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Tom tit:
i dung nghién ciru ciia dé tai la phan tich thiee trang hoat déng kinh doanh
cha Agribank CN Nam TP.HCM giai doan 2017 — 2021 va nghién ciru sy hai
long cua khdch hang vé dich vu tai Agribank CN Nam TP.HCM théng qua
5 nhém dich vu chinh: Huy dong von, tin dung, ngdn hang dién tit, thanh todn, thé. S6
liéu thir cap dwoc thu thdp tir cdc bao cdo cua Agribank CN Nam TPHCM, trang web
Agrzbank So liéu so cap diegc thu thap tai ngan hang voi ¢ mau 184 bang cach phong
van tryc tlep thong qua cach ldy mau thudn tién. Sau khi phan tich, két qua cho thay cé
5 nhan t6 tac dong dén sw hai long ciia khach hang véi 24 bién quan sat: (4 bién) Dg tin
cdy; (4 bién) Sw dap iing; (5 bién) Sw dam bdo; (4 bién) Pong cam, (4 bién) Tinh hitu
hinh, (3 bién) Sw hai long. Trong d6, nhan t6 Hitu Hinh va Cam Théng c6 tac dong manh
nhat dén su hai long cua khach hang vé dich vu nhiéu hon 03 thanh phﬁn con lai. T
viéc xdc dinh ré cac van dé han ché anh huong dén sw hai long ciia khach hang, tac gia
dé xudt mot sé gidi phdp thiét thice cho viéc cai thién mirc dé hai long ciia khach hang
vé dich vu ngdn hang tai Agribank chi nhanh Nam TPHCM.
Tir khoa: Sw hai long ciia khdach hang, dich vu ngdn hang, Ngdn hang Nong
nghiép va Phat trién Noéng thon VN.

Abstract:

The content of the research is to analyze the current situation of business activities of
at Agribank - South of Ho Chi Minh City branch. Ho Chi Minh City in the period 2017 -
2021 and researched customer satisfaction about services at Agribank - South of Ho Chi
Minh City branch through 5 main service groups: capital mobilization, credit, e-banking,
payment, card. Secondary data were collected from Agribank CN South HCMC, Agribank
website... Primary data was collected at the bank with sample size 184 by direct interview
through convenience sampling. After analyzing using the above tools, the results show
that there are 4 factors affecting customer satisfaction with 24 observed variables: (4
variables) Reliability; (4 variables) Response; (5 variables) Assurance, (4 variables)
Empathy; (4 variables) Tangibility, (3 variables) Satisfaction. In which, Tangible and
Emotional factors have the strongest impact on customer satisfaction about services
more than the other 03 components. From clearly identifying the limiting issues affecting
customer satisfaction, the author proposes some practical solutions to improve customer
satisfaction about banking services at Agribank South of Ho Chi Minh City branch.
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