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CHAP THUAN CUA HOI PONG

Khoa luan tét nghiép dai hoc, v6i dé tai “Cac yéu td anh hudng dén su hai 1ong
ctia khach hang c4 nhan tai tinh Hau Giang vé dich vu ngin hang dién ttr ciia Ngan
hang TMCP C6ng thuong Viét Nam” do sinh vién Duong Chi Bao thuc hién dudi su
huéng dan caa ThS. V5 Qudc Nam. Khoa luan da bao céo va dugc Hoi dong cham
khoa luan thong qua ngay ...........
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LOI CAM TA

Tac gia xin gui 101 cam on sau sic dén Quy Thay/Co thudc Khoa Quan tri Kinh
doanh — Marketing, Trudng Dai hoc Nam Can Tho, vi di tin tinh giang day va truyén
dat nhitng kién thirc chuyén mén quy béu, tao nén tang virng chic cho viéc hoan thanh
bao cao thuc tap nay.

Dong thoi, tac gia dac biét tri 4n Thay V& Qudc Nam vi sy hudng din tan tim
va nhitng hd tro quy gia trong sudt qué trinh nghién ctru va thyc hién dé tai, gidp tac
gid hoan thién bai ludn van moét cach hiéu qua va toan dién.

Xin chan thanh cam on cac anh/chi tai Ngan hang TMCP Cbéng Thuong Viét
Nam — Chi nhanh Hau Giang d4 luon hd tro tan tinh dé tac gia c6 thé hoan thanh khoa
luan.

Can Tho, ngay ... thang ... nam 2025
Nguwai thuc hién
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T6i xin cam két rang luan van “Phan tich cac nhan t6 anh hudng dén sy hai long
ctia khach hang c4 nhan tai tinh Hau Giang vé dich vu ngan hang dién tir cia Ngin
hang TMCP Cdng Thuong Viét Nam” la bai nghién ctru cua chinh toi.

Toan bd nodi dung va két qua nghién ctru 12 hoan toan trung thuc, chua timg
dugc st dung cho bét ky hoat dong nghién ctru hay cong trinh nao khac & cung cap.

Tac gia chiu hoan toan trach nhiém vé tinh trung thyc va nguyén ban ca bao
cao nay.

Can Tho, ngay ... thang ... ndm 2025
Nguwai thuc hién



TOM TAT
Dé tai “Phén tich cac nhan t6 anh hudng dén sy hai long cua khach hang c4 nhan
tai tinh Hau Giang vé dich vu ngan hang dién tir ciia Ngan hang TMCP Céng Thuong
Viét Nam” duoc thue hién nham xé4c dinh céac yéu td tac dong dén sy hai long ctua
khach hang ca nhan khi str dung dich vu ngan hang dién tir tai dia phuong, tir d6 dé
xuat cdc ham ¥ quan trj nham nang cao sy hai 1ong ctia khach hang c4 nhan.

Phuong phéap nghién ciru bao gdm: (1) nghién ctru dinh tinh nhdm diéu chinh,
bd sung thang do cac yéu té anh hudng dén sy hai 1ong; (2) nghién ctru dinh luong
nham kiém dinh m6 hinh 1y thuyét va do luong mirc d6 tic dong cia cac yéu td. Dir
liéu dugc thu thap tr 150 khach hang ca nhan cua VietinBank tai tinh Hau Giang.

Mo hinh nghién ctru ban ddu gdm 6 nhén t6: Phuong tién hitu hinh, D6 tin cy,
Kha ning dap ung, Nang luc phuc vy, Sy dong cam va Tinh bao mat, voi tong cong
22 bién quan sat. Tuy nhién, sau khi tién hanh phan tich nhan t6 kham pha (EFA),
céc thang do duoc diéu chinh va gop lai, hinh thanh mé hinh méi gdm 4 nhan té
chinh, duoc xép voi mirc do tac dong theo thtr tu giam dan nhu sau: (1) Pong cam,
bao mat va hd trg khach hang (hé s6 tac dong 0,772); (2) Hiéu qua cua dich vy (hé sd
tac dong 0,273); (3) PO tin cdy va an toan hé thdng (hé sb tac dong 0,128). Két qua
cho thiy nhan t6 Pong cam, bao mat va hd trg khach hang co tic dong 16n nhat dén
su hai long cua khach hang c4 nhan.

Chuong cudi ctia nghién ciru trinh by cdc ham y quén tri thyc tién, néu 15
nhirng han ché cuia nghién ctru va dé xuat hudng nghién ctru ti€p theo trong tuong lai.



ABSTRACT

The thesis entitled “Analysis of Factors Affecting Individual Customer
Satisfaction with Electronic Banking Services of Vietnam Joint Stock Commercial
Bank for Industry and Trade in Hau Giang Province” aimed to identify the factors
influencing customer satisfaction when using electronic banking services in the local
context. Based on the findings, the study proposed managerial implications to
improve individual customer satisfaction.

The research methodology consisted of: (1) qualitative method to adjust and
refine the measurement scales of factors affecting satisfaction; and (2) quantitative
method to test the theoretical model and measure the degree of influence of each
factor. The data were collected from 150 individual customers of VietinBank in Hau
Giang Province.

The initial research model included six factors: Tangibles, Reliability,
Responsiveness, Assurance, Empathy, and Security, with a total of 22 observed
variables. However, after conducting Exploratory Factor Analysis (EFA), the
measurement scales were revised and regrouped into a new model consisting of four
key factors, ranked in descending order of impact: (1) Empathy, security, and
customer support (impact coefficient 0.772); (2) Service efficiency (impact
coefficient 0.273); (3) System reliability and safety (impact coefficient 0.128). The
results showed that Empathy, security, and customer support have the strongest
influence on customer satisfaction.

The final chapter of the study presented practical managerial implications,
outlined the limitations of the research, and suggested directions for future studies.
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