TAP CHi CONG THUONG

CAC YEUTO ANHHUGNG PEN
Y PINH SUDUNG NGAN HANG SO
TAI THANH PHO HO CHI MINH

@ NGUYEN THI MY PIEM

TOM TAT:

Nghién ctfu nhiim d4nh gid cdc yéu to 4nh hudng d&n y dinh st dung ngan hang s& tai TP. HS

Chi Minh. Véi viéc phan tich vé& cdc nghién cttu trudc day, bai viét da xay dung mot md hinh

nghién cifu d€ diéu tra cac y&u td 4nh hudng d€n y dinh st dung k¥ thuit sd dich vu ngan hang tai

TP. HS Chi Minh. Nghién citu cling d& xuit mot sé khuyén nghi dé gitip cai thién y dinh st dung
cdc dich vu ngan hang ky thuat s6 & TP. H6 Chi Minh.
T khéa: ngan hang s6, ngan hang trirc tuy€n, ngan hang di dong, e-KYC, TP. HS Chi Minh.

1.Datvandé

V6i su phat trién clia khoa hoc cong nghé, ngudi
tiéu diing trén th€ gidi dang chuyén sang st dung
céc thi€t bi thong minh nhu dién thoai, may tinh,
mdy tinh bang,... thudng xuyén hon dé thyc hién cc
giao dich v6i ngan hang s6 va dén giao dich truc
ti€p cling nhu goi dudng day hd trg it thudng xuyén
hon (Barquin, S., & Hv, V. (2015).

Tai Viét Nam n6i chung va TP. H5 Chi Minh néi
riéng, dich bénh Covid-19 bung phdt manh trong
nam 2021. Vi vy, viéc ti€p can ti€p can cic dich
vu trire ti€p tai ngan hang khé khin, nhiéu noi bi
phong téa, khdch hang cling e ngai khi giao dich
truc ti€p v6i ngan hang, lam cho viéc 4p dung ngin
hang ky thuit s6 trd nén can thi€t. Hon nita, cong
nghé ngdy cang phat trién, hoi nhap toan ciu, céc
ngan hang mudn ting khd ning canh tranh va thu
hiit khdch hang bit budc phai cung cip cdc dich vu
4p dung cong nghé, nhu: ngin hang s6, ngan hang
truc tuy&n, ngan hang di dong.

2. Thyc trang st dung ngin hang so tai
Viét Nam

Trong bdi cédnh dai dich Covid-19 bung phat
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manh mé trong nim 2021 di lam thay d6i nhin
thiéc va hanh vi cia khdach hang, cdc ngin hang
thuong mai vi thé di thic ddy manh mé cic gidi
phép phat trién ngan hang s&, nhim ting 1gi th&
canh tranh trén thi trudng, tuy nhién vain chua c6
ngan hang s§ thuan tdy hoat dong. C6 95% cic
ngan hang da va dang huéng dén xay dung chién
lugc chuyén ddi s&, c6 88% cac ngan hang Iya chon
chuyén ddi s6 ca kénh giao ti€p khich hang va
nghiép vu ndi b hoiic s6 hda toan bod; so it ngan
hang (6%) du ki€n chi s§ héa kénh giao ti€p khach
hang. Hién nay, hdu hét cdc ngan hang da tng
dung cédc giai phdp k¥ thuét, cong nghé mdi, nhu
dién todn dam may, phan tich dir li¢u, dit liéu 16n,
ty dong héa quy trinh bing robot, tri tué nhan tao,
Blockchain, eKYC,... trong cdc hoat dong nghiép
vu va cung ting sin phim, dich vu d€ niang cao hié¢u
qud hoat d0ng va ting trdi nghiém khéach hang.

Cé4c ngan hang thanh ldp cidc bd phan nghién
cttu phat trién chuyén ddi s6, hoan thién quy trinh
chuyén d8i s0, ciing nhu giao ti€p trén ngan
hang s6, nhu: Ngan hang Tién Phong (TPBank) cho
ra d5i ngin hang livebank; Ngin hang s6
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Vietcombank, NHTM C§ phan Nam A (Nam A
Bank) da cho ra doi khong gian giao dich sd tich
hop hé sinh th4i thi€t bi hién dai, ¢ng dung trf tué
nhan tao vé6i sy xudt hién ctia Robot OPBA va chi
nhanh s§ VTM OPBA; NHTM C6 phan Phuong
bong (OCB) da xay dung kénh OCB OMNIL.

Ngoai ra, md hinh hgp tdc giita cic ngan hang
v6i cdc doanh nghiép cong nghé trong linh vuc tai
chinh hay cong ty cong ngh¢ Fintech,.. giip cho
khéch hang tradi nghiém dugc nhiéu dich vu tién ich,
thich thd va ti€p can da dang héa dich vu, tiét kiém
thdi gian giao dich va chi phi dich vu. Pién hinh su
hgp tac gitta VietinBank véi Opportunity Network
trong cung cip nén tidng s& cho doanh nghiép;
Vietcombank va M-Service hgp tdc trong thanh
toan chuyén tién; hop tic giita VPBank va Moca
trong cung cip dich vu thanh todn s8, hay sy két
hgp giita VIB va Cong ty Fintech Weezi cung cap
ung dung MyVIB Keyboard gitip khach hang c6
khd ning chuyén tién qua mang xi hoi;
Techcombank hgp tdc cung Fastcash dua ra tinh
ting F@st mobile gitip chuyén tién qua Facebook
va Google+,...

Thoi gian qua, cic NHTM § Viét Nam da tich
cuc, chli dong trién khai chuyén ddi s6 va dat dudc
k&t qua tich cuc. Theo vu thanh todn Ngin hang
Nha nudc, tinh d&én hét quy 3 nim 2021, s6 lugng
tai khodn c4 nhan 12 110.920 nghin dong tai khodn
v6i s6 du khodng 794.241 ty dong, sd lugng thé
phat hanh 100 triéu thé ndi dia va 21 thé qudc t€.
Cac giao dich internet banking va mobile banking
cling dudc phat trién vdi s6 lugng giao dich cla
internet banking (8.44.405 ty dong) va 4.993.449 ty
dbng ddi v6i giao dich Mobile Banking. Céc ngan
hang déu trang bi thi€t bi may ATM may Post véi
s0 lugng giao dich kha 16n vé6i gid tri giao dich
513.657 ty dong (ATM) va 139.126 ty dong (POS).
Ngoai ra, viéc thanh todn khdng ding tién mit
thong qua cdc phuong tién thanh todn nhu thé ngin
hang, séc, 1&énh chi, iy nhiém chi, dy nhiém thu,

Hinh 1: Mé hinh nghién cdu

nho thu va cdc phuong tién thanh todn khac ngay
cang gia ting c4 vé so lugng giao dich cling nhu gid
tri giao dich. Tinh dén quy 3/2021, khach hang st
dung thanh todn thong qua 1&énh chi, Gy nhiém chi 1a
34.408.910 ty ddng, cdc hoat dong nhd thu va Gy
nhiém thu 1a 1.572.392 ty ddng,... V6i sy phat trién
clia cong nghé va thay ddi hanh vi clia ngudi tiéu
diing, ngan hang s6 hién ngay cang dudgc chdp nhan
va st dung rong rai & Viét Nam.

3. Phuong phap nghién ciu

3.1. Bang cdu héi nghién ciiu

Bang cau héi dugc st dung dé do ludng cic y&u
t6 trong mo hinh dé xuit dugc tham chiu tir cdc
nghién ctiu trudc day (Ananda, S., Devesh, S., & Al
Lawati, A. M. (2020); Fortes & Rita, 2016; Chang
& Polonsky, 2012; Pikkrainen va cong sy (2004);
Venkatesh va cong su (2003); Davis, 1993). Thai
gian khdo st dugc ti€n hanh tir thdng 10/2021 dén
thang 12/2021. Likert 5 di€m thang do dudc chon
trong d6: 1 - hoan toan khong ddng y va 5 hoan toan
dongy.

3.2. M6 hinh nghién ciiu

Tir cac diéu kién thuc t€ tai Viét Nam vé ngin
hing s6, dong thdi dua vio co s6 1i thuyét clia cdc
md hinh TRA (Fishbein & Ajzen, 1975; 1980), TPB
(Ajzen, 1985; 1991;2002), TAM (Davis & cOng s,
1989; 1993), TAM 2 (Venkatesh & Davis, 2000),
IDT (Rogers, 1995), UTAUT (Venkatesh & cdng
su, 2003) va cdc nghién citu lién quan, tic gid dé
xuét lai mo hinh bao gébm cic y&u t& sau: (1) Cam
nhan tinh hitu ich, (2) CAm nhén tinh dé st dung,
(3) CaAm nhén tinh rtdi ro, (4) Long tin d& do ludng
tdc dong d€n thdi do doi véi dich vu ciing nhu phan
tich tdc dong nhan td sy tién Igi dé€n quyét dinh st
dung dich vu ngan hang s& tai TP. H6 Chi Minh.
(Hinh 1)

4. K&t qua nghién cifu va thao luin

4.1. Phén tich nhédn té khdm phd va kiém dinh
thang do

Heé s6 KMO dat 0.711 > 0.5, Barletts test hé so

[ Cam nhan tinh hiu ich

Y

Cam nhan tinh d€'sti dung

Thai d6 déi vai dich vu }—»‘ Quyét dinh it dung ]

]/'

[
[ Céam nhan tinh rdiro
[ Long tin

A
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Bdng 1. Ki€ém dinh KMO and Bartlett's Test

vé ma tréin nhén t6

Kaiser-Meyer-Olkin Measure
of Sampling Adequacy.

1

Bartlett's

Approx. Chi-Square

1359.543

Test of df

Sphericity

210

Sig.

.000

Component

1 2 3

LT2

794

p-value < 5%, c6 thé k&t luan phép ki€m dinh 12
phi hdp. Tir 21 bi€n quan sat hinh thanh 5 nhin t&
tic dong vdi hé sd Eigen values >1. Mo hinh 5
nhan t6 nay gidi thich dugc 55.5% (> 50%) cho 21
bi€n quan sit. BAng ma tran xoay, cdc bi€n déu c6
hé s& tdi factor loading > 0.5, nhu vady m6 hinh ¢6
y nghia thyc t€. (Bing 1)

Nhan t6 Thai do ddi véi dich vu Ngan hang s6
(TDDV), hé s6 KMO dat 0.783 > 0.5, Barletts test
hé s6 p-value < 5%, c¢6 thé két luan phép ki€m
dinh 1a phit hgp, c6 téng phuong sai trich 50.2% va
céc hé s Factor loading déu 16n 0.5. (Bing 2)

BAng 2. Ki€ém dinh KMO and Bartlett's Test

LT4

.786

LT5

.745

Kaiser-Meyer-Olkin Measure

of Sampling Adequacy. 183

LT1

.676

LT3

.667

TL4
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Bartlett's Approx. Chi-Square 279.944

Test of df 10
Sphericity

Sig. .000

TL3

811

TL1

772

TL2

.660

RR3

.807

RR2

.739

RR4

q127

RR5

.686

HI5

.752

Hi4

734

HI2

.709

HI3

.692

DSD2

.753

DSD6

731

DSD5

.702

DSD1

651

Extraction Method: Principal Component Analysis.
Rotation Method: Varimax with Kaiser Normalization

Ngudn: Dit li¢u tdc gid
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4.2. Kiém dinh thang do

Hé s6 Cronbach’s Alpha ciia cdc nhan t& déu
dat trén 0.7, hé so tuong quan cia cic bién so v6i
tong déu > 0.3. Vi vy, cdc bién do ludng thanh
phin déu dat yéu cau va dugc sit dung trong phin
tich cdc nhan t6 ti€p theo. (Hinh 2)

Nhu vay, dua vao két qué Cronbach’s Alpha
va EFA cho thdy mo hinh nghién cttu ban dau
dugc diéu chinh lai thanh 6 nhan t8 tdc dong, dai
dién cho 26 bi€n quan sét tic dong dén y dinh sit
dung dich vu ngan hang s6 (Digital Banking).

4.3. Phén tich hoi quy

Qua phan tich hdi quy, hé s& Adjusted R
Square = 0.533 tuong dudng mdc do giai thich cla
mo hinh 132 53.3%. Nghia 1a c6 53.3% su bién
dong clia thdi do doi véi dich vu duge gidi thich
bdi cdc y&u t6 nhu sy cdm nhan tinh hitu ich, cdm
nhan tinh d& st dung, cAm nhan tinh rdi ro va long
tin. Hé s Drbin watson = 2.164 nim trong khodng
Du (1.760) va 4 - Du (2.240) m6 hinh khong bi tu
tuong quan (Bang 3).

Ciéc hé so p-value clia cdc bi€n phu thudc déu
< 5%, do d6 c4c bi€n déu cé ¥ nghia thong ké va
céc hé so Beta déu khic 0. Hé s& VIF <10, nhu
vay khong c6 hién tugng da cong tuyén dugc thé
hién nhu sau: (Bédng 4)
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Hinh 2: Kiém dinh thang do
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Cam nhin tinh Cam nhin tinh Cam nhdn tinh Longtin (TBLT)
d&sirdyng  hitu ich (TBHI) ruiro (TBRR)
(TBDSD)
s Cronbach's Alpha  ==@=N of Items

miic 0 dé phong va suy
nghi vé ridi ro khi st dung

o 5 : dich vu. Bén canh do,

nhan t6 cdm nhan vé tinh

04z 4 dé st dung ciing tic dong

3 dén thdi do dich vu, néu

2 ngan hang s6 dé st dung,

1 giao dién, thao tdc don

" gidn sé& gia ting lugng

Sutiénloi  Thai g ddi véi khdch hang quyé&t dinh st
(TBTL) dich vy :

(TBTDDV) dung.

4.4. Phan tich hoi quy

Nhu vy, cdc nhan t§ tinh hitu ich, tinh dé s
dung, 1ong tin va cdm nhan vé rdi ro &nh hudng
dé&n thdi o ddi v6i dich vu ngan hang s6. Nhan t&
cdm nhan rdi ro ¢6 &nh hudng d&€n y dinh st dung
thong qua thdi do d6i vé6i dich vu duge dé xuit va
ciing dugc tim thay trong nghién citu ctia Fortes va
Rita (2016). Khach hang nhén thitc dudc tinh rai
ro cao thudng din d&€n mot thdi do tiéu cyc doi véi
dich vu. Vé6i nhan t& niém tin, cdc ngan hang tao
dugc 1ong tin cho khdch hang khi st dung ngén
hang s&, ho s& yén tAm va ti€p tuc s dung dich vu
va ngudc lai n€u niém tin cia khach hang bi gidm
do thdng tin hodc nhan tha'y sy khong an toan hoic
chat lugng dich vu kém, ho s& c¢6 xu hudng ting

xdc sudt
Phuong trinh hdi quy:

Nguodn: Dit liéu tdc gid

PY=1)]
loge Iy = 1) |
=BO+B1X1+B2X2+..4+BnXn

Téc gid xay dung md hinh hdi quy mdi v6i bién
phu thudc (Y) 1a bién tirng st dung dich vu ngin
hang s6 ¢6 gid tri 0 va 1, véi 0 tuong ung cac KH
chua titng st dung dich vu ngin hang s6 va 1 Ia
gid tri chi st dung dich vu ngan hang s6.

Bién doc lap (X) 1a cic bién con lai, nhu: Cam
nhan tinh hitu ich, Thai do d6i vé6i dich vu va Su
tién 1gi. Muc tiéu ctia md hinh 13 du dodn cdc bi€n
doc 1ap ké trén Anh hudng dén xac suit khach hiang
st dung dich vu Ngan hang s6 nhu th€ nao trong
thuc t&. (Bang 5)

Bdng 3. Phan tich héi quy

Model R R Square Adjusted R Square Std. Error of the Estimate Durbin-Watson
4 .734d 0.539 0.533 0.21009 2.164
Nguon: Dit liéu tdc gid
Bdng 4. K&t qud héi quy da bién
Coefficients®
e Unstandardized Coefficients | Standardized Coefficients ‘ Sig. Collinearity Statistics
B Std. Error Beta Tolerance VIF
(Constant) 0.198 0.293 0.674 | 0.501
TBDSD 0.490 0.045 0.458 11.003 | 0.000 0.989 1.011
4 TBLT 0.361 0.044 0.344 8.282 | 0.000 0.993 1.007
TBHI 0.274 0.041 0.278 6.690 | 0.000 0.991 1.009
TBRR -0.273 0.042 -0.268 -6.465 | 0.000 0.996 1.004

Ngudn: Dit li¢u tdc gid
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BAng 5. Két qud du bdo

5. Mot so giai phap nhim phat trién

Classification Table?

hoat dong ngan hang s tai Viét Nam

Predicted

Trong bdi cAnh CMCN 4.0 viéc phét trién
ngan hang s6 14 xu hudng tat y&u dé cic

Observed QDSD

KHONG | CO

Percentage
Correct

NHTM Viét Nam phat trién va duy tri 1gi th&
canh tranh. Méc du sy phit trién ngan hang
s0 budc dau di thu dudc mot s6 thanh cong

QDSD

KHONG 136 17 88.9

nhit dinh, tuy nhién dé€ ngin hang sd dugc

Step 1 010) 16 105 86.8

hoan thién va dugc st dung rong rdi, can c6

Overall Percentage 88.0

mot s6 gidi phap, cu thé nhu sau:
- Chinh phti va Ngan hang Nha nuGc ban

a. The cut value is .500

hanh cdc chinh sich vé& an toan, bio mat

Trong 153 trudng hgp chua s dung dich vu
ngan hang s§, mo6 hinh dy dodn ding 12 88.9% (136
trudng hgp du dodn chinh xdc). Trong 121 trudng
hop da/dang stt dung dich vu ngan hang s6, md hinh
dy dodn ding 1a 105 trudng hgp chi€m ty 1€ 86.8%.
Tilé dy dodn diing tdng thé 12 88% (Bang 6).

Céc hé s6 B c6 p-value < 5% déu c6 ¥ nghia
thong ké&. Vi vay, mo hinh hdi quy thé hién nhu sau:

PY=1)

P(Y = 1)
=-39.3+3.42TBTL
+5.28TBTDDV +2.96TBHI

Nhu vay, ¢6 3 nhin 6 tic dong truc ti€p dén
quyét dinh st dung dich vu ngian hang s6 1a céc
nhan t& sy tién 1gi, thai dd d6i vé6i dich vu va cdm
nhan vé tinh hitu ich. K&t qua thio luan cho thiy
th4i do d6i vdi dich vu va tinh hitu ¢6 tdc dong tich
cuc dén y dinh st dung dich vu phu hgp véi ly
thuyét vé md hinh hanh ddong hdp ly (TRA)
(Fishbein & Ajzen, 1975), ly thuyé&t vé hanh vi
(TPB) (Ajzen, 1985). Vi vay, cdc ngin hang ti€p
tuc 4p dung tién bd cong nghé @& nang cao tinh hitu
ich va thiic ddy su phat trién clia cdc dich vu ngin
hang s6 cda ho.

log,

thong tin trong giao dich dién tif d€ bio vé

1gi ich hgp phdp ngudi tiéu diing; dong thdi,
can ban hanh quy trinh thyc hién giao dich dién t
qua ngan hang, giam sat cic hoat dong ngan hang
s6 va phong chdng rira tién.

- iy manh diu tu cd sé ha ting, xay dung nén
tdng dit liéu lién quan d&€n cdng nghé sd.

- Phat trién dé 4n thanh todn tryc tuyén, khong
diing tién mait tao diéu kién thuan 1gi cho sy phat
trién clia ngan hang s6.

- C4c ngan hang thuong mai ddy manh viéc
chuyén d8i s6 héa hudng dén cung cip dich vu
ngan hang s6 hoat dong toan dién, gép phian dip
ting nhu cAu ctia khich hang va sy phit trién clia
nganh cong nghé ngin hang.

- Tang cudng dao tao ddi ngli nhan sy dé dap
ttng sy phat tri€n clia hoat ddng ngan hang sd.

- Thong qua cic phuong tién truyén thong, cic
ngin hang thuong mai tich cyc thdng tin d&€n cho
khach hang hi€u vé nhiing 1¢i ich mang lai cia ngan
hang s8, d€ ho ti€p can, tin tudng st dung dich vu.

- C4c ngan hang can xay dung cac 16p bdo mat
thong tin d&€ ddm bio khach hang, nhung & dong
thdi cdc dich vu cAn dé sit dung dé tranh giy phién
nhiéu khdch hang m

BAng 6. K&t qud hdi quy nhi phdn

Variables in the Equation
B S.E. Wald df Sig. Exp(B)
TBHI 2.956 .644 21.046 1 .000 19.228
, TBTDDV 5.279 793 44,331 1 .000 196.205
Step TBTL 3.421 .639 28.698 1 .000 30.608
Constant -39.300 4.946 63.145 1 .000 .000
a. Variable(s) entered on step 1: TBHI, TBTDDV, TBTL.
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ABSTRACT:

This study aims to evaluate the factors affecting the intention of customers in Ho Chi Minh
City to use digital banking services. Based on analysis of previous studies, this study proposes a
research model to investigate the factors affecting the intention to use digital banking services
in Ho Chi Minh City. This study also proposes some recommendations to improve the intention
of customers in Ho Chi Minh City to use digital banking services.

Keywords: digital banking, internet banking, mobile banking, e-KYC, Ho Chi Minh City.
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