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TOM TAT:

Bai nghién cttu do ludng gid tri cAm nhan cla khdch hang khi st dung dich vu ngan hang s&
clia cdc ngin hang thuong mai (NHTM) trén dia ban TP. Pa Ning. K&t qud nghién citu xdc dinh
c6 4 nhan t& dnh hudng tryc ti€p d&n gi4 tri cAm nhin ctia khdch hang khi st dung dich vu Ngan
hang s6: (1) Chat lugng cdm nhan, (2) CAm nhan rii ro, (3) Tinh hitu dung, (4) Tinh dé si dung.
Dua vao k&t qua nghién ctru, cic ham ¥ chinh sdch di dudc dé xuat nhim gitip cic NHTM nang
cao chitlugng dich vu, gia ting sy hai long cia khach hang.

T khéa: gid tri cAm nhan, dich vu, ngin hang s6, khdch hang, ngin hang thuong mai,

TP. Ba Ning.

1. Dat vin dé

Cudc cach mang cong nghiép 4.0 dang cho thdy
nhitng 4nh hudng 16n dén sy phat trién clia nganh
Ngan hang. Theo thong ké tir Ngan hang Nha nudc
Viét Nam, trong budi hop bio K&t qua hoat dong
ngin hang nim 2024 va tri€n khai nhiém vu nim
2025 vao chiéu ngay 7/1/2025, Ngian hang Nha
nudc cho biét tin dung toan nén kinh t€ ting
15.08% so véi miic cudi nim 2023, 1én gin 15.6
triéu ty dong. Tuy nhién, Ian séng cit gidm nhan sy
trong nganh lai dién ra 6 at trong thdi gian qua.
Trong d6, nguyén nhin ndi bat 1a viéc cic ngin

hang @ng dung chuyén ddi sd, nhiéu cong viéc
chuyén 1én moi trudng online nén s6 lugng nhan
vién giam di.

Theo du bdo cta cdc chuyén gia, hé sinh thai
ngan hang s6 dang c6 xu huéng hinh thanh vao nim
2025 do nhitng thay ddi tir xu huéng tiéu dung ctia
khiach hang, m6 hinh hoat dong, doanh thu, nén
tdng ngan hang sd, dit liéu nganh ngin hang va
chudi gid tri ngdn hang (Gasser et. al., 2017).
Théng ké clia Statista cling da cho thiy, Viét Nam
niim trong top 5 qudc gia c6 nhiéu ngudi s& hitu tai
san s& nhat thé gidi trong nim 2021 (Can Vin Luc
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va cong sy, 2023). Qua do6 cé thé thay dudc, Viét
Nam 1a mot thi trudng tiém ning cho sy phét trién
clia ngan hang so.

Tai Pa Ning, trung tim kinh t& - x3 hdi & mién
Trung, nganh Ngan hang trén dia ban dang nd luc
ddy manh chuyén ddi s6, gép phan lan tda tinh
thAn, chuyén ddi nhan thifc vé vai trd, ¥ nghia va 1gi
ich ctia chuyén ddi s6... Cac dich vu ngin hang s6
di, dang trd nén phd bién hon d6i v6i ngusi dan va
doanh nghiép.

Do d6, viéc nghién ctu do ludng gid tri cdm
nhin cda khach hang khi s& dung dich vu ngin
hang s& ¢6 vai trd rat quan trong trong chién ludc
kinh doanh clia ngan hang, gitip ngan hang hiéu rd
nhu cau da dang va phic tap cia khdch hang. Tir d6

Hinh 1: Mé hinh dé xudt cua tac gid

t0 tdc dong dén gid tri cAm nhan ctia khich hang
bao gdm: phan tng cAm xiic, chat lugng cAm nhan,
danh ti€ng, gid cd va cdm nhan nhan sy.

Nghién cdu ctia Lé Bédo Han va Lé Nam Hai
(2017) dwa trén ngudn dif liéu so cip khio sit tir
538 khédch hang, két qua c6 3 yé&u td tdc dong: gia
tri x4 hoi, gid tri cdm xdc va chat lugng cAm nhan.

Theo nghién cttu ctia Nguyén Hoang Ha (2016),
dua vao khéo sat 260 khach hang da xdc dinh dugc
¢6 4 nhan t6 4nh hudng manh dén sy hai long: mifc
dd phuong tién hitu hinh, midc do dap Gng, mic do
tin cdy, mic d6 ning lyc phuc vu, mic do dong
cam.

Qua c4c tai lieu tham khdo, nhém nghién ctru dé
xudt md hinh nghién cttu cu thé nhu Hinh 1.

C Tinh hiiu dung

Tinh d&'sti dung )

CChé\'t lugng cdm nhan

V%

Do tin cay )

C Gia trymang lai
Gia trj cdm nhan clia khach hang
khi st dung dich vu Ngan hang s&

Camnhanrtiro )

ngin hing méi c6 co s& dé ra bién phip thdéa min
thi hi€u cda khich hang, qua d6 nim giff thi phan
va gia tdng 1di nhuén.

2. Co's6 Iy thuy€&t ciia nghién ciu

Nghién ctu cua Jie Yu & Chompu
Nuangjammong (2022) da chi ra c¢6 6 nhan t6 4nh
hudng dén sy hai long cia khiach hang 1an lugt 1a:
Lgi thé tuong doi, Tinh dé sit dung, Kha ning thich
ting, Toc dd giao dich, Kh3 ning ti€p can va Khd
nang chi tra.

Theo nghién ctu cia Douangdala Khenkham
(2020): céc tiéu chi c6 dnh hudng quan trong dé€n
gid tri cdm nhdn la: gid tri thuong hi€u, cAm nhin
vé chat lugng, 1ong trung thanh va nhan biét
thuong hiéu.

Nghién citu cia Nguyén Thi Thio (2021) dua
trén khdo sat 210 khdch hang da cho thiy c6 5 yéu
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3. Phuong phap nghién ciu

Tién trinh nghién cttu dugc ti€n hanh thong qua
2 giai doan chinh:

Giai doan 1: Nghién cttu so bd dudc thuc hién
thong qua viéc khdo sit y kién ctia 10 chuyén gia
c6 lién quan d&n dé tai. Tir d6 diéu chinh, bS sung
hoan chinh thanh thang do chinh thdc phuc vu cho
nghién cttu dinh lugng.

- MAu diéu tra: nhém tic gia di ti€n hanh phat
400 miu dé phuc vu cho viéc phan tich dit liéu.
Thdi gian khdo sat tir ngay 15/09/2024 dén ngay
15/01/2025 cho cac khdach hang da va dang st dung
dich vu Ngan hang s6 tai cic NHTM & TP. ba
Ning. Phét ra 400 mAu, thu vé 375 mau va ¢ 350
mau hgp 1&. Vay, tdng s mau dugc dua vao phan
tich 1a 350 mau.

Giai doan 2: Dir li¢u sau khi thu thdp dugc nhap
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liéu va xtr ly bing phdn mém SPSS 26.0 d€ tién Bdng 1. Phan tich Cronbach's Alpha
hanh phan tich. (B?i Vié,f sﬁ'/ dung cdch viét s§ N ) Cronbach’s Alpha
thap phan theo cl’luﬁn quoc té). Bién quan sat néu loai bigh nay
4. Bao cao két qua nghién citu
4.1. Phén tich Cronbach’s Alpha cia thang Tinh hitu dung: Cronbach’s Alpha = .652
do hi¢u chinh HD1 837
Theo Nunnally (1978), Peterson (1994), HD2 819
thang fio dudc dénh/gié chap nhan va t6t doi E‘l(?)i e 319
hai diéu kién: hé sd Cronbach's Alpha cua tong
thé > 0.6; va hé s0 tuong quan tong bién HD4 809
(Corrected Item - Total Correlation) > 0.3. K&t HDS 822
qua phan tich do tin cay Cronbach's Alpha cho Tinh d&'stt dung: Cronbach’s Alpha = .795
cdc nhém bi&n di loai 2 bién khong ddm bao dd SD1 754
tin cay la: TC3, RR6. Nhitng bi€n con lai sé
dudc st dung trong phan tich nhan t6 kham ph4 sb2 736
EFA ti€p theo. (Bang 1) Sb3 731
Qua phan tich Cronbach's Alpha cdc thang SD4 754
do vé gid tri cAm nhin ctia khach hang khi sir D6 tin céy: Cronbach’s Alpha= 819
dung dich vu ngan hang so tai NHTM, c6 thang 1 297
do nhu sau:
- V& thang do Tinh hitu dung bao gom 5 bié€n TC2 768
quan siat HDI1, HD2, HD3, HD4, HDS5 TC4 771
(Cronbach's Alpha =0.852). TC5 751

- Vé thang do Tinh dé st dung bao gébm 4

. Gia try mang lai: Cronbach’s Alpha=.775
bi€n quan sat SD1, SD2, SD3, SD4 (Cronbach's

Alpha =0.795). RR1 836
- V& thang do Chat lugng cdm nhan bao gdm RR2 833
4 bi€n quan sit CN1, CN2, CN3, CN4 RR3 828
(CI‘OIIb%\lCh'S Alpha =0.768). ) ] RR4 830
- Vé thang do B¢ tin cay bao gom 4 bién RRS 834
quan sat TC1, TC2, TC4, TCS (Cronbach's i
Alpha=0.819). Chét lugng cam nhan: Cronbach’s Alpha=.768
- V& thang do Gid tri mang lai bao gom 4 CN1 723
bi€n quan sit ML1, ML2, ML3, ML4 CN2 706
(Cronb\ach s Alpha = 0.775)9. ' X B CN3 703
- Vé thang do Mtc d6 rui ro bao gdom 5 bi€n
quan sit RRI, RR2, RR3, RR4, RR5 CN4 719
(Cronbach's Alpha =0.861). Gia try mang lai: Cronbach’s Alpha=.775
4.2. Phén tich nhéan t6'khdm phd EFA ML1 720
bicu kién dé phan tich\ nhan t6’ khiam phé, ML2 795
EFA la théa man cic yéu cau: Hé s6 tai nhan td E 720
(Factor loading) > 0.5; Hé s6 KMO dat 0.5 < '
KMO < 1; Kiém dinh Bartlett ¢ ¥ nghia thong ML4 120
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ké Sig. < 0.05; Phan trim phuong sai toan bd
(Percentage of variance) > 50%. K&t qua chay EFA

lan 1 nhu trinh bay tai Bang 2.

Bdng 2. K&t qud phdn tich EFA

A‘Chi’tiéu - Giatn K&t luan
can danh gia chay dudc
Hé s6 KMO 0.861 0.5<0.775<1
Giatr Sig 0.00 0.00<0.05
Phuong sai trich 63.637% 63.637% > 50%
Giatr Eigenvalue 1.458 1.458 > 1

Thong qua két qua phan tich nhan t8, cic bién
quan sét dugc gom thanh 6 nhém nhén t6 chinh, tat
ca cdc bi€n quan st déu c6 hé sd tdi nhan t& Factor
Loading > 0.5.

4.3. Phan tich tuong quan

Heé sd tuong quan Pearson dugc diing dé lugng
héa mic dd chit ché clla moi lién hé tuyén tinh
gitta hai bi€n dinh luong. (Bang 3)

K&t qud tai Bang 3 cho thdy bién doc 1ap TC c6
Sig twong quan = 0.31 > 0.05 nén TC khdng c¢6 mdi
lién hé tuyén tinh v6i bi€n phu thude GT. Vay, loai
bién TC.

Sig tuong quan Pearson cla cdc bi€n ddc
l1ap HD,SD,CN,ML,RR so v6i bién phu thuoc GT
<0.05. Nhu vay, cdc bi€n ddc 1ap trén c6 mdi lién
hé tuyén tinh v6i bi€n GT. Giita CN va GT c6 moi
twong quan manh nhit v6i hé s6 r = 0.741, gitta
SD va GT ¢6 mdi tuong quan y&u nhit véi hé s6
r=0.318.

— Khong c6 hién tugng da cong tuyé&n xay ra.

4.4. Phén tich hoi quy tuyén tinh bji

4.4.1. Pdnh gid do phit hop ciia mé hinh hoi quy
tuyén tinh boi

Nhu vay, véi R2 hiéu chinh = 0.756 cho thdy su
tuong thich ciia mo hinh véi bi€n quan sat la khd
16n va bi&n phu thudc GT dudc gii thich bdi 5 bién
ddc 1ap trong mo hinh, con lai 24.4% la do céc yéu
t6 khdc nhu ning luc phuc vu, thuong hiéu, toc dod
giao dich,... hoiic sai s6 ngiu nhién.

Bdng 3. K&t qud phén tich Pearson

(N=350) GT HD SD CN TC ML RR
Pearson Correlation 1 .563** 318 41 -.054 AT2* .602**
or Sig. (2-tailed) .000 .000 .000 310 .000 .000
Pearson Correlation .563** 1 123* .368** -.024 A440* .359*
" Sig. (2-tailed) .000 022 .000 .655 .000 .000
Pearson Correlation 318 123 1 101 -017 074 374
*P Sig. (2-tailed) .000 .022 .059 749 167 .000
Pearson Correlation 417 .368* 101 1 -.087 .394** .316™*
o Sig. (2-tailed) .000 .000 .059 ,106 .000 .000
Pearson Correlation -.054 -.024 -.017 -.087 1 -.060 .019
T Sig. (2-tailed) 310 .655 749 106 260 124
Pearson Correlation A72* A440* 074 .394* -.060 1 .333*
- Sig. (2-tailed) .000 .000 167 .000 .260 .000
Pearson Correlation .602* .359* 374* 316 019 .333** 1
"R Sig. (2-tailed) .000 .000 .000 .000 124 .000
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BAng 4. K&t qud hdi quy

T6m tat md hinh®

M6 hinh R R?

R2 hiéu chinh Sai s8 udc lugng

1 8722 .760

.756 .312384540363747

a. Bién du doén: (Hang s6), HD, SD, CN, ML, RR

b. Bién phu thudc: GT

4.4.2. Kiém dinh dé phit hop ciia mé hinh

T Bang 5 cho thdy tri thdng ké F dudc tinh tir
gia tri R? ddy di khdc 0 va gia tri Sig. rdt nhd cho
thay md hinh st dung 14 phit hdp va cic bién déu
dat dudc tiéu chudn chip nhan (Tolerance >
0.0001). Trir bi€n ML bi loai do gid tri Sig. bing
0.57 16n hon 0.05. Thém vao dd, tiéu chi
Collinearity diagnostics (chudn do4n hién tugng da
cong tuy€n) v6i hé sd phéng dai phuong sai VIF
clia cdc bi€n doc 1ap trong mo hinh déu <2 thé hién
tinh da cong tuyén clia cdc bi€n doc 1ap 1a khong
d4ng ké va c4c bi€n trong mo hinh dugc chap nhan.

Trong d6: CN: Chat lugng cdm nhan, RR: Cim
nhin rti ro, HD: Tinh htu dung, SD: Tinh dé
str dung

Theo phuong trinh hdi quy & trén cho thiy Gid
tri cAm nhan ctia khach hang c6 quan hé tuyén tinh
v6i 4 nhan t6 trén. Cdc hé s6 Beta chudn héa déu
>0 cho thdy cdc bién doc 1ap tic dong thuin chiéu
v6i Gid tri cAm nhan clia khiach hang. K&t quéa nay
ciing khing dinh, cic gid thuyét néu ra trong mod
hinh nghién cttu dudc chip nhan va dudc kiém dinh
phu hgp. Pay la c¢o sé quan trong dinh hudng cho
cac NHTM tap trung vao nhitng nhin t6 then chdt

BdAng 5. Phan tich két qud hdi quy

Mb Hé so chua chuén héa Hé so chuan héa . - Théng ké da cong tuyén

hinh B Sai s& chuan Beta Dung sai VIF
(Constant) -394 136 -2.902 .004

HD 196 .027 223 7.186 .000 .728
SD 107 .024 126 4403 .000 .857
1 CN 486 .027 532 17.743 .000 776
ML .055 .029 .059 1.911 .057 723
RR 232 .025 .287 9.130 .000 .708

4.5. Ham hoi qui
Tir bing phan tich hdi quy (Bng 5), ta thdy m&i
quan hé gifta bi€n phu thudc Gia tri cAm nhan va 4
bién doc 1ap dudc thé hién trong phudng trinh sau:
GT=0.532CN + 0.287RR
+0.223HD + 0.126SD

nay d€ nang cao sy hai long ctia khach hing, nhim
gia ting 1¢i nhuan trong mang dich vu ngan hang s&
cua cic NHTM.

5.Ham § cho nha quan tri

Thit nhdt, vé nhdn té" Chdt luong cdm nhdn:
NHTM c6 thé st dung cic tinh ning cong nghé
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mdi, tao sy 16i cuén cho ngudi sit dung. Bén canh
d6, cic NHTM can ning cao su Sn dinh khi hoat
dong cia cic tng dung Ngan hang s6 d€ dam bao
cdc gid tri chiic ning. Ngin hang can ti€p tuc cic
gidi phdp bo sung gid tri tri thic thong qua cdc
chitc ning dudc tich hgp bé sung bén canh céc tinh
ning cd bdn cda dich vu. Nhitng ki€n thic, thong
tin hitu ich clia tng dung s& mang lai nhitng chat
lugng cAm nhan mdi cho khach hang va thic ddy
hanh vi mua b3 sung cdc dich vu khdc ma ngin
hang quang cdo thém sau nay.

Thit hai, vé nhéan t6" Cam nhdn riii ro: Ting
cudng an toan bdo mit hoat dong cia dich vu.
Ti€p d6 t8 chitc budi work shop hay huéng din
khdch hang ngay 1an diu ding ki dich vu 13 khong
diing cdc chitc ning ghi nhé mat khiu tai cc trinh
duyét, dit ma OTP, khong truy cdp website la,
dudng link khong rd ngudn goc dude gii qua tin
nhdn, mail hoic qua mang xi hoi d€ tdi thi€u héa
nhi't c6 thé dugc tinh trang lira ddo mat tién oan.
Ngan hang cin phat trién manh hon doi ngii nhan

TAILIEU THAM KHAO:

Tiéng Viet

vién gidi vé tin hoc, c6 khd ning quin tri va
phong ngira nhitng rii ro c6 thé xay ra.

Thit ba, vé nhén té Tinh hitu dung: Ngan hang
cAn cai thién toc dd giao dich chuyén tién nhanh
khi hién nay mot s& it khdch hang dang gidp phdi
truong hop khi giao dich tir tai khodn ctia chinh
chii sang mot tai khodn khac thi tién bi cham tir 1
dé&n 2 ngay mdi d€n. Bén canh 6, Ngan hang can
cai thién va thém mdi cdc chic ning thanh todn
dich vu h6éa don dién nudc, vién thong...

Thit tu, vé nhan t6 Tinh sit dung: Can thuc hién
thay d6i thi€t k& thudng xuyén cho dich vu va chi
y dén giao dién bit mit, doc ddo nhung cdc mau
sic hai hoa, bd cuc o rang d€ khach hang thoai
mdi, thuin tién va ting sic hit mang d&€n nhitng
trdi nghiém mdéi trong qud trinh khdach hang
giao dich va st dung cdc dich vu tai NHTM. Bén
canh d6, Ngin hang ciing cin cung cAp nhitng
huéng din vé hé thong van hanh ro rang, d& hiéu
dé khdch hang thuin tién hon khi thuc hién céc
giaodich m
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MEASURING CUSTOMER PERCEIVED VALUE
IN DIGITAL BANKING SERVICES:
A STUDY OF COMMERCIAL BANKS IN DA NANG CITY
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ABSTRACT:

This study investigates the perceived value of customers using digital banking services
offered by commercial banks in Da Nang City. The findings reveal four key factors that directly
influence customer perceptions: (1) perceived quality, (2) perceived risk, (3) perceived
usefulness, and (4) ease of use. By analyzing the impact of these factors, the study provides
valuable insights into customer behavior and expectations in the digital banking context. Based
on the results, the study proposes practical policy recommendations aimed at enhancing service
quality and improving customer satisfaction for commercial banks operating in the region.

Keywords: perceived value, service, digital banking, customer, commercial banks, Da
Nang City.
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