76 Lé Thi Khanh Ly, Mai Thi Nhat Quyét | Tap chi Khoa hoc va Cong nghé Pai hoc Duy Tan 06(43) (2020) 76-85

TAP CHI KHOA HOC & CONG NGHE DAL HQC DUY TAN TRUONG PAI HOC DUY TAN
DTU Journal of Science and Technology 06(43) (2020) 76-85 DUYTAN UNIVERSITY

Su hai long va long trung thanh ctua khach hang khi stir dung dich vu
Internet Banking tai cac ngan hang thuong mai trén dia ban
thanh pho Ba Nang

Customer satisfaction and loyalty of using Internet banking: A study of commercial banks
in Danang City

Lé Thi Khanh Ly*®", Mai Thi Nhat Quyét*®
Le Thi Khanh Ly*®*, Mai Thi Nhat Quyet®®

aVién Nghién ciru va Phdt trién Cong nghé Cao, Truong Pai hoc Duy Tan, Pa Nang, Viét Nam
aInstitute of Research and Development, Duy Tan University, Da Nang, 550000, Vietnam
bVién Pao tao Quéc té, Trudong Pai hoc Duy Téan, Pa Ning, Viét Nam
PInternational Institute, Duy Tan University, Da Nang, 550000, Vietnam

(Ngay nhdn bai: 22/10/2020, ngay phdn bién xong: 29/10/2020, ngay chép nhdn dang: 12/12/2020)

Tom tat

Nghién cuu dugc thuc hién nham xéac dinh cac nhan t6 anh hudng dén su hai long cua khach hang, bén canh d6 nghién
clru con xem xét mdi quan hé cua sy hai long véi long trung thanh cua khach hang khi stir dung dich vu Internet Banking
tai cac ngan hang thuong mai trén dia ban thanh phd Pa Nang. Nghién ctru duogc thyc hién bang phuong phap hén hop,
bao gom phuong phap nghién ctru dinh luong va nghién ctru dinh tinh. Nghién ctru dinh tinh nham kiém tra xem cic
nhan t6 ma tac gia d& xuat co phu hop véi thye trang cia nganh ngén hang hay khong, xem c6 can loai bo hay thém
bién quan sat nao hay khong. Thiét ké nghién ctru dugc sir dung trong nghién ctru dinh tinh 1a phong van cé céu tric.
Nghién ciru dinh luong duoc thuc hién tir dir liéu diéu tra 305 khach hang dang st dung dich vu Internet Banking. Do
tin cdy cua $6 liéu duge kiém dinh béng hé s6 Cronbach’s Alpha, phan tich nhan t6 kham pha dé xay dung va kiém dinh
céc thang do va str dung mé hinh ciu triic tuyén tinh (SEM) dé kiém dinh mdi quan hé giita cic nhan té trong mé hinh
nghién ctru. Két qua nghién ctru cho thay c6 bén nhan té anh hudng dén sy hai 10ng ctia khach hang khi sir dung dich vu
Internet Banking 1an lugt 14 “uy tin”, “gia trj cam nhan” va “tinh trung thyc”. Hon nita két qua nghién ctru con tim thay
dugc mdi quan hé tich cuc giita sy hai long ctia khach hémg va long trung thanh cua ho khi sit dung dich vu Internet
Banking tai ngan hang thuong mai trén dia ban thanh ph Da Ning. Két qua nghién ciru sé& 1a co s& dé gitp nha quan tr
dua ra mot s giai phap nham gia ting sy hai long cho khach hang khi st dung dich vu Internet Banking ciia ngén hang.

Tir khéa: Su hai long; long trung thanh; Internet Banking; ngan hang thuong mai.

Abstract

This study determines the factors affecting customer satisfaction and explores the relationship between customer
satisfaction and loyalty of using Internet Banking at commercial banks in Danang City. The study was conducted with a
survey of 305 customers using Internet Banking at commercial banks in Danang city. Quantitative and qualitative
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research methods were utilized. Quantitative research aims to check whether the factors that proposed are suitable for
the banking industry or not, whether to remove or add any observed variables or not. The research design used is
structured. The results of quantitative research were verified by multivariate statistical techniques such as Reliability
Analysis Cronbach’s Alpha, Exploratory Factor Analysis, Confirmatory Factor Analysis, and Structural Equation
Modeling (SEM). Research shows that there are three factors affecting customer satisfaction. Specifically, “reputation”
has the most positive effect, followed by “perceived value” and the least influential factor to customer satisfaction is
“trust”. Moreover, the research also shows a positive relationship between customer satisfaction and loyalty in using
Internet Banking at commercial banks in Danang City. The study also provides some recommendations for managers to

increase customer satisfaction.

Keywords: Customer satisfaction; loyalty; Internet banking; commercial banks.

1. Pat van dé

Internet Bankingla mdt dich vu ma ngan
hang cung cdp cho khach hang thong
qua Internet dé thyc hién cac giao dich trén
website ctia ngan hang tai bat ctr diém truy cap
Internet nao va vao bat cir thoi diém nao ma
khong can phai dén cac quay giao dich cua
ngan hang. Péi v6i dich vu Internet Banking,
nam 2020, Viét Nam cé 95% ngan hang thuc
hién. Theo Duong (2020), Viét Nam dugc danh
gid 1a thi truong ddy tiém ning, co hoi phat
trién cho nganh ngan hang sd véi 96,5 tricu
dén, co ciu dan s tré, déng thoi 72% dan s sé
hitu dién thoai thong minh. Vi vay, Viét Nam
dugc xem 1a thi truong day tiém ning dé phat
trién ngan hang sd.

Hién nay, co rat nhiéu cac nghién ctru vé su
hai long va long trung thanh ¢ cac linh vuc kinh
doanh dich vu nhu siéu thi hay du lich ¢ Viét
Nam va trén thé gidi, nhung nhiing nghién ctru
vé van d& nay trong linh vuc ngan hang, ma cuy
thé 1a d6i véi dich vu Internet Baking tai Viét
Nam thi rat it. Xuat phat tir nhu cau mudn tim
hiéu nhirng 1y thuyét nghién ctru vé sy hai long,
Iong trung thanh cta khach hang khi st dung
dich vu Internet Banking, tim hiéu cac nhan tb
anh huong dén sy hai 10ng ciia khach hang khi
stt dung dich vu ndy va tim hiéu mdi quan hé
gitra sy hai long va long trung thanh cua khach
hang ddi véi dich vu nham dua ra kién nghi [am
tang long trung thanh khi su dung dich vu
Internet Banking cua khach hang, nhom tac gia
thuc hién nghién ctou “Sy hai long va long
trung thanh ctia khach hang khi str dung dich vu

Internet Banking tai cac ngan hang thuong mai
trén dia ban thanh phd Pa Néng”.

2. Co s Iy thuyét va mé hinh nghién ciru

2.1. Sw hai long va long trung thanh cua
khéch hang

2.1.1. Su hai long cua khach hang

Theo Bachelet (1995), su hai long ctia khach
hang 1a mgt phan Gng mang tinh cdm xlc cua
khach hang dap lai kinh nghiém cua ho d6i véi
mot san pham hay dich vu. Oliva, Oliver va
Bearden (1995) cho ring sy hai 1ong ciia khach
hang 13 sy chénh 1éch giira gia tri ciia san pham,
dich vu ma khach hang nhan dugc so véi nhiing
san pham dich vu trudc do.

Tuong ty, Oliver (1997) néu quan diém, sy
hai long cua khéach hang 1a sy phan ung cia
ngudi tiéu dung ddi voi viée dap ung nhiing
mong mudn ciia ho. Clng chung quan diém
nay, Zeithaml, Parasuraman and Malhotra
(2002) cho rang, su hai long ctia khach hang l1a
su danh gia cua khach hang thong qua mot san
phém hodc dich vu dap ung dugc mong mubn
va yéu cau cta ho.

Mot cach tong quét nhét, theo Kotler (2001),
su hai long cua khach hang 1a muc do trang thai
cam gidc cia mot nguoi bat ngudn tir viée so sanh
két qua thu duoc tir viée tiéu ding san pham, dich
vu va nhitng ky vong cua khach hang.

2.1.2. Long trung thanh cua khéach hang

Phan 16n cac nha nghién ctru chap nhén long
trung thanh dwgc chia thanh hai phan, d6 la
hanh vi va thai do (Jacoby va Chesnet, 1978).
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Theo Bloemer (1998) thi long trung thanh trong
linh vuc dich vu ngan hang 1a y dinh (khong phai
ngau nhién), hanh vi dép tng (tr6 lai 1an nira), thé
hién sudt mot thoi gian khi dua ra mot s6 quyét
dinh d6i véi dich vu ctia mot ngén hang.

Mot vai nghién ctu trong qua khir da phan
tich tAm quan trong cua viéc xem xét hai khia
canh hanh vi va thai d§ cua long trung thanh,
Engel va Blackwell (1982) dinh nghia long
trung thanh 1a thai d6 va hanh vi dap tng tdt
huong tdi mdt hoac mdt vai nhan hiéu ddi voi
mot loai san pham trong mot thoi ky boi mot
khach hang.

Toém lai, long trung thanh cua khéach hang la
su cam két sau sic khi mua lai hodc ghé tham
lai san phém hodc dich vu ua thich trong tuong
lai, do d6 gay ra su lap lai cung nhan hi¢u hoac
dat hang lai, du nhitng anh hudng hoan canh va
nd luc marketing c6 kha ning dan dén viéc
chuyén dbi hanh vi (Oliver, 1997).

2.2. Nghién civu trwée ddy vé sw hai long va
long trung thanh cua khdach hang

Van dé vé su su hai long va mbi quan h¢ cua
n6 véi long trung thanh ciing da duoc nhiéu cac
hoc gia trén thé giGi nghién ctru. Cu thé:

- Méi quan hé gitra tinh trung thuc va sy hai
long cua khach hang:

Tinh trung thuc cta ngudi cung cép dich vu
s& anh hudng rat 1on dén sy hai long ctia khach
hang, khach hang tryc tuyén thuong tranh xa
nhitng nha cung cdp ma ho khéng tin tuéng
(Beh Yin Yee va cong su, 2010; Engel va cong
su, 1982; Zahorik va cong su, 1992; Lé Thi
Mong Nhung va cong su, 2014). Diéu nay ciing
duge Chiou (2004) ddng y. Tac gia cho rang
tinh trung thyuc c6 tac dong truc tiép dén su hai
long cua khach hang.

- Mbi quan hé giita uy tin va sy hai 1ong cta
khach hang:

Nghién cuu cua Standifird va cong su
(1999), Zahorik va cong sy (1992), Bloemer
(1998) cho thiy khi so sanh giita giao dich truc
tuyén va tryc tiép thi uy tin cua nha cung cép c6
vai tro toi quan trong ddi véi su hai long cua
khach hang trong giao dich truc tuyén. Resnick
va Zeckhauser (2002) cho ring cac cong ty co
uy tinh thuong c6 loi nhuan rat 1on tir sy hai
long cta khach hang.

- Mbi quan hé gilra gia tri cam nhan va sy
hai long cua khach hang:

Nghién ctru ctia Zahorik va cong su (1992),
Lé Thi Mong Nhung va cong sy (2014) déu cho
thdy gi4 tri cdm nhan 14 nhan t6 1am gia ting su
hai long ctia khéach hang khi s dung dich vu.
Chen va Dubinsky (2003) cho rang gia tri cam
nhan 12 nhan t6 then chdt quyét dinh dén su hai
long cua khach hang.

- Mbi quan h¢ gitra chét lugng dich vu va su
hai long cua khach hang:

Céc nghién ctru trude day ciling da xac nhan
mbi quan h¢ tich cuc gilra chét lugng dich vu
va su hai long cua khach hang (Zahorik va cong
su, 1992; Lé Thi Mong Nhung va cong su,
2014). Nghién cuu cua Zeithaml va cong su
(1996) cho thiy su ton tai trong méi quan hé
gitra chét luong dich vu va sy hai long cua
khach hang, nghién ctru ciing chi ra chat luong
dich vu ¢6 tac dong dén hanh vi cua ngudi tiéu
dung ca nhan.

- Mdi quan hé giita sy hai long cia khach
hang va long trung thanh cta khach hang:

Bloemer (1998) chi ra rang c6 mdi quan hé
chat ché gitta sy hai long ctia khach hang va
long trung thanh cia khich hang. Diéu nay
ciing duoc tim thdy trong nghién ctu cia
Oliver (1997).

2.3. M6 hinh nghién ciru dé xuit

Sau khi tim hiéu nhiéu nghién ciru lién quan
dén su hai 1ong va long trung thanh cta khach
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hang, cac 1y thuyét lién quan sy hai long va
long trung thanh cta khach hang, tac gia tién

Mo hinh nghién ctru d& xuét nhu Hinh 1.

hanh phat trién mé hinh nghién ctru ap dung
cho dé tai nghién ctru nay.

Tinh trung thure Hl1
Uy tin 2]
Gid tri cam phan H3
Chat lwong dich yu il wi;khé% e ;ﬁ&;

Hinh 1. M6 hinh nghién ciru dé xuat

H1: Nhan té “Tinh trung thyc” c6 anh huong
tich cuc dén sy hai long cua khach hang khi sir
dung dich vu Internet Banking.

H2: Nhan t6 “Uy tin” ¢6 anh hudng tich cuc
dén sy hai long cta khach hang khi sir dung
dich vu Internet Banking.

H3: Nhan t6 “Gia tri cam nhan” c6 anh
huéng tich cuc dén sy hai long cua khach hang
khi str dung dich vu Internet Banking.

H4: Nhan td “Chéat lugng dich vu” c6 anh
huéng tich cuc dén sy hai long cua khach hang
khi str dung dich vu Internet Banking.

H5: Nhan t6 “Sy hai long ctia khach hang”
c¢6 anh huong tich cuc dén “Long trung thanh
cua khach hang” khi sir dung dich vu Internet
Banking.

3. Phuwong phap nghién ciru
3.1 Xdy dung thang do

Nghién ctru dinh tinh nhim kiém tra xem
cac nhan t6 ma tac gia dé xuat ¢ trén c6 phu
hop v6i thuc trang cua khach hang khi st dung
dich vu Internet Banking hay khong, xem co
can loai bo hay thém bién quan sat nao hay
khong. Thiét ké nghién ciru duoc sir dung trong
nghién ctru dinh tinh 14 phong van co cu triic.
No6i dung s€ dugc luu trén bang cau hoi, téng
hop cac céu tra 101 mot cach ngan gon day du
dé hiéu va hoan chinh nhiam chuan bi cho giai
doan diéu tra chinh thirc tiép theo.

Thiét ké nghién ctru trong nghién ctru dinh
luong 1a thiét ké nghién ctru mo ti. Phuong
phap nghién ciru dinh lwong dugc tién hanh
ngay khi bang cau hoi dugc chinh sira tir két
qua nghién ctu dinh tinh.

Bang 1: Thang do diéu chinh tir két qua nghién ctru dinh tinh

STT | MA HOA

BIEN QUAN SAT

NGUON

1. Tinh trung thuc

Beh Yin Yee va cong su

(2010), Engel va cong su
(1982), Jarvenpaa va cong su

(1999), Chiou (2004)

1 TTT1 Su trung thuc cao.

2 TTT1 Ngan hang rat quan tim dén khach hang.
3 | TTT1 Kha ning du béo tinh hudng tét.

4 | TTT1 Khong phai 1a ké co hoi.
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2. Chét lweng dich vu

Céac san pham, dich vy va céc tinh nang ctia né dugc trinh bay
5 CL1 , \ UK aa s 1

dung va dé dang tim thay trong trang web.
6 CL2 Thong tin trang web dugc cap nhét thuong xuyén.
7 CL3 Tinh bdo mat cta dir liéu khach hang dugc dam béo.

Zahorik va cong su (1992),
Lé Thi Mong Nhung va cong
su (2014), Zeithaml va cong
su (1996)

3. Gia tri cam nhan

8 | CN1 Phi str dung dich vu 1 hop Iy Zahorik va cong su (1992),
—— Lé Thi Mong Nhung va cong
9 CN2 DPay la dich vu tot dé tiéu dung su  (2014), Chen va
10 | eng Duya trén kinh nghiém tiéu dung thi day 1a ngan hang cham soc | Dubinsky (2003)
khach hang ti€éu dung dich vu tot
4. Uy tin
11 | UT1 Trang web, ngan hang nay c6 mot danh tiéng tot. Standifird va cong su (1999),
- - - Zahorik va cdng su (1992),
12 | UT1 Trang web, ngan hang nay c6 tiéng la cung cap dich vu tot. Bloemer (1998), Resnick va
13 | UT1 Trang web, ngan hang nay ddi xir cong bang véi nguoi ding. Zeckhauser (2002)

5. Sw hai long caa khéach hang

To6i s€ st dung dich vu InternetBanking thay vi dén quay giao

14 | HL1 dich

15 | HL2 T6i hai long vé dich vu Internet Banking da chon.

16 | HL3 Giai quyét cac phan nan, khiéu nai mot cach nhanh chong
17 | HL4 That sy hai long khi lya chon st dung Internet Banking

Beh Yin Yee va cong su
(2010)

6. Long trung thanh caa khach hang

18 | LTT1 Sf)r thich cua .t01 cho dich vu Internet Banking nay s€ khong d¢
dang thay do6i

19 | LTT2 That _kho \de thay d6i niém tin cua t6i vé dich vu Internet
Banking nay

20 | LTT3 Ngay cd khi ban b¢ than thié~t dé xuat mot dich vu tai chinh khac,
toi van khong thay d6i ma van sir dung dich vu Internet Banking

21 | LTT4 Toi s€ gidi thi€u ban beé st dung dich vu InternetBanking

Bloemer (1998),
Oliver (1997)

3.2. Méu nghién civu va thu thp div liéu

Dbi voi nghién ctru dinh tinh: Nghién ctu
duoc thuc hién béng viéc thao luan vo1 10
nguoi dang lam vi¢c & cac bo phan khac nhau
tai cdc ngan hang, trong d6 co6 4 chuyén gia
trong linh vuc nhan sy, con lai thugc bo phan
ké toan, kinh doanh, tin dung va 5 khach hang
dang str dung dich vu Internet Banking.

Déi v6i nghién ciru dinh luong: S lwong mau
s& duoc tinh dya vao 1y thuyét ciia Tabachnick va
Fidell (1996), dé han ché sai sot, hu hong trong
qua trinh thu thap dir li€u, nghién ctru dugc thuc

Nguon: Tong hop ciia nhém tac gid

hién trén 310 quan sat. Phuong phap chon mau
ngau nhién duoc 4p dung dé mau nghién ciru
dugc chon mang tinh dai dién cho téng thé. Phiéu
diéu tra s& dugc phat ngiu nhién cho khach hang
stt dung dich vu Internet Banking tai ba ngan
hang trén dia ban Da Ning, bao gdm: Ngan hang
No6ng nghiép va Phaét trién ndng thén, Ngan hang
K§ thuong, Ngan hang Pong A. Trong 310 bang
cau hoi dugc phat ra, nghién ctru da thu thap
duogc 305 phiéu hop 18. Kich thuéc mau cua 305
bang cau hoéi hop 1€ dap tmg cac quy dinh cua
kich thudc mau t6i thiéu.
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3.3 Phuwong phdp xi Iy div liéu diéu tra

Dit liéu thu duoc s& duoc lam sach va tién
hanh phén tich véi sy hd trg ciia phin mém
SPSS bang cac thu tuc théng ké. Cac két qua
nghién ctru tir dit li¢u nghién ctru véi sy hd tro
ciia phan mém SPSS 20 va AMOS 20. Nbi
dung phan tich bao gdm: kiém dinh d6 tin cay
cta thang do, phuong phép phan tich nhan tb
khang dinh CFA, phuong phép phéan tich mo
hinh ciu trac tuyén tinh SEM duoc str dung dé
kiém dinh mé hinh 1y thuyét cung véi cac gia

4. Phan tich dif ligu va két qua
4.1. Pdnh gid thang do bing hé sé tin cdy
Cronbach’s Alpha

Sau khi thyuc hién kiém dinh Cronbach’s Alpha
cho 4 bién doc 1ap, 1 bién trung gian va 1 bién phu
thudc trong md hinh nghién ctru (Bang 2) thi tit ca
cac bién déu co hé s6 Cronbach’s Alpha > 0.6 va
khong co bién nao bj loai. Vi thé, mé hinh nghién
ctru sau khi kiém dinh Cronbach’s Alpha c6 4
thang do ctia nhan t6 doc 1ap (c6 13 bién quan sat),
1 bién trung gian (4 bién quan sat) va 1 bién phu

thuyet. thudc (4 bién quan sat).
Bang 2: Bang tom tat két qua kiém dinh thang do

Khéi niem Thanh phan S bién quan sat | D¢ tin cay Cronbach Alpha |  Giatri

Tinh trung thuc 4 0.825
Gia tri cam nhan 3 0.863 Dat va

Uy tin 3 0.692 T
Chét luong dich vu 3 0.820
Su hai long cua khach hang 4 0.907
Long trung thanh caa khach hang 4 0.908

4.2. Phén tich nhén t6 kham phd EFA

Sau khi kiém dinh hé sd tin cay Cronbach’s
Alpha, tit ca cac bién quan sat déu dat yéu cau
cho phéan tich EFA. Két qua phan tich EFA

Bang 3: Két qua EFA cua thang do

Nguon: Két qua xir Iy tir s6 liéu diéu tra, 2019
dugc thé hién & Bang 3 v6i hé s6 KMO =
0.845, gi4 tri kiém dinh Bartlett c6 ¥ nghia (Sig
< 0.05), cac bién quan sat déu co hé sd tai nhan
t6 16n hon 0.5 nén khong cé bién nao bi loai.

Nhan to

Bién quan sat

2 3 4

TTT4
TTT2
TTT3
TTT1
CN1
CN3
CN2
CL2
CL1
CL3
UT1
uT2
UT3

0.908
0.836
0.607
0.574

0.904
0.756
0.743

0.940
0.774
0.639
0.864
0.625
0.532

Nguon: Két qua xit Iy tir s6 liéu diéu tra, 2019
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Két qua EFA cho nhan t6 Sy hai long cta
khach hang ciing cho thiy kiém dinh Bartlett c6
gid tri sig. = 0.000 (< 0.05) cho thiy cac bién
quan sat co twong quan voi nhau. Hé s KMO =
0.833 16n hon 0.5 c6 y nghia la phan tich nhan
t6 thich hop.

Két qua EFA cho nhan t6 Long trung thanh
ciia khiach hang ciing cho thidy kiém dinh
Bartlett c6 gia tri sig. = 0.000 (< 0.05) cho thay
céc bién quan sat co twong quan voi nhau. Hé
s6 KMO = 0.845 16n hon 0.5 ¢6 ¥ nghia I phan
tich nhan t6 thich hop.

4.3. Phén tich nhén t6 khing dinh CFA

Tir két qua phan tich nhan t6 EFA, sir dung
phan mém AMOS 20.0 dé tién hanh phan tich
cac thanh phan, két qua cho thay Su hai long
ctia khach hang dugc do luong boi 4 nhan td,
két qua phan tich CFA dugc thé hién trong
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Hinh 2. M6 hinh nay c6 Chi - square c6 gia tri
p > 0.05, gia tri TLI va CFI tr 0.8 tro 1én, Chi -
square/df < 3, RMSEA < 0,08. (Chi -square/
df = 198.704, CFI = 0.964, TLI = 0.955, GFI =
0.928 va RMSEA = 0.053). Cac thanh phan
Tinh trung thyc, Gia tri cdm nhan, Uy tin, Chat
lwong phuc vu khong c6 mdi twong quan giita
cac sai s cua bién quan sat nén déu dat duogc
tinh don hudng.

Ngoai ra, cac trong sb (i) chuin hoa déu dat
yéu cau (16n hon hodc bang 0.05) va co ¥ nghia
thdng ké (p < 0.000). Vi vay, cac bién quan sat
ding dé do luong 4 thanh phan cua thang do Sy
hai long ctua khach hang dat dugc gia tri hoi tu.
Bén canh dém hé sé tin cdy tong hop va tong
phuong sai trich ciia 4 thanh phan déu > 0.5 nén
c4c thanh phan nay déu dat dugc do tin cay.

Chi-square=198.704 ; df=108 ; P=.000;
Chi-square/df=1.840 ;

GFI1=.928 ; TLI=.955 ; CFI=.964 ;
RMSEA=.053
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Hinh 2: Két qua phan tich CFA ctia cac nhan t6 Sy hai long cta khach hang

4.4. Pdnh gid sw phu hop ciia mé hinh bang
mé hinh cdu triic tuyén tinh SEM

Phan két qua xu ly dir liéu dugc tiép tuc thuc
hién dé phan tich cac nhan t6 anh hudong dén
long trung thanh cia khéach hang khi sir dung
dich vu Internet Baking tai cac ngén hang. Két
qua xu ly dugc trinh bay ¢ Bang 4 va Hinh 3.

Mb hinh ¢6 177 bac tu do va cac chi s thich
hop dir liéu thu thap khi phép kiém dinh Chi -
square ¢6 gia tri p > 0.05, gia tri TLI va CFI tu
0.8 tr¢ 1én, Chi - square/df < 3, RMSEA < 0,08.
(Chi -square/df = 1.924, CFI = 0.954, TLI =
0.945, GFI = 0.905 va RMSEA = 0.055).
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Hinh 3: Két qua SEM - M6 hinh Iy thuyét (chudn hoa)
Bang 4: Két qua kiém dinh mdi quan hé nhan qua giita cdc khai niém nghién ciru
Moi A Unstar)dardlzed SE. CR. P AVE
quan h¢ Estimates
Su hai long <--- Tinh trung thuc 0.166 0.047 3.559 0.001 0.538
Su hai long <--- Gia trj cam nhén 0.211 0.060 3.527 0.000 0.680
Su hai long <--- Chat lugng dich vu | 0.022 0.053 0.407 0.684 0.632
Su hai long <--- Uy tin 0.400 0.096 4.166 0.000 0.562
Long trung thanh <--- Su hai long 0.774 0.74 1.045 0.000 0.707

Két qua chuan hoa ciia mé hinh cu triic tuyén
tinh SEM cho thdy c6 3 yéu tb tac dong tich cuc
dén sy hai Iong ctia khach hang khi sir dung dich
vu Internet Banking. Trong d6 nhan t6 “Uy tin”
anh huong manh nhét (B = 0.400), & vi tri thir hai
1a nhén t6 “Gia tri cam nhan” (B = 0.211), thir ba
13 nhén t6 “Tinh trung thuc” (B = 0.166).

Ngoai ra, két qua con cho thiy Su hai long
ctia khach hang tac dong tich cuc dén Long
trung thanh ctua khach hang ( = 0.774).

Két qua kiém dinh céc gia thuyét dugc trinh
bay trong Bang 5.

Bang 5: Két qua kiém dinh cac gia thuyét nghién ciru

Gia thuyét

Két qua

H1: Nhan té “Tinh trung thuc” c6 anh hudng tich cuc dén sy hai long cua
khach hang khi str dung dich vu Internet Banking.

Chép nhan H1

H2: Nhan t6 “Uy tin” ¢ anh huéng tich cuc dén su hai 1ong cua khéch
hang khi st dung dich vu Internet Banking.

Chép nhan H2

H3: Nhan t “Gia tri cam nhan” c6 anh hudng tich cuc dén su hai l1ong cua
khach hang khi str dung dich vu Internet Banking.

Chép nhan H3

H4: Nhan t “Chét luong dich vu” c6 anh huéng tich cuc dén sy hai long
cua khach hang khi st dung dich vu Internet Banking.

Bac bo H4

H5: Nhan t6 “Su hai 10ng cia khach hang” c¢6 anh huéng tich cuc dén
“Long trung thanh ctia khach hang” khi str dung dich vu Internet Banking.

Chap nhan H5
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5. Két luan

Két qua nghién ctru cho thay Su hai long
cua khéach hang khi st dung dich vu Internet
Banking chiu sy anh huéng bdi 3 nhan td, 1an
lugt 1a: Uy tin, Gid tri cdm nhan va Tinh trung
thuc. Két qua cling chi ra rang c6 mdi quan hé
thuan chiéu giita Sy hai long cua khach hang va
Long trung thanh cta khach hang, nghia 1 néu
khéach hang cang hai long véi dich vu thi ho s€
cang trung thanh v&i nd. Dé tang cudng Su hai
1ong ctia khach hang, nha quan tri cdn phai chu
¥ dén 4 thanh phan anh hudng dén no, cu thé:

Dbi v6i nhan t Uy tin, day 1a nhan t6 tac
dong manh mé& nhat dén Sy hai 10ng cua khach
hang, két qua khao sat cho thdy khach hang
danh gid cao danh tiéng va viéc ddi xir cong
bang v6i khach hang (Mean = 4.36). Bé duoc
nhiéu khach hang biét t6i thi van dé uy tin phai
duoc chu trong hang dau dit biét 13 voi dich vu
Internet Banking khi céc giao dich dugc thuc
hién béng dién tir. Chinh vi vay, dé co su tin
nhiém tir khach hang thi ngan hang can phai
cung cip dich vu t6t nhat, nhanh chéng va an
toan cho khach hang. Ngoai ra, ngan hang
khong ngung tham gia cac hoat dong cong
dong, tich cuc quang cdo, gidi thiéu dich vu
tién ich cho khach hang.

Déi v6i nhan t6 Gia tri cam nhan, két qua
nghién ctru cho thay day 1a nhan td tic dong rat
16n dén su hai long cta khach hang. Két qua
diéu tra cho thay, hau hét khach hang déu cho
rﬁng chi phi cta dich vu 1a hop 1y, ho cdm nhén
dugc su cham séc tan tinh tr ngan hang ddi voi
khach hang. Chinh vi diéu, ddi véi cac nha
quén 1y, dé co duoc sy hai 1ong cta khach hang
thi nén cb géng dé tao gia tri cam nhan tdt tur
nhitng nguoi st dung trang web ngan hang truc
tuyén, dé lam dugc diéu nay ngan hang nén thu
hut khach hang dén trang web cua ho théng qua
cac chuong trinh khuyén mai, cudc thi va cc
phiéu giam gia, huéng dén, tra 10i thic méic cta
khach hang mdt céach tan tinh va chu déo.

DPbi v6i nhan t6 Tinh trung thuc, két qua
khao sat cho thdy nguoi tiéu dung cang tin
tuéng vao ngin hang truc tuyén thi ho c6 long
trung thanh cang cao. Nhirng khach hang khong
tin twong nha cung cip dich vu ngan hang truc
tuyén s& khong sir dung dich vy cua ngan hang.
Phat hién nay cling phu hgp véi cac nghién ctru
trude day duoc tac gia trinh bay trong phan dau
ctia bai bao. Vi vay, dbi voi cac nha quan ly,
ngan hang nén tao su tin cdy trong mdi quan hé
v6i khach hang bang cach trung thuc, chan
thanh va gitr 161 htra cho khéach hang cua ho.
Hon nira, can nhin manh vao phac loi cia
khach hang, dap ung nhu cau khach hang va
nhat quéan trong viéc cung cap dich vu ciing co
thé tao niém tin cho khach hang.

Cudi cung, dbi voi nhan té chat luong dich
vu, két qua khao sat cho thdy nhan té nay
khong tic dong dén sy hai 1ong cua khach
hang, diéu nay c6 vé khong ph hop véi hau hét
cac nghién ctu trude day cua cac qudc gia
phuong Tay. Tuy nhién, diéu nay 1a hop 1y ddi
v6i thyc trang vé van hoéa tiéu dung ciia nguoi
Viét, khi ching ta quan tdm nhiéu nhéat dén
nhiing rdi ro c6 thé xay ra khi sir dung dich vu
bang dién ti. Tuy nhién, nhitng nha quan tri
can nhé rang chét luong dich vu 1a thudc tinh
co ban gitp gilt chan khach hang.
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