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Bdi nghiin cfn1 ndy nhdm m{lc ti&u tim ra nhifng nhdn tJ then chJt dnh hu&ng dJn quy,ft 
dfnh sU dljng ngiin hdng sA VCB Digibank tgi Ngdn hdng TMCP Ngogi Thirmig Vi?t Nam 
(Vietcon1bank). Nh6m tdc gid eta hij th6ng hod nhiing vdn dJ lj luQn lien quan dJn ngdn hiing 
s6 vd hdnh vi sU d1;1ng sdn phdm dich vy cUa khdch hdng, ddng thiri phrin tich tinh hinh thl!c 
tr(lng phdt tri/n VCB Digibank. Tit d6, nh6m tdc giii dJ xudt mO hinh nghiCn cUu g6m: bidn 
JJhlJ. thu(jc Id Quydt dinh sU d1;1ng vd 6 hiin d(Jc !Qp gJm: (1) Uy tin cUa ngdn hdng, (2) Didu 
ki?n thu(in l(,Yi, (3) A'nh htr&ng xii h(ii, (4) Tinh hiiu ich, (5) Tinh dJ sU d(Jng, (6) Ciim nhQn chi 
phi. Qua thvc hi¢n khdo silt cac dJi tuQ1'lg dii vd dang sU d(Jng ngdn hdng sJ VCB Digibank 
vd thu vd 276 phiiu kit qud h(Tp 1¢ {trong tJng 421 phidu), nh6m tac gid thvc hi¢n ma h6a dfr 
li¢u vd tidn hdnh xU lj, thvc hi?n phdn tich qua phdn mdm SPSS 20.0. Kit qud chWig minh 
rJng 3 trong 6 nhdn tJ d(jc l(ip tlu(fc ttd xudt c6 tac d{ing dJn hdnh vi qu_vJt tljnh sU d1;111g VCB 
Digibank vbi mire tl9 dnh hu&ng gidm ddn, baa gJm: (i) Uy tin cUa n!{dn hdn!{; (ii) Didu ki?n 
thu{in !pi; (iii) A'nh hubng x?i. h(Ji. Dva tren kdt qud tl6, nh6m tizc gid tld xudt gidi JJhdp dJ g6p 
phdn thUc dd;' khdch hdng ra quydt tlinh sU d(Jng VCB Digibank th6ng qua vi¢c t{ip !rung ndng 
cao uy· tin cUa ngdn hdng, tiing c1r&ng vd tQn d(Jng t6i da rnUc d{j dnh hu&ng cUa xii h(Ji, f(Jo 
them nhidu tifn ich vd didu kifn thuQn !pi cha khizch hdng khi slt d1;1ng VCB Digibank. 
TU: khoii: Nh:ln t6 <inh hu<'mg, djch vv ng:ln hi\.ng s6, quy~t djnh stl' dl,.lng, VCB Digibank, 
Victcombank. 
Mil JEL: G21, G24 

Determinants influencing the decision to use VCB Digital Bank 
Ahstract: 
This research ailns to find out key determinants i1ifluencing the decision to use digital bank 
at Joint Stock Con1mercial Bank for Foreign Trade qf Vietnam .. Theoretical issues related to 
digital banking and customers ' behavior of using products and services are revie1<ved, and 
current situations of VCB Digital bank development are analyzed. Accordingly, we design a 
research 1nodel including a dependent variable (Decision to use), and six independent.factors 
qf(i) Reputation of' the bank, (ii) Favorable conditions, (iii) Social influence, (iv) Usefulness, 
(v) Ease qf"use, (vi) Perceived cost. Through conducting a survey by collecting 276 valid votes 
(out of 421 vote:-,), we investigate the statistical sign(ficance of these determinants by using 
SPSS 20.0 sofhvare. The results shov,,· that three out of six independent factors have an impact 
on the decision to use VCB Digital hank with decreasing injluence, including Reputation qf· 
the hank, Favorable conditions and Social influence. Based on the findings, 1ve propose some 
suggestions to pro1note customers for making decisions to use VCB Digital bank including 
pron1oting the bank's prestige, making use of social effect as well as providing more favorable 
conditions. 
Keywords: Determinants, digital banking, decision to use, Vietcombank. 
JEL Codes: G21, G24 
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1. D~t v5n d~ 

Trong xu hu&ng n~n kinh tS hi¢n nay, v&i cuQc each m1;1ng 4.0 tren toan th6 gi&i, vi¢c dfiy m:;i.nh Ung dvng 
va phat tri€n nbn tiing s6 ta mQt xu thS tiit ySu b&i n6 mang li;i.i riit nhibu lgi ich, niing cao lgi thS c1;1nh tranh 
cho cac doanh nghi~p n6i chung va ngiin hang n6i rieng. B~c bi¢t trong tinh hinh djch b~nh Covid-19 viln 
cOn diSn bitbn phlrc ti;i.p, c<ic ngiin hang cdn ph<'ti n8 h,rc d6i m&i, s6 hoa nhanh ch6ng c<ic djch V\l ct€ c6 th6 
bit kjp xu hu&ng (Tran, 2021 ). 

Tren thS gi&i, viin d~ s6 ho<i t1;1i c<ic ngdn hang kh6ng cOn Ii mQt kh<ii ni~m xa 11;1. Hiu h6t c<ic ngiin hing 
l&n di'i diiy m1;1nh ddu tu s6 ho<i tren c<ic nbn tang cUa minh. C<ic ngiin hang san sing ddu tu s6 ti Sn rfit l&n vio 
c6ng ngh~ m&i nhiit, ch~ng h1;1n nhu JP Morgan Chase (rieng n51n 2018) di'i chi I 0,8 t:Y d6 cho chi tieu c6ng 
ngh~, HSBC ctdu tu m1;1nh me han 2,3 t:Y d6 la tlr 2018 cho chuy6n d6i s6 (VU H6ng Thanh, 2020). 

Kh6ng n5m ngoai xu thS d6, c<'ic ngftn hang Vi~t Nam cilng d~y m1;1nh Ung d1,1ng cac nbn tang s6 vao trong 
cac ho1;1t dQng nh5m tl"ing cuOng di6m tLrang tac gifra cac kh3ch hang (Nguy~n & cQng sv, 2020). Ngay 16 
th3ng 07 nl"im 2020, Ngdn hing TMCP Ngo<;1i thuang Vi~t Nam (Victcombank) di'i chinh tht'rc ra 1niit djch 
V\l Ngan bing s6 hoin toin m&i VCB Digibank tren ca s& hgp nhiit cac nbn tang giao djch tn,rc tuyi:n, thay 
thi: cho cac djch Vl.,J. Internet Banking va Mobile Banking tru&c ddy clla ngfi.n hang. Do thj tnrCTng c6 mlrc 
dQ c:;i.nh tranh kh<i gay git dOi h6i VCB Digibank ph<ii c6 nhilllg ti~n ich d~c thU ct€ thu hilt kh3ch bing. Bii 
nghien clru nay g6m ba phdn chinh: (i) Ca s& lY thuy8t va m6 hinh nghien clru; (ii) Phtrang phap nghi€n clru; 
(iii) K€t qua nghien ct'.ru va thclo lufln. Mt.1c tieu cUa bii vi6t la Jam rO cac nhdn t6 inh hu&ng va mlrc dQ tac 
dQng d6n quy6t dlnh slt' d1,1ng djch v1,1 VCB Digibank cUa khach hang ca nhdn, tir d6 nh6m tac gi3 se dLta ra 
mQt s6 giii phap nh5m ctli thi~n c<ic ySu t6 c6 tac dQng m1;1nh, niing cao chiit lugng d6 gifr chftn c<ic khach 
hang hi~n t:;i.i va thu hUt them cac khach hS.ng chua quySt dinh sir d1,1ng dich Yl,l. 

2. CO' sO' IY thuy@t va mO hinh nghil'!n cll'u 

2.1. Ctic mO hinh lj thuyJt dtinh gill hii11h vi chiip nh9-n sii' dpng djch vp 

.M6 hinh thuydt hiinh d(Jng h(Jp f;J 

LY thuySt h:lnh d()ng hqp l)r (Theory of Reasoned Action - T.RA) du<;Jc phUt tri€n J§.n dftu vao niim 1967 
b6i Martin Fishbein, sau dO da duqc slra ct6i va m& rQng b&i Martin Fishbein cling v&i leek Ajzcn vao niim 
1975. LY thuy~t giUp kiSm tra hanh vi ngucJi tieu dllng cling nhu xac dinh khuynh hu&ng hITTih vi cUa hQ. C1,1 
thl, lY thuySt di'i chi ra c<ic yi:u t6 tac dQng dSn h<inh vi con nguCTi bao g6m: 

(i) Th<ii dQ d6i v&i h<'inh vi (Attitude toward behavior): db c~p ctSn vi~c ca nhftn danh gia tich ci,rc hay ti Cu 
eve vS vi~c thvc hi¢n mQt hanh vi. Khi mQt ca nhfin tin ring thi,rc hiCn 1nQt hinh vi se de111 l1;1i kSt qui t6t 
cho hQ thl ca nhftn d6 hinh thanh suy nghi, thai d9 tich ClJC va thµc hi¢n hinh vi dO. NgLrgc l:;i.i, nSu ngLrCTi d6 
cho rftng thi,rc hi¢n hinh vi 1nang 11;1i kSt qua xau thl se co th<ii d9 tieu C\TC vb h<inh viva tU ch6i thi,rc hi~n n6; 

(i) Chufin chll quan (Subjective Nonns): ta ni~m tin rilng mQt nguCTi ho~c mQt nh6m nguCTi quan tr9ng se 
chiip thu?n va Ung hQ mQt hanh vi C\J thS; 

(iii) Y djnh hanh vi (Behavioral lntention): d1;1i di~n cho "diiu hi~u vS Sl,I" s~n sitng thi,rc hi~n mQt hanh vi 
clla mQtngu&i" (Ajzen, 1991), dugc quySt dinh di,ra tr6n thai dQ cUa ca nhfi.n va chufui chU quan xung quanh 
hinh vi d6, cang tich eve va m1;1nh me thi y dinh thi,rc hi{:n hinh vicing cao; 

(iv) H<'inh vi (behavior): Ja mQt ho<;it dQng thb chiit c6 th€ quan sat duqc clla m9t ca nhiln trong mQt hoin 
canh va m1,1c tieu C\J thS. 

M6 hinh If: thuyit hdnh vi c6 ki hoqch (TPB) 

MO hinh duqc Ajzen dua ra vio nfun 1991 di,ra tren nbn tang s~n cO cUa "LY thuySt hanh dQng hqp lY" vii. 
"LY thuySt khi niing thi,rc hi¢n hanh vi", b6 sung them nhfin t6 "nh~n thirc vS ki~m soat h<lnh vi" gillp hoitn 
thi~n, tang dQ chinh xac cho m6 hinh. M6 hinh TPB bao g6m 3 nhiin t6 chinh: ' 

(i) Thii dQ va th<ii dQ d6i v&i hilnh vi: Thai dQ d6i v&i hITTih vi (Attitude toward the Behavior) 13. ctanh gia 
(co thS thufln lgi ho?c biit !qi) clla mQt ca nhftn dva tr6n klt qua m vi¢c tht,rc hi~n mQt hanh vi; 

(ii) NiSm tin theo chuin mi,rc chung va quy chuin chll quan: Nib1n tin theo chufin mt,rc chung (Normative 
belief) la ni~m tin, nh?n thlrc cUa mQt ca nhfin vb nhfrng chuin mi,rc chung clla xi'i hQi, vb nhfrng gi mQi ngu&i 
nghi r5ng ca nhftn dO nen hay kh6ng nCn thi,rc hi~n hS.nh vi dO. Quy chufin chll quan (Subjective norm) 13. 
nhfln thlrc, suy nghT clla m9t ca nhiln c1,1 th€, bi i'tnh hu&ng b&i suy nghi va si,r phan x6t cUa nhfrng nguCTi c6 
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iinh hu·&ng quan trQng d€n ca nhftn d6; 

(iii) Nibm tin vb sv t1,1 chU va nh?n thlrc kibtn so<it h3nh vi: Nibm tin vb sv tv chU (Control beliefs) Ia 
ni6m tin cl1a ca nhan vb khii ni'ing kibm soit, th1,1c hi$n duqc hclnh vi, bao gbm cac nhan t6 thu?n !qi t<:io dibu 
ki¢n va nhfrng nhftn t6 ciin tr& vi$c thi,rc hien hilnh vi. Nh?n tht'.rc kiSm soit hinh vi (Perceived behavioural 
control): Ja nh?n thlrc cUa ca nhfin vb S\I thu?n lqi hay kh6 khan trong thl,l'c hiQn h<'tnh vi. 

MO hinh chdJJ nhtjn c6ng nghf TAM 

Davis (1989 da phit triSn m6 hinh chftp nh?n c6ng nghe v6i m\lC dlch c6 th~ giai thich hinh vi chip nh?n 

c6ng nghQ cUa nguOi sfr d\lng tren sv anh hu&ng cUa cac y€u t6: 

(i) Nh?n thlrc tinh hfru ich: mlrc dQ ma ai d6 tin r~ng vi$c st'r d\lng mQt he th6ng C\l th~ se nftng cao hem 
hieu qua l:'tm viec cUng nhu tiing hieu suit 

(ii) Nh?n thlrc tinh d6 sir d\lng: Sv ct€ d<'tng cUa mQt ho~t dQng C\l th~ nao d6 lien quan d€n viec thµc hi~n 
hay cic thao tac ct€ dilng d~ lam 

MO hinh ch&p nhtjn c6ng nghf nu3' r9ng Extended TAM 

Luam & Lin (2005) dil 1n& rQng 1n6 hinh TAM di,ra tren cac t<'ti li~u lien quan d€n IY thuySt vb hanh vi c6 
k6 ho<:tch (TPB) va TAM, nghien cUu nay m& rQng kha niing ip d\lng clla TAM trong b6i canh ngiin hang di 
dQng, bing each them mQt cftu tn.lc di,ra tren nibm tin ("dQ tin c?y duqc cim nh?n") vi hai cftu true di;ra tren 
ngubn h,rc ("hi$u qua tµ nh?n thlrc" vi "chi phi tii chinh duqc nh(in tht'rc") vao m6 hinh, dbng thOi chll Y cftn 
th~n d€n vi$c d~t cic cftu trt'.tc nay trong cftu true danh mvc hi$n c6 cUa TAM. 

Cling nilmd6, Wu & Wang (2005) dµa tren m6 hinh Extended TAM them vao: Cam nh?n nli ro va chi phi 
tai chinh. Ti6p thco d6, Jeong &Yoon (2013) cG.ng dµa tren m6 hinh TAM m& rQng, nghien clru phin tich 
dµa tren 5 cam nh~n clla nguOi slr d\lng 8.nh hu&ng d6n quy6t djnh st'r d\lng mobile banking t<:ii Singapore (sµ 
hfru. ich, d6 sir d\lng, Sl,I' tin nhi$n1, ti,r cam nh?n hi$u qua va chi phi t<'ti chinh), v6i k6t qua dem J<:ti cam nh?n 
sµ hG.u ich c6 iinh hu&ng !On nhit, cOn cam nh?n chi phi tai chinh thi kh6ng c6 Rnh huOng. 

1.2. DJ xufit 1nO hinh nghien cUu 

T6ng hgp tlr lY thuy€t, m6 hinh hay kS thlra tlr cic bai nghi6n ct'ru trong 111r&c va tren thS gi&i (Devesh & 

Hinh 1: MO hinh nghien cii'u 

Cii1n nh\ln hUu ich 

cam nh~n d~ sir dvng 

Si,t uy tin 

Quy~t djnh sir d\lng 

C:lrn nh~n chi phi 

Eli~u ki~n thu{in lqi 

Anh hu6ug xfi hQi 
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Al Lawati, 2020; Kaur & cQng sv, 2021). Nh6m nghien ct'.ru d8 xuftt sir dµng 1n6 hinh TAM 1n& rQng sau khi 
chit l9c va Iva ch9n nhfrng ySu t6 phll hqp d~ xay dl,l"ng 1n6 hinh nghien ct'.ru, C~l th~: 

cac gia thuy~t dua ra: 

HI: Cam nh~n d~ slr dµng c6 tac dQng tich cJ,Tc trong quy@t djnh sU d1,1ng ngiln hilng s6 VCB. 

H2: Cam nh~n ct€ slr dµng c6 tac dQng tich eve trong quy€t djnh slr dµng ng§.n h<'tng s6 VCB. 

H3: Sv uy tin c6 tac dQng tich ClJC trong quy~t djnh sir dl,lng ngftn h<'tng s6 VCB. 

H4: Chi phi c6 tac dQng tieu eve trong quySt dinh slr dµng ngan h<'tng s6 VCB. 

H5: EJibu kien thul)n lgi c6 tic dQng tich cJ,Tc trong quySt djnh sU d1,1ng ngiin hilng s6 VCB. 

H6: Anh hu&ng clla xa h{)i c6 tac dQng tich eve trong quySt d!nh slr dl,lng ngfin h<'tng s6 VCB. 

3. Phu·011g phap nghien clfu 

Sau khi t6ng hgp tlr IY thuySt, m6 hinh hay kS thlra tlr cic bili nghien cUu trong nu6c va tren th6 gi&:i. 
Nh6m nghien elm dil chit 19c va 11,fa ch9n nhfrng y@u t6 phU hgp ct6 xiiy dlJflg rn6 hinh nghien cUu (Hinh 1) 

vb cac nhfin t6 anh hu6ng d6n quySt djnh slr d1,1ng Digibank clta ngftn h<'tng Ngo:;ii ThLrang Vi~t Nam. 

Nh6m nghien ct'.ru h.ra ch9n khu V\TC khfto sit 13. tftt ca nhfrng khich hang dang sinh s6ng va \am viec t:;ii 
Viet Nam dang sir d1,111g VCB Digibank vii mQt s6 ngu&i c6 liCn quan trong nhi8u ng:lnh nghi:, linh V\TC v6i 

gi&:i tlnh, nai s6ng, dQ tubi, trinh dQ va thu nh~p kh<ic nhau. M~c dU ph:;in1 vi nghiCn ct'ru t~p trung vao c:ic 
kh<ich h3ng dang slr d1,1ng Digibank nhung nh6m nghi6n elm da khio sit 1n& rQng kS ca nhUng ngu&i ch1ra 

slr dµng va dil tirng sU dl,lng ct6 tlr d6 c6 dfr li~u d<inh gi<i, phftn tich, dua ra ki6n nghi cho ng8.n hclng Ngo:;ii 
Thuang Vi~t Na1n. 

Nghien cUu dirge nay dLrgc thu miu kh<io sit tlr thftng 01/2022 ctSn th<ing 03/2022 va da d\lt dLrgc 421 

phin h6i, nhung sau khi kiSm tra !:;ii thi c6 145 phin h6i !6i, bftt hqp 1y va chi cOn 276 phan h6i phU hgp v6i 
nghiCn elm. Kich thu&c m~u d1,1t yCu ciu tieu chufin cUa Bollen (1998), Hair & cQng si,r (1998) Ia lcYn 
hcrn s 1in s6 Iuqng biSn quan sat (t6i thi~u I SO). 

E>S do luC:mg thii dQ, mlrc c:im nhan cUa d6i tuqng tham gia khao sat, cac bien quan sat duc;rc do 
luimg bfing thang do Likert viri 5 mire di) ph6 bitn sau: (I) Rdt kh6ng dilng y; (2) kh6ng d.ing y; 
(3) binh thuCmg; (4) d6ng :Y; (5) rit dbng )'.Toan bQ mi1u hqp I~ duqc xt'r I:Y dU li~u b~ng phfin mbm 
SPSS ctS tiSn h<lnh cac bu6c phfin tlch dQ tin cl,ly, phiin tich tum1g quan, phftn tich nhftn t6, phiin tich h6i quy 

va kiSm dinh gia thuy6t tren ca s& bang h6i duqc xfiy dJ,Tng v&i 6 bi Sn ctQc I?p (Cim nh?n hfru ich, cam nh?n 
d~ slr d1,1ng, Uy tin, cam nhi,ln chi phi, Anh huCmg xa hQi, Dii:u kio?n thu~n !qi) c6 Unh hu&ng t6i biSn phl,l 
thuQc Ia Quy€t djnh sir dl,lng VCB Digibank. C1,1 thS nhu sau: 

Binn 1: Than" do c:ic nhiin to iinh hU"O'IU! tOi auvet dinh sir dun!! VCB Dieibank 

KY hi~u Nhiin til iinh hU"O'ng NguAn 

CAM NH~N HOU iCH 

Cho phCp th\l'c hi¢n nhi~u dich V\I ~giin_ h:l.ng Fortes & Rita (2016) 
HII trCn mQt Ung dvng ell.a ngii.n hitng s6 (kiem l!"3-

cac giao djch, thanh toan hOa dan, chuyCn 
khoH.n, mua stlm, giri ti~t ki¢m, vay ... ) 

Hl2 TiGt ki¢m chi phi (Chi phi di chuyGn, chi phi Fortes & Rita (2016) 
cahQi ... ) 

H13 Cho phCp th\l'c hi9n cUc giao djch 1n9i lii.c, 
1n9i nai tiGt ki¢m thCri gian 

Fortes & Rita (2016) 

Hl4 Cac giao djch duqc th\l'C hi¢n 1nQt cUch nhanh 
chOng va dQ chinh xUc cao 

HIS Nhin chung t6i thil.y hiiu fch khi sir dvng Fortes & Rita (2016) 
VCB Digibank 
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cAM NH~N nt s1J' D\.JNG 

SDI Giao di¢n bit mfrt, d~ nhin, d~ ditng tim kifm, Fortes & Rita (2016) 
truy cSp vii. sir d\lng c<ic djch V\l tren VCB 
Digibank 

SD2 Cite thao tile trin VCB Digibank nit dcm giiln Fortes & Rita (2016) 

SD3 C6 th~ d€ d:lng thuftn th\lc sau viii 111 thi,rc Fortes & Rita (2016) 
hi9n c<ic giao djch 

SD4 Nhin chung VCB Digibank d~ sir d\lng Fortes & Rita (2016) 

S\.J' UY TiN 

UT! T6i cilm thfiy an to:ln khi thlJc hi9n clic giao Singh & Srivastava (2020) 
djch trbn VCB Digibank 

UT2 T6i tin ding th6ng tin giao dich vii th6ng tin Luarn & Lin (2005), Yu (2012), Fortes & Rita 
ca nhiin (th6ng tin tili khoiln, s6 du, ljch sir (2016), Singh & Srivastava (2020) 
giao djch ... ) cila minh dui;rc hao mSt khi slr 
d\lllg VCB Digibank 

UT3 T6i tin ring cite Sl,i' c6 vii t6n thftt khi giao 
djch tren VCB Digibank lit hi hiiu vii d~u 

Foon&Fah(2011) 

duqc giili quy8t mQt cilch lt t6n thftt nhftt. 

UT4 N}1in chung, VCB Digibank Ia dfing tin c\jy Singh & Srivastava (2020) 
d6i v&i t6i 

CAM NH~N CHT PHf 

CPI Chi phi sU d\,lng VCB Digibank lil khoitn chi 
16n hitng thling. d6i v&i t6i (phi duy tri t8.i 

Luam & Lin (2005). Wu & Wang (2005), 

khoan, phi chuyen khoan ... ) 

CP2 T6i ph:ii t6n nhi~u chi phi k@t n6i kh6ng di'ty Scripalawat & cQng SlJ (2011 ), Yu (2012) 
(VD: Wifi, 4G) 

CP3 Chi phi mua va cal d~t thi@t bj (VD: dien Luarn & Lin (2005), Scripalawat & cQng SlJ (20 I l ), 
tho1:1i, m<iy tinh ... ) d~ sU d1,1ng VCB Digibank Yu (2012) 

13. t6n kem 

CP4 Chi phi slr d\,lng VCB Digibank cao hem so Scripalawat & cQng Sl,i' (20 I I), Yu (2012) 
v&i cite kenh giao d[ch kh<ic (VD: Internet 
banking, A TM, giao djch trl,l'c tiep l:{ti qui1y 
... ) 

CPS Nhin chung, clic khoiln chi phi lien quan 
khien t6i cdn nhftc khi sU d1,1ng djch V\l VCB 
Digibank 

ANH HU.ONG XA. HQI 

XHl Vi9c h1:1n, be, nguCri thiln slr d\lng 13.m cho t6i Singh & Srivastava (2020) 
cG.ng mu6n sir d\lng VCB Digibank 

XH2 C<ic trang m\lllg xii hQi (Facebook, Tiktok, Singh & Srivastava (2020) 
Instagram ... ) vii. phucmg tien truy~n th6ng d1:1i 
chUng giUp t6i bi~t d~n vii sir d\lng VCB 
Digibank. 

XH3 Do tinh chlt c6ng vi~c yeu c~u t6i sU dvng Singh & Srivastava (2020) 
VCB Digibank 
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XH4 Vi~c nhibu nguOi xung quanh sU dvng khiEn 
t6i ciing mu6n sfr dvng VCB Digibank 

Singh & Srivastava (2020) 

" -- -- " 

DIEU KI$N THU~N LC}I 

TL! Di€u ki~n v€ co s& v~t chftt (di~n tho11i, m:iy Yu (2012) 
tinh, internet ... ) cl':ta t6i thu{ln l(,Ti cho vi¢c slr 
dl)ng VCB Digibank 

TL2 T6i c6 dll ki€n thirc c~n thi€t d~ slr dvng VCB Venkatesh & cQng si,r (2003), Zhou & cQng S\l 
Digibank (2010), Foon & Fah (2011), Nguyen Duy Thanh & 

Cao Hao Thi (2011) 

TL3 Nhfui vit'!n ngan h:l.ng lu6n sgn sang h6 trQ' JU.c Venkatesh & cQng si,r (2003), Gu & cQng si.r (2009), 
khlich hfutg gi,ip sv c6 khi sli: dvng VCB Zhou & cQng si.r (2010), Yu(2012) 
Digibank 

TL4 Nhin chung c6 nhi€u di~u ki~n thu~n IQ'i i:t€ Vcnkatesh & cQng S\I (2003), Zhou & & cQng si,t 
t6i sir dvng VCB Digibank (2010), Foon & Fah (2011) 

QUYET DJNH Sl} Dl)NG 

QDI T6i c6 dQng 1\l'C m\Ulh mC d€ sir dl)ng VCB Digibank 

QD2 T6i se ti6p ~c sir <ll)ng VCB Digibank 

QD3 T6i s~n sang gi6i thi~u VCB Digibank t6i ng110i khlic 

Bllng 2: Th6ng ke mAu nghien cU'u 

Thling k@mlu N{ii dung TAn suit T)'I~ 

Nrun 112 40,6o/o 
Nfr 164 59,4o/o 

Gi6i tinh 

Du6i 20 tu6i 73 26,45% 
TU: 20-40 tu6i 163 59,1% 
TU: 40-60 tu6i 28 10,15% 

DQ tu6i 

Tren 60 tu6i 12 4,3% 

H9c sinh, sinh vien 186 67,4o/o 
Nhiin vien viin phOng 26 9,4% 
C6ng nhfin vien chlrc 27 9,8% 
Kinh doanh bu6n b.in 24 8,7% 

Ngh~ nghi@ 

Tvdo 3 1,8% 
Dii nghi huu 10 3,6o/o 
12/12 25 9,6°/o 
Trung cft 18 6,5o/o 

Trlnh dQ h9c vftn Cao d5ng II 4% 

Diiti h9c 
Sau i:!1ti h9c 
Du6i 5 tri~u 

5-!0tri~u 

10-20tri~u 
Thu nh~p 

Tr6n 20 tri9u 

4. K~t qua nghii!n cUu vii thao lu~n 

4.1. DP,c dilm mtiu khdo stit 

196 71% 

26 9,4o/o 

169 61,23% 
45 16,3% 
44 15,94% 
18 6,53% 

M~u c6 276 d6i tuqng, trong d6 c6 112 nam (chiSm 40,6 %) va 164 nlr (chiSm 59,4%), trong d6 dQ tu6i 
tlr 20 - 40 tu6i chiSm cao nh~t (173 nguOi, 59,1%), it nh~t Ia s6 nguai tren 60 tu6i (12 nguOi, chiSm 4%). 

Nghb nghiep chll ySu ta h9c sinh, sinh vien (186 nguOi, chiSm 67,4%), nhan vien viin ph6ng va c6ng nh<ln 

vien chirc (t6ng 53 nguOi, chiSm 19o/o), kinh doanh bu6n b<in, nguOi nghi huu va Jam nghb ti)' do chiSm thi€u 
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sb (14o/o). Nh6m nguCTi c6 thu nh~p tlr du6i 5tri~u13 169 nguCri chi€1n 61,2% b&i sb lugng tham gia kh3.o 
sat chU y@u 13. hc;ic sinh, sinh vi en. Thu nhi)p tlr 5 d~n 10 tri~u c6 45 nguCTi (16,3%) va thu nh?p tlr 10 d@n 20 
tri~u/thUng (44 nguCTi, chi@m 15,94%), cOn l;;ii 13 nh6m thu nh?p 16n han 20 tri¢u. Trinh dQ d;;ii hc;ic c6 196 

nguCri (chi€m 71%) vit cOn !;;ii lit trinh dQ 12/12, cao d~ng v:'t trung cip. 

B<'i.ng kh3.o sit dugc chia ra th3.nh 2 philn: mQt phfin d3.nh cho cac ctbi ttrgng chua tham gia sfr d1,1ng VCB 
Digibank, mQt phfi.n d3nh cho d6i tugng di'i tlrng v3. dang sir dl,lng VCB Digibank. Trong mfiu 276 nguOi 

tham gia, c6 95 nguCTi chua si'.r d9ng va 181 nguCTi da va dang slr d9ng. 

Bbi v&i nhlrng dbi h.rgng dii va dang sir d1,1.ng VCB Digibank, mlrc dQ giao djch thi thoang (2-5 Jfi.n/tufin) 
chi@m t)r trc;>ng cao nhit, dlrng thU hai Ja mUc dQ giao djch thuOng xuyCn (5-10 lfinltuftn). Tinh nang dugc 
slr d1,1ng nhi6u nhit 13. chuybn tibn, ti€p theo l:'t tinh niing mua sfun online. Ngo3i ra, tinh niing nQp tibn di¢n 
nu6c, internet va ti6t ki~m dugc slr d1,1ng kha ph6 bi@n. 

4.2. Kiin1 d{nh di) tin c{iy thang ilo 

K@t qua tq.i B<'tng 3 cho thiy, tfit ca eac bi@n ctbu c6 h~ sb Cronbach 's alpha> 0,7 va cac h~ s6 tuang quan 
biSn - t6ng dbu > 0,3 n6n eac bi~n d~t yeu ciu vb dQ tin c<).y vi dbu dugc sfr d1,1.ng cho phan tich EFA ti@p 

thco. 

Bifn quan slit 

Tinh hfru ich (HI) 

Tinh di: sir dvng (SD) 

Sl! uy tin (UT) 

Cftm nh~n chi phi (CP) 

Anh hu&ng cUa xii h0i (Xl·l) 

flibu ki~n thu~n !Q"i (TL) 

Bilng 3: Ki@m djnh d9 tin c~y thang do 

st; bi~n quan sat 

5 

4 

4 

5 

4 

4 

Cronbach's Alpha 

0,850 

0,850 

0,862 

0,851 

0,748 

0,748 

4.3. Phlin tich nhii.n t6 khOm phO 

H~ s6 hnmg quan hi~n -
t8n nhO nhit 

0,614 

0,647 

0,648 

0,606 

0,399 

0,433 

K€t quil phiin tich EFA cho 26 bi6n quan sit dQe l?p di;i.i di~n cho 6 nhiin tb dQc l.;J.p c6 h~ s6 KMO = 0,827 
vi mlrc y nghia (Sig.= .000) cUa ki61n d!nh Bartlett's 5%, tir d6 d6 khfing djnh cac dfr li¢u dugc sfr dl,lng lit 
thich hgp slr d1,1.ng trong nghiCn elm nay. H~ sb tbng phuang sai trich 13 68,323o/o > 50%, eac nhfin t6 dbu c6 
Eigenvalue (gia tri rieng) > 1, cho bi€t 6 nhiin t6 slr d1,1ng trong m6 hinh giai thich dugc 68,323% bi@n thien 
cac dfr li¢u. 

Phan tich nhan t6 bi6n phl,1 thuQc Quy@t djnh si'.r dv.ng VCB Digibank cho thiy h~ s6 KMO di;i.t = 0,683 va 
mlrc y ngh1a (gii tri Sig.= .000) clla ki6m djnh Bartlett's 5% cho thfiy cic biSn nay c6 ttrang quan v&i nhau 
va hoan toan phl1 hgp v&i phftn tich nhftn tb. H~ s6 t6ng phuang sai trich Ia 73,596% va chi sb Eigenvalues 
(gia tri rieng) d~t 2,208, v~y 3 biSn quan sat cUa bi€n phl,l thuQc cta trich ra 1 nhan tb v&i t6ng phuang sai 
trich di;i.t 73,596%. 

4.4. Ma tr@n h? sJ tuung quan 

BS xem xet tuang quan gilra cie bi6n d9c l?p HI, SD, CP, UT, TL, XH va biSn ph1,1 thuQc Q'D, ta sir d1,1ng 
ki61n dinh Pearson. K6t qua phan tich cho thfiy, tilt ca gii trj Sig. < 0,05 do v~y gifra bi6n ph\I thu(>c va cac 
bi@n dQc l~p cO quan h~ tuy€n tinh v&i nhau. 

Ben ci;i.nh d6, ma tr?n h~ sb tuang quan Pearson cOn cho tadµ doan s&m c6 da cQng tuy€n gifra cac bi€n 
di)c l~p hay kh6ng. NSu h~ sb tuang quan Pearson> 0,5 chUng ta c6 can cfr d~t ra nghi ngO xiy ra da cQng 
tuy@n. B3.ng 5 cho thfiy rfing, c6 thb xiiy ra da cQng tuy€n gifra bi@n SD v3 HI, bi@n UT va SD, SD va TL. 
Tuy nhiCn, day chua phai k6t lu?n chinh xac nhit, chUng ta se 131n r6 vftn db nay 6 bu&c tiSp theo cUa phin 
tich m6 hinh. 

4.5. Phfin tich hJi qU)' 

Tlr Bing 6, k6t qua ANOVA cho thity tri th6ng ke F cUa m6 hinh = 23,077 v6i mire Y ngh1a 1% (gii tr! 
sig. = 0,000), cho thiy n16 hinh hbi quy tuy6n tinh bQi phU hgp v6i t~p dfr li~u hay cac bi€n dQc l~p e6 quan 
h~ tuy€n tinh v&i bi@n ph1,1 thui)c vii m6 hinh c6 th8 si'.r d1,1ng dugc. M6 hinh c6 h¢ sb R2 di~u chinh lit 42,4%, 
nh6 ban 50o/o, tuy nhi6n k6t qua nay v.?in dugc chitp nh?n va coi 13 phU hgp. Ben c<;inh d6, chi s6 Durbin -
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I 
HIS ,797 
Hl4 ,736 
Hl2 ,732 
HIJ ,731 
HI\ ,699 
UT2 
UT\ 
UT4 
UT3 
CP2 
CPS 
CP3 
CP4 
CPI 
SD3 
SD2 
SDI 
SD4 
TL3 
TL2 
TL! 
TL4 
XHJ 
XHI 
XH2 
XH4 

Biing 4: Biing ma trfn xoay nh3n tel 
Nhiin tA 

2 3 4 

,841 
,806 
,794 
,741 

,845 
,778 
,778 
,770 
,702 

,751 
,735 
,694 
,628 
,525 

5 

,718 
,718 
,700 
,582 

6 

,814 
,747 
,713 

Watson (DW) = 2,333 thuQc kholing [1;3] cho nen kh6ng t6n t~i m6i tucmg quan chu6i b?c nh§.t gifra cic 

ph:in sai s6, dfr li9u thu nh?p 10. t6t. 

K~t qua h6i quy cling cho thfiy c6 3 trong 6 bi~n c6 y nghia thbng ke 6 mt'.rc 5% (gill trj Sig. :::; 0,05), m6 

hinh IY thuySt phU hqp v&i dfr li~u nghien cUu. H~ s6 ph6ng d~i phucmg sai (VIF) cUa cic biSn d€u < 2, nhu 

v?y c6 thtb k€t lu?n ting kh6ng xay ra tinh tr;;mg da cQng tuy€n trong m6 hinh. 

Phucmg trinh h6i quy chua chufin h6a c6 d{tng: 

QD ~ 0,343.UT + 0,222.TL+ 0,313.XH 

Phucmg trinh h6i quy chu:in h6a c6 d~ng: 

QD ~ 0,319.UT + 0,182.TL + 0,312.XH 

Biing 5: K~t guii ma tr~n h~ stl ttrO'ng guan 

QD HI UT CP SD TL XH 

QD 
Pearson ,312·· ,487 .. ,168. ,454°· ,467'. ,505 .. 

Sig, ,000 ,000 ,024 ,000 ,000 ,000 

HI 
Pearson ,312·· ,364 •• ,189' ,516· 0 ,488" ,247" 
Sig, ,000 ,000 ,Oil ,000 ,000 ,001 

UT 
Pearson ,487 .. ,364 .. ,240•• ,519 .. ,245 .. ,255°0 

Sig, ,000 ,000 ,001 ,000 ,001 ,001 
Pearson ,168' ,189" ,240" ,293•• ,215" ,272" 

CP Sig, ,024 ,011 ,001 ,000 ,004 ,000 
N 181 181 181 181 181 181 181 

SD 
Pearson ,454'. ,516 .. 519 .. ,293•• ,515'* ,354 .. 

Sig, ,000 ,000 ,000 ,000 ,000 ,000 

TL 
Pearson ,461·· ,488" ,245" ,215" ,515•• l ,490" 

Sig, ,000 ,000 ,001 ,004 ,000 ,000 

XH 
Pearson ,505'* ,247*' ,255 .. ,272 .. ,354 .. ,490 .. 

Sig, ,000 ,001 ,001 ,000 ,000 ,000 
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Trong vi~c dO tim S\T vi ph:,un clic gii djnh hbi quy tuy@n tinh, Bi~u db phiin tan Scatterplot (Hinh 2) cho 
thfiy phfin du chufin h6a philn b6 t~p trung xung quanh tung d9 0, do v~y gici dinh quan h~ tuyen tfnh kh6ng 
viph<;tm. 

Bi6u db Histogram (Hinh 3) cho thfiy duCTng cong nay c6 d:;tng hinh chu6ng, phU hqp v6i c4lng db thi cUa 
phiin ph6i chudn, gi3. trj trung binh Mean xfip xi 0,04, d9 l~ch chufin Ia 0,983 gin bing J, nhu v~y c6 thS n6i, 
philn ph6i phfin du xfip xi chufin, kh6ng bi vi ph;;tm. 

D6 thj P-P Plot (Hinh 4) bi~u di~n cic di~m quan sat thvc t6 t~p tiung kha sat duCmg cheo gifra 
gia tri kY v9ng, c6 nghia ta dfr li~u phfin du c6 phfin ph6i chufin. 

Biinl! 6: HC so hoi QUV 

Hf sO HQ ch11a H~ sOHQ 
chudn h6a chu~n h6a 

MO hinh 
Sai s6 ' Sig, 

Beta 
chuin 

Beta 

H~nl? s6 -,019 ,338 -,055 ,956 
HI ,070 072 ,068 ,963 ,337 
UT 343 ,073 ,319 4,705 ,000 
CP -,061 056 - 066 -1,088 ,278 
SD ,085 097 ,069 ,878 ,381 
TL 222 ,092 ,182 2,421 017 
Xll ,313 ,067 312 4,656 ,000 

R2 dieu chinh: 42,4% 
Th6ng ke Durbin - Watson: 2,333 
Th6ng ke F (ANOVA): 23,077 
Mlrc y nghTa (Sig, ci.ta ANOVA): 0,000 

Hinh 2: Bi€u d8 philn t:in Scatterplot 

_, -· 

Scatterplot 

Dependent Variable: QD 

~ 

0 

_, 

0 

Thbng kf da cl}ng tuy~n 

H~ s6 ph6ng dl}i phuong sai 

650 I 539 
,698 1,432 
874 1,145 

,521 I 921 
,564 1,774 
,715 1,399 

0 

0 

0 

0 

0 

' 
Regression Standardized Predicted Value 

4.6. KiJm djnh S{I" khtic bi~t 

Kiem djnh Levene gi<'i. tri Sig.= 0,199 > 0,05 nen sir d1,1ng kibm djnh t-test 6 dOng Equal variances as­
sumed. K€t quii gi<i tr:j Sig. iJ dOng niy > 0,05, do v~y kh6ng c6 S\f kh<'i.c bi~t vJ Quydt d(nh slr d1,1ng VCB 
Digibank gifra nam vi nfr. 

Sig, cUa ki~m dinh Test of Homogenity of Variances (Bing 7) ct€u l&n hon 0,05 dbng nghia v6i mlrc tin 
c~y 95%, chlrng t6 ring phuong sai cac bi€n quan sat ph1,1 thuQc cllng m(lt nhiin t6 djnh tinh Ja nhu nhau, vi 
th€ c6 thb ti@n hanh ap d1,1ng k~t qua phiin tich Oneway ANOVA phin bi¢t. 

K@t qua kilm djnh One-way AN OVA (Bfulg 8) cho thfiy kh6ng c6 SIJ kh<ic bi~t vJ vi~c quy~t d\nh slr dl,lng 
cUa kh<'i.ch hing ct6i v6i VCB Digibank gifra c<ic d6i tuqng kh<'i.ch h3.ng v@ dQ tu6i, nghf! nghi¢p va trinh dQ 
hQc vfin nhll'ng c6 si;r khic bi~t gifra cic d6i tuqng c6 mlrc thu nh~p khac nhau. 
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Hinh 3: Bi~u d6 Histogram 

Histogram 

Dependent Varlablt: OD 

" 
R•gr•s1lon Stmdardiztd R•sidual 

Hinh 4: DA thj P -P Plot 

Normal P..P Plot of Regression Standardized Residual 

Dependent Variable; QD 

"' 
~ 

' ~ 
E "' , 
u 
~ • 0 • "' ~ • w 

"·' 

"" "" "' 
Observed Cum Prob 

tl1c'!:ltll ! \)_(}$. 
SI~ OtY.•0933 
ti• 191 

'·' 

83.ng 7: K~t qua Sig. clla ki~m djnh Test of Homogenity of Variances 
D{t tulii Ngh~ nghi~p Thu nh¥.p Trinh di} 

Sig. 0,762 0,481 0,296 0,510 
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Biing 8: K€t qua ki€m djnh Oneway ANOVA 
Tling cac binh 

Df 
Trung binh binh 

F Sig. 
phu«ng phU'O'ng 

Giiia c.ic nh6m 6,983 3 2,328 4,380 0,005 

BQ tu6i Trongnh6m 94,079 177 0,532 

T6ngcQng 101,062 180 
Gilia cfic nh6m 4,914 5 0,983 1,789 0,117 

Ngh2 nghi~p Trongnh6m 96,148 175 0,549 

T6ng cQng 101,062 180 
Ghia cfic nh6m 4,550 3 1,517 2,782 0,042 

Thu nh~p Trong nh6m 96,512 177 0,545 

T6ng cQng 101,062 180 
Gifra c:ic nh6m 1,762 4 0,431 0,764 0,550 

Trinh dQ Trong nh6m 99,336 176 0,564 

T6ng cQng 101,062 180 

5. K~t lu~n va hilm y quan trj 

Sau qua trinh ph<in tich, k6t qua nghiCn clru cho thdy 3/6 nhftn t6, bao gbm "BiSu ki~n thu~ lqi", "Mlrc 
d9 uy tin" va "Anh huOng xa hQi" c6 Y nghta vi tic dQng di:n biSn phv thuQc, 3 nhan t6 cOn h;ii, bao gbm 
"Tinh hfru ich", "Tinh cte sir dµng" va "Cam nh~n chi phi" duqc dinh gia kh6ng gay anh huOng d6n quy6t 
dinh sfr di;tng clla kh8.ch bing, Bay Ia ca s& ct& cac nh3 quiin trj ngiin h<ing Vietcombank Iuu 'J khi xay d\fng 
chi6n phit tribn chi6n luqc ng§.n bing s6. 

ThU nhdt, mll'c tl{J uy tin 

Theo m6 hinh hbi quy d~t duqc, y6u t6 "uy tin" duqc coi Ia quan tr9ng nhdt khi khach bing quy6t djnh 
sir dvng VCB Digibank. Chinh vi th6, Vietcombank cfin phiii chU tr9ng ph<it huy dibm m~ nay th6ng qua: 

M(it lii, xay di,mg tfim nhin va IQ trinh c<li tiSn bii ban cho chidn lu(lc phcit triJn ngti.n hdng s6 Digibank. 

"Tfim nhin, m1,1c tiCu rO r<ing; IQ trinh bii biin vi kha thi". B§.y Ia hai y6u t6 tien quy6t x<ic djnh kh<i n<ing 
thanh c6ng clla qui trinh chuy6n d6i ng§.n h<ing s6 trong mOi Ngan hang. M\lc tiCu c.1n duqc xac djnh d\fa 
trCn dfiy dll cac kh[a C{lllh, cang chi tiSt va ae dang luqng h6a thi khii ni'ing th\fC hi~n thanh c6ng se c<ing 
cao. Vi dv, xac djnh rO tY I~ cac giao djch slr dl)ng kCnh Digibank (trCn 70°/o), tY tr9ng doanh thu tlr kenh 
Digibank (chi6m 50% doanh thu toan ngftn hang) 

Jlai Id, phtit triJn Digihank nhu m9t h? sinh thcii sdn phdm tdi chinh hodn thifn vii todn difn cho khtich 
hdng, 

Digibank cfin dip Ung tlr nhu cfiu truySn th6ng nhu chuy€n tiSn, gfri ti€t ki~m, cho t&i c<ic san phfun mang 
tinh gia trj gia ti'ing cao nhu quan l)' dOng tiSn t~p trung, quiin l:Y tai chinh ca nhan, cung cdp c<ic san phdm 
dfiu tu, khuySn nghi chi tieu hi~u qua ... 

Nhu dil phan tich & tren, dibu ki~n thu~n Jqi 13. mQt trong nhfrng y€u t6 Mng d<iu dJ kh<ich hing Iµa ch9n 
san phfim Digibank clla cac ngan hang. Th~ gi6i ngay cang phat triSn va nhu cfiu ciia con nguOi gia tang, 
hu6ng t&i nhling san phfim tai chinh tien ti6n va c6 gia tri th~ng du cao. 

B6i v&i khach hang ca nhftn, cac nhu cfiu m&i phat sinh vS kh~ng dinh ca tinh, quan l:Y tii chinh th6ng 
minh, tich hqp dfiy dU cac tinh ni'ing dip Ung nhu ciu chi tieu hang ngay nhu thanh toin di~n nu&c, d~t ve 
may bay, ve xem phim, nha hang, du lich d1i ta mQt xu th€: tdt y6u. B6i v6i khach hang doanh nghi~p, viec 
dua Jen ·nln tang s6 tit ca giao djch vb quan I)' dOng tiSn, thanh toan qu6c tS, tai trq thuang m{li, thflm chi 
t<li trq tr9n g6i chu6i cung Ung se gillp gi<im thi~u t6i da th&i gian di I11i t&i ngan bing, nang cao tinh b<lo 
mflt th6ng qua blockchain, giclm thibu tic nghiep thU c6ng qua d6 gi<lm s6 Iuqng nhftn vien va t6i uu chi phi 
Iuang, lam giiu cho doanh nghiep. Nim duqc cac nhu cfiu tic dQng t&i hinh vi khach hang se giUp ngiin 
h8.ng c<li ti6n Digibank Jen mQt tfun cao m&i, phvc Y\l va ctap Ung t6i da nhu cfiu khach hang. 

VCB cUng c.1n kh6ng nglrng cii thi~n va nang c§p h~ th6ng djch vv s6, cUng v&i d6 Ja tang cuCmg bao mflt 
th6ng tin, giiim thi€u t6i da nguy ca t§n c6ng an ninh m{lng, x&y d\fllg h~ th6ng c6ng ngh~ th6ng tin vfrng 
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m?nh, dQi ngG. nhin sµ c6ng ngh9 th6ng tin cAn c6 kien thlrc sau rQng v~ ngiln hang va c6ng ngh9. 

ThU· hai, tinh hu'itng ciia xii h(Ji 

Anh huOng ell.a xii hQi duqc d3.nh gi<i tac dQng m?nh thlr hai ct€n quy8t djnh sU di;ing cUa kh<ich h<'ing. 
Vietcombank cAn ctAu tu chi phi m~nh me cho marketing, dua slin phim phU khipdiri s6ng thuCmg nh~t, dcm 
san phim d8n 1n9i nh<'i., d~c bi9t Ii marketing qua c<ic kCnh n1;:ing xii hQi, qua nguCTi n6i ti8ng, qua k6nh brin 
cheo s<in phim. B6ng thCri, lu6n quan tam dSn nhu cAu cU.a nguCTi dUng, c6 ging ph<it buy t?o fin luqng, vita 
ct€ thu hilt kh<ich h3ng m6'i, vl:ra d& gifr chftn cic kh<ich h<'tng cil. Chinh vi v~y, d€ VCB Digibank c6 th~ dQt 
phi trong khi cac ngiin h:lng d~u c6 chi6n luge va C?nh tra11h gay git thi vi~c bUt ICn, d5.n <lit thi hi8u nhu 
ciu kh3.ch h<lng 13 di~m tn;ing y6u trong mftt xich xiiy dvng vi thS VCB Digibank tren thi trubng. D€ Jam 
duqc diSu d6, VCB cdn: 

- Nghien clru thi hi Suva hanh vi khc\.ch hang dl,l'a tr8n cc\.c kh<lo sit, t?n dµng ngu6n dfr li~u !On nQi b9 (cic 
giao djch chuybn tiSn, chi tiCu the) d6ng thCri kSt n6i v&i cic ngubn dfr li¢u l&n Bigdata tir Facebook, Google. 

- Dv bllo nhu cdu va hitnh vi tieu dilng, dfi.u tu s<in phi.in tai chinh. 

- Truybn th6ng, Marketing nhim ddn d5.t thi tnrbng hu&ng v<io sO.n phfim mµc ti6u. 

- Lien tµc dinh gii hi~u qua va cO.i tiSn cac Ung dµng, san phftm tren Digibank. 

Thlr ha, diJu kifn thu(in !pi 

M{)t IQ, n<ing cao ca s& h? t.ftng va c6ng ngh~ ky thu?t s6. 

Db dip lmg dugc cc\.c nhu cftu phit tribn d6i v&i Digibank, ca s& h? tAng chinh 18. nbn tang quan tr9ng. 
MQt ca s& h? ting ky thu?t s6 m;:inh, c6 khO. ni'lng kSt n6i tfch hqp gifra cic ngilnh, linh Vl,l'C se g6p phiin m& 
rQng h~ sinh thc\.i s6, tribn khai tran tru va mugt ma cac d!ch V1,1 tren nbn tang s6, d<'i.p Ung s6 Iuqng l&n khc\.ch 
hkng ma kh6ng c6 cac !6i gi?t, lag, ilnh huirng t&i triti nghi~m nguOi dllng. Chinh vi v?y, VCB cin luu )': 

- Dv to<'i.n ngftn sich dAu tu citi thi~n ca s& h? ting ky thu?t s6 thuCmg xuyen; 

- Nang cftp h? ting xlr ly, phftn lo?i dir lieu, 18.m sl;}ch va x6a bO cac dibm lilng phi tai nguy6n Icy thu?t s6; 

- N3.ng cip c6ng kSt n6i v&i Trung t<lm th6ng tin tin dµng qu6c gia va v&i h¢ th6ng quitn IY rUi ro vi d<'i.nh 
gii tin dµng cUa cac t6 chUc tin dµng. 

Ngftn hfuig ciin ditm bO.o dap Ung dllng nhu cftu va h6 trg cho nguOi dllng dUng thOi dia1n, dUng mµc dich. 
Ngo<ii ra, thuCrng xuyen t6 chlrc b6i du&ng d<io tl;}o, kib1n tra gifun sit nhan vien nhitn dinn bao trinh dQ lam 
vi~c chit luqng, hi~u qua cGng 13. mQt vin db ng3.n hilng n6n quan tam. 

Hai !ii, chuJ.n bi ngu6n nhdn l1;rc chdt hr(Yng cao cha phcit triJn ngiin hdng sd. 
- D6i v&i c6ng tic tuy6n dµng, ng§.n h8.ng cAn chU dQng vi tich cµc ph6i hgp v&i c.iic dan vi dao t;:io trong 

viec x.iic djnh nhu ciu, phfnn chit va cic k:Y niing cdn thiSt clla c.iin bQ khi tuybn dµng, qua d6 g6p phiin djnh 
hinh c6ng tac dilo t;:io ngubn nh§.n lµc cho ng§.n h3.ng. T6 chUc c.iic dgt truybn th6ng, quing bi hinh ii.nh vii 
h6 trq c.iic g6i h9c b6ng cho sinh vien cac truOng d?i h9c trong khbi ng<'i.nh t<'ii chinh - ngan h<'i.ng. 

- C6 co chS, chinh sach dili ngQ d~c thU ct6i v&i cac vi tri chuy6n m6n dOi hOi khi niing thich Ung chuy€n 
ct6i s6 cao vi d1,1 cac chuy6n gia ph3n tich dfr li~u l&n, chuyen gia 1n6 hinh h6a nhim thu hilt nhfin tili tren 
thi tnrbng. 

- B6i v&i ngu6n Ive hi~n tq.i: dil.o t~o c.iic k)r niing trong thOi d~i chuySn d6i s6 m&i nhu: 1n6 hinh Agile, 
nh?n thlrc vb dU li~u, design thinking. 
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