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Tém tit:

Trude sy doi hoi ciia thi triong va sw canh tranh ngay cang gay gat trong viéc cung cdp dich vu
thanh todn khéng dimg tién mdt, cdc nha quan tri ngan hang luén tim kiém cdc gidi phdp thiét
thwe nham phdt trién dich vu thanh todn khéng ding tién mdt. Nghién ciru nham muyc dich xem
xét tac dong cia cdc nhan to toi thanh todn khéng dimg tién mdt thong qua viéc khdo sat 160
khach hang st dung dich vu nay tai Vietinbank — chi nhanh Thanh Hoa. Nghién ciru ké thira cdc
két qua nghién ciru trude dé dé xdy dung mé hinh va dé xudt sau nhan t6 anh huéng: chién luoc
kinh doanh ciia ngdn hang, chdt lwong nhan liec, chinh sach ciia ngdn hang, khdch hang, ing
dung cong nghé trong thanh toan, hanh lang phap ly. Téc gid sir dung phan mém SPSS dé tién
hanh do lwong, kiém dinh, ddanh gid mire d¢ tac dong ciia timg nhadn t6. Két qua cho thdy ca sdu
nhém nhan t6 déu cé moi lién hé mdt thiét va tdc déng cing chiéu téi dich vu thanh todn khéng
diing tién mat.

Tir khéa: nhan t6 anh huong, thanh toan khong ding tién mat, Vietinbank Thanh Hoa.

The factors affecting non-cash payment service in Vietnam Joint stock Commercial Bank
for Industry and Trade, Thanh Hoa branch

Abstract:

The research aims to determine the factors that affect non-cash payment service by conducting a
survey of 160 customers using this service in Vietnam Joint Stock Commercial Bank for Industry
and Trade, Thanh Hoa branch. Based on literature review, the study suggests the research model
including six factors: banks strategy, human resources quality, banks policy, customer, technol-
ogy application in payment, and legal framework. SPSS sofiware is applied in order to measure,
test and evaluate influential level of each factor. The results show that six factors have positive
impact on non-cash payment services.

Keywords: Influential factors, non-cash payments, Vietnam Joint Stock Commercial Bank for
Industry and Trade — Thanh Hoa branch.
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1. Gi6i thiéu

Thanh to4n khéng dung tién mat (TTKDTM) la
chi céc nghiép vu chi tra tién hang, dich vu va cac
khoan thanh todn khéc trong nén kinh té quic dan
duoc thuc hién béng cach trich chuyén tai khoan
trong hé thdng tin dung hodc bu trlr cong no ma
khong st dung dén tién mat (Nguyén Thi Mui,
2009).

Theo bao cao khao sat cia BNP PARIBAS nam
2016, TTKDTM da tré thanh phuong thic thanh
toan phd bién tai nhiéu qudc gia phat trién trén thé
gidi vai gid tri chi tiéu ciia nguoi dan chiém t6i hon
90% tong s giao dich hing ngay. Diéu nay cho thiy
chia khoa cua su thanh cong trong canh tranh la
duy tri va khong nging cai tién dich vu TTKDTM
thong qua viéc dap ing nhu ciu cta khach hang mot
cach t6t nhat. Trén thé gidi di c6 rat nhidu cic cong
trinh nghién ctru dénh gia céc nhéan t§ anh huong
dén dich vu ngan hang hay danh gia su hai long cua
khach hang thong qua viéc st dung cac dich vu ctia
ngan hang ndi chung trong d6 cd dich vu thanh toan
khong ding tién mit.

Wendy Ming-Yen Teoh & cdng su (2013) nghién
ctru dugc tién hanh véi 200 mdu dicu tra va da do
ludong duge cac mic do tac dong cla cac yéu té anh
huong dén nhéan thirc cia nguoi tiéu ding vé dich
vu thanh toan dién tir. Két qua phan tich hoi quy cho
thdy ba yéu té: loi ich, su hiéu qua va dé sir dung
¢6 lién quan déng ké dén nhan thirc ctia nguoi tiéu
dung vé thanh toan dién ti, con su an toan va sy tin
tuong lai anh huong khong dang ké dén nhan thirc
clia nguoi tiéu dung ddi v6i thanh toan dién tir cua
nguoi tiéu dung Malaysia.

Samaneh Tavakoli Hashjin & cong su (2014)
nghién ctru cc yéu td anh huong dén su chdp nhén
dich vu ngan hang qua Internet. Nghién ctru nay
cling da xéac dinh dugc muc d anh hudng cua cac
yéu té téi vide nguoi tidu ding st dung dich vu
Internet Banking, diém méi ciia nghién ctru nay la
bd sung dugc nhan t6 mai d6 1a su ung hd cua Chinh
phii. Nhung bai viét chi nghién ciru riéng cho hoat
dong st dung dich vu Internet Banking ctia nguoi
tiéu ding ma khong nghién ctru tong thé cho hoat
dong TTKDTM.

Thoi gian gan dy, mot sd cong trinh nghién ctru
trong nudc da van dung cac phuong phéap dinh luong
dé do luong va xac dinh mirc do anh huong cia cac
nhan t6 dén dich vu TTKDTM,

Lé Thi Biéc Linh (2010) da danh gia thyc trang
hoat dong TTKDTM tai cac ngan hang trén dia ban
thanh phé Pa Ning, tir d6 xdy dung mé hinh hoi
quy c6 thé so sanh duge mirc d6 anh hudng cua timg
nhan t6 trong md hinh phi hop véi két qua thdng ké
va dé xuat mot s6 giai phap nhim khuyén khich sir
dung dich vu TTKDTM. Tuy nhién, dé tai méi chi
tap trung vao cac ngan hang trén dia ban Pa Nang.

Hd Thi Da Thao (2015) ciing da tdp trung vio
viée xac dinh cic yéu td va danh gid mirc d6 anh
hudng cua cac yéu td dén quyét dinh sir dung dich
vu TTKDTM tai Agribank Chi nhanh Quang Ngai.

Nghién ctru cua tac gia Vii Thi Kim Thanh (2015):
tir viéc hé théng hoa co s 1y luan lién quan dén
TTKDTM da dua cac cac ti€u chi danh gia, cac nhan
t6 anh huong dén hoat dong TTKDTM trong thanh
toan ndi dia cua cac NHTM. Tac gia phan tich thuc
trang TTKDTM tai BIDV chi nhanh Hai Ba Trung,
Ha Noi cing véi két qua nghién ctru diéu tra cac
nhan t6 anh huong dén TTKDTM théng qua bang
cau hoi danh gia su hai long cua khach hang dé ddnh
gid thuc trang, tir d6 dé xudt cac giai phap phat trién
dich vu TTKDTM.

Céc cong trinh nghién ctru néu trén chi yéu méi
dimg lai ¢ viéc danh gia cac nhan té anh huong dén
dich vu ngin hang hay danh gia sy hai long cua
khach hang thong qua viéc st dung cac dich vu cua
ngan hang noi chung. Nhitng nghién ctru trong nudc
cling mdi chi ding lai ¢ viéc danh gia mot trong
nhitng phuong thirc thanh toan khéng dung tién
mat. Cac nghién ctru dugc tién hanh ¢ nhitng khong
gian, thoi gian khac nhau va chua cé nghién ctru nao
danh gia cac nhan t6 anh hudng dén TTKDTM tai
Vietinbank — Chi nhanh Thanh Héa. Vi vy, bai viét
nay ké thira co so 1y thuyét ctia nhitng nghién ctru
di trudc, tién hanh khao sat bang bang hoi dé danh
gid mac d6 anh hudng ctia cdc nhan td dén dich vu
TTKDTM tai Vietinbank — Chi nhanh Thanh Hoa,
tir 46 ¢ thé dua ra mot sé khuyén nghi cho Ngan
hang c6 thé phat trién tét hon dich vu TTKDTM
trong thoi gian tdi.

2. Co s& 1y thuyét va mé hinh nghién ciru

C6 nhiéu nhan t6 khac nhau anh huéng tdi dich
vu TTKDTM cua céc ngan hang. Diéu nay phu
thudc vao cach tiép can cua cac tac gia khi tién hanh
nghién ctru. Cé nhitng nghién ciru chi tién hanh ddnh
gid tic dong ctia cac yéu td dén mét trong cic hinh
thtrc TTKDTM nhung lai c¢é nhitng nghién ctru danh
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Hinh 1: M6 hinh nghién ctru dé xuat

Chinh sach cua
ngan hang

Chién lugc kinh
doanh cua ngan
hang

Chat lugng
nhan luc

ly

gid cic nhan t6 anh huong t6i dich vu TTKDTM noi
chung cua ngan hang. Cac nghién ctru 6 thé dua ra
mo hinh nghién ctru va phan tich tac dong cua cac
nhan t6 bang nhiéu cach tiép can khac nhau.

Céc nghién ctru trén déy 13 co s& quan trong dé
tac gia tham khao xdy dung moé hinh nghién clru
thong qua viéc st dung cac thang do cua cac nghién
truée cho viéc do lwong cac nhan t6 anh hudng
dén dich vu TTKDTM tai Vietinbank — Chi nhanh
Thanh Hoa.

Dua trén co s6 1y thuyét va cac két qua nghién ctu
clia dé tai trudc, tac gia tién hanh khao sat 6 nhan t6
gdm: chién lugc kinh doanh ctia ngan hang, chét luong
nhan lyc, chinh sach cuia ngan hang, khach hang, ting
dung khoa hoc c¢ong ngh¢ trong thanh toan, hanh lang
phép ly. Mdi nhén t6 tac gia déu dua ra nhimg mé ta,
do luong mirc d anh huong cia timg nhén td dén hoat
dong TTKDTM cuia ngén hang.

3. Phwong phap nghién ciru

3.1. Xdc dinh déi twong diéu tra va pham vi mdu
diéu tra

Hanh lang phép

Khach hang

Ung dung cong
ngh¢ trong
thanh toan

Nghién ciru dinh luong nhim kiém dinh lai céc
thang do trong md hinh nghién ctru thong qua bang
cau hoi khio sat véi 160 mau. Thong tin dir lidu
duogc thu thap thong qua cac bang hoi dugc phat va
thu hoi truc tiép dén cac khach hang ctia Vietinbank
trén dia ban tinh Thanh Hoa. Vietinbank duogc chon
lam dai dién nghién ctru cho cac ngan hang trén dia
ban tinh Thanh Hoa béi day 1a ngan hang c6 bé day
kinh doanh, két qua kinh doanh 6n dinh va c6 mot
lugng 16n khach hang truyén thong trén dia ban tinh
Thanh Héa, mang ludi hoat dong rong (chi dung sau
ngan hang Nong nghiép va Phét trién nong thon),
chu trong ddy manh dau tu vao dich vu TTKDTM.

Mau dugc chon theo phuong phdp thuan tién. Bai
viét sir dung 21 thang do, chia 1am 6 nhém nhén
t6 dé danh gia mtc do anh huong cta cac nhan t6
dén chat lugng dich vu TTKDTM. Kich thudc mau
duoc xac dinh dua trén co s& tiéu chuén 5:1 cua
Bollen (1998) va Hair & cong su (1998), tirc 1a dé
dam bao phan tich dir liéu (phan tich nhan t6 khim
pha EFA) t6t thi can c6 it nhat 5 quan sat cho 1 bién
do luong va sb mau khong nén dudi 100. Vay voi
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Biang 1: Cac bién da dwoc sir dung trong mét sé nghién ciru

TT Nghién ciru

Tac gia va nim thyc hién Cac yé€u to anh hwéng

1 An Exploratory Study of the Critical Factors
Affecting the Acceptability of Automated
Teller Machine (ATM) in Nigeria

An toan
Nhan thirc hiru dung
Nhén thuce de su dung

Olusegun Folorunso &
cong su (2010)

Bao mat
2 Factors affecting consumers’ perception of Wendy Ming-Yen Teoh &  Lgi ich
electronic payment: an empirical analysis, cong su (2013) Su tin tudng
Internet Dé str dung
An toan
Tinh hiéu qua
3 The study of Factors influencing the Samaneh Tavakoli Hashjin, Y dinh st dung
accepting of Internet Banking (Case Study: Younos VakilaRoaia & Nhan thtc vé dich vy
Bank Sepahin Alborz Province) Mohammad Hemati (2014) D& st dung
An toan
Long tin
Thai do

Cam nhén tinh hitu dung
Su ung hd cia chinh phu

4 Nghién ciru cac nhan t6 anh huong dén hoat L& Thi Biéc Linh (2010) Thoi quen khach hang
dong TTKDTM tai cac ngan hang trén dia Thu nhap
ban thanh phé Pa Ning Trinh d6
Loi ich cam nhan
Cong ngh¢
Doi ngii nhan vién
Chinh sach ngan hang
5 Phat trién dich vu TTKDTM trong thanh toan Vi Thi Kim Thanh (2015)  Khéch hang
ndi dia tai ngdn hang thuong mai cb phﬁn Chién luoc kinh doanh
Dau tu & Phit trién Viét Nam — Chi nhanh Chinh sach cta ngin hang
Hai Ba Trung, Ha N6i Chat luong nhan sy
Khoa hoc cong nghé
Méi trudng kinh té
Hanh lang phép ly
6  Cac yeu to anh huéng den TTKDTM tai ngan  HO Thi Da Thao (2015) Cam nhén loi ich
hang Nong nghiép va Phat trién nong thon chi Su tin tudng
nhanh Quang Ngai Dé st dung
An toan

Tin hiéu qua

Nguoén: Tong hop ciia tdc gid.

27 bién quan sat nghién ciru nay can dam bao kich
thudc mau ti thiéu phai 1a 27 x 5 = 135. O day tac
gia str dung 150 mdu didu tra. Cach ldy mau: phat
phiéu diéu tra cho 160 ddi twong diéu tra, két qua thu
vé 150 phiéu diéu tra hop 18, loai 10 phiéu diéu tra
khong hop 1¢. Céc thong tin diéu tra dugc luong hoa
thong qua viéc su dung thang do Likert 5 muc d va
dugc xir Iy trén phan mém SPSS 22.0.

Dir liéu nghién ctru dugc phan tich bang céc
phuong phép phan tich da bién. Cac nhén té trong
md hinh nghién ctru dugc danh gia tinh tin cay thong

qua hé s6 Cronbach’s Alpha va hé sé tuong quan
bién tong. Tiéu chuan chép nhén cac bién:

- C6 tuong quan bién téng phi hop (Corrected Item
— Total Correlation) >0,3 (Nunally & Burstein, 1994).

- Céc hé s6 Cronbach’s Alpha cua cac bién phai
tur 0,7 tré 1€n va 16n hon Cronbach’s Alpha if Item
Deleted (Hair & cong su, 2006).

Tiép theo, bai viét sir dung phuong phép phan tich
nhan t6 kham phd EFA dé danh gia tinh don huéng va
mirc d6 anh hudng ctia timg nhan t6. Tiéu chuan phu
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Bang 2: Descriptive Statistics

N Minimum Maximum Mean Std. Deviation

Cong nghé thanh toan 150 2 3 2,48 ,501
Hb so thit tyc thanh todn 150 2 4 2,35 ,505
Thai d6 ctia nhan vién 150 2 4 2,45 ,512
Mtrc phi dang ap dung 150 2 4 2,40 ,531
Loai hinh san phim 150 2 4 2,43 511
Téc d6 thanh toan trong giao dich 150 2 3 2,37 ,484
Valid N (listwise) 150

Nguon: Trich két qua xir Iy s6 liéu bang phan mém SPSS.

Bang 3: One-Sample Statistics

N Mean Std. Deviation Std. Error Mean

Y 150 2,4122 ,33035 ,02697

Nguon: Trich két qua xir Iy s6 liéu bang phan mém SPSS.

Bang 4: One-Sample Test

Test Value =0

95% Confidence Interval of the

Difference
T Df  Sig. (2-tailed) Mean Difference Lower Upper
Dich vu TTKDTM 89,430 149 ,000 2,41222 2,3589 2,4655

Nguon: Trich két qua xit Iy s6 liéu bang phan mém SPSS.

hop clia phan tich nhan t§ kham pha 1a hé s6 KMO Thang do likert (5 muc d6) tir 1 (rat tot) dén 5 (rit
phai du 16n, dat gid trj tr 0,5 trdr 1én (0,5<= KMO  khéng tt).

<=1) thé hi¢n phan tich nhan o 1a phit hop; kiem K4t qua khao sét cho thiy khach hang danh gid
dinh Bartlett’S test ¢6 y nghia thong ké (sig < 0,05);  dich vu TTKDTM ciia ngan hang 1a tét, cic bién
Hg¢ s0 tai nhan to (Factor Loading) EFA >= 0,5; tong
phuong sai giai thich (Total Varicance Explained)
phai dat gia tri tir 50% tro 1én; hé s6 Eigenvalue > 1
(Hair & cong su, 2006). Cudi cling tac gia sir dung
phan tich hdi quy boi dé dénh gia quan hé nhan qua

quan sat déu c6 thang do binh quan tir 2,35 — 2,48.

Béng One-Sample Statistics cho thiy khach hang
danh gia chét luong trung binh hoat dong dich vu
TTKDTM la tét (mean = 2,4122).

va kiém dinh céc gia thuyét nghién ctru véi mec y ~ Kiém dinh One — sameple Test cho thiy sig. =
nghia 5%. 0<0,05, do vay ket luan bién dich vu TTKDTM
3.2. Po luomg dich vu TTKDTM (mean = 2,4122) 1a ¢6 y nghia thong ke, thé hién

mirc 46 dénh gi4 trung binh ciia khach hang vé dich
vu TTKDTM ¢ d9 tin cdy 95%.

4. Két qua nghién ciru

Céc nhan t6 do lwong dich va TTKDTM gdm: hd
so thu tuc thanh todn, téc do thanh toan trong giao
dich, mutrc phi, thai d§ phuc vu cua nhan vién, loai
hinh san phdm dich vy ciia ngan hang, cong nghé 4.1. Kiém dinh thang do (kiém dinh Cronbach’s
thanh toan cung cap. alpha)
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Bang 5: D¢ tin cdy ciia thang

do (hé s6 Cronbach's Alpha)

Nhan t6 Cronbach’s Corrected Item- Cronbach's
Alpha Total Alpha if Item
Correlation Deleted
A.Chién lrge kinh doanh ctia ngin hang 0,919
1. Chién lugc da dang san phém, dich vu 0,809 0,896
2. Chién lugc cham soc khach hang 0,847 0,884
3. Uy tin ctia ngan hang 0,851 0,882
4. Chién lugc marketing 0,749 0,816
B. Chit lweng nhén e 0,913
5. Trinh d6 can bo nhan vién ngan hang 0,856 0,825
6. Thai d6 phuc vu cua nhan vién ngan hang 0,789 0,874
7. Tham nién cdng tac cua nhan vién ngan hang 0,813 0,913
C. Chinh sach ciia ngan hang 0,923 0,824 0,905
8.Chinh sach thu phi, 1€ phi giao dich 0,847 0,890
9. Chinh séch vé thu tuc dang ky 0,869 0,871
10. Chinh sach vé diéu kién sir dung cac san pham dich
vu
D. Khach hang 0,934
11. Tam ly, thoi quen sir dung tién mat ciia khich hang 0,837 0,917
12. Thu nhap cua khach hang 0,875 0,905
13. Nhan thire ctiia khach hang vé loi ich khi st dung dich 0,837 0,917
vu
14. Trinh d6 hoc vén ctia khach hang 0,833 0,918
E. Ung dung cong nghé trong thanh toan 0,915
15. Téc d6 thanh toan 0,784 0,898
16. Tinh chinh xac trong thanh toan 0,830 0,883
17. Tiét kiém chi phi 0,830 0,883
18. Tinh bao mat va an toan trong thanh toan 0,789 0,899
F. Hanh lang phap ly 0,917
19. Tinh day dii, dong bo ciia van ban phap luat 0,856 0,861
20. Tinh 6n dinh cta vin ban phép luat 0,811 0,899
21. Thé 18, thé thirc clia vin ban phép luat 0,838 0,879
Téng thé 0,743

Nguon: Trich két qua xir Iy s6 liéu bang phan mém SPSS.
Kiém dinh Cronbach alpha cho cac bién do lwong dich vu TTKDTM

Bang 6: Reliability Statistics

Cronbach's
Alpha
, 728

N of Items

6

Thang do danh gia muc d¢ anh hudng cua cac
nhén t6 dén dich vu TTKDTM cua Vietinbank — chi
nhanh Thanh Hda: tac gid sir dung thang do likert (5
mirc d¢), tir rat nhiéu (1), dén rét it (5).

Kiém dinh Cronbach alpha cho cdc bién do luong
dich vu TTKDTM

H¢ s6 Cronbach alpha=10,7

28 >0,7 va 16n hon cac hé sé Cronbach’s Alpha
if Ttem Deleted, twong quan bién téng Corrected
Item-Total Correlation > 0,3, do vady nhdm nhan td
do luong dich vu TTKDTM cuia ngan hang phu hop
dé 1am thang do danh gia.

4.2. Phén tich nhén t6 khdm phd EFA

Két qua kiém dinh sy twong quan giita cic bién
cho thay hé s6 KMO = 0,728 >0,5 nén phan tich
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Bang 7: Item-Total Statistics

Scale Mean if Item Scale Variance if Corrected Item-

Cronbach's Alpha

Deleted Item Deleted  Total Correlation  if Item Deleted
Loai hinh san phém 12,04 2,911 ,435 ,699
Téc d6 thanh todn trong giao 12,11 2,942 ,454 ,693
dich
Ho so thu tuc thanh todn 12,13 2,876 ,466 ,690
Cong nghé thanh toan 11,99 2,745 ,561 ,661
Thai d6 ctia nhan vién 12,03 2,778 ,521 ,673
Murc phi dang ap dung 12,07 3,008 ,347 , 725
Nguon: Trich két qua xir Iy s6 liéu bang phan mém SPSS.
Bang 8: Két qua kiém dinh sy twong quan ciia cac bién
KMO and Bartlett's Test
Kaiser-Meyer-Olkin Measure of Sampling 78
Adequacy. ’
Approx. Chi-Square ~ 2717,409
Bartlett's Test of
.. Df 210
Sphericity .
Sig. ,000

Nguon: Két qua xir Iy s6 liéu bang phan mém SPSS.

Bang 9: Hé s6 Eigenvalues

Eigenvalues
Component Total % of Variance Cumulative %
1 4,110 19,570 19,570
2 3,494 16,639 36,209
3 3,109 14,806 51,015
4 2,593 12,346 63,361
5 2,308 10,988 74,349
6 2,112 10,057 84,407

Nguon: Két qua xie Iy s6 liéu bang phan mém SPSS.

nhan t6 1a pht hop véi dir liéu nghién ciru. Kiém
dinh Bartlett’s test ¢6 sig = 0,000<0,05 chig t6 cac
bién quan sat co6 tuong quan voi bién téng.

2,112 > 1 dai dién cho
phan bién thién dugc giai thich bdi mdi nhan tb.
Tong phuong giai thich: Rotation Sums of Squared
Loadings (Cumulative %) = 84,407% > 50%, diéu
nay chung to 84,407% bién thién cua dit liéu duge

Hé s6 Eigenvalues =

giai thich boi 6 nhém nhan t4 trén; két qua phan tich
nhéan t6 EFA cho thdy cac nhan t6 anh huong duoc
dé xuat trong mé hinh 1 phi hop (21 bién quan sat

duoc chia lam 6 nhém nhan td, cac bién déu cé hé sb
Factorloading >0,5).

4.3. Kiém dinh twong quan giia cdc nhin té
(Kiém dinh Pearson)

Sau khi tién hanh phén tich dit liéu thu thap duoc
thong qua cac buée phan tich nhan t va kiém dinh
d6 tin cdy Cronbach’ alpha, tic gid xac dinh duoc
moé hinh nghién ctru gém 6 bién doc lap (nhan t6
khach hang, nhan t6 hanh lang phap ly, tng dung
cong nghé trong thanh toan, chinh sach cua ngan
hang, chét lugng nhan lyc, chién luoc kinh doanh
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Bang 10: Kiém dinh hé s6 twong quan giira cac bién

Correlations
Y X X, X5 X4 Xs Xe
Pearson Correlation 1,000 ,756 ,749 ,574 ,585 ,612 ,563
Sig. (2-tailed) ,000 ,000 ,000 ,000 ,000 ,000
Nguon: Két qua xir 1y s6 liéu bang phan mém SPSS
ctia ngén hang) dé danh gia bién phu thudc 1a dich  ngan hang;
vu TTKDTM. Y la dich vu TTKDTM.

Dé luong héa mirc 6 chit ché cua mbi lién hé
tuyén tinh gitra hai bién dinh luvong nguoi ta ding
hé sb tuong quan Pearson. Néu hé s6 Pearson>0,3
nghia 1a giita hai bién c6 twong quan véi nhau.

Phuong trinh ¢6 dang:

Y= BIXI + Bzxz+ B3X3 + B4X4+ B5X5+ Bﬁxﬁ

Trong do: X, la nhém nhan t6 tng dung coéng
nghg trong thanh toan;

X, 1a nhém nhan t6 khach hang;

X, 1a nhém nhan t6 chinh sach cua ngan hang;

X, 1a nhom nhéan t6 hanh lang phap 1y;

X, la nhém nhan t6 chét luong nhan luc;

X, la nhém nhan td chién luge kinh doanh cua

Két qua phan tich hé sé twong quan Pearson trén
SPSS: Cac gia tri Sig. (2-tailed) = 0,000 < 0,05. Do
véy cic bién déu twong quan vé6i nhau, cé tic dong
cting chiéu vdi bién phu thudc va cé ¥ nghia thong
ké.

4.4. Phén tich héi quy

Phuong phép Iya chon dé phan tich hdi quy la
phuong phap STEPWISE (dua timg bién vao lan
luot) dé xem xét mirc d6 anh hudng cua tit ca cac
nhan té dén bién phu thudc.

Két qua hdi quy mé hinh trén SPSS cho thiy bién
Y (dich vu TTKDTM) c6 tuong quan thuan véi cac
bién doc 1ap, vi hé sb twong quan (R) khé cao va déu
mang ddu duong. Bién tuong quan manh nhat véi

Bang 11: D phu hgp ciia mé hinh
Model Summary®

Model R R Square  Adjusted R Square  Std. Error of the =~ Durbin-Watson
Estimate
1 ,756" ,571 ,568 ,20034
2 ,833° ,694 ,690 ,16978
3 ,863° ,744 ,739 ,15570
4 ,879¢ ,773 , 767 ,14706
5 ,886° ,786 , 778 ,14355
6 ,891" ,793 ,785 ,14144 1,768
Nguon: Két qud xir Iy s6 liéu bang phan mém SPSS.
Bang 12: Kiém dinh sy phit hop ciia mé hinh hdi quy (kiém dinh F)
ANOVA*
Model Sum of Squares Df Mean Square F Sig.
Regression 10,979 6 1,830 91,470 ,000¢
6 Residual 2,861 143 ,020
Total 13,840 149

Nguon: Két qua xir Iy s6 liéu bang phan mém SPSS.
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bién Y 1a bién g dung cong nghé trong thanh toan
(R=0,756), bién tuong quan yéu nht véi Y 1a bién
chién lugc kinh doanh (R = 0,563).

Mirc y nghia kiém dinh cta céc bién déu co Sig =
0 <0,05 do vy ching c6 y nghia thong ké.

Heé s6 twong quan R? = 0,793 va R? hiéu chinh =
0,785 (Bang 11) cho thay sy twong thich ctiia mé hinh
v6i bién quan sat 13 rit 16n, bién phu thude (dich vu
TTKDTM) giai thich duoc 78,5% boi 6 nhém nhan
t6 trong mo hinh.

Kiém dinh s phit hop ciia mé hinh hoi quy:

Tiéu chuan kiém dinh: Kiém dinh F phai c6 sig
<0,05; céac bién co hé s6 Tolerance > 0,0001; dai
luong chuén doan hién tugng da cong tuyén vdi hé
s6 phéng dai phuong sai VIF <10; dai luong chuin
dodn hién tugng tu twong quan vdi hé s6 Durbin
Watson nam trong khoang 1 — 3.

Két qua kiém dinh cho thay thong ké F ¢6 sig =0
<0,05 (Bang 12); cic bién déu dat tidu chuan chap
nhén Tolerance >0,0001; hé s6 phéng dai phuong sai
VIF c6 gid tri nam trong khodng (1 — 3) cho thay tinh
da cong tuyén giita cac bién doc 1ap 1a khong déng
ké. Hé s6 Durbin Watson = 1,768 nam trong khoang
(1-3) cho thy khong c6 hién tuong tu twong quan
chudi bac nhat gitta cac phan sai sb. Nhu vy mo
hinh héi quy 1a pht hop (Bang 11, Bang 13).

4.5. Xay dwng mé hinh hoi quy va ddnh gid mirc
dp dnh hwing ciia cdc nhén té

Tir bang phan tich hdi quy Coefficients® (Bang
13), tic gia rit ra dwoc mo hinh hdi quy phan 4nh

mdi quan hé giira dich vu TTKDTM véi 6 nhém
nhan t6 (chién lugc kinh doanh, khach hang, tmg
dung cong nghé trong thanh toan, hanh lang phap
ly, chinh séch ctia ngan hang, chat lugng nhén luc)
nhu sau:

Y(ddich vu TTKDIM) = 0,302 wung dung cong
nghé trong thanh toan + 0,283 khdach hang + 0,186
chinh sach cua ngdn hang + 0,174 hanh lang phdp
Iy + 0,126 chdt lwong nhéin luc + 0,119 chién lroc
kinh doanh.

Tat ca 6 nhom nhan té déu c6 mirc y nghia sig o =
0<0,05 va mirc y nghia ctia hing s6 B, cling co sig o
= 0,002<0,05, do vy cac nhan t trong md hinh hoi
quy déu c6 y nghia théng ké, ching c6 tac dong dén
dich vu TTKDTM. Trong d6 tac dong manh nhét
1a bién tng dung cong nghé trong thanh toan (B =
0,302); thir hai 1a bién khach hang (B = 0,283); thir
ba 1 bién chinh sich ctia ngan hang (B = 0,186); thir
tu 1a bién hanh lang phép ly (B = 0,174); thit nam 1a
bién chét lugng nhén luc (B = 0,126), thi sau 13 bién
chién lugc kinh doanh cua ngén hang (B = 0,119).
Ddng thoi cac hé s6 (B >0) cho thdy cac nhan t6 c¢6
tac dong cuing chiéu ddi véi bién phu thude.

5. Két ludn

Viéc xac dinh cling nhu danh gia muc d¢ anh
hudng ctia cac nhan t t6i dich vu TTKDTM c¢6 y
nghia rat 16n dbi v6i cac NHTM trong diéu kién
canh tranh gay git nhu hién nay. N6 gitup cho céc
nha quan tri ngan hang c6 thé nhan dinh 1o céc nhan
t6 tic dong va tir d6 c6 cac giai phap, chién lugc

Bang 13: Két qua hdi quy mé hinh da bién

Coefficients®
Unstandardized Standardized Collinearity
Model Coefficients Coefficients T Sig. Statistics
B Std. Error Beta Tolerance  VIF

(Constant) ,162 ,105 3,040 ,002

Ung dung céng ngh¢ trong  ,250 ,049 ,302 5,079  ,000 ,408 2,449
thanh toan

Khach hang ,243 ,050 ,283 5,107,000 471 2,125
Chinh sach ctia ngan hang ,174 ,050 ,186 3,505 ,000 571 1,753
Hanh lang phap ly ,165 ,041 ,174 4,041 ,000 ,694 1,442
Chat luong nhan luc ,128 ,044 ,126 2,475 ,000 ,562 1,779
Chién lugc kinh doanh ,120 ,052 ,119 2,311,000 ,545 1,833

Nguon: Két qua xir 1y 56 liéu bang phan mém SPSS.
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cu thé dé cai tién dich vu TTKDTM. Nghién ctru
nay moéi chi dimg lai ¢ viéc danh gia cac nhan t6
tac dong tdi dich vu TTKDTM tai Vietinbank — chi
nhanh Thanh Hoéa va ddi tuong khach hang dugc
khao sat chu yéu 1a khich hang ca nhan, do d6 tinh
khai quat cua nghién cuu chua cao. Tuy nhién, tr
bang chimg thuc nghiém va két qua tir mé hinh hoi
quy, tac gia dé xuat mot sd goi y cho cc nha quan
tri ngdn hang nhu sau:

Trude hét, cac nha quan tri can cha trong viéc
ung dung cong nghé hién dai phuc vu cho hoat dong
TTKDTM. Pay la nhan td co tac dong manh nhét
dén dich vu TTKDTM. N6 gitip cho hoat dong thanh
toan nhanh chdng, dam bao an toan va chinh xac
hon; cac ngan hang trong va ngoai nudc c6 thé két
ndi v6i nhau trén dién rong, cac giao dich thanh toan
dugc thong subt, ddng bo va tiéu chuan hoa. Vi vay,
thudong xuyén nang céap, doi méi céc thiét bi hd trg
trong thanh toan la mot viéc lam hét strc can thiét.

Thuc hién viéc tham do thuong xuyén ddi véi
khach hang vé nhimng thuan lgi va khé khan ma
khach hang dang gép phai khi sit dung céc phuong

Tai liéu tham khao

thire TTKDTM cua ngan hang. Ngan hang c6 lam
t6t dugc dicu nay thi méi c6 thé dua ra nhimg chinh
sach tu van, thay ddi tim ly, théi quen sir dung tién
mit trong thanh toan cua khach hang; dong thoi
ngan hang mdi c6 co s¢ dé xay dung cac chinh sach
phii hgp vé& mirc phi dich vy, rit ngén quy trinh, thu
tuc thanh toan, gia tang 191 ich cho khach hang.

Viéc ban hanh day du, ddng b cac vin ban phap
ly trong hoat dong thanh toan ciing 1a mét yéu t6
quan trong. Pay la kim chi nam cho ca ngan hang
va khach hang thuc hién dung céc nguyén tic trong
TTKDTM. Vi vay, viéc dé xuét, kién nghi sira ddi
nhitng bat cap, nhitng van dé chua hop 1y trong cac
vin ban phap 1y lién quan dén hoat dong TTKDTM
can hoan thién kip thoi.

Tiép theo d6, ngan hang ciing cin cht trong ning
cao trinh d§ ddi ngli can bg, nhan vién thuc hién
nghiép vu thanh toan; xay dung bd qui tic ung xir
chuan muyc khi giao dich véi khich hang; c6 chién
lugc phét trién thwong hidu cu thé, tir &6 nang cao uy
tin trong tat ca cac hoat dong ciia ngan hang trong dé
c6 dich vu TTKDTM.
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