).

cang c¢6 nhiéu ddi thi canh tranh. Vi vay, dé c6
thé nang cao ning lyc canh tranh, cac ngan hang
khéng con cach nao khac ngoai viée nang cao chét
luong dich vu phuc vu khach hang. Tu day, khach
hang cam nhan duoc sy chénh léch 1ai sut khong
con 1a van dé quan trong va mong muén gin bo lau
dai voi ngan hang.

Pé co thé danh gia 16 hon viéc xay dung chét
luong dich vu vé san phém cho vay tiéu thuong,
tac gia tién hanh viéc diéu tra sy phan hoi vé mic
d6 hai long cuia khach hang d6i véi san pham cho
vay tiéu thuong nay.
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2. Co s6 1y thuyét va mé hinh nghién ctru
2.1. Co sé Iy thuyét va mé hinh nghién ciru

M6 hinh SERVPERF cua Cronin va Taylor
duogc dwa ra vao nam 1992 dua trén viée khic phuc
nhing kho khan khi st dung mé hinh SERVQUAL
(Parasuraman & ctg, 1988). Thay vi do luong
ca chat lugng cam nhan 14n ky vong, md hinh
SERVPERF do luong cam nhan ctia khach hang
tir 46 xac dinh chat luong dich vu. Vi vy, mé hinh
SERVPERF duoc chon dé thuc hién bai bao nay.

Nghién ctru duge tién hanh théng qua 2 budc:
(1) Budc 1: nghién ciru dinh tinh bang xay dung
phat trién hé thdng thang do va cic bién quan
sat phu hop véi thuc té. (2) Budc 2: nghién
ctru dinh lugng bang viée sir dung hé sb tin cay
Cronbach Alpha dé kiém dinh mirc 6 chat ché ma
cac muc hdi trong thang do twong quan véi nhau;
phan tich nhan t5 kham pha (EFA) dugc sir dung
dé kiém dinh cac nhan t6 anh huong va nhan dién
cac yéu t6 duoc cho 1a phit hop; ddng thoi sir dung
phan tich hdi quy Binary Logistic dé xac dinh cac
nhan t6 va mic do tac dong ciia timg nhén t6 dén
mirc d6 hai 1ong cia khach hang tiéu thwong dbi
v6i san pham cho vay tiéu thuong cho tai Ngan
hang Thuong mai C6 phan Sai Gon Thuong Tin —
Chi nhanh Tra Vinh.

Mo hinh danh gia mic d¢ hai long cua khach
hang tiéu thwong ddi voi san pham cho vay tiéu
thuong cho tai Ngan hang Thuong mai C6 phan
Sai Gon Thuong Tin — Chi nhanh Tra Vinh dugc
thiét 1ap nhu sau:

e, {P(I’El)
P(Y=0)

} Bot BrXytPoXot Pa Xt fuXyt psXs+ PeXet e

Trong d6: Y 1a bién phu thuge va X, X,, X, X,,
X., X, 1a céc bién doc l1ap.

2.2. S6 ligu sir dung

Nghién ctru str dung s6 liéu duge thu thap bang
cach phong van truc tiép bang bang cau hoi duoc
xdy dung theo thang do Liker. Mau khich hang
phong van duoc chon ngiu nhién phan ting dwa
vao danh sach khach hang cta Chi nhanh. Phong
véan 150 khach hang tai 5 chg trén dia ban Tra Vinh
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voi ty 1€ 1a 20% khach hang tai chg Tra Vinh, 20%
khach hang tai cho Cau Ngang, 20% tai chg Chau
Thanh, 20% tai chg Hoa Hitu, va 20% tai cho
Cang Long.

3. Két qua nghién ctru va thio luin

Két qua kiém dinh Cronbach Alpha cta 4 nhan
t thu duoc hé s6 Cronbach Alpha déu 16n hon 0,6,
chung to thang do ludng dugc sir dung tbt. Tuy
nhién, xét hé sd Cronbach Alpha néu loai bién cua
ting bién cuy thé thi c6 4 bién loai khoi mé hinh vi
4 bién nay giam hiéu qua thang do (PU5, NLS,
BN1 va BN4). Két qua sau khi loai 4 bién nay thi
hé sé Cronbach Alpha ting 1én, ching to hiéu qua
st dung thang do duoc nang cao.

Két qua phan tich nhan t6 kham pha (EFA) sau
3 vong véi cac kiém dinh dugc cac gia tri dam bao
nhu sau: (1) Do tin cdy cua cac bién quan sat (factor
loading > 0,5); (2) Kiém dinh tinh phu hop cua
moé hinh (0,5 < KMO <1); (3) Kiém dinh Barlett
vé twong quan ciia cac bién quan sat (sig < 0,05);
Kiém dinh phuong sai cong dén (Cumulatine
variance > 50%). Tim dugc 6 bién méi dua vao
mo hinh phan tich:

X, —su cam két, giai quyét thic mac va thai do
giup d6 khach hang; X, — kha nang va thoi gian
tham dinh nhanh chéng, chinh xéc; X, — Dia diém,
co sO vat chét hién dai; X, — nang luc vé chuyén
mén, nghiép vu, k§ nang giao tiép khach hang va
dao duc nghé nghi€p cua nhan vién tin dung cho;
X, — su phuc vu nhanh chéng, nhi¢t tinh, thoa dang
va hoan thién ho so ciia nhan vién tin dung cho;
X~ hd so, thu tuc, san phﬁm ban kém, 14i sut va
phi lién quan.

Két qua phan tich hdi quy cho gia tri - 2 Log
likehood = 15,066 la khong cao, thé hién muc do
phtt hop ciia mé hinh khé t6t. Theo két qua kiém
dinh Wald v6i mtc y nghia la 5% va 10%, c6 dugc
ba bién c6 y nghia thong ké 1a X, - su cam két, giai
quyét thic mic va thai d6 gitp d& khach hang,
X, - su phuc vu nhanh chong, nhi¢t tinh, thoa dang
va hoan thién hd so tha tuc ctia nhan vién ngan
hang dia diém, co s¢ vat chét hién dai, va X, - hd
50, thi tuc, san phdm ban kém, 13i suét, phi lién
quan. Céc bién con lai c6 gia tri sig 16n hon mirc
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y nghia a = 10% nén khong c6 y nghia thong ké.

p(r=1
Log, [ﬁ}:10,151+1,717X1+1,471X2+ 1,034X5 #1325, + 87985 - 2, 802Kt ¢

Dua vao phuong trinh hdi quy cho thiy co 3
bién c6 y nghia khi dira vao mé hinh hdi quy 1a cac
bién X, X, va X_. Trong 3 bién nay, c6 hai bién 1a
X, va X, co6 trong quan thudn voi mirc do hai long
ctia khach hang tiéu thuong, va bién X, ¢6 tuong
quan nghich voi mtrc do hai long cia khach hang
tiéu thuong ddi voi san pham cho vay tiéu thuong
cho. Nhan td “X, - su phuc vu nhanh chong, nhiét
tinh, thoa dang va hoan thién ho so thu tuc clia nhan
vién tin dung cho” 13 yéu té c6 anh huéng manh
nhét. Cu thé, khi khach hang tiéu thuong danh gia
nhan t6 “su phuc vu nhanh chong, nhiét tinh, thoa
dang va hoan thién ho so tha tuc cta nhan vién tin
dung cho” ting thém 1 diém thi mic do hai 1ong
ctia khach hang tiéu thuong ting 1én 8,798 lan (c6
¥ nghia v6i o = 5%) voi diéu kién hai bién X, va
X, ¢b dinh. Vi khach hang st dung san pham cho
vay tiéu thuong chi 1a nhiing tiéu thwong & cho nén
doi hoi & ho dbi voi chit lwong dich vu chim soc
khach hang khong cao 1am. Thai d¢ nhin nhan cua
khach hang d6i voi nganh ngan hang néi chung 1a
co ché xin — cho, tirc 1a ngudi dan dén ngan hang
v6i thai d6 xin vay va ngan hang s€ c6 thai do xem
xét 1a cho vay, nén nguoi di vay s€ ¢o thai do e dé
va ¢6 phan xa cach voi ngan hang. Nam dugc tim
ly d6 cua khach hang tiéu thuong, cac ngan hang
cling nhu nhan vién tin dung ludén co6 thai do phuc
vu nhiét tinh, lam vi¢c nhanh chong, nhiing thic
méc cia nhimng tiéu thuong cho dugc giai quyét
nhanh chéng, thoa dang dé khach hang luén duoc
cam giac 1a thuong dé khi dén va str dung san
pham cho vay tiéu thwong ciia ngén hang. Song
song d6, sy gitip d khach hang tiéu thwong hoan
thién nhitng ho so vay dé khach hang tiéu thuong
an tam, khong gap kho khin trong van dé hd so va
thi tuc. Chinh diéu nay anh huéng nhiéu nhét dén
quyét dinh tiép tuc sir dung san pham cho vay tiéu
thuong chg va tao nén sy hai long cao nhét d6i
v6i khach hang tiéu thuong. Nhéan t6 anh hudng
ké tiép la bién X, khi khich hang tiéu thuong
danh gia “hd so, thu tuc, san phdm ban kém, 13i
suét, phi lién quan” ting thém 1 diém thi muc do

hai 1ong cua khach hang tiéu thuong ting 2,892
lan. Tuy nhién, bién X, hién tai c6 dau am (-), tirc 1a
c6 tac dong tiéu cuc do khach hang chua c6 su hai
long déi véi bién X, (c6 ¥ nghia voi a = 5%) véi
diéu kién hai bién X, va X, ¢ dinh. Theo ¥ kién
cua nhiéu khach hang, hd so mac du da dugc nhan
vién tin dung cho hd tro hoan thién nhiéu nhung
khi giai ngan van phai ky qua nhiéu chit ky vao
nhidu chung tir lién quan. Viéc thu thém phi giai
ngan c6 phan khién khach hang khong hai long.
Khéch hang tiéu thuong cho ring khi vay thi ho da
¢6 phan chi phi 13i vay dé tra ngan hang, nén viéc
thu thém phan phi giai ngan bao gom chi phi gidy,
muc 1a chua hop 1y. Va mot s6 san pham ban kém
khi vay tiéu thuong nhur “Tién géi twong lai”, “San
pham thé thanh toan” thi khach hang khéng c6 nhu
cAu, it khi hodc khong st dung dén. Bén canh do,
so sanh giita 13i suat vay ctia san phdm cho vay tiéu
thuong cho so voi mot s6 san pham vay tai cac to
chuc tin dung khéc thi con c6 muc chénh léch cao.
Cubi cung d6i voi nhéan to “X, — su cam két, giai
quyét thiac mac va thai d6 gitp d& khach hang”
1a yéu t6 c6 muc do anh huong thap nhét véi hé
s6 1,717, tac 1a khi khach hang tiéu thuong danh
gid “su cam két, giai quyét thic méc va thai do
gitp do khach hang” ctia nhan vién tin dung chg
tang thém 1 diém thi mirc d6 hai long cua khach
hang tiéu thuong tang 1én 1,717 1an (¢ y nghia véi
a = 10%). Bén canh thai do phuc vu ctia nhan vién
tin dung, diéu ma khach hang dic biét chii ¥ chinh
1a thai d6 cam két ctia ngan hang cung véi su tin
cdy nhitng 10i tu van cta cac nhan vién tin dung
cho. Didu nay c¢6 y nghia khi c6 tac dong vao cai
thién, ndng cao hon nita & bién nay thi s& lam ting
thém murc do hai long ctia khach hang tiéu thuong.
Khi tiép thi, tu van nhitng thong tin vé& san pham
cho vay tiéu thuong v6i khach hang cho dén khi
khach hang sir dung san pham, ca hai bén ngan
hang va khach hang déu thuc hién ding theo hop
dong cam két, ciing nhu ngan hang dap tmg dung
v6i nhitng diéu ma nhan vién tin dung cam két ban
dAu nhu sb ngay thu ng, cach thuc thu no,... Diéu
ké tiép 1a thai d6 giai quyét thac mac, gitp do khi
khach hang c6 vin dé khong hiéu hodc gip kho
khan trong qua trinh tiép can va st dung san phdm
thi déu dugc nhan vién tin dung cho hodc nhan
vién tai diém giao dich giai dap thoa dang cing véi
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thai d6 ¢ gang giup khach hang hiéu duoc van dé,
khong bo roi khach hang, chinh diéu d6 gop phan
vao chiéu huéng anh hudng tich cuc cia bién dén
su hai long cua khach hang.

4. Két ludn

Két qua nghién ctru thuc nghiém da xac dinh 3
nhan t6 tac dong dén muc d6 hai long ciia khach
hang tiéu thwong ddi voi san pham cho vay tiéu
thuong cho tai Ngan hang Thuong mai C6 phan
Sai Gon Thuong Tin — Chi nhanh Tra Vinh theo
thtr ty muc d6 quan trong la “sy phuc vu nhanh
chong, nhiét tinh, théa ddng va hoan thién hd so
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tht tuc cua nhan vién tin dung cho”, “hd so, tha
tuc, san phém ban kém, 13i suét va phi lién quan”
va cudi cung 1a “su cam két, giai quyét thic méic
va thai do giup d& khach hang”. Két qua nghién
ctru da cung cép mdt can ctt khoa hoc thuc tién cho
viéc cai thién va ning cao hon nira chat luong dich
vu, san pham cho vay tiéu thuong cho tai Ngan
hang Thuong mai C6 phan Sai Gon Thuong Tin
— Chi nhanh Tra Vinh. Murc d6 hai long cua khach
hang tiéu thuong cang cao, cang tao thién cam
trong khach hang, cung ¢b méi quan hé giita khach
hang va ngan hang, nang cao su gin két, hop tac
lau dai trong mdi quan hé khach hang va tao duoc
uy tin cua ngan hang trong long khach hang.
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