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TU KHOA

Chét leong dich vy;

Ngén hang Chinh sach X4 hoi;
Phuong tién hiru hinh;

Muc do déap ung;

Nang lyc phuc vu.

TOM TAT

Dé viéc huy dong tién gui tiét kiem tir cac té chuc, ca nhan chu dong hon v& ngudn vén dé
cho vay céc chuong trinh tin dung chinh sach, gép phan thuc hién tét cong tac giam nghéo,
bao dam an sinh x4 hoi tai dia phuong va tao théi quen tiét kiém tich lity cho ngudi dan. Vi
vay, muc tiéu caa nghién ctiu 1a nhim danh gia cac yéu té cdu thanh cia chét luong dich vu
huy dong tién giri tai Ngan hang Chinh sach x4 héi thi x4 Phi My tinh Ba Ria - Viing Tau. Tu
vin dé d6, nhom tac gia khao st 450 khéch hang ca nhan thdng qua bang cau hsi va thu vé
417 bang khao sét hop 18. K&t qua chay mé hinh hdi quy tuyén tinh bai cho thiy c6 05 yéu tb
tac dong dén chét luong dich vu huy dong vén tién giri ddi voi khach hang ca nhéan tai Ngan
hang Chinh sach xa hoi thi x4 Phi My tinh Ba Ria - Viing Tau, nim yéu t6 la: Muc do dap
img, phuong tién hitu hinh, sy ddng cam, ning luc phyc vu va do tin cdy. Trong ndm yeu t6
anh huéng dén chat Iuong dich vu huy dong vén tién gui, yéu té mic do dap ng €6 anh
huong 16n nhat va can duoc wu tién chii trong thuc hién truée. Diéu ndy cho thiy ring ca
ngudn vén huy dong va ngudn vén chung cia Ngan hang Chinh sach xa hoi s& gitp don vi
cha déng trong viée cho vay cc chuong trinh tin dung chinh sach, gitp nhidu ho nghéo vuot
qua khoé khan.
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ABSTRACT

Mobilize savings deposits from organizations and people to be more proactive in capital
sources for lending to policy credit initiatives, contributing to excellent poverty reduction
implementation, guaranteeing local social security approach, and instilling in them the value
of saving. Therefore, the study aims to assess determinants of the quality of deposit
mobilization services at the Bank for Social Policies in Phu My town, Ba Ria - Vung Tau
province. The authors used that problem to poll 450 individual consumers via questionnaires
and obtained 417 legitimate surveys. According to the results of the multiple linear regression
model, there are 05 factors influencing the quality of deposit mobilization services for
individual customers at the Bank for Social Policies in Phu My town, Ba Ria - Vung Tau
province. The five elements are as follows: responsiveness, tangibles, empathy, assurance, and
reliability. The level of responsiveness element has the most effect and should be targeted first
among the five criteria determining the quality of deposit mobilization services.
Consequently, mobilized cash, combined with the Bank for Social Policies' general capital,
will enable the unit to proactively lend capital to policy credit programs, assisting many
impoverished households in overcoming challenges.
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1. INTRODUCTION

The service quality of deposit mobilization plays a
crucial role in the Vietnam Bank for Social Policies
operations as it directly affects the bank's ability to attract
stable and sustainable capital sources. This, in turn,
supports credit programs aimed at poverty alleviation and
socio-economic development. Below are some aspects
that highlight the significance of this service quality: (1)
Enhancing capital mobilization capacity based on high
service quality helps build trust and credibility with
customers, encouraging individuals and organizations to
deposit funds in the bank. This ensures a stable source of
capital for implementing policy credit programs. (2)
Improving customer satisfaction and loyalty based on
good service creates a positive customer experience,
increasing their satisfaction. Satisfied customers are more
likely to return and use the bank's services repeatedly,
becoming loyal patrons and recommending the bank to
others [2, 8].

After more than 20 vyears of formation and
development, the Bank for Social Policies has promoted
its role as an economic leverage tool by connecting the
entire socio-political system to participate in preferential
credit deployment of the Government to help poor
households, near-poor households, and other policy
beneficiaries access policy credit capital to develop
production, create jobs, increase income, escape poverty,
and contribute to real estate development realizing the
goal of Rich people - strong country - democracy -
fairness — civilization [1].

Besides, the Bank for Social Policies capital comprises
many sources, including equity capital, mobilization
capital, borrowed capital, and additional sources.
Mobilized capital is a significant share of total firm
capital. To function as a financial intermediary and
professional monetary institution and to sustain
commercial initiatives, each Social Policy Bank must
mobilize funds. The mobilized capital dictates the bank's
payment capability and the extent of its lending,
investment, and guarantee operations. It also influences
the bank's competitiveness, standing, and reputation in the
market. Therefore, banks need to constantly improve the
quality of deposit mobilization services for individual
customers to serve customers better and make customers
feel satisfied when using our bank services. Based on the
awareness of the need to improve deposit mobilization for
individual customers and the above analytical issues, the
authors assess determinants of the quality of deposit
mobilization services at the Bank for Social Policies in
Phu My town, Ba Ria-Vung Tau province, and give
recommendations.

2. LITERATURE REVIEW AND RESEARCH
MODEL

2.1 Literature review

For banks, capital mobilization plays an important role.
If the mobilized capital source is increasingly expanding
and growing, the bank's deposit products and services
must attract and make a good impression on customers.
Customers are the ones who make the final judgment on
the quality of products and services provided [3, 5-7].
Especially for the banking industry in the current context,

when the product and service systems of construction
banks are relatively similar, banks must pay attention to
the quality of services and products. Many authors have
researched service quality measurement indicators, but
Parasuraman's service quality assessment model is the
most popular and best known. The quality of deposit
mobilization services for individual customers at the bank
is evaluated based on the following 5 indicators:

Tangibles: The concept of physical facilities in a bank's
context encompasses exterior and interior pictures,
including the technical infrastructure. This includes
tangible representations of staff, such as their attire and
looks, within the bank premises [3, 5-7].

Responsiveness: Expressed through the desire and
willingness of bank staff to promptly respond to customer
inquiries [3, 5-7].

Reliability: is understood as the bank performing
reliable and accurate transactions, always consulting
information to benefit customers and helping customers
avoid risks [3, 5-7].

Assurance: expressed through professional
qualifications and polite, professional, welcoming service
of employees towards customers, willingness to help
customers and meet customer requirements [3, 5-7].

Employees' empathy involves demonstrating concern
and providing attentive customer service, ensuring
customers receive the most kind treatment, and fostering a
warm welcome at all times and locations. The greater the
bank's concern for its customers, the more empathy it will
cultivate [3, 5-7].

The authors assessed service quality in the banking
sector using deposit mobilization and its drivers as
evidence from commercial banks in Ethiopia [1]. Deposit
mobilization is the most essential service and a component
of bank operations. The banks' primary mandate is to
mobilize funds through robust deposit collecting. Other
studies showed that determinants of bank deposits in
Ghana are related to interest rate liberalization. Each
independent variable is significant, and consequently, it is
proposed that the Bank of Ghana maintain the durability
of interest rate liberalization to give investors surplus
capital while lowering Ghana's inflation rate [2]. The
regression analysis results show that 05 factors affect the
quality of deposit mobilization services: Assurance,
reliability, responsiveness, empathy, and tangible. The
quality of deposit mobilization services at the Vietnam
Bank for Social Policies is essential for attracting funds
and serves as a foundation to support the bank's socio-
economic development goals. Therefore, continuous
improvement in service quality is a key strategy to help
the bank achieve its long-term objectives based on the
service quality model with five factors: assurance,
reliability, responsiveness, empathy, and tangible. Based
on the above studies, the author synthesizes the factors
with the highest frequency in the studies and serves as a
scientific basis to propose a research model.

The quality of deposit mobilization services reflects the
ability of a bank to attract and retain customer deposits
effectively [6]. It is crucial to ensure the bank's payment
capacity, expand its lending and investment activities, and
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maintain its market competitiveness, position, and
reputation. This study applied the key dimensions to
evaluate the quality of deposit mobilization services using
the SERVPERF model, which includes five dimensions:
(1) Reliability is the ability to provide accurate and
dependable services, adhere to commitments, ensure
security, and minimize customer risks. (2) Empathy
demonstrates care, thoughtfulness, and attention to
customer needs, making customers feel valued and
warmly welcomed. (3) Responsiveness is the willingness
and capacity to provide prompt and efficient services,
addressing customer inquiries and resolving complaints
effectively. (4) Assurance is the bank staff's
professionalism, courtesy, and trustworthiness in
communicating and delivering services. (5) Tangibles are
physical aspects such as the bank's infrastructure,
equipment, and staff appearance that influence the
customer's perception of service quality. This concept
provides a framework for understanding how banks can
optimize deposit mobilization efforts to enhance
operational efficiency and customer satisfaction.

2.2 Research model

In the contemporary landscape of intense competition,
the bank's continued survival is contingent upon the
pivotal role played by customers, incredibly individual
customers, because the individual customer market is
always a potential market that is very attractive to banks,
including the social policy bank. Therefore, the authors
propose a research model for factors influencing the
quality of deposit mobilization services at the Bank for
Social Policies in Phu My town, including the following
components:

Reliability reflects the ability to perform services
accurately and effectively right from the first transaction,
ensuring stability, property safety, life, and information
security for customers, following commitments with the
principle of respecting customers, and keeping promises
to customers. Reflects the ability to provide services by
obligations in terms of quantity, time, and interest rate
stability; Ensures information security and minimizes
risks for customers according to responsibilities and
principles of respect for customers. Demonstrate the
ability to implement service programs the bank has
committed to customers on time and within deadlines.
Banking can create customer trust, help customers feel
secure using services, and build confidence in the bank.
From there, they choose a bank to perform transactions.
This requires consistency in service delivery to keep
customer promises. The authors based their research on
the SERVPERF dimension of reliability, which
emphasizes the ability to deliver quality deposit
mobilization services at the Bank for Social Policies [6].
Reliability refers to performing service consistently and
on time the first time, and H1 proposed.

H1: Reliability influencing deposit mobilization
services' quality at the Bank for Social Policies.

Empathy shows care, thoughtfulness, sharing, and
attention to customers. Any retail bank that takes care of
customers thoughtfully, modernly, and attentively serves
anytime, anywhere, making customers feel that they are

always welcomed and resolved quickly. The empathy
element involves giving sympathetic attention to each
individual customer. The authors based their research on
the SERVPERF dimension of empathy, emphasizing the
ability to deliver quality deposit mobilization services at
the Bank for Social Policies [6]. This is demonstrated by
the fact that the bank cares about customers, and each
bank employee cares about each customer's needs and
interests, offering programs that suit the customer's wishes
and H2 proposed.

H2: Empathy influencing the quality of deposit
mobilization services at the Bank for Social Policies.

Responsiveness is the level of response reflected in
professional and technical capacity, customer consulting
capacity, the style and attitude of the transaction staff, and
the ability to inspire trust and confidence in customers.
Responsiveness represents providing services quickly;
Credit applications are processed quickly and securely.
Willingness to help customers meet their needs and
satisfactorily resolve customer questions and complaints.
Responsiveness is also understood as the ability to serve
customers. The authors based their research on the
SERVPERF dimension of responsiveness, emphasizing
the ability to deliver quality deposit mobilization services
at the Bank for Social Policies [6] and H3 proposed.

H3: Responsiveness influencing the quality of deposit
mobilization services at the Bank for Social Policies.

Assurance, in addition to the characteristics of products
and services such as interest rates, services, etc., the
communication ability of bank staff is also a factor that
can affect customers' choices. Customers will feel
comfortable and happy when bank employees
communicate with friendliness and respect. On the other
hand, employees with good consulting skills will provide
information about banking products/services to customers
in a completely accurate and easy-to-understand manner,
creating trust for customers. Assurance is expressed
through professional qualifications to perform services.
The authors based their research on the SERVPERF
dimension of assurance, emphasizing the ability to deliver
quality deposit mobilization services at the Bank for
Social Policies [6].

H4: Assurance influencing the quality of deposit
mobilization services at the Bank for Social Policies.

Tangibles are clear, visible images. In this study, it is a
convenient transaction location, has a modern level of
facilities, and has a reasonable layout design of
equipment, including the uniform of service staff. The
extensive transaction network will bring customers many
comforts and conveniences in transactions. In addition, the
development of information technology applications in the
banking sector has also created many new ways to help
customers access and use banking services quickly and
accurately. Accurate and convenient. The authors based
their research on the SERVPERF dimension of tangibles,
emphasizing the ability to deliver quality deposit
mobilization services at the Bank for Social Policies [6]
and hypothesis H5 proposed.

JSLHU, Issue 21, March 2025




Phan Thanh Tam, Nguyen Van Trung, Nguyen Thi Kim Ngan, Vo Duy Thanh, Tran Thi My Hang

H5: Tangibles influencing the quality of deposit
mobilization services at the Bank for Social Policies.

Based on the studies above and is shown in the
proposed research model as follows.

Relinblity Demographic information:

+HI

Gender, income and age

Empathy

Responsivensss +H3
THE QUALITY OF
DEPOSTT
. MOBILIZATION
+H4 e SERVICES
Assurance =

+HS

Tangibles

(Source: compiled by the authors)

Figure 1. Research model for assessing determinants of the
quality of deposit mobilization services at the Bank for Social
Policies

3. RESEARCH METHODS
3.1 Qualitative research

Following the research objectives of the topic, the
article uses the following main research methods:

Qualitative research methods: using methods of general
analysis, descriptive statistics, comparison, and contrast.
The open way is conducted through qualitative research,
directly interviewing 5 managers. This study is used to
adjust and supplement the scale accordingly. A
questionnaire will be synthesized and built to serve the
quantitative research part [4]. Consulted with 5 managers
in the banking sector, specifically the deputy head of
department at the Bank for Social Policies in Phu My
town, Ba Ria - Vung Tau province. Based on 5 managers'
opinions about capital mobilization services, the author
has accurately determined the information that needs to be
collected from the comments to form a questionnaire [4].

3.2 Quantitative research

A sample size of 5 observations for one variable
indicates the research sample. The project's research
model has 5 independent factors, 1 dependent variable,
and 23 observed variables. Therefore, the minimum
number of surveys needed must be at least 5 times greater,
equivalent to 115. Besides, the authors also used
regression analysis, and the sample size had to fulfill the
condition: n > m*8 + 50, given that this study incorporates
five independent variables n = 90 [11]. The survey
sampling method applied is a non-probability, convenient
method. The survey period is 01 month, from August to
September 2023, with a sample size of 450 customers [4].

Quantitative research method: Detailed questionnaires
were included in the survey through direct interviews with
individual customers who made transactions at the counter
and sent emails to customers who made transactions at the
bank to collect data. Applied quantitative analysis
methods include Cronbach's Alpha reliability coefficient
method, EFA exploratory factor analysis, multiple linear

regression analysis, and specialized software Excel and
SPSS 20.0. Check the scale's reliability by testing
appropriate tools for each observed variable in each factor.
Use descriptive statistics to analyze and visually comment
on observed variables to evaluate the level of observed
variables. Regression analysis to determine the influence
of each factor on the quality of deposit mobilization
services for individual customers at the Bank for Social
Policies in Phu My town, Ba Ria - Vung Tau province [4].

4. RESEARCH RESULTS

450 consumers were surveyed; however, only 417 valid
votes were processed, representing 417 customers, due to
the absence of 33 invalid data entries. Demographic
findings indicate that out of 417 valid votes, 184
consumers were male, representing 44,1%, while females
constituted 55,9%. Female depositors constitute a more
significant percentage. (2) Income: Customers with a
monthly income below 5 million VND constitute 4,6%,
corresponding to 19 individuals; this percentage is the
lowest. Subsequently, clients with a monthly income
ranging from 10 million VND to less than 15 million
VND constitute the largest segment, at 39,8%, or 166
individuals. This represents the most significant rate in a
survey sample of 450 individuals, with 417 providing
valid responses. The rationale is evident: individuals with
higher incomes will have more opportunities to deposit
funds in banks. The data indicates that 7,0% of clients are
aged 18 to under 25. Customers aged 25 to 34 comprise
25,7%, totaling 107 individuals, while those aged 35 to 44
represent the largest segment at 50,6%, amounting to 211
individuals. It elucidated that depositors within this
demographic possess substantial and stable earnings,
enabling significant bank deposits for many objectives,
including transactions, payments, and savings.

Table 1. Testing Cronbach's Alpha for factors

Initial  Number of

No. Variables variable remaining Cronbach’s
- Alpha
number variables
1 Reliability 5 5 0,884
2 Empathy 4 4 0,908
3 Responsiveness 4 4 0,932
4 Assurance 3 3 0,878
5 Tangibles 4 4 0,906
The quality of
g deposit 3 3 0,673
mobilization
services

(Source: results from SPSS 20.0)

Table 1 indicates that the quality of deposit
mobilization services has a Cronbach's Alpha coefficient
of 0,673, with all observed variables exceeding 0,6. The
outcome mentioned above is outstanding; therefore, we
accept it. The authors retained all variables in the quality
of deposit mobilization services due to the scale
coefficient exceeding the permissible threshold.
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Cronbach's Alpha reliability coefficient is a statistical
measure of the intercorrelation among items within a
scale. Variables exhibiting a variable-total correlation
coefficient over 0,3, alongside a Cronbach's Alpha
reliability coefficient of 0,6 or greater, indicate that the
scale is robust. The KMO coefficient is 0,787, eigenvalues
= 1,548 > 1, and the overall variance retrieved is 77,943,
confirming that the variance is acceptable. This signifies
that the five factors elucidated 77,943% of the variation in
the observed variables. There were 20 observed variables
in the independent component and 3 in the dependent
variable. The results indicate that the data is suitable for
inclusion in the multiple linear regression model analysis.

Table 2 presents the multiple linear regression analysis
results, which evaluate the influence of independent
variables on the dependent variable - the quality of deposit
mobilization services at the Bank for Social Policies in
Phu My Town, Ba Ria - Vung Tau Province. Moreover,
Table 2 underscores the multifaceted nature of deposit
mobilization service quality. While all factors contribute
significantly, the results suggest that responsiveness and
tangibles should be prioritized to maximize improvements
in customer satisfaction. The results in Table 2 provide a
robust basis for strategic interventions to enhance the
effectiveness and competitiveness of deposit mobilization
services.

Table 2. Testing of the linear regression model

Unstandardize Standardize

S d
Cctors d Coefficients Coefficients Sg. VIF
Esl'trCidr Beta
© 0,996 0,107 0,000
Reliability 0,041 0,019 0,067 0,035 1,015

Responsivene

ss 0,276 0,019 0,448 0,000 1,012

Tangibles 0,133 0,014 0,312 0,000 1,104
Empathy 0,202 0,017 0,399 0,000 1,100
Assurance 0,073 0,015 0,168 0,000 1,174
. Std. Durbin
RS R Adjusted  orror of -

quare -
(R?) R2 Est:amat Wz:]tso

Model

0,773 0,598 0,593 0,334 1,778

(Source: results from SPSS 20.0)

Table 2 shows that the multiple linear regression
results show that the standardized beta coefficients
positively impact the quality of personal deposit
mobilization services at the Bank for Social Policies in
Phu My town, Ba Ria - Vung Tau province. However, the

standardized beta coefficient reflects the priority level
when implementing policy implications. The highest to
lowest standardized beta coefficients are responsiveness
(0.448), tangibles (0.399), empathy (0.312), assurance
(0.168), and reliability (0.067). The results show that all
regression coefficients are less than 0.05. Therefore, we
can say that all independent variables impact the
dependent variable, so hypotheses H1 to H5 are accepted.
At the same time, all regression coefficients are positive,
which means that all of these factors are significant in the
model and impact the quality of deposit mobilization
services for individual customers in the same direction.

Table 2 indicates that the variance inflation factor
(VIF) is below 2,0. VIF denotes the variance inflation
factor. A VIF score greater than 2 indicates the presence
of multicollinearity. The findings in Table 2 indicate no
association among the independent variables in the
equation. This suggests the absence of multicollinearity,
as the VIF values are below 2,0.

In today's competitive environment, customers are the
decisive factor in the existence of a bank. They are
incredibly individual customers because the individual
customer market is always a potential market that is very
attractive to banks, including social policy banks.
Researching the quality of deposit mobilization services
for capital mobilization services is a significant job and
has built an assessment model on which to base policy
implications. The results of multiple linear regression
analysis show 5 factors affecting the quality of personal
deposit mobilization services at the Bank for Social
Policies in Phu My town, Ba Ria - Vung Tau province,
with a significance level of 5%. Based on the results of the
analysis, the authors comment on and propose
management implications below.

The authors compared this study and other studies
outlined the following: (1) Commonality of factors based
on identifying Reliability, Responsiveness, Tangibles,
Empathy, and Assurance as key factors affecting deposit
mobilization services. These align closely with other
studies, such as Parasuraman et al.'s SERVPERF model
[6], which also emphasizes these dimensions. Besides,
studies on deposit mobilization in Ethiopia and Ghana
also  highlight similar  dimensions, emphasizing
responsiveness and tangible elements [2]. This alignment
shows a consensus in the literature regarding these factors'
relevance across different banking contexts. (2) Factor
prioritization baes on responsiveness has the highest
impact, followed by tangibles and empathy. In this study
on deposit mobilization in Ethiopia, Reliability and
Assurance were more prominent, showcasing contextual
differences in factor importance [8, 9, 10]. (3) Contextual
differences based on focusing on the Bank for Social
Policies in Phu My town, Ba Ria-Vung Tau province,
serve a socio-political role targeting policy beneficiaries,
emphasizing responsiveness to customer needs and
empathy. Other studies, such as those in Ethiopia and
Ghana, operate in commercial banking settings, where
economic factors like interest rate policies are often
emphasized [2, 8]. (3) Research methodology is based on
qualitative and quantitative methods, including Cronbach's
Alpha and regression analysis. This is consistent with
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methodologies in other referenced studies, like those in
Ethiopia and Ghana, which used regression models to
determine factor impacts [6, 10]. (4) The significance and
contributions of the study, particularly on tangibles and
responsiveness, emphasize the importance of physical
infrastructure and prompt service, resonating with global
banking literature but tailored to the specific needs of
policy banks in Vietnam. This study's implications for
non-profit banking operations and social objectives are
distinct from profit-oriented studies in other banks.

Applying a multiple linear regression model identified
five factors as statistically significant contributors to the
quality of deposit mobilization services. These are
prioritized based on their standardized beta coefficients
based on the responsiveness (B = 0,448) to have the most
substantial impact on service quality. Besides, it reflects
the importance of addressing customer inquiries promptly,
processing transactions efficiently, and maintaining
operational agility. Indicates that timely and proactive
engagement with customers enhances their satisfaction
levels. This finding emphasizes the multifaceted nature of
deposit mobilization service quality and provides a
foundation for targeted strategies to improve customer
satisfaction and loyalty.

5. CONCLUSIONS AND MANAGERIAL
RECOMMENDATIONS

5.1 Conclusions

The research sample included 417 surveys obtained
after eliminating invalid questionnaires. The author
entered data and processed it using SPSS 20.0 software.
First, the data has been screened, cleaned, and encrypted
before processing and producing results. Firstly, the
sample description helped us have an overview of the
research sample by gender, age, income, and other
evaluation criteria. Second, determining Cronbach's Alpha
coefficient and factor analysis has helped in not
eliminating observed variables. All variables have high
reliability before being included in factor analysis,
regression, and correlation. Third, the EFA factor analysis
has reduced the 20 observed variables into 05-factor
groups, representing the assessment of factors affecting
the quality of deposit mobilization services for individual
customers in Vietnam. Bank for Social Policies, Phu My
town, Ba Ria - Vung Tau province. Finally, the regression
analysis results show that the regression model fits the
data set up to 59.3%, or the independent variables in the
model explain 59.3% of the variation in deposit
mobilization service quality. Five hypotheses are
accepted. Five factors affect deposit mobilization services'
quality at the Bank for Social Policies in Phu My town, Ba
Ria - Vung Tau province. Five priority factors for
implementing implications policies are responsiveness,
tangibles, empathy, assurance, and reliability.

5.2 Managerial recommendations

Based on the findings from the study, the following
managerial recommendations are proposed to improve the
quality of deposit mobilization services at the Bank for
Social Policies in Phu My Town, Ba Ria-Vung Tau
Province. By focusing on these recommendations, the
Bank for Social Policies can enhance customer
satisfaction, foster loyalty, and strengthen its position in

the  competitive banking landscape. Prioritizing
responsiveness and tangibles while addressing empathy,
assurance, and reliability will yield the most significant
improvements in deposit mobilization services.

First, prioritize responsiveness (B = 0,448) based on
streamlining transaction processes by implementing
advanced technologies such as automated workflows and
digital banking platforms to reduce waiting times and
processing delays. Moreover, the bank must execute these
policies by improving service swiftly to fulfill client
requirements and product diversity. Banking services and
easy procedures. The Bank for Social Policies gives
disadvantaged and other policy recipients preferential
loans. Bank operations are non-profit, and the State
guarantees its solvency. The Party and State use other
bank payables as an economic leverage tool to help poor
households,  near-poor  households, and policy
beneficiaries access preferential credit capital to develop
production, create jobs, and improve quality of life,
income, living conditions, escaping poverty, and
economic development. Continue supporting the loan
program to build, sustain, and expand jobs, suggest using
the National Employment Fund to generate capital, and
approve raising government interest rates. The loan
program supports job creation, job retention, and
expansion. Banks must further research savings deposits
made at commune transaction points on fixed transaction
days of the month. The deposit level is agreed upon by
savings and loan group members. Savings deposits
motivate group members to save to pay off principal and
interest. Savings procedures are simple. Depositors can
withdraw directly at the transaction point or the
transaction office headquarters.

Second, invest in tangibles (B = 0,399) based on
modernized infrastructure by upgrading banking facilities
with state-of-the-art equipment, ergonomic designs, and
comfortable spaces to improve the overall customer
experience. Expand digital transformation by enhancing
mobile banking applications and online platforms,
ensuring user-friendly interfaces and secure transactions.
Moreover, the bank needs to implement the following
policies based on investing in more modern equipment for
Social Policies, building a widespread transaction
network, and bank locations in convenient locations and
transaction locations near home/workplace and the bank
has a modern website and convenient online services. It is
critical to continue proactively understanding the practical
needs of people, businesses, and credit institutions to
develop legal documents that are appropriate for the
reality and context of digital transformation, to facilitate
technology applications in enhancing and deploying
digital  transformation = comprehensively,  ensuring
efficiency and not wasting resources; has focus and focus;
Avoid the situation where hundreds of flowers bloom;
clearly delineate technology applications and financial
intermediaries, avoiding the situation where technology
businesses encroach on financial intermediation activities.

Third, cultivate empathy (B = 0,312) based on
personalized customer care by training staff to anticipate
and understand customer needs and providing customized
advice and solutions to improve satisfaction and loyalty.
Build long-term relationships by initiating loyalty
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programs, such as bonuses for frequent transactions or
higher interest rates for long-term deposits. Moreover, the
bank needs to implement the following policies by having
programs that pay more attention to customers, such as
programs that show interest in customers' appropriate
promotional programs. Following consumers' preferences,
each bank employee demonstrates compassion for clients
and always brings advantages as a buddy. Furthermore, it
enhances propaganda about the benefits of digital
transformation in the banking industry, assisting
individuals and companies in understanding its advantages
and effectiveness. Digital transformation is only fully
effective when every individual and business understands,
actively participates in, and enjoys the benefits of digital
transformation. Banks must prioritize training and
enhancing the quality of human resources, particularly
technical human resources, as well as strengthening
discipline and professional ethics to optimize the capacity
and intelligence of banking sector employees to better
serve people and enterprises.

Fourth, strengthen assurance (B = 0,168) based on
professional development by conducting regular training
programs to enhance staff skills in financial advising,
customer service, and crisis management. Improve
communication skills by equipping employees to clearly
and courteously explain banking products, policies, and
procedures to customers. Moreover, the bank needs to
implement the following: paying attention to transaction
waiting time, processing documents quickly, and making
customers feel safe. Social Policy Bank. Improving
financial capacity to ensure stable and sustainable
development of the Bank; Focus on developing human
resources towards high quality to meet task requirements;
enhance capacity to manage and handle risky debt;
promote the application of information technology to meet
the bank's development requirements; Strengthen and
improve the effectiveness of the bank's international
cooperation and communication activities; Continue to
review and simplify work handling procedures. Banks
need to focus on building a team of dedicated, enthusiastic
staff who master professional expertise, have enough
knowledge, and always have a ready attitude to serve
customers.

Finally, enhance reliability (B = 0,067) based on
adherence to Commitments by ensuring all services are
delivered as promised, maintaining consistency in interest
rates, transaction times, and service quality. Implement
quality control systems by establishing regular audits and
monitoring to ensure the accuracy and timeliness of
transactions. Moreover, the bank must implement the
following: providing services as committed, performing
transactions on time, executing transactions accurately
without errors, enthusiastically helping customers, and
keeping customer information confidential. In addition, it
is necessary to train competent, professionally qualified
staff with political courage, good professional skills,
professional ethics, good health, and adequate skills to
meet development and social requirements applying
science and technology, information technology, being
ready to meet task requirements, having a sense of
discipline, working skills, life skills, communication,
behavior, and a culture of dedication, dedicated, serving

the poor and other policy beneficiaries well with the motto
of understanding people’'s hearts and serving
wholeheartedly. To improve trust, banks must secure
customer information and transactions and update and
process customer transactions quickly.

Limitations of the study and future research
recommendations: The paper has presented concepts and
factors affecting the quality of deposit mobilization
services. However, the article has not yet fully generalized
and updated the latest relevant concepts due to limitations
when searching for sources related to the topic. Besides,
the number of samples, sampling scope, and sampling
methods also have many limitations. Some other
important factors that can affect the quality of deposit
mobilization services have not been mentioned in the
study. Therefore, this topic needs to be further researched
in the future. (1) The following research needs to expand
the sample size, scope, and other research methods. The
paper has a more extensive research sample size and
investigates more corporate customers. However, future
studies can spatially expand the sample size to enable
broader research in other provinces and regions. (2)
Continuing to expand the research content, many other
factors still strongly impact the quality of deposit
mobilization services, such as interest rate policies,
advertising, credit policies, procedures, etc., continue to
mobilize capital, brand, and technology.
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