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Tém tit: Nghién ciru ndy cho thiy duge mirc do tac dong cia cc yéu td dén viée st dung thé
tin dung tai cua cac ngan hang thuong mai Viét Nam thong qua ket qua danh gia tir khach hang.
Dir li€u thu thap tir khao sat 140 khach hang tai An Giang duoc thuc hién qua ph?m mém
SPSS20. Nghién ctru md ta dac diém cua khach hang tir quan diém Ly thuyét hanh vi du dinh
(TPB) Ket qua nghién ciru cho thiy viéc sir dung thé tin dung cua khach hang bi tac dong cua
cac yéu t6 gdm tién ich sir dung thé, thai do, kha nang san sang cua hé théng ngén hang, nhan

thuc kiém soat hanh vi, chi phi st dung thé va chuén chii quan. Tir d6 nhom tac gia d& xut mot
s6 giai phap nham thic day viéc phat trién thi phan thé tin dung hién nay.

Tw khéa: Khdach hang; ngan hang; thé tin dung
Abstract: This study shows the impact of factors on the use of credit cards by Vietnamese
commercial banks through customer reviews. Data collected from a survey of 140 customers in
An Giang was conducted through SPSS20 software. The study describes customer
characteristics from the Theory of Planned Behavior (TPB). Research results show that
customers' credit card use is affected by factors including card usage convenience, attitude,
readiness of the banking system, perceived behavioral control, card usage costs and subjective
norms. From there, the authors propose a number of solutions to promote the development of
the current credit card market share.
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1. Giéi thiéu

Hé thong ngan hang chiém mot vi tri rat
quan trong trong vi¢c di€u tiét nén kinh t&
va co6 sy anh huong rat to 16n doi véi sy
on dinh va phat trién cua mdt quoc gia.

chu s& hitu sir dung né6 mot cach dé dang
theo phuong cham “chi tiéu trudc, tra tién
sau”, cac ngan hang dang trién khai nhiéu
chinh sach nhdm mé rong thi phﬁn st
dung thé tin dung. Vi nhiing tinh nang

Cung véi thi hiéu tiéu ding ngay cang
cao, luan phién thay doi va cé su da dang,
dd c6 nhidu san pham dich vu cia ngn
hang duoc ra doi, trong do6 c6 thé tin dung,
n6é duge hiéu 1a mot trong cac loai san
pham, dich vu ma ngan hang cung cip
trong rat nhiéu loai hinh thé ma NHTM c6
trén thi truong hién nay, no cod thé dugc
xem nhu 1a mgt cong cu thanh toan giup
nguoi st dung thanh toan mdt cach tién
loi hon vé cac nhu cau thanh toan khong
dung tién mit cua ho. Thé tin dung giup

uu viét cua thé tin dung thi n6 dugc su
rong rai & nhiéu nudc trén thé gi6i nhung
0 Viét Nam, su phé bién cua thé tin dung
hau nhu duoc danh gia la chua duoc nhu
ky vong cuia nguoi lam chinh sach, ctua
cac ngan hang thuong mai do nguoi dan
da than thudc véi viéc thanh toan béng
tién mit. Dé thuc déy viéc st dung thanh
toan khong ding tién mat theo dé an cua
Thu tudng Chinh phu [1] thi viéc danh gia
duge mirc do tic dong cua timg yéu to dén
vi€c sir dung thé tin dung cua khach hang
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1a rat quan trong dé dua ra cac giai phap
pht hop hon vé6i nhu cau cua khach hang,
tang thi phan sir dung thé tin dung.

2. Tong quan nghién ctru

Ly thuyét hanh vi hoach dinh 14 mé hinh
Iy thuyét dugc [2] phat trién dyua theo mé
hinh Ly thuyét hanh dong hop 1y (TRA)
cua [3]. TPB duogc xay dung tir nam 1985
tuy nhién dén nam 1991 méi thuc sy duge
coi 1a hoan thién. Do Ajzen cam thdy mo
hinh 1y thuyét TRA van con ton tai mot sb
han ché nhit dinh rang khi nguoi tiéu
dung hinh thanh nhitng y dinh hanh dong
thi mac nhién ho s€ dugc tu do hanh dong
tuy nhién trong thyc tién, hanh dong cua
nguoi tiéu dung van sé bi anh hudng bai
mai truong va dé loai bo nhing han ché
nay Ajzen da thém yéu té “kiém soat hanh
vi” vao mé hinh TPB bén canh yéu to
“thai d6 va chuan chi quan” tir 1y thuyét
TRA. Vi vdy, 3 nhan t6 trong mo hinh
TPB gé)m: thai do, chuan chu quan, kiém
soat hanh vi.

Qua lugc khao cac nghién ctru cua [4],
[51, [6], [71, [8], [9] [10] thi tién ich su
dung thé, thai d§, kha ning sin sang cia
hé thong ngan hang, nhan thic kiém soat
hanh vi, chi phi str dung thé va chudn chu
quan, chinh sach ngan hang, tinh hitu ich
va tién l¢i, hinh anh ngan hang dugc xem
nhu 13 cic yéu té tac dong dén viéc sur
dung thé tin dung. Tuy nhién, céac tac gia
trén phan tich cac yéu t6 ma chua lam rd

viéc danh gia cua khach hang vé cac yéu
td tac dong ddi véi viec su dung thé tin
dung, vi thé tac gia s& di vao phan tich noi
dung nay.

3. Phwong phap nghién ciru

Nghién ctru nay khao sat 140 khéach hang.
Muc dich cua khao sat 1a do luong danh
gi4 cua khach hang vé cac yéu tb tac dong
dén viéc s dung thé tin dung. S6 liéu thu
thap dugc qua bang hoi khdo sat véi thang
do Likert 5 mirc d6 bao gém cac yéu td
thé hién danh gia ctia khach hang theo mo
hinh TPB (3 yéu t). Ngoai ra, khi tién
hanh khao sat khach hang cting nhu quan
sat thuc té cho thiy ngudi tiéu dung ¢ xu
huéng rat quan tim dén 3 nhan t6 nhu tién
ich sir dung thé, kha ning san sang cua hé
thdng ngan hang, chi phi st dung thé. Vi
vy, nhom tac gia sé tién hanh danh gia 6
nhan t6 nay qua théng ké mé ta SPSS20.
4. Két qua danh gia ciia khach hang
4.1. Yéu t6 thai do (TD)

Nhom tac gia dwa vao 5 quan sat dé do
ludng gém: toi cé su quan tim dén thé tin
dung (TD1), t6i cho rang st dung thé tin
dung 1a can thiét trong thoi budi hién nay
(TD2), thé tin dung cung cdp ngudn tai
chinh giup t61 linh dong trong chi ti€u
(TD3), st dung thé tin dung giup nang
cao gia tri ban than, nang cao diém tin
dung (TD4), thé tin dung c6 su bao mat
thong tin (TDS).

Bang 1. Yéu t6 “Thai d6”

Miu | Gid tri nho nhat | Gié tri 16n nhat | Gid trj trung binh Dc(fnﬁih
TDI | 140 1 5 3,62 1,035
TD2 | 140 1 5 3,69 1,106
TD3 | 140 I 5 3,66 1,154
TD4 | 140 I 5 3,66 1,065
TD5 | 140 1 5 3,61 1,050
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Tir bang két qua trén ta thiy gia tri trung
binh ctia cac quan diém vé yéu t6 “Thai
d6” (TD) cao nhét 1a 3,69 va thap nhat 1a
3,61. Cu thé, khach hang c6 sy dong y cao
nhat ddi véi quan diém “TD2” 1a 3,69,
quan diém “TD3” va “TD4”  voi gia tri
trung binh tuong dwong nhau la 3,66, ké
tiép 1a quan diém “TD1” 1a 3,62 va cudi
cung 1a “TD5” 1a 3,61. Diéu nay cho thiy
tuy vao su thoa man nhu cAu sir dung,
khach hang s& c6 nhitng danh gia vé san
pham thé ciia ngén hang.

4.2. Yéu t6 Chuén chii quan (CCQ)
Nhom tac gia dwa vao 4 quan sat dé do
ludng gdm: gia dinh, ngudi than cho rang
toi nén str dung thé tin dung (CCQ1), ban
bé, dong nghiép tng ho t6i sir dung thé tin
dung (CCQ2), ban than t6i c6 nhu ciu sir
dung thé tin dung (CCQ3), t61 st dung thé
tin dung vi nhitng ngudi xung quanh téi
st dung n6 (CCQ4).

Bang 2. Yéu t6 “Chuan chii quan”

Mau | Gié tri nho nhat | Gid tri 16n nhét | Gid tri trung binh | D¢ 1éch chuén
CCQ1 | 140 1 5 3,71 1,014
CCQ2 | 140 1 5 3,79 1,028
CCQ3 | 140 1 5 3,74 1,048
CCQ4 | 140 1 5 3,69 1,032

Tir bang s liéu trén thi gi tri trung binh
ctia cac quan diém chudn chii quan cao
nhat 12 3,79 va thip nhit 1a 3,69. Cu thé,
quan diém “CCQ2” cao nhét dat 3,79,
quan diém “CCQ3” 1a 3,74, quan diém co
gia tri trung binh cao thr 3 1a “CCQ1” 1a
3,71 va cudi cing 13 quan diém “CCQ4”
dat gia tri trung binh 3,69. Piéu nay cho
théy viéc sir dung thé cling chiu sy anh
hudng cua nguodi than, ban be.

4.3. Yéu t6 Nhén thirc kiém soat hanh
vi (NT)

Ngudn: Két qua tinh toan SPSS
Nhom tac gia dua vao 4 quan sat dé do
luong gom: t6i co du kién thirc can thiét
dé str dung thé tin dung mot cach dé dang
va ¢ hiéu qua (NT1), tdi c6 niém tin co
thé kiém soat chi tiéu trong han muc cua
ban than (NT2), toi tu tin rang toi c6 thé
trd cac khoan ng phat sinh khi str dung thé
tin dung (NT3), ban than ti c6 thé ty chu
trong vi€c thanh todn khoan ng¢ thé tin
dung dung hoac trudc han (NT4).

Bang 3. Yéu t6 “Nhan thuc kiém soat hanh vi”

Mau | Gia tri nho nhét | Gia tri 16n nhét | Gia tri trung binh | Std. Deviation
NT1 | 140 1 5 3,88 1,109
NT2 | 140 1 5 3,86 1,050
NT3 | 140 1 5 3,80 1,114
NT4 | 140 1 5 3,82 1,133

Ngudn: Téng hop tir tdng quan nghién ctiru
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Tir bang s6 lidu trén cho thay cic quan
diém trong nhom yéu t6 “Nhan thirc kiém
soat hanh vi” gid tri trung binh cia cac
quan diém cao nhat 14 3,88 va thap nhat I3
3,80. Cu thé, quan diém “NT1” dat 3,88,
tiép theo 1a quan diém “NT2” 1a 3,86,
quan diém c6 gia trj trung binh cao thir 3
1a “NT4” 1a 3,82 va cudi cing la quan
diém “NT3” dat 3,80. Diéu nay cho thiy
cac yéu t6 nhan thirc v& thu nhép, chi phi,
hiéu biét vé thé...anh hudng dén viée st
dung no.

4.4. Yéu t6 Kha niing san sang dap ing
ciia h¢ thong ngan hang (KN)

Nhom tac gia dwa vao 6 quan sat dé do
luong gom: thu tuc dé dugce cip va sir
dung thé tin dung nhanh gon va don gian
(KN1), hé théng may POS va ATM duoc
bd tri trén dién rong tao sy thuan tién khi
giao dich (KN2), thé tin dung dugc su
chap nhan rong rai (KN3), thé tin dung c6
nhiéu tinh nang thanh toan uu viét va hién
dai (KN4), nhan vién tu van va lam tha
tuc phat hanh thé mot cach chuyén nghiép
(KN5), ngan hang ¢ nén tang céng nghé
tdt dé van hanh hé théng thanh toan dé
dang (KN6).

Bang 4. Yéu t6 “Kha ning sin sang dap ung cia hé thdng ngan hang

N | Gia tri nho nhét | Gia tri 16n nhét | Gia tri trung binh | D¢ 1éch chuan
KNI | 140 1 5 3,95 0,999
KN2 | 140 1 5 3,89 1,060
KN3 | 140 1 5 3,73 1,085
KN4 | 140 1 5 3,63 1,075
KN5 | 140 1 5 3,78 1,018
KN6 | 140 1 5 3,76 0,926

Tir bang s6 lidu 6 thé thdy cac quan diém
trong nhom yéu t6 “Kha ning sin sang
ciia hé théng ngan hang cé gia trj trung
binh cta cac quan diém cao nhét 1a 3,95
va thép nhat 1a 3,63. Cu thé, quan diém
“KN1” véi gia tri trung binh cao nhét dat
3,95, tiép theo 13 quan diém “KN2” 1a
3,89, quan diém cao thir 3 1a “KN5” 1a
3,78, tiép theo 1a quan diém “KN6” 1a
3,76, quan diém “KN3” 1a 3,73 va cudi
cung 1a quan diém “KN4” 1a 3,63. Piéu
nay cho thay viéc sir dung thé tin dung ctia

Ngudn: Két qua tinh toan SPSS
khach hang bi tac dong nhiéu tir kha ning
dap tng kip thoi cta hé thong.

4.5. Yéu t6 Chi phi sir dung thé (CP)
Nhom tac gia dwa vao 4 quan sat dé do
ludng gdm: chi phi dich vu sir dung thé tin
dung rat 16 rang va thong bao chinh xac
(CP1), phi phat hanh thé va phi thuong
nién duy tri thé c6 su canh tranh (CP2),
cac loai phi dich vu khi stt dung thé thich
hop voi t61 (CP3), chi phi st dung thé tin
dung thap (CP4).

Biang 5. Yéu t6 “Chi phi st dung the”

N | Gié tri nho nhat | Gia tri 16n nhat | Gia tri trung binh |  Std. Deviation
CPl | 140 1 5 3,63 1,055
CP2 | 140 1 5 3,76 1,099
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CP3 | 140 1 5

3,68 1,114

CP4 | 140 1 5

3,64 1,054

Qua bang trén thi cic quan diém trong
nhom nhén t6 “Chi phi sit dung thé” c6
gi4 tri trung binh cua cac quan diém cao
nhit 1a 3,76 va thip nhét 1a 3,63. Cu thé,
quan diém “CP2” dat 3,76, tiép theo 1a
quan diém “CP3” 1a 3,68, quan diém cao
thir 3 1a “CP4” 1a 3,64 va cubi cung la
quan diém “CP1” dat 3,63. Cac diéu kién
vé chi phi phai tra, hay cac khoan mién
phi... s& tic dong rat 1on dén viée st dung
thé tin dung ctia khach hang.

Nguén: Két qua tinh toan SPSS
4.6. Yéu t6 Ti¢n ich sir dung thé (T1)
Nhom téc gia dua vao 4 quan sat dé do
luong gém: su dung thé tin dung tao cho
toi cam gidc thoai mai va an tam (TI1), su
dung thé tin dung giup t6i tiét kiém thoi
gian (TI2), c6 nhiéu wvu dai hap dan cho
toi khi su dung thé tin dung (TI3), thé tin
dung gitp linh hoat hon trong chi tiéu
(TI14).

Bang 6. Yéu t6 “Tién ich st dung thé”

N | Gia tri nh6 nhat | Gia tri 16n nhét | Gi4 tri trung binh | Std. Deviation
TII | 140 1 5 3,74 1,140
T2 | 140 1 5 3,79 1,063
TI3 | 140 1 5 3,77 1,146
TI4 | 140 1 5 3,74 1,020

Tir bang sb lidu cac quan diém trong
nhoém nhén t6 “Tién ich sir dung thé” ¢
gi4 tri trung binh cua cac quan diém cao
nhat 12 3,79 va thip nhit 13 3,74. Cu thé,
quan diém “TI2” dat 3,79, tiép theo 1a
quan diém “TI3” 1a 3,77, hai quan diém
“TI1” va “TI4” cung la 3,74. Nhiing loi
ich nhu thoi gian, d an toan, khong can
mang theo tién mit....ciing s& 1a yéu t6 tac
dong.

5. Két luin va khuyén nghi

Két qua nghién ciru cho thay khach hang
danh gia c6 sau yéu tb tac dong dén viec
sir dung thé tin dung. D6 1a kha ning sin
sang cua hé thong ngan hang, nhan thirc
kiém soat hanh vi, chuan chu quan, tién
ich sir dung thé, chi phi str dung thé va thai
d6. N6 1a co s¢ dé cac ngan hang dua ra
cac giai phap thiét thyc nham ting kha
ning st dung thé & cac ving, dia diém

Nguodn: Két qua tinh toan SPSS
khac nhau. Ngoai ra, né con la mot tham
khao cho cac nha nghién ctru khac.
Nhom tac gia dé xuat mot s khuyén nghi
nham tang thi phan khach hang s dung
thé tin dung cua ngan hang:

a. Ddi voi nhan té “kha ning san sang dap
ung h¢ thong ngan hang”

- M6 rong mang ludi cac diém chip nhan
thé cling nhu cac may POS tién tién va
hién dai.

- Pao tao, xay dung mot ddi ngii can bd,
nhan vién chuyén nghi¢p, tdn tdm va luoén
san sang ho trg khach hang.

b. Dbi voi nhan td “nhan thirc kiém soat
hanh vi”

Cén bo, nhan vién ngan hang can tu van
that sy day du va dé hiéu cho khach hang
cac kién thuc ve thé tin dung dé khach
hang an tam st dung.
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c. B6i voi nhan té “chuan chi quan”

Ban hanh nhiéu chinh sach wu dii, ting
thuong, qua tang... cho khach hang khi
gidi thiéu khach hang méi cho ngan hang.
d. P6i voi nhan t6 “tién ich st dung thé”
- Tuyén truyén vé nhiing loi ‘ich, tinh nang
uu vi¢t cua thé trén cdc nén tdng cong
nghé.

- ‘Déy manh viéc trién khai thanh toan
bang thé phi vat ly thay cho thé vat 1y.

e. D6i v6i nhan té “chi phi sit dung thé”

- Ban hanh nhiéu chinh sach khuyén khich
khéach l}éng su dung ’thé nhu mién/giam
phi, mién/giam lai suat.

- Giam mot s chi phi nhu phi cép lai thé,
tang han muc tin dung thé.

f. D6i voi nhan td “thai do”

- Ngan hang can day manh hon nita cic
hoat dong thanh toan khong dung tién
mat, trong d6 thé tin dung 1a mot giai phap
t6i wru.

- Céac ngan hang cin nang cao hon nita

tinh bao mat, dam bao tinh an toan cua thé

tin dung.
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