TAP CHi CONG THUONG

HANH VI DU PINH SU DUNG E-BANKING,
E-WALLET CUA KHACH HANG GEN Y
VA GEN Z TAI TP. HO CHI MINH

® NGUYEN TRUNG HIEU

TOMTAT:

Bai viét gidi thiéu co s6 1y thuy€&t vé hanh vi du dinh, 1y thuyé&t chdp nhin cdng nghé va nghién
cttu lién quan dén hanh vi dy dinh st dung ctia khiach hang c4 nhan. Tir d6 ki€m dinh cdc thanh
phan trong m6 hinh dé xuit c6 thé st dung d6i véi dich vu ngan hang dién ti, vi dién ti ctia khach
hang c4 nhian Gen Y va Gen Z. Phuong phép phan tich phuong trinh ciu tric dudc st dung v6i mau
trd 13i ctia 213 khach hang cd nhan tai TP. H6 Chi Minh. K&t qua nghién citu cho thiy sy tic dong
kh4 rd rét clia cdc yé&u t6: nhan thifc vé tinh hitu ich, nhan thitc d& dang sit dung, tinh bio mat, tic

dong clia x4 hoi, sy tin tudng vao nha cung cap ddi vdi lva chon st dung dich vu E-banking,
E-wallet clia cdc khach hang nay cling nhu ¢6 sy khac biét trong lya chon dich vu gitta 2 nhém

khach hang.

Tu khéa: ngin hang dién t, vi dién t&, Gen Y va Gen Z.

1. Dit van dé

Tht tuéng Chinh phd Viét Nam da phé duyét
Chié&n lugc tai chinh toan dién qudc gia (Quyét dinh
s§ 149/QD-TTg, ngay 22/01/2020) véi viec ddy
manh tng dung cong nghé s0, ting cudng d6i méi
sang tao trong thi€t k& va phan phdi san pham, dich
vu tai chinh dé don gidn, tién 1i, d& si dung, gidm
chi phi, phit hdp véi nhu cau va kha ning chi tr.
Muc tiéu chinh phii dua ra 1a d€n cu6i nim 2025 c6
it nhat 80% ngudi trudng thanh c6 tai khodn giao
dich tai ngan hang va cic t6 chiic dich vu tai chinh
dudc cap phép khic.

Nhitng khdch hang Gen Y (sinh nim 1980 dé&n
nim 1994) vd Gen Z (sinh nim 1995 dé&n nim
2010) dugc nhiéu nghién citu chi ra 1a doi tugng
khach hang quan trong v&i ngan hang va td chic tai
chinh xuft phat tir viéc ho ti€p cin cong nghé mot
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cich d& dang, tw nhién nhu nhitng phuong tién dé
cudc sdng ngay cang tot hon. Vi vay, cc dich vu
ngan hang dién t& (E-banking) va vi dién t&
(E-wallet) tai Viét Nam di nhanh chéng ti€p cin
nhém ddi tugng khach hang tiém ning nay.

Theo s6 liéu ctia Ngan hang Nha nudc, Viét
Nam da c6 khodng 78 t6 chitc cung tng dich vu
thanh todn qua internet va 45 t§ chitc cung ting
dich vu thanh todn di dong. Tur ngay 07/01/2020,
khi Thong tu s6 23/2019/TT-NHNN cta Ngin
hang Nha nu6c c6 hiéu lyc da gia ting hon tinh an
toan khi bdo vé tai khodn va ddm bdo do an toan
vé giao dich giita nhitng ngudi diing, dong thdi gia
ting kha nang giao dich qua vi dién t& cia khach
hang. Nhitng diéu nay dit ra van dé nghién citu cu
thé vé cic tac dong trén thi trudng thanh toin qua
E-banking va E-wallet hién nay tai Viét Nam.
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2. Cd sé 1y thuyé&t va phuong phap nghién citu

2.1. Co 56 ly thuyét va lugc khao nghién ciiu
lién quan

Ly thuy&t vé hanh vi du dinh - TPB (Theory of
Planned Behavior) dugc dé xudt va phat trién tir
ly thuy&t hanh dong hop 1y (Theory of Reasoned
Action - TRA). Trong m6 hinh ¢6 3 y€u t6 dnh
hudng dén xu huéng hanh vi, tir d6 quy€t dinh dé€n
hanh vi thuc sy cia ngudi tiéu dung d6 1a: thdi do,
chuin chi quan va nhin thic ki€m sodt hanh vi.
Thdi d6 dudc do ludng bing ki€n thic va sy hi€u
biét vé cdc thudc tinh sdn pham cda khdch hang.
Y&u t& chudn chii quan dugc thé hién thong qua
nhitng ngudi 6 lién quan dén ngudi tiéu diing (gia
dinh, ban be, déng nghiép,..) va dugc do ludng
biing viéc nhitng ngudi nay thich hay khdng thich.
Nhan thitc ki€m sodt hanh vi dudc xem xét dua
trén ddnh gid ctia chinh c4 nhan d6 vé mitc do khé
khin hay d& dang ra sao d€ thyc hién hanh vi d6
(Ajzen, 2006).

M6 hinh chidp nhin cong nghé - TAM
(Technology acceptance model) dudc gidi thiéu bdi
Davis vao ndm 1986 la mot trong nhitng khung 1y
thuyét dugc trich din nhiéu nhit vé hi€u va du bdo
qud trinh ngudi dung c6 hanh vi du dinh, chap nhan
st dung v6i cac hé thong cong nghé thong tin. Theo
mo hinh nay, viéc sit dung hé théng dugc x4c dinh
truc ti€p bdi hanh vi dy dinh clia khdch hang va yéu
t6 nay bi Anh hudng bdi thdi dd clia ngudi dung doi
véi viéc stt dung hé thdng va mitc do hitu ich ctia hé
théng. Thdi dd va nhan thitc vé tinh hitu ich cling bi
dnh hudng bdi tinh d€ st dung (Bradley, 2012).

Ruangkanjanases & Wongprasopchai (2017)
thuc hién x4c dinh c4c y&u t6 quan trong dnh huéng
dén viéc 4p dung cac dich vu E-banking thdong qua
mot cudc diéu tra thuc nghiém vé so sdnh th& hé
gitta Gen Y va Gen Z & Thai Lan. Ly thuyé&t va TBP
va mod hinh TAM dugc st dung két hdp thong qua
phuong phap phan tich mod ta, phan tich tuong quan
va hoi quy theo md hinh dudng din. Dit liéu nghién
ctfu bao gdm 400 miu khio sit dugc thu thap tir
nhttng ngudi dung E-banking & Gen Y va Gen Z &
Thai Lan. K&t qua cho thdy, cAm nhan tinh hitu ich
va cam nhan dé dang st dung c6 4nh hudng ddng
ké va tich cuc dé€n y dinh st dung dich vu ctia khach

hang & c 2 thé hé. Piéu thi vi 1a nghién cifu cling
chi ra 4nh hudng xa hoi da 4nh hudng dang ké dén
viéc st dung E-banking chi § Gen Z.

Boonsiritomachai & Pitchayadejanant (2017)
da khdm phd cdc y€u t6 quyét dinh 4nh hudng dén
hanh vi du dinh sit dung E-banking ctia Gen Y.
Duya trén md hinh TAM va cdc m6 hinh li€én quan
khdc, mdt mo hinh md rong méi da dugc dé xuat
dé gidi thich 16 hon viéc st dung E-banking. Mo
hinh dé xuat da dugc xem xét thyc nghiém bing
cach st dung dir liéu khdo sdt tir 480 ngudi trd 101,
phuong phép phén tich bing mo6 hinh phuong trinh
cau tric (SEM). K&t qua phan tich cho thdy, md
hinh stta d8i phit hgp tot véi boi cidnh thé he Y.
Ngoai ra, cAm nhan hitu ich va thy hudng cta
ngudi ding dugc xdc dinh 1a yé&u t6 quan trong
nha't thiic ddy khach hang st dung dich vu, trong
khi sy lo 1ing vé an ninh c6 m&i quan hé tiéu cyc
véi hanh vi du dinh. C4c k&t qué c6 thé dugc céc
td chiic ngan hang st dung d€ phdt trién cc chién
luge va céi thién dich vu clia ho nhim ting cudng
4p dung E-banking trong th€ hé Y.

Rehman & Shaikh (2020) chi ra cdc dich vu
E-banking di dudc dp dung rdng rai trong cdc
nudc phat trién va dang phat trién, trong khi sy
chdp nhin cla ngudi tiéu dung Malaysia lai
tuong d6i thap. Vi muc tiéu 12 d€ xem xét cdc
y€u t6 4nh hudng d&€n hanh vi dy dinh cta khdch
hang ddi v6i cdc dich vu E-banking, nghién s
dung m6 hinh TAM va TBP véi di¥ li€u chinh 1a
thu thap tir 384 khdch hang thudc thé€ hé Y cda
ngan hang. M6 hinh SEM dugc st dung di liéu
phan tich. K&t qud cho tha'y hanh vi dy dinh clia
ngudi tiéu diing chiu tic dong ddng k& va tich cuc
bdi nhan thitc hitu ich va dé st dung va nhan thic
vé rdi ro trong giao dich.

2.2. M6 hinh nghién citu va mdu nghién citu

Béng ciu hdi khédo sat cho phan tich nay dugc
xay dung trén co s& cac muc 1y thuyét TAM va
dugc diéu chinh chii y&u tit md hinh 1y thuyét, cdc
nghién ctu lién quan da Iuge khdo. M6 hinh nghién
ctfu bao gdbm 5 cAu tric: (i) CAm nhén sy hitu ich;
(i) CAm nhan d& st dung; (iii) CAm nhin vé tinh
bdo mat va quyén riéng tu; (iv) Tdc dong xa hoi; (v)
Hanh vi dy dinh st dung vi dién ti.

$6 11 -Thdng 5/2022 277



TAP CHi CONG THUONG

Trong d6 mdéc dd cdm nhan hitu ich (PU) dugc
dinh nghia 1a mdc d6 ma mot ngudi tin viéc st dung
mot hé thdng sé 1am ting hiéu suit cdng viéc clia
ho. Cam nhan sy hitu ich 12 y€u t6 quan trong cia
TAM c6 4anh hudng ding ké d&€n y dinh hanh vi.
Tinh dé st dung (PEOU) dé cip dén mic do ma
mot ngudi tin ring viéc sit dung hé thong sé khong
ton cong stic. Hanh vi du dinh st dung cong nghé
dugc minh ching chiu tic ddng mot cach tich cuc
va dang k€ bdi cAm nhan tinh d& st dung.

bé md rong md hinh cho phu hgp véi dich vu
E-banking va E-wallet thi bién cdm nhan bdo mat,
quyén riéng tu (PS) dudc b sung. Pay 1a bién dudc
mod t4 1a khd niang cd nhin ty gidm sét thong tin lién
quan d&n ban than. Nhiéu nghién cttu cho thdy, mot
trong nhitng y&u t6 4nh hudng d&n viéc st dung vi
dién tlr 12 quyén riéng tu va bio mat, né c6 dnh
huéng ngay cang I6n trong boi cédnh hién nay.
Thi€u bido mat vd quyén riéng tr 13 mot trong
nhitng van dé khi€n khach hang tranh xa st dung
dich vy, thanh todn khéng c6 tinh ning bdo mat c6
thé din d&n viéc truy cap trdi phép thong tin ca
nhén va tao cd hdi cho t6i pham mang vi pham dir
liu (Kaur va cong sy, 2018). Pdong thdi v6i d6
nhin t6 vé 4nh hudng xa hodi (SI) ciing dugc st
dung v&i cdc khich hang tré tudi khi nhiéu nghién
cttu dd xdc nhan 4nh hudng x3 hoi tao nén luc diy
trong viéc ap dung cong nghé. Hanh vi dv dinh (EI)
la thudc do stic manh cda sy sin sang nd luc cla
mot ngudi trong khi thurc hién c4c hanh vi nhat dinh.
Hanh vi dy dinh dugc coi 12 tién dé& ngay 1ap tifc di
dén hanh vi thyc su. N6 dugc md ta truc ti€p dudi
nhiéu bi€n quan st trong c4c nghién ctu thi diém.
Céc tr ngff trong bi€n quan st clia nghién citu ndy
dudc dua trén Ajzen (2006) va cic nghi€n cttu lién
quan da lugc khéo.

Nghién cttu thuc hién ddi tugng khdo sit 1a c4
nhan thudc thé hé Gen Y va Gen Z tai TP. HO Chi
Minh. Phuong phdp khdo sét thuan tién dugc ap
dung do cdc gidi han vé thdi gian va kinh phi thuc
hién khao sat thong qua cdch thic khio st truc
tuyén. Miu phan hodi nghién cttu nhan dugc 1a 311,
trong d6 c6 thé dua vao phén tich 12 213 miu, thda
min diéu kién ¢ miu néu st dung SEM véi
phuong phdp udc lugng ML. Trong 213 ngudi tra
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15i ¢6 89 ngudi 1a nam va 124 nit, chi€m ty 1 1an
lugt 12 41,78% va 58,22% mau khio sit. Trong do,
Gen Y chi€m 55,87% (119) va Gen Z la 44,13%
(94). Nguoi da di lam/ty kinh doanh 1a 48,83%,
dang giif vai tro lanh dao trong t6 chitc 1a 7,04% va
con lai la sinh vién, hoc sinh.

3. K&t qua nghién ciu

Sau khi kiém tra miic do tin cdy biing Cronbachs
Alpha c6 2 bi€n quan st loai bd va cdc bi€n con lai
ddm bao dd tin ciy trong 5 thanh phin chinh. K&t
qua EFA cu6i ciing dat dudc c6 5 nhan t6 dugc trich
v6i Eigenvalue 13 1,327 va tong phuong sai trich
bing 62,23% (> 50%) cho thiy, phan tich nhan t&
dat yéu ciu. Hé sO tai nhin t& clia cic bién trong
titng nhan t& déu ddm bao chuin ditra (> 0,5), cic
bién quan sit déu c6 twong quan chit v6i nhan td
mdi dugc trich.

Phan tich CFA dudc thuc hién v6i tit ca céc
khéi niém c6 trong mo hinh. Vé&i tinh don nguyén,
md hinh c¢6 Chi-square/df =2,009 < 3, p-value < 5%
va TLI=0,924>0,9; CF1=0,914 > 0,9; RMSEA =
0,049 < 0,8 nén c6 thé thdy mo hinh t6i han diéu
chinh la phit hgp v6i dit liéu thi trudng va dat dugc
tinh don nguyén. Vi do gid tri hoi tu, cdc bi€n quan
sat trong mo hinh c6 trong s6 hdi quy chuin héa
déu 16n hon 0,5 (hé s6 hdi quy thap nhat 12 0,502)
va cdc hé s& hdi quy déu c6 y nghia thong ké do d6
thang do dat dugc gia tri hoi tu. (Hinh 1)

K&t qud md hinh SEM cho thdy, cac nhan t&
dugc hinh thanh va bi€n quan sat dua vao trong mo
hinh déu c¢6 két qua phit hgp. Md hinh SEM cho
thiy tinh don nguyén véi dit lieu dudc thu thap tir
cac cd nhian tham gia khdo sat c6 CMIN/df =1,077
phu hgp véi yéu cau (< 3), hé s6 TLI = 0,988 > 0,9,
CFI= 0,990 > 0,9 va RMSEA = 0,019 < 0,05 nén du
cd 6 d€ tin md hinh phii hop vdi dit liéu tdng thé thi
trudng. Xét gid trong sd hdi quy chua chuin hda
trong md hinh cho thiy, c4c thang do déu c6 y nghia
thong ké. Md hinh ciing vudt qua dugc cic ki€m
dinh khac vé gi4 tri phan biét va mitc dd tin ciy clia
thang do.

K&t qud ciing chi ra hanh vi dy dinh sit dung dich
vu E-banking, E-wallet ciia khach hang cd nhin
Gen Y va Gen Z chiu tdc dong bGi cAm nhan tinh
hitu ich (PU, hé s6 0,94), tic dong clia x4 hoi (SI,
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Hinh 1: M hinh SEM v&i cac nhén 16 tac déng dén hénh vi du dinh sd dung dich vu
E-banking, E-wallet cia khdch hang ¢ nhén Gen Y vé Gen Z
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0,59), cdm nhan dé dang st dung (PEOU, 0,38) va
cdm nhin sw bdo mat (PS, 0,29).

V6i phan tich da nhém (multigroup analysis)
cho thdy, m6 hinh SEM c¢6 su khic biét vé cic y&u
t0 tdc dong dén hanh vi du dinh st dung dich vu E-
banking, E-wallet giita khach hang cd nhan Gen Y
va Gen Z khi (i) anh hudng xa hoi (SI) c6 tac dong
manh véi khiach hang Gen Z hon khiach hang Gen

Y, (ii) tinh bdo mat, riéng tu (PS) lai tic dong manh
vdikhach hang Gen Y hon Gen Z.

Pdng thdi, phan tich cu thé hon két qua nay cho
thffy, v6i nhom khich hang Gen Y thi c6 dén trén
62% c6 xu huéng lga chon E-banking hon la
E-wallet. Trong khi d6, v6i Gen Z thi hoan toan trai
ngudc véi trén 70% khéach hang tra 13i ho sé chon
giao dich trén E-wallet.
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4. K&t luan va khuyé&n nghi

Thong qua qud trinh m6 hinh SEM di cho thay
c6 thé 4p dung ki€m tra thyc nghiém mot mo hinh
nghién cfu véi E-banking, E-wallet. K&t qua
nghién cttu da hd tr¢ cdc gid thuy€t clia md hinh
ly thuyé&t ma khong c6 sy sai khdc ddng ké, trong
d6 hanh vi dy dinh st dung dich vu E-banking,
E-wallet ctia cdc ¢4 nhdn Gen Y va Gen Z chiu
anh hudng bdi cdm nhén tinh hitu ich, tdic dong
clia x4 hoi, cdm nhan dé dang st dung va cdm
nhan mitc bio mat clia hé thong giao dich. Mic du
c6 nhiéu han ch€ vé c¢d miu, phuong phdp thu
thap dit liéu va md hinh 1a gidn luge tr TPB, TAM
nhung két qua van c6 thé duge st dung cho cdc
muc dich vé du bdo hanh vi du dinh cho cdc miu
khac va cho cac dich vu tai chinh khac.

K&t qui nghién cttu c6 thé c6 mot sd y nghia
trong thuc tién nhu dé gia ting cdm nhan tinh hitu
ich cin c6 cdc hoat ddng quing cdo, marketing cu
thé vé& chifc ning cia cic dich vu E-banking,
E-wallet. Pong thdi gia ting tién ich cho cdc tng
dung phuc vu nhu ciu da dang ctia khdch hang
tré tudi nhu tich hdp vao cdc ing dung giao hang,
dit do dn, ctta hang tién ich, siéu thi va trung tAim
mua sim... P6i véi y&u t6 tdc dong clia xa hoi,
cdc tic dong tir ddm dong st dung va théi quen
sau d6 hinh thanh vin héa st dung céc dich vu 1a
rit quan trong. C4c nha cung cip c6 thé tan dung
viéc “truyén miéng”, uu dii cho gidi thiéu st

TAILIEU THAM KHAO:

dung dich vu vdi ngudi than cia khdch hang hoic
nhitng ngudi ndi ti€ng d€ quang bd dich vu nhim
thu hidt nhiéu hon sy quan tim véi dich vu.

D61 véi mitc do cdm nhan d€ dang st dung va
cdm nhan mitc bdo mait clia hé thdng giao dich thi
c6 thé xem xét van dé luvu y viéc phat trién co s
ha ting, cong nghé thong tin 13 mdt van dé khd
quan trong trong viéc duy tri cing nhu nang cao
chat lugng dich vu. Cin thiét k& chi ti€t cdc bdn
huéng din, video gidi thiéu cu thé, d& hi€u vé sit
dung dich vu E-banking, E-wallet. T8 chifc cung
cAp cAn nang cAp hé thong dudng truyén, tdc do
mang dé trang web/phan mém c6 thé xit 1y thong
tin va giao dich mot cdch nhanh chéng, hé thong
giao dich 1a &n dinh, han ch€ t3i da nhitng sy cd
c6 thé xdy ra khi khdch hang st dung dich vu.
Tinh niing va hiéu qua trong hoat dong can ddm
bdo trén tit cd cdc nén tdng dudc cung cAp tir nha
cung cap.

Su phit trién &ng dung di dong danh cho da nén
tdng gan trd thanh qué khit vi gi day cdc nha phat
trién da vu tién phat trién tng dung trén iOS cia
Apple va hé diéu hanh Android ciia Google nhiéu
hon. Cudi cling, su khac biét trong uu tién sit dung
gitra E-banking va E-wallet 1a mdt phat hién diang
lutu y d6i véi hanh vi clia cdc khach hang Gen Y va
Gen Z @€ cic nha cung cip vi dién tif va ngan hang
c6 thé tap trung hon vao khiach hing muc tiéu phit
hgp trén thi truGng W
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ABSTRACT:

This study introduces the basis of the theory of planned behavior, the theory of technology
acceptance model, and researches on the intended behavior of individual customers. The study
also proposes a research model to analyze the intention of Gen Y and Gen Z customers for using
e-wallet and e-banking services, and tests the factors of this proposed model. The structural
equation analysis method is used to analyze data collected from 213 individual customers in Ho
Chi Minh City. The study’s results show that perceived usefulness, perceived ease of use,
security, social impact, and trust in provider factors clearly impact the intention of Gen Y and
Gen Z customers for using e-wallet and e-banking services. In addition, there are differences in
choosing e-wallet and e-banking services between Gen Y customers and Gen Z customers.

Keywords: e-banking, e-wallet, Generation Y and Generation Z.
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