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Tom tat

Nghién ciru nay dwoc thiee hién nham xdc dinh cac nhan 16 anh hu’o‘ng dén quyét dinh sit
dung dich vu Mobile Banking tai thanh phé Nha Trang. Bai nghién civu da khdo sat 242 ngueoi
dan tgi thanh pho Nha Trang; dong thoi, sir dung phmmg phap phan tich Cronbach’s Alpha,
phan tich EFA va phdn tich hoi quy duéi sw ho tro cua phan mém SPSS 22. Két qua nghlen
cteu cho thdy ¢6 5 nhan t6 dnh hwéng truc tlep dén quyét dinh sit dung dich vu, bao gom: (i)
Nhén thitc tinh hitu dung; (11) Nhdn thirc tinh dé sir dung; (zzz) Nhan thirc rii ro; (iv) Chi phi
cam nhan va (v) Nzem tin cua khach hang. Trong do, bien “Nhdn thirc tinh hitu dung” co tac
dong manh nhat dén quyet dinh s dung dich vu Mobile Banking cua ngum ddan. Nghién cuu
dong thoi dé xudt cdc gidi phdp nham thiic day hanh vi khach hang trong viéc sir dung dich vu
Mobile banking.
Tir khéa: Dich vu Mobile banking, hanh vi khach hang, quyét dinh sir dung.
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Abstract
This study was conducted to ascertain the factors that influence the adoption of Mobile Banking
services in Nha Trang City. A survey involving 242 residents in Nha Trang was carried out, and data
was subjected to analysis using Cronbach’s Alpha, Exploratory Factor Analysis (EFA), and regression
analysis with the assistance of SPSS 22 software. The research findings reveal that five factors directly
affect the decision to use the service, including: (i) Perceived usefulness, (ii) Perceived ease of use, (iii)
Perceived risk, (iv) Perceived cost, and (v) Customer trust. Among these, “Perceived usefulness” emerges
as the most influential factor driving users’ decisions to adopt Mobile Banking services. Furthermore,
the research suggests several solutions to promote customer behavior in using Mobile Banking services.
Keywords: Mobile Banking Services, Customer Behavior, Usage Decision.

1. Pit van dé

Cung v6i sy phat trién cia cong nghé
nhu Tri tué nhan tao (Al), Internet van vét
(IoT) va Blockchain, nganh Tai chinh dang
budc vao thoi dai Fintech. Theo McKinsey
(2024), Fintech la cac cong ty st dung cong
ngh¢ va dich vu dam may dé cung cap dich vu
tai chinh, gitp don gian hdéa quy trinh thanh
toan va giam chi phi van hanh. Mot trong
nhiing g dung ndi bat cua Fintech 1a Mobile
Banking, cho phép nguoi dung thyuc hién giao
dich tai chinh qua dién thoai thong minh hoéc
may tinh bang.

Tai Viét Nam, du xuét hién muon, dich
vu Mobile Banking c6 nhiéu tiém nang phat
trién nho ha tang vién thong manh va ty 18
nguodi dung smartphone cao. Theo World
Bank (2024) Fintech mé ra co hoi mo rong
kha néng tiep cén tai chinh va nang cao hi¢u
qua hé thong Tuy nhién, dé thuc day Mobile
Banking, can hiéu cac nhén t6 anh huong dén
quyet dinh su dung Xuét phat tir nhitng can
clr trén, nghlen cltu cac nhan to anh huong toi
quyét dlnh st dung dich vu Mobile Banking
tai thanh pho Nha Trang dugc thuc hién nham
tra 101 cho cac cau hoi sau: (i) Nhitng nhén t6

20 S 17 - Thang 6.2025 - Tap chi KH&CN Truong Dai hoc Hoa Binh



nao anh hudng téi quyét dinh sir dung dich vu
Mobile Banking cua nguoi dan tai thanh pho
Nha Trang?; (ii) Tac dong cua cac nhén t6 dén
quyét dinh str dung dich vu Mobile Banking
nhu thé nao?; (iii) Nhung giai phap dé thuc
day phét trién dich vu nay cho nguoi dan tai
thanh phd Nha Trang"
2.Cosély thuyet va mo hinh nghién ciru
2.1. Co'so ly thuyet

Ba ly thuyet nén tang thu’o’ng dugc ap
dung rong ri trong cac nghlen clru vé hanh
vi chap nhan dich vu bao gém: (i) Ly thuyét
hanh dong hop 1y (Theory of Reasoned
Action - TRA) cua Fishbein va Ajzen (1975),
ly gidi hanh vi ¢4 nhan dua trén hai y€u t0
chinh: thai do dbi véi hanh vi va chuan muc
chu quan; (ii) Ly thuyét hanh vi ¢6 ké hoach
(Theory of Planned Behavior - TPB) do Ajzen
(1991) phat trién tir TRA, bd sung thém thanh
phén kiém soat hanh vi nhan thurc nham phan
anh anh huong ciia cac yéu tb ngoai tam kiém
soat ca nhan; va (iii) M6 hinh chip nhan cong
nghe (Technology Acceptance Model - TAM)
cua Davis (1985), bét nguon tr TRA, cho
rang viéc chap nhan va sir dung mot hé thong
thong tin chiu anh hudng truc tiép boi thai do
cta nguoi dung doi voi vige str dung, trong
do, thai do nay bi chi phdi boi muc do nhan
thirc vé tinh hitu ich (perceived usefulness) va
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tinh dé su dung (perceived ease of use) cua
hé thong

Nhiéu nghién ctru saudo da tlep tuc phat
tr1en mod hinh TAM bang cach bo sung cac
yeu to anh huong khéc nham g1a1 thich hanh
vi chip nhan cac dich vu ngan hang sé nhu
iBanking.

Radomir va Nistor (2013) di m¢& rong
md hinh TAM bang cach bd sung ba y€u t0
lién quan dén niém tin hop ly vé mat ly thuyet
bao gom: nhédn thirc vé bao mat va quyén
riéng tu (perceived securlty/prlvacy) nhan
thirc vé loi ich (perceived beneﬁt) va hinh anh
(image). Trong mot nghlen ctru khéc, Nasri
(2011) cling ap dung mo hinh TAM m¢ rong
aé phén tich cac yéu t6 anh huong dén vigc
chap nhén dich vu iBanking tai Tunisia. Két
qua nghlen ctru cho thdy su thuén ti¢n, nhan
thirc vé rui ro, bdo mat, va kién thirc san ¢
vé Internet déu co thc dong dang ké dén hanh
vi chap nhan iBanking. Ngoai ra, cac yeu t6
nhan khau hoc nhu nghe ngh1ep va trinh do
hoc vén ciing dugc xac dinh 1a c6 anh huong
10 rét.

Tai Viét Nam, da co nhiéu nghlen ciu
dinh luong nhim kham phé cac yeu t0 anh
huong dén viéc chap nhan sir dung dich vu
iBanking. Mot s6 nghién ciu dién hinh da
dugc tong hop trong Bang 1.

Bang 1. Tong hop cac nghién ciru lién quan dén dé tai nghién ctru

STT Nghién ciru D!%Adlelfl Mo hl,n h Yéu t anh hwong
nghién ciru co SO
Céc yéu t6 anh huong dén viéc Ky vong hi¢u suét
chap nhan dich vu ngin hang Ky vong nd luc
s0: Nghién cuu thuc nghiém = Anh huong xa hoi
. tai Vi¢t Nam trong dai dich Vigt Nam UTAUT D1eu kién hd trg
Covid-19 (Nguyén Phuong Niém tin
Mai va cong su, 2024) Nhan thtre rai ro Covid-19
Chép nhan Mobile Bank- Loi thé tuong dédi
ing tai Viét Nam: Nghién Su tuong thich
2 | cuu thyc nghiém (Vi Tuan | Viét Nam DOI Kha nang quan sat
Anh, 2023) Do phuc tap
Nhan thrc rui ro
Phan tich viéc chép nhan K3 vong hiu suht
dich vu Mobile Banking tai Y g
- N A A Anh huong xa hoi
Viét Nam: Mo rong mo hinh
e LSk ~: . UTAUT2 | Diéu kién hd trg
3 | UTAUT2 véi yéu t0 s¢ hai| Viét Nam oA
mo rong | Gid tri thu hudng
Covid-19 (Nguyen Thao .
Thoi quen
Nguyén & Nguyén Mien Thi So hii Covid-19
Ngoc, 2023) ;
Nhitng yéu t6 anh huong Nhan thte tinh hiru dung
td1 hanh vi nguoi tiéu dung Nhan thtic tinh dé st dung
4 trong viéc su dung dich vu| HaNdgi, TAM Nhan thtc rui ro
Mobile banking tai thu d6| Viét Nam Su tin tuong cua khach
Ha Noi, Viét Nam (Vi Manh hang
Cuong, 2013) Nhan thtre chi phi
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Nghién ctru cac yéu té anh Mong doi vé gia
huong t61 y dinh su dung Thanh phé | UTAUT, Cam nhan sy tién loi
dich vu mua hang dién tr| 3 cﬁi TAM va | Cam nhan tinh d& sir dyng
5 |qua mang (Hoang Quoc . . E-CAM | Cam nhan sy thich tha

\ Minh va cac . ; N

Cuong, 2010) tinh 14n can Anh huong xa hoi
: Cam nhan su rai ro khi sir
dung

Tur cidc mo hinh nghién ctu trén, ket
hop véi thuc tién tai Viét Nam, tic gid dé
xuiat md hinh nghién ciru vé viéc sir dung
dich vu 1Bank1ng tai thanh phé Nha Trang
khi dua vao cac bién cu thé anh hudng mirc
do su dung dich vu nay dua trén nhirg khai
niém cua mo6 hinh TAM, bao gom nhan thuc
vé tinh hiru dung, nhan thic vé tinh dé sir
dungz nhén thirc vé chi phi, nhan thue rui ro
va niém tin cua khach hang
2.2. Gid thuyét nghién ciru
2.2.1. Nhan thure tinh hitu dung

“Perceived usefulness”, hay con goi
la nhan thtc vé tinh hitu dung, dé cap dén
nhitng loi ich ma nguoi dung ky vong sé
nhan duogc khi su dung dich vu ngin hang
tryc tuyen (iBanking). Khai niém nay duoc
xem la mot thanh phan trong yéu trong mo
hinh chap nhan cong nghé (TAM) va da duoc
cung ¢0 trong nhiéu nghlen ctru lién quan
dén hanh vi chap nhan cong nghé. Trong
nghién ctru ctia Nasri (2011), nhan to “sur
thuén tién” dugc su dung nhu mot bién doc
lap, phan anh mirc d§ cam nhéan cua nguoi
dung veé viéce 1Bank1ng gitip ho tiét kiém thoi
gian, giam chi phi giao dich, va dac biét la
kha ndng truy cép tai khodn mot cach linh
hoat - bat ky luc nao va ¢ bat cir dau. Trong
bai nghién curu, thuat ngu nay da dugc tac
gia thong nhét dua vao “nhén thirc tinh hitu
dung” - mot cach thay doi tén goi cho phu
hop hon .

Gid thuyét 1: Nhdn thirc tinh hitu dung
cang da dang thi y dinh su dung dich vu
Mobile Banking cang tdng
2.2.2. Nhén thicc tinh dé sir dung

Yéu t6 nhan thic vé tinh dé sir dung
(Perceived Ease of Use - PEOU) dugc Davis
va cac cong su (1989) dinh nghIa la mac do
ma mdt ca nhan tin rdng viéc su dung mot
hé thong cu thé s& khong doi hoi nhiéu cong
suc va no lyc. Trong nghién ctru cua Ramli
va Rahmawati (2020) khai ni¢m néy duoc
lam rd thém véi ham y rang, khi nguoi dung
tin rang ho c6 thé sir dung mot hé thong ma
khong can bo ra qué nhicu cong suc dé tim
toi, thi kha ndng hinh thanh y dinh str dung sé
cao hon. Tan suét sir dung va muc do tuong
tac gilta nguoi dung va hé thong cung la
nhing chi dau phan anh mic d6 dé su dung.

Ramli va Rahmawati cung khang dinh
rang, tinh dé str dung 1a mot yeu t0 thic day
y dinh hanh vi tich cyc trong viéc tiép cin va
ung dung céc cong nghe thong tin mdi - boi
néu mot hé thong dé sir dung, nguoi dung s€
6 xu hudng lya chon va trién khai no.

Tu day, tac gid dé xuat Gia thuyét 2:
Nhdan thirc dé sir dung 6 tac ddng manh dén
quyét dinh sie dung dich vu Mobible Banking.
2.2.3. Chi phi cam nhdn

Chi phi cdm nhan (Perceived Cost) la
murc do ma nguoi ti€u dung cam nhan duogc
ve cac khoan chi phi (bao gom ca tai chinh
va phi tai chinh nhu thoi gian va cong strc)
lién quan dén viéc str dung dich vu. Chi phi
cam nhén cao c6 thé tro thanh rao can doi
v6i hanh vi chap nhan dich vu. Theo Wu va
Wang (2005), chi phi cam nhan la mot yéu td
tiéu cuc anh huong dén y v dinh str dung dich
vu di dong. Kleijnen va cong su (2004) cling
cho rang, chi phi cam nhan bao gom ca phi
dang ky, chi phi thiét bi, chi phi dir li¢u va
thoi glan ¢6 thé 1am giam su chdp nhan dich
vu ctia nguoi tiéu dung.

Gia thuyet 3: Cang cam nhdn chi phi
cao, nguoi dung cang it co xu hwong sir dung
dich vu Mobile Banking.

2.2.4. Niém tin cua khach hang

Lin (2011) khing dinh rang niém tin 1a
yeu t co anh hudng tich cuc dén y dinh hanh
Vi str dung dich vu Mobile Banklng, boi khi
nguoi dung cam thay tin tudng vao mirc do
bao mat va uy tin cua dich vy, ho s& san sang
sit dung ma khong can thém cac xac minh
phuc tap khéc.

Gia thuyét 4: Niém tin cua khach hang
c6 danh hwéng tich cwc dén quyét dinh sir
dung dich vu Mobile Banking.

2.2.5. Nhdan thikc rii ro

Theo Featherman va Pavlou (2003)
nhan thire rii ro 1a mot trong, nhung rao can
chinh anh huong tiéu cuc dén y dinh chip
nhan cong ngh¢ moi, [rong do, co cac dich
vu ngan hang tryc tuyen va Mobile Banking.
Nguoi dung cang cam thiy dich vu khong an
toan, dé bi tan cong mang hoac mét thong tin,
ho cang c6 xu hudng tir chéi sir dung dich vu.
Nghién curu cia Lee (2009) cling chi ra rang
cac loai rui ro nhu rui ro tai chinh, roi ro xa
hdi va rai ro bao mat cé anh hudng tiéu cuc
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dén y dinh sir dung Internet Banking - va két
luén nay hoan toan c6 thé ap dung cho dich
vu Mobile Banking trong b6i canh hién nay.
Gid thuyét 5: Nhdn_thirc rui ro co anh
huwong tiéu cuc dén quyét dinh sir dung dich

Nhén thtte tinh hitu dung

Nhén thtec tinh d& s dung

Chi phi cam nhan

vu Mobile Banking.
2.3. M6 hinh nghién ciru

Téc gia dé xuat mo hinh nghién ctiu
nhu sau:

Quyét dinh st dung dich vu

Niém tin ciia khéch hang

Nhén thire rii ro

3. Phwong phap nghién ciru
3.1. Phwong phap nghién ciru

Nghién ctru nay stir dung 2 phuong phap
dinh tinh va dinh luong, tién trinh thyc hién
nghién ctru chia thanh giai doan: nghién ctru
so bg va nghién ctru chinh thire. Nghién ctru
so bo st dung thao ludn nhom va tham khao
¥ kién (can bo Ngan hang TMCP cua cac chi
nhanh trén dia ban thanh pho Nha Trang).
Nghlen ctru chinh thirc thong qua khao sat
véi mau c6 kich thude n = 242.
3.2. Xdy dung thang do

Cong cu nghién ctru la thang do Likert
(“1” 1a Hoan toan khong dong y, “2” 1a
Khong dong y, “3” 1a Binh thuong, “4” 1a
Dong y va “5” 1a Hoan toan dong y) .

Thang do danh gla cac yéu t0 anh
huong toi quyet dinh str dung dich vu Mobile
Banking cta nguoi dan tai thanh phé Nha
Trang duoc thiét ke g6m 30 bién quan sat cho
6 thanh phan (1) Nhan thirc tinh hitu dung
gom 4 b1en quan sat; (2) Nhan thicc tinh dé
s dung gbm 3 blen quan sat; (3) Nhan thirc
rii ro gom 11 b1en quan sat; (4) Chi phi cam
nhgn gébm 3 blen quan sat; (5) Niém tin cua
khach hang gdm 6 bién quan sat; (6) Quyet
dinh sur dung dich vu Mobile Bankzng gom 3
bién quan sat (Thang do dugc xay dung theo

\J

Mobile Banking

cac nghién cuu cua Lee, (2009), Hsiu-Fen
Lin (2011), V@i Manh Cuong (2013), Wu va
Wang (2015).

Thao luan 6 chuyen gia va khdo sat thi
dlem v6in=50, ciing v6i phan tich bang phan
mem SPSS 22.0 cho thang do chinh thirc
gdm 30 clu hoi.

3.3. Két qud thu thap s6 liéu

Theo Nguyen Dinh Tho (2011), trong
phan tich moé hinh phuong trinh cau trac
phaéi cé 5 mau nghién ctru cho tung thang do.
Trong nghlen clru nay, mo hinh nghién ctru
vOi ndm gla thuyet va 30 bién quan sat, nén
) luong mau to1 thiéu can thiét 1a 150 mau
nghlen clru. De tang do tin cay cho nghlen
clru, tac gla diéu tra 250 nguoi dan tai cac xa,
phuong ctia thanh phd Nha Trang

Vigc thu thap thong tin cac cau hoi dugc
thyc hién trén tinh than ty nguyén thong qua
phuong thure bt Van thoi gian hoan tat viéc thu
thap va nhép li¢u s6 liéu 1a 02 thang, tur thang 3
dén thang4 ndm 2025. So mau dugc phat ra
1a 250 mau, s6 mau thu vé duoc 1a 248 mau,
s6 mau khach hang khong dién diy du thong
tin cac cau hoi va mau tra 161 khong hop 1&
la 06 mau s6 mau thuc hién nghién ctru la
242 mau. Thong tin vé& mau khao sat thé hién
trong Bang 2.

Bang 2. Két qua thong ké mau khao sat khach hang

Thong tin khach hang S6 lwgng Ty 1€ (%)
1. P9 tudi
Duéi 25 tudi 23 9.5
Tir 25 - 40 tudi 103 42.6
Tir 40 — 55 tudi 89 36.8
Trén 55 tudi 27 11.2
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2. Gi6i tinh
Nam 125 51.7
Nir 117 48.3
3. Trinh dd hoc van
THPT, khac 42 17.4
Trung cép 65 26.9
Cao dang 61 25.2
Pai hoc 38 15.7
Sau dai hoc 36 14.9
4. Vé nghé nghiép

Hoc sinh, sinh vién 37 15.3
Cong chtic 34 14.0
Tu doanh 97 40.1
Nghé nghiép chuyén méon 59 24.4
Noi tro, huu tri 15 6.2

5. Thu nhap binh quian
Dui 5 triéu 23 9.5
5-10 triéu 117 48.3
10-15 triéu 67 27.7
Trén 15 triéu 35 14.5

6. Tinh trang hon nhan
Pdc than 122 50.4
Co gia dinh 120 49.6
Téng cong 242 100

3.4. Phwong phdp phin tich sé liéu

Thang do dugc phan tich kiém dinh
bang hé s6 tin cdy Cronbach’s Alpha va phéan
tich EFA dé kiém dinh céc nhan t6 dnh hudng
vanhéan dién cac yeu t6 dugc cho 1a phu hop,
dong thoi, str dung phuong phap phan tich
hdi quy tuyén tinh da bién d¢ xac dinh muc
d6 tac dong cua timg nhén té dén y dinh st

dung dich vu Mobile Banking. Sau do, phan
tich tong hop, thong ké .

Phan tich hoi quy: (1) Nhdn thire tinh
hitu dung (THD); (2) Nhdn thikc tinh dé siv
dung (DSD) (3) Nhdn thirc rui ro (RR); (4)
Chi phi cam nhdn (CP) va (5) Niém tin ciia
khach hang (NT).

Bang 3. Thang do hiéu chinh va céc bién quan sat

STT Thang do Ky hiéu

I | Nhin thire tinh hitu dung THD
Viéc st dung dich vu Mobile Banking s& giup ban hoan thanh cong viéc

1 . THDI
nhanh chong hon
Viéc sir dung dich vu Mobile Banking s& giup ban thyuc hién cong viéc dé

2 ) THD2
dang hon

3 | Dich vu Mobile Banking rat hitu dung dbi véi ban THD3
No6i chung, viéc su dung DV Mobile Banking hitu ich cho tAt ca moi nguoi | THD4
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II | Nhén thire tinh dé sir dung DSD
5 | Hoc hoi cach str dung dich vu Mobile Banking rat dé dang DSD1
6 Thuyc hién giao dich thong qua dich vu Mobile Banking khong can nhiéu DSD2
nd luc
7 | Viéc st dung dich vu Mobile Banking rat don gian va dé dang DSD3
IIT | Nhén thirc rii ro RR
3 Dich vu Mobile Banking khong hoat dong t6t do nhiing vin dé ctia mang RRI
luoi dién thoai
Dich vu Mobile Banking khong hoat dong tdt do hoat dong thanh toan va
9 S N , . RR2
giao dich khong chinh xac
10 Khi chuyén tién thong qua dich vu Mobile Banking, ban lo s¢ ban s¢€ mét RR3
tién do 16i bat can nhu danh nham s6 tai khoan hay nham sé tién
1 Ban lo léng khi sai s6t giao dich xay ra, ban khong nhan duogc dén bu tir RR4
ngan hang
Ban chic chin rrimg néu ban quyét dinh su dung dich vu Mobile Banking,
12 | khi c6 van d¢ giao dich xay ra, ban b¢, gia dinh va dong nghi¢p ciia ban s¢ | RRS
khong tin tudng dich vu d6 nira
13 Khi tai khoan ngan hang cta ban bi trdm hay hack, ban s€ gap kho khan RR6
trong cudc song
Str dung dich vu Mobile Banking khong thuén tién ddi voi ban béi vi ban s&
14 N A T S .o L RR7
phai mat thoi gian dé xu 1y nhitng sai sot trong giao dich
Str dung dich vu Mobile Banking sé& tén thoi gian dé tim hiéu céch st dung
15 | RR8
dich vu
Ban cam thdy khong an toan khi cung cAp thong tin ca nhan cua minh trén
16 e 1 . . RR9
mang ludi dich vu Mobile Banking
Ban thay khong yén tdm khi sir dung dich vu Mobile Banking béi vi nhiing
17 N iy W - RR10
nguoi khac co theé truy cap vao tai khoan ngan hang cua ban
Ban cam thay khong an toan khi giri cdc thong tin nhay cam thong qua dich
18 . . RR11
vu Mobile Banking
IV | Chi phi cAm nhin CP
Ban cam thay chi phi thiét b dé thyc hién giao dich bang dich vu Mobile
19 T e . CP1
Banking la dat doi voi ban
20 |Ban cam thiy chi phi giao dich ctia dich vu Mobile Banking la dt CP2
21 | Ban cam thay chi phi chuyén tién thong qua dich vu Mobile Banking 1a dat | CP3
V | Niém tin ciia khich hang NT
Nha cung cip dich vu Mobile Banking can d4ng tin twdng, c6 kinh nghiém
22 \ i1z NT1
va c¢6 kha nang
23 Cung cip dich vu Mobile Banking c6 thé lién quan t6i hé thong thong tin NT2
can thiét khac khi thyc hién giao dich
24 | Nha cung cip dich vu Mobile Banking nén ddi xir cong bang v6i moi ngudi | NT3
Chinh sach cia nha cung cdp dich vu Mobile Banking nén r rang trong
25 Xo .. NT4
moi giao dich
Nha cung cip dich vu Mobile Banking luén ludn sin sang tiép nhan yéu cau
26 | N : NT5
cua nguoi st dung dich vu
27 Nha cung cip dich vu Mobile Banking phin dau dap tng tot cac nhu cau NT6

cua nguoi st dung dich vu
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VI | Quyét dinh sir dung dich vu Mobile Banking QDSD
Anh/ chi [udén str dung dich vu Mobile Banking dé thanh toan cac chi phi gia

28 |, A en ; . QDSD1
dinh: dién, dién thoai, nudc. ..
Anh/ chi thuong xuyén st dung dich vu Mobile Banking dé thanh toan cac

29 . < % QDSD2
dich vu mua sam truc tuyén
Nhin chung, anh/ chi thudng xuyén st dung dich vu Mobile Banking dé

30 A . . a o QDSD3
thuc hién cac giao dich cho cong viéc va chi tiéu cua minh.

4. Két qua nghién ctru

3.1. Kiém dinh dg tin cdy ciia thang do véi

hé sé Cronbach’s Alpha

Str dung cong cu Cronbach’s Alpha
dé phan tich do tin cdy cho cac thang do.
Cac hé sb tuong quan bién tong déu lén
hon 0,3, dat tiéu chuan cho phép (Nunnally

Nguon: Tac gia xdy dung

& Burnstein, 1994) va tiéu chuan dé chon
thang do khi n6 c6 hé s6 Cronbach’s Alpha
dat tur 0,6 trd 1én. Cronbach’s Alpha s€ cho
biét cac do ludong cua chung ta c6 mdi lién
hé vdi nhau trong viéc do luong cac khai
niém nghién ctru hay khong.

Bing 4. Két qua phan tich Cronbach’s Alpha

Bién Trung binh | Phwong sai :;Iri;z iélsl:i
STT Thang do quan sat d}a tha.ng‘?o ci:a tha.ng.?o quan loai bé
néu loai bien | neéu loai bien bién téng bién
THD1 10,67 2,065 0,553 0,684
A ; THD2 10,70 2,036 0,554 0,683
1 ﬁlﬁlhﬁl{;:lg;cng THD3 10,76 2,131 0,502 | 0712
THD4 10,71 2,117 0,562 0,680
Cronbach’s Alpha = 0,748
DSD1 7,18 1,226 0,724 0,787
5 Nhgln thiee tinh | DSD2 7,14 1,225 0,750 0,763
dé sir dung DSD3 7,16 1,239 0,687 0,824
Cronbach’s Alpha = 0,851
RR1 22,087 32,080 0,763 0,911
RR2 22,091 32,846 0,712 0,914
RR3 22,058 32,777 0,688 0,915
RR4 22,124 32,682 0,708 0,914
RR5 22,087 34,129 0,656 0,917
3 Nhan thire rii RR6 22,116 33,762 0,764 0,912
ro RR7 22,066 32,742 0,749 0,912
RR8 22,045 33,678 0,710 0,914
RR9 22,116 34,866 0,599 0,919
RR10 22,079 33,135 0,695 0,915
RR11 22,107 35,159 0,551 0,921
Cronbach’s Alpha = 0,922
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CP1 4,946 2,864 0,597 0,758

4 Chi phi cam CP2 4,814 2,476 0,694 0,654

nhin CP3 4,843 2,614 0,619 0,737
Cronbach’s Alpha = 0,793

NTI 18,269 9,085 0,588 0,785

NT2 18,165 9,657 0,552 0,791

Nidm tin NT3 18,132 9,526 0,650 0,769

5 ciia khach NT4 17,417 10,219 0,621 0,779

hang NTS5 18,054 10,416 0,482 0,805

NT6 17,876 9,744 0,595 0,781
Cronbach’s Alpha = 0,815

Quyét dinh sir QDSD1 7,025 1,004 0,673 0,788

6 dung dich vu | QDSD2 7,128 0,934 0,696 0,767

Mobile QDSD3 7,070 0,937 0,712 0,750
Banking Cronbach’s Alpha = 0,833

Ngu

Két qua kiém dinh d9 tin cdy cua thang
do cho thdy Hé s6 Cronbach’s Alpha cua cac
thang do luc nay deu 16n hon 0.6 va hé sO
tu(mg quan bién - tong cua cac bién quan
sat déu 16n hon 0.3 nén dat yéu cau. Sau khi
kiém tra do tin cay thang do trugc khi tién
hanh phén tich nhén t6 kham pha (EFA), cac
bién quan sat déu dat yéu qau va chip nhan
cho qua trinh nghién ctru ti€p theo.

on: Két qud phan tich dir liéu khao sat, 2025

4.2. Két qud phan tich nhén té kham phd (EFA)
4.2.1. Két qua phan tich EFA voi cac bién
doc lap

K&t qua phan tich nhan to co 27 bién
quan sat dé do luong 5 thanh phan anh
huong téi Quyét dinh st dung dich vu
Mobile Banking cua ngu0’1 dan tai dia ban
thanh pho Nha Trang véi nhitng tham 5O
thong ké déu dat nhirng tiéu chudn dit ra.

Bang 5. Phan tich EFA véi cac bién doc 1ap

KMO and Bartlett’s Test
Kiém dinh Kaiser-Meyer-Olkin Measure vé su thich hop ciia mau 0,870
Kiém dinh Bartlett’s vé Twong dwong Chi — binh phwong 3074,346
cau hinh cua mau Béc tu do (Df) 351
Murc y nghia (Sig.) 0,000

Nguon: Trich xudt tie phan mém SPSS

Téng phwong sai trich

g, | FiEemalues khdi go e 5 toinbin 6 dwec trich | b o i mhan 1 coay
t6 . % cua % . % cua % . % cua %
Tong | phuong | o\ gy | TON& | Phuong | gy | TON8 | PhUomg | o ay
sal sal sal
1| 7015 ] 26352 | 26352 | 7,115 | 26352 | 26,352 | 6,282 | 23268 | 23,268
2 4,065 15056 | 41,409 | 4,065 | 15056 | 41,409 | 3292 | 12,192 | 35460
3 2,057 7.620 | 49,029 | 2,057 | 7.620 | 49,029 | 2,436 | 9,022 | 44,483
4 1,931 7,153 | 56,182 | 1,931 | 7,153 | 56,182 | 2212 | 8,194 | 52,676
5 | 1,157] 4286 | 60468 | 1,157 | 4286 | 60468 | 2,104 | 7,791 60,468
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> H¢ s6 KMO = 0,870> 0,5: Dit licu
pht hop dé thuc hién phan tlch nhan t6
kham pha.

> Kiém dinh Bartlett:

- Gia thuyét H: Cac bién quan sat khong
¢6 mbi tuong quan V6i nhau trong tong thé.

- Két qua kiém dinh: Sig. = 0,000 < 0,05.
Ket ludn: Bac bo gla thuyet H, nghla la, cac
bién quan sat c¢6 moi tuong quan voi nhau
trong tong the

> Phan trim phuong sai  trich
(Percentage of variance): c6 gia tri 1a 60,468%

> 0,5 (dat tiéu chuan) Nhu vdy, ndm nhén t6
duorc rat ra co thé giai thich duoc 60,468% su
bién thién cta tap dir liu.

> Heé s tai nhan t& cua cac bién quan sat
déu 16n hon 0,5: Pat yéu cu

Sau khi phan tich cac nhan t6 kham pha
EFA, 27 bién ctia 5 nhan t6 doc lap khong c6
bién quan sat nao bi loai. Vi Vay, khong can
tinh lai hé s6 Cronbach’s Alpha cua thang do
vi két qua da dat dugc yéu cau vé do tin cay.
Do vay, chap nhén dugc thang do da phan tich.
4.2.2. Két qua phan tich EFA véi bién phu thuge

Bang 6. Phan tich EFA v6i bién phu thudc

KMO and Bartlett’s Test
Kiém dinh Kaiser-Meyer-Olkin Measure vé sy thich hop ctia mau 0,723
Tuong duong Chi — binh phuong 276,366
Klem dinh Bartlett’s Bac tu do (Df) 3
vé céu hinh ciia mau
Mt y nghia (Sig.) 0,000
Téng phwong sai trich
. e Tong binh phwong cua h¢ s0 tai
Eigenvalues khoi tao nhan t6 dwoc trich
Nhin to ) % ciia . % ciia
Tong phuwong | % tich liy Tong phwong | % tich liiy
sai sai
1 2,250 74,984 74,984 2,250 74,984 74,984
0,404 13,465 88,449
3 0,347 11,551 100,000

»>Gia tri KMO = 0,723>0,5: Két ludn:
Dt li¢u phu hop dé thyuc hién phén tich nhan
t6 kham pha.

> Kiém dinh Bartlett:

+ Gia thuyet H : Cac bién quan sat khong
c6 mbi tuong quan v0’1 nhau trong tong thé.

+ Ket qua kiém dinh: Sig. = 0,000 <
0,05. Két luan: Béac bo gla thuyet H, ngh1a
1a, cac bién quan sat c6 moi tuong quan voi
nhau trong tong thé.

> Phan trim phu'orng sai trich
(Percentage of Varlance) co gla tri bang
74,984% > 0,5. Nhu vay, nhan t0 dugc rat ra

Nguon: Trich xudt tir phan mém SPSS

c6 thé giai thich duoc 74,984% su bién thién
cua tap di ligu.

> Hé s6 tai nhan t6 ctia cac bién quan
sat déu 16n hon 0,5: Pat yéu cau.

Sau khi phan tich cac yéu t6 kham pha
EFA cac bién ctia nhan td phu thudc thi
khong c¢o bién quan sat nao bi loai. Vi vay,
khéng can tinh lai hé sb Cronbach’s Alpha
ctia thang do vi két qua da dat dugc yéu cu
vé do tin cay. Do vay, chép nhan duoc thang
do da phan tich.

4.3. Két qua phén tich twong quan

Bang 7. Két qua phan tich twong quan Pearson

Nhan t1~11'rc Nhéan ‘ihuc Nhan Chi phi Niém tin
tinh hiru | tinh dé st thire \ . cua khach
Q‘(llyét dcilr'lhh dung dung riiro | <M nhan hang
Siu ‘ﬁi&i Cl:r::f:‘zgn 0,662 | 0,688 | -0,346" | -0307" 0,451
Banking o 2 tailed) 0,000 0,000 0,000 0,000 0,000
N 242 2| 242 242 242

Nguon: Két qua phan tich dit liéu khao sdt, 2025
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Ket qua phan tich twong quan cho thay
hé sb tuong quan giita bién phu thudc véi cac
bién doc lap dao dong tir -0,307 den +0,688.
H¢ so Sig. (2- talled) <5% cho thay tat ca cac
hé sb twong quan cua cac bién doc lap con lai
voi blen phu thudc déu co y nghia thong ké.
Céc bién doc 1ap déu c6 mdi twong quan kha

chit ch¢ voi bién phy thudc, cac he ) tuong
quan déu c6 y nghia thong ké. Két qua phan
tich twong quan trén khang dinh viéc ti€p tuc
thuc hién phan tich hoi quy da bién 14 phu hop
déi voi | tap dir liu dang xét.

4.4. Két qud phan tich hoi quy va kiém dinh
gid thuyeét

Bang 8. Hé s6 hoi quy

Heé s6 hoi quy PII;': S;Egrll 7 nohi Thong ké da
Mod hinh chua chuan hoa quy , Yﬁng 1aA cong tuyen
B hoa t thong ké
i s6 Tol
SalsO | paia OleTanee 1 yir
chuan
(Constant) 0,969 0,200 4,834 0,000
THD 0,446 0,042 0,438 10,615 0,000 0,777 1,288
DSD 0,308 0,041 0,350 7,581 0,000 0,621 1,610
RR -0,122 0,032 -0,149 -3,851 0,000 0,883 1,133
CP -0,090 0,023 -0,148 -3,917 0,000 0,933 1,072
NT 0,101 0,031 0,132 3,250 0,001 0,805 1,242

Nguon: Két qua phan tich dit liéu khdo sat, 2025

Ket qua phan tich hoi quy cho thay ca
05 bién doc lap co tac dong va c6 y nghla
thong ké (Sig < 0,05) dén quyet dinh su
dung dich vu Mobile Banking cua nguoi dan
trén dia ban thanh phd Nha Trang, trong do,
bién “Nhan thirc tinh hitu dung c6 tac dong
manh nhét dén Quyet dinh st dung dich vu
Mobile Banking cta nguoi dan (B = 0,438),

bién “Nhén thuc tinh dé sur dung” c6 tac
dong manh thtr 2 (B = 0,350), ke ticp la bien
“Niém tin cua khach hang” voi B = 0,132.
Hai bién “Nhén thuc rui ro” B=-0 149) va
“Chi phi cdm nhan” ([3 =-0, 148) ¢o tac dong
nguoc chiéu dén quyet dinh st dung dich vu
Mobile Banking cua nguoi dén tai dia ban
thanh ph6 Nha Trang.

Bang 9. Két qua kiém dinh céac gia thuyét nghién ctru

Gia
thuyét

Noi dung céc gia thuyét

Két qua
kiém dinh

H1

Nhdn thire vé tinh hitu dung cua dich vu Mobile Banking co tdc
dong tich cuc den murc do sk dung dich vu Mobile Banking tai dia
ban thanh phé Nha Trang.

Chap nhén

H2

Nhdn thirc vé tinh dé sir dung cua dich vu Mobile Banking co tdc
dong tich cuc dén mirc do sir dung dich vu Mobile Banking tai dia
ban thanh phé Nha Trang.

Chap nhén

H3

Nhan thiee rui ro cua nguoi dan déi véi dich vu Mobile Banking co
tdac dong nguoc chiéu dén quyet dinh sw dung dich vu Mobile Bank-
ing tai dia ban thanh phé Nha Trang.

Chap nhén

H4

Chi phi cam nhdn ddi véi sir dung dich vu Mobile Banking co tdac
dong nguoc chiéu dén mikc quyet dinh st dung dich vu Mobile
Banking tai dia ban thanh phé Nha Trang.

Chap nhan

H5

Niém tin ciia khdch hang déi véi dich vu Mobile Banking c6 tdc
dong tich cuc dén quyét dinh sw dung dich vu Mobile Banking tai
dia ban thanh phé Nha Trang

Chép nhén
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5. Két luén

Tu két qua nghlen ciru cac nhan té
anh hudng téi quyet dinh st dung dich vu
Mobile Banking cua khach hang tai thanh
ph6 Nha Trang, tinh Khanh Hoa, co the
rit ra mot sd két luan sau: ¢6 05 nhan to
tac dong va ¢ y nghia thong ké dén quyet
dinh sir dung dich vu Mobile Banking cua
ngudi dan trén dia ban thanh phé Nha

Tai liéu tham khao

Trang, trong d6, nhan t6 “Nhén thirc tinh
hiru dung” cé tac dong manh nhit, nhén té
“Nhan thirc tinh d& st dung” c6 tac dong
manh thir 2, ké tiép 1a nhan to “Niém tin
cua khach hang” Hai nhan t6 “Nhan thirc
rui ro” va “Chi phi cdm nhan” c6 tic dong
nguoc chiéu dén quyet dinh st dung dich
vu Mobile Banking cua nguoi dan tai dia
ban thanh phd Nha Trang.
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