128

Nguyén T. Vuong, Pham Q. Trung. HCMCOUJS-Kinh t& va Quan tri Kinh doanh, 18(1), 128-145

Anh hwéng cia cac chire ndng thwong mai mang xa héi l1én y dinh
tiép tuc mua hang thoi trang truc tuyen

The impacts of social commerce features on fashion online

repurchase intention

Nguyén Thanh Vuong'”, Pham Quéc Trung?
1Cong ty TNHH Thuong Mai Dich Vu Tin Hoc Tuyét Son, Thanh phd Ho Chi Minh, Viét Nam

2Trudng Pai hoc Bach khoa, PHQG-HCM, Viét Nam
“Téc gia lién hé, Email: ngthvuong@gmail.com

THONG TIN

TOM TAT

DOI:10.46223/HCMCOUJS.

econ.vi.18.1.2094.2023

Ngay nhan: 17/11/2021
Ngay nhén lai: 14/02/2022
Duyét dang: 17/02/2022

Ma phan loai JEL:
L81

Tur khoa:

long tin; thoi trang; thuong mai
xa hoi; v dinh tiép tuc mua
hang; Viét Nam

Keywords:

trust; fashion; social commerce
features; repurchase intention;
Vietnam

Thuong Mai Mang Xa Hoi (TMMXH), mot hinh thic cua
Thuwong Mai Dién T (TMPT) trén nén tang truyén thong xa hoi,
ngay cang pho bién, cho thdy sy tién loi dbi v6i ca nguoi ban 1an
ngudi mua. Tuy nhién viéc khach hang khong thé tiép xuc truc
tiép v6i san pham dé gy hoai nghi va can tr& ¥ dinh mua hang
ctia ho. Thé nén, 1ong tin, theo quan diém cta nhiéu nha nghién
clru, tré nén vo cling quan trong trong mua sam tryc tuyén. Vi
vay, bai nghién ctru dugc thuc hién nham tim hiéu 4nh hudng cua
cac chirc ning TMMXH (gom hoat dong tuwong tac, goi ¥ san
phém danh gia binh luan) 1én y dinh tiép tuc mua hang théng qua
blen trung glan 14 1ong tin (biéu hién & nhan thic ciia khach hang
vé sy t té, sy chinh tryc va ning luc cia trang TMMXH).
Nghién ctru thyc hién bang phuong phap dinh luong, dir lidu
duoc thu thap trén mot mau gdm 226 ngudi da tham gia mua sam
cac mit hang thoi trang truc tuyén. Cac thang do dugc kiém dinh
bang phuong phap Confirmatory Factor Analysis (CFA) va uéc
luong céac thong s6 hoi qui bang phuong phap Structural Equation
Modeling (SEM). Nhimg phat hién cua nghién ctru da gop phan
cho viéc hiéu & hon mdi quan hé gura cac chuc nang TMMXH,
cac dic diém cua 10ng tin, va y dinh tiép tuc mua hang truc tuyén.
Tir d6, d& xuat nhitng ham ¥ quan tri ddi v6i cac trang TMMXH
trong linh vuc thoi trang.

ABSTRACT

Social Commerce (SC), a type of Electronic Commerce (EC)
that is based on social media platforms is increasingly popular,
and proves huge convenience for both sellers and buyers.
However, customers cannot directly touch products which easily
leads to their suspicion and hinder their purchase intention.
Because of this, trust, according to researchers, is an extremely
important criterion in online shopping. Hence, this study focuses
on exploring the impacts of social ecommerce’s features
(including interactivities, product recommendations, ratings, and
reviews) on repurchase intention through the mediating variable
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is trust (represented by customers’ perception of benevolence,
integrity, and competence of SC). The research was implemented
by quantitative methods with data collected from 226 individuals
who purchased online fashion goods. Scales of measurement
were tested by Confirmatory Factor Analysis (CFA) method, and
the parameters of the model were estimated by Structural
Equation Modeling (SEM) method. These explorations contribute
to clarifying the relationships between features of social
commerce, characteristics of trust, and repurchase intention. As a
result, administrative implications could be come up with for
social commerce websites in the fashion area.

1. Gié6i thiéu

Su ra doi cia TMPT da gitp khach hang c6 thé thuc hién cac giao dich ctia minh qua
mai truong tryc tuyén ma khong phai t6i cac ctra hang truyén théng nhu trude (Dutta, 2016).
Thuc té cho thdy, mua siam truc tuyén mang lai loi ich cho ca ngudi mua 1an ngudi ban, su tién
loi ctia n6 d gitip cho TMDT nang cao duoc gid tri trong mat ngudi ding, qua d6 tac dong 1én y
dinh tiép tuc mua hang ctia ho (Pham, Tran, Misra, Maskelitinas, & Damasevwlus 2018) Tuy
nhién, céch tré dia ly da gdy ra khong it kho khan cho thi truong mua sam tryc tuyén, vi trong
hoan canh khong dugce tiép xtc tryc tiép voi cac san pham, rat kho cho Ilgu’Ol dung trong viéc
danh gia chét lugng that sy cua chiung (Wen, Prybutok, & Xu, 2011). Dac diém nay bién nhéan
thire 10ng tin tré thanh mot yéu t6 cuc ky quan trong trong TMDT (Klaus, 2013). Long tin gilp
nguoi mua gia ting cac ky vong tich cuc d6i v6i ngudi ban, tir d6 ty tin hon trong cac quyét dlnh
giao dich ctia minh (Lin, Yan, Chen, & Luo, 2017). Song song v6i @0, su phat trién ciia cac nén
tang cong nghé web 2.0 da tao ra nhitng mang ludi lién két cho phép gia ting sy twong tac va
chia s¢ thong tin tr phia ngudi dung (Huang & Benyoucef, 2013). Gio day cac doanh nghiép
TMBDT bén ngoai nhitng phuong phap truyén thong, ho con co thé ing dung cic nén tang niy dé
hd trg cong viéc kinh doanh ctia minh (Lin & ctg., 2017). Su d6i mdi nay trong TMBT duoc goi
la TMMXH.

Duya trén 1y thuyét vé kich thich - cam nhan - phan héi (S - O - R) gia dinh rang céc tinh
ning TMMXH sé€ tao ra mQt modi truong co tinh tuong tac cao, tir d6 kich thich vao nhan thirc
clia ngudi tiéu dung trong d6 co long tin cua ho, cudi cing tac dong 1én hanh vi mua hang ciia ho
(Lin & ctg., 2017). Theo két qua tir mot sé nghién ctru trude day, cac chire ning TMMXH cho
thy tac dong dang ké 1én long tin ciia khach hang danh cho ngudi ban (Lin & ctg., 2017) hay
cac don vi cung cip dich vu mang xi hoi (Hajli, 2015). Tiép dén, mdi quan hé giira long tin va y
dinh mua lai ciing dugc minh ching trong nhiéu tac pham (Sullivan & Kim, 2018; Setiorini &
Nugraha, 2016; Wijaya, Farida, & Andriyansah, 2018). Diéu nay cho thiy gia dinh trén dugc
ung ho tur thuc nghiém.

Quay tr¢ lai Viét Nam trong nhitng nim tir 2016 dén 2020, TMDT cho thiy sy ting
trudng nhanh chong v6i hon hai con s6 mdi nam (Cuc Thuong Mai Dién Ttr Va Kinh Té S4,
2021). Trong d6, tong doanh thu nam 2020 dat 11.8 ty USD, tang 18% so v61 nam trude (Cuc
Thuorng Mai Pién Tt Va Kinh Té S§, 2021). S6 nguoi mua sim tryc tuyén cung tang déu tir
2016 dén 2020, trong do, nam 2020 dat mac 49.3 tri€u nguoi tham gia mua sam truc tuyen
chiém 88% tong s0 nguoi su dung Internet tai Viét Nam (Cuc Thuong Mai Di¢n Ttr Va Kinh Té
S6, 2021). Riéng cac nhém hang lién quan téi nganh thoi trang truc tuyén ciing thé hién sirc mua
dang ké khi chiém 10.1% tong cac mat hang dugc ban trén cac website, tng dung ban hang, va
14.9% trén cac san TMPT (Cuc Thuong Mai Dién Tt Va Kinh Té S6, 2021). V& phia nguoi
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dung, luong ngudi mua cac mat hang thoi trang va my pham ciing gia ting trén tong sd nguoi
mua sim tryc tuyén, ting tir 18% nim 2019 (Cuc Thuong Mai Dién Tir Va Kinh Té S§, 2020) va
l&n 43% vao ndm 2020 (Cyc Thuong Mai Pién Tir Va Kinh Té S6, 2021). Céc dan ching trén
cho thay, thi truong mua sam truc tuyén noi chung, va linh vuc thoi trang néi riéng dang c¢6 xu
huéng rat phat trién tai Viét Nam.

Mac du vay, thi truong TMDPT cua Viét Nam cling khong tranh dugc nhirng kho khan do
ban chit ciia md hinh nay. Cu thé nhu rat nhiéu ngudi cho rang cac khé khin 16n nhét trong mua
sam truc tuyén 13 boi khong tin tuong chat lwong san phdm ciing nhu nguoi ban hang (Cuc
Thwong Mai Pién Tir Va Kinh Té S§, 2021). Diéu nay cho thiy viéc cung cb long tin cta khach
hang 1 v6 cing quan trong. Tuy nhién, theo tim hiéu cta tac gia, mat du linh vuc thoi trang ctia
Viét Nam danh duoc nhiéu sy quan tdm trong cong dong cac nha nghién ciru (Cao, Kim Trung,
& Duong, 2020; Dam & Nguyen, 2020; Le, Tran, Nguyen, & Nguyen, 2018; Nguyen & ctg.,
2020; Pham, Hoang, Nguyen, Do, & Mar, 2021; Vuong & Nguyen, 2018), dudng nhu chua thiy
c6 mdt nghién ctru ndo tim hiéu vé loi ich cia cac tinh naing TMMXH trong viéc hd trg cho cac
doanh nghiép gidi quyét nhitng khé khan nhu da dé cap. Sy thiéu sot nay 1a dong luc chinh yéu
cho bai nghién ciru nham 1am 1 nhiing van dé trén.

Bai bao danh sy quan tim dbi v6i ba chire naing TMMXH 1a hoat dong tuong tac, goi y
san pham va danh gia binh luan. V& phuong dién long tin, khai niém nay s& duoc danh gia trén
ba khia canh 14 sy tir té, sy chinh truc va nang lyc cta cac trang TMMXH. Tir ddy, hai muc tiéu
chinh duoc hinh thanh bao gdm (1) anh hudéng ciia cac chirc ning TMMXH 1a hoat dong tuong
tac, goi y san pham, danh gia binh luan 1én ¥ dinh tiép tuc mua hang thoi trang truc tuyén. Va (2)
tac dong cu thé cua tung khia canh long tin biéu hién & sy to té, sy chinh truc va nang lyc cua
trang TMMXH d6i v6i y dinh tiép tuc mua hang thoi trang truc tuyén. Th()ng qua bai nghién
ctru, cac két qua dat duoc ky vong sé& hitu ich cho viéc hiéu rd hon ciac mdi quan hé nay. T1ep
dén, gop phan cung cap cac ham y quan tri d6i voi cac don vi kinh doanh thoi trang truc tuyén.

Bai b4o bao gdm nam phéan chinh. Phan mot gidi thidu tong quan, phan hai trinh bay cac
co so 1y thuyét va mo hinh nghién ctru, phan ba tém luge vé nghién ctru dinh tinh, phuong phap
nghién ciru dinh lugng va phén tich mé ti mau, phan bon cong bd va thao luan cac két qua chinh
yéu, cudi cing phan nim dua ra nhitng két luan, ham ¥ quan tri, han ché va dé xuat.

2. Co so 1y thuyét
2.1. M6 hinh ly thuyét Kich Thich - Cém Nhgn - Phan Héi (S - O - R)

Ly thuyét S - O - R cung cdp mot md hinh ba 16p dung cho viéc giai thich hanh vi cua
con ngudi. Trong do, cac yéu td tir moi truong bén ngodi s& tac dong dén maot dbi twong, gay
kich thich vao cam nhan bén trong, ké dén s& anh huong 1én xu huéng hanh vi phan hdi caa ho
(Zhang, Lu, Gupta, & Zhao, 2014). Cuy thé, trong mot cira hang kinh doanh, cac yéu t6 moi
truong bao gdom nhitng nhan té vé mat khong gian, thiét ké va giao tiép xa hoi (Ric & Benazié,
2022). bBéi véi trang TMMXH, ¢6 thé ké dén cac yéu té vé thiét ké giao dién, dich vu phu kém,
hay mang ludi cong dong cua nd (Kawaf & Tagg, 2012). Ké dén, cam nhan bén trong cd thé hiéu
la nhitng biéu hién trang thai vé mat cam xtc hoac nhan thuc, 1a két qua sau qua trinh tiép nhan,
trai nghiém va danh gia thdng tin kich thich caa mdi nguoi (Zhang & ctg., 2014). Cudi cung,
phan hdi 1a nhitng biéu hién trong hanh vi ma mdi ngudi dap tra lai dbi voi méi truong xung
quanh (Zhang & ctg., 2014). Trong bai nghién ctu nay, cac chirc nang TMMXH dong vai tro
nhu nhitng tc nhan kich thich, cac biéu hién vé long tin duoc xem la cam nhan bén trong, va y
dinh mua lai dai dién cho phan rng hanh vi caa khach hang.
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2.2. Thuwong mai Xa hgi va nhigng tinh nang ciia thwong mai Xa hgi (S)

Su phat trién cua cac nén tang cdng nghé web 2.0 di tao ra nhiéu tinh ning méi c6 kha
ning thuc day sy tuong tac glao tiép, cling nhu khuyén khich ngudi dung dong gop ndi dung cho
website (Lin & ctg., 2017). Két qua, chung giup khach hang c6 co hoi dé tiép nhan thém nhiéu
thong tin dén tir cac thanh vién khac, qua d6 gitp ich cho quyét dinh mua hang cia minh (Lin &
ctg., 2017). Sy ddi méi nay trong TMPT duoc goi 13 TMMXH. Trong pham vi cua bai viét, cac
trang TMMXH c6 thé hiéu 1a nhitng trang mang x& hoi cung cép cac tinh ning cho phép moi ngudi
c6 thé kinh doanh tryc tuyén nhu Facebook, Zalo, ... hoic 1a cac trang TMBT tich hop nhiing tinh
ning TMMXH nham cai thién trai nghiém cho khach hang caa minh, gdm cac trang kinh doanh
thoi trang, hay cac san TMDT nhu Shopee, Lazada, Tiki, Sendo, ... (Ric & Benazi¢, 2022).

Di sau vao chi tiét hon, theo 1y thuyét su hién dién xa hoi, cac chic ning TMMXH s&
cung cap thém thong tin cho khach hang dén tir sy hién dién cua trang TMMXH, cua nhiing
nguoi dung va cua tuong tac gitra nguoi mua va nguoi ban (Lu, Fan, & Zhou, 2016). Ba chuc
ning duoc bai nghién ctu quan tam tim hiéu 1a hoat dong twong tac, goi ¥ san pham va danh gia
binh luan. Chirc ning dau dai dién cho nhiing giao tiép, trao doi giira khach hang va nguoi bén,
chirc nang tha hai dai dién cho su hién dién cua trang TMMXH, va chirc nang thr ba dai dién
cho su dong gop ndi dung caa mang ludi cong ddng ngudi ding trén trang TMMXH do.

Trong d6, hoat dong tuong tac c6 thé hiéu 1a mirc d6 ma nguoi ban nd luc tuong tac voi
cong dong, biéu hién & su chi dong, mac do thuong xuyén ciing nhu tée do tra 101 ddi véi nhirng
méi ban tam ciia ngudi mua (Lin & ctg., 2017). Thdng qua sy tuong tac, khach hang c6 thé hoi
ngudi ban dé 1am rd nhiing thong tin can thiét vé san pham hay dich vy (Lin & ctg., 2017). Tiép
dén la nhitng goi ¥ san pham, bao gém nhiing giai phéap thay thé, hay nhitng loi khuyén vé san
pham phu hop véi khach hang khi ho truy cap vao trang TMMXH (Lin & ctg., 2017). Nhiing goi
y san pham nay s& rat hiéu qua néu chat loc dugc nhirng thong tin hiru ich ddi véi khach hang,
qua d6 giup ho nhanh chéng dua ra nhitng quyét dinh mua hang pht hop (Lin & ctg., 2017).
Trong bai nghién citu ndy, chirc nang goi ¥ san pham s& tap trung vao nhirng khuyén nghi vé cac
mat hang dang duoc ngudi mua quan tam, cac san pham thay thé va cac san pham bo sung lién
quan dén mit hang chinh dang dugc tim kiém. Cudi cung la chic nang danh gia binh luan, nhu
da dé cap o trén, TMMXH 14 noi ma ngudi mua duoc khuyén khich khai tao va chia sé noi dung,
danh gia binh luan duoc xem nhu 1a mét chirc ning manh mé& nham phuc vu cho muc dich nay
(Hajli, 2015). Théng qua chic ning danh gia binh luan, cac khach hang co thé bay to quan diém,
nhan xét vé trai nghiém caa minh ddi véi san pham hay dich vu di sir dung (Hajli, 2015).

2.3. Long tin cia khach hang (O)

Long tin duoc hiéu 1a trong mot diéu kién khdng chic chian mot ngudi s& chap nhan viéc
minh c6 thé bi ton hai vi nhitng ky vong ma ho dit vao ddi tac, nhitng ky vong nay duoc dan dit
boi cam nhan vé mirc do tin cay cia nguoi duoc trao niém tin (Colquitt, Scott, & Lepine, 2007).
Chinh vi diéu ndy, su tin ciy duoc st dung rat phd bién cho viéc kiém chiing nhan thirc vé long
tin, day 12 mot pham tru da chiéu kich biéu hién chu yéu ¢ sy tir té, su chinh truc va nang luc cua
bén nhan su tin tuong (Colquitt & ctg., 2007). Trong truong hop cua bai nghién ciu nay, dbi
tuong goi niém tin 1a khach hang va bén duoc uy thac chinh 1a cac trang TMMXH. Mé rong ra
thém, su tir té thé hién & thién chi cua trang TMMXH khi ho quan tdm dén loi ich cua ngudi mua
hay gitp dd ho trong truong hop kho khan (Sullivan & Kim, 2018). Sy chinh tryc dugc xem xét
& goc do trang TMMXH sé& thanh that thuc hién nhitng cam két caa déi bén (Li, 2016). Va cudi
cung la nang lyc cua trang TMMXH, nam & viéc ho co du kha nang dé thuc hién tbt nhitng nghia
vu mua ban véi khach hang (Li, 2016). Nhu vay, 10ng tin c6 thé hiéu 1a viéc khach hang chap
nhan nhitng thiét hai c6 thé xay ra déi véi minh dwa trén nhiing ky vong tich cuc caa ho di voi
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cac trang TMMXH. Céc ky vong nay dugc dan dat boi nhan thie d6 tin cay trén phuong dién sy
tir té, su chinh truc va nang luc caa trang TMMXH.

2.4. Y dinh mua lgi truc tuyén (R)

Y dinh mua lai duoc xem nhu 1a thai d6 cha quan cua khach hang dén véi hanh vi tiép
tuc mua hang trong tuong lai ctia minh (Pham & ctg., 2018; Wijaya & ctg., 2018). N6 duoc nay
sinh khi mét ngudi dd mua hang it nhat mot lan truée d6 va do d6 nd chiu anh hudng truc tiép
dbi véi nhitng giao dich nay, cu thé khi mot ngudi c6 cam nhan tich cuc vé nhitng 1an mua trong
qua khtr, ho c6 xu hudng gia tang y dinh mua lai trong twong lai caa minh (Setiorini & Nugraha,
2016). M6 rong ra c6 thé hiéu ¥ dinh mua lai truc tuyén 1a viéc khach hang mong muén tiép tuc
mua hang trén mot trang TMMXH trong twong lai, sau khi c6 trai nghiém tot vé san pham va
dich vu & noi day (Setiorini & Nugraha, 2016). Mot s6 biéu hién cu thé cua ¥ dinh mua lai tryc
tuyén trén mot trang TMMXH 1a: viéng tham lai website, cAn nhic tiép tuc mua hang trén
website, cam két tiép tuc mua hang trén website (Lin & ctg., 2017).

2.5. C4c gid thuyét va moé hinh nghién ciu

Céc twong tac chét lugng cua nguoi béan trén cac trang TMMXH rat can thiét cho viéc
thiét 1ap mdi quan hé giita ngudi ban va nguoi mua, su tuong tac con giup ngudi ban giai dap
nhitng thac mic cua khach hang, gidp ho thau hiéu hon vé cac san pham va dich vu cua cura
hang, qua d6 nang cao long tin cia ho ddi véi trang TMMXH (Lin & ctg., 2017). Goi y san
pham duya trén phuong cham 1a ca nhan hoa trai nghiém nguoi dung, théng qua viéc ¢6 gang dua
ra nhitng goi y nham vao riéng timg nhom ngudi hoic mot ca nhan cu thé. Cac goi ¥ san pham
t6t s& gip khach hang nhanh chdng tim kiém duoc san pham minh dang mudn mua, qua d6 nang
cao long tin cua ho véi trang TMMXH (Lin & ctg., 2017). Panh gia binh luan dya trén nhiing
trai nghiém ciia ngudi dung vé san pham hoic dich vu da sir dung, cac danh gia binh luan chan
that s& cung cap ngudn tham khao quy gia ddi véi nhimg khach hang dén sau, qua d6 gia ting sy
tin tuong caa ho ddi vai trang TMMXH (Hajli, 2015).

Két qua trong cac bai nghién cau cua Lin va cong sy (2017) ciing nhu cua Hajli (2015)
da hd tro cho nhiing 1ap luan néu trén. Trong bai nghién ciu nay sé& tim hiéu vé tac dong cua cac
chirc ning TMMXH 1én long tin ctia khach hang trén ting biéu hién cua né 1a sy tir té, su chinh
tryc va nang luc cia trang TMMXH. Do d6, dudi day 1a chin gia thuyét dugc dat ra:

H1: Hoat déng twong tdc anh huéng tich cuc 18n 10ng tin vé sw tir té

H2: Hoat déng twong tic anh hwéng tich cuc 18n 10ng tin vé si chinh truc
H3: Hoat déng twong tdc anh huéng tich cuc 18n 10ng tin vé nang luc

H4: Goi y san pham dnh hweng tich cyec 18n 10ng tin vé si tir té

H5: Goi y san pham dnh hweng tich ciyc 18n 10ng tin vé sy chinh tryc

H6: Goi ¥ san pham dnh huéng tich cuc 18n 10ng tin vé nang lirc

H7: Pdnh gid binh lugn dnh hweng tich cuec 18n 10ng tin vé si tir té

H8: Pdnh gia binh lugn dnh hwéng tich cuec 18n 10ng tin vé si chinh truc
H9: Pdnh gid binh ludn danh hwéng tich cuc 18n 10ng tin vé nang luc

Tiép dn, 1ong tin 1a nén tang cho viéc xay dung va duy tri mdi quan hé dai han giita
ngudi ban va ngudi mua, mot trong nhitng biéu hién quan trong caa méi quan hé nay chinh 1a y
dinh tiép tuc mua hang (Dutta, 2016). C6 nhiéu bang chang cho thay 1ong tin c6 tac dong tich
cuc dén y dinh tiép tuc mua hang (Lin & ctg., 2017; Setiorini & Nugraha, 2016; Sullivan & Kim,
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2018; Wen & ctg., 2011; leaya & ctg., 2018). Tuy nhién long tin 1a mot khéai niém da chiéu, va
céc chiéu kich nay c6 thé c6 tam quan trong khac nhau tiy thudc vao nhitng mdi quan hé khac
nhau (Krot & Lewicka, 2012). Do d6, bai viét s& danh gia tac dong riéng lé ting khia canh cua
long tin bao gom su tir t€, su chinh truc va nang luc 1én y dinh mua lai cia khach hang. Can ctr
vao cac lap luan trén, ba gia thuyét dugc dé xuat:

H10: Long tin vé su tir té ¢ tdc dong tich cuce Ién ¥ dinh mua lai tryec tuyén

H11: Long tin vé su chinh truc ¢é tdc déng tich cuee 1én y dinh mua lgi truc tuyén

H12: Long tin vé nang liec c6 tac dong tich cuee 1én y dinh mua lgi tryec tuyén

Can ct vao nhiing gia thuyét trén, md hinh nghién ctru duoc hinh thanh (xem Hinh 1).

HOAT BONG
TUONG TAC

SUTUTE

Y PINH
MUA LAI
TRU'C TUYEN

GQIY
SAN PHAM

DANH GIA
BINH LUAN

| THUONG MAI XA HOI | LONG TIN

Hinh 1. M6 hinh nghién ctru cac chirc nang TMMXH - long tin - y dinh mua lai
3. Phwong phap nghién ciru
3.1. Nghién ciru dinh tinh so bo

Dua trén nhirng nghién ctru trude ddy, cac thang do so b cho nhirng khai niém s€ dugc
hinh thanh. K& dén, mot nghién ctru dinh tinh duge tién hanh nham dam bao ngir nghia ctia thang
do. Nghién ctru dugc thuc hién bang phuong phap 14y mau thuan tién phi xac xuat, dudi phuong
thirc phong van truc tiép hodc qua dién thoai v6i nhitng ngudi di timg mua sim cac mit hang
tryc tuyén dé chinh sira ni dung cau hoi cho dé hiéu voi nguoi duge khao sat. Bai nghién ctru
thuc hién phong van 22 ngu0’1 qua d6 da chinh sira, b sung lai ngén tir ctia cac chi bao, gitip
ching tré nén rd rang, dé& hiéu véi nguoi khao sat. Bén canh d6, mot vai chi thé trong céc chi
bao duoc thay d6i cho phu hop véi ngit canh nghién ctru. Két qua cua qua trinh nay 1a cac thang
do khai niém chinh thirc dugc thiét 1ap.

Thang do chinh thirc (xem Bang 1) gém ¢6 07 khai niém, dugc do bang 26 chi bao, theo
thang do Likert v6i nam muc d6 tir (1) d&én (5) twong u:ng 1a hoan toan khong ddng ¥, khong
ddng y, khong y kién, déng ¥ va hoan toan dong ¥. Cu thé sb chi béo cac thang do nhu sau: Hoat
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Pong Tuong Tac (HDTT) c6 03, Goi Y San Phim (GYSP) c6 03, banh Gia Binh Luan (DGBL)
€6 04, sy tir t&¢ (LTTT) c6 04, su chinh truc (LTCT) c¢6 04, nang luc (LTNL) c¢6 04 va Y Pinh

Mua Lai (YDML) c6 04.

Bang 1
Céc thang do chinh thuc
Stt Tén M0 ta Nguén
Ngudi ban hang cha dong tu van khi nhan duoc yéu cau caa
01 |HDTT 01 N N R R n N .
- nguoi dung thdng qua cong cu binh luan, hoi dap, nhan tin
Ngudi ban hang trao d6i théng tin véi ngudi ding & mic do| Hiéu chinh tir
02 |HDTT 02 |rat thuong xuyén thong qua cong cu binh luan, hoéi dap,| Lin va cong su
nhan tin (2017)
Nguoi ban hang tra loi nhanh chong khi nhan duoc yéu cau
03 |HDTT_03 | . e . N N N o
- cua nguoi dung thong qua cdng cu binh luan, hoi dap, nhan tin
04 |GYSP 04 W'ebsnevnay thuong xEJyen goi y vé cac san pham ma ban
- thich hoac dang quan tam
05 |laysp o5 Khi ban dang & trang san pham, website goi ¥ nhitng mat| Hiéu chinh tir
- hang tuwong tu co thé thay theé cho mat hang ma ban quan tdm | Lin va cong su
Khi ban dang ¢ trang san pham, website goi ¥ nhitng mat (2017)
06 |GYSP_06 |hang bo sung thém hoac phu kién lién quan dén mat hang
chinh ma ban quan tam
07 |DGBL 07 D\anh;gla va bm? luan san pham cta moi nguoi trén website
- nay rat thang than
08 |DGBL 08 D‘anh gid va banh luan san pham ctia moi nguoi trén website
nay dang tin cay Hiéu chinh tur
Dénh gia va binh luan san phim ctia moi nguai trén website| Hajli (2015)
09 |DGBL_09 |, .. «
- nay dang su that
10 |DGBL 10 Ba? thu;orng thqm gia danh gia va binh luan cho cac san
- pham trén website nay
11 |LTTT_11 |Ban tin ring website ndy hoat dong vi lgi ich cua ban
12 |LTTT_12 |Néu ban yéu cau giup d&, website nay sé& hd tro cho ban
13 |LTTT_13 |Website ndy rat quan tam dén sy hai long cua ban
Cac y dinh clia website nay déu xuat phat tir mong muén|
14 JLTTT_ 14 huc v cho loi ich cita khach hang Hiéu chinh tr
p - : Lu va cong su
15 |LTCT_15 |Nhiing cam két cua website nay dua ra la dang tin cay (2016)
16 |LTCT 16 |Ban khdng nghi ngo gi vé tinh trung thuc cua website nay
17 |LTCT 17 |Ban rét tin tudng vao website nay
18 |LTCT 18 ?ﬁ: rt;n rang website nay sé gitr ding nhitng cam két ma ho
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Stt Tén M0 ta Nguén

Website nay la mot don vi kinh doanh hoat dong c6 niang

19 |LTNL 19 R .
- luc va hiéu qua

Website nay thuc hién tét vai tro cua ho trong qua trinh

20 |LTNL 20 ,
- mua ban

21 |LTNL_21 |Website nay hiéu rd vé san pham ma ho cung cap

Cac dich vu (thanh toan, giao nhan, cham soc, tu van, ...)

22 |LTNL_22 ) 4.1oc website cung cap rt tét

23 | YDML_23 |Website nay la lra chon dau tién cua ban khi can mua sam

- — — Hi¢u chinh tur
24 |YDML_24 |Ban thuong xuyén mua sam tai website nay Pham va

25 | YDML_25 |Ban du dinh s& truy cap vao website nay trong 1an mua ké tiép A?;(r)nlr;\)ad

26 | YDML_26 |Trong thoi gian t6i, ban sé tiép tuc mua hang trén website nay

Nguon: Téc gia tong hop tir cac nghién ciru trude va hiéu chinh ngdn tir cua cac chi bao

3.2. Nghién cvwru dinh luwgng chinh thirc

Phuong phap thu thap dit liéu dugc st dung 13 14y mau thuan tién, chon miu phi xé4c suat,
cac bang cau hoéi dugc gdi td1 nhitng ngudi da ting thue hién cac giao dich mua hang thoi trang
tryc tuyén (gom quan 4o, gidy dép, nén, tii xach, phu kién thoi trang nhu mét kinh, ca vat, v6,
...) dé 1ay sb liéu. P6i v6i phuong phéap truc tuyén cac bang cau hoi duoc viét thanh dinh dang
mém bang Google Form. Sau d6 dugc gdi cho nhimg ban bé trén cac trang mang xi hoi
Facebook va Zalo dé xin phan héi ¥ kién. Ddi voi phuong phép truc tiép thi gip va xin dir lidu
clia moi ngudi & trudng hoc va cong vién. Vi md hinh gdm 07 khai niém, c& mau doi hoi tdi
thiéu 1a 150 (Hair, Black, Babin, & Anderson, 2014), bai nghién ctru di thuc hién khao sat 335
nguoi, sau khi loai bo 67 bang khao sat tra 101 khong hop 1€ va 42 bang chua cac diém dj biét,
méu chinh thirc ctia nghién ctru dinh lwong gdm 226 truong hop.

Vé cong tac kiém dinh, dau tién, kiém dinh mé hinh do luong bang phuong phép phan
tich nhan té khiang dinh (CFA). Trong d6, mdi thang do can dam bao hé s tai ciia cac chi bao tbi
thiéu 0.5, phuong sai trich (AVE) t4i thiéu 0.5, AVE ctia mot nhan té phai 16n hon binh phuong
turong quan cta nd voi cac nhan té con lai, va do tin cay tong hop (CR) phai dat 0.7 (Hair & ctg.,
2014). Bong thdi mo hinh ciing can dam bao d6 phu hop tuyét ddi y?/df < 3, RMSEA < 0.08 va
d6 phu hop gia ting CFI > 0.9 (Hair & ctg., 2014). Ké dén, cac wéc luong s& duoc hdi qui bang
phuong phap mé hinh can bang cau tric (SEM), d6i voi mé hinh cau tric, ciing can dam bao do
phil hop ctia md hinh gém y?/df < 3, RMSEA < 0.08, va CFI > 0.9 (Hair & ctg., 2014). Bé danh
gia d6 6n dinh cta cac udc lugng, phuong phap Bootstrapping dugc tién hanh trén tap 250 mau
mo phdng (méu B), sau d6 so sanh gia tri trung binh cta tap nay véi udc lugng tir mo hinh ctua
dit liéu ban dau (Hoyle 2012), gia tri tuyét ddi ciia gia tri toi han (Z) phai khong vuot qua 2.58
(muc y nghia 1%) dé dam bao khong co sy sai khac gilta hai gia trj nay. Cudi cung, viéc kiém
dinh céc gia thuyet duoc thuc hién dua trén hé sd Beta (cung chiéu, 16n hon khong, P-value <
0.05). Cac tac dong gian tiép ctia mot chirc ning thwong mai xa hoi 1én y dinh mua lai s& duoc
tinh dya trén vi¢c xac dinh cac duong trén mé hinh c6 tac dong dang ké, tién hanh nhan cac hé
sO Beta tiéu chudn hoa trén mot duong dé co hé sb duong, rdi cong tat ca hé sd duong nay lai véi
nhau (Hair & ctg., 2014).
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3.3. Phan tich mo ta

Dir liéu chinh thirc cho nghién ctru 1a mot mau c6 kich ¢& 226, gdbm 35 trudng hop truc
tiép va 191 trudng hop truc tuyén. Trong do, c6 137 truong hop 14 nit va 88 truong hop 14 nam,
mot trudng hop khong cung cip gidi tinh. Do tudi da s tap trung tir 20 dén 39. Cu thé, 53.10%
cho nhém 20 - 29 tudi, 36.28% cho nhom 30 - 39, 5.75% vai d6 tudi dudi 20 va 4.87% cho do
tudi trén 39. Trong sd 221 trudng hop cung cip noi &, cd hon 80% la ngudi thude ba tinh thanh
bao gdm Thanh phé H6 Chi Minh chiém 70.59%, Ba Ria Viing Tau chiém 9.05% va Dong Nai
chiém 4.52%. Céc tinh con lai 1a chiém 15.83%. Vé dic diém nghé nghiép, trong 206 truong hop
quan sat duogc, da ) dang la hoc sinh - sinh vién véi ti 1€ 24.27%. 20.39% la céan bd cong churc
hodc nhan vién vin phong, 13% lam cac nganh nghé lién quan dén k¥ thuat nhu k¥ su, k¥ thuat
vién, 1ap trinh vién. 10.68% lam cac nganh nghé lién quan dén kinh doanh. 30.10% nam trong
cac nganh nghé khac. O mét khia canh khac, cac trang TMMXH duogc danh gia da phén tap
trung vao cac san TMPT bao gém Shopee (51.77%), Lazada (11. 95%) Tiki (8.85%), Sendo
(0.88%). Mang xa hoi Facebook ciing thu hut duge mot luong dang ke (24. 78%) Trén khia canh
nhom san pham thoi trang ma khach hang thudng xuyén mua, 40 quin chiém ty trong cao nhét
(42.05%), ké dén 1a giay dép (20.75%), phu kién thoi trang (16. 98%), ba 10 - tUI - Vi (16.44%) va
non (3. 77%) Cubi ciing, xem xét trén tan suit mua hang hang thang, da s6 mua dudi 02 lan
(77.58%), ké dén 1a mua 02 - 04 1an (17.94%), va rt it nguoi mua trén 04 1an (4.48%).

4. Két qua nghién ciru
4.1. Kiém dinh CFA lin mot

Mo hinh do ludng gom 26 bién chi bao do luong 07 khai niém duoc tién hanh CFA. Két
qué cho thiy thang do DGBL, LTTT, LTNL c¢6 phuong sai trich AVE lan luot 14 0.498, 0.480,
0.455 (< 0.5). Diéu nay vi pham tiéu chuén vé do gia tri hoi ty. Pé cai thién, moi thang do s€ loai
di mot bién chi bao c6 hé s6 tai nho nhat. Cu thé, cac bién DGBL_10 (L1o = 0.282) cho thang do
DGBL, bién LTTT 11 (L11 = 0.566) cho thang do LTTT va LTNL 21 (L21 = 0.379) cho thang
do LTNL. Nhu vay sau khi kiém dinh CFA 1an mét, bo chi bao con 23 bién va duoc tiép tuc tién
hanh kiém dinh CFA 1an hai.

4.2. Kiém dinh CFA lin hai

Bang 2
Kiém dinh CFA lan hai
M&i Quan He Chu':"’cshoug:'Héa P H%?" AVE | CR
HDTT 01 | <— | HDTT 1.443 *xx | (0.808
HDTT 02 | <— | HDTT 1.387 *x% | 0809 | 0563 | 0.792
HDTT 03 | <— | HDTT 1.000 0.619
GYSP 04 | < | GYSP 0.847 *xx | (0,639
GYSP 05 | <— | GYSP 1.092 ==« | 0821 | 0575 | 0.801
GYSP 06 | <— | GYSP 1.000 0.802
DGBL 07 | <--- | DGBL 0.969 wxk | 0,741
DGBL 08 | <--- | DGBL 0.990 **x [ (0839 06391 0.84L
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Méi Quan H¢ Chujijsh‘;;'ma p | 850 T AvE | CR
DGBL_09 <--- | DGBL 1.000 0.815
LTTT 12 <--- LTTT 0.787 el 0.639
LTTT 13 <--- | LTTT 1.000 0.788 0.543 0.780
LTTT_ 14 <--- LTTT 0.985 falkelel 0.775
LTCT_15 <--- LTCT 0.708 el 0.725
LTCT_16 <--- LTCT 0.984 falaled 0.820
LTCT 17 | < | LTCT 1.000 0.854 0658 | 0885
LTCT_18 <--- LTCT 0.897 falaled 0.840
LTNL 19 <--- LTNL 1.009 falalel 0.800
LTNL_20 <--- | LTNL 1.000 0.774 0.564 0.794
LTNL 22 <--- LTNL 0.889 ekl 0.673
YDML_23 <--- | YDML 0.806 falaled 0.701
YDML_24 <--- | YDML 0.995 Frx 0.768
YDML 25 | < | YDML 1.000 0.905 0.663 1 0886
YDML_26 <--- | YDML 0.967 falalel 0.868
Ngudn: Hé s tai tinh bang phan mém Amos. AVE, CR duoc tac gia tinh toan
Bang 3
Binh phuong tuong quan giira cic bién trong CFA lan hai
Bién HDTT | GYSP DGBL LTTT LTCT LTNL YDML
HDTT 0.563*
GYSP 0.103 0.575*
DGBL 0.086 0.132 0.639*
LTTT 0.117 0.073 0.189 0.543*
LTCT 0.054 0.069 0.215 0.482 0.658*
LTNL 0.076 0.213 0.275 0.267 0.469 0.564*
YDML 0.044 0.210 0.151 0.341 0.244 0.404 0.663*

Ghi ghl’l: *: 1a phuong sai trich AVE
Nguodn: Téc gia tinh toan

Két qua CFA 1an 2 di chi ra rang tit ca cac hé sé tai déu co y nghia thong ké va 16n hon
0.5, cac nhan té déu c6 AVE > 0.5 (xem Bang 2). Tt ca hé sé AVE cua mdi bién tiém 4n déu
16n hon binh phuong twong quan cta nd voi cac bién con lai (xem Bang 3). Cudi cing db tin ciy
ctia thang do ciling dat khi tit ca CR > 0.7 (xem Bang 2). Tém lai, cic thang do trong mé hinh do
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ludong déu dam bao duoc dd tin cdy va do gia tri cau tric. Tiép dén, cac chi sd phu hop bao gdm
v2/df (1.659 < 3), RMSEA (0.054 < 0.08), va CFI (0.947 > 0.9) déu dat, cho thdy mé hinh do ludng
phi hop véi dir liéu thuc t&. Nhu vay, két qua CFA 1an thir 2 chimg to ring cac thang do va mé
hinh do luong déu dat tiéu chuan. Dit liéu duoc chuyén qua budc kiém dijnh mo hinh cu trac.

4.3. Kiém dinh mé hinh céu triic

Céc chi s6 pht hop bao gom y?/df (1.659 < 3), RMSEA (0.054 < 0.08), va CFI (0.947 >
0.9) déu dat cac so voi cac gia tri gidi han quy dinh. Déu nay cho thay mo hinh cau triic phu hop
v6i bo dit lidu thue té.

4.4. Kiém dinh a6 én dinh ciia cdc théng sé wéc lwong

Thuc hién kiém dinh Bootstrapping trén 250 miu mo phong bang phan mém AMOS. Tat
ca hé sd hé s téi han dwoc tinh toan déu c6 két qua | Z | < 2.58 va diéu niy cho thiy cc uéc
lugng déu dat vé mtrc d6 6n dinh (xem Bang 4).

Bang 4

Kiém dinh d6 6n dinh wéc lugng bang Bootstrapping
Thong sb Mean Bias SE-Bias Z = Bias/ SE-Bias
LTTT <--- HDTT 0.231 0.000 0.011 0.000
LTCT <--- HDTT 0.091 -0.009 0.012 -0.750
LTNL <--- HDTT 0.045 -0.014 0.008 -1.750
LTTT <--- GYSP 0.085 -0.005 0.012 -0.417
LTCT <--- GYSP 0.085 -0.012 0.013 -0.923
LTNL <--- GYSP 0.281 0.007 0.010 0.700
LTTT <--- DGBL 0.468 0.037 0.015 2.467
LTCT <--- DGBL 0.572 0.048 0.019 2.526
LTNL <--- DGBL 0.442 0.031 0.012 2.583
YDML <--- LTTT 0.233 -0.008 0.008 -1.000
YDML <--- LTCT 0.086 -0.008 0.006 -1.333
YDML <--- LTNL 0.627 0.019 0.009 2.111

Ghi chii: Mean la gi trj trung binh ciia cac uéc lugng tir 250 miu B, Bias 1 chénh léch giira gia tri Mean va udc
lwong turong tng tir mau goc, SE-bias 14 sai s6 chuan ciia cac ctia cac wéc lwong tir 250 mau B
Nguodn: Tac gia trich xuat tir phan mém AMOS va tinh toan Z

4.5. Kiém dinh gid thuyet

Két qua hdi quy chi ra réng c6 nam gia thuyét bi bac bd bao gé)m H2, H3, H4, H5, H11
va bay gia thuyét duoc chip nhan bao gdm HI, H6, H7, H8, H9, H10, H12 (xem Bang 5). M6
hinh nghién ctru s€ dugc trinh bay lai nhu hinh bén dudi (xem Hinh 2).

Cudi cung, théng qua mé hinh va cac hé sé twong tng, tac dong gian tiép cta cac chirc
ning TMMXH 1én ¥ dinh mua lai duoc x4c dinh (xem Bang 6). Két qua cho thay tit ca cac chiic
nang TMMXH déu ¢6 anh huéng 1én ¥ dinh tiép tuc mua hang. Trong d¢6, HDTT anh huong 1én
YDML (0.044) thong qua LTTT, GYSP anh huong 1én YDML (0.150) théng qua LTNL, va
DGBL anh huong 1én YDML (0.326) thong qua LTTT (0.096) va LTNL (0.230).
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Bang 5
Kiém dinh gia thuyét
. , Heso Beta | |\ ¢ ,
STT Cac gia thuyet tleLf chuan Beta ®) P Ket qua
hoéa (Bs)
H1 LTTT | <--- | HDTT 0.198 0.231 0.018 hd tro
H2 LTCT | < | HDTT 0.080 0.100 0.289 bac bo
H3 LTNL | <-—-- | HDTT 0.057 0.059 0.446 bac bo
H4 LTTT | <- | GYSP 0.089 0.090 0.293 bac bo
H5 LTCT |<-—--| GYSP 0.089 0.096 0.257 bac bo
H6 LTNL | <---| GYSP 0.306 0.274 *kk hd tro
H7 LTTT | < | DGBL 0.432 0.432 ok hd trg
H8 LTCT |<--| DGBL 0.495 0.525 ok hd trg
H9 LTNL | <---| DGBL 0.469 0.411 i hd trg
H10 YDML | < | LTTT 0.222 0.242 0.003 hd trg
H11 YDML | <--- | LTCT 0.091 0.094 0.183 bac bo
H12 YDML | < | LTNL 0.491 0.608 Hokk hd tro

Ghi cht: Bs1a udc lugng voi dir ligu hoi quy dugc tiéu chuén hoa, B 1a wdc lugng véi dir liéu chua tiéu chuén hoa.
Céc udc lugng dugc tinh ¢ d9 tin cdy 95%, *** 1a P <0.001
Nguon: Téc gia tinh toan tir phan mém Amos

HOAT DONG

TUONG TAC

MUALAI
TRUC TUYEN

0.491**

0.495%*

0.469%*

R2=0.451
LONG TIN

THUONG MAI XA HOIL

Hinh 2. M6 hinh nghién ctru sau kiém dinh gia thuyét
Ghi chl: R? 1a muc giai thich, --- 1a P > 0.05, * 1a P < 0.05, ** la P < 0.001
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Bang 6

Anh hudng gian tiép cta cac chirc ning thuong mai xi hoi 1én ¥ dinh mua lai

Tacdong | Tacdong | Tac dong < o
Méi quan hé théng qua thong qua | théng qua Togigé:]a:iggng Két qua
swtirte |chinh truc niang luc
YDML | <--- | HDTT 0.044" 0.007 0.028 0.044" hd tro
YDML | <--- | GYSP 0.020 0.008 0.150" 0.150" hd trg
YDML | <--- | DGBL 0.096" 0.045 0.230" 0.326" hd tro

Ghi cha: * 14 c6 y nghia thong ké
Nguon: Téc gia tinh toan

4.6. Théo lugn két qua

4.6.1. Tac dong cua long tin lén ¥ dinh mua lai truc tuyén

Vé mat tong thé, 10ng tin c6 anh huong déng bién 1én ¥ dinh tiép tuc mua hang, diéu nay
trong dong véi nhitng nghién ctru trude day (Setiorini & Nugraha, 2016; Sullivan & Kim, 2018;
Wijaya & ctg., 2018). Thém vao d6, 0.423 su bién dong ctia y dinh mua lai dugc giai thich bai
cac khia canh long tin, h¢ s6 nay la kha dang ke.

Bang 7
Kho khin va dé xuat khi mua sim thoi trang truc tuyén
- Khé khiin (132 ngudi) Pé xuit (81 ngudi)
M0 ta Tan sé M0 ta Tan sb

1 §an p\hamﬁ khor,lg ding nhu hinh 31 |Sang loc nha ban hang uy tin 16
anh va quang céao

2 | Nghi ngo chat lugng san pham 19 | Quan ly chat lwong san pham 14

3 Khonq thay dugc san pham khi 15  |Pang anh that cua san pham 6
mua hang

4 | Thoi gian giao hang lau 13 Cu,ng cap thong tin day du va 6

chinh xac
5 | Pitra kho khin 13 C?_ chth sach kieém tra hang va 5
doi tra

5 Khﬂong duoc kiem tra hang khi 3 Cai thién tée d6 giao hang 4
nhan

7 | Phi giao hang cao 7 Giam chi phi giao hang 4
Kich c&, kiéu dang khéng phu Pay manh tu vin khach hang

8 g NN 6 s ~ 3
hop véi nguoi dung qua tin nhan va binh luan

9 |Giao hang khong dung thoi gian 6 Bao mat thong tin khach hang 2

10 |Nghi ngo chét liéu san pham 6 | Cong khai gia ca 2

Ngudn: Tac gia khao sat
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Dau tién 1a sy chinh truc khong cho thay tac dong dang ké 1én y dinh mua lai (P = 0. 183
> 0.05). Tuy nhién, theo khao sat vé kho khan khi quyét dinh mua hang (xem Bang 7), c¢6 rat
nhiéu tiéu chi co diém sb rat cao nham vao su chinh tryc cia trang TMMXH, day 1a nhitng déu
hiéu cho thdy méi quan hé nay c6 thé ton tai. Ly do khong thé trich xuat dugc tic dong cé 18 boi
vi sy chdng chéo 14n nhau giita nhitng chiéu kich cua long tin. Trong tac pham cia Colquitt va
cong su (2007), cac tac gia cho biét nhidu nghién ctru trude d6 da khong tach biét duoc hai khai
niém 1a sy tir té va sy chinh truc, bd sung vao do, nhirng tinh todn ctia ho cling cho théy mbi
quan h¢ tuong quan kha chit ch& véi nhau giita ching, cu thé giira su tir t& va su chinh truc 1a
0.66, gitta s tir té va nang luwc 14 0.62, giira sy chinh truc va ning luc 13 0.68. Hé sb tuong quan
ctia chung trong bai viét nay ciing kha cao, tuong ung 0.694, 0.584, va 0.685. Rét co thé day
chinh 13 1y do khién tac dong cua su chinh truc bi méat di do né bi chong lap 18n hai khai niém
con lai. Ké dén, long tin vé su tir té cua trang TMMXH c6 mét tac dong d@)ng bién (Bs = 0.222)
lén y dinh mua lai, cho thay rang mot trang TMMXH néu biét quan tdm, c6 nhitng ¥ dinh t6t dep
nham nang cao sy thda man cua khach hang, giup d& khi ho gap kho khin s& gop phan cing c¢d Y
dinh mua lai cia ho. Cubi cung, nang luc cho théy 12 nhan t6 ¢4 tim quan trong nhét khi tac
dong manh mé 1én ¥ dinh mua lai (Bs = 0.491). Céc ning luc cu thé 1a quan 1y qué trinh giao dich
hi€u qua va cung cép nhitng dich vy, tinh ndng phu kém nham gia tang hi¢u sut mua ban.

4.6.2. Tac dong cua cac chize nang thuong mai xa hgi 1én long tin

Vé tong quan ca ba chirc ning TMMXH trong bai nghién ctru déu c6 anh hudng déng ké
dén it nhat mot khia canh ciia 1ong tin, diéu nay phan nao tuong déng vdi cac nghién ciru trude
day (Hajli, 2015; Lin & ctg., 2017). Xem xét trong ting biéu hién cta 10ng tin, 0.324 bién dong
cua sy tir té duoc gidi thich tir hoat dong tuong tac va danh gia binh luén, 0.320 bién dong cua sy
chinh tryc dugc gidi thich tir ddnh gia binh luan, va 0.451 bién dong cua nang luc dugc giai thich
tir goi ¥ san pham va danh gia binh luan.

Chirc nang hoat dong tuwong tac khong c6 tac dong dang ké dén long tin vé su chinh truc
(P = 0.289 > 0.05) va nang lyc (P = 0.446 > 0.05) cua trang TMMXH, khia canh duy nhét chiu
anh huong 1a 1ong tin dya trén su tir t& (Bs = 0.198). Piéu nay chi ra rang, cho du nguoi ban tich
cuc gia tang muc do giao tiép v6i khach hang cua minh, dua trén céc tiéu chi vé su chu dong, tan
suat thuong xuyén, toc do tra 101, ciing s& khong cai thién ddng ké nhan thirc ctia ho vé su trung
thuc, cling nhu hi¢u qua hoat dong that su cua trang TMMXH trong cac giao dich. Tuy nhién,
khi ding trén phuong dién thién vé cam xtc 1a sy tir té, hoat dong tuong tac da cho théy tac dong
dang ké. Cu thé, khi ngudi ban nhiét tinh tu van va cung cap thong tin, s& khién cho khéach hang
cam nhan duoc sy quan tim, qua do gia tang 1ong tin dén véi trang TMMXH.

Ké dén, chiic ning goi ¥ san pham cho thay c6 tac dong dang ké dén long tin trén khia
canh ning lyc ciia trang TMMXH (Bs = 0.306), nhung khong cho thay su anh huéng 1én 10ng tin
vé sy chinh tryc (P = 0.257 > 0.5) va su tir té (P = 0.293 > 0.5). Nhu chung ta d biét, goi y san
pham 13 viéc cung cép nhiing san pham c6 tiém ning ndm trong nhu cau cta khach hang, giéi
thiéu cac mat hang thay thé hay bo sung lién quan dén véi san pham chinh, qua d6 giap ho day
nhanh qué trinh mua héng Két qua, nhan thic 1ong tin cta khach hang vé ning lyc cia trang
TMMXH duoc gla tang. O mot mat khac, goi ¥ san pham du dua ra nhiéu goi y, nhung khong
dam bao duoc rang cac théng tin san pham duoc nhimng ngum ban hang cung cap la chinh xac
v6i san phadm ma khach hang nhan dugc, diéu nay c6 thé 1a 1y do khién n6 khong anh hudng
dang ké 1én 10ong tin vé su chinh truc. Bén canh dé, goi ¥ san phim khong mang tinh twong tac
cao, n6 chu yéu thé hién ¢ viéc trang TMMXH cung cap thong tin mot chidu dén véi nguoi
ding, day c6 thé 13 nguyén nhan khién n6 khong tac dong dang ké dén cam nhan vé su tir té.

Cudi cung, chtrc ning danh gia binh luan cho thiy tim anh hudng 1én tit ca cac khia canh



142 Nguyén T. Vuong, Pham Q. Trung. HCMCOUJS-Kinh t€ va Quan tri Kinh doanh, 18(1), 128-145

tir sy tir té& (Ps = 0.432), su chinh truc (Bs = 0.495) cho dén ning luc (Bs = 0.469) ma khach hang
danh cho céac trang TMMXH. Két qua nay cho thiy nhimng phan hdi tir nhitng ngudi mua trudc 1a
vO cung quan trong. Sy chan that va khach quan tir cac phan hdi nay cang cao, ngudi ding s&
cang tin twong hon vao trang TMMXH. Cu thé, chirc ning nay biéu dat sy quan tim ma cong
ddng danh cho nguoi mua thong qua nhfrng 101 gop y nhiét tinh ciia ho, tir d6 cing ¢ hon long
tin cua khach hang d6i vé6i su tir té. K& dén, mot hé thdng binh luén lanh manh ciing chung td
dugc rang trang TMMXH that sy cong tim trong viéc déanh gia nhirg san pham ma ho cung cp,
day 1a co sé lam gia ting nhan thirc 10ng tin dya trén sy chinh truc ciia khach hang. Cudi cing va
khong kém phan quan trong d6 chinh 1a hiéu qua cua giao dich, néu cac phan hdi vé san pham la
chinh xac, n6 s& gitup cho nguoi ding nhanh chong lya chon dugc san pham phu hop, cling nhu
han ché duoc rii ro vé thong tin va chat luong san pham. Hé qua s& lam cho nguoi dung tin
tuong hon vao nang luc hoat dong cia trang TMMXH.

4.6.3. Tdc déng cua cac chire nang xa héi lén ¥ @inh mua lai truc tuyén

Két qua chi ra rang ca ba chirc ning TMMXH déu cho thay sy anh huéng dang ké ddi véi
y dinh mua lai tryc tuyén ctia khach hang. Cu thé danh gi4 binh luan cho thiy tac dong manh mé
nhat (0. 326) thong qua su tir t& va nang luc, tiép dén 1a goi ¥ san pham (0.150) thong qua ning
luc va yéu nhit 14 hoat dong tuong tac (0.044) thong qua su tir té.

5. Két luan va ham y quan tri
5.1. Két qua chinh yéu

Céc chirc ning TMMXH cho thay dugc tac dong ctia minh 1én long tin d6i V(’yi khach
hang. Trong do6 hoat dong tuong tac g1up gia tang long tin cua khach hang khi ho ngh1 rang trang
TMMXH tir té va quan tam dén nhu cau nguyén vong cua m1nh cung nhu ¢ gang hd trg khi
giao dich gip phai nhitng van dé khong thuan loi ngoai y mubn. Ké dén g0’1 ¥ san pham 1am cho
khach hang nhanh chéng tiép can dugc voi nhitng san pham c6 trong nhu cau ctia minh, gitp day
nhanh qua trinh lya chon hang héa, qua d6 gia ting nhéan thirc vé ning lyc clia nguoi dung ddi
v6i trang TMMXH. Cudi cung, chuc nang danh gi4 binh luan néu duoc t6 chuc hoat dong mat
cach cong tam va chan that, sé tao ra hi¢u ung tich cuc trén khép cac khia canh cua long tin gém
su tur té, su chinh tryc va nang lyc cua trang TMMXH.

O mot khia canh khac, 1ong tin ciing cho thay c6 tac dong 1én ¥ dinh mua lai cua khach
hang. C6 1& trong mdi quan hé dinh huéng nhiém vu cao giita ngudi mua va trang TMMXH,
nang lyc noi 1én nhu 1a mot yéu t6 ¢6 tim quan trong nhat. Khi hiéu qua ciia qua trinh mua ban
cang cao, khach hang cang c6 xu hudng tiép tuc viéng tham website vao l1an tiép dén. Ké dén, su
quan tdm dén loi ich khach hang, cic hanh dong hd trg khach hang khi gip kho khan ciing gitp
ctng ¢d 1ong tin ctia ho, qua do gia tang y dinh mua lai. Cudi cung, sy chinh tryc khong cho thay
tac dong dang ké dén y dinh tiép tuc mua hang, diéu nay duoc gia dinh 1a do sy trung lap 1én
nhau giita ba khai niém vé long tin.

Tom lai, Théng qua mé hinh 1y thuyét S - O - R, ca ba chirc ning TMMXH déu cho thiy
kha ning tao ra mdi trudng, kich thich 1én nhan thtc bén trong cta khach hang, cu thé ¢ day la
gia ting long tin ctia ho véi cac trang TMMXH, ké dén nhimng nhén thirc niy s& anh huong 1én
phan tng cua khach hang biéu hién & viée cung cd y dinh mua lai cua ho. Sy hi¢n dién cua
nhirng ngudi dung cho thiy tac dong manh mé& nhat trong viéc duy tri ¥ dinh mua lai cta khach
hang qua churc nang danh gia binh luan, ké dén 1a sy hién dién cua trang TMMXH qua chuc
ning 13 goi ¥ san pham va cudi cung 13 su hién dién cua viéc giao tiép, trao doi thdng tin gitra
ngudi ban va ngudi mua thong qua cac hoat dong tuong tac.
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5.2. Ham y qudn tri

Céc don vi kinh doanh thoi trang truc tuyén nén tang cudng cung cap cac g1a1 phéap va
dich vy nham nang cao ning lyc ctia minh. Thém vao do, can quan tam dén nhu cau cua khach
hang, dua ra nhitng chinh sach nham hd tro khi ho gip vudéng mic hay kho khan. Diéu nay giup
gia tang long tin, qua d6 cung c¢b ¥ dinh tiép tuc mua hang cta ho.

Déi véi cac chirc naing TMMXH, doanh nghiép nén c6 nhitng chinh sach dé gia ting su
tham gia clia ngudi dung vao hoat dong danh gia binh luan. C6 thé tin dung nhimmg phuong thirc
dé khuyén khich sy tham gia nhu thong qua cac lan truy cap, qua thu dién tir, kénh mang xa hoi
hodc cac kénh tin nhan khac. Bén canh do6, diéu hudng binh ludn vao nhitng van dé ma nguoi
mua hang thoi trang quan tdm nhu xac thuc mirc tin cdy cia nhitng thong tin dugc nguoi ban
cung cap, cung cp hinh anh vé nhiing san pham di mua, danh gia chat lugng san pham trén cac
khia canh vé kich ¢&, mau sic, va chat liéu vai. Ké dén, cac trang TMMXH nén phat trién nhitng
tinh ning cung cip cac goi y nham gitup khach hang c6 thé tiét kiém duoc thoi gian va cong sic
tim kiém, lua chon san pham. Cuy thé nhu cung cp nhiing loai hang ma khach c6 tiém nang wa
thich, khi khach hang vao xem mot san phém nao dé nhu 4o so mi, ¢ thé gidi thi€u nhiing loai
40 so mi khéac theo tiéu chi ma khach hang quan tim nhu mau séc, kiéu dang, chét liéu, gia tién,

.. Bén canh d6, co thé bd sung thém nhitng san pham lién quan thudng dugc mua chung véi a0
so mi nhur quan tay, ca vat, gidy da, ... Cudi cling, cac ngudi ban nén nang cao chat lugng nhiing
cudc noi chuyén ctia minh voi khach hang vé cac mat mire do, cuong do va toc do cua tuong tac,
dé khach hang c6 thé nhanh chéng nim bat duoc nhitng thong tin can thiét cho viéc mua sim
thoi trang cia minh.

5.3. Han ché va dé xuat cua bai nghién ciru

Han ché dau tién 1a cac nghién ctru trude ddy déu danh gia bién trung gian long tin dya
trén mot thang do tong thé, trong khi tac pham nay lai danh gia tach roi timg khia canh cua long
tin. Hau quéa né gdy nhiéu kho khin trong VleC thao luan két qua. Ke dén, phuong phép thu thap
dit liéu duoc chon trong nghién ciru 1a 1y mau thuan tién phi xac xuat véi cd mau tuong dbi nho,
dan dén muc do ma né dai dién cho tong thé khong dugc cao. Thir ba, trong thang do DGBL, ndi
dung cac chi bao c6 chtta cum tir “dédnh gia va binh luan”, day la hai hoat dong khac bi¢t voi
nhau, va d6i khi c6 cam nhan khac nhau dbi véi ngudi khao sat, viéc gdp chung, trong nhiéu
truong hop sé khién nguoi doc kho dua ra quan diém ctia minh. Tht tu, trong thang do vé ¥ dinh
mua lai, da khong chi rd y dinh tiép tuc mua hang 1a dbi voi cac san pham thoi trang, nén cé thé
dan dén sy nham 14n khi tra 10i cho nhing chi bao nay.

Nhin chung, S - O - R 1a mdt mé hinh dugc st dung kha phé bién & nhiéu bai nghién ciru.
Trong nglt canh TMMXH, céc chuc ndng cua né dong vai tro tao ra mot moi truong giau thong
tin, kich thich Ién nhan thirc ctia nguoi ti€éu dung. Co hai nhan thirc duoc cho la quan trong trong
TMBDT la nhan thirc vé gia tri va nhan thirc vé 1ong tin, cac nghién clru trong twong lai c6 thé mo
rong hu:ong nghlen ctru 1én ddi tuong trung gian |2 nhan thirc vé gia tri. Ké dén, TMMXH la noi
tap trung rat nhiéu cac nganh nghé hoat dong, tuy nhién, tac pham nay chi quan tim dén pham vi
hep 13 nganh thoi trang, cac nghién ctru tiép c6 thé thuc hién kiém dinh mé hinh nay trén nhiing
nganh nghé cy thé khac.

LOI CAM ON

Chan thanh cam on truong Dai hoc Bach Khoa - PHQG TP.HCM, cung quy thay co, va
ban bé da hd trg phuong tién, kién thirc va dit liéu khao sat cho bai nghién ctru.
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