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Tom tit. Nghién ciru ndy nham xac dinh céc nhan té chii yéu tac dong dén y dinh lya chon ngan hang cua
khéch hang gui tién tiét kiém tai cac ngan hang ¢ Thanh phé HO Chi Minh, Viét Nam. Pay 1a nghién ctu
thuc nghiém vaoi 304 khéch hang c6 giri tién tiét kiém tai cac ngan hang ¢ Thanh phé HO Chi Minh,
phuong phép chon mau thuén tién va xu 1y di liéu bang phan mém SPSS. Cac nhan t6 dwoc xac dinh
trong md hinh nghién ctu bao gdom sir bao dam, sy dong cam, dé tin cdy, kha ndng ddp vmg, co so vt
chat, loi ich va nguoi danh hwong. Két qua nghién ctru cho thay, co so vat chat cua ngan hang c6 tac dong
I6n nhat, ké tiép 1a loi ich cua khach hang; nhimg ngudi anh huong it tic dong dén y dinh cua khach
hang; do tin cay, kha ning dap Gng, sy dong cam, va sy bao dam khong co lién quan dang ké dén y dinh
cua khach hang trong viéc lra chon ngan hang dé gui tién tiét kiém tai Thanh phd Ho Chi Minh.

Tur khoéa. su bao dam, sy dong cam, do tin cay, su dap tmg, co s¢ vat chat, loi ich, nguoi anh hudng, cac
nhan t6 anh huong su lya chon, ngan hang, ¥ dinh, dich vu.

THE MAJOR FACTORS INFLUENCING CUSTOMERS’ INTENTION
IN CHOOSING A BANK FOR SAVING DEPOSITS
(AN EMPIRICAL STUDY ON BANKS IN HO CHI MINH CITY)

Abstract. The purpose of this paper is to determine the dimensions of customers’ intention in choosing a
bank for saving deposits in Ho Chi Minh city, Vietnam. On the basis of the empirical study, the author
validates a measurement research model by using SPSS for investigating the major factors that impact the
customers’ intention in choosing a bank for saving deposits. The study sample consists of 304
respondents in Ho Chi Minh city, Vietnam; the data were collected through a structured questionnaire
utilizing a five-point Likert scale while implementing a convenient sampling technique. The intention
dimensions identified were assurance, empathy, reliability, responsiveness, tangibility, benefits and
influencers. The empirical findings revealed that ‘tangibility’ was found to be the most significant
predictor of customer intention to have saving deposits, and ‘benefits’ was also positive impact on
customer intention. On the other hand, ‘influencers’ has a positive but the least significant relationship
with customer intention. The exception were ‘reliability’, ‘responsiveness’, ‘empathy’, and ‘assurance’
which were insignificantly related to customer intention in saving deposits in Ho Chi Minh city.
Keywords assurance, empathy, reliability, responsiveness, tangibility, benefits, influencers, selection
criteria dimensions, bank, intention, services.

1. GIOI THIEU

Ké tir nim 1986, hoat dong cua hé thong ngan hang & Viét Nam da thay doi, phat trién cing voi doi moi
cua dat nuéc chuyén tir nén kinh té ménh 1énh, tap trung bao cip sang nén kinh té thi truong. Nhitng nim
gan day, cac ngan hang yéu kém da dan sap nhap, nhitng ngan hang hoat dong keém hi€u qua da duoc dua
vao dién kiém soat dic biét, hoic duge Chinh phii mua lai véi mirc khong dong. Hon thé nita, cic ngan
hang bi kiém soat ddc biét co kha nang cho phép pha san.

ba tr lau, h¢ thong ngan hang cua Viét Nam dugc xem la huyét mach cia nén kinh t& (Minh, 2016).
Trong d6, tién giri tiét kiém ciia khach hang thé hién vai trd rat quan trong trong hoat dong ciia ngan hang.
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Nhitng ndm gan day, ngan hang di dé xay ra mot s6 truong hop khach hang gii tién tiét kiém bi mat nhu
truong hop xay ra ¢ ngan hang Eximbank va VietABank (Anh, 2019; Hanh, 2018) gdy ra that vong cho
khach hang va anh huong tdm 1y cua khach trong viéc gui tién tiét kiém tai cac ngén hang ¢ Viét Nam.
Trong khi d6, mtic bao hiém tlen gui 6 ngan hang khong bao dam du hoan tra cho khach hang gui tién tiét
kiém tai ngan hang cing la van dé quan trong anh huong dén quan tdm cua khach hang. Mirc bao hiém
tién giri (gom tién gbc va 1ai) cua ca nhan chi ¢ muc 30 triéu dong vao nam 1999, sau d6 1a 50 triéu dong
vao nam 2005 (Chau, 2017), va muc tbi da 1a 75 triéu dong ké tir ngay 05 thang 8 nam 2017 (Le, 2017).
Dic biét, Luat cac to chuc tin dung duoc sira doi bé sung o6 hi¢u lyc tr ngay 15 thang 01 nam 2018 voi
qui dinh bd sung méi nhat 1a cho phép pha san té chire tin dung duogc kiém soat dic biét (Trong, 2017).
Diéu nay c6 nghia la néu t6 chic tin dung, ngan hang bi pha san thi khach hang gui tién tiét kiém hang ti
ddng ciing chi dugce bao hiém boi thuong ¢ mirc cao nhét 1a 75 tridu dong. Picéu nay mot phan di gay
hoang mang cho khach hang gui tién tiét kiém vao ngan hang (Thanh, 2017).

Dau vay, tinh hinh hoat dong cua h¢ thong ngan hang ¢ Viét Nam trong nam 2018 dugc co quan chirc
nang nhén dinh la kha quan, ngudn von huy dong tir to chirc kinh t& va dan cu cta hé thong ngan hang
tang truong 6n dinh, tang 15% so voi nam 2017 va dai dién cua co quan chirc nang Viét Nam nhén dinh
rang huyét mach cta nén kinh t& Viét Nam da ngay cang thong sudt (To, 2019).

Hién tuong khach hang bét an trong guri tién tiét kiém tai ngan hang do mat tlen hodc muc bao hiém tién
gui khong bao dam du hoan lai s6 tién giri trén 75 triéu dong cing voi thuc té bao cdo ting trudng huy
dong tién giri cua hé théng ngan hang ¢ Viét Nam trd thanh van dé quan tim can nghién ctru. Do do, viée
kham pha, xac dinh nhan t6 cha yéu anh huéng dén y dinh lia chon ngan hang dé giri tién tiét kiém 1a dé
tai chinh cho nghién ctru nay

2. COSOLY THUYET

Mot trong nhiing vai trd quan trong cua ngan hang la thu hat tién giri cia khach hang. Cac ngan hang déu
tich cuc tao loi thé canh tranh so véi cac d6i thu nham thu hat khach hang, ma rong thi phan bang céch
cung cap nhiing dich vu dat chit luong cao cho khach hang (Zameer, Tara, Kausar, & Mohsin, 2015).
Chit lrgng dich vu

Ban diu Parasuraman va cong sy (1985) da xac dinh muoi yéu t6 chung cua chat lugng dich vu
(SERVQUAL), nhung do két qua ciia nghién ciru tiép theo, chung dwoc chia thanh nam loai: (1) co sd vat
chat (cac yéu t6 hitu hinh caa dich vu), (2) dd tin cay (kha ning thuc hién dich vu hira hen mot cach dang
tin c@y va chinh xac), (3) kha nang dap tmg (san sang giiip d& khach hang va cung cap dich vy nhanh
chéng), (4) su bao dam (kha ning truyén cam hing cho niém tin va su tu tin) va (5) sy dong cam (sw quan
tam, cham soc ca nhan danh cho khach hang) (Anantharanthan Parasuraman, Leonard L Berry, & Valarie
A Zeithaml, 1991; Arun Parasuraman, Leonard L Berry, & Valarie A Zeithaml, 1991; Parasuraman,
Zeithaml, & Berry, 1988). Hon nita md hinh chit luong dich vu (SERVQUAL) di dugc thiét ké cho
nhiéu linh vuc dich vu (Tsoukatos & Rand, 2006).

Céc nhan t6 lwa chen ngan hang & Viét Nam

O Viét Nam, Hoang Thi Anh Thu (2017) x4c dinh sau nhan té anh hudng dén viéc chon lya ngén hang dé
guri tién tiét kiém & Hué. Céc nhan t6 d6 bao gom uy tin thuong hiéu, loi ich tai chinh, anh huéng nguoi
than quen, chiéu thi, nhan vién, va co s¢ vat chat (T. T. A. Hoang, 2017). Theo Ha Nam Khénh Giao va
Ha Minh Pat (2014), cic yéu té anh hudng den lya chon ngan hang thwong mai & Thanh phé H6 Chi
Minh cta ngum cao tudi dugc xac dinh bao gom chat lugng nhan vién, gid, uy tin, kinh nghiém, co s¢ vat
chat, uu dai, va sy tham khao (Ha & Ha, 2014).

Y dinh ciia c& nhan/khach hang

Trong 1y thuyét vé hanh vi dy dinh (TPB), y dinh hanh vi thé hién mirc d9 cua cic ¥ dinh ca nhan thyc
hién hoac khong thuc hién mot hanh vi nhat dinh. Y dinh hanh vi c6 thé dugc sir dung dé dy doan hanh vi
thue té. Hon nita, cic ¥ dinh bao gdm céc yéu td dong co c6 anh hudng dén hanh vi ciia mdi c4 nhan; cac
yéu t6 nay cho thiy mirc do sin sang hodc nd luc ma mdi ¢4 nhan s& bo ra dé thyc hién hanh vi (Ajzen,
1991).
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3. MO HINH NGHIEN CUU VA GIA THUYET

M® hinh nghién ctru dé xut dya trén 1y thuyét va nghién ctru truée ddy nhu da néu trén. Trong do, tac gia
st dung nam nhan t6 (co so vat chét, do tin cay, kha nang dap mg, sy bao dam va sy dong cam) ctia md
hinh chat luong dich vu (SERVQUAL) va hai nhan t6 (loi ich va nguoi c6 anh hudng) tr nghién ctru tai
Viét Nam. Hai nhan t6 méi can duoc xem xét cung v6i cac nhan t6 tir mo hinh chat lugng dich vu cho
nghién ctru hién tai vi ching co6 thé tr¢ thanh nhan t6 quan trong anh huéng dén y dinh cua khach hang
trong viéc lwa chon ngan hang dé gui tién tiét kiém tai Thanh phd H6 Chi Minh. Do d6, mé hinh nghién
ctru dé xuét duoc thé hién trong Hinh 1 dudi day:

Co 56 vt chat Kha nang dap tng
bo tin cay
Y dinh ciia Su dong cam
. khach hang
Loi ich
i Su bao dam
Nguoi anh huong u Dao da

Hinh 1. M hinh nghién ciru dé xuét
Gia thuyét ’ ‘
H1. Co s vat chat c¢6 tac dong cung chicu 1én y dinh cta khéach hang.
H2. Do tin cay co tac dong cling chiéu 1én y dinh cua khéch hang
H3. Loi ich c6 tac dong cling chiéu 1én y dinh cua khach hang
H4. Nguoi anh hudng co tac dong cuing chiéu 1én y dinh cua khéch hang
H5. Kha ning dap tng co tac dong cuing chiéu 1én y dinh cua khéch hang
H6. Su ddng cam c6 tac dong cung chiéu 1én ¥ dinh cua khach hang
H7. Su bao dam c6 tac dong cing chiéu 1én ¥ dinh cua khach hang

4. PHUONG PHAP NGHIEN CUU

Khao sat dwoc thyc hién (C& mau = 304) véi nhitng khach hang c6 gui tién tiét kiém ¢ ngan hang tai
Thanh phé HO Chi Minh. Phuong phap 14y mau thuan tién da duoc &p dung va dir liéu duoc thu thap
trong khoang thoi gian tir thang 12 nam 2018 dén thang 1 nim 2019. Thang do Likert nim mirc d¢ tir 1
dén 5 dugc phat trién dé do ludng tac dong cua chat lugng dich vu (SERVQUAL), loi ich va nguoi anh
hudng dén y dinh ctia khach hang, trong d6 1 = Rét khong dong y, 2 = Khong dong y, 3 = Khong y kién,
4 =Pong y va 5 = Rét dong . Phuong phép thu thap di liéu la phong van ca nhan qua bang cau hoi.
Bang cau hoi khao sat da duoc thiét ké gdm 28 cau lién quan dén chét lugng dich vu, loi ich va nguoi anh
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huong. Tir ngir cuia mdi cau trong bang cau hoi déu da duoc hiéu chinh 16 nghia cho khao sét chinh thuc
(Bang 1).

Co m?ly dugce xac dinhdyatrénty 1€ 5: 1 (T; Hoang & Chu, 2008). S6 luong mau can th,iét: 28 bien x5 =
140 mau du dé xu ly dix ligu. Vi vay, c& mau thu thap dugc 304 1a co s¢ dit liéu I6n d€ xu ly, phan tich
thong ké.

Dit li¢u duoc phan tich bang phan mém SPSS 23.0 véi cac budc sau: ma héa, sir dung Cronbach Alpha
dé danh gia do tin cay cua thang do, sau do phan tich nhan t6 kham pha (EFA) va hoi quy tuyen tinh theo

muc tiéu nghién ciu.

TAI THANH PHO HO CHI MINH)

Bang 1. Thang do cac nhén t6 anh huong du dinh cua khach hang gui tién tiét kiem

M& Nhin t6 Phit biéu

Ass01 Sw bao dim Bao mat thong tin ctia khach hang

Ass02 Swbio dam I;l;ﬁlrih \gflrll }rllagf;l hang cung cap thong tin chinh xéc theo nhu cau
Ass03 Swbio dam Z«Lnll(lh};ill;lllllé?}il ;l;gl;cc;zt'?z;;ﬁn hang 6n dinh (bao dam kha ning chi
Ben01 Loi ich Lai suat huy dong hap dan

Ben02 Loi ich San pham tiét kiém da dang

Ben03 Loi ich Nhiéu san pham wu dai kém theo khi gui tién tiét kiém

Ben04 Lgi ich Chuong trinh khuyén mai hip dan
Emp01 Sw dong cam Qui trinh giao dich don gian
Emp02 Sw dong cam Co6 dich vu giao dich ngoai gio
Emp03 Sw dong cam Co dich vu cham séc khach hang VIP

InfOl Nguoi anh huéng Co6 nguoi quen lam trong ngan hang do

Inf02 Ngwoi anh huwéng Pugc gioi thiéu cia ban be

InfO3 Nguwoi anh hwong | Puoc gidi thiéu ciia nguoi than

Relo1 D§ tin chy E}I}l;cc‘)r’]nﬁa);zyén cap nhat chinh x4c thong tin tién giri tiét kiém cho
Rel02 Do tin ciy Giai quyét cac khiéu nai nhanh chéng, kip thoi

Rel03 Do tin cay Tu van cho khach hang giri tién mot cach phu hop va dang tin cay
Rel04 DJ tin ciy Cung cép dich vu chuan, chinh xac tir dau

Res01 Kha niang dap ing | Nhan vién c6 tac phong lam viéc chuyén nghiép

Res02 Kha nang dap wng | Phuc vu giao dich tan noi theo yéu cAu

Res03 Kha ning dap ing | Nhan vién san sang ho tro khach hang qua dién thoai, email
Res04 Kha ning dap ing | Thai d0 nhan vién phuc vu lich sy, tan tinh

Tan01 Co sé vat chat Dia diém giao dich gan nha

Tan02 Co sé vat chat Co sé vat chat khang trang, hién dai

Tano3 Co s vat chit C()') dich vu ngan hang dién tir (internet banking, mobile banking,
Tan04 Co s& vat chit Cung cép thé ATM cho khach hang gui tién tiét kiém

Tan05 Co sé vt chit H¢ thong ATM rong khip

Tan06 Co sé vt chit Mang luéi chi nhanh ngan hang rong khip

Tan07 Co sé vat chit Dia diém giao dich c6 chd giri xe thudn tién
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M& Nhén t6 Phit biéu
Intl Y dinh ciia khach San sang gui ti’ét kiém vao ngan hang c6 chat luong dich vu dap
hang ung mong muon cua khach hang
Y dinh ciia khich Sén sang giri tiét kiém vao ngan hang ma loi ich khach hang nhan
Int2 s . . LT A1 5
hang duoc xtrng dang khi giao dich véi ngan hang nay
s | Y d’“hhg‘:lz khach | oz sang gi6i thiéu ngudi Khic giri tidn tiét kism

5. PHAN TiCH DU LIEU VA KET QUA

P tin ciy cuaa thang do

Thang do dy dinh ciia khach hang lya chon ngan hang dé gui tién tiét kiém gém cé 28 bién cho 7 nhan t6
(1) Co so vt chat, (2) Do tin cay, (3) Loi ich, (4) Nguoi anh huong, (5) Kha nang dap ung, (6) Su ddng
cam, va (7) Su bao dam. Thang do cho mdi nhan té déu dat do tin cay véi hé sé Cronbach’s Alpha >0.6
(T. Hoang & Chu, 2008) va hé sé tuong quan bién tong >0.3 (Bang 2).

Bang 2. Thng ké do tin cdy (Cronbach’s Alpha)

So Thang do So lwgng Cronbach’s Hé so twong quan
bién Alpha bién téng thap nhit
A. | Bién doc lap
1 Co s vat chat (Tan01, Tan02, Tan03, 7 0.912 0.556
Tan04, Tan05, Tan06, Tan07, Tan08)
2 | Do tin cay (Rel01, Rel02, Rel03, Rel04) 4 0.970 0.829
3 | Loiich (Ben01, Ben02, Ben03, Ben04) 4 0.887 0.725
4 | Nguoi anh huong (Inf01, Inf02, Inf03) 3 0.823 0.598
5 | Kha nang dap ung (Res01, Res02, Res03, 4 0.716 0.609
Res04) (Loai bo bién Res03:
0.270)
6 | Swdong cam (Emp01, Emp02, Emp03) 3 0.782 0.623
7 | Subao dam (Ass01, Ass02, Ass03) 3 0.665 0.306
B. | Bién phu thugc
Du dinh cua khach hang (Int01, Int02, 3 0.853 0.630
Int03)

Theo két qua thong ké do tin cay néu trén, c6 27 bién (trr bién Res03) 1a du d¢ tin cay cho xu Iy EFA
(phén tich nhan t6 khdm pha).

Phin tich nhén t6 kham pha (EFA)

C6 27 bién quan sat doc 1ap va 3 bién phu thugc dat yéu cau sau khi kiém tra do tin cay. D¢ khang dinh
murc do phu hop cua thang do véi cac bién quan sat, nghién ctru sir dung phuong phap phén tich nhan té
kham pha EFA vai phép xoay Varimax.

Phn tich bién déc lgp

KMO and Bartlett's Test

Kaiser-Meyer-Olkin Measure of Sampling Adequacy. .850
Bartlett's Test of Sphericity Approx. Chi-Square 6273.994
Df 378
Sig. .000]

Hé s6 KMO = 0.850> 0.5 nén phan tich nhan té EFA thich hop dit liéu nghién ctu
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Két qua kiém dinh Barlett’s test 1a 6273.994 v6i muc y nghia Sig. = 0,000 <0,05 ching t6 dir ligu dang dé
phan tich nhan t6 la hoan toan thich hop

Total Variance Explained

Extraction Sums of Squared Rotation Sums of Squared
Initial Eigenvalues Loadings Loadings

% of Cumulative % of | Cumulative % of [ Cumulative
Component | Total | Variance % Total | Variance % Total | Variance %
1 6.666 23.806 23.806 6.666 23.806 23.806] 4.352]  15.543 15.543
2 5.735 20.483 44,289 5.735]  20.483 44,289 4.036 14.416 29.959
3 2.075 7.412 51.700 2.075 7.412 51.700] 3.438 12.279 42.237,
4 1.783 6.367 58.067 1.783 6.367 58.067] 2.276 8.127 50.364
I 1.574 5.620 63.687 1.574 5.620 63.687] 2.259 8.067 58.431
6 1.468 5.241 68.928 1.468 5.241 68.928 2.144 7.658 66.089
7 1.218 4.350 73.278 1.218 4.350 73.278 2.013 7.189 73.278
I8 .853 3.047 76.325
9 .830 2.964 79.289
10 .633 2.262 81.551
11 573 2.048 83.598
12 519 1.852 85.450
13 485 1.733 87.182
14 407 1.454 88.637,
15 .388 1.386 90.023
16 .381] 1.359 91.382
17 .352 1.258 92.640
18 .324 1.157 93.797
19 277, .988 94.786
20 .265 .945 95.731
21 .239 .854 96.585
22 .204 728 97.313
23 197, .705 98.017,
24 182 .651 98.668
25 153 .546 99.214
26 147, 527, 99.740
27 .055 197, 99.937
28 .018 .063 100.000

Extraction Method: Principal Component Analysis.
Gia tri Eigenvalue = 1,218> 1, bién quan sat dugc chia thanh 7 nhan to.
Gia tri tong phuong sai trich = 73.278% > 50%: dat yéu cau; khi d6 c6 thé néi rang 7 nhan to nay giai
thich 73.278% bién thién cua dir liéu.
Rotated Component Matrix?

Component
1 2 3 4 5 6 7
Tan03 .838
Tan05 .822
Tan04 .821
Tan06 779
Tan07 .698
Tan02 .683
Tan01 .604
|Rel04 .930
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Rel02
Rel03
Rel01
Res03
Ben03
Ben02
Ben01
Ben04
Inf02
Inf03
Inf01
Res02
Res01
Res04
Emp02
Emp03
Emp01
AssO1
Ass03
Ass02

.926
922
.869
824
.820
.801
.785
.867,
.861
.769

877,
.865
127

832

75

.765
916
905

Extraction Method: Principal Component Analysis.
Rotation Method: Varimax with Kaiser Normalization.?
a. Rotation converged in 6 iterations.

9

Ma tran xoay c4c nhan t6 trong EFA cho thay hai bién (Res03, Ass02) bi loai ra, con lai 26 bién c6 cac
trong s6 nhén to déu dat muc toi thiéu 0,55 va duoc chia thanh 7 nhan to.

Phén tich bién phu thudc

KMO and Bartlett's Test

Kaiser-Meyer-Olkin Measure of Sampling Adequacy. .693
Bartlett's Test of Sphericity Approx. Chi-Square 442.986
Df 3
Sig. .000

Total Variance Explained

Initial Eigenvalues

Extraction Sums of Squared Loadings

|Component Total | % of Variance | Cumulative % Total % of Variance | Cumulative %
1 2.322 77.397, 77.397 2.322 77.397, 77.397,
2 466 15.520, 92.917

3 212 7.083 100.000

Extraction Method: Principal Component Analysis.

Component Score
Coefficient Matrix

Component
Intl .388
Int2 .395
Int3 353

Hé s6 KMO = 0.639 > 0.5 nén phan tich nhan t6 EFA thich hop.
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Két qua kiém dinh Barlett’s test 1a 442.986 voi mirc y nghia Sig. = 0,000 < 0,05 nén cac bién quan sat c6
trong quan v6i nhau trong mdi nhom nhan t6. Tong phuong sai trich = 77.397%>50% dap ng tiéu
chuan.

Két qua cho cac bién phu thudc

Céc bién phu thugc Nhaln 0

Int01 0.388

Y dinh ctia khach hang Int02 0.395
Int03 0.353

Hé s6 KMO 0.693 (sig.=0.000)

Hé sé Eigenvalues 2.322

Tong phwong sai trich 77.397

Hé s6 Cronbach’s Alpha 0.853

Phén tich twong quan hé 50 Pearson

Heé s6 twong quan (r) 1 chi s6 thong ké do ludng m01 tuong quan giita hai bién so Heé s6 twong quan ¢
gia tri tir -1 dén 1. H¢ so tuong quan bang 0 (hay gan 0) co ¥ nghia 1a hai bién so khong c¢o lién hé véi
nhau; nguoc lai néu hé sé nay bang -1 hay 1 c6 y nghia 1 hai bién s6 c6 mot mdi lién hé tuyét di. Néu
gia tri cuia hé s6 1a am (r < 0) c6 ¥ nghia 1a khi x (bién doc 1ap) ting cao thi y (bién phu thudc) giam va
nguoc lai; néu gia tri hé s twong quan duong (r > 0) c6 y nghia 1 khi x ting cao thi y ciing ting va khi x
giam thi y ciing gidm theo.

Correlations

F0o | F1 | F2 | F3 | F4 | F5 | F6 | F7

|[FO Pearson Correlation 1 .684™ .043 .612™ .237"1 .112] .103] -.032

Sig. (2-tailed) .000 453 .000 .000 .052 073 .582

N 304 304 304 304 304 304 304 304

[F1 Pearson Correlation 684" 1 .011f .602"| .340™ .055 .035 -.031

Sig. (2-tailed) .000 .854 .000 .000 337, 549 595

N 304 304 304 304 304 304 304 304

|IF2 Pearson Correlation .043 .011 1 .018 -.019] .574™ .426™ .201™

Sig. (2-tailed) 453 854 7600 741 .000 .000| .000

N 304 304 304 304 304 304 304 304

|[F3 Pearson Correlation 61271 602" .018 1 .325" .029] .014 .022

Sig. (2-tailed) .000 .000 .760 .000 .616 813 .697

N 304 304 304 304 304 304 304 304

|[F4 Pearson Correlation 23771 3407 -.019] .325™ 1 -.002 -.005 .078

Sig. (2-tailed) 000 .000| .741] .000 9771 932 .176

N 304 304 304 304 304 304 304 304

|IF5 Pearson Correlation 112 .055[ 574" .029] -.002 1 2797 .1427

Sig. (2-tailed) .052 337 .000 .616 977 .000] .013)

N 304 304 304 304 304 304 304 304

|F6 Pearson Correlation .103]  .035( .426™| .014] -.005 .279™ 1] .196™

Sig. (2-tailed) .073 .549 .000 .813 .932 .000 .001

N 304 304 304 304 304 304 304 304

|IF7 Pearson Correlation -032 -.031 .201"] .022 .078 .1427 .196™ 1
|___Sig. (2-tailed) 582 595 .0000 .697] .176] .013 .001

© 2018 Trudng Pai hoc Céng nghiép thanh phé Ho Chi Minh



CAC NHAN TO CHU YEU ANH HUONG DEN Y DINH CUA KHACH HANG TRONG VIEC LUA 11
CHON NGAN HANG BE GUI TIEN TIET KIEM (NGHIEN CUU THUC NGHIEM VE NGAN HANG
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Correlations
FO F1 F2
N 304 304 304
**_Correlation is significant at the 0.01 level (2-tailed).
*. Correlation is significant at the 0.05 level (2-tailed).
Trong do:
FO = MEAN(Int1,Int2,Int3).
F1 = MEAN(Tan01,Tan02,Tan03,Tan04,Tan05,Tan06,Tan07).
F2 = MEAN(Rel01,Rel02,Rel03,Rel04).
F3 = MEAN(Ben01,Ben02,Ben03,Ben04).
F4 = MEAN(Inf01,Inf02,Inf03).
F5 = MEAN(Res01,Res02,Res04).
F6 = MEAN(EmpO01,Emp02,Emp03).
F7 = MEAN(Ass01,Ass03).

F3
304

F4
304

F5
304

F6
304

F7
304

Nhan té y dinh caa khéach hang (F0) co gia tri ** sig. <0.01 véi F1, F3, F4. H¢ sd twong quan Pearson co
gia tri dwong (r> 0). C6 méi trong quan yeu gitra FO va F4 vei hé s6 twong quan Pearson <0.3 va c6 mbi
tuong quan chat ché gitra FO v6i F1, F3 gi tri r lan luot 14 0.684; 0,612. Do d6 thoa diéu kién dé dua vao
phan tich héi quy da bién.

Phan tich hdi quy tuyén tinh da bién

Phan tich hoi quy cho cac bién lién quan duoc st dung dé tim ra cac nhan t6 anh huong dén y dinh gui
tién tiét kiém vao ngan hang cua khach hang va do ludng muc do tac dong cua cac nhan té d6. Phuong
trinh hdi quy duoc dé xuat nhu sau:

Int= B0+ Bl*Fl + BZ*FZ + Bg*F3 + B4*F4 + B5*F5 + BS*F6 + B7*F7

Trong d6 Int 12 nhan té phy thudc thé hién y dinh cua khach hang gii tién tiét kiém ¢ ngan hang va F1,
F2, F3, F4, F5, F6, F7 la nhitng nhan t6 doc 1ap, bao gom: Co s6 vat chat (F1), Do tin cay (F2), Loi ich
(F3), Nguoi dnh huong (F4), Kha néng dap tng (F5), Su ddng cam (F6), Su bdo dam (F7).
Str dung phuong phap Stepwise 1a dé tim ra cac bién giai thich tét nhat cho bién phu thudc

Model Summary®

Change Statistics
R |Adjusted|Std. Error offR Square Sig. F
Model | R |Square|R Square|the Estimatel Change | F Change | dfl | df2 | Change | Durbin-Watson
1 7371 .544 533 55378 544 50.387] 7| 296 .000 1.900
a. Predictors: (Constant), F7, F3, F5, F6, F4, F1, F2
b. Dependent Variable: FO
ANOVA?
Model Sum of Squares df Mean Square F Sig.
1 Regression 108.168 7 15.453 50.387, .000"
Residual 90.776 296 .307
Total 198.944 303
a. Dependent Variable: FO
b. Predictors: (Constant), F7, F3, F5, F6, F4, F1, F2
Coefficients?
Standar
dized 95,0%
Unstandardized [Coeffici Confidence Collinearity
Model Coefficients ents t Sig. | Interval for B Correlations Statistics
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CHON NGAN HANG DE GUI TIEN TIET KIEM (:NGEHEN'CU’U THUC NGHIEM VE NGAN HANG
TAI THANH PHO HO CHI MINH)
Lower | Upper [Zero- Tolera
B [Std. Error| Beta Bound | Bound | order | Partial | Part | nce VIF
1 (Constant) 375 453 829 .408] -.516] 1.266
F1 .528 .054 490 9.736, .000 421 .634| .684 4931 3821 .607| 1.646
F2 -.060 .070[ -.043 -.848 .397] -.198 .079| .043] -.049( -.033 .587] 1.704
F3 317 .049 325 6.513 .000 221 413 .612 3541 256 .620| 1.614
F4 -.037 049 -.032 -.754 .452] -.133 .059 .237] -.044{ -.030] .853 1.172
F5 .148 .087 .082 1.707) .089| -.023 319 112 099 .067] .666] 1.502
F6 .097 .050 .085 1940 .053f -.001] .196/ .103 .112 .076] .803| 1.246
F7 -.073 072 -.041 -1.009 .314] -.216 .069] -.032 -.059] -.040] .931] 1.074
a. Dependent Variable: FO
Model Summary®
Adjuste Change Statistics
R dR [Std. Error of | R Square Sig. F Durbin-
Model R | Square | Square | the Estimate[ Change | F Change | dfl | df2 Change Watson
|l 7289 .530 527 .55736 530] 169.704 2| 301 .000 1.903
a. Predictors: (Constant), F3, F1
b. Dependent Variable: FO
ANOVA?
Model Sum of Squares df Mean Square F Sig.
1 Regression 105.438 2 52.719 169.704 .000"Y
Residual 93.506 301 311
Total 198.944 303
a. Dependent Variable: FO
b. Predictors: (Constant), F3, F1
Coefficients®
Standar,
dized 95,0%
Unstandardize|Coeffic Confidence Collinearity
d Coefficients| ients Interval for B Correlations Statistics
Std. Lower | Upper | Zero- |Partia Tolera
Model B | Error | Beta t | Sig. [Bound| Bound | order | | Part | nce | VIF
. E)CO”S“‘” 683 .18l 3778 000 327 1.038
F1 532 .053[ .4941 9.990| .000] .427| .637| .684 .499 .395 .637|1.569
F3 306 .048] .314] 6.342] .000] .211 .401] .612] .343] .251] .637|1.569

a. Dependent Variable: FO

Qua 2 lan chay Stepwise, SPSS da tw dong loai cac nhan té F2, F4, F5, F6, F7 tir md hinh nghién ciu, con
lai 2 nhan t6 chinh anh hudng dén y dinh giri tién tiét kiem cua khach hang 1a F1 va F3. Két qua hoi qui
cho thay nhan t5 F1 va F3 c6 quan hé tuyén tinh vai y dinh gui tién tiét kiém & ngan hang véi sig. <0.05.
Hon nita, R? hiéu chinh 1a 0.527 ¢ nghia 52.7% su bién thién cua ¥ dinh cua khach hang gui tién tiét
kiém do hai nhan t6 néu trén tac dong va con lai 47.3% do cac nhan té ngoai mé hinh tac dong.
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CHON NGAN HANG DE GUT TIEN TIET KIEM (NGHIEN CUU THUC NGHIEM VE NGAN HANG
TAI THANH PHO HO CHIi MINH)

Phén tich phuong sai ANOVA cho két qua F = 169.704 va sig. <0.05 nghia la md hinh hi qui phi hop
vé6i dir liéu nghién ciu, céc bién dua vao co y nghia thong ké. Hé sé Durbin Watson (d) = 1.903 nén
khéng c6 hién tuong ty twong quan giira cic phan du trong mo hinh. Hé s phong dai phuong sai VIF ¢6
gia tri nho hon 10 ching t6 mé hinh khéng cé hién tugng da cong tuyén (Hair, Black, Babin, Anderson,
& Tatham, 2006).

Phuwong trinh chwa chuian hoa

Int= 0.683 + 0.532 x F1(Co s vat chat) + 0.306 x F3 (Loi ich)

Phuong trinh chwa chuan hoa duoc giai thich nhu sau: khi cac nhan té ciia mé hinh hoi qui tién dén 0 thi 'y
dinh guri tién tiét kiém (Int) s& la 0.683. Khi nhan t6 F1 tang 1 don vi thi y dinh gui tién tiét kiém tang lén
trung binh 12 0.532. Khi nhan té F3 tang 1 don vi thi ¥ dinh gui tién tiét kiém tang 1én trung binh 12 0.306.
Phuong trinh chuin hoa

Int = 0.494 x F1(Co s& vat chat) + 0.314 x F3 (Loi ich)

M0 hinh trén giai thich 52.7% su bién thién y dinh ctia khéch hang gui tién tiét kiém do hai nhan té F1
(co so vat chat) va F3 (loi ich) tic dong, 47.3% con lai 1a do cac nhan t6 ngoai mé hinh tac dong. Phuong
trinh hdi qui tuyén tinh thé hién rang néu cac bién doc 1ap con lai khong thay doi thi khi nhan t F1 ting 1
don vi thi y dinh giri tién tiét kiém cia khach hang ting trung binh 1 0.494; khi nhan t F3 ting 1 don vi
thi y dinh gui tién tiét kiém ting trung binh 14 0.314.

Két qua nghién ctru xac dinh rang F1 c6 anh huong nhiéu nhat dén bién phu thudc va tiép theo 1a anh
huéng cua F3. Véi hé s6 p mang ddu duong (+), diéu nay chiing to riang cac nhan t6 F1, F3 c6 tac dong
cuing chiéu vai cac bién khao sat.

Bang 3. Thir ty mrc d6 anh huong cua bién doc 1ap vao bién phu thudc

£ | ook Hé s6 da chuan | Thi tw anh
So | Céc bien héa Yo hwong
F1 Co so vat chat (Tan01, Tan02, Tan03, Tan04,
1 Tan05, Tan06, Tan07) 0.494 61 1
2 | F3 Loi ich (Ben01, Ben02, Ben03, Ben04) 0.314 39 2
TONG 0.808 100
Kiém dinh gia thuyét
Dua trén phan tich trén, két qua kiém dinh gia thuyét duoc tém luge nhu bang sau:
Béng 4. Két qua kiém dinh gia thuyét
Gia thuyét Két qua
H1 | Co sé Vit chat co tic dong cling chiéu 1én y dinh cua khach hang Chap nhan
H2 Do tin cay c6 tac dong cung chiéu 1én ¥ dinh cua khach hang Bac bo
H3 Lgi ich c6 tac dong cung chiéu 1én y dinh cua khach hang Chap nhan
H4 Nguwoi anh hwéng co tic dong cung chiéu Ién v dinh cua khach hang Bac bo
H5 Kha ning ddp ing c6 tac dong cung chicu Ién y dinh cua khach hang Bac bo
H6 Sw dong cam cé tac dong cuing chiéu 1én y dinh cua khéch hang Bac bo
H7 Sw bio dam c6 tic dong clng chiéu 1én y dinh caa khéch hang Bac bo

M6 hinh nghién ciru dé xuit c6 7 nhan td anh huéng dén y dinh gui tién tiét kiém cua khach hang véi 28
bién doc lap. Sau khi thyc hién kiém dinh do tin cay Cronbach’s Alpha va phan tich nhan té EFA, 2 bién
doc 1ap bi loai bo (Res03, Ass02), con lai 26 bién quan sat doc lap. Thong qua két qua phan tich hoi qui
tuyén tinh va dya trén gid tri sig. chi con lai 2 nhan t6 F1, F3 (loai trir 5 nhan t6 F2, F4, F5, F6, F7) cd tac
dong 1én ¥ dinh gui tién tiét kiém cua khach hang vao ngan hang tai Thanh phé H6 Chi Minh véi sig.
<0.05.

Theo két qua kiém dinh, mo hinh duoc hiéu chinh cudi cting nhu hinh sau:
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B=0,494
Co sb vat chat
Y dinh cia
khéch hang/ca
nhéan
Lgiich
B=0,314

Hinh 2. M6 hinh d4 diéu chinh

T6m lai, két qua nghién ctu cho thay ¢6 hai nhan t6 chu yéu tac dong manh nhét dén ¥ dinh khach hang
chon ngén hang dé guri tién tiét kiém tai Thanh phé H6 Chi Minh. Vi thé ngan hang c6 thé xem xét nhing
nhan t nay nham cai tién dé thu hat va duy tri khach hang guri tién tiét kiém ciing nhu tao loi thé canh
tranh cho ngén hang.

6. KET LUAN VA HAM Y QUAN TRI

Trong nghién ciru nay, nam nhan t6 trong chat lwong dich vy va hai nhan té gém nguoi anh huong va loi
ich duoc xac dinh nhu 14 tién dé cho ¥ dinh chon lya ngan hang dé gui tién tiét kiém cua khach hang. Tuy
nhién, két qua nghién ctu thuc nghiém cho thiy nhan té F1 (co so vat chat) trong chat lwong dich vu va
F3 (loi ich) c6 quan hé dong bién véi y dinh giri tién tiét kiém cuia khach hang; trong khi cac nhan t6 khac
(F2, F4, F5, F6, F7) khdng thuc sy dugc xac nhan 1a c6 quan hé véi y dinh caa khach hang gui tién tiét
kiém tai ngan hang ¢ Thanh phé H6 Chi Minh. Két qua nghién ciru nay ciing cho thy rang khach hang &
Thanh phé HO Chi Minh chu yéu quan tam tap trung vao co s& vat chat va loi ich ma ho ¢6 thé nhan duoc
tir ngan hang khi gui tién tiét kiém. Cho nén, ngan hang can xem xét cai thién co s vat chat va cung cap
loi ich cho khach hang khi gui tién tiét kiém dé gia tang loi thé canh tranh ciing nhu duy tri va thu hit
nhiéu khach hang hon.

7. HAN CHE CUA NGHIEN CUU VA PE XUAT NGHIEN CUU TRONG TUONG LAI
M6t s6 han ché dang ton tai trong nghién ctru nay da duoc tim thiy trong khi tién hanh nghién cau.

Dau tién, dir liéu thu thap duogc 1a tir cAc khach hang c& nhan tai Thanh phé H6 Chi Minh nén két qua
nghién ctiu khdng thé khéi quét cho ca nudc Viét Nam.

Thir hai, nghién ciu chi xem xét khach hang ca nhan, khong bao gdm khéch hang I1a doanh nghiép hay to
chuc. Vi vay, nghién ciru trong twong lai nén tap trung vao cac khach hang khac nhu t6 chirc, doanh
nghiép.

Cubi cung nhung khong kém phan quan trong, tac gia hy vong rang két qua nghién ciu c6 ich cho nha
nghién ctru, ngan hang, hoc vién va chinh phu; ciing nhu cung cap dau vao c6 gia tri cho cac nghién cau
lién quan trong twong lai dé lam tai liéu tham khao.
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