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T6m tht: Bai viét xem xét vai trd cia cAc nén tang dich vy tai chinh di dong (MFS) di véi ngudi dung

tai TP. Ho Chi Minh trong dai dich COVID-19. Nghién ctiu sif dyng phudng phap binh phuong bé nhat
riéng phin (PLS) véi cAch tiép can 277 ngudi diing. Két qua phén tich di ligu chi ra rAng c4c gia thuyét
d& xuflt déu dugc ung hd, ngoai trif tac AOng ctia rui ro cdm nhan dén y dinh chdp nhan su dyng MFS
cua ngudi dong. Thém vao d6, gia trj cdm nhan déng vai trd trung gian toan phin gilta hi¢u qua mong
dgi, nd lye mong A¢i, rti ro ¢dm nhan va ¥ dinh chap nhén si dyng MFS clia ngudi dung.

Tit khod: Fintech, dich vy tai chinh di déng, gia tri cAm nhén, ¥ dinh sit dung MFS

FACTORS AFFECTING INTENTION TO USE MOBILE FINANCIAL SERVICES DURING COVID-19
PANDEMIC

Abstract: The research examines role of mobile financial services (MFS) platforms to usersin Ho Chi
Minh city during the COVID-19 pandemic. Partial least squares (PLS) is a method used in this research
with an approach of 277 users. The results of data analysis poin out that the proposed hypotheses
are supported, except for the impact of perceived risk to accept MFS of users. In addition, perceived
value acis as total intermediary between expected performance, expected effort, perceived risk, and
intention to accept MFS of users.

Keywords: Fintech, mobile financial services, perceived value, intention to use MFS

1. DAT VAN DE

Dich vy tai chinh di djng (MFS)
12 céc dich vy tai chinh do mang
di dong lAm trung gian, cho phép
khach hang thye hién céc giao dich
ngdn hang vi tai chinh su dyng
dién thoai di déng clta hg. MFS ¢
thé duge mo ta 14 cic san phim va
dijch vy do mot 1§ chic tai chinh
cung cap cho ngudi tiéu ding théng
qua thiét bj di dong dé tang cudng
kha nang tiép cin dich vy tai chinh
va gidm chi phi cla ngudi diing.

Ngay cd trudc dai dijch
COVID-19, thanh todn khong tiép
xuc di dat duge mot bude dot pha.
Ngoai ra, chinh phii dang ddy manh
trién khai nhdm muc dich han ché
giao dich ding ti&n mjt, chdng han
nhit ngan hang trye tuyén, thanh
todn qua dién thoai di déng, ngan
hing di ddng vi ngin hang dai ly.

Gian day, ¢b nhiéu nghién ciu vé
anh hudng cua dai dich COVID-19
dén cic van da ve: kinh t€, tai chinh,
suc khoé,.... Do dé, nghién cltu khdo
st vai trd cla cdc nén tang MFS
trong kinh t& kha nang phyc hdi

bing cich dinh gid thuc nghiém
cac yéu t8 quyét dinh anh hudng
dén v dinh ctia ngudi dung tai TP,
Hb Chi Minh sif dyng nén tdng MFS
trong dai dich COVID-19 cin dugc
thyc hién. Qua viéc tim hidu céc
nghién ciu trong vd ngoai nudc,
tdc gid thdy ¢6 nhidu nghién ciu
vé ¥ dinh cling nhu v& céng nghé
tai chinh. Tuy nhién, viéc nghién
citu v dinh chdp nhan sit dyng MFS
trong dai dich COVID-19 théng qua
viée x4c dinh cic thanh phin inh
hudng cling nhu xem xét cdc yéu
16 trung gian con tdn tai nhimg
khoang tréng ciin dugc lip day.

2.CO SO LY THUYET, MO HINH VA
CAC GIA THUYET NGHIEN cUU

Ly thuyét chidp nhan vi s
dung cong nghé (Unified Theory of
Acceptance and Use of Technology
- UTAUT) @uge gidi thiéu béi
Venkatesh va c{ng sy (2003) dya
trén mt danh gia cdc 1ai liu con
1on tai. Ly thuyét 14 sy két hgp cua
nhiév nhin t6 tif cic mé hinh 1y
thuyét khic nhau véi myc tidu thiét

lap mét quan diém chung phyc
vu cho viéc nghién ciu syt chip
nhin cia ngudi ding vdi cédc hé
théng thdng tin méi. UTAUT dugc
ké thia va phét trién cha md hinh
TRA, TPB, TAM, c6 4 cfu tric chu
chét 14 hidu qud mong dgi, nd lye
mong dgi. &nh hudng x4 hi, va tao
di¢u kién thudn Igi anh hudng dén
¥ dinh hanh vi sit dyng céng nghé
vi/hodc cong nghé st dung.

2.1. Hi¢u qua mong dgi (PE)

Hiéu qud mong dgi cé thé duge
dinh nghia 13 muc 4§ ma céc cd
nhén tin ring viéc trién khai cong
nghé méi sé cai thig¢n hiu suét 1am
viéc cia ho (Venkatesh va cdng sy,
2012). Trong nghién citu niy, 14c
gi4 xem hiéu qua mong dgi la mide
d9 ma khéch hang tin rAng viée 4p
dung MFS sé tang hiéu sudt va nang
suét cha ho. Do d6, nd cd thé duge
khidng dinh rdng hiéu qua mong
doi ¢6 tac ddng tuong ty dén gi4 tri
cidm nhéan, vi gitp ngudi dung cai
thién hiéu suit théng qua viéc s
dung MFS. Gia thuy&t nghién ciu
sau day dugc d& xuat:

H1: Hity qud mong dgi dnh hudng
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tich cuec dén gid tri cdm nhén ciig ngudi
dung cée nén tang MFS.

2.2, N& lyte mong dgi (EE)

N& lyc mong dgi cho thiy sy
dé dang ciia viéce sif dung céc cong
nghé. Theo mé hinh UTAUT, khiach
hang thién vé viéc si dung cbng
nghé néu né givp ho dat duge myc
tiéu ¢tia minh. Do &6, nd lyc mong
dgi trong nghién ciu nay d& cip
dén tinh hiru ich cha c4 nhin va
tinh dé sif dung cta céc hé thdng
MFS. N6 lifc mong dgi quan tam
dén nd lifc cua mot c4 nhén trong
st dyng céc cdng nghé nhit dinh
¢6 lién quan dén khia canh sin cé
cula cde gid tri duge cdm nhan (Xie
va chng sy, 2021)

Ngodi ra, theo Xie vi ¢fng sy
(2021). nd lyc mong dgi ¢ mot 2nh
huéng dén gid tri cdm nhin cla cc
nén tang Fintech. N& lyc mong dgi
clia n&n tdng MFS d&c bigt rit chn
thiét trong béi canh nay, vi nd bao
gdm tdt cd cic khodn chi khéng
phai tién. Nhu vay. tac gid d8 xuét
gid thuyét sau:

H2: NG lic mong d¢i anh hudng
tich cyc dén gid tri cam nhén cia ngudi
ding cdc nén téng MFS.

2.3, Riii ro cam nhan (PR)

RUi ro ¢cam nhén cia vige si
dung Fintech duge coi 12 mft rao
can chinh danh che nhitng ngudi
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Cdm nhdn sy tin tudng dnh hubng tich cyc dfn ¥ dink chdp nhin so dyng cda nguti diing cdc nén tdng MFS

st dung cong nghé. Trong Fintech,
PR dugec md td 1A nhén thic cta
ngudi dung vé sy khong chie chin
va nhing tic djng tiéu cyc tidm
4n lién quan dén viée 4p dung cia
Fintech.

Theo Featherman va Paviou
(2003), PR dai dién cho mét khoan
16 tidm &n trong nhitng trudng hgp
ma mjt cd nhan st dung mét djch
vu dién tu dé dat dugc ede muc tidu
mong mudn cha hg. Do d6, PR duge
dinh nghia trong nghién cltu nay
12 cia mét cd nhan nhan thic vé
kha ning xdy ra cac két qua khong
mong muén, chua biét trong khi
ap dung nén tang dich vy tai chinh
di déng. Nhitng rui ro nay khién
khich hang dé dy hon dp dung
cong nghé mdi nhu ngin hing di
dajng, do dé gidm ¥ dinh cla ho dé
st dyng cac Ung dyng niy

Hon nda, rui ro cdm nhian cua
chc cude tin cong mang va mét tidn
cling ngdn mei ngudi sif dung céc
djch vy ndy do tinh v hinh cua céic
dijch vy Fintech. Trong cic nghién
cttu trude 46, rui ro cdm nhan 13
tiéu eyc vdi ¥ dinh sit dyng Fintech
(Al-Nawayseh, 2020). Vi vay, ¢6 thé
néi rAng sy khong chic chin va rui
ro tdi chinh lién quan dén thuong
mai dién tu 14 nhirng van dé chinh
cdn trd dén gia trj cAm nhin va y

dinh clia ngudi tiéu dung a4i véi
viéc chdp nhan su dung nén tang
MFS. Vi vy, nghién ciru @8 xudt cic
gia thuyét nhu sau;

H3: Rii ro cdém nhgn dnh hudng
tiéu cute dén gid tri cam nhin ciia nguoi
dang cde nén tdng MFS;

H4: Rui ro cam nhdn dnh hudng
tiéu cuc dén ¥ dinh chélp nhn sit dung
ctia ngudi dung cde nén tang MFS.

2.4, Gid tricam nhan (PV}

Gia trji cAm nhéan thudng duge
x4c dinh nhu danh gia tdng thé cha
cic c4 nhén vé cdng dung ciia hing
hda hodc cac dich vy va phy thude
vao nhin thie cla hg vé cdc thanh
phan “cho” vd “nhan”. Theo Xie vi
cdng sy (2021) ngy v rAng nhitng
ngudi khdc nhau c6 cic gié tri nhin
thire khac nhau cho cic mét hang
hodc djch vu giéng nhau, va két qua
14, gié trj cla cic dich vu Fintech
khéc nhau gitta ngudi tiéu dung. Sy
chédp nhan clia moi ngudi ddi véi
MFS cé thé duge md ta 14 dich vy
tai chinh hanh vi. Céc nghién clu
trudc day da chi ra ring gid trj cam
nhén ciia mei ngudsi anh hudng dén
¥ dinh mua hang cua ho. Gia thuyét
sau day dugce da xuit:

HS: Gid tri cdm nhin dnh hudng
tich cuc dén y dinh chép nhan sit dung
cua ngudi dang cde nén tgng MFS.

2.5. Cam nhan sy tin tudng (PT)



Chttc ndng cta sy tin tudng 13
dic biét quan trong trong Fintech,
déng vai trd quan trong vio viée
cung cip cac dich vy. Vi viy, sif tin
twdng dugce coi 1a diBu ciin thiét cho
viéc dp dyng cdng nghé, dic biét
1A cho cac hé théng giao dich tai
chinh, Ni&m tin 14 mdt thuat ngi
lién quan dén nhan thic téng thé
cua ngudi ding vé gia tri cia mét
ddi tugng va cé thé dugc sit dung aé
tao ra caAc hanh vi, vi nd dugc taora
béi cac dic difm vin ¢é clia ching,
Hon nia, mdt s6 nghién citu da
ching minh rdng sy tin tudng cla
ngudi dang ddéng mot vai tré quan
trong tham gia vio viéc Ap dung
cédc dich vy Fintech (Al-Nawayseh,
2020; Xie va cong sy, 2021). Do dé,
¢6 thé két luan ring sy tin tudng
cua khach hang 1a mét y&u té quan
trong trong viéc dp dyng MFS 4
TP.H® Chi Minh. Vi vy, tac gia dé
xudt gia thuyét nghién ctu sau:

H6: Cam nhan sy tin tudng dnh
hudng tich cyc d€n ¥ dinh chip nhén
st dung cua ngudi dung cbc nn tdng
MFS.

2.6. Anh huong xa hfi (SI)

Khich hang chu yéu bj anh
hudng bdi vy kién cua nhitng ngudi
khéc, 1A nhitng ngudi xung quanh
ho khi ho sif dyng c6ng nghg mdi,
dac biét 12 trong ky nguyén truyén
théng xa hdi (Ameen va cdng sy
2020), tich cyc d8 xudt v& coéng
ngh¢ mdi tir gia dinh, ban bé va
ddng nghiép c6 thé thuyét phuc
khach hang chép nhan.

Anh hudng x3 hdi, c4ch khic
duge goi 12 cdc chufin muc hodc
chudn chi quan, duge md ta 13
. muc 4§ mi mét cd nhén tin tudng
rAng nhitng c4 nhin ¢é 4nh hudng
cho ring ho nén 4p dung mot hé
thong méi (Venkatesh va cdng sy,
2012). Ngoai ra, nhidu nghién ¢itu
cho thiy ring khuynh hudng cla
c&c cd nhidn dBi vdi cac dich wy
Fintech nhu thanh todn di dgng
vi ngéin hang tryc tuyén chju anh

hudng tich cye cda anh hudng xa .

héi (Al-Nawayseh, 2020). Theo cic
nghién clu ndi trén, viéc gid dinh
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ring v dinh cha ngudi tidu ding dé
st dyng cdc nén tang dich vy tai
chinh di dong sé bj anh hudng bdi
cdc nhém quan trong 12 hgp ly. Gia
thuyét sau dugce dé xuat:

H7: Anh hudng xa hfi anh hudng
tich cuc dén ¥ dinh chép nhin sit dung
ciia ngudi dung cde nén réng MFS.

Qua a6, bai viét 48 xuft sir dyng
mé hinh nghién citu gdm 5 bién dje
1ap: PE, EE, PR, SI, PT t4c dong dén

MFS; trong d6: PE, EE, PR tdc dfng
dén MFS théng qua bién trung gian
PV,

3. KET QUA NGHIEN cUU

Théng qua kiém djnh CA két qua
phén tich tai Bang 1, cho théy tdt cd
c4c nhéan (6 déu dat 46 tin cdy > 0,7
va hé 56 CR cho mbi cfu tric > 0,8.
Do dé, thang do ¢4 dat 4§ tin cdy
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nh&t quin bén trong t6t.

Danh gid gid tri hoi tu vA gid trj
phan biét: hé s8 téng phuong sai
trich (AVE) clia cac yéu t6 d8u > 0.5
va nghién ciu duge ude lugng qua
viéc sif dung phuong phédp chi sé
Heterotrait - Monotrait két qua chi
ra rAng céc chi s6 HTMT ddi vdi tat
ca céc cip bién nghién ciru ciia yéu
t6 biac mdt 14 dudi 0,9 nén tac gid cd
thé két luén rAng céc thang do duge
suf dung trong mé hinh nghién ciu
da dat dugc d¢ tin cdy va tinh gid ().
Ngoai ra, viéc kiém dinh d6 pht hgp
clia mé hinh théng qua céc chist: R?,
Q?, GOF, SRMR va NFI cho thiy két
qud l& mo hinh nghién citu ¢6 chét
lugng va phu hgp; cac bién titm 4n
khéng vi pham vé tinh da cdng tuyén.

4. THAO LUAN KET QUA NGHIEN
CUU VA HAM Y QUAN TR|

4.1, Théo lugn két qua nghién cifu
K&t qua ctia nghién cttu giai thich
dugc vai trd ca nén tdng MFS trong
viéc cdi thién khd nang phyc hdi
cira dai dich COVID-19 bing phdt,
Nghién cttu cho thdy gid trj cdm
nhan, cdm nhén sy tin tudng v &nh
hudng xa hi Anh hudng tich cye dén
y dinh sit dung MFS, trong khi 46,
y&u 16 rii ro cdm nhan khong cé dnh
hudng dén vi¢c chdp nhén clia ngudi
dung céc nén tdng MFS trong théi
ky dai dich. Mt khac, vé cic yéu td:
hiéu qua mong dgi, nd litc mong dgi
va rii ro cdm nhin di ¢é anh hudng
d&n gid trj cdm nhén ciia ngudi dung
céic c&e nén tAng MFS trong thdi ky
biing phat dich. Nhu vy, gid trj cdm
nhan cia ngudi ding céc nén tang

TAI LI§U THAM KHAO:

MFS bj dnh hudng bdi PE, EE va PR
va PV 12 m{t y&u 16 quan trong trong
viée 4p dung MFS hay néi cdch khdc
12 ngudi dung tai TP. HO Chi Minh
sé& su dyng nhidu hon cic nén tang
MFS khi gid trj cAm nhén cba ho
dugc xem 14 cao, phit higén nay la
nh&t quan véi nghién ctru chia Xie v
chng sy (2021).

Ngoai ra, két qua nay cho thdy
¢d sy khong tuong dong vdéi két qui
clia ¢d¢ nghién clu trude dé di cho
rAng rii ro cAm nhén ¢ tac dong
d&n ¥ dinh cla ngudi diing MFS. C6
thé gidi thich diéu nay 12 bdi ndi lo
s cha ngudi ding vB céc rli ro cong
nghé da duge thay thé bdi syt lo ling
cita hg trong dgtdijch COVID-19, dic
biét 14 6 TP. H6 Chi Minh mét d6 thij
18n ctia ca nudc.

Cudi cling, két qua cha nghién
ciu chi ra rdng cdm nhén sy tin
tudng cd anh hudng tich cuc dén
y dinh chap nhén cla ngudi dung
nén tang MFS trong dai dich
COVID-19. Digu nay khing dinh
rAng sy tin tudng cia mei ngudi 1a
mdt trong nhing didu quan trong
nhit dén xu hudng cta ho ddi véi
viée sU dung m{t cong nghé mdi.
Do d6, c6 thé néi rAng PT cia ngusi
ding déng vai trd quan trong trong
viée s dung céc cdng nghé mdi
nhu Fintech trong béi cdnh n&n
kinh t€ tai TP, Hb Chi Minh trong v
sau dnh hudng cua dai dich.

4.2. Ham y quéan tr§

Nghién citu da gép phin cling
cd ly thuyét vd md rong mot md
hinh todn dién dya trén trén mob
hinh UTAUT trong viéc tim hiéu
y dinh chip nhan MFS cta ngudi

dung trong dai dich COVID-19 trong
pham vi nén kinh té nang ddng tai
TP.HB Chi Minh,

Két qua nghién ciru c6 thé dong
g6p céc chinh sich thyc tién quan
trong cho cdc doanh nghiép cung
cip MFS nhu ngin hang, cong ty
tai chinh, cdng ty ching khodn, cac
don vj cung c4p dich vy thanh todn
trén nén tang di dong.... Qua dé, cac
doanh nghiép nay cé thé cht trong
hon v& viéc thiét ké giao dién ngudi
ding vA tiép thj ban hang trong v
sau dai dich. Cdc nha cung cip MFS
¢6 thé gia tang gia tri cdm nhan cho
khach hang bing cich 1am cho hé
théng cung c4p MFS don gian vi dé
sit dyng hon. Ngoai ra, cAc nha cung
cip MFS nén ¢§ géng don gidn héa
quy trinh van hanh nhu: dang ky, cai
A4t va giao dich va cb thé trién khai
hé théng nhan dang van tay hoic
khudn mat dé cho phép ngudi dung
ding nhip vaocdce ing dung di dong
duge tien Jgi.

Cic nhd cung cip MFS nén
phat trién mdt ké hoach ti€p thj
hiéu qui, c6 thé cong tac véi cic
nén tang truydn thong xa hi khac
nhau: Facebook, Twitter, IMO v
WhatsApp nhdm thu hut khach
hang mdi tham gia.

Ngoai ra, céc nha cung cip MFS
eling nén quan tim hon v& van dé
bdo mit va giao dich an todn vi
ngudi ding cé thé ¢6 nhing lo ling
v& van d@ ri ro sau khi dai dich két
thiic. Do d6, cic nha cung cip MFS
¢6 thé st dung cac ky thudt ma hoa
di liéu nhu nhén dang khudon mit
dé cai thidn sy an toan va bao mat
cua cac dich vy cungcipe
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