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Tom tit
ghién ciru C&c tidu chi vé chdt lwong dich vu tai chinh — ngan hang tai cdc
N ngan hang thwong mai Viét Nam dwoc do heong thong qua kiém dinh mirc
dé anh hirong ciia cac nhan t6, bang viée khdo sat 556 khach hang. Téc gia
sir dung phirong phdp phén tich chinh d6 la d@é tin cdy ciia thang do, nhan t6 kham pha
(EFA), kiém dinh mod hinh do luong chat lwong dich vy, tac dong cuia cac nhan 16 dén
sw théa man cia khéach hang sie dung dich vu, bao gom: phwong tién hiru hinh; tin cdy;
nang lwc phuc vu; ddp trng; dong cam; tiép cdn Va sy théa man nhu cau ciia khach hang.
Dua trén cdc tiéu chi do lwong va sir dung mé hinh nghién cvu, tac gia dé xudt huong
pht trién dich vu ndy ciia ngan hdng thirong mai trong thoi gian tdi.
Tir khéa: Dich vu, ngdn hang thwong mai, tai chinh-ngan hang.

Abstract

The study of the criteria for the quality of banking-finance services at Viethamese
commercial banks was measured by measuring the impact of factors, by surveying 556
clients. Authors using the main analytical method are the reliability of the scale, the
exploratory factor (EFA), the service quality measurement model, the impact of factors
on customer satisfaction Use of services, including: tangible means; trust; service
capabilities; response; empathetic; Access and satisfaction of customer needs. Based on
the measurement criteria and the use of research models, the author proposed to develop
this service of commercial banks in the coming time.
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