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Tém tit: Trong cong cudc doi m&iva phdt trién manh mé cia cong nghé va tri tué nhan
tao, nhiéu linh vuee di va dang tich ciee tmg dung cdc tién bé nay vao quy trinh vdn hanh cia
riéng minh. Pdc biét, cac ngdn hang tai Viét Nam hién dang do6i mdt véi thach thire I6n: lam
thé ndao dé duy tri lwong twong tdc cao, on dinh va dong thoi ndng cao trai nghiém nguoi
diing trén nén tang Mobile Banking. Bdi nghién ciru nay tdp trung phdn tich Gamification
nhuw mét don bdy chién hege nham ndng cao hiéu qud va sire hdp dan ciia cdc nén tang ngén
hang s6. Théng qua viéc tong hop va phén tich cdc yéu 16 lién quan dén mé hinh gamification
va vng dung ciia né trong Mobile Banking, nghién ciu lam ré cdc hudng trién khai cu thé
nham phat trién va téi wu héa gamification trén nén ting nay. Noi dung nghién ciru dwoc
trinh by qua cdc phan chinh nhuw: dé xudt giai phdp, dw bdo tic dong, phan tich cdc bai hoc
thue tién ciing nhw nhitng rii ro tiém an cé thé phdt sinh trong qud trinh trién khai. Qua do,
nghién ciru dwa ra mot cdi nhin tong quan vé tam nhin twong lai ciia xu hwdng gamification
- mot huéng di day hira hen trong viéc ndng cao trai nghiém nguoi dimg va phdt trién bén
vitng nén tang Mobile Banking tai Viét Nam.

Tir khoa: Gamification, Mobile Banking, financial Adventure, thi truong, nguoi dung

I. Pit van dé nén tang di dong2 Song song do, thi truong
Nganh cong nghiép game Viét Nam thanh toan di dong duoc du bao dat 47,56
dang trén da tang truong manh mé, véi ty USD vao nam 2025 va c6 thé ting 1én
doanh thu dy kién dat 2,42 ty USD vao 76,04 ty USD vao nam 2030°. Sy phét trién
nam 2029, trong d6 khoang 70% dén tir ndy phan anh xu huéng s6 hoa sau rong

' Pai hoc kinh té Thanh phd H6 Chi Minh, Viét Nam
2 Vietnam News (2025). Viet Nam targets US$2.4 billion in gaming industry revenue by 2029. Viét Nam News.
3 Mordor Intelligence, “Vietnam mobile payments market size 2025”.
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trong doi séng tai chinh, trong d6 mobile
banking dong vai tro trong tam. Mac du
téc do tang truong nhanh, cac tng dung
ngan hang tai Viét Nam van gip thach
thirc vé ty 18 duy tri ngudi ding (retention)
va mirc d6 gin két (engagement).

Nghién ctu gan diay cho thay
gamification: viéc ap dung co ché tro choi
vao moi truong phi tro choi, cé kha nang
cai thién dang ké trai nghiém nguoi ding
va y dinh st dung lau dai trong linh vuc
ngan hang s6. Phat hién rang gamification
tac dong tich cuc dén gia tri cam nhan
(perceived value), thai do (attitude) va y
dinh hanh vi (behavioral intention) cua
khach hang?. Trén thuc té, cic ngan hang
tai Viét Nam nhu TPBank va MB da trién
khai tinh ning gamification va dat diém
danh gid Ung dung trung binh khoang
4,6/5, cao hon muc ~4,1/5 cuia cac ung
dung khong ap dung yéu t6 nay>. O quy mé
qudc té, ngan hang s6 Revolut va Monzo
ghi nhan muc ting 20-30% tuong tac
nguoi dung sau khi 4p dung gamification.

Béi canh nay cho thiy nganh ngin
hang Viét Nam dang ding trude co hoi
dich chuyén tir mé hinh giao dich thuan
tly sang trai nghiém tai chinh da chiéu,
noi yéu td cam xuc va dong luc noi tai cua
nguoi ding tré thanh don bay chién lugc.

Thi truong Gng dung tai chinh tai
Viét Nam dang tang truong manh mé véi
lugt cai dat ting 64% va phién truy cap
tang 84% trong quy 1 nam 2025 so voi
cung ky nam trudc, phan anh sy quan

tam va tuong tac ngay cang sau rong,
dac biét tr nhom khach hang tré ¢. Tuy
nhién, bén canh sy tang trudng vé luot
cai dat, thoi lugng phién truy cap trung
binh trén cdc Ung dung ngan hang chi
khoang 5,86 phut, thip hon nhiéu so véi
cac phan khuc tai chinh khac nhu tién
dién tu (25,84 phat) hay giao dich chung
khodn (19, 20 phut), cho thay thach thirc
trong viéc gilt chan nguodi dung tré voi
ky vong cao vé trai nghiém ung dung’.
Nhiéu ngan hang di ap dung gamification
(g dung cac yéu tb tro choi héa ) nham
taing tinh twong tic va hap din ndi bat
la MB Bank véi chuong trinh “eMBee -
Sdn Ong Vang” dat rating 4,6/5 va hon
10 triéu lugt tai trén Google Play . Tuy
vay, khong phai ngan hang nao ciing
dat duoc thanh cong tuong tu; TPBank
Mobile du c6 gamification nhung chi ghi
nhan rating 3,2/5, cho théy con han ché
trong trai nghiém nguoi dung °.

Céc tmg dung ngan hang truyén
théng nhu VCB Digibank (3,6/5),
VNPay( 4,9/5) VietinBank iPay (3,7/5)
va BIDV SmartBanking (3,8/5) voi
khoang 10 triéu luot tadi nhung thiéu cac
yéu to giai tri nén kho tao dugc su thu
huat lau dai voi khach hang tré ©. Trong
khi do, cac fintech (tng dung tai chinh
cong nghé cao) nhu ZaloPay (4,9/5),
Viettel Money ( 4,8/5), MoMo (4,5/5)
va ShopeePay (4,5/5) lai tan dung
gamification hi€u qua thong qua cac
chuong trinh thudng, thir thach va bang

4 Tran, V. T., Nguyen, H.-T., & Banka, M. (2024), “Identifying gamification factors for digital banking
service users in Vietnam: Extending TAM model with gamification and perceived value”, Cogent Business

& Management, 11(1), 2398730, cac trang 1-23.

S TriPlayZ, “Bringing Gamification to Digital Banking - Techcombank (Campaign ‘Khai Lé Dai Cat’).
6 Adjust (2025), Tiéu diém thi trieong g dung di dong: Viét Nam 2025 - Bdo cdo Benchmark va thong

tin phén tich hiéu sudt vmg dung, Adjust, trang 12-18.

" Google Play Store Vietnam (2025), “App ratings and install counts”.



xép hang, tir 46 nang cao mirc do trung
thanh ctia nguoi dung®.

Trong giai doan 2020-2025, dit licu
tir Google Play va Adjust cho thiy luong
nguoi dung Mobile Banking tai Viét Nam
tang trudng trung binh 26%/nam, véi tong
s6 luot tai vuot 75 tridu vao nim 2025, so
voi 28 triéu ndm 2020. Tuy nhién, ty 1¢
duy tri nguoi dung (user retention) giam
tir 42% (2021) xudng con 34% (2024),
cho théy su bao hoa va canh tranh manh
m& tir cac nén tang fintech.

Vé mirc do tuong tic, thoi lugng
trung binh mdi phién st dung Mobile
Banking chi tdng nhe tir 5,2 phut (2021) 1én
5,9 phut (2025), thip hon dang ké so véi
cac ung dung fintech nhu MoMo (13 phut)
hay ZaloPay (11 phit). Diéu nay phan anh
rang du ting truong nhanh, mirc d gan két
ngudi dung van chua tuong xung.

Mat khéc, cac ngan hang tién phong
nhu MB Bank hay TPBank ghi nhan mtrc
rating trung binh duy tri trén 4,5/5 trong
subt giai doan 2022-2025, trong khi céac
ngan hang truyén théng nhu Vietcombank,
BIDV va VietinBank c6 xu huéng dao
dong quanh 3,6-3,8/5. Su chénh léch nay
cho thiy gamification c6 thé 1a yéu tb
quyét dinh tao ra khéc biét trai nghiém
gitra nhém ngan hang tién phong va nhom
cham dbi mdi.

Trén thé gisi, Revolut (4,6/5, hon
50 triéu luot tai) va Monzo Bank (4,4/5)
cling ghi nhan tdng engagement 20-30%
nhd gamification®. Piéu nay khang dinh
vai tro then chdt cua trd choi hoa trong
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viéc thic day twong tac va gitt chan
khach hang.

Ql 2024 Q22024 wmQ32024 mQ42024

Q42023
BI%Y
IB%Y
4%
% 22%
| II H| 3%
Moka ZoloPay  Bank's own applletisl Money  ShopeePoy VHPAY

Hinh 1. Top digital financial platforms -
Penetration rate (%)
Nguon: Khao st nguoi tiéu ding két noi Quy
1V/2024, Decision Lab

Trudce bdi canh canh tranh khoc liét,
cac ngan hang truyén théng can ddi méi
trai nghiém ngudi dung, két hop hai hoa
cong nghé, thiét ké va gamification dé thu
hut va giit chan khach hang tré, cung ¢ vi
thé trén thi trudng tai chinh sb.

Mic du cac ung dung Mobile
Banking tai Vi¢t Nam da dat mtrc d§ hoan
thién cao vé cac chirc ning giao dich
co ban nhu chuyén tién, thanh toan hoa
don hay quan 1y tai khoan, phan 16n trai
nghiém nguoi dung (User Experience -
UX) van chii yéu tap trung vao tinh tién
dung ma chua chu trong day da dén yéu
t6 cam xtc va cac co ché duy tri trong tac
thuong xuyén. Nhiéu nghién ctru da khang
dinh tAm quan trong ctia UX dbi voi su
hai 10ng va hanh vi tiép tuc str dung dich
vu. Mantala va Firdaus (2016) cho thiy
trai nghiém nguoi ding tot 6 mdi lién hé
tich cuc véi mire do hai long cua khach

8 StriveCloud (2023), “Gamification examples in banking”.
? MarketingMonk. (2023). Revolut marketing strategy: Growth hacks, referrals, and gamification.
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hang'®, trong khi Febrian va cong su, ciing
nhan manh ring trai nghiém khach hang
c6 tac dong tich cuc va dang ké dén sy hai
long . Setiyawati va Bangkalang (2022)
téng hop rang UX dong vai trd quan trong
d6i voi ca sy hai long va y dinh str dung
lién tuc 2. Cac nghién ctru khac, nhu cua
Simanjuntak va cong su (2020) hay Fikri
va cong su (2019), chi ra rﬁng yéu td cam
xuc 12 mot bién sb then chét anh huong
dén ¥ dinh mua lai cua khach hang '* %,
B6 sung cho quan diém nay, Mulyono va
Dijatmiko (2015) giai thich rang trai nghiém
tich cuc s€ gia tang long trung thanh nho
su hai 10ng v6i hiéu suat dich vu 5. Twong
tu, nghién cru cua Liebana-Cabanillas va
cong su (2016) vé ngan hang dién tir cho
thdy trai nghiém khach hang c6 tic dong
tich cuc dén sy hai long '°. Trong bdi canh
canh tranh gay gt giita cac ngan hang, viéc

thiéu “ly do quay lai hang ngay” ¢ thé 1am
giam tan suit st dung, tir d6 han ché gia tri
vong doi khach hang.

Vi¢t Nam hién dang trong giai doan
“co cau dan sd vang” 7, véi ty 1€ 16n dan
s6 trong do tudi lao dong - nhém c6 kha
ning tiép cin cong nghé cao va sin sang
trai nghiém nhitng d6i mai s6. Thém vao
do, ty 1¢ két ndi di dong da dat 169,8%
téng dan sb vao thang 1 nim 2024 ', tao
diéu kién thuan lgi d¢ trién khai cac chién
lugc tuong tac lién tuc qua thiét bi ca nhan.
bac biét, sy phat trién manh mé& cta vin
hoa gaming, thé hién qua sy phd bién cua
e-sports va game online, md& ra co hdi tich
hop gamification vao Mobile Banking.
Thyc tién cho thiy nhiéu tmg dung da
ap dung gamification nham gia ting strc
hap dan va cang c6 1ong trung thanh cua
ngudi dung'®. Gan day, Hentati va Jallouli

10 Mantala, R.; Firdaus, MR. (2016). Pengaruh customer experience terhadap customer satisfaction pada
pengguna smartphone android (studi pada mahasiswa politeknik negeri banjarmasin). JWM (Jurnal
Wawasan Manajemen), 4(2), 153-164.

1 Febrian, D.; Simanjuntak, M.; Hasanah, N. (2021). The Effect of Benefits Offered and Customer
Experience on Re-use Intention of Mobile Banking through Customer Satisfaction and Trust. Jurnal
Keuang Dan Perbankan, 25(3), 551-569. _

12 Setiyawati, N., & Bangkalang, D. H. (2022, September). The Comparison of Evaluation on User
Experience and Usability of Mobile Banking Applications Using User Experience Questionnaire and
System Usability Scale. In Proceedings (Vol. 82, No. 1, p. 87). MDPL

3 Simanjuntak M, Nur HR, Sartono B, Sabri MF. 2020a. A general structural equation model of the
emotions and re-purchase intention in modern retail.

14 Fikri A, Nurmalina R, Najib M, Simanjuntak M. 2019. The Effect of Reputation on Online Repurchase
Intention of Fruits/Vegetables in Indonesia With Emotional and Perceived Risk as Antecedent: Based on
The Stimulus-Organism-Response Model. Jurnal Manajemen dan Agribisnis. 16(2):111-122.

15 Mulyono S. H., Djatmiko T. (2018). Pengaruh Customer Experience Terhadap Customer Satisfaction di
Tokopedia. e-Proceeding Manag. 5(2):1843-1848.

16 Liébana-Cabanillas F, Mufioz-Leiva F, Sanchez-Fernandez J, Viedma-del Jestis MI. 2016. The
moderating effect of user experience on satisfaction with electronic banking: empirical evidence from the
Spanish case. Inf Syst E-bus Manag. 14(1):141-165.

7 Cuc Théng ké - B6 Tai chinh (2024). Théng cdo bao chi két qua diéu tra dan sé va nha o giita ky
nam 2024.

18 Kemp, S. (2024). Digital 2024: Vietnam. Datareportal. _

19 Prasetyaningrum, P. T., Purwanto, P., & Rochim, A. F. (2022, July). Gamification on mobile banking
application: A literature review. In 2022 1st International Conference on Information System & Information
Technology (ICISIT) (pp. 222-227). IEEE.



(2025) ciing nhan manh rang gamification
c6 thé giup Gmg dung tré nén than thién
hon, dong thoi nng cao muc do hai long
va hip dan, qua d6 gitr chan nguoi dung
lau dai %°. Viéc tan dung xu huéng nay hira
hen tré thanh don bay chién lugc, chuyén
Mobile Banking tir m§t cong cu giao dich
thuan tay thanh mot nén tang trai nghiém
tai chinh toan dién, cudn hut va bén vimg.
I Co s& ly thuyét

Gamification 1a viéc 4p dung cac
yéu t6 thiét ké tro choi (nhu diém, huy
hiéu, tién dd) vao cac ung dung va dich vu
khong phai tro choi nham tao trai nghiém
hap dan, thac diy dong luc va hanh vi
mong muén cia ngudi dung?'. Ban chat
ctua gamification khong phai la [am game,
ma la dung “game-thinking” nhu mgt cong
cu trdi nghiém dé kich hoat su tham gia va
cam giac thanh tyu trong nguoi dung ».

Gamification hi¢u qua vi no tao ra
cac vong phan hoi nhanh, ting dong luc
bén ngoai va c6 thé hd trg dong luc noi
tai, dong thoi thac ddy tuong tic va hinh
thanh thdi quen qua viéc chia nhd muc tiéu
va phan hoi tic thi®*, Tuy nhién, hiéu qua
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phu thudc vao thiét ké phu hop ngit canh
va ¥ nghia, néu chi dua vao phan thuéng
bén ngoai c6 thé 1lam hiéu ung phai nhat
hoac phan tac dung*.

2.1. Octalysis Framework

Puoc phét trién boi Yu-kai Chou,
Octalysis Framework 1a mo6 hinh phan tich
va thiét ké trai nghiém gamification duwa
trén 8 “dong luc cdt 16i” chi phdi hanh vi
con nguoi®. Cac dong luc dugc chia thanh
nhém mil tring (white hat) - thac day cam
xuc tich cyc va nhom mii den (black hat) -
tao ap luc hanh vi. Trong mobile banking,
khung nay hd tro xay dung co ché nhu thir
thach tiét kiém, bang xép hang hay nhiém
vu ca nhan hoa, gitp bién hoat dong tai
chinh kho khan thanh trai nghiém hap dan
va duy tri gén bo 1au dai.

2.2. Self-Determination Theory (SDT)

Do Edward Deci va Richard Ryan
phat trién, SDT 1y giai dong luc dwa
trén ba nhu ciu tdm 1y nén tang: ty chu
(autonomy), ning luc (competence) va
gan két xa hoi (relatedness) 2. Khi cac nhu
cau nay dwoc dap tng, ngudi dung s& co
dong lyuc ndi tai, bén viing va tu duy tri,

2 Hentati, A., & Jallouli, R. (2025). Gamification of Mobile Banking Applications: A Systematic Literature
Review. Journal of Telecommunications & the Digital Economy, 13(1), 12-32.

2l Sebastian Deterding, Dan Dixon, Rilla Khaled, Lennart Nacke (2011), “From Game Design Elements
to Gamefulness: Defining ‘Gamification’”, Proceedings of the 15th International Academic MindTrek
Conference: Envisioning Future Media Environments, ACM, tr. 9-15.

22Kai Huotari, Juho Hamari (2012), “Defining gamification: A service marketing perspective”, Proceedings
of the 16th International Academic MindTrek Conference, ACM, tr. 17-22.

2 Juho Hamari, Jonna Koivisto, Harri Sarsa (2014), “Does gamification work? - A literature review of
empirical studies on gamification”, Proceedings of the 47th Hawaii International Conference on System
Sciences (HICSS), IEEE, tr. 3025-3034.

24 J. Krath, L. Schiirmann, and H. F. Von Korflesch, “Revealing the Theoretical Basis of Gamification: A
Systematic Review and Analysis of Theory in Research on Gamification, Serious Games and Game-Based
Learning,” Computers in Human Behavior 125 (2021): 106963.

2 Yu-kai Chou (2019), Actionable Gamification: Beyond Points, Badges, and Leaderboards, Packt
Publishing, tr. 25-48.

% Edward L. Deci, Richard M. Ryan (1985), Intrinsic Motivation and Self-determination in Human
Behavior, Springer Science & Business Media, tr. 3-15.
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thay vi chi dua vao dong luc ngoai tai nhu
phan thuéng hay vu dai. Trong Gmg dung
mobile banking, SDT goi y rang cic yéu
t6 gamification nén khuyén khich nguoi
dung kiém soat ké hoach tai chinh, nhan
phan hoi tirc thi khi dat muc tiéu, va két
ndi v6i cong dong dé ting dong lyc.
Sukéthopgiita Octalysis Framework
va SDT gitp gamification khong chi mang
tinh giai tri ma con dinh hudng hanh vi tai
chinh bén vimg?. Vi dy, nhiém vy “Tiét
kiém 1 triéu dé)ng moi thang” vua kich
hoat thanh tyu (Octalysis), vira cing cb
ning luc (SDT), dong thoi ting gan két xa
hoi khi nguoi ding chia sé thanh tich. Két
qua la khach hang hinh thanh théi quen
tang tiét kiém, quan 1y chi tiéu t&t hon,
va gia tang gia tri vong doi (Customer
Lifetime Value - CLV) cho ngan hang.
I11. Phuong phap nghién ctru
Bai nghién ctru ndy dp dung phuong
phap nghién ctu tong hop c6 hé thong
(systematic and conceptual review) két
hop véi phén tich 1y thuyét (theoretical
analysis) nham: (1) Tong hop va phén tich
cac cong trinh nghién curu trude lién quan
dén gamification, trai nghiém nguwoi ding
(user experience) va ngan hang di dong
(mobile banking); (2) Xay dung md hinh
khai niém phti hop vé6i bdi canh Viét Nam;
(3) Pé xuit khung giai phap chién luoc
“Financial Adventure” dua trén nén tang
Iy thuyét va di liéu thyc té thi truong.
Nguon dit liéu ctia nghién ctru chu
yéu 1a dir lidu thtr cap (secondary data),
bao gébm: Céac bao cdo thi truong cua

Adjust, Mordor Intelligence, Google
Play Store va Decision Lab; Cac cong
trinh nghién ctru hoc thudt trong va ngoai
nudc (Hamari et al., 2014; Yu-kai Chou,
2019; Tran et al., 2024; Hentati & Jallouli,
2025...); Van ban chinh sach quéc gia nhu
Nghi quyét 57-NQ/TW vé chuyén ddi sd;
Dir liéu thyc té thu thap tir cac Gng dung
ngan hang c6 yéu td gamification nhu MB
Bank, TPBank, Revolut va Monzo.

Toan bo dit liéu duoc tong hop, d6i
chiéu va phan tich theo chu dé (thematic
analysis) nham nhén dién cac xu hudng,
khoang tréng nghién ctru va co hoi tng
dung. Trong qua trinh thyc hién, nghién ctiru
két hop ba phuong phap phan tich chinh:
Phan tich so sanh (comparative analysis):
Déi chiéu viéc trién khai gamification gitra
cac ngan hang Viét Nam va qudc t& (MB
Bank, TPBank, Revolut, Monzo) dé xac
dinh diém twong ddng va khac biét. Phan
tich tong hop (synthesis): Tich hop két
qua cua cac nghién ctru trude nham hinh
thanh khung khai niém tong thé cho viéc
ap dung gamification trong ngin hang sb.
Phan tich dy bao (forecasting analysis):
Dy doan tac dong ngén han, trung han va
dai han cua gamification d6i véi mirc do
tuong tac va trai nghiém nguoi dung trong
ung dung ngan hang di dong.

IV. Két qua va thao ludn

4.1. Gidai phap - Hanh trinh
“Financial Adventure”

“Financial Adventure” dua trén mo
hinh gamification dugc chimg minh giup
tang sy tham gia va duy tri hanh vi tich

27 Julia Krath, Leonie Schiirmann, Hubert F. von Korflesch (2021), “Revealing the theoretical basis of
gamification: A systematic review and analysis of theory in research on gamification, serious games and
game-based learning”, Computers in Human Behavior, s0 125, tr. 106963.



cuc trong quan 1y tai chinh ¢4 nhan 28 dong
thoi két hop Al ca nhan hoa nham dé xuat
thir thach va ké hoach tai chinh phu hop
timg c4 nhan 2. Co ché phan thuong va
yéu t6 cong dong dong vai tro quan trong
trong viéc tao dong luc bén viing cho
nguoi dung?*.
M& hinh minh hoa
“Financial Adventure” trong Mobile Banking

Hinh 2. M6 hinh minh hoa “Financial
Adventure” trong Mobile Banking

Nguon: Tdc gid tir tong hop

Nhiém vu tai chinh: Nguoi dung

duoc khuyén khich thuc hién cac nhiém
vu tai chinh d tich lily nhitng vat phdm
hodc diém sb co gia tri, cac nhiém vy nhu
tiét kiém theo muc tiéu (co thé chia ra cac
giai doan ngén han hay dai han), tra no
dang han (uu tién cdc phuong thuc tra
no truc tuyén, tng dung céng nghé nhu
thé tin dung hay vay tiéu dung), dau tu
thong minh (co ban hoac nang cao). Voi
moi nhiém vy hoan thanh thi ngudi ding
s& duoc tich lily diém sb o hodc cac huy
hiéu thanh tich, tir d6 gitp tao dong lyc va
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su hing thé tir ngudi sir dung voi cac nén
tang ngan hang sb. Co ché nay vira dong
vai trd hudn luyén k¥ ning tai chinh vira
gitip nguoi dung nang cao cac hanh vi co
trach nhiém hon.

Cong ddng va canh tranh: Thong
qua céc bang xép hang c4 nhan hoic nhom
(bang xép hang c6 thé duoc van hanh bang
cach tinh diém tiéu dung hodc céc thanh
tich dat duoc khi thuc hién cac nhi€ém vu
tai chinh), nguoi ding co thé so sanh tién
do véi cac nguoi dung khéc, hoac gia dinh
hoac ban bé. Bén canh d0, cac thir thach
nhom khong chi thiic day sy cam két ma
coOn tao ra moi trudong hd trg, chia sé va thi
dua lanh manh. Theo nhu nghién ctu cta
Adam S.Hayes trong cudn sach Irrational
Together: The Social Forces That Invisibly
Shape Our Economic Behavior chi ra rang
cac quyét dinh tai chinh khong chi diwa
trén 1y tri cd nhan ma con bi anh hudng
manh mé bdi cac yéu t6 xi hoi®!.

Ca nhan hoa Al: Pay la mot hé
théng kha moi va tha vi, dua vao dir liéu
chi ti€u, hanh vi tai chinh va cac muc ti€u
ciia nguoi dung, hé théng Al s& dé xuit
nhiing thu thach phu hgp véi chi tiéu cta
nguoi st dung, dac bi¢t hé théng Al ¢6 thé
dua ra cac goi ¥, nhic nho thong minh dé
duy tri tién d6 dong thoi tu véan tai chinh
cd nhan hoa dya trén phan tich xu huéng
tai chinh hién tai cua ngudi dung. C6 thé

28 Hamari, J., Koivisto, J., & Sarsa, H. (2014). Does gamification work? - A literature review of empirical
studies on gamification. Proceedings of the 47th Hawaii International Conference on System Sciences,

3025-3034.

» Agrawal, A., Gans, J., & Goldfarb, A. (2016, November 17). The simple economics of machine

intelligence. Harvard Business Review.

3 Deterding, S., Dixon, D., Khaled, R., & Nacke, L. (2011). From game design elements to gamefulness:
Defining gamification. Proceedings of the 15th International Academic MindTrek Conference: Envisioning

Future Media Environments, 9-15.

3! Hayes, A. S. (2023). Irrational together: The social forces that invisibly shape our economic behavior.

Routledge.
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thiy nhitng kha ning trong viéc thiét ké
hiéu qua cac hé thong hd tro tai chinh -
ché“ing han nhu cac ¢ van tu dong - nham
khong chi ting muc do chip nhan cia
nguoi dung va khdi lugng dau tu, ma con
nang cao xu hudng san sang dau tu®.

Lién két vu dai: Mot diém khic
biét ndi bat 1a kha ning dbi diém tich
lity thanh cac vat pham c6 loi ich thuc té
nhu voucher an uéng, mua sam, di lai,...;
cac vé su kién & cac budi hoi thao khoa
hoc, 16p hoc ky nang mém, hodc cac vé
thu hut cac ban tré hon nhu vé xem phim,
ca nhac,...; cac uu dai tai chinh nhu gidm
13i sut, mién phi cac dich vu tai chinh,....
Su két hop gitra phan thuong va cac hanh
vi tai chinh lanh manh s€ tao nén mot hé
thong banking hoan chinh dat cac yéu t6
yéu cau vé viéc nang cao va duy tri mic
do tuong tac cua nguoi dung, day khong
chi mang tinh khuyén khich ma con tao
nén mot vong lap tich cuc co6 1oi cho ca
ngudi dung 1an ngan hang.

4.2. Tac dong dw bdo

Ap dung gamification trong mobile
banking dugc du bao mang lai nhiing tac
dong manh mé theo ba khung tho1i gian:

Ngin han: Cac yéu t6 nhu diém
thuong, bang xép hang va phan hoi theo
thoi gian thuc déng vai tro 1a “diém
cham” kich thich nguoi dung ngay tu
nhimg 1an trai nghiém dau tién. Nghién
ciru cua Hamari va cong su (2014) trén

nén tang thanh toan da chi ra rang cic
tién ich gamified nhu phan thudng, yéu
td canh tranh, phan hdi tie thi va co ché
hop tac déu c6 anh huong tich cuc dén ty
1€ gitr chan nguoi dung (retention) trong
giai doan ban dau, giup ho quay lai tng
dung thuong xuyén hon va gia tang muc
do kham phé cac tinh ndng méi, vdoi udc
tinh +25-30% luot m& app/ngay va +30%
thoi lugng phién?.

Trung han: Gamification c¢o
thé cai thién dang ké mac do tuong
tac (engagement), muc do hai long
(satisfaction) va long trung thanh (loyalty)
ctia ngudi dung dbi voi tng dung mobile
banking. Mot tong quan hé thong (SLR)
trén 16 bai bao hoc thuat da xac nhan tac
dong tich cuc ctia gamification dén cac chi
sO nay, déng thoi nhan manh vai tro cua
thiét ké tro choi ph hop vai bdi canh vin
hoéa va hanh vi ti€u dung**. Ngoai ra, viéc
két hop gamification v6i cac mé hinh hanh
vi nguoi dung nhu UTAUT2 da chung
minh hiéu qua trong vi¢c tdng “intention
to use” (y dinh st dung) ing dung ngan
hang di dong (Emerald). Dir li¢u thuc
té cho thiy xép hang mg dung (rating)
thuong dat >4.,5 va MAU (Monthly Active
Users) tang khoang 15% trong 6-12 thang
sau trién khai.

Dai han: Cac tac dong dai han cua
gamification duoc dy bao bao gdm giam
ty 16 roi bo (churn rate), ting mirc do gin

32 Adam, M., Toutaoui, J., Pfeuffer, N., & Hinz, O. (2019). INVESTMENT DECISIONS WITH ROBO-
ADVISORS: THE ROLE OF ANTHROPOMORPHISM AND PERSONALIZED ANCHORS IN
RECOMMENDATIONS. In Proceedings of the 27th European Conference on Information Systems (ECIS
2019). AIS Electronic Library (AISeL). https://aisel.aisnet.org/ecis2019_rp/33

3 Hamari, J., Koivisto, J., & Sarsa, H. (2014). Does gamification work? - A literature review of empirical
studies on gamification. Proceedings of the 47th Hawaii International Conference on System Sciences,

3025-3034. IEEE. _

3 Koivisto, J., & Hamari, J. (2019). The rise of motivational information systems: A review of gamification
research. International Journal of Information Management, 45, 191-210.



b6 (loyalty), va cai thién cac chi sé hiéu
suat nhu Monthly Active Users (MAU)
va Customer Lifetime Value (CLV). Mac
di chua c6 sd liéu dinh luong cu thé
trong nganh ngan hang Viét Nam, cac
nghién ciru quc té chi ra rang chién lugc
gamification duoc trién khai lién tuc cé
thé duy tri mirc retention cao hon 15-25%
so v6i cac tmg dung khong gamified, dong
thoi nang ty 1& giéi thiéu san phim qua
truyén miéng (word-of-mouth)*.Ngoai
ra, viéc duy tri cac co ché phan thuong va
thir thach theo thoi gian c6 thé tao ra mot
“vong lap tuong tac” (engagement loop)
bén virng, gitip ngan hang xay dung mdi
quan h¢ dai lau voi khach hang va gia
tang loi thé canh tranh trong thi truong tai
chinh s6 dang ngay cang khéc liét.
4.3. Bai hoc va Ruii ro

Bai hoc: Ung dung gamification
trong linh vuc tai chinh can duoc thiét
ké dua trén muc tiéu tai chinh rd rang va
dugc ca nhan héa mot cach phu hop voi
tung phan khic khach hang. Sy c4 nhan
hoa khong chi nang cao trai nghiém nguoi
ding ma con thiic day cac hanh vi tai
chinh tich cuc va c6 kiém soat. Cac mod
hinh thanh cong nhu Revolut d@ minh
chtng hiéu qua cua viée tich hop cac yéu
t6 trd choi nhu bang xép hang, hé thong
diém thuong va thong bao ca nhan hoa,
qua d6 tang cudng su tuong tdc va gil
chan khach hang mot cach bén viing?® ¥7.

Rui ro: viéc 4p dung gamification
can duoc kiém soat chat ché dé tranh
nhiing tdc dong ti€éu cuc. Gamification
qua mirc c6 thé khién nguoi diung mét tap
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trung vao yéu té giai tri ma bo qua muc
tiéu tai chinh cét 16i, thdm chi dan dén céc
hanh vi tiéu dung khong lanh manh. Ngoai
ra, viéc thu thdp va xur ly dir li€u cé nhan
phuc vu ¢4 nhan hoa trai nghiém cling dat
ra nhitng rui ro vé bao mat va quyén riéng
tu. Nhitng sai sot trong quan 1y dit li€u co
thé gay ton hai nghiém trong dén uy tin va
phap 1y cua doanh nghiép *°.

Giai phéap: Dé tan dung ti da loi ich
clia gamification dong thoi kiém soat rui
ro, doanh nghiép can duy tri sy can bang
giira yéu t6 giai tri va gia tri tai chinh thuc
té. Viéc minh bach trong quy trinh bao mat
dir li€u, tuan thu nghiém ngat cac quy dinh
phép luat va tmg dung cong nghé bado mat
tién tién 1a diéu kién tién quyét dé xay dung
niém tin khach hang. Song song d6, thiét
1ap cac chi s6 danh gia va giam sat lién tuc
gitip dam bdo gamification ludén hudng toi
muc tiéu tai chinh bén vimg va han ché
nhing tac dong khong mong mubn 353,

4.4. Tam nhin twong lai

Trong bdi canh hé sinh thai tai chinh
s6 dang chuyén dich manh mé& sang mé
hinh ngan hang s6 toan dién, viéc tich
hop Gamification, Tri tu¢ nhan tao (Al)
va Open Banking mé ra kha nang hinh
thanh “siéu img dung tai chinh”- mot nén
tang da chirc nang hop nhat cac dich vu
ngan hang, thanh todn, dau tu, bao hiém
va quan ly tai chinh ca nhan. M6 hinh nay
khong chi dap tng nhu cau tai chinh tirc
thoi ma con ning cao mirc d6 gin két ctia
khach hang thong qua trai nghi€ém cé nhan
hoa va cac co ché phan thuong theo thoi
gian thuc.

35 Sardi, L., Idri, A., & Fernandez-Aleman, J. L. (2017). A systematic review of gamification in e-Health.

Journal of Biomedical Informatics, 71, 31-48.

3¢ Joris DeDe Koninck (2023), 5 ways Revolut creates the best banking app with gamification.

37 Dhara Mandaliya (2023), Revolut marketing strategy: Growth hacks, referrals, and gamification.
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Pé dam bao tinh phu hop van hoa
va t6i uru hoa trai nghiém ngudi dung, cac
ngan hang thuong mai Viét Nam cé thé
hop tac véi cac studio game nodi dia nham
ban dia hoa ndi dung, thiét ké nhiém vy va
phan thudéng phan anh bdi canh vin hoa -
xa hoi Viét Nam. Vi¢c nay khong chi tang
tinh hip din ciia ing dung ma con thuc
day long trung thanh thuong hiéu va giam
rao can tiép nhan céng nghé ciia nhoém
khach hang chua quen thudc véi san pham
tai chinh so.

Vé dai han, khi ha tang 5G, AR/
VR va hé sinh thai thanh toan khong tién
mat dugc hoan thién, AR/VR Banking c6
thé tré thanh chuan muc méi, cho phép
khach hang tuong tadc véi dich vu ngan
hang qua moi truong 4o truc quan, giau
cam xtic. Pong thoi, ESG gamification
(Environmental, Social, Governance) c6
thé dugc tich hgp dé khuyén khich hanh
vi tai chinh bén ving. vi du: thuéng diém
khi khach hang lya chon dau tu vao quy
xanh, giam thiéu giao dich gidy hodc ung
ho cac dy an cong dong.

Téng thé, tim nhin nay dinh huéng
Mobile Banking Viét Nam khong chi la
cong cu giao dich ma tré thanh nén tang
song dong, c4 nhan hoa va dinh hudng gia
tri xa hoi, qua do tao ra loi thé canh tranh
dai han va dong gép vao sy phat trién tai
chinh toan dién cta qudc gia.

4.5. Han ché va hwéng nghién ciru
tiép theo

4.5.1. Han ché

Mic dii nghién ctru di tong hop duoc
nhiéu tai liéu va minh ching thuc tién vé
viéc 4p dung gamification trong Mobile
Banking, song pham vi chii yéu van ding
& muc khai quat 1y thuyét va phan tich thir
cap. Do chua tién hanh khao sat hodc thir
nghiém thyc té trén nguoi dung Viét Nam,

cac két luan vé hanh vi va mic do hiéu
qua cua gamification van mang tinh dinh
hudéng, chua phan anh diy du su khéc
biét vé ddc diém vin hoéa, do tudi va thoi
quen tai chinh cta tirng nhom khach hang.
Ngoai ra, bai nghién ctru chua di sau vao
khia canh bao mat thong tin va quan tri
dir liéu ca nhén - yéu t6 ngay cang quan
trong khi gamification gin lién voi ca
nhan hoéa trai nghi¢ém. Mot han ché khac
la chua danh gia duoc tac dong dai han
ctia gamification dén long trung thanh va
gid tri vong doi khach hang (CLV) trong
bbi canh ngan hang Viét Nam.

4.5.2. Hirdng nghién citu tiép theo

Trong cac nghién ctu tiép theo,
nhom tac gia dé xut thuc hién khao sat
dinh luong va dinh tinh dé do luong rd
hon tac dong cua timg yéu t6 gamification
(nhu thir thach, bang xép hang, phan
thuong hay phan hdi tirc thi) ddi véi sy hai
long, dong luc va hanh vi st dung lau dai
cua khach hang. Ngoai ra, viéc md rong
nghién ctru so sanh gitta cac thé hé nguoi
dung - dac biét 1a Gen Z va Millennials -
s€ gitp xac dinh rd hon mac do phu hop
ctua tung mo hinh tro choi hoa trong timg
phan khuc. Mot hudéng di khac 1a ung
dung tri tué nhan tao (AI) dé ca nhan hoa
trai nghiém gamification va dy bado hanh
vi tai chinh cua nguoi dung, tir d6 tao nén
tang cho “ngan hang thong minh”. Cudi
cung, cac nghién ctiru trong tuong lai nén
xem xét yéu to dao duc va bao mat dir
liu trong qua trinh &p dung gamification,
nham bao dam sy can bang giita d6i moéi
cong nghé va niém tin cua khach hang -
nén tang quan trong cho sy phat trién bén
vitng ctia ngan hang s6 tai Viét Nam.

V. Két luan

Gamification 1a chia khéa chién
lugc cho mobile banking Viét Nam trong



ky nguyén khach hang tré, giap cadc ngan
hang khong chi nang cao trai nghiém
nguoi dung, taing muc dd tuong tac ma
con cung ¢d 1ong trung thanh va mé rong
thi phan. Sy két hop giita yéu t6 giai tri
va tién ich tai chinh dang tao ra mdt mo
hinh dich vy méi, dap Gng nhu clu “ca
nhan héa” va “trai nghiém tirc thoi” cua
thé hé nguoi dung ndng dong, am hiéu
cong ngh¢.

Bdi canh thi truong va hanh vi
tiéu dung hién nay d3 chin mudi cho
nhitng ngan hang tién phong &p dung
Gamification. Pac bi¢t, xu hudng nay
hoan toan phu hop v6i dinh hudng chuyén
d6i s6 qudc gia duoc néu trong Nghi quyét
s6 57-NQ/TW ctia B6 Chinh trj vé dot pha
phat trién khoa hoc, cong nghé, d6i méi
sang tao va chuyén ddi sb, nhan manh vai
trd ctia cong nghé sb trong viéc ning cao
nang luc canh tranh, thuc déy kinh té s6 va
x3d hoi s6%. Viéc tng dung Gamification
vao mobile banking khong chi 1a mot gidi
phdp sang tao trong kinh doanh ma con
1a bude di thiét thuc dé cu thé hoa chu
truong 16n cua Pang va Nha nude, gop
phan xay dung hé thong ngan hang hién
dai, an toan, minh bach va léy khéach hang
lam trung tam.
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INNOVATING MOBILE BANKING USER EXPERIENCE
THROUGH GAMIFICATION: A STRATEGIC APPROACH
FOR THE VIETNAM MARKET

Nguyen Dang Khoa', Nguyen Hoang Bao Tran', Ly Khiet My', Lam Gia Nghi',
Pham Thi Hoang Nhu Y', Pham Quoc Anh’

Abstract: In the era of rapid innovation and the advancement of artificial intelligence,
many industries have actively integrated these breakthroughs into their operational processes.
In particular, banks in Vietnam face a significant challenge: maintaining a high, stable level
of user engagement while simultaneously enhancing the customer experience on Mobile
Banking platforms. This study focuses on analyzing Gamification as a strategic lever to
improve the effectiveness and attractiveness of digital banking platforms. By synthesizing and
examining factors related to gamification models and their applications in Mobile Banking,
the research clarifies specific implementation approaches for developing and optimizing
gamification in this context. The study is structured around key components, including
proposed solutions, impact forecasting, analysis of practical lessons, and potential risks
arising during implementation. Accordingly, it provides an overview of the future prospects
of gamification-an emerging and promising approach to enhancing user experience and

fostering the sustainable development of Mobile Banking in Vietnam.
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