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CAC NHAN TO ANH HUONG DEN MUC bQ HAI LONG
CUA KHACH HANG POI VOI CAC VAN PHONG
CONG CHUNG O THANH PHO CAN THO

Nguyén Quéc Nghi', Hoang Thi Hong Léc' va Lé Thi Diéu Hién'
ABSTRACT

This research aims at identifying factors that influence client satisfaction level with
notary offices in Can Tho city. Research data have been collected from direct interviews
with 189 clients using services of notary offices in Can Tho city. Factor analysis and
logistic regression show that client satisfaction correlates with factors including trust and
need meet, visible means. Among which, visible means is the most important factor that
strongly influences client satisfaction with notary offices.
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TOM TAT

Muc tiéu ciia nghién ciru nham xdc dinh cdc nhan t6 anh hieong dén mire d hai long ciia
khdch hang déi véi van phong cong chitng (VPCC) 6 Tp. Can Tho. S6 liéu sir dung trong
nghién ciru dwoc thu thdp thong qua cudc phong van truc tiép 189 khdch hang co sur dung
dich vu tai cac VPCC ¢ Tp. Can Tho. Ap dung phwong phdp phdn tich nhan t6 va phdn
tich hoi qui logistic cho thdy, mirc ¢ hai long ciia khdch hang doi véi VPCC twong quan
thudn véi cdc nhén t6: tin twong va dap vung, phwong tién hitu hinh. Trong do, yéu ]
phuwong tién hitu hinh la quan trong nhadt, yéu t6 ndy tic dong manh nhdt dén mire do hai
long cuia khéch hang doi véi VPCC.

Tir khoa: khdach hang, mirc dp hai long, vin phong cong chirc

1 PAT VAN PE

Xa hoi ngay cang phat trién, cac phat sinh trong quan hé dan sy cang nhiéu, tir d6
nhu cau vé hoat dong kiém dinh su 6 rang co tinh phap 1y nhu cong ching, chimg
thue ngay cang cao. Do vay, dé giai quyét van dé nan giai trén, Chinh phu da ra
quyét dinh thanh 1ap cac Van phong Cong chimg (VPCC). Cu thé, Luat Cong
chtng (c6 hiéu Iyc thi hanh tir ngay 01/07/2007) da néu rd rang ching nhan hop
ddng, giao dich & VPCC c6 gia tri phap 1y nhu & Phong Cong ching Nha nudc
(PCCNN). Pdng thoi, cac VPCC thu phi cong chimg bang véi mic phi ma cac
PCCNN thu theo quy dinh tai Thong tur lién tich sb 93/2001/TTLT/BTC-BTP ngay
21/11/2001. Gio day, nguoi dan co thé dén cac VPCC d dugc phuc vu nhanh
chong ma khong so rang vi gan chit “tu” vao ma gia ca cao hon, hiéu lyc thap hon
so voi PCCNN. Diéu nay s€ tao nén sy canh tranh gilta cdc PCCNN véi cac
VPCC, cung mirc phi, sy cong chung cung c6 hi€u lyc ngang nhau thi noi nao
phuc vu t6t hon s& dugc nguoi dan lya chon. Mot 1gi thé khac cua VPCC 1a sin
sang ctr cong chimg vién (CCV) dén cong chung tai nha nguoi dan, cong ching
ngoai gio hanh chinh, phu phi phat sinh do hai bén ty théa thudn — diéu ma cac
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P(;CNN hién chua dugc 1am, trir sd it truong hop dac biét: Vi vay, ra doi vao thoi
diém nay 1a thoi co 16n cua VPCC trong viéc gianh “thi phan” cong chirng.

Tai Tp. Can Tho, su ra doi cua cac VPCC & hau hét cac quan da tao diéu kién
thudn loi cho nguoi dan trong viée cong chimg cac hd so, gidy to ca nhan. Voi sy
dau tu dich vu khach hang rat chu dao nhu: phong may lanh, cac loai hinh giai tri
trong thoi gian cho dgi, tra nudc, khan lanh chu ddo va mién phi,... cac VPCC
cling da tao ra sy canh tranh dang ké dbi v6i cac PCCNN. Tuy nhién, do méi hinh
thanh nén long tin cua khach hang d6i voi tinh phap 1y caa VPCC van con nhiéu
han ché tir d6 dan dén tam 1y e ngai ctia khach hang khi cong ching cac ho so co
gia tri tai VPCC. Bai viét nay nham mo ta thue trang hoat dong cua cac VPCC &
Tp. Can Tho, dong thoi xac dinh cac nhan t6 anh huong dén muc do hai long ciia
khach hang dbi véi cac VPCC. Két qua nghién ciru s& 1a can ctr khoa hoc cho cac
VPCC tham khao, xay dung chién lugc nang cao chit lwong dich vu cung tng cho
khach hang.

2 PHUONG PHAP NGHIEN CUU
2.1 Phuong phap thu thap s6 li¢u

S6 lidu duge st dung trong nghién ctru duge thu thap bang phuong phap chon
mau thuin tién. Cudc diéu tra duoc tién hanh trong khoang thoi gian tir thang
02/2010 dén thang 04/2010. C& mau dwoc chon 1a 189 va déi twgng duoc chon
phong van tryc tiép 1a cac khach hang c6 sir dung dich vu cia VPCC & Tp. Can
Tho.

2.2 Phwong phép phén tich s6 li¢u

Nghién clru nay st dung phén mém SPSS dé hd tro trong viéc phéan tich sb liéu.
Céc phuong phap phan tich dugc sir dung trong nghién ciru 13: Phan tich nhan t6
(Factor Analysis) va phan tich hoi qui logistic nhdm danh gia mutrc d¢ hai long ctia
khach hang d6i v6i cac VPCC ¢ Tp. Can Tho.

3 KET QUA NGHIEN CUU VA THAO LUAN
3.1 Thuec trang hoat dong ciia cac VPCC & Tp. Can Tho

Theo quyét dinh s6 250/QD-TTg ngay 10/02/2010, viéc xdy dung qui hoach phat
trién t6 chirc hanh nghé cong ching trén co s¢ bam sat chién lugc phat trién kinh
te xa hoi, chién lugc va qui hoach phat trién nganh tu phap, dap ung kip thoi nhu
cau cong chimg ngiy cang ting cua ca nhan, t6 chirc, bao dam cong chig 1a hoat
dong mang tinh dich vu cong, tlen to1 thuc hién chuyen giao toan bo cac hop dong,
giao dich tir UBND cép huyén, cip x4 cho cac td chtrc hanh nghé cong chimg thuce
hién nhim chuyén nghi€p hoa hoat dong cong chimg dap ung nhu cau cia hoi
nhap, dong thoi bao vé tot quyén, loi ich hop phap, an toan phap 1i cho cac giao
dich. Theo théng ké, ca nudc hién c6 128 phong cong chimng véi tong sd gan 400
cong chimg vién, 173 nhan vién nghiép vu va 620 nhan vién khac. Khéi lugng
cong viéc clia cic phong cong chimg hién tai chu yéu la chimg thyc ban sao
(chiém dén hon 95%), trong khi ban chét va ddi tuong cua cong ching 1a cac loai
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hop (‘iéng, giao dich kinh té, dan su. Theo Luat Cong ching, viéc chirng thye dugce
tra vé cho UBND xa, phuong va co quan hanh chinh.

Tai Can Tho, UBND Thanh phé di phé duyét dé an qui hoach phat trién, kién toan
cac to chie hanh nghé cong chimg trén dia ban thanh phd tir nam 2008 dén nim
2020. Thyc hién dé 4n nay ngoai 2 PCCNN truc thugc S Tu phap, hién thanh phd
da thanh 1ap 4 VPCC hoat dong dudi loai hinh doanh nghié¢p tu nhén, gém: (1)
VPCC 24 gid c6 tru so tai s6 383B, dudng Nguyén Vin Cir, phudng An Hoa, quan
Ninh Kiéu, Tp. Cén Tho; (2) VPCC Can Tho ¢6 tru so tai khu vuc 4, duong Quang
Trung, phuong Hung Pht, quan Cai Rang, Tp. Can Tho; (3) VPCC Binh An c6 tru
so tai Khu vue 4, Qudc 16 91, phuong Chau Van Liém, quan O Mén, Tp. Can Tho;
(4) VPCC Tran Vin My c6 try so tai s6 110, duong Cach Mang Thang Tam,
phuong Bui Hitu Nghia, quén Binh Thuy, Tp. Can Tho. Trén thyc té, mic du cac
VPCC di di vao hoat dong mot thoi gian nhung van chua dat hiéu qua, van con
nhiéu bét cap chwa duoc giai quyét, chua tao dugc 1ong tin noi nguoi dan, boi tim
ly "Cia nha nudc bao gid ciing tét hon, dam bao hon”. Cac VPCC chua thu hut
dugc giao dich nha dat, ngan hang, nguyén nhén la do Luat Dat dai 2003 quy dinh
hop dong chuyén nhuong, thé chap, bao lanh, cho thué, gop von... bang quyén sir
dung dat phai co chimg nhan clia “cong chimg nha nuéc”. Cac VPCC di phuc vu
rat chu déo xem “khach hang 1a thuong dé”, lam viéc ngoai gio... nhung van con
gap rat nhiéu kho khin. Cac VPCC khong dugc loi thé nhu cac PCCNN c¢6 sén tru
s& bé thé trén cac con phd 16n khu trung tam thanh phd, mot s6 VPCC phai chi tién
thué van phong vai chyc triéu ddng mdi thang. Thém vao nhitng khoan dau tu thiét
bi, tién nghi, nhan vién phuc vu da déy mc chi phi hoat dong kinh doanh kha cao,
trong khi ngudn thu lai chua dat hiéu qua nhu mong doi, tir d6 1am cho nha dau tu
VPCC phai suy nghi dang do. Mit khac, nhiéu VPCC vén phai dua vao quan hé
riéng dé lay nhimng thong tin hang thang vé viéc ké bién, cAm chuyén dich tai san,
bat dong san,... Khoan tién ky quy cia mdi VPCC chi 1a 100 triéu déng. Trong khi
do, trén thyc té, nhiéu giao dich trj gid hang ty dong. Néu c6 thiét hai, sd tién trén
khong du boi thuong, khach hang chi con cach kién ra toa nhung co dugc boi
thuong hay khong van con chua biét. Nghia 1a néu mot tai san nao d6 di duoc
ngan chan thi chi ¢ bd may ciia PCCNN duoc thong bao, con dbi voi cac VPCC
thi viéc cap nhat cac thong tin nay 1a mot vén dé rat kho khan. Do vay, van dé dam
bao sy an toan phap 1y cho cic VPCC van chua dugc giai quyét triét dé. Cac
VPCC thi phai ty chi vé moi mit.

Theo két qua khao sat cho thay, trong s khach hang da timg sir dung dich vu cong
chtng thi phin 16n déu da ting sir dung ca hai loai hinh dich vy cia VPCC va
PCCNN. Tuy nhién, muc do sir dung dich vu céng chuc ctia khach hang dbi voi
VPCC it hon PCCNN, diéu nay ciing d& hiéu vi VPCC vira xuat hién trén thi
truong dich vu, trong khi PCCNN d c6 “thuwong hiéu” tir rat 1au. Muc do st dung
dich vu cua khach hang d6i véi VPCC nhur sau: str dung 1 dén 2 lan (41%), 3 lan
(28%), 4 dén 5 lan (22%) va trén 6 1an (9%). Két qua nghién ciru con cho thay,
khach hang chua biét nhiéu thong tin vé VPCC vi thé long tin cua khach hang vé
tinh phap 1y ciing chua cao. Theo nha nudc qui dinh, tit ca cac VPCC déu c6 di
quyén han nhu PCCNN. Tuy nhién, do méi ra doi trong thoi gian gan day nén
cling chua dugc khach hang danh gia cao, cling nhu chua dugc nguoi dan nhin
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nhén tinh phap ly nhu PCCNN (12% khach hang danh gia tinh phéap ly cia VPCC
con han ché). Tir ¢6 dan dén hanh vi sit dung dich vu cia khach hang déi véi
VPCC nhu sau: hinh thirc chimg thyc duoc sir dung kha nhiéu 1a gidy to ca nhan
(56%), ké tiép 1a hop ddng thué muén (27%), hop déng mua ban chuyén nhuong
tai san (21%), cac gidy to uy thac uy quyén (11%) va thip nhat 13 hinh thirc chimg
thuc cac hop dong vay vén vi trén thyuc té mot s6 ngan hang khong chdm thuén
gidy to do VPCC chimg thuyc.

3.2 Panh gia mirc dd hai long ciia khach hang déi véi cac VPCC

Theo Kotler (dan tir Lin, 2003), su hai long va sy thit vong ctia mot ngudi bét
ngudn tir sy so sanh cam nhan véi mong doi vé chat lwong mot san pham hodc mot
dich vu nao d6. Con theo Parasuraman, Zeithaml, Berry (1985), Curry (1999),
Luck va Laton (2000), mtrc d6 hai 1ong c6 thé do ludong véi 5- 7 khoang cach. Co
thé st dung thang diém Linker dé cho diém cac khoang cach (diém cang 16n, mirc
d6 hai long cang cao) va ¢6 5 nhan t6 anh huong dén sy hai long cua khach hang:
(1) Phuong tién hitu hinh (Tangible); (2) D¢ tin cdy (Reliability); (3) Mirc do dap
ung (Responsiveness); (4) Su dam bao (Assurance); (5) Su cam thong (Empathy).
Duéi day la bang din giai cac bién quan st trong nghién ctru mirc d6 hai long cua
khach hang dbi véi cac VPCC & Tp. Can Tho:

Bing 1: Dién giai cic bién quan sit trong mé hinh nghién ciru mire dd hai long

Nhan td Bién quan sat
Sw tin cdy (REL) - Gilr ding 101 hira (REL1)
- Quan tam dén tré ngai cua khach hang (REL2)

(4 bién quan sit) - Phi dich vu hop 1i (REL3)

- Han ché xay ra sai sot (REL4)

Pap ung dich vu (RES) - Thong bao thoi gian thuc hién dich vu (RES1)

- Nhanh choéng thyce hién dich vu (RES2)

- San sang giup do (RES3)

- Lu6n danh thoi gian dé dap tmg yéu cdu cua khach hang
(RES4)

Su ddm bao (ASS) - Céch cu xir tao niém tin (ASS1)

- An toan khi giao dich (ASS2)

- Thai d6 niém n& (ASS3)

- C6 du hiéu biét dé tra 161 cau hoi cua khach hang (ASS4)

(4 bién quan sat)

(4 bién quan sat)

Sw cam théng (EMP) - Ludn chu y dén khach hang (EMP1)

- Cong chimg vién biét quan tam dén khach hang (EMP2)
- Xem loi ich cta khach hang 1a quan trong (EMP3)

- Hiéu 15 nhu cau cua khach hang (EMP4)

- Gio 1am viéc thuan tién (EMPS)

Swu hitu hinh (TAN) - Trang thiét bi hién dai (TAN1)

- Co sé vat chat bt méit (TAN2)

- Séch anh vé dich vu rit dep (TAN4)

(4 bién quan sat)

(3 bién quan sat)

Dé dinh luong dugc cic nhan té anh hudng dén sy hai long ctia khach hang dbi véi
cac VPCC ¢ Tp. Can Tho, cac budc sau day dugc tién hanh: Bude 1: Phan tich
nhan té (Factor Anlysis) dé kiém dinh cac nhéan t6 anh hudng va nhan dién cac yéu
t theo khach hang cho 1a phu hop. Budc 2: Sir dung phan tich hdi qui logistic dé
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nhan dién cac nhén t6 anh hudng dén sy hai long cua khach hang va dam bao co ¥
nghia thong keé.

Buéc 1: Phan tich nhén t6: St dung phan tich nhéan t6 (Factor Analysis) v6i 19
bién, cho két qua sau 4 vong vai cac kiém dinh dugc dam bao nhu sau: Do tin cay
clia céc bién quan sat Factor loading > 0,75. Kiém dinh tinh thich hgp ctia m6 hinh
véi 0,5 < KMO = 0,85 <1,0 nén phan tich nhan td thich hop vai cac dir liéu trong
moé hinh. Kiém dinh Bartlet vé trong quan cia cac bién quan sat c¢6 Sig = 0,00 <
0,01, diéu nay chimg to cic bién ¢ twong quan chit ché. Kiém dinh phuong sai
cong don (Cumulative variance) > 70%.

Bing 2: Ma tran nhén t§ xoay (Rotated Component Matrix)

Cic bién quan st Con;ponent (Thanzh t0)

Khi NVI"CC htra lam diéu gi vao thoi gian nao thi nhat dinh 0,821 0,003
ho s€ lam (Rell)
Khi ban gap tr¢ ngai, VPCC chimg t6 sy quan tam thyc

0,737 0,281
sw mudn giai quyét tré ngai do. (Rel2)
Mic phi dich vu hop 1y (Rel3) 0,788 0,034
VPC(% }uon cung cap dich vy diing nhu thoi gian ho da 0,862 0.124
htra v6i ban (Rel4)
VPCC luu y d€ khong xdy ra mot sai sot nao (Rel5) 0,755 0,125
CCYV lu6n cho ban biét khi nao thuc hién dich vu (Resl) 0,753 0,166
CCV nhanh chdng thyc hién cac dich vu theo yéu cau cta 0,647 0254
ban (Res2) ) )
VPCC c6 trang tl}iét bi rat hién dai (Tanl) ) 0,127 0,907
Céc co so vat chat cua VPCC trong rat bat mat (Tng) 0,103 0,919
Céc sach anh gidi thi¢u cuia VPCC c6 lién quan dén dich 0.058 0.937

vu trong rat dep (Tan4)

Két qua phan tich cho thdy, c6 2 nhom nhan té duoc rat ra. Nhan td 1 ¢o 7 bién
trong quan chit ch& voi nhau gébm: (1) Khi VPCC htra 1am diéu gi vao thoi gian
nao thi nhat dinh ho sé& lam (Rell); (2) Khi ban gip tré ngai, VPCC ching to mbi
quan tam thyuc sy mudn giai quyét trd ngai d6 (Rel2); (3) Mirc phi dich vu hop 1y
(Rel3); (4) VPCC cung cdp dich vu ding nhu thoi gian ho dd htra (Rel4); (5)
VPCC luu y dé khong xay ra mot sai sot nao (Rel5); (6) Cong ching vién ludn cho
ban biét khi nao thyc hién dich vu (Resl); (7) Cong chimg vién nhanh chong thuc
hién dich vu theo yéu cAu ctia ban (Res2). Taco thé dat tén méi cho nhén to nay la
tin twong va dap wng (dat 1a X trong phan tich hdi qui logistic). Nhan t6 2 ¢6 3
bién twong quan chit ché véi nhau gém: (1) VPCC c6 trang thiét bi rat hién dai
(Tanl); (2) Cac co so vat chat cia VPCC trong rat bat mét (Tan2); (3) Cac sach
anh gidi thiéu cua VPCC co lién quan dén dich vu trong rat dep (Tan4). Tuong tu,
ta ddt tén nhan t6 nay 1a phwong tién hiru hinh (dat 1a X, trong phan tich hoi qui
logistic).

Budce 2: Phan tich hoi qui logistic: M6 hinh phan tich mirc d6 hai long cua khach
hang d61 voi cac VPCC 6 Tp. Can Tho duge xac dinh la: SAT = f(X1,X2). SAT la
bién phu thudc, nhan gia tri 1 trc 1a khach hang hai long véi VPCC va gia tri 0 tiic

110



Tap chi Khoa hoc 2011:17b 106-112 Truong Dai hoc Can Tho

1a khach hang khong hai long. Cac bién X1, X2 dugc dinh luong bang tinh diém
trung binh cta cc bién quan sat nam trong nhan t6 do.

Bang 3: Két qua phan tich hdi quy logistic

Nhin to B SE  Wald df Sig.  Exp(B)
X1: Tin tuong va dap ting 0,635 0,368 2,986 1 0,084 1,888
X2: Phuong tién hitu hinh 0,858 0,296 8,375 1 0,004 2,358
Hang s6 -6,197 2,004 9,564 1 0,002 0,002

Str dung phan mém SPSS dé phan tich mé hinh hdi qui logistic cho két qua nhu
sau: (1) Kiém dinh gia thuyét vé do phu hop tong quat c6 mirc ¥ nghia quan sat
Sig. = 0,00 nén ta bac bo gia thuyét Hy 1a hé s6 hoi qui cua cac bién doc lap bang
khong. (2) Mt do du bdo tring cta toan b mo hinh la 71%. (3) Kiém dinh Wald
vé y nghia ctia cac hé sd hoi qui tong thé cua bién X1, X2 déu c6 mirc ¥ nghia sig.
nho6 hon 0,1 nén ta an toan bic gia thuyét: Hy: S =0, ﬂ(z 0. Nhu vay, cac h¢
s6 hoi qui tim dugc ¢ y nghia va m6 hinh duoc sir dung t6t. Tir cac hé s6 hodi qui
nay ta viét dugc phuong trinh:

Log ., {P(Y = l)}— 26,197 + 0,635X1 + 0,858X2
P(¥ =0)

Dua vao phuong trinh trén cho ta thiy, trong 2 bién dua vao md hinh hoi qui thi ca
2 bién déu tac dong cung chiéu voi bién phu thugc. Cu thé: tin tuong va dap ung,
phuong tién hitu hinh twong quan thuan véi mtrc do hai long ctia khach hang ddi véi
cac VPCC & Tp. Can Tho. Hay noi cach khéc, khi cac VPCC tao duoc 1ong tin cho
khach hang, dap tmg kip thoi nhu cau cua khach hang va quan tdm dau tu phuong
tién hitu hinh cia VPCC s€ lam tang mtrc do hai long ctia khach hang. Trong d9,
yéu t6 phuong tién hitu hinh 13 quan trong nhat, yéu t6 nay tic dong manh nhat dén
mirc d¢ hai long ctia khach hang déi véi VPCC.

4 KET LUAN VA KHUYEN NGHI

Viéce ra doi ctia cac VPCC nham dép tng nhu ciu ngdy cang da dang, phong phu
ctia khach hang. Trong diéu kién hoi nhap va phat trién, tinh hinh canh tranh trong
linh vuc cung Gng dich vu ngay cang khoc liét. Vi thé, mdi VPCC nén chon cho
minh mét chién lwoc kinh doanh hop 1y, nhung chién lugc quan trong ma céc
VPCC phai thyc hién d6 1a chién luge huéng dén khach hang. Theo két qua nghién
clru trén cho thdy, cic VPCC con kha nhiéu van dé phai quan tdm dé nang cao
mirc d6 hai long ciia khach hang. Do do6, tac gia dé& xuat mot sé khuyén nghi dbi
véi cac VPCC nhu sau:

Thir nhdt, can quan tim dén viéc xdy dung long tin ciia khdch hang: Hién nay,
ngudi dan biét dén cac VPCC chu yéu qua gidi thiéu tir ban bé, ngudi quen. Vi vy,
cac VPCC can nang cao uy tin, sy tin tuong ciia khach hang ddi vai dich vy, ting
cuong quang ba hinh anh hoat dong ctia cac VPCC trén cac phuong tién thong tin
dai chung nhim xay dung cho minh mét thwong hiéu riéng. Bén canh d6, dé nang
cao long tin ciia khach hang thi cac VPCC can mua bao hiém trich nhiém cho cac
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cong chimng vién & muc cao tir d6 thé hién su quan tim dén van dé trach nhiém cua
VPCC dbi véi khach hang. Ngoai ra, cac VPCC can tranh thi sy hd trg ciia cac co
quan ban nganh hitu quan nham phé bién cho nguoi dan hiéu vé tinh phap 1y cia
cong chung tu va cong chimg cong 13 binh ding nhu nhau, chiu trach nhiém nhu
nhau trén phuong dién phap luat.

Thir hai, cdn quan tim nhiéu hon dén nhu cau ciia khdch hang: Ton trong cac
cam két voi khach hang va ludén xem hiéu qua cia khach hang 1a muc tiéu hoat
dong cua dich vu. Néu trong qua trinh giao dich, khach hang nhan dugc sy cam
thong, quan tdm nhiét tinh, tw van hiru ich tir phia ngudi cung cép dich vu sé giup
cho cong viéc cua khach hang dat hiéu qua cao tir d6 sy hgp tac s€ mang tinh lau
dai. Bén canh do, can t6 chirc nhiéu hon cac dot tham khao y kién khach hang dac
biét 1a nhitng phan hdi sau khi khach hang da str dung dich vu dé 1am co s nang
cao chit luong cung tmg. Dong thoi, can quan tim dén viéc xdy dung van héa lam
viéc theo phuong chdm “khach hang la thuong dé” bang cach nang cao thai do
phuc vu ctia nhan vién nhu sin sang phuc vu nhiét tinh, don tiép khach hang nong
hau moi Iic moi noi, glup dd an can khi khach hang gép kho khan. Boi vi sy quan
tdm cua cong chimg vién d6i voi khach hang cang nhiéu thi sy cam théng s& cang
tang, cang chiém dugc nhiéu thién cam trong long khach hang.

Thir ba, cdan quan tim diu tw phwong tign hitu hinh: Viéc diu tu cho phuong
tién hitu hinh ludn c6 ¥ nghia hét sitc quan trong trong viéc phat trién cac dich vu
hién nay, ddng thoi nd ciing thé hién mirc d6 an toan va bio mat thong tin cho
khach hang khi sir dung dich vu. Tir d6, ciing c6 thém niém tin ctia khach hang d6i
v6i cac VPCC. Vi thé, cac VPCC can quan tim dau tu nhiéu hon d6i v6i hinh anh
bén ngoai van phong, cac co s vét chat trong van phong, cac trang thiét bi hd trg
dich vu, cac tai liéu, sach anh gidi thiéu VPCC, déng phuc cta nhan vién tai
VPCC,... ttir 6 1am cho khach hang cam nhan dugc sy chuyén nghiép cia dich vu.

TAI LIEU THAM KHAO

Nguyén Quéc Nghi (2010), Nghién ciru nhan t6 anh huéng dén mirc d¢ hai long ciia doanh
nghiép doi v6i hé thong ngén hang thuong mai ¢ thanh pho Can Tho. Tap chi Khoa hoc
va Dao tao Ngan hang s6 99, 2010.

Dinh Phi H) (2009), M6 hinh dinh lwong danh gia mirc d6 hai long cua khach hang img dung
cho hé thong ngan hang thuong mai. Tap chi Quan 1y kinh t&, SO 26, 2009.

Lé Van Huy (2007), Str dung chi sé hai long cua khach hang trong hoach dinh chién lugc
kinh doanh ng~€m hér}g, cach tiep can mo6 hinh Iy thuyét. Tap chi Khoa hoc Cong nghé -
Dai hoc bBa Nang, s6 2, 51-56.

Lin, Chia Chi (2003), A critical appraisal of customer satisfaction and commerce,
Management Auditing Journal, 18 (3): 202.

Parasuraman, Zeithaml and Berry (1985), A conceptual model of service quality and its
implications for future research, Journal of Marketing, Vol. 49: 41-50.

Parasuraman, Zeithaml and Berry (1991), Refinement and reassessment of SERVQUAL
scale. Journal of Retailing, Vol.67: 420 - 50.

Sunayna Khurana (2010), Service quality gap and customers’ satisfaction of private sector
banks: an empirical study, International Journal of Electronic Customer Relationship
Management; Volume 4, Number 1/2010.

112



