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Bai nghién ciru ndy nham muc tiéu tim ra nhitng nhan t6 then chot anh hwong dén quyét
dink sir dung ngdn hang s VCB Digibank tgi Ngdn kang TMCP Ngoai Thuong Viét Nam
(Vietcombank). Nhom tac gid di hé théng hoé nhitng van dé Iy tugn lién quan dén ngén hang
56 va hanh vi sit dung sdn pham dich vy ciia khach hang, dong thoi phdn tich tinh hmh thue
trang phat trién VCB Digibank. Tir d6, nhom tdc gic dé xudt mé hink nghién ctru gom. bién
phu thuée Ia Quvél dinh stk dung va 6 bién déc ldp gém: (1) Uy tin ctia ngdn hang, (2) Diéu
kién thudn lgi, (3) Anh hwdng xd héi, (4) Tink hivu ich, (5) Tink dé sir dung, (6) Cam nhan chi
phi. Qua thye hién khdo sat cde doi twong da va dang su dung ngdn hang so VCB Digibank
va thu vé 276 phidu két qué hop 16 (trong tdng 421 ph:eu) nhom tdc gia thire hién md héa dir
lidu va tién hanh xir Iy, thuc hién phin tich qua phan mém SPSS 20.0. Két qud chimg minh
rdng 3 trong 6 nhan 16 dgc ldp dwoe dé xudt ¢é tac dong dén hanh vi quyét dinh st dung VCB
Digibank véi mire d6 anh hiedng gidm dan, bao gom: (i) Uy tin ciia ngan hang; (1i) Piéu kién
thugn loi; (it} Anh huong xa hji. Dua trén két qud do, nhom tée gia de xudt giagi phdp dé gép
phan thiic d‘ay khach hang ra quyez dinh sir dung VCB Digibank thong qua viée tdp trung nang
cao uy tin cua ngdn hang, tang cuong va tdn dung 16i da mirc d6 anh hurdng cia xd hoi, tao
thém nhiéu tién lch va diéu kién thudn loi cho khach hdang khi sir dung VOB Digibank.
Tir khod: Nhan t6 dnh hudng, dich vu ngan hang s, quyét dinh sir dung, VCB Digibank,
Victcombank.
Mi JEL: G21, G24

Determinants influencing the decision to use VCB Digital Bank

Abstract.

This research aims to find out key dererminants influencing the decision to use digital bank
at Joint Stock Commercial Bank for Foreign Trade of Vietnam. Theoretical issues related to
digital banking and customers’ behavior of using products and services are reviewed, and
current situations of VCB Digital bank development are analyzed. Accordingly, we design a
research model including a dependent variable (Decision to use), and six independent factors
of (i} Reputation of the bank, (ii) Favorable conditions, (ifi) Social influence, (iv) Uscefulness,
(v) Ease of use, (vi) Perceived cost. Through conducting a survey by collecting 276 valid votes
(out of 421 votes), we investigate the statistical significance of these determinants by using
SPSS 20.0 software. The results show that three out of six independent factors have an impact
on the decision to use VCB Digital bank with decreasing influence, including Reputation of
the bank, Favorable conditions and Social influence. Based on the findings, we propose some
suggestions to promote customers for making decisions to use VOB Digital bank including
promoting the bank’s prestige, making use of social effect as well as providing more favorable
conditions.

Keywords: Determinants, digital banking, decision to use, Vietcombank.
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1. Pit vén ad

Trong xu hucng nén kmh té hién nay, vai cuoc céch mang 4.0 trén toan thé gidi, vice day manh img dung
va phat trién nén ting s6 12 mot xu thé tht yéu boi n6 mang lai rit nhidu lgi ich, néing cao lgi thé canh tranh
cho cac doanh nghiép ndi chung va ngan hang n01 riéng. Dic bit trong tinh hinh dich bénh Covid-19 van
con didn bién phire tap, cic ngan hang can phai nd lyc déi méi, sé hod nhanh chéng cic dich vu dé c6 thé
bt kip xu hudng (Tran 2021)

Trén thé gidi, van dé so hoa tai cdc ngan hang khdng con 14 mt khai mem xa la. Hau hct cac ngan hang
1ém dd ddy manh diu tu s§ hod trén cdc nén tang cta minh. Cac ngén hang sin sang ddu tr s6 tién rat 16n vao
cong nghé méi nhat, chdng han nhw JP Morgan Chase (riéng nim 2018) d3 chi 10,8 ty d6 cho chi tiéu chng
ngh¢, HSBC dau tw manh mé hon 2,3 ty 46 la tir 2018 cho chuyén dbi s6 (Vii Hong Thanh, 2020).

Khéng nam ngoai xu thé d6, cac ngan hang Viét Nam ciing dy manh {rng dung cac nén tang sé vao trong
c4c hoat dng nhim ting cudng didm tuong the giita cac khach hang (Nguyén & cong s, 2020). Ngay 16
thang 07 nim 2020, Ngan hing TMCP Ngoai thuong Viét Nam (Victcombank) d chinh thirc ra mét dich
vu Ngan hang s& hoan toan m&i VCB Digibank trén co sé& hop nhit cac nén tang giao dich trrc tuyén, thay
thé cho cac dich vy Internet Banking va Mobile Banking trudc diy ctua ngan hang, Do thi trrong co mirc
d¢ canh tranh khé gay gt doi hoi VCB Digibank phai c6 nhitng tién ich dic thi d thu hut khach hang. Bai
nghién ctru nay gdm ba phin chinh: (i) Co s& 1y thuyét va mé hinh nghién cir; (ii) Phurong phap nghién cim;
(iii) Két qua nghlen clr va thao lugn. Myc tidu ciia bai viét [a lam rd cac nhén td anh hudng va mirc do téc
déng dcn quyét dinh sir dung dich vu VCB Digibank ctia khach hang ca nhén, tir d6 nhém tic gia sé duara
mdt sb gidi phap nhim céi thién céc yéu 16 c6 tac ddng manh, ning cao chat lugng dé gitr chén céc khach
hang hién tai va thu hut thém cac khach hang chua quyét dinh s dung dich vu.

2. Co s Iy thuyét va md hinh nghién ciru

2.1. Cic mé hinh Iy thuyét dinh gid hanh vi chip nhin si dung dich vu

M6 hinh thuyét hanh déng hop Iy

Ly thuyét hanh déng hop 1y (Theory of Reasoned Action - TRA) dugc phat tridn 1dn ddu vao ndm 1967
b&i Martin Fishbein, sau d6 di duge sira ddi va mé rong béi Martin Fishbein ciing voi Ieck Ajzen vao nim
1975. Ly thuyel gilip kiém tra hanh vi ngudi tiéu dung cling nhu xac dmh khuynh huéng hanh vi ¢ha hg. Cu
thé, 1y thuyét di chi ra cac yéu 16 tac dong dén hanh vi con ngudi bao gdm:

(i) Thai 89 d@di véi hanh vi (Attitude toward behavior): d& cap dén viée ca nhan danh gia tich cuc hay tidu
cue vé vige thuc hién mét hanh vi. Khi mét cé nhén tin rang thue hién mét hanh vi s& dem lai két qua t6t
cho ho thi ¢a nhén do hinh thanh suy nghi, thai dé tich cuc va thyc hién hanh vi dé. Nguge lai, néu ngudi dé
cho rang thure hién hanh vi mang lai két qua xau thi s& ¢6 thai 46 tiéu cue vé hanh vi va tir choi thue hién no;

(i) Chuén chit quan (Subjective Norms): 13 niém tin ring mot ngudi hodc mdt nhoém ngudi quan trong s&
chap thudn va ting hd mdt hanh vi cy the;

(iii) Y dinh hanh vi (Behavioral Intention): dai dién cho “du hidu v& sy sin sang thire hién mét hanh vi
ctia mot nguoi” (Ajzen, 1991), dugce quyét dinh dya trén thai dd cua ca nhin va chufn chit quan xung quanh
hanh vi d6, cang tich circ va manh mé thi ¥ dinh thyc hién hanh vi cang cao;

(iv) Hanh vi (behavior): 1a mdt hoat dong thé chit ¢6 thé quan sat dugc ciia mot c4 nhén trong mot hoan
canh va muc tiéu cu thé.

MG hinh Iy thuyét hanh vi cé ké hoach (TPB)

M6 hinh durgc Ajzen dua ra vao nim 1991 dya trén nén ting sin ¢ ciia “Ly thuyét hanh d6ng hop 1y va
“Ly thuyét kha ndng thyc hién hanh vi”, b6 sung thém nhén té “nhén thirc vé kiém soat hanh vi” gitip hoan
thién, tang d¢ chinh xac cho md hinh. M6 hinh TPB bao gém 3 nhén t6 chinh:

(i) Thai ¢ va thai @ d6i voi hanh vi: Thai d6 d6i véi hanh vi (Attitude toward the Behavior) 13 danh gid
(c6 thé thuan lgi hoac bat 1gi) ciia mdt cd nhan dya trén két qua nr viée thye hién mot hanh vi;

(ii) Niém tin theo chudn muc chung va quy chuén chil quan: Niém tin theo chudn mire chung (Normative
belief} la niém tin, nhan thirc ctia mét ¢4 nhén vé nhitng chudn myre chung cia x3 hdi, vé nhimg gi mo1 ngudi
nghi rang ca nhén d6 nén hay khéng nén thuc hién hanh vi d6. Quy chuan chi quan (Subjective norm) 1a
nhén thire, suy nghi ciia mot ca nhén cy thé, bi énh hudng béi suy nghi va sy phén xét clia nhimg nguoi cod

56 305 thing 11/2022 39 Kinh {éicPhat {rién




anh hudng quan trong dén c4 nhan do;

(111) Niém tin v& su tu chii va nhin thic kiém sodt hanh vi: Niém tin ve sir tr chi (Control beliefs}) la
niém tin cia ca nhan v& kha ning kiém soat, thire hién durge hanh vi, bao gdm cdc nhén t6 thudn lgi tao dién
kién va nhirng nhan t& can tro viée thyc hién hanh vi. Nhén thire kiém sodt hanh vi {Perceived behavioural
control): 14 nhan thirc ¢iia ca nhén vé sur thuén loi hay khé khan trong thue hién hanh vi.

M& hinh chdp nhin céng nghé TAM

Davis (1989 d3 pht trién mé hinh chip nhan céng nghé vai muc dich co thé giai thich hanh vi chip nhan
cdng nghté cha ngudi sir dung trén sy anh hudng cia cic véu

(i) Nhén thirc tinh hitu ich: mirc do méa ai dé tin rang viée st dung mét hé théng cu thé sé nang cao hon
hiéu qua lam viéc ciing nhu ting hidu suft

(i1) Nhén thire tinh dé sir dung: Sy dé dang clia mét hoat ddng cu thé nao do lién quan dén viéc thuc hién
hay cdc thao tic d& dang dé lam

MG hink chip nhin cong nghé mé réng Extended TAM

Luarn & Lin (2005} dd md& rong md hinh TAM duya trén céc tai liéu lién quan dén ly thuyét vé hanh vi cd
ké hoach (TPB) va TAM, nghién clm ndy ma réng kha néng 4p dung cua TAM trong béi ca’mh ngén hang di
dong, bing cach thém mét ciu tric dyra trén nidm tin (“do tin ciy duge cim nban™) va hai cdu tric dua tren
nguon Tue (“hiéu qua tur nhén thire™ v “chi phi tai chinh duge nhin thire™) vac mé hinh, ddng thoi chi ¥ can
than dén viée dit cdc chu tric nay trong cAu trie danh muc hién c6 cia TAM.

Cing nim dé, Wu & Wang (2005) dua trén md hinh Extended TAM thém vao: Cam nhén rui ro va chi phi
tai chinh. Tiép theo do, Jeong &Yoon (2013) ciing dyra trén mo hinh TAM mé réng, nghién ciru phén tich
dua trén 5 cam nhin clia ngudi st dung anh hudng dén quyét dinh sir dung mobile banking tai Singapore (sur
hitu ich, dé sir dung, sir tin nhiém, tw cam nhéan hi¢u qua va chi phi tai chinh), voi két qud dem lai cam nhén
s hitu ich ¢6 dnh hudng 1on nhét, con cam nhén chi phi tii chinh thi khdng cé anh huémeg.

2.2. Pé xuiit mé hinh nghién civu

Téng hop tir 1y thuyét, md hinh hay ké thira tir cic bai nghién ciru trong murée va trén thé gidi (Devesh &

Hinh 1: M& hinh nghién ciru
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Al Lawati, 2020; Kaur & cng sy, 2021). Nhém nghién ciru dé xuit sir dung md hinh TAM mé& ring sau khi
chitt Igc va lua chon nhitg yéu t6 pha hop dé xay dirng mé hinh nghién ciru, cu thé;

Céc gia thuyét dua ra:

H1: Cam nhén d€ sir dung ¢6 tic dong tich cue trong quyét dinh sir dung ngén hang s VCB.

H2: Cam nhin dé st dung c6 tac ddng tich cuc trong quyét dinh sir dung ngén hang sb VCB.

H3: Sy uy tin c6 tic ddng tich cyc trong quyét dinh sir dung ngéan hang s6 VCB.

H4: Chi phi ¢6 tie ddng tidu cuc trong quyét dinh sir dung ngan hang sé VCB.

H35: Diéu kién thuén loi cé tc déng tich cyuc trong quyét dinh sir dung ngén hing sé VCB,

H6: Anh huéng ciia xa hdi ¢b tac dong tich cuc trong quyét dinh st dung ngén hang sé VCB.

3. Phuong phap nghién eiru

Sau khi téng hop tir 1§ thuyét, mé hinh hay ké thira tir cdc bai nghién ciru trong nudc va trén thé gidn.
Nhém nghién ciru da chit loc va lya chon nhimg yéu t5 phi hop dé xdy dung mé hinh nghién ciru (Hinh 1)
vé& c4c nhén té dnh huéng dén quyét dinh sir dung Digibank cia ngén hang Ngoai Thirong Viét Nam.

Nhom nghién ctru lya chon khu vure khao sat 1a tat ca nhitng khach hang dang sinh séng va lam viéc tai
Viét Nam dang sir dyng VCB Digibank va mot s6 nguoi ¢é lién quan trong nhidu nganh nghé, Iinh vire voi
gidi tinh, noi séng, d6 tudi, trinh dé va thu nhip khac nhau, Mic da pham vi nghién ciru tip trung vio cic
khach hang dang sir dung Digibank nhung nhém nghién ctru di khio sat mé rong ké ca nhiing ngudi chira
sir dung va da timg st dung dé tir @6 c6 dit liéu danh gid, phan tich, dia ra kién nghi cho ngén hang Ngoai
Thuong Viét Nam,

Nghién ctru duge ndy duge thu miu khdo sat tir thang 01/2022 dén thang 03/2022 v d3 dat duge 421
phén héi, nhung sau khi kiém tra lai thi ¢6 145 phan hoi 181, bit hop 1y va chi con 276 phan hdi phi hop véi
nghién ciru, Kich thude miu dat yéu chu tiéu chudn coa Bollen (1998), Hair & cdng su (1998) 1a 16n
hon 5 14n sb luong bién quan sat (t6i thidu 150).

Pé do hromg thai d6, mirc cam nhén coa dbi tugng tham gia khao sat, cac bién quan sat dugc do
hrong bing thang do Likert v6i 5 mire d6 phé bién sau: (1) Rat khong dbng ¥; (2) khéng ddng v;
(3) binh thudng; (4) dong ¥; (5) rit ddng ¥. Toan bd mAu hop 1é duge xir 1y dit liéu bing phin mém
SPSS dé tién hanh cac bude phin tich dg tin cdy, phén tich twong quan, phan tich nhén t§, phin tich hdi quy
vi kiém dinh gia thuyét trén co s bang hoi duge xay dung vai 6 bién déc lap (Cam nhan hitu ich, Cam nhan
dé sir dung, Uy tin, Cdm nhén chi phi, Anh huéng x3 héi, Pidu kién thudn 1gi) cé anh huéng t6i bién phuy
thude la Quyét dinh st dung VCB Digibank. Cu thé nhu sau:

Béing 1: Thang do eic nhin 6 dnh hwing téi quyét dinh sir dung VCB Digibank

Ky hiéu Nhin t§ anh hwéng Ngudn
CAM NHAN HUU {CH
Cho phép thuc hién nhiéu dich vu ngin hang Fortes & Riia {2016)
HI1 trén mdt ting dung cia ngén hang 5o (kiém tra

cic giao dich, thanh toén hoa don, chuyén
khodn, mua sém, giri tiét kiém, vay ...}

HI2 Tiét kiém chi phi (Chi phi di chuyén, chi phi Fortes & Rita (2016)
cohdi...}
HI3 Cho phép thue hién cac giao dich mei hic, Fortes & Rita (2016}

mei noi tiét kiém thi gian

HI4 Cac giao dich duge thye hién mét cich nhanh
chong va dd chinh x4c cao

HI5 Nhin chung ti thiy hiru ich khi sir dung Fortes & Rita (201 6)
VCB Digibank
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CAM NHAN DE SU DUNG

5D1

Giao dién bat mét, d nhin, d& dang tim kiém,
truy cip va st dung cac dich vy trén VCB
Digibank

Fortes & Rita {2016)

SD2

Cac thao tac trén VCB Digibank rit don gian

Fortes & Rita (2016)

SD3

Co thé d& dang thuan thuc sau vai in thuc
hién céac giao dich

Fortes & Rita (2016)

SD4

Nhin chung VCB Digibank dé sir dung

Fortes & Rita (2016)

SU UY TIN

UT1

T3i cam thiy an toan khi thuc hién céc giao
dich trén VCB Digibank

Singh & Srivastava (2020)

UT2

T6i tin rang théng tin giao dich va théng tin
ca nhan (thdng tin tai khoan, s& du, lich sit
giac dich ...) ¢cha minh duge bao mit khi st
dung VCB Digibank

Luam & Lin (2003), Yu (2012), Fortes & Rita
(2016), Singh & Srivastava (2020}

UT3

Téi tin ring cic sy ¢b vA 10n thit khi giao
dich trén VCB Digibank 1a hi hiru va déu
duge gidi quyét mdt cach it tdn thit nhat.

Foon & Fah (2011)

UuT4

Nhin chung, VCB Digibank 1 dang tin cay
do1 vai toi

Singh & Srivastava (2020)

CAM NHAN CHT PHI

CP1

Chi phi st dung VCB Digibank 1& khoan chi
16n hang thang déi véi toi (phi duy tri tdi
khodn, phi chuyén khoan. ..}

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

CP2

Téi phii tén nhiéu chi phi két ndi khéng day
(VD: Wifi, 4G)

Scripalawat & cdng su (2011), Yu (2012)

CP3

Chi phi mua va cai dat thiét bj (VD: dién
thoai, may tinh...} dé sir dung VCB Digibank

Luarn & Lin (2005), Scripalawat & cong su (2011),

Yu (2012)

14 tén kém

CP4

Chi phi sir dung VCIB Digibank cao hon so
v cic kénh giao dich khac (Vp: Internet
banking, ATM, giao dich truc tiép tai qudy
.

Scripalawat & cong sy (2011), Yu (2012)

CP5

Nhin chung, cac khoan chi phi lién quan
khién t6i cén nhic khi sir dung dich vy VCB
Digibank

ANH HUONG XA HOI

XH1

Vidc banlbé, ngudi than sir dung lam cho 161
cling muon sit dung VCB Digibank

Singh & Srivastava (2020}

XH2

Cac trang mang xi hdi (Facebook, Tikiok,
Instagram...) va phuong tién truyén thong dai
ching giup 151 biét dén va sit dyng VCB
Digibank.

Singh & Srivastava (2020)

XH3

Do tinh chit céng viéc yéu cdu 16i su dung
V(B Digibank

Singh & Srivastava (2020)
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XH4 Viée nhitu pguc‘ri xung quanh sir dung khién Singh & Srivastava (2020)
to1 cling mudn sir dyng VCB Digibank
PIEU KIEN THUAN LOIT
TL1 Piéu kién vé co s&r vat chét (dién thoai, may Yu{2012)
tinh, internet ...) ctta tdi thudn Igi cho vigc str
dung VCB Digibank
TL2 Téi c6 di kién thire can thiét 4 st dung VCB Venkatesh & cdng sy (2003), Zhou & cdng s
Digibank (2010), Foon & Fah (2011), Nguyen Duy Thanh &
Cac Hao Thi (2011)
TL3 Nhén vién ngén hang luén sén sing ho trg lic | Venkatesh & cong sy (2003), Gu & cdng sir (2009),
khach hing gip sw cd khi sit dung VCB Zhou & cong su (2010), Yu (2012)
Digibank
TL4 Nhin chung c6 nhidu didu kién thuan lgi dé | Venkatesh & cong s (2003}, Zhou & & cing su
toi sir dung VCB Digibank {2010, Foon & Fah (2011)
QUYET BINH SU DUNG
oDl T6i c6 dong luc manh mé dé sir dung VCB Digibank
Qb2 T4i sé tiép tuc sir dung VCB Digibank
Qb3 T5i sin sang gidi thidu VCB Digibank téi ngudi khéc
Bing 2: Thong ké miu nghién cirn
Théng ké miu Nii dung Tén sut T§ i
e Nam 112 40,6%
Gidd tinh NG Tod 59.4%
Dudi 20 tudi 73 26,45%
D5 tudi Tir 20-40 tudi 163 39,1%
P ol Tir 40-60 tubdi 28 10,15%
Trén 60 tudi 12 4,3%
Hoc sinh, sinh vién 186 67.4%
Nhin vién vin phong 26 9.4%
Nehé nehié Céng nhén vién chire 27 9,8%
ghe nehicp Kinh doanh buén ban 24 8,7%
Ty do 3 1,8%
B nghi hiu 10 3,6%
12/12 25 0,6%
Trung cAp 18 6,5%
Trinh dé hoc véin Cao ding 11 4%
Pai hoc 196 71%
Sau dai hoc 26 9,4%
Durdi 5 triéu 169 61,23%
R 5—10 triéu 45 16,3%
Thu nhip 10— 20 triéu 44 15,94%
Trén 20 tridu 18 6,53%

4, Két qua nghién ciru va thao luin

4.1. Déc diém mdu khao sit

Mau ¢6 276 dbi tuong, trong d6 c6 112 nam (chiém 40,6 %) va 164 nix (chiém 59,4%), trong 6 do tudi
tlr 20 — 40 tudi chiém cao nhit (173 ngudi, 59,1%), it nhit [a sb ngudi trén 60 tudi (12 ngudi, chiém 4%).
Nghé nghiép chi yéu 13 hoe sinh, sinh vién (186 ngudi, chiém 67,4%), nhan vién viin phong vd cong nhin
vién chirc (tdng 53 ngudi, chiém 19%), kinh doanh budn ban, ngudi nghi huu va 1am nghé ty do chiém thiéu
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s8 (14%). Nhém ngudi ¢o thu nhip tir dudi 5 triéu 14 169 nguoi chiém 61,2% bai sb lrgng tham gia khdo
sat chi yéu 1a hoc sinh, sitth vién. Thu nhép tir 5 dn 10 tridu co 45 ngudi (16,3%) va thu nhap tir 10 dén 20
triéu/thang (44 ngudi, chiém 15,94%), con lai 13 nhém thu nhap 18n hon 20 tri¢u. Trinh 4§ dai hoc ¢6 196
ngudri (chiém 71%) va con lai 1a trinh 46 12/12, cao ding va trung cdp.

Bang khio sat dwgc chia ra thianh 2 phén: mét phén danh cho cac dbi trgng chura tham gia sir duyng VCB
Digibank, mdt phan danh cho d6i tugng 43 timg va dang st dung VCB Digibank. Trong mau 276 ngudi
tham gia, ¢0 95 nguoi chua sir dung va 181 ngudi di va dang sir dung.

Déi vai nhimg di twong di va dang sir dung VCB Digibank, mirc d6 giao dich thi thodang (2-5 lAn/tuin)
chiém ty trong cao nhét, ding thi hai Ja mic d6 giao dich thudng xuyén (5-10 ldn/tudn). Tinh ning duoc
sir dung nhidu nhét 14 chuyén tién, tiép theo 13 tinh ning mua siim online. Ngoai ra, tinh ning ndp tién dién
nude, internct va tiét kiém duge st dung kha phd bién.

4.2. Kiém dinh dj tin cdy thang do

K&t qua tai Bang 3 cho thdy, tit ca cac bién déu c6 hé sb Cronbach’s alpha > 0,7 va cac hé s6 twong quan
bién — témg déu > 0,3 nén céc bién dat yéu ciu vé d6 tin ciy va déu duge sit dung cho phén tich EFA tiép
theo.

Biang 3: Kiém djnh d§ tin ciy thang do

HE s6 twong quan bién —

Bién quan sat $6 bién quan sat Cronbach’s Alpha téng nhd nhit
Tinh hitu ich (HT) 5 0,850 0,614
Tinh dé str dung (SD) 4 0,850 0,647
Su uy tin (UT) 4 0,862 0,648
Cam nhén chi phi (CP) 5 0,851 0,606
Anh huong cta x@ hoi (XH) 4 0,748 0,399
Bidu kién thudn loi {TL) 4 0,748 0,433

4.3. Phén tich nhin 13 khdm phd

Két qua phan tich EFA cho 26 bién quan st ddc 1ap dai dién cho 6 nhan té déc lap cé hé s KMO = 0,827
v mirc y nghia (Sig. = .000) cia kiém dinh Bartlett’s 5%, tir 6 do khzing dinh cac dif liéu dugce sir dung a
thich hop sit dung trong nghién ctm nay. H§ so tong phuong sai trich 1a 68,323% > 50%, cac nhén t6 déu co
Eigenvalue (gia tri riéng) > 1, cho biét 6 nhin té sir dung trong md hinh gidi thich dugc 68,323% bién thién
cac dir licu.

Phan tich nhan t& bién phy thudc Quyét dinh sir dung VCB Digibank cho thiy hé s6 KMO dat = 0,683 va
mitc ¥ nghia (gia tri Sig. = .000) clia kiém dinh Bartlett s 5% cho thay cdc bién nay co twong quan vi nhau
va hodn toan phil hgp véi phan tich nhin t6. Hé s tong phuong sai trich 13 73,596% va chi sb Eigenvalues

(gié tri riéng) dat 2,208, vay 3 bién quan sat cia bién phy thudc da trich ra 1 nhén t& véi tng phirong sai
trich dat 73,596%.

4.4. Ma triin hé sé trang quan

Pé xem xét turong quan gitra cic bién déc lap HI, 8D, CP, UT, TL, XH va bién phu thude QD, ta sir dung
kiém dinh Pcarson. Két qua phan tich cho théy, tit ca gid tri Sig. < 0,05 do vay giita bién phu thude va cac
bién doc 1ap ¢& quan hé tuyén tinh véi nhau.

Bén canh d6, ma tran hé sb tuong quan Pearson cdn cho la dg dodn sém co da cing tuyén giita cac bién
doc 1ap hay khong. Néu hé sb tuong quan Pearson > 0,5 chiing ta ¢6 ciin ci dit ra nghi ngd xay ra da cdng
tuyén. Bang 5 cho thiy rang, c6 thé xay ra da cong tuyén giita bién SD va HI, bién UT va SD, SD va TL.
Tuy nhién, day chua phai két luén chinh xdc nhat, ching ta s& lam rd viin dé nay & budc tiép theo cia phin
tich mod hinh.

4.5. Phén tich héi quy

Tir Bang 6, két qua ANOVA cho théy trj théng k& F ctia mé hinh = 23,077 vé&i mitc § nghia 1% (gia tri
sig. = 0,000), cho thiy mé hinh hdi quy tuyén tinh bi phv hop voi tap dif 1iéu hay céc bién ddc lap c6 quan
hé tuyén tinh v&i bién phu thudc va mé hinh ¢6 thé sir dung duge. M4 hinh ¢6 hé s& R? diéu chinh 1a 42,4%,
nhé hon 50%, tuy nhién két qua nay van duge chép nhin va coi la pht hop. Bén canh d6, chi 56 Durbin —
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Bing 4: Bing ma tran xoay nhén to
Nhén tb
1 2 3 4 5 ]
HIs L7197
HI4 736
HI2 ,732
HI3 .731
HI1 699
uT2 841
UT1 806
UT4 794
UT3 ,741
CP2 845
CPs L7718
CP3 i}
i CP4 ,770
CP1 ,702
SD3 .751
SD2 L7135
5D1 ,654
SD4 L0628
TL3 525
TLZ2 718
TL1 J718
TL4 ,700
XH3 582
XH1 814
XH2 747
XH4 L713

Watson (DW) = 2,333 thuge khoing [1;3] cho nén khong ton tai mdi twong quan chudi bic nhit giira cac
phén sai 86, dit li¢u thu nhép 1a tot.

Két qua hdi quy cling cho thiy ¢6 3 trong 6 bién co ¥ nghia théng ké & mirc 5% (gié tri Sig. < 0,05), md
hinh 1y thpyét pht hgp voi dit lidu nghién ctru. Hé sb phong (?ai phirong sai (VIF) ctia cdc bién déu < 2, nhur
viy co the két luan rang khong xdy ra tinh trang da cdng tayén trong mé hinh.

Phuong trinh hdi quy chira chuan hoa ¢ dang:

Qb =0,343.UT + 0,222.TL + 0,313.XH

Phuong trinh hdi quy chuén héa c6 dang:

Qb=0319UT+0,182.TL + 0,312.XH

i Béng 5: Két qui ma trin hé sd trong quan

Qb HI UT CP SD TL XH
1 0B Pearson 1 3727 A7 ,168° 454" 467 ,505"
Sig, ,000 ,000 ,024 ,000 000 ,000
HI Pearson 372 1 364" ,189° 516" 488" 247"
Sig, ,000 ,000 011 ,000 ,000 001
UT Pcarsan AR 364* 1 240" 519" ,245™ ,255%
Sig, ,000 ,000 ,001 000 ,001 ,001
Pearson 168 ,189" ,240™ 1 ,203" 215" 2727
i Ccr Sig, 024 0I1 ,001 000 ,004 ,000
N 181 181 181 181 181 181 181
D Pearson 454" ,516™ 519 293" 1 515" 354"
Sig, ,000 ,000 ,000 000 ,000 ,000
TL Pearson 467 488" ,245" 215 5157 1 490"
Sig, ,000 ,000 ,001 ,004 ,000 000
xH Pcarson ,505™ 247 ,255™ 2712 3547 4907 1

Sig, ,000 ,001 ,001 ,000 ,000 00D
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Trong viée do tim sy vi pham cdc gia dinh hdi quy tuyén tinh, Biéu dd phan tén Scatterplot (Hinh 2) cho
thdy phin du chuén hoa phin bd tip trung xung quanh tung dd 0, do vy gia dinh quan hé tuyén tinh khéng
vi pham.

Biéu d& Histogram (Hinh 3) cho thay dudmg cong ndy ¢6 dang hinh chudng, phi hgp véi dang 0 thi cva
phan phéi chudn, gia tri trung binh Mean xép xi 0,04, 46 léch chuén 1a 0,983 gén bing 1, nhur vy cd thé néi,
phan phéi phin dir xap xi chuén, khéng b vi pham.

Db thi P-P Plot (Hinh 4) bidu dién cic diém quan sat thyc € tip trung khd st duomg chéo gitra
gid tri ky vong, c6 nghia 1a dir 1iéu phan du ¢6 phédn phoi chuén.

Bing 6: HE s6 hdi quy

P 1 P
- M duinhia | chuin hon | Thbng 2 da cong tuyén
Mo hinh Sal 5 t Sig, - - : :
Beta | oz Beta HE s6 phéng dai phwong sai
Hing sb -019 338 -055 956
HI 070 072 068 963 337 ,650 1,539
JT 343 073 319 4,705 000 ,698 1,432
Ccp =061 056 -, 066 -1,088 278 874 1,145
SD ,085 097 069 878 381 521 1,921
TL 1222 092 L182 2,421 017 564 1,774
| | XH 313 067 312 4,656 ,000 ,715 1,399
R? diéu chinh: 42,4%
Théng ké Durbin — Watson: 2,333
Théng ké F (ANOVAY): 23,077
| Mirc y nghia (Sig, cua ANOVA): 0,000

Hinh 2: Biéu d6 phén tin Scatterplot

Scatterplot
Dependent Variable: Qb
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4.6. Kiém dinh sw khdc bigt

Kiém dinh Levene gia tri Sig. = 0,199 > 0,05 nén sir dung kiém dinh t-test & dong Equal variances as-
sumed. Két qua gid tri Sig. & dong nay > 0,05, do vy khong c6 s khic biét vé Quyét dinh sit dyng VCB
Digibank giira nam va nif.

Sig. ctia kiém dinh Test of Homogenity of Variances (Bang 7) déu 1én hon 0,05 ddng nghia véi mite tin
clly 95%, chirng t6 rang phuong sai cac bien quan st phu thude cing mét nhén t§ dinh tinh 13 nhu nhau, vi
thé ¢4 thé tién hanh ap dung két qua phén tich Oneway ANOVA phin biét,

Két qua kiém dinh One-way ANOVA (Bing 8) cho thy khdng co su khac biét vé viéc quyét dinh sir dung
ctia khich hang doi véi VCB Digibank gitta céc d6i twong khach hang vé& do tudi, nghé nghiép va trinh dd
hoc vén nhung c6 su khac biét gitra cac doi tugng c6 mirc thu nhap khic nhau.
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Hinh 3: Biéu dé Histogram
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Hinh 4: Db thi P -P Plot

Normal PP Plot of Regression Standardized Residual
Dependent Varlable: QB
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Bing 7: Két qui Sig. ciia kiém dinh Test of Homogenity of Variances

P§ tudi Ngh nghigp Thu nhip Trinh 4%
Sig. 0,762 0,481 0,296 0,510
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Bing 8: Két qua kiém dinh Oneway ANOVA
Téng cée binh Trung binh binh

phurong Dt phwong F Sig.

Giita cac nhom 6,983 3 2,328 4,380 0,005
Do tubdi Trong nhém 94,079 177 0,532

Téng cong 101,062 180

Giita cic nhém 4,914 5 0,983 1,789 0,117
Nghé nghiép  Trong nhom 96,148 175 0,549

Téng cong 101,062 180

Giita cic nhém 4,550 3 1,517 2,782 0,042
Thu nhip Trong nhom 96,512 177 (0,545

Tong cong 101,062 180

Gitta cdc nhom 1,762 4 0,431 0,764 0,550
Trinh d§ Trong nhom 99,336 176 0,564

Téng cong 101,062 180

5. Két luan va ham y qudn trj

Sau qué trinh phan tich, két qua nghién ciru cho thiy 3/6 nhan t, bao gdm “Didu kién thuan loi”, “Mirc
d6 uy tin” va “Anh hudng x4 hdi” cé v nghia va tic dong dén bién phu thude, 3 nhin t4 con lai, bao gdm
“Tinh hiru ich”, “Tinh d& sit dung” va “Cam nhén chi phi” duge danh gid khéng giy anh hudng dén quyét
dinh sir dung ciia khach hang. Bay 1a co s& dé cac nha quén tri ngén hang Vietcombank Iwu ¥ khi xy dung
chién phat trién chién luge ngén hang so.

Thik nhit, mirc dp uy tin

Theo mé hinh héi quy dat duge, yéu té “uy tin” dwoe coi 1a quan trong nhét khi khach hang quyét dinh
sir dung VCB Digibank. Chinh vi thé, Vietcombank can phai chu trong phat huy diém manh nay théng qua:

MGt 1a, xy dyng tAm nhin va 1§ trinh cai tidn bai ban cho chién hroc phdt trién ngdn hang sé Digibank.

“T4m nhin, myc tidu 15 rang; 16 trinh bai ban va kha thi”. Pay 13 hai yéu t6 tién quyét x4c dinh khd ning
thanh céng clia qué trinh chuyén d6i ngan hang so trong mdi Ngin hang. Muc tiéu can drge xic dinh dua
trén day du cac khia canh, cang chi tiét va dé dang lwgng hoa thi kha niing thure hién thanh cong s& cang
cao. Vi dy, xac dinh rd ty 18 cic giao dich sir dyung kénh Digibank (trén 70%), ty trong doanh thu tir kénh
Digibank (chiém 50% doanh thu toan ngin hang)

Hai Ia, phat trién Digibank nhir mét hé sinh thai sdn phé,m tdi chinh hodn thién va toan dién cho khach
hing,

Digibank cin d4p trng tir nhu cdu truyén thdng nhu chuyén tién, guri tiét kiém, cho téi cdc san phflm mang
tinh gid tri gia ting cao nhw quan ly dong tién tip trung, quan 1y tai chinh ca nhén, cung cip cdc san pham
dau tur, khuyén nghi chi tiéu hiéu qua. ..

Nhur d4 phén tich & trén, diéu kién thudn loi 13 mét trong nhimg yeu t6 hang dau dé khach hing lya chon

san phdm Digibank cua cac ngén hang. Thé gi¢i ngay cing phat trién va nhu ciu cila con ngudi gia ting,
huéng t&i nhimg san pham tai chinh tién tién va ¢6 gia tri thing du cao.

Déi vai khach hang ¢4 nhén, cic nhu chu méi phat sinh vé& khing dinh c4 tinh, quan 1y tai chinh théng
minh, tich hgp dé"ly du cac tinh nang dap vmg nhu cdu chi tiéu hang ngay nhur thanh toan di¢n nudc, dat vé
may bay, vé xem phim, nha hang, du lich d4 13 mét xu thé tit yéu. DSi véi khach hang doanh nghiép, viéc
dua 180 nén tang sb tit ca giao dich v& quan 1y dong tién, thanb toan quéc t&, tai trg thuong mai, thim chi
tai trg tron goi chudi cung Ung sé gilip giam thiéu t6i da théi gian di lai t&i ngdn hang, ning cao tinh bao
mat théng qua blockchain, gidm thiéu tic nghiép tha cong qua do giam sb lugng nhan vién va t6i wu chi phi
luong, 1am gidu cho doanh nghlep Nim duge cae nhu céu tic dong toi hanh vi khach hang sé giip ngin
héang cai tién Dlglbank 12n mét tAm cao mdi, phuc vu va dip ing t6i da nhu ciu khach hang.

VCB ciing c4n khong ngimg cai thién va nang cip hé théng dich vy sb, cung v do la ting cudng bao mit
théng tin, giam thidu tbi da nguy co tan cdng an ninh mang, xiy dung hé théng cong nghé théng tin vimg
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manh, d¢i ngii nhin sy cdng nghé thong tin cén ¢6 kién thire siu rong vé ngan hang va cong nghé.
Thir hai, anh hirong ciig xa hii _ !
Anh hudng ctia xi héi dwge dénh gia tac déng manh thit hai dén quyét dinh st dung ciia khach hang, !
Vietcombank cén dau tu chi phi manh mé& cho marketing, dua sin phim phi khip doi sdng thudng nhat, dem
san phim dén moi nha, dic bidt 1a marketing qua cac kénh mang x3 hoi, qua ngudi ndi tiéng, qua kénh bian |
chéo sin pham. Pong thdi, luén quan tim dén nhu cau cia ngurdi dung, ¢6 ging phat huy tao an tugng, vira
dé thu hit khach hang mdi, vira dé gifr chin cdc khich hang cii. Chinh vi vy, & VCB Digibank co thé dat |
phd trong khi céc ngin hang déu cé chién Iugc va canh tranh gay git thi viéc birt 1én, din dit thj hiéu nhuy
ciu khach hang 14 diém trong yéu trong mit xich xay dung vi thé VCB Digibank trén thi trudmg. D€ lam
duoc diéu do, VCB céin:
- Nghién ctu thi hiéu va hanh vi khach hang dua trén cac khao sat, tin dung ngudn dir liéu 16n ndi bd (cac
giao dich chuyén tién, chi tiéu thé) ddng théi két ndi voi cae ngudn dir lidu 16m Bigdata tr Facebook, Google.
- Dy bao nhu cu va hanh vi tigu ding, dAu tu san phim tai chinh.
- Truyén théng, Marketing nhim din dit thi trromg hudng vao san phflm muyc ticu.
- Lién tuc danh gid hiéu qua va cdi tién cac ting dung, san pham trén Digibank.
Thir ba, diéu kién thugn loi
M6t la, néng cao co sd ha téng va cong nghé k¥ thuft sd.
Pé dap u'ng dugce céc nhu cau phat trién di véi D]g[bdnk co s& ha tang chinh 13 nén tang quan trong.
M6t co sé ha téng ky thuat 6 manh, ¢6 kha nang két néi tich hop glua cic nganh linh vue s& gop phan mo
rong hé sinh thai 54, trién khai tron tru v muot ma céc dich vu trén nén tang s6, ddp ing b lugng lén khach
hang ma khong c6 cac 161 giat, lag, anh huréng t&i trai nghiém ngudi ding. Chinh vi viy, VCB cén Iuu
- Dy toan ngan sich diu tur cai thién co s¢ ha ting k¥ thuat sé thuémg xuyeén;
- Nang cép ha tang xir 1y, phin loai dir liéu, lam sach va x6a bé cdc diém lang phi tai nguyén k¥ thudt s0;
- Néng cp cong két ndi véi Trung tim thong tin tin dung qudc gia va voi h¢ théng quan Iy i ro va danh
gi tin dung clia céc t chéc tin dung.
Ngan hing cin dam béo dap ting ding nhu cau va hd tre cho ngudi ding dung thei diém, dimg muc dich.
Ngoai ra, thudng xuyén td chire boi dudng ddo tao, kiém tra gidm st nhan vién nhim dam béo trinh d6 1am
viée chit lirong, hidu qua ciing 14 mot vin dé ngan hang nén quan tam.
Hai la, chudn bi ngudn nhan luc chdt hrong cao cho phadt trién ngdn hang 3o,
- P6i v6i cong tac tuyén dung, ngdn hang can chii dong va tich cuc phdi hop véi cae don vi dio tao trong
viéc¢ xac dinh nhu cdu, phfnn chat va céce k¥ ndng cén thiét cha can bo khi tuyén dung, gqua do gbp phan dinh
hinh c6ng tac dao tao ngudn nhén lue cho ngan hang. T chirc cac dgt truyén théng, quang bé hinh dnh va
hd trg cac gbi hoe bdng cho sinh vién cac trrong dai hoc trong khdi nganh tai chinh - ngan hang.
- Cb co ché, chinh sach ddi ng diic thi ddi véi cac vi tri chuyén mén doi héi kha ning thich tmg chuyén
dbi 86 cao vi du cic chuyén gia phan tich dir liéu [ém, chuyén gia mé hinh hoa nhim thu hat nhan tai trén
thi truomg.
- Bi v6i ngudn lyc hién tai: dao tao cée k§ ning trong thoi dai chuyén 861 s6 méi nhu: mé hinh Agile,
nhén thire vé dir liéu, design thinking.
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