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CAC YEU TO ANH HUONG PEN SU HAI LONG CUA KHACH HANG
KHI SUDUNG DICH VU INTERNET BANKING TAINGAN HANG TMCP DPONG NAM A
— CHI NHANH TIEN GIANG

Nguyén Duy Tén
Khoa Kinh té Luit — Truong Dai hoc Tién Giang

Tém tit: Nghién ciru nay tap trung xdc dinh va danh gid cac yéu té anh huéng dén sw hai long ciia khdch hang khi st
dung dich vu Internet Banking (IB) tai Ngdn hang TMCP DPéng Nam A (SeABank) — Chi nhanh Tién Giang (CNTG). Dya
trén mé hinh SERVPERF diéu chinh, nghién cieu dp dung phwong phdp dinh lwong thong qua khdo sat 125 khéach hang
dang sir dung dich vu IB tai SeABank CNTG bang bang hoi cdu triic. Dit liéu thu thdp dwoc phdn tich bang phan mém
SPSS, str dung cdc ky thudt thong ké mé td, kiém dinh dé tin cdy Cronbach’s Alpha, phén tich nhan t6 kham phd (EFA) va
phdn tich héi quy tuyén tinh da bién.

Tir khéa: Su hai long ciia khdch hang, Internet Banking, SeABank, Tién Giang, chdt lwong dich vu, SERVPERFE, yéu
to anh huwong.

FACTORS AFFECTING CUSTOMER SATISFACTION WHEN USING INTERNET
BANKING SERVICES AT SOUTHEAST ASIA COMMERCIAL
JOINT STOCK BANK - TIEN GIANG BRANCH
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Abstract: This study focuses on identifying and evaluating the factors affecting customer satisfaction when using Internet
Banking (IB) services at the Southeast Asia Commercial Joint Stock Bank (SeABank) — Tien Giang Branch (CNTG). Based
on a modified SERVPERF model, the study employed a quantitative research method by surveying 125 customers currently
using IB services at SeABank CNTG with a structured questionnaire. Collected data were analyzed using SPSS software,
employing descriptive statistics, Cronbach’s Alpha reliability testing, Exploratory Factor Analysis (EFA), and Multiple
Linear Regression analysis.
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I. DAT VAN DE

Trong bbi canh canh tranh ngay cang gay gt
va sy bung nd ciia cong nghé sd, viéc nang cao
su hai long cua khach hang da tr¢ thanh muyc tiéu
chién luge hang diu cua cic ngan hang thuong
mai. Dich vu Internet Banking (IB) da cach mang
hoa cach khach hang tuong tic véi ngan hang,
mang lai su tién lgi vuot tr01 Tuy nhién, su thanh
cong cta IB khong chi nam & viée cung cap cac
tinh ning da dang ma con phu thudc rat 1on vao
muc do hai long cua khach hang trong qué trinh
su dung.

Ngan hang TMCP DPong Nam A (SeABank) da
trién khai dich vu IB tir s6m, tuy nhién, viéc duy
tri va nng cao sy hai long cua khach hang doi hoi
su thau hiéu sdu sic cac yéu tb tac dong cu thé tai
timg dia ban. Tai Chi nhanh Tién Giang (CNTG),
viéc xac dinh rd nhitng yéu t6 nao (nhu tinh nang
website, toc do giao dich, d§ bao mat, su ho tro...)
thuc sy anh huong dén sy hai 1ong ciia nguoi ding
IB 1a cép thiét. Didu nay s& giup SeABank CNTG
dua ra nhimng diéu chinh va cai tién pht hop, dap

tg tot hon mong doi ctia khach hang, tr d6 nang
cao chét luong dich vu va cung ¢d vi thé canh
tranh. Vi vay, nghién ctru nay duogc thuc hién
nham xac dinh cac yéu té anh huong dén sy hai
long cua khach hang khi st dung dich vu IB
tai SeABank CNTG va dé xuat cac giai phap
thiét thyc.

II. NOI DUNG NGHIEN CUU

2.1. Mo hinh nghién ciru

Nghién ctru dya trén co so 1y thuyét vé mdi
quan hé gitra chét luong dich vu va sy hai long
cua khach hang. Chat lugng dich vu dugc xem la
yéu td tién dé chinh din dén sy hai long. M6 hinh
SERVPERF dugc chon lam nén tang dé danh gia
cac khia canh cua chat luong dich vu IB, cho réng
muc d§ cdm nhan cua khach hang vé cac thanh
phﬁn chét lugng s€ tac dong truc tiép dén sy hai
1ong tong thé ctia ho.

Mo hinh nghién ctru dé xuat bao gém 5 yéu t6
ddc 1ap 1a cac thanh phﬁn chét lugng dich vu IB
va 1 yéu t6 phu thudc 1a Sy hai long cta khach
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hang (HL):

* Su tin cdy (TC): Kha nang thuc hién dich vu
ding cam két, bao mat, 6n dinh.

» Sy dap tmg (DU): Su sin sang, nhanh chéng
trong cung cép dich vu va hd tro.

* Phuong tién hitu hinh (PT): Giao di¢n

website/img dung, co s& vat chat lién quan.

* Nang luc phuc vu (NL): Kién thire, su chuyén
nghiép ciia ngan hang (thé hién qua hé thdng va
ho tro).

* Su déng cam (DC): Su quan tam, thau hiéu
nhu ciu c4 biét ctia khach hang.

Hinh 2.1. M5 hinh nghién ctru cac nhan t6 anh huong sy hai long cua khach hang khi sir dung
dich vu internet banking tai ngin hang TMCP Déng Nam A — Chi nhanh Tién Giang

Su déap ing

Niang luc phuc vu

Phuong tién
hitu hinh

Cac gia thuyét cho mé hinh nghién ctru duoc
dé xuét nhu sau:

H1: Sy tin cay (TC) c¢6 anh hudng tich cuc dén
su hai long (HL).

H2: Sy dép ung (DU) c6 anh hudng tich cuc
dén sy hai long (HL).

H3: Phuong tién hitu hinh (PT) c6 anh hudng
tich cuc dén su hai long (HL).

H4: Nang luc phuc vu (NL) c6 anh hudng tich
cuc dén su hai long (HL).

H5: Sy déng cam (DC) c6 anh hudng tich cuc
dén sy hai long (HL).

2.2. Phuwong phap nghién ctru

Nghién ctru ap dung phuong phép dinh luong,
str dung dir liéu so cap thu thap qua khao st bang
bang hoi di voi khach hang ca nhan dang st dung
dich vu IB ciia SeABank CNTG.

Chon miu: Mau dugc chon theo phuong phap
thuan tién. Tong s6 150 phiéu khao sat dugc phat
ra va thu vé 125 phiéu hop 16. Thoi gian khao sat
dién ra tir thang 01 nim 2025.

Cong cu thu thap dir liéu: Bang hoi gdm 3
phan: thong tin ca nhan cta dap vién, cc cau hoi
vé thoi quen su dung dich vu IB, va céac cau hoi
do ludng 5 thanh phan chat luong dich vu va su
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Su hai long

(Nguon: Tdc gid ké thira va dé xudt, 2025)

hai long bang thang do Likert 5 mirc do (tir 1 - Rét
khong hai long/Hoan toan khéng dong ¥ dén 5 -
Rat hai 1ong/Hoan toan dong ).

Phéan tich dir liéu: D@ liéu dugc ma hoa va
phan tich bang phan mém SPSS 20.0. Cac ky
thuat phan tich chinh bao gém: théng ké mo ta
(tan sb, ty 1¢ phan trim, gi4 tri trung binh), kiém
dinh d¢ tin cay thang do (Cronbach's Alpha), phan
tich nhan t6 kham pha (EFA) va phan tich hdi quy
tuyén tinh da bién dé kiém dinh mé hinh va cac
gia thuyét nghién ciru. Tiéu chuan kiém dinh dugc
ap dung theo thong 1€ (vi du: Cronbach's Alpha >
0.6, hé s6 tai EFA > 0.5, mic y nghia Sig. < 0.05
trong phén tich hdi quy).

2.3. Két qua nghién ciru

Thoéng tin miu: Mau khao sat (N=125) c6 co
ciu kha can bang vé gi6i tinh (54,4% Nam), do
tudi chu yéu tir dudi 35 dén 49 (chiém 85,6%).
Nghé nghiép da dang, trong d6 lao dong tri 6c va
tur doanh chiém ty 1& dang ké. Mirc thu nhap phd
bién tir 10-20 triéu/thang (36%). Trinh d6 dai hoc
chiém da s6 (41,6%). Hon mot nira (50,4%) da sir
dung IB trén 1 nim va phan 16n sir dung thuong
xuyén hodc rat thuong xuyén (70,4%).

Do tin cdy thang do: Tat ci cac thang do 5
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thanh phﬁn chét lugng dich vu (TC, DU, PT,
NL, DC) va thang do Sy hai long (HL) déu co
hé sb Cronbach's Alpha dat yéu cau (tir 0.642 dén
0.986), cho thay cac thang do c6 do tin cay tét.

Phan tich nhan t6 kham pha (EFA): Két qua
EFA (KMO = 0.868, Sig. Bartlett's Test = 0.000)
cho thay dir liéu hoan toan phui hop dé phan tich
nhan t6. Phan tich da trich duoc 5 nhan t twong
mg v6i 5 thanh phan chét luong dich vu theo
mo hinh 1y thuyét, giai thich dugc 84.84% tong
phuong sai. Cac bién quan sat déu c6 hé sé tai 1on
va hoi tu dung vao nhan tb du kién.

Phan tich hoi quy: Két qua phan tich hdi quy
tuyén tinh da bién v6i bién phu thudc 13 Su hai
long (HL) cho thiy:

Mo hinh hdi quy c6 ¥ nghia thong ké F(5, 119)
=27.793, p = 0.000 va giai thich duogc 53,9% su
bién thién cua Sy hai 1ong (R = 0.539).

Bon yéu t6 ¢6 anh huong duwong va y nghia
théng ké (p < 0.05) dén Su hai long la: Phuong
tién hiru hinh (B = 0.360, p = 0.000), Su dép tGng
(B=0.213,p=0.012), Sy tin cay (B=0.193,p =
0.014), va Sy dong cam (B = 0.176, p = 0.034).
Gia thuyét H1, H2, H3, H5 dugc chap nhan.

Yéu t6 Nang lyc phuc vu (NL) khong c6 anh
hudéng ¥ nghia thong ké dén Sy hai long (p =
0.902). Gia thuyét H4 bj bac bo.

Phuong trinh hdi quy chuan héa: HL=0.360PT
+0.213DU + 0.193TC + 0.176DC.

Két qua cho thay Phuong tién hitu hinh 13 yéu t&
¢6 anh huong manh nhat dén sy hai long cua khach
hang d6i voi dich vy IB tai SeABank CNTG.

2.4. Két luan va khuyén nghi vé giai phap
ning cao su hai long ctia khach hang Internet
Banking ciia ngin hang thwong mai c¢6 phin
Pong Nam A — Chi nhanh Tién Giang

2.4.1. Nhom giai phap nang cao trii nghi¢ém
vé "Phwong tién hiru hinh" (Anh hwéng manh
nhit - p=0.360):

Website va Ung dung (SeANet/SeAMobile):
Cai tién giao dién than thién, tryc quan, dé thao
tac; t6i wu hoa toc do tai trang va xir 1y giao dich;
dam bao tinh 6n dinh, han ché 1i va ngh&n mang.
B6 cuc thong tin hop 1y, d& tim kiém.

Thong tin va Tai liéu: Cép nhat thong tin (ty
gi4, 14i suat, khuyén mai) chinh xac, minh bach.
Thiét ké cac tai liéu huéng dan, to roi sinh dong,
d& hiéu, c6 thé tich hop hinh anh, video minh hoa.
Cung cip biéu mau dién tir trén website.

Cong nghé va Ha tang: Pau tu nang cip hé
théng may chu, dudng truyén, ap dung cac cong
ngh¢ mai (nhu dién toan ddm may, data mining)
dé dam bao hiéu nang va bao mat.

2.4.2. Nhom giai phap tiang cuong "Sw dap
rng" (Anh hwéng thir hai - p=0.213):

Tdc d6 va Chinh xac: Pam bao cac giao dich
duoc thuc hién nhanh chong, chinh xac ngay lan
dau. Cung cip xac nhan giao dich tuc thi.

Thii tyc: Tiép tuc don gian hoéa quy trinh ding
ky, sir dung va xir Iy cac yéu cau ciia khach hang.

Hb tro khach hang: Xay dung hé théng hd trg
da kénh (hotline 24/7, email, chat, FAQ trén web)
dé dang tiép can. Pam bao nhan vién hd tro phan
ho6i nhanh, giai quyét van dé hiéu qua, dic biét
trong cac tinh hudng khan cip (mat mat khau,
16i giao dich). Can nhéc bd sung muc "Cau hoi
thudng gap" chi tiét trén website.

2.4.3. Nhém giai phap ciing cd "Su tin cay"
(Anh huéng thir ba - p=0.193):

Béo mat: Uu tién hang du cho an toan thong
tin. Ap dung cac cong nghé bao mat tién tién
(tuong lira, ma hoa, xac thyc da yéu t6). Cam
két manh m& vé bao mat thong tin khach hang.
Thuong xuyén kiém tra, ddnh gia va nang cap hé
thdng bao mat.

Hoat dong on dinh: Pam béao dich vu hoat dong
lién tuc 24/7 dung nhu cam két.

Thuyec hién 10i hira: Cung cap dich vu dang voi
cac tinh nang, loi ich d3 quang ba. Giai quyét khiéu
nai mdt cach théa dang, cong béng va kip thoi.

Néang cao nhin thac khach hang: Tuyén
truyén, huéng dan khach hang cac bién phap tu
béo vé thong tin tai khoan (dit mat khiu manh,
canh giac ltra ddo phishing, khong dung may
tinh cong cong...).

2.4.4. Nhém giai phap Thé hién "Sy dong
cam" (Anh huéng thi tw - p=0.176):

Chinh s&ch phi: Ra soat va dua ra mirc phi dich
vu canh tranh, hop 1y so véi cac ngan hang khac.
Can nhic mién/giam mot s loai phi dé thu hut va
gilr chan khach hang.

Cham s6c khach hang: Xay dung chuong trinh
cham s6c khach hang ca nhan hda. Quan tam,
ling nghe ¥ kién déng gop cua khach hang qua
cac kénh khao sat, hop thu gop y.

Chuong trinh vu dai: Thuong xuyén trién khai
cac chuong trinh khuyén mai, tich diém, qua ting
thiét thuc danh cho khach hang sir dung IB. C6
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chinh sach uu dai dac bi¢t cho khach hang than
thiét, khach hang VIP.

Vé "Niang luc phuc vu": Mic di khong anh
huong truc tiép dén su hai 1ong tong thé trong mo
hinh, viéc dao tao nang cao nghiép vu, kj nang
giao tiép va giai quyét van dé cho doi ngii nhan
vién, dac biét 1a bd phan hd tro truc tuyén va qua
dién thoai, van can thiét dé xir Iy hiéu qua céc tinh
hudng phat sinh, gop phan cting c¢b niém tin va trai
nghiém chung cua khach hang.

II. KET LUAN

Nghién ctru d xac dinh dugc bon yéu té chinh
anh huong tich cuc dén su hai 1ong ciia khach
hang khi stt dung dich vu Internet Banking tai
SeABank Chi nhanh Tién Giang, gébm: phuong
tién hitu hinh, sy dap Gng, sy tin cay va su déng
cam. Trong d6, phuong tién hiru hinh 13 yéu t6 c6
tac dong manh nhat. Tl két qua nay, nhom tac gia
dé xuét cac giai phap pht hop nham nang cao chat
lwong dich vu va cing cb sy hai long, gop phan
tang cuong vi thé canh tranh cta ngan hang trong
bdi canh chuyén ddi s6 manh m& hién nay.
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