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Nghién ctru phan tich cac yéu té anh hwéng dén kha néng tiép can dich vu ngan hang tw
dong tai Ha Noi, dwa trén mé hinh ly thuyét chap nhan va st dung céng nghé. Nam yéu t6
chinh dwoc xac dinh la: hiéu qua mong dei, nd lwc mong doi, anh hwédng xa hoi, diéu kién
thuan tién va tinh bao mat. Théng qua khao sat 219 khach hang va phan tich héi quy bdi,
két qua cho thay tinh bao mat c6 anh huwéng manh nhét, tiép theo Ia hiéu qua va né luc
mong doi. Nghién clru dé& xuét cac gidi phap nhw tang cwdng bao mat, cai thién hiéu qua
van hanh, tdi wu trdi nghiém ngwdi dung va nang cap ha tang céng nghé. Pdng thoi, cac
khuyén nghi vé chinh sach bao gém hoan thién khung phap ly, phat trién co s& ha tAng sb

The study analyzes factors influencing the accessibility of automated banking services in
Hanoi, based on the Unified Theory of Acceptance and Use of Technology model. Five key
factors were identified: expected performance, expected effort, social influence, facilitating
conditions, and security. Through a survey of 219 customers and multiple regression
analysis, the results revealed that security exerts the strongest influence, followed by
expected performance and expected effort. The study suggests solutions such as
enhancing security measures, improving operational efficiency, optimizing user experience
and upgrading technological infrastructure. Policy recommendations include improving the
legal framework, advancing digital infrastructure, and raising public awareness.
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1. DAT VAN PE

Trong bbi canh cudc Cach mang cong nghiép
4.0 dang dién ra manh mé&, ngan hang (NH) s6
va cac dich vu dich vu ngin hang tg dong
(DVNHTD) di tro thanh xu hudng phat trién
tat yéu ciia nganh tai chinh trén toan thé gidi.
NH tu dong 1a hinh thtrc giao dich hién dai,
cho phép khach hang (KH) ty thuc hién céc
thao tdc nhu m¢ tai khoan, guri tiét kiém, ndp
tién mat, rat tién hodc cac dich vu (DV) khac
thong qua mdy moc ma khong can sy hd trg

tryc tiép tir giao dich vién.

Thanh phé Ha Noi, trung tdm kinh té - xa hoi
16n cua ca nudc, la mdt trong nhitng dia ban
tiéen phong tUng dung cac DVNHTD. Tuy
nhién, kha ning tiép can cic DV nay khong
doéng déu gitta cac nhom KH, chiu tac dong
boi nhidu yéu t6 nhu su sin c6 cua ha tang
cong nghé, muc do nhan thirc vé DV, kha
ning tuong tac véi cac hé thong tu dong.
Nhimng yéu t6 nay khong chi anh huong dén
muc do su dung DV ma con dat ra nhiing
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thach thirc 16n d6i v6i cac NH trong viée cai
thién trai nghiém KH va gia ting su chip
nhén cua thi truong. Bai viét nham phan tich
cac yéu té anh huong dén kha ning tiép can
DVNHTD tai Ha Noi, tir d6 dé xudt cac giai
phap cai thién hiéu qua trién khai DVNHTD
trong thoi gian tdi.

2. CO SO’ LY LUAN VE HANH VI SU’ DUNG
DICH VU CUA NGUO'l TIEU DUNG

2.1. Khai niém vé hanh vi cua ngwoi tiéu
dung

Hanh vi nguodi tiéu dung 1a mdt linh vuc
nghién ctru (NC) nham hiéu va giai thich cac
quyét dinh va hanh dong lién quan dén viéc
lwa chon, st dung va thai bé cic san pham
hodc DV dé dap tng nhu cu ci nhan. Theo
Philip Kotler va cong su (2016) [2], NC hanh
vi nguoi tiéu dung 1a nén tang dé xay dung
chién luoc marketing, giup doanh nghiép nhan
dién nhu cau, s& thich va céc yéu td anh
hudng dén quyét dinh mua hang ciia KH. Viéc
NC hanh vi nay tap trung vao cac cau hoi nhu:
KH muén mua gi, Iy do ho mua san pham
hogc DV, c4ch thic va thoi diém ho mua
hang. Hanh vi nguoi tiéu dung chiu anh
huong tir nhiéu yéu t6 ca nhan (nhan thic,
thai do, dong co) va yéu td bén ngoai (y kién
x4 hoi, quang cdo, thuong hiéu), tt ca déu
gop phan dinh hinh quyét dinh cua ho.

2.2. Ly thuyét hanh vi ngwi tiéu dung

M6 hinh TAM (Technology Acceptance
Model) 1a mot trong nhimg mé hinh dau tién
nham gii thich hanh vi chap nhan céng nghé
ciia nguoi dung, tp trung vao hai yéu tb
chinh 13 nhan thic vé tinh hiru ich (Perceived
Usefulness) va nhan thirc vé tinh dé st dung
(Perceived Ease of Use). Trong khi do,
mdé hinh MTAM (Modified Technology
Acceptance Model) md rong TAM béng cach
thém cac yéu t6 nhu niém tin (Trust), anh

huéng xa hoi (Social Influence) va diéu kién
hd tro (Facilitating Conditions) dé phu hop
hon véi cac ngit canh NC cu thé. Ly thuyét
chip nhan va st dung cong nghé UTAUT
(Unified Theory of Acceptance and Use of
Technology) dugc phat trién boi Venkatesh va
cong su (2003) [3] nham giai thich ¥ dinh va
hanh vi st dung cong nghé cua nguoi ti€u
dung. M6 hinh nay duogc xay dung dua trén
cac 1y thuyét kinh dién trudc day nhu 1y
thuyét hanh dong hop 1y (Ajzen, 1991) [4] va
md hinh chép nhan cong nghé (Davis, 1989)
[5]. Theo UTAUT, bén yéu t6 chinh anh
hudng dén hanh vi str dung cong nghé: (i) Ky
vong vé hiéu ning (Performance Expectancy):
Mitrc d6 ma nguoi tiéu dung tin rang viéc sir
dung cong nghé s& cai thién hiéu suat cong
viéc hodc cudc sbéng. (ii) Ky vong vé su cd
gang (Effort Expectancy): Mirc d6 d& dang ma
ngudi ding nhan thy khi sir dung cong nghé.
(iii) Anh huong xa hoi (Social Influence):
Muc @6 tdc dong tir moi truong xa hoi trong
viéc khuyén khich st dung coéng nghé.
(iv) Piéu kién thuan loi (Facilitating
Condition): Céc yéu té k¥ thuat va ha tang hd
trg can thiét dé c4 nhan st dung cong nghé
hiéu qua. UTAUT duoc danh gid 1a toan dién
va c¢o6 kha nang giai thich hanh vi st dung
cong nghé véi do chinh xac cao.

2.3. Cac nhan t6 anh hwéng dén kha nang
tiép can dich vu ngan hang tw déng

Tac gia dya trén mo hinh chdp nhan cong
nghé UTAUT dé giai thich mic d6 tiép can
cia KH st dung DVNHTD. Nhan tb
Venkatesh d& cap trong mo hinh UTAUT
(2003) [3]: Hiéu qua mong doi; nd lyc mong
doi; anh huong cua xd hoi; diéu kién thuan
tién. Mot s6 nghién ciru (NC) khac nhu NC
cua Hussein Ahmad Alwan va cong su (2016)
[6]. NC ndy nham diéu tra cic yéu tb anh
huéng dén viée chap nhan NH tryc tuyén cua
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KH tai cac NH thuong mai ¢ Jordan, déng
thoi xac dinh cac rao can va giai phap dé khic
phuc nhiing tré' ngai chinh ddi véi cong nghé
nay. Mot miu gdm 476 KH c6 tai khoan tai 13
NH dia phuong va dang st dung NH truc
tuyén dugc chon ngau nhién dé tham gia khao
sat. Két qua NC cho thdy quyén riéng tu va
bdo mat dong vai tro quan trong anh huong
dén quyét dinh sir dung cia KH. Theo mot
NC khac cua Bui Kién Trung (2019) [1],
“Tinh bao mat” dugc ching minh la c6 anh
huong dén “Y dinh sir dung” (B=0,12). Trong
NC nay, tac gia dé xuat bo sung nhan té anh
hudéng dén muc do tiép can cua KH su dung
DVNHTD la nhan t6“ Tinh bao mat”.

3. PHUONG PHAP NGHIEN cUU

NC gdém hai budc: kham pha (dinh tinh) va
kiém dinh (dinh luong).

NC dinh tinh: Phuong phap nay dugc thuc
hién thong qua cic cudc phong van siu nhim
xdy dung, diéu chinh, bo sung cac nhan tb anh
huong dén kha ning tiép can DVNHTD tai
Ha Noi. Thong tin thu thép duogc tir giai doan
dinh tinh s& gitp dinh hinh, hoan thién thang
do cac nhan t6 anh huong, dong vai tro 1am co
s& dau vao cho giai doan NC dinh lugng.

NC dinh lugng: Trén co sé cac két qua tir NC
dinh tinh, tac gia phat trién va kiém tra tinh tin
cdy cua thang do. D@t li€u dinh lugng dugc
thu thap thong qua bang hdi khdo sat, sur dung
thang do Likert 5 muc dg. Trong giai doan
nay, tac gia ap dung phan tich nhan té kham
pha (EFA) dé rat trich cac nhom nhan t6 co y
nghia, dong thoi sir dung mé hinh hoi quy boi
nham kiém dinh cac gia thuyét NC.

3.1. Xac dinh mau nghién ctru

Duya trén phuong phap phan tich EFA, theo
khuyén nghi cia Hair va cong su (2009) [7],
ty 18 s6 quan sat/bién quan sat 1a 5/1, nghia 1a
mdi bién quan sat can co it nhat 5 quan sat.

Trong NC nay, véi 21 bién quan sat dugc xac
dinh, c& mau tdi thiéu can thiét 1a 105 quan
sat. Tuy nhién, dé dam bao tinh dai dién va
ting d6 tin cdy cia két qua, NC da thuc hién
khao sat 250 ddi tugng.

Céac d6i twong tham gia khao sat 1a KH ca
nhan dang sir dung DVNHTD tai cac khu vuc
trén dia ban thanh phd Ha Noi. Phuong phéap
chon miu ngiu nhién di duoc 4p dung nhim
dam bdo tinh khach quan. Sau khi thu thép dir
liéu, qua trinh lam sach dir liéu duogc thuc hi¢n
dé loai bo cac phiéu tra 101 khong ddy du hodc
khong hop 18. Két qua, NC chinh thirc da st
dung 219 phiéu khéao sat hop 1¢, dap ting yéu
cau cua phan tich.

3.2. M6 hinh nghién ctru

Dua trén cac nhéan t6 anh huong dén kha niang
tiép can DVNHTD, tac gia dé xuat mo hinh
NC nhu sau:

Hiéu qua

mong dgi

H1

N8 hye mong
dai

. H3
Anh hidng
%3 hdi
4

Tidp cin sit
dungdichvu
ngin hang tr
déng

. H:
Cac diénkién
thudn tién

Tinh bio mit

HS

Nguon: Venkatesh va cong sw [3]
Hinh 1. M6 hinh UTAUT

NC st dung mo hinh hdi quy bdi véi dang
téng quat nhu sau: 'Y = Bo + piX; + BoXo +
B3X;3 + BsX4 + PsXs + €. Trong do:
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Y: Muc do tiép can DVNHTD (bién phu
thudc, do luong thong qua thang do Likert 5
mic d9);

B o: Hang s6;

B — Bs: Hé sb hdi quy ude lugng cho cac
bién doc lap;

Xi — Xs: Bién doc lap, gém:

Hi¢u qua mong doi (EP): Po luong muc do
KH tin réng DVNHTD s¢€ mang lai lg¢i ich cao
hon. N6 luc mong doi (EE): Panh gia muc do
dé dang trong viéc hoc cach sir dung DV. Anh
huong xa héi (SI): Muc do anh hudng tir moi
truong x3 hoi dén quyét dinh st dung DV.
Diéu kién thuan tién (FC): Cac yéu td hd tro
nhu co sé ha tang, thiét bi cong nghé. Tinh
bao mat (SP): Po luong mirc d6 KH cam thay
an toan khi st dung DV.

€: Sai s6 ngiu nhién.

4. KET QUA VA THAO LUAN

4.1. Két qua nghién ctru

Trudc khi tién hanh phan tich EFA, can kiém
tra tinh phu hop cta dit liéu thong qua hai
kiém dinh chinh: KMO va Bartlett. Hé sb
KMO dugce sir dung dé danh gia mire do thich
hop cua dit liéu cho phén tich nhan td, véi yéu
cau toi thiéu 1a 0.5. Trong NC nay, bang 1 cho

Bang 1. Kiém dinh KMO va Bartlett

KMO Cortest.bartlett
Overall MSA | chisq p.value df
0.86 1859.14 | 4.67e-281 | 171

Nguon: Két qua kiém dinh tir R

Trong phan tich EFA, viéc xac dinh cac nhan
t6 chinh dya trén gia tri Eigenvalue. Theo tiéu
chuan cua Kaiser, chi nhimg nhan t6 c6 gia tri
Eigenvalue >1 médi duoc gitt lai. Trong NC
nay, bang 2 cho thiy c6 5 nhan t6 chinh dwoc
rit ra dya trén tiéu chuén nay. Nhan té thir
nhat (Dim.1) c6 gia tri Eigenvalue 1a 5.91,
nghia 1a nhan t6 nay giai thich dugc 5.91/19=
31.12% téng phuong sai. Tong cong, ca 5
nhan t6 giai thich dugc 69.44% tong phuong
sai. Vi tong phuong sai trich > 50%, mo hinh
EFA nay dugc xem la phu hop va dang tin
cay. Pé x4c dinh cac bién thudc vé tung nhan
t, phép xoay Varimax duoc sir dung nham tdi
da hoa sy khéc bi¢t gitra cac nhan t5. Theo
khuyén nghi, v&i ¢& mau > 200, hé sb tai nhan
t6 (factor loading) téi thiéu dugc chon 13 0.4.
Trong NC nay, véi quy mdé mau gom 219
phiéu khao sat hop 1¢, mic ngudng hé sd tai
nhan t6 dugc gitt & mirc 0.4.

Bang 2. S6 lwong nhan té chinh rat ra

, 4 Eigenvalue | Variance. | Cumulative.
thay gia tri KMO la 0.86, cho théy‘dﬁ liéu cc} percent variance.
mutrc d§ tuong thich cao va du diéu kién dé percent
thyc hién phan tich EFA. Dim.1 591 31.12 31.12
Kiém dinh Bartlett dugc su dung dé xem xét Dim.2 246 12.95 44.07
mdi twong quan giita cac bién quan sét trong Dim.3 2.06 10.84 5491
cing mot thang do. Két qua kiém dinh Bartlett Dim.4 173 9.08 63.99
trong NC ¢6 gid tri 32 = 1859.144, bac tw do= | Pim> 1.03 545 69.44
171, va p-value = 4.67e-281 (nhé hon 0.05), | Pimo 0.61 3.19 72.62
chtng minh rang cac bién co tuong quan du Dim.7 0.57 3.00 75.63
16n dé 4p dung phan tich nhan t5. Do dé, dir Dim.8 0.56 2.92 78.55
liéu thu thap dap tmg ddy du céc diéu kién can | Pim.9 0.49 2.61 81.15
thiét cho phan tich EFA. Dim.10 0.47 2.46 83.61
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Eigenvalue | Variance. | Cumulative.

percent variance.

percent

Dim.11 0.44 2.29 85.90
Dim.12 0.42 2.21 88.11
Dim.13 0.38 2.02 90.12
Dim.14 0.37 1.95 92.07
Dim.15 0.33 1.75 93.82
Dim.16 0.33 1.73 95.55
Dim.17 0.30 1.59 97.14
Dim.18 0.30 1.56 98.70
Dim.19 0.25 1.30 100.00

Nguon: Két qua kiém dinh tir R

Két qua phan tich EFA & bang 3 chi ra rang
thang do cac yéu tb dat gia tri hoi tu, cho phép
rt trich 5 nhan t6 chinh tir tong s6 19 bién
quan sat. Cac nhan t6 anh huong dén viéc sir
dung DVNHTD bao gom: Hiéu qua mong doi
(EP), v6i 5 bién quan sat, thé hién kha ning
DV giup tiét kiém thoi gian, chi phi va nang
cao hiéu qua cong viéc; No luc mong doi
(EE), gom 3 bién, danh gia mtc d6 dé dang
trong viéc hoc va sit dung DV qua thao tac
don gian va giao dién rd rang; Anh huong xa
hoi (SI), véi 4 bién, phan anh sy tng ho tir gia
dinh, ban b¢, moi truong lam viéc va thong tin
truyén thong; Diéu kién thuan tién (FC), gom
4 bién, tap trung vao co s¢ ha tﬁng, thiét bi
san c6, kha ning tu sir dung, it gip trd ngai va
Tinh bao mat (SP), voi 3 bién, nhin manh
muc do an toan va bao mat thong tin cd nhan
khi st dung DV.

Bang 3. Ma tran xoay nhan té

item | RC2 | RC5 | RC3 | RC4 | RC1
EP2 | 6 0.81
EP5 |9 0.80
EP3 | 7 0.79
EP1 | 5 0.78

item | RC2 | RC5 | RC3 | RC4 | RC1

EP4 | 8 0.75

SI2 |2 0.81

SI3 |3 0.80

SI4 | 4 0.79

SIT |1 0.75

FC3 | 12 0.80

FC4 | 13 0.79

FC1 | 10 0.78

FC2 | 11 0.78

EE3 | 16 0.84

EEl | 14 0.84

EE2 | 15 0.83

SP3 | 19 0.84

SP2 | 18 0.84

SP1 | 17 0.83

Nguon: Két qua kiém dinh tir R
Bang 4. Kiém dinh Cronbach Alpha

Variable | Observations | Cronbach
Group Alpha

1 | EP 5 0.87

2 | EE 3 0.83

3 | SI 4 0.84

4 | FC 4 0.82

5 | SP 3 0.83

6 | AB 2 0.79

Nguon: Két qua kiém dinh tir R

NC str dung kiém dinh Cronbach's Alpha dé
danh gid mirc d§ phu hop va dg tin cay ndi tai
ctia thang do v6i cac bién quan sat. Theo tiéu
chuan, hé sé Cronbach's Alpha > 0.6 duoc coi
la chép nhan dugc, trong khi hé¢ s6 > 0.7 cho
thay do tin cdy cao. Két qua kiém dinh, trinh
bay trong bang 4, cho thiy tat ca cac thang do
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cta cac nhan td chinh déu c6 hé sd Cronbach's
Alpha > 0.7, khang dinh thang do phu hop va
dang tin cdy, dap Gng yéu cau cho cac phan

tich tiép theo. Vi 5 nhém nhén té chinh, NC
da ap dung phuong phap hodi quy bdi dé phan
tich mac d6 anh hudng cua timg nhan td.

Bang 5. Két qua phan tich héi quy

Variable Estimate Std. Error t value Pr(>|t)) Tolerance VIF
(Intercept) | -0.41679 0.28298 -1.473 0.142269 0.7691757 1.300093
SI 0.13461 0.06308 2.134 0.033989 0.7917805 1.262976
EP 0.28447 0.06495 4.38 1.86e-05 0.8074519 1.238464
FC 0.13859 0.06334 2.188 0.029749 0.8319379 1.202013
EE 0.20082 0.05891 3.409 0.000781 0.5568999 1.795655
SP 0.40184 0.06302 6.376 1.11e-09 0.7691757 1.300093
Multiple R-squared: 0.5427, Adjusted R-squared: 0.5319
F-statistic: 50.55 on 5 and 213 DF, p-value: < 2.2e-16

Két qua hdi quy trong bang 5 cho thdy mo
hinh hdi quy 1a phu hop véi tap dir lieu (R2
hi€u chinh = 0.5319) v6i mtc y nghia p-value:
< 2.2e-16. Piéu d6 cho thay 5 bién doc lap da
giai thich dugc 53,19% su thay doi cta bién
phu thudc. H¢ s6 VIF déu dudi 2, khéng dinh
rang da cong tuyén khong phai 1a van dé déng
lo ngai trong md hinh. Dya trén két qua
hoi quy tuyén tinh boi, muc do tiép can
DVNHTD (AB) dugc xac dinh bai 5 yéu td
doc lap: AB = -0.417+0.135*SI+ 0.284*EP
+0.139*FC + 0.201*EE + 0.402*SP.

4.2. Thao luan
4.2.1. Thao luan két qua nghién ctru

Két qua hdi quy cho thay tinh bao mat (SP)
(Beta = 0.402,) c¢6 anh hudng manh nhat dén
kha ning tiép can DVNHTD. Diéu nay phan
anh réng KH rat quan tam dén viéc bao vé
thong tin c4 nhan va céc giao dich tai chinh.
Hi¢u qua mong doi (EP) (Beta = 0.284) cho
théy muc do KH tin tuong vao loi ich cia DV,
chéng han nhu tiét kiém thoi gian va cai thién
hiéu suit ca nhan, 1a yéu t6 quan trong thu

Nguon: Két qua kiém dinh tir R

hai. Piéu nay phu hop véi ky vong ctia KH tai
céc d6 thi 1on nhu Ha Noi, noi nhu cau vé sy
nhanh chéng va tién loi rt cao. N lyc mong
doi (EE) (Beta = 0.201) xép tht ba, nhan
manh tinh dé st dung va giao dién than thién
dong vai trd quan trong trong viéc tiép cén
DV. Piéu nay dic biét quan trong dbi véi
nhitng KH chua quen v&i cong nghé hodc co
it kinh nghiém sir dung DVNHTD. biéu kién
thuan tién (FC) (Beta = 0.139) cho thay tam
quan trong ctia co s& ha tang va cac yéu t6 hd
trg k¥ thuat nhu mang internet 6n dinh va
thiét bi hién dai trong viéc thiic day sir dung
DV. Day la yéu td can cai thién, dic biét & cac
khu vuc ngoai thanh. Anh huéng xa hoi (SI)
(Beta = 0.135) mic du co tac dong thip nhat
nhung van dang ké, cho thay y kién tir gia
dinh, ban bé va moi truong xa hoi cod thé
khuyén khich hoac can tr¢ viéc tiép can DV.
So véi cac NC trude day, két qua nay nhan
manh thém vai trd quan trong cua tinh bao
mat trong bdi canh nguoi tiéu dung Viét Nam
ngdy cang nhay cam véi cac van dé vé thong
tin ca nhan va gian 1an tai chinh.
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4.2.2. Giai phap dé xuéat
Tang cwong an ninh va bao mat thong tin

Tinh bao mat 13 nén tang quyét dinh sy thanh
cong ciia cac DVNHTD. Cac NH can trién
khai cic giai phap cong nghé sé nhu ma hoa
dit liéu, xac thuc sinh tric hoc, hé théng phat
hién gian l1an dua trén tri tu¢ nhan tao. Déng
thoi, xdy dung cac quy trinh kiém soat bao
mat dinh ky va tuan thu chat ché cac tiéu
chuén quéc té nhu ISO 27001 hodc PCI DSS.
Nang cao hiéu qua van hanh DVNHTD

Cac NH can cai thién hiéu qua van hanh cac
diém giao dich tu dong, nén tang NH sé. Diéu
nay gdm viéc rat ngan thoi gian xir 1y giao
dich, tang tinh chinh xéc, cung cép cac san
pham, DV méi nhu mo tai khoan truc tuyén,
quan 1y tai chinh. Hé théng can duoc thiét ké
linh hoat dap tng nhu cu da dang ctia KH.

Don gian hoa trai nghiém nguoi dung

Viéc giam thiéu cac rao can trong st dung DV
13 yéu t6 quan trong gitp ting cuong kha ning
tiép can. Giao dién cac nén tang NH ty dong
can thiét ké truc quan, than thién véi nguoi
dung, ké ca nhimg nguoi it tiép xuc véi cong
nghé. Cac NH c6 thé tich hop cac cong cu hd
trg thong minh nhu chatbot, hodc hd tro truc
tuyén qua video call.

Cai thién ha tdng va diéu kién DV

Ha téng cia NH céan duge cai thién dé tao
diéu kién thuan tién nhat cho KH. Cac NH céan
mé rong mang ludi va cac kénh DV sb tai cac
khu vuc dong dan cu, viung sau vung xa hoac
nhitng noi chua co6 nhiéu DV NH truyén
théng. bam bao cac DV hoat dong lién tuc
24/7, tich hop da dang cac tién ich dé phuc vu
nhu cau da dang cua KH.

Xay dung chién lege truyén théng

NH can thyc hién cic chién dich truyén thong
manh mé dé quang ba loi ich cia DVNHTD,

dac biét nhéan manh vao tinh bao mat, hi¢u qua
va tién ich. Xay dung cong dong KH trung
thanh théng qua cac chuong trinh khuyén mai,
tich diém thuong, va wu dai danh riéng cho
nhitng KH thuong xuyén st dung DV. Viéc
tao dung niém tin xa hoi dbi véi DVNHTD sé&
gilip gia tang sy chap nhan cua KH.

4.2.3. M6t sé khuyén nghi
Hoan thién khung phap ly

Ngan hang Nha nudc va cac co quan lién
quan can ban hanh cac quy dinh phap 1y chi
tiét nham ho trg sy phat trién cia NH sé va
DVNHTD. Trong tdm la viéc 4p dung dinh
danh KH dién tu (e-KYC), cho phép KH m&
tai khoan va thyc hién cac giao dich NH tryc
tuyén ma khong can gip mit tryc tiép. Can
stra d6i, b6 sung quy dinh lién quan dé dam
bao tinh hop phap, bao vé quyén loi KH trong
giao dich NH sd.

Phat trién co s¢ ha tang dir liéu va cong nghé

Chinh phil can dau tu xdy dung co sd dit lidu
quéc gia vé dan cu, tich hop voi cac hé théng
NH dé hd trg dinh danh KH va nang cao tinh
chinh xéc trong giao dich ty dong. TP. Ha Noi
cling can hd tro phat trién ha tang k¥ thuat so,
bao gém mo rdng mang ludi internet dac biét
tai cac vung ven do va ngoai thanh, tdng kha
nang tiép can DVNHTD cho moi ngudi dan.

Ting cwong gido duc va nhdn thire cong dong

Céac co quan nhu B6 Gido duc va DPao tao,
Ngéan hang Nha nuéc va TP. Ha Noi can phdi
hop thuc hién cac chuong trinh gido duc, cac
budi hoi thao phd cap kién thirc vé DVNHTD.
Diéu nay gitp ngudi dan, dic biét tai cac khu
vuc ngoai thanh va ving nong thon hiéu rd loi
ich, cach str dung va cac bién phép bdo mat
can thiét khi tham gia vao hé sinh thai NH s.
Khuyén khich sir dung DVNHTD

Chinh phu, TP. Ha Noi cin trién khai cac

TAP CHi KHOA HOC & CONG NGHE . SO 47 - 2025 81



KINH TE - XA HOI

chinh sach khuyén khich st dung DVNHTD.
Diéu nay co6 thé bao gdm mién giam phi giao
dich hodc cung cdp cic wu dai khi KH thuc
hién giao dich DV cong cia thanh phd qua
cac kénh NH tu dong.

5. KET LUAN

Két qua NC xac dinh nim nhan t6 chinh anh
huéng dén kha ning tiép can DVNHTD tai
Ha Noi, bao gébm: (i) hiéu qua mong doi,
(i) nd lyc mong doi, (iii) 4nh huéng xa hoi,
(iv) diéu kién thuan tién va (v) tinh bao mat.

Céac NH thuong mai can xdy dung chién luogc
trién khai toan dién nhim dap tng ky vong
KH. Céc giai phap bao gdm dam bao an toan
va bdo mat giao dich, don gian hoa quy trinh
st dung, thuc déy nhan thuc tich cuc thong
qua truyén thong. Ngoai ra, su phat trién bén
vimg cia DVNHTD doi hoi sy phéi hop tir
phia co quan quan ly. Cac chinh sach thac day
ha téng cong nghé, bao v¢ dir li€u ca nhan va
khuyén khich str dung NH ty dong s€ tao diéu
kién thuan loi d¢ DVNHTD phat trién.

TAI LIEU THAM KHAO

[1]  BUi Kién Trung & cong sw, Cac nhan té tac dong dén tiép can dich vu tai chinh qua ngan hang sb: Béng
ching thwe nghiém tai Viét Nam, Tap chi Kinh t& Phat tri&n, sé 1, trang 20-29. (2019).

[2] Philip Kotler & céng sw, Quan tri Marketing, trang 45-48, NXB Théng k&, Ha Nai, (2016).

[3] Venkatesh va cdng sw. User Acceptance of Information Technology: Toward a Unified View. MIS Quarterly,

Vol. 27, No. 3, pp. 425-478, (2003).

[4] Ajzen, |. The Theory of Planned Behavior. Organizational Behavior and Human Decision Processes, Vol. 50,

No. 2, pp. 179-211, (1991).

[5] Davis, F. D. Perceived Usefulness, Perceived Ease of Use, and User Acceptance of Information Technology.

MIS Quarterly, Vol. 13, No. 3, pp. 319-340, (1989).

[6] Hussein Ahmad Alwan & cOng sw, Determinants of Internet Banking Adoption among Customers of

Commercial Banks: An Empirical Study in the Jordanian, International Journal of Business Management; Vol.

11, No. 3, pg 95-104; (2016)

[7] Hair & cong sw, “Multivariate Data Analysis”, Pearson, New Jersey (2009).

Thong tin lién hé:  Nguyén Ngoc Hai

bién thoai: 0972980638 - Email: nnhai@uneti.edu.vn.
Khoa Tai chinh ngan hang va Bao hiém, Truong Dai hoc Kinh té - Ky thuat

Cong nghiép.

82

TAP CHi KHOA HQC & CONG NGHE . SO 47 - 2025


mailto:nnhai@uneti.edu.vn.

