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Abstract:

This study aims to analyze the factors affecting customer satisfaction with the quality of
securities brokerage services provided by Military Bank Securities Joint Stock Company in the
Southeast Region. The study employs a mixed-methods approach, combining the qualitative and
quantitative research method. Specifically, expert interviews, exploratory factor analysis (EFA), and
ordinary least squares (OLS) regression are utilized to quantify the impact of various factors on
customer satisfaction with the Company's securities brokerage service quality in the Southeast region.
The findings reveal that only five out of seven factors are found to positively influence the customer
satisfaction. These factors include: Reliability, Responsiveness, Security, Service Capability and
Attitude, and Provision of Financial Advisory Information. Two independent variables, Online
Trading and Information Technology, are found to be statistically insignificant. Based on the research
findings, the paper also provides recommendations to assist Company in enhancing the quality of its

securities brokerage services for customers in the Southeast Region, as well as the entire system.
Keywords: Service quality; Military Bank Securities Joint Stock Company; Southeast region;

Securities brokerage.

1. Gigi thiéu

Trong nhitng nam qua, tinh hinh thi treong
chimg khoan day bién dong, két qua kinh doanh
cua cac doanh nghiép méi giéi ching khoan tiép
tuc chiu su anh huéng do su khd khan cua tinh hinh
kinh té trén thé gii va ca trong nudc. Cong ty c6
phan chang khodn Ngan hang Quan Doi (MBS)
ciing khdng nam ngoai xu thé d6. Bé co thé khic
phuc kho khan, trong thoi gian qua, MBS da cé
nhitng chuyén huéng tich cuc, tap trung chuyén
d6i s6 nhanh va uu tién cho dau tu céng nghé nham
xay dung va bo sung cac san pham va dich vu mai
gilp nang cao trai nghiém cua khach hang. Diéu
nay da gitip Cong ty dat dwoc két qua kinh doanh
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tich cuc, trong nam 2023.

Hoat d6ng moi giéi ching khoan da tao ra
khoan doanh thu hon 614,6 ty dong nam 2023
chiém 33,7% tng doanh thu ciia cong ty. Mic du
d4 dat dugc mot sé thanh tyu dang khich 1 trong
nam 2023 nhu thi phan trén san giao dich Hanoi
Stock Exchange (HNX) duy tri TOP 5, dat TOP 7
trén san HNX vé thi phan méi gisi chiing khoan
(ting mot bac so véi nam 2022), chuyén dich
nhanh hoat dong kinh doanh s, cac san pham méi
phét trién thanh cong, dugc cac nha dau tu danh gia
dam bao d6 tin cay va tinh an toan, bao mat cao.
Tuy nhién, két qua van sut giam so véi nam 2022
vé doanh thu cua hoat dong mdi gidi (tdc do tang
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truong doanh thu mdi gigi chiing khoan giam
14,3%) (MBS, 2024). Piéu nay cho thiy can c6
nhirng giai phap dé nang cao chat lwong dich vu
méi giGi ching khoan caa céng ty MBS. Bén canh
do, thi truong moi gidi ching khoan & vung Bong
Nam B¢ dang c6 rat nhiéu tiém nang phat trién ma
bt ky doanh nghiép nao ciing muén khai thac tot,
MBS ciing khéng ngoai l€.

Chinh vi vy, dé nang cao chit lugng dich vu
chirng khoén ciia cdng ty MBS c¢an tim ra cc nhan
t6 tAc dong dén sy hai long cua khach hang vé chat
lwgng dich vu méi gigi chirng khoan tai cong ty c6
phan ching khoan Ngan hang Quan doi, dic biét
la khach hang tai ving Bong Nam Bo, nham dinh
huéng cho viéc d& xuat cac giai phap gop phan
néang cao chét luong dich vu nay tai MBS.

2. Téng quan nghién ciu

Chét luong dich vu va sy hai long cua khach
hang luén dugc cac nha quan 1y doanh nghiép dac
biét quan tam va nghién curu boi day la phuong
thirc canh tranh hang dau va hiéu qua nhét cua cac
t6 chirc tai chinh, trong d6 c6 cong ty chimng
khoén cua t6 chire tai chinh. Chét lugng dich vu
la sy danh gia tip trung phan anh nhén thirc cua
khach hang vé cac khia canh cy thé cua dich vu
(Parasuraman va cong su, 1985). D6 1a sy danh
gi4 xem liéu mot dich vu c6 phu hop véi nhu cau
va sy hai 10ng ctia khach hang hay khong. Hiéu 1o
vé chét luong dich vu con gitp cic nha quan Iy
nhan ra rf’mg chét luong dich vu la diéu can thiét
trong bat ky nganh, linh vuc va hoat dong kinh
doanh nao (Quyét va cong s, 2015). Cac nganh
dich vu, dac biét 1a dich vu tai chinh, dugc coi la
rit quan trong dé gitip tao ra loi thé canh tranh bén
viing va xay dung 1ong tin cua khach hang. Po
luong chét luwong dich vu gitip mang lai lgi ich
cho cong ty ca vé chat luong va sb luong. Viéc
dat dugc chét luong dich vu & mirc cao cling sé
lam tang long trung thanh cua khach hang, giap
tang thi phan va loi tic du tu, giam chi phi va
dam bao loi thé canh tranh.

Trong hoat dong kinh doanh, doanh nghiép
can hiéu rd cam nhan cia khach hang vé chat
luong dich vu va cac yéu td anh hudng dén chat
luong dich vu. Dé dat dugc sy hai 1ong ctia khach
hang trong quan 1y chit luong dich vy, doanh
nghiép can két hop ca chat luong mong doi va

chat luong cam nhan. Khi thang do SERVQUAL
cua Parasuraman va cong su (1985) dugc cong
bd, da co nhitng tranh luan vé thude do chét luong
dich vy tot nhit. Gan hai thap ky sau, nhiéu nha
nghién ctru da ¢ gang chimg minh tinh higu qua
cia thang do SERVQUAL. B¢ thang do
SERVQUAL nham muc dich do luong cam nhan
dich vy théng qua nam thanh phan chit luong
dich vy, bao gdm (i) D6 tin cdy: thé hién chat
lwong ngay tir 1an dau khach hang sir dung nhim
tao tin twong cua khach hang ; (i) Su dap ting: thé
hién su sin long ctia nhan vién phuc vu trong viéc
cung cap dich vu kip thoi cho khach hang. (iii) Su
dam bao: thé hién trinh do chuyén moén va thai do
phuc vu khach hang lich sy, niém né. (iv) Su déng
cam: thé hién su quan tim t6i ting khach hang;
(v) Tinh hitu hinh: thé hién qua hinh thirc bén
ngoai, trang phuc cua nhan vién phuc vy, trang
thiét bi dé thuc hién dich vu.

Theo Preko va cong su (2014); Yaqub va cong
su (2019), su hai long ctia ngudi tiéu dung la cam
xuc ddi v6i nha cung cip dich vu khi giao dich,
tuong tac véi doanh nghiép d6. Khach hang sé
cam thay hai long khi nhu cau cua ho duoc dap
tng. Tir d6 anh huong dén y dinh hanh vi mua
hang va tao ra chi s6 tin cay vé chit luong dich vu
ma doanh nghiép d6 cung cap cho khach hang.

Chét luong dich vu va su hai long cta khach
hang 1 chi @& dugc nhidu nha nghién ctru thao
luan trong nhiéu thap ky qua. Nhiéu nghién ctru
vé su hai 1ong cua khach hang trong nganh dich
vu da duge thuc hién. Mot s6 tac gia cho ré“lng co
su chong chéo giira chat luong dich vu va su hai
1ong ctia khach hang nén hai khai niém nay c6 thé
dugc st dung thay thé cho nhau. Tuy nhién, qua
nhiéu nghién cru, chét Iugong dich vu va sy hai
long cua khach hang 1a hai khai niém khac biét.
C6 mot s6 khac biét giira chat lwong dich vu va su
hai long cua khach hang, khac bi¢t chinh 1a van
dé “nhan qua”. Hon nira, Tran Vin Quyét va cong
su (2015); Yaqub va cong su (2019) cho ring su
hai 10ng cta khach hang bi anh hudng boi nhiéu
yéu t6 nhu chat luong san phém, chét luong dich
vy, gia ca, tinh huéng va yéu td ca nhan. Chat
luong dich vu va sy hai 1ong 1a hai khai niém khac
nhau nhung c6 li€n quan chat ché trong nghién
ctru dich vu. Cac nghién cttu trudc day da chi ra
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rang chét luong dich vu 13 nguyén nhan cia su hai
Iong (Quyét va cong su, 2015). Nguyén nhan la
do chat lugng dich vu lién quan dén viéc cung cép
dich vy, trong khi sy hai 1ong chi c6 thé danh gia
dugc sau khi da st dung dich vu. Sy hai long cua
khach hang duoc coi 1a két qua va ¢ tinh du doan,
trong khi chét lwong dich vu dugc coi 1a nguyén
nhan. Sy hai long ctia khach hang 1a khai niém
chung thé hién su hai long khi st dung mét dich
vu. Trong khi d9, chét luwong dich vu chi tap trung
vao nhiing thanh phﬁn dich vu cu thé. Mic du ¢
moi quan hé gitra chét luwong dich vu va su hai
1ong nhung it nghién ctru tap trung vao viéc kiém
tra mirc d gidi thich ciia cac thanh phan chét
lwong dich vu déi v6i sy hai long, dic biét di véi
dich vu méi gi6i chimg khoan. Baber (2019) két
luan ré‘mg chét luong dich vu cdm nhén la tién dé
ctia sy hai 1ong va cho thiy yéu t6 quan trong anh
huong dén sy hai long. Mdi quan hé nhan qua
giita hai yéu t6 nay rat quan trong trong hau hét
cac nghién ctru vé sy hai long ctia khach hang.

Théng qua tdng quan nghién ctru, ¢ thé thiy
c6 khong it dé tai da nghién ctru vé cac nhan t6
anh huong dén chét luong dich vu. Tuy nhién, vé
céc nhan td anh hudng dén chat lugong dich vu moi
gidi chimg khoan ctia MBS tai ving Bong Nam
Bo thi van chwa c6 nghién ciru nao thyc hién. Do
d6, day 1a mot khoang trong rat can dé nghién
cuu.
3. Phwong phap nghién citu va mé hinh nghién
ciru dé xuat

M6 hinh SERVQUAL cung cap mét quy trinh
hop ly dé t chirc cd thé do luong va cai thién chat
Hinh 1. M6 hinh nghién ciru dé xust

bo tin cay (TC)

Kha nang dap ung (SDU)

Cuna cip thong tin tu van tai chinh (TVTC)

Phuong tién hitu hinh (PTHH)
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—

— luong dich vu mai
- H3+ gidi chung khoéan
Ning lye v théi do phyc vy (NLPV) | 22— tai MBS cua khach

VV

lugng dich vu. Trong linh vuc dich vu tai chinh,
m6 hinh SERVQUAL d4 duoc kiém chimng va &p
dung nhu Baber (2019), Tran Vin Quyét va cong
su (2015). Trén co s téng quan cac nghién ctu
truéc day vé chat luong dich vu anh huong dén
sy hai long cua khach hang, md hinh
SERVQUAL véi 5 khia canh duogc lua chon (1)
Do tin cay; (2) Kha nang dap ung; (3) Nang luc
phuc vu; (4) Su ddng cam; (5) Phuong tién hiru
hinh.

Trong nghién ctu nay, tac gia st dung thang
do Likert 5 diém (tir 1: R4t khong dong y dén 5:
Hoan toan dong y) dé do ludng mirc d6 anh huong
ctia cac nhan té dén sy hai 1ong vé chat luong dich
vu mdi gidi chirng khoan cua khéach hang. Két qua
phong van chuyén gia xac dinh, dé phi hop véi
loai hinh dich vu méi gigi chitng khoan, khia canh
nang luc phuc vu déi thanh nang luc va thai do
phuc vu, Sy dong cam ddi thanh Cung cip thong
tin tu van tai chinh. Nhu vy, c6 5 nhan t duoc
dua vao md hinh 1a Do tin cay (v6i 8 bién quan
sat); Kha niang dap ung (5 bién quan sat); Nang
lyc va thai do phuc vu (5 bién quan sét); Cung cap
thong tin tu van tai chinh (4 bién quan sat);
Phuong tién hiru hinh (8 bién quan sét). Su hai
long vé& chit lugng dich vu mdi gigi ching khoan
tai MBS cua khach hang ¢ Vung bong Nam Bo
dugc diéu chinh theo 4 bién quan sat. Bén canh
dd, cac cau hoi lién quan dén théng tin nhan khau
hoc ciia mau khao sat ciing duoc xay dung san
trong bang cau hoi. Md hinh nghién ciru dé xuat
1a:

H2+ Sy hai Iong vé chit

hang ¢ Vung Dong

a4t Nam B¢ (SHLDV)

Nguon: Nhém tac gid dé xudt

97



THUC TIEN - KINH NGHIEM

Gia thuyét nghién ctru:

H1: Do tin cay c6 tac dong tich cuc dén Sy hai
long vé chat lugng dich vu mdi gisi ching khoan
(SHLDV) tai MBS cua khach hang ¢ ving Bong
Nam Bo

H2: Kha nang dap ung (SDU) cé tac dong tich
cuc SHLDV tai MBS cua khach hang ¢ vung
bdng Nam Bo.

H3: Nang luc va thai 6 (NLPV) phuc vu c6
tac dong tich cuc dén SHLDV tai MBS cua khéch
hang ¢ ving Bong Nam B6.

H4: Cung cap thong tin tu van tai chinh
(TVTC) c6 tac dong tich cuc dén SHLDV tai
MBS cua khach hang ¢ vung Béng Nam B6.

H5: Phuong tién hiru hinh tdc dong tich cuc
dén SHLDV tai MBS cua khach hang ¢ ving
bong Nam Bo6.

4. Két qua nghién ciu
4.1. Théng ké mo td
Bing 1. Thong ké md ta miu khao sét

Theo Hair va cong su (2021), c& mau duoc Xac
dinh dya trén muc tdi thiéu va sé luong bién co
trong mo hinh. Can cir vao sé luong vay duoc xay
dung, tac gia xac dinh kich thugc tdi thiéu. C&
mau nghién ctu cd thé 1a 170 (34*5). Nghién ctu
khao sat 300 khach hang ¢ vung Béng Nam Bo
da s dung dich vu mdi gidi ching khoan tai
MBS tir nim 2021 dén nam 2024. Sau khi thu vé
loc bo cac phiéu thiéu théng tin con lai 288 quan
st dua vao phan tich, dat ti 1€ 96%.

Phin mém théng ké SPSS phién ban 26.0
dugc st dung dé tong hop va phan tich sé liéu thu
thap duoc tir két qua khao sat. Cac budc cua quy
trinh phan tich bao gom: Kiém dinh d6 tin cay cua
thang do dwoc déanh gi4 bang hé sé Cronbach's
Alpha. Phan tich nhan t6 kham pha (EFA), phan
tich hdi quy tuyén tinh (OLS).

Chi tiéu Tén s6 Ty 18 %
1. Gidi tinh 0 Nam 203 70,5%
1 Nix 85 29,5%
2. Tudi: 1. Duéi 25 tudi 28 9,7%
2. Tur 25 tudi dén dudi 35 tudi 81 28,1%
3. Tur 35 tudi dén dudi 45 tudi 110 38,2%
4. Tur 45 trd 1én 69 24,0%
3. Hoc van 1. Dudi Bai hoc 85 29,5%
2. Pai hoc 118 41,0%
3. Thac si 68 23,6%
4. Tién st 17 5,9%
4. Nghé nghiép 1. Lam ty do 65 22,6%
2. Nhéan vién van phong 56 19,4%
3. Cong chuc 35 12,2%
4. Chua doanh nghi¢p 74 25,7%
5. Khac 58 20,1%
Tong 288 100%

Nguon: Phan tich ti ket qud khao sat mau 288 khach hang
Trong tong sb 288 khéach hang & ving Pong Nam Bé d sir dung dich vu méi giéi ching khoéan tai
MBS tir nim 2021 dén ndm 2024 thi nam gigi chiém ti 1& I6n hon dat 70,5%, do tudi chu yéu duoc
khao sat tir 25 dén 45 tudi chiém 66,3%, cac ddi tuong nay chi yéu co trinh d6 hoc van 1a dai hoc
chiém 41%, nghé nghiép chiém ti I¢ 1on 1a chu doanh nghiép va khac.
4.2. Phan tich nhan té kham pha
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Biang 2. Két qua kiém dinh chat lrgng thang do

STT Nhén t dnh huéng S6 I_liqng Cronbach's Hé sﬁ tt_rirngzquan
bien Alpha véi bien tong
1 Do tin cay 8 0,870 T 0,512 dén 0,714
2 Kha nang dap ung 5 0,845 Tur 0,619 dén 0,748
3 Nang luc va thai 6 phuc vu 5 0,833 Tu 0,589 dén 0,734
4 Cung cap thong tin tu van tai 4 0,792 T 0,561 dén 0,621
chinh
5 Phuong tién hitu hinh 8 0,851 Tur 0,505 dén 0,693
6 Sy hai long vé chat lugng dich 4 0,759 Tur 0,434 dén 0,640
vu mdi gidi chimg khoan tai
MBS cua khach hang ¢ ving
bong Nam Bo

Nguon: Phan tich tir két qua khdo sat mau 288 khach hang
Theo Peterson (1994) néu hé s6 Cronbach’ s Alpha Ién hon hoac bang 0,8 thi cac thang do cua
nhan té d6 dugc danh gia 1a tét, con néu tir 0,6 tro 18n 1a c6 thé sir dung duoc. Két qua phan tich ¢
bang 2 cho két qua Cronbach’ s Alpha déu lon hon 0,6 va hé s6 twong quan véi bién tong cuoa tat ca
cac thang do déu I6n hon 0,3. Do d6, chat lwong thang do 14 tét, c6 thé sir dung cac thang do nay dé
dura vao phén tich nhan t5 khdm pha.
Bing 3. Phan tich nhan té kham pha cho bién dgc 1ap va bién phu thugc
EFA Bién djc lap
Rotated Component Matrix?
Component
1 2 3 4 5 6 7
TC7 0,814
TC8 0,773
TCS 0,769
TC4 0,741
TC6 0,675
SDuU4 0,805
SDU1 0,745
SDU3 0,711
SDU5 0,705
SDU2 0,665
PTHH3 0,775
PTHH2 0,752
PTHHS5 0,731
PTHH1 0,707
PTHHA4 0,636
NLPV2 0,772
NLPV1 0,749
NLPV5 0,713
NLPV4 0,650
NLPV3 0,633
PTHHG6 0,860
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PTHH8 0,779
PTHH7 0,754
TVTC4 0,780
TVTC3 0,755
TVTC2 0,618
TVTCL 0,609
TC2 0,787
TC1 0,777
TC3 0,766
Eigenvalues 10,374 2,392 2,113 1,709 1,501 1,361 1,096
Cumulative 34,580 | 42,551 | 49,595 55,292 60,294 64,829 68,483
(%)
Kaiser-Meyer-Olkin Measure of Sampling Adequacy. 0,900
Bartlett's Test of Sphericity Approx. Chi-Square
4830,635
df 435,000
Sig. 0,000

Nguon: Phan tich tur ket qua khao sat mau 288 khach hang

Theo két qua & bang 3, gia tri KMO = 0,900 >
0,6, nén phan tich nhan té Ia thich hop. Theo Hair
va cong su (2006) kiém dinh Bartlett xem xét d
twong quan giita c4c bién quan sat bang 0 trong tong
thé. Néu sig. <0,05 thi c4c bién quan sat co tuong
quan véi nhau trong tong thé. Vi két qua hé sb
KMO va kiém dinh Bartlett & bang 3 nhu trén cho
thay co da diéu kién dé tién hanh phan tich nhan td.
Bay nhan t6 co6 Eigenvalues (lwong bién thién
dugc giai thich bai nhan t6) bang 1,096 > 1 dugc
rat trich tir 30 thang do ban dau; va Cumulative
(tong phuong sai trich) c6 gia tri bang 68,483%
cho ta biét 7 nhan té nay giai thich dwoc 68,483%
do6 bién thién cua dir liéu (Gerbing va Anderson,
1988).

Nhu vay, dua vao ma tran xoay cac nhan t6 tir
phén tich EFA ta ¢ 7 nhan t6 duoc tao ra tir 30
thang do 1a: Nhan t 1, bao gém 5 thang do dit tén
12 6 tin cay, ki hiéu 1a DPTC; Nhan t6 2, bao gdm
5 thang do dat tén & Kha nang dap wng, ki hiéu I1a
SDU; Nhan té 3, bao gdm 5 thang do dit tén 1a
Giao dich tryc tuyén, ki hiéu 1a GDTT; Nhan t6 4,
bao gom 5 thang do dit tén 1a Nang luc va thai do
phuc vy, ki hiéu 1a NLPV; Nhan té 5, bao gom 3
thang do dat tén la Cong nghé thdng tin, ki hiéu la
CNTT; Nhan t5 6, bao gom 4 thang do dit tén l1a
Cung cip thong tin tr van tai chinh, ki hiéu 1a
TVTC; Nhan t§ 7, bao gom 3 thang do dit tén 1a
Tinh bao mét, ki hiéu 1a TBM.

Bang 4. Phan tich nhan té6 kham pha cho bién phu thugc

EFA bién phu thudc
Component Matrix?
Component
1

SHLDV4 0,827
SHLDV1 0,793
SHLDV3 0,779
SHLDV2 0,645
Eigenvalues 2,336
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Cumulative (%) 58,406 |
Kaiser-Meyer-Olkin Measure of Sampling Adequacy. 0,756 ‘
Bartlett's Test of Sphericity Approx. Chi-Square 283,919
df 6,000
Sig. 0,000

Nguon: Phan tich tir két qua khdo sat mau 288 khach hang

Theo két qua & bang 4, gia tri KMO = 0,756 >
0,6, nén phan tich nhan t6 1a thich hop. Theo Hair
va cong su (2006) kiém dinh Bartlett xem xét do
twong quan giita c4c bién quan sat bang 0 trong tong
thé. Néu sig. <0,05 thi c4c bién quan sat co tuong
quan véi nhau trong tong thé. Theo do, sig. caa kiém
dinh trén 12 0,000<0,05, nén cAc bién co tuong quan
v&i nhau trong tong thé. Vi két qua hé sé KMO va
kiém dinh Bartlett & bang 4 nhu trén cho thdy c6 du
diéu kién dé tién hanh phan tich nhan t6. Mot nhan
t6 co Eigenvalues (lwong bién thién duogc giai
thich bai nhan té) bang 2,336> 1 dugc rdt trich tir
4 thang do ban dau va Cumulative (tng phuong
sai trich) c6 gia tri bing 58,406% cho ta biét nhan
t6 ndy giai thich dwoc 58,406% d bién thién cua
dix liéu (Gerbing va Anderson, 1988).

Nhu vay, dwa vao ma tran cac nhan t6 tir phan
tich EFA ta c6 mot nhan té duoc tao ra tir 4 thang
do, dat tén la Sy hai 1ong vé chat luong dich vy moi
gi¢i chang khoan cia MBS tai ving Pong Nam
Bo, ki hiéu la SHLDV

C6 thé thay, két qua phan tich EFA khong tach
thanh 5 nhém nhan t& nhu mé hinh dé& xuét ban
d4u cua nhém tac gia ma tao ra tgi 7 nhém nhan
t6. C4c gia tri cua bién doc 1ap va bién phu thuoc
s& duoc tinh bang gia tri trung binh cua nhém
nhan t6. Do d, mo hinh ban dau dugc diéu chinh
cho phu hop voi két qua nghién ctru da tim thiy
la:

SHLDV = f (TBM, PTC, SDU, NLPV,
TVTC, GDTT, CNTT)

4.3. Tdc déng ciia cac Nhan té dén Sie hai 10ng vé chdt lweng dich vu mdi gidi chiing khoan cria
Cong ty Cé phan chitng khodn Ngin hang Quén dgi tai ving Péng Nam Bé

Bang 5. Két qua hoi quy mé hinh

Coefficients?
Unstandardized Standardized Collinearity
Model Coefficients Coefficients t Sig. Statistics
B Std. Error Beta Tolerance | VIF
(Constant) | 0,506 0,144 3,513 | 0,001
TBM 0,142 0,028 0,216 4,995 | 0,000 0,614 1,628
bTC 0,189 0,035 0,241 5,407 | 0,000 0,577 1,733
1 SDU 0,218 0,034 0,269 6,487 | 0,000 0,668 1,496
NLPV 0,129 0,035 0,157 3,644 | 0,000 0,619 1,615
TVTC 0,134 0,039 0,151 3,456 | 0,001 0,597 1,675
GDTT 0,071 0,037 0,085 1,905 | 0,058 0,578 1,730
CNTT 0,005 0,033 0,007 0,164 | 0,870 0,641 1,559
Model Summary ANOVAa
R R Square | Adjusted R Square Std. Error of the Estimate F Sig.
0,8242 0,679 0,671 0,323 84,647 0,000°
a. Dependent Variable: KNDU'

Nguon: Phan tich tir két qua khao sat mau 288 khach hang
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Két qua kiém dinh sy phi hop cia md hinh
cho két qua R? hiéu chinh = 0,671. Nhu vay,
67,1% su thay ddi cta Sy hai 1ong vé chét luong
dich vu méi gidi chimg khoan cia MBS tai viing
DPong Nam B¢ dugc giai thich boi bién doc lap.

Kiém dinh ANOVA cho két qua Sig.
=0,000<0,01. Nhu vay véi mirc y nghia 99% co
thé két luan mo hinh hdi quy 1a phut hop. Céac hé
s6 VIF cua cac bién ciing déu nhé hon 2 cho thiy
cac bién dua vao mé hinh khong c6 hién tuong da
cong tuyén.

Thong qua két qua hdi quy cho thiy c6 5 bién
c6 tac dong thuan chiéu toi Sy hai long vé chat
lwong dich vu mdi gigi chirng khoan cuia MBS tai
viung Bong Nam B¢ véi mic y nghia 99% va 2
bién khong c6 tac dong voi méi y nghia 95%.

5. Ban luan

Trén co s& téng quan nghién ciru va thao luan
nhoém chuyén gia, nhom tac gia d& xuit mo hinh
ban dau gdm 5 nhan tb tac dong dén Sy hai long
vé chét lugng dich vu méi gii ching khoan cta
MBS tai ving Dong Nam Bg. Qua dit liéu khao
sat 288 khach hang st dung dich vu moi gidi
chung khoan cia MBS tai vung Dong Nam B9,
két qua phan tich EFA tao ra 7 bién doc lap va 1
bién phu thudc. Can cir trén két qua nay nhom tac
gia diéu chinh mo hinh, cy thé thay nhan t6
Phuong tién hitu hinh (PTHH) thanh hai nhan t6
Giao dich tryc tuyén (GDTT) va Cong nghé thong
tin (Cong nghé thong tin), bd sung thém mot nhan
t6 Tinh bao mat (TBM). Chinh vi vay, nhom tac
gia phai diéu chinh gia thuyét HS (PTHH c6 tac
dong tich cyc d&én SHLDV) thanh 2 gia thuyét
H5a (GDTT c6 tac dong tich cuc dén SHLDV) va
H5b (CNTT c¢6 tac dong tich cyc dén SHLDV),
b6 sung thém mot gia thuyét H6 (TBM co tac
dong tich cuc dén SHLDV).

Két qua hoi quy mo hinh cho thdy, 5 nhan té
c6 tac dong tich cuc ¢ ¥ nghia théng ké voi mirc
do6 tin cay 99% la D9 tin cdy, Kha nang dap ung,
Nang lyc va thai d¢ phuc vy, Cung cép thong tin
tu van tai chinh, Tinh bao mat. Diéu nay phu hop
vdi cac nghién ctiru trude d6 va phu hop voi gia
thuyét nghién ciru. N6i cach khac, viéc cai thién
bt ky yéu t6 nio trong nim yéu té trén déu anh
hudng dén sy hai 1ong caa khach hang di voi chét
lugng dich vu mdi gigi chiing khoan cia MBS. Cu
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thé, su hai long caa khach hang bi anh huong nhiéu
nhat bai yéu t6 nang luc phuc vu véi beta chuin
héa bang 0,269; thir hai la Do tin ciy véi beta
chuén hoa bang 0,241; thir ba 1a Tinh bao mat véi
beta chuan hoa bang 0,216; thir tu 1a Nang luc va
thai d6 phuc vu véi beta chuan hoa bang 0,157 va
cudi cling 1a Cung cip thong tin tw van tai chinh
Véi beta chuan héa bang 0,151. Hai nhan t chwa
tim thiy sy tac dong 1a Giao dich truc tuyén va
Codng nghé thong tin.

Niam yéu té nay 1a didu can thiét trong viéc tao
ra su hai long cua khach hang vi n6 tao ra loi ich
truc tiép cho khéach hang. Céc yéu té nay phu thudc
rat I6n vao chit luong cua ngudn nhan lyc tai cong
ty. D& nang cao niém tin caa khach hang, cong ty
MBS cén cha y dam bao nha dau tu nhan duoc sy
tu van, huéng dan dau tu, giai dap cac van dé lién
quan dén chtng khoan tir mot nha madi gii chuyén
nghiép, am hiéu thi truong ching khoan va cé
nhiéu kinh nghiém. Kién thtc thdng tin, phan tich,
tu van thi truong phai khach quan, trung thuc va
minh bach.

6. Két luan

Nang cao chit luong dich vu méi giéi ching
khoan 12 mét trong nhitng van dé cap thiét dit ra
V6i tat ca cac cong ty mdi giGi ching khoan, MBS
ciing khong nam ngoai xu thé dé. Viéc tim ra cac
nhan t6 tac dong dén su hai 1ong vé chat lugng dich
vu mdi giéi chung khoan cua MBS tai ving Pong
Nam Bo gop phan gitp cho cong ty c6 nhitng dinh
hudng trong viéc nang cao chat luong dich vy, tao
niém tin cho khéch hang.

Dé nang cao chét luong dich vy méi gii ching
khoén, dau tién, MBS can kién toan nhan su cua
cong ty theo hudng tinh gon va hiéu qua. Bé thuc
hién duoc diéu nay, MBS can téi wu héa ngudn
nhan lyc, cha dong diéu chinh ché do lwong
thuong, phic loi nham thac day dong lyc caa nhan
vién hién tai; thuong xuyén xem xét, hoan thién
quy trinh, chinh sach tuyén dung, lwong thuéng
phic loi nham thu hat ngudn nhan lyc cht luong
cao; can chd trong cac hoat dong dao tao chuyén
sAu ca chuyén mon nghiép vu 1an ki nang phuc vu
cong viéc cho nhan vién; tap trung dao tao b6 sung
ngudn nhan lyc ké can nham dam bao sy phat trién
bén viing va cong bang, tao co hoi phét trién cho
nguoi lao dong, gitp ngudi lao dong phat huy hét
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nang lyc ban than, tan tim véi cong viéc va gin bo
vai cong ty. Ngoai ra, MBS cén ciing duoc chi
trong phat trién van hoa ndi bo nham tao tinh than
va khong khi lam viéc vui vé, xay dung mot moi

trudng ning dong, tré trung va gan két. Bong thai,
cling can gia ting d4u tw manh m& vao céng nghé
va phat trién cac san pham cong nghé, dap (g nhu
cau va xu thé chung cua toan xa hoi.

Tai liéu tham khao

Anderson JC & Gerbing DW (1988). Structural
equation modelling in practice: A review
varecommended teo - step approach.
Psychological Bulletin, 103(3), 411- 423.

Baber, H. (2019). E-SERVQUAL and Its Impact on
the Performance of Islamic Banks in Malaysia
from the Customer’ s Perspective. The Journal
of Asian Finance, Economics and Business,
6(1), 169 - 175.

Hair JF, Black WC, Babin BJ, Anderson RE, &
Tatham RL (2006). Multivariate Data Analysis.
Upper Saddle River NJ: Prentice - Hall.

MBS (2024), Bao cao thuong nien ham 2023,
Cong ty co phan chung khoan MB, Nam 2024.

Parasuraman, A., Zeithaml, V. A., & Berry, L. L.
(1985). A conceptual model of service quality
and its implications for future research. Journal
of Marketing, 49(4), 41 - 50.

Peterson, R. A. (1994). A Meta-Analysis of
Cronbach * s Coefficient Alpha. Journal of

Volume 3, Issue 2

Consumer Research, 21, 381-391.
https://doi.org/10.1086/209405

Preko, A., Agbanu, S. K., & Feglo, M. (2014).
Service delivery, customer satisfaction and
customer delight in the real estate business.
Evidence from Elite Kingdom investment and
consulting company Ghana. European Journal
of Business and Management, 6(3), 71 - 83.

Quyet, T. V., Vinh, N. Q. & Taikoo, C. (2015).
Service Quality and Its Effects on Customer
Satisfaction with Deposit Services in the
Banking Industry., Advanced Science and
Technology Letters Vol.102 (Business 2015),
pp.18-23.

Yaqub, R. M. S., Halim, F., & Shehzad, A. (2019).
Effect of service quality, price fairness, justice
with service recovery and relational bonds on
customer loyalty: Mediating role of customer
satisfaction. Pakistan Journal of Commerce and

Social Science, 13(1), 62 - 94.

103


https://doi.org/10.1086/209405

THUC TIEN - KINH NGHIEM
CAC NHAN TO ANH HUONG PEN SU HAI LONG CUA KHACH
HANG VE CHAT LUQNG DICH VU MOI GIOI CHUNG KHOAN
CUA CONG TY CO PHAN CHUNG KHOAN NGAN HANG
QUAN POI, TAI VUNG PONG NAM BO

Pang Thién Trang*
Ping Trong Khang?

L 2Trudng Pai hoc Tha Dau Mot
Email: 228340101018@student.tdmu.edu.vn'; 228340101009@student.tdmu.edu.vn?

Ngay nhan bai: 31/5/2024 Ngay phan bién: 02/6/2024
Ngay tac gia sira:  5/6/2024 Ngay duyét dang: 12/6/2024

DOI: https://doi.org/10.58902/tcnckhpt.v3i2.151

Tom tat:

Nghién cizu ndy diroc thue hién nham phan tich cac nhan t6 tac dong dén si hai long cia khach
hang vé chat lirong dich vi méi gigi chiing khodn ciia Cong ty Co phan chiing khoan Ngan hang Quan
dgi tai Ving Pdng Nam Bg. Nghién cizu sir dung két hop phirong phép nghién cizu dinh tinh va dinh
liong Vi cac phurong phap phong van chuyén gia, phan tich nhan té khdm pha (EFA) va hoi quy tuyén
tinh bang phurong phap binh phiong bé nhdt (OLS) dé lirong hda tac déng ciia cac nhan to dén sy hai
Iong cua khach hang vé chat lieong dich v méi gigi ching khodn ciia Cong ty Cé phan ching khoan
Ngan hang Quan dsi. Két qua nghién cizu tim ra 7 nhan té dgc lap, tuy nhién chi ¢ 5 nhan té tac dong
thugn chiéu dén si hai long ciia khach hang vé chat lwong dich v mdi gigi chiing khoan ciia Cong ty
tai Vung Hong Nam Bg la D¢ tin cdy, Khd nang dap ng, Tinh bdo mdt, Nang luc va thai dé phuc vu,
Cung cap thdng tin ti van tai chinh. Hai bién khong c6 y nghia thang ké 1a Giao dich truc tuyén va Cong
nghé thong tin. Dea trén két qua nghién cizu, bai bao dira ra ban lugn nham gitp Cong ty nang cao chat
lieong dich v mdi giGi chitng khoan doi véi khach hang viing Pdng Nam Bg ndi riéng va toan hé thong
néi chung.

Tir khoa: Chdt lirong dich vu; Cong ty Cé phan chizng khoan Ngan hang Quan dgi; Pong Nam
Bg; Mbi gigi ching khoan.
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