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NGHIEN CUU NHAN TO ANH HUONG PEN SU CHAP NHAN
SU DUNG DICH VU E-BANKING TAI NGAN HANG THUONG MAI
CO PHAN PAU TU VA PHAT TRIEN VIET NAM
CHI NHANH THANH HOA

Nguyén Ngan Ha'
TOM TAT

Sw phdt trién nhw vii bdo ciia cong nghé thong tin tré thanh mét xu thé phdt trién va
canh tranh ciia cdc ngdn hang thiong mai Viét Nam. Pé ndng cao ndng luc cia minh
trieée sikc ép canh tranh tir nhitng san pham, dich vu hién dai cia cdc ngdn hang, viéc phdt
trién cac dich vy ngdn hang dién tir la nhiém vy hang dau cia cdc ngdan hang néi chiing va
ngdn hang TMCP Pau tw va phat trién Viét Nam (BIDV) chi nhanh Thanh Hod néi riéng.
Dé dwea ra chién luoc phdt trién, ngan hang can phdi dwa trén cam nhdn cua khdch hang
vé viéc chap nhén va sir dung cia khdach hang doi véi cong nghé va dich vu ngan hang
dang sir dung. Trong pham vi bai viét, thong qua diéu tra khdo sdt bang bang héi doi vi
khéch hang cd nhan trén dia ban thanh phé Thanh Hod, tic gia tham chiéu mé hinh TAM
déng thoi dé xudt thém 2 nhén 6 tac dong dén su chdp nhan sw dung dich vu e-banking tai
BIDV chi nhdnh Thanh Hod. Két qua cho thdy ca 4 nhén t6 trong mé hinh dé xudt: nhén
thire hiru dung, nhan thirc dé sir dung, nhan thirc rui ro va anh huong xa hoi déu cé tdc
déng t6i viéc chdp nhdn sir dung e-banking ciia khdch hang cd nhan.

T khoa: E-banking, chdp nhdn sir dung, TAM.

1. DAT VAN BE

Dich vu ngan hang dién tir tai Viét Nam ra doi 1a mot trong nhitng mdc quan trong
danh déu sy chuyén minh cua hé thong ngan hang nudc ta. Khong chi dap mg nhu cau
thiét thuc ctia nguoi dan, ngan hang dién tir con mé ra nhiing co hdi ciing nhu nhiing thach
thic trong viéc hoan thién dich vu dé canh tranh trong qua trinh hoi nhap kinh té quéc té.
Loi ich dem lai ctia ngan hang dién tir cho khach hang, ngan hang va cho nén kinh té 1a rat
16n nho nhitng tién ich, sy nhanh chong, chinh xac cta cac giao dich. Céac dich vu ngan
hang dién tir cho phép khach hang thyc hién giao dich ma khong can dén ngan hang. Loi
ich ctia viéc cung cip dich vu nay d6i véi ngan hang 1a tao thém ngudn thu nhap, mé rong
thi truong, tiét kiém chi phi, ting kha ning canh tranh. Déi voi khach hang, ngan hang
dién tir mang lai tién ich nhu quan 1y tai khoan, chuyén khoan, chuyén tién, thanh toan hoa
don... gitp tiét kiém chi phi va thoi gian. Ngan hang dién tir da tré thanh xu hudng tat yéu
trong sy phat trién ctia nganh ngan hang,

! Khoa Kinh té - Quan tri kinh doanh, Truong Dai hoc Héng Puirc

36



TAP CHI KHOA HQC TRUONG PAI HQC HONG PUC - SO 43.2019

Dt mang lai nhiéu loi ich cho ngan hang va khach hang, nhung viéc phat trién ngan
hang dién tr cua cac ngan hang gdp khong it kho khan va thach thtc. Chinh thic duoc
trién khai hon 5 niam, nhung sd luong nguoi sir dung dich vu tai ngan hang BIDV chi
nhanh Thanh Hod con it, tin suét st dung dich vu khong nhiéu trong khi céng nghé di
dong ngdy cang phét trién. Sy phat trién cua dich vy e-banking van con chwa twong xing
v6i su phat trién ctia ngan hang va sy phat trién cua dién thoai di dong. S6 luong ngudi sir
dung dich vu con it, tin sut st dung khong nhiéu, dich vu Internet banking chua thu hut
duoc luong khach hang tiém ning. Nghién ciru cic nhan té anh hudng téi viée chip nhan
va st dung dich vu e-banking ctia khach hang ca nhan dong vai tro quan trong trong viéc
phat trién dich vu ngan hang dién tu.

2. NOI DUNG
2.1 M6 hinh nghién ciru

Dé nghién ctru cac nhan t6 anh hudng dén sy chap nhan va st dung dich vy e-banking
tai ngan hang BIDV chi nhanh Thanh Ho4, tc gia stir dung mo hinh chap nhan cong nghé
TAM véi hai nhan t6 chu dao trong céu trac 13 nhén thire d& sir dung va nhén thuc hitu dung
dong thoi dé xuét thém hai nhan t6: nhan thirc rai ro va anh huéng xa hoi tac dong dén su
chéap nhan sir dung dich vu e-banking.

Nghién ctru nay gia thuyét rang cac yéu td anh huong dén chip nhan va sir dung
e-banking bao gé)m: Nhan thuc hitu dung, nhan thuc dé sir dung, anh hudéng xa hoi va
nhén thire rui ro anh hudng dén chip nhan va st dung e-banking.

-*-a_,____
\\x ‘i’dinh str dung e-
/—ﬁ! Banking
Anh hwérng %3 hai L

Nhiin thite d& sir dung

Nhidn thirc hitu dung

pm=—==30  Swr dung e-Banking

Nhin thike rii ro

Mo hinh dé xuat cua tac gia

Dinh nghia cac bién trong mo hinh dugc thé hién ¢ bang 1.
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Bang 1. Pinh nghia cic bién trong mé hinh nghién ciru

Nhan t6 binh nghia Nguon

La muc d6 de dang lién quan dén viéc| Vankatesh va cong su

Nhén thirc dé su d '
an thue de su dung | dung hé thong (2003)

La mirc d6 mot ca nhan tin tudng rang
Nhan thire hitu dung  |viéc str dung hé thong s& giup anh ta c6| Davis va cong su (1992)
thé dat duoc muc tiéu trong cong vi¢c

La mirc d0 ma mot ca nhan nhan thirc
Nhan thtc rai ro vé su khong chic chin va két qua xau Al-Smadi (2012)
c6 thé xay ra khi ho st dung dich vu.

La mic d0 ma mdt ca nhan nhan thirc
dugc rang nhiing nguodi quan trong doi

Anh huéng xa hoi Diaz va L 201
fhAong xa hot véi cd nhan d6 tin tudng viée st dung iaz va Lorass (2010)
cong ngh¢ 1a quan trong
| L‘ < \ h/\ h,\ 5 d
Y dinh str dung 4 Si san sang chdp naan Su GUng David va cong su (1989)

ngan hang dién tu cta khach hang

La viéc sir dung thuong xuyén dich vu| Al-Qeisi va Al-Abdallah

Miic do su d
uc do su dung ngan hang dién tr cia khach hang (2013)

Tir mo hinh trén, tac gia dé xuat cac gia thuyét nghién ctru nhu sau:

H1: Nhén thie d& sir dung c6 anh hudng tich cuc dén ¥ dinh sir dung ngén hang dién tir
H2: Nhan thire hitu dung ¢ anh hudng tich cuc dén y dinh sir dung ngan hang dién tir
H3: Anh hudng xa hoi c6 anh huéng tich cuc dén y dinh sir dung ngan hang dién tir
H4: Nhén thire rui ro ¢6 anh hudng tiéu cuc d&én y dinh sir dung ngan hang dién tir
H5: Y dinh st dung c6 anh huodng tich cuc dén muc do st dung e-banking

Thang do st dung trong mé hinh dugc mo ta nhu sau:

Ma hoa Thang do Nguon
DSDI1 |T6i nghi rdng hoc su dung e-banking de doi voi toi
Nhan thire [DSD2 TOql‘l’lgAhl rang tu;gng tac voi e-banking khong can Cheng va
dé str dun phai ¢4 ging nhicu cong su (2006)
Hne T61 nghi rang rat dé thao tac e-banking véi cac| £ 5t
DSD3 | . - A 1
giao dich ngan hang
HD1 To6i thay e-banking hiru ich trong cudc song hang
ngay cua toi
Nhén thure HD? T6i nghi rang st dung e-banking giup téi hoan Cheng va
hitu ich thanh cong viéc nhanh hon cong su (2006)
Str dung e-banking nang cao hi¢u qua cong vi¢c
HD3 Y
cua to1
) AHXH]1 Nhiing nguoi ¢6 anh huong t6i quy€t dinh cua toi
Anh huong cho rang t6i nén st dung e-banking Nor va Pearson
xa hoi Nhirng nguoi quan trong doi vdi toi cho rang toi (2007)
AHXH2| . .
nén st dung e-banking
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Nhirng nguoi tdi danh giad cao cho rang téi nén su
dung e-banking
Dich vu e-banking c6 thé khong thuc hi¢n tot va

AHXH3

RR1 c6 16i giao dich thanh toan
RR? Khi gia}o dich xay ra 101, t61 so rang t6i khong
Nhan thtrc dugc dén bu tir phia ngan hang Nor va Pearson
rui ro T6i s¢ st dung e-banking vi nguoi khac co thé (2007)
RR3 R A
truy cdp tai khodn cua minh
RR4 Khi tai khoan ngan hang xdy ra gian lan hodc bi

hack, thong tin tai chinh cua t6i c6 thé bj 16
YDinhl |T6i s€ sir dung e-banking trong 3 thang t&i
T6i s€& su dung e-banking thuong xuyén trong

Y dinh YDinh2 . Venkatesh va
su dung fuong lai cong su (2003)
i . To61 s€ manh dan dé nghi nguoi khac st dung i .
YDinh3 :
e-banking

2.2. Mo ta dir liéu nghién ciru

Theo Joseph va cong sur (2003), kich thuéc mau anh hudng t6i tinh khai quét cua két
qua nghién ciru boi ty 16 cua cac bién quan sat d6i voi cac bién doc 1ap va nén co 5 bién
quan sat cho mdi bién doc 1ap trong su khac nhau.

Pé dat dugc muc d6 mong mudn cia nghién ciru, két qua mang tinh khai quat thi
phai ¢o tir 15-20 quan sat cho mdi bién doc 1ap. Nghién ctru ndy gdm co 4 bién doc 1ap nhu
vy can it nhat 60 quan sat.

S6 luong phiéu cua dé tai phat di 1a 300 phiéu, ddi voi ca khach chua st dung va
dang st dung dich vu e-banking tai ngan hang BIDV Thanh Hoa trén dia ban thanh ph
Thanh Hoa. Thu vé hop 1¢ 297 phiéu.

Tién hanh khao sat bang bang hoi thong qua phuong thirc diéu tra truc tiép khach
hang & cac khu vuc chung cu, gui phiéu tai cic quiy giao dich trén dia ban thanh phd
Thanh Hod, nh¢d qua ngudi than, ban be.

Thoi gian khao sat dugc thuc hién tir 1/3/2018-15/3/2018.

Cac bién quan sat dugc sir dung thang do Likert 5 muc tir “Rat khong dong ¥ dén
“Rat dong y” dé tra 101 cho céac lwra chon.

2.3. Két qua nghién ciru
2.3.1. Théng ké mé ta

bPéi tuong dugc diéu tra 1a nam chiém ty trong cao hon la ntr (64,3%); do tudi tir 30
dén dudi 40 tudi chiém ty trong cao nhit (29%), thap nhit 14 tir 50 tudi tré 1én (19,9%).
Nghé nghiép tap trung cao nhat 1a nghé kinh doanh va cong chirc nha nude.

2.3.2. Phdn tich nhdn t6 anh hwong dén sy chap nhan sir dung e-banking tai ngdn
hang BIDV chi nhanh Thanh Hoa

Kiém dinh dé tin cdy cua thang do
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Két qua phan tich d6 tin cdy thang do bing hé sb Cronbach’s Alpha cta cac nhom
nhan t6 déu co gia tri tir 0,779 dén 0,923. Hé s6 tuong quan bién tong (item-total
correlation) déu 16n hon 0,5 (Phuy luc 1). Nhu vay, voi két qua trén cac khao sat dit liéu,
thong tin do khach hang danh gia dam bao d6 tin cdy. Khong c6 bién quan st nao bj loai
b6 va thang do phu hop str dung cho phan tich EFA tiép theo.

Phan tich nhan t6 kham pha

Phan tich nhan t6 kham pha EFA rut trich dwgc 4 nhan té tir bién quan sat, cac yéu
t6 dugc phan thanh timg nhém thanh phan trong ma tran xoay theo dung mé hinh dé xuét.
Két qua phan tich EFA dugc trinh bay ¢ bang 2. Hé s6 MKO 1a 0,772 véi mirc y nghia
théng ké 1a 0,000, cho thiy phan tich nhan t6 kham pha cta cac thanh phan doc 1ap 1a phu
hop. Tong phuong sai trich ciia cac bién 1a 74,905% gii thich dugc 74,905% su bién thién
cua dir liéu.

Bing 2. Két qua phan tich nhan t6 kham pha

Pattern Matrix®
Factor
1 2 3 4 5
RR1 0.976
RR3 0.882
RR4 0.823
RR2 0.781
HD3 0.879

HD1 0.81
HD2 0.711
XH3 0.807
XH2 0.765
XH1 0.714

DSD1

0.804

DSD2

0.747

DSD3

0.669

YD2

0.843

YDI

0.701

YD3

0.652

Eigenvalues

3.759

3.247

1.982

1.746

1.25

KMO: 0,772

Tong phuong sai trich (%): 74,905%

Nguon: X Iy s6 liéu diéu tra
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Phdn tich nhan té khang dinh

Phan tich nhan t6 khang dinh CFA cho thdy mé hinh do luong dat duoc d6 twong
thich so véi dit liéu. Theo so @6 1 thi Chi-square/df = 1,568; GFI = 0,941, TLI = 0,970;
CFI = 0,976; RMSEA = 0,044. Két qua P-value cua cac bién quan sat biéu dién cic nhan
t6 déu co gia tri sig.=0,000 do dé cac bién quan sat dwgc khang dinh ¢ kha ning biéu dién
t6t cho nhan té md hinh CFA. H¢ sb tuong quan cua timg cap khai niém khac biét so véi 1
¢ do tin cay 95% (Gia tri P-Value < 0,05), do d6 cac khai niém dat dugc gia tri phan biét.

Céc trong s6 (chuin hoa) déu > 0,5 va cac trong sb (chua chuan héa) déu c6 y nghia
théng ké (sig.<0,000) nén cac khai niém dat dugc gia tri hoi ty. M6 hinh do luong nay phu
hop véi dit liéu thi trudng va khong ¢ twong quan giita cac sai sb do ludng nén no dat
dugc tinh don nguyén.

Hinh 1. So' d6 chuin hoa CFA

Chi-square= 147 417

=D df= 94 ; P= .000
Chi-square/df= 1.568

=D 5 SFi= .941

oz TLI= .970
=D [ RRa ] 50 CFI= .976
RMSEA= 04
CD HEB3 54
C 22
=D
s

ki -z

=D —
€10
& -
€12 S
€13
ﬂ‘ YD2

D3

M0 hinh cdu triic tuyén tinh SEM

Két qua phan tich ciu triic tuyén tinh SEM cho thay cac gia tri déu théa man nén mo
hinh hoan toan phui hop véi dit lidu thi truong va c6 thé ding dé kiém dinh cac mdi quan
hé duoc ky vong va da néu ra trong mo hinh gia thiét.

Hinh 2. M6 hinh céu triic tuyén tinh SEM

Chi-square= 27.496
df= 10 ; P= .002
Chi-square/df= 2.750
GFi= .972

TLI= .885

CFI= 923

RMSEA= .O77
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Két qua dang bang so li¢u vé h¢ so hoi quy cia mod hinh cho thay cac nhan to déu co

A 66

gia tri sig. nho hon 0,05. Nhan t6 “nhén thirc rai ro” ¢o tac dong nguoc chiéu (-0,224), cac
nhan té con lai déu c6 tic dong duong dén y dinh sir dung Mobile banking; dong thoi y
dinh hanh vi ciing c6 tac dong thuan chiéu dbi véi hanh vi st dung e-banking tai ngan

hang BIDV chi nhanh Thanh Hoa.
Bing 3. H¢ s6 mo hinh héi quy SEM

Nhin t6 Estimate S.E. CR. P-value
NTruiro -> ydinh -0.224 0.033 -4.309 *rk
NThdung -> ydinh 0.271 0.037 5.216 oAk
Ahxahoi -> ydinh 0.224 0.044 4316 ok
Dsudung -> ydinh 0.173 0.046 3.334 Hok
ydinh -> MDSD 0.605 0.062 13.089 *rk

*Estimate di chudn héa
Nguon: Xir Iy két qua diéu tra cia tdc gia

Trong cac nhan tb tac dong thuan chiéu thi nhan t6 nhan thirc hitu dung c6 tac dong
manh nhét (0,271), tht hai 14 nhan t6 anh huéng x3 hoi (0,224), nhan t6 d& st dung co tac
dong thap nhat dén ¥ dinh sir dung e-banking (0,173).

Nhén thirc rui ro ¢6 tac dong nguoc chiéu va cé hé sb tac dong 16n nhit (-0,224) dén
¥ dinh str dung e-banking. Két qua khdo st ciing cho thdy ¥ dinh sir dung c6 anh huéng
dén muc d6 sir dung e-banking.

Két qua kiém dinh cac gia thuyét dugc thé hién trén bang 4.

Bang 4. Két qua kiém dinh cac gia thuyét cia mé hinh

Gia N L
. Noi dung Két qua
thuyet
Nhén thire dé sir dung c6 anh hudng tich cuc dén y dinh st . .
H1 ) Chap nhan
dung e-banking
Nhan thte hitu dung c6 anh huong tich cyc dén y dinh sir| _,
H2 . Chap nhan
dung e-banking
Nhan thtc rii ro ¢6 anh hudng tiéu cuc dén y dinh str dung . )
H2 . Chap nhan
e-banking
Anh huéng xi hoi co anh huoéng tich cuc dén y dinh st . .
H4 ) Chap nhan
dung e-banking
Y dinh sir dung c6 anh huong tich cuc dén mirc do sur dung . .
H5 ) Chap nhan
e-banking
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2.4. Thio luin két qua

Nhan thire hitu dung 14 nhan t6 anh hudng tich cuc nhit dén ¥ dinh st dung e-banking
tai BIDV Thanh Hoa. Két qua nay phu hop vé6i nhimg phét hién cua Liu va cong su (2008);
céc nghién ciru thuong chi ra rang nhan t5 Nhan thic hitu dung c6 tinh quyét dinh t6i y dinh
sir dung. D6 véi nghién ctru tai Viét Nam, Nguyén Duy Thanh va Cao Hao Thi (2011) ciing
chi ra rang Nhan thic hitu dung c6 anh hudng téi viéc chip nhan sir dung e-banking cua
khach hang, Két qua nghién ctru cling pht hop véi thuc té rang khach hang s& san sang st
dung bit ky san pham dich vu nao khi ma ho cam nhén thy san pham dich vu dé thuc su
mang lai hiéu qua. Nhan thirc hitu dung cua khach hang cang 16n thi viéc chip nhan sir dung
hodc murc dg str dung thuong xuyén cang 16n.

Két qua kiém dinh cho thiy déi v6i khach hang thi cam nhén vé rui ro c6 tac dong
nguogc chiéu t&i y dinh str dung dich vu va la yéu t6 quan trong thir hai tac dong dén y dinh
st dung dich vu. Két qua nghién ctru nay phu hop voi két qua cua cac nghién ctru trude
nhu Maditinos va cong su (2013), Lee (2009) cho rang nhan thirc rui ro tic dong manh téi
¥ dinh sir dung dich vu e-banking. Hay trong két qua khao sat ngan hang thuong mai toan
cu 2014 cho thay yéu té gay can tro dén muc do sir dung thuong xuyén cua dich vy ngan
hang tryc tuyén 1a mdi quan tAm an ninh.

Thuc té cho thiy, mot trong nhimng rao can gy tdm Iy e ngai st dung dich vu 1a do
van dé bao mat, an ninh. Nguoi tiéu dung Viét Nam c6 thoi quen st dung tién mat vi ho ¢
cam giac sir dung tién mit 1a an toan hon so v6i thanh toan khong diung tién mat. Nhu vay,
su cam nhan cua khach hang vé Nhan thtc rai ro vé dich vu e-banking cang 16n thi ¥ dinh
st dung hay mtrc do st dung cang it di.

Anh huéng xa hoi ciing 14 nhan t6 quan trong thir hai tic dong dén y dinh sir dung
dich vy, nhung khac voi nhan thtc rui ro, anh huéng xa hoi ¢ tac dong cung chiéu véi y
dinh sir dung. Diéu nay phi hop véi tim 1y hanh vi nguoi tiéu ding. Nhiing nguoi than,
ngudi quan trong cé anh hudng rat 16n ddi véi y dinh sir dung cua ca nhan. Thuc té két qua
diéu tra ciing cho thiy nhitng nguoi dang sir dung e-banking chu yéu biét dén va st dung
qua ban be va nguoi than.

Két qua kiém dinh cho thiy nhan thtc d& st dung c6 anh huong tich cuc dén y
dinh str dung e-banking tai BIDV Thanh Hoa, tuy nhién day la nhan td ¢co tac dong yéu
nhat trong sd cac nhan té nghién ciru. D41 v6i khach hang, ho cho rang viée sir dung
Mobile banking cang dé& thi cang c6 y dinh sir dung Mobile banking. Diéu nay phu hop
v6i hau hét cac nghién ctru nhu Al-smadi (2012), Maduku (2014), Amin (2009). Piéu
nay ciing phii hop véi thyc tién vé e-banking tai cac ngan hang thuong mai. Cac 1énh
cuia e-banking cang don gian thi s& thu hat nhitng nguoi chua st dung nhiéu hon. Diéu
nay phu hop véi két qua khao sat toan cdu cua cac ngan hang thuong mai nim 2014,
cho rang sy kho khin trong sir dung s& gay can tré mac d6 thuong xuyén cta ngan hang
truc tuyén. Nhu vay, nhan thuc dé sur dung c6 anh huong tich cuc téi dong co su dung
e-banking cua khach hang.
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3. KET LUAN

Keét qua nghién ctru ciia m6 hinh d¢ xuat cho thay cac thang do cta céc bién, su chap

nhan e-banking va viéc sir dung e-banking déu dam bao su tin cdy. Phan tich yéu t5 kham
pha EFA va yéu t6 khing dinh CFA cua cac bién déu co cac hé s tai kha cao; cic thang
do dat gia trj phan biét. Phan tich mé hinh cdu tric tuyén tinh SEM cho thiy cac yéu té
Nhan thire hitu dung, nhan thtc dé str dung, nhan thire rai ro va anh hudng xa hoi c6 anh
huong qua lai 13n nhau va c6 tic dong dén su chip nhan e-banking va yéu té sy chdp nhan
e-banking co tic dong dén viéc sir dung e-banking. T4t ca cac gia thuyét dé ra cia mo hinh
nghién ctru déu dugc chip nhan.

[1]

2]

[3]

[4]

[5]
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Phu luc 1. Kiém dinh Crongbach’Alpha
Reliability Statistics

Cronbach's Alpha

IN of Items

783

3

Item-Total Statistics

Scale Mean if
Item Deleted

Scale Variance
if Item Deleted

Corrected

Item-

Total Correlation

Cronbach's Alpha
if [tem Deleted

DSD1

6.5152

2.784

.646

.680

DSD2

6.4444

2.727

.641

.686

DSD3

6.2525

3.189

.583

748
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Reliability Statistics
Cronbach's Alpha N of Items
.805 3
Item-Total Statistics
Scale Mean if [Scale Variance |(Corrected Item-Cronbach's Alpha
Item Deleted if Item Deleted [Total Correlation [if [tem Deleted

XHI (6.8788 3.073 .633 157
XH2 6.9562 3.292 .639 748
XH3 6.7104 3.159 .689 .697

Reliability Statistics
Cronbach's Alpha N of Items
.842 3

Item-Total Statistics

Scale Mean if [Scale Variance if [Corrected Item-Cronbach's Alpha
Item Deleted Item Deleted Total Correlation (if Item Deleted
HD1 [5.2862 4.610 718 772
HD2 [5.1785 4.465 .668 .819
HD3 [5.1380 4.200 738 .749

Reliability Statistics
Cronbach's Alpha [N of Items
923 a

Item-Total Statistics

Scale Mean ifScale Variance [Corrected Item-|Cronbach's Alphal
Item Deleted if Item Deleted [Total Correlation [if Item Deleted
RR1 [8.9495 10.981 .906 .870
RR2  [8.5354 12.223 773 916
RR3 [8.9394 12.104 815 .902
RR4 [8.5455 12.181 .795 .909

Reliability Statistics

Cronbach's Alpha N of Items

779 3
Item-Total Statistics

Scale Mean ifScale Variance [Corrected Item- |Cronbach's Alphal
Item Deleted if [tem Deleted (Total Correlation fif Item Deleted
YD1 16.3973 2.517 .619 .700
YD2 16.4815 2.142 .653 .659
YD3 6.0168 2.442 .580 .739
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FACTORS AFFECTING E-BANKING SERVICES USE IN BANK
FOR INVESTMENT AND DEVELOPMENT OF VIET NAM -
THANH HOA BRANCH

Nguyen Ngan Ha
ABSTRACT

The rapid development of information technology has become a trend of development
and competition of commercial banks in Vietnam. In order to enhance capacity to face the
competitive pressure from modern services, the development of e-banking service is one of the
major tasks of commercial banks in general and Bank for Investment and Development of
Vietnam - Thanh Hoa branch in particular. To propose a developing strategy, the bank needs
to rely on the customers’ attitude of e-banking usage. In this article, with a survey
questionnaire for individual clients in Thanh Hoa city, the author refers to the technology
acceptance model (TAM) and suggests two additional factors that influence the adoption and
using e-banking services in BIDV - Thanh Hoa branch. The result shows that all four factors in
the proposed model; perception of usefulness, ease, risk and social influence have an impact
on customers’ adoption of e-banking services.

Keywords: E-banking, adoption, TAM.
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