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ghién ciru nay nham kiém tra mire d¢ tdc dong cia cdc yéu to tac dong téi sw hai long cia
khach hang s dung dich vu mobile banking tai Viét Nam. Mot cudc khao sat voi 358 khach

hang cd nhan trong dg tuéi 18-40 dd dwoc thue hién. Di liéu thu thdp dwoe xir 1y théng qua phan mém SPSS
20.0 véi cdc ky thudt phan tich nhan t6 kham phd (EFA), kiém dinh dé tin cdy thang do, phdn tich twong
quan va phan tich hoi quy tuyén tinh. Két qua cho thdy yéu té Niém tin c¢é tic dong manh nhdt t6i sw hai
long ciia khdch hang, sau d6 la Gid tri thwong hiéu va Chdt lwong hé thong. Diém khdc biét trong két qua
nghién ciru nay la Chat lwong thong tin va Chi phi tai chinh khong cé tdc dong ti sw hai long ciia khdch
hang. Cudi ciing, mot s6 ham y chinh sach dwoc dwa ra nham givp cdc ngdn hang tang cuong sw hai long
cua khach hang sit dung mobile banking tai Viét Nam.

Tir khéa: Mobile banking, sw hai long, niém tin, gid tri thuwong hiéu, chi phi tai chinh cam nhdn.

JEL Classifications: M31

1. Gi6i thi¢u

Linh vic tai chinh dé ¢6 sy thay d6i dang ké trong
sudt mot thap nién qua, cung véi sy thay doi trong thi
hiéu nguoi tiéu ding va tac dong cua cong nghé méi
da dan dén viéc hinh thanh nén cac san pham va dich
vu ngan hang moéi (Malaquias & Hwang, 2019;
Baptista & Oliveira, 2015). Mot phan cia su thay d6i
ndy 14 xu hudng sir dung cac san phim dich vu ngan
hang dién tir nham giai quyét cac giao dich ngan hang
co ban (Geebren & cdng su, 2021). La mot trong
nhiing cong nghé méi va sang tao nhat, mobile bank-
ing 13 mot vi du dién hinh cho sy dot pha vé cong
ngh¢ di dong trong linh vuc ngan hang, cho phép
khach hang thyc hién cac giao dich tai chinh thong
qua thiét bi di dong, dién thoai thong minh hodc
phuong tién hd trg k¥ thuat s6 c4 nhan (PDA) tai thoi
diém va dia diém ma khach hang lya chon (Alalwan
& cong sy, 2017; Baptista & Oliveira, 2015; Zhou &
cong su, 2010; Luarn & Lin, 2005).

Viét Nam duogc coi 1a mdt trong nhiing thi truong
mobile banking c¢é tiém ning va co siic ting truong
nhit trong khu vuc chau A véi s6 luong giao dich
qua kénh mobile banking ting 198%, dat 418 triéu
luot voi tong gia tri dat 21.92 triéu ti dong, ting
210% so véi ndm 2018 va du bao s€ ting trudng
400% vao nam 2025 (Ngan hang Nha nudc, 2020).
Sé luong nguoi st dung smartphone tai Viét Nam dat
35.67 tri€u nguoi va du bao s€ dat 42.66 tri¢u ngudi
vao nam 2022 (Statista, 2019). Tuy vay, chi c6 39%
s6 nguoi st dung smartphone dé giao dich ngan hang
dién tir (Appota, 2018), c6 nghia 1a mobile banking
van chua thyc sy duge thAm nhap va phat trién. Vi
vy, c6 thé lap luan rang, thach thirc 16n nhét d6i voi
su thanh cong cta cong nghé nay la thuyét phuc
nguoi tiéu dung st dung mobile banking nhu mét
giai phap thay thé hoan toan cho cac kénh giao dich
truyén thong. Dé thuyét phuc nguoi tiéu ding sir
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dung cac dich vy cta mobile banking, viéc nghién
ctru cac yéu t6 tac dong dén sy hai long ciia khach
hang sir dung mobile banking déng mot vai tro rat
quan trong, boi: “St dung phai di truéce sy hai long
cua nguoi dung theo nghia quy trinh, nhung trai
nghiém tich cyc vdi viéc su dung s€ dan dén sy hai
long cua nguodi dung cao hon theo nghia nhan qua”
(DeLone & McLean, 2003, trang 23). Trong nghién
ctru nay, chiing t6i tap trung lam rd hai cau hoi:

(1) Su hai long ctiia nguoi dung mobile banking
tai Viét Nam chiu tac dong bdi yéu t6 nao?

(2) Lam thé nao dé ting cuong su hai long cua
nguoi dung mobile banking tai Viét Nam?

2. Téng quan ly thuyét

2.1. Sy hai long ciia khdach hang trong mobile
banking

Su hai long cta khach hang la thuéc do chung
cho sy thanh céng hogc hiéu qua cta hé thong théng
tin (Geebren & cong su, 2021; Chatterjee & cong
su, 2018; Tam & Oliveira, 2017; Chung & Kwon,
2009; DeLone & McLean, 2003). Sy hai long cta
ngudi dung 1a mot cu tric quan trong boi nod lién
quan dén céc bién s6 quan trong khac nhu phén tich
va thiét k& hé théng thong tin (Chung & Kwon,
2009), tur do gitp cai thién hiéu qua hoat dong va sy
thanh cong cua hé théng. Trong mot hé thng dua
trén nén tdng web, su hai long cua khach hang phu
thudc vao nhidu yéu t6 bao gdbm thlet ké, noi dung,
giao dién website, diéu huéng va ciu triic thong tin
(Chung & Kwon, 2009; McKinney & cfng su,
2002). Sy hai long 1a yéu t6 quan trong trong viéc
thiic day khach hang tiép tuc sir dung san pham dich
vu ctia doanh nghiép (Ha Tran-Thi-Phuong & cong
su, 2021; Zhou, 2013), gia tang 1ong trung thanh cia
khach hang (Berraies & cong sy, 2017), lam giam
d6 nhay cam vé gia, gia ting lwong khach hang va
nang cao hiéu qua kinh doanh (Fornell, 1992).

Theo Anderson (2000), su hai long cua khach
hang c6 thé dugc hiéu theo hai khia canh d6 1a: su
hai long turc thi; va sy hai long dugc tich tu dan. Su
hai long trong pham vi nghién ctru nay dugc hiéu
theo nghia sy hai long tich tu dan, tirc 1a sy hai long
vé téng thé, dai han dua trén kinh nghiém téng thé
vé viéc mua va su dung dich vu trong thoi gian dai
(Fornell, 1996). Do do, sy hai long duoc xem nhu

mdt cdu triic da dang, khong chi bao gdm cac yéu t&
vé chit lugng cam nhan (DeLone & McLean, 2003;
Tam & Oliveira, 2017; Chatterjee & cong su, 2018;
Berraies & cong su, 2017), chi phi tai chinh cam
nhén (Berraies & cong sy, 2017), ma con lién quan
dén cic yéu t6 khac cta doanh nghiép cung vng
nhu: thuong hi€u (Ha Tran-Thi-Phuong & cong su,
2021; Lei & Chu, 2015) va niém tin ctia ngudi ding
(Geebren & cong sy, 2021; Sharma & Sharma,
2019; Berraies & cong su, 2017).

2.2. Mé hinh thanh céng ciia hé thong théng
tin DeLone & McLean

M6 hinh thanh cong cua hé théng théng tin duogc
DeLone va McLean (1992) (con goi la md hinh
D&M) phat trién 1an dau trén co s6 mé hinh cta
Mason (1978; trich dan theo Geebren & cong su,
2021) vé hanh vi cta nguoi st dung thong tin va
hiéu suit cta hé¢ thong. Phién ban gbc ctia mé hinh
D&M di hinh thanh mot mé hinh vé mbi quan hé
qua lai giita sdu yéu t6 thanh cong cua hé thong
thong tin gdm: chit luong hé thong, chéit luong
thong tin, viéc sir dung, sy hai long ctia nguoi dung,
tac dong clia c4 nhan va tac dong cua to chic. Mo
hinh D&M cap nhat (DeLone va McLean, 2003) bd
sung thém thanh phan “Chét lwong dich vu” vao mé
hinh véi 1ap luan rang: trong khi chét lugng thong
tin va chit lugng hé thdng 13 nhiing cdu tric quan
trong nhit dé do 1u’0'ng su thanh cong ctia mdt hé
thong riéng 1e (he thong ca nhan) thi chat luong
dich vu la yeu t6 quan trong nhit dé do luong sy
thanh cong tong thé cua hé thong thong tin. Tuy
nhién, trong bai bao nay, yéu td chat luong dich vu
bi loai khoi mé hinh dé xuét vi nghién ctru nay dua
trén ca nhan da st dung mobile banking, c6 nghia la
thoi diém nay, giao dich ngan hang di dong chu yéu
dién ra thong qua cac tmg dung mobile banking cua
cac ngan hang duoc cai dat trén dién thoai di dong
ctia khach hang, dong thoi it ¢6 sy giao tiép voi phia
ngan hang, do dé luc nay mobile banking dugc coi
1a hé thdng ca nhan (Chung & Kwon, 2009).

2.3. M6 hinh va gii thuyét nghién ciru

2.3.1. Chdt lwong théng tin va sw hai long ciia
khach hang

Chat luong thong tin bao gém cac dic diém cua
hé théng nhu murc d6 lién quan, dﬁy du, chinh xac va
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kip thoi (Sharma & Sharma, 2019; Chatterjee va
cong su, 2018; Tam & Oliveira, 2017; Zhou, 2013).
Akter va cong sy (2013) nhan xét rémg chit lugng
thong tin 1a mot trong nhimg yéu t6 quyét dinh chinh
anh hudng dén thai do cua ngum ding d6i voi cong
nghé ma ho sir dung. Vi vy, chit luong thong tin co
thé duoc coi 1a cdu tric chinh mang lai sy hai long
(Chatterjee va cong su, 2018). Zhou (2013) ciing chi
ra rang trong trudong hop khong c6 chit lugng thong
tin tbt, nguoi tiéu ding s& phai nd luc rat nhiéu trong
viéc mo xé thong tin, tir 46 1am gia ting sy kho khan
trong hoat dong ciia ho. Gao & Bai (2014) cho thiy
thém rang trong truong hop khong c6 chét lucmg
thong tin tt, s hai long ciia ngudi tiéu ding co thé
giam do khong thé dap ung ky vong c6 duoc thong
tin cht luong tur viéc st dung mobile banking. Do
do, gia thuyét dat ra trong nghién ctru nay la:

Gid thuyét 1 (H1): Chat lwong théng tin cé tac
dong tich cuc toi sy hai long cua khdach hang sw
dung mobile banking

2.3.2. Chdt lwong hé théng va sw hai long ciia
khach hang

Pbi voi mobile banking, do khach hang khong
tryc tiép tiép xtc voi hé thdng cung tng dich vu
truyén thong (nhan vién, chi nhanh/phong giao dich,
trang thiét bi,...), chét luong hé théng dong vai tro
nhu mot “cira hang tryc tuyén” dan dén hanh vi st
dung mobile banking (Gao & Waechter, 2017). Chit
lwong hé théng phan anh tinh d& st dung, thoi gian
phan hoi, giao dién nguoi dung, d6 tin cdy va 6n dinh
(DeLone & McLean, 2003; Tam & Oliveira, 2017,
Sharma va cong su, 2017; Zhou, 2013). Trong truong
hop khéng co cac tinh ning nay, nguoi ding cé thé
nghi ngo chat lwong va kha ning cung cip dich vu
ctia nha cung cép vi diéu nay c6 thé lam gia ting kho
khan ctia khach hang trong viéc str dung thiét bi va co
thé din dén giam y dinh str dung mobile banking ctia
ngudi dung. Tam & Oliveira (2017) cho thdy néu
ngudi ding trai nghiém hé thong hoat dong t6t hon s&
dan dén sy hai long va hanh vi sir dung mobile bank-
ing cua ngudi dung. Trén co sé cac lap ludn trén, ¢
thé gia dinh thém rang chit lugng hé thong cao hon
c6 thé lam ting sy hai 1ong cta ngudi ding mobile
banking. Do d6, gia thuyét dit ra 1a:

khoa hoc

Gid thuyét 2 (H2): Chat lwong hé thong cé tac
dong tich cuc toi sy hai long cua khach hang sw
dung mobile banking

2.3.3. Niém tin va suw hai long ciia khdch hang

Niém tin tir 1au da duogc coi la chit xuc tac trong
viéc tao 1ap cac mdi quan hé kinh doanh thoa man
trong mdi trudng truc tuyén, dic biét 1a trong bdi
canh thuong mai dién tir (Chen, Hsiao, & Hsieh,
2019). Niém tin lién quan dén sy mong doi ciia mot
bén vé cac hanh dong cu thé cia mot bén khéac va rii
ro lién quan dén cac hanh dong nay (McKnight &
cong sy, 2002). Tuong tu, trong bdi canh mobile
banking, khach hang ky vong rang ngan hang s&
cung cip cho ho nhitng dich vu tién lgi va phu hop.
Néu mobile banking dap ung dugc ky vong cia
nguodi dung, ho s& cd xu hudng tin tudng vao cac
dich vu mobile banking (Malaquias & Hwang,
2016; Mehrad & Mohammadi, 2017; Alalwan &
cong su, 2017). Viéc gia ting niém tin vao mobile
banking s& din dén muc d6 hai long cao hon cia
khach hang, tir 46 dam bao su thanh cong cua loai
hinh dich vu mobile banking (Sharma & Sharma,
2019; Chatterjee & cong su, 2018). Do d6, gia
thuyét nghién ciru dat ra 1a:

Gid thuyét 3: Niém tin c6 dnh huong tich cuc dén
sw hai long cua khach hang swr dung mobile banking.

2.3.4. Chi phi tai chinh cam nhdn va sy hai long
cua khach hang

C6 mot sb quan diém chung cho rang, gia tri co
tac dong to 16n dén murc d hai long khach hang
(Cronin & cong su, 2000). Chat lugng dich vu cao
chua chic chin dan dén sy hai long cta khach hang
s& cao. Néu muc phi dich vu duoc coi 1a cao van co
thé tac dong tiéu cuc dén sy hai long cua khach
hang; va nguogc lai, mac du mot dich vu co thé
khong cao vé chit luong, nhung néu dich vu d6 ¢6
mirc gia canh tranh van c6 thé dong gbp vao viée tao
1ap va gia tang gia tri va sy hai long cta khach hang
(Caruana va cong su, 2000).

Trong dich vu ngan hang truyén thong, gia c6 thé
1a yéu t& co anh hudng t6i su hai long cua khach
hang (HO Huy Tyu & Lé My Linh, 2014). Trong cac
nghién ctru vé mobile banking, chi phi tai chinh cam
nhén dugc dinh nghia 1a mic d6 ma nguoi su dung
tin rang viéc sir dung ngan hang di dong s& ton kém
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vé mit tai chinh va c6 thé anh hudéng téi hanh vi st
dung mobile banking (Luarn & Lin, 2005; Sindhu
Singh, 2018; Ha Nam Khanh Giao & Tran Kim
Chau, 2020), nhung chua cé nghién ctru nao kiém
dinh sy tac dong cta yéu td nay t6i su hai long cia
khach hang sir dung dich vu mobile banking. Do do,
nghién ctru nay dit ra gia thuyét sau:

Gid thuyét 4: Chi phi tai chinh cam nhédn c6 dnh
hieong tiéu cwc dén sie hai long cia khach hang sir
dung mobile banking.

2.3.5. Gia tri thwong hiéu va sy hai long cia
khach hang

Gia tri thuong hi€u la mot chu dé duge nghién
cuu rong rai trong gidi hoc thuét trén thé gidi. Trong
nghién curu nay, chiing t6i st dung phuong phap do
ludng gia tri thwong hiéu & cdp do khach hang ca
nhan, tirc 1a dya trén su khac biét gitra xac xuét lya
chon ctia khich hang dbi v6i thuong hiéu san pham
dich vu nay so voi sy lya chon cua ho véi cac san
phém dich vu khac (Srinivasan & cong su, 2005;
Jamshidi & cong sy, 2018). Thuc té, boi thuong
hiéu manh truyén tai chét luong cia san phém dich
vy, nén mdt thuong hiéu manh co thé khién khach
hang phan biét thuong hi€u nay véi cac thuong hiéu
con lai (Aaker, 2012). Cac nghién ctru thyc nghiém
cua Nam & cong su (2011), Lei & Chu (2015) chira
rang gié tri thwong hiéu c6 mbi quan hé tich cuc véi
su hai long cia khach hang su dung san phém/dich
vu. Trong bdi canh mobile banking, da c6 mdt vai

3. Phwong phap nghién ciru va dir li€u

3.1. Phdt trién bing héi

Thong qua tong quan cic tai liéu nghién ctu
truge ddy c6 lién quan dén mobile banking, chung
t6i phat trién bang cau hoi dé thu thap di liéu. Cu
trac mé hinh nghién ctru dé xuat gdm 05 bién phy
thudc (Chét lugng thong tin, Chat luong hé théng,
Niém tin, Chi phi tai chinh cam nhan, Gid tri
thuong hi¢u) va 01 bién doc 1ap (Su hai long cua
khach hang). Cac thang do cua bién “Chat lugng
thong tin” (INFQ) va “Chat lugng hé thong” dugc
ké thira tir nghién ctru ctia Tam & Oliveira (2017).
Bién “Niém tin” c6 04 thang do dugc ké thira tir
nghién ctru cua Mehrad & Mohammadi (2017) va
01 thang do ké thira tir nghién ciru ciia Alalwan &
cong sy (2017). Bién “Chi phi tai chinh cam nhan”
st dung 02 thang do ctia Luarn & Lin (2005) va 01
thang do cua Sindhu Singh (2018). Cac thang do
ctia bién “Gia tri thwong hiéu” ké thira ctia Jamshidi
va cong sy (2018). Bién “Sy hai long cua khach
hang” c¢6 03 thang do ké thira ciia Sharma &
Sharma (2019) va 01 thang do ké thira ctia Tam &
Oliveira (2017).

Céc cau hoi dugc thiét ké dudi dang cau hoi
dong, sir dung thang do Likert 7 mirc do dé thuan
tién cho viéc quan ly va phéan tich dir li¢u. Pap vién
s& lya chon phuong an tra 10i theo phd diém tir murc
d6 1 (rat khong dong ¥) ting dan cho dén murc d6 7
(rét ddng ). Bang cau hoi dugc dich sang tiéng Viét

nghién ctru ching minh dugc céc khia
canh cua thuong hi€u (gia tri thuong
hiéu, hinh anh thuong hiéu, nhan thic

Chat lwong
thong tin

vé thuong hiéu) co tac dong tich cuc
dang ké t6i y dinh tiép tuc sir dung (Ha

Chat lwgng
hé théng

Tran-Thi-Phuong & cong sy, 2021;

Jamshidi & cong su, 2018; C. S. Chen,
2013), nhung chua cé nghién cuu nao

Niém tin

Sw hai long cia
Kkhach hang

kiem dinh moi quan hé gitta gid tri

thuong hi¢u véi sy hai long cua nguoi

Chi phi tai chinh

ding mobile banking. DPiéu nay dan cam nhan
dén gia thuyét sau:
Gia thuyét 5: Gia tri thuwong hiéu co Gi4 tri

anh huong tiéu cuc dén sy hai long cua

thuvong hiéu

khach hang swr dung mobile banking.

Nguon: Nhém téac gida

Hinh 1: M6 hinh nghién ciru dé xudt
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Bang 1: Thang do cdc bién s6 ciia mé hinh nghién ciru

Bién s6 M3 héa Muc héi (Items) Nguon
(Variables)
1. Chat INFQ1  Thong tin dugc cung cap boi moblle bankmg (MB) rét hitu ich Tam & Oliveira
lugng thong  INFQ2  Théng tin dugc cung cap boi MB rét dé hidu (2017)
tin INFQ)  INFQ3  Thong tin dugc cung cip boi MB rat tha vi
INFQ4 Thong tin dugc cung cip boi MB dang tin cay
INFQ5  Théng tin dugc cung cip boi MB rét day du
INFQ6  Thong tin dugc cung cép boi MB rét cip nhat
2. Chét SYSQ1 Ung dung (app) MB rat dé diéu huéng Tam & Oliveira
luong hé SYSQ2 Ung dung MB cho phép tim thay cac thong tin ma toi dang tim kiém  (2017)
thong mét cach dé dang
(SYSQ) SYSQ3 Ung dung MB duoc ciu tric tot
SYSQ4 MB dé sir dung
SYSQ5 MB cung cép céc chirc ning rit phi hop
3. Niém tin TR1 Toi nghi dich vu MB la dang tin cay Mehrad &
(TR) TR2 Dich vu MB dugc tao ra la dé gitp do khach hang Mohammadi
TR3  Tbi nghi ring cac ngén hang dang hoan thanh nghia vy cua minh (2017); Alalwan
trong linh vuc ngéan hang di dong & cong su
TR4  Toi tin tuong ngn hang ca toi s€ cung cap cac dich vu MB an toan  (2017)
TR5  Tbi cam thiy yén tdm rang cac chu tric phap 1y va cong nghé s& bao
vé toi khoi cac su cd vé MB
4.Chiphitaii PFC1  Téi nghi sir dung MB s& rat ton kém Luarn & Lin
chinhcam ~ PFC2  Cé nhiéu rao can tai chinh (vi du: phai tra tién mua thiét bi cAm tay,  (2005); Sindhu
nhan (PFC) phi truy cap internet) cho viéc st dung MB cua toi Singh (2018)
PFC3 Vi t6i, phi ding ky dé sir dung MB la dit
5. Giatri BEI Str dung MB cuia ngan hang X 1a hop 1y hon so véi cac ngan hang Jamshidi va
thuong hiéu khéc, ngay ca khi ching gidng nhau cong su (2018)
(BE) BE2  Ngay ca khi MB cua ngan hang khac c6 tinh nang tuong ty nhu ngan
hang X, t6i van thich sir dung MB ctia ngan hang X hon
BE3  Néu c6 mot ngan hang nao khac ¢6 thwong hi¢u MB t6t nhu ciia ngan
hang X, t6i van thich sir dung MB clia ngan hang X hon
BE4  Néu MB ciia mot ngan hang khac khong khac biét gi voi ngan hang
X, thi viéc str dung MB ctia ngén hang X co ve thong minh hon
6. Sy hai SA1 Tbi hai long rang MB dép tng cac nhu ciu cua toi Sharma &
long (SA) SA2 To6i hai 1ong véi hiéu qua cia MB Sharma (2019);
SA3 T6i hai Iong véi hiéu suit cia MB Tam & Oliveira
SA4 Nhin chung, t6i hai long véi MB (2017)

(Nguon: Tong hop ciia tac gid)

bang k¥ thuat dich ngugc dé dam bdo tinh tin cay
(Bulmer & Warwick, 1993).

Sau khi phat trién bang hoi, chiing t6i thuc hién
nghién ctru so b nham kiém tra d tin cay cua thang
do voi quy mdé mau dy dinh ban dau 13 50 sinh vién.
Sau khi thu vé 47 phiéu va loc 06 phiéu khong hop
I¢, dit liéu thu duogc dugc xu ly bé‘mg phén mém
SPSS 20.0 thong qua hé s Cronbach’s alpha. Két
qué cho thiy hé sé Cronbach’s alpha cia tit ca cac

bién déu 16n hon 0.70, c6 nghia la dam bao do tin
cay (Nunally & Bernstein, 1978).

3.2. Thu thdp va xw ly dii li¢u

Pbi tugng khao sat chinh trong nghién ciru nay
1a cac khach hang c4 nhan trong d6 tudi tir 18-40
tudi. Nhom ddi twong khach hang nay cé cac dic
diém: yéu thich dién thoai di dong, str dung cong
nghé tir sém va mure d§ st dung cong ngh¢ cling nhu
cac dich vu trén nén tang di dong 16n (Kumar &
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Bang 2: Pdc diém mau khao sat

Bién Thudc tinh
Do tudi Tir 18-30 tudi: 89.11%; Tir 31-40 tudi: 10.9%
Gi01 tinh Nam: 65.36%; Nir: 34.64%
Trinh do Tot nghié€p PTTH: 11.73%; Pai hoc: 81.84%; Sau dai hoc: 6.43%
Thu nhap Duéi 10 triéu: 75.14%; Tt 11-20 triéu: 15.08%; Tir 21-30 triéu: 3.91%; Tur 31-
(VND/thang) 40 triéu: 3.35%; Trén 40 trigu: 2.52%
Nghé nghiép Sinh vién: 8.38%; Nhan vién van phong: 53.35%; Can bd cong chuc: 31.56%;
Cong nhan: 3.35%; Néi tro: 0.28%
Kinh nghiém str dung | Duéi 01 nam: 17.04%; Twr 1-5 ndm: 71.51%; Trén 05 ndm: 11.45%
mobile banking
Mtic do thuong Str dung hang ngay: 26.26%; Str dung hang tuan: 43.58%; Str dung hang thang:
xuyén st dung 28.49%: Y kién khac: 1,67%

Nguon: Thong ké tir két quad khdo sat
Lim, 2008). Do d6, diy dugc coi 1a nhom doi tuong
khach hang hién tai va tiém ning cta mobile bank-
ing (Malaquias & Hwang, 2016).

Vé ¢& mau, chung t6i du dinh quy mé mau 1a 500.
Hinh thirc khéo sat bao gdbm: giri phiéu truc tiép cho
khach hang va khao sat qua internet. Két qua: Véi
phat phiéu tryc tiép, ban dau chung toi phat ra 200
phiéu, thu vé 135 phiéu (ty 1é hoi dap dat 67.5%),
trong d6 ¢6 23 phiéu khong hop 18 do tich cling mic
diém & tat ca phuong an tra 10i va/hodc bo tréng qua
nhiéu cau héi nén da bi loai bé. V& khdo sat truc
tuyén, chang toi thu vé 205 phiéu qua link:
http://.docs.google.com. Bén canh d6, c6 41 phiéu
duoc tan dung tr nghién ctru dinh lugng so bd. Nhu
vay, sau khi da loai di cac phiéu khong hop 18, ¢ tong
s6 358 phiéu duoc st dung dé dua vao phén tich.

Théng ké miu khao sat cho thiy: phan 16n dap
vién 12 nam (65.36%), d6 tudi phd bién 1a 18-30
(chiém 89.11%), chu yéu la nhan vién van phong
(50.56%) va can bo cong chire (34.36%). Vé co cau
thu nhap, phan 16n co cdu mau khao sat c6 muc thu
nhap thap (dudi 10 tridu/thang, chiém 75.14%) va
mirc trung binh (tir 11-20 triéu, chiém 15.08%). Da
phan dap vién co kinh nghiém str dung mobile bank-
ing tr 1-5 nam (71.51%) va murc do sir dung mobile
banking phd bién nhit 1a st dung hang tuin
(43.58%), nhung ciing c6 dén 26.26% dap vién cd
muc d¢ st dung cao (st dung hang ngay).

Sau khi thu thap va lam sach di liéu, phan mém
SPSS 20.0 dugc st dung dé xu 1y dir li¢u. Trudc tién,
c4c thang do s& duoc dura vao phan tich nhan t6 kham

pha EFA va danh gia vé do tin cdy thong qua hé s
Cronbach Alpha cho 06 bién sb trong md hinh dé
xudt (chat luong thong tin, chét luong hé théng, niém
tin, chi phi tai chinh cdm nhén, gia tri thuong hiéu,
su hai long cua khach hang). Cu01 cung, nghién ciru
su dung hdi quy dé kiém chig mdi quan hé giira cac
bién sb trong md hinh. M6 hinh hoi quy c6 dang:

Y(SA) = B*INFQ+ Br,*SYSQ + B3*TR +
B4*PFC+ Bs*BE + ¢

Trong d6: By, By, B3> Bas Bs & hé sb hdi quy
chuan hoa tong thé Y voi cac bién doc lap tuong
mg; € 1a sai sd.

4. Két qua va thao luin

4.1. Phén tich nhén té khdam phd (EFA)

Két qua phan tich nhan t6 kham pha (EFA) voi
05 bién doc 1ap trong mé hinh cho thdy: hé sé
KMO = 0.929 > 0.5, c6 nghia dit li¢u nghién ctru
phu hop véi phan tich nhan t6 kham pha EFA, muc
y nghia ciia kiém dinh Barlett: Sig = 0.000 cho thay
cac bién quan sat c6 twong quan voi nhau trong
tong thé (Hoang Trong & Chu Nguyén Mong
Ngoc, 2008) Sau khi st dung phuong phap xoay
nhan t4, tit ca cac thang do déu dat yeu cau (hé so
factor loading déu > 0.5) va trich rat vé 05 nhan to:
chét lugng thong tin (INFQ), chat luong hé thong
(SYSQ), niém tin (TR), gi4 tri thuong hiéu (BE),
va chi phi tai chinh cam nhén (PFC). Gia tri eigen-
value ciia 5 nhan t6 ding chan & 1.020 > 1, v&i
téng phuong sai trich 1a 75.710% (>50%) cho thay
5 bién doc lap giai thich duoc 75.710% su bién
thién cta dit licu (bang 3).
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Phén tich kham pha (EFA) voi bién phu thudc
“Sy hai long cua khach hang” (SA) cho thdy hé sé
KMO = 0.850 > 0.5, c¢6 nghia di liéu nghién ctru
phti hop véi phan tich nhan t6 kham pha, gia trj Sig
= 0.000 < 0.05 c6 nghia 1a cac bién quan sat cd
tuong quan véi nhau trong tong thé. Gia tri riéng
Eigenvalue = 3.258 1a phu hop. Hé s6 factor loading
cua tat ca cac bién quan sat cua bién phu thuoéc SA
déu 16n hon 0.5 (bang 3).

Bang 3: Hé s6 factor loading ciia cdc thang do

4.2. Kiém dinh dp tin cy ciia thang do

Nghién ctru sir dung phuong phap hé sé tin ciy
Cronbach’s Alpha sau khi phan tich nhan t6 EFA dé
loai cac bién khong phu hop. Két qua kiém dinh cho
thdy hé s6 Cronbach alpha ctia ca 06 bién trong mo
hinh nghién clru déu nam trong khoang (0.8 - 0.92).
Mit khéc, hé tb twong quan bién - tong clia tt ca cac
thang do déu 16n hon 0.3, do d6 tt ca cac thang do
trong mo hinh nghién ciru dé dam bao do tin cay.

4.3. Phan tich twong quan
Tir bang 6 cho thay:

cac bién trong mod hinh

Thanh phan nghién ctu déu twong
! 2 3 4 > 6 huan chidu voi
INFQ3 868 quan_ thuan
INFQS5 31 nhap (h¢ s0_tuong quan
INFQI 820 tuyén tinh déu mang dau
INFQ2 783 duong) va ¢co y nghla
INFQ6 699 thong ké véi gia tri sig rat
INFQ4 654 bé (sig déu <0.05). Hé s’o
SYSQI 885 twong quan r tuyét doi
SYSQ3 853 cia ca 06 bien (SA,
SYSQ5 .848 INFQ, SYSQ, TR, PFC,
SYSQ4 807 BE) déu nam trong
SYSQ2 .805 khoang (0.1-0.72) chirng
TR4 876 minh céc bién trén c6 mdi
TRS 851 lién hé tuyén tinh voi
TR2 831 nhau. Trong d6, bién SA
TR3 828 va TR ¢6 méi lién hé
TRI 722 tuyén tinh chat ché nhét
oy o (= 0.713) va bién SA v
BEI :8 67 PFC c6 moi lién h¢ tuyen
BE4 364 tinh yéu nhat (r = 0.118).
PFC3 905 quy
PFC2 887 Chung t61 thyc hién
SA1 0.894 danh gia sy phu hop cia
SA2 0.935 md hinh tuyén tinh thong
SA3 0.879 qua hé s6 phii hop ctia md
SA4 0.901 hinh (R2). Hé s6 R2 cang
Eigenvalue 10.616 2.643 1.876 1.258 1.020 3.258 cao thi kha ning giai

Sig cta kiém dinh Barlett’s = 0.000

thich ctia md hinh hoi

KMO ciia bién phu thudc = 0.929; KMO cua bién doc lap = 0.850

Téng phuong sai trich cua 05 bién doc lap = 75.710%, cua bién phu thude =

quy cang 16n va viéc du
doan bién phu thudc cang

81.440% chinh xéc. Két qua tu
Nguon: Tong hop tir két qua xir Iy bang SPSS 20.0 bang 6 cho thay gid tri R
khoa hoc =
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Bang 4: Gid tri Cronbach’s alpha cia cdc bién

Trung binh thang Phuong sai thang Tuong quan Cronbach's Alpha
do néu loai bién  do néu loai bién bién tong néu loai bién
Cronbach alpha ciia bién INFQ = 0.897
INFQ1 26.34 30.700 .709 .880
INFQ2 26.25 31.026 751 .874
INFQ3 26.84 31.315 .619 .896
INFQ4 26.08 31.397 733 .877
INFQ5 26.24 29.959 .806 .865
INFQ6 26.20 30.830 7124 .878
Cronbach alpha ciia bién SYSQ = 0.922
SYSQI 21.41 21.665 777 .908
SYSQ2 21.56 21.305 785 .906
SYSQ3 21.48 21.248 .839 .895
SYSQ4 21.24 22.329 .808 902
SYSQ5 21.28 22.380 779 .907
Cronbach alpha ciia bién TR = 0.906
TRI 21.60 22.308 758 .887
TR2 21.23 22.638 17 .896
TR3 21.47 21.998 758 .887
TR4 21.44 21.451 .823 .873
TRS 21.58 21.707 767 .885
Cronbach alpha ciia bién PFC = 0.909
PFC1 8.05 11.681 .844 .849
PFC2 8.01 12.392 .804 .882
PFC3 7.91 11.815 .809 .879
Cronbach alpha ciia bién BE = 0.921
BEI 14.34 17.758 786 910
BE2 14.22 17.154 .874 .879
BE3 14.28 18.171 .822 .897
BE4 14.11 18.595 796 .905
Cronbach alpha ciia bién SA = 0.924
SATI 16.23 14.031 .809 .906
SAT2 16.21 13.736 .878 .882
SAT3 16.24 14.437 7187 913
SAT4 16.12 14.098 .820 902

Nguon: Tong hop tir két qua xir 1y bang SPSS 20.0

= (0.574 va R? hiéu chinh = 0.568 c6 y nghia la
56.8% su bién thién vé Sy hai 1ong ctia khach hang
sir dung mobile banking dugc giai thich bai cac bién
ddc 1ap trong m6 hinh nghién ctiu.

Két qua kiém dinh F trong bang ANOVA dé xem
xét mo hinh hoi quy tuyén tinh trong nghién ctru c6

thé suy rong va ap dung dugc cho tong thé hay
khong. Két qua tir bang 7 cho thdy gia tri théng ké F
= 94.965 (Sig. = 0.000), c6 nghia mé hinh héi quy
tuyén tinh boi phi hop v6i tap dit liéu, cac bién doc
lap c6 quan h¢ tuyen tinh voi bién phu thudc va két
qua thye hién trén mau co thé suy rong cho tong thé.
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Bang 5: Ma trdn hé sé twong quan Pearson

SA INFQ SYSQ TR PFC BE
Pearson Correlation 1 558" 639" 713" 118" S71
SA Sig. (2-tailed) .000 .000 .000 .025 .000
N 358 358 358 358 358 358
Pearson Correlation 558" 1 .694" 655" 224" 492"
INFQ Sig. (2-tailed) .000 .000 .000 .000 .000
N 358 358 358 358 358 358
Pearson Correlation  .639™ 694" 1 713" Jq121° 494"
SYSQ Sig. (2-tailed) .000 .000 .000 .022 .000
N 358 358 358 358 358 358
Pearson Correlation 713" 655" 713" 1 142" 5717
TR Sig. (2-tailed) .000 .000 .000 .007 .000
N 358 358 358 358 358 358
Pearson Correlation 118" 224" 1217 1427 1 247"
PFC Sig. (2-tailed) .025 .000 .022 .007 .000
N 358 358 358 358 358 358
Pearson Correlation  .571"" 492" 494" S717 2477 1
BE Sig. (2-tailed) .000 .000 .000 .000 .000
N 358 358 358 358 358 358

Nguon: Két qua xir Iy bang SPSS 20.0

Bang 6: Danh gia sy phu hop cia mé hinh

Mo hinh R R? R? diéu chinh Sai s6 chuén uéc lugng Hé s6 Durbin-Watson
1 758 .574 .568 81150 1.800
(Nguon: Két qua xir 1y bang SPSS 20.0)
Bang 7: Két qua phén tich ANOVA
Mo hinh Téng binh phwong  Df Trung binh F Sig.
. binh phwong
H()‘i quy 312.689 5 62.538 94.965 .000°
1 Phan du 231.804 352 .659
Total 544.492 357

(Nguon: Két qua xit Iy bang SPSS 20.0)

K&t qua phan tich hoi quy tuyén tinh bdi cho thay
gi4 tri Sig ciia bién Chat lugng thong tin (INFQ) va
Chi phi tai chinh cam nhan (PFC) > 0.05, cho thiy
hai bién nay khong c6 y nghia trong mé hinh nghién
ctru, do d6 gia thuyét H1 va H4 khong duoc chip
nhén. Ba bién con lai (SYSQ, TR, BE) déu c6 gia tri
Sig < 0.05, ¢6 nghia ca 03 bién nay déu c6 y nghia
trong mo hinh. Nhu vy, gia thuyét H2, H3, H5 déu
duogc chap nhan (Bang 8).

Mb hinh héi quy danh gia su tic dong cla cac
yéu to téi sy hai long cia khach hang s dung
mobile banking ctia nguoi tiéu dung Viét Nam duoc
viét lai nhu sau:

SA= 0.211*SYSQ + 0.419*TR + 0.217*BE

Nhu vay, két qua phan tich mo hinh hdi quy
tuyén tinh boi chi ra c6 03 yéu td tac dong dén su hai
long cia khach hang sir dung dich vu mobile bank-
ing tai Viét Nam gém: Chat lugng hé thong (SYSQ),

=
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Bang 8: Két quad phdn tich hoi quy tuyén tinh

Mo hinh Hé s6 hoi quy Hé s6 t Sig.  Théng ké da cong tuyén
chwa chuin héa hdi quy
chuén hoa
B D) léch Beta Hé sb VIF
chuén chip nhén

Hing s6 755 238 3.169  .002
INFQ .042 .059 .037 715 475 445 2.245
1 SYSQ 225 .059 211 3.814 .000 .396 2.522
TR 446 .059 419 7.607 .000 399 2.504
PFC -.021 .027 -.029 -.785 433 916 1.092
BE 192 .039 217 4.922 .000 .624 1.602

(Nguon: Két qua xur Iy bang SPSS 20.0)
Niém tin (TR), va Gia tri thuong hiéu (BE). Trong
do, yéu td tac dong manh nhat t6i sy hai long cua
khach hang st dung dich vu mobile banking tai Viét
Nam 14 Niém tin (TR) véi hé s6 p = 0.419. Tiép theo
d6 1a Gia tri thuong hiéu (BE) va Chét luong hé
thdng (SYSQ) v6i hé s6 B 1an lugt 12 0.217 va 0.211.

5. Théo luian va ham y chinh sach

5.1. Thdo lugn

Nhu vay, két qua nghién ctru chip nhan 03 gia
thuyét tuong ung voi 03 yéu t 1a: Chat lugng hé
thdng (SYSQ), Niém tin (TR) va gié tri thwong hiéu
(BE) tac dong dén sy hai long cua khach hang st
dung mobile banking tai Viét Nam. Hai yéu t6 Chét
lugng thong tin (INFQ) va Chi phi tai chinh cam
nhan (PFC) khong tac dong dén sy hai long cua
khach hang. Cu thé:

Yéu t6 niém tin c6 tac dong tich cuc vuot trdi téi
su hai long cta khach hang str dung mobile banking
(B= 0.419). Két qua nay c6 su twong dong véi két
qud nghién ctu cia Sharma & Sharma (2019)
Chatterjee & cong su (2018) Diéu nay ngu y ring
cac khia canh lién quan dén tinh tin cdy, an toan va
hiru ich ctia mobile banking di véi cong viée va
cudc sdng cua nguoi tiéu dung dong vai trd quan
trong trong vi€c tao 1&p sy hai long cta ho ddi voi
loai hinh dich vu nay. Mét khac, so sanh vdi hinh
thirc giao dich ngan hang truyén thdng, mobile
banking dang ching té dugc sttc manh vuot trdi khi
mang lai nhidu gia tri gia ting hon cho ngudi ding
v6i nhiéu loai hinh dich vu phong phu, tién ich va
chuyén nghiép.

Nghien cuu cing chi ra sy tac dong tich cyc kha
dang ké cua yéu té “Gia tri thuong hiéu” t6i sy hai
long cua khach hang sir dung mobile banking (B=
0.217). Piéu nay ngu ¥ rang nha cung tng dich vu
mobile banking (ngan hang) cang cé uy tin thuong
hiéu cao, khach hang cang c¢6 xu hudng hai long va
trung thanh véi dich vu mobile banking ctia ngan
hang d6. Két qua nay ciing phan anh mot thuc té tai
Viét Nam, boi hau hét cac ngan hang thwong mai
dugc khach hang danh gia cao vé mobile banking
déu 1a nhitng ngan hang 16n va c6 do nhan dién
thuong hiéu cao, ddng thoi coi mobile banking 14
huéng di chién lugc trong phat trién thi truong ngan
hang ban I¢é.

Két qua nghién ciru cling cho thdy duoc sy tac
dong tich cuc dang ké cua yéu t& “Chét luong hé
thdng” t6i sy hai 1ong cua khach hang (B= 0.211).
Diéu nay ngu y ngudi tiéu ding Viét Nam rat coi
trong tinh than thién, d& sir dung vé cdu tric cta
ung dung mobile banking ciing nhu cac chirc nang/
loai hinh dich vu dugc cung ing boi mobile bank-
ing phit hop véi nhu cau khach hang. Sy thoa man
ciia khach hang d6i voi chat luong hé thong cua
mobile banking cang cao thi su hai 1ong cua khach
hang sir dung dich vu nay cang 16n. Két qua nay co
su trung hop v6i nhidu nghién ciru trude do cia
Tam & Oliveira (2017), Sharma va cong su (2017),
Zhou (2013) nhung lai trdi nguwoc voi két qua
nghién cuu cua Sharma & Sharma (2019),
Chatterjee & cong su (2018).
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Két qua nghién ctru khong cho thdy duoc mbi
lién hé giita yéu t6 “Chi phi tai chinh cam nhan” véi
su hai 10ng ciia khach hang. Piéu nay c6 thé duogc
giai thich 1a do mirc chi phi cho cac dich vu mobile
banking cta cac ngan hang tai Viét Nam khong cao
va kha da dang theo cac muc st dung dich vu. Mt
khéc, cac thiét bi can thiét cho sir dung mobile bank-
ing nhu smartphone d va dang duoc coi 1a thiét bi
thiét yéu cho cudc sdng ma khong phai 14 thiét bi chi
danh riéng cho st dung mobile banking. Do do6,
khach hang hau nhu khong cam nhéan sy khac biét
qua 16n vé& muc chi phi tai chinh khi str dung mobile
banking cua cac ngan hang. Két qua nay co sy trai
nguoc véi két qua nghién ciu ciia Luarn & Lin
(2005), Ha Nam Khanh Giao & Tran Kim Chéu
(2020), H5 Huy Tyu & Lé My Linh (2014).

Két qua nghién ctru ciing khong chimg minh
duoc mbi lién hé gilia “Chét lugng thong tin” véi sy
hai long cua khach hang st dyng mobile banking.
Diéu nay c6 thé dugc giai thich 1a khach hang st
dung mobile banking tai Vié¢t Nam khong coi Gng
dung mobile banking 13 cong cy tim kiém va thoa
man su vui thich vé thong tin ma chi nham phuc vu
cho cong viéc thiét yéu. Két qua nay trai nguoc véi
céc két qua nghién ctru trude d6 cua Tam & Oliveira
(2017), Chatterjee & cong sy (2018), Akter va cong
su (2013), Zhou (2013), Gao & Bai (2014).

5.2. Ham y chinh sach

Mobile banking van dang 1a mot thi trudng tiém
nang c6 suc tang truéng manh tai Viét Nam va trong
nhitng nim t6i. Do do, van dé quan trong cua cac
ngan hang thuong mai 1a tim cach gia tang sy hai
10ng, tir d6 thiic day hanh vi sir dung mobile banking
ctia khach hang. Tur két qua va m6t s6 thao ludn &
trén, cho phép chung to1 goi y mot so chinh sach nhu
sau: Trudc tién, can gia ting niém tin cua khach
hang d6i véi dich vu mobile banking. Cac ngan
hang cin dam bao cac giao dich mobile banking
dugc thuc hién mdt cach hiéu qua, an toan véi thoi
gian duoc rut ngén hon so véi cac giao dich truyén
thng (Alalwan & cong su, 2017). Ngoai cac dich
vu mobile banking truyén théng (QR pay, chuyén
khoan, thanh toan héa don dich vu hang thang, tién
guri online,...) cic ngan hang c6 thé thuc hién da
dang hoéa chiing loai dich vu trén kénh mobile bank-

khoa hoc

ing nham phuc vu tét hon v6i pham vi rong hon nhu
cau cua ngudi tiéu dung. Mt khéc, cac ngin hang
can xdy dung co ché (nén tang cong nghé, phép 1y)
nham bao mét thong tin khach hang va xir 1y cac sy
cb co thé xay ra trong qua trinh giao dich nhdm giam
thiéu rui ro cho khach hang. Hai 1a, hiéu rd vai trd
ctia thwong hiéu ddi véi viéce gia ting su hai long cia
khach hang, tir d6 ¢6 cac giai phap nhim gia ting
gia tri thvong hi€u cua ngan hang trong linh vyc
mobile banking. Tuong tu nhu trén, cac ngan hang
can tap trung vao gia ting chat lugng, tinh tién ich,
hi€u qua va an toan cia cac giao dich mobile bank-
ing boi chat luong gitp ting kha ning xay dung va
phan biét thuong hiéu trong tdm tri khach hang
(Aaker, 2012). Bén canh do, cac hoat dong truyén
thong thuong hiéu 1 khong thé thiéu trong viéc ting
do phé bién va nhan dién thuong hi€u cua ngan
hang, chang han thong qua viéc thyc hién cac video
héip dan trén cic mang xd hoi nhu YouTube va
Facebook (Alalwan va cong su, 2017). Ba la, tang
cuong chat lugng hé thong ciia ing dung mobile
banking. Cac giai phap can chii ¥ 1a: dam bao kha
nang truy cap thuan tién, cai thién tinh dé s dung
va diéu huéng cua ung dung mobile banking; tang
cuong kha ning truy cip va tim kiém thong tin vé
cac dich vy ma Gng dung mobile banking cua ngan
hang cung tng.

5.3. Han ché va huéng nghién ciru tiép theo

Bén canh nhimng két qua dat dwoc, nghién ctru
nay van ton tai mot s6 han ché: Mot 13, dit liéu cua
nghién ctru nay dwoc thu thap bang cach st dung
thiét ké nghién ciru cit ngang (cross-sectional
research), nén can c6 thém cac nghién ctru theo thoi
gian (longitudinal research) dé xem xét va cai thién
tinh tong quat cua cac phat hién trong mo hinh
nghién ctru nay. Hai 13, nghlen clru nay chi tép trung
vao tap khach hang tré tudi (c6 do tudi tir 18-40).
Maic du day dugc coi 1a tip khach hang hién tai va
tiém ning cua mobile banking (Malaquias &
Hwang, 2016) nhung van c6 tranh cdi cho ring
nhém khach hang nay chua dai dién cho dan s6 muc
tieu (Agarwal & Karahanna, 2000). Do do, cac
nghién ctru trong tuong lai ¢ thé mo rong hon ¢ ddi
tuong khao sat nham kiém dinh su khac biét vé sy
tac dong clia cac yéu td toi sy hai long giira cac
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nhom khach hang. Ba 13, nghién ctru nay chua xem
xét dén sy tic dong tiém tang cua cac bién nhén
khau hoc va hanh vi khac nhu: gi6i tinh, thu nhap,
nghé nghiép, kinh nghiém st dung. Nghién ctru
trong tuong lai c¢6 thé hudng téi kiém dinh mbi quan
hé diéu tiét cua mot hoac nhiéu bién nay trén mo
hinh nghién clru hién tai. 4
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Summary

This study aims to examine the factors affect on
the customer’s satisfaction in using mobile banking
in Vietnam.. A survey of 358 individual customers
in age of 18-40 years was conducted. Collected data
were processed by SPSS 20.0 software with
exploratory factor analysis (EFA), scale reliability
testing, correlation analysis, and linear regression
analysis. The results showed that trust has the
strongest impact on customer’s satisfaction, fol-
lowed by brand eqity, and system quality.
Information quality and perceived financial cost
have no impact on customer’s satisfaction. Finally,
some implications are given to increase customer
satisfaction using mobile banking in Vietnam.
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@di nghién ciru xem xét cdc yéu té danh huong dén y dinh mua cdc san pham thoi trang tdi ché sing
tao cua nguoi tiéu dung tré Viét Nam. Nhom tdc gia sw dung hai phan mém thong ké la SPSS 26.0

va AMOS 20.0 d@é phan tich két qua khao sat. Cac cong cu nay sé giup tac gia phan tich cac hé $0 tin cdy
Cronbach's Alpha, phan tich nhan 16 khdam pha (EFA), phan tich nhan t6 khdng dinh (CFA), mé hinh phuong
trinh cdu tric (SEM). Két qud cho thay, c6 4 yéu 1o chinh, gom Mbi quan tam dén moi trwang, Gia tri vé
mat xd hoi, Gid tri vé sy doc dao va Cam nhén rii ro vé chat lwong. Ngoal ra, nghién civu con cho thdy yéu
16T hai dg lam trung gian trong méi quan hé giita cdc yeu 16 dnh huong va y dinh mua ciia nguoi tiéu dung.
Yéu t6 moi quan tam dén méi truong (B=0. 338) la yeu to tac dong thudn chzeu va manh nhat dén théi d¢
a"oz Véi san pham ciia ngum tiéu dimg. Tiép dén la cdc yéu t6 nhw gid tri vé sw doc dao ($=0.301), gid tri
vé mat xd hoi ($=0.216) c6 anh hwéng thudn chiéu dén thdi do ciing nhw ¥ dinh mua cia nguoi tiéu ding.
Mt khéc, yéu t6 cam nhdn riii ro vé chat lwong (B=-0.191) lai tic dong nguoc chiéu dén thdi d ciia nguoi
tiéu dung.

Nghién ciru nay co y nghza thuee tién quan trong doi voi nguoi tiéu ding, cdc doanh nghlep kinh doanh
sdan pham thoi trang tdi ché sang tqo, cac co quan nha nuoc trong viéc thiic ddy ¥ dinh mua cdc san phiam

thoi trang tdi ché sdang tao va lan téa xu hwdng bén viing nay.

Tir khéa: Nguoi tiéu ding tré, thoi trang tdi ché sang tao, y dinh tiéu ding.

JEL Classifications: L67, M31, M37

1. it van dé

Trong xa hoi hlen dai, nganh thoi trang dang
ngay cang phat trién, tuy nhién, didu nay ciing dong
nghia véi viéc ngdy cang nhiéu rac thai cua nganh
cong nghiép thoi trang dugc tao ra va gay nén nhimg
tac dong tiéu cyc dén moi truong song Nghién ctru
cua quy Ellen MacArthur cho thay sO lugng trang
phuc dugc san xuét trén toan cau di ting gip doi
trong vong 15 nam qua, giai doan 2003-2018, song
s6 lugng trung binh dugc st dung it hon nhiéu va bi
loai bo nhanh hon bao gio hét. Két qué la nhiing bai
rac thoi trang khong 16, kho xir Iy, gay 6 nhidm moi

truong va nan nhan chinh 1a con ngudi. Voi lugng
san phim du thira toan cau vuot qua 100 ty san
phim mdi nim, cac nha hoat dong di canh bao vé
thiét hai moi truong “co kha nédng dién ra tham
khoc” néu tinh trang nay tiép tuc ting. Thoi trang ti
ché sang tao (Upcycle Fashion) - mét xu hudng thoi
trang moi xuat hién nhu mot hudng di bén vimg dé
giai quyét tinh trang nay. Xu hudng thoi trang ti
ché sang tao ciing dang duoc gidi tré tiép nhan va
hudng g v cung manh mé&. Déc biét 1a gidi tré tai
nudce phat trién nhu Han Qudc, My va & cic nudce
Chau Au. Tai Viét Nam, nhitng nguoi tiéu dung tré
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