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Tém tit:

Nghién ciru nham phan tich cdc nhan té va mire dé dnh hwéng cia cde nhan t6 dén chdp nhdn sir
dung dich vu E-Banking tai Ngan hang TMCP Sai Gon —Chi nhanh Cho Han, TP Pa Nc%ng. S6 liéu
so cdp sit dung tir két qua diéu tra 226 khdach hang cd nhén; cac phiong phdp EFA, CFA va SEM
dwge dimg. Két qua nghién ciru cho thdy cdc nhéan t6 anh hieong dén viée chap nhan dich vu SCB
E-Banking tai Ngdn hang, dé la: Hiéu qua mong doi; Kha ning tiwong thich; Nhdn thire dé dang
sir dung; Chudn chii quan; Ruii ro trong giao dich. Va két qua nghién ciru cho thdy ¢é mét sé diém
khdc biét so véi cdc nghién ciru trude ddy nhuw nhan t6 Hinh anh ngdn hang, Yéu té phdp ludt va
Nhén thire kiém sodt hanh vi khong anh hwéng dén viéc sit dung dich vu SCB E-Banking dong thoi
ciing phat hién Nhan t6 chudn chii quan c¢é anh hwong dén viéc sir dung dich vu SCB E-Banking.

Tir khéa: Dich vy E-Banking, Phan tich nhan t5 khdam pha (EFA), Phan tich nhan t6 khang dinh
(CFA), M6 hinh cau trac tuyén tinh (SEM).

Factors affecting the acceptance of using E-Banking services at the Saigon Commercial
Bank - the Han Market Branch, Da Nang City

Abstract:

This study analyzes the factors and their degree of influence on the acceptance of using E-Banking
services at the Saigon Commercial Bank - the Han Market Branch, Da Nang City. Primary data
used in the study are from the survey of 226 individual customers. Exploratory Factor Analysis,
Confirmation Factor Analysis and Structural Equation Modeling are used in this study. The results
show that the factors affecting the acceptance of E-Banking services at the SCB Bank include The
expectation efficiency, Compatibility, Ease of use awareness, Subjective standards, and Risks in
the transaction. The research results also show that there are some differences compared to the
previous studies as the factors of Bank Image, Legal element, Behavioral control awareness do
not affect the use of SCB E-Banking Services. Besides, the results also derive Subjective standards
factor affecting the use of SCB E-Banking services.

Keywords: E-Banking Services, Exploratory Factor Analysis (EFA),; Confirmation Factor Analysis
(CFA); Structural Equation Modeling (SEM).
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1. Giéi thiéu

Nhiéu ngan hang thuong mai Viét Nam da trién khai
dich vu E-Banking nham thda man t&i da nhu cau ngay
cang da dang cta cac khach hang nhu Internet Banking,
SMS Banking,... Tuy nhién, sé lugng khach hang st
dung E-Banking & Viét Nam con chua nhiéu. Nguyén
nhéan mot phan ¢6 thé 1 do s luvong khach hang biét sir
dung chua cao hay con e ngai, lo ling trudc nhing dich
vu mé&i mé nay. Nham phét hién cac nhan t anh huong
dén ¥ dinh sir dung dich vu E-Banking va mirc d6 anh
hudng ciia timg nhan t6 dén viéc sir dung E-Banking
cta khach hang ca nhén, bai viét tip trung vao “Phén
tich cac nhan t6 anh hudng dén chap nhan sir dung dich
vu SCB E-Banking cta khach hang c4 nhan tai SCB -
Chi nhanh Cho Han”, tir d6 d& ra cac giai phap nham
phét trién dich vy E-Banking tai ngan hang.

2. Ly thuyét nghién ciru

2.1. Téng quan nghién ciru

C6 nhidu cong trinh nghién ctru vé mo hinh va
céc gia thiét trong md hinh chdp nhan cong nghé
Ebanking nhu:

- M6 hinh hanh dopng hop Iy TRA do Fishbein &
Ajzen (1975), m6 hinh nay 3 thanh phan nhén thic,
cam xtic, va thanh phan xu huéng duoc sip xép theo
thu tu.

B-1=WA,+W,SN,

Trong do:

B: 1a hanh vi mua.

I: 1a xu huéng mua.

A: 1a thai do coa nguoi tiéu dung dbi véi san
pham, thuong hiéu.

SN: 14 chudn chu quan.

W, va W, la cac trong s6 cuia A va SN.

Chuan chu quan ctia md hinh nay 1a ngudi tiéu
dung c6 thé s& chiu su tic dong va anh hudng cia
ddi tuong la cha me, vo chéng, con cai, ban bé... dén
y dinh mua ctia minh. Thai d¢ dugc gia thuyét la mot

trong nhitng nhan té quyét dinh chinh trong viéc ly
giai hanh vi ti€u dung.

- M6 hinh hanh vi dw dinh (TPB) cia Ajzen
(1985) gia dinh rang mot hanh vi c6 thé duoc du
bao hodc giai thich boi cac xu hudng hanh vi dé
thuc hién hanh vi d6. Cac xu hudng hanh vi duoc
gia sir bao gdm céc nhén t§ dong co ma anh hudng
dén hanh vi, va dugc dinh nghia nhu 1a mac d6 nd
Iwc ma moi ngudi c¢b ging dé thuc hién hanh vi d6
(Ajzen, 1991).

- M6 hinh tiép can cong nghé TAM ciia Davis &
cong su (1989): mé hinh nay cho ring c¢6 3 yéu t6
céu thanh nén mé hinh chap nhan cong nghé¢ TAM,
bao gdm Nhén thirc sy hitu ich (Perceive Usefulness-
PU); Nhan thirc tinh dé sir dung (perceive Easy of
Use- PEU); Thai d¢ hudng dén viée sir dung, tirc
1a cam giac tich cyc hay tiéu cuc (c6 udc luong) vé
viéc thuc hién hanh vi muc tiéu.

- Lé Van Huy & Truong Thi Van Anh (2008),
v6i nghién ciru “Mo6 hinh nghién ciru chap nhan
E-Banking tai Viét Nam”. St dung m6 hinh TAM
mo rong thém hai bién: Sy tu tin sir dung va sy tin
cdy cam nhan. Nghién ciru nay cho thay ba bién hitu
ich cdm nhan, tin cdy cam nhén va kha nang st dung
1a c6 anh huong dén y dinh st dung E-Banking cua
khach hang. Trong d6, bién kha ning st dung bao
gém su dé sir dung cam nhan va sy ty tin cdm nhéan.

- Nguyén Thanh Duy & Cao Hao Thi (2011)
nghién ctru vé& “Mé hinh chép nhdn va sir dung ngan
hang dién tir ¢ Viét Nam”. Nghién ctru dé xuat mo
hinh E-BAM (E-Banking Adoption Model) duoc
tich hop tir cac mo6 hinh TRA, TBP, TAM, TAM?2,
IDT. Két qua nghién ctru thu duoc 1a: cac yéu tb hiéu
qua mong doi, sy twong thich, nhan thirc dé dang
st dung, nhan thac kiém soat hanh vi, chun chu
quan, hinh dnh ngén hang, yéu t6 phap luat c6 quan
hé ty 1€ thuén véi su chép nhan E-Banking. Yéu t6
rui ro va bao mét trong giao dich la mot trong nhiing
yéu t& quan trong khién khach hang can nhéc c6 nén

Hinh 1: M6 hinh TPB ciia Ajzen

Thai dé

Chuén chii quan

Xu hudng hanh vi

Hanh vi thwe sw

Kiém soat hanh vi
cdm nhén

Nguon: Ajzen (1985)
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Hinh 2: M hinh nghién ctru dé xuét

Hiéu qua mong dgi

Kha nang tuwong thich

Nhan thire dé sir dung

Nhan thirc kiém soat hanh vi

Chuén chii quan

Riii ro giao dich

Hinh dnh ngin hang

Yéu t6 phap luat

Nhén thirc chuyén doi chi phi

chap nhan sir dung dich vu E-Banking hay khong
boi ho sg mat cap thong tin.

2.2. M6 hinh nghién ciru

Trén co so cac nghién clru cua cac tac gia di trudc,
tac gia d& xuat mo6 hinh dya trén mé hinh chip nhan
va str dung E-Banking trong nghién ctru “Dé xuit mo
hinh chip nhan va sir dung Ngan hang dién tir & Viét
Nam” do Nguyén Thanh Duy & Cao Hao Thi (2011)
lam nén tang cho nghién ctru nay ddng thoi tac gia
thém yéu t6 nhan thtc chuyén ddi chi phi dwoc dwa
vao mo hinh vi quan niém rang nhan thirc chuyén doi
chi phi 1a mét rao can chuyén doi dé khach hang dén
v6i dich vu E-Banking.

Tir m6 hinh dé xuat (Hinh 2), ¢6 9 gia thuyét nghién
clu:

H1: Hiéu qua mong doi cua khach hang co
quan hé dong bién véi viéc chap nhan dich vu SCB
E-Banking.

H2: Kha nang twong thich cua khach hang co
quan hé dong bién véi viéc chap nhan dich vu SCB
E-Banking.

H3: Nhdn thirc vé dé dang sir dung ciia khach hang
co quan hé déng bién véi viéc chcfp nhan dich vu SCB

Cac yéu to

Nhan khéu hoc

A 4

Chip nhin

E-Banking

E-Banking.

H4: Nhdn thirc kiém sodt hanh vi ciia khdch hang
co quan hé d&ng bién véi viéc chd’p nhan dich vu SCB
E-Banking.

H5: Chudn chii quan c6 quan hé dong bién véi viéc
chd’p nhdn dich vu SCB E-Banking.

H6: Nhdn thire riii ro trong giao dich truc tuyén
ciia khdch hang c6 quan hé nghich bién véi viéc chdp
nhdan dich SCB E-Banking.

H7: Hinh anh ngdn hang c6 quan hé dong bién véi
viéc chd'p nhdn dich vu SCB E-Banking.

HS8: Yéu 16 phdp ludt c6 quan hé dong bién véi viéc
chdp nhdn SCB E-Banking.

H9: Nhdn thirc chi phi chuyén doi quan hé nghich
bién véi viéc chcfp nhan SCB

3. Phuwong phap nghién ciu

3.1. Thang do

Nghién ctru thiét ké bang cau hoi véi 37 bién,
trong d6 co6 3 bién phu thudc, str dung thang do
Likert 5 bac. Bang ciu hoi va thang do dugc kiém
tra va hi€u chinh dua trén 4 co so: (1) Nghién ctu
dinh tinh; (2) Phong van chuyén gia (14 nguoi); (3) Két
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qua phong van sau 10 ngudi st dung; (4) Két qua diéu
tra thir 20 mau.

3.2. Kich thudc miu

Bollen (1989) deé nghi ty 1€ 1a 5:1 cho viéc chon c&
mau so voi s6 lugng tham sb trong phan tich da bién.
Hair & cong su (1998) dé nghi néu c& mau khoan 100
thi tiéu chuan factor loading phai 16n hon 0,5. Trong
mo hinh nghién ctru da xac dinh dugc 37 bién quan sat,
str dung thang do Likert 5. S5 mau tinh toan ban dau 1a
37 * 5> 185 mau. Nghién ctru clia tc gia c6 kich thudce
mau chon 1a 250 khach hang c4 nhan, ¢6 thé dam bao
yéu cau va dat tinh khai quat, dai dién dugc cho téng
thé nghién ctru; tong s6 ban cau hoi hop 1& dugc dira
vao xu ly la 226.

3.3. Phuwong phap phan tich

Téc gia thyc hién EFA, CFA, SEM bang phan mém
SPSS 20 két hop véi AMOS 20. Kiém dinh dugc
thuc hién qua cac budc:

- Panh gia so bo thang do va do tin cdy ctia bién
do luong bang hé sb Cronbach’s Alpha va hé sb
tai nhan to (factor loading) bang phan tich nhan t6
kham pha EFA (Exploratory Factor Analysis);

- Phan tich nhén t6 khang dinh CFA (Confirmation
Fator Analysis) dé kiém dinh chit ché hon vé tinh
don nguyén, d tin cay tong hop, gia tri hoi tu va gia
tri phan biét cua céac khai niém,;

- Tur két qua CFA, xdy dyng va kiém dinh sy phu
hop cua mo6 hinh nghién ctru thong qua mé hinh
cau trac (SEM). Panh gia cudong do tac dong cua
céc bién doc 1ap 1én bién phu thudc. Pong thoi, dé
danh gia tinh bén viing cia md hinh 1y thuyét, mo
hinh s& duoc kiém nghiém udc luong bang phén tich

Boostrap;

- Cudi cling, dénh gia sy khac biét vé anh huong
ctia cac nhom yéu t6 nhan khau hoc dén yéu t6 chp
nhan sir dung dich vu SCB E-Banking bang phan
tich ANOVA va Independent Sample T-Test.

4. Két qua nghién ciru

4.1. Két qua phan tich nhan té kham pha va kiém
dinh dp tin cdy thang do

St dung phan mém SPSS 20.0 dé xur 1y 34 bién
quan sat, tac gia loai 3 bién PL1, PL2, PL2 vi ¢6
hé s6 Cronbach’s alpha 1a 0,385 < 0,6 va h¢ )
Corrected Item- Total Correlation < 0.3. Con 31
bién quan sat dugc thuc hién EFA lan 1 va co6 duogc
két qua nhu Bang 1. St dung phwong phap trich
Principal Axis Factoring v6i phép xoay Promax vi
theo phuong phap nay phan anh dir li¢u chinh xac
hon phuong phép trich Principal Component véi
phép xoay Varimax. Factor loading phai 16n hon
0.5 méi c6 y nghia thuc tién. Két qua cho thiy hé
s6 KMO = 0,904 > 0,5: phan tich nhan t5 EFA rat
thich hop véi dit liéu nghién ctru. Két qua kiém dinh
Barllet’s 1a 3606.287 véi muc y nghia 0,000 < 0,05,
diéu nay chimg t6 dit liéu dung dé phan tich 1a hoan
toan thich hop.

Sau khi phan tich danh gia, mé hinh danh gia
cic nhan t6 anh huéng quyét dinh lya chon sir
dung Ebanking c6 8 nhén té. Tét ca hé s tai nhan
t6 (Factor loading) cua cac yéu t6 anh huong dén
viéc chap nhan dich vu SCB E-Banking déu 1én
hon 0,5. Riéng 2 bién HQ4, HA3< 0.4 nén bj loai
khoi mo hinh dé tién hanh phén tich nhan t6 kham
pha lan 2. Két qua lan 2 nhu sau: KMO = 0.902 >
0.5, thong ké Chi-square cua kiém dinh Barlett’s dat

Bing 1: Cronbach’s alpha ciia cac bién

Bién Cac nhén t6 chinh Cronbach’s
Alpha

Bién ddc lap 31 bién déoc lap
HQ (Hiéu qua mong doi) 5 bién: HQ1, HQ2, HQ3, HQ4, HQ5 0.753
KNTT (Kha nang tuong thich) 3 bién: KNTT1, KNTT2, KNTT3 0.868
DD (Dé dang st dung) 5 bién: DD1, DD2, DD3, DD4, DD5 0.885
KS (Kiém soat hanh vi) 3 bién: KS1, KS2, KS3 0.869
CQ (Chuén chu quan) 3 bién: CQ1, CQ2, CQ3 0.712
RR (Rui ro khi giao dich) 3 bién: RR1, RR2, RR3 0.928
HA(Hinh anh ngan hang) 6 bién: HA1, HA2, HA3, HA4, HAS, HA6 0.88
CP (nhan thirc chuyén d6i chi phi) 3 bién: CP1, CP2, CP3 0.949
Bién phu thugc
CN(Chap nhan SCB E-Banking) 3 bién: CN1, CN2, CN3 0.854
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Béang 2: KMO va Barllet’s Test

KMO and Bartlett's Test

Kaiser-Meyer-Olkin Measure of Sampling Adequacy.

.904

Bartlett's Test of Sphericity

df

Approx. Chi-Square

3606.287

I 465 I

gia tri 3422.68 voi muc y nghia la Sig = 0.000 cho
thdy phan tich EFA rat thich hop. Tai cac muc gia tri
Eigenvalue 16n hon 1, phan tich nhan t6 di trich duoc
8 nhan t6 tir 29 bién quan sat va vdi phuong sai trich la
65,473% (16n hon 50%) dat yéu cau. Thyc hién phan
tich nhan t6 cho cac bién phu thudc ta thu dugc két
qua nhu sau:

- Kiém dinh KMO va Bartlett’s trong phan tich
nhan té cho thdy hé s6 KMO 14 0.73 (> 0.5) v&i mire
¥y nghia bang 5% (sig = 0.000) cho thay phan tich
nhan t6 EFA rét thich hop.

Véi phuong phap rat trich principal axis factoring
va phép quay promax, da rit trich dugc mét nhan
t6 duy nhét véi hé sb tai nhan cua cac bién kha cao

Bang 3: Phén tich EFA cho bién phu thudc chip nhén

Bién quan sat

Nhén to
T6i sé str dung SCB E-Banking thuong xuyén hon 0,841
Toi s€ gidi thi€u cho ngudi quen st dung SCB E-Banking 0.831
To6i du dinh s€ st dung dich vu SCB E-Banking trong tuong lai 0.769
Phuong sai rut trich (%) 66.312

Hinh 3: Két qua CFA chuin héa

0

]

;

HaT

T 47

—-— = DEDAMG

0 ooy >
@ affol a
bl o

o

DD »

o3

7
[

000 000 000 0eE0e @

All& ollolln
2llg| 12 1l[1l%
(| W =) s
A 15
e el o e

PP T T

w

Hos

Sl
|

Hos

[t 7E

=]

=51

&

[=]=%]
[=T=1]

(=Ink] - as

000 000 000 ¢
b
il B

Chi-square= 485 . 755 ; df—= 428 ; P= 028 ;
Chi-sgquare/df= 1. 135 ;

e GFI= 864 ; TLI= 982 ; CFI= 984 ;

el RNMSEA= 027
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Bing 4: H¢ s6 tin ciy tong hop va tdng phwong sai trich

HE so tin cay

Nhin t6 téng hop Téng phwong sai trich
Hinh anh 0,895 63,1%
Dé dang 0,904 59,8%
Chi phi 0,949 86,2%
Rui ro 0,928 81,2%
Kha nang tuong thich 0,869 68,9%
Hiéu qua 0,728 50,3%
Kiém soat 0,872 69,6%
Chu quan 0,719 50%
Chap nhan 0,840 62,3%

(déu 16n hon 0.5) va tong phuong sai rat trich dat
66,312% (>50%) phu hop. Nhu vdy thang do “Chip
nhan E-Banking” dat gia tri hdi tuy. Két qua phan tich
nhén tb cho théy tat ca cac bién doc 1ap va phu thudc
trong mo hinh nghién ctru sau khi loai bo bién HA3,
HQ4, PL (PL1, PL2, PL3) déu dat gi4 tri hoi tu va
gia tri phan biét chép nhén duoc. Phan tich nhan tb
1a thich hop véi dit liéu nghién ctru. C6 8 nhén té
duoc trich ra tir két qua phan tich gom 29 bién quan
sat duoc ding cho cac phan tich tiép theo.

4.2. Phén tich nhan to khing dinh CFA

Mo hinh do luong t6i han cac khai niém nghién
ctru nay duoc biéu dién ¢ Hinh 3. Két qua CFA cho
md hinh nay kha twong dbi phu hop véi dir liéu tri
treong: Chi-binh phuong = 485,755; bac tu do df
= 428; p = 0,028; CMIN/df = 1,135 (nh6 hon 2),
TLI = 0.982; CFI = 0.984 (déu 16n hon 0.9); chi s6
RMSEA =0.027 (nho hon 0,8) nén cac thang do phu
hop dat dugc tinh don huéng. Cac trong sé chuin
hoa cling cao hon so véi 0.5 va dat muc y nghia
thong ké (tat ca gia tri p déu bang 0.000, nhu vay tat
ca thang do déu dat gi tri hoi tu. Gid tri do tin cay
clia thang do trén duoc danh gia qua hé sb tin cay
tong hop va tong phuong sai trich. Két qua tinh toan
tir gid trj trong s6 chudn héa cua cac bién quan sat
duoc thé hién qua Bang 4. Ta thay do tin cdy tong
hop déu 16n hon 0.7, tong phuong sai trich 16n hon
50% nén co thé két luan cac thanh phan trong thang
do déu dat tiéu chuan vé d tin cdy va phuong sai
trich. Thue hién kiém dinh gia tri phan biét giira cac

bién két qua cho thiy cac hé sé twong quan kém voi
sai 1éch chuan cho thiy ching déu khac 1 (vi tat ca
céc gid tri p déu nho hon 0.05). Hay noi cach khac
céc bién quan sat déu dat gia tri phan biét.

Tom lai, CFA cho 8 bién ddc lap va 1 bién phu
thudc voi tong 32 bién quan sat, két qua cho thay
tat ca cac thang do déu dat dwoc gia tri hoi tu, gia tri
phan biét, tinh don hudéng, hé sé tin cdy tong hop va
phuong sai trich dat tiéu chuan.

4.3. Kiém dinh mé hinh va gia thuyét nghién
ciru:

4.3.1. Kiém dinh mé hinh nghién ciru

Tac gia st dung SEM nham kiém dinh mé hinh
va cac gia thuyét nghién ciru di ¢6. Mo hinh nghién
ctru chua chuin héa véi cac nhan té anh huong dén
viéc chap nhan str dung SCB E-Banking bao gém
8 bién doc 1ap va 1 bién phu thudc nhu Hinh 4. M6
hinh nay c6 428 bac ty do voi gia tri théng ké Chi-
binh phuong la 485,755 (p=0.028). Cac chi tiéu
Cmin/df 1a 1,135 dat yéu cau vi theo Hair & cong
su (1998), chi s6 Chi-binh phuong/bac tu do 16n
hon 1 va nhé hon 3 dugc xem [a m6 hinh phu hop,
t6t. Dong thoi md hinh c6 RMSEA= .027 (nhé hon
0.1), day 1a chi ti€u quan trong xac dinh mirc 46 phu
hop cua md hinh so voi tong thé. Mot s chi tiéu
khac nhu GFI=0.864 (do luong muc d6 tuyét doi
ctia bo dir 1idu voi md hinh cau tric); TLI=0.982 hay
CF1=0.984 c¢6 gia tri 16n hon 0.9 mo hinh duoc xem
la hoan hao. Nhu viy, co6 thé nhan dinh mé hinh phu
hop véi di liu thi truong.
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Hinh 4: Két qua SEM ciia mé hinh nghién ciru ban diu (chwa chuén héa)

Chi-square= 485 755 ;

df= 428 : P= 028 :

Chi-square/drf= 1.135 ;

GFI= 864 : TLI= 982 :
RMSEA= .027
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Céac mdi quan hé giita Chap nhan véi D& dang,
Rui ro, Kha nang tuwong thich, Hiéu qua, Chu quan
déu c6 p<0.05). Cac bién Hinh anh, Chi phi, Kiém
soat déu ¢ p>0.05, khong co ¥ nghia thong ké, vi
vay loai khoi SEM lan 2.

Két qua wéc lugng 1an 2 sau khi loai bién khong
phii hop, mé hinh 6t hon ban dau, cac chi s6 duoc
cai thién dang ké: Chi-binh phuong = 196,369; bac
tw do df = 174; p = 0,118 (16n hon 0,05). Chi tiéu
CMIN/df = 1,129 (nhdé hon 2) md hinh phu hop.
Céc chi tiéu TLI = 0.987; CFI = 0.989 (déu 16n hon

CFI= 984 ;

aF

Foke)

0.9) nén mo6 hinh phu hop véi dit liéu nghién ctru thi
truong; chi s6 RMSEA = 0.027 (nhé hon 0,8) nén
cac thang do phu hgp dat dugc tinh don hudng.

Két qua uée luong cac tham s6 chinh thirc dugc
trinh bay trong bang 8. Két qua phan tich chimg
minh ri“mg cic nhan t D& dang str dung, Rui ro,
Kha ning tuong thich, Hiéu qua mong doi, Chuan
cht quan déu c¢6 anh huong dén yéu to “Chép nhan
st dung SCB E-Banking” cua khach hang (p-value
déu nho hon 0.05). Cac trong sd chua chuan héa
(estimate) cua cac bién D& dang st dung, Kha ning

Béng S: Gia tri chwa chuan héa ciia mé hinh cau tric

Estimate S.E. C.R. P Label

CHAPNHAN <--- HINHANH .043 .063 673 501
CHAPNHAN  <--- DEDANG 384 .086 4.464 HHk
CHAPNHAN <--—- CHIPHI -.065 .043 -1.503 133
CHAPNHAN  <--- RUIRO -.097 .048 -2.017 .044

KHANANG TUONG
CHAPNHAN  <--- - 159 .053 3.009 .003

THICH
CHAPNHAN  <--- HIEUQUA 309 .129 2.391 .017
CHAPNHAN <--- KIEMSOAT 079 .080 993 321
CHAPNHAN  <--- CHUQUAN 224 .072 3.104 .002
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Hinh 5: Két qua SEM ciia m6 hinh nghién ciru chinh thirc (da chuén héa)

Bang 6: Két qua kiém dinh mdi quan hé nhan qua
giira cac khai niém trong mé hinh nghién ciru (chwa chuin héa)
Estimate S.E. C.R. P Label
CHAPNHAN <--- DEDANG 438 .086  5.091 s
CHAPNHAN  <--- RUIRO -.149 .043  -3.486 o
CHAPNHAN <--- KHANANG TUONGTHICH 162 055 2.967 003
CHAPNHAN <--- HIEUQUA 372 133 2,797 .005
CHAPNHAN <--- CHUQUAN 246 070 3.484 o

tuong thich, Hiéu qua mong doi, Chuan chu quan
déu mang dau duong cho thiy cac bién nay anh
huong ty 1& thuan dén “Chap nhan st dung SCB
E-Banking”. Trong s6 chwa chuin hoa cta bién Rui
ro mang ddu 4m (-0.149) nén anh hudng ty 18 nghich
dén “Chap nhan”.

Chap nhan sir dung SCB E-Banking = 0.416 * D&
dang str dung - 0.204 * Rui Ro + 0.177 * Kha nang
tuong thich + 0.233 * Hiéu Qua + 0.214 * Chuan
Chu quan.

4.3.2. Kiém dinh gia thuyét nghién ciru

Kiém dinh cac gia thuyét ciia mo hinh nghién ctru
nhu sau:

- Chap nhan HI: Estimate = 0.223, p-value =

0.000. Khi khach hang cam thdy dich vu SCB
E-Banking cang hiéu qua thi ho s& cang chdp nhan
st dung dich vu SCB-Banking.

- Chip nhan H2: Estimate = 0.177, p = 0.003;
khang dinh kha ning tuwong thich ciia khach hang
cang cao s€ tao thuan l¢i cho viéc chép nhén su dung
dich vu SCB E-Banking va ¢6 xu hudng di dén quyét
dinh str dung dich vu SCB E-Banking.

- Chap nhan H3: Estimate = 0.438, p = 0.000. Khi
khach hang cam thiy dich vu SCB E-Banking d& sir
dung thi ho s& d& chap nhan va c6 xu hudng di dén
quyét dinh sir dung dich vu SCB E-Banking.

- H4 bi bac bo: Vi két qua phén tich cdu trac ban
déau c6 p=0.321>0.05.

Biang 7: Trong s6 chuin héa

Estimate
CHAPNHAN <--- DEDANG 416
CHAPNHAN <--- RUIRO -204
CHAPNHAN <--- KHANANG TUONGTHICH .177
CHAPNHAN <--- HIEUQUA 223
CHAPNHAN <--- CHUQUAN 214
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- Chap nhan H5: Estimate = 0.214, p=0.000;
khang dinh chii quan ctia khach hang vé dich vu thi
ho s& d& chap nhan va c6 xu hudng di &én quyét dinh
su dung SCB E- Banking.

- Chap nhan H6: Estimate = -0.204 véi p = 0.000.
Khi khach hang cam nhén sy rui ro trong giao dich
khi stt dung SCB E-Banking thi ho s€ han ché viée
chap nhan.

- H7 bi bac bo: “Hinh anh Ngan hang” khong c6 anh
huéng dén viée chip nhan SCB E-Banking. (p=0.501).

- H8 bi bac bo: “Phép luat” khong c6 anh hudong
dén viéc chip nhan SCB E-Banking.

- H9 bi bac bo: Bién “Nhan thic chi phi chuyén
ddi quan h¢ nghich bién véi viéc chap nhan SCB
E-Banking” bi bac bo vi p=0.133.

Két qua nghién ctru cho thdy cic nhdn t6 anh
huong dén viéc chip nhan SCB E-Banking, d6 la:
Hi¢u qua mong doi; Kha nang tuong thich; Nhan
thic dé dang sir dung; Chuén chi quan; Rui ro trong
giao dich. Va két qua nghién ctru cho thay c6 mot s6
diém khac biét so v6i cac nghién ciru trude day nhu
nhan t6 Hinh anh ngan hang, Nhan t6 Yéu té phap
luat va nhan t Nhan thice kiém soat hanh vi khong
anh huong dén viéc sir dung SCB E-Banking dong
thoi cling phat hién Nhén t6 chuan cha quan ¢6 dnh
huong dén viéc st dung SCB E-Banking.

4.4. Kiém dinh bang Boostrap

V6i s6 mau lap lai N=500, tién hanh phan tich
lai SEM va tinh dugc trung binh cac udc lugng
(hdi quy). Hiéu sd gitra trung binh cac udc lugng tir
Boostrap va cac udc lugng ban dau goi la do chéch.
Tri tuyét di ctia @ chéch nay cang nho, cang khong
¢6 ¥ nghia thong ké cang tét.

Két qua tinh toan tir bang 8 cho thdy gia tri CR
déu nho hon 2 nén c6 thé néi do chénh 1a rét nho,
khong c6 ¥ nghia thong ké & do tin cay 95%. Nhu
vay, két luan 1a céac udce lugng trong mo hinh (So dd
o muc 4.3) co thé tin cay duoc.

4.5. Kiém dinh sw khdc bigt ciia chdp nhin siv
dung SCB E-banking theo yéu 16 nhin khiu hoc

- Dung Independent Sample T-Test cho bién giéi
tinh c6 2 gia tri, sig Levene’s Test = 0,427 > 0,05
va sig T-test = 0.714 > 0,05, phuong sai gitta 2 gidi
tinh la khong khéc nhau. Két luan khong c6 su khac
biét c6 y nghia théng ké vé chap nhan st dung SCB
E-Banking thudc cac gidi tinh khac nhau.

- Phan tich ANOVA giita d6 tu6i véi nhan t6 Chép
nhan cho théy ¢o su khac biét trong cam nhan gitra
cac khach hang ¢ do tudi khac nhau ddi véi chap
nhan sir dung SCB E-Banking.Vi Sig cua bang Test
of Homogeneity of Variances = 0.279 > 0.05 ddng
thoi sig cua bang Anova la 0.00 < 0.05. Nhém d6
tudi 20-29 1a ¢6 sy chap nhan cao nhét véi gia tri
trung binh ctia bién Chip nhan 1a 4.3, sau d6 la
nhom tudi 30-39 1a 4.

Khong c6 sy khac bi¢t trong cam nhan gitra cac
khach hang ¢ cac trinh d§ hoc van khéac nhau di
v6i chap nhan sir dung SCB E-Banking. Khong c6
su khac bi¢t trong cam nhan gitra cac khach hang ¢
cac trinh do hoc van khéac nhau déi voi ch?ip nhan
su dung SCB E-Banking. Khong ¢6 su khac biét
trong cam nhan gitra cac khach hang ¢ cac mutc thu
nhap khac nhau déi véi chip nhan sir dung SCB
E-Banking.

5. Két luan va khuyén nghi

5.1. Két lugn

CFA cho thiy cac mé hinh téi han phu hop véi dix
li¢u thi truong, cac thang do déu dam béao gia tri hoi
tu, tinh don hudng, do tin cay, phuong sai trich va
ca gia tri phan biét. Tir két qua CFA, phén tich cu
trac tuyén tinh v&1 SEM duoc thuc hién, cho théy
mo hinh nghién ctru chinh thirc phu hop voi dir ligu
thi truong. DO tin cay, phuong sai trich, gia tri hoi ty,
gia tri don huéng... déu dat yéu cau.

- Nghién ctru di xac dinh duge cic nhén té anh
huéng dén viéc chdp nhan SCB E-Banking tai SCB
Da Nang la: Hiéu qua mong doi; Kha ning twong

Bang 8: U'éc lwgng bing boostrap véi N=500

Mbi quan hé Estimate SE SE-SE Mean Bias SE-Bias CR
Chap nhan <--  Dé&Dang 416 083 .003 416 .001 .004 0.25
Chap nhan <-  RuiRo -204 062 .002 -199 005 .003 1.67

. R Kha nang
Chap nhan <-- ) 177 070 .002 183 006 .003
tuong thich 2.00
Chap nhan <--  Hiéuqua 223 093 003 228 005 .004 1.25
Chap nhén <--  Chuanchuquan 214 061 .002 215 .001 .003 0.33
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thich; Nhan thirc dé dang sir dung; Chuan chii quan;
Rui ro trong giao dich. Trong d6 tac dong manh nhat
d6 1a nhan t6 nhan thirc dé dang st dung, tac dong
it nhat 1 nhan t6 nhan thuc rai ro trong giao dich.

- Nhan td tac dong ti€u cuc dén viée chép nhan
SCB E-Banking d6 1a: Nhan thtrc rui ro trong giao
dich. Con cac nhan t6 con lai déu tac dong tich cuc.

- Co ciu dd tudi ctia mau cho thdy phan nira sd
khach hang dugc phong van tir 29-39 tudi, phan nira
con lai 1a trén 40 tudi. Hau hét ngudi duge phong van
¢6 thu nhap kha tr 5,5-9 triéu VND/thang, nhom dat
trinh d6 dai hoc 1a cao nhat. Nghé nghiép thi nhom
nhan vién toan thoi gian chiém ty 1é cao nhat. Trong
cac yéu t6 nhan khau hoc, chi c6 nhém do tudi 1a co
su khac biét trong mdi anh huong dén Chéap nhan sir
dung SCB E-Banking.

5.2. Cdc khuyén nghij

- Ting tinh dé dang sir dung SCB E-Banking:
Ngan hang khong chi chii trong dén sy hién dai cua
cong nghé ma con phai quan tim dén tinh D& dang
sir dung vi ddi twong chinh 14 khach hang dai chung.
Ban than cac san pham phai don gian, quy trinh
dang ky va viéc sir dung ciing phai don gian. Do
d6, khi trién khai cong ngh¢, dich vu moi. SCB can
nghién ciru, rt kinh nghiém va phat trién c6 chon
loc nhitng dich vu méi nham tang tinh don gian, dé
dang st dung.

- Tang hiéu qua mong doi vé SCB E-Banking:
Can nghién ctru phét trién va nang cao chat luong
dich vu ngan hang dién tu, cung cép cac dich vu &
cép do cao cép hon va mang lai nhiéu loi nhuan hon
nhu dich vu quan 1y qui dau tu, dich vu dia éc, cho

Tai liéu tham khao

thué tai chinh,... dién t& hoa céc thu tuc, chung tu
dang ky.

- Su tac dong cua cac yéu td bén ngoai nhu ngudi
anh huong, phuong tién truyén thong... cd anh
huong dén viée chap nhan st dung SCB E-Banking.
Do d6, SCB can day manh cong tac Marketing nhu
tién hanh phat to roi, thu ngo dén tan tay khach hang.

- Can tac dong lam thay ddi théi quen va nhén
thirc ciia khach hang trong viéc ura chudng dung tién
mat, thu hit khach hang mé tai khoan thanh toan,
1am cho ho hiéu rd nhiing tién ich cua dich vu. Néu
khach hang c6 hiéu biét day du hon thi ho s& gia ting
kha nang tuong thich khi st dung SCB-Ebanking.

- Giam rui ro khi giao dich véi SCB E-Banking:
Khach hang van chua hiéu hét dich vu nay va lo
ngai vé van dé bao mat. Do vay, ngan hang can giai
thich cho khach hang vé cac “phuong thirc xac thuc”
khi str dung E-Banking mot cach rd rang va dé hiéu
nhat, nham tao sy an tdm khi ho c6 nhu cau sir dung
dich vu. Pac biét chu trong toi van dé bao mat va
an ninh mang do tac hai cta hacker, virus may tinh
khong chi don thuan 1 thiét hai vat chit ma con 1a
uy tin, chit lugng cua ngén hang.

5.3. Han ché va hwéng nghién civu tiép theo

Nghién ctru c6 cac han ché sau: S6 lugng mau
thu thap chua nhiéu va khach hang chu yéu sinh
song va 1am viéc tai Da Ning va tinh Quang Nam.
Huéng phat trién trong tuong lai 13 mé rong quy méd
diéu tra khach hang c4 nhan va mo rong nghién ctru
cac nhan t6 anh huong dén viéc chap nhan sir dung
E-Banking nhu dia 1y, van hoa xi hoi,... dé ning
cao sy giai thich cia moé hinh.
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