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Du dinh hanh vi sit dung dich vu Internet banking cua khach hang bi anh huéng boi nhiéu yéu
16 véi mirc dp anh hwéng khdc nhau. Bai nghién ciu da sir dung két hop mé hinh TAM va mé
hinh TPB dé phan tich cac yéu 16 anh huong dén dw dinh hanh vi sir dung dich vu Internet
banking ctia khdch hang cd nhén Viét Nam. Két qua nghién civu cho thay thai do cia khach hang
dsi véi dich vu Internet banking co tdac dong manh nhat t6i vy dinh hanh vi str dung dich vu Inter-
net Banking. Cam nhdn vé mirc do hitu ich cia Internet banking lai c6 anh huong manh dén thai
dé. Mat khac, cam nhdn vé su phite tap khi si dung dich vu Internet banking dang la rao can
khach hang dw dinh sie dung dich vu. Bai nghién ciu ciing da khuyén nghi mét sé bién phdp
nham tac dong toi cac yéu 16 anh huwong toi dw dinh hanh vi su dung dich vu Internet banking
cua khach hang.

Tir khéa: Hanh vi tiéu ding, Internet banking, Thuyét hanh vi dw dinh

Determinants of intention to use Internet banking
Abstract

Intended behavior using Internet Banking service of customers affected by many factors with dif-
ferent levels of influence. The paper has used a combination of TAM and TPB models to analyze
the factors affecting the intended behavior using Internet Banking service of individual clients
in Vietnam. Research results show that customer attitude toward Internet Banking service have
the strongest impact on behavioral intention to use the service. Perception of the usefulness of
Internet Banking has a strong influence on attitude. On the other hand, perception on the com-
plexity when using Internet banking services is a barrier to customer intention to use the service.
The author also recommends some solutions for enhancing customers intended behavior to use
Internet Banking service.

Key words: Consumer behavior, Internet banking, Theory of Planned Behavior

1. D3t van dé

Dich vu Internet Banking mac du mai xuét hién &
Viét Nam nhung da phat trién kha manh mé& dic biét
la ¢ khu vuc thanh thi. Do nhiing tinh nang uu viét
ctia dich vu Internet Banking nhu tiét kiém thoi gian
va chi phi, giao dich ti€n 1¢1,... nén cac Ngan hang
thuong mai ¢ Viét Nam hau hét da phat trién loai
hinh dich vu nay va tao ra moéi truong canh tranh

kha khoc liét dé gianh 1ay khach hang. Tinh dén
thang 06/2014, d3 c6 hon 43/47 ngan hang cong bd
cung cdp dich vu Internet Banking (Smartlink card
JSC, 2014).

Trong khi do, médc du khach hang ciing da nhan
thitc duoc nhimng lgi ich ctia dich vu Internet
Banking nhung van con e ngai vé cac tinh nang nhu
an toan, bao mat,... SO luong khéach hang st dung
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dich vu con kha han ché ¢ Viét Nam. Tinh dén thang
06/2014 s6 lugng khach hang thyc té st dung Inter-
net Banking khoang 6 triéu nguoi; chiém ty 18 8.5%
so voi sb luong thé; va khoang 12% so sanh trén s6
tai khoan (Smartlink card JSC, 2014). R3 rang, dé di
dén hanh vi s dung dich vu Internet Banking,
khach hang con phai trai qua qua trinh phan tich lya
chon gilta cac loai dich vu khac va giira cac ngan
hang khac nhau

Nhin thire duoce didu nay, trong nhiing ndm qua,
cac ngan hang da c6 nhiéu nd luc dé phat trién dich
vu Internet banking nhu hoan thién dich vu Internet
Banking, thuc hién cac chwong trinh truyén thong,
xuc tién manh dé thu hit khach hang... Tuy nhién,
ly thuyét hanh vi nguoi tiéu dung di chi ra ring
nhiing giai phap mang tinh chti quan cta nha cung
cap c6 thé 1a khong hiéu qua va tham chi 13 danh
mat co hoi cho cac dbi thi. Mau chdt ¢ day 1a phai
tim ra dugc cic mdi quan tim va co sic gdy anh
huong t6i hanh vi mua cta khach hang dé tir d6 co
cac bién phap can thié¢p phu hop.

Bai nghién ctru nay s& van dung 1y thuyét hanh vi
du dinh cta nguoi tiéu dung ddi véi dich vu Inter-
net Banking dé xac dinh cac yéu t6 anh huong dén
hanh vi cta ho. Tir d6 ¢6 thé xac dinh dugc cac mau
chét anh huong dén quyét dinh sir dung cua ngudi
tiéu dung va dé xuat duoc cac giai phap thiét thuc
nham phat trién dich vu Internet banking.

2. Co s6 Iy thuyét va phwong phap nghién ciru

Internet Banking 1a mdt trong nhiing kénh phan
phéi chu dao cua cac san phim va dich vu ngan
hang dién tir (E-banking) (Daniel (1999); 1a mot tién
trinh d6i mdi, cach tan tai noi cac khach hang thuc
hién giao dich v&i ngan hang ma khong can phai
tiép xtc v6i nhan vién ngan hang (Chang (2003),
Sullivan and Wang (2005))

Internet Banking lién quan dén nhimng hé thong
cho phép khach hang cuia ngan hang truy cép vao tai
khoan cta ho va thyc hién cac giao dich lién quan
dén san phdm va dich vu ciia ngan hang thong qua
thiét bi may tinh ca nhan (PC) hay mot thiét bi thong
minh nao khac (smart phone, PDA,...) c6 két nbi
internet (Bradley va Stewart, 2003).

Internet Banking st dung méi truong truyén
thong internet, cung cap thong tin va thuc hién giao
dich mot cach truc tuyén (online). bé su dung Inter-
net Banking, khach hang can c6 may tinh hoc thiét
bi truy cap mang. Thong qua trinh duyét web, khach
hang truy cap vao website cua ngan hang va s€ thuc

hién céc thao tac dé truy cdp vao tai khoan, thuc
hién cac giao dich v6i ngan hang ma khong can phai
cai dat thém mot phén mém dic biét nao khac
(Hamid, M. A., at al. (2007))

Hién nay da c6 nhiéu nghién ciru vé hanh vi
nguoi tiéu dung dé giai thich nhiing yéu t6 anh
hudng dén hanh vi tiéu dung/mua san phém, dich vu
clia nguoi tiéu dung. Thuyét hanh vi du dinh TPB
(Ajzen, 1985) cho ring dong co hay y dinh tiéu
dung nhu 13 nhan t6 thuc ddy co ban ciia hanh vi
ngudi tiéu diung. Pong co nay bi dan dit boi ba tién
td co ban 1a thai do, anh huong xa hdi va cam nhan
kiém so4t hanh vi dugc cam nhan. Nghién ctru nay
cling chi ra rang tir khi nguoi tiéu dung c6 dy dinh
mua hang dén khi thyc hién hanh vi mua c6 thé c6
nhiéu yéu t6 anh huong lam thay d6i du dinh. Viéc
ap dung mo hinh 1y thuyét hanh vi du dinh c6 thé
giai thich sy khac biét gitra du dinh va hanh vi thuc
té va tir d6 co thé c6 nhing bién phap can thiép
nham han ché t6i da su thay d6i du dinh mua thanh
hanh vi khong mua.

Nghién ctru cua Liao va cong su (2007) vé Ly
thuyét hanh vi du dinh (TPB) va su hai long cua
khach hang khi st dung dich vu mang di¢n tir da chi
ra rang 1y thuyé hanh vi dy dinh c6 kha ning giai
thich vé sy hai long cua khach hang khi sir dung cac
dich vu mang dién tu. Khi doanh nghié¢p dép ung
dugc cac yéu td ctia hanh vi du dinh cua khach
hang, sy hai 1ong cta ho ting 1én, va vi thé cac
doanh nghiép can xac dinh duoc cac yéu td nao
dang tac dong 1én y dinh mua hang cua nguoi tiéu
dung.

Trong linh vuc ngan hang, nghién ctu cua Ming-
Chi Lee (2009) v& cac yéu t6 anh hudng t6i viée sir
dung ngén hang di¢n tir cling da su dung mo hinh
Ly thuyét hanh vi du dinh dé giai thich c4 dy dinh
mua cta ngudi tiéu dung. Nghién ctru nay cho thay
md hinh 1y thuyét hanh vi du dinh 1a phu hop dé
phan tich hanh vi ctia ngudi tiéu dung dbi voi dich
vu ngan hang.

Agarwal va cong su (2009) trong nghién ciru vé
quan niém cia khach hang dbi véi ngan hang dién
tr str dung md hinh chip nhan cong nghé (TAM)
ciing chi ra rang khach hang dang nhin nhan viéc sir
dung dich vu ngan hang di¢én tor nhu 1a mot xu thé
thoi thuong va vi thé nhom khach hang tri thirc va
nhom khach hang cao cip sé 1a nhitng khach hang
tién phong ddi vai dich vu nay.

O Viét Nam, cling c6 nhiéu nghién ctru lién quan
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Hinh 1. Khung phéan tich hanh vi sir dung dich vu Internet banking
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Nguon: Ajzen (1985), Davis (1989)

dén linh vyc Internet banking nhu nghién ctru cta
Lé Thi Kim Tuyét (2011) di van dung 1y thuyét
hanh vi du dinh (TPB) dé tim ra dong co khién
khach hang chon va st dung dich vu Internet Bank-
ing; nghién ctru cua Bich, H. K. N., va cdng su
(2014) tap trung nhan dién nhitng nhan t6 anh
huong dén viée chap nhan sir dung dich vung ngan
hang tryc tuyén cua khach hang ca nhan dua trén
md hinh chdp nhan cong nghé (TAM). Tuy nhién,
cac nghién cuu nay moi chi dung lai & pham vi hep
trong ndi by mot ngan hang hoac trén mot dia ban
nho. Cac nghién ctru ciing chua kiém ching duoc
bd cong cu chuan dé do luong cac yéu té anh hudng
dén hanh vi tiéu dung dich vy Internet Banking. Mt
khéc, nhin chung cac nghién ctru nay moi chi st
dung don thuan mo hinh thuyét hanh vi dy dinh
(TPB) hodc mé hinh chdp nhan cong nghé (TAM)
nén chua bao quat hét cac mdi quan hé giita cac
nhan t6 tac dong dén dy dinh hanh vi st dung dich
vu va muc do giai thich cia mo hinh chua toan dién.
Hon nita, bo thang do cac yéu t6 anh huong dén du
dinh hanh vi tiéu dung dich vu Internet banking &
Viét Nam ciing chua duoc kiém dinh va danh gia
muc do phu hop.

Chinh vi vdy, xuét phét tir tinh hinh nghién ctru
lién quan va nén tang 1y thuyét vé hanh vi nguoi tiéu
dung, tac gia st dung két hop mo hinh TAM va mé
hinh TPB dé phan tich cac yéu t6 anh huong dén du
dinh hanh vi st dung dich vu Internet banking cua

khach hang ca nhan Viét Nam. M6 hinh 1y thuyét
nghién ctru c6 dang nhu hinh 1.

Céc thang do su dung mo hinh TPB, TAM da
duoc nhiéu nha nghién ctru st dung va da duogc
kiém dinh qua nhiéu nghién ctru & cac linh vuc,
nganh nghé khac nhau. Bai nghién ctru niy s& ké
thira cac nghién cuu cung linh vuc ngan hang, hanh
vi du dinh cta khach hang dé phat trién bo thang do.
Do su ké thira duge chit loc tir nhiéu nghién cuu
khac nhau va ¢ cac linh vyc c¢6 lién quan, truéc khi
st dung dé phan tich, bo thang do sé& kiém dinh lai
su phit hop trong bdi canh nghién ctru tai Viét Nam
vé hanh vi sir dung dich vu Internet banking.

Phiéu diéu tra dugc thiét ké bao gdm 3 phan chinh.
Phén thtr nhét st dung thang do likert 7 diém danh
gid tir mirc d6 1 = hoan toan khong dong y t6i 7 =
hoan toan dong y. Phan niay bao gém 21 bién phan
anh cac thang do cua mé hinh TAM va TPB. Phin
thir 2 ctia phiéu diéu tra thu thap cac thong tin vé st
dung, d4nh gia va cam nhan ctia nguoi tiéu dung doi
voi dich vu Internet Banking ctia cac ngan hang
thwong mai. Phan thir 3 tap trung thu thap thong tin
vé nhan khau hoc cua dbi tuong dugc diéu tra. Trude
khi dugc st dung dé diéu tra trén dién rong, phiéu
diéu tra dugc thir nghiém thong qua diéu tra nhom 20
d6i tugng 1a sinh vién, nhan vién vin phong. Qua
budc diéu tra thir nghiém nay, phiéu diéu tra dugc
hiéu chinh tir ngit dé dam bao cac ddi twong duoc
diéu tra hiéu dung y nghia cta cac ciu hoi.
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Bang 1. Tong hop cac thang do tir cic nghién ctru

Yéu té Thang do Ma Nguon
To1 cho rang st dung internet banking thuén tién cho cong PUL
i R viéc va cudc séng
Cfm ,nhg? T6i cho rang sir dung internet banking c6 rat nhiéu tién ich | PU2 Venkatesh va
hvl":’:unil;rhc cﬁga T'(“)i cho rang viéc sir dung internet banking tiét kiém thoi PUS cong su (2 0f)3 )
Internet gian Cheng va cong
banking Str dung internet banking gitip t6i quan ly tai khoan hi¢u qua PU4 su (2000)
hon
To61i ¢ thé st dung internet banking bat cu khi nao PUS
Cfim nhin | T4i cho ring viée sir dung internet banking 1a d& dang PEOUI1
ve mirc do - -
d& sir dung Toi cam thay cac quy trinh thuc hién giao dich bang internet PEOU2 | Cheng va cong
ciia banking dé nho su (2006)
Internet | To6i thay st dung internet banking khong doi hdi nhicu kién
. , AR n PEOU3
banking thire dé thuc hién
To61 cho rang viéc sir dung internet banking 1a mét lya chon ATTI
sang sudt
Thai db dbi T6i7(':h0’r.éng vi€c sur dung internet banking s€ cam thay ATT2 o
véi Int(;rnet thoai mai Cheng va cong
. T6i cho rang sir dung internet banking 1a mot hinh thirc the su (20006)
banking A s N ATT3
hién ban than
Toi cho rang st internet banking 1a mt nhu cau ca
(')1 cho rang su dung internet banking 1a mét nhu cau can ATT4
thiet
Nhiing nguoi anh huong tdi toi déu da st dung internet SNI
Quy chuédn | banking
chii quan vé | Nhitng ngudi c6 anh hudng téi toi cho rang toi nén st dung SN2 Wu and Chen,
Internet internet banking (2005)
banking Nhitng nguoi co6 giao dich véi toi mong muodn toi sir dung SN3
internet banking
Cam nhian | T6i co the sir dung internet banking thuan thuc PBCI
ki}’\ rt A+ Y S 7 X1 X 7 , N n T .
‘em s?ak Toi h.oan toan c6 thé kiém soat cac giao dich bang internet PBC2 W va Chen,
hanh vivé | banking (2005)
Internet | Toicéd day du kién thirc, kha niang sir dung internet banking
: PBC3
banking
Duw dinh sit | T6ico y dinh st dung internet banking trong 1 nam t6i INTI .
: d .n Venkatesh va
ung T6i c6 y dinh str dung internet banking thudng xuyén INT2 cong su, (2003)
Internet ;
. N . . David (1989)
banking | Téi chic chan s€ st dung internet banking INT3

Coéng cu Cronbach Alpha va phan tich nhan t6
khéam pha (EFA) duoc st dung dé danh gia lai bd
thang do. Sau khi loai bo cac bién khong phu hop va
¢6 dugc b thang do chinh thirc, cac yéu td tac dong
toi hanh vi duy dinh tiéu dung dich vu Internet
Banking s& duoc phan tich. Cac két luan va khuyén
nghi s& duoc dua ra trén co so phan tich cac két qua
mo hinh kinh té dinh luong voi ham hoi quy boi
trong dé bién phu thudce 1a hanh vi du dinh st dung

dich vu Internet banking va bién doc 1ap 1a cac yéu
t6 anh huong.

3. Két qua nghién ciru va thao luin

800 khach hang ca nhan da/dang va chua sir dung
dich vy Internet banking dugc khao sat trén cac dia
ban Ha Noi, Thanh phd H5 Chi Minh, Phu Yén, Bic
Ninh. Khach hang duoc khao sét truc tiép boi tic gia
va nhom cdng tic vién cua tac gia. Trong tong s6 800
phiéu khao sat khach hang, sau khi [am sach dir li¢u
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va loai bo nhitng phiéu thiéu qua nhidu thong tin, két
qua con 532 phiéu khao sat c¢6 thé str dung duoc.
Trong do6 c6 315 khach hang chua su dung Internet
banking, chiém 59,2% va 217 khach hang dd/dang
st dung dich vu Internet banking, chiém 40,8%. Ty
1¢ khach hang nir 1a 54,4% va khach hang nam tham
gia khéo sat la 45,6%. Voi phuong phap phan tich
nhén t6 kham pha, quy mé méu khao sat dwoc 1a dam
bao do tin cay dé phan tich.

Trong d6, 6 nhom bién sb chinh: Cam nhan vé
muc d§ hitu ich cua Internet banking (PU), Cam
nhan vé mtc do dé st dung cua Internet banking
(PEOU), Thai d6 d6i véi Internet banking (ATT),
Quy chuan chii quan vé Internet banking (SN), Cam
nhan kiém soat hanh vi vé Internet banking (PBC),
va Du dinh str dung Internet banking (INT) duogc
kiém dinh d6 tin cdy bang phwong phap phan tich
Cronbach’s Alpha. Két qua phan tich cho thiy hé s6
Cronbach’s alpha ctia 6 nhom bién s chinh déu 16n
hon 0,7. Céac bién phu ctua cac nhom bién déu co
twrong quan bién tong 16n hon 0,3 va dugc danh gia
1a phu hop dé phan tich. Tuy nhién, bién ATT3, c6
tuong quan bién tong 0,458, hé sb Cronbach’s alpha
néu bién nay bi loai 1a 0,917. Trong khi h¢ s6 Cron-
bach’s alpha bién tong, thai do6 dbi voi Internet
banking (ATT), 1a 0,858. Vi vay, can phai loai bo
bién ATT3 khoi thang do bién ATT. Nhu vdy, bd

thang do con lai 20 bién.

Kiém dinh KMO and Bartlett’s Test v6i hé s6
KMO and Bartlett’s = 0,88 cho thiy viéc ap dung
phuong phap phan tich nhéan t6 EFA véi bd thang do
20 bién 1a phi hop (phu luc 1).

Ap dung phuong phéap xoay cac nhan td, cac bién
s6 di duoc nhom gdp kha nhat quan va cac nhan td.
Tuy vdy, trong tong s6 20 bién co 8 bién phan anh
khong nhat quan nhan t6 ma ching dai dién. Vi vay,
cac bién sb s& 1an luot b loai dé tim dén bo thang
do phu hop hon (Phu luc 2, 3, 4).

Sau khi 1an luot loai bo bién PU4 va bién PBC2,
b thang do trg vé 18 bién va hoi tu vé 5 nhan td voi
kha ning giai thich & mirc 75,5%. Luc nay, 18 bién
dugc phan bd vé 5 nhén té 16 rang (phu luc 5). So
v6i mo hinh 1y thuyét ban ddu, cic nhom bién
PEOU (mirc d6 dé sir dung) va bién PBC (kha ning
kiém soat hanh vi) dugc nhom gom thanh 1 nhén t6
phan anh Khé nang st dung Internet banking cua
khach hang (ATU).

5 nhan t6 moi lai duogc tai kiém dinh d6 tin cay
bang phuong phéap phan tich Cronbach’s Alpha. Két
qua phén tich cho thdy hé s6 Cronbach’s alpha ciia
ca 5 nhan td déu 16n hon 0,7. Cac bién phu cta cac
nhém bién déu c6 tuong quan bién tong 16n hon 0,3
va duoc danh gia 1a phu hop dé phan tich.

Bang 2. Phén tich Twong quan giira cAc nhén té

INT PU ATT SN ATU
INT  Pearson Correlation 1 067 789™ 704 560"
Sig. (2-tailed) 123 .000 .000 .000]
N 532 532 532 532 532
PU  Pearson Correlation 067 1 1577 150" 183"
Sig. (2-tailed) 123 .000 .001 .000]
N 532 532 532 532 532
ATT  Pearson Correlation 7897 1577 1 653" 5777
Sig. (2-tailed) .000 .000 .000 .000]
N 532 532 532 532 532
SN Pearson Correlation 704™ 1507 653" 1 514"
Sig. (2-tailed) .000 .001 .000 .000]
N 532 532 532 532 532
ATU  Pearson Correlation 5607 1837 5777 5147 1
Sig. (2-tailed) .000 .000 .000 .000
N 532 532 532 532 532

** Correlation is significant at the 0.01 level (2-tailed).

Nguon: Phén tich tir két qua khdo sat
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Béng 3. Phan tich Hoi quy da bién

Model Summary

Adjusted R Std. Error of the
Model R R Square Square Estimate
1 .831° .690 .688 .94422
a. Predictors: (Constant), ATU, SN, ATT
ANOVA’®
Model Sum of Squares df Mean Square F Sig.
1 Regression 1048.482 3 349.494 392.009 .000*
Residual 470.736 528 .892
Total 1519.219 531
a. Predictors: (Constant), ATU, SN, ATT
b. Dependent Variable: INT
Coefficients”
Standardized
Unstandardized Coefficients Cocfficients
Model B Std. Error Beta t Sig.
1 (Constant) -.088 .150 -.586 .558
ATT 589 .038 .534 15.507 .000
SN 343 .037 .306 9.341 .000
ATU .105 .034 .095 3.113 .002

a. Dependent Variable: INT

Phan tich trong quan giita cac nhén t6 cho thiy
bién PU khong c6 tuong quan chit voi bién INT (sig
= 0,123). Cac bién con lai ATT, SN va ATU c6
twrong quan chit voi bién INT va vi thé phan tich hoi
quy da bién véi bién phu thudc 13 INT va cac bién
doc 1ap ATT, SN va ATU la phu hop. Trong khi do
bién INT lai ¢6 twong quan chit voi bién ATT (sig =
0,789), vi vay, tir mo hinh 1y thuyét cho thdy c6 thé
phan tich hoi quy don bién giira bién phy thudc ATT
va bién doc lap INT. Khung mé hinh két qua nghién
ctru dugc thé hién ¢ hinh 1.

Két qua phan tich hdi quy da bién cho thiy tri
thong ké F ¢6 murc y nghia quan sat rat nho (sig = 0)
cho thdy mo hinh héi quy tuyén tinh da bién phu
hop véi tap dir ligu va co thé su dung dugc.

Hé s6 R? hiéu chinh = 0.688 nghia 1a mé hinh hoi
quy tuyén tinh da bién da xay dung phu hop véi tap
dir liéu la 68,8%. No6i cach khac, khoang 68,8%%
khac biét cia dy dinh hanh vi st dung dich vu Inter-
net Banking quan sat dugc ¢ thé duoc giai thich
boi su khac biét cua 3 bién doc lap ATT, SN va
ATU.

Tir bang 3, phan Coefficients cho thdy ham hdi

quy da bién giai thich vé du dinh hanh vi sir dung
dich vu Internet Banking dugc thé hién qua ham cé
dang nhu sau:

INT = - 0,088 + 0,589*ATT + 0,343*SN +
0,105*ATU

Trong do:

INT 14 bién thé hién du dinh hanh vi st dung
Internet banking

ATT la bién vé Thai d6 dbi v6i dich vu Internet
Banking

SN 1a bién vé Quy chuan chu quan vé dich vu
Internet banking

ATU 1a bién vé Cam nhan vé kha ning sir dung
duoc Internet banking

Tuqng tu kh’i phan tich hdi quy gitra PU va ATT,
ham hoi quy két qua c6 dang nhu sau:

ATT = 0,179 + 0,794*PU

Véi kha nang giai thich cua ham 1a 20,7%.

4. Két luan va khuyén nghij

Téng hop tir két qua cia 2 ham hdi quy fié phan
tich, két qua md hinh nghién ctru dugc thé hién ¢
Hinh 2.
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Hinh 2. Két qua mé hinh nghién ciru

nang st dung
Internet Banking

Camnhanvé | 794 | Thdidodéivei | sgg | Y dinhstdung
At > . | dich vu Internet
muc do hitu ich Internet Banking > .
' Banking
.343
Quy chuin chi
quan vé Internet
Banking .105
Cam nhén kha

Nguon: Tong hop tir két qua nghién ciru

Nhu vy, tir két qua mé hinh nghién ciru trén cho
thdy Thai d6 ctia khach hang dbi voi dich vu Inter-
net banking c6 tac dong manh nhét (0.589) t6i y
dinh hanh vi st dung dich vy Internet Banking. Vi
vay, viéc can thi€p tac dong dén thai do cua khach
hang d6i voi dich vu Internet banking c6 y nghia
quan trong va can phai nhan dugc sy quan tim thoa
dang cua cac ngan hang.

Dé thay ddi thai do, ngan hang can tap trung ting
cuong sy cam nhan vé murc do hitu ich cua dich vu
Internet banking. Day lai 12 yéu t6 chinh tac dong
dén thai do cuia khach hang d6i voi dich vu Internet
banking. Cong cu truyén théng marketing voi cac
thong diép truyén thong trong chinh sach, chuong
trinh truyén thong marketing can tap trung vao diém
nhin nhing loi ich, sy thudn loi khi str dung dich vu
internet banking. Ngin hang ciing cin phai phat
trién thém céc tién ich cua dich vy, cung cz‘ip su da
dang, loi ich thiét thyc cho khich hang. Cac giai
phap cong nghé phai dam bao két ndi nhanh, an toan
va tién loi can duoc cac ngan hang luu tdm dau tu.
Trong giai doan m&i phat trién ciia dich vu Internet
banking, cac ngan hang ciing nén xem xét kich thich
loi ich cao khi khach hang st dung Internet banking
thay vi dich vu ngan hang truyén thong... Pay sé& la
nhiing bién phap tryc tiép gy anh huong téi nhan
thirc ciia khach hang vé mirc do hitu ich, tir d6 tac
dong dén thai do tich cuc cta khach hang dbi véi
dich vu Internet banking ctia ngan hang.

Bén canh d6, ngan hang ciing can phai xem xét
cac bién phap nham thu hat, mé rong quy mé khach

hang biét dén va sir dung dich vu internet banking.
S6 luong khach hang cang dong, cang co nhidu
ngudi co tim anh huong trong xa hoi st dung dich
vu thi két qua quy chuéan chii quan sé& cang tt. Ngan
hang can thiic ddy cac bién phap tai chinh nhu: cit
giam phi str dung internet banking; ting tién vao tai
khoan cho mdi mot khach hang méi kich hoat thanh
cong; tich diém dé co co hoi tham gia cac chuong
trinh khuyén mai; giai thuong nhu: qua ting, chiét
khiu gia vé may bay, gia vé du lich, voucher giam
gi4 mua sam... Va cac bién phap phi tai chinh nhu
nang hang khach hang, gui thu cam on, tang qua
nhan dip dac biét (1&, tét, sinh nhat), khai thac nhimg
ngudi c6 anh hudng trong xa hoi dé truyén tai thong
diép va truc tiép sir dung dich vu... dé khuyén khich
khach hang hién tai gi¢i thiéu, pho bién cho khach
hang méi st dung dich vu internet banking cua ngan
hang.

Mat khac, viéc khach hang e ngai su dung dich vu
Internet banking phtc tap cling dang la rao can
khach hang du dinh st dung dich vu. Vi vdy, ngan
hang can c6 nhitng hudng dan sir dung, nhitng ban
demo dang ky dich vu va st dung dich vu mét cach
chi tiét, cu thé, d& dang tiép can cho khach hang
cling 14 mot trong nhing bién phap tac dong dén y
dinh str dung dich vu internet banking ma ngan hang
can phai luu tdm dé phét trién dich vu internet
banking cuia minh ngay cang 16n rong.CJ
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PHU LUC

Phu luc 1. Kiém dinh KMO and Bartlett's Test

Sphericity

Kaiser-Meyer-Olkin Measure of Sampling
Adequacy.

Bartlett's Test of

Approx. Chi-Square

df

Sig.

.881

1.193E4
190
.000

) . Nguon: Phdn tich tir ket qua khao sat
Phuy luc 2 cho thay 20 bién so dugc rut trich vé 5 nhan to vdi kha nang giai thich 1a 73,99%.

Phu luc 2. Phan tich chi s6 Eigenvalues ciia 20 bién trong b thang do

Extraction Sums of Squared | Rotation Sums of Squared
Initial Eigenvalues Loadings Loadings
Compo % of | Cumulativ % of | Cumulativ % of |Cumulativ
nent Total |Variance e % Total |Variance e % Total |Variance| e %
1 8.868 44.342 44342 8.868| 44.342 44342 3467 17.333 17.333
2 2.002{ 10.008 54.350( 2.002( 10.008 54350 3.238| 16.192] 33525
3 1.612 8.061 62411 1612 8.061 62411 2901 14.507) 48.032
4 1.247 6.237 68.648 1.247 6.237 68.648| 2.649 13.247] 61279
5 1.068 5.342 73.990] 1.068 5342 73.990| 2.542| 12.711 73.990
6 979  4.894 78.884
7 752 3.759 82.644
8 .680[  3.398 86.041
9 493 2.465 88.506
10 441 2.207 90.712
11 343 1.717 92.429
12 .286 1.429 93.858
13 243 1.214 95.073
14 216 1.080 96.152
15 176 .882 97.034
16 163 817 97.851
17 143 714 98.566
18 120 .598 99.164
19 .097 486 99.649
20 .070 351 100.000

Extraction Method: Principal Component Analysis.
Nguon: Phan tich tir két qua khdo sdt
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Phu luc 3. Ma trin xoay cic nhin tb trong bd thang do

Component

3

PUI
PU2
PU3
PU4
PUS
PEOU1
PEOU2
PEOU3
ATTI
ATT2
ATT4
SN1
SN2
SN3
PBC1
PBC2
PBC3
INT1
INT2
INT3

780
816
187
465
732

353
349

711
733
7123

746
857
167

479

.647
155
.620

.501

.855
.855
.681

.831
.833
681

407
321
346

.304

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

a. Rotation converged in 7 iterations.
Nguén: Phan tich tir két qua khdo sdt

Phu luc 4. Phén tich chi s6 Eigenvalues trong bg thang do 18 bién

Extraction Sums of Squared Rotation Sums of Squared
Initial Eigenvalues Loadings Loadings

Compo % of | Cumulative % of | Cumulativ % of | Cumulativ
Jnent Total | Variance % Total | Variance e % Total | Variance e%

1 7917 43984 43984 7917 43984 43984 3.227 17.930 17.930
2 1.967] 10.928 54912 1.967 10.928 549121 2.782 15.454 33.384
3 1.495 8.306 63.218[ 1.495 8.306 63.218( 2.575 14.303 47.687
4 1.213 6.740 69.958( 1.213 6.740 69.958| 2.539 14.106 61.794
5 1.002 5.566 75.524( 1.002 5.566 75.524| 2471 13.730 75.524
6 .820 4.557 80.081

7 730 4.055 84.136

8 584 3.243 87.379

9 457 2.539 89.918

10 410 2.280 92.198

11 286 1.587 93.785

12 246 1.369 95.154

13 221 1228 96.382

14 172 955 97.336

15 .164 911 98.247

16 133 741 98.988

17 110 .609 99.597

18 072 403 100.000

Extraction Method: Principal
Component Analysis.

Nguén: Phan tich tir két qua khdo sdt
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Phu luc 5. Ma trin xoay ciac nhian td trong b{ thang do 18 bién

Component
1 2 3 4 5

PU1 .830
PU2 .882
PU3 788
PUS5 .631
PEOU1 459
PEOU2 .633
PEOU3 705
ATT1 715
ATT2 .803
ATT4 789
SN1 .849
SN2 .862
SN3 741
PBC1 .808
PBC3 .844
INT1 .884
INT2 .830
INT3 .703

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

a. Rotation converged in 6 iterations.
Nguon: Phan tich tir két qua khdo sdt
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