TAP CHi KHOA HQC TRUONG PAI HQC HONG PUC - SO 70.2024

NANG CAO CHAT LUQNG TiN DUNG TAI NGAN HANG THUONG
MAI CO PHAN NGOAI THUONG VIET NAM - CHI NHANH
THANH HOA

Lé Thi Thanh Thiiy', Nguyén Phwrong Anh?
TOM TAT

MGt trong nhitng van dé quan trong ma Ngan hang thwong mai Cé phan Ngoai thirong
Viét Nam (VCB) - Chi nhanh Thanh Héa quan tam trong thoi gian qua la chat lwong tin
dung, boi no chinh la hoat dong trong tam cua ngan hang va dam bao muc tiéu hoat dong
an toan, hiéu qud. Nghién ciru sit dung két hop dir liéu so cap va thir cap dé danh gid thuc
trang chdt lwong tin dung tai VCB - Chi nhanh Thanh Hod théng qua ddnh gid si hai long
ciia khdch hang vé hoat déng tin dung ciia ngdn hang trén cdc khia canh, bao gom: (1) Cdc
chi tiéu danh gid chat heong tir phia ngdn hang; (2) Céc chi tiéu danh gid sw hai long vé
chdt lwong tin dung tir phia khdach hang dwa trén thang do Servqual véi 05 yéu to: P tin
cdy, Kha nang déap g, Sw dam bdo, Si dong cam, Phwong tién hitu hinh. Két qud danh gid
thuee trang cia nghién ciru la co s6 dé dinh hudng cdc gidi phdp nham ndng cao chat lwong
hoat dong tin dung tai VCB - Chi nhanh Thanh Hoa trong thoi gian toi.

T khéa: Chat luwong tin dung, ngdn hang thwong mai (NHTM), VCB - Chi nhdanh
Thanh Hoa.

1. PAT VAN BPE

Tin dung la hoat dong trong tam cua héau hét cac ngan hang thuong mai (NHTM). Viéc
nang cao chét lugng tin dung dé dam bao muc tiéu hoat dong an toan, hi¢u qua 1a mot phén
khong thé thiéu trong quan tri ngan hang [2]. V&i hon 10 ndm x4y dung va trudng thanh tai
thi truong Thanh Hoa, trong nhitng ndm qua, Ngan hang Thuong mai ¢ phan ngoai thuong
Viét Nam - Chi nhanh Thanh Héa (VCB - CN Thanh Hoa) da khong ngig phén dau vuon
1én, khing dinh thuong hiéu trén dia ban tinh, c6 budc phat trién dang ké va ting truong
nhanh, dat dugc nhiéu thanh tyu to 16n trén moi mit hoat dong kinh doanh - dich vu ngan
hang, phat trién ca kinh doanh d6i ndi va kinh doanh d6i ngoai, cong nghé ngan hang tlen
tién, c6 uy tin v6i khach hang. Tuy nhién, viéc ting truong tin dung ludn di kém véi ng xau
ngdy cang tang, trong khi dé, cong tac xur 1y, thu hoi dang con gip nhiing khé khin, vudng
mac nhat dinh, diéu nay anh huong khong nho dén két qua hoat dong kinh doanh ctia ngan
hang. Vi vay, dé thuc hién muc tiéu phat trién an toan, bén virng trong hoat dong cia minh,
VCB - CN Thanh Hoa ludn quan tim dén viéc ning cao chat luong tin dung va han ché rui
ro tin dung. Vi su doi hoi cua 1y luan va thuc tién, viéc nghién ctru va dé ra cac giai phap
dé nang cao chit luong tin dung tai VCB - CN Thanh Ho4 can thiét duoc thuc hién.

! Khoa Kinh té - Quan tri kinh doanh, Triecong Pai hoc Hong Pirc; Email: Ithanhthuy@hdu.edu.vn
2 Hoc vién cao hoc 16p K15 chuyén nganh QTKD, Khoa Kinh té - QTKD, Truong Pai hoc Hong Pirc
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2.CO SO LY LUAN VA PHUONG PHAP NGHIEN CUU
2.1. Chit lwong tin dung trong hoat dong ciia ngin hang thwong mai

Tin dung ngan hang 13 hinh thirc phan anh mdi quan hé vay va tra ng giita mot bén 1a
cac ngan hang, cac to chire tin dung va mot bén 13 khach hang. N6 1a mot nghiép vu kinh
doanh tién té cua ngan hang duoc thyuc hién theo nguyén tic hoan tra va c6 13i. Khi d6, bén
cho vay s& chuyén giao tai san cho bén vay trong thoi gian da duoc thoa thuin rd rang cia
hop ddng cho vay. Cac ca nhan, doanh nghiép vay c6 nghia vu va trach nhiém phai thanh
toan day du ca gbe 13n 13i khi dén thoi han phai tra nhu da quy dinh [4].

Xét trén goc @ NHTM, chét lugng tin dung duogc thé hién & chd tin dung phai tuan
thu quy trinh nghi€p vu, chinh sach tin dung cua ngan hang va phap luat; phai duoc bao dam
va dam bao nguyén tic hoan tra day du, dung han ca gdc va 1ai; i ro tin dung phai trong
gi6i han cho phép va dugc kiém soat; hoat dong tin dung phai mang lai hiéu qua kinh t& cho
ngan hang, tao diéu kién cho cac dich vu khac cua ngin hang phat trién, bao dam thanh
khoan, nang cao uy tin va vi thé canh tranh cho ngén hang [3]. Cac chi tiéu dinh luong dé
phan anh chit luong tin dung nhu: chi tiéu ting trudng tin dung, chi tiéu hiéu suit sir dung
von, chi tiéu no qua han, ng x4u, lgi nhuén tir hoat dong tin dung [5].

Xét trén goc do khach hang, tin dung co chét lugng tdt khi thoa man duogc nhu cau cua
khach hang. Do d6 theo cach tiép can nay danh gia chat lugng tin dung ngin hang co thé
danh gia théng qua mirc do thoa man cua khach hang dbi véi cac khoan cho vay cua ngan
hang [1], cu thé trong bai viét nay danh gia muc d6 hai 10ng ctia cac khach hang ddi voi hoat
dong tin dung cua VCB - CN Thanh Hoa.

2.2. Phuong phap nghién ciru

Nghién ctru tham khao, thu thap thong tin, s6 liéu thir cap tir cac sach, gido trinh, cong
trinh, nghién ctru vé dé tai chét luong tin dung, dac biét dbi voi cac dé tai trong linh vuc
ngan hang; cac bao cao vé két qua hoat dong kinh doanh cua Ngin hang VCB - CN Thanh
Hoa qua cic nam 2021 - 2023. S6 liéu so cap vé danh gia ciia cac khach hang ddi véi chat
lwong tin dung cua ngan hang duoc thu thap dua trén bang cau hoi duoc thiét ké phu hop
v6i muc tiéu nghién ctru, thoi gian thu thap s6 lidu 1a tir thang 11/2023 dén thang 1/2024.
Nghién ctru tién hanh phén tich thong ké mo ta quan diém dénh gia cua khach hang vé chat
lwong tin dung ciia ngan hang theo 05 thanh phan chat lugng dich vu cta thang do Servqual.
Nghién ctru st dung 250 phiéu diéu tra, sé luong phiéu phan b theo cac khach hang ca nhan
va to chue, st dung thang do Likert 5 mtrc d§ voi cac cau hoi dugce thiét ké san. Dit liéu thu
thap dugc kiém tra lai theo tiéu chuan day du, chinh xac va logic, sap xép theo timg ndi dung
nghién ctru bang phan mém Microsoft Excel.

3. KET QUA NGHIEN CUU VA THAO LUAN

3.1. Thuec trang chit lwgng tin dung tai VCB - CN Thanh Héa thong qua mot so
chi tiéu dinh lugng
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Trong giai doan 2021 - 2023, du ng cho vay ctia Chi nhanh c6 dang ¢ su phat trién
nhanh chéng, ddc biét la vao nam 2023. Nam 2021, du ng cho vay 14 9.946 ty dong, dén nam
2022, du ng cho vay c6 sy giam nhe, xuéng con 9.743 ty dﬁ")ng (twong duong murc giam ty
1& 2%). Murc giam nay 1a do 4nh hudng cua tinh hinh kinh té trong nuéc va anh huéng cia
dich bénh Covid-19 trong nam va trude do. Tuy nhién, ndm 2023, du ng¢ tin dung tang lén
10.771 ty dong (mirc ting 1.028 ty dong so v6i nam 2022, twong duong ty 1é ting trudng
11%). Piéu nay cho thiy muc ting truong tin dung ciia ngan hang c6 dau hiéu phuc hoi va
phat trién nhanh chong.

5000,0
4000,0
3000,0
2000,0
0,0 .
Ngan han Trung han Dai han
B Nam 2021 3790,4 4495,6 1660,0
m Nam 2022 3980,0 4181,7 1581,3
Nam 2023 4459,6 4613,2 1698,2

Hinh 1. Tang truéng tin dung ciia VCB - CN Thanh Ho4 giai doan 2021 - 2023

(Nguon: Tong hop tir bdo cdo tong két cic nam 2021, 2022, 2023 ciia VCB - CN Thanh Hod)
Ty 1¢ 131 suat c6 xu hudng giam, VCB - CN Thanh Hoa tré thanh diém dén ctia nhiéu
khach hang niam 2023. Du no ngan han va trung han lu6n chiém ty trong cao, diéu nay phan
anh mét dic diém chung cuia cac khoan cho vay ciia VCB - CN Thanh Hoéa 13 san pham luan
chuyén von ngin, vong quay nhanh nén cac doanh nghiép, c4 nhan can vay von ngan han
nham bd sung von luu dong thiéu hut, ddm bao su luan chuyén vbn cho hoat dong kinh
doanh, giam rui ro cho hoat ddng tin dung ctia ngan hang. Du no cha yéu thuc hién thong
qua hinh thirc cho vay ¢6 dam bao (chiém khoang 73%), tap trung & cac khach hang 1a t6
chtrc kinh té, doanh nghiép, co s& san xuét kinh doanh ban budn va ban 1é.
Hiéu qua sir dung v6n phan anh ctr mot dong huy dong thi c6 bao nhiéu dong dugce dem
di cho vay. S6 liéu bang 1 co thé cho thiy chi tiéu hiéu suat sir dung von ciia ngén hang VCB -
CN Thanh Hoé c6 xu huéng giam nhe trong 3 nim gan ddy. Tuy nhién, chi tiéu nay thé hién
quy md hoat dong tin dung ctia ngan hang, theo do tin dung van dang la hoat dong chinh va
mang lai doanh thu, loi nhuan chu yéu trong cac hoat dong cia VCB - CN Thanh Ho hién nay.

Bang 1. Hiéu suit sir dung vén ciia Ngan hang VCB - CN Thanh Héa
(Dvt: ty dong)

Nam 2021 Nam 2022] Nam 2023] 2022/2021] 2023/2022
Tong du no cho vay 9.946 9.743 10.771 -203 1.028
Tdng ngudn von huy dong 5.074 6.670 8.804 1.596 2.134
Hiéu suét str dung von 1,96 1,46 1,22 -0,5 -0,2

(Nguon: Tinh todn tir bdo cdo tong két cac nam 2021, 2022, 2023 ciia VCB - CN Thanh Hod)
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Ngan hang nao hoat dong kinh doanh thi ciing gip phai van d& ng qua han, ng x4u.
Nhitng rui ro d6 gy ra ton that cho ngan hang trén nhiéu linh vuc va kho c6 thé tranh khoi
dugc. Bang 2 cho thiy thoi diém tir naim 2021 dén ndm 2023, ngén hang dang gip rat nhidu
kho khan trong kiém soat ng qué han. Pinh diém, vao giai doan nam 2022, ty I¢ no qué han
clia ngan hang 1én muc 3,95% trong d6 ng x4u ting 1én 120 ty dong. Pén nam 2023, ngan
hang da ) ga'ing giam muc ng qua han xuéng con 3,03% va ty 1€ ng xau xuéng con 1,73%.
Céc khoan ng xau tap trung vao ng trung va dai han 1 chu yéu. Pay ciing 1a nd luc rat 16n
ctia ngan hang VCB - CN Thanh Hoa trong giai doan nhiéu doanh nghiép dang giap nhiéu
kho khin trong giai doan Covid-19 va hau Covid-19. Ngan hang dang trién khai cac bién
phap kiém tra, giam sat, danh gi4 lai tinh hinh hoat dong san xuét kinh doanh cta khach
hang, phan tich nguyén nhan, tich cuc trién khai cac bién phap don déc thu hoi ng gbe lai
dung han dé tranh phat sinh ng xau.

Bang 2. Bang chi tiéu ty 1€ ng va lgi nhuin cia Ngin hang VCB - Chi nhanh Thanh Héa
Pon vi tinh: ty dong

Nam 2021 | Nam 2022 | Nam 2023 2022/2021] 2023/2022

No¢ qué han 335,67 384,60 326,01 49 -59
No xau 134,27 254,29 186,01 120 -68
Tong du ng 9.946 9.743 10.771 -203 1.028
Ty 1€ n¢ qua han 3,37% 3,95% 3,03% 0,57% -0,92%

Ty 1¢ ng xau/ ng qua han 40,00% 66,12% 57,06% 26,12% -9,06%

Ty 1é no xau/ tong du no 1,35% 2,61% 1,73% 1,26% -0,88%

Ty 1¢ loi nhuan tr hoat |, oc0, 3.85% | 7.56% | 0.89% | 3,71%
dong tin dung/tong du ng

(Nguon: Bdo cdo tong két hoat dong kinh doanh ciia VCB - CN Thanh Héa nam 2021 - 2023)

Ty 1¢ loi nhuan tir hoat dong tin dung trén tong du ng cling tang truong dang ké, tir
muc 2,96% nam 2021 1é€n 7,56% nam 2023. Nhu vay c6 thé thay VCB - CN Thanh Hoa luén
duy tri cac hoat dong tin dung va ty 1€ 1gi nhuan mét cach 6on dinh va thich ung linh hoat
trude cac chinh sach va quy dinh cta Chinh phu, tir do tim kiém cac co hoi méi dé dot pha
va phat trién.

3.2. Thuec trang chit lwgng tin dung tai VCB - Chi nhanh Thanh Héa thong qua
khao sat sy hai long ciia khach hang

Nghién ciru tién hanh phong van bang bang hoi dé thu thap dir liéu tir cac khach hang
phat sinh giao dich tai VCB - CN Thanh Hoa trong thoi gian 03 nam trd lai day. SO lugng
bang hoi phat ra 1a 250. Sau khi nhan lai va kiém tra thi s6 lugng bang cau hoi thu vé va dat
yéu ciu 1 246 bang cau hoi.

Do tin cdy

Qua nghién ctru, két qua diu tra tai bang hoi cho thay, cac yéu té “Thong tin cta khach
hang luén dugc bao mat” dugc danh gia cao nhét (Gia tri trung binh - GTTB = 4,34), tiép do
la cac yeu to “VCB - CN Thanh Héa 1a Ngan hang c6 uy tin cao” (GTTB = 4,35) va “Cac san
pham cua Ngan hang ding nhu nhiing gi dugc quang cao” (GTTB = 4,27). Diéu do ching to
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Ngan hang da thyc hién khé t6t cic cam két vé bao mat thong tin - ddy 1a mot van dé& quan
trong va rat dugc khach hang quan tam khi van d& bao mat thong tin ca nhan trong nhitng nim
gan day dang bao dong. Thém vao d6, thwong hiéu VCB noi chung luén 14 thuong hiéu ngan
hang dang tin cdy trong hé thing NHTM, nén dugc khach hang tin tudng, danh gla cao. Tuy
nhién, két qua ciing cho thiy Vietcombank - CN Thanh Hoa can quan tam hon dén viéc thim
dinh khoan vay; bén canh dé, “dap tmg dich vu cho vay dung thoi diém nhu da hira” tot hon
vé mit thoi gian dé khach hang c6 su tin twéng va chu dong trong cong viée.

Kha nang dap wng

Yéu té “Cac goi san pham ciia Ngan hang phu hop voi KH” duge khach hang danh gia
cao nhat. Diéu nay chl'Ing to khéch hang danh gia cao Viéc thiét ké cac goi cho vay dbi voi KH
dap (g co ban nhu cau vay von ciia KH. Tuy nhién, yéu t6 “Khéach hang d& dang tim hiéu va
tiép can cac g01 san pham cua Ngén hang” cho thay khach hang chua thuc sy hoan toan hai
1ong véi viée tiép can va tim hiéu cac goi san pham ciia ngén hang. Chién luoc marketing cia
Chi nhanh dang c6 nhitng han ché nhit dinh. Vi d6 tudi sir dung cac san phdm cho vay cta
Chi nhanh chu yéu 12 tré thi Chi nhanh can quan tim t&i viée quang ba va gidi thiéu san pham
online. Cac yéu t6 con lai 13 “Nhan vién Ngan hang ludn nhiét tinh gitip d&”, “Nhan vién
Ngan hang luon giéi dap nhanh chéng va théa man nhimg thic mac cua ban” va “Nhan vién
Ngan hang hu’orng dan va hoan thién hd so thu tuc cho vay day da va dé hiéu” déu co ty 18
¥ kién “ddng y”’ va “hoan toan dong y” chua thuc cao. Két qua nay cho thiy can b tin dung
con chua hoan toan dap ing dugc véi sy mong doi ctia khach hang trong viée giai quyét,
gitip d& va hd tro nghiép vu cho khach hang mét cach tot nhét va nhanh nhat.

Sw dam bao

Yéu t6 dugc danh gia cao nhat 1a “Nhéan vién ngan hang c6 dao dirc nghé nghiép,
khong voi vinh khach hang” véi ty 1& ¥ kién “dong ¥” va “hoan toan dong y” dat 96,6%
(GTTB = 4,33). Pay thuc sy 1a mot két qua dang mimg. C6 thé noi cac can bo tin dung da
lam t6t trach nhiém ctia minh ma khong dé phat sinh céc tiéu cuc dang c6. Mot yéu td khac
1a “Nhan vién ngén hang c6 diy da chuyén mon nghiép vu” ciing duoc danh gia rit tdt, cho
thiy khach hang hoan toan yén tdm khi 1am viéc v6i nhan vién ngan hang vi ho dugc trang
bi day du kién thirc chuyén mon nghiép vu. Cac yéu t6 con lai nhu “Nhan vién ngan hang
tao duoc niém tin v4i khach hang”, “Nhén vién ngan hang co tinh than trich nhiém cao trong
cong viéc” va “Cac goi san pham cho vay co chat lwong cao va dam bao lgi ich cho khach
hang” véi ty 18 ¥ kién “dong ¥ va “hoan toan ddng ¥ dat két qua gan nhu twong duong
nhau véi diém trung binh kha (3,7/5 diém). Diéu nay cho thay khach hang danh gia sy dam
bao va nang lyc phuc vu cua nhan vién tin dung tdt nhung chua thuc sy cao.

Sw dong cam

Céc nhén dinh trong thang do déu c6 diém trung binh thap, chi 3,5/5 diém. Piéu nay
chimg t6 Ngan hang chua thuc sy quan tim dén vin dé ma khach hang chi trong. Yéu to
“Ngén hang c6 chinh sach wu di hon d6i voi khach hang 1au nam, khach hang c6 quan hé uy
tin” dat nhan dinh cao nhét trong thang do, diéu nay cho thiy ngan hang ciing da quan tim dén
viéc giit chan cac khach hang cii va c6 uy tin. Tuy nhién, ty 18 tra 10i t6t va rat t6t ciing con
han ché. Hai yéu t con lai 1 “Nhan vién lubn nhiét tinh, lich su va niém né mdi khi gap khach

151



TAP CHi KHOA HQC TRUONG PAI HOC HONG DPUC - SO 70.2024

hang” va “Ngéan hang ludn quan tim dén khach hang thé hién qua sy tham hoi vao cac dip 18/
ky ni¢m dac biét” dat dugc nhén dinh chua dugc tot. Ngan hang can quan tdm dén cac chinh
sach quan hé khach hang d€ dong hanh vai khach hang mét cach nhiét tinh va lau dai hon.

Phuwong tién hitu hinh

Hai yéu t6 “Co s vat chat trang thiét bi Ngan hang hién dai” va “Trang phuc nhan
vién nhd nhan va lich sy” dugc danh gia kha tot khi diém trung binh lan luot 13 4,3 va 4,43
(mirc rat tot trén thang do 5 diém). Diéu nay co nghia 13 trang thiét bi, sanh giao dich, quay
giao dich dugc thiét ké mang lai cam giac gan gili, d& quan sat, thuan tién va hién dai doi
v6i khach hang. Yéu t6 duoc khach hang danh gid tét 1a “Khach hang d& dang tiép can véi
cac san phdm méi qua quang cdo ciia Ngan hang” véi muc trung binh 3,81. Céac thong tin
quang cdo cua Ngan hang luén dugc dang tai trén website chung ciia ngan hang; ngoai ra
con dugce thong tin t6i khach hang qua email va cac to quang cao dé khach hang c6 nhimng
su tiép can va lya chon d& dang. Céac yéu t6 dugc danh gia chua cao 1a “hd so thu tuc tin
dung ctia Ngan hang do‘n gian, d& hiéu” vé6i diém trung binh la 3 62 boi vi hé théng va quy
trinh hd so cho vay vén cia Ngan hang ciing con nhiéu thu tuc gidy to. Bén canh dé, yéu to
bi danh gia thap nhit cua thang do 13 “Mang ludi phong giao dich ciia Ngan hang phan bd
deu thuén loi cho khach hang tim dén” (GTTB = 3,26). Qua két qua khao sat cho thiy yéu
td vi tri thuén loi va sb lugng phong giao dich chua dugc danh gia cao.

Sw hai long

Yéu té “Ban hoan toan hai 1ong véi chit luong chat lugng tin dung ctia Ngan hang”
v6i GTTB ¥ kién dong thudn 1a 3,81, 13 mtrc Kha. Pay 1a két qua can duoc cai thién hon.
Yéu t6 “Ban sé tiép tuc s dung cac san pham cua Ngin hémg trong tuong lai” dugc dénh
gi4 cao nhét voi 3,86 diém, tuy nhién ty 1 “hoan toan khong dong ¥ 14 3,1%, ching to van
con khach hang con dang ban khoan va suy nghl vé viée co tiép tuc dong hanh cung Chi
nhanh hay khong. Va cubi cing 1a yéu t6 “Ban sin long gidi thiéu va dé xuét cac san pham
ctia Ngan hang cho moi ngudi” dat diém trung binh 3,74 chimg t6 nhiéu khach hang chwa
du hai 1ong dé gidi thiéu véi nguoi khac. Pay ciing 14 nhitng van dé Chi nhanh can cai thién
dé dat dugc chat lugng cao nhéat co thé.

4. KET LUAN VA HAM Y QUAN TRI

Thong qua viéc nghién clru va phén tich thuc trang chit luorng tin dung cua VCB - CN
Thanh Hoa, nghién ciru dé xuat mot s giai phap khuyen nghl dé nang cao chat luong tin dung
tai VCB - CN Thanh Hoa trong thoi glan t61. Trudc hét, can tap trung vao viéc hoan thién cac
chinh sach tin dung, hoan thién co cdu to chuc va hoat dong cua cac bd phén c6 lién quan dén
hoat dong tin dung trong d6 chil trong hoan thién quy trinh cap tin dung, tdng cuong cong tac
thim dinh tin dung. Thém vao d6, VCB - CN Thanh Ho4 can ting cuong cong tac kiém tra,
giam sat trong cho vay, hoan thién viéc xay dung phuong an xur Iy ng xau, xu 1y rui ro va bu
dap ton that. Dé nang cao trinh d6 cta nhan vién vé chat lugng tham dinh cap tin dung va chat
luong dénh gia rui ro tin dung, chi nhanh can thuc hién mét sd giai phap vé dao tao va tap
hudn, b6 tri can bd phu hop véi nang luc va xay dung doi ngii quan 1y cua minh phai c6 tam
va ¢6 tam nhin xa, dac biét 1a cap quan 1y i ro tin dung va cap quan ly cap tin dung. Cubi
cung, chi nhanh cin hoan thién ha ting cong nghé thong tin hd tro dic luc cho viée quan tri
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chat luong tin dung, xay dung cac cong cu hd tro sd liéu dé do ludng rui ro ddi véi timg
nganh/linh vyc va lam co s¢ xay dung cac gidi han tin dung theo nganh/linh vuc tai chi nhéanh,
phat huy cac loi ich ctia cong cu diéu hanh tir viéc phan tich sb liéu, dong thoi giam thiéu
nhing han ché trong thoi gian qua. Cac giai phap néu duoc thyc hién dong bo sé co tac dung
tich cuc trong viéc nang cao chét luong hoat dong tin dung tai VCB - CN Thanh Hoa trong
thoi gian téi.
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IMPROVING CREDIT QUALITY AT JOINT STOCK COMMERCIAL
BANK FOREIGN TRADE OF VIETNAM - THANH HOA BRANCH

Le Thi Thanh Thuy, Nguyen Phuong Anh

ABSTRACT

Credit quality is one of the important issues that Joint Stock Commercial Bank for
Foreign Trade of Vietnam - Thanh Hoa Branch has been concerned about in recent times,
because it is the central activity of the bank and ensures its operational goals which are safe
and effective. The research topic uses a combination of primary and secondary data to
evaluate the current status of credit quality at VCB - Thanh Hoa Branch including: (1)
Quality assessment criteria from the bank; (2) Indicators to evaluate customer satisfaction
with credit quality based on the Servqual scale with 05 factors: Reliability, Responsiveness,
Assurance, Empathy and Tangible. The results of assessing the current situation of the study
are the basis for orienting solutions to improve the quality of credit activities at VCB - Thanh
Hoa Branch in the coming time.

Keywords: Credit quality, commercial bank, VCB - Thanh Hoa Branch.
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