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TU KHOA

Quyét dinh st dung thé tin dung;
Su an toan;

Su thuin tién;

Chi phi;

Loi ich;

TOM TAT

O Viét Nam hién nay c6 rat nhiéu ngan hang, mdi ngan hang déu tao ra cac san phdm
thé riéng biét dé phuc vu cho khach hang ciia minh, dan dén sy canh tranh gitra cac
ngan hang trong loai hinh dich vu nay ngay cang khdc liét. Thé nén, viéc phai lién
tuc ap dung nhitng thanh tyu k¥ thut cong nghé va nang cao cac tinh nang tién ich
cho dich vu thé 14 can thiét. Chinh vi vAy, muyc tiéu cua bai bao 1a xac dinh cac yéu td
tac dong dén quyét dinh sir dung thé tin dung cta ngan hang TMCP Péu tu va Phat
trién Viét Nam (BIDV) chi nhanh Dong Nai va d6 ciing la diém then chdt trong hoat
dong kinh doanh dich vu thé cuia cac ngan hang. Trong bai nghién ctru, nhom tac gia
sir dung phwong phap dinh tinh va dinh luong dwoc thuc hién véi tong s6 phiéu khao
st guri di la 500 phiéu, két qua thu vé dugc 465 phiéu, loai ra 35 phiéu khong dat yéu
cdu, phan tich hdi quy tuyén tinh da bién va xac dinh dwoc nam yéu té tac dong dén
quyét dinh str dung thé tin dung v6i mirc ¥ nghia la 5%. Cudi cing, nhém tac gia da
dé xudt dwoc ndm ham ¥ quan tri theo thtr tw wu tién: Su an toan, sy thufn tién, chi
phi, tinh dé sir dung va loi ich.
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ABSTRACT

Nowadays, there are many banks in Vietnam, and each creates different card products
to serve its customers, leading to increasingly fierce competition among banks in this
type of service. Therefore, it is necessary to progressively apply technological
achievements and improve convenient features for card services. As a result, the
article aims to determine the factors affecting the decision to use credit cards of the
Bank for Investment and Development of Vietnam JSC. (BIDV), Dong Nai Branch,
and that is also the key point in the card service business of banks. Qualitative and
quantitative methods were exploited with a total sample of 500 surveying
questionnaires sent; the results were 465, and 35 votes were rejected. Besides,
Multiple Linear Regression was utilized to identify five factors affecting the decision
to use the card credit at with a significance level of 5%. Finally, the authors have
proposed five management implications in order of priority: Safety, convenience,
cost, ease of use, and benefits
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1. INTRODUCTION

Non-cash payment in the digital economy, digital
banking is the foundation to create advantages for domestic
technology banks, helping banks find a solution to the
problem of how to make Vietnam compete fairly with
cross-border technology services in the world. In fact,
banks in Vietnam have built advanced technology to meet
the needs of integration. Credit cards are also used
interbank and internationally. Many bank cards are issued,
but the number of cards used is not as expected because of
the habit of using cash among Vietnamese consumers.
Seeing the advantages and inevitable trends from credit
card services, banks must grasp customer groups' needs,
constantly seeking and attracting new customers from many
different channels. To do that, banks must continuously
diversify and improve the quality of credit card services to
meet customer requirements and increase customer
satisfaction by capturing customer expectations and
psychology to develop suitable products to meet customer
needs. Therefore, the article's objective is to determine the
factors that affect the decision to use a credit card of the
Joint Stock Commercial Bank for Investment and
Development of Vietnam Dong Nai branch, which is
necessary and urgent in the context of competition. Fierce
competition in providing credit card systems tailored to
customer needs is considered the most sustainable
competitive advantage.

2. LITERATURE REVIEW AND RESEARCH

MODEL
2.1 Literature review

Credit card concept: In 2017, the concept of cards was
revised in the Regulations on issuance, payment, use, and
provision of supporting services for bank card operations,
issued together with Decision No. Decree No. 20/2017/QD
NHNN dated May 15, 2017, of the Governor of the State
Bank. Accordingly, not using the concept of payment cards
but using the concept of bank cards and bank cards will
include debit cards, credit cards, and prepaid cards. Clause
5, Article 2 of this Regulation defines "A credit card is a
card that allows the cardholder to conduct card transactions
within the credit limit granted by agreement with the card
issuer". In particular, "card transaction" is "The use of the
card to deposit, top-up, withdraw cash, pay for goods and
services, use other services provided by the card issuer or
organization. supply card payment institution".

The concept of deciding to use a credit card: Frequency
of use is also a factor in the decision to use. Thus, regarding
usage decisions, it is about the "frequency" and "how
much" of the users using the system. The decision to use a
bank card is how often a customer uses a bank card.

Within the research scope of the article, the authors only
introduce and generalize the theoretical bases of the models
related to the research paper. Among them are theories
about consumer behavior, such as the theory of decision-
making on product/service selection, the theory of rational
action, the theory of intended behavior, and the technology
acceptance model (TAM) [3].

In the TAM model, the user's motivation can be
explained by 3 factors: perceived ease of use, usefulness,
and attitude to use. The attitude of users of a system is an

essential determinant of whether users will use or abandon
the system. TAM is a model built based on the rational
action theory and is used to explain the intention to make
decisions in information technology [1-3, 8]. TAM shows
that perceived usefulness and ease of use are the two most
important factors in explaining users' personal history,
intentions, and usage. The TAM model is most widely
applied in the research on the behavior of using
technological products/services, especially in the banking
sector, such as Mobibanking, Internet banking, ATM,
Internet, and E-Banking...

Research on factors affecting the decision to use credit
cards at commercial banks [1-3, 6]. Research results show
that important factors influence the decision to use credit
cards. Factors include Benefits, convenience, Safety, ease
of use, and cost. Thus, the study collects data through
surveys of customers using credit cards in e-commerce
transactions. Collected data, analyzed, and evaluated the
scale through Cronbach's alpha test, EFA, and multiple
linear regression with a statistical significance is 5%.

Factors affecting the decision to use credit cards at the
SHB Binh Duong branch [9]. The author applies a mixed
research method that combines qualitative and quantitative
research. The linear regression results show that five factors
affect the decision to use credit cards at the SHB Binh
Duong branch. Five statistically significant factors,
including Benefits, convenience, safety, ease of use, and
cost, are statistically significant at 5%.

Thus, the authors propose a research model below
through  theoretical reference plus domestic and
international studies.

2.2 Research model

This study uses technology acceptance model (TAM)
with independent variables such as Safety, convenience,
cost, ease of use, and benefits. And these elements in detail:

Benefits represent the added values of benefits and
materials that customers receive when they register to use a
credit card at a bank and use it in transactions to pay for
goods and services or withdraw cash as customers will be
granted a credit line suitable to their needs, to pay for
expenses in advance or cash advance and pay back later to
the bank; Customers may not have to pay interest if they
pay within the stipulated period. Besides, when paying by
credit card, customers can enjoy discount incentives,
accumulate points, and exchange points for gifts [1, 2].

H1: Benefits positively impact (+) the decision to use
credit cards at BIDV Dong Nai branch.

Convenience: Credit cards are a modern means of
payment that bring convenience to customers in payment
and cash withdrawal transactions. With well-known
international branded credit cards, customers can pay
(directly and online) or withdraw money globally with an
international card organization logo. This brings more
convenience than carrying too much cash to prepare for
spending needs. At some banks with online payment
services such as bill payment, money transfers also allow
using credit cards [1-3, 6, §].
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H2: Convenience has a positive (+) effect on the decision
to use credit cards at BIDV Dong Nai branch.

Safety: reflected in the confidentiality of card and
customer transaction information, preventing forgery in
payment and causing financial damage to customers. In
addition, the transactions made by the customer must be
handled securely and accurately. These are issues that
customers are often afraid of when using credit cards, so
banks must apply technologies and solutions to improve the
Safety and security of customers' credit card transactions. 1-
3,6, 8].

H3: Safety has a positive (+) effect on the decision to use
credit cards at BIDV Dong Nai branch.

Ease of use: Shown in credit card payment regulations
and procedures such as wuser manuals, transaction
information, and how to use transaction terminals. These
factors will create more convenience and ease for customers
when using credit cards, increasing the effectiveness of
credit cards in payment. The simpler the credit card
transaction method, the easier it is for customers to use it
for payment [2].

H4: Ease of use positively (+) affects the decision to use
credit cards at BIDV Dong Nai branch.

Cost: The cost of using a credit card is an issue many
customers are concerned about. Banks need to adjust card
usage costs from time to time for each customer so that all
customers can use credit card services for e-commerce
payments without worrying about the cost because the
service benefits will be more than that. Here the cost factor
is shown on the bank fees and interest applied to credit card
services. If the customer considers the cost reasonable, the
customer will use the bank's credit card [1-3, 9].

H5: Cost has a positive (+) effect on the decision to use a
credit card at BIDV Dong Nai branch.

From that point of view, using credit cards in e-
commerce transactions is an inevitable trend for the
development of the technology era in general and Vietnam
in particular. The authors propose a research model with
five factors: Benefits, convenience, Safety, ease of use, and
costs are as follows.

: Demographic :
+HI1 : Gender, age, :

| income and 1

@ : occupation :

The Decision
to use credit
card

o DS

(Source: compiled by the authors)
Figure 1. Research model of factors affecting the
decision to use credit cards

3. RESEARCH METHODS

3.1 Qualitative research

Qualitative research: Based on the theory of TAM, the
attitude factor is omitted and consulted with experts
working in the business and card operations department of
BIDV. At the same time, qualitative research was
conducted using a group discussion technique with a
composition of 07 people, including 03 officials and 04
people who are currently loyal customers of BIDV, to
identify factors affecting the decision to use BIDV use
customer credit cards and observed variables to measure
these factors.

The authors formed a survey questionnaire for
quantitative research from the discussion results. After that,
the authors continued to conduct preliminary quantitative
research. Surveyed over 20 customers by convenient
sampling method to detect errors in the questionnaire and
check the scale. The result of this step is to develop a
formal survey questionnaire for formal research. Through
qualitative and quantitative research

Preliminary quantification, identifying 24 observed
variables to build a questionnaire used for formal
quantitative research. 21 observations measure 5 factors
affecting the decision to use credit cards at BIDV, and 3
comments show the decision to use credit cards [4]. The
study uses a S-level Likert scale with opposite form
(opposite scale): level 1 corresponds to the degree of
strongly disagree, and level 5 corresponds to the degree of
strongly agree.

3.2 Quantitative research

The survey questionnaire was built from preliminary
research results, and a direct customer survey was
conducted to collect data. Survey subjects are customers
who currently intend to use, use more, or replace credit card
services in Dong Nai province, most of whom are
customers presently using services at the BIDV Dong Nai
branch [5].

Sample size: Formal quantitative research sample, with at
least 5 questionnaires on 1 observed variable 5:1 [4].
Besides, the sample size must be ensured according to the
formula: n > = 8m + 50 (n: sample size, m: number of
independent model variables [7]. So according to the
formula for sample size, the minimum required is n = (8x6)
+ 50 = 98 observations. Thus, the total number of
questionnaires sent is 500; the results are 465 votes, and 35
votes are excluded. Corresponding to 93.00% of the
requirements Sampling method: The sample was selected
according to the non-probability way, which is convenient
to save time and cost, and according to the subjects
identified in the qualitative research section.

Primary data: With 500 survey questionnaires, the
number of valid questionnaires collected is 465 tables. The
survey was carried out from the beginning of January 2023
to February 2023. Descriptive statistics: in the paper,
descriptive statistics are also used for mean, standard
deviation, variance, and standard error [5]. Cronbach's
Alpha reliability test: The Cronbach's Alpha reliability
coefficient is a statistical test of the closeness that the
observed variables in the scale correlate with each other and
is a test of the appropriateness of the scale for each
observed variable in terms of the relationship with an
evaluation aspect. Cronbach's alpha coefficient has a value
in the range [0,1]. Theoretically, the larger the Cronbach
alpha coefficient, the higher the reliability [5]. Exploratory
Factor Analysis (EFA): KMO values are in the range [0.5;
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1], then factor analysis is appropriate. If the KMO value is
less than 0.5, the factor analysis is unsuitable for the data.
The Bartlett test is used to test the correlation matrix
between observed variables. Regression analysis: The
larger the adjusted R?, the higher the model's fit; the more
adjusted R? is 0.5, and the model has an excellent statistical
value.

4. RESEARCH RESULTS

500 questionnaires were distributed, 465 valid votes were
collected, and the rate was 93%. After checking, 35
unsatisfactory ballots were rejected, mostly filled with
incomplete information. Thus, the total number of votes
included in the analysis is 465 survey questionnaires with
complete answers. The sample included in the formal
analysis had the following results:

Table 1. Summary of Cronbach's Alpha results of factors

No. Variables Initial Number of Cronbach's
variable remaining Alpha
number  variables

1 Benefits (LI) 5 5 0,936
2 Safety (SAT) 4 0,930
3 Cost (CP) 4 4 0,920
4 Convenience (STT) 5 5 0915
5 Ease of use (TDSD) 3 3 0,901
6 ;F;Zse(:gls)l;m to use credit 3 3 0.850
7 KMO and Bartlett's Test 0,794
8 Eigenvalues 2,246
9 Extraction Sums of Squared 80,791
Component Matrixa
Code Components
1 2 3 4 5
L3 0,915
LI2 0,913
L4 0,898
LI5 0,895
LIl 0,838
SAT3 0,931
SAT4 0,926
SATI1 0,912
SAT2 0,866
CP1 0,924
CP3 0,923
CP4 0,915
CP2 0,852
STT3 0,931
STT4 0,914
STT2 0,876
STTI 0,849
TDSD1 0,896
TDSD2 0,893
TDSD3 0,883
TDSD4 0,839
(Source: the authors synthesized and processed from
SPSS 20.0)

Table 1 shows that Cronbach's Alpha coefficients of the
scales after running for the first time are relatively
significant and satisfactory, with no variables in the
hierarchy. The results of Table 1 show that the KMO
coefficient is 0.794, and the significance level (Sig) is 0.000
as the index used to consider the appropriateness of factor

analysis. In addition, the results show that Eigenvalues =
2,246 > 1, and the total variance extracted is 80,791 % >
50%, so the variance is satisfactory. This shows that 80.791
% of the variation of the observed variables is explained by
the five factors drawn.

Table 2. Analysis of correlation matrix results

Factors QD LI SAT CP STT _ TDSD
Pearson 1 0,012 0,459" 0383 0,514 0378
QD Correlation
Sig. (2-tailed) 0,789 0,000 0,000 0,000 0,000
N 465 465 465 465 465 465
Pearson. 0,012 1 0,057 0,012 0,197" 0262
LI Correlation
Sig. (2-tailed) 0,789 0217 0,802 0,000 0,000
N 465 465 465 465 465 465
Pearson 0,459 0,057 1 0,063 0,020 0,081
SAT Correlation
Sig. (2-tailed) 0,000 0217 0,174 0,671 0,080
N 465 465 465 465 465 465
Pearson 0,383 0,012 0,063 1 0,141"  0,230"
cp Correlation
Sig. (2-tailed) 0,000 0,802 0,174 0,002 0,000
N 465 465 465 465 465 465
Pearson. 0,514 0,197" 0,020 0,141" 1 0,261"*
STT Correlation
Sig. (2-tailed) 0,000 0,000 0,671 0,002 0,000
N 465 465 465 465 465 465
Pearson * * - *
D Comlation 0,378° 02627 0081 0,230 0,261 1
0,000 0,000 0,080 0,000 0,000

SD  Sig. (2-tailed)
N 465 465 465 465 465 465

(Source: the authors synthesized and processed from
SPSS 20.0)

Table 2 shows the results in the correlation coefficient
matrix table, showing a correlation between the factors with
a significance level of 5%. Thus, it can be concluded that
these independent variables can be included in the model to
explain the overall assessment of the decision to use credit
cards. However, to see if the independent variables have a
good explanation for the dependent variable, the authors
will conduct the next step in analyzing the results of
multiple linear regression in Table 3.

Table 3. Analysis of multiple linear regression results

Unstandardized  Standardized

Coefficients Coefticients .
Factors Sig. VIF
B Std. Beta
Error
(©) 0,653 0,109 0,000 1,104
Benefits 0,106 0,018 0,175 0,000 1,015
Safety 0,290 0,018 0,463 0,000 1,079
Cost 0,129 0,013 0,301 0,000 1,104
Convenience 0,222 0,015 0,445 0,000 1,193
Ease of use 0,086 0,013 0,201 0,000 1,104
R R Square Adjusted R? Std. error Durbin-
(R?) of  Watson
Estimate
Model 0,797 0,635 0,631 0317 1,757

(Source: Authors synthesized and processed from SPSS
20.0)

Table 3 shows that the regression coefficients of the
included factors are non-zero, with the Sig.= 0.000 value
much smaller than the 0.05 significance level. This proves
that the five independent factors are all statistically
significant in the model. From the table of multivariable
linear regression analysis results, we have the equation to
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predict the overall evaluation results of the decision to use
credit cards, and the coefficient of the determination
reached 63.5%. All five research variables have explanatory
significance for the regression model at the 5% level.
However, the normalized beta reflects the priority when
implementing governance implications. Safety (0.463);
Convenience (0.445); Cost (0.301); Ease of Use (0.201);
and Benefits (0.175). This result is entirely consistent with
the results of studies [1-3, 8-9]. The use of credit cards in e-
commerce transactions has been evident in recent years.
However, with the strong development of technology,
credit cards are even more helpful. Therefore, banks need a
solution to improve the card's features to further enhance its
usefulness and ensure absolute confidentiality of customer
information at a reasonable cost.

Table 3 can confirm no correlation between the
independent variables in the equation. There is no
multicollinearity because the VIF values are less than 2. In
addition, the authors continue to test the T-test and analyze
the Anova variance in Table 4 as follows:

Table 4. T-test and Anova analysis
Test of Homogeneity of Variances about age

Levene Statistic dfl df2 Sig.
QD 1,260 4 460 0,285
Value F Sig.
ANOVA about age 1,382 0,239
Test of Homogeneity of Variances about income
Levene Statistic dfl df2 Sig.
QD 8,355 3 461 0,000
Value F Sig.
ANOVA about income 1,200 0,309
Test of Homogeneity of Variances about the occupation
Levene Statistic dfl df2 Sig.
QD 4,363 4 460 0,002
Value F Sig.
ANOVA about occupation 5,039 0,001
T-test about gender
Levene's "\F/e;srtl ;;)(r: eF;quahty of T-test
F Sig. i
Qb 14,261 o,o%o 0,572 0?31%2

(Source: the authors synthesized and processed from
SPSS 20.0)

Table 4 shows that the Levene homogeneity variance
test has a significance level < 0.05, so it does not accept HO,
i.e., the variance of different groups, which is not eligible
for analysis of variance for income and occupation. The
difference in age and gender does not affect individual
customers' decision to use credit cards at the BIDV Bien
Hoa branch, Dong Nai province, because the significance
level is less than 5%. This result suggests that governance
contributes to the decision to use credit cards.

5. CONCLUSIONS AND MANAGERIAL
RECOMMENDATIONS

5.1 Conclusions

Based on the general application of research methods,
sticking to the research objectives and scope, the research
has completed the tasks set out, which are to clarify some
credit card issues at BIDV, analyze and evaluate the factors
affecting the decision to use credit cards at BIDV Dong Nai
branch. This study is meaningful for BIDV's plan to deploy

and develop credit card services for the market shortly. At
the same time, it also provides several policy implications
to establish credit card services at BIDV, attract customers
to use BIDV's cards, provide customers with the best card
payment service, and increasingly improve their high
efficiency in the bank's card business. The article has
identified five factors affecting the decision to use a credit
card from BIDV Dong Nai branch expressed through the R?
coefficient of 0.635, which means the multiple linear
regression model has been built appropriately with a data
set of 63.5%, i.e., the model explained 63.5% due to five
factors, five factors including Safety (0.463); Convenience
(0.445); Cost (0.301); Ease of Use (0.201) and Benefits
(0.175). To improve the decision to use a credit card for
BIDV Dong Nai branch, it is necessary to implement the
policy implications according to the following priorities.

5.2 Managerial recommendations

(1) The Safety with the highest standardized regression
coefficient of 0.463 should be prioritized as follows: BIDV
continues to upgrade and switch to a more modern and
secure Cardworks card system; and, at the same time
connecting to the new Corebanking system, system
problems will inevitably occur, and at the same time,
inevitably, care professionals do not have a clear
understanding of this technology. Therefore, in the coming
time, BIDV needs to regularly check and handle problems
and perfect for the system to come into operation at its best.
At the same time, organize training sessions and guide
employees on knowledge and skills to work on the system.
BIDV ensures the stable operation of the card payment
processing and distribution management software, provides
the stability of the card payment authorization issue of the
agent, and establishes a computer network between
organizations to ensure timely payment. Timely and timely
provision of card payment receipts and repair of damage to
electronic card readers and card readers. Finally, continuing
to invest and improve the quality of banking technology is a
decisive factor for the development of credit card payments,
but at the same time, it is also a challenge for banks when
they must face different actions of card crime. Therefore,
the modernization of card technology must include
preventing and mitigating card risks. BIDV needs to invest
in a security system to ensure the safety of bank data as
well as improve the effectiveness of the firewall system,
regularly scan the system for viruses, block strange
websites, and prohibit the installation of unconventional
programs on personal computers, building timely solutions
when the system is accessed inappropriately.

(2) Convenience with the second highest standardized
regression coefficient of 0.445 should be prioritized: BIDV
needs to diversify its products, products, services, and
credit card products and invest more in technology. In
addition, it is necessary to create convenience for customers
in payment as a modern and superior payment service
compared to other forms of compensation. Currently, most
credit card products at banks have the same essential
utilities and card attributes, so to improve competition in
the market, banks must create superiority in terms of credit
card performance and card services. Banks must conduct
market research to determine the market characteristics of
card services to provide optimal service. Bank card
services face stiff competition from other banks, obstacles
to people's preference for cash. Furthermore, bank card
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services operate in a diversified market. Therefore, banks
must identify their target customer groups for reasonable
business orientation. Finally, product innovation is the basis
for the bank to consolidate and expand markets, increase
operating sales, and increase income. In a new product,
uniqueness is fundamental because it is possible to find a
niche in the market, satisfy customers' needs, and thus
penetrate the market. Banks need to perform customer
grouping to have appropriate care policies for each
customer group, capture the psychology and preferences of
customers to have a different care strategy, and organize
seminars and customer appreciation exchanges.

(3) The third highest cost with a standardized regression
coefficient of 0.301 should be prioritized as follows: BIDV
needs to develop a policy on service costs as its competitive
advantage with other growing organizations is another act.
The interest rate and service fee schedule applied by BIDV
must be more reasonable and competitive than that of other
commercial banks. Specifically: In the first issuance of
credit cards to customers, BIDV has a policy of free
distribution and an annual fee for the first year of using a
credit card to encourage customers to register. In addition,
BIBV needs to pay more attention to competitors' pricing
policies: determining service prices is particularly
important, which is a significant factor affecting the bank's
competitiveness. If BIDV's price is lower than that of other
banks, the ability to attract customers is higher. Conversely,
if the price of BIDV is high, while the quality is not
outstanding, the product's attractiveness is lower than that
of other banks, and many customers will switch to using the
bank's products and services with a more competitive price.

(4) Ease of use has the fourth-highest standardized
regression coefficient of 0.201. Priority should be given to
the following: BIDV needs to modernize facilities,
equipment, and technology. Customers should know the
importance of keeping their account password secure to
limit the risk of PIN code disclosure, such as not using too
familiar passwords according to their habits; most
customers because it is easy to remember them. The bank
needs to strengthen and establish close relationships with
units in many other industries in the area to promote non-
cash payment methods, the benefits of card products and
services, and appropriate measures to encourage people to
use this modern form of transaction. The important thing is
to make people feel that using the card has more benefits
than the traditional form of commerce.

(5) Benefits with the lowest standardized regression
coefficient of 0.175 in the year should be prioritized as
follows: BIDV needs to provide information about the
benefits of bank cards compared to other banks for
customers to understand more roles as well as feel the
benefits and importance of using a bank card, will
encourage customers to use the service. The customer's
decision to use a bank card will increase when the customer
perceives the cost to switch to using it as reasonable and
acceptable to the customer. Therefore, banks must review
and rebuild reasonable fees and create more customer
choices. Promote comprehensive communication on
information and issuance process of domestic credit cards;
develop and implement appropriate fee policies. Second,
the implementation of card products and banking services
in the direction of digitization and automation of processes.
The third is to expand the card acceptance network in
connection with service industries and economic sectors.
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