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Tém tat

Nghién citu nay khdm phd va udc lugng cdc nhédn t6 cé tdc dong dén quyét dinh chdp nhdn
thanh todn truc tuyén qua vi dién tit ciia nguoi si dung tai TP H6 Chi Minh. Két quad nghién
citu cho thdy, c6 4 nhan 16’ tdc dong dén quyét dinh lua chon vi dién 1k trong thanh todn truc
tuyén theo thit ty gidm dan la: (1) Anh hudng xa héi; (2) Nhan thic gid tri; (3) Cdm nhén hitu
ich; (4) Chat lugng dich vu. Dua trén két qud nghién citu, mot s6 ham y quan tri dugc dua ra,
nhdm givip cdc nha quadn tri cung tng dich vu vi dién tit ¢6 nhitng chién lugc thu hit khdch
hang hiéu qua hon.

T khéa: dnh hudng xa héi, nhdn thic gid tri, cdm nhdn hitu ich, chat luong dich vu, vi dién
e, nha quan tri cung ung dich vu vi dién tit

Summary

This study explores and estimates the factors that impact the decision to accept online
payments via e-wallets of users in Ho Chi Minh City. Research results show that there are
4 factors affecting the decision to choose an e-wallet in online payment in descending order:
(1) Social influence; (2) Perceived value; (3) Perceived usefulness; (4) Service quality. Based
on the research results, some management implications are proposed to help administrators
providing e-wallet services have more effective customer attraction strategies.

Keywords: social influence, perceived value, perceived usefulness, service quality, e-wallet,
administrators providing e-wallet services

GICOI THIEU

Mua sim truc tuyén dang 1a mot xu
huéng va din thay ddi théi quen clia
ngudi tiéu ding. PE thuc hién céc giao
dich tryc tuyén nhanh chéng, tién 1gi va
ti€t kiém, doi hdi cdc phuong thic thanh
todn, nhu: ngan hang sd, vi dién t... phai
phét trién. Trong d6, vi dién tif dugc xem
12 phudng thitc thanh to4dn méi néi trdi, thu
hit dudc sy chi ¥ st dung cia ngudi dan.
Vi dién tit khong chi canh tranh truc ti€p
vGi cdc d6i thi manh, uy tin 12 cdc dich vu

thanh toédn truc tuy&n tiY cdc ngin hang s6

danh ti€ng, ma con phdi canh tranh ngay
cd v@i céc vi dién tif phong phi trong cing
nganh. Mat khéc, cdc chifc ning gan nhu
nhau giita vi dién ti¥ va cdc giao dich cla
ngin hang sd ngay cang hoan thién lam
cho su canh tranh ctia cdc phudng thic
thanh todn tryc tuyé€n ngdy cang gay git.
Do d6, nghién citu vé c4c nhan t6 tdc dong

dén hanh vi chap nhan thanh toan truc tuyen qua vidién
tlf 1a cin thiét, € khong chi cung cap c4i nhin tdng Qquan
vé phuong thitc thanh todn tryc tuyen qua vi dién ti¥, ma
con gdl ¥ c4c gidi phdp cin trién khai, nhim thu hit va
thuyét phuc kh4ch hang chip nhan thanh todn qua hinh
thic nay nhiéu hon trong tudng lai.

CO_SG LY THUYET VA PHUONG PHAP
NGHIEN cUu

Cosé ly thuyé’t

Vx dién t¥ (Electromc Wallet) hay con dudc goi 1a
vi tién tryc tuy€n hoic vi tlen online, 132 m{t dang tai
khodn dinh danh tryc tuyén do doanh nghiép dich vu
cung ng cung cap cho khdch hang, nhim luu trr tién
truc tuyén ding dé€ thanh todn khong ding tién mat
(theo Khodn 8, Piéu 1 - Nghi dinh sd 80/2016/ND-CP
ciia Chinh phi sita déi, b8 sung mot s§ diéu cia Nghi
dinh s& 101/2012/ND CP, ngay 22/11/2012 vé thanh
todn khong dung tién mit) mot cdch thudn tién, ti€t
kiém, va nhanh chéng. Cic chdéc ning chinh cda vi
dién tf hién nay 1a: (1) Thanh to4dn héa don; (2) Nhan
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HINH: MO HINH NGHIEN c{u BE XUAT

( Anh hudng xi hoi )
H1
( Nhiin thire gid tri >

Camnh{n hiru ich
Chit lugng dich vy

va chuyén tién; (3) Luu trit tién mit va (4) Truy van
tai khodn. Céc chic ning nay déu dugc thuc hién truc
tuyén va di€ém ndi bat hon nira 12 khach hang c6 thé tao
tai khodn dinh danh tryc tuyé€n, ma khéng can phai ton
thoi gian dén diém glao dich ngan hang khai bdo thong
tin tao tdi khodn ngin hang so.

Vi dién t 12 chi dé dlrdc nhiéu nha nghién citu
quan tdm thyc hién trong giai doan hién nay. Hau
hét cdc nghién ciu déu dya trén cic 1y thuyét, nhu:
Ly thuyé&t hanh vi c6 hoach dinh (Theory of Planned
Behavior - TPB), md hinh chdp nhin céng nghé
(Technology Acceptance Model - TAM), thuyé&t hgp
nhét va chap nhén st dung cong nghé (Unified Theory
of Acceptance and Use of Technology - UTAUT).
Theo d6, cdc nghién ciu phét hién nhiéu nhin t& quan
trong c6 tic dong dén hanh vi chap nhan thanh todn
truc tuyén qua vi dién ti bao gom Su hitu ich cdm
nhén; Tinh dé st dung; Hiéu biét vé vi dién tir; CAm
nhén rii ro va Théi d§ (Karim va céng sy, 2020; Do va
Do, 2020; Intarot va Beokhaimook, 2018).

Anh huong xa hji

Ajzen (1991) cho rang, dnh huong xa hoi cé tac
dong dén nhan thitc cia c4 nhan va khi cd nhan cam
nhan dudgc vai trd cla cdc y&u td xa hoi, thi chinh cic
ap luc xa hoi dude nhén thic s€ cé tic dong dén hanh
vi cia cé nhan. Anh hudng xa hoi c6 thé bit nguon
t¥ cdc mdi quan hé trong xa hoi va céc ¢ ki€n cla
nhitng chung quanh trong méi quan hé véi c4 nhan
(Prompattanapakdee, 2009). C4c nghién cttu gan day
cho thdy, c6 méi quan hé tich cuc giita 4nh hudng xa
hoi va hanh vi sit dung dich vu vi dién ti (Trinh, 2022;
Nguyet va cong su, 2021; Madan va Yadav, 2016). Vi
vdy, nhém tic gid dé xuit gla thuyét nhu sau:

HI: Anh hudng xa héi cé tdac d(mg tich cuc dén Quyet
dinh chdp nhdn thanh todn truc tuyén qua vi di¢n ti.

Nhan thitc gid tri

Nhin thitc gi4 tri dé cdp dé€n cdm nhan va dénh gid
cda nglrfn tiéu dung khi so sdnh gitra chi phi bd ra va 1gi
ich ich ma san pham, dich vu mang lai trong qud trinh
ti€p nhin tiéu ding san phdm, dich vu tif nha cung cap
(Yang va cong su, 2015). Trong nghi€n cifu vé vi dién
ti, cdc hoc gid da cho thay, nhén thifc gi4 tri la cong cu
do luong quan trong vé dich vu mét céch téng thé tir
quan di€m khach hang trén co sd so sdnh giira 1gi ich

Quyétdinh chip
nh{in thanh todn tnrc
tuyén qua vi dién tir

Nguon: Nhom tac gia de xuat
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va chi phi cdm nhan dugc (K1m va cong
sy, 2007) Do d6, nhém téc gia dé xuit
gia thuy€t nhu sau:

H2: Nhdn thic gid tri c6 tdc dgng tich
cuc dén Quyét dinh chdp nhdn thanh todn
tric tuyén qua vi dién tit.

Cam nhén hitu ich

Céc nghién citu truc cho thdy, su
hitu ich dugc cdm nhin tir phia khéich
hang 12 yé&u t6 c¢6 y nghia tich cuc tdc
dong dén hanh vi chdp nhin thuong mai
dién t& (Phonthanukitithawor va cong
su, 2016; Francisco va cdng su, 2015),
cling nhu chip nhin thanh todn qua vi
dién tir (Nguyét va cong su, 2021; Thanh
va Phic, 2017). Vi vy, nhém tdc gia dé
xuat gid thuy€t nhu sau:

H3: Cam nhdn hitu ich cé tdc djong
tich cuc dén Quyét dinh chap nhdn thanh
todn truc tuyén qua vi dién tit.

Chat lugng dich vu

Chat lugng dich vu 12 mitc d6 ma mot
dich vu ddp ng dudc nhu ciu va sy mong
dgi cta khiach hang (Lewis va Mitchell,
1990; Wisniewski va Donnelly, 1996).
Trong khi d6, Edvardsson va cdng sy
(1994) cho ring, chat lugng dich vu la
dich vu dép u’ng dudc su mong ddgi cua
khdch hang va lam thda min nhu ciu
cta ho. Trong linh vyc thudng mai dién
tl, chat lugng dich vu 12 tat cd cédc hoat
dong lién quan dén viéc cung @ng dich
vu truc tuy€n (Francisco va cong sv,
2015; DeLone va McLean, 2004). Theo
dé, chit lugng dich vu 1a nhitng hoat
dong gidi thiéu, huéng din, hd trg khdch
hang trong qud trinh st dung dich vu vi
dién t trong moi hoan cianh khong gian
va thoi gian bat ky. Trong nhiéu nghién
cttu cho thdy, chat llrdng dich vu dong
vai trd quan trong ddi v6i viéc ra quyét
dinh chip nhin dich vu (Nguyén, 2022;
Thanh va Phiic, 2017). Do vay, nhém téc
gid dé xuat gia thuyé&t nhu sau:

H4: Chadt lugng dich vu cé tdc djong
tich cuc dén Quye't dinh chdp nhdn thanh
todn truc tuyén qua vi di¢n nt.

M4 hinh nghién cifu dé xuit

Dya trén két qud cdc nghién cifu
trudc, nhém tdc gid dé xudt mod hinh
nghién ciru nhu Hinh.

Phudng phap nghién cifu

Dir liéu nghién citu dlrgc nhém tdc
gid thu thap thoéng qua gt bang cédu hdi
truc ti€p va truc tuyén dén nhitng ngu’dl
st dung hinh thic thanh todn truc tuyen
qua vi dién tir ti¥ ngay 01/10/2023 dén
28/11/2023, tai TP. H6 Chi Minh. Trong
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tdng s0 395 ngudi tham gia khio sit,
nhém nghién cttu thu vé 367 bing ciu
hdi phan hoi c6 day di thong tin, ddp Ung
yéu ciu nghién ciu. Cic s0 liéu dugc ma
héa va dua vao phan mém SPSS 22.0, dé
ki€ém dinh sy pht hgp ctia m6 hinh nghién
cltu dé xuat.

KET QUA NGHIEN cUu

Két qua kiém dinh Cronbach’s Alpha

Két qud kiém dinh do tin cay
Cronbach’s Alpha clia cdc bi€n quan sét
cho thdy, do tin ciy cia tat cd c4c nhin
t6 déu dat (gid tri hi tu, gi4 tri phan biét
va tinh don hudng) va c6 kha ning giai
thich di liéu thi trudng phd hdp véi phin
tich hdi quy da bi€n (Bang 1).

Phﬁn tich héi quy da bién va ki€ém
dinh gia thuyét nghién cifu

K&t qua phan tich dit liéu cho thdy,
mo hinh nghién ciru phi hgp véi dir liéu
thi trudng, déng thdi c6 khd ning gidi
thich 62,5% dir liéu thi trudng Bang 2.

K&t qua phan tich dit liéu nghién citu
cho thay, Sig. clia tit cd cdc gid thuyét
dudc dé cap déu < 0,05, tuong (ng miic
y nghia 5% va d¢ tin cdy 95%. Do dé,
c6 thé khiang dinh cic gia thuyét dé xuat
déu dugc chap nhin véi dd tin cdy 95%.

K&t qua nghién cttu cho thay, cd 4 nhan
to deéu c6 tic dong tich cyc dén Quyét
dinh chap nhén thanh toén truc tuyén qua
vi dién ti. Trong do, Anh hlrdng xa hoi co
mic do tdc dong manh nhat (B = 0,363),
ti€p dén 12 Nhan thitc gid tri (B = 0,280),
C4m nhan hitu ich (B = 0,130), va Chat
lugng dich vu (B = 0,104). Cin cit vao két
qua phan tich dit liéu, md hinh hdi quy da
bién dugc viét nhu sau:

CNTT 1,981 + 0,363*AHXH
+ 0,280*NTGT + 0,130*CNHI +
0,104*CLDV

KET LUAN VA HAM Y QUAN TRI

K&t luan

K&t qud nghién citu khing dinh, c6 4
nhan t8 tdc dong dén Quyét dinh lira chon
vi dién tif trong thanh todn truc tuyen cta
ngudi sit dung trén dia ban TP. H6 Chi
Minh theo thit tu gidm din 1a: (1) Anh
hudng xa hoi; (2) Nhin thic gid tri; (3)
C4Am nhan hitu ich; (4) Chat lugng dich vu.

Ham y y quan tri

T¥ két qua nghién citu, dé gidp cic
nha qudn tri cung ttng dich vu vi dién tif c6
nhifng chi€n luge thu hit nhiéu hon khach
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BANG 1: KET QUA PANH GIA THANG PO NGHIEN c{d

7, P 1 » I " . . - o 1
Céc nhin to Bién quan sit | Hé sb tai | Trung |
nhintd | binh |
Gia dinh/ngudi thin/ban beé Gng khuyén khich t6i o<
:;h(;}\‘{;’;%{;‘f‘ H4u hét moi ngudi déu sif dung vi dién 0,783] 54278
v ’ » . 2 P . A Zna A3
Cronbach?s ggc ddn' Vl to ch}!c hj:n‘ gu.m tro?g 'c‘uoc".song da 0.736| 5.3542
Alpha = 0,944 [h0 trg viéc chuyén doi sir dung vi dién t
Nhiéu don vi, t3 chic lién quan trong cudc song
chi y€u skt dung thanh to4n qua vi dién tir 0,752 54196
59 v_dﬁl c!u [)hdl rui ro va Idi ich, toi nghi vi dién tr 0.787| 54387
Nhin thitc gig [<0.814 1 SU dung
tri (NTGT); |Mdcdu ton thdi gian, cong sitc va chi phi, nhung 0760l 5.3460
Cronbach’s  [|t6i vin thdy vi dién tif ddng skt dung ’ ’
Alpha = 0,942|C6 nhiéu Idi ich hon 12 bat Idi khi sit dung vi dién tir 0,720| 5,3324
Nhin chung, st dung vi dién ti mang lai gi4 tri 0,690| 5,3351
Sitdung vi dién tirkhong cin thiét mang theo tién mit 0,703 5,3106
Cim nhin Strdung vi dién tif rit tién Idi, hitu ich trong thanh todn 0,767| 15,4087
hitu ich St dung vi dién t¥ gitip téi tiét kiém thdi gian va
(CNHI); cong stic trong thanh todn 0,725 34659
Cronbach’s |y dién tit 1a phuong thifc thanh todn hitu ich 0,725| 5,6322
Alpha = 0,928 e AR T e R = 2
Str dung vi dién t gitip ning cao hi€u qua trong
ST . 0,781 5,6104
giao dich thanh todn
Dich vu thanh todn dién tir hoat dong t6t vé mit
ghi[ lugng ky thuat 0,778| 5,1962
Ich vu A v R .2 ) . o
(CLDV): th_r} vién dich vu c6 nlneu tucu bi€t va kinh 0,846/ 5.1390
Cronbagh’s nghiém vé thanh todn dién tu
Alpha = 0,904 ?éhfglﬁzi;rggich vu sdn sang hd trg khdch hang khi 0.839| 5.1335
C6 k& hoach st dung thanh todn dién tlf trong
Chipnhin  |tuong lai; T6i ¢6 ¥ dinh ti€p tuc s dung vi dién i 0,924)  5,3896
thanh todn Sé manh dan gi6i thiéu cho ngudi khic sir dung
(CNTT); thanh todn dién tir; T6i sé ti€p tuc sit dung vi dién 0,939| 5,3978
Cronbach’s |t hon 12 sif dung cdc phudng tién thanh todn khic
Alpha = 0,920 sz iy dung thanh todn dién tif thudng xuyén trong
tuong lai; Toi s& nging s dung vi dién tif 0.923) 5.4687

BANG 2: KET QUA PHAN TiCH HOI QUY PA BIEN D LIEU NGHIEN cdu

Heé 58 hdi quy chua | He s6 hdi quy Mitc Théng ké
M6 hinh chufin héa chufin héa t § da cdng tuyén
B |Sai s6 chufin Beta nghia| PJ chdp nhin | VIF
Hiing s6| 1,981 0,592 3,344| 0,001
CNHI | 0,079 0,036 0,130{ 2,211} 0,028 0,298 3,352
1|CLDV | 0,095 0,041 0,104| 2,320] 0,021 0,513} 1,950
AHXH | 0,274 0,044 0,363] 6,282( 0,000 0,308] 3,248
NTGT |0,219 0,046 0,280] 4,737] 0,000 0,293 3,411

R2? hiéu chinh: 0,625

Mifc ¥ nghia (Sig. cia ANOVA): 0,000

Durbin-Watson: 1,565

Nguon: K&t qua tinh toan cua nhém tac gia

hang lya chon vi dién tt trong thanh todn truc tuyén,
nhém tdc gid dé xuit mot s6 ham ¥ y quan tri nhu sau:

Vé nhan t6 Anh huwédng xa héi, can quan tim va chid y
dén cdc nhém mang tinh tu nguyen va cdc nhém mang
tinh bat budc lva chon vi dién tt trong thanh todn tryc
tuy€n. D&i véi céc nhém tu nguyén, can ting cudng
cdc hoat dong truyén théng tich cuc vé dich vu cung
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cip vi dién t, d€ thu hit ho sl dung nhiéu hon loai
hinh thanh to4n ndy. Cdn d6i véi nhém mang tinh bit
budc, cin c6 su lién két chit ché vdi cdc nhém manh,
c6 dong ddo thanh vién, dic biét 1a cdc don vi, t8 chirc
cong, dé gia ting thu hit ngudi dan lya chon vi dién ti¥
trong thanh to4n tryc tuyén.

Vé nhdn t6' Nhdn thitc gid tri, nha quan tri cung ng
dich vu vi dién tf nén tip trung vao cdt gidm céc chi
phi phét sinh. Pong thdi, can gia ting c4c lgi ich thi€t
thuc, thim chi c6 thé gidm gid hoic c6 chuong trinh
khuyén mii, tich di€ém, hoan tién phd hgp, nhim gia
ting kich thich ngudi din lya chon vi dién tif trong
thanh to4n tryc tuyé€n. Qua d6, gidp ho dé dang so sinh
nhifng gi tri ma ho c6 thé cdm nhén thay ngay dudc so
vdi céc hinh thic thanh todn truc tuyén khéc.

_ __TAILIEU THAMKHAQ

Vé nhdn yéu 6’ Su cdm nhdn hitu ich,
nhd quin tri can tip trung ting cudng
tinh dé sit dung, gia ting sy tién 1di va
toc do x&t 1y giao dich...

Vé nhdn t6 Chat luong dich vu, nhi
quan tri cung dng dich vu thanh to4n qua
vi dién tlf can quan tim dén nang cao chit
lugng vé mit chitc ning k¥ thuat, phin
mém, nén ting hé thdng. Pic biét, cin
quan tdm dén viéc tao doi nhém chuyén
tr vin, huéng din, gidi d4p thong tin, thic
mic va xir 1y c4c than phién, su c8, cdc vdn
dé lién quan dén dich vu 24/7 tai bat cit
dau khi khéch hang c6 yéu cau mot cich
nhanh chéng, kip thdi va thda dang.Q

1. Ajzen, 1. (1991), The theory of planned behavior, Organizational behavior and human decision

processes, 50(2), 179-211.

2. Bollen, K. A. (1989), Structural equations with latent variables, John Wiley and Sons, Inc.,

New York, https://doi.org/10.1002/9781118619179.

3. Chen, S.-C., and Lin, C.-P. (2015), The impact of customer experience and perceived value
on sustainable social relationship in blogs: An empirical study, Technological Forecasting and

Social Change, 96, 40-50.

4. Davis, F. D. (1989), Perceived usefulness, perceived ease of use, and user acceptance of

information technology, MIS quarterly, 319-340.

5. Davis, F. D., Bagozzi, R. P., and Warshaw, P. R. (1989), User acceptance of computer
technology: A comparison of two theoretical models, Management science, 35(8), 982-1003.

6. DeLone, W. H,, and McLean, E. R. (2004), Measuring e-commerce success: Applying the DeLone
and McLean information systems success model, International Journal of electronic commerce, 9(1), 31-47.

7. Do, N. B., and Do, H. N. T. (2020), An investigation of generation Z’s intention to use
electronic wallet in Vietnam, Journal of Distribution Science, 18(10), 89-99.

8.DPitc Thién (2020), Thanh todn qua di djng Viét Nam tang 400% vao nam 2025, truy cip tir https:/
tuoitre.vn/thanh-toan-qua-di-dong-viet-nam-tang-400-vao-nam-2025-2020061808361028 1.htm.

9. Francisco, L. C., Francisco, M. L., and Juan, S. F. (2015), Payment systems in new electronic
environments: Consumer behavior in payment systems via SMS, International Journal of
Information Technology & Decision Making, 14 (02), 421-449.

10. Hair, J. F., Gabriel, M., and Patel, V. (2014), AMOS covariance-based structural equation modeling
(CB-SEM): Guidelines on its application as a marketing research tool, Brazilian Journal of Marketing, 13(2).

11. Karim, M. W., Haque, A., Ulfy, M. A., Hossain, M. A., and Anis, M. Z. (2020), Factors
influencing the use of E-wallet as a payment method among Malaysian young adults, Journal of

International Business and Management, 3(2), 1-12.

12. Kim, H.-W., Chan, H. C,, and Gupta, S. (2007), Value-based adoption of mobile internet:
An empirical investigation, Decision Support Systems, 43(1), 111-126.

13.Madan, K., and Yadav, R. (2016), Behavioural intention to adopt mobile wallet: a developing
country perspective, Journal of Indian Business Research, 8(3), 227-244.

14. Mathieson, K. (1991), Predicting user intentions: comparing the technology acceptance
model with the theory of planned behavior, Information systems research, 2(3), 173-191.

15. Phonthanukitithaworn, C., Sellitto, C., and Fong, M. W. (2016), An investigation of mobile
payment (m-payment) services in Thailand, Asia-Pacific Journal of Business Administration, 8(1), 37-54.

16. Statista (2021a), Users of various mobile payment apps in Vietmam in 2020, with forecasts to 2025.

17. Statista (2021b), Mobile internet users in Vietnam 2010-2025.

18. Trinh Thi Tra My, Vii Thi Hanh (2022), Khdm ph4 céc nhén t8 dnh hudng t6i ¥ dinh sit dung
vi dién tir clia ngudi tiéu ddng tai HA Noi, Tap chi Kinh t& Chdu A - Thdi Binh Duong, 3, 42-44.

19. Yang, Y., Liu, Y., Li, H., and Yu, B. (2015), Understanding perceived risks in mobile
payment acceptance, Industrial Management & Data Systems, 115(2), 253-269.

102

Kinh t&€ va Dy bdo, S8 05/2024




