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en i nay sir dung mé hinh phdn cdp hiéu iing (HEM) nham lam ré cdc déng co ciia

hanh vi truyén miéng dén iimg dung ngdn hang trén dién thoai (mobile banking) Viét Nam

théng qua vai tro trung tam ciia niém tin. Khao sdt dwoc thue hién véi 356 khdch hang cd nhan trong do
tuéi 18-40 va dwoe xir Iy théng qua PLS-SEM. Két qua nghién ciru cho thdy: niém tin la tién dé triec tiép c6
tac dong dang ké t6i hanh vi truyén miéng ciia ngweoi dimg mobile banking Viét Nam. Pén lwot né, niém tin
lai chiu tac dong dang ké boi cdc yéu t6: chat hrong hé thong, chdt hrong théng tin va gid tri thiong hiéu
ciia ngdn hang. Tir nhitng két qud nay, bai bdo dwa ra nhitng théo ludn vé déng gép mdi ciia nghién ciru va
chi ra mét s6 ham y chinh sach cho cdc ngan hang thwong mai Viét Nam.

Tir khéa: Gid tri thwong hiéu, mé hinh phdn cdp hiéu iing, mobile banking, niém tin, truyén miéng.

JEL Classifications: M31.

1. Giéi thi¢u

Ung dung ngan hang trén dién thoai (mobile
banking) 1a sy thay doi chién lugc quan trong nhét
trong linh vuc ngan hang ban 1¢ trong hon mét thap
ky qua (Tam va Oliveira, 2017). N6 dugc coi 1a
cong cu dot pha co tiém ning mang lai loi ich dang
ké cho ca khach hang va ngan hang (Malaquias va
Hwang, 2016). Mobile banking giup khach hang

thuc hién cac giao dich tai chinh thong qua thiét bi
di dong, dién thoai thong minh hodc phwong tién hd
tro ky thuat s6 ca nhan (PDA) tai thoi diém va dia
diém ma khach hang lya chon (Alalwan va cdng su,
2017; Zhou, 2012). Pbi voi ngan hang, mobile
banking 1a mét kénh giao dich gitp phuc vu khach
hang mdt cach c6 hiéu qua véi chét luong tdt nhat
trong pham vi rong 16n, ddng thoi giup khic phuc
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nhitng han ché trong mé rong chi nhanh ngan hang
(Alalwan va cong su, 2017).

Thi truong mobile banking Viét Nam dang c6
sirc ting truong manh va con nhidu du dia phat
trién. Vi quy mo déan s hon 98 triéu ngudi, chi c¢6
15,71% dan s6 Viét Nam sir dung ngan hang truc
tuyén, va con sb nay s& dat 27,83% vao nim 2025
(Statista, 2021). Tuy nhién, céc tién bd vé cong
nghé va tinh kha dung cta dich vu khong tu dong
dan dén viéc ap dung va sir dung rong rii mobile
banking bai cac rao can vé su thiéu hut kién thuc vé
dong co su dung va céac tdc nhan han ché viéc ap
dung dich vu di dong nay (Mehrad va Mohammadi,
2017). Qua tong quan cua chung t6i, dd c6 nhiéu
nghién ctru trude d6 lién quan dén cac yéu td gop
phin ting cuong hanh vi st dung mobile banking
nhu: cac yéu té vé chat lugng cia hé thong cung
ung dich vy, thai do, niém tin, sy hai long cua
khach hang (Tam va Oliveira, 2017; Geebren va
cong su, 2021; Zhou, 2012; Gao va Waechter,
2017); uy tin, thwong hiéu ctia nha cung cp dich vu
(Jamshidi va cong sy, 2018; Chen, 2013; Zhou,
2012); hanh vi truyén miéng (Mehrad va
Mohammadi, 2017; Augusto va Torres, 2018;
Shankar va cong su, 2020). Nghién ctiu nay tap
trung vao yéu té truyén miéng va coi d6 nhu mot
trong nhimng tic nhan dan dén ting cuong hanh vi
4p dung mobile banking, boi truyén miéng tir lau da
dugc cong nhan trong cac nghién ciu vé hanh vi
ngudi tiéu dung nhu mot loai hinh truyén thong
khong chinh thic ¢6 anh huéng dén qua trinh ra
quyét dinh mua cia ngudi tiéu dung (Cheung va
Thadani, 2012). Pa c¢6 mdt vai nghién cuu trudc
day vé vai tro cua truyén miéng anh hudng toi y
dinh va hanh vi tiéu dung néi chung va trong linh
vuc mobile banking noéi riéng (Vi du: Shankar va
cong sy, 2020; Mehrad va Mohammadi, 2017;
Erkan va Evans, 2016; Augusto va Torres, 2018...)
nhung hau hét cac nghién ciru nay xem xét vai trd
clia truyén miéng trong giai doan truéc mua hang
ma it ¢6 nghién ciru xem xét dén hanh vi truyén

miéng sau giai doan 4ap dung mobile banking.
Chung t6i coi ddy 1a mot khoang tréng nghién ciru
can giai quyét. Chung t6i lap luan rang, két qua sau
qua trinh st dung mobile banking s€ tdc dong toi
niém tin cta ngudi sir dung va tir d6 dan dén hanh
vi truyén miéng vé& nhiing khia canh tich cuc cia
loai hinh kénh giao dich tai chinh nay. Diéu nay c6
thé thuc day khach hang tiém ning thém tin tuong
vao mobile banking va thuc ddy ho di dén quyét
dinh su dung.

Trén co s& Mo hinh phan cép hiéu tng (The
Hierarchy of Effects Model - HEM) cua Lavidge va
Steiner (1961) luan giai v& hanh vi khach hang, bai
bao nay phat trién mé hinh va cac gia thuyét nghién
ctru lién quan dén cac yéu td tac dong dén niém tin
va hanh vi truyén miéng vé mobile banking cua
khach hang. Trudc tién, ching toi phat trién cac gia
thuyét va luan giai cac két qua nghién ciru, tir d6
ham ¥ mot sb chinh sach cho nha quan tri ngan
hang, déng thoi dé cap dén mot s6 han ché va dé
xuét cac hudng nghién ciru tiép theo.

2. Tong quan 1y thuyét va phat trién gia thuyét

2.1. Hanh vi truyén migng

Truyén miéng (Word of Mouth - WoM) tir lau da
dugc cong nhdn trong cac nghién ciru vé& hanh vi
ngudi tiéu dung nhu mot loai hinh truyén thong
khéng chinh thirc c6 anh huong dén qua trinh ra
quyét dinh theo dudi muyc dich cia ngudi tiéu dung
(Cheung va Thadani, 2012; Erkan va Evans, 2016;
Augusto va Torres, 2018). C6 rat nhidu dinh nghia
vé WoM cua nhiéu tac gia khac nhau. Trong nghién
cru nay, WoM dugc dinh nghia 1a mdt hinh thirc
giao tiép khong chinh thirc bang 10i néi xay ra giira
cac ca nhan, hodc thong qua dién thoai, email, danh
sach guri thu hodc bat ky phuong thirc giao tiép nao
khéc lién quan dén mot dich vu hoac hang hoéa
(Goyette va cong su, 2010). WoM dugc goi la
phuong tién lau doi nhét dé trao ddi y kién vé cac
hang hoéa va dich vu khac nhau dugc cung cép trén
thi truong (Goyette va cong sy, 2010). Céc ¥ kién
dugc truyén miéng co thé bao gdm nhiing khia canh
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tich cuc va ca khia canh tiéu cuc (Goyette va cong
su, 2010; Shankar va cong sy, 2020). Trong do,
WoM tich cuc da dugc cong nhan 1a mot trong
nhiing cong cu quang ba tu nhién cé stc lan téa va
hiéu qua (Hogan va cong su, 2004; Voyer va
Ranaweera, 2015). So véi thong tin do doanh
nghiép cung cap, ngudi tidu dung tin tudng hon vao
thong tin dugc chia sé bdi nhitng nguoi ti€u dung
khac (Kim va cong sw, 2015). Nhiéu nghién ciru
trudc d6 da chimg minh dugc tuwong tic hai chiéu
gitta WoM véi sy hai long, sy tin tudng, sy cam két
ctia khach hang, chi phi chuyén dbi va thoi gian gén
két; do d6, WoM dic biét anh huong dén quyét dinh
mua dich vu (so voi hang hoa) bdi nguoi ti€u dung
phai d6i mat voi nhitng riii ro do tinh v hinh, khong
déng nhét cua dich vu, déng thoi can kinh nghiém
va do tin cdy cao (Voyer va Ranaweera, 2015).
Pham vi cua nghién ctru nay chi gidi han trong viéc
kiém tra tac dong ctia WoM tich cuc cua khach hang
sau khi st dung mobile banking.

2.2. Niém tin va hanh vi truyén miéng

Niém tin duoc hiéu 1a sy tin tudng mang tinh
chat cht quan ring mot bén s& hoan thanh nghia vu
cua minh theo mong doi ctia bén uy thac (Gao va
Waechter, 2017). Niém tin thudng gém 3 yéu td:
nang lyc (ability), tinh chinh tryc (integrity) va long
nhan tu (benevolence) (Zhou, 2012; Geebren va
cong su, 2021). Trong dd, nang luc thé hién mirc do
hoan thanh nhiém vu ctia nha cung cép dua trén kién
thirc va nhimg kha ning can thiét khac. Sy chinh
tryc thé hién mirc do giir 101 hira cta nha cung tng
dich vu va khong lira d6i ngudi dung. Su nhan tir thé
hién mirc d6 quan tam dén loi ich cua nguoi tiéu
dung chu khong chi loi ich cua riéng nha cung ung
(Zhou, 2012).

Trong khi d6, WoM da dugc chiing minh 1a mét
yéu té quan trong tic dong dén thai do va y dinh
giao dich trong linh vuc mobile banking (Sreejesh
va cong su, 2016). Do mobile banking la mot loai
hinh kénh giao dich m¢i nhat trong linh vuc ngan
hang, dong thoi ham chira nhidu rii ro ¢6 thé gip
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phai (Pavlou, 2003), vi vay, trudc khi ap dung mét
cong nghé méi, ngudi tidu dung thudng mudn biét
trdl nghiém cua ngudi dung hién tai cling nhu céc
tinh nang, ti€n ich va hiéu suét cua loai hinh kénh
giao dich nay dé cung cb thém niém tin di dén quyét
dinh st dung (Shankar va cong sy, 2020). Trong giai
doan sau khi mua hang, nguoi ti€u dung tham gia
vao WoM véi nhiéu muyc tiéu va dong co khac nhau,
chu yéu 1a dé giup d& nhitng nguoi tiéu ding khac,
ngan ngira nhimg sai sot co thé xay ra (Laughlin va
MacDonald, 2010), trat gian hodc giam bot su bét
ddng vé nhan thic (Velazquez va cong sy, 2015).

Trong cac nghién ctru trudc day vé mobile
banking, Shankar va cong su (2020), Mehrad va
Mohammadi (2017) da ching minh dugc WoM cé
tac dong tich cuc téi niém tin ctia nguoi dung trudc
giai doan ap dung mobile banking. Sampaio va cong
su (2017) cho thay sy hai long ciia khach hang trong
giai doan sau ap dung la tic nhan quan trong dan téi
hanh vi truyén miéng tich cuc cta khach hang vé
mobile banking, nhung Zhang va cong sy (2017)
cling chimg minh thém rang ca sy hai 10ng va niém
tin cia khach hang sau khi mua hang tryc tuyén
ciing ¢ tac dong toi hanh vi truyén miéng tich cuc
cua khach hang. Trong nghién ctru nay, ching t6i ky
vong niém tin s& co tac dong tich cuc téi hanh vi
truyén miéng cia nguodi ding sau khi sir dung
mobile banking. Do d6, gia thuyét dau tién duoc
phat trién nhu sau:

Hj: Niém tin tac dong tich cuec t6i hanh vi truyén
miéng vé mobile banking.

2.3. Chiit lwgng théng tin, chit lwong hé thong
va niém tin ciia nguwoi dung mobile banking

“Chét luong thong tin” va “Chét lugng hé thong”
lan du dugc nhic dén trong M6 hinh thanh cong
ctia hé thong thong tin (Delone va McLean, 1992)
va sau d6 dugc nhiéu tac gia s dung trong cic
nghién ciru lién quan dén hé thong thong tin/cong
ngh¢ thong tin (Vi du: Lee va Chung, 2009; Tam va
Oliveira, 2017; Gao va Waechter, 2017; Chatterjee
va cong su, 2018). Theo do, chét luong hé théng
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phan anh tinh d& st dung, thoi gian phan hdi, giao
dién nguoi dung, do tin cdy va on dinh (DeLone va
McLean, 2003; Tam va Oliveira, 2017). Chét luong
thong tin bao gdm cac dic diém nhu muc do lién
quan, day du, chinh xac va kip thoi (Sharma va
Sharma, 2019; Chatterjee va cong su, 2018).

Do tinh 4n danh ciia mobile banking, chat lwong
hé thong dong vai tro nhu mot “ctra hang truc
tuyén”, ma nhd d6 co thé gy an twong dau tién cho
khach hang (Lee va Chung, 2009). Con chét lugng
thong tin dong vai trd thiét yéu trong viéc dinh hinh
trai nghiém tryc tuyén ciia nguoi tiéu dung; trong
nhiéu trudng hop, khach hang mobile banking cin
dya vao nhan thirc cua ho vé chét lugng thong tin
duoc tao ra tir hé théng mobile banking dé tao dung
niém tin (Gao va Waechter, 2017). Mot s6 nghién
clru trudc ddy da chimg minh duoc chét lugng hé
thong va chat luong thong tin tic dong tich cuc toi
viéc tao 1ap niém tin ciia nguoi dung mobile banking
(Lee va Chung, 2009; Gao va Waechter, 2017). Trén
co so d6, gia thuyét 2 va gia thuyét 3 dugc dua ra
nhu sau:

H. Chdt lwong théong tin tdc déng tich cuc toi
niém tin cua nguoi dung mobile banking

Hjs. Chat lwong hé théng tac dong tich cuc toi
niém tin ciia nguoi ding mobile banking

2.4. Gia tri thwong hiéu va niém tin trong
mobile banking

Theo Keller (1993), gia tri thuong hiéu duogc
hiéu 1a nhimng tic dong khac biét cua kién thirc vé
thuong hiéu téi phan tng cua ngudi tiéu dung dbi
v6i hoat dong marketing thuong hiéu. Gia tri thuong
hiéu mang lai gia tri cho khéach hang khi gitp ho tu
tin hon trong quyét dinh mua va gia tang sy hai long
(Aaker, 1992). Bilgihan va cong su (2015) cho thiy
gia trj thuong hiéu 1a thuéc do cho sy gin bé clia
khach hang v6i thwong hidu nhu mot mé ta vé niém
tin va mdi lién hé ma khach hang c6 ddi v6i thuong
hi€u. Trong nghién ctru nay, gia tri thuong hi¢u dugc
danh gia dya trén su khac biét giltta xac xuét lua
chon cuia khach hang dbi voi thuong hiéu san pham

dich vu nay so voi su lya chon ctia ho véi cac san
phém dich vu khac (Srinivasan va cong su, 2005;
Jamshidi va cong su, 2018).

Trong bdi canh thuong mai dién tir va mobile
banking, mét sb nghién ciru trude d6 chirng minh
danh tiéng ctia nha cung tng dich vu 1a yéu t6 quyét
dinh dang ké t6i niém tin (Zhou, 2012; Pavlou,
2003) va y dinh giao dich cua nguoi tiéu dung
(Pavlou, 2003). Chen (2013) cho théy hinh anh
thuong hiéu va nhén thirc thwong hiéu 14 hai yéu t&
ngoai sinh quan trong gin lién véi thai do va y dinh
su dung mobile banking. Jamshidi va cong su
(2018) chirng minh dugc gié tri thwong hiéu va niém
tin c6 tac dong truc tiép dang ké t6i ¥ dinh tiép tuc
sir dung mobile banking. Do d6, gia thuyét thi 4
duogc dua ra nhu sau:

H4: Gia tri thwong hiéu tac dong tich cuc toi
niém tin ciia nguoi ding mobile banking.

Hinh 1 thé hién mé hinh nghién ctru dé xuit cua
nhom tac gia. M6 hinh nay dwoc phat trién dya trén
Mb hinh 1y thuyét phan cap hiéu tmg (HEM) ciia
Lavidge va Steiner (1961). Theo d6, dién tién hanh vi
cta khach hang theo 3 giai doan la: (1) giai doan nhan
thue, (2) giai doan cam xuc, va (3) giai doan hanh
dong (Perez va Rodriguez del Bosque, 2015a). Dya
trén sy chi dan cia mé hinh HEM, trong nghién ctru
nay cac bién sb thudc giai doan nhan thtrc cua khach
hang gdm: chat lugng thong tin, chat luong hé thong
va gia tri thuong hi€u ma mobile banking mang lai
cho khéach hang; va trén co s& nhén thuc d6 khach
hang s€ hinh thanh cam xtc (su tin tudng) ¢ giai doan
2; trong khi “Hanh vi truyén miéng cta khach hang”
chinh 1a bién s6 ctia giai doan 3, thé hién ra hanh dong
ciing nhu két qua sau khi khach hang cam thiy tin
tudng vé mobile banking. Vi vdy, nghién ciru ndy sir
dung mo hinh 1y thuyét phan cap hi¢u tng HEM dé
phat trién mo hinh nghién ctru, trong d6 tap trung vao
kham pha mdi quan hé giira chit luong thong tin, chat
luong hé thong va gia tri thwong hi¢u t6i niém tin cia
khach hang va mdi lién hé giita niém tin cua khach
hang véi hanh vi truyén miéng.
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(Nguén: Nhom tdc gia)
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Chét lugng
thong tin
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( h Hanh vi
Chét lugng H3 Nidm tin H truyén miéng
hé thong vé mobile
\_ Y, H4 banking
4 D
Gia tri
thuong hiéu
\- J

Hinh 1: M6 hinh nghién ciru d@é xudt

3. Phwong phap nghién ciru

3.1. Thang do va bing hdi

Théng qua tong quan cac tai liéu nghién ctu
trude day cé lién quan dén mobile banking, ching
t6i ké thira va phat trién cac thang do cho 03 bién
doc lap (Chét luong thong tin, Chét luong hé théng,
Gia tri thuong hiéu), 01 bién trung gian (Niém tin),
va 01 bién phy thuoc (Hanh vi truyén miéng) (Bang
2). Trong d6, bién “Chat lugng thong tin” c¢6 06
thang do dugc ké thira tir Tam va Oliveira (2017);
Bién “Chit lugng hé thong” c6 05 thang do dugc ké
thira tir Tam va Oliveira (2017); Bién “Gia tri
thuong hiéu” c6 04 thang do duoc ké thua tur
Jamshidi va cong su (2018); Bién “Niém tin” ¢6 03
thang do ké thira tir Mehrad va Mohammadi (2017)
va 02 thang do ké thira tir Alalwan va cong su
(2017); Bién “Hanh vi truyén miéng” c6 03 thang do
ké thura tir Mehrad va Mohammadi (2017). Cac cau
hoi dugce thiét ké dudi dang ciu hoi dong, sir dung
thang do Likert 7 miic do dé thuan tién cho viéc
quan ly va phan tich dir li¢u. Dap vién s€ lya chon
phuong 4n tra 10i theo phd diém tir 1 (rit khong
ddng V) ting dan cho dén 7 (rat dong ).

3.2. C& mdu va thu thap div liéu

Pbi tugng khao sat chinh trong nghién ciru nay
la cac khach hang ca nhén trong do tudi tir 18-40
tudi. Pay duoc coi 1a nhém ddi tugng khach hang
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phu hop v6i mobile banking (Malaquias va Hwang,
2016) boi so hitu cac dac diém: yéu thich dién thoai
di dong, sir dung cong nghé tr sém va muc do su
dung cong nghé ciing nhu cac dich vy trén nén tang
di dong 16n (Kumar va Lim, 2008).

Vé kich thuéc mau, nghién ciru str dung phuong
phap phan tich mé hinh c4u trac PLS-SEM (Partial
Least Squares - SEM) dé kiém tra mé hinh do luong
va kiém dinh cac gia thuyét nghién ctru. K¥ thuat
nay khong yéu cau dit liéu c6 phan phdi chuan va c6
thé thuc hién v6i ¢& mau nho, va ¢& mau tir 100-200
thuong 1a khoi du tot dé thyc hién héa mé hinh
duong dan (Hoyle, 1995). V&i nghién ciru nay, c&
mau ban dau chung t61 du dinh 1a 500.

Do khong thé co duoc danh sach day du cua tap
khach hang trong d¢ tudi 18-40 tai Viét Nam, nén
mot k¥ thuat léy mau thuan tién phi xac suat da duoc
sir dung dé 1dy mau nghién ctru. Tuy nhién, ching
t6i di ¢d ging ting cuong tinh dai dién cua miu
thong qua viéc thuc hién khao sat khach hang tai
mot sd thanh phé c¢6 muc do phat trién cao hon,
phan bé tai ba khu vuc: mién Béc (Ha Noi, Hung
Yén, Bic Giang, Nam Dinh, Hai Duong, Hai
Phong...), mién Trung (Thanh Hoa, Nghé An, Ha
Tinh, Nha Trang, Quang Ngai) va mién Nam (TP Ho
Chi Minh, Phti Quc).
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Chung t6i thuc hién khao sat dong thoi qua hai
hinh thirc 13 internet va phat phiéu truc tiép. Hinh
thirc phat phiéu truc tiép dugc sir dung chi yéu tai
khu vyc mién Bic. Chung t6i da c¢b ging tiép can
v6i ngudi ding mobile banking tai nhidu tinh/thanh
phé trong khu vuc véi su hd trg cua cac cong tac
vién tai mot sb tinh/thanh phé & mién Béc. Ban dau,
250 phiéu di duoc phat ra va thu vé 176 phiéu (ty 1&
hoi dap dat 70,4%). Vé khao st truc tuyén, ching
phiéu  khao  sat link:
http://docs.google.com va thyc hién khao sat qua

toi  tao qua
facebook nham tiép can tot hon téi cac khach hang &
cac khu vuc mién Trung va mién Nam. Ly do cho sy
lya chon nay boi mang facebook 14 mang xa hoi phé
bién nhét tai Viét Nam véi 65.56 triéu nguodi st dung
vao nam 2021 (Statista, 2021). Sau mot thang thuc
hién khao sat, da c6 205 nguoi tra 16i. Nhu vay, voi
ca hai hinh thirc khao sat, c6 tong s6 381 phiéu thu
vé, sau khi loai b 23 phiéu co dbi twong khao sat
khong hop 18 nhém tac gia thu duoc 358 phiéu hop
16. Véi s luong phiéu nay, quy mé mau dam bao
dap tmg tot yéu cau theo nhidu quan diém khac nhau
va dic biét sb lugng mau nay con vuot xa tiéu chuin
theo goi ¥ cia Reinartz va cong su (2009).

Théng ké miu khao sat cho thiy: phan 16n dap
vién 1a nam (65,36%). Do tudi phd bién la 18-30
(chiém 89,11%) boi Iy do rd rang la ho than thién
hon véi cong nghé va cach st dung mobile banking
(Sharma va Sharma, 2019). V& trinh d¢, 81,84% dap
vién ¢ bang cir nhan va 6,43% s nguoi c6 bang
thac s tré 1én. V& co cau thu nhap, phan 16n dap vién
¢6 muc thu nhap thip (dudi 10 triéu/thang, chiém
75,14%) va muc trung binh (tir 11-20 triéu, chiém
15,08%). Pa phan dap vién co kinh nghiém sir dung
mobile banking tir 1-5 nam (71,51%) va mtrc d¢ st
dung mobile banking phé bién nhat 14 sir dung hang
tuan (43,58%), nhung ciing c6 dén 26,26% dap vién
¢6 mrc d6 st dung cao (st dung hang ngay).

3.3. X ly dir liéu

Toan b 358 phiéu hop 1¢ sau khi thu thap duoc
dua vao kiém tra dir liéu di biét (Hair va cong su,

2016). Két qua kiém tra cho phép loai bo 2 phiéu
khong théa mén do gia tri phan du chuan hoa nim
ngoai khoang [-3,3; 3,3]. Do d6, con lai 356 phiéu
thoa man nham dam béo tinh tin cay dé thyuc hién
cac phan tich tiép theo thong qua phan mém Smart
PLS 3.0. Dir li€u s€ dugc phan tich theo hai giai
doan: Pdu tién, phan tich mé hinh do luong dugc
danh gia dé xem xét mdi quan hé gitra cac bién tiém
4n va xac dinh do tin cay cua thang do, tinh gia tri
cling nhu su phan biét cia cac bién. Thit hai, phan
tich mé hinh cu tric dé kiém tra mdi quan hé giita
cac bién tiém 4n va tac dong trung gian cua yéu to
su hai long téi bién phu thudc “Hanh vi truyén
miéng” trong mo hinh nghién ciru.

4. Két qua nghién ctru

4.1. Danh gia moé hinh do luong

Pé danh gia mo hinh do ludng, can danh gia vé
do tin cay v& tinh nhét quan bén trong, gia tri hi tu
va gia tri phan biét. Theo d& xuit cua cua Henseler
va cong sy (2015), va Hair va cong su (2016),
nghién ctru nay ap dung ca 2 tiéu chuén 13 do tin cay
téng hop (Composite Reliability - CR) va Cronbach
Alpha dé danh gia tinh nhit quan cia cac thang do
ctia mdi bién trong viéc do ludng. Theo do, ca 2 tiéu
chudn nay déu cin dat gia tri 16n hon 0,6 dbi véi cac
nghién ctru kham pha va s& dat mirc tin cay tt khi 2
gié tri nay 16n hon 0,7.

Do cac bién tiém 4n trong mé hinh nghién ctru 1a
dang bién phan anh, gia tri hdi tu cta cac thang do
trong luong mdi bién phan anh muc do lién quan
cua cac thang do nay s€ dugc do luong dua dua theo
tiéu chudn chi sd tai nhan t6 bén ngoai (outer
loading) va Phuong sai trich (AVE). Hé s6 tai can
16n hon hodc bi’mg 0,7 va AVE can 16n hon hodc
bang 0,5.

Két qua tir bang 2 cho thay: hé s tai nhan t6 bén
ngoai cua tit ca cac thang do trong mo hinh nghién
ciru déu > 0,7. Bén canh dé, hé s6 Cronbach alpha
ctia tat ca 05 bién trong mo hinh nghién ctru déu
nam trong khoang (0,8-0,93), hé s6 CR cua cac bién
déu 16n hon 0,7, chi s6 AVE déu > 0,5. Piéu nay co
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Béang 1: Ddc diém mau khao sat

Bién nhan khiau hoc  Thugc tinh Tén s6 Phan trim (%)
Giéi tinh Nam 234 65,36
Nir 124 34,64
Tudi 18-30 319 89,11
31-40 39 10,9
Trinh d6 Tét nghiép PTTH 42 11,73
Tét nghiép Pai hoc 293 81,84
Sau dai hoc 23 6,43
Thu nhép/thang <10 269 75,14
(triéu VND) 11-20 54 15,08
21-30 14 3,91
31-40 12 3,35
>41 09 2,52
Kinh nghiém st dung 6 thang - 1 ndm 61 17,04
mobile banking |5 nam 256 7151
> 5 nam 41 11,45
Muc do thuong Hang ngay 94 26,26
xuyén sir dung Hang tudn 156 43,58
Hang thang 102 28,49
Y kién khac 06 1,67

(Nguon: Thong ké tir két qua khdo sdt)
khoa hoc
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Bang 2: H¢ 56 tdi, cronbach’s alpha, CR va AVE

Hé sb
Bién va thang do tai CR AVE
1. Gia tri thwong hi¢u (BE): Hé s6 o = 0,922 0,945 0,810
BE1. Sir dung mobile banking (MB) cua ngan hang X 1a hop 1y hon so
v6i cac ngan hang khéc, ngay ca khi chung gidng nhau 0,876
BE2. Ngay ca khi MB cua ngan hang khac c6 tinh nang tuong tu nhu
ngéan hang X, t6i van thich sir dung MB ctia ngan hang X hon 0,936
BE3. Néu c6 mét ngin hang nao khac c6 thwong hiéu MB t6t nhu cua
ngéan hang X, t6i van thich sir dung MB ctia ngan hang X hon 0,900
BE4. Néu MB ciia mot ngan hang khac khong khac biét gi voi ngan hang
X, thi vi¢c sir dung MB cua ngan hang X c6 vé thong minh hon 0,888
2. Chit lwgng théng tin (INFQ): H¢ 56 a = 0,899 0,922 0,665
INFQI. Théng tin duoc cung cap bdi MB rét hitu ich 0,791
INFQ2. Théng tin dugc cung cap boi MB rat dé hiéu 0,836
INFQ3. Théng tin dugc cung cép bai MB rét tha vi 0,703
INFQ4. Théng tin duoc cung cip boi MB dang tin ciy 0,843
INFQS5. Théng tin dugc cung cap bai MB rat day du 0,879
INFQ6. Théng tin duoc cung cip bdi MB rat cip nhat 0,830
3. Chat lwong hé thong (SYSQ): Hé s6 a = 0,922 0,941 0,763
SYSQI. Ung dung MB rét d& diéu huéng 0,854
SYSQ2. Ung dung MB cho phép tim thiy cac thong tin ma toi dang tim
kiém mot cach dé& dang 0,860
SYSQ3. Ung dung MB duoc céu tric tot 0,900
SYSQ4. MB dé st dung 0,887
SYSQS5. MB cung cap céc chirc ning rat phu hop 0,865
4. Niém tin (TR): Hé 56 a = 0,907 0,931 0,729
TR1. T6i nghi dich vu MB la dang tin cay 0,852
TR2. MB duogc tao ra 1a dé gitp d& khach hang 0,820
TR3. Téi nghi rang cac ngan hang dang hoan thanh nghia vu cua minh
trong linh vuc ngan hang di dong 0,850
TR4. Téi tin tuéng ngan hang cia toi s& cung cap dich vu MB an toan 0,893
TRS5. T6i cam thiy yén tdm ring cac ciu trac phap Iy va cong nghé s&
bao vé t6i khoi céc su cb vé MB 0.853
5. Hanh vi truyén miéng (WoM): H¢ s6 o = 0,869 0,920 0,793
WoMI. Téi s& néi vé sitc manh ciia MB véi nhitng ngudi ma toi biét 0,881
WoM2. Téi s& néi vé MB theo hudng kha tich cuc 0,886
WoM3. Néu ban héi t6i vé MB, t6i chéc chén s& gidi thiéu vé nd 0,905

(Nguon: Két qua xit Iy bang Smart PLS)
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nghia 12 mdi bién tiém 4n trong mé hinh giai thich
dugc hon 50% phuong sai cua cac thang do (Hair va
cong su, 2016). Do do, tinh nhét quan va hoi tu cua
thang do ciing nhu tinh gié tri ciia cac bién trong mo
hinh nghién ctru déu duoc dam bao dé su dung cho
cac phan tich tuong quan (Hair va cong su, 2016).

Pé kiém dinh tinh phan biét cia cac bién trong
mé hinh nghién citru, ching t6i st dung chi sb
HTMT (Henseler va cong su, 2015). Theo goi y cua
Henseler va cong su (2015), néu gia tri HTMT dudi
0,9, gia tri phan biét di duogc thiét 1ap giita mot cdu
trac nhat dinh. Kline (2015) 4p dung ngudng tiéu
chuin nghiém ngat hon 1a 0,85. Nhu dugc hién thi
trong bang 3, cac gia tri caa chi s6 HTMT ciia mdi
céu trac déu nho hon 0,85, do do, tiéu chi vé gia tri
phan biét da dugc thiét 1ap (Kline, 2015).

4.2. Ddnh gid mé hinh ciu tric

Trudc tién, tinh da cong tuyén trong mo hinh
dugc kiém tra thong qua chi s6 VIF. Két qua tir bang
5 cho théy tat ca cac gia tri VIF < 5,0; do do, mo
hinh hoan toan dam bao tin cdy 1a khong ton tai hién
tuong da cong tuyén gitta cac bién va viéc kiém dinh
mdi tuong quan giita cic bién dam béo tinh tin cay
ctia nghién ctru (Hair va cong su, 2016).

Dé kiém dinh cac gia thuyét nghién ctru, chung
toi sir dung quy trinh Bootstrapping trong SmartPLS
v6i 5000 mau con (Hair va cong su, 2016). Két qua
tir bang 4 cho thdy: v6i tiéu chudn kiém dinh dé
khang dinh gia thuyét & muc do tin cdy 95%, T-
value >1,65, P value <0,05, chi s6 khoang tin cdy
(CI) khong chira gia tri “0” (Hodc cung am hodc
cung duong). Do dé, trong nghién ctru nay, tit ca

Bang 3: Chi s6 HTMT

Bién BE INFQ SYSQ TR
BE

INFQ 0,541

SYSQ 0,535 0,768

TR 0,625 0,728 0,784

WoM 0,696 0,629 0,663 0,807

(Nguon: Két qua xir Iy bang Smart PLS)

Bang 4: Két qud danh gid mé hinh va kiém dinh gia thuyét

Hé s6 Sai léch vé
» dwong khodng tin ciy
Gia din duoc sira chira
thuyet Gia Gia
. ) ; . , VIF £
Moi quan hé triT triP LL UL f Keét qua
H1 TR > WoM 0,718 21,313 0,000 0,648 0,779 1,063 1,000 Chap nhan
H2 INFQ >TR 0,244 3,900 0,000 0,121 0,366 0,072 2,098 Chap nhan
H3 SYSQ->TR 0,427 6,860 0,000 0,300 0,545 0,221 2,101 Chap nhan
H4 BE > TR 0,243 4216 0,000 0,133 0,356 0,107 1,401 Chap nhan
(Nguon: Két qua xit Iy bang Smart PLS)
khoa hoc =
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cac gia thuyét nghién ctru (H1, H2, H3, va H4) déu
duoc khéng dinh (Hair va cong su, 2016).

Ngoai ra, bang 4 ciing cho thiy “Niém tin” dugc
khing dinh 1a yéu t6 co vai tro quan trong va anh
huong rat manh t6i hanh vi truyén miéng vé mobile
banking véi 2 dat 1,063 theo quy tic danh gia cua
Cohen (1988). V& cac yéu t6 anh huéng t6i niém tin
ctia khach hang, két qua cho thay “Chét luong hé
théng” c6 muc do anh hudng manh nhat véi 2 dat
0,221; tiép theo d6 la gié tri thwong hiéu (2 = 0,107),
va cudi cing 1a chat luong théng tin (£2 = 0,072).

i e e o]

anh huong 16n, trong khoang (0,25 - 0,4) 1a anh
huong trung binh va nhé hon 0,1 13 dnh huéng yéu.
Diéu nay cho thay kha ning giai thich manh mé cia
md hinh, cac yéu t6 trong mé hinh di giai thich dugc
60,5% niém tin va 51,4% hanh vi truyén miéng vé
mobile banking ctia khach hang.

5. Thao lugn va ham y chinh sach

5.1. Thdo lugn

Két qua nghién ctru nay cho thiy yéu té niém tin
c6 tac dong tich cuc dang ké t6i hanh vi truyén
miéng vé mobile banking vdi hé sé dudng din ()

Bang 5: Hé 56 xdc dinh cua mé hinh nghién cuu

R? diéu chinh

RZ
TR 0,608
WoM 0,515

0,605

0,514

(Nguon: Két qua xit [y bang Smart PLS)

a \

0.244 (0.000)

0.427 (0.000)—»

sYsQ TR
0.243 (0.000)

BE
(Nguon: Két qua xir Iy bang Smart PLS)

—0.718 (0.000)

Hinh 2: M6 hinh céu tric

Bang 5 béo céo hé sb xac dinh (R?) diéu chinh
ctia bién TR va bién WoM lan luot dat mirc 0,605 va
0,514. Theo Cohen (1988), R? & gi4 tri trén 0,4 1a

dat 0,718. Diéu nay ngu y su gia ting niém tin cia
nguoi dung c6 thé dan dén ting cuong hanh vi
truyén miéng vé mobile banking ctia ho. Vi dy, néu
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nguoi ti€u dung tin tuong dich vu mobile banking
duogc tao ra 1a dé giup d& khach hang, va cac ngan
hang dang hoan thanh tét sir mang ciia minh thong
qua vi¢c cung Ung cac dich vu mobile banking tin
cdy, an toan, dong thoi tin twdong vao cic nén tang
cong nghé va phap luat sé gitp xu ly nhanh chong
cic van dé phat sinh trong giao dich, ho s& c6 xu
hudéng truyén miéng tich cuc vé mobile banking
cho cac dbi twong ngudi ding tiém nang khac. Két
qua nay phu hop véi nghién ctru ciia Zhang va cong
su (2017) vé tac dong ctia sy hai long va niém tin
t6i hanh vi truyén miéng cua khach hang trong béi
canh thuong mai dién tr tai Trung Qubc - mot quéc
gia ciing ¢6 nhitng ddc trung kha twong dong véi
Viét Nam.

Nghién ctru nay mét lan nita chimg minh dugc
vai trd quan trong cua hai yéu td “Chit lwong hé
thdng” va “Chat luong thong tin” t6i sy thanh cong
ctia IS/IT khi chat lugng hé thdng c6 tac dong tich
cuc dang ké nhat toi niém tin cua nguoi dung véi hé
s6 duong dan (B) dat 0,427, sau d6 l1a chat lugng
thong tin ( = 0,244). Két qua nay phu hop mot phan
VOi cac nghlen clru trude d6 vé niém tin cia nguoi
ding trong béi canh thwong mai dién tir (Lee va
Chung, 2009; Zhou, 2012; Gao va Waechter, 2017),
nhung van c6 su khac biét mot phan khi trong cac
nghién ciru nay, chit luong thong tin méi 1a yéu to
c6 tac dong tich cyc manh nhét t6i niém tin cua
ngudi sir dung, sau d6 mai 1a chat lwong hé thong.
Diéu nay c6 thé giai thich 1a do bdi canh lich st, khi
mobile banking méi thuc sy tham nhap va phat trién
manh tai Viét Nam trong 10 nim gan day va ty 1é
tham nhap cia mobile banking chua cao. Do d6, khi
c6 su thiéu hut vé kinh nghiém sir dung, ngudi ding
mobile banking tai Viét Nam rat quan tdm va mong
doi tmg dung mobile banking c6 cac dic tinh dé sur
dung, dugc cdu trac tdt, thong tin phong phti va co
nhidu tinh ning pht hop véi nhu cau dé cung cb
niém tin cua ho.

Két qua nghién ctru cling cho thdy vai tro tich
cuc dang ké cua gia tri thuong hiéu téi niém tin cia
khach hang st dung mobile banking v&i hé sd
duong dan (B) dat 0,243. Piéu nay ngu ¥ rang nha
cung ung dich vu mobile banking (ngan hang) cang

khoa hoc

c6 uy tin thuong hiéu cao, khach hang cang cé xu
hudng tin tuong vao dich vy mobile banking cta
ngan hang d6. Két qua nay cé sy twong dong mot
phan véi nghién ctru ctia Zhou (2012) khi chung
minh duoc danh tiéng cua ngin hang gitp ting
cudng niém tin ciia khach hang s dung mobile
banking. N6 ciing phu hop véi thuc té tai Viét Nam,
bai hau hét cac ngan hang thuong mai duge khach
hang tin tudéng va lya chon st dung tGng dung
mobile banking déu 1a nhiing ngén hang 16n va cé
d6 nhan dién thuong hiéu cao, dong thoi coi mobile
banking 1 huéng di chién lugc trong phat trién thi
truong ngan hang ban 1¢€.

5.2. Ham y chinh sdch

Nghién ctru ndy ¢ ¥ nghia thiét thyc d6i voi cac
nha quan tr1 ngan hang tai Vi¢t Nam khl cung cap su
hiéu biét v& co ché tac dong cua cac yéu tb toi niém
tin va hanh vi truyén miéng vé mobile banking ciia
ngudi tidu ding dé gitip ho ra cac quyét dinh chién
lugc quan trong. Tir két qua va m6t s6 thao luan &
trén cho phép chung to1 goi y mot so chinh séch nhu
sau: TruGc tién, can gia ting niém tin ctia khach
hang dbi véi dich vu mobile banking. Cac ngan
hang cdn dam bao cic giao dich mobile banking
dugc thuc hién mdt cach hiéu qua, an toan véi thoi
gian dugc rat ngin hon so véi cc giao dich truyén
thong. Mit khac, cac ngan hang can xay dung co
ché (nén ting cong nghé, phap 1y) nhim bao mat
thong tin khach hang va xur 1y cac sy ¢b c6 thé xay
ra trong qua trinh giao dich nham giam thiéu rui ro
cho khach hang. Khi niém tin cia ngudi tiéu ding
duogc cing ¢b, ho s& tich cuc truyén miéng vé mobile
banking, tir d6 thuc day nguoi tiéu ding tiém ning
st dung loai hinh dich vu nay. Hai la, tang cudong
chit lugng hé thong ciia tmg dung mobile banking.
Céc giai phap can cha y 1a: dam bao kha ning truy
cap thuan tién, cai thién tinh dé st dung va diéu
hudéng cia ung dung mobile banking; ting cuong
kha ning truy cap va tim kiém thong tin vé cac dich
vu ma ung dung mobile banking cia ngan hang
cung ng. Mubn vay, cac ngin hang can ting cudng
g dung c4c nén tang cong nghé 4.0 tién tién nhat
vao quy trinh cung tng dich vu ngan hang trén ung
dung di dong. Ba la, cai thién chit lugng thong tin
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trén ung dung mobile banking. Ngoai viéc dam bao
cac thong tin dugc cung ing trén ung dung mobile
banking luén chinh xac, tin cay, cap nhét va déy du,
céc ngan hang c6 thé thuc hién ca nhan théa thong
tin khach hang thong qua viée gidi thi¢u thong tin va
dich vu ¢6 lién quan dén nguoi ding dua trén ho so
sir dung va s& thich cia khach hang. Diéu nay sé
gitip cai thién niém tin ctia khach hang vao mobile
banking, thuc déy ho st dung nhiéu dich vu hon va
gia ting hiéu qua cong viéc. Bon la, thuc hién cac
giai phap nhim gia tang g1a tri thwong hi¢u ciia ngan
hang Bén canh viéc cung c¢b va ning cao chét luorng
téng thé cua mobile banking, cac hoat dong truyén
thong thuong hiéu 1a khong thé thiéu trong viéc ting
do phé bién va nhan dién thuong hi€u cua ngan
hang, chang han thong qua viéc thuc hién céc video
hap dan trén cic mang xd hoi nhu YouTube va
Facebook.

6. Han ché va nghién ciru tiép theo

Bén canh nhiing két qua da dat dugc, nghién ctru
nay con ¢6 mot sé han ché. Thir nhdt, chung toi chi
tap trung vao khia canh tich cyc ctia hanh vi truyén
miéng tdi viéc tdng cudng ung dung ngan hang trén
dién thoai, trong khi khia canh truyén miéng tiéu
cuc va/hodc nguyén nhan din dén su han ché vé
hiéu qua ctia hanh vi truyén miéng vé tng dung
ngan hang trén dién thoai chua dugc lam ro. Thir
hai, nghién ciru nay chi tap trung chu yéu vao vai tro
ctia chét lugng thong tin, chat lugng hé thong, va gia
trj thwong hiéu t6i niém tin va hanh vi truyén miéng
cua nguodi dung mobile banking; do d6, cac nghién
ctru trong tuong lai ¢6 thé mé rong pham vi nghién
clru sang cac yéu td dong vai tro 1a bién doc 1ap hay
cac bién kiém soat khac. Thir ba, két qua nghién ctru
vé dong co truyén miéng va cac ham ¥ giai phap
trong nghién ctru ndy mang tinh chat goi y chung
cho loai hinh kénh giao dich ngan hang qua ung
dung trén dién thoai (mobile banking) ma chua cu
thé hoa véi ting loai hinh kénh giao dich dién tu
khéc va theo timg nhém ngéan hang khac nhau; cac
nghién ctru trong tuong lai nén hudng t6i giai quyét
c4c han ché nay. @

Tai liéu tham khdo:

1. Aaker, D. A. (1992). The Value of Brand
Equity. Journal of Business Strategy, 13(4), 27-32.

2. Alalwan, A. A., Dwivedi, Y. K., & Rana, N. P.
(2017). Factors influencing adoption of mobile
banking by Jordanian bank customers: Extending
UTAUT2 with trust. International Journal of
Information Management, 37(3), 99—-110.

3. Augusto, M., & Torres, P. (2018). Effects of
brand attitude and eWOM on consumers’
willingness to pay in the banking industry:
Mediating role of consumer-brand identification and
brand equity. Journal of Retailing and Consumer
Services, 42 (January), 1-10.

4. Beatriz Moliner Veldzquez, Maria Fuentes
Blasco, I. G. S. (2015). ICT adoption in hotels and
electronic word-of-mouth. Academia Revista
Latinoamericana de Administracion, 28(2), 227-250.

5. Bilgihan, A., Nusair, K., Okumus, F., &
Cobanoglu, C. (2015). Applying flow theory to
booking experiences: An integrated model in an
online service context. [nformation and
Management, 52(6), 668—678.

6. Chatterjee, S., Kar, A. K., & Gupta, M. P.
(2018). Success of IoT in Smart Cities of India: An
empirical analysis. Government Information
Quarterly, 35(3), 349-361.

7. Chen, C. S. (2013). Perceived risk, usage
frequency of mobile banking services. Managing
Service Quality, 23(5), 410—436.

8. Cheung, C. M. K., & Thadani, D. R. (2012).
The impact of electronic word-of-mouth
communication: A literature analysis and integrative
model. Decision Support Systems, 54(1), 461-470.

9. Cohen, J. (1988). Tatistical Power Analysis
For The Behavioural Sciences (2nd ed.). Hillsdale,
NIJ: Lawrence Erlbaum Associates.

10. Delone, W. H., & McLean, E. R. (1992). The
quest for the dependent variable. Information
Systems Research. Information System Research,
3(1), 60-95.

11. DeLone, W. H., & McLean, E. R. (2003).
The DeLone and McLean model of information

khoa hoc =

S6 171/2022

thiongmai 57



QUAN TRI KINH DOANH

systems success: A ten-year update. Journal of
Management Information Systems, 19(4), 9-30.

12. Erkan, 1., & Evans, C. (2016). The influence
of eWOM in social media on consumers’ purchase
intentions: An extended approach to information
adoption. Computers in Human Behavior, 61, 47-55.

13. Gao, L., & Waechter, K. A. (2017).
Examining the role of initial trust in user adoption of
mobile payment services: an  empirical
investigation. Information Systems Frontiers, 19(3),
525-548.

14. Geebren, A., Jabbar, A., & Luo, M. (2021).
Examining the role of consumer satisfaction within
mobile eco-systems: Evidence from mobile banking
services. Computers in Human Behavior, 114(July
2020), 106584.

15. Goyette, 1., Ricard, L., & Bergeron, J. (2010).
e-WOM Scale : Word-of-Mouth Measurement Scale
for e-Services Context *. Canadian Journal of
Administrative Sciences, 23, 5-23.

16. Hair, J. F., Hult, G. T. M., Ringle, C. M., &
Sarstedt, M. (2016). A Primer on Partial Least
Squares Structural Equation Modeling (PLS-SEM)
(2nd ed.). USA: SAGE.

17. Henseler, J., Ringle, C. M., & Sarstedt, M.
(2015). A new criterion for assessing discriminant
validity in variance-based structural equation
modeling. Journal of the Academy of Marketing
Science, 43(1), 115-135.

18. Hogan, J. E., Lemon, K. N., & Libai, B.
(2004). Quantifying the ripple: Word-of-mouth and
advertising effectiveness. Journal of Advertising
Research, 44(3), 271-280.

19. Hoyle, R. H. (1995). Structural equation
modeling: Concepts, issues, and applications. In The
structural equation modeling approach: Basic
concepts and fundamental issues. (pp. 1-15). Sage
Publications, Inc.

20. Jamshidi, D., Keshavarz, Y., Kazemi, F., &
Mohammadian, M. (2018). Mobile banking
behavior and flow experience: An integration of
utilitarian features, hedonic features and trust.
International Journal of Social Economics, 45(1),
57-81.

khoa hoc

21. John D. Laughlin, J. B. M. (2010).
Identifying market mavens online by their social
behaviors in community-generated media. Academy
of Marketing Studies Journal, 14(1), 55-71.

22. Keller, K. L. (1993). Conceptualizing,
measuring, managing. Journal of Marketing, 57, 1-22.

23. Kim, W. G., Lim, H., & Brymer, R. A.
(2015). The effectiveness of managing social media
on hotel performance. International Journal of
Hospitality Management, 44, 165-171.

24. Kline, R. B. (2015). Principles and practices
of structural equation modelling. Methodology in
the social sciences.

25. Kumar, A., & Lim, H. (2008). Age
differences in mobile service perceptions:
Comparison of Generation Y and baby boomers.
Journal of Services Marketing, 22(7), 568-577.

26. Lavidge, R. J., & Steiner, G. A. (1961). A
Model for Predictive Measurements of Advertising
Effectiveness. Journal of Marketing, 25(6), 59.

27. Lee, K. C., & Chung, N. (2009).
Understanding factors affecting trust in and
satisfaction with mobile banking in Korea: A
modified DeLone and McLean’s model perspective.
Interacting with Computers, 21(5-6), 385-392.

28. Malaquias, R. F., & Hwang, Y. (2016). An
empirical study on trust in mobile banking: A
developing country perspective. Computers in
Human Behavior, 54, 453—461.

29. Mehrad, D., & Mohammadi, S. (2017). Word
of Mouth impact on the adoption of mobile banking in
Iran. Telematics and Informatics, 34(7), 1351-1363.

30. Pavlou, P. A. (2003). Consumer acceptance
of electronic commerce: Integrating trust and risk
with  the technology acceptance model.
International Journal of Electronic Commerce, 7(3),
101-134.

31. Perez, A., & Bosque, 1. R. del. (2015). An
Integrative Framework to Understand How CSR
Affects Customer Loyalty through Identification ,
Emotions and Satisfaction. Journal of Business
Ethics, 129, 571-584.

=

58 thuong mai

S6 171/2022



32. Peter A. Voyer, C. R. (2015). The impact of
word of mouth on service purchase decisions:
Examining risk and the interaction of tie strength
and involvement. Journal of Service Theory and
Practice, 25(5), 636—656.

33. Ramayabh, T., Cheah, J., Chuah, F., Ting, H.,
& Memon, M. A. (2016). Partial Least Squares
Structual Equation Modeling (PLS SEM) using
Smart PLS 3.0 (1st ed.). Penang.

34. Reinartz, W., Haenlein, M., & Hensecler, J.
(2009). An empirical comparison of the efficacy of
covariance-based and variance-based SEM.
International Journal of Research in Marketing,
26(4), 332-344.

35. Sampaio, C. H., Ladeira, W. J., & Santini, F.
D. O. (2017). Apps for mobile banking and
customer satisfaction: a cross-cultural study.
International Journal of Bank Marketing, 35(7),
1131-1151.

36. Shankar, A., IJebarajakirthy, C., &
Ashaduzzaman, M. (2020). How do electronic word
of mouth practices contribute to mobile banking
adoption? Journal of Retailing and Consumer
Services, 52(June 2019), 0969—-6989.

37. Sharma, S. K., & Sharma, M. (2019).
Examining the role of trust and quality dimensions in
the actual usage of mobile banking services: An
empirical investigation. International Journal of
Information Management, 44(September 2018), 65-75.

38. Sreejesh, S., Anusree, M.R., Mitra, A.
(2016). Effect of Information Content and Form on
Customers’ Attitude and Transaction Intention in
Mobile Banking: Moderating Role of Perceived
Privacy Concern. International Journal of Bank
Marketing, 34(7), 1092—-1113.

39. Srinivasan, V., Park, C. S., & Chang, D. R.
(2005). An approach to the measurement, analysis,
and prediction of brand equity and its sources.
Management Science, 51(9), 1433—1448.

40. Statista (2021). Forecast of the online
banking penetration in Vietnam from 2010 to 2025.
Retrieve from:
https://www.statista.com/forecasts/1150450/online-
banking-penetration-forecast-in-vietnam

QUAN TRI KINH DOANH

41. Statista (2021). Forecast of the number of
Facebook users in Vietnam from 2017 to 2025.
Retrieve from:
https://www.statista.com/forecasts/1136459/facebo
ok-users-in-vietnam

42. Tam, C., & Oliveira, T. (2017).
Understanding mobile banking individual
performance: The DeLone & McLean model and
the moderating effects of individual culture. /nternet
Research, 27(3), 538-562.

43. Tam, C., & Tiago, O. (2015). Literature
review of mobile banking and individual
performance. [International Journal of Bank
Marketing, 35(7), 1042-1065.

44. Zhang, X., Ma, L., & Wang, G. S. (2017).
Investigating consumer word-of-mouth behaviour
in a Chinese context. Total Quality Management
and Business Excellence, 30(5-6), 579-593.

45. Zhou, T. (2012). Understanding users’ initial
trust in mobile banking: An elaboration likelihood
perspective. Computers in Human Behavior, 28(4),
1518-1525.

Summary

This study uses The Hierarchy of Effects Model
(HEM) to clarify the motivations of WoM behaviors
in mobile banking through the central role of trust.
The survey are conducted with 356 individual
customers between the ages of 18-40, and then
processed by PLS-SEM. The research results reveal
that: trust has significant and direct impact on WoM
behaviors of Vietnamese mobile banking users. In
turn, trust is positively influenced by system quality,
information quality, and brand equity of the bank.
Based on the findings, the paper provides
discussions on new contributions of the study, and
highlights some policy implications for Vietnamese
commercial banks.
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