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TRANG CHAP THUAN CUA HOI PONG

Luan vin ndy, voi tya dé 13 “Céac nhéan t6 anh hudng dén su hai long cua khach
hang vé chat lugng dich vu thé tin dung tai ngdn hang TMCP Sai Gon Ha N§i —
Chi nhanh S6c¢ Trang”, do hoc vién Luu Tran Gia Bao thuc hién dudi su huéng dan cua
Ts. Lé Long Hau. Luan van da bao céo va dugc Hoi déng chidm luan vin thong qua

Uy vién Thuw ky
(ky tén) (ky tén)
Phan bién 1 Phan bién 2
(ky tén) (ky tén)
Can bo huéng din Chii tich Hoi dong
(ky tén) (ky tén)

TS. LE LONG HAU



LOI CAM TA

Trudc tién, t6i xin chan thanh cam on Quy Thay, C6 cua Truong Pai hoc Nam
Can Tho da truyén dat nhiéu kién thirc, kinh nghiém quy gié, giup t6i hoan thanh chuong
trinh dao tao cao hoc nganh Quan tri kinh doanh tai Truong Pai hoc Nam Can Tho.

T6i xin bay t6 long kinh trong va biét on dén Ts. Lé Long Hau, thay da tan tinh
chi day, huéng dan va gitip toi rat nhiéu trong qua trinh thuc hién nghién ctru nay.

Tran trong cam on nhitng dong nghiép tai SHB d4 tao diéu kién cho toi dugc tham
gia chuong trinh dao tao cao hoc nganh Quan tri kinh doanh tai Truong Pai hoc Nam
Can Tho. Tbi ciing xin gui 16i cAm on dén quy anh/chi khach hang da nhiét tinh tham
gia cudc khao sat cua nghién clru nay.

Cudi cung 13 sy cam on gianh cho gia dinh t6i da ludn cung toi vuot qua moi kho
khan trong qué trinh hoc va lam viéc.

Can Tho, ngady......thang... ... ndm 2020

Hoc vién thuc hién

Luwu Tran Gia Bao



TOM TAT

Dé tai “Cac nhan t6 anh huong dén sy hai 10ng ctia khach hang vé cht luong dich
vu thé tin dung tai ngadn hang TMCP Sai Gon Ha Néi — Chi nhanh Soc Trang” véi muc
tiéu 1a phan tich cdc nhan t6 anh hudng dén su hai 1ong cua khach hang vé chat luong
dich vu thé tin dung tai ngan hang TMCP Sai Gon Ha Néi — Chi nhénh Séc¢ Trang, tr
d6 dé xuét cac giai phap nham nang cao chit lugng dich vu thé tin dung tai day. Dé tai
nay duoc khao sat trén mot mau géom 100 khach hang di va dang sir dung thé tin dung
do ngan hang SHB - Chi nhanh Séc Trangcung cap. M6 hinh nghién ctru ciia dé tai duoc
ké thira tir Iy thuyét mo hinh do luong SERVQUAL cuia Parasuraman va cong su (1991)
va tham khdo cac tai li¢u nghién ctru trong va ngoai nudc cd lién quan, sau d6 dugc tinh
chinh phu hop véi thuc trang dia ban nghién ctru. Két qua mo hinh hoéi quy da bién cho
théy, su tin cdy co6 tdc dong manh nhat dén su hai long, sau d6 1a sy dap ung, su déng
cam va sau cung la sy dam bao. Bén canh do, két qua cho théiy khong c6 sy khéc biét vé
giéi tinh, nghé nghiép, thu nhap va thoi gian sir dung thé. Nguoc lai, két qua da tim thy
su khac biét vé sy hai 10ng giira nhung dap vién c6 nhém tudi khac nhau.

Tir khéa: sw hai long, chat rong dich vu, thé tin dung, SHB Séc Trang.



ABSTRACT

The study “Factors affecting customers’ satisfaction towards quality of credit card
services at Saigon Hanoi Commercial Joint Stock Bank - Soc Trang Branch” aims to
analyze the factors that affect the customers’ satisfaction towards quality of credit card
services at Saigon Hanoi Commercial Joint Stock Bank - Soc Trang Branch, from there
solutions to improve the quality of credit card services here will be proposed. Sample
size of the topic was surveyed on a sample of 100 customers who have been using credit
cards provided by SHB - Soc Trang Branch. The research model is inherited from the
theory of measurement model SERVQUAL by Parasuraman et al. (1991) and relevant
references from domestic and foreign research journals, then the model will be adjusted
due to current status of research area. The results of the multivariate regression model
showed that reliability has the strongest impact on satisfaction, followed by
responsiveness, empathy and finally assurance. Besides, the results show that there is
no difference in gender, occupation, income and usage time. In contrast, results found
differences in satisfaction between respondents with different age groups.

Keywords: sastisfaction, service quality, credit card, SHB Soc Trang.
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LOI CAM DPOAN

Tbi xin cam doan dé tai luan vin nay la do chinh t6i thyc hién, cac s6 liéu thu thap
va két qua phan tich dugc thé hién trong dé tai 1a trung thyc, dé tai khong tring véi bat

ky dé tai nghién ctru khoa hoc nao.
Can Tho, ngady......thang... ... ndm 2020

Hoc vién thuc hién

Luwu Tran Gia Bao
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