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Tém tat:

Su phdt trién ciia dién thoai di dong va cong nghé internet da thiic ddy cdc ngdn hang chii trong
va dau tw phat trién dich vu mobile banking. Tuy nhién, ty 16 sir dung mobile banking con khd thap
hon so véi mong doi. Nghién cieu nay sir dung 1y thuyét chap nhdn va sir dung cong nghé (UTAUT)
lam 1y thuyét nén tang dé nghién ciru cdc yéu té anh hwéng dén y dinh sir dung Mobile banking.
Théng qua viéc ldy mau 310 nguwoi trén dia ban thanh phé Thanh Hoa, nghién cieu chi ra rang chi
phi giao dich, anh hidng xa hoi, sw dé dang sir dung, kha nang ddp vmg va nhdn thire vé tin cdy
tic dong dén y dinh sir dung mobile banking theo mirc dg giam dan. Trong d6, nhén t6 chi phi giao
dich anh hwéng nguwoc chiéu dén sir dung mobile banking. Nghién ciru ciing cho thdy cdc nhan té
anh huéng dén y dinh sir dung mobile banking c6 sy khdc biét vé gidi tinh va do tuéi.

Tir khéa: 1y thuyét chip nhan va st dung c6ng nghé (UTAUT), mobile banking, ¥ dinh hanh vi.

A study on factors affecting the use of mobile banking in Thanh Hoa city
Abstract

The development of mobile phones and internet technologies has prompted banks to focus and
invest in mobile banking. However, the use of mobile banking services is still lower than expected.
This study applies the Unified Theory of Acceptance and Use of Technology (UTAUT) as the
underlying theory to study the factors affecting the intention to use mobile banking and the impact
of intention on the behavior of using the service. By analyzing a sample of 310 people in Thanh
Hoa city, the author points out that transaction costs, social impact, easy-to-use, responsiveness,
and perceived credibility have a gradually decreasing impact on the use the mobile banking. In
particular, the transaction cost has a negative effect on the use of mobile banking. The fingdings
also show that differences of gender and age levels are also among the factors that affect the
intention to use mobile banking.

Keywords: Unified Theory of Acceptance and Use of Technology (UTAUT), mobile banking,
behavioral intention.

1. Dt van dé

Mobile banking la viéc thuc hién cac giao dich
ctia khach hang voi ngan hang bang dién thoai di
dong hodc mot thiét bi k¥ thuat sé hd trg ca nhan
c6 két ndi véi internet (Barnes &Cobitt, 2003;
Scomavacca & Barnes, 2004). Ngay nay, cac thiét

bi nay dugc trang bi internet ngay mot gia ting
(Laukkanen & Lauronen, 2005) va hon 20% dan b
st dung smart phone thi mobile banking tr¢ thanh
giao dich pho bién va quan trong 1a mot tat yéu (Nhu
Trang, 2014). Cac nghién cuu tdp trung vao mobile
banking nhan duogc it su chu y hon so véi cac nghién
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ctru vé ngan hang dién tir (Yu, 2012). Nhan thirc vé
rlii ro, nhan thire vé chi phi giao dich, su dé dang s
dung, nhan thac vé d0 tin cdy la nhirng nhan t6 anh
hudng dang ké dén y dinh st dung dich vu mobile
banking dugc chi ra trong nhiéu nghién ciru trude
day (Luarn & Lin, 2005; Amin & cdng su, 2008;
Yang, 2009; Cruz & cdng su, 2010; Yu, 2012). Tuy
nhién, lai co6 nhiing nghién ctru khac dua ra nhitng
nhan t6 khic tic dong dén y dinh sir dung mobile
banking nhu nhén thuc vé loi thé dich vu (Brown
& cong sy, 2003); kha ning twong thich, niém tin
cua khach hang (Lee & cdng su, 2003); chuin muc
xd hoi (Riquelme & Rios, 2010); nhan khau hoc
(Laukkanen & Pasanen, 2008; Yu, 2012). Bén canh
d6, c6 nhitng nghién ctru cho thiy nhan thirc vé rui
ro, chi phi, dé sir dung (Suoranta & cong su, 2005;
Koening-Lewis & cong su, 2010); nhén thirc vé sur
tin cdy (Alam, 2014) khong anh huong dén y dinh
sir dung mobile banking. Cac nghién ctru cho thdy
trong bdi canh khac nhau thi cac nhan t6 anh huong
cling c6 su khac nhau; mat khac, bién nhan khau chu
yéu duoc xem xét tac dong truc tiép dén y dinh su
dung mobile chir chua di sdu nghién ctru anh hudng
dén y dinh thong qua ddi véi tirng nhén t6.

Trong khi cong nghé di dong ngay cang phat trién
nhung ty 1€ nguoi st dung mobile banking trén dia
ban thanh phé Thanh Hoa chua cao (ty 1¢ thim do
buéc dau chi ¢ 30,8% ngudi duge hoi 1a sir dung
dich vu mobile banking). Do d6, nghién ctru vé cic
yéu t anh hudng dén y dinh str dung mobile banking
1a can thiét. C4c ngan hang s& ¢ co hoi thanh cong
hon trong viéc dua dich vu nay dén véi ngudi dan.
Nghién ctru nay ké thira va phét trién 1y thuyét chap
nhan va st dung cong nghé (UTAUT) vdi tudi tac
va gi6i tinh nhu 1a nhimg tic dong diéu tiét dén y
dinh st dung mobile banking cua cac ca nhan trén
dia ban thanh phé Thanh Héa. Cac phat hién dugc
loai bo tir nghién ctru nay co thé giup ngan hang c6
nhitng gidi phap pht hop vdi phan khuc khach hang
cu thé. Vay, nhiing nhan t6 ndo anh huéng dén y
dinh str dung mobile banking tai dia ban thanh ph
Thanh Hoa, mirc d6 anh hudng cua tirng nhan t nhu
thé nao, c6 su khac biét gi vé tudi va gidi tinh ddi
v6i nhitng nhan t6 d6 dén y dinh st dung hay khong
la nhling cau hoi ma tac gia s€ tra 161 trong nghién
cliru cua minh.

2. No¢i dung

2.1 Co 6 Iy thuyét

Céc ly thuyét hanh vi dwoc st dung cho cac nghién

ctru hanh vi chdp nhn c6ng nghé cia khach hang
g6m ly thuyét hanh dong hop 1y (TRA), 1y thuyét
hanh vi ¢6 ké hoach (TPB), 1y thuyét phan rd hanh
vi ¢6 ké hoach (DTPB), mé hinh chap nhan cong
nghé (TAM va TAM2), ly thuyét sy d6i méi (IDT),
mo hinh st dung PC (MPCU), ly thuyét nhén thic
xa hoi (SCT), ly thuyét chap nhan va sir dung cong
ngh¢ (UTAUT). UTAUT duogc Venkatesh & cong su
(2003) x4y dung trén co sé tich hop va phat trién
8 1y thuyét trén. Ly thuyét UTAUT duoc st dung
khong nhiéu nhung c6 nhitng diém vuot tréi hon so
v6i nhitng ly thuyét khac (Yu, 2012). Ly thuyét nay
tich hop cac yéu td thiét yéu clia cac yéu td trong céc
mo hinh trén; xem xét anh huéng cua cac nhan t6
dén y dinh st dung va hanh vi sir dung c6 sy phan
biét bai cac yéu tb ngoai vi (gidi tinh, trinh do, tudi,
kinh nghiém, su tu nguyén) da dugc thir nghiém va
ching minh tinh vuot trdi so vdi cac mo hinh khac
(Venkatest & cong su, 2003; Park & cong su, 2007;
Venkatest & Zang, 2010). Chinh vi vay, bai viét sir
dung 1y thuyét UTAUT lam nén tang dé phat trién
céc gia thuyét cua minh.

Nhiéu nghién ctru da van dung céc ly thuyét hanh
vi vé chdp nhan coéng nghé trong cac linh vuc lién
quan dén cong nghé khac nhau nhu y dinh mua sam
truc tuyén, y dinh str dung internet banking. Céac
nghién ctru déu chi ra cac nhan td anh hudng va
mirc d6 anh hudng cia cic nhén t6 d6 dén y dinh sir
dung dich vu cong nghé.Tuy nhién, cic nghién ctru
nay chu yéu sir dung mot s6 ly thuyét phd bién nhu
TAM, TPB.

Vé mobile banking, ciing ¢6 nhidu nghién ctru
dén y dinh/hanh vi sir dung dich vu nay nhu Liao &
Cheung (2002), Venkatesh & cdng su (2003), Luarn
& Lin (2005), Cruz & cong su (2010), Nguyén Duy
Thanh & Cao Hao Thi (2011), Yu (2012), Alam
(2014). Trong do, Yu (2012) va Alam (2014) s
dung ly thuyét UTAUT nhung trong bdi canh khéac
nhau, cdc nhan t6 anh huéng dén y dinh sir dung
mobile banking la khac nhau.

Tac gia dd tién hanh phong van sau 20 khach
hang vé cic nhan t6 anh huong dén y dinh sir dung
dich vu mobile banking theo ly thuyét UTAUT. Hau
hét cho ring cac nhan t6 trén déu anh huéng dén y
dinh hanh vi cta ho. Tuy nhién, nhidu ngudi cho
rang ly do ho sé& st dung néu ngan hang dép tng
dugc cac dich vu ho mong mudn, thoi gian giao dich
nhanh va c6 thé giao dich bét ¢t 1uc nao. Trén thuc
té, c6 nhitng ngan hang chwa déap tng duoc yéu cau
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Hinh 1: Mé hinh nghién ctru dé xuat
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ctia khach hang nhu khong chuyén khoan khac hé
thong ngan hang, thoi gian giao dich chua nhanh
vi hé thong mang 15i nhiéu. Chinh vi véy, ngoai 5
nhén t6 theo 1y thuyét UTAUT (vdi thang do duoc
ké thira tir nghién ctru ciia Yu (2012)), tac gia dé xuat
thém nhén t6 “kha ning dép tng” trén co s ké thira
nghién ciru cua Nasri (2011) dé 1am gia thuyét trong
nghién ctru cic nhan t6 anh huéng dén y dinh sir
dung mobile banking cia khach hang (Hinh 1); con
céc nhan t6 anh huong truc tiép dén hanh vi sir dung
tac gia chua xem xét trong nghién clru nay.

Trong céc bdi canh 1a khong nhat quén, nghién
ctru cua Joshua & Koshy (2011), Puschel & cong
su (2010) cho thdy ngudi st dung mobile banking
chu yéu 1a nhitng ngudi tuong ddi tré, Laukkanen
& cong su (2007) phat hién ra ring ngudi cao tudi
¢4 nhiéu thay ddi va thai do tich cuc déi véi dich
vu nay, Suoranta & Mattila (2004) lai cho rang ddi
tugng d6 13 ngudi ngoai 50 tudi. Su khac biét giira
nam va ni, giita cdc do tudi khac nhau c6 anh hudng
dén y dinh sir dung mobile banking (Yu, 2012).

Hanh vi sir dung mobile banking cua khach hang
la viéc st dung dich vu cua khach hang thuong
xuyén trong mdt khoang thoi gian (Al-Qeisi & Al-
Abdallah, 2013) hay dugc xem 1a sé lwong ngén
hang giao dich va céc tién ich cua dich vu mobile
banking ma khach hang st dung (Cheng & cong su,
2006).

Y dinh sir dung mobile banking 1a su sn sang cia
mot ngudi chép nhén st dung dich vu (David & cdng
su, 1989). Venkatesh & cong su (2003), Venkatest &
Zang (2010) da chung minh y dinh hanh vi c¢6 anh
huéng dang ké dén viée st dung cong nghé.

Dé dang sir dung 1310 luc mong doi 1ién quan dén
viéc dé dang diang nhap va st dung dich vu mobile
banking (Venkatesh & cong su, 2003 dan trong Yu,
2012). N6 luc mong doi duge xac dinh qua su tuong
tac v&i hé thong o rang, dé dang c6 duge k¥ nang sir
dung, hé thong dé str dung. Nghién ctru ctia Park &
cdng su (2007), Lu & cong su (2008) da cho théy nd
luc ky vong cé y nghia rat 16n dén y dinh cta khach
hang str dung mobile banking.

Hiéu qua mong dgi 1a su tin tuong cua khach
hang vé viéc sir dung dich vu mobile banking s& gitip
cong viéc cua ho dat hi€u qua cao hon (Venkatesh &
cong sur, 2003 dan trong Yu, 2012). Hiéu qua mong
doi dugc dinh hudng tir tinh hitu ich dugc nhan théy,
loi thé twong d6i, dong luc bén ngoai va su phi hop
voi cong viée. Khao sat cia Lu & cong su (2009)
cho thay hiéu qua mong doi anh huong dang ké dén
y dinh sir dung mobile banking.

Anh hwéng xa hji 1a sy tac dong ciia ngudi khac
té1 cam nhédn cua ca nhan s€ ¢ tac dong manh tdi
viéc ho s€ st dung hé théng moi (Venkatesh & cong
su, 2003 dan trong Yu, 2012). Nghién ctru ctia Singh
& cong su (2010) da chi ra rang y dinh sir dung
mobile banking ctia ca nhan bi anh huong dang ké
bdi anh hudng xa hoi.

Nhén thive sw tin cdy 13 mic d6 tin tuong ring
mot td chuc s& xur ly tat ca céac giao dich mot cach
an toan va bao mat thong tin cd nhan (Luarn & Lin,
2005 dan trong Yu, 2012). Nhan thic su tin cdy anh
huéng dang ké dén y dinh sir dung mobile banking
(Luarn & Lin, 2005).

Nhén thirc vé chi phi giao dich 13 mic d6 tin
tuong vao khoan thanh toan viéc st dung mobile
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banking (Yang, 2009 dan trong Yu, 2012). Chi phi
giao dich 1a mét tac dong ti€u cuc dén y dinh su
dung mobile banking (Luarn & Lin, 2005). Chi phi
cao 1a yéu t6 quan trong dan dén khach hang khong
mubn sir dung dich vu ndy ciia ngan hang.

Khi ning dip mg cia ngin hang vé mobile
banking dugc xem la viéc khach hang cé thé thuc
hién dugc nhiéu loai dich vu & bét ky lic nao 24h/
ngay, dap ung dugc nhu cau ctia ho mot cach thuan
tién (Liao & Cheung, 2002; Nasri, 2011). Kha nang
dap tmg duoc xac dinh nhu 1a mot yéu té quan trong

Bang 1: Thang

ddi voi y dinh st dung dich vu cong nghé (Nasri,
2011).

Trén co s do, tac gia dua ra cac gia thiét trong
md hinh nghién ctru nhu sau:

HI: Sy dé dang sir dung anh huong tich cuc dén
¥ dinh str dung mobile banking.

H2: Hiéu qua mong doi anh hiéng tich cuee dén y
dinh str dung mobile banking.

H3: Anh hwong xa héi anh hwong tich cue dén ¥
dinh sw dung mobile banking.

do cac bien nghién ciru

Nhin to Ki hiéu Thang do Nguon
HQ1 Co thé su dung mobile banking bat cr noi nao
. . HQ2 St dung mobile banking gitip ti€t kiém thoi gian hon
Hiéu qua . - . \ = ” 7 z
. Str dung mobile banking lam tdng nang suat va chat Yu (2012)
mong doi HQ3 1 S A
uong cong viée
HQ4 | Cam thay mobile banking rat hitu ich
NL1 Dé déI}g hoc cach su dung mobile banking
D& dang NL2 C¢ thé de dang st dung mobile banking mot cach thuan
it dung thyc Yu (2012)
i NL3 D¢ dang tuong tac véi mobile banking
NL4 | Cam thay dé dang sir dung mobile banking
Nhitng nguoi quan trong doi vadi tdi cho rang toi nén sir
AHI1 . .
dung mobile banking
Nhitng nguoi quan trong khuyén nén sir dung mobile
: . AH2 .
Anh hudng banking Yu (2012)
x4 hoi AH3 Nhitng ngudi cé anh huong khuyén nén s dung mobile
banking
Hau hét moi nguodi xung quang déu st dung mobile
AH4 .
banking
Khi st dung dich vu mobile banking
Nhan thire va TCl1 Thong tin dugc bao mat
. l‘fim ‘(f; Ve "TC2 | Céc giao dich dugc dam bao Yu (2012)
¢ UL ety TC3 | Su riéng tu sé khong bi tist 10
TC4 MB0i truong ngan hang an toan
Chi phi st dung mobile banking cao hon cac kénh khac
A i < A CP1 \ A1
Nhan thirc vé cua ngan hang
chi phi CP2 Phi lién két mang dé st dung mobile banking cao Yu (2012)
giao dich CP3 Chi phi thiét bi d€ sir dung mobile banking cao
CP4 Str dung mobile banking la ganh néng chi phi
Ngan hang thuc hién cac giao dich mobile banking bat
KNI1 e X
ke thoi gian nao
o KN2 Ngan_ hang cung cap da dang cac dich vu qua mobile Phat trién thang do trén
Kha ning banking co so ké thira va phat
dap ung KN3 C4 theé kiém tra chi tiét cac giao dich x vap
- - 7 — b trién cua Nasri (2011)
KN4 Mobile banking cung cap dich vu dap g dugc nhu cau
ca nhan
KNS5 Céc giao dich thyc hién nhanh chéng
Y dinh Ydinhl | Thich st dung mobile banking Venkatesh & Zhang
sit dun Ydinh2 | Cé y dinh sir dung mobile banking (2010), Luarn & Lin
Hng Ydinh3 | S& str dung mobile banking (2005)
Hanh vi SD1 St dung mobile banking thuong xuyén
sit dun SD2 Str dung dich vu clia nhiéu hon mdt ngan hang Cheng & cong su (2006)
Hng SD3 | Chua bao gio st dung mobile banking
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H4: Nhdn thitc vé sur tin cdy anh huong tich cuc
dén ¥ dinh sw dung mobile banking.

HS5: Nhdn thitc vé chi phi danh hwong tiéu cye dén
¥ dinh str dung mobile banking.

H6: Kha nang ddap vmg anh hwong tich cuc dén y
dinh st dung mobile banking.

H7:Y dinh sir dung anh huéng ddang ké dén hanh
vi st dung mobile banking.

HS8.1 dén HS.6: Cdc yéu 16 (lan lwot theo mé
hinh) anh hwéng dén y dinh sir dung mobile banking
co sy khac biét giita nam va nir.

HY.1 dén HY.6: Cdc yéu t6 (lan luot theo mé
hinh) anh hwéng dén y dinh sir dung mobile banking
co su khac biét gitta cac do tuéi.

2.2. Phwong phdp nghién ciru

Nghién ctru dugc thuc hién két hop boi phuong
phép dinh tinh va phuong phap dinh lugng. Phuong
phép dinh tinh dugc thyc hién bdi phong vén siu 20
nguoi song trén dia ban thanh phd Thanh Héa dé xac
dinh céc nhén t6 theo 1y thuyét UTAUT va dé xuat
nhan t6 méi (néu c6).

Phuong phap dinh lugng dugc st dung trén co so
s6 liu so cép thong qua diéu tra bing bang hoi 400
nguoi (khach hang c4 nhan), la nhiing nguoi hién
dang st dung va chua sir dung mobile banking, dang
song trén dia ban thanh phd Thanh Héa. Phuong
phap dinh lugng dugc st dung sau khi tac gia da co
mo hinh nghién clru dé xuit. Bang hoéi dugce dich tur
tiéng Anh sang tiéng Viét va dich nguoc lai. Sau do,
tac gia tién hanh thir nghiém véi 10 nguoi dé kiém
tra tlr ngi va cac 16i c6 thé trong cau hoi. Bang hoi
bao gom 2 phan, phan 1 12 vé thong tin khach hang,
phan 2 bao gdm 31 céu héi dugc sir dung dé danh
gia cac yéu té dugc liét ké trong Bang 1. Tt ca cau

hoi trong phan 2 dugc s dung thang do Likert 5
diém, tir “rat khong dong y” dén “rat dong y”.

Phuong phap diéu tra thong qua diéu tra ngiu
nhién ¢6 phan tang (theo Itra tudi va gidi tinh) trong
khoang thoi gian tir ngay 01 thang 4 nam 2017 dén
ngay 30 thang 4 nam 2017.

Str dung phan mém SPSS 20 va AMOS dé phan
tich kham phé, khing dinh c4c nhan té dén y dinh
sir dung mobile banking, phan tich cdu tric SEM va
SEM phan nhom.

2.3. Két qua nghién ciru va théo ludn

2.3.1. Thong ké mau nghién ciru

Sau 1 thang diéu tra, 400 phiéu dugc gui di va
310 phiéu hop 1é duoc sur dung cho phan tich. Thong
tin co ban cua nhiing nguoi tra 1oi dugc tom tit trén
Béng 2.

2.3.2. Phdn tich nhan t6 khdm phd (EFA)

St dung phuong phap trich Principal Axis
Factoring véi phép xoay Promax (Gerbing &
Anderson, 1988) vdi hé s6 tai > 0,5 (Hair & cong
su, 1998) ddi véi ca bién doc lap va bién phu thudc.
Thuc hién kiém dinh Bartlett xem xét gia thuyét vé
do6 tuong quan gitra cac bién quan st (Trong, 2008).
Két qua phan tich EFA cho thdy téng phuwong sai
trich bang 75,82% (>50%) va KMO 1a 0,836 (>0,5)
va kiém dinh Bartlett 6 y nghia thong ké (Sig.<0,05)
nén phan tich EFA 1a phu hop. Sau khi loai c4c bién
quan sat KN3, HQ3, NL2, CP4 vi c6 hé sb tai <0,5
két qua EFA lan 2 rut ra cac nhén t6 sau:

Nhan t§ 1: gdm cac bién quan sat KN1, KN2,
KN4, KN5; dat tén 1a “Kha nang dap tmg” (KNDU).

Nhan t5 2: gdm céc bién quan sat TC1-TC4; dat
tén l1a “Nhan thtrc su tin cdy” (NTTC).

Béng 2: Thong tin ngwoi dwge hoi

Noi dung S6 phiéu Ty 18 (%)
e Nam 147 47,7
Gidi tinh N 163 52.6
Dudi 30 tuoi 71 22,9
Tuéi Tur 30 dén 39 tuoi 98 31,6
Tur 40 dén 49 tuoi 87 28,1
50 tudi tro 1én 54 17,4
Dudi 3 triéu 43 13,9
Thu nhép hang Tir 3 dén dudi 5 triéu 145 46,7
thang Tur 5 dén dudi 10 tridu 84 27,1
T 10 triéu trd 1én 38 12,3
DPang su dung Co 121 39
dich vu Khoéng 189 61

Nguon: Két qua diéu tra cua tac gia
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Hinh 2: So' d6 chuin héa CFA mé hinh nghién ciru
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Nguon: Két qua diéu tra cua tdc gia

Nhan t6 3: gdm cac bién quan sat AH1-AH4; dat
tén 1a “Anh hudng x4 hoi” (AHXH).

Nhan t§ 4: gdm céc bién quan sat HQ1, HQ2,
HQ4; dat tén 1a “Hi€u qua mong doi” (HQMD).

Nhan t6 5: gém cac bién quan sat CP1, CP2, CP3;
dat tén 1a “Nhan thirc chi phi” (NTCP).

Nhan t6 6: gém cac bién quan sat NL1, NL3,
NL4; dat tén 1a “Su dé dang sir dung” (NLKV).

Nhan t6 7: gdm cac bién quan sat ydinh1-ydinh3;
dat tén 1a <Y dinh st dung” (YDSD).

Nhan t6 8: gdm céc bién quan sat SD1-SD3; dit
tén la “Hanh vi su dung” (HVSD).

Sau khi phan tich kham pha EFA, m6 hinh khong
¢6 su khac biét voi mo hinh nghién ctru, chi c6 mét
sO bién quan sat khong dam bao du tin cay nén loai
ra khoi bién nghién ciru. Khong ¢6 nhém nhan t6
moi.

2.3.3. Phdn tich nhan t6 khéing dinh (CFA)

Tir két qua cua EFA, chung ta thdy ring c6 8
khai niém chinh trong mé hinh nghién ctru. Bé do
luong mic d¢ phu hop cua mé hinh vdi thong tin thi
truong, ta su dung Chi-square (CMIN), Chi-square
diéu chinh theo bac ty do (CMIN/df), chi s6 CFI,
GFI, TLI va chi s6 RMSEA. M6 hinh dugc xem 1a
thich hop vdi dit 1iéu thi truong khi md hinh nhan

Chi-square= 631,274 ; df= 295 ; P= ,000 ;

Chi-square/df= 2,140 ;
GFI= ,874; TLI= ,940; CFl= ,949 ;
RMSEA= 061
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duogc cac gia tri GFI > 0,8, TLI, CF1 > 0,9 (Bentler
& Bonelt, 1980), CMIN/df <3 (Carmines & Mclver,
1981 dan trong Hoelter, 1983), RMSEA < 0,08
(Steiger, 1990). Két qua CFA mé hinh nghién ctru
cho thdy mé hinh nghién ciru pht hgp véi thong
tin thi truong (Hinh 2). Két qua P-value cua cic
bién quan sat biéu dién cac nhan t§ déu c6 gia tri
sig.=0,000 do d6 cac bién quan sat dugc khing dinh
¢6 kha ning biéu dién t6t cho nhan té mé hinh CFA.
Hé sb twong quan cua tirng cdp khai niém khac biét
s0 voi 1 ¢ d6 tin cdy 95% (Gia tri P-Value =0,000),
do d6 cac khai niém dat dugc gia tri phan bigt.

Céc trong s (chudn hoa) déu > 0,5 va céc trong
s6 (chua chuan héa) déu c6 y nghia théng ké
(sig.<0,000) nén cac khai niém dat dugc gia tri hdi
tu. M6 hinh do luong nay phu hop véi dit li€u thi
truong va khong ¢ twong quan giita cac sai s6 do
luong nén nd dat dugc tinh don nguyén.

2.3.4. Kiém dinh d¢ tin cqy

Kiém dinh Cronbach’s Alpha cho thiy hé s
Cronbach’s Alpha ciia timg nhan t6 déu cé gia tri
>0,7 va céc hé s6 twong quan bién — tong déu > 0,3
nén cac thang do déu dat duoc do tin cdy. B0 tin cay
téng hop va phwong sai trich cua ting nhan t6 déu
co gia tri 1on hon 0,5 (bang 3). Do vay, cac nhan td
trong mo hinh la dam bao d¢ tin cay.
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Bang 3: Két qua kiém dinh d¢ tin cdy ciia thang do

Nhan 6 S6 bién Do tin cay }:g;gmhffpy Phwong sai trich | Gia tri hoi tu va

quan sat | Cronbach’s Alpha (CR). (AVE) phan biét
KNDBU 4 0,920 0,921 0,744 Thoa méan
NTTC 4 0,890 0,886 0,687 Théa méin
AHXH 4 0,883 0,887 0,665 Théa méan
HQMD 3 0,958 0,959 0,886 Théa méin
NTCP 3 0.908 0,912 0,776 Thoa méan
HVSD 3 0,902 0,905 0,761 Théa méin
YDSD 3 0,929 0,930 0,817 Théa méan
NLKV 3 0,814 0,831 0,626 Théa mén

Nguon: Ket qua diéu tra cua tac gia

Hinh 3: M6 hinh ciu triic tuyén tinh SEM lin 2
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Nguon: Két qua diéu tra cua tdc gia

2.3.5. M6 hinh cau triic tuyén tinh SEM

Két qua phan tich cu tric tuyén tinh SEM cho
thdy cic gid trj déu thoa man nén mo hinh hoan toan
phti hop véi dit liéu thi truong va c6 thé dung dé
kiém dinh cac mdi quan hé dugc ky vong va da néu
ra trong md hinh gia thiét (Hinh 3).

Két qua dang bang s6 liéu vé hé s6 hdi quy ctia mo
hinh cho thdy nhan t6 “Hiéu qua mong doi” c¢6 gia tri
P-Value 13 0,169 >0,05, khong c6 ¥ nghia thdng ké. Do
d6, nhan t& “Hiéu qua mong doi” bi loai ra khoi mo
hinh héi quy. Nhan t6 “nhén thtc vé chi phi” c6 tic
dong nguogc chiéu, cac nhan t6 con lai déu co tac dong
duong dén y dinh sir dung mobile banking; dong thoi y
dinh hanh vi ciing ¢6 tac dong thuan chiéu ddi véi hanh
vi st dung mobile banking (Bang 4).

20
@ 5
B 9 s __pelyniige

Chi-square= 565,062 ; df= 235 ; P=,000;
Chi-square/df= 2,405 ;

GFI= ,873: TLI= ,930; CFI= 941 ;
RMSEA= 067

ydinh3 4

E®E

Gi4 tri Estimate dd chuan héa ctia md hinh hoi
quy SEM lan 2 (Bang 4) cho thiy nhan t6 nhan thirc
vé chi phi 1 nhan t6 tac dong nguoc chiéu nhung lai
c6 tac dong manh nhat dén y dinh sir dung mobile
banking (-0,369); trong cic nhan t6 tac dong thuin
chidu thi anh hudng x3 hoi c6 tac dong manh nhat
(0,256) va nhan t6 c6 muc d6 anh huong nhat thap
nhit 1a nhén thte vé sy tin cdy. Hiéu qua ky vong dat
dugc khong anh huong dén y dinh sir dung mobile
banking ctia khach hang. Diéu nay c6 khac biét voi
cac nghién cuu trudc day. Vi mobile banking con
kha mdi mé trén thi truong Thanh Héa, nhiéu dich
vu trién khai qua hinh thirc mobile banking chwa
thuc hién duoc, hinh thire chu yéu 1a chuyén khoan
ndi bd. Do vay, nhitng nguoi duoc tra 101 ho théy
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Bang 4: H¢ s6 mé hinh hdi quy SEM

Hoi quy SEM lan 1 Hoi quy SEM lan 2
Nhan to Estimate | P-value Estimate | Estimate’ | P-value

KNDU'..>YDSD 0,212 ko KNDU'...>YDSD 0,222 0,204 Sk
NTTC..>YDSD 0.150 0.009 NTTC..>YDSD 0,158 0,141 0,006
AHXH..>YDSD 0,330 HAk AHXH..>YDSD 0,323 0,256 ok
HQMD.. >YDSD 0,052 0.169 NTCP...>YDSD -0,357 -0,369 ik
NTCP..>YDSD -0,354 wokk NLKV..>YDSD 0,200 0,224 gk
NLKV..>YDSD 0,199 ok YDSD...>HVSD 0,606 0,535 ol
YDSD...>HVSD 0,606 Hokok

*Estimate dd chudn hoa

Nguén: két qua phan tich dit liéu ciia tdc gia

rang hi¢u qua mong doi chua tac dong dén y dinh sir
dung dich vu cuia ho.

2.3.6. Kiém dinh su khdc biét cua gidi tinh va do
tudi d6i vdi cac nhén t6 anh huong dén ¥ dinh sur
dung mobile banking

Kiém dinh Chi-square dugc st dung dé so sanh
mo hinh bét bién va kha bién (Nguyén DPinh Tho &
Nguyén Thi Mai Trang, 2008).

* Doi voi gioi tinh: Két qua P-value = 0,033<0,05
cho thy c6 su khac biét gitta mé hinh kha bién va
md hinh bét bién do d6 chon mo hinh kha bién. Két
qua mo hinh kha bién cho thay c6 su khac biét giita
nam va nit d6i v6i cac nhan t6 tic dong dén y dinh
su dung mobile banking. Cu thé, dbi v6i nix nhan
td anh huong xa hoi khéng anh huong dén y dinh
str dung mobile banking (sig.=0,455>0,5) nhung ddi

v6i nam, nhan t6 nay lai c6 anh huong dén y dinh
st dung; ddi v6i nhan td nhan thuc vé su tin cdy,
nam khong anh hudng (sig.=0,649) nhung ddi véi
nir thi nhan t& nay lai ¢6 anh huong dé y dinh s
dung (Bang 5). Nam gidi ¢6 nhiéu mdi quan tdm vé
chi phi giao dich hon 1a nit gidi. Két qua nay phu
hop voi két luan cua Cruz & cong su (2010).

* Poi voi dd tudi: Két qua P-value = 0,002 <0,05
cho thiy c6 su khac biét gitta m6 hinh kha bién va
md hinh bt bién do d6 chon mé hinh kha bién. Két
qua mo hinh kha bién cho thdy c6 su khac biét giita
d6 tudi d6i voi cac nhan td tic dong dén y dinh sir
dung mobile banking. P4i v4i nhan té kha nang dap
{rng, nhém tudi dudi 30 va 50 tudi trd 16n khong anh
hudng dén y dinh sir dung mobile banking nhung d6
tudi tir 30 dén 50 tudi lai c6 anh huong; déi voi nhan

Bang 5: Kiém dinh sy anh huéng khac biét ciia tudi va giéi tinh dén cic nhan to

Nhan t6 Nam Nir <30 tudi 30-40 tudi | 40-50 tudi | > 50 tudi
an to
ES* | Sig. | ES* | Sig. | ES* | Sig. | ES* | Sig. | ES* | Sig. | ES* | Sig.
KNDU->YDSD | .223 | .04 | .178 | .013 | .055 | .581 | .206 | .034 | .255 | .009 | .080 | .637
NTTC->YDSD | .036 | .649 | .314 | *** | 120 | .234 | .181 | .058 | .027 | .775 | .393 | ***
AHXH->YDSD | 257 | *** | .057 | 455 | 395 | *** | 201 | .035 | .334 | *** | 162 | .283
NTCP->YDSD | -.37 | *¥% | =33 | #&% | 427 | **x | 308 | #*x | .38 | **x | 203 |.123
NLKV->YDSD | .180 | .024 | .303 | *** | 445 | *** | 114 | 261 | .163 | .114 | .393 | .005
*Estimate dd chudan hoa
Nguén: Két qua phan tich dit liéu ciia tdc gia
Bang 6: Két qua kiém dinh cac giai thuyét ciia md hinh
Gia £ Gia £, . Gia £ Gia £
thuyét Ket qua thuyét Ket qua thuyét Keét qua thuyét Keét qua
H1 Chap nhan H6 Chap nhén H8.4 Chap nhén H9.3 | Chap nhan
H2 Béac bo H7 Chap nhén H8.5 Bac bo H9.4 | Chap nhan
H3 Chap nhan HS.1 Béc bo HS.6 Béc bo H9.5 | Chip nhan
H4 Chap nhén H8.2 Bac bo H9.1 Chap nhan H9.6 | Chap nhéan
H5 Chép nhan H8.3 Chép nhan H9.2 | Chap nhan

Nguon: tong hop két qua nghién curu cua tac gid
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td nhan thirc vé su tin cdy, chi c6 nhom tudi 50 tro
1én ¢6 anh huong, con lai dudi 50 tudi nhan t6 nay
khong c6 anh hudng; ddi v&i nhan t6 anh huong xa
héi, chi ¢6 d6 tudi 50 tro 1én khong anh hudng, con
lai dudi 50 tudi thi anh huong xa hoi déu anh hudng
dén y dinh st dung dich vu; ddi v6i nhan thire vé
chi phi, d¢ tudi dudi 50 déu cho ring chi phi anh
huong dén y dinh str dung mobile banking ciia ho,
nhung tir 50 tudi tro 1én khong anh huéng boi chi
phi (Bang 5).

Két qua kiém dinh cdc gia thuyét duoc thé hién
trén Bang 6.

3. Két luéin va goi y chinh sich

Dua trén bdi canh 310 nguoi tra 10, bang chiing
thuc nghiém nghién ciru nay cho thdy céc nhan té ¢6
muc do anh hudng la khac nhau va co6 su khac biét
gitta nam, ni; gitta d6 tudi dbi véi timg nhan t6 dén
y dinh st dung mobile banking.

Chi phi tai chinh 1a yéu t6 quan trong thi nhat anh
huong dén ¥ dinh sir dung mobile banking (phii hop
voi nghién ctru cia Cruz & cong su, 2010 va Yu,
2012), ké ca d6i v6i nam va nit va nhitng nguoi dudi
50 tudi, ddc biét 1a voi nhitng ngudi dudi 40 tudi.
Do d6, ngan hang can phai giam dang ké chi phi cho
nguoi tiéu dung sir dung dién thoai di ddng va phan
biét cac gia dich vu cho khach hang dudi do tudi
40 tudi. Yéu té quan trong thir hai la anh hudng xa
héi (phu hgp vdi nghién ctru ciia Yu, 2012 va Alam,
2014). Tuy nhién, chi c6 nam gidi va dé tudi dudi 50
méi bi anh huong boi nhén t6 nay. Do d6, ngan hang
tang cudng st dung cac phuong tién truyén thong
dé thic day dich vu ngan hang di dong tap trung
nhiéu hon vao nam gidi dudi 50 tudi, dic biét 1a st
manh cta truyén miéng va trén cac kénh xa hoi (nhu
Facebook hay Zalo).

Sy dé dang s dung va kha ning dap tng cla
ngan hang 1a yéu t6 quan trong tiép theo anh hudng
dén y dinh str dung mobile banking, dac biét ddi véi
do tudi tir 30 dén 40. Do vay, ngoai viéc cung cap
nhitng dich vu dé st dung va hitu ich, ngan hang
cin phai cung cp cac dich vu dap tng nhu cdu cu
thé theo phan khiic khach hang, da dang héa cac
dich vu giao dich béng mobile banking, dau tu hé

thdng cong nghé cao dé khong anh huong dén thoi
gian giao dich cua khach hang. Nhan thirc vé sy tin
cdy c6 tac dong thap nhat nhung ciing la mét nhan
t6 quan trong - nghién ctru ciia Yu (2010) cho rang
day 12 nhan té quan trong thir hai sau nhén thirc chi
phi, trong khi Alam (2014) lai cho ring nhan té nay
khong anh huong. Nghién ciru cho thiy nam gidi va
d6 tudi dudi 50 tudi khong chiu anh hudng bai nhan
t6 nay (két qua nay phit hop vdi két luan cua Cruz &
cong su, 2010). Do vy, ngan hang can c¢6 giai phap
tang cudng long tin vé dich vu nay déi véi nir va do
tudi ngoai 50. Hiéu qua mong doi khong anh hudng
dén y dinh sir dung mobile banking (day la diéu tréi
nguoc véi ly thuyét gde va nghién ctru cia Yu, 2012
va Alam, 2014).

Bai viét da hé thong hoa duoc co sé ly thuyét vé
c4c nhan t§ anh huéng dén vy dinh st dung mobile
banking. Nghién ctru da st dung ly thuyét UTAUT
(ly thuyét duge coi 1a vuot trdi hon so nhiing ly
thuyét vé y dinh hanh vi khéc), ké thira nghién ctru
ctia Yu (2012) va c6 phat hién yéu t6 méi. Véi boi
canh nghién ctru tai thanh ph Thanh Héa, nghién
ctru da chi ra “hiéu qua mong doi” (trong ly thuyét
UTAUT va nghién ctru cia Yu, 2012) khong anh
huong dén y dinh sir dung va da chirg minh nhan
t6 moi “kha nang dp ing” anh huéng dén y dinh sir
dung dich vu mobile banking. Bén canh d6, nghién
ctru da danh gia dugc tac dong ciia bién nhan khau
(tudi, gi6i tinh) dén v dinh sir dung dich vu d6i véi
ting nhan t6 bang phan tich cdu trac SEM phén
nhom. Trén co so xac dinh dugc muc do anh hudng
clia ting nhan t6 va anh huong khac nhau cia do
tudi va gidi tinh, tac gia da goi ¥ duoc mot sd giai
phép phu hop cho cac ngan hang thuong mai trén
dia ban thanh phb Thanh Hoéa.

Han ché cua nghién ctru nay 13 chi thuc hién
trén dia ban thanh phd Thanh Hoa nén kha ning
tong quat hoa chua cao. Tac gia chua nghién ctru
céc nhan t6 tac dong truc tiép dén hanh vi str dung
mobile banking. Do do, van dé nay dua ra mot
hudng nghién ctru nita cho cic nghién ctru tiép theo
cua tac gia.
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