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CACYEUTO ANH HUONG DEN Y DINH SU' DUNG DICHVU
MOBILE BANKING CUA KHACH HANG CA NHAN
TAI AGRIBANK HUYEN MANG THIT, TINH VINH LONG

PHAM THI THU HIEN, PHAM ANH TUYEN

Nghién citu duoc tién hanh trén co sé thu thdp dit liéu so cdp tir 150 khdch hang cd nhdn dang
giao dich va sit dung dich vu mobile banking tai Agribank tinh Vinh Long (Agribank Mang Thit). St
dung phurong phdp phdn tich nhdn t6'khdm phd (EFA) va héi quy da bién, két qud nghién cifu cho
thdy, cé tdt cd 07 yéu t6 dnh hudng dén y dinh sit dung dich vu mobile banking cia khdch hang cd
nhdn tai Ngdn hang. Tir cdc két qud nghién citu, nhém tdc gid dé xudt mét sé gidi phdp nhdim néng
cao hon nita y dinh sit dung dich vu mobile banking ctia khdch hang cd nhdn tai Agribank Mang

Thit trong tuong lai.

Tir khda: Mobile banking, khdch hang cd nhdn, Agribank Mang Thit, héi quy da bién

FACTORS AFFECTING THE INTENTION TO USE MOBILE
BANKING SERVICES OF INDIVIDUAL CUSTOMERS

AT AGRIBANK IN MANG THIT DISTRICT, VINH LONG
PROVINCE

Pham Thi Thu Hien, Pham Anh Tuyen

The study was conducted on the basis of collecting
primary data from 150 individual customers who
are trading and using mobile banking services at
Agribank Vinh Long province (Agribank Mang
Thit). Using the method of exploratory factor
analysis (EFA) and multivariate regression, the
research results show that there are 07 factors
affecting the intention to use mobile banking
services of individual customers at the bank.
From the research results, the authors propose a
number of solutions to improve the use of mobile
banking services of individual customers at
Agribank Mang Thit in the future.

Keywords: Mobile banking, individual customers, Agribank
Mang Thit, multivariate regression ...
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ach mang cong nghiép 4.0 tac dong tdi moi mat
ctia cuc séng, trong dé su ting truong nong
cta dién thoai thong minh da tao ra mot manh
dat nhiéu tiém ndng dé€ cac ngan hang thwong mai

(NHTM) phat trién dich vu mobile banking.

N&m bit duoc xu hudng phat trién cua thoi dai, tie
nam 2015, Ngan hang Nong nghiép va Phat trién Nong
thon Viét Nam (Agribank) da ra mét dich vu mobile
banking. Tuy nhién, qua nhiéu ndm trién khai hoat
dong, dich vu mobile banking tai Agribank van chua
mang lai két qua nhw mong doi, s6 lwgng khach hang ca
nhan (KHCN) dédng ky stt dung dich vu mobile banking
tai Ngan hang van con thap.

Xudt phat tlr thuc tién trén, cing mong muén cung
cap nhiing co s& khoa hoc, nhdm tac gia nghién ctru
"Cac yéu t6 anh huong dén y dinh st dung dich vu
mobile banking cua KHCN tai Agribank — chi nhanh
huyén Mang Thit”, tinh Vinh Long, trén co s¢ d6 dua
ra cac dinh hudng thu huat va phat trién manh mé dich
vu mobile banking tai Agribank ndi riéng cting nhu hé
thong NHTM Viét Nam ndi chung.

Lugc khao tai liéu

Abdul Kabeer Kazi va Muhammad Adeel Mannan
(2013) khi nghién ctru“Cac yéu t6 anh hudng dén viéc
&p dung mobile banking & Pakistan: Bang chiing thuec
nghiém” da stt dung m6 hinh TAM (M& hinh chdp nhén
cong nghé) dé tién hanh nghién ctru va so liéu st dung
duoc thu thap tir 372 nguoi dén tir 2 thanh phd 16n nhat
1a Karachi va Hyderabad. Két qua md hinh héi quy cho
théy, c6 04 yéu t6 anh huong dén viéc ap dung dich vu
mobile banking tai day bao gom: “Nhan thiic tinh dé st
dung”, “Nhan thttc st hitu ich”, “Nhan thttc sy rai ro”
va “Anh huong xa hoi”. Trong d6, yéu t6 “Anh hwong
xa@ héi” la nhan t6 tac ddng manh nhat va yéu t6 “Nhan
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BANG 1: DIEN GIAI CAC BIEN TRONG MO HINH NGHIEN CUU

va “Chi phi tai chinh”. Trong s6 05

Stt  Ma Tén bién (a s chon bién Kyvong  yéu td do, yéu t6 “nhan thic su tin
bién védau  phigm” c6 téc dong manh nhat.

1 X1 Sutiénich Abdul Kabeer Kazi va + Tai Viét Nam, Nguyén Pinh Yén
Muhammad Adeel Mannan S oy .
(2013), Hoang Thi Tho (2016), Oanh va Pham Thi Bich Uyén (2016)
Huynh Thi Ngoc Anh (2015), trong nghién cttu “Céc yéu t6 anh
Pham Cao Thién (2015) hu’()ng dén }', dinh st dl.mg dich vu

2 X2  Tinh dé st dung Ja-Chul Gu va ctg (2009), Huynh + thuong mai di dong ctia nguoi tiéu
Thi Ngoc Anh (2015), Pao My . e ., N
Hang va cong su (2018) dung tinh An Giang” cho thdy, co6

3 X3  Gidithiéu tr ngusi than Pham Cao Thién (2015), Hoang + 05 nhan t6 anh hwong dén y dinh st
ThiTho (2016), Nguyén Binh Yén dung dich vu thuong mai di dong
Oanh va Pham Thuy Bich Uyén ctia ngroi tiéu dung tinh An Giang la
(2016) , . .

oy : o . “Tinh linh hoat”, “Dich vu da dang”,

4 X4  Chiphi Pin Luarn va Hsin — Hui Lin (2005, 1 .1 A ; o ;
Vi Manh Cudng (2013), Nguyén Nhe_m thirc sw htru ich , Nhal’l thu’S
Dinh Yén Oanh va Pham Thuy s tin nhiém” va “Nhan thtc tinh dé
Bich Uyén (2016) stt dung”. Hoang Thi Tho (2016) st

5 X5 Su tin nhiém Pin Luarn va Hsin - Hui Lin + A 1Y e
(2005), Vii Manh Cung (2013), dung mo6 hinh TRNA, TPB, TAM (Ai,e
Huynh Thi Ngoc Anh (2015) dwa ra cac nhan t6 anh hwong dén

6 X6  Dich vu da dang Nguyén Binh Yén Oanh va Pham + y dinh st dung mobile banking. Két
Thuy Bich Uyén (2016) qua nghién cttu cho thay, c6 04 nhan

7 X7  Tinh linh hoat Nguyén Binh Yén Oanh va Pham + t0 chinh tac ddng dén y dinh st dung
Thuy Bich Uyén (2016) dich vu mobile banking ctia Ngan

8 Y Y dinh st dung dich vu Téng hgp cac lugc khdo +/-

Mobile banking

thie rai ro” ¢6 sy twong quan nghich véi viéc ap dung
dich vu mobile banking tai Pakistan.

Ja-Chul Gu va ctg (2009) nghién ctru “Céc yéu t6 anh
huong dén y dinh hanh vi st dung mobile banking” da
thiec hién khao sat trén Website chinh cta ngan hang
Woori Bank (Han Qudc) va nhan dwgce 910 phan hoéi
hop 1é tir cac khach hang da st dung dich vu mobile
banking tai ngan hang nay. Dua trén co s6 m6 hinh
TAM lam nén tang va mo hinh hoi quy, nhdém tac gia da
dua ra 03 nhan t6 anh huong dén y dinh st dung dich
vu mobile banking tai ngdn hang nay bao gom: “Nhéan
thirc sw hitu ich”, “Sy tin twong” va “Nhan thiec tinh dé
stt dung”. Trong d6, nhan thikc sy httu ich chinh la nhan
t0 ¢6 anh huong manh nhat.

Pin Luarn va Hsin — Hui Lin (2005) nghién ctu dé
tai “Hudng dén sy hiéu biét vé y dinh hanh vi st dung
dich vu mobile banking”. Nhom Tac gia khao sat nhitng
khach hang da va dang thuc hién cac giao dich truyén
thdng tai cac chi nhanh ngan hang thong qua mot hoi
nghi kinh &t chikc tai Dai Loan. Nghién cttu nay dua
trén co sd ly thuyét tir 2 m6 hinh TAM va TPB d€ théng
nhat cac nhan t6 ctia md hinh. Két qua cho thdy, cac
nhén t6 anh hudng dén y dinh hanh vi stt dung mobile
banking bao gom: “Nhan thttc su hitu ich”, “Tinh dé st
dung”, “Nhan thttc sy tin nhiém”, “Kha nang tw nim”

152

hang TMCP Pong A — chi nhanh Hué
la “Tinh httu ich cam nhan”, “Tinh

deé st dung cam nhan”, “Rui ro cam

Ngudn: Nhom tdc gid dé xudt

nh4n” va “Anh huéng xa hdi”. Trong
dd, nhan t6 “Tinh hitu ich cdm nhan” 14 nhan t6 co tac
ddng manh nhat va nhan t6 “Rai ro cdm nhan” 1a nhan
t0 6 tac ddng yéu nhat.

Trong khi d6, Pham Cao Thién (2015) tim ra 05 yéu
t0 tac ddng dén y dinh str dung dich vu mobile banking
ctia khach hang gom: “Hitu ich cdm nhan”, “Dé nhan
thdy cua viéc st dung”, “Thai d6”, “Tiéu chuan chu
quan” va “Nhan thirc vé kiém soat hanh vi”, phu hop
véi nghién ctru ctia Huynh Thi Ngoc Anh (2015) va Vi
Manh Cuong (2013) cho thdy c6 05 yéu t6 anh huong
dén viéc st dung dich vu mobile banking, bao gom:
“Nhan thttc tinh httu dung”, “Nhan thttc dé dang st
dung”, “Nhan thttc rti ro”, “Chi phi cdm nhan” va “Sw
tin twong”.

Tém lai, cac nghién ctru déu 4p dung cac phuong
phap nghién cttu twong d6i phu hop, két qua nghién
cttu dang tin cay, c6 tinh khoa hoc cao va dam bao
duwoc muc tiéu nghién ctru ban dau dé ra. Tuy nhién,
cac nghién ctu trén chi méi diéu tra 6 nhém d6i twong
la nhitng KHCN c¢6 biét dén dich vy, ¢d y dinh s dung
dich vu trong tuong lai nhung lai chwa khao sat &
nhém khach hang da va dang stt dung dich vu mobile
banking. Vi vay, viéc nam bat duoc nhitng cam nhan
thuc t€ ctia khach hang va biét nhitng y dinh st dung
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BANG 2: KET QUA UGC LUGNG MO HINH HOI QUY vay, khi bién “chi phi” ting lén 1 diém thi bién “y

Bién so Hé s6 udc lugng Giatri t VIF

Hang s6 -2,994 -7,824 =

Su'tién ich 0,260 3,925%* 1,224
Gidi thiéu tir nguoi than 0,251 4,793%** 1,268
Chi phi 0,335 5,897%** 1,403
Tinh dé s& dung 0,329 5,649%** 1,115
Dich vu da dang 0,227 4,218%* 1,428
Su tin nhiém 0,166 2,884%** 1,288
Tinh linh hoat 0,143 2,783%** 1,286

R2 hiéu chinh = 0,766
ANOVA: F = 59,400***
Gia tri Durbin - Watson = 2,058
Ghi cht: *** c6 y nghia & muc a la 1%

Ngudn: Két qua xtr ly s6'liéu khdo sdt trén phan mém SPSS

sé anh hudng nhuw thé nao dén hanh vi st dung thuee t€
ctia khéach hang la chwa tron ven.

Phuong phap nghién ctiu

Trén co so luoc khao trong va ngoai nudc, nhdm tac
gia ké thira va xay dung md hinh nghién ctru ¢6 dang:

Y =B0+ B1X1 + B2X2 + B3X3+ B4X4+ B5X5 + p6X6+ B7X7 + ei

Trong do:

+YD: bién phu thudc, y dinh stt dung dich vu mobile
banking cia KHCN.

+X1, X2, X3, X4, X5, X6, X7: bién doc lap, cac yéu to&
anh huong dén y dinh st dung dich vu.

+B1, B2, B3, p4, B5, P6, B7: Cac hé sd hoi quy twong
tng véi cac bién.

Bang cau hoi chinh thire duoc thiét ké dya trén 07
yéu to, voi 22 bién quan sat dinh lwgng va déu stv dung
thang do Likert 5 mutc d0. Ngoai ra, nhom tac gia con
stt dung thang do dinh danh, biéu danh, cip bac d€
sang loc va phan loai d6i tuong d€ phong van, thu thap
thong tin ca nhan cua d6i twong phong van nhu: gioi
tinh, tudi, thu nhap, nghé nghiép... Nhom tac gia thu
thap s0 liéu thong qua bang khao sat véi 150 KHCN
tai Agribank tinh Vinh Long (Agribank Mang Thit) ttr
ngay 11/8/2019 dén ngay 23/8/2019.

Két qua va thao luan

Két qua phéan tich héi quy ¢ bang 2 cho thay, yéu
t0 “chi phi” c6 anh hudéng manh nhat dén y dinh st
dung dich vu mobile banking, tiép d¢ la cac yéu to:
“tinh dé st dung”, “su tién ich”, “gi6i thiéu tir nguoi
than”, “dich vu da dang va “su tin nhiém”, "tinh linh
hoat”. Cu thé:

- Bién “chi phi” tuong quan thuin véi y dinh st
dung dich vu mobile banking & mttc y nghia 1%. Nhw

dinh st dung dich vu mobile banking” ting lén
0,335 don vi. Két qua nay phu hgp voi két qua
uwde luong va giong véi két qua nghién ctru truede
day ctia Vi Manh Cuong, qua d6 cho thdy, viéc ap
dung nhiing chién luoc gia hop ly d6i véi dich vu
mobile banking s€ lam tang y dinh sit dung dich
vu nay d6i voi khach hang.

- Bién “tinh dé st dung” twong quan thuan véi
y dinh st dung dich vu mobile banking ¢ mttc
v nghia 1%. Cu thé, khi bién “tinh dé st dung”
tang 1én 1 diém thi bién “y dinh st dung dich vu
mobile banking” ting 0,329 don vi. Két qua nay
phtt hop véi két qua wéc luong va giong voi két
qua nghién cttu cta Pin Luarn va cng st...

- Bién “su tién ich” twong quan thuan véi y
dinh st dung dich vu mobile banking ¢ mtic y nghia
1%. Cu thé, khi bién “nhan thic sy hitu ich” téng 1én 1
diém thi bién “y dinh st dung dich vu mobile banking”
tang 1én 0,260 don vi. Diéu nay phu hop véi két qua
nghién cttu ctia Phan Thoai Chiéu (2014). Thuc t€ cho
th&y, KHCN lu6én mudn st dung nhiing dich vu ¢6 thé
gitip cong viéc thue hién tiét kiém duoc thoi gian, lam
cho cudc song tot va hién dai hon. Vi thé khi dich vu
mobile banking dem lai nhiéu loi ich thi sé lam tang y
dinh st dung dich vu nay cta khach hang.

- Bién “chuén cht quan” twong quan thuan véi y
dinh st dung dich vu mobile banking & mitc y nghia
1%. Cu thé, khi bién “chudn cht quan” ting 1én 1 diém
thi bién “y dinh st dung dich vu mobile banking” ting
1én 0,251 don vi. Diéu nay phu hop véi két qua nghién
ctru trede day cua Ajzen va Fishbein. Két qua cho thdy,
nhiing tac ddng tir nguoi than, ban be, dong nghiép hay
nhiing phuong tién truyén thong dai chung vé dich vu
mobile banking sé lam tang y dinh si dung dich vu
mobile banking.

- Bién “dich vu da dang” tuong quan thuan voi y
dinh st dung dich vu mobile banking ¢ mtic y nghia
1%. Cu thé, khi bién “dich vu da dang” téng 1én 1 diém
thi bién “y dinh st dung dich vu mobile banking” tang
1én 0,227 don vi. Trong nghién cttu ctia Nguyén Dinh
Yén Oanh va Pham Thuy Bich Uyén cling da c6 két qua
twong tw qua d6 chitng minh rang cac tac dong tir nén
kinh t&, thu nhap phat trién dan dén nhu cau st dung
da dang dich vu caia KHCN.

- Bién “nhén thitc su tin nhiém” twong quan thuan
voi y dinh stt dung dich vu mobile banking & mtc y
nghia 1%. Cu thé, khi bién “nhéan thitc su tin nhiém”
tang 1én 1 diém thi bién “y dinh st dung dich vu
mobile banking” tang 1én 0,166 don vi. Diéu nay phu
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hop v6i két qua wdc lwong va giong véi két qua nghién
ctru trude day cta Dai va Palvia. Thuc tién cho thay,
so Vi cac dich vu truyén théng thi dich vu mobile
banking khién cho nguoi dung lo ngai bi lira ddo danh
cép thong tin.

- Bién “tinh linh hoat” twong quan thuén véi y dinh
stt dung dich vu mobile banking ¢ mttc y nghia 1%. Cu
thé, khi bién “tinh linh hoat” tang 1én 1 diém thi bién “y
dinh st dung dich vu mobile banking” tang lén 0,143
don vi. Biéu nay phut hop véi két qua wée luong va
giong voi két qua nghién ctru truede day ctia Mallat va
cong si. Do d¢, y dinh st dung dich vu mobile banking
ctia KHCN sé téng 1én néu KHCN nhan thtic réng dich
vu mobile banking ¢ tinh linh hoat cao, ttrc la c6 thé stiv
dung dich vu ¢ bat ky thoi gian, khong gian nao.

Giai phap nang cao y dinh stt dung dich vu mobile
banking ctia khach hang ca nhan tai Agribank Mang Thit

Vi cac két qua nghién ctu néu tén, dé nang cao
y dinh st dung dich vu mobile banking cia KHCN,
Agribank Mang Thit can thyc hién moét s6 giai phap:
Naéng cao tinh dé sit dung

Ngan hang can thiét ké giao dién ting dung di dong
than thién, dé hiéu va dé st dung ddi véi khach hang,
ké ca khach hang khong thanh thao vé cong nghé. Thém
vao d¢, chi nén tap trung nhitng muc khach hang that
sw can st dung va tranh nhitng quang cao che méat tam
nhin cta nguoi dung. Hon nita, can thiét ké cac biéu
twong phu hgp véi ting ndi dung dich vu dé€ khach
hang dé dang phan biét va st dung.

Da dang héa cdc tién ich trén dich vu mobile banking

Ngén hang can cht trong néng cao nhan thiic tinh
hitu ich ctia cac dich vu mobile banking d6i véi khach
hang; can day manh viéc quang ba tinh nang ndi trdi caa
cac dich vu mobile banking cho khach hang nhu gitup
khach hang tiét kiém thoi gian, gitip thuc hién cong viéc
dé dang hon va khong bi gi6i han vé thoi gian va khong
gian stt dung dich vu.

Ngan hang can dam bao khéach hang c6 thé st dung
dich vu bat ky thoi gian va khong gian nao bang cach
cai thién tdc do truy cap dich vu mobile banking. Dong
thoi, bao dam tdc do truyén di liéu 6n dinh dén khach
hang, khéc phuc va thong béo cho khach hang kip thoi
néu cé su cd xay ra

Bdy manh céng tdc qudng bd dich vu

Ngan hang can khong ngiing day manh cong tac
truyén théng quang ba vé dich vu mobile banking trén
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cac phuong tién truyén thong dai chiing; Dong thoi, tan
dung sttc anh huong xa hoi d€ tir mot nguoi st dung cd
thé kéo thém nhiéu nguoi khac.

Chii trong tinh kinh té trong st dung dich vu

Han ché t8i thiéu chi phi ma khach hang bo ra khi
stt dung dich vu mobile banking. Ngan hang can thiét
k& mot ing dung c6 thé tuong thich vdi hau hét cac
thiét bi cong nghé. Thém vao d¢, viéc dua ra muc phi
giao dich va phi két ndi mang thap sé gdp phan lam cho
khach hang st dung dich vu mot cach thoai mai hon
ma khong can quan tdm vé chi phi ma ho bo ra d€ sw
dung dich vu.

Bdo mdt théng tin, an toan va su'tin nhiém ctia khdch hang

Ngan hang can cung cip ro rang cac thong tin vé
cac diéu khoan giao dich dich vy, cam két thong tin
dua lén dung su that va khong lam dung hinh thic tiép
thi. Dong thoi, xay dung mot hé théng bao mat théng
tin khach hang, thong tin giao dich mot cach tuyét doi.
Hon nita, ngan hang phai tang cuong tinh chinh xac
ctia cac giao dich, phai c6 dich vu cham séc khach hang
d& khach hang c6 thé phan hdi va nhan dugc ho tro ki
thoi tr tong dai dich vu néu gap kho khan. ﬁ
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