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TOM TAT:

Bai vi€t nhim tim ra nhan t6 4nh hudng dén y dinh st dung dich vu ngan hang dién tif ctia khach
hang cd nhan tai Ngan hang Thuong mai C8 phan Sai Gon Thuong Tin - Chi nhanh Viing Tau
(Sacombank Viing Tau). K&t qua tr phan tich hdi quy boi bing phan mém SPSS di cho thdy ¢6 6
nhan t& v6i mic do tic dong gidm dan d&n y dinh st dung dich vu ngan hang dién t cia khiach hang
c4 nhan tai Sacombank Viing Tau gdm: Tinh d& st dung cAm nhan; Tinh hitu ich cAm nhan; Sy tin
cdy; Chi phi cdm nhéan; Thuong hiéu ngan hang; Su hai 10ng ctia khach hang. Tir d6, nhém téc gia
dua ra cac ham y quan tri nham thu hat khach hang c4 nhan st dung dich vu ngin hang dién tlf tai

Sacombank Viing Tau.

Tu khoa: ngdn hang, su hai long ctia khach hang, ngan hang dién tit, Sacombank Viing Tau.

1. Dit van dé

Nhitng nim gin diy cling v6i sy phdt trién
nhanh chéng vé cdng nghé thong tin néi chung,
dich vu ngén hang dién t& (NHPT) ciing da cé
nhitng budc ti€n vugt bac. Bén canh cédc dich vu
ngin hang truyén thong thi dich vu NHPT da va
dang gép phian lam da dang héa cdc loai hinh
dich vu cla hé thong ngin hang thuong mai
(NHTM) va 1a dich vu khong thé thi€u trong thdi
dai cong nghé 4.0. Dich vu NHDPT da trd thanh
mot trong nhitng dich vu thu hit dugc sy quan tim
diu tu va canh tranh gay git giita cic NHTM.
Hién nay, véi su bung nd cla cudc cich mang
4.0, sy gia ting s6 lugng ngudi st dung mang
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Internet da tao ra v6 van cdc cd hdi cho cac
NHTM, dic biét NHTM da thuc thi cong cu
Internet nhim ndm giff thi phdn. NHPT st dung
cong cu Internet nhu 12 mot kénh dé cung cp cic
dich vu cia ngan hang cho khdch hang.
Sacombank 12 mot trong nhitng ngan hang di
dau trong viéc xdy dung va phdt trién dich vu
NHDT. NHDT 1a mot ¢ng dung quan 1y tai chinh
dudc Sacombank phdt hanh mang dén cho ngudi
diing nhiéu tién ich hdp din va dugc tinh hdp nhiéu
tinh ndng, tién ich giip mang lai cho cdc khich
hang cic trdi nghiém khdc nhau nhu rit tién, mua
sdm, thanh todn héa don, thé tin dung, tra ctu thong
tin, nap tién dién thoai, chuyén tién qua sd dién
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thoai/tai khodn/thé cla ngudi thin, ban be.
Sacombank Viing Tau trong nhitng nim gan day da
khong ngirng d8i mdi, cdi ti€n cdc sdn pham dich vu
ctia minh dé thu hit khiach hang. P& c6 thé ddy
nhanh viéc dua dich va NHPT dén vdi nhiéu khach
hang cd nhin ctia Sacombank Viing Tau nén nhém
tdc gid d4 nghién cifu can phai xdc dinh cdc nhan t&
4nh hudng dé&n y dinh dinh dén viéc st dung dich vu
NHDT ctia khdach hang cd nhan.

2. Co's6 1y thuyét

Hién nay, ngin hang dién t da dugc nhiéu
NHTM st dung nhim cho phép khach hang thuc
hién cdc giao dich tryc tuyén thong qua cdc thi€t

Hinh 1: Mé hinh chép nhdn céng nghé
)

chua nhiéu. Nghién cfu cia Lé Vin Huy va
Truong Thi Van Anh (2008) cho thay tinh hitu ich,
su tin cdy va khéd niang st dung 1a ¢6 énh hudng
dén y dinh st dung e-banking ctia khach hang tai
Viét Nam. Nguyén Thanh Duy va Cao Hao Thi
(2011) dung mdé hinh E-BAM (E-Banking
Adoption Model) dugc tich hgp tir cdc nhiéu mo
hinh hanh vi ngudi tiéu ding va tim thdy dnh
hudng c6 ¥ nghia cdc yé€u t6 hiéu qud mong dgi,
st tuong thich, nhan thitc dé dang st dung, nhin
thitc ki€m soat hanh vi, chuan chd quan, hinh 4nh
ngin hang, y&u t6 phép luat dén viéc st dung dich
vu NHBT. (Hinh 1)

Su hiiiu ich cdm nhan

—

Bién
bén ngoai

bi dién tf nhu mdy tinh, dién thoai di dong hay
cdc thiét bi trg gitip cd nhan khdc,... Nho vy,
khdch hang c6 thé truy cip vao bat ky thdi diém
nao ma khong cin dén ngan hang. Cung véi su
phdt trién cda cdng nghé 4.0 va nhu ciu ngly
cang ting cao clia nén kinh t€&, dich vu NHPT 1a
mot xu thé tat y&u. Ngan hang dién tif dugc hi€u
12 mot loai hinh thuong mai vé tai chinh, ngan
hang vdi su trg gidp ctia cong nghé thong tin va
mang Internet. Diéu nay cho phép khach hang c6
thé truy cdp tr xa cdc thong tin, thyc hién cic
giao dich thanh todn, tai chinh dya trén cdc tai
khodn luu ky tai ngadn hang.

Mo hinh chdp nhin cdng nghé dudc sit dung dé
gidi thich va dy dodn vé su chdp nhan va st dung
cong nghé ctia khach hang cd nhan. M6 hinh dugc
thit nghiém va chap nhian mot cdch rong rai trong
cdc nghién cttu vé linh vyc cong nghé thong tin,
day dudc coi 1a mo hinh c¢6 gid tri tién dodn tot.
Trong d6, y dinh st dung c6 tuong quan diang ké
t6i viéc st dung, khi ¢6 y dinh 12 y€u t6 quan trong
dé&n viéc st dung, con cdc yéu td khac dnh hudng
dé&n viéc sit dung mot cdch gidn ti€p thong qua y
dinh st dung. Viéc nghién cttu vé vin dé chip
nhian dich vu NHDT nhu: Internet Banking,
Mobile Banking, SacombankPay clia Sacombank

Y -
J>[ Théidostidung |—={ Y dinh T:lf;i‘r‘]‘;”
Su dé'stt dung cdm nhan ] -

Nguén: Davis, 1989

Téc gid da lwa chon mo hinh chdp nhin cdng
nghé 13 cd s8 1y thuyé&t d€ xay dung va phdt trién
mo hinh diéu tra cdc nhin t6 4nh hudng dén
y dinh st dung dich vu NHPT tai Sacombank
Viing Tau.

3.Phit trién gia thuyé&t nghién citu

Nghién ctu nay nhém tdc gid lya chon mo
hinh dwa vao M6 hinh chdp nhin cong nghé cla
Davis va cong su (1989), Thuyé&t hdp nhit vé
chdp nhan va st dung cong nghé cia Venkatesh
va cdc cdng sy (2003). Pay Ia 2 md hinh dugc lya
chon nghién cttu trong cdc Iinh vuc cong nghé tai
chinh ngdn hang va NHDPT. Ngoai ra, nghién ctu
dua vao cdc nghién citu thyc nghiém vé ¥ dinh sit
dung dich vu NHPT da dudc mot s§ tic gia
nghién cdu nhu: Fatimah va Suyanto (2016),
Maditinos va cdng sy (2013). Trén nén tang la
nghién cttu vé& cdc nhan t6 4nh hudng d&€n y dinh
stt dung dich vu NHDT, diy sé& 1a cd s§ ly thuyét
vitng chic, gitip nghién cdu van dung md hinh
phi hgp vé6i diéu kién nghién cttu tai Sacombank
Viing Tau. Nhu vy, md hinh nghién cttu dé xui't
ban dau gdm 6 y&u t8: (1) Tinh dé st dung cdm
nhan; (2) Tinh hitu ich cdm nhan; (3) Su tin cay;
(4) Chi phi cdm nhdn; (5) Thuong hi€u ngin
hang; (6) Su hailong cia khach hang. (Hinh 2)
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Hinh 2: M6 hinh nghién cdu nhom
tac gia dé xudt

Tinh d€ st dung cam nhan

Tinh hiiu ich cdm nhéan

Y dinh
st dung
dichwvu
ngan hang
dién tu

Sutin cay

Thuong hiéu ngan hang

(

(

( 23
[Chi phi cam nhan 7
[ /
(

Nguén: Nhém tdc gid dé xudt

Su hailong clia khach hang

4. K&t qua nghién citu

M6 16 dit ligu:

Sau khi ki€m tra 300 bang ciu hdi dugc thu
thap tir khdach hang thi ¢6 dugc 239 bang cdu hoi
khdo sdt c¢6 cau trd 16i ddy di va chinh xdc. S&
liéu khdo sit dugc thu vé cdc thdng tin gdm:
Trong s& 239 ngudi dugc khio sit, sd lugng nam
va nit tham gia tr3 15i kh4 cAn d6i véi ty 1& 1an lugt
115 ngudi (chi€m 48%) va 124 ngudi (chi€m
52%). V& trinh d6 hoc van tap trung nhiéu nhat 12
dai hoc va sau dai hoc v6i 175 ngudi (chi€ém
73,2%), trung cAp va cao diang 1a 38 ngudi (chi€m
15,9%), THPT 26 ngudi (chi€m 10,9%). Do tudi
duéi 30 12 72 ngudi (chi€m 30,1%), tir 30 tudi dén
60 tudi 1a 143 ngudi (chi€m 59,8%) va trén 60
tudi chi€m ty 1& nhé nhat 1a 24 ngudi (10,1%).
Hién nay, da s& khach hang c4 nhan st dung dich
vu ngin hang di dong - Mobile banking véi
51,9%, ngin hang truc tuyén - Internet banking
v6i 19,2% va SacombankPay 1a 28,9%. Diéu nay
hoan toan phlt hgp véi sy phét trién cla cong
nghé 4.0, khi Smart phone di trd nén phd bién va
viéc cai dit cdc tng dung trén di€én thoai thong
minh @€ thyc hién cdc dich va NHPT mang dé&n
cho khidch hang nhiéu tién ich hon, dé& dang va
nhanh chéng hon.

Thang do cdc yéu to' dnh huéng dén y dinh si
dung dich vu NHDT bao gom:

Tinh dé sit dung cdm nhdn: Dich vu don gién,
nhanh chéng; Cai dit nhanh, nhe; Thuan ti€én khi
st dung v&i thi€t bi dién tr; St dung dé dang;
Thanh todn cdc héa don nhanh chéng; Lién két tat
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cd cdc ngan hang d€ giao dich; Chi cAn st dung
mi QR dé& rit tién; Tinh bio mat, an toan thong tin
khi giao dich cao.

Tinh hitu dung cdm nhdn: Nap va chuyén tién
dé dang vao wng dung; Rit tién mit khong can
thé nhya; Trai nghiém cong nghé thanh todn hién
dai; Chi dong quén ly thé; Tai khodn va cdc tién
ich phu tr¢g va chu trong tdi an toan.

Chi phi cdm nhé@n: Phi céc dich va NHDT thap;
Chuong trinh khuy&én maii, vu dii khi s dung
NHDT; Thudng xuyén mién céc phi thanh todn.

Sw hai long cia khdch hang: Cac dich vu
NHDT cung cip déu lam hai long khach hang;
Céc thong tin vé dich vu NHPT dudc cung cip va
cAp nhat day dd; Ngin hang tuv vin huéng gidi
quyét t6t nhat cho yéu cAu khdch hang; Ngin
hang tu van dich vu NHPT d4p t'ng mong dgi tot
nhatclia khdch hang.

Su tin cdy: Tin ciy vao chat lugng dich vu clia
ngan hang; Tin cdy vao uy tin va déi ngli nhan
vién chuyén nghiép clia ngdn hang.

Thuong hiéu ngdn hang: Mitc d6 xudt hién
thudng xuyén trén cdc phuong tién truyén thong;
Ngén hang c6 chuong trinh thi€n nguyén, gidp dd
ddng bao, cdc chuong trinh khuy&n mii, qua ting
hap din va hau mai; Mot trong nhitng ngan hang
trng dung cong nghé s6 hang diu Viét Nam.

Quyét dinh lua chon: Lua chon, st dung dich
vu NHBT vi tinh tién ich, hitu dung; Lwa chon, s&
dung dich vu NHDT vi tinh dé st dung; Lua
chon, st dung dich vu NHPT vi thuong hiéu
manh, chat lugng tot.

Phén tich d¢ tin c@y ctia thang do thong qua hé
s6 Cronbach Alpha:

K&t qua ki€m dinh Cronbach Alpha cho thdy:
Céc thang do bao gém “Tinh dé st dung cidm
nhan” c6 hé s6 Cronbach Alpha = 0.892; “Tinh
hitu dung cdm nhan” c¢6 hé s6 Cronbach Alpha =
0.843; “Chi phi cdm nhdn” cé hé s6 Cronbach
Alpha = 0.807; “Su hai 10ng ctia khdach hang” c6
hé s& Cronbach Alpha =0.733; “Su tin ciy” c6 hé
s6 Cronbach Alpha = 0.799; “Quyét dinh lya
chon” ¢6 hé s6 Cronbach Alpha = 0.676; déu 16n
hon 0.6; Hé s6 tuong quan bié€n tdng clia cdc bién
quan sét 16n hon 0.3. Do do, tat c& cdc bi€n quan
st déu dugc chidp nhian va dudc st dung trong
phan tich nhan t& ti€p theo.
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Thang do “Thuong hiéu ngin hang” c¢6 hé s6
Cronbach Alpha = 0.518 (nhé hon 0.6), hé so
tuong quan bién tdng clia cic bi€n quan sit 16n
hon 0.3. Do d6, loai bd cdc bi€n nay trong phan
tich cdc nhan t6 ti€p theo.

Ddnh gid dj tin cdy ciia thang do:

Phan tich EFA: K&t qua phan tich do tin cay
bing hé s6 Cronbach’s alpha phan tich nhian t&
khdam pha (EFA) dudc goi la thich hgp khi 0,5 <
KMO < 1. K&t qud Cronbach’s Alpha cho thdy c6
25 bi€n quan sit cda 6 thanh phin do ludng
“Quyét dinh st dung NHDPT ctlia khdach hang c4
nhan” dd yéu cau vé do tin cdy. Vi vay, 25 bi€n
quan sét cda thang do nay dugc ti€p tuc danh gid
bing EFA. Nhin chung, tit c4d cdc bi€n quan sit
déu c6 hé s6 tdinhan td > 0,5.

Kiém dinh KMO va Bartletts trong phan tich
nhan t6 cho thay sig. = 0,000 < 0,005; hé s6 KMO
cao (bing 0,753 > 0,5). K&t qud nay chi ra rang cac
bi€n quan sit trong tong thé c6 moi tuong quan vdi
nhau va phan tich nhan t6 EFA rit thich hgp. Bén
canh do6, tai cic muc gia tri Eigenvalues 16n hon 1
v&i phuong sai trich 1a 68,035% (16n hon 50%) dat
yéu cau. K&t qua phan tich EFA cho thdy phép trich
dudc mot nhan t& v6i 4 bi€n quan sit va phuong sai
trich tich Iiiy dugc 1a 60.532% (> 50%). Hé s6 KMO
=0,779 (giita 0,5 va 1). K&t qua nay chi ra ring cic
bi€n quan sit trong tdng thé c6 mdi tuong quan vdi
nhau va phan tich nhan t6 (EFA) 1a thich hgp. Nhu
vy, sau khi phan tich nhan t6 EFA, tic gid thdy
ring mo6 hinh 1y thuy&t ban diu dé ra phi hop véi
nghién citu. C4c bi€n doc lap va bi€n phu thudc da
dat dugc do tin cdy va tinh gia tri dé st dung cho
céc phan tich ti€p theo.

Phén tich nhén t6 doi véi cdc bién phu thudc:

Téc gia ti€n hanh phan tich nhin t6 véi 3 bi€n
quan sét ctia thang do “Quyét dinh lwa chon cia
khach hang cd nhan” bing phucng phdp Principal
Components. K&t qua phan tich nhin t& cho thy
chi s6 KMO 1a 0.625 (16n hon 0.5) v6i mic y nghia
bing 0 (sig = 0.000) cho thdy phan tich nhan t& 1a
pht hop.

Khdng dinh mé hinh nghién ciiu:

Tur k€t qué phan tich & trén cho thdy cdc bi€n
quan sit dudc phan thanh 6 bi€n doc 1ap va 1 bién
phu thudc nhu sau:

Céc bién trich xuat dugc tir EFA:

TDSD - Tinh d& st dung cdm nhin;

THD - Tinh htu dung cdm nhén;

CP - Chi phi cAm nhén;

HL - Sy hai long ctia khdach hang;

STC - Sy tin cay;

THNH - Thuong hiéu ngan hang;

QDLC - Quyét dinh Iya chon ctia khdach hang
cd nhan.

Phdn tich tuong quan: Trudc tién la xem xét
mdi quan hé tuong quan tuyén tinh gitta cdc bi€n
ddc 1ap véi cdc bi€n phu thudc va giita cdc bién
ddc lap v6i nhau. Ma trdn tuong quan trinh bay
cdc hé s6 tuong quan Pearson (r) giita cdc bi€n
nghién cfu va mic y nghia clia tirng hé s do.
Miic ¥ nghia clia cdc hé so rat nhé (sig = 0 < 0,05)
nén cdc hé so tuong quan c6 y nghia thong ké.

Phdn tich hoi quy: Xem xét da cong tuyén - Mo
hinh hdi quy da bién, tic gid gid thuyét cdc bién
gidi thich cia mo6 hinh khéng c6 hién tugng da
cong tuy&n. Mudn kiém dinh hién tugng da cong
tuyén ta xem xét hé s6 phéng dai phuong sai
(VIF) va gi4 tri dung sai (Tolerance). Hé s& phong
dai phuong sai ctia cac bi€n déu nhd hon 10 va gid
tri dung sai ctia cdc bi€n déu bé hon 2 cho thay
hién tugng da cong tuyén rat thAp. Mo hinh ciing
cho thdy R? hiéu chinh bing 0,591 c¢6 nghia 1a
59,1% sy bi€n thién ctia bi€n “Quyét dinh sit dung
NHDT” dugc gidi thich bdi sy bi€n thién ctia 06
bi€n doc 1ap. Ngoai ra, tri s6 F c6 mic y nghia véi
Sig. = 0,000 (< 0,05) c6 nghia md hinh hdi quy
tuyén tinh dua ra 1a phu hgp véi dit liéu thuc t€ thu
thap dudc va cdc bién dua vaio déu cé ¥ nghia
trong thong ké v6i mic § nghia 5%.

Phuong trinh hdi quy chua chudn héa c¢6 dang:

QDSD = 1,682 + 0,215*TDSD

+0,395*THD - 0,316*STC
+0,143*CP + 0,050*THNH + 0,147*HL

K&t luan: So sdnh mic do tdc dong clia 06 bién
nay vao bi€n phu thudc Quyét dinh st dung dich
vu NHDT theo thit ty gidm din nhu sau: Tinh hitu
ich cdm nhan c6 tdc dong manh nhat (B2 = 0,367);
Sy tin cdy (B3 = -0,287); Tinh dé s dung cdm
nhdn (81 =0,188); Sy hailong cia khiach hang (B6
= 0,149); Chi phi cdm nhan (B5 = 0,089), va tic
dong thdp nhat 1a bi€n Thuong hiéu ngin hang
(B4 = 0,075). Nhu vay cdc gid thuy&t H1, H2, H3,
H4, H5, H6 déu dugc chaAp nhian & do tin cay 95%.
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5.Ham ¥y quan tri

T k&t qué nghién ctu tdc gid c6 mot so két
luan vé cdc nhan t6 nhu sau:

Nhén t6" “Tinh hitu ich cdm nhdn” 1a nhan to tac
dong manh nhit d&€n y dinh st dung dich vu
NHDT ctia KHCN tai Sacombank Viing Tau. Do
d6, ngan hang can phai cung cAp dich vu va hd trg
gidp khdach hang cdm thdy thuin tién khi giao
dich, gitip khdch hang cdm nhian dugc hitu ich khi
st dung dich vu NHPT. Ngin hang can ting
cudng hé thong hd tr¢ dich vu khdch hang khi ¢
vudng mic, gidi quy&t khi€u nai cho khich hang.
DPong thdi, ngdn hang cin phii ting cudng hoat
ddong Marketing d6i vé6i dich vu NHDPT.

Nhén t6" “Su tin cdy”, vAn dé dd tin ciy, niém
tin cia khach hang c6 dnh hudng manh thi hai
dé&n quyét dinh st dung dich vu NHDT. Khi x4y
dung hé thong NHPT, ngan hang nén quan tim
dé&n uy tin clia ngn hang.

Nhén t6 “Tinh dé sit dung cdm nhdn” 1a yéu to
tdc dong manh thit 3 d€n d&n y dinh st dung dich vu
NHDT. Ngan hang Sacombank nén c& ging hoan
thién dich vu, san phdm dua ra cdc phién ban dé
dang st dung trén mdy tinh, dién thoai, cdc tinh
ning ngay cang nhiéu, tién ich cao ddng thdi giao
dién dé st dung. Hién thi sd dién thoai hd trg trén
man hinh dich vu E-banking, s6 dién thoai hd trg
cho c4 hé thong clia Ngan hang Sacombank chuyén
vé dich vu ngan hang dién tif nén nang cao tot hon.
Hon nita, Sacombank nén hoan thién va thi€t k&
website cho dé sit dung, thdng tin chit ch&, phong
pht, day di va dugc cip nhatlién tuc. Bén canh d6,
tif ngif ¢t phap phdi dugc s dung rd rang, d& hi€u
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gitp khach hang ndm bt nhitng thdng tin thi€t y&u
trong thdi gian ngén nhat.

Nhan t6" “Su hai long ciia khdch hang” 1a y&u
t0 tdc dong manh thit 4 d&€n quyét dinh st dung
dich vu NHDPT. Ngan hang Sacombank Viing Tau
cAn thi€t k& vi tri hién thi cdc Gng dung tién ich
cia Internet banking mdt cdch khoa hoc.
Sacombank nén nghién citu thi€t k€& vi tri cdc tinh
ndng khdch hang thudng uu tién s dung mot cach
dé nhat, truy cip nhanh hon, qua d6, gitp khdch
hang ti€t kiém thdi gian cling nhu d& ma't cong tim
ki€m cdc tinh ning cAn thi€t vaning cao dudc sy
hai long st dung dich vu ctia khdch hang.

Nhén t6" “Chi phi cdm nhdn” ¢6 tic dong thi 5
dén quyét dinh st dung dich vu NHDTD. Ngay
nay, cdc ngan hang canh tranh v6i nhau khong
nhitng vé chat lugng dich vu ma con vé chi phi
cla cdc dich vu. Sacombank Viing Tau nén gidm
t01 gia chi phi khi khdch hang cd nhan st dung
dich vu NHDT dé thu hit hon ddi v6i khach hang.

Nhan t6 “Thuong hiéu ngdn hang” c6 tic dong
y&u nhat d&€n y dinh st dung dich vu NHPT. Vi
vay, d€ ti€p tuc giif vitng va ning cao hinh 4nh,
Sacombank Viing Tau nén phdi ti€p tuc xay dung
va nang cao hinh anh, thuong hiéu bing viéc thuc
hién thanh cong cdc muc tiéu kinh doanh da dé ra
trong ngin han cling nhu dai han. Sacombank nén
md rong mang lugi hoat dong thém nhiéu phong
giao dich ddm bdo phu kin cdc huyén tai dia ban
tinh Viing Tau. Thyc hién cdc chuong trinh quéng
ba thuodng hi€u trén cdc phudng tién thdng tin, cac
hoat dong thién nguyén, hoat dong vi cong dong
dé nhiéu ngudi bi€t d€n Sacombank hon m
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ABSTRACT:

This study is to find out the key factors affecting the decision of individual customers to use
e-banking services provided by Sai Gon Thuong Tin Commercial Joint Stock Bank (Sacombank)
Vung Tau branch. By using the SPSS Statistics, this study finds out that there are six factors
affecting the decision of individual customers to use Sacombank - Vung Tau branch’s e-banking
services. These factors, which are listed in descending order of impact level, are Perceived ease
to use; Perceived usefulness; Reliability; Perceived cost; Bank Brand; and Customer satisfaction.
Based on these results, some management implications are proposed to help Sacombank Vung
Tau branch attract more individual customers to use its e-banking services.

Keywords: bank, customer satisfaction, e-banking services, Sacombank Vung Tau.
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