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TOM TAT:

Nghién cttu phan tich cdc yéu t6 danh hudng d&€n quyét dinh sit dung dich vu VCB Digibank clia

160 khach hang c4 nhan dya trén mo hinh Iy thuy€t hgp nhat vé chap nhan va st dung cong nghé
(UTAUT). K&t qua nghién cttu cho thiy c4dc yéu td nhu: tinh bio mat, tinh d& dang st dung, anh
hudng xa hdi, cdm nhan sy tin cdy, dich vu da dang c6 dnh hudng tich cuc dén quyét dinh st dung
dich vu VCB Digibank ctia khach hang c4 nhan. Ngugc lai, chi phi sit dung va hinh dnh ngin hang

c6 moi lién hé tiéu cuc d€n quyét dinh st dung dich vu nay. C4c k&t qua nghién cfu cung cAp mot

sO y nghia quan trong gitip ngan hang, cic nha phat trién dich vu va k§ suw phAn mém c6 céi nhin 15
hon vé chi€n lugc tot hon dé thi€t k& va trién khai dich vu VCB Digibank, nhim nang cao quyét

dinh st dung dich vu ctia khach hang.

T khéa: VCB Digibank, quyét dinh st dung dich vu, khéch hang c4 nhan, Ngan hang thuong
mai cd phan Ngoai thuong Viét Nam chi nhanh Tra Vinh.

1. Dit van dé

Internet 12 kénh phan phdi dich vu dudc nhiéu
ngan hing 4p dung. Theo We Are Social (TG chic
Nghién ctru dif liéu toan cu uy tin), Viét Nam c6
hon 72 triéu ngudi st dung Internet, chi€ém hon
50% dan s6 (We are social, 2022). Do dé, c4dc ngin
hang da phdi lién tuc cdi ti€n cdc gidi phap, sin
pham, dich vu @€ phuc vu khach hang tt hon trong
thi trudng canh tranh khdc liét. Cong nghé sd gidm
thiéu c4c trung gian tai chinh, gitip cdc giao dich tai
chinh dugc thuc hién nhanh chéng, chi phi ré hon,
ting cudng kha ning ti€p cin cac dich vu tai chinh
cho khich hang thong qua cdc dich vu tai chinh
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hoat dong 24/7. Vi vay, Ngan hang TMCP Ngoai
thuong Viét Nam (VietcomBank) da ra mit dich vu
VCB Digibank gitip ngudi dung ti€t kiém thdi gian,
tién bac va cong stic.

Trong bdi cidnh cich mang cong nghé 4.0,
Vietcombank ludn coi viéc s6 héa, phat trién mo
hinh ngan hang s6 1a chi&€n lugc trong tim, khong
don thuan chi 13 nhitng du 4n cdng nghé. Viéc
chuyén ddi s6 tir sém, diu tu manh mé& cho cong
nghé va d4p ng diing nhu ciu ctia khdch hang gitip
ngan hang c6 I¢i th€ 16n trén thi trudng. VCB
Digibank 1a tng dung dugc nhiéu ngudi ding wa
thich cia Ngdn hang TMCP Ngoai thuong Viét
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Nam - Chi nhdnh Tra Vinh (Vietcombank Tra
Vinh). B&i vi céc tinh ning rit nhanh chéng, tién
1¢i, moi lic, moi ndi, gitip khdch hang ti€t kiém chi
phi, thai gian di lai, chi can thuc hién nhitng thao
tac don gidn trén dién thoai di dong 1a c6 thé giao
dich dugc. Tuy nhién, sd lugng khdch hang st dung
dich vu VCB Digibank so véi sd lugng khdch hang
cé nhan giao dich tai Vietcombank Tra Vinh con
chénh 1&ch rat nhi€u.

Vi vy, viéc nghién ctfu cic yéu td anh hudng
dén quyét dinh st dung dich vu VCB Digibank dé
thu hit lugng khdch hang tiém ning rit can thiét
nhim xéc dinh cdc yé&u t6 c6 thé dnh hudng dén
quyét dinh st dung dich vu VCB Digibank ctlia
khéach hang cd nhan tai Ngan hang TMCP Ngoai
thuong Viét Nam - Chi nhanh Tra Vinh. Trén cd sG
d6, d& xuit cac gidi phdp nhim ning cao quyét
dinh s dung dich vu VCB Digibank cta khédch
hang c4 nhan tai Vietcombannk Tra Vinh trong thdi
gian tdi.

2. Phuong phap nghién ciu

Mb hinh nghién citu dugc diéu chinh sau khi
ddnh gid dd tin cay va phan tich nhan t6 kham pha
EFA, cdc nhém yéu t6 dudc rit trich s& dudc dua
vao phan tich hdi quy logistic.

Ta c6 phuong trinh hdi quy:

P(Y=1)
P(Y=0)
=B, TC + ,DD + B3AHXH + B,CP
+ BsHA + BgBM + + 3;DSD + g;
Trong d6: Y (QD) 1a Quyé&t dinh stt dung dich vu

log

(S

VCB Digibank ctia khdch hang; By, B>, B3, B4, Bs.
Be> B7: Céc tham s& hdi quy; TC 1a Bién doc 1ap thé
hién “Cam nhan sy tin cidy”; DD 1a Bién doc lap
thé hién “Dich vu da dang”; AHXH la Bién doc 1ap
thé hién “Anh huéng xa hoi”; CP 1a Bién doc lap
thé hién “Chi phi st dung”; HA 12 Bi&n doc lap thé
hién “Hinh 4nh ngin hang”; BM la Bi&én doc lap
thé hién “Tinh bido mat”; DSD la Bién ddc 1ap thé
hién “Tinh dé dang st dung”.

Béang cAu hdi chinh thitc dudc thi€t k& dya trén 7
y&u t6 v6i 30 bi€n quan st dinh lugng va déu sit
dung thang do Likert 5 miic d0. Ngoai ra, tic gia
con st dung thang do dinh danh, biéu danh, cip bac
d€ sang loc va phan loai d6i tugng phdng van, thu
thap thong tin. Phuong phdp chon miu ngiu nhién
thuan tién dugc st dung d€ thu thap sd liéu sd cap.
T4c gid ti€n hanh khdo sit 160 khach hang dén
giao dich tai Vietcombank Tra Vinh. Thdi gian ti€n
hanh khéo sat tir ngay 30/10/2023 - 08/01/2024.

3. Két qua va thio luan

K&t qua chi ra ¢6 07 bién ddc lap da dugc tinh
bing gid tri trung binh cta 30 bi€n quan sit trong
mo hinh, gdm: “Cadm nhan sy tin cy trung binh”
(TCTB), “Dich vu da dang trung binh” (DDTB),
“Anh hudng xa hoi trung binh” (AHXHTB), “Chi
phi st dung trung binh” (CPSDTB), “Hinh anh
ngan hang trung binh” (HATB), “Tinh bdo mat
trung binh” (BMTB) va “Tinh dé& dang s dung
trung binh” (DSDTB). Trong 07 bi€n trén thi c6 05
bi€n 4nh hudng d&€n quyét dinh st dung dich vu
VCB Digibank cia KHCN tai Vietcombank Tra

Bdng 1. K&t qud héi quy Binary Logistic

B SE. Wald df Sig. Exp(B)

TCTB 1,534 0,543 7,981 1 0,005 4,639

DDTB 1,016 0,384 6,987 1 0,008 2,761

AHXHTB 1,597 0,506 9,951 1 0,002 4,938

) CPTB 0,740 0,392 3,556 1 0,059 2,095
Stept HATB -0,455 0,710 0,410 1 0,522 0,635
BMTB 1,888 0,446 17,900 1 0,000 6,607

DSDTB 1,617 0,491 10,831 1 0,001 5,036

H&ng s6 -27,017 5,194 27,057 1 0,000 0,000

Nguodn: Két qud xit 1y dit lieu trén phdn mém SPSS
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Vinh gom: TCTB, DDTB, AHXHTB, BMTB,
DSDTB véi mic § nghia nhd hon 5% lan lugt 1a
0,005; 0,008; 0,002; 0,000; 0,001. Do d6, 05 bién
doc lap trén déu c6 y nghia va dudc st dung tot
trong mo hinh hdi quy. (Bang 1)
Tir k&t qua phan tich, ta ¢6 phuong trinh hdi quy
nhu sau:
P(Y=1)
P(Y=0)
=-27,017 + 1,534*TCTB
+1,016*DDTB + 1,597*AHXHTB
+1,888*BMTB + 1,617*DSDTB
Ung dung rit manh trong phuong trinh hdi quy
Binary Logistic 1a khd ning du bdo. Tir phudng
trinh hdi quy, ta ¢6 phuong trinh ham dy bdo nhu
sau:

log

(S

Pyxeb
1 —Py(1 —€h)

* Chu thich: Bat Py: Xac sudt ban dau = 10%,
P|: Xéc suit thay ddi.

- Tit phuong trinh ham dy bdo, ta ¢6 k€t qua vé6i
hé s6 beta cia bién BMTB nhu sau: Py = 0,4233
(42,33%). BMTB c6 mdi quan hé dnh hudng tich
cuc dén quyét dinh st dung dich vu VCB
Digibank & mic y nghia 1%. Cu thé, khi bi€n
BMTB ting l1&én 1 don vi thi bi€n “Quyét dinh st
dung dich vu VCB Digibank” sé& ting lén 1,888
don vi. K&t qua c6 mdi quan hé tuong ddng véi gia
thuy€&t ban diu. Ngoai ra ta c6 thé hi€u nhu sau,
néu yéu td quyét dinh st dung dich vu VCB
Digibank tai Vietcombank Tra Vinh la 10%, khi
y&u t6 tinh bdo mat ting 1én 1 di€ém thi xdc suit
quyét dinh st dung dich vu nay 1a 42,33% (ting
32,33% so v6i ban diu). Nhan thiic tinh bdo mat
¢ sttc Anh hudng vd cing 16n dén quyét dinh st
dung dich vu VCB Digibank ctia khach hang. Pay
ciing chinh 12 y&u t8 thu hit va giit chan khdch
hang trén thi trudng c6 nhiéu d6i thi canh tranh.
Viéc thuc hién nhitng bién phdp nhim cdi thién
va nang cao hé thdng bdo mat cho tng dung VCB
Digibank biing nhiéu cong nghé tién ti€n, dif liéu
16n (Big Data), internet k&t ndi van vat (IoT, két
hop va ting dung cdc cong nghé hién dai: sinh tric
hoc (Biometrics) k&t hop tri tué nhan tao (Al), so
sanh khuon mat (Face Retrieveal), tr d6 khach

P1=
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hang c6 thé thi€t 1ap 100% céc giao dich tai chinh
xdc thyc bing khuén mit, gitip bdo mat va an toan
hon cho khach hang. Do dé, quyét dinh st dung
dich vu ctia ngudi tiéu dung s€ ting khi ngudi ti€u
dung nhan thic duge ring dich vu VCB Digibank
¢6 tinh bdo mit cao, ddm bdo an toan cho tai
khoén ctia ngudi tiéu dung.

- Tt phuong trinh ham du béo, ta c6 k&t qua véi
hé s& beta clia bién tinh dé dang sit dung nhu sau:
P, =0,3588 (35,88%). DSDTB ¢6 mdi quan hé dnh
hudng tich cuc d&€n quyét dinh sit dung dich vu VCB
Digibank & mifc y nghia 1%. Cu thé, khi bi€n
DSDTB ting 1&n 1 don vi thi bi€n “Quyét dinh sit
dung dich vu VCB Digibank™ s& tang 1,617 don vi.
K&t qua c6 mdi quan hé tuong dong vdi gia thuyét
ban ddu. Ngoai ra ta ¢6 thé hi€u nhu sau, néu y&u t&
quyét dinh st dung dich vu VCB Digibank tai
Vietcombank Trad Vinh 12 10%, khi y&u t6 cidm
nhén tinh d& dang st dung ting 1én 1 diém thi xdc
sudt quyét dinh st dung dich vu nay 1a 35,88%
(ting 25,88% so v6i ban dau). K&t qua c6 thé giai
thich dudc ring viéc hoan thién va thiét k& ting
dung dé hiéu, d& stt dung, thong tin chit ché, phong
phd, diy dd va dudc cip nhat lién tuc s& 1am ting
quyé&t dinh st dung dich vu nay.

- Tt phuong trinh ham du béo, ta c6 két qua véi
hé s6 beta clia bi€n dnh hudng xa hoi nhu sau: P1 =
0,3543 (35,43%). AHXHTB c6 mdi quan hé dnh
hudng tich cuc d&€n quyét dinh sit dung dich vu VCB
Digibank & mifc y nghia 1%. Cu thé, khi bié€n
AHXHTB ting 1&n 1 don vi thi bi€n “Quyét dinh sit
dung dich vu VCB Digibank” s& tdng 1én 1,597 don
vi. K&t quid c6 moi quan hé tuong dong vé6i gid
thuy&t ban dau. Ngoai ra ta c6 thé hi€u nhu' sau, néu
y&u t6 quyét dinh st dung dich vu VCB Digibank
tai Vietcombank Tra Vinh 12 10%, khi y&u t& 4nh
hudng xa hoi ting 1én 1 diém thi xdc suit quyét
dinh st dung dich vu nay la 35,42% (tang 25,42%
so vdi ban dau). Pay ciing 14 mot trong nhitng yéu
t6 c6 su anh hudng quan trong dé€n hanh vi quyét
dinh st dung dich vu ctia khach hang. Ngay nay,
stic manh truyén thong di tré nén ndi bat va phd
bi€n hon nhS vao sy phat trién ca mang xa hoi
gidp truy c@p thong tin nhanh hon. Song song v§i su
phét trién clia cic phuong tién truyén thong thi vai
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trd clia truyén miéng ciing rit dudc quan tim va
chd y. Hanh vi clia con ngudi s& khong thé tranh
khoéi sy tdc dong bdi nhitng ¥ ki€n va 15i néi cla
ngudi khdc. Chinh vi vay, chiu &nh hudng tir xa hoi
ciing 12 mot trong nhitng nguyén nhan khi€n khich
hang quyét dinh st dung dich vu.

- Tt phuong trinh ham du béo, ta c6 k&t qua véi
hé s0 beta clia bi€n cdm nhin sy tin cdy nhu sau: P,
= 0,3400 (34%). TCTB c6 mdi quan hé 4nh hudng
tich cuc dén quyét dinh st dung dich vu VCB
Digibank & mifc y nghia 1%. Cu thé, khi bi€n TCTB
ting 1én 1 don vi thi bi€n “Quyé&t dinh sit dung dich
vu VCB Digibank ” s& ting 1,534 don vi. K&t qué c6
moi quan hé tuong ddng véi gid thuyét ban dau.
Ngoai ra ta ¢6 hi€u nhu sau, néu yéu t quyét dinh
st dung dich vu VCB Digibank tai Vietcombank
Tra Vinh Ia 10%, khi y€u t6 cdm nhan sy tin cdy
ting 1én 1 di€m thi x4c suat quy&t dinh st dung dich
vu nay 12 34% (ting 24% so v6i ban dau). Sy thi€u
tin tudng cla khach hang 1a mot trong nhirng 1y do
khdch hang khong chdp nhian va s dung mobile
banking. K&t qui c6 thé giai thich dudc ring viéc
cling ¢ niém tin cda khich hang, tr§ thinh mot
thuong hiéu uy tin, dong thdi ludn lién tuc cai thién
nhitng tinh niing chua tot va phat huy cic tinh ning
tlr tot trd nén St hon thi s& 1am ting quyét dinh st
dung dich vu nay.

- Tit phuong trinh ham dy bédo, ta ¢6 két qua véi
hé s& beta clia bi€n dich vu da dang nhu sau: P| =
0,2348 (23,48%). DDTB ¢6 mdi quan hé 4nh
hudng tich cuc d€n quyét dinh st dung dich vu
VCB Digibank & mifc y nghia 1%. Cu thé, khi bién
DDTB ting 1&én 1 don vi thi bi€n “Quyét dinh st
dung dich vu VCB Digibank” sé& ting 1,016 don
vi. K&t qua c6 mdi quan hé tuong dong véi gia
thuy€&t ban dau. Ngoai ra ta c6 hiéu nhu sau, néu
y€&u t8 quy€t dinh st dung dich vu VCB Digibank
tai Vietcombank Tra Vinh la 10%, khi y€u t§ dich
vu da dang ting 1&n 1 diém thi x4c suit quyét dinh
st dung dich vu nay la 24% (ting 14% so vdi ban
dau). Thyc t& c6 thé chitng minh, viéc tao nén mot
hé sinh thai vdi da dang cic loai hinh dich vu cung
véi nhitng tinh ning vuot troi dong thdi k&t hgp
v6i cdng nghé hién dai, tri tu¢ nhan tao (Al),...
Diéu nay ciing di ddp ¢ng moi nhu ciu ctia khach

hang. Chinh vi th€&, dich vu da dang s& lam ting
quyé€t dinh stt dung dich vu ctia khdch hang.

5. Mot s6 giai phap nhiim thu hiit khach hang
ca nhan st dung dich va VCB Digibank trong
thoi gian téi

Thit nhdt, doi vdi bién tinh bdo mdt. Ngan hang
can phdi ting cudng cong tic bdo vé thdong tin
khdch hang, chiu trach nhiém vdi cdc rdi ro cong
nghé thong tin phét sinh trong qua trinh hoat dong
cla minh, ciing nhu cda d6i tdc. Cdc nha cung cap
dich vu ngidn hang di dong hoat dong nén ting
cudng cdc tinh ning bdo mat mot cich nhit quin
bing cdch thyc hién quin Iy minh bach trong qué
trinh giao dich tién t&. Ti€p tuc xay dung hé thong
bdo mit toan dién k&t hgp vdi nhidu 16p xdc thu
bing sinh tric hoc (Biometrics) k&t hop tri tué
nhian tao (AI), so sanh khuétn miat (Face
Retrieveal) song song la cdc 16p xédc thuc thong
thuong SMS, ma xdc thuyc Soft OTP thong qua
cong nghé hién dai. Ti€p tuc ting cudng hudng
din st dung dich vu VCB Digibank an toan cho
khach hang, nhitng luu ¥ cAn trdnh trong qu4 trinh
giao dich, ning cao nhan thic vé rii ro d€ khach
hang kip thdi phat hi€n va tranh nhirng trudng hgp
ltra ddo trén khong gian mang nhim bdo vé sy an
toan cho tai khodn ctia khdach hang.

Thit hai, doi véi bién tinh dé dang sit dung. Ngan
hang can thi€t k& giao dién ting dung don gian, thin
thién, d& hi€u, dé st dung d6i véi ngudi diing, k€ ca
ngudi diing khdng thanh thao vé cong nghé vin c6
thé st dung dugc. Nhitng tinh ning ma ngudi diing
thuc sy can st dung d&€n can phai thi€t k& dic biét
ndi bat va dé dang tim thiy. Ngoai ra, quy trinh cho
céc giao dich c6 gid tri sd tién thdp cAn nén lugc
gidm, huéng dén tiéu chi d&é dang, don gidn va
nhanh chéng gitip khach hang gidm thiéu toi da thai
gian va cdng stic. Han ch& nhitng quy trinh phifc tap
khi khong thuc sy cin thi€t cling 12 mot tic dong
tich cyc lam ting quyét dinh st dung dich vu cla
ngudi ti€u dung hi€n nay.

Thit ba, d6i vdi bién dnh hudng xda hoi. Hién
nay, cich mang cong nghé dang tdc dong ngay
cang manh mé& hon so véi nhiéu nim vé trudc.
Trén da phdt trién clia sic manh cong nghé cling
v6i su ra ddi cla tri tué nhan tao (Al) da khi€n céc
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trang mang truyén thong trd nén phd bi&n hon.
Nim bit duge sy chuyén ddi s6 vo cling vugt bic
nay, Vietcombank cin phdi quang b4 hinh &nh
ngdn hing va sin phim VCB Digibank clia
Vietcombank trén cdc phudng ti€n thong tin dai
chiing, cdc trang mang xa hdi, cdc ng dung giai
tri dic biét gdm cdc kénh nhu mang xa hoi
Facebook, Zalo, Viber, Instagram, Tiktok,
Youtube, Twitter,... Diéunay c6 thé c6 4nh hudng
dén viéc hinh thanh thdi do cia ngudi tiéu dung
vé quyét dinh st dung dich vu VCB Digibank.
Bén canh d6, vai trd truyén miéng ciing 12 mot
y&u to tdc dong dén quyét dinh st dung dich vu,
diéu nay cudi cling s& 1am ting s6 lugng khach
hang chinh thirc cia Ngan hang. Vi vdy, Ngin
hang c6 thé mdi cdc chuyén gia/ngudi ndi ti€ng
tham gia vao cic budi hdi thdo, tro chuyén vé dich
vu VCB Digibank, quang ba dich vu VCB
Digibank.

Thit tu, doi véi bién cdm nhédn sy tin cdy. Ngin

TAILIEU THAM KHAO:

hang can ti€p tuc duy tri hinh 4nh ngin hang tot.
Bén canh d6, Ngan hang cin phii ti€p tuc cdi thién
chat lugng dich vu, ting cudng khd ning bdo mat
tai khodn, dim bdo an toan théng tin ctia khdach
hang bing cong nghé Blockchain ghi lai cac giao
dich ctia khiach hang mdt cich minh bach va déng
tin cdy. Ngan hang nén ting cudng dao tao cac
chuyén gia c6 kinh nghiém, cé trinh d6 d€ kip thdi
phdt hién va x{ Iy nhitng trudng hgp bi ddnh cip
thong tin, nhitng hinh thic lira ddo nhim biy ngudi
dén cai dat cdac tng dung gid mao cta Chinh phu,
ctia Téng cuc Thué,...

Thit ndm, doi vdi bién dich vu da dang. Ngin
hang can ti€p tuc ning cao hé thdng dich vu, tao
nén cic tinh ning mdi tién ich dé ddp tng t6i da
moi nhu cau ctia khich hang. bé phuc vu cho viéc
thudn tién clha ngudi ti€u dung, Ngan hang nén
phiét trién tinh ning chit ky dién t (e-Signature),
cdc nén tdng phan tich, x 1y dit liéu ngudi ding
thong minh. B
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ABSTRACT:

This study analyzed the factors affecting the decision of individual customers to use the VCB
Digibank services of the Joint Stock Commercial Bank for Foreign Trade of Vietnam
(Vietcombank) — Tra Vinh Branch. The study surveyed 160 individual customers, and the study’s
research model was based on the unified theory model of acceptance and use of technology
(UTAUT). The study’s results showed that the factors such as security, ease of use, social
influence, perceived trust, and diverse services have positive impacts on the decision of
individual customers to use VCB Digibank. Meanwhile, the factors of service fees and bank
image have negatively impacts on the decision of individual customers to use this services. The
study provided a number of important implications to help banks, service developers, and
software engineers have a clearer view and develop better strategies to design and launch VCB
Digibank to attract more customers to use this service.

Keywords: VCB Digibank, decision to use services, individual customers, Joint Stock
Commercial Bank for Foreign Trade of Vietnam (Vietcombank) - Tra Vinh branch.
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