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UNG DUNG MO HINH UTAUT TRONG NGHIEN CUUMUC PQ
CHAP NHAN SU DUNG THE TiN DUNG CUA KHACH HANG TREN
DIA BAN THANH PHO BIEN HOA

Applying the model UTAUT in researching adoption level of using Credit

cards to consumer in Bien Hoa city
Doan Thi Hong Nga”
Khoa Tai chinh - Ké todn; T ruwong Dai hoc Lac Héng, Déng Nai, Viét Nam

TOM TAT. Muc tiéu ctia nghién ctru niy nham tmg dung mé hinh UTAUT dé tim ra cac yéu t6 tic dong dén mirc d6 chap
nhén sir dung thé tin dung ctia khach hang trén dia ban thanh phd Bién Hoa. Nghién ctru sir dung m hinh hoi quy OLS dé
xu ly s6 lidu, két qua cho thdy co 6 yéu t6 anh huong dén mirc do chip nhan sir dung thé tin dung gdm hiéu qua mong doi,
nd lyc mong doi, anh huong xa hoi, diéu kién thuan loi, thai do huong dén cong nghé va sy lo ling. Tir két qua dat dugc,
nghién ciru duara mot s6 giai phap, kién nghi nham gia ting sé luong khach hang sir dung thé tin dung trong thoi gian sap
toi.

TU KHOA: Thé tin dung; mé hinh UTAUT; ngdn hang, khdch hang

ABSTRACT. The purpose of this research is based on the model UTAUT in researching adoption level of using Credit
cards to consumer in Bien Hoa city. By using OLS method to show that there are six factors influencing adoption level of
using Credit cards which are performance expectancy, effort expectancy, social influence, facilitating conditions, attitude
toward using technology and anxiety. According to the findings, the author propose some recommendations to increase of
using Credit cards to consumer in next time.
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1. GIOI THIEU

Thanh toan khong dung tién mat da va dang la xu hudng
cta thé gioi ndi chung va tai Viét Nam ndi riéng. Tinh dén
nay, v6i dan sb trén 95 triéu dan va gém 50% luc luong dan
80 tré, Viét Nam dang dugc danh gia la mét trong nhimg thi
truong tiém nang dé phat trlen thuong mai dién tu.

Trong xu huéng phat trién hién nay cta cac dich vu ngan
hang, bén canh cac hinh thirc thanh toan khac thi thé tin dung
da dat dugc toc do phat trién nhanh chong va thanh cong nhat
dinh. Tinh dén 6/2016 s6 lwong thé phat hanh da dat trén 106
triéu thé, trong d6 thé ghi no chiém 90.66%, thé tin dung
chiém 3.53%, thé tra trudce 1a 5.81%. Tuy nhién, so véi thé
ghi no va thé tra trude thi thé tin dung dang chiém sé luong
ithon do mang luéi ha ting chua phat trién rong khép, nhimg
rao can vé tam 1y khach hang khi sir dung thé va khu vuc ap
dung thanh toan thé...

Nhur vy c6 thé thdy ngoai viéc tao ra cac san pham cung
(g thi viéc ddy manh nghién ctru dé mang lai sy thanh cong
cho san pham d6 van 1a mot van dé cdp bach hién nay ma cac
ngan hang cin quan tim, suy nghi.

Trén thuc té, viéc nhan dang, danh giad cac nhan t6 anh
huong cia ting nhan t6 dén mirc do chép nhén st dung thé
tin dung ciia khach hang tai thanh phd Bién Hoa va trong
pham vi cé nudc chua timg duogc thuc hién trong ng dung
md hinh UTAUT. Trong nghién ciru ndy, tac gia tién hanh
thuc hién voi dit liéu khdo sat cua 293 khach hang giao dich
tai 9 ngan hang duoc lya chon trén dia ban TP.Bién Hoa. Két
qua nay ciing kha phu hop véi Kkét qua tim duogc khi nghién
clru tai cac nudce khac trén thé giéi.

Két cdu ciia nghién ctru nay gdém: Phan 2 néu tom luoc co
s& 1y thuyét. Phan 3 trinh bay phuong phap nghién ctru va dir
liéu nghién ctru. Phan 4 trinh bay két qua nghién ciru. Phan
5 trinh bay két luan va kién nghi.

2. COSOLY THUYET

Mo hinh UTAUT dé dugce xay dung boi cac nha nghién
ctru hang dau vé sy chép nhan cong nghé 1a Viswanath
Venkatesh, Michael G.Morris, Gordon B.Davis [9], Fred
D. Davis [2] dya trén 1y thuyét cic md hinh chap nhan vé
cong nghé trude day: Thuyét hanh dong hop 1y (TRA-
1975), Thuyét hanh vi c6 ké hoach (TPB-1991), mé hinh
nhén thire rui ro (e-CAM-1960), mé hinh chip nhan cong
ngh¢ (TAM-1989), ... Trong do dang chu y va anh hudéng
nhiéu nhat dén mo hinh UTAUT 1a TRA, TPB, TAM

Thuyét hanh dong h0’p ly (TRA) thira nhan hanh vi ca
nhan duoc thuc day qua ¥ dinh hanh vi, duoc phat trién
boi Icek Ajzen va Martin Fishbein [1]. CAu tric ciia mod
hinh TRA bao gém:
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Hinh 1. M6 hinh TRA
Ngudn: Ajzen, Fishbein, 1975
Nhuge dlem cua TRA la da bo qua tdm quan trong cua
cac yeu t6 x4 hoi trong cude song thuc c6 thé 1a mot yéu
t6 quyét dinh cho hanh vi ¢4 nhan (Grandon & Peter P.
Mykytyn 2004; Werner 2004). Yéu t6 xa hoi nghia la tat
ca cac anh hudng ciia moi truong xung quanh cé thé anh
hudng dén hanh vi ca nhan (Ajzen [1]).
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Hinh 2. M6 hinh TPB
Nguon: Ajzen, 1991

Thuyét hanh vi ¢6 ké hoach (TPB) duoc coi 1a mot phan
mo rong cua TRA. Bé khic phuc diém yéu ciia TRA, Ajzen
[1] d& xuat mot yéu td bd sung trong viée xéc dinh hanh vi
ca nhan trong TPB, la hanh vi kiém soat cam nhan Hanh vi
cua mot nguoi bi anh hudng manh boi sy tu tin vao kha nang
ctia ho dé thyuc hién hanh vi do.

M3 hinh chip nhin céng ngh¢ (TAM)

Theo Davis [2] cam nhan vé su hiru ich va cam nhan vé
tinh d& str dung 14 yéu t6 quyét dinh din dén viéc con ngudi
su dung may tinh. M6 hinh TAM duoc xem 1a mo6 hinh dac
trung dé img dung trong viéc nghién ctru viée sir dung mot
hé théng, vi TAM 14 mo6 hinh do luong va du doan viée st
dung hé thdng thong tin.
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Hinh 3. M6 hinh Technoloy Acceptence Model (TAM)
Nguon: Davis, 1999
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Hinh 4. M6 hinh UTAUT

Nguén: Davis, 1999
M6 hinh UTAUT dugc xdy dung boi Viswanath
Venkatesh va cong su [9] dua trén vi¢c so sanh cac mo hinh
1y thuyét vé chap nhan cong nghé cta nguoi tiéu ding & cac
nghién ctru trude nhu TRA, TPB, TAM, két hop TAM-
TPB,... B?mg viéc so sanh, phan tich cac nhan to, thang do
clia cac nhan t6 trong cac md hinh 1y thuyét trén, Venkatesh
va cong su [9] da xay dung mo6 hinh UTAUT va chiing minh
mo hinh nay 14 téi uu trong viée giai thich y dinh hanh vi sir
dung cong nghé, cu thé 1a mé hinh UTAUT giai thich duogc
70% céc truong hop lién quan dén y dinh sir dung, tét hon
cac mo hinh trude day voi mure giai thich tir 30-45%. Mo
hinh UTAUT gém ¢6 4 nhan t6: Hiéu qua mong doi, nd luc

mong doi, anh hudng xa hoi, diéu kién thuan loi.
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3. PHUONG PHAP NGHIEN CUU

Phwong phap nghién ctru dinh tinh

Phuong phép nghién cuu dinh tinh dya trén co so ly
thuyét va mé hinh nghién ctru UTAUT dé xdy dung mo
hinh nghién ctru va cac thang do du kién. Sau do, tic gia
tién hanh khao sat so bo 30 khach hang ngiu nhién giao
dich tai cac ngan hang thong qua bang cau hoi khao sat, tur
d6 hi¢u chinh, lam rd cac yéu t6 anh huong dén viéc chép
nhén st dung thé tin dung cua khach hang trén dia ban
thanh phd Bién Hoa.

Phuong phap nghién ciru dinh lugng

Phuong phéap nghién ciu dinh luong dugc thyc hién
thong qua bang cau héi phiéu khao sat dugc phat ra dbi
v6i khach hang giao dich tai 9 ngan hang trén dia ban
thanh phd Bién Hoa (Vietcombank, Vietinbank, VIB,
Sacombank, VP bank, BIDV, HD bank, ACB, HSBC)
trong thoi gian tir thang 8 dén thang 10/2017. Sir dung
phén mém thng ké SPSS 20.0 dé phan tich s6 liéu thu
thap.

Theo Bollen (1989) kich thudc mau tdi thiéu 1a 5 1an
bién quan sat. Nhu vdy, mau dugc tinh nhu sau: 5K+5=5
* 27 +5 = 140 quan sat. Tuy nhién dé nang mtrc do tin cay
va tranh nhimg phiéu khao sat khong hop 18, tac gia s& phat
di 300 phiéu khio sat phan bd ngiu nhién cho cac khach
hang giao dich tai 9 ngan hang véi s6 lugng dao dong tir
30-35 phiéu/ngan hang. Két qua sb phiéu thu vé 1a 300
phiéu. S6 phiéu hop 1é: 293 phiéu.

Bing 1. Théng tin vé mau nghién ciru

S6 lugng Ty 18 (%)
26-35 49 35.3%
36-45 43 30.9%
46-55 14 10.1%
Nam
>55 16 11.5%
18-25 17 12.2%
Tong 139 100.0%
26-35 38 24.7%
36-45 43 27.9%
46-55 26 16.9%
Nir
>55 25 16.2%
18-25 22 14.3%
Tong 154 100.0%

Nguén: Két qua nghién cieu ciia tdc gid
Qua Bang 1 cho thiy sb lugng khach hang nam va ni
dugc khao st trai déu, trong do ty I¢ nix nhiéu hon nhung
chénh 1éch khong dang ké. V& do tudi, cac khach hang nit
tlr 36-45 tudi chiém ty 1¢ 16n nhat (27.9%), trong khi céc
khéch hang nam c6 d6 tudi tir 26-35 tudi chiém ty 1& cao
nhét trong két qua khao sat v6i 35.3%.
M0o6 hinh nghién cuu
Nhu d3 trinh bay ¢ phan trén, moé hinh UTAUT la sy
tich hop ctia nhiéu mé hinh 1y thuyét khac nhau, tuy nhién
trén thuc té, ngoai 4 nhan t6 dé cap thi co thé con co nhiing
nhan t khac anh huong dén mirc do chap nhan sir dung
cong nghé cua khach hang. Do vay, mé hinh nghién ctru
dugc thiét 1ap dwa vao tong quan cac nghién ctru trong va
ngoai nude da ap dung mo hinh UTAUT trong linh vuc
ngan hang va céc nghién ciru thyc nghiém lién quan dén y
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dinh va mirc chap nhan sir dung thé tin dung ctia khéch hang
nhu: Saibaba va Naryana [5], Gang liu va cdng su [3], Foon
va cong su [4], Mohd-Dali, N.R.S., Abdul-Hamid, H.,
Shahimi, S. and Wahid, H. [6], R.F. Kathure & P.A. Osiemo
[7], Kalisa Alfred, Dr.Olweny Tobias, Dr. Mbera Zenon
[8]....

Trong nghién ctru nay tac gia bd sung 2 nhan tb trong mo
hinh 1a thai d¢ hudng dén cong nghé va su lo la?'mg da duoc
chung minh 1a c6 y nghia khi thém vao trong cac nghién ctru
trén day, tir d6 nghién ciru tic dong ciia ca 6 nhén to (thay vi
4 nhan té ban dau trong mé hinh UTAUT gbc) dén muc do
chip nhan sir dung thé tin dung ctia khéch hang trén dia ban
TP.Bién Hoa.

M5 hinh dé xut nhu sau:
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Hinh 5. M6 hinh nghién ciru dé xudt
Nguon: Tong hop cua tac gia
Trong d6 Céac bién duoc dién giai va do luong thé hién trén
thang do Likert 5 diém dugc trinh bay ¢ Bang 1:

Bing 2. Dién gidi cdc bién

5 (0)\% 1)) Hiéu qua mong dgi
NLMD NG lyc mong doi
AHXH Anh huéng x3 hoi
DKTL Diéu kién thuan loi
Thai d6 huéng dén cong nghé
SLL Su lo ling

CNKH

Mirc d6 chip nhén ciia khich hang
Nguén: Téng hop cua tac gia

Gia thuyét nghién ctru:

H1: C6 su tac dong cua hiéu qua mong doi dén mtrc do
chép nhan sir dung thé tin dung cta khach hang.

H2: C6 sy tac dong ciia nd luc mong doi dén mtrc do chéip
nhan st dung thé tin dung cua khach hang.

H3: C6 su tac dong cua Anh huéng xd hoi dén mirc do
chép nhan sir dung thé tin dung cta khach hang.

H4: C6 sy tac dong cta Diéu kién thuén loi dén murc do
chép nhan sir dung thé tin dung cta khach hang.

H5: C6 sy tac dong ciia Thai do hudng dén cong nghé dén
mirc d6 chip nhan sir dung thé tin dung ctia khach hang.

Hé6: Su lo léng c6 tac dong dén murc 46 chép nhan st dung
thé tin dung cua khach hang.

4. KET QUA NGHIEN CUU
4.1 Panh gia thang do va phan tich nhan t6 EFA

Phuong phap nay cho phép loai bé nhimg bién khéng phi
hop bing hé s6 Cronbach’s Alpha. Theo Nunnally, Theo
Hoang Trong [11] d& nghi thang do c6 hé sé Cronbach’s
Alpha tir 0,6 tr& 1én ¢6 thé sir dung dwoc trong trudong hop
khai niém dang nghién ciru méi hodc méi d6i voi nguoi tra
16i trong bdi canh nghién ciru.

Két qua Cronbach’s Alpha cua cac bién quan sat cho
thdy thang do cta cic bién hiéu qua mong doi, nd luc
mong doi, anh huong xa hdi, diéu kién thuan loi, thai do
hudng dén cong nghé va sy lo le“'mg c6 hé sb tin cay
Cronbach’s Alpha déu 16n hon 0,6 va hé sé twong quan
bién téng >0,3, do d6 cac bién quan sat trong cic nhan to
nay déu dugc giit lai trong phan tich EFA.

Bing 3. Két qua kiém dinh dg tin cdy ciia thang do
Ky Cronbach's
hiéu Alpha

Thanh phén

Hiéu qua mong doi HQMD 0.726
N® lire mong doi NLMD 0.739
Anh huong x3 hdi AHXH 0.731
Diéu kién thuin li DKTL 0.615
Thai d) huéng dén cong nghé TD 0.740

" SLL 0.795
Mirc d9 chip nhén ciia khach CNKH 0.664

hang
Nguon: Tong hop ciia téc gia
Bing 4. Két qua hé s6 KMO va Bartlett’s Test
trong phdn tich nhan t6
Tri so6 Kaiser-Meyer-Olkin 0.698
Approx. Chi-Square 4727.301
df 190
Sphericity Sig. 0.000
Nguon: Két qua nghién ciru ciia tic gid

Bing 5. Phdn tich nhén té EFA ciia cdc bién dic ldp

Ma tran xoay nhan to

Component
1 2 3 4 5 6
0.986
0.986
0.983
0.974
0.886
0.807
0.771
0.691

AHXH4
XH1
XHS

DKTL4

0.869
0.813
0.676
0.668
0.833
0.830
0.830
0.871
0.833
0.716
0.965
0.964
Nguén: Két qua nghién cieu ciia tdc gid

Tuy nhién, cac thang do HQMD4, AHXH2, AHXH3,
DKTL2 c6 hé s twong quan bién tong <0.3 nén ta loai cac
bién nay khoi cac bude nghién ctru tiép theo, cic bién quan
sat con lai déu dugc giir lai trong phan tich EFA.

Sau khi danh gia do tin ciy cia cac thang do bing hé sb
Cronbach Alpha va loai di cac bién khong dam bao d tin
cdy, tic gia tién hanh phan tich nhan t5 v&i két qua nhu
Bang 4, 5.

Sau khi phan tich nhan t6 EFA cho thdy: Sig
=0.000<0.05, hé s6 KMO= 0.698>0.5 cho thiy mirc d6 y
nghia cta tap hop dit lidu dua vao phan tich nhan té kha

DKTLS
DKTL3
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t6t, chimg t6 mé hinh phan tich nhan t6 phi hop. Hé s tai
nhén té (Factor loading) déu 16n hon 0,5 va Eigenvalue =
1.674>1 cho thy cic thang do déu c6 ¥ nghia thyc tién.

Tac gia dt lai cac nhom thang do nhur sau: Anh huéng xa
hoi (AHXH) gdm 4 bién AHXHI, AHXH4, AHXH5 va
DKTL4; Su lo ling (SLL) gém 4 bién SLLI, SLL2, SLL3,
SLL4; Nb luyc mong dgi (NLMD) gdm 4 bién NLMDI,
NLMD2, NLMD3, NLMD 4; Hi¢u qua mong d¢i (HQMD)
gdm 3 bién quan sat HQMD1, HQMD2, HQMD?3; Thai d6
huéng dén cong nghé (TD) gdm 3 bién quan sat TD1, TD2,
TD3; Diéu kién thuan lgi (DKTL) gém 2 bién DKTL3 va
DKTLS.

4.2 Phan tich phwong sai phan du khong déi

Tiép tuc sir dung kiém dinh Spearman dé kiém tra giita
timg bién doc 1ap co ¥ nghia thng ké véi gid tri tuyét ddi
cia s6 du dwgc chuin héa (Absolute of Standardized
residuals, ABS). Tiéu chuén danh gia: khi cic hé sb twong
quan hang Spearman c6 muc y nghia > 0,05 thi c6 thé két
luén 14 phuong sai cia phan du khong thay d6i.

Bing 6. Phan tich phirong sai phan duw khéng déi

Pearson
Correlati 1 -.107 093 077 133" -.043 -014
on
Sig (2-
tailed) 067 112 187 053 465 .809
N 293 293 293 293 293 293 293
Pearson
Correlati -.107 1 -.046 042 -.068 -012 011
on
Sig (2-
tailed) 067 431 A7S 248 831 853
N 293 293 293 293 293 293 293
Pearson
Correlati 093 -.046 1 011 -.062 021 044
on
Sig (2-
tailed) 112 431 851 291 715 A48
N 293 293 293 293 293 293 293
Pearson
Correlati 077 042 011 1 010 140" -.022
on
Sig (2-
tailed) 187 A7S 851 867 056 707
N 293 293 293 293 293 293 293
Pearson
Correlati 133" -068  -.062 010 1 -011 024
on
Sig. (2-
tailed) 053 248 291 867 854 688
N 293 293 293 293 293 293 293
Pearson
Correlati -.043 -012 021 140" -011 1 002
on
Sig (2-
tailed) 465 831 715 056 854 978
N 293 293 293 293 293 293 293
Pearson
Correlati -014 011 044 -.022 024 002 1
on
Sig. (2-
tailed) .809 853 A48 707 688 978
N 293 293 293 293 293 293 293

Theo két qua nghién ctru thi cac bién AHXH, NLMD,
HQMD, TD, SLL va DKTL c6 Sig. lan luot 1a 0,809, 0,853,
0,448, 0,707, 0,688 va 0,978 (>0,05). Nhu viy, kiém dinh
Spearman cho biét phuo‘ng sai phan du cia sdu bién nay
khong doi va c6 y nghia vé mit nghién ciru.

ne
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4.3 Phan tich bién phu thudc
Bing 7. Phin tich EFA doi véi bién phu thudc

KMO and Bartlett's Test
Kaiser-Meyer-Olkin Measure of Sampling
0.651
Adequacy.
Approx. Chi-Square 126.886
Bartlett's Test of df 3
Sphericit
RS Sig. 0.000
Phuong sai trich 59('; 99
0
Eigenvalues 1.794

Nguon: Két qud téng hop tir diF liéu ciia tdc gid

Ddi v6i bién phy thude (CNKH) ta thiy hé s6 kiém dinh

KMO= 0.651>0.5, sig =0.000, hé ) Eigenvalues=1.794

>1 va phuong sai trich dat 59,799%, cho thdy kha ning
hoi tu tét cac bién trong thang do.

4.4 Phan tich két qua hoi quy

Sau khi tién hanh phan tich dir lidu thu thap dugc thong
qua cac budc tinh do tin cay Cronbach’s Alpha va phan
tich nhan t5, mé hinh nghién cuu da xac dinh dugc 6 nhan
t6 bao gdm: Anh huéng xa hoi (AHXH); Su lo ling (SLL);
N& lyc mong doi (NLMD); Hiéu qua mong doi (HQMD);
Théi d6 hudng dén cong nghé (TD); Diéu kién thuan loi
(DKTL) anh huong dén mirc d6 chép chip nhan st dung
thé tin dung cua khach hang. Nhu vdy, mé hinh nghién
ctru dy kién cuia tac gia dua ra ciing twong dbi chinh xac
va cac gia thuyét ban dau van duoc giit lai ta tién hanh
kiém dinh bing mé hinh hdi quy. Cac gia thuyét dugc dit
ra:

X0: Khong c6 sw anh hudng ctia cic nhan t dén mirc do
chép nhén sir dung thé tin dung ciia khach ‘hang.

X1: Anh huong x3 héi c6 anh hudng dén mire d6 chép
nhan str dung thé tin dung cua khach hang

X2: Su lo ldng c6 anh hudng dén mirc d6 chap nhén sir
dung thé tin dung cua khach hang.

X3: Nb lyc mong doi c6 anh huéng mirc ¢ chip nhan
sur dung thé tin dung cta khach hang

X4: Hiéu qua mong doi c6 anh huéng dén mirc d¢ chap
nhan str dung thé tin dung cua khach hang

X5: Thai d6 huéng dén cong nghé co anh huong dén
mirc d6 chép chép nhan sir dung thé tin dung cua khach
hang.

X6: Piéu kién thuan loi c6 anh hudéng mure do chép nhin
st dung thé tin dung ciia khich hang

Két qua hoi quy ciia mo hinh dwgc thé hién nhur sau:

Bing 8. Thong ké phan tich cac hé sé hoi quy

\Y 0) Do léch chuén

ciia phép tinh

R R?  R? hiéu chinh

0,781* 0,610 0,605 0,62828687

Nguén: Nghién ciru ciia téc gid

R? hiéu chinh = 0,605 cho thay su twong quan trung
binh hay noéi cach khac khoang 60,5% sy bién thién cua
bién phu thudc (muc do chip nhan sir dung thé tin dung
ctia khich hang) dugc giai thich boi bién doc 1ap: Anh
huong xa hoi (AHXH); Su lo lang (SLL); NG lyc mong
doi (NLMD); Hiéu qua mong doi (HQMD); Thai d¢
huéng dén cong nghé (TD); Dicu kién thuan lgi (DKTL).
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Bing 9. Cic théng s6 thong ké ciia timg bién

H¢ so chua

I Pa C(:)ng
chuan hoa

Giatrit o

Sig.

Lbi tiéu

= chudn sai F

3.099 0592 5231  0.000
PN 0021 0067 0019 0320 0049 0984 1.048
0016 0066 -0014 -0237 0013 0951 1.020
0.058 0070  0.049 0.823 0007 0983 1.017

0023 0062 0022 0374 0012 0971 1.030
0.041 0081 0030 0508 0004 0974 1.027
0.004 0065  0.003 0.057  0.000 0976 1.024

Nguon Nghién citu cua tac gia

Két qua kiém dinh da cong tuyén tai Bang 4 cho thiy hé
s6 phong dai phuong sai (VIF) 1a nho, chi dao dong tir 1,017-
1,048 do vay hién tuong da cong tuyén gitra 6 bién doc lap
trong mé hinh héi quy 1a nhé.

Bang 7 cho thay hé sb Sig. ciia ca 6 nhan té déu nho hon
0,05 do vay, gia thuyét cua 6 nhan t6 nay déu dugc chip
nhén. Piéu nay cho thay cac nhan t nay déu c6 y nghia trong
mo hinh nghia 1a su bién thién tang hay giam cua hé s6 cla
tung nhan td s& anh hudng dén mutrc do chap nhén st dung
thé tin dung ciia khach hang. Cu thé: Nhan t5 nd lyc mong
doi (NLMD) c6 tac dong manh nhét, tiép theo 1a Thai do
huéng dén cong nghé (TD), Hiéu qua mong doi (HQMD),
Anh huong xa hoi (AHXH), Diéu kién thuan loi (DKTL) déu
tac dong cing chiéu voi mirc d6 chap nhan st dung thé tin
dung ctia khach hang. Riéng bién Su lo ling (SLL) c6 tac
dong nguoc chiéu véi ¥ dinh chip nhan va st dung.

Ngoai ra, két qua nghién ctru ciing cho thiy cac yéu té
thanh phin khac trong mo hinh nhu Giéi tinh, tudi tac, kinh
nghiém va tu nguyén st dung ciling thé hién vai trd mot cach
dang ké thong qua cac tac dong dén 6 thanh phan chinh va
tac dong dén bién phu thudc- mirc do chip nhén sir dung thé
tin dung cta khach hang.

5.KET LUAN

V6i muyc tidu nghién ciru anh hudng ciia cac yéu td tac
dong dén muc do chép nhén st dung thé tin dung cta khach
hang trén dia ban thanh phé Bién Hoa, dé tai va két qua
nghién ctru cho thay ¢6 rat nhiéu yeu t6 lién quan tac dong
truc tlep va gian tlep anh huong dén mirc do chap nhén su
dung thé tin dung ctia khach hang. Mot s6 cac giai phap, kién
nghi dugc dé xuat nhu sau:

- Cén ting cudng mang ludi co sé ha ting nhim gia ting
su mong doi ky vong va tao thuan 19i trong qua trinh st
dung thé. Theo d6, cac ngin hang cin ¢ sy d6i mai va
sang tao trong cac ung dung the tin dung va kénh lién két
bén canh cac wu dii giam gi4 truyén thong.

(4]

(7]

Tang cudng cac hoat dong cong ddng két hop voi
marketing vé thé tin dung véi cac hinh thirc va chién
dich s6i dong, thu hut hon, tir d6 ting cudng nhan thirc
va loi ich cua thé tin dung, gitp tat ca cic khach hang
déu co diéu kién tiép can dung thir va gi6i thiéu cho
ban bé, ngudi than cung sur dung.

Bén canh cac si€u thi, trung tdm thuong mai, khach
san,... nén déng mo rong lién két mot cach rong khép
trong thanh todn qua thé nhu trudng hoc, bénh vién,
cong ty, quan café,... nhim gia ting sy tién loi trong
thanh toan moi l4c, moi noi.

Vé lau dai, mdi ngan hang cin don gian héa cac thu
tuc va hoan thién cac chinh sach bao mat mot cach dac
trung nhét nhim tao su yén tdm va bao vé quyén loi
cua khach hang khi tham gia st dung thé tin dung.
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