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APPENDIX

A English Questionnaire

Part I: Personal information

Please provide correct information for each item (* required). You can tick [

Y ]the appropriate responses.

1 Gender *
0
2. Age *
0
0
0

Male

18- 30
31 -40
41 - 50

3. Education degree *

o]
o]
o]

4. Occupation *
o]
o]
o]

(0]

5. income/per month (USD)* ($1USD = 20.800VND)

(0]

(0]

(o]

High school or under
Trade school/College

University

Office clerk
Worker
Manager

Executive

Under $200
$200 - $300
$300 - $500

6. Where do you work or study*

(0]

(0]

Urban
Suburb

(o]

(o]

Female

51 -60

60 and above

Graduate school

Others (specify)......

Academic
Technician
Student

Others (specify)......

$500 - $700
Over $700

Town

Countryside

7. How long have you been using Internet ( not internet banking)? * (if you

have never used internet you can skip question 8 and 9)
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0 Never or less than 1 month 0 1-3years
O |-6 months 0 3-5 years
0 6 months - 1lyear o 5 or more than 5years

8. How often do you use internet?
0 Once aday at least 0 Once ayear at least
0 Once aweek at least 0 Others (specify).........
0 Once a month at least
9. Your Internet access location (you can select more than once choice)
IZI At home Cl At work
CI At school CI Others (specify).........
Cl internet cafe
10. Preferred methods of performing banking transaction * (you can select
more than one choice)
CI Visit banks Cl Telephone
O ATMs CI Internet banking
11. How long have you been using internet banking ?* (If you have never used

Internet Banking, you can skip question 12, 13 and 14)

0 Never 0 1-3years
0 1- 6 months 0 3-5 years
0 6 months - 1lyear 0 5or more than 5years

12. How often do you use internet banking?

o0 Once aday at least 0 Once six month at least
0 Once aweek at least 0 Once ayear at least
o0 Once a month 0 Other (specify)..........

13. Which bank () do you use for majority of your internet banking? (you can
choose more than once)

CI Vietcombank Cl SeaBank

O ACB Cl VietinBank

Cl| Techcombank Cl Others (specify)........



No.

14. Which of the following services do you more frequently use in internet

banking? (you can choose more than once)
O Check balance
ED Transfer money

ED Online transaction

ED Bill payment

D Others (specify)

N Please indicate your level of agreement or disagreement with each of

64

following statements. Circle the most appropriate response on thefollowing

five point likert scale rangingfrom option 1 =strongly disagree to option 5 =

strongly agree .

Part II: Your perceived ease of use about Internet Banking

Item

Learn to use Internet banking is easy for me

It is easy to do what 1want to do using Internet
Banking

My interaction with internet banking is clear and
understandable

1find internet banking to be flexible to interact
with

It would be easy for me to become skillful at
using internet banking

It is easy for me to remember how to perform
task with Internet Banking

Overal, ithink Internet Banking is easy to use

Strongly disagree

=

Disagree

Neutral

Agree

Strongly agree

(&)



No.

No.

Part 11t Your perceived usefulness about Internet Banking

Item

Using Internet Banking would enable me to
accomplish transactions more quickly and easier
Internet Banking allows me to manage my
finances more efficiently

Internet banking increases my productivity of
utilizing banking service

Internet banking made communication with banks
much esier and more convenient

Overal, 1would find using Internet Banking to be
advantageous

Part IV: Your trust to using Internet Banking

Item

lam confident that transaction conducted
through internet banking is secure and privacy
lbelieve my personal information internet
banking will be kept confidential

1think that my bank uses the best technologies
and solutions for security and privacy of

customers

Strongly disagree

=

Strongly disagree

=

Disagree

Disagree

Neutral

Neutral

Agree

Agree

Strongly agree

(&)

Strongly agree

65



No.

1think my bank has enough expertises, resources
and experience to manage their internet banking
well

ltrust my bank will not reveal cusustomer's
personal information to unauthorized parties
1think my bank is famous and prestigious with
Internet Banking service

Overal, 1think my bank provides a trusted Internet

Banking service

Part V: Social influence on your adoption of using Internet Banking.

Item

My working/study environment support internet
banking
Using internet banking indicates me to have a

higher status than those who do not

My adoption of using internet banking is affected by:

3

4
5
6

My colleague, peer and friends

My family

People who are important to me

Information on media such as radio, telivision,

internet or newspaper

Strongly disagree

=

Disagree

Neutral

Agree

66

Strongly agree



No.

No.

Part VI: Viethamese Government support internet banking in Vietnam

Item

Government encourages and promotes the usage
of internet banking and e-commerce

The internet infrastructure and facilities such as
bandwith is sufficient for online banking

The government is active in setting up the facilities
to enable Internet banking

The government is driving the development of
online banking

The government has good regulation and laws for
internet banking

Part VII: Your intention of using internet banking

Item

Iwould use the internet banking for my banking
needs

Iwould see myself using the internet banking for
handling my banking transactions

Assuming that 1have access to internet banking, 1
intend to use it

For future task, 1would use internet banking

Strongly disagree

=

Strongly disagree

=

Disagree

Disagree

Neutral

Neutral

Agree

Agree

67

Strongly agree

(&)

Strongly agree

(&)]



5 the future, 1plan to use the internet banking often 1 2 3 4

6 lintend to increase my use of the internet banking

in the future

B. Vietnamese Questionnaire

Phan I: Théng tin canhan

1 Gi6i Tinh
o Nam

2. Tuoi
o 18-30
o 31-40
o 41-50

3. Trinh dp hoc van cao nhat
O PTTH hoéc tha'p
0 Tracing day nghé/Cao dang
o Dai hoc
4. Nghé ghiép
O Nhén vién nha nudc
O Cb6ng nhan
O Giam doc
O Quan Iy
5. Thu nhép/Thang(VND)
O Duébi 3triéu
O 3-6triéu

O 6-9triéu

1 2 3 4
O N
O 51-60

O 60 vatrén 60

O Sau dai hoc

O Khéc (g r6)....

O Giang vién
O Ky sa
O Sinh vién

O khac (ghi 1) ...

O 9- 12 triéu
O 12 - 15 triéu

O Trén 15 triéu
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6. Nes anh/chi lam viéc hoac hoc tap*

O Thanh phoé O Thi xa hoac thi tran

O Ngoai 6 O Néng thon
7. Anh/chi da dung internet bao lau?*(luu y: cau hoi nay hdi vé intertnet chef khéng
phai la internet banking, néu anh chj chua Sfdung internet bao gié thi bd qua cau
hoi sb 8 va 9)

O Chua dung bao gid6 hoac dudi 1thang O 1- 3 nam

O 1-6thang 0 3-5 nam

O 6théng - 1 ndm O Trén 5ném

8. Tan suét sudung internet cua anh/chi la

O it nhat 1 ngay 1lan O it nhat 1 nam 11an
O it nhat 1tuan 1lan O Khéac (ghi rd).............

O it nhat 1thang 1 lan
9. Noi anh/chi truy cap internet chu yéu (cd thé chon nhiéu hon mét dap an)
CD 6 nha CH Tai noi lam viéc
D O trubng QD Khac (ghi rd)..............
CD Tai quéan ca phé internet

10. Khi giao dich véi ngan hang anh/chi thich giao dich bang cach nao?* (c6 thé chon

nhiéu hon moét dap an)
CD Dén ngan hang hoac chi nhanh gan nha't D Dungdiénthoai
CD Dén ATMs CD Dung Internet Banking

11. Anh/chi da sl dung internet banking duoc bao lau?* (Néu anh/chi chua sir dung

Internet Banking thi b6 qua céu hdi s6 12,13 va 14)

O Chua dung O 1-3néam
O 1-6 thang 0 3-5 ndm
N A .J Z 1L

213 1 6 L fl, |
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O 6thang - 1 ndm O >5 nédm

12. Tan suat sir dung internet banking cua anh/chi la

O it nhat 1 ngay 1lan O it nhat 6 thang 1lan
O it nhat 1tuan 11an O 1t nhat 1 nam 1 lan
O it nhat 1thang 1 lan O Khéc (ghi rd).............

13. Anh/chi chu yéu dung dich vu Internet Banking cua ngan hang nao?(co the chon

nhiéu hon 1 céu tra Idi)

tu Vietcombank CH SeaBank
O ACB CH VietinBank
CH Techcombank UNgan hang khac (ghi ro)

14. Khi sir dung Internet Banking anh/chi thudng sur dung loai dich vu nao? (co thé

chon nhiéu hon 1dap an)
CH Kiém tra tai khoan CH Mua ban qua mang
CH Chuyén tien CH Khéc (ghi ro).............

O Thanh toan hbéa don
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A Xin vui long chi r& muc dbé dong y hoac khéng déng y cla anh/chi voi
nhiing cau bén dudi theo cac muc db sau:

1-Réat khéng dbéng y 2-Khéng déng y  3-Trung lap 4-06ng y 5-Rét dong y

Khoanh trén déap an ma ban chon.

Phan II. Nhan thirc vé tinh de sudung cua internet banking

stt. Noi dung

Rat khéng dbéng ¥
Khéng déng vy
Trung lap
Déng y

=
N
w
D

1 Hoc sd dung Internet Banking that de

2 Téi thay rat dé dang trong viéc sl dung internet banking

de thuc hién céc giao dich thanh toan qua ngan hang
3 Tuong tac vdi Internet Banking la rat r6 rang, dé hiéu 1 2 3 4

4 Tuong tac voi internet banking la rat linh déng (c6 thé
thuc hién moi lue, moi néi)

5 To6i thay that dé dang dé sudung thanh thao internet
banking

7 Thét dé dang dé ghi nhd cac tao tac khi st dung Internet
Banking.

6 Nhin chung t6i thay sudung Internet Banking that dé

dang.

Rat dong vy



Phan lIl: Nhan thdc vé s¢rhiru dung ciia Internet Banking

stt NGi dung

Sldung Internet banking gilp toi thuc hién cac giao dich

thanh toan qua ngan hang dé dang va nhanh chéng hon
SUdung Internet Banking gitip toi quan Iy tai chinh hiéu
qua hon (quan Iy, theo gi6i thu chi cua tai khoan qua ban
sao ké)

Su dung Internet Banking gitip toi lam viéc hiéu qua hon
vbi nhcmg cbng viéc lien quan dén ngan hang va giao dich
thanh toan

s dung Internet Banking gilp toi lien lac véi ngan hang
thuan tién hon

Nhin chung, sGdung Internet Banking la tién dung va hlu

ich voi toi

Phan IV: BO tin cay cilia Internet Banking.

Noi dung

Téi tin rang sO dung Internet Banking dé' giao dich va mua
ban trén mang la an toan va dam béao tinh bao méat vé

da liéu cla khach hang

Rat khéng dbng ¥

=

Rat khéng dbng y

=

khéng doéng

|oéf22S6_(P \Y

Trung lap

N

Trung lap

Ohog

©O8g v

Rat dong

Rat dong y



stt

Toi tin ngadn hang clia toi ddm bdo  an toan vé théng

tin ca nhan va tai khoan Internet Banking ciia khach hang

Toi tin tudbng ngan hang cta t6i sir dung nhemg cdng nghé
va bien phap bao méat t6t nhat nham dam bao an toan
vé thdng tin ca nhan va tai khoan ctia khach hang

Toi nghT ngan hang clia toéi c¢d du kinh nghiém, ngudn lac
va chuyén gia de quan Iy tét dich vu Internet Banking
clia ho

Toi tin tudng ngan hang clia toi sé khéng tiét 16 théng tin
ca nhan va tai khoan cua khach hang cho nhUng ngubi
khac ma khéng c6  cho phép clia chi tai khoan

Tdi nghi ngan hang clia téi ndi tiéng va c6 uy tin voi dich
vu Internet Banking

Nhin chung, t6i nght ngan hang ca t6i cung cap dich vu

Internet Banking dang tin cay

3

Phan V: Sutdc dbng clia xa hoi l1én y d'inh su dung Internet Banking clia khach

hang a Viét Nam.

NOi dung

Moi trudng lam viéc/hoc tap cua téi Ung hé va khuyén
khich viéc  dung internet banking

Viéc su dung internet banking chi ra rang téi la 6t ngudi
c6 nhén thic tien bd va cap nhat céng nghé hon nhing

ngudi khéng dung internet banking.

Rat khéng déng y

=

1

logogEdog

N

Trung lap

Bong y

Rat déng vy



Y dinh su dung internet banking cua toi chiu anh huéng tich QUCtu:

3

4

stt

Phan VI:

Ddng nghiép va ban bé cua toi
Gia dinh cla toi
Nhdng ngudi quan trong véi toi

Théng tin trén cac phuéng tién théng tin dai ching nhu

bao, dai, tivi va internet

Viét Nam.

NGi dung

Chinh phu khuyén khich va quang ba viéc su dung

Internet Banking clia ngudi dan va cac doanh nghiép

Cb sb6 ha tang va cac phuong tién phyc vu cho Internet
banking nhu bang théng, tram thu va phat sbéng, vé tinh
... |a kha day du

Chinh phi déng vai tré quan trong va quyét dinh trong

viéc dinh huéng cho  phét trién clia Internet Banking

Chinh phii ¢6 céc chinh sach, dieu luat va chi thi phu

hgp de ho tro cho  phat trién cla Internet Banking
Chinh phi chii dong thiét Iap thém cac QO sb vat chat
clng nhu céc trang thiét bi nham ho trii cho  phat

trién cla internet banking.

1

1

1

Rat khéng dong

=

loAg 3lrg v

Trung Lap

2o =}Y

"ho tro ctia chinh phu Viét Nam dé'i voi dich vu Internet Banking 6

74

Rat dong ¥



Phan 7: Dinh huéng sudung internet banking

stt NoGi dung

1 Toi U dung Internet banking cho nhu cau ngan hang cla
minh

2 Toi SU dung Internet banking de xu Iy cac giao dich ngan

hang cla toi.
3 Khi t6i cd quyén truy cap vao hé thong

Internet banking, t6i c¢6 dinh huéng SU dung no.

4 Toi s& sudung internet banking cho céng viéc trong
tuong lai

5 T6i sé& thudng xuyén SU dung Internet banking trong
tudng lai.

6 T6i du dinh tang cudng viéc U dung Internet banking

trong tuong lai

Rat khéong dong y

=

Khéng doéng y

N

Trung Lap

/\'09 \
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