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TOM TAT

Nghién ciru ndy xem xét mot s yéu té anh huéng dén xu huwéng mua hang qua
mang tai Viét Nam. M6 hinh dwoc kiém dinh véi 167 khdch hang tai TPHCM. Két qua
nghzen civu cho thdy tinh c¢dp nhdt, thong tin san pham, tinh tin c¢dy va hé tro khdch hang
co anh hu*o’ng dén thdi dé doi voi trang web ban 1é va xu hudng mua hang qua mang.
Két qua con cho thdy tinh dé sir dung va tinh giai tri khong anh hwong dén thai do doi
Véi trang web bdn lé. Thdi do doi véi trang web ban 1é ¢6 anh hwéng dén xu hudng hanh
vi mua hang qua mang.

Tir khéa: mua hang qua mang, tinh tin cdy, tinh dé st dung, tinh giai tri; hd tro
khach hang.
ABSTRACT

This study investigates some key determinants affecting behavioral intention to
online purchase. The model was tested by a sample of 167 users of internet in HCM
city. The results show that currency, product information, trust, customer support
significantly impact customers’ attitudes towards a retailing website. In addition, results
also show that ease of use and entertainment do not affect customers’ attitudes towards

a retailing website.

Key words: online purchase; trust; ease of use; entertainment; customer support.

1. GIOI THIEU

Mua hang qua mang la qua trinh
trao doi thong tin thuong mai glua
nguoi ban va ngudi mua thong qua cac
phuong tién dién tir ma cu thé la mang
internet (Elliott & Speck 2005). Vi duy,
vi¢c trung bay hinh dnh hang hoa, thong
tin va hoat dong cia doanh nghiép nhiam
cung cip khach hang nhitng thong tin
can thiét dé giup khach hang c6 thé dua
ra quyét dinh hop 1y. Dich vu ban hang
qua mang (hay ban hang truc tuyén)
giup doanh nghiép tiét kiém duoc chi
phi ban hang va tiép thi, dong thoi
thong qua internet giup nguoi ti€u dung
va doanh nghiép giam dang ké thoi gian
va chi phi giao dich.

Nielsen cong b6 s6 liéu thong ké vé xu
huong mua sam truc tuyen trén 875 triéu
nguoi da mua sim truc tuyen quoc gia sau
dayco so nguoistrdung internet démua hang
truc tuyén cao trén thé gisi, d6 1a: Han qudc
(99%); Anh qudc (97%); Pic (97%), Nhat
(97%), va My (94%) (www.multilingual-
search.com). Hién nay, Viét Nam xép hang
7 & Chau A vé s6 nguoi sir dung internet, co
dén 27.9 triéu nguoi sir dung internet tai Vit
Nam www.internetworldstats.com/stats3.
htm). Ciing theo khdo sat cua Nielsen, trén
58% nguodi st dung internet tai Viét Nam
cho biét ho di timg hodc thuong xuyén
mua hang trén mang, con sd nay con cao
hon Philippines (45%) va Indonesia (51%)
(webhay.vietnamwebsite.net)

'Khoa Quan tri Kinh doanh, Truwong Pai hoc Kinh té - Lugt, PH Quéc gia TPHCM.

>Truwong Dai hoe Bach Khoa, PH Quéc gia TPHCM.
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Doanh thu tir thwong mai dién tir trong
nhitng nim gan day da rd rang va co xu
hudng ting déu qua cac nam, 75% doanh
nghi¢p co ty trong doanh thu tir thuong
mai dién tr chiém trén 5% tong doanh
thu nam 2008. Theo thong ké nam 2009
cua Vu Thuong mai DPién tir - B Cong
Thuong, ca nudc c6 gan 300 website
B2C (doanh nghi¢p (DN) ban cho nguoi
ticu dung), 88 website C2C (nguoi
tiéu dung t&i tryc tiép nguoi tiéu dung)
va 35 website B2B (DN té1 DN) co
chat lugng tot (www.wto.nciec.gov.vn).
Mot sb trang web chuyén kinh doanh truc
tuyén tiéu biéu nhu: chodientu.vn, ebay.vn,
www.thegioiks.com, www.glaremoingay.com,
www.thegioididong.com... Vi su phat trién
nhanh choéng cua cac trang thuong mai
dién tir nay da cho thiy nhu cau mua sam
tryc tuyén ngay cang trd nén soi dong hon
bao gio hét. Theo mot thong ké gan day,
tong gia tri thanh toan thuong mai dién tu
tai thi truong Viét Nam 2009 khoang 2.4
triéu USD va dy kién dén 2015 s& tang lén
khoang 600 triéu USD tirc 1a gan 300 lan.

Pé nam bit co hoi cua kinh doanh
tryc tuyén, nhiéu doanh nghiép ban 1é hang
qua mang da thiét 1ap website nham tao su
thuan loi cho viéc trao doi hang hoa gitp
khach hang c6 thé lya chon va tra tién truc
tiép cho san phim minh muén mua ma
khong phai dén tan noi ban hang. Mic du,
duoc xem 13 c6 khoi sic, nhung phuong
thirc mua ban qua mang ¢ Vi¢t Nam hién

nay van con rat nhiéu bat cap. Nguoi tiéu
dung Viét Nam van chua c6 thoi quen mua
saim hang trén mang. Nhiéu khach hang
cho rﬁng, nhin théy hang tan mat, chon lya
tan tay van yén tam hon 1a chi giao dich
qua mang. Nguoi tiéu dung khong dugc
thir truée san pham, khong dugc thuong
luong vé gia va viéc thanh toan khong dé
dang lai cang can tré viéc mua sim qua
mang (webhay.vietnamwebsite.net). Do do,
nha kinh doanh tryc tuyén can am hiéu thai
do va xu huéng mua hang qua mang cua
khach hang dé thiét ké chién lugc ban
hang phu hop véi thi hiéu cua thi truong
muc tiéu (Vijayasarathy and Jones, 2000).
Vi vady, muc ti€u cta nghién clru nay la
xem xét mot s6 yéu to chinh va muc do
anh huong cta chung dén xu huéng mua
hang truc tuyén cuia khach hang tai
TP.HO Chi Minh. Phan tiép theo ctia bai
viét nay bao gébm: (1) co so 1y thuyét va mo
hinh nghién ctru, (2) phuong phap nghién
ctry, (3) ham y cho nha quan tri, cling nhu
han ché va hudng nghién ctru tiép theo.

2. CO SO LY THUYET VA MO
HINH NGHIEN CUU

Trong mo6 hinh nghién ctru (Hinh 1)
duéi day, tinh dé sir dung, thong tin san
pham, tinh giai tri, tinh tin cdy, hd trg
khach hang, va tinh cap nhat dugc xem la
cac yéu té anh huong dén thai do d6i véi
trang web ban 1¢. M6 hinh cling xem xét
mbi quan hé giita thai do ddi voi trang web
ban 1¢ va xu huéng mua hang qua mang.

Hinh 1: M6 hinh nghién ciru
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2.1. Thai d0 cta ngudi tiéu dung
ddi véi trang web ban 1é va xu huwéng
mua hang truc tuyén.

Theo thuyét hanh dong hop 1y (TRA),
hanh dong ctia con ngudi 1a két qua ciia qua
trinh suy nghi dua vao 1y tri. Fishbein va
Ajzen (1975) dinh nghia cac thuat ngtt nhu
sau: (1) thai do ciia mdt ca nhan 1a khi ho
cam théy tich cuc hay tiéu cuc vé viée thyuc
hién hanh vi myc tiéu; (2) chuan chil quan 1a
sy cam nhan cia mot nguoi vé nhimg ngudi
quan trong c6 anh hudng dén ho va tac dong
dén viéc ho nén hay khong nén thyc hién
hanh vi dang dugc d& cap (trich Venkatesh
& ctg 2003). Nghién clru nay chi st dung
khai niém thai do cua ca nhan ddi véi trang
web ban 1¢. Fishbein & Ajzen (1975) cho
rang khai niém “thai d6” c6 thé do luong dé
du doan xu hudng thuc hién hanh vi va xu
hudng nay 1a yéu té quyét dinh truc tiép dén
hanh vi. Davis (1989) d4 diéu chinh phu hop
khéi niém nay trong bdi canh chap nhén cua
ca nhan vé mot cong nghé mai. Thuyét hanh
dong hop 1y (TRA) va mé hinh chap nhan
cong nghé (TAM) da nghién ctru va cho ring
thai d6 c6 anh huong dang ké dén xu hudng
hanh vi trong viéc st dung cong nghé.

Chi trong mot thoi gian ngan, khi
thu’O’ng mai dién tr ngdy cang phat trién va
dé dang hon, ngudi tiéu dung sir dung dich
vu mua hang truc tuyen ngay cang nhiéu
hon, khi d6 yéu cau ctia ho vé cac trang
web ban 1¢é cling ngay cang cao hon. Hon
2/3 ngudi mua hang qua mang néi rang ho
s€ khong mua hang ¢ nhitng trang web cé
thiét ké kém (Genex 2003). Dé cai thién
tinh hinh do, cdc nha ban 1¢ qua mang phai
dua ra dugc nhirng thudc tinh quan trong
cla trang web co anh huéng dén nguoi
tiéu dung mua hang qua mang. Vi vay:

H1: Cé moi quan hé dwong giita thdi
do va xu huong mua hang qua mang.

2.2. Tinh d&é sir dung (Ease of use)

Tinh dé sir dung 13 “muc d6 ma mot
nguoi tin ré’mg su dung mdt hé théng dac

biét ndo d6 s& khong can nd luc vé thé chat
va tinh than.” (Davis, 1989, 320). Chiing
ta ky vong rang mot sang kién ma dé sur
dung s& khuyén khich cac ca nhan c6 thai
do tich cuc vé cong nghé¢ nay va co xu
huéng str dung né. Tinh dé st dung gitip
cho nguoi mua hang tim kiém thong tin
san pham va mua hang nhanh hon, giam
thoi gian, chi phi tim kiém thong tin san
pham. Do d6, mua hang nhanh hon va thuc
déy thai do tich cuc cua khach hang ddi
vOi1 céc trang web ban 1é. Cac nghién clru
trude day ciing khang dinh tinh dé& sir dung
cling lam tang xu huéng mua hang (Lynch
& ctg 2001). Do do:

H2: C6 méi quan hé dwong giita
tinh dé sir dung va thdi dé doi véi trang
web ban le.

2.3. Théng tin san phim (Product
information)

Thong tin san pham 1a bao gdm tong
gia tri, su chinh xéc, va thong tin vé san
pham va dich vu cung cip & trang web.
Khi mua hang truc tuyén do nguoi tiéu
dung khong thé kiém tra san pham, ho chi
phu thudc vao thong tin dé nhan biét, so
sanh va luya chon san phém. Thong tin tryc
tuyén bao gdm cac trang viét gidi thiéu san
pham, cac bang biéu, hinh anh, am thanh,
video. Thong tin san pham tt s& giup cho
ngu’c‘ri mua hang tryc tuyén dua ra nhiing
quyét dinh mua hang dung dan, gitip cho
ho cam thay tu tin hon vé quyét dinh caa
minh, 1am tang sy thdéa man cho ngud1 mua
hang truc tuyén. Mot sd nghién ctu trude
cho thay rang, thong tin san pham ciing 1am
tdng thai do cua nguoi ti€u dung hudng
dén mua hang tryc tuyén (Vijayasarathy &
Jones 2000), lam tang hi¢u qua cua mua
hang truc tuyén (Kwak & ctg 2002), va su
thoa mén véi dich vu mua hang truc tuyén
(Szymanski & Hise 2000). Do do:

H3: C6 moi quan hé dwong giita
théng tin san phdm va thdi @6 doi véi cdc
trang web ban le.
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2.4. Tinh giai tri (Entertainment)

T1nh g1a1 tri la nhirng g1 lién quan dén
cac yéu t cua trang web dé thuc day su
thich tht ctia nguoi ti€u dung khi str dung
trang web. Doanh nghiép chi ¥ thiét ké
trang web can nhiéu mau sic, hinh anh, 4m
nhac hay thuc diy kha ning tudng tugng
hoic su ly ky nhu cac tro choi, cu d6, tro
choi d0. Nhiing hinh thirc giai tri nay giap
ngu’oq vao trang web ban 1¢ dé mua sam
c6 thé giai tri va lam mirc do thich tha cua
ho khi str dung trang web. Cac nghién ctru
trude da két luan rang giai tri khong nhirng
lam tang thai d0 cua nguoi tiéu dung hudng
dén cac trang web ban 1¢ (Jarvenpaa &
Todd 1997; Vijayasarathy and Jones 2000)
ma con lam tang xu hudéng st dung mua
hang tryc tuyén (Lynch & ctg 2001), ting
tan s6 mua hang truc tuyén (Korgaonkar &
Wolin 1999). Vi vay:

H4: C6 moi quan hé dwong gita tinh
giai tri va thdi do doi voi trang web ban lé.
2.5. Tinh tin ciy (trust)

Tinh tin ciy duogc cho 14 yéu t6 quan
trong trong cac giao dich tai chinh. Nhiéu
ngudi mua hang tryc tuyén e so rang dit liéu
ca nhan cua minh s¢€ bi lam dung. Hon nita,
mua hang tryc tuyén ciing chira dyng nhiéu
rii ro, ngudi mua hang khong thé kiém tra
dugc chat luong san pham hay ciing khong
giam sat dugc su an toan va dam bao céac
thong tin c4 nhan va thong tin tai chinh khi
mua hang tryc tuyén (Lee &Turban, 2001).
Vi vay, tinh tin cay c6 anh hudng rat quan
trong trong mdi quan hé giira thai do cua
ngudi tiéu dung huéng dén mua hang truc
tuyén va xu huéng mua hang truc tuyén.
Zeithaml & ctg (2002) cho rang tinh tin ciy
1a thude do quan trong ddi voi cac dich vu
ban 1¢é hang qua mang. Tinh tin cdy cling
lam tang xu hudng st dung dich vy mua
hang qua mang (Vijayasarathy & Jones,
2000), chét lugng dich vu truc tuyén (Yang
& Yun, 2002), va su thdéa man cia nguoi
tiéu dung mua hang tryc tuyén (Szymanski
& Hise, 2000). Do do6:

H5: C6 moi quan hé dwrong giira tinh
tin cdy va thdi dé doi véi trang web ban Ié.

2.6. H6 tr¢g khach hang (Customer
support)

Hb trg khach hang 1a phan bo sung
cua tinh dé s dung. HO trg trong qué
trinh mua hang nhu: tim kiém, so séanh,
lua chon, dit hang va theo doi. HO trg cho
khach hang phai dugc thuc hién khi qua
trinh mua hang tryc tuyén gip kho khin,
truc trac. Cling tuong tu nhu khi di mua
hang & cac cira hang, ngudi mua ciing can
co su gitp do tr nguoi ban (hay tir nhing
ngudi mua khac) khi ¢6 van dé gi can tro
qua trinh mua hang ctia ho. Nghién ctru dé
nghi rang khach hang mua hang truc tuyén
ciing dugc hd trg véi quy luat twong tu do.
Ho tro khach hang kip thoi s& gitip cho qué
trinh gian doan mua hang tryc tuyén diénra
sudng sé hon. Theo Zeithaml & ctg (2002)
st dung dich vu hd tro khach hang dugc
dinh nghia tuong ty nhu “dich vu phuc
h6i”. Hd tro khach hang tot khong nhiing
lam tang thai do cta ngudi tiéu dung dbi
véi dich vu mua hang qua mang ma con
1am giam b6t sy that vong va su bat loi cho
khéach hang. Nghién clru cua Srinivasan &
ctg (2002) da thiy rang hd tro khach hang
anh huong dén long trung thanh cua khach
hang truc tuyén. Jarvenpaa va Todd (1997)
bao céo rang hd trg khach hang c6 anh
huong dén xu hudng mua hang tric tuyén.
Do do:

H6: C6 méi quan hé dwong giita hé
tro khach hang va thai do doi voi trang
web ban lé

2.7. Tinh cap nhat (Currency)

Tinh cap nhat ngu y 1a su chinh xéc
va tinh méi ciia thong tin cung cip. No6i
cach khac, moi diéu trén trang web can
dugc cap nhat thuong xuyén, khi nhin
vao mot trang web ma moi tho diéu duoc
cap nhat thi n6 dugc gid dinh réng viéc
dat hang s€ dung nhu mong mu6n. Day la
diéu kién tién quyét cho tinh tin cay doi
v6i trang web (Chen va Dhillon 2003).
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Tinh cdp nhat khong chi 1a sy cap nhat
vé dir liéu, ma nd bao gdm nhirng tin tuc,
thong tin vé khuyén mai hap dan va thong
béo vé nhiing su kién sap tdi, bat cir diéu
gi lam méi nd1 dung cua trang web. Noi
dung cta trang web 1a su khang dinh tinh
cap nhat thuong xuyén dé cing c6 thém
long tin ctia khach hang ddi véi dich vu
ban 1¢ qua mang. Fogg & ctg (2001) bdo
c4o rang tinh cap nhat lam ting tinh tin cay
cua trang web. Vi vay:

H7: C6 méi quan hé dwong giita tinh
cdp nhdt va thai do doi véi trang web ban lé.

3.PHUONG PHAPNGHIEN CUU

3.1. Thang do

Tat ca cac thang do cac khai niém
nghién ctru (6 bién doc lap, 1 bién trung
gian, va 1 bién phu thudc). Bién phu
thudoc 1a xu hudéng hanh vi dugc do
luong bang hai bién quan sat (Venkatesh
& ctg 2003). Bién trung gian 1a thai do
d6i v6i website do ludng bang 3 bién
quan sat va 6 bién doc lap, dé la: (1)
tinh d& st dung, dugc do ludng bing 3
bién quan sat; (2) thong tin san phim
duogc do ludng bang 3 bién quan sat; (3)
tinh giai tri dugc do ludng bang 4 bién
quan sat; (4) tinh tin cay duoc do luong
bang 4 bién quan sat; (5) hé trg khach
hang duogc do ludng bang 2 bién quan
sat; (6) tinh cap nhat dugc do luong
bang 3 bién quan sat. Tt ca bién quan
sat cua bién trung gian va bién doc lap
néu trén da st dung thang do cua Elliott
& Speck (2005). Tét ca thang do déu
la thang do da bién, dang Likert, nam
diém tr 1 (hoan toan khong dong y) dén
5 (hoan toan dong ).

3.2. Mau nghién ctru

Nghién ctru nay st dung ky thuat
phong van bang bang cau hoi. Mau duoc
chon theo phuong phap thudn tién va dbi
tuong nghién ctru chinh 1a nhiing nguoi
dang str dung internet (it nhat 1 ngay/tuan).
Sau khi da loai nhitng bang cau hoi khong
hop 1€ do co nhiéu 6 trong va nguoi tra 10
khong biét gi vé hoat dong mua hang truc
tuyen Cudi cung, mau nghién ctru c6 tong
cong 167 bang cau hoi hop 1€. Trong mau co
61.1% nam va 38.9% nir, d6 tudi tir 18-30
chiém 87.4%. Thu nhap dudi 5 triéu chiém
30.5%, tir 5-10 triéu chiém 56.9%, va trén 10
tridu chiém 12.6%. C6 44 ngudi (26.3%) da
su dung trang web www.123mua.com.vn;
45 nguoi (26.9%) da sir dung www.5giay.
vn; 28 nguoi (16.8%) da su dung trang
www.vinabook.com; 24 nguoi (14.4) da
st dung trang www.ebay.vn; va 26 nguoi
(15.6%) da st dung céc trang web khac.

3.3. Két qua nghién ciru

Danh gia do lwong

Céc thang do khai niém nghién clru
trude tién dugc danh gia bang do tin cay
Cronbach alpha va tiép tuc duoc kiém dinh
thong qua phuong phap phan tich nhan t6
kham pha EFA (Principal Components véi
phép quay Varimax).

Két qua cho thay Cronbach alpha cua
cac thang do déu dat yéu cau (0> 0.62).
Két qua EFA cho thay 8 nhan t6 trich duoc
71.57% phuong sai cac bién quan sat tai
eigen-value 1a 1.05. Kiém tra hé s6 tuong
quan gitra cac khai niém nghién ctru cling
cho thiy chung déu nho hon don vi. Vi
vay, cac thang do déu dat yéu cau vé gia trj
hoi tu va phan biét. (Xem Bang 1)

Béang 1: Thang do cac khai ni¢m nghién ctru

Bidn quan sét Trung Do 1éch Trong s6
fenqu binh chuin EFA

Tinh dé sir dung: Cronbach a=.62 3.64 .61

Trang web nay... giup t6i c6 co hdi chon lua 3.56 .78 75
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Trang web nay c¢6 cong cu trg gilp... 3.63 .82 .83
Trang web nay sir dung ngon ngit d& hiéu. .. 3.74 .82 .55
Théng tin san pham: Cronbach a=.77 3.57 73

Trang web nay thé hién nhiéu hinh anh san pham.. 3.64 91 .79
Trang web nay cung cap dit liéu lién quan dén sp... 3.59 .84 .85
Trang web nay mo ta tinh nang san pham 3 rang. 3.47 .88 .66
Tinh gidi tri: Cronbach 0=.83 2.68 .69

Trang web nay c6 chua cac doan phim.... 2.62 .97 .79
Trang web nay dugc thiét ké vui nhon & giai tri 2.68 .82 85
Trang web nay c6 trd choi giai tri hap dan 2.43 .86 .87
Trang web nay c6 hinh nén & ... mau sic hap dan 3.01 .74 .65
Tinh tin cdy: Cronbach a=.86 3.03 .79

Toi tin tudng... giao hang dtng hen ... 3.06 98 .67
Toi tin tudng. .. bao vé thong tin ca nhan cia toi 3.05 .92 .85
Toi tin tudng... khong ban thong tin ca nhan ... 3.05 92 .88
Toi tin tudng...dam bdo an toan khi su dung thé¢ ATM 2.94 97 78
H& tro khdach hang: Cronbach a=.66 3.00 74

Trang web nay cung cap dich vu hd trg k¥ thuat .. 3.08 .83 .78
Dinh dang cua trang web nay..ddi thoai truc tuyén giira toi &

cac trinh duyét khac. 2.92 89 83
Tinh cdp nhat: Cronbach a=.76

Trang web nay cip nhat thong tin vé gid tri sp. 3.61 .78 .76
Trang web nay cap nhap thong tin vé sp méi... 3.51 .85 78
Trang web nay cép nhat thong tin khuyén mai. .. 3.57 .87 a7
Thdi d doi véi trang web : Cronbach a=.72 3.35 12

T6i cam thay thoai mai khi luét trang web nay 3.47 .80 71
Toi thich y tuéng mua hang qua céc trang web ... 3.44 .86 .69
Téi thich sir dung internet dé mua hang 3.14 1.02 .67
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Xu huwong mua hang: Cronbach a=.76 3.26 .87
T61 s€ mua hang qua trang web nay thoi gian téi. 3.33 98 .84
Tbi c6 ké hoach mua hang qua trang web nay... 3.19 .96 .81

Kiém dinh gid thuyét

Phan tich m6 hinh PATH bao gdm
hai mé hinh hdi qui duoc s dung dé
kiém dinh gia thuyét. Bién tong (tong
cac bién quan sat do luong cac khai
ni¢m nghién ctru) dugc su dung trong
cac md hinh hdi qui. Két qua hoi qui
cua hai mo6 hinh trinh bay trong Bang 2.
Két qua ctia mo hinh héi quy 1 (Bang 2)
cho thdy bén bién: thong tin san pham,

tinh tin cay, hd tro khach hang, va tinh
cap nhat giai thich duoc 24.5% phuong
sai thai do d6i voi website. M6 hinh hoi
quy 2 (Bang 2) cho thay thai d6 d6i voi
website gidi thich dugce 21% phuong sai
dbi voi xu hudng hanh vi. Két qua cho
thiy co 2 gia thuyét bi bac bo, d6 1a tinh
d& st dung va tinh giai tri doi véi thai
d6. Hién tuong da cong tuyén khong
dang ké (VIF<2).

Bang 2: Két qua hoi quy

Bién phu X an A Sai léch .
thupe Bién doc lap B chuin B Giatrit
Hing s6 0.864 0.381 - 227
Tinh dé st dung 0.117 0.089 0.099 | 1.315
Thoéng tin san phdm 0.181 0.079 0.182 | 2.297
M hinh I: thdi
do doi voi trang | Tinh giai tri -0.124 0.077 -0.12 | -1.622
web ban lé
Tinh tin cay 0.161 0.071 0.177 | 2.263
HJ tro khach hang 0.161 0.072 0.166 | 2.257
Tinh cp nhat 0.219 0.085 0.208 | 2.569
R? hiéu chinh = .245, sig F <.001
Mo hinh I Hing s6 1.378 0.287 - 4.801
Xu huong mua | oy g6 0.561 0.084 0.462 | 6.700
hang
R 7 hiéu chinh = .21, sig F <.001
R? tong = 1-(1-R )*(1-R,?) = .408

4. Y NGHIA, KET LUAN VA
HUONG NGHIEN CUU TIEP THEO

Nghién ctru ndy nham muc dich xem
x€t cac ye€u to tac dong vao thai do doi voi
trang web ban 1€ va thai do nay doi véi xu

hudng hanh vi mua hang qua mang. Két qua
nghién ctru cho thay tinh cap nhat (=0.208),
thong tin san pham (B=0.182), tinh tin cy
(B=0.177), va hd tro khach hang cua trang
web ban 1& (B=0.166) 1a yéu t6 c6 mirc do
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anh huong dang ké dén thai do cua khach
hang ddi véi trang web ban 1é. Theo két qua
ctia mo hinh hdi quy 1 (Bang 2), tinh dé sir
dung va tinh giai tri khong anh hudng dén
thai do. Diéu nay c6 thé giai thich nhur sau:
c6 khoang 25% dan sd Viét Nam, tic 1a
khoang 27.9 triéu nguoi st dung internet, voi
toc do phat trién khoa hoc cong nghé thong
tin nhu hién nay thi viéc sir dung internet
tr nén dé dang va pho bién ddi voi phan
16n nguoi tiéu dung Viét Nam. Mat khac,
theo két qua thong ké mau nghién ctru c6
khoang 82% ddi twong nghién ciru ¢ do
tudi 24-30. Do ddi tugng nghién ciru tap
trung vao gioi tré nén viée su dung internet
1a viéc dé dang ddi v6i ho. Vi vay, tinh dé
sir dung khong anh huong dén thai do dbi
v6i trang web ban 1é. Tinh gidi tri cling
dugc tim thay 1a khong anh huong dén thai
d6 d6i v4i trang web ban 1¢. Diéu nay c6
thé dugc giai thich 1a méi quan tdm cia
ngudi tiéu dung khi mua hang tryc tuyén
thi can su bao mat, an toan khi thanh toan,
va chét luong san pham, hon 14 vao trang
web ban 1é dé xem phim hodc choi game
tryc tuyén. Vi vy, yéu td giai tri chua that
su quan trong va anh huéng dén thai do
ctia khach hang. Hon nita, két qua cia mé
hinh hdi quy 2 cho thdy thai d6 c6 anh
huong dén xu huéng mua hang qua mang
cua khach hang.

Két qua cua nghién ctru nay dem
lai mot sb ham ¥ quan trong cho doanh
nghiép ban 1€ hang qua mang. Trong tinh
hinh hién nay, khi dich vu mua hang qua
mang tai Viét Nam con kha mdi mé thi
website can 1am m&i trang web cta minh
V01 nhiéu san pham phong phu, da dang
vé chung loai, thong tin Ve san pham can
dugc cap nhat lién tuc vé hinh anh va
tinh nang ciia san pham. Ngoai ra, doanh
nghiép nén ap dung chuong trinh khuyén
mai va uu dai cho khach hang khi mua
hang, day 1a cach thu hat nhiéu khach
hang str dung dich vu mua hang qua mang.
Viéc thanh toan qua internet van chua tao

duoc su tin tudéng cho khach hang. Theo
khao sat cia Vu thuong mai dién tir (B0
thuong mai), an ninh mang chua dam bao
1a mot trong nhiing yéu té can tro thuong
mai dién ti. Do dd, cac bién phap bao mat
phai duoc nang cap lién tyc dé dam bao
tinh toan ven cua giao dich truc tuyén.
nhirng diéu khoan bao mat nén duoc dang
trén céc trang web ban hang cua cong ty
1d rang va dé hiéu dé tao sy tin nhiém cho
khach hang va nang cao vé uy tin vé dich
vu ban hang qua mang cua doanh nghiép.
Ngoai ra, dé gilt viing su phat trién 6n
dinh thi cong ty ban hang qua mang can
lién két voi cac nha cung cap internet de
c6 thé dam bao dudng truyen internet on
dinh va téc d6 cao. Cong ty can dam bao
giao hang dung chat luong va ding hen
dé nang cao uy tin dich vu ban hang qua
mang cua doanh nghiép.

Nghién ciru nay ciing c¢6 nhiéu han
ché. Mot 1a, mo6 hinh nghién ctru chi kiém
dinh véi khach hang tai TP.HCM. Vi vay,
can 1ap lai nhiéu thanh phé khac & Viét
Nam nhu Ha ndi, Can Tho, Pa nang, ...
dé tiang tinh tong quat cua két qua. Hai 13,
nghién ctru nay chi tap trung vao mot sb
yéu t6 tac dong dén thai do dbi voi trang
web ban 1¢é va xu hudng hanh vi. Nghién
ctru tiép theo can xem xét yéu td rii ro cam
nhan ciia khach hang mua sim truc tuyén
vi day la mdt trong nhiing can tr¢ chinh
khién khach hang con e ngai va cé thai do
khong thién chi voi mua ban truc tuyén.
Hon nita, so sanh sy khéc biét vé xu huong
mua hang cta nguoi tiéu dung dbi véi hai
loai kénh mua hang khac nhau (online &
offline stores) cling 1a mdt hudng nghién
ctru tuong lai.
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