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TOM TAT:

Bai viét nghién cttu cdc nhan t6 4nh hudng dén quyét dinh sit dung dich vu ngan hang s6 (NHS)
clia khach hang c4 nhan (KHCN) tai cdc ngan hang thuong mai (NHTM) trén dia ban TP. H6 Chi
Minh. K&t qua cho thiy ¢6 5 nhin td tic dong d&€n quyét dinh sit dung dich vu NHS ctia KHCN 1an
lugt 1a: (1) Thuong hiéu ngan hang, (2) D6 an toan, (3) Su tién ich, (4) Tinh dé sit dung, (5) Phi dich
vu. Tir d6, bai viét dua ra cac gidi phap dé xuit nhim thu hit KHCN trén dia ban TP. H6 Chi Minh

str dung dich vu NHS.

Tu khéa: ngan hang s6, khach hang c4 nhan, TP. H6 Chi Minh, ngan hang truc tuyé&n, ngan

hang thuong mai.

1. Dit van dé

Nhim thuc hién Chié€n luge Qudc gia phat trién
kinh t& s& va xa hoi s6, Ngan hang dugc ddnh gid 1a
mot trong nhitng nganh di ddu vé chuyén ddi sd. No
lyc chuyén ddi s6 va diu tu cho dir liéu 16n
(bigdata), s6 héa da dem lai cho cdc ngin hang
buSc chuyén minh manh mé, cung tng cho thi
trudng nhitng san phém, dich vu hién dai, ti€n ich;
giip ngan hang dat dudgc thanh tyu vugt trdi, ngay
mot nang cao trai nghiém khach hang... Tuy nhién,
thyc tién phat trién dich vu NHS tai Viét Nam van
con nhiéu han ch& va khé khin bdi ngudi dan Viét
Nam van giif th6i quen diing tién mit va chua quen
vGi viéc st dung cac cong nghé 4.0 trong viéc thanh
todn va giao dich, bén canh d6, tim 1y lo sg bi mat

308 $& 17 - Thang 8/2023

tién, lira ddo, 16 thong tin, bi ddnh cap dit liéu c4
nhan... cho nén nhiéu ngudi con d& dit va han ché
st dung cdc dich vu NHS clia ngidn hang. Vi vay,
viéc tim ra gidi phdp nham thu hdt khdch hang s
dung dich vu NHS dang 12 van dé cap thiét hién
nay. Xut phét tlr thuc t& trén, tic gid nghién ctu
céc nhan 6 4nh hudng d&€n quyét dinh st dung dich
vu NHS ctia khdach hang tai cic NHTM trén dia ban
TP. H6 Chi Minh, qua d6 dé xuit mot so gidi phap
nhim gitip NHTM phét trién dich vu NHS danh cho
KHCN, tir d6 thic day khach hang ti€p can va sit
dung dich vu NHS nhiéu hon.

2. Phuong phap nghién ciu

2.1. M6 hinh nghién ciiu dé nghi

K& thira tif nhitng nghién citu ctia Jamil, Rima
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va Ibrahim (2018), Areeba Toor va cOng su

Hinh 1: Mé hinh nghién ciu dé xudt

(2016), cd s& 1y thuy&t vé cac nhan t& dnh
hudng d&€n quyét dinh sit dung dich vu clia

Tihdgsidung N

khach hang va cdc nghién cttu lién quan,
tic gid da xdy dung mo6 hinh nghién cdu

Do an toan

Quyétdinh

nhu thé hién tai Hinh 1.

sl dung dich vu

]— H3(+) —>| nganhangss
Thi€t k& bang ciu héi: TAt ca cdc bién clia khach hang
; . N A aA o H4(+) 2
quan sdt trong cdc thanh phan déu su dung Phi dich vu }/ canhan
thang do Likert 5 mitc dd. V&i lua chon s6 1 — H5(+)
hia 13 “Hod an kho N L9s s A
nghia 12 “Hoan toan khong dong y ” v6i cau Thuong hiéu ngan hang

phét biéu cho dén lua chon s§ 5 nghia 1a

[
[
2.2. Phuong phdp va dit liéu nghién ctiu {Su tién ich
[
[

z. 9

“Hoan toan ddng y” vdi cau phat biéu.
Thi€t k& mau: Mau khio sit dudc chon
theo xdc sudt ngiu nhién don gidn. Pai tugng 1ay
mau la cic KHCN da va dang st dung dich vu NHS
ca cic NHTM trén dia ban TP. HO Chi Minh.
Nghién citu c6 tat ca 29 bién quan sat gdbm 5 bién
ddc 1ap va 1 bién phu thudc cin ti€n hanh phan tich
nhan t8, ddm bdo miu nghién ciu theo Hair va
cong sur (2014) thi ¢d mAu cAn thi€t 12 29%5 = 145
Thu thdp va phan tich dit liéu: Tédc gia phat ra
300 mAu khio sét tir thang 4/2023 dén thdng 6/2023
va thu thap, ki€ém d€m s6 phi€u khio sat thu vé 284

Nguon: Tdc gid dé xudt

phi€u dat ty 1€ 94,6%, s& phi€u hgp 1€ 1a 277 phi&u
dat 95% tdng phi€u thu. Sau d6 toan bd miu hop 1&
dugc xi 1y dir liéu bing phdn mém SPSS dé tién
hanh kiém dinh db tin cdy ctia thang do Cronbach’s
Alpha, phan tich nhan 8 khdm ph4 EFA, phan tich
hdi quy va ki€m dinh céc gia thuyét.

3. K&t qua nghién cifu

3.1. Pdnh gid thang do bdng hé sé tin cdy
Cronbach’s Alpha

Theo két qua tai Badng 1 cho thdy Thang do cic

BAng 1. K&t qud danh gié dé tin cdy cac thang do

Thana do Bién Corrected ltem Thana do Bién Corrected ltem
9 quan sat - Total Correlation 9 quan sat - Total Correlation

TDSD_1 605 PDV_1 484

Zén:uie . TDSD_2 617 Phi dich vu: PDV_2 671

ng- - TDSD 3 596 Cronbach’s PDV 3 636

Cronbach’s _

Alpha = 811 TDSD_4 577 Alpha =.773 PDV_4 576

TDSD 5 616 PDV_5 370

DAT 1 629 STI_1 786

D6 an toan: DAT 2 686 N STI 2 776

Cronbach’s DAT 3 698 2‘-1 t'eb“ 'C:,- STI3 785
Alpha = .848 ronbach's

P DAT 4 661 Alpha = 914 STI 4 768

DAT 5 611 STIL5 785

Quyétdnhsidung | QPSP 596 STIL6 664

dich vu NHS clia QDSD 2 691 Thuong hié THNH_1 669

KHCN: Cronbach’s |  QDSD_3 585 ngan hang: THNH_2 767

Alpha =.770 QDSD_4 430 Cronbach’s THNH_3 644
Alpha = .821

Nguén: Tinh todn ciia tdc gid P THNH_4 500
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bi€n doc 1ap gdm: (1) Tinh d& st dung, (2) Pd
an toan, (3) Su ti€n ich, (4) Phi dich vu, (5)
Thuong hiéu ngin hang déu c6 cic bi€n quan
sat vdi hé s& Cronbach’s Alpha > 0.7 va hé s6
tuong quan bi€n tdng > 0.3 nén tit ca 25 bién
quan sit ban diu sé dugc dua vio phan tich
nhan t6 EFA ti€p theo. Thang do Quyét dinh sir
dung dich vu NHS ctia KHCN vin giit nguyén 4
bi€n quan sat. Nhu vay, thang do cdc bi€n ddc
1ap va bién phu thudc c6 do tin ciy cao, ddm
bao cho c4c phan tich ti€p theo.

3.2. Pdnh gid thang do bdang phdn tich
nhan t6 EFA

Dua trén mo hinh va gid thuyét nghién ctu,
tdc gid ti€n hanh phan tich nhan t6 EFA cho cic
bi€n doc lap va bién phu thudc. Qua két qua
phan tich EFA cho thdy hé s6 KMO va
Bartlett's Test ctia thang do khd 16n & mic
0.862 > 0.5 v6i mdc y nghia 0 (sig=0,000) cho
tha'y phan tich nhian t6 EFA 1a rat phit hgp. 05
nhan 8 dugc rit trich c6 Eigenvalues 16n hon 1
biang 65,045% cho thdy phuong sai trich dat
chudn (16n hon 50%). Tuy nhién, bién PDV_5
va THNH_4 bi loai khdi md hinh do hé s6 tai
nhan t6 < 0,5. Ti€p tuc dua 23 bi€n quan sit con
lai vao phan tich nhan t§ EFA 1in 2. (Bdng 2)

K&t qué phan tich EFA Ian 2, hé s6 KMO
and Bartletts Test cua thang do kha cao 0.856
va dat yéu ciu 0.5 < KMO < 1, kiém dinh
Bartlett 1a 3639.014 v&i mic y nghia sig =
0.000 <0.05. C6 5 nhan t& dugc rit ra tir 23 bién
quan sat dat do tin cdy v6i phuong sai 67.003 %
kha cao, thda man mic yéu cau > 50% va c6
mic Eigenvalue 1 1.124 > 1. Diéu d6 cho thdy
k&t qua viéc thuc hién phan tich nhan t6 EFA
1an 2 14 phit hdp. T4t ci cdc bi€n déu dat yéu
ciu, sau phan tich EFA 14n 2 dudc st dung phan
tich hdi quy ti€p theo.

3.3. Phan tich tuong quan Pearson

K&t qud phan tich tuong quan Pearson cho
thdy bi€n TDSD, DAT, STIL, PDV, THNH c6
gid tri Sig. =0.000 < 0.05 (mtc y nghia 5%) nén
c6 sy tuong quan cdc bién doc 1ap va bién phu

Bdng 2. K&t qud phén tich nhan 6 EFA 1an 2

Factor

3

STI.3

.835

STI 4

.807

STIL5

.800

STI_2

.799

STI_1

.785

STI 6

q79

DAT 3

.805

DAT 4

.784

DAT 2

.782

DAT 1

739

DAT 5

.704

TDSD_2

74

TDSD_5

147

TDSD_1

.698

TDSD_3

.658

TDSD_4

.603

PDV_3

.842

PDV_2

.806

PDV_1

605

PDV_4

.603

THNH_2

.784

THNH_1

.763

THNH_3

717

Total Variance
Explained

33.616

45.643

56.040

62.117

67.003

Kaiser-Meyer
-Olkin

0.856

Bartletts Test
of Sphericity

.000

thudc, mdi tuong quan nay 1a phit hdp.

3.4. Phén tich hoi quy

K&t qud phan tich ¢6 gid tri R? hiéu chinh =
0.465 n6i 1én dd pht hgp cia mo hinh 1a 46,5%, hay
46,5% d6 bién thién vé quyét dinh st dung dich vu
NHS ctia KHCN tai cac NHTM trén dia ban TP. HO
Chi Minh dudc gidi thich b&i 5 bién doc 1ap trong
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Nguoén: Tinh todn cdu tdc gid

md hinh. Gid tri Sig. ctia F < 0.05, do d6 md hinh
hdi quy ¢6 ¥ nghia thong ké va phii hgp véi dit liéu
nghién ctu. (Béng 3)

K&t qud tai Bang 4 cho thdy 5 nhan t§ 12 tinh d&
st dung, d6 an toan, sy ti€n ich, phi dich vy, thuong
hiéu ngin hang c6 dnh hudng thuin chiéu dén
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Bang 3. Panh gié dd phu hdp ctaméd hinh

Model Summary®®
Change Statistics
T R | Adjusted Stg'fﬁ]’:’ ns o p | Dutin
Square | R Square . Quare 19- Watson
q q Estimate | Change FChange | df1 df2 Change
1 689 | 474 465 54752 474 48.915 5 271 .000 1.914
Nguén: Tinh todn clia tdc gid
BAng 4. K&t qud héi quy
M inh Hé sb Beta chua chudnhéa | Hé s6Beta da chuén hoa Gia Giatn Da cdng tuyén
6 hin .
B Sai s chudn B trit Sig. | Tolerance | VIF
(Constant) 401 215 1.868 .063

TDSD 145 .042 A76 3.434 .001 .738 1.355
PDV 144 .054 143 2.655 .008 .670 1.493
THNH .266 .054 .286 4.887 .000 .565 1.768
STI 148 .056 151 2.641 .009 597 1.675
DAT A79 .046 .188 3.872 .000 .825 1.212

Quyé&t dinh stt dung dich vu NHS ctia KHCN tai cic
NHTM trén dia ban TP. Hb Chi Minh. V&i hé s
=10.266 (sig.=0.000 < 0.05), thuong hiéu ngin hang
c6 tac ddong manh nhat dé€n quyét dinh st dung dich
vu NHS ctia KHCN tai cic NHTM trén dia ban TP.
HO Chi Minh; do an toan (B = 0.179, sig. = 0.000 <
0.05) ditng & vi tri thit hai; ti€p theo 12 sy tién ich (B
=0.148); tinh dé stt dung (B = 0.145) va phi dich vu
(B=0.144).

4. Giai phap nhim thu hit khiach hang ca
nhan st dung dich vu ngan hang sé tai cdc ngan
hang thuong mai trén dia ban TP. H6 Chi Minh

Dua vao két qua da nghién cttu, quyét dinh st
dung dich vu NHS ctia KHCN tai cic NHTM trén
dia ban TP. H6 Chi Minh phu thudc vao 5 nhin t&
theo thit ty gidm din nhu sau: thuong hiéu ngin
hang, dd an toan, sy tién ich, tinh d& st dung, phi
dich vu. T4c gid dé xuat mot s6 gidi phap dé thu hit
KHCN str dung dich vu NHS tai cic NHTM trén dia
ban TP. H5 Chi Minh nhu sau:

Thit nhdt, ddy manh xdy dung va phdt trién
thuong hi¢u cua ngdn hang, tang cuong khd ndng
nhdn dién, ndng cao uy tin ciia ngdn hang.

- C4c NHTM cin ddy manh k& hoach phit trién
thuong hiéu hi€u qud, gidp thuong hiéu cta ngin
hang minh gia ting stic canh tranh trén thi trudng.

Nguon: Tinh todn ciia tdc gid

- Tich cyc tham gia cdc cong tic xd hoi thé hién
trdch nhiém xd hoi cda ngan hang ddi vdi cdng
ddng nhu tham gia tii trg cho cdc hoat dong thién
nguyén, xay nha tinh thuong.., hgp tic véi dia
phuong xay dung cdc cdng trinh cong cong nhu:
nha chd xe buyt, gh€ d4 cong vién...1lam cho thuong
hiéu cta ngin hang tr6 nén quen thudc véi ngudi
dan, gép phan dua uy tin, hinh 4nh clia ngin hang di
vao long khach hang.

- Thuc hién chié€n lugc marketing rong rdi dén
ngudi dan thdng qua nhitng doan video gidi thi¢u
vé ngin hang, vé dich vu NHS trén cdc trang
mang x4 hodi c6 lugng ngudi dung 16n hién nay
nhu Tiktok, Facebook,... lam cho thuong hiéu
clia ngan hang trd nén gin giii, quen thudc vdi
ngudidan.

Thit hai, ting cuong cam nhdn vé do an toan.

- NHTM cin diu tu ha ting cong nghé hién
dai, ting cudng cdc bién phap an ninh, tiéu chuin
bdo mat mdi, tién ti€n, phi hgp vdi xu hudng
thanh todn trén thé€ gidi, ddm bdo thanh todn
nhanh chdng, an toan, tién 1i; ddu tw ning cAp hé
thong dé phat hién sém cdc nguy co tdn cong
mang tiém 4n, x{ Iy nhanh khi sy ¢ x4y ra; bdo
vé dit liéu, bdo vé quyén riéng tu dit liéu khich
hang nhiim tao duyng mdi trudng giao dich s an

$6 17 - Thang 8/2023 311



TAP CHi CONG THUONG

ninh; bdo vé khdch hang, thic ddy long tin ciia
cong ching khi st dung dich vu NHS.

- Cin ting cudng cong tic truyén thong dé tao
théi quen tiéu dung hién dai cho khach hang, nang
cao hi€u biét tai chinh, y thic cia khach hang; chd
dong thong bdo, cidnh bdo khich hang vé nhitng
ting dung khdng chinh thong; huéng din khich
hang cdc k§ ning cd ban vé an toan trén khdng gian
mang, cdnh gidc phong chdng t6i pham cong nghé
cao, d& phong va trdnh nhitng bt cAn dé 16 thong
tin c4 nhin, thong tin tai khoan khi thuc hién giao
dich tryc tuyén.

Thit ba, ndng cao nhdn thitc khdch hang vé su
tién ich so.

- Piy manh nghién cttu, d3i méi sing tao va
phiét trién cdc sin phdm dich vu NHS an toan, tién
ich nhim niang cao trdi nghiém, gia ting sy hai long
cta khach hang.

- Thoi gian thuc hién cdc giao dich cAn dugc cai
ti€n @€ dién ra nhanh chéng va chuin xac hon.
Pam bdo thong ké céc giao dich ddy di, chi tiét
gitp khach hang dé dang theo ddi, xem lai lich st
giao dich va quan Iy tai chinh ca nhan.

- Cin mang d€n nhiéu chuong trinh khuyén
mii nhu chudng trinh tich diém ddi thudng dwa
trén lugt giao dich ctia khdach hang; chudng trinh
dat lich hen thanh todn héa don ty dong hang
thdng hoic dinh ky khi thanh todn tién nudc, tién
dién, héa don mua hang, cudc vién thong...; gitp
gia ting trdi nghiém khach hang khi ho c6 thé yén
tAm ring minh ludn chi trd tat cd héa don ding
han va day dd.

- Tich cuc k&t ndi v6i bén thit ba nhu trung gian
thanh todn, nha cung cap dich vu, website thuong
mai dién ... mang d&€n nhiéu vu dii, tién ich cho
khdch hang. Ting cudng lién két hgp tdc vdi cdc
cong ty Fintech va két ndi v6i cdc hé sinh thdi s6
cla cdc don vi thudc cdc nganh, linh vuc khdac nhu
Grab, Lazada, Shopee, Viettel, VNPT,... dé mang
tGi cho khach hang nhitng trdi nghiém dich vu mot
cdch lién mach dudc c4 nhan héa, tir d6 tao su gin
k&t va ddp ng nhu ciu ctia khich hang.

TAILIEU THAM KHAO:

- X4y dung doi ngii nhan vién hd trg truc tuyén
¢ trinh do chuyén mon cao, c¢6 kién thic vé k§
thuat s§ va ning luc vé cong nghé thong tin, nhiét
tinh d€ c6 thé hd trg khach hang khi gip su c6 mot
cdch nhanh chéng, kip thoi.

Thit tu, tiing tinh dé si dung ciia dich vu NHS.

- Céac NHTM can thiét k& giao dién than thién,
bit mit, thu hit khach hang, tao duge dau 4n riéng
cho ngan hang; hinh 4nh dé& nhin trdnh rdi mit,
rudm ra; cdc budc thao tic thyc hién giao dich rd
rang, don gian, gitp khdach hang x& li cac giao dich
nhanh chdéng, thuan ti€én va an toan nhit; ¢6 hudng
din st dung dé hiéu gitip khach hang d& dang thuc
hién c4c giao dich theo nhu ciu clia minh.

- C6 cdc khu vuc trdi nghiém st dung dich vu
NHS méi dugc ra mit d& khach hang 1am quen véi
giao dién va thao tic.

- Pon gidn héa tht tuc dang ki sit dung dich vu
va hinh thic 14y lai thdng tin di mat hay khi khich
hang quén mat khiu.

- Khong ngirng hoan thién hon quy trinh cung
cap dich vu va ddm bdo viéc duy tri dudc lugng
khiach hang giao dich hién hitu. Tan dung céc
khdch hang hién hitu nhv mot kénh ti€p thi hitu
hiéu cho minh, khi hai long cht Iugng dich vu ho
s& tr§ thanh nhitng tuyén truyén vién tich cuc cho
ngan hang va sé gidi thi€u nhitng ngudi than trong
gia dinh, ban bé va cdc mdi quan hé khic sit dung
dich vu NHS ctia ngén hang.

Thit nam, phi dich vu.

Do dic thit vé mifc thu nhip tai TP. HO Chi
Minh nén phi dich vu 4nh hudng rit nhé dén quyét
dinh st dung dich vu NHS ctia KHCN trén dia ban
thanh phd. Tuy nhién, NHTM nén:

- Lién tuc ddanh gia chi phi st dung dich vu NHS,
xay dung biéu phi phit hop vé6i chit lugng dich vu,
dam bao dudc khad ning canh tranh trén thi trudng;
Diéu chinh mtc phi hgp ly cho khach hang khi giao
dich qua kénh NHS.

- Gidm phi dich vu cho céc giao dich s6 bing cic
chuong trinh khuy&n mai, uu dii dinh ky; hoan tién,
chi€t khau cho céc giao dich thanh todn héa don
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ABSTRACT:

This study explores the factors affecting the decision of individual customers in Ho Chi Minh
City to use the digital banking services of commercial banks. The study finds that there are five
factors affecting the decision of individual customers, including: (1) bank brand; (2) safety; (3)
convenience; (4) usability; and (5) service charge. Based on the study’s findings, some solutions
are proposed to attract more individual customers in Ho Chi Minh City to use the digital banking
services of commercial banks.

Keywords: digital banking, individual customers, Ho Chi Minh City, online banking,
commercial banking.
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