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Nghién ctru ndy xem xét mdi quan hé giita cac ciu trac cta
chat lugng website, sy hai long cta ngudi tiéu dung khi twong tac
véi website va y dinh mua hang tir website trong 1anh vuc Thuong
Mai Pién Tir (TMBDT) ¢ Thanh phé H6 Chi Minh (TP.HCM). 485
khach hang, c6 Iudt web va c6 y dinh mua hang qua website trong
06 thang gan nhat, dugc khao sat qua Google Docs, bang phuong
phéap iy mau thuan tién. M6 hinh phuong trinh cdu tric
(Structural Equation Modelling) duoc sir dung dé phan tich dir liéu
thu thap tir khach truy cap website dé hiéu cac yéu t6 chat luong
ctia website: M6i quan hé bo sung, Tinh hitu ich, Tinh giai tri va
Tinh dé sir dung anh hudng dén mirc do hai 1ong ctia khach hang,
va tiép d6 1a y dinh mua hang cta ho. Nghién ctru ciing xac dinh
vai tro trung gian cua su hai 1ong ciia khach hang giita chat luong
website va ¥ dinh mua hang. Cac két qua chinh bao gom cac thanh
phan cta chét lugng website c6 dong gop dang ké dén chat luong
website, va chat luong website tac dong dang ké dén muc do hai
long cua khach hang, tir do, co6 lién quan tich cuc dén y dinh mua
hang, dong thoi, su hai long ctia khach hang c6 tic dong trung
gian dang ké. Nhimng phat hién ctia nghién ctru cé y nghia déng ké
ddi v6i cac nha quan 1y va nha marketing ctia cac cong ty TMDT,
gitip ho phat trién cac ké hoach chién lugc va ung dung cac cong
cu dé phat trién hiéu suat TMPT cua ho.

ABSTRACT

This study examines the relationship between the quality
of a website, consumer satisfaction from interaction with the
website, and the intent to buy from it in the e-commerce industry in
Ho Chi Minh City. Through convenience sampling, four hundred
eighty-five customers who surf the web and intend to buy through
e-commerce in 06 past six months were surveyed by Google Docs.
Structural Equation Modelling (SEM) was used to analyze the data
collected from website visitors to understand website quality
dimensions: Complementary Relationship, Usefulness,
Entertainment, and Ease of use influence the satisfaction customers
derive from it and, subsequently, their intention to purchase. The
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study also ascertained the mediator role of customer satisfaction

between website quality and purchase intention. The principal

results include that the dimensions of website quality significantly

impact website quality, and overall website quality substantially

impacts the level of customer satisfaction, which, in turn, is

positively related to the intention to purchase; besides, customer
Keywords: satisfaction has a significant mediation effect. The findings of this
website quality; structural study present specific substantial implications for e-commerce
equation modeling; customer companies’ managers and marketers in helping them to develop
satisfaction; e-commerce; strategic plans and the application of tools for the development of
purchase intention their e-commerce performance.

1. Giéi thiéu

Trong linh vic marketing, “tén mién” dugc goi la website, mot website dugc coi la
“mat tién” cua mot to chic (Jauhari & ctg., 2019). Panh gia chét luong website (Website
Quality- WQ) van la mot linh vuc day thach thiac. WQ 1a mot khéi niém da chiéu, bao gom
trong tdm la chién lugc, chirc nang va trai nghiém. Cac vin dé caa trong tdm chién luoc 12
hiéu suat caa website xét theo cac muc tiéu caa n6, bao gém vi tri, kha nang hién thi va cac sé
liu nhu mirc do twong tac va luu luong truy cap, nhimg diéu trén tap trung vao cach website
dat dugc muc tiéu da dinh (Ideasonpurpose, 2024).

O trong tdm chire ning, cac dic diém vén co cia website bao gom cau trdc thong tin,
ndi dung, kha ning van hanh, tinh ning k¥ thuat va thiét ké hinh anh can duoc chu y (Barnes &
Vidgen, 2000), trong d6, ndi dung la thanh phan quan trong. Noi dung phai méi meé va dé hiéu
d6i voi khach hang. Cac yéu td nhu do6 moi, do chinh xac, dé doc can phai dugc xem xét
(Ideasonpurpose, 2024). Vé cau tric thong tin, viéc to chirc va diéu hudng website can phai
duoc xem xét dé dam bao kha ning truy cap va sir dung dé dang (Danaher & ctg., 2005). Thiét
ké truc quan 1a mot thanh phan quan trong khéc cua chire ning, trong d6, can phai xem xét su
hap dan vé mat hinh anh, thiét ké va tinh tham my cta website. Céc tinh nang k§y thuat ciing 1a
mot thanh phan quan trong cia chirc ning, trong d6, nhan manh vao cac thdng sé k¥ thuat bao
gom kha ning twong thich, téc do va tinh bao mat cia website. Cac thanh phan nhu tuong tac
cua khéach hang va kha nang xu 1y Ivu lwong truy cap 1a mét sé thanh phan duoc dua vao cac
tinh nang van hanh cua mot website (Morales-Vargas & ctg., 2023). Mot yéu té quan trong la
tinh than thién véi khach hang, bao gom cac thanh phan nhu chirc nang tim kiém va diéu hudng
cling cac yéu té khac (Hsu & ctg., 2012). Trong tam thir ba khi xac dinh chét lugng website 1a
trai nghiém, viéc danh gia trai nghiém khach hang dbi véi website, bao gém céc thanh phan nhu
tuong tac, su hai 1ong, kha ning truy cap va kha niang sir dung can duoc chu trong.

Bai nghién cttu nham phan tich cac thanh phan cua chat lugng Website (WQ) va tac
dong caa WQ tong thé dén su hai long caa khach hang (Customer Satisfaction- CS) va y dinh
mua hang (Purchase Intention- PI). Ngay nay, dé thanh cong trén thi truong kinh doanh, CS
rat quan trong trong viéc xay dung mdi quan hé lau dai véi nhirg khach hang, diéu nay gidp
tang truong Kinh doanh cung vai long trung thanh cua khach hang (Christian & ctg., 2018).
Mong muébn mua dich vu hodc san pham trén website cua nguoi tiéu dung duoc goi la PI,
duoc coi la két qua cudi cuing cua nhiéu tin hiéu khac nhau danh cho khach hang trong doanh
nghiép Thuong Mai Bién Tu (TMDT) (Shaouf & ctg., 2016).

TP.HCM 1a dja phuong c6 thi truong hoat dong TMBT séi dong, ¢6 quy md va téc do
tang truong Ion nhat ca nude. Nam 2023, TP.HCM cé doanh s6 mua hang TMBT cao nhat nudc,
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dat 6.2 ty USD, chiém 29% quy md ca nudc; doanh s ban hang TMBT (duoc tinh theo vi tri dat
kho hang) dat 4.7 ty USD, chiém 23% quy md ca nudc, ting truong 37% so cing Ky, san luong
dat 440 triéu san pham, ting gan 45.2% so véi clng ky. TP.HCM ciing 13 noi dat tru s& 1am viéc
ctia hau hét cac doanh nghiép va dich vu hd tro TMBT 16n caa ca nuéc (Moc Minh, 2024).

Thyc hién Quyét dinh s6 313/QD-UBND (ngay 21/1/2022) cua UBND TP.HCM vé
phé duyét Ké hoach téng thé Phat trién TMBT trén dia ban TP.HCM giai doan 2021 - 2025,
S Théng tin va Truyén thong cling S& Cong thuong chinh thuc ky két mot thoa thuan hop
tac chién lugc nham muc tiéu ting cuong sy phét trién caa truyén thong, chuyén doi sb va
TMBDT trong thoi ky s6 hoa. Theo d6, hai (02) s cting nhau té chéc tap huéan, tuyén truyén
nang cao kién thtrc, nghiép vu quan 1y nha nuéc vé TMDT, giao dich dién tir va cung cp noi
dung thong tin trén san TMDT, mang x& hoi va mang Internet cho ca nhan, thuong nhan trén
dia ban thanh phé (UBND TP.HCM, 2022).

Mic di ¢6 nhiéu nghién ctru trong linh viee WQ va CS, nhung van ton tai mot khoang
cach dang ké trong viéc hiéu dugc su twong tac giita cac yéu t6 WQ va tac dong cua ching
dén PI, dac biét 1a trong linh vuc TMBDT & TP.HCM. Nghién citu nay nham kiém tra nghiém
tc cac nghién ctu trudc, xac dinh cac yéu td anh hudng dén nhan thic cua khach hang vé
WQ, tac dong cua chung dén CS va Pl cua ho, tir d6, dua ra mot khung nghién ctu va ung
dung thuc té.

2. Co 6 ly thuyét va mé hinh nghién ciru
2.1. Chat Iwong website (WQ)

WQ la mét trong nhiing yéu té quan trong trong viéc cai thién trai nghiém khach
hang va tac dong manh m& dén két qua kinh doanh ciing nhu hanh vi ctia ngudi tiéu dung
(Sauro, 2016; Zarei & ctg., 2019). Bé do ludng nhiéu yéu té khac nhau cua chat lwong
website, mot s thang do va cong cu do ludng dd duoc phét trién va dé xuat, ndi bat bao
gom Webgqual™ (Loiacono & ctg., 2002), Webqual 4.0 (Aini & ctg., 2023), SiteQual (Webb
& Webb, 2004), PQISS (Yoo & Donthu, 2015), HWebSQ (Le & ctg., 2020), SUPR-Q
(Sauro, 2016). Nhitng thang do nay 1a ngudn tiém ning dé danh gia va nang cao hiéu suat
website trong cac nganh khac nhau, gidp doanh nghiép tim hiéu va ap dung dé dat duoc su
hién dién truc tuyén va tang CS.

2.2. Sw hai long ciia khdch hang (CS) va Y dinh mua hang (P1)

Rohman va cong su (2023) da thuc hién mot nghién ctu dé diéu tra tac dong cua gia
tri ma khach hang cam nhan dén su hai long cua khéach hang va PI, két qua chi ra rang gia tri
ma ngudi tiéu ding cam nhan ¢6 anh huong tich cuc dén CS va ¥ dinh mua hang. Dhingra va
cong su (2020) di xem xét ki ludng tac dong cua website TMDT truc tuyén SQ dén CS ciing
nhu PI, két qua cho thdy SQ tong thé chiju anh huong dang ké bai niém tin. Nghién ctu cua
Rasli va cong su (2018) cho thay chat lugng thiét ké website cling voi chat luong giao dich,
thanh toan co6 tac dong tich cuc va truc tiép dén CS. Nghién cau caa Tandon va cong su
(2017) cho thiy ¥ dinh mua lai va CS bi anh hudng tich cuc béi WQ, bang céch cai thién cac
bo trung gian ciia CS, PI ¢6 thé bi anh huong bai website SQ, chirc niang trung gian cia sy hai
Iong cua khach hang dong vai tro trong y dinh mua lai ciing dugc xem xét trong nghién cau
nay. Nghién ctu ciia Dapas va cong sy (2019) cho thiy WQ co tac dong tich cuc va quan
trong dén Pl tai cira hang truc tuyén Zalora.

Shin va cong su (2013) cho thay CS va niém tin chiu anh huong tich cuc bai WQ, sau
d6, cam két cua khéach hang chiu anh huong gian tiép bai WQ théng qua CS. Hsu va cong su
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(2012) cho thay ludng nhan thirc va su vui vé caa khach hang chiu anh huong boi WQ, tir d6
anh huong dén sy hai 1ong va Pl cua ho. Belanche va cong su (2012) cho thiy kha ning sir
dung website anh huong dén su hai 10ng, tir d6 anh hudng dén y dinh sir dung, sau do, rui ro
nhan thic duge dd diéu chinh hiéu tng kha ning sir dung trén CS. Céc nghién ciru trén phu
hop vai ly thuyét vé E-S-QUAL cuia Parasuraman va cong su (2005).

Nghién cau nay sir dung ly thuyét vé WebQual (Loiacono & ctg., 2002). Céc yéu tb
quan trong nhit bao gém kha ning str dung, théng tin va chat luong twong tac dich vu. Céc
thanh phan nay dam bao WQ c6 thé danh gia, dya trén quan diém cua khach hang, toan bo
yéu té vé hiéu suat va tinh hiéu qua caa mot website. Ly thuyét nay da duoc 4p dung va thir
nghiém trong cac bdi canh khac nhau, do d6, chitg minh tinh linh hoat va phi hgp caa né véi
cac linh vuc kinh doanh.

2.3. Quan h¢ bé tre (Complementary Relationship- CR) véi website va WQ

Theo Loiacono va cong su (2002), CR 1a mot muc can dugc xem xét dé danh gia WQ,
cling da dugc dé xuat trong Webqualtm, bao gdm Hoan thanh tric tuyén, Hinh anh nhat quén,
Loi thé twong d6i. Tuong tu, Tumijan va cong su (2022) chi ra rang niém tin 1a dong luc
chinh mang lai CS, va CR v&i website 13 tinh ning dugc mong mudn nhat dbi véi cac website
chat lugng cao. Ngoai ra, Davidavi¢iené va Tolvaisa (2011) cho rang CR la mét yéu té quan
trong trong viéc xac dinh WQ. Cac nha nghién ctiru con tiét 16 thém rang CR ton tai khi khach
hang lo ling vé loi thé so sanh, tinh hoan thanh truc tuyén va hinh anh nhét quan caa mot
website cu thé.

H1: Quan hé bé tro véi website tic dong tich cue dén WQ
2.4. Tinh gidi tri (Entertainment) do website cung cdp va WQ

Hausman va Siekpe (2009) di nhéan dinh rang tinh giai tri 12 mot trong nhiing yéu t6
clia website c6 tac dong dén yéu td con ngudi. Loiacono va cong sy (2002) coi tinh giai tri la
mét trong nhitng muc trong WebQualtm bao gdm Tinh hip din tryc quan, Tinh d6i méi, Tinh
hap dan cam xdc 1a nhitng cau trdc chinh. Kim va Niehm (2009) tiét 16 rang gia tri cam nhan
bi anh huong boi do tin cay va tinh giai tri, nguoi ta da phat hién ra rang giai tri trén Internet
va tinh tron ven anh huéng dén y dinh trung thanh. Cac nha nghién ciru da dua ra cac khuyén
nghi chién luoc cho cac nha béan I¢ dién tir dang tim cach nang cao tiéu chuan dir liéu duoc
cung cap trén website cua ho. Mot s6 dé xut bao gém viéc st dung cac cong nghé hp dan va
mang tinh giai tri, xay dung cac website d& hiéu va khién khach hang thich thd khi mua hang.

H2: Tinh gidi tri do website cung cdp tdc dong tich cuc dén WQ
2.5. Tinh dé sir dung (Ease of Use- EOU) ciia website va WQ

Loiacono va cong su (2002) da xac dinh EOU 1a mét yéu té khac anh huong dén WQ,
bao gdm D& hiéu va Van hanh truc quan. Tuong tu, khi phan tich cac yéu té anh huong dén
viéc chip nhan website trén thiét bj di dong, Corritore va cong su (2005) nhan thay rang yéu
t6 quan trong nhat anh huong d¢én WQ 1a d& sir dung, va khang dinh rang nhan thic vé EOU
la yéu t6 quan trong anh huong dén y dinh str dung va twong tac véi website ciia khach hang.
Diéu nay cho thay EOU cuia website anh huong déng ké dén WQ.

H3: Tinh dé sir dung cua website tdc dong tich cuec dén WQ
2.6. Tinh hi#u dung (usefulness) ciia website va chdt lwgng website

Hausman va Siekpe (2009) cho rang nhan thac vé tinh hitu ich cua website ¢ tac
dong dén thai d6 doi vai website. Ngoai ra, trong nghién ctu caa Loiacono va cong su (2002),
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tinh hitu dung da duoc dé cap, bao gom Thong tin phu hop véi cong viée, Do tin cay, Tinh
tuong tac va Thoi gian hdi dap. Tuong tu, Belanche va cong sy (2012) da kiém tra mic do hai
long va y dinh twong tac voi website caa khach hang bi anh huéng nhu thé nao boi kha ning
sir dung cua website ciing nhu mtc d6 hanh phdc anh huong dén y dinh st dung. Cac nha
nghién ctru ciing diéu tra tic dong tiém an cua viéc danh gia rai ro caa khach hang ddi véi tac
dong cua kha niang str dung cac website. Két qua nghién ctu chi ra ring CS chiu anh hudng
boi kha niang st dung website, tir d6, anh huéng dén ¥ dinh sir dung. Hon nita, rai ro nhan
thirc dong vai tro diéu tiét anh huong cua kha nang sir dung dén sy hai long caa khach hang.

H4: Tinh hitu dung ciia website tdc dong tich cue dén WQ
2.7.WQvaCS

Saleem va cong su (2022) di bao cao rang WQ bao gém chit lugng hé thdng (System
Quality- SQ) va chét lwong théng tin c6 anh huong dang ké dén CS. Ngoai ra, Lin (2007) da
chang minh rang trong khi 1ong trac an khéng anh huéng dang ké vé mat dinh luong dén su
hai 1ong caa nguoi tiéu ding thi thiét ké cua website, tinh nang twong tac, tinh hiru ich, kha
nang thich &ng vé bao mat va do tin cay déu co tac dong dén su hai l1ong caa khéach hang.
Abbaspour va HazarinaHashim (2015) cho thay CS chiu tac dong tich cuc boi thiét ké
website, tinh kip thoi, bao mat va twong tac. Ngoai ra, nghién ctu ciia Ha va Ho (2014) tiét 16
rang su dap (ng khéach hang khdng anh huong dang ké dén CS, tuy nhién, cic dic diém cua
WQ lai tac dong rat lon dén CS.

H5: WQ dnh hweng cung chiéu dén Sw hai 1ong cia khach hang (CS)
2.8. Sur hai 10ng ciia khdch hang (CS) va Y dinh mua hang (PI)

Nghién ctiru caa Khan va cong su (2015) cho thdy ¢6 méi tuong quan dang ké giira CS
Vi viéc mua hang tai ctra hang dién tir va 07 cau trdc: chi phi, tinh d& sir dung, chi tiét san
pham, quy dinh hoan tra, rai ro tin dung, rai ro san pham va rai ro van chuyén. Nghién cau nay
nhan manh rang diéu quan trong 1a ngudi tiéu ding phai hai long vi né mang lai nhiing loi ich
bo sung va giam rui ro khi mua hang truc tuyén. Tuong tu, Maharsi va cong su (2021) da chi ra
rang CS c6 mdi quan hé tich cuc dang ké vai PI, trong khi SQ thi c6 thé khdng, CS chiu tac
dong tich cuc cua SQ, va cudi ciing, CS giam thiéu tac dong caa SQ I1&n PI mot cach hiéu qua.

H6: Su hai long cua khach hang (CS) dnh huong cung chiéu dén Y dinh mua hang (P1)
2.9. WQ va Y dinh mua hang (PI) véi Sw hai long ciia khdch hang (CS) la trung gian

Theo nghién ctiru ciia Saleem va cong su (2022), WQ cé ¥ nghia quan trong doi voi
CS, diéu nay tac dong dén ¥ dinh mua hang truc tuyén cuaa ho thong qua viéc can nhac su hai
long caa khach hang. Ajay va Potti (2017) cho rang CS cling véi chét lugng thdng tin 12 nhan
thirc tich cuc va co y nghia ciia khach hang dbi véi PI. Hsu va cong sy (2012) da xac nhan
rang nhan thac cua khach hang vé tinh vui nhon caa website chiju anh huong boi WQ, sau d6
anh huong dén CS va PL Dic biét, nghién ciru nay chi ra rang khi n6i dén viéc anh huong dén
su hai 10ng cta khach hang va ¥ dinh mua hang thi chat luong 1a rat quan trong. Tuong tu,
Poddar va cong su (2009) da phan tich dinh hudng cua nguoi tiéu dung va tinh cach website
c6 anh huéng dén cach khach hang cam nhan WQ va Pl cua ho.

H7: WO ¢6 tdc déng cung chiéu dén Y dinh mua hang (P1) véi Sw hai 1ong cuia khach
hang (CS) la trung gian

Dé dat duoc muc tiéu caa nghién ctu 1a phan tich mdi quan hé gitra WQ, CS va PI,
mo hinh nghién ctru dé xuat dugc mo ta trong Hinh 1.



Ha Nam Khanh Giao. HCMCOUJS-Kinh t€ va Quan tri Kinh doanh, 20(8), 36-53 41

Hinh 1
M6 Hinh Nghién Citu Dé Xudt

Hoan thanh
truc tuyén

Loi thé

on dinh

D6 tin cay Quan hé bod

tro

Piéu chinh H1+ .

A 22 Su hai long
th d i i :

ong diep Tinh hiru Ha+ L5+ ciia khach

\ / hang \Hf+
Thong tin phL‘J Chét /Y dinhmua
hop cong viéc Thoi gian lugng - hang
hai dép website H7+
_ S
Hap dan nghe Tinh gidi trd Tinh d3 st
nhin
dung

\

Hap dan E———
cam xuc an han

truc quan

Tinh séang
tao

Ghi cha: Téc gia dé xuét, 2024
3. Phuwong phap nghién ciru

Nghién ctru nay ap dung 36 bién quan sat cia thang do Webqualtm (Loiacono & ctg.,
2002). Phuong phap nghién ctu cho phép thiét lap gia thuyét va giai quyét cac muc tiéu cua
nghién ciru bang cach str dung di liéu théng ké, gop phan nang cao do tin cay va gié trj cua
nghién ctu. Nghién ciu str dung phuong phap 1dy mau phi xac suat. Boi tuong khao sét 1a
khach hang TMDT, nhitng ca nhan da truy cap cac website TMDT co tru s¢ tai TP.HCM it
nhat mot lan.

Nghién ctru dinh tinh, bang phong van sau 05 chuyén gia am hiéu vé thuong mai dién
tu, va 05 khach hang thuong xuyén ludt web va c¢6 y dinh mua hang qua website trong 06
thang gan nhat, ciing nhu c6 nhan thic vé WQ, cho thay 08 bién quan sat duoc dé xuat thém
vao 36 bién quan sét cia thang do Webqualtm (Loiacono & ctg., 2002). Nghién ciru dinh
luong so bd, bang khao sat 50 khach hang, cho két qua tinh gia tri va do tin cay cua cac thang
do hinh thanh sau nghién ctru dinh tinh.

Dé thu thap dit liéu, cudc khao sat di duoc thuc hién bang cach s dung bang cau hoi
goém 49 muc bao gom cac cau hoi lién quan dén chi tiét nhan khau hoc cua ngudi tra 16i (05
cau hoi) va cac thude do vé chat luong website (Quan hé bd trg, Tinh hitu ich, Tinh giai tri va
Tinh d& st dung), CS va PI dugc ngudi tra loi danh gia theo thang do Likert 5 diém, tir 1 cho
“rat khong dong ¥ dén 5 cho “rat ddng y”. Dir liéu thu thap duoc tir cudc khao sat da dugc
phan tich M@ hinh phuong trinh cau tric binh phwong nho nhit ting phan (Partial Least
Square Structural Equation Modelling - PLS-SEM) dé kiém dinh céc gia thuyét. Thong tin chi
tiét vé nhan khau hoc cua ngudi tra 101 duoc trinh bay trong Bang 1.
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Bang 1
Thong Ké M6 Tda Mdu
Pic diém Phén loai S6 dap vién Phan trim (%)
o Nam 240 56.47
Giot tinh Nit 185 4353
15-24 119 28
<. 25-34 114 26.82
Tuot 35 - 44 104 24.47
45 trd 1én 88 20.71
Trung hoc 36 8.47
Pai hoc 191 44,94
Hoc vin Thac si 141 33.18
Tién si 40 9.41
Khac 17 4
Dud6i 10 triéu 30 7.06
10 tridu - 20 triéu 151 35.53
Thu nhip hang thang Trén 20 triéu - 30 triéu 101 23.76
Trén 30 triéu - 50 triéu 86 2.24
Trén 50 triéu 57 13.43
Sinh vién 90 21.18
k n Doanh nhan ty do 119 28
Ngh¢ nghicp Pi lam 178 41.88
Thét nghiép 38 8.94

Ghi chi: Két qua khao sét, 2024

Bang 1 cho thdy dic diém giéi tinh cia mau la gan ngang bang nam va nit, do tudi
quan tdm nhiéu nhat tir 25 dén 44, hoc van phan nhiéu la tot nghiép Pai hoc va Thac si, thu
nhap s6 dong tir 10 dén 30 triéu dong/thang, va mot s6 (13.43%) hon 50 triéu, vé nghé nghiép,
da s0 1a sinh vién va nguoi di lam.

4. Két qua va thao luan

PLS SEM da duoc trién khai trong nghién cuu nay, cho phep nha nghién cau phan
tich cac méi quan he phuc tap gitra cac blen dugc quan sat va bién tiém an, tir d6 cung cip su
hiéu biét toan dién vé cach thirc ma cac yéu t6 WQ anh huong dén CS va PI.

4.1. Danh gia moé hinh do lwong

Céc két qua da duoc phan tich bang cach sir dung phuong phap tach roi hai giai doan,
trong do tat ca cac cau tric bac thip hon (Lower Order Contruct- LOC) dugc phan tich truéc
tién, tiép theo 1a cac cau tric bac cao hon (Higher Order Contruct- HOC) (Hair & ctg., 2022).
Phan tich du tién danh gia hé so tai ngoai cua céc yéu té cia mé hinh do luong, do tin cay tong
hop (rho_a va rho_c), Trich xuit phuong sai trung binh (Average variance extracted- AVE) va
Gi4 tri phan biét cua cac LOC ciing nhu HOC (Hair & ctg., 2022), nhu dugc hién thi trong
Bang 2, 3, 4, va 5. Hé sé tai cua tat ca cac hang muc cua LOC thé hién muac do “nhat quan noi
b cao, nam trong khoang 0.740 - 0.922 va céc gid tri DJ tin cay tong hop cho tét ca cac LOC
nam trong khoang 0.802 - 0.933. Hé sb tai cua tit ca cac yéu tb caa HOC nam trong khoang
0.787 - 0.905 va cac gia tri Do tin cay téng hop cho tat ca cac HOC nam khoang 0.774 - 0.908.
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Céc gié tri trén ngudng 0.70, biéu thi tinh nhit quan va do tin ciy bén trong cua ca LOC va
HOC (Hair & ctg., 2022). Gia tri AVE cua tat ca cac LOC nam trong khoang 0.683 - 0.823, va
ctia HOC nam trong khoang 0.687 - 0.817 (> 0.50), chting to gié trj hoi tu (Ha & Bui, 2019). Ty
I& di tinh-don tinh trang (Heterotrait-Monotrait ratio- HTMT) duoc sir dung dé danh gia do
phan biét cia LOC va HOC. DB phan biét cua cac cau tric nho hon gia tri ngudng 0.85 (Hair &
ctg., 2022), nhu vay cac thang do bac hai dat yéu cau. Hé sé phong dai phuong sai (Variance
Inflation Factor - VIF) tinh toan do léch cua phuong phap chung (Common Method Bias -
CMB). Tét ca cac gié tri VIF trong Bang 6 nam trong khoang tir 1.000 dén 2.969, thap hon gia
tri ngudng 3.33 (Bui & Ha, 2024), cho thay rang nghién ctu nay khdng c6 CMB.

Bang 2
Xay Dung D¢ Tin Cdy va Bé Gia Tri (LOC)
CAu truc bac thf,lp H¢ s tai ngoai rho_a rho_c AVE

Tinh hoan thanh tryc tuyén (OC) 0.815 0.819 | 0.732
OC1 0.844

0C2 0.829

0C3 0.871

Loi thé trong dbi (RA) 0.806 | 0.853 | 0.726
RA1 0.862

RA2 0.835

RA3 0.846

Hinh anh 6n dinh (CI) 0.861 | 0.924 | 0.758
Cl1 0.860

CI2 0.878

CI3 0.851

Hap dan nghe nhin (VA) 0.887 | 0.919 | 0.819
VAL 0.895

VA2 0.905

VA3 0.916

HAp din cam xuc (EA) 0.852 | 0.917 | 0.787
EAL 0.890

EA2 0.915

EA3 0.829

Tinh sang tao (INO) 0.896 0.924 0.801
INO1 0.924

INO2 0.890

INO3 0.893

Van hanh tryc quan (INT) 0.867 0.913 0.761
INT1 0.911

INT2 0.853

INT3 0.889

Tinh d& hiéu (EOU) 0.840 | 0918 | 0.756
EOU1 0.889

EOU2 0.875

EOU3 0.861
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CAu trac bac th{ip H¢ s0 tai ngoai rho_a rho_c AVE
Do tin cay (TR) 0.896 | 0.935 | 0.833
TR1 0.905
TR2 0.923
TR3 0.930
Thoéng diép diéu chinh (TC) 0.810 | 0.871 | 0.738
TC1 0.834
TC2 0.858
TC3 0.873
Thong tin phu hop cong viéc (INFO) 0.853 0.921 0.773
INFO1 0.882
INFO2 0.867
INFO3 0.878
Thoi gian hdi dap (RT) 0.828 | 0.896 | 0.745
RT1 0.840
RT2 0.888
RT3 0.854
Chat luong website (WQ) 0.861 | 0911 | 0.696
WQ1 0.891
WQ2 0.839
WQ3 0.857
WQ4 0.743
Su hai 1ong cua khach hang (CS) 0.885 | 0.915 | 0.683
Cs1 0.836
CS2 0.829
CS3 0.826
CS4 0.815
CS5 0.843
Y dinh mua hang (PI) 0.889 0.925 | 0.755
PI1 0.870
PI2 0.875
PI3 0.892
P4 0.868

Ghi chu: Tinh toan tir dir liéu thu thap, 2024
4.2. Pdnh gid mé hinh cdu tric

Gia thuyét da dwoc kiém dinh bang cach sir dung gia tri beta, thong ké t va hé sé
duong dan trong phan tich mé hinh cau trlic, nhu dugc trinh bay trong Bang 7. Két qua cho
thiy méi quan hé bd sung (B = 0.198, p < 0.000), tinh giai tri (B = 0.223, p < 0.000), tinh d& sir
dung (B = 0.095, p < 0.014) va tinh hitu dung (B = 0.445, p < 0.000) tac dong tich cuc dén
chat lwong website, do d6 H1, H2, H3 va H4 duoc chap nhan. Bong thoi, WQ (B = 0.691, p <
0.000) tac dong tich cuc dén CS va CS (B = 0.578, p < 0.000) tac dong tich cuc dén PL do do
H5 va H6 duoc chap nhan. Két qua ciing cho thiy WQ (B = 0.228, p < 0.000) tac dong tich
cuc truc tiép dén PI, va CS lam trung gian cho mdi quan hé nay (chap nhan H7).
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Két qua nay phan &nh gia tri hé sé xac dinh (R?). M6 hinh giai thich 72.1% su thay ddi
vé WQ, 46% CS va 55.8% PI. Gia tri f* dwoc tinh dé danh gia sy dong gop cua cac bién doc
lap trong viéc tinh dén su bién thién cua cac bién phu thudc (Hair & ctg., 2022). Bang 7 trinh
bay cac gia tri duoc phan loai 1a thip (trong khoang tir 0.02 dén 0.15), trung binh (trong
khoang tir 0.15 dén 0.35) va lén (tir 0.35 tro 18n). Muc d6 lién quan dén du doan ciia md hinh
duge danh gia bang gia tri Q® phai Ién hon 0 (Hair & ctg., 2022). i v6i WQ, Q? 13 0.716; vé
CS Q%14 0.516; va ddi vai P, Q% 1a 0.445. Didu nay chi ra ring mé hinh d& xuit c6 y nghia
tién doan manh m&. Diém phan du binh phwong trung binh gc dugc chuin héa (Standardized
Root Mean square Residual- SRMR) 1a 0.069 cho thdy mic d6 pha hop téng thé tét cho mé
hinh (< 0.80) (Ha & Bui, 2019).

Bang 3
Xay Dung D¢ Tin Cdy va Bé Gia Tri (HOC)

Céu tric bac cao (HOCs) Hé s6 tai ngoai rho_a rho c | AVE
Quan hé bo trg (CR), ... 0.744 | 0.866 | 0.697
Tinh hodn thanh tric tuyén (OC) 0.833
Loi thé twong doi (RA) 0.829
Hinh anh én dinh (Cl) 0.836
Tinh giai tri (ENT), ... 0.840 0.907 | 0.765
Hap dan nghe nhin (VA) 0.863
Hap dan cam xdc (EA) 0.875
Tinh sang tao (INO) 0.883
Tinh dé sir dung (PEOU), ... 0.778 0.891 0.827
Intuitive Operation (INT) 0.903
Ease of Understanding (EOU) 0.908
Tinh hitu dung (PU), ... 0.848 0.852 | 0.675
Do tin cay (TR) 0.785
Théng diép diéu chinh (TC) 0.807
Thong tin phu hop cong viéc (INFO) 0.876
Thoi gian hoi ddp (RT) 0.818

Ghi chu: Tinh toan tir dix liéu thu thap, 2024
4.3. Phan tich trung gian

Phan tich dan xép da duoc tién hanh dé do luong va kiém tra d6 manh cia CS véi tu
cach la trung gian giita WQ va PI, sir dung phuong phap dugc dé xuat boi Bui va Ha (2024)
Viéc kiém tra tinh trung gian bang cach quan sat tac dong gian tlep, sau do6 la tac dong truc tlep
va tong thé. Phan tich cho thiy tac dong gian tiép cia WQ dén PI thdng qua CS 1a dang ké
(p < 0.000). Ngoai ra, tac dong truc tiép cua WQ Ién PI rat dang ké véi (p < 0.000), Vi
phuong sai dugc tinh dén (Variance Accounted For- VAF) 64%, thiét 1ap su trung gian ting
phan trong nghién ctru. Két qua phan tich trung gian, cing véi kiém dinh Boostrapping, dugc
trinh bay trong Bang 7.
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Bang 4
Gia Trj Phan Biét (HTMT) (LOC)
CS EA EOU Cl INO INT | INFO oC Pl RA RT TC TR VA WQ

CS

EA 0.658

EOU | 0.681 | 0.572

Cl 0.715 | 0.699 | 0.654

INO | 0.672 | 0.728 | 0.650 | 0.660

INT 0.616 | 0.604 | 0.741 | 0571 | 0.654

INFO | 0.669 | 0.629 | 0.642 | 0.632 | 0.651 | 0.548

OC | 0620 | 0496 | 0.597 | 0.624 | 0.533 | 0511 | 0.519

Pl 0.817 | 0.680 | 0.615 | 0.619 | 0.543 | 0561 | 0.602 | 0.607

RA 0592 | 0523 | 0531 | 0613 | 0519 | 0472 | 0550 | 0.704 | 0.624

RT 0.644 | 0623 | 0.607 | 0632 | 0613 | 0.633 | 0.716 | 0.601 | 0.564 | 0.650

TC 0591 | 0658 | 0574 | 0626 | 0.673 | 0497 | 0.746 | 0.554 | 0.564 | 0.574 | 0.693

TR 0.560 | 0.639 | 0.555 | 0.565 | 0.606 | 0.594 | 0.705 | 0.482 | 0.576 | 0.517 | 0.598 | 0.535

VA 0.713 | 0.746 | 0669 | 0.660 | 0.754 | 0.620 | 0.653 | 0.514 | 0.605 | 0.486 | 0.650 | 0.631 | 0.554

WQ | 0.764 | 0.718 | 0.700 | 0.730 | 0.783 | 0.684 | 0.844 | 0.671 | 0.693 | 0.673 | 0.785 | 0.744 | 0.729 | 0.748

Ghi ch: Tinh toan tir dir 1iéu thu thap, 2024
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Bang 5
Gia Tri Phéan Biét (HTMT) (HOC)
CR ENT PEOU PU
CR
ENT 0.815
PEOU 0.805 0.836

PU 0.875 0.889 0.826
Ghi chu: Tinh toan tir dix liéu thu thap, 2024
Bang 6
Két Qua Mé Hinh Céu Triic

Gia thuyét VIF | Beta(b) | Thong ké T | Gid trip | f2 RZ | Q2 Chap

nhan

H1: CR & WQ 2.277| 0.198 4.451 0.000 | 0.056 Cé
H2: ENT 2 WQ |2.830| 0.223 4933 0000 | 0.062 | \_, |01 Cé
H3: PEOU & WQ |2.200| 0.095 2.447 0.014 | 0.016 Cé
H4: PU 2 WQ 2.969 | 0.445 9.438 0.000 | 0.242 Cé
H5: WQ =& CS 1.000 | 0.691 20.033 0.000 | 0.857 [0.460|0.516| Co
H6: CS 2 PI 1.857 | 0.578 9.685 0.000 | 0.402 |0.558|0.445| C6
H7: WQ = PI 1.857 | 0.228 3.648 0.000 | 0.065 Cé
SRMR 0.069
Ghi chu: Tinh toan tir dir liéu thu thap, 2024
Bang 7
Phéan Tich Trung Gian
Loai tac dong|  Tac dong dlrglfgs:;?m hone K& Gig i p Ghi chi
Gian tiép WQ ->CS -> Pl 0.394 7.444 0.000 |Sig. tac dong gian tiép
Truc tiép WQ -> Pl 0.226 3.648 0.000 |Sig. tac dong truc tiép
Tong WQ -> PI 0.620 18.380 | 0.000 |Sig. tong tic dong
i‘;‘c"gl:‘ngtzg‘gﬁrgxg 0.635483871| 64% Trung gian timg phin

Ghi chu: Tinh toan tir dir liéu thu thap, 2024

Nhu vay, dya trén két qua tir nghién cau hién tai, co thé két luan rang cac yeu t6 nhu
tinh hiru ich cua website, tinh dé sir dung cua website, tinh giai tri do website cung cap, moi
quan hé bd sung véi website cd anh huong dén WQ cua cac cong ty TMDT. Két qua nghién
ctru cho thdy WQ tac dong dén CS trong bdi canh TMDT ¢ TP.HCM, trong khi WQ ciing c6
vai trd quan trong trong Pl v&i CS dong vai trd trung gian. Nhitng phat hién nay ciing duoc hd
tro bai cac nghién curu trude day. Nhitng phat hién chinh cua nghién cau la:

Tinh hizu dung cua website dnh hirong dang ké dén WQ

Ghose va Dou (1998) nhan thay rang khach hang c6 thé ¢ nhitng nhu cau riéng biét
doi vai website va néu website cé thé cung cap théng tin lién lac phu hgp cho nhu cau nay thi
diéu do s€ cai thién nhan thirc vé WQ. bé dam bao khach hang khong di noi khac, thoi gian
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phan hoi 1a mot yéu té rat quan trong. Hoffman va cong su (1999) chi ra rang niém tin Ia mot
yeu t6 quan trong dén mirc mic du cac yéu té khac déu tich cuc nhung viéc thiéu niém tin
chéc chan sé& khién khach hang roi bo.

Tinh dé sir dung ciia website danh hwdng ding ké dén WQ

Nghién ciru ciia Benbunan-Fich (2001) di ang ho phét hién nay cling véi thiét ké website
anh huong dén WQ, ciing nhu tinh dé sir dyng anh hudng dén WQ (Gefen & ctg., 2003).

Tinh gidi tri do website cung cdp 6 tdc dong ding ké dén WQ

Déi véi nhitng ngudi tiéu dung mudn giai tri khi truy cap website, trai nghiém thd vi 1a
diéu ma cac nha marketing nén tim cach tao ra. Geissler va cong su (2001) nhan manh tam quan
trong ctia mot website hap dan truc quan véi giao dién sang tao. Kim va Niehm (2009) da néi vé
su hap dan vé mat cam x(c caa mot website c6 thé khuyén khich ngudi tiéu ding tiép tuc duyét.

Quan hé bé tro véi website tic dong ding ké dén WQ

Tinh hoan thanh truc tuyén 1a mot yéu té quan trong ddi véi nguoi tiéu dung. Ngoai
ra, néu co bat ky lgi thé twong dbi nao khi hoan tat giao dich trén website thi s& thuan tién hon
cho ngudi tiéu dung. Fortin (2000) nhan thay rang néu ngudi tiéu dung dwoc nhin thay hinh
anh cong ty nhat quan & moi diém tiép xuc, s& khuyén khich ho sir dung website nhiéu hon.

WQ dnh hwéng ding ké dén CS

Phat hién nay da duoc hd tro béi cac nghién ciru ciia Shin va cong sur (2013), Lin (2007).
Nghién cau cua Szymanski va Hise (2000) chi ra rang cac website c6 vai trd rat Ion trong viéc
thiic day CS. Sau d6, diéu nay da nhan duoc sy ung ho tir nhiéu tac gia khac nhu Kim va Eom
(2002), nhitng nguoi d luu y rang website ¢6 tim quan trong dic biét trong viéc nang cao CS.

CS tac déng dang ké den Pl

MAi lién hé tich cuc giita CS va PI duoc hd tro bai cac nghién ctiu thuc nghiém trudc
d6 nhu Bai va cong sy (2008). Zeithaml va cong su (1996) ciing luu y rang trai nghiém hai
long ¢6 thé dan dén y dinh hanh vi tich cuc, didu ndy cang dan dén y dinh mua hang truc
tuyén tang 1én. Tac dong tich cuc dén y dinh, lién quan cu thé dén hanh vi, dén sy sin sang
mua hang tir cing mot nha cung cap dich vu da dugc Ha (2020), va Ha va cong su (2019) tim
thiy néu khéach hang hai long véi cong nghé dich vu Internet.

CS dong vai tro trung gian giira WQ va Pl

Céac nha nghién cuu trude (Bai & ctg., 2008; Chen & Cheng, 2009; Tandon & ctg.,
2020) da dé xuét ring WQ c6 thé anh hudng dén PI do tac dong cua nd dén CS. Alhelalat va
cong su (2017) luu ¥ rang ngudi tiéu ding quyét dinh ngirng hoac tiép tuc quan hé véi bat ky
san pham hoic dich vu ndo dya trén mirc d6 hai long cia ho. Chi (2018) dinh nghia rang thuat
ngit “su hai long caa khach hang truc tuyén” mé ta phan tng chung ma nguoi tiéu ding cé
dbi vai trai nghiém mua sam tryuc tuyén cua ho. Nhan thirc vé chit lugng va mie do hai long
cua ho tac dong dén su hai 1ong va y kién cua khach hang. Didu nay xuét hién trude y dinh va
hoat dong mua hang nhu Zarei va cong su (2019) da thao luan.

5. Péng gop cia nghién ciu
5.1. ¥ nghia Iy thuyét

Nghién ctru da giup nha nghién ctiru bé sung kién thirc vé quan hé gitta WQ, CS va PI
trong linh vuc TMDT tai TP.HCM. Tir goc d6 1y thuyét, day 1a mot trong nhing nghién ciru
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dau tién trong linh vuc TMBT TP.HCM phén tich CS khi truy cap website (c6 thé vi nhiéu Iy
do nhu - thu thap thong tin, thyc hién giao dich, gidi tri, ...) ngay ca trude khi giao dich dién
ra. Nghién ctru nay phan tich xem WQ c¢6 dap tng dugc mong doi cua nguoi ti€u dung hay
khong, va néu co, thi CS khi truy cip website co din dén PI website ctia ngudi tiéu dung hay
khong. CS trude khi mua hang chwa duge st dung nhiéu trong céc tai liéu marketing hién co.

5.2. Y nghia quan tri

Nhing phat hién ciia nghién ctru nay dua ra nhimg y nghia cu thé dang ké dbi vai cac
nha quan tri va nha marketing cua cac cong ty TMDT, nhitng ngudi chiu trach nhiém phat trién
cac ké hoach chién lugc va ung dung cac cong cu dé phat trién hiéu sudt TMDT cta ho. Mot
trong nhitng yéu t& dang cha ¥ ndi 1én trong nghién ctru 1a tinh hitu ich cua website co hé s6 2
cao nhat (0.242), nhu vay, khach hang muén danh nhiéu thoi gian hon trén mot website va cudi
cung co PI tu: d6 néu ho thay né hitu ich. Cac yeu t6 chinh ma cong ty pha1 chu y la: (1) thong tin
duogc cung cap trén webs1te phai hi¢u qua va day du dé dap ung nhu ciu cua khach truy cép, (ii)
website phai cung cap thong tin va truyén dat phi hop cho ngudi tiéu dung, (iii) website phai c6
cac tinh nang tuong tac cho khach truy cap, (iv) website phai dang tin cdy, nghia la website co
thé giir thong tin ca nhan va mat khau ctia khach hang/khach truy cdp an toan va khong cho phép
bat ky hanh vi lam dung nao, (v) do tré thoi gian giira cac lan truy cap cua khéch truy cap, (VI)
thot glan tai cua website phal nhanh. Cac cong ty TMDT can dam bao c6 phan ctmg, phdn mém
va ngudn nhan luc phu hop dé dam bao rang tit ca cac diém trén déu dugc quan tim. Nghién ctiru
nay c6 thé gop phan tim hiéu cac yéu td chinh quyét dinh y dinh mua hang truc tuyén cua khach
hang tai TP.HCM, diéu nay c6 thé mang lai loi ich cho viéc cai thién chién lugc quan 1y va cong
ngh¢ thong tin cling nhu tang loi nhuan cua cac cong ty nay ¢ TP.HCM.

6. Két luan va goi y nghién ciru trong twong lai
6.1. Két lugn

Nghién ciru nay xem xét mdi quan hé giira cac cau tric cua chit luong website, su hai
Iong ctia nguoi tiéu dung khi twong tac véi website va y dinh mua hang tir website trong 1anh
vuc TMDT ¢ TP.HCM. Qua khao sat 485 khach hang bang Google Docs, xir ly dir liéu bang
PLS-SEM, cho thiy cac yéu t6 chat luong cua website: Méi quan hé b6 sung, Tinh hitu ich,
Tinh giai tri va Tinh d& sir dung anh huéng dén mirc d6 hai long cua khach hang, va tiép do 1a
¥ dinh mua hang cua ho. Dong thoi, nghién ciru ciing xac dinh vai trd trung gian caa sy hai
long cua khach hang giira chat lugng website va ¥ dinh mua hang. Két qua caa nghién ctu c6
y nghia d6i voi cac nha quan ly va nha marketing cua cac cong ty TMDT trong viéc phat trién
cac ké hoach chién luoc, va ing dung cac cong cu dé phat trién hiéu suat TMDT.

6.2. Han ché va nghién cieu trong twong lai

Du di dat myc tiéu dé ra, nghién ciru nay van con mot vai han ché: (1) Chua dé cap
dén tac dong cua céc yéu td dich vu cua website dén trai nghiém sau mua hang cua khach
hang tai website, phan tich nay s& lam phong phti thém kién thirc trong linh vuc chit lwong
website, (2) Nghién ctru nay 1a nghién ctru cit ngang (cross-sectional), cac nha nghién ciru
trong tuong lai ¢6 thé thuc hién nghién ctru theo chiéu doc (longitudinal), (3) Nghién ciru nay
cha yéu 1a dinh luong, cling c6 thé huéng dén ap dung phuong phap nghién ciru dinh tinh,
hay hdn hgp dinh tinh va dinh lugng.

TUYEN BO KHONG CO XUNG POT LOI iCH

Céc tac gia cam két, tuyén bd khong co bat ky xung dot loi ich nao lién quan dén viéc
cong bo bai bdo nay.
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