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PHU LUC

PHU LUC 1: BANG CAU HOI KHAO SAT

Xin chao cac anh/ch;!

TOi tén la Lé Buc Kién, la sinh vién khoa Quan Tri Kinh Doanh, truong Pai hoc

Nguyén Tat Thanh. Hién toi dang trong qua trinh thyc hién dé tai “Giai phap hoat

dong Marketing vé hoat dong phat hanh thé tin dung Ngan hang TMCP Quéan
Poi — Chi nhanh Quan 12”. Rat hy vong Anh/Chj danh thoi gian tra loi bang khao

sat dudi day. Moi théng tin ciia Anh/chi cung cap s& duoc bao mat va chi danh cho

muc dich hoc thuat, khéng vi muc dich kinh doanh nao khac. Xin chan thanh cam on!

1)

1)

1. Anh/chj vui 16ng cho biét gigi tinh?
a. Nam b. Nix
2. Anh/chi vui 10ng cho biét dé tusi?

a. Duéi 18 tudi (Két thic khao sét) b. 18 — 28 tudi (Tiép tuc tra

C. 28 — 40 tudi (Tiép tyc tra 15i) d. Hon 40 tudi (Tiép tuc tra

3. Thu nhdp hang thang cia anh/chi trong khodang bao nhiéu?
a. Dudi 5 triéu déng b. Tur 5 — dudi 10 triéu dong
c. Tir 10 — 20 triéu dong d. Trén 20 triéu dong

4. Anh/Chj co sir dung thé tin dung ciia Ngdn hang TMCP Qudn déi — Chi

nhanh Qugn 12 (MB Bank — CN Qugn 12)?

a. Co (Tiép tuc tra 10i) b. Khong (Két thiic khao sét)
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Duéi day 12 mot s6 phat biéu vé hoat dong Markeing Mix cho thé tin dung NH
TMCP Quén doi — Chi nhanh Quan 12. Xin anh/chi vui 16ng cho biét mac d6 dong y

cua anh/chi vé cac phat biéu ndy bing cach danh diu (x) vao mét trong céc sb sau

theo quy udc (Xin vui 10ng chi chon mét con sé thich hop cho tirng phét biéu)

Hoan toan . . Hoan toan
. | Khongdongy | Trung lap bongy .
khong dong y dongy
1 2 3 4 5
Mirc d6 dong y
STT Noi dung

1 12 |3 (4 |5

Panh gia vé san pham

. Thé tin dung cia MB Bank c6 nhiéu dic diém,
tién ich di kem

5 Str dung thé tin dung cua MB Bank rat thuan tién
trong thanh toan

; C6 nhiéu su lya chon vé san pham thé tin dung
cua MB Bank

. MB Bank c6 hé thong bao mat thong tin tot nén
an toan khi str dung thé tin dung

: Thé tin dung cia MB Bank c6 mau ma san pham
dep, bat mat

Panh gia vé gia ca
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T6i hai long véi phi xir ly giao dich rat tién mat

6
tai NH khac

. Cac loai phi xir ly, phi dich vu phu hgp, tuong
xung véi chat lugng dich vu

8 | T6i hai long véi phi cham thanh toan

9 | TAi hai long vai phi giao dich ngoai té

10 Mtrc phi thuong nién, phi phat hanh khac biét,
canh tranh vé6i cac NH khéac

" L4&i suat thé tin dung phu hop, c6 tinh canh tranh
véi cac NH khac

12 | T6i rat thich dung thir dich vu

13 T6i rat thich ting hién vat/tién mit khi sir dung
dich vu

14 | T6i rat thich cac chuong trinh giam gia

Panh gia vé kénh phan phoi

Dé& dang tim kiém diém thanh toan du ng thé tin

15
dung

6 Noi dit CN ciia MB Bank dé dang tiép can boi
cac phuong tién giao thong

. D& dang tim kiém tru ATM d¢é giao dich thé tin

dung.
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18

PGD ctua MB Bank c6 nhiéu noi trén dia ban

quan 12

19

D& dang tiép can/giao dich véi NH bing cac kénh
khac: hotline, website, email... ma khdng can dén
CN/PGD

Panh

gia vé chinh sach truyén thong

20

To61 dugc gidi thiéu mé thé tin dung cua MB

Bank bdi ban beé, nguoi than

21

T6i biét dén thé tin dung cia MB Bank qua cac

hoat dong quang cdo cia NH

22

T6i biét dén thé tin dung cia MB Bank vi mét s6
ngudi noi tiéng da str dung dich vu va chiing thuc

chat lugng

23

T6i biét dén thé tin dung cua MB Bank bai su tu

van cua dién thoai vién

Panh

gia vé doi ngii nhan luc

24

Thai do nhan vién than thién, niém no

25

Nhan vién an mac chinh chu, gon gang

26

Tac phong nhan vién chuyén nghiép va nhanh

chong

27

Nhan vién khong qua ban ron, van danh thoi gian

cham soc KH
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28

Nhan vién c6 kién thtc nghiép vu vé thé tin

dung.

Panh gia vé quy trinh

29

Quy trinh m¢ thé tin dung don gian, dé thuc hién

30

Thoi gian giao dich thuan tién

31

Quy trinh giai dap khiéu nai, thac mac cua KH

nhanh chéng, triét dé

32

Quy trinh thanh toan du ng thé tin dung don gian,

dé thuc hién

Panh gia vé co sé vat chat

33

Microsite Theé hitu ich, truc quan, dé sir dung, cap

nhat thong tin kip thoi

34

Khong gian tai CN/PGD rong réi, sach s&, day du

tién nghi

35

Cac biéu mau, to roi gidi thiéu dich vy thiét ké

hop Iy, d& doc, dé hiéu

36

Nhan vién duoc trang bi day du céc thiét bi va

dung cu lam viéc

37

Hé thdng nhan dién thuong hiéu cuaa MB Bank

(logo, bang hiéu,...) bat mat, d& nhan dién

38

Hé théng cong nghé caa MB Bank hién dai, dé sir

dung va lién tuc cap nhat
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Xin chéan thanh cam on Anh/ Chi da hoan thanh bang khao sat nay!

PHU LUC 2: KET QUA XU LY DU LIEU TREN PHAN MEM SPSS

Thong ké mo ta

1.Sdn pham
Item Statistics
Mean Std. Deviation N
SP1 3.22 0.576 260
SP2 3.28 0.682 260
SP3 3.20 0.513 260
SP4 3.02 0.582 260
SP5 3.33 0.583 260
2. Gia ca
Item Statistics
Mean Std. Deviation N
GC1 3.21 0.657 260
GC2 3.22 0,793 260
GC3 3.45 0.832 260
GC4 3.19 0.746 260
GC5 3.51 0.675 260
GC6 3.21 0.674 260
GC7 3.77 0.713 260
GC8 3.38 0.751 260
GC9 3.30 0.792 260
3. Phan phdi
Item Statistics
Mean Std. Deviation N
PPl 3.39 0.572 260
PP2 3.27 0.557 260
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RRS 3.36 0.547
PP4 3.24 0.533
RES 3.24 0.442

260
260
260

4. Truyén thong

[tem Statistics

Mean Std. Deviation
TT1 3.32 0.738 260
TT2 3.24 0.628 260
TT3 3.08 0.631 260
TT4 3.09 0.683 260
5. Nhan lyc

ltem Statistics

Mean Std. Deviation
NL1 3.89 0.813 260
NL2 3.80 0.876 260
NL3 4.32 0.692 260
NL4 4.34 0.726 260
NL5 4.03 0.847 260
6. Quy trinh

[tem Statistics

Mean Std. Deviation
QT1 3.89 0.716 260
QT2 3.84 0.738 260
QT3 3.67 0.725 260
QT4 3.73 0.713 260

7. Co sé vt chat

ltem Statistics

Mean Std. Deviation
CS1 4.02 0.758 260
CS2 3.74 0.837 260
CS3 4.03 0.629 260
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CS4 3.93 0.685 260
GS5 3.51 0.713 260
CS6 4.01 0.624 260
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