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Abstract

Along with the economic development, consumer goods become rich, diverse with different
types, different models, in accordance with the needs of buyers. However, with current income
in Vietnam, most consumers cannot pay for all shopping needs at the same time, especially
expensive items. Seeing this fact, banks have provided consumer lending services in a variety
of ways to enable customers to satisfy their needs before being able to pay. Majority of
previous researches focused on the influence of service quality on corporate image, and less
on whether product cognition and product quality affect corporate image.Therefore, this study
proposes that customers not only evaluate corporate image through service quality, but also
evaluate corporate image through corporate product perception and product quality. The main
purpose of this study is to explore the influence of product recognition, product quality and
service quality on corporate image. A total of 478 questionnaires were collected in this study,
among them 459 questionnaires were valid. The statistical analysis software of SPSS 20 was
used for data statistics and hypothesis verification. The empirical results of this study show
that: product recognition, product quality and service quality have a significiantly positive
effect on corporate image.The influence of product quality shows significant differences
among occupations and income conditions. The influence of service quality shows significant
differences among ages, occupations and income conditions. The influence of corporate image
shows significant differences among ages and occupations. Finally, this study provides some

suggestions based on the research results, hoping to raise the corporate image of Vietnamese

banks.

Keywords: Product Recognition, Product Quality, Service Quality, Corporate Image, Bank of

Vietnam
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Bang cau héi vé cho vay tin dung tiéu dung ciia khach hang

Xin chao quy anh/chi:

Trude hét vo ciing cam on anh/chi da rat chit thoi gian dé dién bang cau hoi
nay. Bang cau hoi nay chu yéu la dé hiéu ve danh gid va nhén thuc ctia khach
hang do61 vdi cho vay tin dung ti€éu dung. Pay 1a mot bang cau hoi thong thuong,
khong c6 dé tén cling khong c6 dung sai, chi can theo suy nghi va tinh hinh thyc
té ctia anh/chi ma lira chon dap 4n thich hop. Y kién cuia anh/chi vo cung quy
gid, ma ndi dung nay chi dung cho nghién ctru hoc thuat, hoan toan bao mat, xin
an tam tra 161. VO cung cam on su gitp do va dé tam cua anh/chi!

Kinh chic anh/chi sttc khoe binh an, moi vi¢c nhu y
Thac sy Quan tri Tai chinh, Nganh tai chinh, Truong DPH Nam Hoa
Gio vién huéng dan : Ts Zhang, Rui zhen

Nghién ctru sinh : Hoang Phuong Hoa
Thang 12/2018

Thong tin ca nhan
1. Giditinh : OONam [ N
2. Tudi: O18-20 [21-30 O31-40 O41-50
O Trén 50 tudi
3. Trinh d0 gido duc : [ Duéi trung hoc [ Dai hoc L] Thac sy tro 1én
4. Tinh trang hon nhan : [OPon than OKéthon OKhac
5. Nghé nghiép : [Sinh vién [ Nganh phyc vu [0 Cong nhan vién chirc
ONoitrg O Pavéhuu O Khac
6. Thu nhap (VND): ODuéi 5 triéu O 5 — 10 triéu O 10 — 15triéu 0 15
—20 triéku [ Trén 20 triéu
7. Khu vyc : OBac OTrung O Nam
8. Sao ban biét théng tin vé cho vay tin dung ? OTV Olnternet [OBan
be gidi thieu [Khac
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9. S4 tién tra no mdi thang chiém bao nhiéu % thu nhap ? O Duéi 10%

0 10% - 20% 0020% - 30%

0130% - 40% 0 Trén 40%

10.Muc dich khoan vay cua ban 1a gi ? OMua sim [OXay nha COHoc phi
ODu lich O Két hon OOKhac
11.Thoi gian ban muén tra hét ng ? 03 thang [ 6 thang [9 thang O

12 thang

12.Ban mudn vay trong bao 1au ? 01 — 6 thang [0 6 thang — 1 nam O 1 —

2 nam [ Trén 2 nam

13.Lao dong chinh trong gia dinh ban la bao nhiéu ? [l nguoi

nguoi U 3 nguoi

2

14.Ban nghi 13i suét hién tai ctia ngan hang nhu thé nao? OThap Hop

ly [OCao

Phin 1 : Nhén thirc ciia khach hang vé cho vay tin dung

Cau hoi

Khong
hiéu 1o

Khong
hiéu lam

Mot
chut

Hiéu ro

Vo
cung ro

. Cho vay tin dung la mét hinh
thirc khong can theé chap

. S6 tién cho vay c6 thé dao
dong tur 10 triéu dén 500 tri¢u

. Thoi gian cho vay c6 the tir 12
thang dén 60 thang

. Céac khoan vay co thé dua
theo cac hinh thurc khac nhau,
nhu: luong, bao hiém, gidy
phép kinh doanh ...

. Nguoi vay co thé vay tién mat
va tra 1ai va ng goc hang
thang

. Lai suat cho vay tiéu dung
luén cao hon so véi cac khoan
vay c0 thé chap khac

. Lai suat cua cac khoan vay
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duoc xac dinh theo thoa thuan
hai bén, khong c6 khung chi
tiét

Phin 2 : Panh gia ciia khach hang doi véi cho vay tin dung

Cau hoi

Rit
khong
dong y

Khong
dong y

Binh
thuong

Pong y

Rét
dong y

. Hinh thurc cho vay tin dung da
dang, phong phtu

. Ngan hang thuong cung cap
cac san pham dich vu méi

. Thoi gian vay nhanh

. Céc tai liéu va bang bi¢u don
gian, 10 rang

. Cho vay tin dung cung cip
cho ban cac dich vu vuot qua
mong dgi1 cua ban

. Chi phi cho vay thay d0i khi
thi truong lai suat thay doi

. Lai suat trong thoi gian vay la
c0 dinh

. Ngan hang thuc hién tot cam
két véi khach hang

. Bao mat thong tin khach hang
tot

Phan 3 . Danh gia cua khach hang veé thai d§ cia nhan vién ngan

hang
Rat | Knong | Binh Ré
A 9 e n g m A , at
Cauhoi khong | 48ng ¢ | thuong bongy dong y
dong y
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. NV thuong quan tdm tham hoi
khach hang

. NH sép xép nv phi hop theo
nhu ciu cta khach hang

. NH lang nghe ¥ kién cia
khéch hang

. Théi @0 phuc vu cia nhan
vién than thién dé gan

. Nv chti y d&én yéu cau cua
khach hang

. Chuyén mon cia nv tot

. Nv phuc vy nhanh chéng va
chuyén nghiép

. Nv cung cap moi thong tin
hiru ich cho khach hang

. Nv giai quyét thoa dang khiéu
nai cua khach hang

Phin 4 : Sy tin twéng va ty 1é quay lai ciia khach hang

Cau hoi

Rat
khong
dong y

Khong
dong y

Binh
thuong

Pong y

Rat
dong y

. Ban sé tiép tuc st dung dich
vu cho vay tin dung tai NH
nay

. Ban s€ gi61 thi¢u cho ban be
va gia dinh v€ hinh thtrc cho
vay tin dung cua NH nay

. Ban tin tuéng dich vu cho vay
tin dung cia NH nay

. NH dang thuc hién trach
nhiém xa hoi cua minh

Bang ciu héi dén day két thiic, Cam on sw phoi hop ciia anh/chi |
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