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LOI CAM DOAN

T6i xin cam doan dé tai: “Pdnh gid sw hai 10ng cia khach hang vé
chdt lwong dich vu ciia Ngan hang TMCP Vigt Nam thinh virong - Chi
nhdnh Thdi Nguyén” 1a cong trinh nghién ctu cua riéng toi.

Cac sb liéu dugc sir dung trong luan van hoan toan trung thuc, chinh

X4c va co ngudn géc rd rang.

Thai Nguyén, thang 01 nam 2015

Tac gia luan vin

Nguyén Thanh Mai
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LOI CAM ON

Qua luan van nay, téi xin gui loi cam on chan thanh toi gido vién
huéng dan — TS Nguyén Huy Hoang da tan tinh giup d& toi timg budc hoan
thanh luan van nay. Ti ciing xin gii 10i cam on céac thay co gido truong Dai
hoc Kinh té va Quan tri Kinh doanh Thai Nguyén, nhimg nguoi da cung cap
cho tdi nhitng nén tang quy bau trong sudt hai nim hoc vira qua. Bong thoi,
toi xin cam on Ngan hang TMCP Viét Nam Thinh Vuong - Chi nhanh Thai
Nguyén da cung cap tai lidu can thiét va nhitng c& nhan, t6 chic da hop tac dé
gilip ti hoan thanh bai luan van nay.

Do khuén kho thoi gian nghién ciu ¢ han va trinh do cta ngudi viét
con han ché, luan van chac chan s& khong tranh khoi nhitng khiém khuyét. Vi
vay, t6i rat mong nhan dugc danh gia, déng gop quy bau tir cac thay co dé bai
luan van duoc hoan thién hon.

Toi xin chan thanh cam on!

Théi Nguyén, thang 01 nam 2015

Tac gia luan vin

Nguyén Thanh Mai
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DANH MUC CAC KY HIEU, CHU VIET TAT

1. Danh muc viét tat tiéng Anh

Agribank Vietnam Bank for Agriculture | Ngan hang néng nghiép va
and Rural Development phat trién ndng thdn Viét Nam

AMA American Markting Association | Hiép hoi Marketing My

ASQ Hiép hoi Chat luong Hoa Ky

ATM Automactic teller machine May rut tién tu dong

BIDV Bank for Investment and | Ngan hang TMCP Pau tu va
Development of Vietnam Phat trién Viét Nam

CIC Credit Information Center Trung tdm théng tin tin dung

EFA Exploratory Factor Analysis Phan tich nhan to kham pha

FSQ Functional Service Quality Chat luong chtc ning

FTSQ

L/C Letter of credit Thu tin dung chang tir

LienVietPostBank | LienViet Post Joint Stock | Ngan hang thwong mai co
Commercial Bank phan Buu dién Lién Viét

Oceanbank Ocean  Commercial  Joint | Ngan hang TMCP Dai Duong
Stock Bank

POS Point of sales Diém ban hang

PR Public relation Quan hé cong ching

SHB Saigon Hanoi Commercial | Ngan hang TMCP Sai Gon -
Joint Stock Bank Ha Noi

SMS Sort Message Service Dich vu tin nhan ngan

TSQ Technical Service Quality Chat lugng k¥ thuat

TTR Telegraphic transfrer Chuyeén tién bang dién

VAMC Vietnam Asset Management | Cong ty Quan ly tai san

Company

Vietcombank

Joint Stock Commercial Bank
for Foreign Trade of Vietnam

Ngan hang TMCP Ngoai
thuong Viét Nam

Vietinbank Vietnam Joint Stock | Ngan hang TMCP Céng
Commercial Bank for Industry | thwong Viét Nam
and Trade

VPBank Saigon Hanoi Commercial | Ngan hang TMCP Viét Nam

Joint Stock Bank

Thinh Vuong
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vii

2. Danh muc viét tit tiéng Viét

CBNV Can bo nhan vién
DMDV Danh muc dich vu

DN Doanh nghiép

GTTB Gia tri trung binh
HADN Hinh anh doanh nghiép
KC Khoang céch

NH Ngéan hang

NHNN Ngén hang nha nudc
NHTM Ngan hang thuong mai
PCPV Phong cach phuc vu
SHH Su htru hinh

SHL Su hai long

STN Su tin nhiém

STT Su thuan tién

TCTD Té chuc tin dung
TCTG Tinh canh tranh vé gia
TMCP Thuong mai ¢6 phan
TP HCM Thanh phd

TXKH Tiép xtc khach hang
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