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Tém tit: Bai nghién ctru dwoc thyc hién nhim kham pha cac yéu té anh hudng dén quyét dinh
mé thé tin dung cta khach hang tai HDBank — Chi nhanh Binh Phudc. Bang phuong phép
nghién ctru dinh lugng va phuong phap ldy mau thuan tién, két qua xir 1y dit liéu bang phan
mém SPSS d cho thiy c6 tdng cong 4/6 yéu td duoc chimg minh 14 ¢6 anh huéng tich cuc dén
quyét dinh m¢ thé tin dung ciia khach hang tai ngan hang HDBank — chi nhanh Binh Phudc,
theo murc d6 anh hudng tir 16n nhit dén thip nhit nhu sau: Kha ning dap tmg; Nhan thirc chi
phi lién quan; Nhan thic sy hitu ich; Thai do. Tuy nhién, hai yéu t6 con lai 1a Cam nhéan sy tin
twong va Nhan thire s d& sir dung lai duoc chimg minh 13 khong ¢6 anh huéng dang ké dén
quyét dinh m¢ thé tin dung ctia khach hang tai ngan hang HDBank — chi nhanh Binh Phuéc.
T nhitng phat hién nay, nghién ctru dé xuit mot sé ham ¥ chinh sach nhdm thuc day hoat dong
mo thé tin dung tai ngdn hang trong thoi gién toi.

Tir khéa: Binh Phuée; HDBank; Ngdn hang thuwong mai; Thé tin dung; Quyét dinh mé thé tin
dung

Abstract: The study was conducted to explore factors affecting customers' decision to use a
credit card at HDBank Binh Phuoc with a total of six research hypotheses. Using quantitative
research methods and convenient sampling methods, the results of data processing using SPSS
software showed that 4/6 factors were proven to have a significantly positive impact on
customers' decision to use a credit card at HDBank Binh Phuoc, according to the level of
influence from highest to lowest as follows: Responsiveness; Perceived cost; Perceived
usefulness; and Attitude. However, the remaining two factors, Perceived trust and Perceived
ease of use, were proven to have no significant impact on customers' decision to use a credit
card at HDBank Binh Phuoc.

Keywords: Binh Phuoc; Credit card; Commercial bank; Decision to use a credit card;
HDBank

1. Gi6i thiéu

Thi truong thé tin dung hién nay dang c6 rat
nhiéu co hdi phat trién day htra hen, s& di vi
tinh hitu ich va dé sir dung ctia chiing. Bén
canh do, thi truong tin dung con la mot
trong nhiing tién dé vo cing quan trong,
quyét dinh dugc hiu qua khai thac va sur
dung cac ngudn lyc trong nén kinh té [1].

Cu thé tai Viét Nam, nudc ta dang san co rat
nhiéu co hdi va diéu kién thuan loi dé phat
trién manh mé thé tin dung. Tuy nhién, thuc
trang mé va sir dung thé tin dung tai thi
treong tin dung Viét Nam hién nay noi
riéng van con tuong di kha han ché [17].

Ngoai ra, cac ngan hang thuong mai dang
hoat dong trong thi treong Viét Nam hién
nay dang c6 nhing sy canh tranh khong
lanh manh va thiéu minh bach, trong d6 ca
cac hoat dong lién quan dén viéc mé thé tin
dung [16]. V& mit thuc tién tai HDBank, sb
luong the tin dung phat hanh liiy ké vao
nam 2023 tang den 59% so voi cung ky nam
ngoai, cho thay tiém ning phat trién cua san
pham nay 13 rat 16n. Mic du doanh s6 giao
dich trén thé ctia HDBank ting dén 72%
trong ndm qua, tuy nhién sb lugng giao dich
lai chi ting 39%, chua hoan thanh duoc ké
hoach tang 45% dat ra. Vi vay, bai nghién
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ctu duge thuc hién nhim danh gia thuc
trang cac yéu t6 anh huong dén quyét dinh
mé the tin dung cua céc khach hang, tr 46
dé xuét cac ham y chinh sach nham gia ting
s0 Iugng khach hang str dung va ning cao
hi€u qua cua hoat dong ma thé tin dung tai
ngan hang HDBank — chi nhanh Binh
Phuéc. Vé mat khoa hoc, trén thyuc té gan
day ciing da c6 mot s6 nghién ctru trong va
ngoai nude thyc hién vé dé tai nay nhu la:
Céc nhan t6 anh huong dén quyét dinh lwa
chon st dung thé tin dung Islamic tai
Pakistan: Ap dung mo hinh TRA cia Ali
Muhammad va Raza Syed Ali (2015); Ung
dung m6 hinh TPB va TAM trong nghién
ctru sy chdp nhan thé tin dung ciia nguoi
tiéu dung Viét Nam cua Vuong Plrc Hoang
Quan (2017); Céac yéu t6 anh hudng dén
quyét dinh str dung thé tin dung cta khach
hang ca nhén tai VietinBank ciia Huynh Tt
Trinh (2019); Phan tich cac nhan t6 anh
huong den quyét dinh sir dung thé tin dung
qubc té cuia khach hang ca nhan tai ngan
hang thuong mai ¢ phan Quan Poi (MB
Bank) - Chi nhanh Hué ciia Nguyén Thi
Mai Huong (2020). Tuy nhién, do su khac
biét vé pham vi va ddi twong nghién ctru,
bai nghién ctru chi ké thira lai cac bién tir
nhiing bai nghién ctru nay dé tiép tuc thuc
hién tai truong hop cu thé ciia ngén hang
HDBank.

2. Co so ly thuyét va cac nghién ciru
trudce

2.1. Co sé' Iy thuyét

2.1.1. Thé tin dyng

Khai niém vé “Thé tin dung” dugc dinh
nghia la “loai thé ngin hang thanh toan,
khong can tién c6 san trong thé, tirc 1a khach
hang muon tién ngan hang dé thanh toan va
dén cudi ky s& tra lai day du” [2]. Thé tin
dung dong mot vai tro vo cung quan trong
nhu 1a mot cong cu hd tro tai chinh, thanh
toan tién lgi, va quan 1y chi tiéu cho khach
hang. Cho den nay, cac ngan hang da phat
trién nén rat nhidu loai thé tin dung khac
nhau, nhim dép tmg cho da dang cac nhu
cau str dung thé khac nhau, vi du nhw: Hang
thé (Hang chuan, Hang vang, Hang bach
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kim); Chu thé sir dung (Thé doanh nghiép,
Thé ca nhan; Pham vi st dung (Thé noi dia,
Thé qudc té); Pon vi phat hanh (Visa, Thé
tin dung MasterCard, Thé¢ JCB, va Thé
American Express).

2.1.2. Hanh vi khéach hang

Khai niém vé “Hanh vi tiéu dung cua khach
hang” dugc dinh nghia la “cach khach hang
tuong tac voi san pham, dich vy, duge hinh
thanh tir cac suy nghi, cam nhan, va théi
quen da co tur su kich thich va nhén thic cua
con ngudi” [4]. Cu thé hon, khai niém vé
“quyét dinh sir dung ciia nguoi tiéu dung”
duoc dinh nghia 13 “mot qua trinh ra quyét
dinh mua hang dac ta cac budc ma nguoi
mua phai trai qua khi mua mot san pham”
[5]. Déi véi riéng thé tin dung, hanh vi cia
khach hang thong thuong s& xuit phat tir
nhitng nhu cu: an toan, tién loi; tiét kiém
va quan ly chi tiéu; thanh todn; va tu thé
hi¢n [6].

2.1.3 Cac yéu t6 anh huong dén quyét dinh
mua hang

- Cam nhan sy tin tuong;:

Dbi véi thé tin dung, cac NHTM c6 thé tao
ra dugc su tich cuc trong quyét dinh sur
dung cta khach hang, néu san phdm do6
mang lai mot trai nghiém cho khach hang
hoan toan phu hgp so véi nhitng gi ngan
hang da timg thong bao va quang céo vé
ching trudc day. Bén canh do, quyét dinh
str dung cta khach hang cling s€ cao hon,
néu nhu khach hang gianh nhiéu sy tin
tuong hon cho san pham thé tin dung nao
luon ¢d ging mang lai nhing loi ich cao
nhat.

- Nhan thtrc sy hitu ich:

Vi s6 lugng 16n ngan hang trén thi trudng,
khach hang s uu tién cho thé tin dung nao
c6 gia trj hitu ich va thiét thuc nhat véi doi
séng cua ho. Vi vay, d6i khi tinh hitu ich
ctia thé tin dung thay d6i duoc thai do cua
khach hang s& duoc thé hién qua nhitng yéu
t6 bén ngoai nhu tiét kiém duoc thoi gian va
tién bac.

- Nhan thirc tinh dé sir dung;
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Thé tin dung vAn con 1a mot san pham
trong d6i méi voi ngudi tiéu ding Viét
Nam, do d6 nhiing quy trinh thao tac thuc
hién dé dang va it phirc tap hon cho khach
hang so voi nhiing san pham c6 chtc nang
twong ddng ra mat trude ddy, ciing nhu co
thé dé dang tim thiy nhitng tai liéu hudng
dan sir dung cua thé tin dung trén cac trang
mang x3 hoi truc tuyén, s& giup ho cam thiy
mubn sir dung chung nhiéu hon.

- Nhan thtrc chi phi lién quan:

Khéch hang néu c¢6 suy nghi mudn mua mot
san pham hay dich vy nao do, thi ho s& “can
do dong dém” rat nhiéu trong viéc ¢ chi phi
hop 1y véi muc thu nhdp trung binh hay
khong, ciing nhur ¢6 ximg dang voi mire tién
ma phai bo ra dé mua hay khong. Vi vay,
cac khach hang luén c6 quyét dinh mé the
tin dung tai ngan hang thuong mai nao co it
chi phi lién quan va phat sinh nhét trong quéa
trinh sir dung, cling nhu c6 muc 13i suét thip
nhét hodc cac chinh sach wu dai vé gia ca
cao nhét cho khach hang.

- Thai do:

Sau mot qué trinh danh gia nhiing goc do
khac nhau, thai d6 ctia khach hang sé dugc
xay dung nén va 1a két qua dan dén quyét
dinh sir dung san pham d6 cua khach hang.
Thai do tich cuc cua khach hang s& khién
khach hang mudn tiép tuc sir dung san phdm
thé tin dung do trong tuong lai, tham chi s¢
giGi thidu va dé xuét thém cho ngudi than
va ban be cuing sur dung chung.

- Kha nang dap tng:

Cac khach hang luon ¢6 sy mong doi nhét
dinh d6i voi mirc d6 dich vu va dap ing dén
tir cac to chirc tin dung, va néu nhu cac ngan
hang c6 thé cung cap diéu do va dap tmg
dugc nhitng mong moi cia khach hang thi
s& ¢ thé d& dang vuot lén trude cac dbi thu
canh tranh. nhét 1 khi viéc phan hoi va dap
{ig s& cho thiy duoc mirc d quan tim dén
khach hang va trai nghiém cua ho.

2.2. Cac nghién ctru trudc

2.2.1. Thuyét hanh vi du dinh (TPB)

“Ly thuyét hanh vi co ké hoach (TPB)”
duogc xay dung dua trén ly thuyét TRA nam

1980, nham dy doén suy nghi va quyét dinh
bat dau thyc hién cong viée ciia mot nguoi
tai thoi diém va dia diém nao d6. Nhimng
thanh phan trong 1y thuyét nay gdm c6: Muc
dich hanh vi; Quyét dinh hanh vi; Thai d6
vé kha nang hanh vi d6 s& dat duoc két qua
mong doi hay khong; va nhimg danh gia
chi1 quan ctia khach hang vé riii ro va loi ich
ctia két qua dat dugc.

2.2.2. Thuyét hanh dong hop 1y (TRA)

“Ly thuyét hanh dong hop 1y (TRA)” dugc
Fishbein va Ajzen (1975) xay dung véi
khung ly thuyét la hanh vi cia mot ca nhan
duoc xac dinh boi quyét dinh thyuc hién
hanh vi ciia ho bi anh huéng boi thai do ddi
voi hanh vi va cac chuidn muc chii quan
khac. Trong d6, quyét dinh va niém tin duogc
cho rang c6 kha ning du doan tot nhat vé
hanh vi ctia mét khach hang. Khi do, cong
cu xac dinh hanh vi cua mot ca nhan bao
gdm c6 cac yéu to thai do, chuan muyc chu
quan, va sy kiém soat hanh vi.

2.2.3. Lugc khao cac nghién ctru lién quan
Bai nghién ctru d tong hop lai bay nghién
ctru trude ddy cua Nguyén Thi Mai Huong
(2020), Pham Phuong Thao (2020), Vuong
Buc Hoang Quan (2017), Huynh Ta Trinh
(2019), Ali Muhammad va cong su (2015),
Hanudin Amin (2013), Nguyén Thi Ngoc
Hién (2022), dé x4c dinh dugc cac bién doc
1ap duoc kiém dinh nhiéu nhat trong nhimg
bai nghién ctru nay. Sau d6, bai nghién ctru
da két hop nhiing bién doc 1ap tir nhiéu bai
nghién ctru lai voi nhau dé tir 46 xay dung
va dé xudt nén duoc mot mo hinh nghién
ctru méi, voi tong cong sau yéu to da duogc
chimg minh nhiéu nhat boi cac bai nghién
ctru trude day, bao gdm: Cam nhan su tin
tuwong; Nhan thire su hitu ich; Nhan thire sy
dé str dung; Nhan thirc chi phi lién quan;
Thai do cua nguoi tiéu dung; va Kha nang
dap tmg trong hé thong ctia ngan hang,

3. Phwong phap nghién ciru va dir liéu
nghién ciru

3.1. Phwong phap nghién ciru

Bing phuong phéap nghién ctru dinh luong,
bai nghién ctru st dung st dung phuong
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phap xir Iy dir liéu bang mo hinh hdi quy
tuyén tinh boi da bién trén phan mém SPSS
26.0 dé kiém dinh cic gia thuyét nghién
ctru, cu thé thong qua cac budce: Thong ké
mo ta, Kiém dinh do tin cay, Phan tich nhan
t6 kham pha, Phan tich twong quan Pearson,
va Phan tich héi quy tuyén tinh.

3.2. Dir liéu nghién ciru

Dbi twong khao sat trong bai 1a nhiing
khach hang da timg mé thé tin dung tai
HDBank — chi nhanh Binh Phuéc. Véi s6
luong khach hang vo cung 16n, tac gia lya
chon thu thap khoang 300 phiéu tra 16i cau
hoi khao sat dé dam bao két qua nghién ciru
mang tinh khach quan va d¢ chinh xac cao
hon. Phuong phap léy mau duoc sir dung 1a
phwong phép 1y mau thuén tién, thong qua
ca hai hinh thirc truc tuyén va ngoai tuyén.
3.3. Gia thuyét va mé hinh nghién ciru
Thong qua nhing bai nghién ctru trong va
ngoai nudc duge lugce khao bén trén, tac gia
da téng hop lai 6 bién doc 1ap (Cam nhan su
tin tudng; Nhén thire sy hitu ich; Nhan thirc
su dé str dung; Nhan thirc chi phi lién quan;
Thai do cua nguoi tiéu dung; va Kha ning
dap tmg trong hé thong ciia ngén hang), va
1 bién phu thuéc (quyét dinh mé thé tin
dung cua khach hang tai ngan hang
HDBank — chi nhanh Binh Phudc), tir do
dat ra 6 gia thuyét trong tmg 1a:

H1: Cam nhén sy tin tuéng cd anh huong
tich cuc dén quyét dinh mo thé tin dung cua
khach hang tai ngan hang HDBank — chi
nhanh Binh Phudc

H2: Nhan thirc sy hitu ich c6 anh huong
tich cuc dén quyét dinh mé thé tin dung cua
khach hang tai ngan hang HDBank — chi
nhanh Binh Phudc

H3: Nhan thuc sy dé sir dung c6 anh hudng
tich cuc dén quyét dinh mé thé tin dung cua
khach hang tai ngdn hang HDBank — chi
nhanh Binh Phudc

H4: Nhan thtrc chi phi lién quan c6 anh
huéng tich cuc dén quyét dinh md thé tin
dung cua khach hang tai ngdn hang
HDBank — chi nhanh Binh Phudc
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HS: Thai do c6 anh hudng tich cuc dén
quyét dinh m thé tin dung cta khach hang
tai ngdn hang HDBank — chi nhanh Binh
Phude

H6: Kha nang dap tmg c6 anh hudng tich
cuc dén quyét dinh md thé tin dung cta
khach hang tai ngdn hang HDBank — chi
nhanh Binh Phudc

Cam nhéan sy
tin tudng

Nhin thirc s
hitu ich

Nhén thire si

dé sir dung i
Quyet dinh m&
) f| thé tin dung
Nhan thirc chi
phi
Thai d6
Kha ning dap
tng
Hinh 1. M6 hinh dé

Sau gan 1 thang phan phat phiéu cau hoi
khao sat, bai nghién ciru di thu thap vé duoc
téng cong 350 phiéu tra 10 khao sat, trong
do co 305 phiéu tra 161 hop 18 va 45 phiéu
chwa dién day du thong tin hodc khong phai
d6i twong khao sat yéu cau.

4. Két qua nghién ciru
4.1. Thong ké mé ta
Bang 1. Théng ké mo ta

Théong tin | Dic diém SL_ | %
e Nam 143 | 469
Gidi tinh N& 162 531
Cao déng,
dai hoc 248 | 81.3
Khac 19 6.2
”flrlnh ii(_) Thac s~1, tién 17 56
0C van si
Tot nghiép
THCS, 21 6.9
THPT
Trén 2 nam 95 31.1
o galam gg | 275
Tan suat st T?HS Ef‘m
dun }I thang
e dén 6 thang 28 9.2
Tur 6 thang
dén 1 nim % 321
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Sau gan 1 thang phan phat, bai nghién ctru
da thu thap vé dugc tong cong 305 phiéu tra
1061 hop I¢€. Vé gidi tinh, két qua thong ké tan
s6 cho thiy ca hai giéi tinh nam va nit kha
can béng nhau, phu hop voi thuc té 1a san
phém thé tin dung duogc trién khai v6i moi
khach hang va khong c6 sy phan biét vé gidi
tinh. V& trinh d6 hoc vAn, phan 16n khach
hang nam trong nhom cé trinh d6 hoc vén
kha cao 1a cao dang va dai hoc, chiém ty 16
kha ap dao lén dén 81.3%. Vé tan sut sir
dung thé tin dung, nhiing khach hang da
ting mé thé tin dung tai ngan hang
HDBank — chi nhanh Binh Phudc cling co
thoi gian st dung tuong dbi kha dai, véi 1én
dén 31.1% cua cac khach hang st dung trén
2 nam va 27.5% cac khach hang str dung
trong vong tir 1 dén 2 nam. Tuy nhién, mét
d6 sir dung cao nhat van thudc vé nhom tir
6 thang dén 1 ndm, vdi ty trong cao nhét 1a
32.1%.

4.2. Kiém dinh d9 tin cay

Bang 2. Kiém dinh do tin cay

Twong J Cron-
quan bién )g:; ll)li(:":lrll bach’s
tong Alpha

TT1 817 910

TT2 779 917

TT3 .840 905 | TT:0.928

TT4 770 919

TTS .843 905

HI1 742 933

HI2 .847 .899

HI3 .879 .888 HL:0.927

HI4 .853 .897

SD1 915 .852

SD2 .766 906

SD3 .648 941 SD: 0916

SD4 916 .852

CP1 .862 .807

CP2 747 .853

CP3 .746 .854 CP:0.885

CP4 .649 .889

TD1 .865 903

TD2 .864 903

TD3 .802 916 0T9]39

TD4 787 921

TDS 771 921

DU2 .583 742 DU:

DU3 610 715 0.781

DU4 667 648

QDI 710 814

QD2 720 805 | QD
0.855

QD3 753 772

Két qua kiém dinh d9 tin cay cho théy, gan
nhu tat ca gia tri Tuong quan bién — Tong
hiéu chinh déu c6 gia tri cao hon diéu kién
yéu cau 1a 0.3, ngoai trir DUL. Do d6, bai
nghién ctru kiém dinh d6 tin cay 1an 2 cho
bién DU sau khi loai bo di cau héi DU1. Két
qua cho thay ba cau hoi khao sat con lai cia
bién DU déu di thoa min duoc yéu ciu.
Thur hai, toan bd gia tri “Cronbach’s Alpha”
ctia cac bién déu cao hon diéu kién yéu cau
1a 0.6, ching té thang do luong trong bang
cau hoi khao sat co gia tri st dung tot. Ngoai
ra, gan nhu toan b “Cronbach’s Alpha néu
x04 bién” ctia cac cau hoi déu thap hon so
v6i “Cronbach’s Alpha” cua bién téng ma
chung do Iwdng, thoa man dugce toan bd moi
quy dinh yéu cau.

4.3. Phan tich nhan t6 kham pha

Vé kiém dinh KMO va Barlett, két qua cho
thay ca hai gia trji KMO ctia bién doc 1ap va
bién phu thudc déu di thoa man dugc diéu
kién yéu cau 1a 16n hon hoidc bang 0.5,
chimg t6 rang nhig cau hoi khao sat duoc
sir dung trong bai nghién ctru c6 mirc do
phu hop rat cao. Bén canh do, gia tri Sig.
trong kiém dinh Bartlett’s ctia cac bién doc
lap va bién phu thudc ciling déu dat duoc hé
) béng 0.000, thoa man duoc diéu kién yéu
cau nho hon hogc bang 0.05, chimg minh
thém duoc cho sy phu hop rét cao cia cac
cau hoi khao sat.

Vé két qua tong hop giai thich phuong
sai, c6 sau nhan t6 duoc tim thay c6 gia tri
Eigenvalue > 1 trong két qua ciia bién doc
lap, tuong Gmg véi sd luong bién doc lap
trong mo hinh nghién ctu, tuong tu c6 mot
nhén t6 dugc trich ra voi Eigenvalue > 1 tir
két qua cua bién phu thudc. Bén canh do, ca
hai gia trj tong binh phuong chiéc xuit cua
ca bién phy thudc 1an bién doc 1ap déu da
thod man dugc quy dinh 16n hon 50%,
chimg minh dwoc rang cac nhan t6 ¢ mirc
do giai thich cho do bién thién cua dit liéu
kha cao.
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Bang 3. Bang ma tran xoay nhan t6

Component
1 2 3 4 5 6
TD1 | 914
TD2 | .908
TD3 | .878
TD4 | .859
TD5 | .857
TT3 .864
TT5 .856
TT1 .842
TT2 .802
TT4 793
SD4 .940)
SD1 936
SD2 818
SD3 736
IHI3 .874
HI4 .861
HI2 841
HI1 197
CP1 .868
CP2 7194
CP3 783
CP4 127
IDU3 763
IDU4 763
DU2 715

Cudi cung, két qua ma trdn xoay nhén t da
cho thiy toan bd hé s6 nhan t6 tai cia nhing
cau hoi khao sat déu da dat dwoc didu kién
yéu cau la cao hon 0.5. Hon thé nita, nhiing
thang do nay déu nam theo mot trat tw sip
xep dung theo bang cau héi khao sat ban
dau, noi 1én duoc rang nhitng cau hoi
nghién ctru c6 mirc d6 phu hop va do tin cdy
rat cao.

4.4. Phan tich twong quan Pearson
Béng 4. Phan tich tuong quan Pearson

TT | HI |SD |CP|TD |DU |QD
TT [PC 1| .463| .312| .439 .120 .422| 354
Sig. .000| .000| .000 .036| .000| .000

N 305 305 305/ 305 305 305/ 305

HI [PC | .463] 1) .339 .440 .131| 442 .563

Sig. | .000 .000 .000y .022 .000; .000

N 305 305 305 305 305 305 305
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SD [PC |.312 .339 1| .383 .044 .332 .319

Sig. | .000 .000 .000( .447, .000, .000

N 305 305 305 305 305 305 305

CP [PC | 439 .440 .383] 1|.022 .520 .584

Sig. | .000 .000, .000 .707 .000| .000

N 305 305 305/ 305 305 305 305

TD [PC | .120 .131] .044{ .022] 1] .038] .244

Sig. | .036 .022] .447| .707 .510 .000

N 305 305/ 305/ 305 305 305 305

DU [PC | 422 442 332 .520/ .038 1] .635

Sig. | .000 .000 .000 .000 .510 .000

N 305 [305 (305 (305 (305 (305 [305

QD [PC |354 |.563 |319 584 |.244 |.635 |1

Sig. |.000 [.000 .000 .000 {.000 |.000

N 305 [305 (305 305 (305 (305 [305

Dua trén mdi twong quan giita bién phu
thudc véi cac bién doc 1ap, két qua phan tich
tuong quan Pearson cho thiy toan bo gi tri
Sig. 2 chiéu déu dat dugc quy dinh yéu cau
la nhé hon 0.05, chirng té mirc do tuong
quan giira bién phu thudc voi cac bién doc
lap 1a dang ké. Pong thoi, hé s tuong quan
Pearson ciing cho thdy nhitng méi quan hé
nay déu co gid tri duong, chimg t6 nhimg
mdi tuong quan nay déu mang ¥ nghia tich
cuc.
4.5. Phan tich hoi quy tuyén tinh
Két qua tom tit mo hinh cho thay, gia tri R
binh phuong hiéu chinh 1a 0.584, phan anh
duge murc do anh hudng cua cac bién doc
lap (DU, TD, SD, TT, HI, CP) 1én bién phu
thuoc QD 1a thoa méan duoc diéu kién 1y
tudng 16n hon 50%, tuy nhién hé s6 nay 1a
twong ddi chua cao, voi chi co gin 60%.
Két qua ANOVA cho thdy gia tri Sig.
cta kiém dinh F bang 72.162 va gia tri p-
value ciing dat dugc hé ) tuyét dbi la béng
0, cho thiy dugc cac gia thuyét, thang do va
mo hinh nghién ctru déu c6 muc d6 phtt hop
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cao va c6 do tin cdy trong két qua phan tich | HDBank  Binh
hoi quy. Phudc
Bane 5. Hé s6 hdi H2: Nhan thtc su
ang 5. He 5o hot quy hiu ich co tac
Chua chuan) - 2 hoa | dong tich cye dén .
hoé Sig. | VIF quyét dinh mé thé 000 | 278 Chap
B Beta tin  dung cua |’ ’ nhan
-.676 .008 khach hang tai
TT -.092 -.093 .038 | 1.462 HDBank  Binh
HI 275 278 .000 | 1.504 Phudc
SD .003 .003 947 | 1.252 H3: Nhén thic sy
CP 330 295 .000 | 1.614 de st dung co tac
TD| 207 197 000 | 1.027 dong tich cuc dén o
Z 4 o Loai bo
DU| 443 390 000 | 1.549 quyetdinhmo the | o071 03 | (i Gia
£ s A AT A X s 11k ti d Ga | - ’ i
KAet qua h? S(.)’hO.l quy choA thay Cl}l co 1 bg;n kﬁ 4ch Ull;lfng Cut; tri Sig.)
doc 1ap co gia tri Sig. khong thod man di€u | gDBank  Binh
kién yéu cau l1a SD, 16n hon 0.05, dong | Phuéc
nghia véi viéc SD khong c6 tac ddng dang | H4: Nhén thirc chi
ké dén bien phy thuge QD, tirdo bac bo gia | phi lién quan c6
thuyét H3. Nguoc lai, toan bd 5 bién doc 1ap | tac dong tich cue \
NI \ Aoor s , dén quyét dinh Chap
con lai déu dugc tim thay co gia tri Sig. nho o ra e .000 | .295 .
hon 0.05. thoa man d didu kién véu ci mé thé tin dung nhan
on 0.05, ~t od man duge dicu kién yéu cau, | .y, kpich hang tai
dong nghia 1a 5 bién nay deéu c6 tac dOng | HDBank  Binh
dang ké dén QD, chap nhan cac gia thuyét | Phugc
H1, H2, H4, H5, va Hé. HS5: Thai d6 c6 tac
Hé sé Beta chuén hoa cho thdy co 4/5 | dong tich cuc den
e 46 tac dong duoc chimg minh lacoanh | 4 inh mo the Chép
muc do tac dong dugc chung minh 1a ¢ tin dung cia | 000|197 | 4
huong tlch cyc va thuan chiéu Ién bién phu | khach hang  tai -
thudc, voi h¢ so “Beta” 16m hon 0, dugc sap HDBank Binh
x€p theo thir ty muic do tac dong tir Ién nhat | Phudce
den nho nhat la: DU > CP > HI > TD. Tuy | H6: Kha nang ddp
nhién, chi 6 bién TT duge tim thay ¢6 anh | 108 €0 ag{l huongi
5 LN \ . ‘A ~ ‘A ch cyc den quye A
g:m:“g teu ‘E{C va %g}fc}} Chlfi‘i Ién Ei‘?r.l g}}u dinh mo the tin | .000 | 390 ﬁf{fl’
wdc, voi hé so Beta am, dong thoi day | 0 i khach .
cling dugc xem la mot mire do tac dong | hang tai HDBank
khong qua lon. Vi vay, gid thuyet H1 cling | Binh Phudc

khong dugc chép thuén. Tt do, phuong
trinh ho1i quy chua chuan hoé dugc viét:
QD=-0.676+(-0.092) * TT +0.275 * HI
+0.330 * CP + 0.207 * TD + 0.443 * DU
5. Két luan va ham y chinh sach
5.1. Két luan

Bang 6. Két luan

Gia thuyét Sig. | Beta | Kétqua
H1: Cam nhan su
i e o o
ong tieh cue den - 3¢ 1093 | (vi Hé sb
quyet dinh mé thé
. , Beta)
tin dung cua
khach hang tai

Trong sb séau gia thuyét nghién ctru dit ra,
c6 hai gia thuyét nghién ctru bi loai bo 1a H1
va H3, ching t6 rang cam nhan su tin tuéng
c6 tac dong dang ké nhung tiéu cuc va nhn
thirc sy dé sir dung khong c6 tac dong dang
ké dén quyét dinh mo thé tin dung cia
khach hang tai HDBank Binh Phudc. Két
qua nay hoan toan khéc biét so v6i mot s6
cac bai nghién ctru trudce day, s¢ di vi cam
nhan su tin tuéng va nhan thic sy dé sir
dung déu di timg duoc nhiéu bai nghién
ctru chimg minh c6 tac dong tich cuc dén
quyét dinh mé thé tin dung ctia cac khach
hang [3, 4, 12, 13]. Sy khéc biét nay co thé
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xudt phat tir viéc phan 16n cac dbi tugng
nghién ctru tham gia vao bang cau héi khao
sat hau hét tir 18 dén 25 tudi, do do su quan
tam ctia nhom khach hang thudc do tudi nay
thuong it d vao nhimg yéu t6 nhu tinh dé
st dung cua ng dung thé tin dung hay su
tin tuong dbi véi mot ngan hang thuong
mai. Cu thé hon, nhém khach hang c6 do
tudi 16n hon thong thuong s& quyét dinh sir
dung san pham hay dich vu ctia mot ngan
hang thuong mai nao do6 co sy uy tin va tin
nhiém cao trong thi truong, cling nhu dé
dang hoc cach sir dung va khong doi hoi am
hiéu kién thirc vé cong ngh¢ qua cao. Tuy
nhién, khach hang & nhom tudi tir 18 dén 25
lai thuong uu tién lya chon nhiing ngan
hang thuong mai véi cac tiéu chi khac bi¢t
hon.

Trong khi d6, bon gia thuyét con lai déu
duoc chép thuén, theo mirc 4§ anh hudng
1an luot nhu sau: Kha nang dap tmg c6 anh
huéng 16n nhat; Nhan thie chi phi lién quan
¢6 anh hudng 16n nhi; Nhan thirc sy hiru ich
c6 tac dong 1on thir ba; va Thai d6 co tac
dong thap nhat dén quyét dinh mo thé tin
dung cua khach hang tai HDBank Binh
Phudce. Két qua nay twong dbi tuong dong
voi mot s cac bai nghién ctru luge khao
trude day [1, 2, 16, 17], khi ma yéu 6 kha
nang dap Gmg phan 16n luén dugc tim thay
14 mot trong nhimg yéu t6 nam gitr mtrc do
anh huong 16n nhat 1én quyét dinh mo thé
tin dung cta cac khach hang tai ngan hang,
va nhimg yéu t6 con lai luon dugc cong
nhéan c6 anh huong déng ké va tich cuec.
5.2. Ham y chinh sach
5.2.1. Him y chinh sach vé& kha ning dap
ing
Vila yéu t6 dugc chimg minh c6 anh huong
dang ké nhit, bai nghién ctru d& xut ngan
hang HDBank Binh Phuéc trudc hét cin
quan tAm va nang cao kha nang dap ung cua
cac nhan vién ndi chung va san pham thé tin
dung ndi riéng. Cu thé hon, nhitng khuyén
nghi duoc dé xuit dé nang cao tinh dap tmg
cua san pham thé tin dung nay chu yéu lién
quan dén tinh cong nghé hién dai va tién
tién cia mo hinh san phém va dich vu cua
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ngan hang, vi du nhu: (1) Hé théng may
POS va ATM nén duoc bé tri dién rong trén
khép cac khu vire, dic biét 1a nhitng noi tap
trung dong dao khach hang muc tiéu, nham
thuan tién giao dich; (2) Cac t6 chirc chip
nhén thé tin dung cua HDBank ciling nén
duoc lién két v6i cac thwong hiéu phd bién
va ¢6 pham vi kinh doanh, vi tri hoat ddng
rong khip cac khu vuc trong tinh Binh
Phudce; (3) Thé tin dung ctiia ngan hang
HDBank nén dugc phat trién va tng dung
nhiéu phwong thirc thanh toan du no hién
dai va tién tién, dang duoc nhiéu khach
hang st dung ngay nay; va cudi cung la (4)
Heé thdng ha tang cong nghé va thiét bi cua
ngan hang HDBank Binh Phuéc nén dugc
bao dam véan hanh tt hé théng thanh toan
trén thé tin dung, bang cach thuong xuyén
kiém tra va bao dudng. Di doi voi nhing
khuyén nghi nay, ngan hang HDBank Binh
Phudc ciing nén “can do dong dém” murc
chi phi dau tu va st dung cho nhimg giai
phép cong nghé nay, nham dam bao khéng
gia tang nhiing muc chi phi lién quan qua
16n dé dam bao duge doanh thu va tranh
1am giam di quyét dinh mé thé tin dung cia
khach hang vi chi phi tang cao.

5.2.2. Ham y chinh sach v& tinh hitu ich cta
thé tin dung

Thir nhit, bai nghién ctru khuyén nghi ngan
hang HDBank Binh Phuéc can tip trung
vao qua trinh phat trién va thiét ké san
pham, sao cho nang cao duoc tinh ¢ ich va
hitu dung ctia san pham thé tin dung 1én cao
nhét. Trong do, mdt trong nhimg diéu kién
quan trong nhat can tap trung ddy manh
chinh 13 cung cép cho khach hang mot san
pham c6 thé sir dung va thuce hién giao dich
vao bt ctr dia diém nao hodc bat ctr khi nao
(24/24h). DBé 1am duoc muc tiéu do, ngan
hang can phai han ché vé van dé bao tri trén
san phém nhiam t6i da kha nang st dung
cua khach hang. Bén canh do, ngén hang
ciing can dau tu phat trién vao yéu td cong
nghé dé c6 thé két hop thé tin dung vao cac
ung dung nhé gon cua ngén hang trén dién
thoai, nham gitip khach hang cam thay tién
loi hon va c6 thé thoai mai str dung thé tin
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dung di1 & bat ky hoan canh nao. Quan trong
khong kém, ngén hang ciing nén t6i gian
hoa quy trinh giao dich va mo thé tin dung,
nham gitup khach hang vira cam thdy viéc
mé thé tin dung rit nhanh chong, thay vi
phai mét nhiéu thoi gian dén ngan hang, vira
cam thay viéc mé thé tin dung dugc thuc
hién dé dang hon so véi cac giao dich khac
tai quay. Cudi cung, tinh hitu ich ciing s&
dugc khach hang cam nhéan qua viéc cac
giao dich cua khach hang thong qua thé tin
dung ctia HDBank s& gitip cho khach hang
tiét kiém vé& chi phi giao dich hodc phi
thuong nién hon so véi cac hinh thue thanh
toan thong thuong.

5.2.3. Ham y chinh sach vé nhén thirc cac
chi phi lién quan

Thir ba, bai nghién ctru khuyén nghi ngan
hang HDBank noi chung va cac chi nhanh
tai khu vuc Binh Phudc néi riéng can tap
trung vao nhirng chi phi c6 lién quan ma cac
khach hang phai chi tra trong qué trinh mé
thé tin dung. Trudc hét, tit ca nhimg chi phi
dich vu nao co6 phat sinh ra trong qua trinh
str dung thé tin dung cua céc khach hang, thi
ngén hang bat budc can phai cong bd 16
rang va thong bao chinh xac dé cac khach
hang nim 6 duoc nhimg phan chi phi bét
budc can phai chi trd, nham tranh trudng
hop phat sinh ra nhiing chi phi khong duoc
nam trugce dan dén nhimg mau thuln, thic
mic, va khiéu nai boi khach hang. Quan
trong nhat, nhimg murc chi phi dich vu khi
st dung can phai dugc dua ra & mdt muc
phi canh tranh trén thi truong, dac biét la
thap hon chi phi & cic ngan hang thuong
mai khac. Khong chi vy, nhiing khoan chi
phi nay ciing can duoc ngan hang cin do
dong dém sao cho vira thich hop v6i mirc
thu nhap trung binh hing thang cua nhiing
nguoi dan trong khu vuc Binh Phudc hién
nay, déc biét la mtc thu nhép va chi tiéu ctia
nhém ddi tuong khach hang myc tiéu ma
ngén hang dang nhim dén, vira dam béo
duoc nguén doanh thu va loi nhuan cho
ngan hang khong bi thiét thoi. Pac biét hon,
hai mtrc phi ma chi nhanh ngan hang nén hd
trg cho khach hang mét cach wu dai nhét

chinh 1a phi phat hanh thé va phi thuong
nién duy tri thé tin dung hang nam, s di vi
day 1a hai khoan phi nhan dugc sy quan tam
16n nhat tir khach hang hién nay va ciing
quyét dinh duoc quyét dinh mé thé cua ho.
Do d6, HDBank Binh Phuéc dugc khuyén
nghi c6 thé dua ra nhiéu chuong trinh vu
dai, khuyén mai, hodc tham chi 13 mién phi
cac khoan phi phat hanh thé va phi thuong
nién duy tri the tin dung nay trong mot giai
doan nhat dinh, thuong 1a thoi diém trong
vong mot nam mo thé mai, dé nang cao
quyét dinh mo thé cua khach hang.

5.2.4. Ham ¥ chinh sich vé thai do cua
khach hang

Cudi cing, vi 13 yéu t6 dugc chimg minh ¢6
mic d6 anh huong thap nhit, nén bai
nghién ctu khuyén nghi ngdn hang
HDBank Binh Phudc can phai khlen cho
khach hang c6 cam gidc mudn tiép tuc sir
dung cac san pham va dich vu cua ngin
hang HDBank Binh Phudc trong tuong lai,
cling nhu kich thich ho nd luc tim hiéu va
st dung thém mot sO céc san phém va dich
vu khac. Khi d6, yéu t quan trong nhit can
duoc tap trung phat trién dé anh huong
duoc truc tiép dén khach hang chinh 1a chat
luong phuc vu ctia cac nhan vién trong ngan
hang, ciing nhu chit lwong cta cac dich vu
va san phdm ma ngan hang cung cip dén
cho khach hang, thong qua viéc nang cao
trinh d6 ctia cac nhan vién bang cic chuong
trinh giang day, kiém tra, va huan luyén.
5.3. Han ché nghién ciru va huéng phat
trién twong lai

Do van con nhiéu han ché vé mit thoi gian
nghién ctru (chi thue hién duoc nghién ciru
trong vai thang cubi nam 2024), ciing nhu
han ché vé yéu t6 khong gian (khu vie Binh
Phudce), nén bai nghién ctru chi méi dugc
thuc hién dugc tai ngdn hang HDBank — chi
nhanh Binh Phuéc. Trong khi do, thuc té
cho thdy hién nay céac chi nhanh ciia ngan
hang HDBank c6 mot mat d¢ phu song vo
cung rong rai trén pham vi lanh thd Viét
Nam. Vi vay, viéc chi danh gia mét tép
khach hang nhit dinh mic du s& giup cho
két qua nghién ctru mang tinh cu thé hon,
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tuy nhién kho c6 thé tng dung duoc dai
dién 1én cho cac dbi twong khach hang khac
khong m¢ thé tin dung tai ngdn hang
HDBank — chi nhanh Binh Phudc. Tu do,
huéng phat trién ciia dé tai chinh 13 trong
twong lai c6 thé tiép tuc ap dung mo hinh,
gia thuyét, va thang do nghién ctru nay dé
Tai liéu tham khao
[1] Al M., Raza, S. A, & Puah, C. H.
"Factors affecting to select Islamic credit
cards in  Pakistan: the  TRA

model." Journal of Islamic Marketing 8.3
(2017): 330-344.

Amin, H. "Factors influencing Malaysian
bank customers to choose Islamic credit
cards: empirical evidence from the TRA
model." Journal of Islamic Marketing 4.3
(2013): 245-263.

Toan, B. N. "Studying intention to use
credit cards of people in Ho Chi Minh
city." Tap chi Khoa hoc va Cong nghé-Dai
hoc Pa Nang (2017): 97-101.

Chang, Y. W., & Polonsky, M. J. "The
influence of multiple types of service
convenience on behavioral intentions: The
mediating role of consumer satisfaction in
a Taiwanese leisure setting." International

Jjournal of hospitality management 31.1
(2012): 107-118.

Chen, J.,Hv, V., & Lam, K. "How to
prepare for Asia’s digital-banking boom."
McKinsey & Company (2014).

Davis, F. D., Bagozzi, R. P., & Warshaw,
P. R. "User acceptance of computer
technology: A comparison of two
theoretical models." Management science
35.8 (1989): 982-1003.

Field, A. "Logistic  regression."
Discovering statistics using SPSS 264.1
(2009): 315.

Gayen, A. K. "The frequency distribution
of the product-moment correlation
coefficient in random samples of any size
drawn from non-normal universes”.
Biometrika 38.1/2 (1951): 219-247.

George, D., and Paul M. "Frequencies."
IBM SPSS statistics 23 step by step.
Routledge, 2016. 115-125.

(2]

(3]

[4]

(5]

[6]

[7]

(8]

(%]

54

md& rong nghién ctiru ra pham vi thoi gian
lau hon va pham vi khong gian rdng hon
dén cac mot sb cac chi nhanh ngan hang
HDBank khac, hogc tham chi c6 thé tiép tuc
g dung dé khao sat thém & mot sb cac
thuong hi¢u ngan hang thuong mai khac
trén thi trudng.

[10] Hair,J. F., Celsi, M., Ortinau, D. J., &
Bush, R. P. Essentials of marketing
research. McGraw-Hill, 2017.

Kissi, P., Oluwatobiloba, M., & Berko, A.
"Factors affecting university students
intentions to use debit card services: an
empirical study based on UTAUT."
Business, Management and Economics
Engineering 15.2 (2017): 196-210.

Quan, V. . H. "Ung dung TPB va TAM
trong nghién ctru sw chap nhén thé tin
dung ctia ngudi tiéu dung Vigt Nam." Tap
chi phat trién kinh té (2017).

Son, T. V.. "Tac dong cua canh tranh dén
1di ro cua cac ngan hang thuong mai Viét
Nam." Tap chi Nghién curu Tai chinh-
Marketing (2022): 53-65.

Vi, C. H. N. "Tim hiéu quy trinh phat
hanh thé tin dyng tai Ngan hang Ban
Viét-Chi nhanh An Giang." (2021).

Van, P. T. H. "Quy mo thi truong ching
khodn, thi truong tin dung va tuong tac
ctia chung dén tang trudng kinh té tai cac
nudc dang phat trién." Tap chi Khoa hoc
Pai hoc Can Tho 55.3 (2019): 158-166.

Trinh, H. N. "Determinants of consumers’
intention to use credit card: a perspective
of multifaceted perceived risk." Asian
Journal of Economics and Banking 4.3
(2020): 105-120.

Thao, P. P. Cac yéu t6 anh huong dén
quyét dinh str dung san pham thé tin dung
tai Ngan hang TMCP Cong thuong Viét
Nam chi nhanh 12 TP. HCM. MS thesis.
Truong Pai hoc Kinh té Tp. H Chi
Minh, 2019.

[11]

[12]

[13]

[14]

[15]

[16]

[17]

Ngay nhan bai: 08/01/2025
Ngay hoan thanh sira bai: 25/3/2025
Ngay chéip nhén ding: 26/3/2025





