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Ngay nhdn lai: 07/03/2025

ification (tro choi hoa) hién dang la mot trong nhﬁ’ng xu hwdng phé bién trong hoat
ong marketlng nham tao sw trdi nghlem hap dan va thu hut khach hang sw dung san
. Nghlen cuy nay phan tich tac dong ciia y dinh chdp nhén tro choi hod (gamification)
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délWmire dg gan két cua khach hang doi voi cac ngan hang tai Viét Nam. Dit liéu droc thu thap
tir 308 khach hang song tai Ha Noi thong qua bang khao sat truc tuyen sau do dwoce xir ly
bang phan mém SmartPLS4. Két qua cho thay, cdc yéu 16 bao gom “Tinh dé sir dung’ , “Tinh
hitu dung” co tac dong tich cuc den y dinh chap nhan gamification va y dinh chdp nhan
gamlf cation co tac dong dang ké dén s gan ket cua khach hang vOi ngan hang Nghlen cuu
gop phan lam ro moi quan hé gnra gamlf cation va sw gan ket cua khach hang VoI ngan hang
trong boi canh cac tro choi trén ung dung ngan hang dién tir dang tré nén phé bién o Viét
Nam, dong thoi dwa ra cdc dé xuat nham toi wu hoa hiéu qua hoat dong marketing qua
gamification, ti do gia tang kha nang thu hut va giir chan khdach hang.

Tir khéa: Gamification, sy gdn két cia khach hang, ¥ dinh sit dung dich vu, ngan hang di dong.

JEL Classifications: G21; LS1.

DOI: 10.54404/JTS.2025.200V.06

1. Gi6i thiéu

Trong ky nguyén sd hién nay, nganh tai
chinh - ngan hang dang ddi mat voi nhiing
thach thtc 16n trong viéc giltt chan khach
hang va tang cuong su tham gia cua ho vao
cac dich vy tai chinh. Cung voi sy phat trién
manh mé cua cic nén tang tryc tuyén va cong
nghe s0, khach hang ngay cang mong muon
trai ngh1em cac san pham dich vu mot cach
méi mé va tha vi. Do d6, nhdm bét klp Vol

thot dai, xu hudng gamlﬁcatlon marketlng da
ndi lén nhu 1 mot lan séng méi ddi véi cac
ngan hang thuong mai nham tao ra sy khac
biét, nang cao trai nghlem ngu(n dung va tu
do gia tang su gan két clia khach hang
(Rodrigues et al., 2016). Thuat ngt
“gamification” (tro choi hoa) lan dau tién
dugc ra do1 vao nam 2002 boi Nick Pelling,
mot nha phat trién va 1ap trinh vién game va
dugc coi la nguoi tién phong trong linh vuc

Tac gia lién hé: thuypt@hvnh.edu.vn
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nay. Pelling da phat trién mot y tuong va thiét
ké cho mdy ATM va may ban hang tu dong
mang tinh dot ph4, khic biét hoan toan so voi
cac thiét ké truyén thong, su dung giao dién
tuong tu nhu tro choi, nhiam mang lai trai
nghiém thi vi va dé dang cho ngucn su
dung. Cho dén nay, Gamification da c6 nhung
budc tién manh mé, dic biét 1a nho vao su
tién bd vuot bac cia cong nghe k¥ thuat sd.
Vi kha nang su dung cong nghé thanh
thao, thé hé Gen Z hién dang la phan khic
khach hang chd yéu ma gamlﬁcatlon hudng
t6i trong nhiéu linh vuc, bao gdm ca linh vuc
ngan hang (Ezrokh, 2020). Tai Viét Nam,
Ngan hang Quan Bdi (MB) duogc coi 1a mot
trong nhfrng ngan hang tién phong trong viéc
xay dLrng va ti€p can gamification. V61 viéc
su dung “game hoa”, MB Bank da cho ra mat
“mascot” ong vang eMBee va tro thanh bidu
tuong thuwong hiéu cuia ngan hang nay. Tu
ndm 2018 dén nay, gamification li€n tuc phat
trién manh mé& bang loat cac tro choi xuat
hién trén App MBBank nhu Sin Ong Vang,
San Ong Ty Phu, Dau Truong Tai Chinh,..
Ngan hang Quoc Té Viét Nam (VIB) cung
dang no luc ning cao gia tri thuong hiéu va
tang truong bén viing trong moi truong canh
tranh manh mé bang cach cho ra mat chién
dich “Thanh phd 40” mang tén VIBE
City. Cac nghién ctru déu chi ra rang
Gamification dang dan tré thanh mot cong cu
truyén thong mai voi myc dich giap thay a6i
hanh vi, gia ting su gin két (Harwood &
Garry, 2015 Huotari & Hamari, 2017) va
mang dén nhu:ng trai nghiém tha vi cho khach
hang Bén canh do, du da c6 mdt s6 nghién
ciru di duoc thuc hién trong linh vyc
gamlﬁcatlon nhu’ng kién thic hién c6 van
con roi rac, cach thic thic day va gan két
nguoi dung trong cac hé théng gamification
van chua dugc 0 rang (Koivisto & Hamari,
2019). Dang cht y, cac nghién ctu cling chi
ra rang gamification khong phai luc nao cling
la phuong phap thich hO’p dé tang cuong su
tuong tac doi voi tat ca nguoi dung (Jia et al.,
2016). Dac biét, trong boi canh dich vu ngan
hang, cac Ung dung ngan hang thu’(‘yng don
thuan dap ung céc nhu cau lién quan dén cac

giao dich tai chinh, nguoi dung it khi stir dung
ung dung ngan hang cho cac muc dich giai tri
(Rahman et al., 2024) nén vi¢c cac ngin hang
dua gamificaion vao cac img dung ngan hang
khong chac c6 thé mang lai cac két qua nhu y.
Bai nghién ctru gop phan tim hi€u moi quan
hé gitra gamification va sy gan két ciia khach
hang, tir d6 gitp cac ngan hang xay dung va
phat trién gamification hi€u qud. Bai nghién
ctru st dung mo hinh PLS-SEM véi dir ligu
khdo sat tir 243 cau trd 101 hop 1€, duoc xur ly
bang phan mém Smart PLS4. Céc phan tiep
theo cua bai nghién clru gom co sé 1y ludn,
phuo’ng phap nghién ctru, két qua nghién ctru
va cuoi cung la két luan va khuyen nghi.
2.Co so ly thuyet va m6 hinh nghién ciru
2.1. Co 56 Iy thuyét
2.1.1. Gamification va cdc muc dich cua phat
trién gamification tai cdc t6 churc kinh doanh
Gamification hlen dugc coi la mot trong
nhung xu hudng pho bién va xuét hién trong
cudc song hang ngay cua chung ta, du doi khi
chﬁng ta khong nhan ra di€u do (Dias, 2017).
Theo Huotari and Hamari (2017),
Gamification dugc dinh nghia la mdt qua
trinh cai tlen dich vu thong qua vi¢c thiét lap
céc co ché tro choi nham thu hit khach hang,
mang lai nhitng trai nghiém gi4 tri va dich vu
ho trg khach hang. Thuat ngit nay, theo
Rodrlgues et al. (2016), 1a viéc thiét ké mot
ung dung theo chién luoc vai cac tinh ning
nham tao ra sy tham gia manh mé cua khéach
hang va céac phéan u’ng hanh vi c¢6 myc tiéu,
mang tinh 13p lai va co tinh chat hinh thanh
théi quen. Khai niém do Deterdlng et al.
(201 1) dua ra duoc nhiéu nguoi cong nhin va
ap dung nhat, theo do, gamlﬁcatlon duoc dinh
nghia la viéc ap dung yeu to tro ch(n va ky
thuat thiét ké tro choi vao trong bdi canh phi
tro ChO’l Nhing * yeu t6 trd choi” do co thé
bao gébm hé thong cap do, bdi canh tuong
thuat, thu thach thanh tich, bang x€p hang va
nhidu yéu tb khac (Blcen & Kocakoyun
2018). Gamification hudng té1 muc tiéu gan
két, tao ra nhung trai nghlem tht vi, thuc day
cac hanh vi st dung san pham (Hsu & Chen,
2018). Ngay nay, Gamification da dugc ap
dung qua nhiéu linh vuc khac nhau nhu gido

khoa hoc =

S6 200/2025

thuong mai 69



QUAN TRI KINH DOANH

duc, y té, nhan su, quang cao, giai tri truyén
thong. Tuy nhién céc ap. dung cua
Gamification trong nganh ngan hang con
dang & glal doan so khai ca vé nghién clru 1an
thuc tién (Chauhan et al., 2021). Trong bbi
canh tai chinh - ngan hang, Gamification
duoc dua vao nham muc tiéu thu hat khach
hang, thu thap dir liéu khach hang va giit chan
khach hang Ezrokh (2020). Tac dung 10 rét
nhat cta gamification dugc chi ra trong cac
nghién ctru trude do 1a hiéu qua manh mé va
tich cuc dén y dinh sir dung dich vu ngén
hang dién tir cia khach hang (Angelina et al.,
2019; Baptista & Oliveira, 2017; Salimon et
al. 2021) Hon thé, Gamlﬁcatlon con dugc
u:ng dung trong ngan hang dé dao tao nhan
vién, cdi thién qua trinh tiép thu va ap dung
kién thirc (Morschheuser et al., 2015). Do do
cé thé thay viée img dung Gamification trong
nganh ngén hang g1up cac hoat dong tr¢ nén
thu vi, hip dan va kich thich hon, tir 6 tang
cuong su hai long cua khach hang va nang
cao hiéu qua hoat dong (Namesh Malarout et
al., 2020)

2.1.2 Sw gan két ciia khach hang (cus-
tomer engagement)

Su gan két cua khach hang dugc thé hién
qua cach ho dau tu cac ngudn lyc khac nhau
ctia minh vao mot d6i tugng nhu thuong hiéu,
cong dong, hoat dong hodc quy trinh nao o
(Hollebeek et al. 2019) Ngoa1 ra, sy gan bo
cua mot ca nhan d01 v6oi mot san pham hodc
dich vu con duge thé hién qua cac yéu t6 thé
chat, tinh than va tam ly (Raza va cong su,
2023). Su gan két cua khach hang dugc bidu
hién qua nhiéu hanh vi, vuot xa viéc chi don
thuan 1a hoan tat giao dlCh bao gdbm cung cap
phan hoi, viét danh gid trén mang xa hoi,
tham gia vao cic cong ddng truc tuyén hoac
su kién... (Itani et al., 2022). Day duoc xem
la nén tang cot 101, thong qua d6 dinh hu’ong
thai do cua khach hang tiém nang doi voi
thuong hiéu, dong thoi duy tri sy gan bo dé
thac day viéc mua hang ldp lai (Eigenraam et
al., 2018; Zheng et al., 2022,). Khéng chi
dung lai ¢ viéc mua hang, sy gan két tich cuc
cua khach hang con duoc thé hién qua y dinh
quang bé, gi6i thiéu san pham/dich vu cia

ngan hang t61 moi nguoi (Hapsari et al,
2017) hay hop tac, chia sé kién thirc, tao nén
moi quan hé¢ lau dai v6i cdc doanh nghiép
(Kumar & Pansari, 2016). Sy gin két cua
khach hang la mét yéu t6 nhan dugc su chi y
dang ké tir cdc doanh nghiép trong mot thap
ky qua bdi n6 dong vai tro quan trong trong
viéc tang tong doanh thu, l(_yi nhuan va y dinh
mua hang (Chatterjee va cong su, 2022).

2.1.3. Tac dong cua gamlfcatlon dén su
gan két cia khach hang

Gamification dang tré thanh mot cong cu
giup tdng cuong sy tham gia ciia khach hang
va nang cao trai nghiém nguoi dung, dong vai
tr0 quan trong trong viéc anh hudng deén su
gan két cuia khach hang. Theo Deterding et al.
(2011), sy vui vé khi sit dung cong nghé
gamification tao nén hirng thd, anh huéng l6n
den y dinh chap nhan gamification. Cam giac
hing tht 1a dong luc chinh dé nguoi dung
tiép tuc su dung san pham hodc dich vy tro
choi hoa. Diéu nay cling 1a moi quan tdm cuia
cac doanh nghiép, dac biét 1a trong linh vuc
thuong mai dién tur, ngan hang dién tu, de
dam bdo rang khach hang truy cép vao cac
ung dung kinh doanh cuia ho thuong xuyén
hon, gia tang sy trung thanh va giam cac giao
dich truc tiép tai quay (Wu et al., 2014). Cac
yéu td tro choi ¢6 kha nang cai thién trai
nghlem lam tdng su gan két cua khach hang
d6i v6i doanh nghiép (Huseynov, 2020). Dya
vao tam ly tu nhién cua con nguoi, tao su
canh tranh vé thanh tich va phan thu(rng, tro
choi hoa lam cho cac hoat dong ngén hang tr¢
nén hip din tir d6 thuc dy sy tham gia cia
khach hang (Sheetal et al., 2023). Hsu_va
Chen (2018) cing da nhén manh rang
gamlﬁcatlon la moét phuong thirc tiép thi
manh mé va hiéu qua trong viéc gia tang su
gan ket cua khach hang. Mot vai nghién ctru
trong linh vuc ngan hang cho thay viéc ap
dung gamification nham muc dich cd nhan
hoa va da dang hoa trai nghiém khéach hang,
tor d6 nang cao long trung thanh va gitr chan
khéch hang (Nasirzadeh, E., & Fathian, M.,
2020). Viéc ung dung gamification trong
ngan hang cang hiéu qua thi moi quan h¢ giira
v dinh chap nhan st dung dich vu va y dinh
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gidi thiéu cho nhiing nguoi dung khic cang
manh mé (Rahi & Abd. Ghani, 2019).
Gamification da dugc 4p dung rong rai trong
nhiéu nganh tuy nhién nghlen clru veé tac
dong cua garnlﬁcatlon d6i vd1 su gan két ctia
nguoi dung van con han ché, dic biét trong
boi canh dich vu (C1uch1ta et al. 2023) Theo
hiéu biét cua nhom tac gid, mac i ¢o ‘mot sO
nghién ctru vé gamification trong boi canh
dich vu ngan hang, nhung chua c6 mot
nghlen clru nao nghién clru truc tlep tac dong
cua gamificaiton dén sy gan két cua khach
hang. Dic biét, san phdm va dich vu ngan
hang thuong v hinh va co ye€u to rui ro cao
(Ennew, 2018), trai nghiém nguoi dung la yéu
to chu yéu dong vai tro tdc dong dén hanh vi
nguoi dung sau nay (Fernandes & Pinto,

Nhan thirc tinh dé st dung] _C>

Nhan thire tinh hitu dung

Y dinh chép nhén
Gamification

1a khung 1y thuyét pho bién dé dénh gia cac
yeu t0 anh huong dén hanh vi chap nhan st
dung cong nghé cua nguoi dung (Davis &
Davis, 1989). Céac nghién ctru vé céc linh vuc
lién quan nhu ngan hang s6 hay ngén hang truc
tuyén thuong stir dung moé hinh TAM (Ly & Ly,
2022; Nurahmasari et al., 2023). M6 hinh
TAM xem xét hai yeu t6 co ban anh huong dén
thai do ctua nguoi dung dé chip nhan hodc tur
chéi cac hé thong thong tin bao gom: tinh hiru
dung va tinh d& sir dung. Thai d¢ nguoi dung
lai 4nh hudng t61 y dinh st dung dich vu cong
nghe do (Wu & Wang, 2005). Ttr cac dleu kién
thuc tién vé Gamification va su gin két cla
khéch hang trong viéc st dung dich vu cua
ngan hang, nhom tac gia dé xuat mo hinh
nghién ctru nhu sau:

Su gan két cuia
khach hang

(Nguon: dé xuat ciia nhém tdc gia dwa trén nghién citu ciia Abou-Shouk and Soliman (2021)
Hinh 1: M6 hinh nghién citu dé xudt

2019). Hon nfra, long trung thanh cua khach
hang d01 v6i cdc ngan hang ¢ Viét Nam tuong
dbi thap (Burrage 2024). Do do, viée nghién
ciru chuyén sau tic dong cua gamlﬁcatlon
dén hanh vi ctiia khach hang trong nganh ngan
hang s€ giup ngan hang xdy dung chién luoc
marketing hi¢u qua khuyén khich khach
hang gan bé va sir dung dich vu lau dai.

2.2. M hinh nghién ciru va gia thuyét
nghién ciru

Duya trén cac nghién cuu trude day cua
Abou-Shouk and Soliman (2021), Raza et al.
(2024) Yang et al. (2017) Rodrigues et al.
(2013) nghién ctru xay dung mo6 hinh dya trén
mo hinh chap nhan cong nghe (TAM) de danh
gi4 céac yeu to tac dong dén y dinh chap nhan
gamification va sy gan két cuia khach hang
trong cac Ung dung ngan hang. M6 hinh TAM

Céc gia_ thuyet nghién cuu:

Tinh dé sw dung

“Tinh dé str dung” duoc xay dung dua trén
nghlen ciru cua Davis and Davis (1989), la
muc do ma ngum su dung cam nhan dugc sy
dé dang khi str dung cac san pham, dich vu
cua to chtrc cung cap (Bui Kién Trung et al.,
2019); Pikkarainen et al. (2004). Doi Vi
gamification trong linh vuc tai chinh - ngin
hang thi tinh de st dung duoc thé hién thong
qua hinh thtrc va co ché hoat dong Co ché tro
choi dugc thiét ké da dang v6é1 mot hé thong
phan thuong su dung cac yeu t6 nhu diém s6,
huy hi¢u, bang xép hang va cap do (Tran Viet
Tam et al. ,2024). Hunter and Werbach (2012)
da chung "minh rang co ché tro choi 1a mot
phan cua viéc st dung gamification, kich
thich nguoi dung kham pha va tim hiéu kha
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nang cua ho thong qua phan hoi va tuong tac.
Khi co ché tro choi don g1an tich hop véi
cong nghé dé sir dung, ngu’on dung thuong co
xu huéng tiép tuc su dung (Olivia &
Marchyta 2022). Boi vay, nghién curu dé xuat
gia thuyét:

Gid thuyét HI: Tinh dé sir dung anh
huong tich cwc toi y dinh chap nhan
gamification.

Tinh hitu dung

Theo Davis et al. (1989) nhan thtc tinh
hitu dung 1a mirc dd ma cé nhan tin rang su
dung mot cong ngh¢ s€ nang cao hi¢u qua cta
ho. Ramli and Rahmawati (2020) nhén dinh
rang khéach hang nhén thirc dugce sy hiru dung

cua gannﬁcatlon cang cao thi y dinh sir dung
cua ngu0’1 do sé cang l6n. Tinh hitu dung
trong viéc st dung gannﬁcatlon c6 thé dugc
nhan thay dugc qua viéc nang cao kién thirc
tai chinh, hinh thanh théi quen tiét kiém, gitip
nguoi dung cam thay khong chi dang str dung
mot dich vy tai chinh ma dang tham g1a vao
mot cong dong, noi ma moi hanh dong cua ho
déu dugc ghi nhan va c6 thé nhan lai nhimg
phan thudng xtimg dang (Tran Viet Tam et al.,
2024). Tinh hitu dung ma gamification dem
lai da tao ra dong luc thic day khach hang
tham gia tich cuc hon vao cac san pham dich
vu cua ngan hang (Bayuk & Altobello, 2019).
Tur do, giup ngan hang xay dyng moi quan hé
lau dai va viing chac voi khach hang.

Gia thuyet H2: Tinh hitu dung anh huong
tich cuc t6i y dinh chdp nhdn gamification.

Sw gan két cua khach hang

Gamification dugc xem 1a mot cach thuc
hiéu qua trong viéc thic day su gan két cua
khach hang. Trong cdc moéi truong kinh
doanh twong tac va nang dong, sy gan két cua
khach hang dugc cho la mot yéu t6 quan
trong nham tang trudng doanh so, tao o1 thé
canh tranh vuot trgi va tdng kha nang sinh 101
(Farida & Setiawan, 2022). Hon thé, trang
thai tam 1y cua khach hang duoc tao ra tir cac
yéu tb khuyen khich trong tro choi hoa co6 the
thuc day thai do tich cyc va céi thién sy gan
két thong qua cac phan thuong gia tri. Hsu
and Chen (2018); (Tuguinay et al., 2022)
nhan manh rang tro choi héa khong chi cai

thién trdi nghiém ma con tdng cuong su két
noi gitta khach hang va thuyong hiu trong cac
hoat dong tlep thi. C6 thé thay, moi lién kpt
gitra y y dinh chap nhan Gamification va sy gan
ket cua khach hang nam ¢ kha nang tao ra trai
nghiém tuong tac va thi vi, qua do thac day
khach hang tham gia tich cuc hon vao céc
hoat dong cua thu:ong hiu, tor d6 gia tang
muc d§ gan ket va long trung thanh.

Gia thuyet H3: Y dinh chap nhdn
gamlf cation co tac dong tich cuc den sy gan két
cuia khdch hang doi véi vmg dung ngan hang.

3. Phuong phap nghién ciru

3.1. Phwong phdp nghién ciru

~ Nghién ctru sir dung mo hinh phuong trinh
cau trac toi thiéu binh phuong (PLS-SEM-
Partial Least Squares Structural Equation).
Theo Hair va cong su (2019), day 1a mo hinh
duoc st dung pho bién dé kiém tra va xac
dinh c4c moi quan hé gitra cac bién tiém an va
bién quan sat trong mot mo hinh 1y thuyét.
PLS-SEM bao gom hai thanh phan co ban:
mo hinh do luong (Measurement model) va
md hinh cau tric (Structure model) Mo hinh
do luong sé mo td moi quan hé giita cac bién
quan sat va bién tiém an. Céc budc kiém tra
do tin cay cua thang do, kiém tra g1a tri hoi tu
va phan biét s€ giup dam bdo rang cac blon
quan sat duoc sir dung dé do luong cac bién
tiém an la dang tin cdy. Mo hinh cau tric s¢€
danh gia mo1 quan h¢ gitra cac blen tiém an
thong qua hé so duong dan (path
coefficients). Cac moi quan hé sé c6 y nghia
thong ke khi h¢ s6 p-value nhé hon 0.05. Hé
s0 xac dinh R# do luong ty 16 bién thién cua
bién phu thudc c6 thé giai thich boi cac bién
ddc 1ap trong mo hinh

3.2. Mdu nghién ciru va bang hoi

Thang do Likert bao gém 5 cap d(f): 1: Hoan
toan khong dong ¥, 2: Khong dong ¥ A 3: Trung
1ap, 4: Dong y va 5: Hoan toan dong y duoc str
dung d¢ do luong cac murc df trong bang hoi.
Doi tugng tham gia khao sat la khach hang da
sir dung mobile banking ctiia cidc ngan hang
thwong mai tai Ha Noi. Trude khi khdo sét
chinh thirc, nhom nghién ctru da tién hanh
tham khdo y kién tir cac chuyén gia va khach
hang dé hoan thién va diéu chinh bang hoi
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nham dam bao sy dé hiéu va ddy du cua cac
thang do. Khao sat duoc thuc hién thong qua
hinh thirc danh gia truc tuyén trén nén tang
Google Forms trong thang 12 ndm 2024, theo
phuong phdp chon mau thuén tién. Két thuc
khao sat, tong cong 308 phan hdi dugc thu
thap, sau qua trinh loc va lam sach dix lidu, con
243 phiéu khdo sat hop 1 duoc su dung dé
phan tich hoi quy. Quy mb mau ndy dugc cho
1a phu hgp voi yéu cau t6i thiéu dé phan tich
hdi quy theo khuyen nghi cua Hair et
al.(2021). Nhom str dung phan mém SMART
PLS 4.0 dé tién hanh do ludng va phan tich.

hé s tai ngoai (outer loadings), d¢ tin cay
thang do str dung hé s6 Cronbach Alpha va hé
sO tin cay tong hop (CR) tinh hoi tu cua
thang do str dung chi s60 AVE va tinh phan biét
cua thang do s dyng chi s6 HTMT va tiéu
chi Fornell - Larcker. Theo két qua bang 3,
cac thang do déu c6 hé sb outer loadlng 16n
hon murc chap nhan duoc 1a 0,7. Vay nén day
1a bién quan sat dat chit luong (Hair et al.,

2022). Chi so Cronbach Alpha dao dong fr
0,741 dén 0, 773 cho cac bién doc lap, thé hién
cac thang do déu dat do tin cdy tot Chi s6 CR
cung nam trong khoang 0,703 dén 0,782, thoa

Bang 1: Bang thong ké mé ta mau nghién ciiu

Yéu t6 nhan khiu hoc Tén suit | Ty 18 (%)
Lich st st dung Gamification | Da tung st dung Gamification 184 75.72%
Chua tirng str dung Gamification 59 24.28%
Gidi tinh Nam 104 42.80%
Nit 139 572%
DY tudi 15-25 tudi 157 64.61%
25-40 tudi 65 26.75%
40-60 tudi 21 8.64%
Thu nhap 3-5 triéu ddng/thang 95 39.09%
5-10 triéu dong/thang 88 36.21%
Trén 15 tridu ddng/ thang 60 24,70%

(Nguon: két qua khdo sdt ciia nhém nghién ciru)

3.3. Cac thang do trong nghién ciru

Céc thang do trong nghién ctru dugc ké thira
tor cac nghién ctru trudc (Abou-Shouk &
Soliman, 2021; Raza et al., 2023; Yang et al.,
2017) va dugc di€u chinh cho phu hop véi boi
canh tro chot hod trong céc trmg dung ngan hang
dién tir, bao gom céc thang do sau (bang 2):

4. Ket qua nghién ciru

4.1. Mo hinh do luong

Pé danh gia mo hinh do luong, nhoém tac
gia str dung huong dan ctia Hair et al. (2022)
theo d6, danh gia chat lugng thang do st dung

man ngudng, 16n hon 0,7 cua Hair et al.
(2022). Chi s6 AVE & do luong do hoi tu cuia
thang do dao dong tir 0,595 dén 0,767, 16n
hon ngudng 0,5 nén do hoi tu cla cac thang
do dugc dam bao. Chi s6 HTMT dao dong tur
0,625 dén 0,781 (trong ngudng tiéu chuan
(< =0,85) nén tinh phan biét cua thang do
dugc dam bao (Halr et al. 2022)

4.2. Mo hinh cau truc ,

Pé danh gia moé hinh cau tric trén
SmartPLS4, nhom tac gid sir dung két qua
phan tich he s0 duong dan (path coefficient)
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Bang 2: Tong hop cdc bién va thang do trong nghién ciiu

Ma/Ky Thang do Ngudn tham
hi¢u khio
Nhan thirc tinh dé sir dung
- — (Abou-Shouk
DSD1 | Céc cap d9, giai doan va nhi¢ém vu trong gamification 1a dé hieu & Soliman,
- 2 2021;
DSD2 | Hinh thure thé hién cta céc trd choi (gamification) la dé hiéu Deterding et
DSD3 | Muc tiéu, cip do dit ra 1a kha thi al, —~ 2011);
(Rodrigues et
DSD4 | Bang xép hang gitp t6i d& dang nhan biét dugc thanh tich cua ban than | al., 2013);
(Tran Viet Tam
. ) ) ) et al., 2024)
DSD5 | Cac thong bao va nhac nhd giap toi khong bd 16 st dung dich vu
Nhén thire tinh hiru ich (Abou-Shouk
— - & Soliman,
HI1 Gamification tao co hdi cho t6i tim hiéu vé cdc san pham va dich vu | 2021; Bayuk &
mo6i ctia ngan hang Altobello,
A , 2019);
HI2 Gamification c6 thé gitp ti tiét kiém ti€n hodc chi tiéu hgp ly hon. (Rodrigues et
al., 2013);
HI3 Cong ddng sir dung gamification tao dong luc cho toi (Tran Viet Tam
et al., 2024)
HI4 Cac hoat dong gamification gitip t61 giai tri trong qua trinh quan 1y tai
chinh ca nhan, khién nhiém vy nay tré' nén thu vi hon.
Y dinh chip nhin gamification (Rahi & Abd.
Ghani, 2019;
YD1 T6i s& thir nghi€m cac trd choi méi trong tng dung ngan hang Rodrigues et
. 2 . . ., 2013); ;
YD2 Toi sé tiep tuc choi cac tro choi trong tng dung ngan hang ?T ran Vi et)T am
YD3 To6i s€ ru ban beé, nguoi than cung thtr nghiém céc tro choi trong ung etal., 2024)
dung ngan hang
GK Su giin két ciia khach hang (Rahi & Abd.
Ghani, 2019);
GK1 Gamification khién t6i cdm thay ngan hang thuc sy quan tdm dén nhu | (Yang et al,
cau cua khach hang 2017)
GK2 Téi s& tiép tuc st dung umg dung ngan hang trong céc giao dich hang
ngay
GK3 Tbi san sang gidi thiéu ngan hang ctia minh cho ngudi khic vi cac tinh
nang gamification ma nd cung cap

(Nguon: Dé xuat cua nhom nghién ciru)
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Bang 3: Pdnh gid chat heong bién quan sdt

Thang do Outer loadings Cronbach alpha CR AVE HTMT
DSDI 0,766
DSD2 0,841
5SD3 074 0,773 0,782 | 0,595 | 0,625-0,696
DSD4 0,732
HI1 0,718
HI2 0,797
0 0.786 0,773 0,773 | 0,591 | 0,745-0,781
HI4 0,771
YDI 0,797
YD2 0,823 0,741 0,744 | 0,658 | 0,660-0,781
YD3 0,813
GK1 0,860
GK2 0,891 0,697 0,703 | 0,767 | 0,625-0,670
GK3 0,872
(Nguon: Két qua tir phan mém Smart PLS4)
Bang 4: Cdc gid tri phdn biét theo hé s6 HTMT
Bién Dé sir dung Hiru ich Y dinh Gin két
Dé sir dung
Hiru ich 0,696
Y dinh 0,660 0,781
Gan két 0,625 0,745 0,670

(Nguon: Két qua tir phan mém Smart PLS4)

v6i Bootstrap 5000 mau. Y nghia cac quan hé
tac dong trong mo hinh dugc thé hién thong
qua gia tri P cho thdy cac gia thuyét H1, H3,
H4 dugc chap nhan (Bang 5).

bé danh gid mo6 hinh, nhom tac gid xem
xét chi s6 VIF thé hién tinh cong tuyen cua
cac bién doc lap (the hién qua chi 0 VIF) hé
sO R the hién mtre do giai thich cia mo hinh,
va hé so tac dong f thé hién mac do quan
trong cua bién doc 1ap theo goi y cua Hair et

al. (2022). Chi sd VIF cua céc bién doc lap
déu nho hon 3 nén mo hinh nghign cu? khong
xdy ra hién tuong da cong tuyén. R“ cia Y
dinh chap nhan Gamification bang 0,404 nhu
Vay céc bién doc lap Tinh dé str dung (DSD)
va Tinh hitu ich (HI) giai thich duogc 40,4%
su bién thién cEa bién Y dinh chap nhan
Gamification. cia Muc do gan két cua
khach hang c¢¢ gia tri 0,232 cho thdy cac bién
doc 1ap co thé giai thich duoc 23,2% su thay

khoa hoc =

S6 200/2025

thuong mai 75



QUAN TRI KINH DOANH

Bang 5: Két qua kiém dinh gid thuyét nghién ciiu

Tac dong Gia | Hoiquy | Sample Standard Gia | Gia | Két
thuyét chuin mean deviation triT | triP | luén
hoa (O) ™M) (STDEV)

Tinh dé sir dung H1 0,255 0,258 0,078 3,261 | 0,001 | Chéap
> Y dinh chap nhén
nhan
gamification
Tinh hitu ich H2 0,461 0,462 0,068 6,810 | 0,000 | Chap
> Y dinh chap nhan
nhan
gamification
Y dinh chip nhan | H3 0,482 0,484 0,062 7,770 | 0,000 | Chap
Gamification nhan
-> Sy gén két cua
khach hang

(Nguon: Két qua xir Iy dir liéu khdo sdt)
d6i trong mirc do gan két cua khach hang.
Theo Hair et al. (%022) muc do quan trong
cua blen doc lap < nho hon 0,02 ngh1a la tac
dong rat nho va gan nhu khong c6 y nghia. H¢
s0 nay lon hon bang 0,02 va nho hon 0,15 1a
tac dong nho. Hé s6 nay 16n hon bang 0,15 va
nho hon 0,35 1a tdc dong trung binh. H¢ so6
nay 16n hon 0,35 c6 nghia la tac dong lon. Két
qua cho thay, Tinh dé sir dung cé tac dong
nho vé6i £~ bang 0.077; Tinh hitu ich (HI) c6
tac dong trung blgh t6i Y dinh chap nhan
Gamification voi f* bang 0,252; Y dinh chap
nhidn Gamification .ctng co tac dong trung
binh dén su gin két cia khach hang voi f:
bang 0,302 (Bang 6).

chuan hoa = 0,255; p = 0,001 nén gia thuyét
HI duogc chap nhan. Két qua cho thay rang
khach hang su dung ung dung Gamified nhan
thy rang tinh dé st dung c6 anh huong tich
cyc dén y dinh chip nhan, diéu nay tuong
dong véi nghién cuu cua (Rodrigues et al.,
2013); Rodrigues et al. (2016). Nhu vay, khi
cac yéu to tro choi duoc ung dung vao cac
dich vu voi thiét ké don gian va dé su dung,
khéach hang s& cam thay thoai mai hon khi
tlep can va su dyng dich vu. Céc yeu t6 nhu
giao dién nguoi dung de hi€y, quy trinh ro
rang va khong phtrc tap c6 thé lam gidm bot
sur lo ngai cta nguoi dung doi voi cong nghé
moi, tor do6 tang cuong kha nang chap nhan

Bang 6: Cdc két qua hé sé VIF, R2, 2

R? R? diéu chinh
Doi méi sang tao 0,619 0,614
Loi thé canh tranh 0,316 0,314
Hiéu qua kinh doanh 0,463 0,460

(Nguon: Két qua tir phan mém Smart PLS4)

5. Thio luin ya két luin
Bang 5 cho thay Tinh dé st dung tac dong
dén y dinh chip nhan Gamification véi f
khoa hoc

gamification.
Tinh hiru ich c6 tac dong den ¥ dinh chap
nhan Gamification voi B chudn hoa = 0,461;
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p = 0,000... Két qua nay twong dong V61 cac
nghién ctu trudce, cling lién quan dén Ung
dung gamification trong dich vu e-banking
cua Alrashed et al. (2023) va (Rodrigues et
al., 2013). Khéch hang s& c6 xu huéng sur
dung cac ung dung gamification néu ho cam
thay n6 mang lai lgi ich. Di€u nay ching
minh rang, Gamification trong, nganh ngan
hang pha1 dap Umg duoc nhu cau thuc t€ va
cung cap gia tri cho ngucn dung dé ho sén
sang chap nhan va tiép tuc su dung cong
nghé. Bén canh do, két qud cling cho thay
muc do tdc dong cua tinh hira ich cao gap doi
so_voi mirc df tac dong cua tinh dé sur dung,
dleu nay phan 4nh rang nguoi dung quan tam
dén d6 hitu dung cua Gamification mang lai
hon so véi quan tam vé do dé st dung hay
phurc tap cua no.

Y dinh chap nhan Gamification tic dong
dén Sy gan két cua khach hang cua khach
hang voi B chuan hoa = 0,482; p = 0,000. Do
vay gia thuyet H3 duoc chap nhan Cac
nghién ctru vé chu dé gan, ciing lién quan dén
dich vu tai chinh - ngan hang nhu Nasirzadeh
and Fathian (2020) Raza va cong su (2023)
ciing cho két qué veé cac tac dong tich cyc cia
gamification dén tinh c4 nhan hoa trai
nghiém khéach hang. Két qua nay mot 1an nira
khang dinh cac lgi ich cua gamlﬁcatlon khi
khéch hang bi thu hit bdi nhitng trai nghiém
tro choi trén app cua ngan hang, ho thuong c6
su gan két cao hon vdi thuong hi¢u thong qua
nhitng trai nghiém tro choi tyong tac. Thong
qua trai nghiém mdéi mé va hap dan, ho c6 xu
huo’ng su dung apps cia ngan hang thu(‘mg
xuyén hon, tr d6 hinh thanh thoéi quen st
dung apps va gan két véi thuong hi¢u ngin
hang trong do1 song hang ngay. Piéu nay dic
biét c6 y nghia trong boi canh khach hang
trén thi truong Viét Nam c6 mirc do trung
thanh thap (Burrage, 2024). Sy tang tuong tac
s€& gop phan tang mirc d¢ sir dung va long
trung thanh cua khach hang

Tu ket quéa nghién ctru, ¢6 thé dua ra mot
sO dé xuét:

Thir nhat, cac to chirc tai chinh hay ngan
hang nén cai thién tinh dé sir dung cla cac
ung dung gannﬁcatlon cung cap dich vu nén

QUAN TRI KINH DOANH

thiét ké cic ung dung gamification sao cho
don gidn va dé ti€p can, gitp khach hang
tham gia vao cac trai nghiém tro choi ma
khong cdm thay bi kho khan.

Thir hai, bang viéc nang cao tinh hitu ich
cua gamification, cac to chirc can dam bao
rang cac hoat dong tro choi hoa khong chi
mang lai sy tha vi ma con co ich cho khach
hang, thong qua cac phan thuong gia tri, cac
hiéu biét va trai nghiém vé dich vu. Vlec ap
dung cac yéu t6 gamification co thé gitip khach
hang tiét kiém thoi gian hodc gia tdng gid tri
dich vu sé khién ho de dang chap nhén hon.

Thir ba, tang cuong su gan két cua khach
hang thong qua gamification, khong chi ding
lai 6 viéc tao ra trai nghiém tro choi ma con
phai tao ra su két ndi giira khach hang va
thuong hiéu. Can khuyén khich khach hang
tham g1a vao cac hoat dong lau dai va lién tuc
thay vi chi cung cap nhung tro choi don 1é.

Thir tw, lién tuc cip nhat cac co ché moi
Gamification theo thdi gian, dleu chinh dé
khong lam gidm di su tha vi, dong thoi phu
hop v6i su thay doi trong nhu cau va s thich
cua khach hang.

Bai nghién ctru da co nhung dong gop
khang dinh mdi quan h¢ gifta y dinh chap
nhan Gamlﬁcatlon va muc do gin két cua
khach hang d01 véi cac ing dung ngan hang.
Theo hiéu biét cia nhom tac gia, day la mot
trong nhung nghlen cliru dau tién thuc hién vé
chu dé nay. Bai c6 mot s6 han ché can luu y:
thir nhat quy md mau co thé chua mang tinh
dién tot do viéc khédo sat duoc thyc hién theo
phuong phap thuén tién voi két qua 243 cau
trd 101 hop 1¢. Thu hai, nghién clru st dung
cac thang do co ban, c6 thé chua phan 4nh hét
dugc cac bién cia mo6 hinh. Hi vong nhiing
nghién ciru sau nay c6 thé md rong mau
nghién ctru va khac phuc dugc nhitng nhugc
diém nay. @
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Summary

Gamification is currently one of the popu-
lar trends in marketing activities to create
customer experiences and attract customers to
use products. This study analyzes the impact
of the intention to adopt gamification on cus-
tomer engagement of banking industry in
Vietnam. Data was collected from 308 cus-
tomers living in Hanoi through an online
survey, and was then processed using
SmartPLS 4.0 software. The results show that
factors such as “Perceive Ease of Use” and
“Perceive Usefulness” have positive impacts
on the intention to adopt gamification, and
the intention to adopt gamification signifi-
cantly affects customer engagement with
banks. This study contributes to clarifying the
relationship between gamification and cus-
tomer engagement in the context of gaming
features on mobile banking apps becoming
increasingly popular in Vietnam. The findings
also provide suggestions to optimize the
effectiveness of marketing activities through
gamification, thereby increasing customer
engagement and retention.
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