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TOMTAT:

Bai viét nghién citu tdc dong clia cdc nhan t6 dé€n quyét dinh lva chon st dung dich vu ngan
hang tryc tuyén (NHTT) clia khach hang cd nhan tai Viét Nam. K&t qua nghién cifu chi ra ring, nd
luc ky vong (EE), hi€u qué ky vong (PE), hinh 4nh thuong hiéu (BIm) va dnh hudng xa hoi (SI) c6
4nh hudng tich cuc d&€n y dinh hanh vi lya chon dich vu NHTT, trong khi d6 rdi ro cAm nhan (PR)
va chi phi cdm nhan (PC) c6 tdc dong tiéu cuc. POng thdi, trdi nghiém khach hang déu c6 dnh
huéng tich cuc d&€n y dinh hanh vi va quyét dinh lua chon dich vu NHTT. Cudi cling, quyét dinh Iva
chon dich vu NHTT ctia khach hang chiu tic dong tich cuc cta quyét dinh hanh vi lya chon. Qua
d6, nhém tdc gid dwa ra mot s6 ham ¥ chinh sich cho cdic NHTM Viét Nam trong viéc thiic ddy dich

vu NHTT ctia khach hang ca nhan.

T khéa: trdi nghiém khach hang, hanh vi lya chon, ngan hang truc tuy€n, ngan hang thuong

mai, khach hang c4 nhan, m6 hinh SEM.

1. Dit van dé

Cho dé&n nay, da c6 kha nhiéu nghién cifu phan
tich cdc nhan t8 tdc dong d€n y dinh hanh vi va
quyét dinh lya chon dich vu NHTT cda khédch
hang. Pa s6 cdc nghién cttu chli y€u sit dung md
hinh 1y thuyé&t hanh dong hgp ly (Theory of
Reasoned Action - TRA), 1y thuyé&t vé hanh vi du
dinh (Theory of Planned Behavior - TPB) va ly
thuyét chap nhidn cong nghé (Technology
Acceptance Model - TAM). Vi du, Alkailani
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(2016) da md rong mod hinh TAM dé nghién citu
cdc y&u td dnh hudng dén viéc 4p dung NHTT
ctia 500 sinh vién tot nghiép tai 4 trudng dai hoc
& Jordan.

Hay nghién cttu cla Patel & Patel (2018) da su
dung md hinh TAM va dang md rong cda né dé
phan tich cdc y&u t6 4nh hudng dén viéc 4p dung
NHTT tai Gujarat. Tuy nhién, cdc 1y thuy€t & trén
chua that sy bao quit hét ndi dung, Venkatesh et
al. (2012) da dé xuit md hinh thdng nhit vé sy
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chap nhan va st dung cong nghé (Unified Theory
of Acceptance And Use of Technology - UTAUT)
mdt cdch day dd hon. Nhiéu nghién citu di van
dung UTAUT dé xem xét viéc 4p dung va st dung
cong nghé bdi tinh khdi quat cao ctia né (Abrahido
et al., 2016). Tuy vay, UTAUT vin chua thé bao
quat cdc y€u t6 4nh hudng dé€n viéc chap nhan va
str dung cong nghé.

Vi viy, bai nghién ctu dng dung UTAUT?2 -
mo hinh md rong cia UTAUT dé phan tich cdc
y&u t6 tdc dong dé&n viéc chdp nhan va st dung
dich vu NHTT nhim 14p ddy 16 hdng nghién citu
trudc d6 va bd sung biing ching thuc nghiém lién
quan. Bén canh dé, nghién cifu ciing tim thd'y mot
16 héng cia cdc nghién cifu trude can duge quan
tam, d6 1a: cho d&€n nay van chua c6 nghién citu
niao xem xét tic dong ddng thdi clia trdi nghiém
khach hang dén viéc chdp nhan va st dung dich
vu NHTT. Do d6, bai viét nghién citu tdc dong
ddng thdi clia trdi nghiém khach hang dén viéc
chap nhan va st dung dich vu NHTT ctia khdch
hang c4 nhan tai Viét Nam. K&t qua
nghién cdu s€ giip cic NHTM Viét

tiéu cyc d&€n y dinh hanh vi Iva chon dich vu NHTT
ctia khach hang cd nhin tai cic NHTM Viét Nam.

Gi4 thuy&t H6: Anh hudng xa hoi c6 tdc dong
tich cyc dén y dinh hanh vi lya chon dich va NHTT
ctia khach hang cd nhin tai cic NHTM Viét Nam.

Gia thuyét H7: Piéu kién thuin 1i c¢6 tic dong
tich cuc dén y dinh hanh vi lya chon dich va NHTT
ctia khach hang cd nhin tai cic NHTM Viét Nam.

Gia thuyé&t HS: Y dinh hanh vi lva chon ¢é tac
dong tich cuc d&én quyét dinh lya chon dich vu
NHTT ctia khdach hang cd nhan tai cic NHTM
Viét Nam.

Gid thuy€&t H9: Trdi nghiém khach hang c6 tdc
dong tich cyc d&€n y dinh hanh vi Iva chon dich vu
NHTT ctia khdach hang cd nhan tai cic NHTM
Viét Nam.

Gi4 thuy€t H10: Trdi nghiém khdch hang c6
tdc dong tich cuc d&€n quyét dinh lya chon dich vu
NHTT ctia khdach hang cd nhan tai cic NHTM
Viét Nam.

Va mo hinh nghién citu d& xui't nhu Hinh 1.

Hinh 1: Mé hinh nghién ciu dé xuét

Nam c6 cd sd thic ddy dich vu NHTT [ N8 Ipc kyj vong
cho khach hang cd nhan trong tudng lai. —
2. Mo hinh va gia thuy&t nghién ciu | HEwgu il ovons H2+

Trén cd sG luge khdo cdc nghién ciu

‘ H3+
| Hinh anh thvong hiéu I_h’

A ~ AL P g P .
lién quan, ching toi phat tri€n cdc gia

thuyé&t nghién cttu vé cdc nhan to tic

| Rui ro cam nhan

dodng dén y dinh hanh vi lya chon dich vu

NHTT nhu sau: Chi phi cam nhén

dong tich cuc d&€n y dinh hanh vi lyra chon

Gi4 thuy€&t H1: NO Iuc ky vong c6 téc [ Auh hsong i boi

Diéu kién thuan loi

dich vu NHTT cua khdch hang cd nhan
taicac NHTM Viét Nam.

Gia thuyé&t H2: Hiéu qua ky vong c6
tdc dong tich cuc d€n y dinh hanh vi lya
chon dich vu NHTT ctia khdach hang ca
nhantaicic NHTM Viét Nam.

Gid thuy€t H3: Hinh 4nh thuong hiéu c6 tdc
dong tich cuc d&€n y dinh hanh vi lya chon dich vu
NHTT cta khdach hang ¢4 nhan tai cic NHTM
Viét Nam.

Gi4 thuy&t H4: Rii ro cdm nhan ¢6 tdc dong tiéu
cyc dén y dinh hanh vi lya chon dich vu NHTT clia
khich hang ¢4 nhin tai cic NHTM Viét Nam.

Gi4 thuy€&t H5: Chi phi cdm nhan c6 tic dong

Nguoén: Bé xudt ciia nhém tdc gid.

3. Phuong phap nghién citu

Mau va di liéu nghién citu: Nghién cttu dugc
ti€n hanh v6i miu gém 417 ngudi diung di va
dang st dung dich vu NHTT ctia cic NHTM & TP.
Ho Chi Minh, P4 Ning va Ha Noi. Tai mdi tinh,
thanh, nhém nghién citu ti€n hanh phdng van 139
ngudi dung da va dang st dung dich vu NHTT tai
cdc NHTM. Do viéc 14y miu dugc thuc hién &
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nhiéu dia ban nén nhém nghién cttu khdo sit
ngudi diung theo phuong phdp chon miu thuin
tién. Cu thé, nhém nghién cttu di phat ra 450
badng khdo sét, s6 bdng khdo st thu vé 1a 432. Sau
d6, ching toi da loai bé 15 bang thi€u cau trd 15i.
Do d6, ¢ miu dugc st dung trong nghién cifu ndy
dua trén 417 bang khio sat dudc trd 15i ddy di cdc
cAu héi yéu cau.

Phutiong phdp nghién citu: Bai viét nay c6 su két
hgp gitta phudng phdp nghién ctu dinh tinh va
nghién cttu dinh lugng. Phuong phap nghién citu
dinh tinh duing d€ xay dung thang do c4c khai niém
trong mo hinh nghién cttu. Phuong phap nghién cttu
dinh lugng dugc st dung d€ xem xét cic yéu to anh
huéng va mifc dd 4nh hudng clia cdc y&u to nay dén
y dinh hanh vi lya chon va quyé&t dinh Iwa chon sit
dung dich vu NHTT ctia khach hang ca nhén tai
Viét Nam va dua ra két luan vé céc gid thuyét
nghién citu dé xuét. Céc phan tich dinh lugng dudc
st dung trong nghién cttu: BPanh gid do tin ciy cla
céc thang do qua hé s6 Cronbachs Alpha; Phan tich
nhin t6 kham ph4 (EFA); Phan tich md hinh cau
tric tuyé&n tinh (SEM).

4. K&t qua nghién citu

4.1. Dy tin cdy Cronbach’s Alpha va phdn tich
nhén t6'khdam phd EFA

K&t qua ki€ém dinh d6 tin cay cho thiy cic thang
do déu ddm bao do tin cAy do cdc hé sd Cronbach’s
Alpha déu 16n hon 0.7. Pdng thdi, cic hé s6 tuong
quan bi€n tdng clia cic bi€n quan st trong thang do
(Item-rest correlation) > 0.4. Do d6, tit ci c4c bién
quan sit déu dugc chAp nhan va s& dudc ding trong
cic phan tich ti€p theo, ngoai trir hai bi€n quan sit
SI1 va DTCI, do hé s§ Cronbach’s Alpha néu loai
bi€n 16n hon hé s6 Cronbach’s Alpha clia thang do
(Hair et al., 2009).

Sau khi danh gid dd tin cay Cronbach’s Alpha,
nghién cttu ti€p tuc phan tich nhan t6 khdm ph4
(EFA) ddi véi cac thang do. K&t qud cho thiy, hé s6
KMO = 0.804 > 0.5 va gid tri Chi-Square ctia ki€m
dinh Barletts = 7097.762 v6i mitc y nghia = 0.000 <
0.05, ¢6 nghia la cac bi€n quan st c6 tuong quan
tuy€&n tinh v6i nhau trong tdng thé va thda diéu kién
phan tich nhan & kham ph4. Bén canh d6, hé s
Eigenvalue c6 gid tri = 1.395 > 1 v&i phuong sai tich
lily 12 68.9% > 50% (thdéa man di€u kién phan tich
nhan t6 kham pha).
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4.2. Két qud véc lupng mé hinh SEM

Béng 1 md t& két qua udc lugng mod hinh SEM,
Chi-square/df c6 gia tri = 2.541 < 3 va p-value =
0.000 < 0.5, dat ngudng chap nhan theo khuyén
nghi ctia Hu & Bentler (1999). Chi s6 GFI c6 gi4 tri
1a 0.831 > ngudng 0.8 (Baumgartner & Homburg,
1996). Pdng thdi, cac chi s& CFI va TLI 1an ludt c6
gid tri1a 0.911,0.900 > 0.9 va chi s6 RMSEA c6 gia
trila 0.061 < 0.08 (Hu & Bentler, 1999). Vi vdy, md
hinh u6c lugng SEM phu hgp véi dir li¢u nghién
ctu (Hu & Bentler, 1999).

K&t qud & Bang 1 con cho thdy, hé s& hdi quy
tdc dong cda nd luc ky vong, hiéu qui ky vong,
hinh dnh thuong hi€u va dnh hudng xa hoi dén y
dinh hanh vi lva chon dich vu NHTT Ian luot 1a
0.071, 0.121, 0.073, 0.071. Do d6, y dinh hanh vi
lIva chon dich vu NHTT cida khdch hang cd nhian
chiu tdc dong tich cuc bdi nd luc ky vong, hiéu
qué ky vong, hinh dnh thuong hiéu va dnh hudng
xa hoi. T dé, gid thuyé/t HI1, H2, H3 va H6 dudc
chap nhan.

Cung v4i d6, rii ro cdm nhin va chi phi cAm
nhén c6 hé s hdi quy tic dong d€n y dinh hanh vi
lwa chon dich vu NHTT lan luot 1a -0.064, -0.083.
Vi viy, ri ro cAm nhin va chi phi cAm nhan cé anh
hudng tiéu cuc d&€n y dinh hanh vi lya chon dich vu
NHTT. Dé& thay, khi khach hang cdm nhén viéc st
dung dich vu NHTT c6 thé 1am cho ho gip phai rii
ro cao va ton kém nhiéu chi phi thi viéc sin long
chap nhan va st dung dich vu NHTT clia khich
hang sé& gidm di. Vi vay, gid thuyé&t H4 va H5 dudc
chap nhan.

Mic dit hé s6 hdi quy cia diéu kién thuin 1¢i tic
dong d&n y dinh hanh vi lya chon 1a -0.013 nhung
n6 khong c6 ¥ nghia thong ké & cd 3 mic y nghia
1%, 5% va 10%. Vi vay, cdc diéu kién thuin lgi
khodng c¢6 4nh hudng dén y dinh hanh vi lya chon
dich vu NHTT cua khach hang cd nhan tai Viét
Nam va gia thuy&t H7 khong dudc chdp nhan. Diéu
nay c6 thé do nhitng nguSi st dung tiém ning
khong quen thudc véi cac dich vu hay website ma
cdc NHTM Viét Nam cung cip d€ huéng dan ngudi
diing stt dung dich vu NHTT; hay c4dc ngudn lyc can
thiét dé sir dung dich vu NHTT (Smartphone/
laptop/mdy tinh ban,...; va Internet) khong phai la
rao can chi yéu tic dong dén y dinh lua chon dich
vu NHTT ctia ho.
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Bdng 1. Két qud udc lugng md hinh SEM

ginin | giitich | chiscinnde | cun | PV | cumne | OStue
DTC CE 0.700 0.045 0.000 0.851 H10: htrg
DTC Bin 0.272 0.043 0.000 0.261 H8: ho trg
Bin EE 0.071 0.030 0.017 0.082 H1:hd'tro
Bin PE 0.121 0.024 0.000 0.150 H2: hdtrg
Bin Bim 0.073 0.033 0.027 0.078 H3: ho'tro
Bin PR -0.064 0.025 0.010 -0.080 H4: ho'tro
Bin PC -0.083 0.030 0.005 -0.087 H5: hdtrg
Bin Sl 0.071 0.026 0.007 0.096 H6: hotrg
Bin FC -0.013 0.019 0.498 -0.018 H7: khong hdtrg
Bin CE 0.736 0.045 0.000 0.934 H9: hotrg

Bén canh d6, tic dong cta trdi nghiém khach
hang dén y dinh hanh vi lya chon va quyé&t dinh lya
chon dich vu NHTT c¢6 hé s& hdi quy 1an lugt 1a
0.736, 0.700. Do d6, trdi nghiém khach hang c6 tac
dong ddng thoi lam ting y dinh hanh vi lua chon va
quyé&t dinh lya chon dich vu NHTT ctia kh4ch hang.
Vi vay, gid thuy€t H9 va H10 dugc chidp nhan.

Va cudi cling, tdc dong truc ti€p clia ¥ dinh hanh
vi lya chon dén quyét dinh Iya chon dich vu NHTT
ctia khach haing c6 hé s6 hdi quy 12 0.272. Piéu nay
chi ra ring y dinh hanh vi lya chon ¢6 4nh hudng
tich cyc d&€n quyét dinh Iwra chon dich vu NHTT clia
khach hang va gia thuy&t H8 dugc chip nhan.

b€ dinh gid mic do tic dong cla cidc bién
quan sat d&€n bi€n ddc 1ap, chiing tdi sit dung hé so
hdi quy chuin héa & Bang 1. Trong 6 bi€n quan
st anh huéng d&€n Bin v c6 y nghia thong ké,
mic do tdc dong clia cdc bién dudc sip x&p theo
thtt ty gidm din nhu sau: PE (0.150), SI (0.096),
PC (-0.087), EE (0.082), PR(-0.080), BIm (0.078).
Nhu vay, hiéu qué ky vong (PE) ¢6 dnh hudng
manh nhit d&én y dinh hanh vi lya chon dich vu
NHTT cta khdch hang.

5.Ké&tluan va ham y quan tri

5.1. Két lugn

Thit nhat, céc bi€n quan st c6 tic dong va dang
ké dén y dinh hanh vi lya chon dich vu NHTT ctia
khach hang va mic do tic dong clia tirng nhan to

Nguébn: Két qud tinh todn ciia nhém tdc gid

dugc sip x&p theo thit tv gidm din: hiéu qua ky
vong, 4nh hudng xa hoi, chi phi cAm nhan, nd luc
ky vong, rii ro cdm nhén va hinh dnh thudng hiéu.
Trong d6, hiéu qua ky vong, 4nh hudng xa hoi, nd
luc k¥ vong va hinh dnh thuong hiéu c¢6 anh hudng
tich cuyc dé€n y dinh hanh vi lya chon dich vu NHTT
clia khich hang. Do dé, viéc gia ting cdc nhan to
nay c6 thé lam ting y dinh hanh vi lya chon dich vu
NHTT ctia khach hang. Trong khi d6, rdi ro cam
nhan va chi phi cdm nhén c6 tic dong tiéu cuc dén
Y dinh hanh vi Iya chon dich vu NHTT. Diéu nay
chi ra ring, khi khach hang cdm thay dich vu NHTT
c6 nhiéu rdi ro va ton kém nhiéu chi phi cho viéc sit
dung thi ¥ dinh Iya chon dich vu NHTT ctia ho ciing
sé giam di.

Thit hai, trdi nghiém khéch hang déu cé tic
dong tich cuc d&€n y dinh hanh vi lya chon va quyét
dinh lva chon dich vu NHTT cda khach hang. Phat
hién nay cho thay, khi khdch hang c6 trai nghiém
t6t vé dich vu NHTT sé& lam gia ting viéc tiép tuc
st dung hay s dung thém dich vu NHTT khac va
hanh vi gi6i thiéu dich va NHTT dé&n nhitng ngudi
khéac. Bén canh d6, y dinh hanh vi Iya chon cling
lam ting quyét dinh lya chon dich vu NHTT clia
kh4ch hang cé nhan tai Viét Nam. Diéu nay chi ra
riang, khi khdch hang hinh thanh y dinh hanh vi lya
chon thi viéc dua ra quyét dinh lya chon st dung
dich vu NHTT ctia ho s& rat nhanh chéng.
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Thit ba, cdc bing ching thuc nghiém cda bai
vi€t nay con lam ting tinh ding din ciia mo hinh
UTAUT? khi xem xét viéc chap nhin va st dung
cong nghé tai Viét Nam.

5.2. Mt s6’ham y qudn tri

Dua trén két qua nghién cifu, chiing tdi dé xuat
mot s& ham ¥ quén tri nhiim khuyén khich, thic ddy
viéc chap nhian va st dung dich vu NHTT cua
khach hang cd nhan tai Viét Nam.

Pé€ ting nd luc ky vong clia khdch hang, céc
NHTM can xdy duyng hé thong NHTT dé vian
hanh va mang tinh kha dung cao, sao cho ngudi
diing c6 thé dudc truy cAp rong rii, bat ké ho dang
& dau; cdc giao dién website clia ngan hang cin
dugc thi€t k€ ddp tng cdc tiéu chudn vé chat
luong dich vu; cdc ngan hang c6 thé tich hop cac
cong cu va tailiéu huéng din trong qua trinh diing
ky va st dung dich vu NHTT nhim don gidn héa
quy trinh, dem dén sy than thién va thuin tién cho
ngudi dung.

Nghién cttu nay cho thdy, hiéu qua ky vong la
yéu to tic dong manh nhat d€ y dinh hanh vi lya
chon dich vu NHTT cida khach hang. Do do, dé
tang hiéu qua ky vong ctia khach hang, cic NHTM
cin xay dung chién lugc phat trién chat lugng va
gia tang tién ich ctia dich vu NHTT.

D& phit tri€n hinh anh thuong hiéu, cic NHTM
cin thic ddy viéc quang ba thuong hiéu clia ngin
hang cling nhu cdc san pham/dich vu ma ngan hang
cung cip.

TAILIEU THAM KHAO:

Pé lam gidm di m&i lo ngai ctia khach hang vé
rtii ro khi st dung dich vu NHTT, cic NHTM can
xay dung hé théng bio mat t6ng thé cho ngan hang,
didm bdo sy hién hitu va hitu hiéu ctia hé thong
phan tich gian 1an/giao dich ding ngd, cc su c6 va
rti ro khac c6 thé x3y ra cho khach hang va ngin
hang. Bén canh d6, ngan hang ciing nén huéng dan
va phd bi&n cho khich hang céch st dung céc kénh
truc tuy&€n mot cach an toan, cdch d€ ho d6i pho véi
céc trudng hdp nghi ngd va rii ro lién quan dén tai
khoan va thé ngan hang ctia ho.

Pé lam gidm chi phi cdm nhin cda khich
hang, cic NHTM cin xdy dung chinh sich phi
dich vu hgp 1y cho khach hang, ddm bdo t&i thi€u
céc tién ich cung cAp cho khach hang phdi phu
hgp vdi chi phi ma ho phai trd, gidm phi giao dich
lién ngan hang, khuyé&n khich khdch hang thanh
todn truc tuyén.

Pé ting cudng dnh hudng xi hoi d&€n khich
hang, cic NHTM cin quing ba chinh sich
marketing rong rdi va hdp 1y cho cdc doi tuong
kh4ch hang va viing mién.

Va cudi ciing, dé gia ting trdi nghiém tot clia
khich hang vé dich vu NHTT, cdc NHTM cin c6
cac chinh sach, chuong trinh thu hit va gilt chan
khach hang, gia ting long trung khiach hang cta
khich hang v4i ngdn hang, thong qua viéc tao ra
cdc trdi nghiém tich cyc va doc ddo vé sin
pham/dich vu ctia ngan hang so véi cic ddi thi
canh tranh khac ®
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ABSTRACT:

This study explored the impact of factors on the decision of individual customers in Vietnam to
use online banking services. The study's results showed that the factors of expected effort (EE),
expected performance (PE), brand image (BIm), and social influence (SI) have positive impacts on
the behavioral intention of individual customers to choose online banking services. Meanwhile, the
factors of perceived risk (PR) and perceived cost (PC) have negative impacts. In addition, the
customer experience has a positive impact on the behavioral intention of individual customers to
choose online banking services. Finally, the choice of customers is positively influenced by their
behavioral intentions. Based on these results, some policy implications were proposed for
Vietnamese commercial banks to help them attract more individual customers to use online
banking services.

Keywords: customer experience, behavioral intention, online banking, commercial bank,
individual customers, SEM.
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