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TOM TAT:

Nghién cttu nhim muc dich tim ra cdc y&u t6 4nh hudng dé€n quyét dinh st dung thé ATM clia
khach hang cd nhan (KHCN) tai Ngan hang Nong nghiép va Phat trién Nong thon Viét Nam - chi
nhdnh tinh Tra Vinh (Agribank Tra Vinh). K&t qua nghién citu cho thdy, c6 tit cd 8 y&u t& 4nh
hudng d€n quyét dinh sit dung thé ATM ctia KHCN tai Agribank Tra Vinh theo thif ty gidm dan nhu
sau: (1) tién ich cla thé; (2) kh4 ning sin sang clia hé thong; (3) doi ngii nhan vién; (4) an toan bdo
mat; (5) chi phi; (6) hinh 4nh ngan hang; (7) chudn chii quan va (8) chinh sach marketing. Tir k&t qué
nghién ctfu, nhém tic gid da dé xuit mot s6 gidi phdp nhim ning cao quyét dinh st dung thé ATM

cta KHCN tai ngan hang trong tuong lai.

Tit khéa: thé ATM, khdch hang cd nhan, Ngan hang Nong nghiép va Phat trién nong thon.

1.Dat van dé

Nén kinh t& th€ gidi dang ngay cang phat trién
theo huéng cong nghiép hda, hién dai héa. Va sy
ra doi cla thé thanh todn 12 buéc ti€n 16n trong
hoat dong thanh todn clia ngdn hang, dic biét la
loai hinh dich vu thé ATM. “Theo s6 liéu cia
Hiép hoi Ngan hang Viét Nam, tdng s6 lugng thé
phét hanh, dang luu thong dén ngay 30/6/2021
dat 110 triéu thé cdc loai, ting 28% so vdi cudi
ndm 2018; trong d6 thé nodi dia dat 90,4 triéu thé

chi€m ty trong 82%. Vé thé ghi ng ndi dia, s6

lugng thé luu hanh dat 85,7 triéu thé. Vé thé tin
dung noi dia: ¢c6 9/41 ngdn hang phat hanh vdi
248.011 thé, ting 19% so v6i nim 2019. Vé phit
trién mang 1u6i, trong giai doan tif nim 2018 d&€n
nay, s6 lugng mdy ATM ciia cdc t§ chitc thanh
vién tdng 5%, tu 18.434 mdy lén 19.398 mdy tai
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thai diém ngay 30/6/2021. O chiéu nguoc lai, d€n
ngay 30/6/2021, mang ludi don vi chdp nhan thé
dd c6 tong s6 POS 188.395 may.

Tai Viét Nam, cic ngin hang tich cuc ddi méi
hé thdng cong nghé, phat trién cic sin phim va
ting dung dat tiéu chuéin qudc t&€ vao hoat dong kinh
doanh cta ngan hang. “Trong d6, Agribank la ngin
hang tién phong trong viéc trién khai cic may giao
dich ty dong (ATM) tir naim 2003 v6i gan 1.500
mdy dugc dit & khu vyc ndng nghiép, nong thén
trong tong s6 hon 3.300 mdy ATM, phat hanh hon
13 triéu thé chi€m thi phan 13% thé trén toin qudc
tinh dé€n cudi nam 2020. Tinh d&n ngay 31/12/2020,
Agribank c¢6 gan 13,9 triéu thé dang hoat dong,
chi€ém 12% vé s6 lugng thé dang lwu hanh. S&
lugng ATM dat 3.299 mdy, chi€m 17% thi phan
ATM va 13% thi phan POS.



TAI CHiNH - NGAN HANG - BAO HIEM

St dung thé ngan hang la nhu ciu thiét y&u,
nhung bén canh sy tién 1gi, viéc st dung thé ngin
hang ciing ¢6 nhitng khé khin d6i véi khach hang
dang st dung. Nhém tdc gid da quy€t dinh chon
dé tai “Phan tich cdc y&u td dnh hudng d&€n quyét
dinh st dung thé ATM ctia khdch hang cd nhan tai
Ngan hang Nong nghiép va Phat trién nong thon
Viét Nam - chi nhdanh tinh Tra Vinh” 12 cd s thiét
thuc nhat trong viéc dua ra cdc dinh huéng thu hit
khdch hang st dung thé ATM hon nita tai
Agribank néi riéng, cling nhu hé thong NHTM
Viét Nam néi chung.

2. Phuong phap nghién ctitu

Trén co sG lugc khao trong va ngoai nudc,
tdc gia k& thira va xay dung mo hinh nghién citu
c6 dang:

Y=+ BiX; + BX; + B X3 + BX,

+ Bs X5+ BXo+ B X7 + BsXs + &

Trong do:

-'Y la bié€n phu thudc: dénh gid chung clia khach
hang vé quyét dinh st dung thé ATM;

- Bi€n doc lap: X, 1a tién ich cta thé; X, la kha
ning sin sang clia hé thdng; X3 la chi phi, X, 1a doi
ngll nhin vién, X5 1a an toan bdo mat, Xg 1a chinh
sdch Marketing, X, la hinh d4nh ngan hang, Xg la
chuén chi quan;

- By 12 hé s6 ty do; By, Bys - By 12 cdc he sO
hdi quy;

- &la sai s6 chuin.

Bé4ng cAu hdi chinh thitc dudc thi€t k& dua trén 8
y&u t8, v6i 31 bién quan sit dinh lugng va déu st
dung thang do Likert 5 mic d6. Ngoai ra, tac gia
con st dung phuong phap thong ké mo ta dé€ mo ta
nhitng dic tinh cd ban clia dit liéu so cip dugc thu
thap, nhu: gidi tinh, d6 tudi, trinh d6 hoc van, nghé
nghiép va thu nhap hiing thing. T4c gia thu thap s6
liéu thdong qua bang khao sit v4i 220 KHCN tur
thdng 10 d&€n hét thang 12/2021.

3. K&t qua va thdo luan

K&t qui phan tich hdi quy & Bang 1 cho thay,
y&u to “tién ich clia thé” c6 dnh hudng manh nhat
dén quyét dinh st dung thé ATM (B = 0,472). Yéu
t0 “kha ning sin saing ctia hé théng” c6 dnh hudng
cao thit hai d&n quyét dinh sit dung thé ATM
(B=0,203). Cic yéu t6 4nh hudng dé€n quyét dinh
st dung thé ATM ti€p theo 1an lugdt 12 “ddi ngii

nhin vién”, “an toan bdo mat”, “chi phi”, “hinh

4nh ngan hang” va “chuin chi quan” vdi gid tri 4
tuong ng lan lugt 12 0,173; 0,109; 0,086; 0,081 va
0,077. Trong khi d6, y€u t6 “chinh sich marketing”
c6 4nh hudng thap nhit d&€n quyét dinh sit dung thé
ATM (B=0,074).

+ Tién ich ciia thé (TI): dudc xédc dinh 12 yé&u to
c6 tdc dong manh nhat d€n quyét dinh st dung thé
ATM ctia KHCN tai Agribank Tra Vinh. Bién doc
lap nay tdc dong cling chiéu dén quyét dinh st dung
& muc y nghia 1%. K&t qua md hinh cho thdy khi
bi€n “tién ich clia thé” ting 1én 1 don vi thi viéc
quyét dinh st dung thé ATM clia khdch hang ting
0,472 don vi. Viéc ddy manh va phat trién thém cic
tién ich cla thé c6 vai trdo quan trong trong viéc duy
tri khdch hang. Do d6, khi tién ich cia thé ATM tai
Agribank Tra Vinh ngay cang da dang héa dich vu,
hoan thién cdc san phim hién dai thi quyét dinh st
dung thé ATM ctia khach hang ngay cang ting.

+ Khd ndng sin sang ciia hé thong (SS): 1a y&u
t6 thit hai tdc dong tich cuc dé€n quyét dinh stf dung
thé ATM ctia KHCN tai Agribank Tra Vinh. Bi€n
doc 1ap nay tdc dong cling chiéu dé€n quyét dinh st
dung thé ATM cta khach hang § mtc y nghia 1%.
K&t quéd md hinh cho thdy khi bi€n “kh4 ning sin
sang ctia hé thong” ting 1én 1 don vi thi viéc quyét
dinh st dung thé ATM cia KHCN tiang 0,203 don
vi. Hé thong ATM Ia ndi khdch hang giao dich 16n
nhat so vdi cdc hinh thiic khdc, do d6 viéc nang cao
chat lugng dich vu clia hé thong ATM lam ting
quyét dinh st dung thé clia khiach hang tai
Agribank Tra Vinh.

+ Déi ngii nhdan vién (NV): 1a y&u td thit ba tic
dong d&€n quyé&t dinh sit dung thé ATM ctia KHCN
tai Agribank Tra Vinh. Bi€n ddc 14p nay tdc dong
cing chiéu d&n quyét dinh st dung thé ATM ciia
khach hang & mitc ¥ nghia 1%. K&t qud md hinh
cho thay khi bi€n “d6i ngii nhan vién” ting 1én 1
don vi thi viéc quy€t dinh st dung thé ATM ctia
KHCN ting 0,173 don vi. Giao dich gita nhan
vién v6i khach hang tao co hoi d€ khach hang
nim bt va hi€u bi€t hon vé ngan hang, tir d6 1am
ting long tin ciia khdch hang. Viéc nhan vién
ngin hang quan tAm ciing nhu niém nd véi khich
hang ciing 12 yé&u t§ quan trong lam ting quyét
dinh st dung thé ATM.

+ An toan bdo mt (AT): 1a y&u t6 thet tu téc dong
dén quyét dinh st dung thé ATM ctia KHCN tai
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Bdng 1. K&t qud uéc lugng md hinh hdi quy

Mé hinh Hé s6 udc lugng Giatrt VIF
(Hang s6) -1,182 -5,107
Tién ich cla thé (TI) 0,472 12,814*** 1,239
Kha nang s&n sang clia hé théng (SS) 0,203 5,893*** 1,437
Chi phi (CP) 0,086 2,587*** 1,289
Daoi ngli nhan vién (NV) 0,173 4,676 1,448
An toan bao méat (AT) 0,109 3,272 1,124
Chinh sach marketing (CS) 0,074 3,197 1,040
Hinh &nh ngan hang (HA) 0,081 2,628 1,087
Chuén chii quan (CQ) 0,077 2,588*** 1,090
R hiéu chinh = 0,732
Sig. =0,000
ANOVA: F =75,956***
Gia tri Durbin-Watson = 2,209

Ghi chii: **%* ¢6 y nghia & miic d la 1%

Agribank Tra Vinh. Bi€n ddc 1ap nay tdc dong ciing
chiéu dén quyét dinh st dung thé ATM ciia khich
hang & mic ¥ nghia 1%. K&t qua mo hinh cho thdy
khi bi€n “an toan bdo mat” ting I&én 1 don vi, thi
viéc quyét dinh st dung thé ATM clia KHCN ting
0,109 don vi. Viéc gidm thiéu rii ro cho ngudi st
dung @€ khach hang ho yén tAm va gin b6 véi dich
vu thé clia ngan hang, tir d6 1am ting quyét dinh sir
dung thé ctia khach hang tai Agribank Tra Vinh.

+ Chi phi (CP): 1a y€u to thit nim tédc dong dén
quyé&t dinh st dung thé ATM ctia KHCN tai
Agribank Tra Vinh. Bi€n doc 1ap nay tac dong cling
chiéu d&€n quyét dinh st dung thé ATM clia khach
hang & mic ¥ nghia 1%. K&t qud mo hinh cho thdy
khi tinh hgp 1y clia bi€n “chi phi” ting 1én 1 don vi
thi viéc quyét dinh st dung thé ATM clia KHCN
ting 0,086 don vi. Quyét dinh sir dung thé Agribank
cla khiach hang sé ting l1én khi khach hang cdm
nhin dugc cdc chi phi st dung thé cia ngdn hang la
hdp ly va dé chap nhan.

+ Hinh dnh ngan hang (HA): 1a y€u t0 thit siu
tic dong dén quyét dinh st dung thé ATM clia
KHCN tai Agribank Tra Vinh. Bi€n doc 1ap nay tdc
dong cting chiéu dén quyét dinh sit dung thé ATM
clia khdch hang & mic y nghia 1%. K&t qud mo
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Nguén: Két qud xit 1Y s6'li¢u khéo sdt trén phan mém SPSS

hinh cho thay khi bi€n “hinh 4nh ngan hang” ting
1én 1 don vi, thi viéc quyét dinh st dung thé ATM
ctia KHCN ting 0,081 don vi. Viéc tao ra m&i quan
hé than thi€t v6i khdch hang, than thién vé san
phdm va ddm bao chat lugng dich vu tot dé lai 4n
tugng tot dep vé ngin hang trong 1ong khach hang,
tr d6 lam gia ting quyét dinh st dung thé cla
khach hang.

+ Chudn chii quan (CQ): 1a y€u 6 ti€p theo tic
dong dén quyét dinh st dung thé ATM ctia KHCN
tai Agribank Tra Vinh. Bi€n doc 1ap ndy tdc dong
cling chiéu dén quyét dinh st dung thé ATM clia
khdch hang & mic y nghia 1%. K&t qud md hinh
cho thay khi bi€n “chuin chli quan” ting 1én 1 don
vi, thi viéc quy&t dinh st dung thé ATM ctia KHCN
taing 0,077 don vi. Gidi thi€u nhitng chuong trinh
khuy&n mai, vu ddi hdp din cta ngin hang vé dich
vu thé cho ngudi than, cling nhu ban bé va nhitng
ngudi xung quanh, tr d6 lam ting quyét dinh st
dung thé ctia khach hang.

+ Chinh sdch marketing (CS): 1a y&u t& cudi
cuing va day cling 12 y&u t& it tdc dong nhat dé€n
quyét dinh st dung thé ATM cta KHCN tai
Agribank Tra Vinh. Bi€n “chinh sdch marketing”
tic dong ciing chiéu d&€n quyét dinh st dung thé
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ATM ctia khdch hang & mdc y nghia 1%. K&t qud
md hinh cho thdy, khi bi€n “chinh sich
marketing” ting 1&én 1 don vi thi viéc quyét dinh
stt dung thé ATM ctia KHCN ting 0,074 don vi.
Viéc m§ rong chinh siach marketing gitp ngin
hang quing b4 va gi6i thiéu cdc sin phadm dich vu
hién dai, d€ khach hang ngay cang biét d&€n dich
vu thé nhiéu hon, tir d6 1am ting quyé&t dinh si
dung thé cia khiach hang.

4. Giai phap gitp ngian hang niang cao y dinh
st dung dich vu Mobile Banking cia KHCN tai
Agribank Tra Vinh

4.1. Doivéi yéu to Tien ich ciia thé

Viéc hoan thién cdc san phéfm hién tai cé vai tro
quan trong trong viéc duy tri khiach hang cii va thu
hit khdach hang mdéi bdi sy khac biét cia né so véi
san pham thé clia cdc ddi thi canh tranh tao ra
nhitng tinh ndng vugt trdi va tién ich hon cho khach
hang. Do d6, ngan hang can ddy manh, phét trién
thém tién ich cta thé nhu:

Pa dang héa cédc dich vu thanh todn bing thé,
khuyé&n khich phat trién céc loai thé da dung, da
ning (mua xing dau, di taxi,...).

Tiang cudng viéc chip nhan thé 14n nhau giita
céc td chiic cung ng dich vu thanh todn thé.

Ngan hang cin cho ra ddi mot s6 san phim m&i
tap trung phat trién thé binh dan tin dung tdi da kha
ning st dung thé phit hgp véi diéu kién kinh t&
trong nudc d6i v6i ngudi dan ndi dia va cd cho
khach nuéc ngoai.

M4 rong thé lién két cho nhitng nhém khéich
hang thudng xuyén st dung dich vu trong céc linh
vuc gidi tri. Khi khach hang st dung loai thé lién két
nay, ngoai viéc dugc nhian cic vu dii tr phia ngan
hang vé 1di suit, mic chi tiéu, con dugc ngin hang
tu van cung cAp mién phi cac dich vu lién k&t do.

C6 thé ti€n hanh d6i tén sdn phim thé nhim
ting siic song mdi cho sdn phdm thu hiit sy quan

tdm clia khiach hang.
4.2. Doi véi yeu to’ Khd ndng sdn sang cia
hé thong

Hé thong ATM la noi khich hang truc ti€p giao
dich 16n nhat so vdi cc hinh thifc khac, vi vay dé
kich thich quy&t dinh lya chon clia khiach hang ngan
hang cin c6 céc chinh sich cu thé. P& ning cao
chat lugng phuc vu ctia hé thong ATM c6 thé thuc
hién dugc thong qua mot s gidi phap sau:

Chi trong bdo dudng cdc may rit tién ddm bao
khong x4y ra tinh trang hé&t bién lai, khong rit dugc
tién ma tai khoan van bi trir.

PAu tr m§ rong mang ludi cac don vi chip hanh
thanh todn thé trén nhiéu dia ban khic nhau bing
viéc hgp tic véi nhiéu don vi cung ng sdn phim
dich vu céc dai ly thuong mai l6n.

PAiu tr cong nghé hién dai, nhim han ché tinh
trang nghén mach lam 4nh hudng dén chat lugng
giao dich.

Ngoai ra, Agribank nén t§ chiic thém nhiéu
chuong trinh wu dii d€ khuyén khich cdc khich
hang st dung cdc dich vu thé clia Agribank.

4.3. Doi véi yéu to’ Dji ngii nhan viéen

Thé ATM I3 mot san pham hién dai lién quan
dén nhiéu cong nghé. Vi vay, dé bit kip trinh do
tién ti€n clia th€ gidi, ngan hang cin t& chifc cic
budi huén luyén cho cic nhan vién, day 1a mot co
hoi t6t d@€ ho ning cao nghiép vu ciing nhu kinh
nghiém thuc t€.

Giao ti€p clia c4dn bd ngan hang tic dong truc
ti€p dé€n quyét dinh st dung san pham dich vu cia
khdch hang 4nh huéng d&n hiéu qué hoat dong kinh
doanh ctia Ngin hang. Chinh vi vdy, ning cao kha
ning giao ti€p clia cdn bo giao dich 1a mot viec
quan trong va can phai thuc hién.

Ngan hang can tao diéu kién cho nhin vién ning
cao trinh d0 giao ti€p tin hoc ngoai ngit d€ quang ba
cdc san phim thé d6i v6i khach nuSc ngoai.

Ngan hang cin t5 chiic cic hinh thic ti€p cin
khach hang nhu cdc budi gidi thiéu sin phdm dich
vu mién phi cho khach hang tiém ning thanh khach
hang than thiét cda ngan hang.

Ngan hang ciing can c6 nhitng ch& d6 dii ngd
nhat dinh d6i v6i nhan vién nhu 13 tién luong, tién
thudng, cic ch€ d6 dao tao,.. Piéu niy sé tao nén
dong luc 1am viéc d6i véi cdn bod, ddng thdi tao ra
hinh 4nh dep vé ngan hang ddi v6i khach hang.

4.4. D6i véi yéu to6 An toan bao mat

Ngian hang cin thuc hién quy trinh thudng
xuyén ki€ém tra cic cdy ATM d€ phat hién nhitng
thi€t bi nhu ban phim gid hodc mdy camera gén Ién;
cdc cdy ATM cin c6 camera gidm sat 24/7 dé theo
ddi an ninh.

Ngin hang ciing can thudng xuyén lién lac
thong tin khach hang dé€ thong biao moi giao dich
dugc thyc hién trong khoang thdi gian dinh ky nao
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d6 khién cho khdch hang cdm thay an toan hon khi
str dung thé.

Thudng xuyén dua ra cdc khuyén céo, cdnh bdo
v6i khach hang trén website, qua hoi nghi khach
hang hoidc thong tin dai ching d& khich hang yén
tAm st dung dich vu thé.

4.5. Doi véi yéu to' Chi phi

Quyét dinh st dung thé Agribank ctia khdch
hang s& ting khi khach hang cdm nhan dugc chi phi
st dung thé 12 hgp 1y va dé chap nhan. Vi thé:

T& chiic ciac chuong trinh khuy&n mai mién
gidm cdc loai phi cho khdach hang nhu phi phat
hanh, phi thudng nién, phi chuyén tién,... thAm chi
mién phi phat hanh cho tirng thdi ky nhan dip
nhitng ngay 1€ 16n.

Dong thdi, ngan hing cong bo 1 rang tit ci cic
khoén phi d&n cdc khach hang d€ ho c6 thong tin vé
chi phi mdi 1an giao dich thé, tranh tinh trang khach
hang hi€u nhim céc khodn phi lién quan dén tai
khoan, cdc giao dich internet véi phi trong sit dung
thé. Ciing tir d6, khach hang biét dugc cdc thong tin
vé 1¢i ich va céc hinh thic giao dich qua thé ATM
nén c6 kha ning quyét dinh st dung thé nhiéu hon.

4.6. D6i véi yéu to Hinh anh ngan hang

Xay dung mot hinh anh dep c6 anh hudng 16n
dén quyét dinh st dung ctia khdch hang tiém ning
va 1ong trung thanh cta khach hang hién tai.

Hop tc lién két v6i truyén thong sé tao do vitng
chic cho thuong hiéu, quing b4 gitp thuong hiéu
clia ngdn hang ngay cang 16n manh.

Trong qué trinh cung ng san pham, dich vu cho

TAILIEU THAM KHAO:

khach hang, ngin hang nén tap trung tao cam gidc
than thién, thodi mai véi khach hang, mot hinh anh
dep trong tam trf khdch hang la mdt ngan hang than
thién ludn quan tim dén nhu cau va Igi ich cla
khach hang.

Tiép tuc thuc hién cong tdc truyén thdong, quing
ba phit hgp vGi vin héa va théi quen cla tirng viing
mién dé€ dat dugc hiéu qua cao.

4.7. Ddivéi yéu to’ Chudn chii quan

Thudng xuyén nghién cttu 1di sudt va chuong
trinh vu dai, khuy&n mii clia cic ngan hang thuong
mai khac d€ dua ra chuong trinh wu dai, khuy&n mai
mang tinh canh tranh cho céc don vi chap nhan thé
cho cdc cd nhdn gidi thi€u cling nhu huéng ngudi
than, ban bé hay nhitng ngudi xung quanh st dung
dich vu thé ATM ctia Agribank.

4.8. D6i véi yéu to’ Chinh sach marketing

Ngan hang can xAy dung chién lugc marketing
phtt hgp:

- TS chitc phit hanh thé thanh todn, thudng
xuyén t§ chitc hoat ddng quang b4, ti€p thi trén dai
truyén thanh, truyén hinh, b4o chi va cdc phuong
tién thong tin dai ching khac.

- b€ nang cao mitc d6 hai 1ong ctia khach hang
trong qud trinh s dung dich vu tai Agribank Tra
Vinh, Ngian hang cin dan thong tin cic hotline tai
cdc cot ATM dé khach hang dé nhan biét va thuc
hién giao dich.

- Tang cudng khd nidng canh tranh biang cach tao
ra sy khac biét vé sian phim, cai ti€n chi't lugng sin
phdm dich vu dp tng nhu cau ctia khach haing m
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ABSTRACT:

This study is to find out the factors affecting the decision of individual customers to use ATM
cards issued by Vietnam Bank for Agriculture and Rural Development — Tra Vinh Province
Branch (Tra Vinh Agribank). The study’s results show that there are 8 factors affecting the
decision of individual customers to use ATM cards issued by Tra Vinh Agribank. These factors
are, in descending order of influence level, (1) the convenience of the card; (2) the system
availability; (3) the staff; (4) the safety and security; (5) the expenses; (6) the bank image; (7) the
subjective standards and (8) the marketing policy. Based on the study’s results, some solutions are
proposed to encourage more individual customers to use ATM cards issued by Tra Vinh Agribank
in the future.

Keywords: ATM card, individual customer, Vietnam Bank for Agriculture and Rural
Development.
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