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TOM TAT:

Bai viét nghién cttu tdc dong clia cdc nhin t6 d&€n quyét dinh sit dung dich vu Mobile banking
cta khach hang ca nhan (KHCN) tai Ngan hang TMCP Cong thuong Viét Nam - Chi nhanh Ba
Ria - Viing Tau (Vietinbank Ba Ria - Viing Tau). K&t qua nghién cttu cho thdy c¢6 6 nhan t& 4nh
huéng d&n quyét dinh st dung dich vu Mobile banking ctia KHCN tai Vietinbank Ba Ria - Viing
Tau bao gdm: Nhan thifc sy hitu ich, Anh huéng clia xa hoi, Nhan thitc sy dé& sit dung, Nhan thiic
su tin nhiém, Nhan thic vé chi phi va Nhan thic vé rii ro.

T khéa: quyét dinh sit dung, dich vu Mobile banking, khdch hang c4 nhan.

1. Pit van dé

Trong nhitng nim gan ddy, khdi niém vé
Mobile banking hay ngan hang dién t¥, thanh todn
truc tuyén, thanh todn khong dung thé di din
dugc phd bi€n va dudc nhiéu khich hang biét d&n
tai Viét Nam. Tuy nhién vin con kh4 dong khdch
hang con dé chitng va wvu tién st dung phuong
phép truyén thong.

Vietinbank 1a mot trong nhitng ngdn hang ti€én
phong thyc hién chuyén d6i Mobile banking dén
khach hang tai Viét Nam. Nam 2020, Ngan hang
Nha nudc da cho phép st dung cong nghé dién ti
EKYC vao dich vu md& tai khodn thanh todn cho
KHCN. Pau nim 2021, vdi cong nghé dién ti
EKYC dugc thuc hién da gidp khdch hang cta

Vietinbank c6 thé md tai khodn tryc tuyén ma
khong cin dén cdc phong giao dich clia ngin
hang. Qua dé gidp thdo g& nhiéu vudng va khé
khdn cda cd khdach hang va doanh nghiép trong
bdi canh dich bénh Covid-19 khi€n gia ting s
lugng khéach hang st dung Mobile banking tai chi
nhdnh Ba Ria - Viing Tau, mdt trong nhitng chi
nhdnh ¢6 lich st hoat ddng khé 1au clia ngdn hang
Vietinbank. Vi vdy, viéc xdc dinh cdc nhan t6 4nh
hudng dén quyét dinh st dung dich vu Mobile
banking cia KHCN 1a v cling cin thiét, gitp
ngan hang hi€u r5 dudc 1y do khach hang khong
lIua chon st dung dich vu Mobile Banking va gidp
ngin hang c6 thém nhiéu khich hang s dung
dich vu Mobile banking.
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2. Co's6 1y thuy€&t va mé hinh nghién citu

Mobile banking 13 mdt ¢ng dung cong nghé
dugc hinh thanh va phét trién tir nim 2010 hay con
goi la dich vu ngan hang di dong. Ngin hang di
dong 1a mot dich vu ngdn hang hién dai cho phép
khich hang st dung dién thoai di dong d€ thuc
hién ngan hang qua mang vién thong (Bangens va
Soderber, 2008), 1a mot hé thong thanh todn truc
tuyén trén dién thoai di ddng. Phuong thifc nay bit
ngudn tir gidi quyé&t nhu ciu thanh todn gi tri nhd
hodc tu dong cho cdc dich vu, thuc hi€n giao dich,
khdch hang phii ding ky v6i ngan hang va 13y s
nhin dang va mat khiu tir mat khdu dugc thuc
hién. Ban dau khi dich vu Mobile banking mdi ra
ddi, khdch hang mudn st dung dich vu khi giao
dich s& dudc thong qua dya theo hé thong dich vu
tin nhdn ngin, yéu cau khdch hang phdi soan cic
mau vin ban, cAu 1énh nhu yéu cau tir phia ngan
hang cho truSc. Hién nay véi sy dot phd va dan
diu clia cong nghé&, moi chuyén tré nén dé dang
hon khi kh4ch hang chi can thao tdc trén dién thoai
thong minh c6 k&t ndi internet. Dich vu Mobile
banking ngay c6 rdt nhiéu cdc tién ich, nhu:
chuyén tién lién ngian hang va trong ngin hang,
thanh to4dn héa don tiéu diing, nap tién dién thoai,
mé tai tai khodn tién gtii ti€t kiém online,... va chi
cAn thuc hién trén hé thong tng dung clia ngin
hang. Nhan dinh cia Henry (2000) vé dich vu
Mobile banking chinh 1a dich vu cho phép khéch
hang clia ngan hang cé thé ti€p can, truy cap tai
khoan ngin hang ctia minh dé theo doi cdc thong
tin vé sdn phim, dich vu ngan hang ho dang sl
dung bing cdch thao tdc trén hé thong tng dung
clia ngan hang ma khdng ton cong dén cic chi
nhdnh ngin hang hay bi can thi€p gti thu, chir ky
goc, fax,... Ly thuyé&t nén lién quan d&€n quyét dinh
st dung dich vu Mobile banking: Ngugi tiéu dung
dua ra hanh vi quyét dinh st dung dua theo céc giai
doan clia qud trinh ra quyét dinh, gdm c6 5 buéc.
PAu tién 13 nhan dién nhu ciu, k& ti€p 12 tim ki€m
thong tin, sau d6 do ludng va ddnh gia, ti€p theo 1a
quyé&t dinh st dung va cudi cling 1a hanh vi sau khi
trdi nghiém st dung. (Engel va cédc cdng su, 1990).
Quyé&t dinh hanh vi clia ngudi tiéu dung chinh la
chudi nhitng hoat dong dé ngudi tiéu ding c6 thé
tim ki€m, khai thdc, thu thap, phin tich nhitng
thong tin dong thdi sau dé cho ra danh gid, nhian
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dinh gitra cdc lya chon sén ph?fm va dich vu
(Hawkins va cOng su, 2004). Theo Philip Kohler
(2005), quyé&t dinh stt dung lai chinh 1a hanh vi ma
& d6 ngudi tiéu ding thuc hién trao d6i mot thit gia
tri minh dang c6 vi du nhu tién bac d€ ddi 14y mot
thit c6 gia tri khac mang lai 1¢i ich theo nhu cau
ctia ho nhu tién ich khi st dung mot dich vu. Theo
Davis va cong sy (1989), nguGi tao ra md hinh
Chap nhin cong nghé (TAM) néi ring sy thanh
cong ctia viéc dp dung cong nghé mdi dua trén thai
do tich cuc ddi v6i 2 bién phdp. PAu tién 1a (1)
nhén thdc sy hitu ich va thd hai 1a (2) nhin thic dé
dang st dung. Nén tidng cho hoc thuyét nay la
thuyé&t “Ly thuy&t vé hanh dong dugc lap luan”
(Ajzen va Fishbein, 1980). Theo Chin va Todd
(1995), mo6 hinh TAM chinh 12 md hinh ly thuyé&t
tiéu bi€u diing cho viéc dua ra ddnh gid mic do
chap nhan st dung clia ngudi tiéu dung khi st dung
dich vu c6 lién quan cong nghé. Va TAM ciing 1a
mo hinh nghién cttu dugc st dung chuyén cho phian
tich hanh vi st dung cong nghé (Mathieson va
cOng su, 2001); Theo Davis va cac cong su (1989),
mo hinh TAM gdm 2 c4u tric: (1) nhan thic sy hitu
ich va (2) nhan thitc dé sit dung. P&i véi nhan thic
st hitu ich, dé cAp d&€n cAm nhin ma ngudi tiéu
diing khi lya chon mot hé théng dich vu sdn pham
cong nghé @€ dat dugc hi€u qui cong viéc. Mo
hinh chip nhian cdng nghé md rong Extended -
TAM dudgc nghién cttu dua trén mo hinh chdp nhan
cong nghé (TAM) ctia Davis (1989) dugc tic giad
Luarn va Lin (2004) thuc hién.

Dua theo k&t qué nghién ctfu cdc nhan td dugc
cdc tic gid st dung nhiéu trong cdc nghién ctu
trudc day, tdc gid k€ thira co s& cac ly thuy&t md
hinh Thuy&t hanh vi du dinh TP clia Ajzen va
Fishbein (1980); md hinh chip nhin cong nghé
TAM ctia Davis va cdng su (1989), mo hinh chap
nhin cdng nghé md rong Extended - TAM cua tic
gid Luarn va Lin (2004) va cac nghién ctu ctia céc
tic gid tru6c (Waema va Omwansa, 2012;
Sripalawat va cdng su, 2011; Nguyén Vin Hén,
2021). T4c gia dé xuAt md hinh cdc nhin t& 4nh
huéng d&én quyét dinh st dung dich vu Mobile
banking cia KHCN tai Vietinbank chi nhdnh Ba
Ria Viing Tau nhumo ta tai Hinh 1.

Gié thi€t mo hinh nghién ctu:

H1: Nhan thdc sy hitu ich c¢6 tic dong cung



TAI CHiNH - NGAN HANG - BAO HIEM

chiéu véi quyét dinh st dung dich vu
Mobile banking cta KHCN tai
Vietinbank Ba Ria - Viing Tau.

H2: Nhan thic sy dé st dung c6 tic
dong thuan chiéu v6i quyét dinh st dung
dich vu Mobile banking ciia KHCN tai
Vietinbank Ba Ria - Viing Tau.

H3: Nhan thdc sy tin nhiém c6 tic
dong ngudc chidu v6i quyét dinh sit dung
dich vu Mobile banking ciia KHCN tai
Vietinbank Ba Ria - Viing Tau.

H4: Nhan thitc vé chi phi c6 tic dong
thun chiéu véi quyét dinh sit dung dich
vu Mobile banking cia KHCN tai
Vietinbank Ba Ria - Viing Tau.

H5: Nhan thitc vé rii ro c6 tic dong
ngugc chiéu véi quyét dinh st dung dich
vu Mobile banking cia KHCN tai
Vietinbank Ba Ria - Viing Tau.

H6: Anh hudng ctia xd hoi c6 tdc
dong thuan chiéu v6i quyét dinh st dung
dich vu Mobile banking cia KHCN tai
Vietinbank Ba Ria - Viing Tau.

3. Phuong phap nghién ctiru

Dt liéu thu thap sd cdp gdbm c6 207
phi€u trd 15i. Trong d6 c6 6 phiéu tra 13i
khong dat yéu ciu. Vi vdy, ¢ miu cla
dé tai 1a 201 miu. Theo Hair & cdng sy
(1998), dé thuc hién dudc kiém dinh
phén tich nhan & kham phd EFA, can
thu thap it nhat 5 miu doi v6i 1 bi€n
quan sit. Pé tai clia tic gia c6 tong cong
28 bién quan xat, viy can t&i thi€u 1a
140 mau thu thap. Nhu vay, v6i sd lugng
201 mAu la dat yéu cau dé thuc hién cic
budc phan tich ti€p theo. (Bing 1)

4. K&t qua nghién citu

Bang 2 cho thiy cdc nhan t& d&u anh
hudng dén quyét dinh st dung dich vu
Mobile banking do c6 gié tri sig < 0,05,
tlr d6 ta c¢6 dugc phuong trinh mo ta sy
bi€n dong ctia cac nhan t6 4nh hudng

dnh hudng dén quyét dinh st dung dich vu Mobile

banking nhu sau:

QD =0,279SD + 0,238XH + 0,213TN

+0,158CP + 0,157HI - 0, 154RR

K&t qua nghién cttu cho thay nhan td 4nh huéng

Hinh 1: Mé hinh nghién ciu cua dé tai

(Nhén thic sy hitu ich

(Nhén thiic su dé€'sli dung
Quyét dinh st dung dich vu
(Nhén thic su tin nhiém Mobile banking clia KHCN
tai Ngan hang TMCP Céng
(Nhén thaic vé chi phi thuong Viét Nam - Chi
nhanh Ba Rja Viing Tau
(Nnan thic vériiro /
N;

(Anh huéng xa hoi

guén: Tong hop ciia tdc gid tit cdc

Iy thuyét va nghién citu trudc

Bdng 1. Théng tin chung vé mau khdo sat

Ma&u khdo sat Tansd V18 %
Gigi | Nam 132 65,7
tinh | Ng 69 34,3
A Duci 25 tudi 42 20,9
ti) gi TU 25 tudi d&n 45 tudi 139 69,2
Trén 45 tudi 20 10,0
Lao déng phé théng 20 10,0
‘ Trung cép 24 11,9
ngh Cao dang 27 13,4
Paihoc 118 58,7
Trén Pai hoc 12 6,0
Cong nhan 40 19,9
Nghé | Doanh nhan/chi doanh nghiép 46 22,9
nghiép | Nhan vién vin phong 74 36,8
Sinh vién/hoc sinh 41 20,4
Dugdi 7 triéu déng 46 22,9
Thu | Tu7-15triéudéng 31 15,4
nhap | Tu15- 25 triéu dong 17 8,5
Trén 25 triéu dong 107 53,2

Nguodn: Két qud xit 1Y s6'ligu trén phdn mém SPSS

manh nhit d&€n quyét dinh st dung dich vu Mobile
banking tai Vietinbank Ba Ria - Viing Tau [ nhan
t6 nhan thiic d& dang st dung vdi hé s6 Beta chuin
héa = 0,279, khdch hang dénh gid khd cao nhan to
nay, véi chifc ning tuong tic ctia dich vu 16 rang dé
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BAng 2. K&t qud phan tich héi quy da bién

Mo hinh Hé so chua chuan héa , Hé s6 chuan héa
Beta Do léch chuan Beta t Sig.

(Constant) -0,169 0,368 -0,459 0,647

HI 0,178 0,055 0,157 3,209 0,002

SD 0,336 0,066 0,279 5,077 0,000

1 TN 0,204 0,052 0,213 3,943 0,000
CP 0,076 0,021 0,158 3,607 0,000

RR -0,065 0,020 -0,154 -3,192 0,002

XH 0,305 0,073 0,238 4,164 0,000

hi€u khich hang c6 thé thanh thao dich vu chi véi
vailan thao tac.

Nhan t6 4nh hudng manh thd hai v6i hé sd Beta
chuén héa = 0,238 12 nhan t& 4nh hudng clia xa hoi,
nhén t6 ndy dugc phan tich tif nhitng tic dong clia
nhitng ngudi da st dung dich vu va nhitng quy dinh
clia nha nu6c vé tinh hinh x4 hoi thuc t& nhung hién
nay la anh hudng ctia dich bénh.

Nhan t& dnh hudng manh thit ba 1 nhan thitc vé
sy tin nhiém véi hé s Beta chudn héa = 0,213.
Khéch hang tin nhiém va danh gid cao vé dich vu
mang lai.

Nhin t& 4nh hudng manh thit tr 13 nhan thifc vé
chi phi véi hé s6 Beta chuin héa = 0,158. Khich
hang cla Vietinbank Ba Ria - Viing Tau cdm thdy
chi phi hién tai chi trd cho dich vu mobile banking
1a hgp 1y va ndm rd céc loai phi hién tai.

Nhan 8 &4nh hudng manh th ndm la nhan thic
vé sy hitu ich v6i hé sd Beta chuidn héa = 0,157.
Khéch hang ddnh gid cao vé sy hitu ich khi st dung
dich vu Mobile banking, gitip khach hang ti&t kiém
dugc thai gian va chd dong thuc hién giao dich &
bt ¢l ndi ndo, vé6i cdc tinh ning tién ich ma dich vu
mang lai cho khach hang rit hai long.

Nhan t6 4nh hudng sau cling 1a nhin & 4nh
huéng tiéu cuc dén quyét dinh st dung dich vu
Mobile banking tai Vietinbank Ba Ria - Viing
Tau 12 nhan thic vé rii ro véi hé sé Beta chudn hda
=-0,154. Pay 12 nhan t& c6 gia tri Beta Am cho thiy
kh4ch hang danh gia khong cao vé nhin t& nay.

Nhu mong dgi cia nghién ctu nay, cdc gia
thuyét vé cdc nhan t& Anh hudng d&n Quyét dinh sit
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Nguon: Tdc gid tong hop tir két qud chay SPSS

dung dich vu Mobile Baking ciia KHCN tai
Vietinbank Ba Ria - Viing Tau c6 két qud phit hgp
v6i nghién citu trudc diy cta Nguyén Vin Hén
(2021), Nguyén Thé& Phuong (2014); Waema va
Omwansa (2012), Wu va Wang (2004).

5.Ham y chinh sach

Cdc ham Y chinh sdch gia ting nhdn thitc vé su
hitu ich: Lién k&t cic ngan hiang d€ dé dang chuyén
khoan lién ngin hang. Py cling 12 mdt nhu cau
thi€t thuc vi phan 16n cdc khach hang c6 mong
mudn duge cung cAp chifc ning chuyén khodn cho
ngudi than, doi tic, ban bé c6 md tai khodn tai ngan
hang khic mot cidch an toan va nhanh chéng. Lién
k&t hop tac nhiéu hon véi cac cong ty chitng khodn
nhim md rong d6i tuong khich hang st dung
Mobile banking bing céch khai thic thém khach
hang clia cdc cdng ty chiing khodn. Cung cip cho
khich hang nhiéu hon cic dich vu tai chinh qua
Mobile banking, nhu: mua bdn ching khodn,
chuyén va nhén tién ddi véi tai khodn chitng khodn,
xem thdng tin; lién k&t cdc don vi cung cAp dich vu
truc tuy€n d€ thanh todn qua Mobile banking nhiéu
hon. Phin 16n c4c don vi thanh todn truc tuyé&n hién
nay chua chap nhan thanh todn qua Mobile banking
va méi chi chdp nhan thanh todn chi nhan qua thé
tin dung va thanh todn truc ti€p khi giao hang biing
tién mit, ...

Cdc ham Y chinh sdch gia tdng nhdn thiic dé sit
dung: Ngan hang ciing nén thudng xuyén md céc
budi hoi thao, hoi nghi khach hang dé gidi thiéu,
cung cap thong tin va nhitng tién ich clia Mobile
banking mot cdch cu thé va ddy di nhat t6i cic
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khach hang cling nhu nhiét tinh gidi dap truc ti€p
nhitng kh6 khin, thic mic ctia khdch hang. Qua
dé, gitp nang cao nhan thic ctia khdch hang d6i
véi dich vu Mobile banking. Nhan vién ctia ngdn
hang can ti€p tuc chi dong ti€p can, tv vin nhitng
ti€n ich dich vu Mobile banking cho khich hang.
Khi khdach md tai khodn thanh todn tai ngdn hang,
nhan vién can chd dong, nhiét tinh tu van va phat
cdc t§ quing cdo d€ khach hang c6 thé bict dén
cdc tién ich khi st dung dich vu Mobile banking.
Thanh 1ap phong trdo, cdc t6 nhém nghién ctu dé
dé xuat, déng gép y ki€n,... cho Vietinbank phat
tri€n ng dung Mobile banking theo huéng tuong
tdc t6t hon véi khach hang, don gidn héa cdc thao
tdc, cdc budc thuc hién giao dich [am khdch hang
cam thay khi thyc hién giao dich hoan toan rat dé
dang, dé thao tdc, khong phdi nhé cdc budc hay
quy trinh phtc tap...

Cdc ham Y chinh sdch gia ting nhdn thiic vé su
tin nhi¢m: Ngan hang can phai ludn giif vitng hinh
anh thuong hiéu ctia minh, khong dé vi mot su ¢6 &
céc dich vu khdc 1am anh hudng dén uy tin cla
ngan hang trong mit khach hang. Sy tin nhiém cta
khach hang mang lai co hoi phét tri€n dich vu, cic
ngan hang va cdc nha cung cip dich vu nén xem
nhitng hoat dong nay nhu mdt vu tién hang diu.
Cung cip thém nhiéu tién ich gia ting cia Mobile
banking, c6 nghia la khi khach hang st dung dich
vu Mobile banking s€ dugc nhan thém nhitng gia tri
stt dung khéc (nhitng gid tri ting thém nay c6 thé
khong c6 khi giao dich ngin hang tryc ti€p tai
quay,...), lam ting Idi ich ciia KH nhan dugc, nang
cao gia tri dich vu Mobile banking qua d6 lam gidm
chi phi tuong d6i ctia dich vu (dii phi khong thay ddi
hodc c6 ting it so vdi trudc).

Cdc ham ¥ chinh sdch gia ting nhdn thitc vé chi

TAILIEU THAM KHAO:

Tiéng Viét:

phi: Pinh gid dich vu Mobile banking cia ngin
hang dya trén cdc dich vu gia ting kém theo cia
dich vu Mobile banking tlly theo ddi tugng khich
hang st dung. Cho phép khach hang dugc lwa chon
g6i dich vu Mobile banking theo nhu cAu. Vi du:
Mobile banking c6 cung cip thém cdc tién ich
chuyén kho4n ngan hang khic, Mobile banking c6
tién ich giao dich chitng khodn, Mobile banking
thém tién ich uu ddi mua hang qua mang,... Mdi géi
dich vu 4p dung mot mic phi va khach hang c6
quyén lwa chon dugc cung cAp thém dich vu ma
minh mudn, trdnh trudng hop céc nha thi€t k& sin
phdm dich vu ctia ngan hang gom hét ti't ¢4 cdc tinh
ning vao rdi tinh phi khdch hang nhitng dich vu ma
ho thuc sy khong c6 nhu ciu sit dung,...

Cdc ham y chinh sdch gia tang nhdn thiic dnh
hudng xd hoi: Hién nay, ta c6 thé thiy cdc bién
quang cédo, bing ron quang cdo, clip quang cdo,...
dé giGi thi€éu dich vu Mobile banking cia ngin
hang con khiém tén. Do d6, nén didy manh viéc
tuyén truyén phd bién céc 1gi ich, tién ich khi sit
dung Mobile banking cho khach hang thong qua
cdc phuong tién quang cédo, ciing nén quang cdo
trén bdo chi nhiéu hon nita, k€ c& hinh thic bdo
gidy truyén théng va bdo dién ti.

Cdc ham ¥ chinh sdch gidm thiéu nhan thiic vé
riii ro: Nhan thitc vé ri ro 12 nhan t& tic dong tiéu
cyc dén viéc st dung cac dich vu Mobile banking.
N6 phdn 4nh mot thuc t€ 12 ngudi tiéu ding van
dang lo ngai vé nguy co mat tién khi st dung dich
vu ngan hang dién t&. Bic biét 1a trong nhitng nim
gin diy, mdt s6 vu trdm tién trong tai khodn ngin
hang hodc dung thé gia 1am ting mic d6 quan tim
clia ngudi tiéu dung cho cédc giao dich thanh todn
dién t& trong ngén hang néi chung va dién thoai di
dong néiriéng W
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ABSTRACT:

This study explores the impact of the factors on the decision of individual customers to use
mobile banking services of Vietnam Joint Stock Commercial Bank for Industry and Trade - Ba
Ria - Vung Tau Province Branch (Vietinbank Ba Ria - Vung Tau). The study’s results show that
there are 6 factors affecting the decision of individual customers to use mobile banking services
of Vietinbank Ba Ria - Vung Tau including: Perceived usefulness, Social influence, Perceived
ease of use, Perceived credibility, Perceived cost, and Perceived risk.

Keywords: decision to use, mobile banking services, individual customers.
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