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Tém tit: Duya trén m6 hinh chip nhan cong nghé mo rong va quan diém trong dich
vu, bai viét phan tich tic dong cua cdc thude tinh cua chit luong dich vu ngén hang
di dong, bao gom tinh dé sir dung, hiru ich, bao mat/quyen riéng tu va thich thu,
dbi voi dong sang tao gia tri. Nghién ctru dénh gia vai tro trung gian cua thai do
clia nguoi sir dung, dong thoi kiém chimg anh hudng ciia niém tin 1én dong sang
tao gia tri cling nhu vai tro diéu tiét ciia niém tin 1én mdi quan hé gitra thai do ctia
ngudi sir dung va dong sang tao gia tri. Dit liéu nghién ciru dugc thu thap qua khao
sat truc tuyén v6i khach hang st dung dich vu ngan hang di dong tai Viét Nam. M6
hinh phwong trinh c4u trac binh phuong t6i thiéu timg phan dugc sir dung dé phan
tich so liu. Ket quéa nghién ctru chi ra rang chit luong dich vu ngan hang di dong,
thai do Va niém tin cua khach hang dong vai tro chi phdi dong sang tao g1a tri. Tuy
nhién, niém tin khong diéu tiét anh huong cta thai d6 ngudi sir dung 1én ddng sang
tao gia tri. K&t qua nghién ctru goi mé nhitng ham y quan trj quan trong doi voi cac
nha quan 1y trong viéc nang cao chét lugng dich vu ngan hang di dong nham thic
day dong séng tao gia tri.

Tir khéa: Dong sang tao gia tri, Ngan hang di dong, M6 hinh chip nhan céng nghé
md rong, Quan di€ém trong dich vu
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THE IMPACT OF MOBILE BANKING SERVICE QUALITY
ON VALUE CO-CREATION BETWEEN CUSTOMERS AND BANKS

Abstract: Based on the extended technology acceptance model and the service-
dominant logic approach, this paper analyzes the impact of mobile banking
service quality including the ease of use, the usefulness, the security/privacy and
the enjoyment, on value co-creation. The study evaluates the mediating role of
customer attitudes, examines the influence of trust on value co-creation, and tests
the moderating role of trust on the relationship between customer attitudes and value
co-creation. The data were collected from customers using mobile banking services
in Vietnam through an online survey. The partial least squares structural equation
modeling was adopted to analyze the data. The research results show that the quality
of mobile banking services, customer attitudes, and trust are critical factors affecting
value co-creation. However, trust does not moderate the influence of customer
attitudes on value co-creation. These results suggest important implications for
banks’ managers to improve service quality, thereby promoting value co-creation.

Keywords: Value Co-Creation, Mobile Banking, Extended Technology Acceptance
Model, Service-Dominant Logic

1. Gi6i thiéu chung

Chuyén dbi s6 anh hudng toi hau hét cac linh vuc hoat dong ciia doanh nghiép,
budc cic nha quan 1y phai tim ra nhitng huéng di méi bat kip xu hudng thi trudong.
Céac ngan hang thuong mai ciing khong nim ngoai xu thé d6. Ngan hang di dong
dugc coi 1a dich vu chién lugc ciia cac ngin hang thwong mai. Theo Singh &
Srivastava (2018), ngan hang di dong la dich vu do cac ngan hang hoac céc dinh
ché tai chinh cung cap, cho phép khach hang thyc hién cac giao dich ngan hang
thong qua thiét bi di dong véi sy hd trg ctia cong nghé thong tin. Trong nhiing
thang dau nam 2020, khi dich COVID-19 x4y ra va nhat 1a trong giai doan cach ly
xa hoi, hoat dong thanh toan qua ngan hang di dong dién ra thong sudt va an toan,
thanh toan qua kénh Internet ting gan 50% vé gia tri giao dich trong khi thanh
toan qua kénh dién thoai di dong ting hon 160% so véi ciing ky nam 2019. Diéu
nay cho thay nhu cau st dung ngan hang di dong va thanh toan khong st dung tién
mit tai Viét Nam ngay cang ting 1én. Su phat trién manh mé cua cong nghé thong
tin gitp gia ting sy twong tac giita ngan hang va khach hang. Chi can mot thiét bi
di dong nhu dién thoai hay may tinh bang két ndi Internet, khach hang co thé thuc
hién cac giao dich tai chinh & moi lic, moi noi véi chi phi hop 1y ma khong can
dén ngan hang. Qua d6, khach hang c6 thé tham gia vao viéc phat trién/cai thién
chit luong dich vy, mang lai nhiing gia tri to 16n cho nha cung cép dich vu. Béi
vdy, cic ngan hang luén mong mudn thu hut khach hang tham gia vao qua trinh
tao ra gia tri cho ca doi bén, hay noi cach khac 1a dong sang tao gia tri. Khach
hang dugc sir dung dich vu tot hon va ngan hang c6 thé cai thién chat luong dich
vu dé phat trién manh hon.
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Cung su phat trién ctia thoi dai cong nghé 4.0, rat nhidu nghién ciru diéu tra tac
dong cua chét lugng dich vu ngén hang di dong toi quyét dinh sir dung cta khach
hang. Dua theo két qua danh gia cia Tam & Oliveira (2017), hau hét cac nghién
ctru tap trung kiém tra giai doan ¢ y dinh sir dung va str dung dich vu va co rét it
céc nghién ciru kiém tra giai doan sau khi ap dung. Yi & Gong (2013) di khai niém
héa hanh vi dong sang tao gié tri ciia khach hang nhu mot khai niém da chiéu bao
gbém 2 yéu tb 12 hanh vi tham gia va hanh vi cong dan cta khach hang. Mainardes
& cong sy (2017) chira mbi quan h¢ tich cuc va dang ké d6i voi viee tiép can, danh
gi4 rui ro, tinh minh bach khi ngan hang thyc hién dong sang tao gié tri voi khach
hang. Mostafa (2020) kiém tra tac dong cua chit lugng dich vu ngan hang di dong
t6i yéu t6 dong sang tao gia tri ciia khach hang.

Tir goc do thuc tién, cac ngan hang thwong mai Viét Nam da va dang chu trong
dau tu phat trién dich vu ngan hang di dong. Tuy nhién, tir goc do hoc thuat, hién van
chura c6 nghién ctru ndo danh gia tac dong ctia chat lwong dich vu ngan hang di dong
ddi voi dong sang tao gia tri gitra khach hang va ngén hang tai thi truong Viét Nam.
Vi tam quan trong cia ddng sang tao gia tri trong viéc gia ting loi thé canh tranh, xay
dung hinh anh, uy tin cho doanh nghiép, viéc danh gia anh hudng cua chat luong dich
vu ngan hang di dong d6i v4i dong sang tao gia tri 1a can thiét dé gitip cac ngan hang
¢6 nhitng chién lugc thuc didy dong sang tao gia tri gitra khach hang va ngan hang.
Nham cung cép bang chimg khoa hoc vé chu d& nay, nhom tac gia tién hanh phan tich
thuc nghiém vo1 dit li¢u khao sat thu thap tir cac khach hang st dung dich vu ngéan
hang di dong tai Viét Nam. Pay co thé duoc xem 1 nghién ctru tién phong phan tich
tac dong cua chat luong dich vu ngan hang di dong t6i dong sang tao gia tri trong linh
vic ngan hang tai Viét Nam. Bai viét cung cap bang chimg thyc tién vé cam nhan cia
khéch hang ddi véi chét lwong dich vu ngan hang di dong cua cac ngan hang thuong
mai Viét Nam, déng thoi ching minh tam quan trong cia chét luong dich vu dbi voi
thanh cong trong dai han cia cic ngan hang thong qua dong sang tao gié tri véi khach
hang. Két qua nghién ctru niy mang lai nhimg ham y quan tri quan trong ddi véi cac
nha quan 1y ngan hang trong viéc ting cudng dong sang tao gia trj gitta khach hang
va ngan hang dua vao chat luong dich vu cung cép téi khach hang.

Sau phan gidi thiéu, phan 2 thuc hién nghién ctru tong quan dé xac dinh co so
1y thuyét st dung trong bai, dong thoi xdy dung céc gia thuyét nghién ctru. Phan 3
trinh bay phwong phap nghién ctru. Két qua kiém dinh mé hinh va thao luan két qua
dugc dé cap ¢ phan 4. Phan 5 két luan va dé xudt mot s6 kién nghi nham thuc day
ddng sang tao gia tri gitra khach hang va nha cung cap dich vu ngan hang di dong.
2. Co s& 1y thuyét, mé hinh va gia thuyét nghién ciru
2.1 Co s6 Iy thuyét

M5 hinh chép nhéan céng nghé (TAM) mé rong va quan diém trong dich vu duoc
sir dung dé 1am nén tang cho nghién ctru nay. Phat trién tir thuyét hanh dong hop 1y,
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mo hinh TAM chi ra rang thai d6 huéng dén sir dung cong nghé chiu tac dong cia
hai yéu td chinh la cam nhan dé sir dung va cam nhan hitu ich ctia cong nghé, tir do
anh hudong dén y dinh hanh vi va hanh vi st dung cong nghé thuc su (Davis, 1989;
Davis & cong su, 1992). Ke thua va phat trién mo hinh TAM, cac nghién ciru di
sau da bd sung thém cac yéu td vé cam nhan bao mat/quyén riéng tu va cam nhan
thich thi dé gia ting tinh hiéu luc cua mé hinh (Bailey & cong su, 2017; Singh &
Srivastava, 2018). Quan diém trong dich vu 1a tién dé co ban din dén khai niém
ddng sang tao gi tri. Quan diém nay do Vargo & Lusch (2004) dua ra, ap dung cho
dbi twong trao doi 1a dich vu (chtr khong phai hang hoa hiru hinh), nhdn manh vai
trd cua nang luc cbt 16i trong viée mang lai loi ich cho khach hang, tap trung vao
qué trinh cung mg dich vu thay vi chi tap trung vao cac két qua dau ra, dong thoi
nhan dinh réng gia tri khong chi don thuan duoc tao ra cho khach hang ma chinh
khach hang cling tham gia vao qua trinh tao ra gia tri thong qua su tuong tdc mat
thiét gitta doanh nghiép voi khach hang.

Chét luong dich vu ngan hang di dong thé hién sy danh gia tong thé cua nguoi
st dung dich vu vé tinh wu viét cling nhu sy xuét sic trong viéc phan phéi cac noi
dung di dong. Cac nghién ciru vé chat luong dich vu ngan hang di dong thuong
nhan manh céc thudc tinh vé gia tri hitu dung cua dich vu ma khach hang ky vong
¢6 duge nhu cam nhan tinh hiru ich, cam nhan bao mat/quyén riéng tu, cam nhan dé
str dung (Shankar & Jebarajakirthy, 2019). Arcand & cong su (2017) cho rang cam
nhan thich thu ciling 1a mét thude tinh quan trong cta chét luong dich vu ngan hang
di dong. Cac nghién ctru di trude vé chat luong dich vu chimg minh tim quan trong
cta chét luong dich vu trong viéc quyét dinh thai do ctua nguoi su dung (Glavee-
Geo & cong sy, 2017), dong thoi chi ra rang thai d cia nguoi sir dung anh huéng
dén hanh vi cua khach hang vé viée st dung dich vy (Chauhan & cdng su, 2019).

Pong sang tao gié tri giita khach hang va nha cung cap dich vu duoc hiéu 14 viéc
tham gia va dong gop ctia khach hang vao qua trinh phat trién cac dich vu vu viét cia
doanh nghiép dé cung cap cho khach hang thong qua sy chia sé kién thirc, ki ning
va ngudn luc ciia khach hang véi doanh nghiép (Mostafa, 2020). Theo Yi & Gong
(2013), hanh vi dong sang tao gid tri cua khach hang 13 mot cau truc da chiéu, gdbm
8 hanh vi co ban 13 tim kiém thong tin, twong tac ¢4 nhan, chia sé thong tin, trach
nhiém, gitp do, van dong ung ho, phan hdi va sy cam thong. Trong bai viét nay,
nhom tac gia tiép can hanh vi dong sang tao gid tri v6i 6 hanh vi cho phu hop voi
thuc tién bdi canh nghién ctru, trong d6 loai trir trong tac ¢4 nhan va sy cam thong.

Mot s nghién ciru trudc day da phéan tich cac nhan td anh huong dén dong
sang tao gid tri cling nhu cac hé qua cua dong sang tao gia tri nhung chu yéu tap
trung trong linh vyc phi ngan hang (Yen & cdng su, 2020; Roy & cong su, 2020).
Mainardres & cong su (2017) 1a mot trong sd it 6i cac nghién ctru vé cac nhan té anh
huong dén ddng sang tao trong linh vuc ngan hang, tuy nhién nghién ctru nay khong
tap trung vao chat lugng dich vu ngan hang di dong. Mostafa (2020) 1 nghién ctru
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dau tién danh gia vai tro ctia chat luong dich vu ngan hang di dong d6i voi dong
sang tao gia tri. Tuy nhién, két qua thuc nghiém tai thi trudng Ai Cap cua Mostafa
c6 thé 4p dung tai cac thi truong khac v6i su khac biét vé van hoa, chinh tri, kinh
té va xa hoi; khong doi hoi cac nghién ctru twong tu duoc tién hanh & cac qubc gia
khéc. Tai Viét Nam, theo tim hiéu ctia nhom tac gia, hién chua c6 mot nghién ctru
nao vé chu dé nay dugc thuc hién. Ngoai ra, phén 16n cac nghién ctru vé chét lugong
dich vu ngan hang tap trung danh gia vé y dinh st dung va dang sir dung, co rat it
cac nghién cuu kiém chung giai doan sau khi sir dung dich vu. Vi tam quan trong
clia dong sang tao gia tri d6i v6i doanh nghiép nhu dé cap phia trén, nghién ctru
nay dugc tién hanh nham lam sang to tac dong ciia chat lugng dich vu ngan hang di
dong ddi v6i dong sang tao gia tri.

2.2 Mé hinh va gid thuyét nghién ciru

Dya vao m6 hinh TAM m¢ rong va quan diém trong dich vy, déng thoi ké thira
va sira doi tir nghién ciru cia Mostafa (2020), md hinh nghién ciru st dung trong
bai duoc dé xuit nhu sau:

Niém tin Van dong
Chat lugng dich vu (TRUST) ung ho
ngan hang di dong
Su phan hoi
Cam nhan dé
St dung (PEU) N HI+ s H8+ Hé6+
Su giup do
. Thai do Dong
g?m’nllllarliU H2+ clia nguoi sang tao -
tru ich (PU) sir dung - gid tri Tim kiém
e (ATT) (CVCCI) thong tin
Cam nhan
b.%o mat/quyen W . Hanh vi
riéng tu (SP) trach nhiém
Cam nhan / Chia sé
thich tha (PE) thong tin

Hinh 1. M6 hinh nghién ciru
Nguon: Pé xudt ciia nhom tdc gia
Cam nhan dé st dung thé hién mirc d6 mot cong nghé duoc coi la dé sir dung va
dé dang hoc (Davis, 1989). Mostafa & Eneizan (2018) nhén thiy rang tinh dé su
dung c6 y nghia quan trong trong vi¢c xac dinh y dinh st dung dich vu ngan hang di
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dong. Cac ca nhan s& chap nhan va sir dung dich vu ngan hang di dong néu ho cam
thiy n6 dé hoc va d& st dung. Vi vay, gia thuyét sau duoc dé xuat:

HI1: Cam nhdn dé sir dung cua khach hang anh hwong tich cuc dén thai dé cua
ho doi véi dich vu ngan hang di dong.

Cam nhan hiru ich thé hién niém tin ctia c4 nhan vé viéc sir dung mot cong nghé
nhat dinh s& ning cao hiéu suit cong viéc hodc mang lai két qua kha quan (Davis,
1989). Cac nghién curu di trudce cling tim ra anh hudng tich cuc cia cdm nhan hiru
ich ddi véi viéc chap nhan va st dung ngan hang di dong. Do d6, gia thuyét sau
duoc dé xuét:

H2: Cam nhan hitu ich cua khach hang anh huwong tich cuc dén thdi dé cia ho
doi véi dich vu ngdn hang di déng.

Béo mat va quyén riéng tu 1a mot yéu t6 rat quan trong trong cac dich vu truc
myén, cac giao dich tai chinh dién t, lién quan dén viéc bao vé cac thong tin cé
nhan va dir lidu giao dich khoi bi tiét 16, ro ri hodc lam dung. Yéu té bao mat va
quyén riéng tu thuc day ¥ dinh sir dung va thai do ctia nguoi st dung mot cach tich
cuc (Bailey & cong su, 2017; Zhang & cong su, 2018). Vi vay, gia thuyét sau duoc
dé xuat:

H3: Cam nhdn bao mdt/quyén riéng tie ciia khdch hang dnh huong tich ciee dén
thdi dé ciia ho doi véi dich vu ngan hang di dong.

Cam nhan thich tha dugc Davis & cong su (1992) bd sung vao md hinh TAM
va dugc dinh nghia 1a mirc d§ ma mdt ca nhan cam nhan dugc sy thu vi khi chi st
dung cong nghé, loai trir bit cir két qua nao luong trude duoc. Sy thich tha véi dich
vu ngan hang dién tir (e-banking) c6 thé kéo dai thoi gian khach hang truy cap vao
dich vy, dugc chiing minh trong nghién ctru cua Bauer & cdng su (2005). Do do,
gia thuyét sau duoc dé xuat:

H4: Cam nhan thich thu cua khach hang anh hwong tich cuc dén thai do cia ho
déi véi dich vu ngdn hang di dong.

Trong linh vuc ngan hang, dong sang tao gia tri c6 thé thay qua viéc ngan hang
thiic ddy hop tac véi khach hang, ling nghe phan hoi, chia s¢ kinh nghiém st dung
tir phia khach hang vé mot loai hinh san pham/dich vu ma ho dang dung dé tir d6
tiép tuc cai tién, ddi mai san phém/ dich vu nhim dap ung tot hon nhu cau cua khach
hang, mang lai cho khach hang nhiing trai nghiém vuot trdi. Theo Mostafa (2020),
néu khach hang c6 thai do tich cuc ddi vai dich vu ngan hang di dong thi ho s€ co
xu hudng tich cuc hop tac voi ngan hang trong qué trinh dong sang tao gia tri bang
cach gidi thi¢u, phan hoi, ¢b dong moi ngudi su dung dich vu. Do do, gia thuyét sau
duoc hinh thanh:
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HS5: Thai 6 cua khdch hang doi véi dich vu ngdn hang di dong anh hiong tich
cwe dén dong sang tao gid tri.

Niém tin 12 mdt nhan t6 quan trong anh hudng dén hanh vi st dung dich vy cta
khach hang (Kim & cong su, 2009). C6 thé thiy, khi ngudi sir dung tin tudng vao
viéc nha cung cp dich vu du ning luc tu van, trung thuc trong cac giao dich va
cam két giir 161 htra cling nhu bao mat thong tin ca nhan cta minh thi s& c6 nhiéu
kha ning dong sang tao gia tri duoc tao ra thong qua nhitng phan hdi va ¢b vil cta
ngudi str dung t6i nhitng ngudi khac. Malaquias & Hwang (2019) cho thdy niém
tin tac dong tich cuc toi dong sang tao gia tri v6i khach hang. Do d6, gia thuyét sau
duoc dé xuét:

HG6: Niém tin cia khach hang anh hieong tich cwc dén dong sang tao gid tri.

Vai tro trung gian cua thai dd ngudi sir dung trong méi quan hé giira chat luong
dich vu va hanh vi cua khach hang da dugc chirng minh trong cac nghién cutu di
trude (Sreejesh & cong su, 2016). Do vay, gia thuyét sau duge xay dung:

H7: Thdi d¢ cua khdch hang doi véi dich vu ngdn hang di dong truyén dan dnh
hieong ciia chat lwong dich vu bao gom cam nhdn dé sir dung (H7a), cam nhdn
hitu ich (H7b), cam nhdn bdao mdt/quyén riéng tw (H7c), cam nhdn thich thi
(H7d) lén dong sdang tao gid tri.

Mostafa (2020) cho rang néu khach hang tin tuéng vao ngan hang thi ho s& co
thai do tich cuc hon véi dich vu dang sir dung, dong thoi khach hang ciing sin sang
hon trong viéc gidi thiéu, chia sé thong tin va cung cap phan hdi hd trg ngén hang,
Trén co s& ndy, gia thuyét sau dugce dé xuat:

HS: Anh huong tich cuc ciia thai dg ciia khdch hang doi voi dich vu ngdn hang
di déng 1én dong sdng tao gid tri dwoc tang cwong khi khach hang tin tudng vao
ngan hang.
3. Phuwong phap nghién ciru
3.1 Dir liéu nghién ciru
Dir liéu nghién ctru duoc thu thap bang phuong phap khao sat truc tuyén, trén
cong cu Google biéu mau. Pdi twong tham gia khao sat 1a nhimg coéng dan Viét
Nam da trai nghiém dich vu ngan hang di dong. Viéc khao sat thu thap dir li¢u dugc
tién hanh tir thang 2 dén thang 4 nam 2021 trén dia ban Ha Noi, Da Ning va Thanh
phd Hb Chi Minh. Tong sé ngudi tham gia khao sat 1a 325 ngudi, trong d6 ¢6 317
cau tra 101 hop 18. Cac bién quan sat cho tirng nhan t6 trong mé hinh dugc chon loc
tir cac nghién ctru trudc day va ap dung thang do Likert 7 diém dé danh gia. Trong
do, 1 1a “hoan toan khong dong ¥ va 7 1a “hoan toan dong y".
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Biang 1. Bang thong tin nhan khiu hoc ciia ddi tweng tham gia khio sat

Chi tiéu Thanh phén S6 nguoi  Tilé (%)
Gidi tinh Nam 108 34,1
Nit 206 65,0
Khac 3 0,9
Do tudi Duéi 18 tudi 2 0,6
Tir 18-22 tudi 140 442
Tr 23-30 tudi 77 24,3
Tir 31-45 tudi 74 23,3
Trén 45 tudi 24 7,6
Trinh dd hoc van Trung hoc phé thong 28 8,8
Cao déng/Dai hoc 263 83,0
Thac si 23 7,3
Tién si 3 0,9
Tinh chat cong viéc (chon Cong viéc van phong 114 36,0
tat ca cac 6 thich hop) Giang day va tu vn chuyén mon 38 12,0
NOI trg 8 2.5
Cong viée tu do 74 23,3
Sinh vién 114 36,0
Khac 15 4,7
Thu nhap binh quan/thang Duéi 5 triéu dong 129 40,7
Tir 5-10 triéu dong 93 29,3
Tir 10-15 triéu dong 52 16,4
Tir 15-20 triéu dong 17 5.4
Tir 20-25 triéu dong 10 32
Trén 25 triéu dong 16 5,0
Str dung dién thoai Co 317 100,0
thong minh Khong 0 0.0
Kinh nghiém str dung 1-2 ndm 90 284
ngan hang di dong 2.3 niam 84 26,5
3-4 nam 68 21,5
4-5 nam 0 0
5-6 nam 33 10,4
Trén 6 ndm 42 13,2
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Bang 1. Bing thong tin nhan khiu hoc ciia doi twong tham gia khao sat (tiép theo)

Chi tiéu Thanh phan S6 nguoi  Tilé (%)

Qéc tién ich st dung (chon Truy van thong tin tai khoan 174 54,9

tat ca cac 6 thich hop) Chuyén tién 304 95,9
Thanh toan dich vu 221 69,7
Truy cép tai khoan tin dung 80 25,2
Truy cép tai khoan quy 52 16,4
Khac 1 0,3

Nguon: Tong hop ciia nhém tic gid
3.2 Po lwong cdc bién nghién civu

Dua vao cac nghién cuu di trudc (Shankar & Jebarajakirthy, 2019; Arcand &
cong su, 2017), chét lugng dich vu ngan hang di dong dugc thé hién thong qua 4
thudc tinh gém cam nhan dé sir dung, cam nhan hitu ich, cdm nhén bao meflt/quyén
riéng tu va cam nhan thich thi. Thai do cua nguoi st dung dich vu duge tham khao
tir Huh & cong su (2009). Cau hoi do ludng yéu té niém tin dia trén nghién ctru
ctia Zhou (2011). Pong sang tao gia tri ctia khach hang v&i ngan hang duoc thé hién
thong qua 6 yéu td chinh (Y1 & Gong; 2013; Mostafa, 2020), bao g@)m: su ung ho,
su phan hi, su hd tro, tim kiém thong tin, chia sé thong tin va hanh vi trach nhi¢m.

Dé phan tich s6 liéu, nhom tic gia sir dung md hinh phuong trinh cu trac binh
phuong tdi thiéu ting phan (PLS-SEM) hay con goi 1a mé hinh dudng dan. Dit liéu
nghién ctru duge xir 1y boi phan mém Smart PLS va SPSS.

4. Két qua nghién ciru va thao luin két qua nghién ciru
4.1 Danh gia mo hinh do luong

Nhom tac gia tién hanh kiém dinh so bd mé hinh d& xuét thu vé két qua cho thiy
réng hau hét hé sb tai cua cac chi bao déu dat. Ngoai trir CVCCI4.1 da bi loai ra
khoi mé hinh nghién ctru dé xuét, cac hé s tai con lai nam trong khoang tir 0,716
t6i 0,928. Két qua kiém dinh dam bao hé sb tin cdy téng hop va Cronbach’s Alpha
ctia mdi chi bao dao dong trong khodng tir 0,855 t61 0,968 va déu 16n hon 0,7 theo
khuyén nghi ciia Hair & cong sy (2019). Dé kiém tra tinh hoi tu, hé sé phuong sai
trich AVE duoc danh gia. Gia tri ciia AVE trong nghién ctru dao dong tir 0,646 dén
0,834, trong khoang chép nhan duoc 1a 0,5 hodc cao hon (Hair & cong su, 2019).

Ngoai ra, nhoém nghién ciru ciing tién hanh kiém dinh tinh phan biét qua hé s6
HTMT dé danh gia gia tri phan biét. Két qua gia tri HTMT ctia 6 nhan t6 (ddng sang
tao gia tri khach hang, cam nhan hai long, cdm nhan dé su dung, cdm nhan hiru ich,
cam nhan bao mat/quyén riéng tu va niém tin) dat yéu cau véi cac gia tri dao dong
tir 0,589 tdi 0,841 va nho hon 0,9.
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4.2 Ddnh gid mé hinh ciu triic
4.2.1 Kiém dinh da céng tuyén

Chi s6 duoc dung dé nhan biét hién tuong da cong tuyén 1a hé s phoéng dai
phuong sai (Variance inflation factor — VIF). Két qua kiém dinh cho thidy mé hinh
nghién ctru khéng méc da cong tuyén vi c6 gia tri VIF cao nhat 1a 2,746 < 3 (Hair
& cong sy, 2019). Nhom tac gia cling str dung chi s6 SRMR dé danh gia mutc do
phu hop cua mo hinh du doan voi dit liéu thuc té. Chi s6 SRMR can phai dat gia tri
nho hon 0,08 hodc 0,1 13 chap nhan dugc (Hu & Bentler, 1999). Nhu vay, véi gia
tri SRMR = 0,076 < 0,08; mo hinh nghién ctru dé xuat dugc két luan la phu hop.

4.2.2 Kiém dinh cdc anh hwdng chinh

Qua kiém dinh bootstrapping v6i ¢c& mau lip lai 1a 5000 quan sat d&é dam bao yéu
cau kiém dinh mé hinh cau triic tuyén tinh, c6 thé thy gia tri p-value ctia tt ca cac
tac dong déu nho hon 0,05 va gia tri t-statistic déu 16n hon 1,96. Nhu vay, gia thuyét
H1, H2, H3 déu duge chép nhén ¢ muc y nghia théng ké 5%; H4, H5, H6 c6 y nghia
thdng ké tai mirc y nghia 1%. Cam nhan d& sir dung (PEU), cam nhan hitu ich (PU),
cam nhan bao mat/quyén riéng tu (SP) va cam nhan thich thu (PE) véi hé s6 duong
dan B 1an luot 14 0,220; 0,186; 0,179; 0,311 déu c6 anh hudng tich cuc dén thai do
ctia ngudi sir dung dich vu ngén hang di dong. Ddng thoi, thai d6 cua ngudi st dung
(BATT=0,301) va niém tin (FTRUST = 0,589) vao dich vu ngan hang di dong ciing
c6 tac dong cung chiéu dén dong sang tao gia tri gitra khach hang va ngan hang.

Bing 2. Két qua kiém dinh y nghia cac dnh hwéng chinh

x HE sb Trong s6 Thon £
Gia thuyét Tac dong dwong ong ME pvalue Két qua
x boot ké t
dan p
H1 PEU = ATT 0,220 0,219 2,932 0,003 Chap nhan
H2 PU 2> ATT 0,186 0,184 2,645 0,008 Chap nhan
H3 SP 2> ATT 0,179 0,177 3,547 0,000 Chap nhan
H4 PE 2 ATT 0,311 0,316 4,780 0,000 Chap nhan
H5 ATT = CVCCI 0,301 0,298 7,114 0,000 Chép nhan
He6 TRUST = CvCCI 0,589 0,593 12,399 0,000 Chip nhan

Nguon: Tinh toan cua nhom tac gia

Cam nhan dé sir dung, cdm nhan hiru ich, cdm nhan bao mat/quyén riéng tu va
cam nhan thich thu giai thich 59,9 % su thay ddi cua thai d6 cua nguoi st dung dich
vu (R?, . =59,9 %). Thai d0 ctia nguoi sir dung dich vu va niém tin giai thich 62,7%
su thay doi ciia dong sang tao gia tri.

Ngoai h¢ s6 R2, dé danh gia c4u tric ndi sinh ctia mo hinh, nghién cliru con su
dung chi s6 Cohen’s f2. Theo két qua kiém dinh cac tac dong chinh, f cua cac tic
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dong déu 16n hon 0,02; theo d6, cam nhan dé& st dung (2= 0,022), cam nhén hitu ich
(f2=0,021), va cam nhan bao mat/quyén riéng tu (£ = 0,029) c6 tac dong nho dén
thai d cta nguoi sir dung dich vu. C6 murc anh hudng 16n hon dén thai do ciia nguoi
str dung 1a cam nhan thich tha voi 2= 10,173 > 0,15 thé hién tac dong trung binh. Hé
sO f2 gitra tac dong cua thai 46 cua ngudi st dung (ATT) va ¥ dinh dong sang tao gia
tri (CVVCI) 1a 0,173 cling & mirc d trung binh. F> . . =0,666 > 0,35 cho thay
viée bo qua yéu t6 niém tin (TRUST) s& anh hudng 16n dén gia tri R? ctia ¥ dinh dong
sang tao gia tri (CVCCI).

Ngoai ra, nhom tac gid con su dung quy trinh Blindfolding theo k¥ thuat dy
phong chéo cho két qua du dodn Q> Q. = 0,455 va Q* ., = 0,400 déu 16n hon
0,25; chung t6 thai do cua nguoi sir dung va dong sang tao gia tri déu dugc du doan
chinh xac & murc trung binh kha.

4.2.3 Kiém dinh anh hwong ciia nhén t6 trung gian

Nhoém nghién ctru sir dung huéng dan danh gia trung gian ciia Carrion & cong
su (2017) va Hair & cong sy (2017) dé danh gia anh huong trung gian cua thai
do ctia nguoi st dung dich vu ngan hang di dong (ATT) 1én mdi quan hé giira
tirng thudc tinh cua chit luong dich vu va déng sang tao gia tri. Két qua kiém
dinh ¥ nghia trung gian cta thai do ngudi sir dung cho thiy anh hudng gian tiép
gitra cam nhan dé st dung (PEU) va ddng sang tao gia tri (CVCCI) (B = 0,239;
t = 7,345) c6 ¥ nghia ¢ p<0,001; trong khi d6 anh huong truc tiép cua PEU tdi
CVCCI (B = 0,570; t = 8,871) ciing c6 ¥ nghia tai p<0,001. Diéu nay chimg to
rang thai do ciia nguoi str dung dich vu ngan hang di dong c6 mdi quan hé trung
gian mot phan gitra cam nhan dé sir dung va dong sang tao gia tri. Tuwong tu, anh
hudng tryc tiép ctia cam nhan hitu ich va dong sang tao gia tri ciia khach hang
(B = 0,526; t = 7,892) va anh hudng gian tiép (B = 0,267; t = 7,307) déu c6 ¥
nghia véi mirc y nghia 1%; cho thdy kha ning trung gian mot phan cia thai do
nguoi str dung dich vu ngan hang di dong trong méi quan hé gita cim nhén hitu
ich va dong sang tao gia tri. Tac dong gian tiép ctia cam nhén thich thu va dong
sang tao gia tri cua khach hang (CVCCI) c6 y nghia tai p < 0,001 voi = 0,324;
t=7,412; tac dong truc tiép (B = 0,412; t = 5,845) ciing ¢ ¥ nghia tai p < 0,001.
Do d6, thai d¢ cua nguodi sir dung dich vu ngan hang di dong cling dong vai tro
trung gian mot phan trong anh hudng ctia cam nhan thich tha t6i dong sang tao
gia tri. Thém vao d6, két qua tic dong truc tiép gitra cam nhan bao mat/quyén
riéng tu va dong sang tao gia tri (B = 0,722; t =13,481) va tac dong gian tiép
(B=0,171;t=7,147) déu cd y nghia v&i p<0,001; vi vdy trong quan hé giita cam
nhan bao mat/quyén riéng tu va dong sang tao gi tri, thai do cua ngudi st dung
cling déng mdt phan trung gian. Nhu vdy, két qua thuc nghiém phu hop véi toan
bo gia thuyét H7.
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Bang 3. Két qua kiém dinh y nghia trung gian ciia thai d¢ nguoi sir dung

Két qua Bootstrap  Mikc dd tac

Hg¢ so

Mbi quan hé duong T-value p-value Khoing Khoing dz?agntz,::g
dan (p) duéi trén ATT
Truc tiép 0,570 8,871 0,000 0,443 0,696 Trung gian
PEU->CVCCI mot phan
Gian tiép 0,239 7,345 0,000 0,151 0,326
PEU>ATT->CVCCI
Tryc tiép PEDCVCCI 0,412 5,845 0,000 0,273 0,551 Trung gian
mot phan
Gian tiép 0,324 7412 0,000 0,220 0,422
PE2>ATT->CVCCI
Truc tiép 0,526 7,892 0,000 0,395 0,658 Trung gian
PU>CVCCI mot phan
Gian tiép 0,267 7,307 0,000 0,186 0,354
PU>ATT->CVCCI
Truc tiép SPCVCCI 0,722 13,481 0,000 0,617 0,828 Trung gian
mot phan
Gian tiép 0,171 7,147 0,000 0,103 0,237
SP2>ATT->CVCCI

Nguon: Tinh todn ciia nhém tic gia

4.2.4 Kiém dinh vai tro diéu tiét cia nhén t6 niém tin

Pé kiém tra muc d6 tic dong cua niém tin t6i moi quan hé giita thai do cua
ngudi sir dung ngan hang di dong va dong sang tao gia tri khach hang, bién diéu tiét
(B=0,082; t = 1,886) duoc kiém tra c6 mirc ¥ nghia & p-value = 0,059 > 0,05 tirc 1a
khong c6 y nghia. Sau khi phan tich tic dong diéu tiét, c6 thé két luan rang nhén t6
niém tin khong ¢ y nghia didu tiét moi quan hé giira thai do ctia nguoi sir dung va
ddng sang tao gia tri. Nhu vay, gia thuyét H8 bi bac bo.
4.3 Théo ludn két qua nghién civu

Nghién ctru dua ra mot goc nhin méi vé dong sang tao gid tri, dic biét tir goc
do dich vu ngan hang di dong. Két qua cho théy cam nhan dé sir dung, cam nhén
hiru ich, cam nhan bao mét/quyén riéng tu va cam nhén thich tha c6 anh hudng tich
cuc t6i thai do ciia ngudi sir dung dich vu ngan hang di dong (chdp nhan gia thuyét
H1, H2, H3 va H4). Cac yéu t6 ctia chat luong dich vu nay du doan dugc 59,9% su
thay doi cuia thai do str dung ctia khach hang. Trong d6, cam nhan thich tha c6 tac
dong 16n nhat, dong vai tro ndi bat hon trong viéc nang cao thai do cta ngudi st
dung dich vu ngan hang di dong. Két qua nghién ctru khing dinh tinh phu hop cua
mo hinh TAM mé rong va quan diém trong dich vu sir dung trong nghién ciru nay.
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Dong thoi két qua nay ciing pht hop vé6i cac nghién ctru trude day vé chét lugng
dich vu ngan hang di dong anh hudng téi1 thai d cua nguoi st dung (Arcand & cong
su, 2017).

TAm quan trong cia cam nhan bao mat/quyén riéng tu ding thir hai trong chat
lwong dich vu. Két qua nay thé hién nhan thirc ciia ngudi dung vé yéu t6 bao mat
trong dich vu ngan hang di dong da dugc nang cao. Két qua nay phu hop véi nghién
ctru cua Singh & Srivastava (2018), Zhang & cong su (2018). Két qua ciing phu
hop v6i nghién ciru cia Ben Mansour (2016), trong d6 cam nhéan dé sir dung tac
dong 16n hon mot chut so v&i cam nhan hiru ich. Tinh hitu ich duoc coi 1a khia canh
it anh huong nhat ddi véi viéc hinh thanh thai 46 ctia ngudi st dung dich vu ngan
hang di dong. Phan 16n nguoi tra 10i ndm trong do tudi tré va trudng thanh, vi vy
ho thuong c6 kinh nghiém nhiéu dbi véi viée sir dung ngan hang di dong nén tinh
hiru ich cua dich vu nay da dugc cong nhan.

Thém vao do, két qua kiém dinh mo6 hinh cAu trtc con cho théy niém tin va thai
d6 cia ngudi sir dung dich vu giai thich 62,7% su thay doi ciia dong sang tao gia
tri (chap nhéan gia thuyét H5 va H6). Hanh vi c4 nhan thuong dya vao thai do cia
ho dbi vi hanh vi (Glavee-Geo & cong su, 2017), vi vay khi thai do cta nguoi st
dung t6t dong nghia voi viéc khach hang sin sang thyc hién dong sang tao gié tri
bao gdm cac hanh vi cung cép thong tin, phan hdi hd tro ngan hang, gitp dd va kéu
goi cac khach hang khac sir dung dich vy, hanh vi trdch nhi¢m va tim kiém thong tin
c6 lién quan. Yéu t thai do cta nguoi str dung dich vu duoc coi 13 trung gian mot
phﬁn ddi véi cac tac dong cia cam nhan hitu ich, cdm nhéan dé str dung, cdm nhan
thich thu, cam nhan an toan/bao mat va dong sang tao gia tri. Két qua nay phu hop
véi nghién ctru cua Liang & cong su (2013). Khi dich vu ngan hang di dong dé st
dung, hiru ich, gay su thich tha cling nhu c6 tinh bao mat, nguoi dung s€ c6 thai do
tich cyuc v6i viée st dung, tir d6 s& thuc day ngudi dung tham gia hoat dong dong
sang tao. Trai nguoc véi du doan, nhan td niém tin khong c6 vai tro diéu tiét gitra
thai do ciia nguoi sir dung va dong sang tao (bac bo gia thuyét H8). Két qua nay phu
hop véi nghién ciru ciia Yoon & Lee (2019), khang dinh anh huéng cua tinh xac
thyc t6i hanh vi ddng séang tao gi tri khong bi didu tiét boi niém tin vao ngan hang,

5. Két ludn

Thong qua phan tich thuc nghiém, nghién ctru ndy ching minh tdm quan trong
ctia chat lugng dich vu ngan hang di dong ddi véi thai do str dung cuia khach hang
va dong sang tao gia tri. Két qua cho thy viéc nang cao thai d6 cua ngudi st dung
dich vu ngan hang di dong s& khuyén khich khach hang tao ra dong séng tao gia tri
qua nhitng hanh vi: phan hoi, tim kiém théng tin, chia sé théng tin, van dong ung
ho, gitp d& va hanh vi trach nhiém. Két qua nghién ctru ciing cho thay thai d6 cua
ngudi sir dung dong vai tro trung gian truyén dan anh huong cia chat lugng dich vu
ngan hang di dong t6i dong sang tao gia tri. C6 thé noi, day 1a nghién ctru dau tién
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tai Viét Nam danh gia tac dong ctia chat luong dich vu ngan hang di dong t6i dong
sang tao gia tri thong qua thai do cua nguoi st dung dich vu ngan hang di dong.

Cac két qua nghién ctru thuc nghiém giup cac nha quan 1y tai cac ngan hang c6
cai nhin tong thé vé& cam nhan cua khach hang ddi v6i chat luong dich vu ngan hang
di dong, tir 46 nhom tac gia cling dé xuat mot sb kién nghi nham nang cao hon nira
chat lugng dich vu va cai tién dé thiét 1ap su tuong tac tot hon v6i khach hang va
thuc day dong sang tao gia tri. Thir nhdt, ngan hang can cung cip thém cac dich vu
hd tro ky thuat, ma hoa dit li¢u an toan, tranh nhiing su cd vé 16i hé théng nham
bao mat théng tin khach hang duogc t6t. Ngoai ra, ngudi cung cdp dich vu can dua
ra cac chi dn nhic nho vé viée bao vé thong tin ¢4 nhan lién quan t6i viée sir dung
dich vu. Thir hai, nha cung cép dich vu can két hop mot s6 cac yéu td giai tri trén hé
thdng ngan hang di dong nhu 4m nhac hay d6 vui trang thuong. Bén canh do, cn
chu trong t6i giao dién, thiét ké dd hoa sao cho bat mat va hip dan nguoi dung. Thit
ba, cach thuc st dung va ct phap thuc hién can duoc tdi gian hoa va ty dong hoa
dé phu hop v6i moi nguoi dung. Pé tao diéu kién thuan loi cho viée sir dung dich
vu ngan hang di dong, ngan hang c6 thé st dung tri tu¢ nhan tao, chéng han nhu hé
thdng chatbot. Cudi cting, ngan hang can cing ¢ hé thdng quan 1y thong tin khach
hang, bao mat tdt dit liéu nguoi dung nham tang do tin cay va tao dung sy an toan
cho khach hang khi st dung dich vu.

Mic du c6 nhitng déng gop quan trong ca vé 1y luan va thuc tién, nghién ctiru nay
khong tranh khoi nhitng han ché nhét dinh va nhimg han ché nay goi mé cac huéng
nghién ctru tiép theo trong twong lai. Thir nhdt, nghién ctru duwoc thuc hién véi mau
khao sat tap trung chil yéu & cac thanh phd 16n nhu Ha Noi, Pa Nang, H6 Chi Minh
do gidi han vé thoi gian va ngudn luc. Nghién ciru tiép theo nén mé rong thém ddi
tugng khach hang ¢ cac dia phuong khac nhau dé co két qua khai quat va chinh xac
hon. Thit hai, déng sang tao gia tri co thé 12 mot khai niém khong con mdéi mé véi
mot s6 linh vuce. Nhung d6i voi linh vuc ngan hang, ¢o rét it tai liéu tham khao dé
cap t6i tac dong cua chat luong dich vu ngan hang di dong t6i dong sang tao gia
tri. Cac nghién ctru tiép theo c6 thé so sanh méi quan hé giita chat lugng dich vu va
ddng sang tao gia tri trong linh vuc ngan hang va cac linh vuc dich vu khac dé co
nhing hiéu biét sdu sac hon vé chii dé nay. Thit ba, bén canh cac nhan t6 duoc phan
tich trong bai viét nay, mdi quan hé gitra chit luong dich vu va ddng sang tao gia tri
v6i nguoi str dung c6 thé con chiu sy chi phdi boi cac nhan té khac chua duoc dé
cap t6i. Cac nghién ctru trong twong lai nén can nhic vai tro ctia cac nhan t6 khac dé
c6 danh gia toan dién hon vé cha dé nay. Thir fir, dé co thé dua ra cac dong gop veé
mit khuyén nghi chinh sach cu thé hon cho timg nhém ngan hang, nghién ctru tiép
theo nén xac dinh cu thé d6i twong khao sat gin voi nhoém ngan hang thuong mai
nao, c6 thé phan loai theo quy mo hoic loai hinh t6 chirc nhu ngan hang nha nudc,
ngan hang c6 phan, ngan hang nudc ngoai.

78 Tap chi Quan Iy va Kinh té quéc té, s6 150 (10/2022)



Tai liéu tham khao
Arcand, M., PromTep, S., Brun, I. & Rajaobelina, L. (2017), “Mobile banking service

quality and customer relationships”, International Journal of Bank Marketing,
Vol. 35 No. 7, pp. 1068-1089.

Bailey, A.A., Pentina, 1., Mishra, A.S. & Mimoun, M.S.B. (2017), “Mobile payments
adoption by US consumers: an extended TAM?”, International Journal of Retail &
Distribution Management, Vol. 45 No. 6, pp. 626-640.

Bauer, H.H., Hammerschmidt, M. & Falk, T. (2005), “Measuring the quality of e-banking
portals”, International Journal of Bank Marketing, Vol. 23 No. 2, pp. 153-175.

Ben Mansour, K. (2016), “An analysis of business’ acceptance of internet banking: an
integration of e-trust to the TAM”, The Journal of Business and Industrial
Marketing, Vol. 31 No. 8, pp. 982-994.

Carrion, G.C., Nitzl, C. & Roldan, J.L. (2017), “Mediation analyses in partial least squares
structural equation modeling: guidelines and empirical examples”, in Latan, H. &
Noonan, R. (Eds.), Partial Least Squares Path Modeling, Springer, Cham, pp. 173-195.

Chauhan, V., Yadav, R. & Choudhary, V. (2019), “Analyzing the impact of consumer
innovativeness and perceived risk in internet banking adoption: a study of Indian
consumers”, International Journal of Bank Marketing, Vol. 37 No. 1, pp. 323-339.

Davis, F.D. (1989), “Perceived usefulness, perceived ease of use, and user acceptance of
information technology”, MIS Quarterly, Vol. 13 No. 3, pp. 319-340.

Davis, F.D., Bagozzi, R.P. & Warshaw, P.R. (1992), “Extrinsic and intrinsic motivation to
use computers in the workplace”, Journal of Applied Social Psychology, Vol. 22
No. 14, pp. 1111-1132.

Glavee-Geo, R., Shaikh, A.A. & Karjaluoto, H. (2017), “Mobile banking services
adoption in Pakistan: are there gender differences?”, International Journal of Bank
Marketing, Vol. 35 No.7, pp. 1090-1114.

Hair, J.F., Hult, G.T.M., Ringle, C.M., Sarstedt, M. & Thiele, K.O. (2017), “Mirror, mirror
on the wall: a comparative evaluation of composite-based structural equation
modeling methods”, Journal of the Academy of Marketing Science, Vol. 45 No. 5,
pp. 616-632.

Hair, J.F., Risher, J.J., Sarstedt, M. & Ringle, C.M. (2019), “When to use and how to report
the results of PLS-SEM”, European Business Review, Vol. 31 No. 1, pp. 2-24.

Hu, L.T. & Bentler, PM. (1999), “Cutoff criteria for fit indexes in covariance structure
analysis: conventional criteria versus new alternatives”, Structural Equation
Modeling, Vol. 6 No. 1, pp. 1-55.

Huh, H.J., Kim, T. & Law, R. (2009), “A comparison of competing theoretical models
for understanding acceptance behavior of information systems in upscale hotels”,
International Journal of Hospitality Management, Vol. 28 No. 1, pp. 121-134.

Kim, G., Shin, B. & Lee, H.G. (2009), “Understanding dynamics between initial trust and
usage intentions of mobile banking”, Information Systems Journal, Vol. 19 No. 3,
pp. 283-311.

Liang, S.W., Ekinci, Y., Occhiocupo, N. & Whyatt, G. (2013), “Antecedents of travellers’
electronic word-of-mouth communication”, Journal of Marketing Management,
Vol. 29 No. 5/6, pp. 584-606.

Mainardes, E.W., Teixeira, A. & da Silveira Romano, P.C. (2017), “Determinants of co-

creation in banking services”, International Journal of Bank Marketing, Vol. 35
No. 2, pp. 187-204.

Tap chi Quén Iy va Kinh té quée t, s6 150 10/2022) 79



Malaquias, R.F. & Hwang, Y. (2019), “Mobile banking use: a comparative study with
Brazilian and U.S. participants”, International Journal of Information Management,
Vol. 44, pp. 132-140.

Mostafa, A.A. & Eneizan, B. (2018), “Factors affecting acceptance of mobile banking in
developing countries”, International Journal of Academic Research in Business
and Social Sciences, Vol. 8 No. 1, pp. 340-351.

Mostafa, R.B. (2020), “Mobile banking service quality: a new avenue for customer value
co-creation”, International Journal of Bank Marketing, Vol. 38 No. 5, pp. 1107-1132.

Roy, S.K., Balaji, M.S., Soutar, G. & Jiang, Y. (2020), “The antecedents and consequences
of value co-creation behaviors in a hotel setting: a two-country study”, Cornell
Hospitality Quarterly, Vol. 61 No. 3, pp. 353-368.

Shankar, A. & Jebarajakirthy, C. (2019), “The influence of e-banking service quality
on customer loyalty”, International Journal of Bank Marketing, Vol. 37 No. 5,
pp. 1119-1142.

Singh, S. & Srivastava, R.K. (2018), “Predicting the intention to use mobile banking in
India”, International Journal of Bank Marketing, Vol. 36 No. 2, pp. 357-378.

Sreejesh, S., Anusree, M.R. & Mitra, A. (2016), “Effect of information content and form
on customers’ attitude and transaction intention in mobile banking”, International
Journal of Bank Marketing, Vol. 34 No. 7, pp. 1092-1113.

Tam, C. & Oliveira, T. (2017), “Literature review of mobile banking and individual
performance”, International Journal of Bank Marketing, Vol. 35 No. 7, pp. 1044-1067.

Vargo, S.L. & Lusch, R.F. (2004), “Evolving to a new dominant logic for marketing”,
Journal of Marketing, Vol. 68 No. 1, pp. 1-17.

Yen, C.H., Teng, H.Y. & Tzeng, J.C. (2020), “Innovativeness and customer value co-
creation behaviors: mediating role of customer engagement”, International Journal
of Hospitality Management, Vol. 88, 102514,

Yi, Y. & Gong, T. (2013), “Customer value co-creation behavior: scale development and
validation”, Journal of Business Research, Vol. 66 No. 9, pp. 1279-1284.

Yoon, S. & Lee, F. (2019), “Social and psychological determinants of value co-creation
behavior for South Korean firms: a consumer-centric perspective”, Asia Pacific
Journal of Marketing and Logistics, Vol. 31 No.1, pp. 14-36.

Zhang, T., Lu, C. & Kizildag, M. (2018), “Banking “on-the-go”: examining consumers’
adoption of mobile banking services”, International Journal of Quality and Service
Sciences, Vol. 10 No. 3, pp. 279-295.

Zhou, T. (2011), “An empirical examination of initial trust in mobile banking”, Internet
Research, Vol. 21 No. 5, pp. 527-540.

80 Tap chi Quan Iy va Kinh té quéc 16, $6 150 (10/2022)



