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ngan hang s6 ciia khach hang ca nhéan tai Thanh phé H6 Chi Minh
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combination of qualitative and quantitative methods. Data were used
to assessing reliability by Cronbach's Alpha, exploratory analysis of EFA,
confirmatory factor analysis CFA and SEM linear structural model. The
research results confirm that most of the originally proposed
hypotheses are accepted, and are similar to previous studies. When
individual users realize that using new technology is easy, useful,
reliable, and less risky, they will change their attitudes and increase
their intention to use digital banking services. At the same time, the
study also proposes some implications based on the research results.

1. Gigi thiéu

Nhiing nim gan day, trong bdi canh toan bo hoat dong ctia nén kinh té xa hoi chuyén sang tmg
dung cong ngh¢ sé, tri tué nhan tao... ngan hang ) nhan duoc nhiéu su quan tam tur cac nha hoach
dinh chinh sach, cac ngan hang, cic cong ty cong nghé va ca nguoi dung. Cac ngan hang trién khai
dich vu ngan hang s c6 thé hudng loi bang cach hiéu rd hon vé nhan thirc, thai d6 cua khach hang
d6i voi viéc chap nhan va sir dung cong nghé. Néu cac ngan hang thanh cong trong viéc lam nhu vay,
ho c6 thé xac dinh va tham chi tic dong tich cuc dén y dinh, hanh vi ctia ngudi ding, do d6 dat duoc
loi thé canh tranh.

D3 c6 nhiéu nghién ctru vé y dinh st dung cac dich vu ngan hang sé nhu: Mufarih va cong su
(2020); Nguyen (2020); Tran Thi Thanh Nga (2022)... Cac nghién ciru ndy phan 16n sir dung Mo
hinh chap nhan cong nghé (TAM) va cic md hinh khéc nhau dugc phat trién tir TAM (King & He,
2006). Tuy nhién, nhitng nghién ctru nay chua kiém tra mbi quan hé riéng giira nhan thic véi thai do
(Trﬁn Thi Thanh Nga, 2022) hodc c6 kiém tra mdi quan h¢ riéng ctia nhan thire véi thai do va y dinh
st dung nhung chua dé cap day du quan hé giita nhéan thirc va y dinh sir dung cac dich vu ngan hang
s6 (Mufarih va cong su, 2020; Nguyen, 2020).

Xac dinh duoc day di mdi quan hé giira nhan thirc, thai 6 va y dinh st dung c6 thé mang lai trién
vong tich cuc cho cac dich vu ngan hang s6 ¢ Viét Nam no6i chung va TP.HCM néi riéng. Nghién ctru
nay 1a can thiét dé thu hut nhiéu nguoi ding tiém nang hon va hudng téi sy phat trién cac dich vu
ngan hang s6 dya trén nén tang M6 hinh chép nhan cong nghé (TAM) két hop dua vao khung TAM
céc bién méi phit hop voi ngit canh chuyén doi sé hién nay.

2. Co sé ly thuyét va mo hinh nghién ciru

2.1.  Ngdn hang s6

Ngan hang s6 (Digital Banking) 1a mot mo hinh hoat dong dwa trén nén tang cong nghé dé trao
d6i thong tin va thyc hién cac giao dich giira cac ngan hang va khach hang. Pham vi ngan hang s6
dugc dé cap bao gdom cac dich vu ngan hang dién tir thong qua céc thiét bj ky thuat sb nhu: T-banking,
E-banking, M-banking, ATM va may Paypal tai cac diém ban hang dugc cac dbi tic trung gian sir
dung (e-Bay) dé khach hang tuong tac dich vu v6i cac ngan hang (Tran Thi Thanh Nga, 2022).
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Trén thyc té, ngan hang s 1 budc phat trién cao hon ciia ngan hang dién tir. Ngan hang s6 doi
hoi cao vé cong nghé, bao gém su doi méi trong dich vu tai chinh, chién lugc di dong, k¥ thuat s0,
Al thanh toan, RegTech, dit liéu, Blockchain, API, kénh phan phdi va cong nghé... trong khi ngan
hang dién tir chi phan anh mot phan khia canh ctia viéc ap dung s6 hoa trong linh vuc ngan hang,
khong doi hoi phai tich hop s6 hoa dbi voi toan bo hoat dong ctia ngan hang (Nguyen, 2020). Vé tong
thé, ngan hang s6 1a mo hinh hoat dong dua trén nén ting cong nghé nham trao doi thong tin, thuc
hién giao dich giita ngan hang va khach hang. Qua trinh nay dugc thyc hién théng qua cac thiét bi s6
dugc két nbi véi phan mém may tinh trén moi truong Internet. Nguoi ding khong can tén cong di
chuyén hay cho doi tai chi nhanh ngan hang ma van c6 thé thuc hién cac giao dich tai chinh.

2.2. Ly thuyét chap nhin céng nghé

Trong vai thap ky gan day, nhiéu 1y thuyét méi da ra doi nham giai thich va dy doan mdi quan hé
gitta nhén thuc, thai d§ va y dinh sir dung cong nghé cua ngudi dung. Nhiéu mé hinh nghién ctiru da
dugc phat trién thém dé giai thich r6 hon viéc chap nhan va sir dung cong nghé. Ly thuyét dau tién vé
viéc ap dung cong nghé 1a Pho bién sy d6i méi (Inovation Diffusion Theory — IDT) dugc dua ra boi
Rogers (1983). Ly thuyét nay cho rang khi khach hang nhan ra dwoc nhiing loi ich ciia sy d6i méi s&
thay d6i thai o va chap nhan san phdm moi.

Khi cac phuong thirc giao tiép sir dung cong nghé ngay cang phat trién, nhiéu Iy thuyét méi da ra
doi giai thich 1y do 4p dung cong ngh¢. Trén nén tang chuyén thé cta Ly thuyét hanh dong hop 1y
(Theory of Reasoned Action — TRA), Davis (1989) dé xudt M6 hinh chip nhan cong nghé
(Technology Acceptance Model — TAM). TAM 1 mét 1y thuyét vé hanh dong hop 1y véi quan diém
r?mg nhén thirc ciia moi nguoi vé mot sb van d& nhat dinh s& quyét dinh thai d9, y dinh hanh vi cua
ho va da dugc chimg minh 1a mot mé hinh dang tin cdy dé du doan hanh vi cia ngudi ding chép nhan
cong ngh¢ thong tin (Gu va cong su, 2010; Cheng, 2011, Lin & Chang, 2018). Theo TAM, nhan thirc
tinh hitu ich va nhan thirc tinh dé sir dung 1 hai yéu t6 chinh quyét dinh liéu mot c4 nhan c6 chap
nhan sir dung cong nghé mai hay khong (Aggelidis & Chatzoglou, 2009; Handayani va cong su, 2017;
Lin & Chang, 2018). Nhan thirc tinh hitu ich con dugc goi 1a hiéu sudt ky vong, dé cap dén niém tin
ctia ngudi dung rang cong nghé hodc hé thong thong tin cu thé c6 thé cai thién hiéu suit lam viéc cia
ho (Davis, 1989). Nhan thirc tinh dé str dung, con dugc goi 1a nd luc ky vong, dé cap dén muc do
nguoi ding tin rang ho khong mét nhiéu cong sirc cho viée st dung cong nghé hoic hé thong thong
tin cu thé (Davis, 1989).

Ung dung va tich hgp cia TAM da cho phép nhiéu nha nghién ctru hiéu duoc viée 4p dung cong
ngh¢, nhung TAM van c6 nhing han ché ciia n6 va can phai diéu tra mot cach c6 hé thong dé dua ra
bién méi dya trén cac nglr canh khac nhau vao khung TAM (Venkatesh va cong sy, 2003; Benbasat
& Barki, 2007). Venkatesh va cong su (2003) dé xuat Mo hinh thong nhat vé chip nhan va sir dung
cong nghé (Unified Theory of Acceptance and Use of Technology — UTAUT) véi muyc dich kiém tra
su chip nhan cong nghé va st dung cach tiép can thong nhat hon. M6 hinh d4 khang dinh hiéu suat
ky vong, nd luc ky vong, anh huong xa hdi va cac diéu kién thuan loi anh hudng tich cuc dén mic 4o
nguoi sir dung 6 y dinh chap nhan va sir dung cong nghé. Sau ndy, Venkatesh va cong su (2012) bo
sung thém ba bién mai 1a: Dong lyc thy hudng, gia tri gia ca, va thoi quen vao trong UTAUT thanh
md hinh UTAUT2 dé miéu ta viéc 4p dung cong nghé trén mot pham vi rong hon va xem xét viée
cong nghé duoc sir dung khong chi trong bdi canh ctia mot to chirc ma con ca dbi voi cac ca nhan.
Dua trén TAM va UTAUT, nhiéu nha nghién ctru (Muiioz-Leiva va cong sy, 2017; Mufarih va cong
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su, 2020; Nguyen, 2020) ciing d van dung theo mé hinh gdc hodc bd sung thém mot s6 bién méi dé
pht hop véi dic diém ngir canh va mirc d¢ phat trién cong nghé ctia mdi nuéc.

2.3.  Nhdn thiee tinh hitu ich

Nhan thure tinh hitu ich (Perceived Usefulness) dugec mo ta 1a mirc 6 ma mot nguoi tin vao viéc
cai thién hiéu sudt thong qua viéc st dung mot hé thong cong nghé (Davis, 1989). Ung dung ngan
hang s6 dugc coi 1a san pham cong nghé sang tao, va kha ning sir dung boi ngudi tiéu ding dugc lién
két chat ché véi loi ich nd mang lai. Cac nghién ciru trude diy vé hanh vi di khang dinh khi nguoi
tiéu dung cam the‘iy dich vu hiru ich, ho s€ c6 thai do tich cuc hudng tdi viéc su dung dich vu
(Aboelmaged & Gebba, 2013; Fortes & Rita, 2016) va tryc tiép lam ting ¥ dinh sir dung dich vu
(Davis, 1989; Pavlou & Fygenson, 2006; Gao & Bai, 2014; Nguyen, 2020).

Trong nganh ngan hang, nhiéu nghién ciru da chi ra rang nhan thirc tinh hiru ich 1a mot yéu t6 co
anh huong dén thai do va y dinh st dung cac dich vu ngan hang (Hanafizadeh va cong su, 2014;
Wibella va cong sy, 2018; Jebarajakirthy & Shankar, 2021). Cac nghién ciru ciing chi ra ring nhan
thirc tinh hitu ich dugc coi 1a mot trong nhiing loi thé cta tmg dung ngan hang di dong, cling nhu mot
trong nhimng yéu t6 thic ddy nguoi ding chap nhan va str dung ngan hang di dong (Verissimo, 2016;
Sampaio va cdng su, 2017; Shankar va cong sy, 2020). Nhan thirc tinh hitu ich cling &nh huong dén
su chdp nhan va thai d6 ctia khach hang ddi véi cac dich vu tai chinh di dong, va né ciing c6 tac dong
truc tiép tich cuc dén thai do va y dinh hanh vi ctia ho (Hanafizadeh va cong su, 2014; Verissimo,
2016; Sampaio va cong sy, 2017; Zhang va cong su, 2018). Do do, cac gia thuyét sau day duoc dé
Xudt:

Gid thuyét Hi: Nhdn thire tinh hitu ich ¢é moi quan hé tich cuc voi y dinh s dung dich vu ngan
hang so.

Gid thuyét Ho: Nhdn thire tinh hitu ich ¢6 moi quan hé tich cuc voi thai do sw dung dich vu ngan
hang so.

2.4.  Nhdn thire tinh dé sir dung

Nhan thire tinh dé sir dung (Perceived Ease of Use) dugc dinh nghia béi Davis (1989), 1a mirc d6 ma
mdt nguodi tin rﬁng viéc st dung mdt hé théng cu thé s& khong phai ton qua nhiéu cong suc. Mot hé
thong cong nghé méi dé sir dung va it phirc tap hon s& c¢6 kha nang dwoc ngudi tiéu dung chap nhan va
sir dung. Zhang va cong su (2018) dinh nghia nhén thirc tinh dé str dung 1a danh gia cia mot c nhan vé
lugng nd luc can thiét dé thyc hién mot nhiém vu bang cong nghé méi. Noi cach khac, nhan thire tinh
dé str dung dugc dinh nghia 1a nhan thiic ciia mt nguoi ring viée sir dung cong nghé 14 dé dang. Davis
(1989) ciing thira nhan rang ngudi dung s& khong chép nhan mot cong nghé méi trir khi né dé sir dung.
Céc nghién ciru vé hanh vi cho thay rang nhiing nguoi tiéu ding cam thiy nhimng tién ich ciia hé thong
mang lai s& anh huéng dén y dinh hanh vi ctia ho ddi v6i hé thong (Gao & Bai, 2014).

Nhan thirc tinh dé sir dung 1a mot loi thé cua ung dung ngan hang s6, dé sur dung da tré thanh mot
trong nhitng lgi thé chinh gan lién véi thai d ciia khach hang, tir d6 anh hudng dén y dinh sir dung
(Sampaio va cong sy, 2017). Cong nghé ngan hang nén dwoc don gian va dé hiéu nham ning cao thai
do va chép nhén su dung (Fortes & Rita, 2016; Sampaio va cdng su, 2017; Alonso-Dos-Santos va
cong su, 2020). Theo Riquelme va Rios (2010), Alonso-Dos-Santos va cong su (2020), nhén thirc
tinh d& sir dung anh huong dén thai do ciia mot nguoi hudng téi viée sir dung cong nghé ngan hang
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s6. Nhén thuc dé sir dung trong viéc xac dinh thong tin va cac giao dich dugc thyuc hién s& dan dén
nhitng trai nghiém c4 nhan ddi véi img dung cong nghé clia ngan hang. Do do, gia thuyét sau day
duoc dé xuét:

Gid thuyét Hs: Nhdn thire tinh dé sir dung co moi quan hé tich cuc voi thai do sw dung dich vu
ngdn hang so.

2.5.  Nhdn thire rui ro

Nhan thire i ro (Perceived Risk) dugc dinh nghia 1a mirc d6 khong chic chian ma nguoi ding
phai d6i mat trong mot s tinh hudng mua hang (Cox & Rich, 1964). Mdi hanh vi ciia nguoi ding
dugc lién két v6i nhitng rii ro nhét dinh vi hdu qua cta hanh vi d6 khong thé dwoc danh gia trudc.
Nhén thirc rii ro c6 tinh da chiéu dya trén mot sd yéu td, giai thich rii ro cu thé ga“in vé6i thyce hién doi
mdi cong nghé, mua hang hoac sir dung dich vu. D'Alessandro va cong sy (2012) gidi thich ré‘mg murc
d6 rui ro thip ma mot ca nhan cam nhan dugc s& hinh thanh thai do tich cuc dbi voi san pham hodc
dich vu.

Nhan thirc rai ro dbi v6i nguoi ding ngan hang ki thuat s6 dé cap dén diéu tdi té nhat trong viée
ky vong két qua tot nhat tir viée ap dung cua cac dich vu ngan hang s (Yousafzai va cong s, 2003).
Vi thé, rui ro hodc su khong chéc chin dugc cam nhan nay anh huong dén thai do cua mot nguoi
trong cac quyét dinh sir dung cong nghé. Céc nghién ctru khac nhau da chi ra ring nhan thirc rii ro
anh hudng ti€u cuc dén thai do va y dinh str dung thuong mai dién tir va thanh toan qua hé théng di
dong (Fortes & Rita, 2016; Muioz-Leiva va cong su, 2017). Rui ro dugc cam nhan nhiéu hon, viéc
st dung ngan hang di dong s ngay cang it di, va nguoc lai (Al Kailani & Kumar, 2011). Do do, gia
thuyét sau day duoc dé xuét:

Gid thuyét Hy: Nhdn thire rii ro ¢é moi quan hé tiéu cuc voi thai dé sw dung dich vu ngdn
hang so.

2.6. Nhdn thirc sy tin tuong

Su tin twdng ciia khach hang (Perceived Trust) 1a yéu t6 thé hién rang khach hang yén tam khi sir
dung dich vu ma khong can phai quan tim vé ruii ro hodc cac van dé khac (Gefen va cong su, 2003).
Theo truyén thong, su tin tuong duge thiét 1ap thong qua hai thanh phan chinh: Thanh phan nhan thirc
gia dinh rang 151 ndi hodc cam két ctia mot bén khac 1a dang tin cdy va thanh phan hanh vi 14 y chi
hoic sy san sang tuan theo mot hanh vi cu thé (Mufioz-Leiva va cong su, 2017). Trén thyc té, hau hét
céc giao dich tryc tuyén khong co gi 1a dam bao; nguoi tiéu ding khong thé dam bao rang nguoi ban
s& khong sir dung hanh vi khéng mong mudn. Viéc tao ra niém tin c6 thé bu dip cho nhiing lo ngai
vé bao mat va quyén riéng tu dé cac cong ty tim kiém nhimng cach phu hgp va hiéu qua nham gia ting
su tin tuong vé cac giao dich cta ho.

Nhiéu nghién ciru ciing chi ra mbi quan hé tich cyc giita sy tin twong va thai do (Park &
Tussyadiah, 2017). Vi sy tin tuéng 1a mét trong nhiing yéu t6 tién quyét quan trong, cic ngan hang
phai thiét 1ap mot moi trudng tai chinh an toan cho khach hang dé sir dung dich vu ctia ho (De Leon,
2019). Nbi s¢ hai vé tin tic va xAm pham quyén riéng tu lam ting thém sy khong chic chin xung
quanh dich vy ngan hang truc tuyén (Hoffman va cong su, 1999; Yoon, 2002). Sy tin tuéng co thé
duogc dua trén kién thirc, quan diém hodc niém tin thuc su. Nhing khach hang cam nhédn dugc mirc
do tin cay cao, nhiéu kha nang hinh thanh sy tin tudng va st dung dich vu ngan hang s6 (Fortes &
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Rita, 2016). Long tin ¢6 khuynh huéng anh hudng tich cyc dén y dinh sir dung ngén hang di dong
(De Leon, 2019). Sharma va Sharma (2019) cho ring muc do tin ciy cao hon va chét lugng dich vu
t6t hon ctia ngan hang di dong sé& gitip giir chan khach hang cii va thu hut khach hang méi tiém nang.
Do d6, céc gia thuyét sau day duoc dé xuét:

Gid thuyét Hs: Nhan thiee sy tin tuong co moi quan hé tich cyc voi thai do su dung dich vu ngan
hang so.

Gid thuyét Hs: Nhan thire su tin tuong co moi quan hé tich cuc voi y dinh su dung dich vu ngan
hang so.

2.7.  Thdi d doi véi sik dung dich vu ngdn hang sé

Thai do (Attitude toward Use) dugc dinh nghia 1a khuynh huéng phan img mot cach nhat quan
thuén loi hodc khong thuan lgi dbi v6i mot doi tugng (Fishbein & Ajzen, 1975). Trong nghién ctru
nay, thai d§ dugc dinh nghia 1a mdt cam xtic tich cyc hodc ti€u cyc cia ca nhan ddi véi viée sir dung
céc dich vu ngan hang s6. Fishbein va Ajzen (1975) 1an dau tién giéi thiéu thai do trong Ly thuyét
hanh dong hop 1y (TRA), va sau d6, Davis (1989) sir dung thai d6 nhu mét thanh phan cu triic trong
Mb hinh chp nhan cong nghé (TAM) va khang dinh rang thai o anh huéng dén y dinh cé nhan.
Ngoai cac khia canh c4 nhan, xa hoi, tam 1y lién tuc twong tac va dinh hinh két qua hanh vi cia mét
¢4 nhan, cac khia canh hanh vi khac nhu: Nhan thure, thai do va niém tin vé cac thudc tinh cua ngan
hang tryc tuyén dong mot vai trd quan trong trong viéc chap nhan hodc tir chdi sir dung cong nghé.
Trong ngit canh cta viéc 4p dung ngan hang sb, thai do trd nén phd bién hon vi ngan hang sb lién
quan tryc tiép dén giao dich tién té, va do do, niém tin vé rui ro va an toan hinh thanh thai do coa
nguoi dung. Cac nghién ciru trude day (Suh & Han, 2002; Lai & Li, 2005; Chiou & Shen, 2012) cung
cép bang chimg thuc nghiém rang thai d6 clia ngudi diung anh hudng dén y dinh sir dung dich vu
Internet Banking cuia ho. Tuong ty, nhiéu nghién ctru chi ra rang thai d6 lam trung gian cho tac dong
clia tinh hitu ich va nhan thirc tinh dé sir dung ddi véi y dinh str dung dich vu ngan hang truc tuyén
clia nguoi dung. Duya trén nhimg két qua thuc nghiém, nghién ctru ndy dua ra gia thuyét sau:

Gid thuyét Hy: Thai d6 ¢6 moi quan hé tich cuc voi y dinh swe dung dich vu ngan hang $0.

Nhén thire

Nhan thure tinh hitu ich

Nhan thirc tinh d&
sir dung

Thai d6 dbi voi

Y dinh st dung dich vu
ngan hang so

\ 4

Nhan thire rui ro

str dung dich vu ngan
’I/ hang sé
Ha

Nhan thure sy tin tuong

I |

Hinh 1. M6 hinh nghién ctru dé xuét
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3. Phuong phap nghién ciru

Dé xac dinh rd mbi quan h¢ gitra nhan thire, thai do va y dinh st dung dich vu ngan hang s6 cua
khach hang, nghién ciru nay sir dung két hgp hai phuong phéap dinh tinh va dinh lugng. Nghién ctru
dinh tinh dugc sir dung dé tham dinh cac yéu to ciia nhan thirc anh hudng truc tiép, gian tiép dén y
dinh st dung dich vu ngén hang s6 va thang do ctia cac yéu t6 nay duoc dé xuat trén co so tong két
céc 1y thuyét va cac nghién ctru thuc nghiém trude dé c6 lién quan. Nghién ctru dinh luong duoc ding
dé danh gia do tin cay thang do cac yéu to. Pong thoi, phuong phéap nghién ciru dinh lugng ciing duoc
sir dung dé kiém dinh m hinh nghién ctru va cac gia thuyét nghién ciru dé xuét.

3.1. Thang do luong
Céc thang do nghién ctru dugc xay dung va ké thira tir cac nghién ciru trude day (Bang 1), 4p dung

thang do Likert 5 diém tir 1-5 (1 1a hoan toan khong dong ¥, va 5 1a hoan toan dong y) dé do luong
tat ca cac cau hoi trong bang khao sat.

Bang 1.
Thang do céc bién quan sat
Bién Mahoéa  Thangdo Ngudn
Nhan HI1 Tiét kiém duoc chi phi Davis va cong sy
:E;C HI2  Chu dong sp xép thoi gian 33?2 E:g;i:jgm
hitu ich HI3 So sanh dich vu v6i cac ngan hang khac cong su (2017); Zhang
HI4 Ung dung véo cudc séng hang ngay va cong su (2018)
HI5 Tiép can véi nhiéu dich vy ngan hang
Nhan DSD1 Dé cai dat ing dung Davis va cong su

thure x (1989); Fortes va Rita
x DSD2 Cach str dung dé da
tinh d& AL S GRS S5 CHES (2016); Sampaio va
su dung DSD3 Dé dang danh gi4 cac dich vu cong su (2017)
DSD4  Quy trinh sit dung dé hiéu, rd rang
DSD5 Nhanh chéng st dung thanh thao
Nhan RR1 Thong tin khong dugc bao mat Al Kailani va Kumar
thire rii et ey A L (2011); Fortes va Rita
RR2 L thuat t khi sur di
ro Ol ky thuat trong khi st dung (2016); Mufioz-Leiva
RR3 Thé ngan hang bi liy cip va cong su (2017)
RR4 Thao tac nhim khi st dung
RR5 Théng tin giao dich s& bi mét
Nhén STT1 Ung dung déng tin cay Fortes va Rita (2016);
thure sy De Leon (2019)

STT2  Thyec hién ding cam két

STT3 Théng tin cung cip chinh xac
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Bién Mahoéa  Thangdo Ngudn
til{ STT4  Mang dén nhiéu lgi ich cho khach hang
tudng
STT5 Str dung an toan
Thai do TD1 Ngén hang s6 dang st dung Davis va cong su
TD2 Str dung ngan hang s 14 lya chon théng minh ngz;’ Fortes va Rita
TD3 Ngan hang s0 1a mét dich vy hién dai
TD4 Str dung ngan hang sb 1a lya chon dung dén
TDS Str dung ngan hang sb 1a cin thiét
Y dinh YSD1 Mong doi st dung Davis va cong sy
SWdUNg Voo Gisi thieu cho nguoi Khéc sir dung g 3?2 Fortes va Rita

YSD3  Lén ké hoach st dung
YSD4 S& sir dung nhiéu trong twong lai

YSDS5 Du dinh str dung trong thoi gian gin nhat

3.2, Madu va dit liéu nghién ciru

Nghién ciru duoc khao sat bang bang cau hoi gom 30 bién. Mau 1a ngudi dung di sir dung hodc
dang c6 y dinh sir dung dich vu ngan hang s, hién sinh sng tai TP.HCM va dugc chon theo phuong
phap thuan tién. C& mAu tbi thiéu cho nghién ciru theo Tabachnick va Fidell (1996) 1a 290. Khao sat
dugc tién hanh v6i 536 nguoi tir gitra thang 3 dén cudi thang 11/2022 (trong d6, 461 khao sat truc
tuyén va 75 khao sat bang phat phiéu). Két qua thu duoc 522 mau hop 18, 17 mau con lai khong dat
do tin cay dé s dung.

3.3.  Phuwong phap xu Iy dir liéu

Nghién ctru sir dung thong ké suy dién dé phan tich két qua thu thap tir mau. Thong tin thu thap
tor nghién ctu dinh luwgng s€ dugc danh gia so bo do tin ciy sang loc cac bién quan sat khong du 4o
tin cay bang hé s6 Cronbach’s Alpha va phan tich nhan t6 kham pha EFA bang phuong phép trich dit
lidu Principal Axis Factoring va phép xoay Promax thong qua cong cu 14 phan mém xtr Iy SPSS 24.
Phan tich nhan t§ khang dinh CFA duoc st dung dé kiém dinh su pht hop ciia mé hinh. M6 hinh
dugc xem 1a thich hop véi dir liéu thi truong néu kiém dinh Chi-square co p-value > 0,05;
CMIN/df < 3, mét s6 truong hop CMIN/df ¢ thé < 5; GFI, TLI, CFI > 0,9; va RMSEA < 0,08. Do
md hinh dé xuét c6 bién tiém an trung gian, nén sir dung phan mém AMOS 24 phan tich mé hinh cdu
trac tuyén tinh (CB-SEM) dé lugng hoa mdi quan hé giira nhan thirc, thai d6 va y dinh sir dung dich
vu ngan hang s6. Mic d phu hop ctia tong thé mo hinh théng qua céc tiéu chi bao gdom kiém dinh
Chi-square (x2) tai mirc y nghia p-value= 0,05. Chi s6 do6 phu hop GFI, TLI, CFI > 0,9 va
RMSEA <0,08.
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4. Keét qua nghién ciru

4.1. B¢ tin cdy cua thang do

Heé s6 Cronbach’s Alpha 1a mot phép kiém dinh nhim do lwong do tin cdy cua thang do bang cach
phan anh murc d6 twong quan chit ché giira cac bién quan sat trong ciing mot nhan t6 (Hoang Trong
va Chu Nguyén Mong Ngoc, 2008). Hé s6 Cronbach’s Alpha cang 16n thi thang do cang ¢ do tin cay
cao. Nhiéu nha nghién ciru nhu: Nunally (1978), Peterson (1994) cho rang hé s6 Cronbach’s Alpha
tir 0,6 trg 1én 1a ¢6 thé chap nhan dugc trong truong hop khai niém dang nghién ciru 1a méi hoic méi
d6i voi nguoi tra 1o trong bdi canh nghién ctru. Tuy nhién, theo Nunnally va Burnstein (1994), hé s6
Cronbach’s Alpha khong cho biét bién nao nén loai bo va bién nao nén gitt lai. Bdi vay, bén canh hé
s6 Cronbach’s Alpha, ngudi ta con sir dung hé sb twong quan bién-tong va nhimg bién nio c6 twong
quan bién-tong < 0,3 s& bi loai bo.

Két qua danh gia Cronbach’s Alpha cho thy cac thang do Alpha déu dat yéu cu 16n hon 0,6 va
tuong quan bién-tong tir 0,3 trd 1én (Bang 2). Chinh vi thé, khong loai thanh phan nao.

Bang 2.

Két qua Cronbach’s Alpha cac bién trong mé hinh nghién ctru
Bién quan sat Hé s Cronbach’s Alpha Twong quan bién-téng
Nhan thire tinh hitu ich (HI) o= 0,829 Thép nhét 0,517
Nhan thirc tinh d& st dung (DSD) 0=0,838 Thép nhét 0,565
Nhan thire rii ro (RR) 0=0,821 Thép nhét 0,525
Nhan thirc sy tin twéng (STT) o= 0,829 Thép nhét 0,539
Théi d¢ (TD) 0=10,778 Thép nhét 0,457
Y dinh sir dung (YSD) a=0,809 Thép nhét 0,566

4.2, Phan tich nhan t6 kham phd (EFA)

Trong nghién ctru nay, phan tich nhén t6 kham pha dugc img dung dé tom tt tap cac bién quan sat
vao mdt s6 nhan té nhat dinh do luong cac thude tinh cta cac khai niém nghién ctu. Viéc phan tich
EFA bang phuong phap trich dir liéu Principal Axis Factoring va phép xoay Promax phul hop véi mo
hinh nghién ctru dé xuat nhim kham pha cac céu triic tiém an.

Dya vao ma trén xoay nhan td, cac hé s tai nhan t6 déu 16n hon 0,5 dam bao y nghia, cho nén
khong c6 bién nao bi loai. Hé sé Eigenvalue = 1,282 > 1 dai dién cho phan bién thién duoc giai thich
boi mdi nhan t6, nén nhan 6 rit ra c6 y nghia tém tat thong tin tot. Tong phuong sai trich = 61,278%
> 50%. Piéu nay chimg to 6 nhan t6 giai thich dwoc 61,278% mo hinh nghién ciru (Bang 3).

28



No6ng Thi Nhu Mai (2023) JABES 34(1) 20-37

Béng 3.

Ma trén xoay cac bién trong mo hinh nghién ctru

Bién quan sat Nhan t&

YSD1 0,726
YSD2 0,685
YSDS5 0,677
YSD3 0,660
YSD4 0,640

DSD3 0,709
DSD1 0,686
DSD4 0,679
DSD2 0,674

STTS 0,707
STT2 0,703
STT1 0,663
STT3 0,612

TD4 0,686
TD3 0,684
TD1 0,664
TD2 0,643

RR1 0,756
RR4 0,694
RR2 0,582
RR3 0,578

HI3 0,741
HI1 0,680
HI5 0,632

Phuong sai trich 28,423 35,773 42,828 49,663 55,702 61,278
Eigenvalue 6,537 1,691 1,623 1,572 1,389 1,282
df 276

KMO 0,917

Murc y nghia (Sig.) 0,000

Ghi chit: Céc ky higu bién quan sat dugc mo ta tai Bang 1.
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4.3, Phan tich nhan t6 khang dinh

Nghién ciru nay sir dung phuong phap Phan tich nhan t khang dinh (CFA) dé kiém dinh cau tric
1y thuyét ciia cac thang do giira cac bién nghién ciru ma khong bi sai s6 do luong. Hon nita, con co
thé kiém dinh gia tri hoi tu va gi4 tri phan biét cta thang do.
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Hinh 2. Két qua CFA chuén hoa
Két qua phan tich CFA (Hinh 02), véi Chi-square = 330,063 (P = 0,000), bac tu do 237; Chi-
square/df = 1,393 <5; GF1=0,949 > 0,9; CFI = 0,977 > 0,9; RMSEA = 0,027 < 0,08 (Hu & Bentler,
1999; Hair & cong sy, 2010) va TLI = 0,974 > 0,9 (Hu & Bentler, 1999) déu dat yéu ciu nén két luan
rang md hinh ph hop véi dir liéu khao sat va tiép tuc phan tich tuyén tinh SEM. Két qua phan tich
CFA cling chira r.'?mg thang do dat dugc d¢ tin cay, tinh hoi tu. Gia tri AVE > MSV, nén thang do dat
tinh phan biét.
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Bang 4.
Kiém dinh tinh hoi tu, tinh phén biét va sy tin cdy trong phan tich CFA

CR AVE MSV MaxR(H) DSD STT TD RR HI YSD

DSD 0,784 0,576 0,431 0,785 0,690

STT 0,772 0,559 0,469 0,776  0,467*** 0,678

™D 0,768 0,554 0,532 0,769  0,449%** (,512%*** 0,673

RR 0,760 0,544 0,482 0,769 —0,494*** —0,405%** —0,507*** 0,666

HI 0,740 0,587 0,423 0,742 0,399%** 0,422%** (0,419*** —0,490*** 0,698

YSD 0,810 0,560 0,532 0,811  0,657*** 0,685*** 0,729%** —0,694*** 0,650*** 0,678

Ghi chii: DSD: Nhan thirc tinh dé sir dung; STT: Nhén thirc sy tin twong; TD: Thai d6; RR: Nhén thic rii ro; HI: Nhan thirc
tinh hiru ich; YSD: Y dinh st dung.

4.4.  Phan tich cau triic tuyén tinh

Phan tich mo hinh c4u tréic tuyén tinh (SEM) dugce sir dung dé kiém dinh mo hinh va cac gia thuyét
nghién ciru dé ra. Két qua cho thay céc chi tiéu do luong mirc d9 phii hop ctia mé hinh gom: gia tri
Chi-square/df = 1,591 < 5, GFI = 0,942 > 0,9, CFI= 0,966 > 0,8, TLI = 0,960 > 0,9, RMSEA = 0,034
< 0,08 vi thé m6 hinh c6 sy phit hop véi thuc t& (Hinh 3). Két luan cac gia thuyét nghién ctru dé xuat
ban d4u thé hién trong Bang 5.
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Bang S.
Két qua kiém dinh cac gia thuyét nghién ctru
Gia thuyét Méi quan hé Hé s6 tac dong S.E. CR. P Két luan

Hi YSD<---HI 0,358 0,051 6,964 0,000 Chép nhén
H, TD<---HI 0,051 0,064 0,806 0,421 Bac bo
H; TD<---DSD 0,170 0,061 2,773 0,006 Chép nhén
H, TD<---RR -0,308 0,069 —4,460 0,000 Chép nhén
H;s TD<---STT 0,248 0,063 3,936 0,000 Chép nhén
He YSD<---STT 0,321 0,053 5,999 0,000 Chép nhén
Hy YSD<---TD 0,464 0,060 7,793 0,000 Chép nhén

Ghi chii: YSD: Y dinh st dung; HI: Nhan thirc tinh hitu ich; TD: Thai d¢; DSD: Nhan thirc tinh d& sir dung; RR: Nhan thirc
rti ro; STT: Nhan thtre sy tin tudng.

5. Thao luan két qua nghién ciru

Nghién ctru nay dugc thyuc hién trén co sé van dung mé hinh TAM nhim tim hiéu mbi quan hé
gitra nhan thirc, thai d¢ va y dinh sir dung dich vy ngén hang s6 cua khach hang ca nhan tai TP.HCM.
Két qua khang dinh 6 gia thuyét dé xuét ban dau dugc chap nhan, va mot gia thuyét bi bac bo.

Nhan thtre tinh hitu ich ¢6 quan hé tich cuc vai ¥ dinh sir dung dich vu ngan hang s6 nhung lai co
quan hé rat yéu véi thai do str dung. Nguoi dung dich vu ngan hang s & TP.HCM chi ra rang tuy
nhan thirc tinh hiru ich ¢6 anh hudng dang ké dén y dinh sir dung nhung khong mang lai cho ho mong
muén sir dung dich vu. Két qua nay ciing ddng thuan vai két luan nghién ctru ciia Mufarih va cong su
(2020), Fachreza va Besra (2022).

Phan tich cho théy nhan thie tinh dé sir dung c¢6 quan hé tich cuc vé6i thai d6. Khi nhan thic vé
tinh dé sir dung dich vu ngan hang sb cang cao thi nguoi ding cang c6 thai do tot dbi vai sir dich dich
vu. Céac nghién ctru khac dugc thyc hién trong linh vire ngén hang s cling chimg minh diéu tuong tw
(Fortes & Rita, 2016; Nguyen, 2020).

Tac dong cta nhén thirc i ro dén thai do hudng dén sir dung dich vu 1a tiéu cuc va dang ké. Khi
nhan thirc rai ro cang cao, thi ngudi ding cang c6 thai do tiéu cuc va dan dén giam y dinh st dung.
Diéu nay ciing dugc khang dinh béi Fortes va Rita (2016), Nguyen (2020), Tugade va cong su (2021).

Nhan thire sy tin tuong c6 quan hé tich cuc va dang ké véi thai do va y dinh sir dung dich vu. Co
nghia 1a nguoi ding tin tuéng hon vao cac dich vu ngan hang s thi cang gia ting thai 6 va y dinh
sir dung ctia ho. Két qua nay cing cd quan diém cta Nguyen (2020), Mufarih va cong su (2020),
Tugade va cong su (2021).

Cubi cing, thai 46 hudng dén sir dung co quan hé tich cuc va dang ké dén y dinh sir dung, thai do
clia nguoi ding ddi véi dich vu ngan hang s cang cao thi mic dé quan tim cta ngudi dung dbi véi
st dung dich vu ngan hang sb cang 16n. Cac nghién ctru duoc thuc hién voi cac mé hinh TRA va
TAM di chi ra rang thai do 1a mot tién dé thiét yéu cua ¥ dinh khi n6 duoc sir dung dé phat trién
nhitng hanh vi cu thé.
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Tai Viét Nam n6i chung va TP.HCM néi ri€ng, da c6 mot ) nghién ctu vé y dinh st dung dich
vu ngan hang s6. Vé mit thyc tién, khac véi trudc day, nghién ciru ndy con thyc nghiém va khing
dinh nhén thac sy tin tudng khong chi tac dong 1én thai dg ma con tac dong dén y dinh str dung dich
vu ngan hang s6 ciia nguoi dung. Nghién ctru nay c6 thé dugc sir dung dé cai thién cac dich vu tai
chinh, dic biét 1a ngan hang sé va két qua co thé duoc sir dung dé khuyén khich ngudi dung st dung.
Vé mit khoa hoc, nghién ciru nay di cing c6 thém két qua cua cac nghién ctru thyc nghiém khac va
¢6 thé dugc sir dung lam tham khao trong xay dung cic mo hinh nghién ctru trong tuong lai.

6. Két luan va ham y dé xuat

Trong thoi gian qua, nganh ngan hang néi riéng va hé thong tai chinh ngan hang néi chung di va
dang c6 nhiéu thay d6i dudi tac dong ctia cong nghé sd. Sy phat trién cia ngan hang sd trong cac diéu
kién hién nay 14 tat yéu. Mot s6 ngan hang thwong mai da tién phong ng dung céng nghé so trén thi
truong dich vu ngan hang. Theo nghién ciru ctia Nguyén Tién Diing va cong su (2021), Viét Nam
dang dtmg trudc nhitng co hoi 1on trong cong cude chuyén doi s6 voi hon 50% dan s s¢ hiru hon
130 tri€u thué bao di dong, dan s6 dudi tudi 35 chiém hon 50%, thué bao Internet khoang 67%, thoi
gian sur dung dién thoai thong minh trung binh ctia nguoi Viét Nam la 2 gio/ngay; tdng trudng thuong
mai dién tir dat toc do 30%/ndm. Nén tang nay di tao nén nhimg tién dé cho viéc ung dung cong nghé
sO vao cac hoat dong, dich vu ciing nhur quan 1y ctia hé thong ngan hang dé thu hat khach hang va
nang cao hi¢u qua hoat dong kinh doanh.

Nghién ctu da hoan thanh myc tiéu la kiém dinh mbi quan h¢ gitta nhan thuc, thai d6 va y dinh
sir dung dich vu ngan hang s6 cta khach hang ca nhan tai TP.HCM. Khi nhan thirc cta ngudi ding
tang 1én thi ho sé thay d6i thai d6 mot cach tich cuc va co y dinh st dung dich vu ngén hang s6 nhiéu
hon, tham chi tuyén truyén, gi6i thiéu, 16i kéo nguoi khac tham gia sir dung. Vi thé, can dic biét coi
trong nang cao nhan thirc ctia ngudi ding. Trén co sd d6, nghién ciru dua ra cac dé xuat sau:

- Thit nhdt, can phai gia tang tinh hitu ich cta dich vy thdng qua viéc tao ra nhiéu tién ich hon.
Dong thoi, phai nang cao nhan thirc ciia ngudi ding vé tinh hitu ich ciia cac dich vy ngan hang s6
thong qua truyén thong tiép thi ciing nhu tu van dé ho hiéu duoc nhimng loi ich mang lai khi st dung
dich vu.

- Thit hai, cac ngan hang can cung cip cac san pham dich vu da dang, tich hop day du trén cac
tmg dung d¢ dich vu ngan hang s6 dé dang tiép can voi khach hang. Pong thoi, giao dién hé thong
phai dugc thiét ké 16 rang, dé sir dung dé nguoi ding c6 thé cam nhan duoc hét cac thong tin va dich
vu phi hgp nhu cau sir dung. Noi cach khéc, cdc ngan hang can phai 1am sao dé moi ngudi tir moi
trinh d6 hoc van déu c6 thé dé dang sir dung dich vu ngan hang sé ma khong cam thiy bdi rdi hay
bét tién.

- Thit ba, cac ngan hang can dau tu hoan thién cong nghé méi, xay dung mot hé thong quan 1y va
bao mat thong tin khach hang that chit ch&; nd luc xay dung cac quy dinh, khung phap 1y va chinh
sach lién quan. Déng thoi, cac ngan hang can cam két chiu trach nhiém va thyc hién ding cam két
khi ¢6 i ro xay ra dé khach hang yén tam khi sir dung dich vu.

- Thit tu, cic ngan hang cin x6a bo cam giac lo ling vé sy riéng tu bi vi pham va kiém soat thong
tin ca nhan cting nhu truy cép trai phép vao cac giao dich ctia nguoi dung.

33



No6ng Thi Nhu Mai (2023) JABES 34(1) 20-37

Tai liéu tham khao
Aboelmaged, M., & Gebba, T. R. (2013). Mobile banking adoption: An examination of technology

acceptance model and theory of planned behavior. International Journal of Business Research
and Development, 2(1), 35-50.

Aggelidis, V. P., & Chatzoglou, P. D. (2009). Using a modified technology acceptance model in
hospitals. International Journal of Medical Informatics, 78(2), 115-126.

Al Kailani, M., & Kumar, R. (2011). Investigating uncertainty avoidance and perceived risk for
impacting Internet buying: A study in three national cultures. International Journal of Business
and Management, 6(5), 76-92.

Alonso-Dos-Santos, M., Soto-Fuentes, Y., & Valderrama-Palma, V. A. (2020). Determinants of
mobile banking users’ loyalty. Journal of Promotion Management, 26(5), 615-633.

Benbasat, 1., & Barki, H. (2007). Quo vadis TAM?. Journal of the Association for Information
Systems, 8(4), 211-218.

Cheng, Y. M. (2011). Antecedents and consequences of e-learning acceptance. Information Systems
Journal, 21(3), 269-299.

Chiou, J. S., & Shen, C. C. (2012). The antecedents of online financial service adoption: The impact
of physical banking services on Internet banking acceptance. Behaviour <& Information
Technology, 31(9), 859-871.

Cox, D. F., & Rich, S. U. (1964). Perceived risk and consumer decision making-the case of telephone
shopping. Journal of Marketing Research, 1(4), 32-39.

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

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

De Leon, M. V. (2019). Factors influencing behavioural intention to use mobile banking among retail
banking clients. Jurnal Studi Komunikasi, 3(2), 118-137.

D'Alessandro, S., Girardi, A., & Tiangsoongnern, L. (2012). Perceived risk and trust as antecedents
of online purchasing behavior in the USA gemstone industry. 4Asia Pacific Journal of Marketing
and Logistics, 24(3), 433-460.

Fachreza, J. A., & Besra, E. (2022). Effect of perceived usefulness and perceived ease of use on
intention to use mobile banking (Brimo) with attitude as intervening variable (study at Lubuk
Basung sub-branch office of Pt. Bank Rakyat Indonesia). Enrichment: Journal of
Management, 12(3), 1552—1561.

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

Fortes, N., & Rita, P. (2016). Privacy concerns and online purchasing behaviour: Towards an
integrated model. European Research on Management and Business Economics, 22(3), 167-176.

34



No6ng Thi Nhu Mai (2023) JABES 34(1) 20-37

Gao, L., & Bai, X. (2014). A unified perspective on the factors influencing consumer acceptance of
internet of things technology. Asia Pacific Journal of Marketing and Logistics, 26(2), 211-231.

Gefen, D., Karahanna, E., & Straub, D. W. (2003). Trust and TAM in online shopping: An integrated
model. MIS Quarterly, 27(1), 51-90.

Gu, J. C., Fan, L., Suh, Y. H., & Lee, S. C. (2010). Comparing utilitarian and hedonic usefulness to
user intention in multipurpose information systems. Cyberpsychology, Behavior, and Social
Networking, 13(3), 287-297.

Hair, J. F., Black, W. C., Babin, B. J., & Anderson, R. E. (2010). SEM basics: A supplement to
multivariate data analysis. In Multivariate Data Analysis. New York: Pearson.

Hanafizadeh, P., Behboudi, M., Koshksaray, A. A., & Tabar, M. J. S. (2014). Mobile-banking
adoption by Iranian bank clients. Telematics and Informatics, 31(1), 62-78.

Handayani, P. W., Hidayanto, A. N., Pinem, A. A., Hapsari, . C., Sandhyaduhita, P. I., & Budi, L.
(2017). Acceptance model of a hospital information system. International Journal of Medical
Informatics, 99, 11-28.

Hoffman, D. L., Novak, T. P., & Peralta, M. (1999). Building consumer trust online. Communications
of the ACM, 42(4), 80-85.

Hoang Trong, & Chu Nguyén Mong Ngoc. (2008). Phdn tich dir liéu nghién ciru véi SPSS (Tép 1).
TP.HCM: NXB Héng Drc.

Hu, L. T., & Bentler, P. M. (1999). Cutoff criteria for fit indexes in covariance structure analysis:
Conventional criteria versus new alternatives. Structural Equation Modeling: A Multidisciplinary
Journal, 6(1), 1-55.

Jebarajakirthy, C., & Shankar, A. (2021). Impact of online convenience on mobile banking adoption
intention: A moderated mediation approach. Journal of Retailing and Consumer Services, 58,
102323.

King, W. R., & He, J. (2006). A meta-analysis of the technology acceptance model. Information &
Management, 43(6), 740-755.

Lai, V. S., & Li, H. (2005). Technology acceptance model for internet banking: An invariance
analysis. Information & Management, 42(2), 373-386.

Lin, H. C., & Chang, C. M. (2018). What motivates health information exchange in social media?
The roles of the social cognitive theory and perceived interactivity. Information &
Management, 55(6), 771-780.

Mufarih, M., Jayadi, R., & Sugandi, Y. (2020). Factors influencing customers to use digital banking
application in Yogyakarta, Indonesia. The Journal of Asian Finance, Economics and
Business, 7(10), 897-907.

Munoz-Leiva, F., Climent-Climent, S., & Liébana-Cabanillas, F. (2017). Determinants of intention
to use the mobile banking apps: An extension of the classic TAM model. Spanish Journal of
Marketing-ESIC, 21(1), 25-38.

Nguyen, O. T. (2020). Factors affecting the intention to use digital banking in Vietnam. The Journal
of Asian Finance, Economics and Business, 7(3), 303-310.

35



No6ng Thi Nhu Mai (2023) JABES 34(1) 20-37

Nguyén Tién Diing, Pang Viét Thang, & Nguyén Thiy Hang. (2021). Théach thirc trong dam bao an
toan thong tin trén khong gian sb. An toan giao théng. Truy cap tir https://antoanthongtin.vn/gp-
atm/thach-thuc-trong-dam-bao-an-toan-thong-tin-tren-khong-gian-so-107565

Nunnally, J. C. (1978). Psychometric Theory (2" ed.). New York: McGraw.
Nunnally, J. C., & Burnstein, 1. H. (1994). Psychometric Theory. New York: McGraw-Hill

Park, S., & Tussyadiah, I. P. (2017). Multidimensional facets of perceived risk in mobile travel
booking. Journal of Travel Research, 56(7), 854-867.

Pavlou, P. A., & Fygenson, M. (2006). Understanding and predicting electronic commerce adoption:
An extension of the theory of planned behavior. MIS Quarterly, 30(1), 115-143.

Peterson, R. A. (1994). A meta-analysis of Cronbach's coefficient alpha. Journal of Consumer
Research, 21(2), 381-391.

Riquelme, H. E., & Rios, R. E. (2010). The moderating effect of gender in the adoption of mobile
banking. International Journal of Bank Marketing, 28(5), 328-341.

Rogers, E. M. (1983). Diffusion of Innovations, New York: The Free Press.

Sampaio, C. H., Ladeira, W. J., & Santini, F. D. O. (2017). Apps for mobile banking and customer
satisfaction: A cross-cultural study. International Journal of Bank Marketing, 35(7), 1133-1153.

Shankar, A., Jebarajakirthy, C., & Ashaduzzaman, M. (2020). How do electronic word of mouth
practices contribute to mobile banking adoption?. Journal of Retailing and Consumer
Services, 52, 101920.

Sharma, S. K., & Sharma, M. (2019). Examining the role of trust and quality dimensions in the actual
usage of mobile banking services: An empirical investigation. International Journal of
Information Management, 44, 65-75.

Suh, B., & Han, 1. (2003). The impact of customer trust and perception of security control on the
acceptance of electronic commerce. International Journal of Electronic Commerce, 7(3),
135-161.

Tabachnick, B. G., & Fidell, L. S. (1996). Using Multivariate Statistics. Northridge. Cal.: Harper
Collins.

Tran Thi Thanh Nga. (2022). Y dinh sir dung dich vu ngén hang s d6i voi ngudi cao tudi: Truong
hop tai Viét Nam. Tap chi Nghién cieu Kinh té va Kinh doanh Chdu A, 33(8), 67-81.

Tugade, C., Reyes, J., & Nartea, M. (2021). Components affecting intention to use digital banking

among generation Y and Z: An empirical study from the Philippines. The Journal of Asian
Finance, Economics and Business, 8(12), 509-518.

Venkatesh, V., Morris, M. G., Davis, G. B., & Davis, F. D. (2003). User acceptance of information
technology: Toward a unified view. MIS Quarterly, 27(3), 425-478.

Venkatesh, V., Thong, J. Y., & Xu, X. (2012). Consumer acceptance and use of information
technology: Extending the unified theory of acceptance and use of technology. MIS Quarterly,
36(1), 157-178.

Verissimo, J. M. C. (2016). Enablers and restrictors of mobile banking app use: A fuzzy set qualitative
comparative analysis (fsQCA). Journal of Business Research, 69(11), 5456-5460.

36



No6ng Thi Nhu Mai (2023) JABES 34(1) 20-37

Wibella, N., Fahmi, 1., & Saptono, I. T. (2018). Factors affecting consumer acceptance of digital
financial inclusion; an anecdotal evidence from Bogor City. Independent Journal of Management
& Production, 9(4), 1338-1353.

Yoon, S.J. (2002). The antecedents and consequences of trust in online-purchase decisions. Journal
of Interactive Marketing, 16(2), 47-63.

Yousafzai, S., & Yani-de-Soriano, M. (2012). Understanding customer-specific factors underpinning
internet banking adoption. International Journal of Bank Marketing, 30(1), 60-81.

Zhang, T., Lu, C., & Kizildag, M. (2018). Banking “on-the-go”: Examining consumers’ adoption of
mobile banking services. International Journal of Quality and Service Sciences, 10(3), 279-295.

37



