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Trong béi canh s6 hda, vi dién t& phat trién manh & thj trudng thanh
toan dién t Viét Nam vdi s6 lugng I16n khach hang. Tuy nhién, cac nha
cung cap vi dién ti cling phai d6i mat véi su canh tranh gay gat ti cac
ngan hang va nhiing ngudi choi mdi dé c6 thi phan. Do dé, viéc gitr
chéan khach hang la chién thuat t6i uu clia cac nha cung cap vi dién tur.
Nghién clu nay nham giai quyét mai quan tdm thuc té trén bang cach
diéu tra cac nhan t6 anh hudng dén y dinh ti€p tuc s&f dung vi dién t&
dua trén mo hinh xac nhan ky vong (ECM), ly thuyét hanh vi cé ké hoach
(TPB), ly thuyét niém tin va tu tin kha nang ban than. Két qua phan tich
510 ban khao sat hgp 1& cho thay: Niém tin, su hai long, nhan thic dé
st dung, nhan thirc hitu ich, tu tin kha nang ban than, va anh hudng xa
hoi c6 tac dong truc tiép dén y dinh tiép tuc st dung. Nghién cltu cling
chi ra tac déng diéu tiét ctia niém tin trong maéi quan hé gilta sy hai
long va y dinh tiép tuc s&r dung vi dién tir clia khach hang Viét Nam.

Abstract

In connection with digitalization, e-wallets flourish in the Vietnamese
e-payment market with a high volume of customers. However, the e-
wallet providers have to tackle the intense competition with traditional
banks and new players to gain market share. As a result, the best tactic
for e-wallets providers is customer retention. The objective of this
paper is to address the former concern by examining the antecedents
of e-wallet customers’ continuance intention based on the Expectation
Confirmation Model (ECM), Theory of Planned Behaviour (TPB), trust
theory, and self-efficacy theory. The analysis result of 510 valid
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responses confirms the positive and direct effect of trust, satisfaction,
perceived ease of use, perceived usefulness, self-efficacy, and social
influence toward continuance intention. The moderating effect of trust
on the relationship between satisfaction and continuance intention of
Vietnamese customers is revealed.

1. Gigi thiéu

D6i méi cong nghé da tao dicu kién cho sy xuat hién clia cac cong ty Fintech, nhiing cong ty méi
gia nhap nganh tai chinh (Tanda & Schena, 2019). Cong ty Fintech cung cép céc dich vu cong nghé
tai chinh s6 nhu: Thanh toan s, cho vay ngang hang, bao hiém sd, du tu so... thong qua cac cong
nghé va mé hinh kinh doanh tién tién (Pazarbasioglu va cong su, 2020). O cic nudc phat trién, Fintech
da chimg té su thanh céng ctia minh; trong khi d6, & cac nuéc dang phat trién, tiém niang cta Fintech
lai nim & viéc khai thac dich vu sb ¢ cac thi truong chua tiép can nhiéu voi hé théng ngan hang
(Buckley & Webster, 2016). Trong s6 nhiéu dich vu Fintech, thanh toan sé 1 mot trong nhiing linh
vuc hira hen nhit (Buckley & Webster, 2016). Theo quan sat tir thi truong ASEAN, céc giai phap
trong linh vyc thanh toan c6 xu hudng phat trién va Viét Nam 1a mot vi du (United Oversea Bank,
2019). Tai Viét Nam, thanh toan dién tir la mang phat trién nhanh nhat, dai dién 1a vi dién tir. Vi dién
tur hay vi di dong dugc coi la vi k¥ thuét s6, cho phép khach hang thyc hién céc giao dich cua ho thuan
tién hon thong qua dién thoai thong minh (Chawla & Joshi, 2019). Cac nha dau tw nudc ngoai quan
tam dén thi truong thanh toan dién tir day tiém nang ctia Viét Nam thong qua viée rot von tai trg vao
hai thuong vu 16n trong ndm 2019 1a 300 triéu USD vao VNPay va 100 tri¢u USD vao vi dién tir
Momo (United Oversea Bank, 2019). Nam 2017, chi c6 22% ngudi Viét Nam thuc hién cac giao dich
thong qua thanh toan sd; va nam 2019, chi ¢6 41% ngudi truong thanh co tai khoan ngan hang (World
Bank, 2021). Dén s 16n nhung it tiép can ngan hang ciing véi ty 1é két ndi Internet cao nho vao muc
tidu s6 hoa cua Chinh phu (United Oversea Bank, 2019), co hoi dé cac nha cung cap vi dién tir thong
tri thi truong thanh toan dién tir & Viét Nam dang rat rong md. Ngoai ra, khi dich COVID-19 xay ra,
v6i lgi ich hd trg giam thiéu rii ro lién quan dén tiép xuc truc tiép, vi dién tir da thanh cong trong viée
mé rong quy moé khach hang.

Bén canh sy tang trudng an tugng cua thi truong vi dién t tai Viét Nam, sy canh tranh cling ngay
cang tré nén khc liét hon. Khach hang co thé cam thiy mién cudng tiép tuc sir dung vi dién tir hién
tai ctia minh trong khi céc hé thong thanh toan khéc dua ra nhiéu khuyén mai hap dén hon. Trong bdi
canh ndy, cdc nha cung cép vi dién tir can quan tim nhiéu dén viéc giir chan khach hang. Cac nghién
ctru trude day ciing tiét 10 rang chi phi thu hiit khach hang méi c6 thé cao hon gap 5 1an so véi chi phi
duy tri (Bhattacherjee, 2001), va mot cong ty c6 thé thuc day loi nhuan tir 25% dén 95% khi ty 1¢ giir
chén khach hang tang 5% (Hong va cong su, 2006).

Van dé duy tri y dinh tiép tuc sir dung cong nghé ctia khach hang da thu hut sy quan tim cuia nhiéu
nha nghién ctru trén thé gi¢i. Mot s6 nghién ciru tiéu biéu nhu: Thanh toan di dong (Foroughi va cong
su, 2019; Shao va cong su, 2019; Susanto va cong sy, 2016), dich vu tai chinh dién tir (Zhou va cong
su, 2018), ngudn cung umg (Wang & Wang, 2019; Wang va cong su, 2020); tuy nhién, linh vuc vi
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dién tir chua dugc chi ¥ nhiéu. Riéng & Viét Nam, cac nghién ctru vé vi dién tir thuong tap trung vao
giai doan chip nhan hon 1a giai doan tiép tuc sir dung (Nguyen va cong su, 2020; To & Trinh, 2021).

Bén canh d6, mot sb cong trinh hoc thuat da dé xut cac mé hinh nghién ciu véi sy Kkét hop cac
1y thuyét nhu: M6 hinh chap nhan cong nghé (Technology Acceptance Model — TAM), mé hinh xéac
nhan ky vong (Expectation Confirmation Model — ECM) dé giai thich y dinh tiép tuc sir dung ciia
khach hang trong boi canh cong nghé (Zhou va cong su, 2018). Tuy nhién, dé c6 nhiing hiéu biét va
két qua méi hon, bén canh sy két hop cua cac 1y thuyét truyén thong nhu TAM, ECM... céc 1y thuyét
tur cac linh vuc khac nhu: Tam 1y hoc, y hoc... cling nén dugc Kkét hop trong nghién ctru (Franque va
cong sy, 2020). Ngoai ra, cling nén xem xét tac dong diéu tiét nham dua ra dugc két qua cu thé hon.
Hon nira, cac san phém cong nghé rat da dang, véi mdi loai san phém cong nghé, dac biét la cong
nghé tai chinh s& c6 nhimg dic diém khac nhau, vi vy, cac nhan t6 tac dong dén y dinh tiép tuc st
dung cuia khach hang va murc d6 tac dong ciing khac nhau. Hudng téi viéc 1ap day khoang trong
nghién ctru d6, nghién ctru nay dé xuat mot mé hinh véi sy tich hop ciia TAM, ECM, niém tin va ly
thuyét ty tin kha ning ban than lién quan dén y dinh hanh vi cia khach hang vi dién tir trong giai doan
sau chip nhan. Nghién ctru nay dong gop vao su da dang ctia cic mo hinh nghién ctru trong céc 1y
thuyét cong nghé dé giai thich rd hon vé y dinh tiép tuc sir dung cta khach hang vi dién tir. Vé thuc
tién, cic ham y quan trj tir nghién ctru ndy gitip cac nha cung cip vi dién tir c6 thém thong tin chi tiét
dé xay dung chién lugc giir chan khach hang.

2. Ca s@ ly thuyét va su hinh thanh cac gia thuyét nghién ciru

2.1.  Khai niém vi dién tir

C6 nhiéu dinh nghia khac nhau vé vi dién tir boi cdc nha nghién ctru. Trude hét, vi dién tir 14 san
pham phai sinh ctia Fintech (Thakor 2020, Knewtson va cong su; 2020).

Shin (2009) da giai thich vi di dong (Mobile Wallet) 1a vi tién k¥ thuat s6, 1 mot ing dung thanh
toan di dong mai c6 chirc ning thay thé vi vat 1y (vi thong thuong) va hon thé nita. Trong truong hop
vi di ddng, nguoi ta co thé tai trudc mot sb tién nhat dinh thong qua thé ghi ng, thé tin dung hoédc ngan
hang truc tuyén va c6 thé duogc sir dung dé thue hién thanh toan truc tuyén va ngoai tuyén. Vidi dong
¢6 thé dugc sir dung dé giao dich qua nhiéu kénh nhu: Nguoi tiéu ding véi ngudi tiéu ding, ngudi
tiéu dung véi doanh nghiép, ngudi tiéu ding v6i may moc va nguoi tiéu ding tryc tuyén khac.

Chawla va Joshi (2019) d4 b6 sung thém dinh nghia ctia Shin (2009) vé vi di dong (Mobile Wallet)
khi cho rang cac khai niém nhu “ngan hang di dong” va “tién di dong” 1a tién than cta “vi di dong”.
Ngan hang di dong 1a hé théng cho phép khach hang thuc hién cac giao dich tai chinh trong tai khoan
ngan hang cta minh thong qua thiét bi di dong véi cac dich vu, bao gdbm: Gt tién, rat tién, chuyén
khoan, thanh toan hoa don va truy vén sb du. Tién di dong dé cap dén mot loat cac dich vu co thé
dugc cung cip thong qua dién thoai di dong, nhu: Chuyén tién di dong, thanh toan di dong va ngan
hang di dong. Vi di dong c6 thé dugc coi 1a mot phan mé rong ctia ngan hang di dong va tién di dong,
trong d6 ngudi ding c6 thé luu trir théng tin ca nhan ctia ho cing véi chi tiét ciia cac phuong thirc
thanh toan khac nhau. Vi di dong c6 thé dugc xem nhu mot kho Iwu trit tit ca thong tin lién quan dén
khach hang can thiét cho céc giao dich di dong. Twong tyr, vi dién tir c6 thé duogc coi 1a mot khai niém
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rong hon, trong d6 tién c6 thé duoc luu trix k¥ thuat s6 va thanh toan c6 thé duoc thyc hién thong qua
may tinh dé ban, may tinh xach tay hodc di¢n thoai thong minh.

2.2. Mo hinh xdc nhdn ky vong

MO hinh xé&c nhéan ky vong (Expectation Confirmation Model — ECM) cta Bhattacherjee (2001)
dugc mé rong tir Iy thuyét xac nhan ky vong (Expectation Confirmation Theory — ECT ciia Oliver
(1981), trong d6, y dinh tiép tuc str dung (Continuance Intention) mét hé thong cong nghé ctia mot ca
nhan phu thudc vao nhan thie hiru ich (Perceived Usefulness), sy hai long (Satisfaction) va sy xac
nhan ky vong ctia khach hang (Confirmation). ECM cho rang su tiép tuc st dung ctia khach hang
dong nghia voi quyét dinh mua lai vi ca hai déu tuan theo quy trinh chap nhan hodc mua hang ban
dau. Theo Davis (1989, trang 320), nhan thirc hitu ich (Perceived Usefulness) dugc mo ta 1a “mic do
ma mot nguoi tin réng vi€c su dung mot hé théng cu thé s& nang cao hiu sudt cong viéc cua ho”.
Theo Bhattacherjee (2001, trang 359), x4c nhan dé cap dén “nhén thirc cia khach hang vé sy tuong
ddng gitta ky vong ctia ho khi str dung hé thong cong nghé va hiéu sut thuc té ciia n6”. Xac nhan cia
khéch hang s€ dat duoc tich cuc khi ho nhan thfiy r.'?mg hiéu suét hé théng vuot qua ky vong va mong
doi cta ho trude do, va nguoc lai 1a trang thai khong xac nhén. Cac hoc gia trong bdi canh thanh toan
dién tir coi sy hai long nhu mot cam gidc tich cyc tir sy danh gia vé hiéu suét va ky vong giao dich
sau khi stir dung (Foroughi va cong su, 2019; Rahi & Ghani, 2019).

Nhiéu nghién ciru thyc nghiém trudc day da chimg minh sy phtt hgp va manh mé ciia ECM khi
gidi thich y dinh tiép tuc sir dung mot hé théng cong nghé ctia khach hang (Susanto va cong su, 2016;
Wang & Wang, 2019; Zhou va cong su, 2018). Vi vy, nghién ctru nay st dung ECM nhu mot ly
thuyét chinh, co tich hop 1y thuyét hanh vi c6 ké hoach (TPB), va 1y thuyét nhan thirc xa hoi dé tao
thanh mt mo hinh nghién clru trong ngir cdnh maéi nay.

2.3, Ly thuyét niém tin

Niém tin (Trust) ton tai khi “mot bén tin tuéng vao do tin cdy va tinh chinh truc ctia déi tac trao
d6i” (Morgan & Hunt, 1994, trang 23). Trong bdi canh lién quan dén thwong mai dién tir, McKnight
va cong su (2002) cho rang khai niém niém tin dugc nghién ctru nhidu nhat ¢ ba khia canh: (1) Ning
luc (Competence), d& cap dén niém tin vao kha ning thuc hién nhitng diéu ma nguoi dit niém tin
mong doi & nguoi duge tin; (2) thién tim (Benevolence), dé cap dén dong co ctia ngudi duoc tin dé
hanh dong vi l¢i ich ctia ngudi dit niém tin va dwa trén 1ong vi tha; va (3) tinh chinh truc (Integrity),
dé cap dén niém tin vao su trung thyuc va giit 16i hira ctia ngudi dugc tin.

Trong bbi canh cong nghé, niém tin tré thanh mot yéu té dang quan tam khi khach hang c6 thé
gdp nhiéu riii ro lién quan dén quyén riéng tu va bao mat cua hé théng. Nghién ciru nay xem xét niém
tin & khia canh lién quan dén sy chinh tryc, kha ning va hanh dong cta cac nha cung cap nham dam
bdo sy an toan cua khach hang str dung vi dién ta.

Trong bdi canh vi dién tt, cac dich vy lién quan dén su khong chic chin va rui ro, do do, niém tin
dugc dua vao nghién ctru ndy nham giai thich rd hon vé y dinh tiép tuc sir dung ciia khach hang.

2.4. Ly thuyét tw tin khd nang ban than

Bandura (1977) d4 dé xuét va phat trién 1y thuyét tur tin kha nang ban than (Self-Efficacy Theory)
nham giai thich va dy doan nhing thay déi trong hanh vi ciia con nguoi thong qua hé théng nhan
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thirc, trong d6, yéu tb tu tin kha ning ban than 1a yéu td c6 anh hudng trong sudt qua trinh thay doi
d6. Tu tin kha ning ban than (Self-Efficacy) phan anh niém tin ctia mot ca nhan vao kha ning kiém
soat dong co, hanh vi cia minh dé dat duoc sy thanh cong cu thé (Bandura, 1977).

Mic du ty tin kha nang ban than dugce nhidu nha nghién ctru quan tam dé giai thich sy thay doi
hanh vi ctia con nguoi nhung yéu té nay duge cho rang sé thay doi tity thude vao linh vuc hoat dong
va hoan canh xung quanh sy xuét hién ctia hanh vi, vi thé Bandura (1997) cho rang nghién ctru tu tin
kha ning ban than trong mot bbi canh cu thé sé mang tinh du doan cao hon. Nhiéu nghién ctru trude
day da chimg minh ty tin kha ning ban than c6 anh huéng truc tiép hodc gian tiép dén ¥ dinh tiép tuc
sir dung dich vu hodc san pham cuia khach hang trong cac bdi canh cong nghé nhu: Ngan hang dién
tir (Foroughi va cong sy, 2019; Susanto va cong sy, 2016), g dung rén luyén thé chit trén dién thoai
(Huang & Ren, 2020). Vi vay, nghién ciru nay tich hop 1y thuyét tu tin kha ning ban than dé c6 sy
giai thich sau hon vé y dinh tiép tuc str dung ctia khach hang trong bdi canh vi dién tir.

2.5. Ly thuyét hanh vi cé ké hoach

Ajzen (1991) da phat trién ly thuyét vé hanh vi c6 ké hoach (Theory of Planned Behaviour — TPB)
noi vé cac yéu td xac dinh y dinh hanh vi va hanh vi ctia mot ngudi nham khic phuc han ché cua ly
thuyét hanh dong hop 1y (Theory of Reasoned Action) dugc dé xuat boi Fishbein va Ajzen (1975).
Ngoai hai yéu t6 giéng vai 1y thuyét vé hanh dong hop 1y da dugc chimg minh 1a c6 tac dong dén y
dinh hanh vi 12 thai d9 (Attitude) va chuan chii quan (Subjective Norm), TPB ¢ bo sung yéu to thir
ba dugc goi 1a nhén thuc vé kiém soét hanh vi (Perceived Behavioral Control), do 1a kiém soat ma
nguoi ding nhan thiy c6 thé han ché hanh vi ctia ho.

Yéu t6 Anh huong xa hoi trong nghién ctru ny c6 su twong déng véi chuan chii quan trong TPB.

2.6. M6 hinh va gia thuyét nghién ciru

o Sy xac nhan (Confirmation), nhdn thirc hitu ich (Perceived Usefulness) va sw hai long

(Satisfaction) cua khach hang

Khéach hang thuong ¢6 ky vong cu thé ddi véi mot san pham cong nghé trong khi ddi véi mot san
pham tiéu dung binh thudng (vi du nhu: thyc pham hay trang phuc), y dinh va hanh vi mua hang cua
ho van c6 thé xdy ra ma khong chiu anh huéng ctia sy ky vong hay x4c nhan nio (Hossain & Quaddus,
2012). Diéu nay giai thich cho 1y do can xem xét dén ky vong cta khach hang vé vi dién tir. Sau khi
trai nghiém dich vu, su xac nhan hoac khong xac nhan vé ky vong cua khach hang s€ hinh thanh dya
trén viéc so sanh hiéu suét cua san phém hodc dich vu va ky vong cu thé cua ho. Xac nhin gén lién
v6i sy hai long vi né lién quan dén danh gia nhén thirc vé ky vong - x4c nhan (Bhattacherjee, 2001;
Zhou va cong sy, 2018). Theo Bhattacherjee (2001), sy hai long dugc xem 1a mot bién phu thudc vao
ky vong va xac nhan sau trai nghiém.

Trong ECM, xé4c nhan 1 yéu t6 quan trong du doan sy hai long ciia khach hang trong nhiéu boi
canh cong nghé khac nhau nhu: Mua sim tryc tuyén, moi gi6i tryc tuyén, va ngan hang truc tuyén
(Bhattacherjee, 2001). Trong nghién ciru ndy, nén tang vi dién tir cung cép dich vu thong qua hé thong
cong nghé thong tin, vi vdy mdi quan hé giita x4c nhan va sy hai long s& co thé xay ra. Khi khach
hang c6 dugc xac nhan tich cuc vé ky vong cuia ho sau khi str dung vi dién tr, nhan thurc veé ky vong
- x4c nhan sau do lién két voi trang thai tdm 1y tich cuc (su hai long). Cac nghién clru trudc day tir
bbi canh thanh toan dién tir déu cho thay rang khach hang hai 1ong khi ky vong sir dung dich vu cua
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ho duoc dap ung hodc xac nhan cua ho dat dugc (Foroughi va cong sy, 2019; Rahi & Ghani, 2019;
Susanto va cong su, 2016). Trén co s6 cac 1y thuyét va nghién ctru thyc nghiém trude day, gia thuyét
Hi dugc phat biéu nhu sau:

Gid thuyét H: Xdc nhdn ciia khach hang vé vi dién tir c6 anh hwong tich cue dén sw hai long
cua ho.

Ngoai ra, ECM gia dinh r:?mg nhan thire hitu ich, mot bién quan trong cia TAM, dugc cai thién
nho trai nghi€ém xac nhan. O giai doan chfip nhén st dung, nhan thirc hitu ich ctia khach hang dbi voi
cong nghé mai cé thé khong rd rang do sy khong chac chin vé ky vong tir viée sir dung. Tuy nhién,
trai nghiém xac nhan c6 thé diéu chinh nhan thic d6 1én mot mirc d6 cao hon khi khach hang xét thay
nhan thic hiru ich ban dau cua ho ¢ giai doan chép nhan thép khong con phu hop véi thuc té
(Bhattacherjee, 2001). Cting véi lap luan tir Bhattacherjee (2001), mét s6 nghién ctru trude cling da
chirng minh xac nhén cé tac dong tich cuc dén nhan thire hitu ich (Susanto va cong su, 2016; Wang
& Wang, 2019; Zhou va cong su, 2018). Vi vay, gia thuyét H> duoc dé xuat nhu sau:

Gid thuyét Ha: Xdc nhén ciia khdch hang vé vi dién tir ¢6 anh hieong tich cuee dén nhén thire hiru
ich cua ho.

e Nhdn thitc hitu ich (Perceived Usefulness), sw hdi long (Satisfaction) va y dinh tiép tuc sir dung

(Continuance Intention)

Trong md hinh ECM, nhén thirc hitu ich dugc xem 1d mot yéu té c6 anh hudong dén sy hai long
cua khach hang. Xét trong co ché ky vong - xac nhan, nhéan thic hitu ich tac dong tich cuc dén sy hai
1ong vi yéu té nay duogc coi nhu 1a mot ky vong 1am co sd dé tham chiéu cho cac nhan thic, déanh gia
vé sy x4c nhan (Bhattacherjee, 2001; Thong va cong su, 2006). Nhiéu nghién ctru thyc nghiém trudc
cling ing ho quan diém rang nhan thirc hitu ich c¢6 anh huong tich cyc dén sy hai long va ¥ dinh tiép
tuc st dung cua khach hang (Foroughi va cong su, 2019; Huang & Ren, 2020; Susanto va cong sy,
2016). Vi vay, gia thuyét Hs dugc dé xuat nhu sau:

Gid thuyét Hs: Nhn thirc hitu ich vé vi dién tir ciia khdch hang cé anh hiong tich cwe dén sw hai
long cua ho.

Mit khéc, nhén thirc hitu ich duge xem 1a mot bién s6 nhét quan co6 thé anh huong dén y dinh sir
dung hé théng cong nghé cta khach hang ¢ ca bdi canh chap nhén sir dung va tiép tuc sir dung
(Bhattacherjee, 2001; Thong va cong su, 2006). Bhattacherjee (2001) cho rang khach hang c6 thé ¢
y dinh tiép tuc st dung mot hé théng cong nghé khi ho tin r?mg viéc thuc hién nhiém vu cua ho duoc
céi thién sau khi ho d trai nghiém hé théng d6. Piéu nay phan anh ky vong sau khi chip nhén sir
dung ciia khach hang vé loi ich tir viéc sir dung hé thong cong nghé (Thong va cong sy, 2006). Nhidu
nghién ctru trude ddy trong cac bdi canh cong nghé khac nhau nhu: Thuong mai dién tir, Internet, va
Website dd cho thay nhén thirc hitu ich 1a mot trong nhimng yéu t6 quan trong trong viéc du doén y
dinh tiép tuc str dung cua khach hang (Franque va cong sy, 2020). Dya vao lép luan trén, gia thuyét
Ha duoc dé xuit nhu sau:

Gid thuyét Hy: Nhén thirc hitu ich vé vi dién tir ciia khach hang c6 anh huong tich cuc dén y dinh
tié}? tuc sw dung cua ho.

e T tin kha nang ban thin (Self-Efficacy) va y dinh tiép tuc sir dung (Continuance Intention)

Trong bdi canh cong nghg, ty tin kha nang ban than dugc dinh nghia la nhén thac vé cach ma mot
¢4 nhan c6 thé thuc hién thanh thao cac nhiém vu lién quan dén cong nghé thong tin nhu thyc hién
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céc giao dich (Zhou va cong su, 2016). Tuy nhién, cac nhiém vu lién quan dén cong nghé nay chua
duoc bao gém va gidi thich trong TAM va ECM (Dishaw & Strong, 1999). Bac diém cua nhiém vu
dugc xem x¢ét ¢ khia canh c6 mang tinh bét budc hay khéng. Déi v6i mot nhiém vu bat bude, chéng
han nhu cong viée, nhan thirc hitu ich va nhan thirc dé sir dung ¢ thé anh hudng nhiéu dén viée ch?ip
nhéan sir dung cong nghé (Huang & Ren, 2020). Tuy nhién, ddi véi mot nhiém vu khong bat bude (vi
du: Tim kiém thong tin suc khoe, st dung ting dung danh cho thiét bi di dong, thanh toan di¢n tir...),
viéce sir dung cong nghé duoc dy doan dua vao dong co ndi tai ciia khach hang nhiéu hon. Viéc st
dung vi dién tir thudc loai thur hai. Khach hang c6 thé lua chon chép nhan va tiép tuc st dung vi dién
tr khi ho nhan théy ban than c6 sy quan tdm va sy tu tin dé thyc hién cac giao dich trén vi dién tir.
Trong bbi canh ciia nghién ctru nay, viéc dwa yéu to ty tin kha ning ban than vao mé hinh dugc mong
doi s€ mang lai két qua giai thich vé y dinh tiép tuc str dung vi dién tir cia khach hang mét cach cu
thé va sau sic hon.

Luoc khéo tir cac nghién ctru trude, ty tin kha nang ban than dugc cho thﬁy ¢6 méi lién hé tich
cuc voi y dinh tiép tuc sur dung h¢ théng cong ngh¢ cua khach hang. Ty tin kha ndng ban than dinh
hinh sy tu tin cia khach hang, tir d6 nang cao y dinh tiép tuc cua ho ddi véi cong ngh¢ (Foroughi va
cong su, 2019; Huang & Ren, 2020; Susanto va cong su, 2016; Thakur, 2018). Trong bdi canh vi dién
tu, sau giai doan chép nhén, ty tin kha nang ban than dinh hinh sy tu tin cua khach hang khién ho ¢6
y dinh tiép tuc s dung hé thong cong nghé (Thong va cong s, 2006). Do do, gia thuyét Hs dugc dé
xuit nhu sau:

Gid thuyét Hs: T tin khd ning ban thdn vé viéc sit dung vi dién tir ciia khdch hang c6 anh hwéng
tich cuc dén vy dinh tié}? tuc sw dung cua ho.

e Si hai long (Satisfaction) va y dinh tiép tuc sir dung (Continuance Intention)

Lap luan trong ECM cho rang sy hai long 1a chia khoa dé giai thich y dinh tiép tuc s dung hé
thong cong nghé cua khach hang va ciing 1a dong luc chinh dé giai thich hién tuong tai sao khach
hang gian doan viéc sir dung mot hé thong cong nghé trong khi da chip nhan truée d6 (Bhattacherjee,
2001). Anh huong tich cyc cua sy hai long dén y dinh tiép tuc st dung cta khach hang dugc xac nhan
trong nhiéu linh vyc cong nghé khac nhau va két qua nay phi hop véi ECM (Franque va cong su,
2020).

Duya trén 1y thuyét va cac nghién ctru thyc nghiém (Susanto va cong sy, 2016; Wang & Wang,
2019; Zhou va cong su, 2018), gia thuyét He dugc phat biéu nhu sau:

Gid thuyét Hs: Suw hai long véi viéc sir dung vi dién tir ciia khdch hang c6 dnh huong tich cyee dén
¥ dinh tiép tuc sir dung ciia ho.

e Vai tro truc tiép va diéu tiét cua niém tin (Trust) trong moi quan hé giita sw hai long

(Satisfaction) va y dinh tiép tuc sit dung (Continuance Intention)

Niém tin 14 yéu t6 dugc nhiéu nha nghién ctru quan tim va 1a yéu t6 chinh chi phdi cac mdi quan
hé trao doi trong bbi canh co su khong chic chan va phu thudc giita cdc bén tham gia (Bradach &
Eccles, 1989). Trong linh vuc cong nghé, niém tin ning cao y dinh tiép tuc sir dung dbi v6i hé thong
cong ngh¢ va cac qua trinh lién quan (Moorman va cdng sy, 1993), dac biét khi c6 sy gia tang rii ro
vé bao mat, gian 1an, vai trd ciia niém tin cang dugc nhan manh trong ca giai doan chap nhan va tiép
tuc sir dung cong nghé. Nhiéu nghién ctru thuc nghiém trudc da xac nhan sy anh hudng ciia niém tin
dén ¥ dinh tiép tuc str dung cong nghé ciia khach hang (Franque va cong su, 2020; Le & Hoang, 2020;
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Shao va cong su, 2019; Wang & Wang, 2019; Zhou va cdng su, 2018). Gia thuyét duoc dé xuit dua
trén su nhan biét vai trd cta niém tin c6 anh huéng dén ¥ dinh tiép tuc sir dung nhu sau:

Gid thuyét Hr: Niém tin c6 anh huong tich cwc véi y dinh tiép tuc siv dung vi dién tir ciia
khach hang.

Bén canh viéc nghién ctru yéu té niém tin nhu mot tién dé ¢6 anh huong truc tiép dén ¥ dinh tiép
tuc sir dung cua khach hang, nhiéu nghién ctru trudc day ciing tim thay vai tro didu tiét cta nhan t6
nay. Niém tin 1am giam di anh hudng cua sy hai long d6i voi y dinh tiép tuc sir dung hé thong tai
chinh dién tir (Zhou va cong sy, 2018). Niém tin ciing lam thay d6i muc tic dong ciia y dinh mua
hang tryc tuyén dbi véi hanh vi mua sam tryc tuyén (Rehman va cong sy, 2019). Niém tin giita cac
dbi tac trong chudi cung tmg sir dung cong nghé Blockchain c¢6 anh huong dén mdi quan hé gitra sy
hai 1ong va y dinh tiép tuc str dung (Wamba, 2018).

Trong bbi canh vi dién tir, noi khach hang c6 thé chiu riii ro cao, nhém tac gia cho rang khach
hang c6 thé quan tim dén yéu t6 niém tin nhiéu hon cac yéu t6 khac. Khi niém tin dugc can nhic
nhiéu hon, y dinh tiép tuc str dung ciia khach hang sé it chiu anh huéng ciia sy hai long va nguoc lai.
Do d6, gia thuyét tiép theo dugc phat biéu nhu sau:

Gid thuyét Hs: Niém tin cé vai tro diéu tiét méi quan hé giita sw hai long va y dinh tiép tuc sir
dung cua khach hang.

o Anh huong xd héi va y dinh tiép tuc sir dung

Anh hudng xi hoi 1a mot yéu té dugc chimg minh 1a ¢6 anh huong dén y dinh hanh vi trong ly
thuyét hanh vi c6 ké hoach (TPB), duoc phat trién béi Ajzen (1991).

Bhattacherjee (2000) cho rang anh huéng xa hoi bao gom hai hinh thirc: Anh huéng bén ngoai
va giita cac ca nhan. Ngudn bén ngoai bao gdm: Y kién chuyén gia, cac phuong tién truyén thong va
thong tin phi ca nhan khac, trong khi tac dong giira cac c4 nhan lién quan dén sy truyén miéng tir ban
bé, dong nghiép va cip trén (Bhattacherjee, 2000). Khi d6i mit véi cac tinh hudng méi, con nguoi co
nhu cau tim kiém cac ngudn thong tin tham khao tir truyén thong va sy twong tac v6i nhitng ngudi
khac nham giam bat sw khong chic chin va lo ling cua ban than (Karahanna va cong su, 1999). Boi
v6i nhitng khach hang maéi cua vi dién tr, ho cling & giai doan vira mdi trai nghiém vi¢c st dung dich
vu va dang can nhéc ¢ nén tiép tuc sir dung hay khong, lic nay, nhitng goi y tir cac bao dai va nhimng
chia sé, d4nh gia tir nhitng ngudi xung quanh s& c6 sy chi phdi nhat dinh dén y dinh tiép tuc sir dung
cua ho.

Nhiéu nghién ciru trudc dy ciing ghi nhan tic dong dang ké ciia anh huong x4 hoi dén y dinh tiép
tuc sir dung hé thong cong nghé (Franque va cong su, 2020; Wang va cong su, 2020). Theo d6, nhoém
tac gia dé xut gia thuyét sau:

Gid thuyét Ho: Anh hwong xd hoi co tac dong tich cuc dén vy dinh tié}? tuc s dung vi dién tw cua
khach hang.

Trén co s& cac 1y thuyét va cac nghién ciru trude, mé hinh nghién ctiru duge dé xuét va trinh bay
trong Hinh 1.
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Hinh 1. M6 hinh nghién ctu

3. Phuong phap nghién ciru

Mb hinh nghién ctru bao gém 8 khai niém, trong d6 c6 hai thanh phan quan trong tir TAM (nhan
thirc d& str dung, nhén thirc hitu ich), ba bién chinh tir ECM (su x4c nhan, sy hai long, va ¥ dinh tiép
tuc st dung) va ba khai niém bén ngoai (niém tin, ty tin kha nang ban than, va anh huong xa hoi).
Viéc do luong cac khai niém nay duoc thiét ké trén thang diém Likert 5 diém, tir 1 - Hoan toan khong
dong y, dén 5 - Rat dong ¥, dua trén viéc ké thira cac 1y thuyét va nghién ctru thyc nghiém trude va
¢6 diédu chinh dé phu hop véi bdi canh vi dién tir & Viét Nam. Bang cau héi ban dau bang tiéng Anh
duogc dich sang tiéng Viét vi ddi twong khao sat & Viét Nam; sau d6, dugce chuyén doi lai sang tiéng
Anh dé dam béo tinh nhit quén giita hai phién ban tiéng Viét va tiéng Anh (Brislin, 1970). Céc thang
do vé y dinh tiép tuc sir dung (CI), xac nhan (CONF) va sy hai long (SAT) dugc dua theo khudn khod
do Bhattacherjee (2001) d& xuét; trong khi thang do cho khai niém niém tin (TRUST) dua trén céc
thang do ciia McKnight va cong sy (2002), Susanto va cong su (2016); thang do tu tin kha nang ban
than (SELF) dua vao nghién ctru tr Venkatesh va Davis (1996), Susanto va cong su (2016); nhan
thire hitu ich (PU) va nhan thirc dé str dung (PEOU) duoc duya trén thang do tir phién ban TAM méi
nhéit (Venkatesh & Davis, 1996); thang do anh huong xa hoi (SI) dugc xay dung theo dé xuat ciia
Bhattacherjee (2000).

Mot nghién ciru thir nghiém da dugc tién hanh véi 15 khach hang vi dién tir truée khi khao sat
chinh thirc. Céc phét biéu kho hiéu da dwoc diéu chinh dé mo ta cac khai niém tt hon. Sau khi da
diéu chinh, cong cu khao st cudi ciing gom 30 chi béo.

Bang cau hoi truc tuyén duoc thiét ké ¢ dang biéu mau cua Google. Pap vién chu yéu dén tir hai
thanh phd 16n nhét Viét Nam (TP.HCM va Ha Noi), dugc moi tham gia khao sat truc tuyén thong qua
mang ludi cac mdi quan hé trong cong viéc. Puong Link khao sét cling duge giri cho mot s6 nhom
khéch hang vi dién tir tiém nang nhu: Sinh vién dai hoc, cadc nhém ban hang truc tuyén, va nhan vién
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vin phong qua: Zalo, Facebook Messenger, va Viber. Nhitng ngudi tham gia duoc khuyén khich cung
cAp thong tin lién hé ctia ngudi quen ciia ho dé nhom tac gia cé thé tiép can voi luong mau khao sat
16n hon.

Vi nghién ctru nay nham muc dich do luong y dinh tiép tuc sur dung vi dién tur nén cau hoi gan loc
dugc dua vao dau bang cau hoi dé chon nhitng ngudi tham gia du diéu kién. Nhitng dép vién tra 1oi
rang ho di co kinh nghiém sir dung vi dién tir true day sé duoc chuyén dén cac cau hoi chi tiét hon,
néu khong, cudc khao sat s€ dung lai.

Biéu miu tryc tuyén dugc chuyén téi 658 ngudi, tién hanh tir ngay 12/4 dén ngay 11/6/2021. Tong
cong, 624 ban tra 101 da dugc thu thap, trong d6 510 ban tra 101 hop 1€ dugc gitr lai dé phan tich
sau hon.

Mo hinh phuong trinh cdu tric binh phuong nhé nhét timg phan (PLS-SEM) duogc ap dung dé
kiém dinh mo hinh nghién ciru. Nghién ciru nay sir dung cach tiép can PLS-SEM vi né dwa ra nhiing
quan diém méi vé phuong phép, khong c6 gia dinh vé phan phdi, mdi quan hé mé hinh phirc tap, mirc
d6 thong ké cao (Hair va cong sy, 2019).

4. Keét qua nghién ciru

4.1, Mb ta mau nghién ciru

Phan bd theo gidi tinh cta nhitng ngudi tham gia khao sat 1a 36% nam va 64% nit. Nhom 20-30
tudi chiém wu thé véi 77,1%. Khoang 57,3% dap vién da sir dung vi dién tir it hon 10 giao dich mbi
thang, va gan mot nira so dap vién sir dung vi dién tir tir 10 dén hon 30 giao dich mdi thang. Phan 16n
chc dap vién dén tir Ha Noi (35,7%) va TP.HCM (50%), noi ngudi dan c6 co hdi tiép can véi cong
nghé tién tién, dic biét 1a trong linh vuc tai chinh va thanh toan dién tir. Vi vay, mau c6 thé dugc coi
la dai dién cho tong thé (nhitng ngudi dang str dung dich vu vi dién tir trén thi truong Viét Nam) va
phu hop véi muc dich nghién ctru.

4.2, Kiém dinh mé hinh do lwong

Nghién ctru nay thuc hién ba budc dé danh gia mo6 hinh do luong, bao gém: Kiém tra do tin cay,
gia tri hoi ty, va gia tri phan biét.

Dé kiém tra do tin cay, hé s tai clia cac chi bao can dugc xem xét trude. Tidu chuan hé sb tai lon
hon 0,708 dugc khuyén nghi sir dung (Hair va cong su, 2019). Trong nghién ctru ndy, tat ca cc khai
niém déu thoa man tiéu chi vé hé sb tai (dao dong tir 0,731-0,926). Tiép theo, do tin cay nhét quan
noi bo duogc danh gia & Bang 1, gia tri Cronbach’s Alpha va d¢ tin cay tong hop (CR) cua tat ca cac
khai niém déu cao hon 0,7, theo huéng dan cua Hair va cong su (2019), tiéu chuan nay cho th.'?iy do
tin cdy da duogc khéng dinh.

Sau d6, dé kiém tra gia tri hoi tu, tiéu chuan phuong sai trich trung binh (AVE) dugc dung dé danh
gi4. Trong Bang 1, gi4 tri AVE cta mdi khai niém dap tmg yéu cau 1a tir 0,50 tr& 1én, do do6, gia tri
hoéi ty da dat dugc (Hair va cong sy, 2019).
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Két qua phan tich d¢ tin cdy va gia tri hoi tu

Khéi niém Cronbach's Alpha Do tin cay téng hop (CR) Phuong sai trich trung binh (AVE)
CI 0,914 0,920 0,940
CONF 0,894 0,894 0,934
PU 0,848 0,852 0,908
SAT 0,871 0,877 0,921
SELF 0,909 0,913 0,930
SI 0,826 0,846 0,884
TRUST 0,886 0,900 0,923

Ghi chii: CI: Y dinh tiép tuc st dung; CONF: Xac nhan; PU: Nhan thirc hitu ich; SAT: Sy hai long; SELF: Ty tin kha ning

ban than; SI: Anh huéng xa hoi; TRUST: Niém tin.

Dé xem xét gia tri phan biét, h¢ s6 tai chéo va chi s6 Heterotrait-Monotrait (HTMT) dugc xem xét

theo dé xudt cua Henseler va cong su (2015). Theo Kkét qua, hé s6 tai ciia mdi chi bao déu 16n hon hé
sO tai chéo. Bang 2 cho thay cac chi s6 HTMT déu nho hon 0,85, dat dwoc gia tri phan biét ddi voi
c4c bién: Nhan thire tinh hiru ich, nhan thic d& su dung, va anh hudng xa hoi. Mat khac, vi co mbi

lién hé chit ché giita cac bién lién quan nén ngudng HTMT khong 16n hon 0,90 dwoc chip nhan dé

danh gi4 ring cac khai niém dat dugc gia tri phan biét (Henseler va cong sy, 2015).

Bang 2.
Két qua phan tich gia tri phan biét qua chi s6 HTMT
CI CONF PU SAT SELF SI TRUST
CI
CONF 0,790
PU 0,767 0,714
SAT 0,894 0,879 0,792
SELF 0,818 0,807 0,764 0,869
SI 0,790 0,800 0,588 0,764 0,719
TRUST 0,860 0,772 0,630 0,801 0,694 0,811

Ghi chii: CI: Y dinh tiép tuc st dung; CONF: Xac nhan; PU: Nhan thirc hitu ich; SAT: Sy hai long; SELF: Ty tin kha ning

ban than; SI: Anh huéng xa hoi; TRUST: Niém tin.

Ngoai ra, theo diéu kién cua Fornell Larcker (1981), can bac hai cia AVE 16n hon gia tri cac h¢

s6 twong quan gilta cac cap khai niém thi cac cdp khai niém dat dugc gia tri phan biét. Tu két qua

Béng 3, c6 thé két luan réng cac khai ni¢m dat gia tri phan biét.
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Béng 3.
Két qua phan tich gia tri phan biét theo diéu kién Fornell Larcker
CI CONF PU SAT SELF SI TRUST
CI 0,892
CONF 0,715 0,908
PU 0,682 0,624 0,875
SAT 0,801 0,777 0,681 0,892
SELF 0,754 0,728 0,676 0,777 0,829
SI 0,696 0,694 0,500 0,661 0,632 0,811
TRUST 0,777 0,692 0,554 0,712 0,633 0,696 0,866

Ghi chii: Can bac hai AVE nim trén duong chéo chinh va in dam;
CI: Y dinh tiép tuc str dung; CONF: Xac nhan; PU: Nhan thirc hitu ich; SAT: Su hai long; SELF: Ty tin kha ndng ban
than; SI: Anh hudng xa h¢i; TRUST: Niém tin.

4.3.  Kiém dinh mé hinh cdu tric

Sau khi danh gi4 mé hinh do luong, nhém tac gia di tuan theo cac khuyén nghi tir Hair va cong
su (2019) dé danh gia md hinh céu trac. Trude khi danh gia cic mdi quan hé cdu truc, tinh da cong
tuyén dugc kiém tra dé tranh lam sai léch két qua hoi quy. Céc gia tri VIF cho timg khai niém trén 5
chimg t6 rang c6 kha ning xay ra vin dé da cong tuyén giita cdc khai niém. Két qua tir nghién ciru
nay cho thy VIF ciia timg khai niém ndm trong pham vi tir 1 dén 3,515; vi vy, khong c6 van dé vé
da cong tuyén.

Sau d6, k¥ thuat Bootstrapping 5.000 mau con dugc thuc hién dé danh gia y nghia théng ké ctia
cac gia thuyét (d tin cay 95%). Nhur thé hién trong Bang 4, tit ca cac gia thuyét déu dugc chp nhan.
Két qua cho thay rang cac yéu t6 dau vao giai thich duoc 77% ¥ dinh tiép tuc str dung. Két qua R2
(0,77) chira réng md hinh c6 sttc manh gidi thich & muc chép nhan cao. Su xac nhan va nhan thirc dé
sir dung giai thich dugc 39% sy bién thién cua nhén thirc hitu ich. Su xac nhan va nhan thirc hitu ich
giai thich duogc 66,6% su hai long.

Hé sb F dé cap dén murc do giai thich hodc tam quan trong cua bién dau vao d6i véi bién dau ra
trong mo hinh (Hair va cong su, 2019). Tiéu chi dé danh gia f2 1a cac gi tri 0,02, 0,15 va 0,35 lan
luot thé hién céc tac dong nho, trung binh va 16n cla bién tiém 4n ngoai sinh. Két qua cho théy murc
d0 giai thich ciia niém tin c6 anh hudng 16n nhat trong sb 6 bién dau vao 0,15 < TRUST- CI <0,35,
trong khi 2 PEOU — CI, £ PU — CI, £ SAT — CI, £ SELF- CI, £ SI — CI déu & ngudng thap hon.
Béng 4.

Két qua kiém dinh cac gia thuyét

Gia thuyét Tac dong Hé s6 duong dan Gia tri P Két luan

H,: CONF — PU Truyc tiép 0,624 0,000%** Chép nhan
H,: CONF — SAT Tryc tiép 0,576 0,000%*%* Chép nhén
H;: PU — SAT Tryc tiép 0,321 0,000%%** Chép nhén
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Gia thuyét Tac dong Hé s6 duong dén Gia tri P Két luan

Hy: PU — CI Tryc tiép 0,155 0,000%%** Chép nhén
Hs: SELF — CI Truyc tiép 0,174 0,000%** Chép nhan
He: SAT — CI Tryc tiép 0,258 0,000%*%* Chép nhén
Hy: TRUST — CI Tryc tiép 0,315 0,000%%** Chép nhén
Hg: TRUST*SAT — CI Diéu tiét —0,050 0,020%* Chap nhén
Ho: SI — CI Truyc tiép 0,119 0,001 %+ Chép nhan

Ghi chu: *p<0,10; **p<0,05; ***p<0,01;

CI: Y dinh tiép tuc st dung; CONF: Xéc nhan; PU: Nhan thirc hitu ich; SAT: Su hai long; SELF: Ty tin kha ning ban
than; SI: Anh hudng xa hoi; TRUST: Niém tin.

Vi tac dong diéu tiét cta niém tin c6 y nghia thong ké nén can phai phan tich thém vé do doc va
d6 16n cua tac dong diéu tiét nhu thé hién ¢ Hinh 2. Ba dudng trong Hinh 2 cho thdy mdi quan hé
gita sy hai 1ong (truc x) va y dinh tiép tuc sir dung (truc y). Mdi quan hé véi gi4 tri trung binh ciia
bién diéu tiét duoc dai dién boi duong & gitta. Pudng phia trén, ¢6 d6 déc nho hon, dai dién cho mirc
cao cua bién diéu tiét trong khi duong phia dudi, c6 d6 doc 16n hon, dai dién cho muc thip cua bién
diéu tiét. Didu nay cho thay tic dong diéu tiét 1 tiéu cyc: Mirc tic dong clia su hai long (SAT) dén y
dinh tiép tuc sir dung (CI) yéu di khi niém tin & mirc cao hon va ngugc lai.

Két qua phan tich ciing cho thay do 16n ctia bién diéu tiét c6 gia tri 1a £ = 0,014. Theo tiéu chuan
danh gia do 16n bién didu tiét ciia Kenny (2016), cac mirc tac dong nho, trung binh va 16n lan lugt
tuong ung voi chuén 0,005; 0,01 va 0,025. Do do, trong mo hinh nghién ctru nay, d6 16n cua bién
diéu tiét niém tin dugc danh gia & mirc trung binh.

TRUSTXSAT

05 1
041
031
0.2 1
0.1 1
0,0
-0.11
-0.2 1
-0,3 1
041
-05 1
-0.6 1

Cl

-1,00 -0.75 -0,50 -0,25 0,00 0,25 0,50 075 1,00
SAT

— TRUST at-1 SD -- TRUST at Mean ----- TRUST at +1 SD

Hinh 2. Phan tich tic dong diéu tiét ciia bién Niém tin
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5. Thao luan

5.1.  Cdc nhdn té anh hieong dén y dinh tiép tuc sir dung ciia khdch hang vi dién tir

Két qua chi ra ring niém tin 14 yéu té quan trong nhét (B = 0,315, £ = 0,172) giai thich y dinh tiép
tuc str dung ciia khach hang trong sb 6 yéu to. Két qua nghién ctru nay phi hop véi nhiéu nghién ciru
khac trong linh vyc cong ngh¢ (Shao va cong sy, 2019; Wang & Wang, 2019; Zhou va cong sy, 2018).

Theo két qua phan tich, Sy hai 1ong 12 yéu t6 quan trong thir hai sau Niém tin, c6 anh huéng manh
dén Y dinh tiép tuc st dung (B = 0,258, f2 = 0,082) va chiu anh huéng dang ké tir yéu t6 Nhan thirc
hitu ich va Xac nhan. Nhitng phat hién nay chi ra con dudng dan téi Sy hai long thong qua Nhan thirc
hitu ich va X4c nhén, tir d6 c6 thé nang cao y dinh tiép tuc str dung ddi voi san phém vi dién tir. Két
qué nay tuong déng v6i nhiéu nghién ctu trudc d6 (Susanto va cdng su; 2016; Foroughi va cong su,
2019;Wang & Wang, 2019; Zhou va cong sy, 2018).

Nghién ctru ndy ciing khang dinh Anh huéng xa hoi (B = 0,119, £ = 0,027) 1a mot tién dé quan
trong ddi voi Y dinh tiép tuc st dung vi dién tir, theo do yéu tb nay cod gia tri giai thich r.'?mg cam xuc
cht quan va cam xitc xa hi gop phan trong tim trong trai nghiém ciia nguoi dung vi dién tir, didu
nay ciing tuong déng voi 1ap luan ciia Wang va cong su (2020). Trong hoan canh cong nghé luon co
nhitng d6i méi va nhitng diéu khong chac chan, ngudn tham khao tir truyén thong va giita cdc c4 nhan
s& 1a dong lyc dé cung cb cho y dinh ciia mot ngudi trong viée tiép tuc sir dung hodc dimg lai dbi véi
mot san phé‘im hodc dich vu cu thé.

Ngoai ra, két qua ciing cho thay cac yéu t6: Ty tin kha ning ban than (B = 0,174, £ = 0,044) va
Nhan thtrc hitu ich (B = 0,155, £ = 0,05) ciing ddng gop mirc anh hudng tich cuc dén y dinh tiép tuc
sir dung mic du strc manh giai thich ciia cac bién nay ¢ mirc thip hon so v6i Niém tin va Sy hai long.
Két qua nay phtt hop véi két qua ciia nhiéu nghién ctru trude d6 (Susanto va cong su, 2016; Foroughi
va cong su, 2019; Huang & Ren, 2020).

5.2. Vai tro diéu tiét cia niém tin

Tac dong diéu tiét tiéu cuc ciia niém tin trong mbi quan hé giita sy hai long va y dinh tiép tuc sir
dung cuia khach hang dugc xac nhan. Két qua nay phu hop véi nghién ctru ctia Zhou va cong sur
(2018), nguoi da dwa ra ham y rang mirc d6 tin cdy cao c6 thé lam giam anh huéng tiéu cyc ctia mic
d6 hai 10ng thap dén y dinh tiép tuc sir dung ctia khach hang. Cac nghién ciru trude day xac nhan rang
niém tin c6 tac dong dang ké dén sy hai long ctia khach hang (Le & Hoang, 2020; Silic & Ruf, 2018).
Hiéu ting ciing cb cta niém tin di v6i sy hai 1ong ctia khach hang gian tiép hd trg 1ap luan ciia nhom
tac gia vé vai tro diéu tiét tidu cuc cua niém tin. Khach hang c6 thé chon tiép tuc str dung vi dién tir
ngay ca khi ho gip phai sy bat man trong ngén han. Mtic do tin cdy cao c6 thé lam giam trai nghiém
clia cac giao dich khong hai 1ong. Trong bdi canh ctia cong nghé thanh toan truc tuyén, két qua nay
cho thdy rang niém tin c6 thé déng mot vai tro quan trong hon 1a sy hai long. Trong khi khach hang
quan tdm nhiéu hon dén céc rai ro bao mat, gian lan tryc tuyén, thi niém tin c6 thé 1a mot yéu tb quan
trong hon gitp giit chan khach hang, giam bét sy lo ling va khong hai 1ong.
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6. Két luan va ham y quan tri

6.1. Két ludn

Vé Iy thuyét, nghién ctru nay dong gop vao su da dang cta cic md hinh nghién ciru trong cac ly
thuyét cong nghé dé giai thich & hon vé y dinh tiép tuc sir dung ciia khach hang vi dién tir va gop
phan bo sung vai tro diéu tiét cua yéu to niém tin.

Nghién ciru nay ciing cung cp mot sy giai thich day du hon vé cac yéu td quyét dinh y dinh tiép
tuc sir dung ciia khach hang théng qua viéc két hgp cdc mo hinh cong nghé truyén théng (TAM, ECM)
v6i cac 1y thuyét nhan thirc.

6.2. Ham y quan tri

e Xdy dung niém tin ciia khdach hang

Tam quan trong ctia niém tin ciing di dugc chimg minh. Niém tin vira 1a yéu t6 giai thich ¥ dinh
tiép tuc sir dung ctia khach hang, vira c6 vai tro diéu tiét mdi quan hé gitra sy hai long va y dinh tiép
tuc sir dung ciia khach hang. Vi vay, cac nha cung cip vi dién tir can c6 sy quan tim ding myc dén
viéc xay dung niém tin ciia khach hang thong qua viéc cai thién quan 1y bao mat, xay dung quy trinh
xir 1y chat ché nhiam dam bao an toan cho giao dich giita ngudi mua va nguoi ban va bao vé khach
hang ciia ho tot hon. Ngoai ra, cong ty ciing can chu trong xay dung hinh anh doanh nghiép dua trén
niém tin, sir dung cac phuong tién hitu hinh nhu: Mang xa hoi, Website doanh nghiép... két hop véi
céc yéu t6 vo hinh nhu: Thai do tich cuc ciia nhan vién ddi véi khach hang, tac phong chuyén nghiép.

e Ndng cao sy hai long cua khach hang

Mic dii nghién ctru nay cho thy rang vai tro diéu tiét cia niém tin gitp cing ¢ ¥ dinh tiép tuc sir
dung cua khach hang thong qua viéc lam giam bét tic dong ti€u cuc cua sy khong hai long va giam
b6t sy lo lang, tuy nhién hi¢u tmg nay s& khong lau dai. Khi d6, cac nha cung cip vi dién tir can quan
tam nhiéu dén tac dong tir sy hai 1ong ctia khach hang. Sy hai 1ong dugc coi 1d mot nhan t6 quan trong
dan dén y dinh tiép tuc st dung ctia khach hang va dugc du doan thong qua sy xac nhan vé ky vong
ctia khach hang. Y dinh cta khach hang c¢6 thé dugc can thiép gian tiép thong qua sy xac nhan ciia ho
bang viéc dinh hudng ky vong ciia khach hang sao cho phti hop véi kha ning dép timg nhimng ky vong
d6 clia cac nha cung cép vi dién tir. Chién lugc phan khiic khach hang ciing can dugc chu trong vi céc
nhém khach hang khac nhau s& cé nhimng ky vong khéc nhau, tir co s& phan khuc d6, cac dich vu hd
trg hay céc chuong trinh Marketing s& dugc thiét ké mot cach phu hop hon.

Céc nha cung céap vi dién tir ciing nén khai thac cac yéu t6 khic c6 anh huong tich cuc dé nang
cao sy hai 10ng cua khach hang, tir &6 ciing ¢6 y dinh tiép tuc str dung ciia ho. Viéc cai thién céc tinh
nang cua vi dién tir vdi sy don gian va tién lgi s€ gitp tdng mirc do nhén thuc hitu ich va tir d6 tang
cudng tac dong dén y dinh tiép tuc sir dung.

Mit khac, viéc duy tri anh huéng xa hoi ciing hd tro két ndi gitia cac khach hang (khuyén khich
gi6i thi¢u khach hang méi, pho bién viéc sir dung vi dién tir thong qua mang xa hoi, dién dan khach
hang cii...), tir 46 tao ra mot cong dong sir dung vi dién tir, gitip vi dién tir tré thanh phuong tién thanh
toan rong rai va can thiét.
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e  Huong nghién cuu trong tuong lai

Céc nghién ctru trong tuong lai duoc khuyén nghi nén mé rong theo cac hudng nhu: Kham pha y
dinh tiép tuc sir dung cua khach hang ddi v6i nhitng san pham Fintech khac (bao hiém, cho vay ngang
hang...); xem xét va phét hién nhitng yéu t6 tiém ning méi la, chua duoc khai thac trong méi trudng
cong nghé; tiry thudc vao loai san pham Fintech va bdi canh nghién ctru, kham pha thém cac mbi quan
hé giita cac yéu té trong md hinh nghién ctru, kiém tra cac nhan té diéu tiét méi hon nhu: Khuyén
mai, gia ca, thoi quen va tinh cach. Ngoai ra, xac nhan 1a yéu t6 then chét ddn dén sy hai long ciia
khach hang nhung con thiéu cac nghién ciru vé qua trinh x4c nhan, cac nghién ciru trong twong lai co
thé kham pha yéu t6 nay thong qua viéc xem xét sy so sanh ky vong ban d4u cta khach hang (ky vong
vé dich vu khach hang, ky vong vé san pham...) véi kinh nghiém sir dung.

Chu thich

Bai bao nay duogc trich mot phé‘m ttr luéin van thac si “Y dinh tiép tuc st dung vi dién ti trong thanh
toan ciia khach hang Viét Nam va vai tro cua cac nhan t diéu tiét” cia tac gia Nguyén Kim Ngoc do
PGS.TS. Hoang Thi Phuong Thao (Trudng Pai hoc M TP. Ho Chi Minh) huéng dan.

Tai liéu tham khao
Ajzen, 1. (1991). The theory of planned behavior. Organizational Behavior and Human Decision
Processes, 50(2), 179-211.

Bailey, A. A., Pentina, 1., Mishra, A. S., & Mimoun, M. S. B. (2017). Mobile payments adoption by
US consumers: An extended TAM. International Journal of Retail & Distribution Management,
45(6), 626—640.

Bandura, A. (1977). Self-efficacy: Toward a unifying theory of behavioral change. Psychological
Review, 84(2), 191-215.

Bandura, A. (1997). Self-Efficacy: The Exercise of Control. New York, NY: W. H. Freeman.

Bhattacherjee, A. (2000). Acceptance of e-commerce services: The case of electronic brokerages.
IEEE Transactions on Systems, Man, and Cybernetics-Part A: Systems and Humans, 30(4),
411-420.

Bhattacherjee, A. (2001). Understanding information systems continuance: An expectation-
confirmation model. MIS Quarterly, 25(3), 351-370.

Bradach, J. L., & Eccles, R. G. (1989). Price, authority, and trust: From ideal types to plural forms.
Annual Review of Sociology, 15(1), 97-118.

Brislin, R. W. (1970). Back-translation for cross-cultural research. Journal of Cross-Cultural
Psychology, 1(3), 185-216.

Buckley, R. P., & Webster, S. (2016). FinTech in developing countries: Charting new customer
journeys. Journal of Financial Transformation, 44. Available at
SSRN: https://ssrn.com/abstract=2850091

Chawla, D., & Joshi, H. (2019). Consumer attitude and intention to adopt mobile wallet in India — An
empirical study. International Journal of Bank Marketing, 37(7), 1590-1618.

94



Hoang Thi Phuang Thao & Nguyén Kim Ngoc (2022) JABES 33(3) 79-97

Davis, F. D. (1989). Perceived usefulness, perceived ease of use, and user acceptance of information
technology. MIS Quarterly, 13(3), 319-340.

Dishaw, M. T., & Strong, D. M. (1999). Extending the technology acceptance model with task—
technology fit constructs. Information & management, 36(1), 9-21.

Fishbein, M., & Ajzen, 1. (1975). Belief, Attitude, Intention, and Behavior: An Introdution to Theory
and Research. Reading, MA.: Addition- Wesley.

Fornell, C., & Larcker, D. F. (1981). Evaluating structural equation models with unobservable
variables and measurement error. Journal of Marketing Research, 18(1), 39-50.

Foroughi, B., [ranmanesh, M., & Hyun, S. S. (2019). Understanding the determinants of mobile
banking continuance usage intention. Journal of Enterprise Information Management, 32(6),
1015-1033.

Franque, F. B., Oliveira, T., Tam, C., & de Oliveira Santini, F. (2020). A meta-analysis of the
quantitative studies in continuance intention to use an information system. Internet Research,
31(1), 123-158.

Hair, J. F., Risher, J. J., Sarstedt, M., & Ringle, C. M. (2019). When to use and how to report the
results of PLS-SEM. European Business Review, 31(1), 2-24.

Henseler, J., Ringle, C. M., & Sarstedt, M. (2015). A new criterion for assessing discriminant validity
in variance-based structural equation modeling. Journal of the Academy of Marketing Science,
43(1), 115-135.

Hong, S., Thong, J. Y., & Tam, K. Y. (2006). Understanding continued information technology usage
behavior: A comparison of three models in the context of mobile internet. Decision Support
Systems, 42(3), 1819-1834.

Hossain, M. A., & Quaddus, M. (2012). Expectation—confirmation theory in information system
research: A review and analysis. In K. Yogesh, M. Dwivedi, & S. Wade (Eds.), Information
Systems Theory - Explaining and Predicting Our Digital Society (Vol. 1, pp. 441-469). New York:
Springer.

Huang, G., & Ren, Y. (2020). Linking technological functions of fitness mobile apps with continuance
usage among Chinese users: Moderating role of exercise self-efficacy. Computers in Human
Behavior, 103, 151-160.

Knewtson, H. S., & Rosenbaum, Z. A. (2020). Toward understanding FinTech and its industry.
Managerial Finance, 46(8), 1043—1060.
Karahanna, E., Straub, D. W., & Chervany, N. L. (1999). Information technology adoption across

time: A cross-sectional comparison of pre-adoption and post-adoption beliefs. MIS Quarterly,
23(2), 183-213.

Kenny, D. A. (2016). Moderation. Retrieved from http://davidakenny.net/cm/moderation.htm

Le, N. B. M., & Hoang, T. P. T. (2020). Measuring trusts and the effects on the consumers' buying
behavior. The Journal of Distribution Science, 18(3), 5-14.
Nguyen C., Nguyen, T., & Tran, T. (2020). The determinants of consumer's intention to use E-wallet:

The case study of MoMo in Vietnam. International Journal of Advanced Science and Technology,
29(3), 14284-14293.

95



Hoang Thi Phuang Thao & Nguyén Kim Ngoc (2022) JABES 33(3) 79-97

McKnight, D. H., Choudhury, V., & Kacmar, C. (2002). Developing and validating trust measures
for E-commerce: An integrative typology. Information Systems Research, 13(3), 334-359.

Moorman, C., Deshpande, R., & Zaltman, G. (1993). Factors affecting trust in market research
relationships. Journal of Marketing, 57(1), 81-101.

Morgan, R. M., & Hunt, S. D. (1994). The commitment-trust theory of relationship marketing.
Journal of Marketing, 58(3), 20-38.

Oliver, R. L. (1981). Measurement and evaluation of satisfaction processes in retail settings. Journal
of Retailing, 57(3), 25-48.

Pazarbasioglu, C., Mora, A. G., Uttamchandani, M., Natarajan, H., Feyen, E., & Saal, M. (2020).
Digital Financial Services. World Bank.

Rahi, S., & Ghani, M. A. (2019). Integration of expectation confirmation theory and self-
determination theory in internet banking continuance intention. Journal of Science and
Technology Policy Management, 10(3), 533-550.

Rehman, S. U., Bhatti, A., Mohamed, R., & Ayoup, H. (2019). The moderating role of trust and
commitment between consumer purchase intention and online shopping behavior in the context
of Pakistan. Journal of Global Entrepreneurship Research, 9(1), 1-25.

Shao, Z., Zhang, L., Li, X., & Guo, Y. (2019). Antecedents of trust and continuance intention in

mobile payment platforms: The moderating effect of gender. Electronic Commerce Research and
Applications, 33, 100823.

Shin, D.-H. (2009). Towards an understanding of the consumer acceptance of mobile wallet.
Computers in Human Behaviour, 25, 1343—1354.

Silic, M., & Ruf, C. (2018). The effects of the elaboration likelihood model on initial trust formation
in financial advisory services. International Journal of Bank Marketing, 36(3), 572-590.

Susanto, A., Chang, Y., & Ha, Y. (2016). Determinants of continuance intention to use the smartphone
banking services. Industrial Management & Data Systems, 116(3), 508-525.

Tanda, A., & Schena, C.-M. (2019). FinTech, BigTech and Banks: Digitalisation and Its Impact on
Banking Business Models. Switzerland: Springer.

Thakor, A. V. (2020). Fintech and banking: What do we know?. Journal of Financial Intermediation,
41. doi: 10.1016/j.jf1.2019.100833

Thakur, R. (2018). The role of self-efficacy and customer satisfaction in driving loyalty to the mobile
shopping application. International Journal of Retail & Distribution Management, 46(3),
283-303.

Thong, J. Y., Hong, S.-J., & Tam, K. Y. (2006). The effects of post-adoption beliefs on the
expectation-confirmation model for information technology continuance. International Journal of
Human-Computer Studies, 64(9), 799-810.

To, A. T., & Trinh, T. H. M. (2021). Understanding behavioral intention to use mobile wallets in
Vietnam: Extending the tam model with trust and enjoyment. Cogent Business & Management,

8(1), 1891661.

United Oversea Bank. (2019). Fintech in ASEAN from start-up to scale-up. Retrieved from
https://uob.com/fintech2019

96



Hoang Thi Phuang Thao & Nguyén Kim Ngoc (2022) JABES 33(3) 79-97

Venkatesh, V., & Davis, F. D. (1996). A model of the antecedents of perceived ease of use:
Development and test. Decision Sciences, 27(3), 451-481.

Wamba, S. F. (2018). Continuance intention in blockchain-enabled supply chain applications:
Modelling the moderating effect of supply Chain stakeholders trust. Paper presented at the
European, Mediterranean, and Middle Eastern Conference on Information Systems.

Wang, M. M., & Wang, J. J. (2019). Understanding solvers' continuance intention in crowdsourcing
contest platform: An extension of expectation-confirmation model. Journal of Theoretical and
Applied Electronic Commerce Research, 14(3), 17-33.

Wang, X., Goh, D. H.-L., & Lim, E.-P. (2020). Understanding continuance intention toward
crowdsourcing games: A longitudinal investigation. International Journal of Human—Computer
Interaction, 36(12), 1168-1177.

World Bank. (2021). Digital Vietnam: The Papth to tomorrow. Taking stock. Retrieved from
https://openknowledge.worldbank.org/handle/10986/36190

Zhou, T., Lu, Y., & Wang, B. (2016). Examining online consumers’ initial trust building from an
elaboration likelihood model perspective. Information Systems Frontiers, 18(2), 265-275.

Zhou, W., Tsiga, Z., Li, B., Zheng, S., & Jiang, S. (2018). What influence users’e-finance continuance
intention? The moderating role of trust. Industrial Management & Data Systems, 118(8),
1647-1670.

97



