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NIEM TIN CUA NGUOT TIEU DUNG VIET NAM
TRONG MUA SAM TRU'C TUYEN

7S. Hoang Thi Phieong Thdo’
Nguyén Minh Thong?

TOM TAT

Nghién cuu miy diéu tra cdc yéu 16 anh hudng 161 niém tin va théi 36 ctia nguoi
tieu dung trong mua sam triec tuyen Qua viéc khao sat 200 ngu'o’z S dung Internet quan
tém dén viée mua sam tric tuyén tai T. PHCM két qua cho thay co hai yéu 16 chinh anh
huong dén niém tin 1a nhan thirc vé danh tiéng cua website, va chdt lwong sdn pham/
dich vy trén website. Khi nguoi tiéu dung co niém tin manh mé véi viéc mua sim truc
tuyén thi théi dé déi véi mua sam truc tuyén cang tich cuc. Két qud nghzen cwu dan 10i
cdc goi y gidi phap xdy dung niém tin cila nguoi tiéu dimg trong mua sam trirc tuyén.

Tir khéa: niém tin, thai d§, mua sim trrc tuyén, cira hang trre tayén.
ABSTRACT

This research investigates key elements influencing consumers’ trust and attitude
toward online shopping. Through the survey of 200 Internet users taking interest in online
shopping in HCMC, the result shows that two main components affecting consumers’
trust are awareness of webstores reputation and perception about products/services
value in webstores. When consumers have strong confidence in the webstores they will
have good attitude to purchasing online. The research result leads to the manaregial
implications in creating consumers’trust in virtual environment.

Keywords: trust, attitude, online shopping, webstore.

1. G101 THIEU

Su bung nd phat trién coa Internet
dan t6i cac hoat dong truc tuyén ngay
cang da dang hon. Bdo cao nghién ciu
ctia NetCitizens Viét Nam (2012) vé cac
hoat déng trnrc ruyén, khdo sat trén 3400
ngudi tai 12 thanh phd 1ém & Viét Nam,
cho thiy c6 ba hoat ddng ndi bat nhit 13

Hon phan nira mau nghién citu tra 10i ho
khéng tin tudng vao mua sim truc tuyén.
Nhu vdy, mét trong nhitng 1y do thuong
mai dién tir vAn chua phat trién manh &
Viét Nam la ngudi tiéu ding chua di tin
trémg vao hinh thitc mua sam hién dai, noi
mé con ngudi khang tiép xbc truc tiép voi
ngudi ban v san phim.

doc tin tirc (95%), nghe nhac (77%), tim
thong tin cho hoc tip va lam viéc (68%),
trong khi d6 mua sim/dau gia chi chiém
24%. Vi sao nguoi ti€éu dung Viét Nam
véan chua manh dan mua sim trén mang?

! Trudng Dai hoc Mo Tp. HCM.
i Céng ty TNHH Thuc Phdm Tan Viét Nhit.

Bit ky loai hinh kinh doanh nio ciing
14y bao vé ngudi tiéu ding lam mau chét,
trong giao dich tryc tuyén thi niém tin ciia
ngudi tiéu ding cang 1 mot van dé séng
con. Céc san giao dich thuong mai dién tir
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ciing khuyén khich nhiéu loai hinh thanh
toan d¢am bao an toan, tuy nhién chinh ban
than ngudi tigu ding 14 nhan t6 quan trong
nhit dé dam bao an toan va quyén loi cla
chinh minh trong giao dich dién tir. Muc
dich ctia nghién ciru nay 12 diéu tra nhing
yéu td anh huéng dén niém tin va thai 4o
ctia ngudi tiéu ding trong mua sim trén
mang, tir d6 goi ¥ cdc giai phdp cho nha
quan trji cac cira hang truc tuyén trong vigc
xdy dung niém tin cta nguai tidu ding déi
v6i throng mai dién tir.

2. LY THUYET VA GIATHUYET
NGHIEN CUU

.Niém tin 13 nhitng ¥ nghia cu thé
ma con ngudi ¢o dugce vé mot su vat hay
mot van dé ndo d6. Niém tin d6i khi dua
vao cam xUc, d6i khi khong dua trén cdm
xUc con nguoi va anh huéng téi hanh vi
clia ngudi tiéu ding. Niém tin 12 mot
trang thai tdm 1y bao goém nhitng ¥ dinh
dé chap nhén tinh trang dé bi tén thuong
dua trén ky vong tich cuc cua nhiing
y dinh hodc hanh vi cha nguoi khac
(Rousseau & cac cong su, 1998). Tom
lai niém tin d6i khi dua vao cam xuc cla
con nguol, doi khi ¢6 dugc tir sy trong
tac véi cac yéu td bén ngoai.

Niém tin 12 mdt thanh phin quan
trong trong viéc xay dung t&t mdi quan hé
gifta ngudi mua va ngudi ban. Diéu nay
cang quan trong hon trong méi truong
truc tuyén. Béin chit ciia niém tin trong
mdi trudng kinh doanh trure tuyén so véi
nidm tin trong kinh doanh truyén théng
khéc nhau véi hai Iy do. Thir nhét, ngudi
mua va nguoi ban khoéng gap mat nhau
tryc tiép, san phdm khong s, nhin thiy
dugc nén phai déi mat voi rii ro nhiéu
hon. Mot mirc d6 cao hon la sy khong
chic chin vé& céc clra hang kinh doanh
truc tuyén cé thé din dén mot su tin
tuéong mo ho. Thr hai, ¢6 mot sé yéu 16
rii ro von cé trong cac giao dich trirc
tuyén ma trong cac tinh huéng mua sim

truyén thong khong cé nhu cac théng tin
nhay cam c6 thé bi tiét 1o (s thé tin dung,
thdng tin ¢4 nhan, v.v...) hay rdi ro trong
thanh toan truc tuyén. Vi thé ngudi tiéu
ding ¢ ngai trong viéc cung cip théng tin
c4 nhan trén Internet boi vi ho khong chéc
chin vé nhirng gi xay ra v4i ho mot khi ho
di cung cép thong tin riéng tu.

Nhur vy, niém tin trong mua sam
truc tuyén thé hién thong qua su yén tim
vd ¢6 thé tin cdy duogc khi mua sdm tai
website. Khach hang tin ring website trirc
tuyén sé& gift dang 1oi hira nhitng gi ho
hira. Theo Jarvenpaa va Tractinsky (2000),
ngudi tieu dung cé kha ndng tin tudng vao
website truc tuyén néu ngudi tiéu ding
cam nhén cong ty dé ¢cé quy mé 1én, danh
tiéng tét, website d& str dung va kiém soat
an toan tdt.

Nhan thire lién quan dén vin d& bao
mét thong tin trén Internet khong cao thi
dan dén nhimg suy nghi tiéu cuc cta ngudi
tiéu duong khi tham gia vao céac mdi quan
hé truc tuyén vGi cac website mua ban truc
tuyén (Hoffman & cac cong su, 1999).

Lu (2009) d3 chi ra mot s6 cac yéu
t5 khac do luomg niém tin ctia khach hang
trire tuyén nhu tinh trung thue, dao dirc
va nang luc cua cong ty trong viéc cung
cdp san phdm/dich vu. P& ning cao su tin
trdng vao kinh doanh trire tuyén, cac trang
web kinh doanh truc tuyén phai an toan va
¢6 giao dién dic trung, hiéu qua va sin
sang dap (mg nhu ciu khach hang.

Cheung va Lee (2000) cho rang yéun
tb tac dong tir midi trromg bén ngoai nhu
chirng thyc chia bén thir ba va khung phap
Iy ciing anh huéng t6i niém tin cia nguoi
tiéu ding trong mua sam truc tuyén. Ngoai
ra, nhém tham khao nhu vy kién coa gia

- dinh, ngudi than, ban bé, va ddng nghiép

vé trai nghiém mua sdm ciia ho trén mang
c¢é anh huong truc tiép hay gian tiép dén
niém tin va thai d cta khach hang méi
(Kotler, 2010}.
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Cubi cing, cac théng tin' vé san
pham/dich vu, chat luong san pham/dich
vu va thuong hiéu ciia san pham/dich
vu trén website ¢6 anh hudng t&i niém
tin khach hang (Turban and Lee, 2001).
Théng tin vé chat lugng san phim/dich vu
trén website ro rang va co thé kiém chimg
dugc mang lai cdm gidc yén tdm cho nguoi
mua tiém nang.

Tém lai cac yéu t§ anh hudng t6i
niém tin khich hang trong mua sim truc
tuyén bao gém: gia tri san phim/dich vu,
qui mé va danh tiéng ctia website (tinh d&
str dung, tinh bdo mét, tinh trung thuc, dao
dirc cla ngudi ban), sur xic nhan ciia bén
thtr ba, khung phap ly, va ¥ kién ciia nhiing
ngudoi xung quanh, '

Theo Fishbein & Ajzen (1975) dua
ra Iy thuyét da thudc tinh cia thai do va
duoc sit dung phd bién trong nghién ciru
hanh vi nguéi tidu ding. Theo 1y thuyét
nay thi thai 4o ddi voi mét thuong hiéu X
nao d6 duge biéu hién nhu sau:

=ibe
i=1

Trong 46 A, 14 thai d6 cua ngudi ticu
ding déi véi thuong hi¢u X, b 13 niém tin
cita ho dbi véi thude tinh i cua thmmg hiéu
X, ¢, la danh gia cia ho v& thudc tinh i va
nla sb hmng thuge tlnh Thong qua cong
thire trén, thiy duge mbi quan hé giira niém
tin va thai d¢ theo chidu huéng thudn, tic
14 thai d6 ctia ngudi tiéu ding tich cuc hay
tiéu cure, t6t hay x4u la phu thude vao niém
tin cia ctia ho cao hay thip.

Thai d6 trong mua sim truc tuyén
thé hién & dang cam xtc nhu ghi nhg va
thich website d6. Ngoai ra né con thé hién
¢ xu hudng hanh vi tire 1a néi 1én xu hudng
cuia nguoi tiéu diung sé thire hién mdt hanh
dong cu thé nhu mua san pham/dich vu khi
¢6 nhu cdu, gidi thiéu ban beé va ngudi thén.

Dua trén co s& ly thuyét trén, bén gia
thuyét nghién ciru duoc dé nghi la:

HI: Nhan thirc ctia nguoi ti€u dung
vé danh tleng clla ctra hang truc tuyen
cang tot thi niém tin cfia ho trong mua sam
truc tuyen cang cao.

H2:'Nhan thirc clia nguoi tiéu ding
vé san pham/dlch vu clia ctra hang truc
tuyen cang tt th1 niém tin cua ngudi tiéu
dung trong mua sim trure tuyen cang cao.

H3: Tac dong bén ngoai dén nhén
thuc cda ngudi tiéu diing cang tich cuc thi

niém tin ctia ho frong mua sam truc tuyen
cang cao.

H4: Niém tin nguoi tiéu ding trong

mua sim tryrc tuyen cang cao thi thai d ciia
ho trong mua sam truc tuyén cang tich cuc.

3. PHUONG PHAPNGHIEN CUU

Cudc khao sat dinh lugng gf“)m 2
budc: nghién cu thim do (n=30) va
nghién ctru chinh thirc (n=200) da duogc
tién hanh. Nghién ctru thim do nham diéu
chinh thang do va dua ra thang do chinh
thirc, hoan thién bang céu hoi dé thuc hién
nghién clru dinh lugng. Phuong phap chon
mau thuén tién duge ding dé tiép can 220
dap vién. Hai muoi bang tra 11 khong dat
yéu ciu chit luvgng thdng tin bj loai ra, cudi
cung 200 bang hiru dung duogc dua vao xir
ly. Phuong phép xi Iy d@ liéu gdbm théng
ké md ta, kiém dinh thang do Cronbach’s
Alpha, phan tich nhan t§ EFA, phﬁn tich
quan hé twong quan, phan tich héi qui da
bién, don bién véi phan mém SPSS.

_ Noi dung bang cau hoi bao goxp hai
phén chinh. Phan I gém 21 phat biéu do
lwong nhén thire cla ngudi tiéu ding doi
v(i danh tiéng clia websile, sin phdm/dich
vu clia website, tdc dong bén ngoai, niém
tin mua sim truc tuyén va thai do ciia ngudi
mua. Mdi phat biéu duge do luong dua
trén thang do Likert gdm 5 muc tir hoan
toan khéng déng ¥ dén hoan toan déng
y. Phin IT gdm céc cdu héi lién quan ti
théng tin ca nhéan cia ngudi tra 161 nhu dic
diém ca nhan, thoi quen st dung internet,
va cac website thuong xuyén truy cép.
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4. KET QUA NGHIEN CUU

Ddc diém mdu nghién ctru

MAu nghién ctru bao gbm 47,5% nam
va 52,5% nit. Mau nghién ctru dai dién cho
ngudi tiéu dung 1am vi€c ¢ cac nganhn ghé
khac nhau nhu nhan vién van phong chiém
43.5%, kinh doanh 23,5%, hoc sinh-sinh
vién 15,0%, nhédn vién k¥ thuit 13,5% va
giang vién 4,5%. Thu nhdp cda dap vién
trong mau & mirc trung binh khé, trong do
45,5% thu nhap dudi 5 triéu, 34% thu nhap
tir 5 dén 8 triéu, chi c6 6,0% thu nhap tr 11
triéu trdr 1€n.

- Thoi quen s dung Internet

Dap vién rét thuong xuyén st dung
Internet, 83% trong $0 ho truy cép Internet
m&i ngay, mirc 46 vai lan trong tudn
chiém 15,5%. Hon 70% d4ap vién s& dung
Intemnet trén 5 nam, 26,5 % sir dung tir 3
dén 5 nam.

V& thoi luong sir dung Internet trong
mot tudn, c6 80% ngudi st dung Internet
5 gid/ngay, 10,5% dap vién truy cdp tir 3
dén 5 gio/ngay. Noi truy cdp tai nha chiém
78,5%, tai co quan lam viéc 75,5%, tai
quan ca phé c6 Internet chiém 33,5% va
tai truong hoc 1a 12,5%.

Laptop la phuong tién thong dung
nhat dung truy cép Internet. Co 76% dép
vién truy cap bang laptop va 60% bang
mady tinh ban. Di¢n thoai di dong la hinh
thitc méi dé truy cip Internet chiém 29,5%.

Muc dich truy cdp Internet

Hinh 1 trinh bay cac hoat dong thudng
xuyén nhat trén Internet. P9 la hoat dong
tim kiém san phim chiém 100%, ké dén
1a doc tin tirc (86%) va dung email (75%).
Céc website ndo ma nguoi ti€u dung
thudmg xuyén truy cdp c6 vatgia.com,
nhommua.com, muachung.vn, hotdeal.vn,
chodientu.vn, thegioididong.com, v.v...

Hinh 1. Cic website thing dung dwogc khich hang tham viéng.

25%
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20%
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10%
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Két qua kiém dinh thang do va hiéu
chinh mo hinh

Cac két qua thu duge tir d0 tin cdy
Cronbach’s Alpha va phén tich nhéin td
kham pha EFA cho thiy thang do cac khai

niém nghién ciu déu dat yéu chu vé gié
tri va do tin cdy (Bang 1). Tét ca cac blen
quan sat déu duoc chip nhan voi hé sb tai
nhén t6 16m hon 0,50.
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Bang 1. Két gua phén tich nhén t6 va dd tin ciy.

Thanh phin

quan sat

S6 bién Cronbach

Alpha

Phwong sai
trich (%)

Danh tiéng website (DT); Website dugc
nhiéu ngudi biét; trung thue; giao dién
thin thién; d& str dung, théng tin cia
khach hang dugc bao mit; hinh thirc
thanh toan tién lgi va an toan.

8 0,935 44,801

San pham/dich vu website (SP):

Théng tin vé san phdm/dich vu 18 rang;
nhiéu loai phong phu; thuong hidu san
pham ¢6 tin nhiém; giao hang mién phi.

4 0,848 15,490

Téc dong bén ngoai (BN):

Chirng thuc coa bén tha ba; bang danh
gi4 xép hang cia khéch hang da mua; 16
truyén miéng cla ngudi than, ban bé vé
websilte.

3 0,983 14,116

Niém tin (NT):
Yén tdm; tin cdy va tin tudng vao viéc
gift ding 1o1 hira cua website.

3 0,994 98,789

Thai 46 (TD):

Thich thi va ghi nhé website; du dinh
mua tai website khi c6 nhu clu; gioi
thiéu website cho ngudi khac.

4 0,986 95,922

K&t qua phdn tich héi qui

Bang 2 cho thAy mé hinh héi qui
tuyén tinh boi 1a phi hgp vai tap dit liéu
(R? diéu chinh = 0,504). Cac bién doc lap
giai thich 50,4% bién phu thude. Hai bién
doc lap DT va SP cd hé sb beta chudn hoa
14 0,120 va 0,653 véi mire y nghia nhé hon
0,05; chi riéng hé s beta ctia bién BN 1a
0,048 c6 muc y nghia 1on hon 0,05. Cac
hé s6 nay cho thdy tdm quan trong turong
dbi cua cac bién doc 1ap DT, SP, BN khi
ching cung mét lie duge dua vao mo hinh

giai thich cho bién phu thudc NT. Hé s6
twong quan timg phan dao dong tir 0,068
dén 0,653 g6p phdn 1am hiéu o hon tAm
quan trong cita timg bién khi ching dugc
str dung chung véi cac bién khéc trong md
hinh. Két qua cho thdy cdc bién anh huong
t61 niém tin (NT) gém nhén thirc vé san
phim/dich vu ciia website (SP), va nhin
thirc vé danh tiéng website (DT). Bién tac
dong bén ngoai (BN) khong ¢6 anh hudng
dang k& dén nidm tin ngudi tiéu ding trong
mua sim tryre tuyén (NT).
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Bang 2. Két qua phén tich héi qui bi
R R Square R2didu chinh | Sai lgch chuin | Durbin-Watson
0,715 0.511 0,504 ©0,704295 1,672
o) ‘
H:.g 50 Pa chng tuyén
chuan héa | p yimg | Giatri | Mirc y
Mo hinh ha ) hi
phan t nghia .| Hé s phong dai
Beta Dung sai ) S
phwrong sai
o 210,566 | 0,000
(Hang s0)
DT 0,120 0,156 2,207 | 0,028 0,845 1,183
SP 0,653 0,653 | 12,057 | 0,000 | 0,850 1,177
BN ,
0,048 0,068 | 0,958 | 0,339 0,980 1,021
Bién phu thuée: Niém tin trbng mua sim truc tuyén (NT)

Bang 2 va 3 cho thiy tit ci gia tri
dung sai déu 16n hon 0,8; cic gia tri VIF
tir 1,021 dén 1,183 déu nho hon 10, cac
chi s& didu kién tir 1,000 t6i 16,264 cho ta

khang dinh rang hién tuong da cong tuyén
khong la van dé trim trong dbi voi cac
bién diing trong du bac md hinh hdi qui
bdi cua nghién clu nay.

Biang 3. P4nh gia gia tri Eigenvalue va chi sé diéu kién

M4 hinh Gi4 trj Eigenvalue Chi s6 diéu kién
1 3,914 1,000
Nidm tin labién | 0,045 9,342
prathde 1 0,026 12,249
4 0,015 16,264

Gia tri t va mue y nghia trong két qua
phan tich hdi qui bi xac dinh yéu té nhén
thitc vé danh tiéng website va gia tri san
pham/dlch vu cia website co moi quan hé
v&l ni€m tin trong mua sim truc tuyen
Nhur vy gia thuyét H1 va H2 duoc chip
nhin. Riéng gia thuyét H3 khong duoc
chip nhdn vi p>0,05.

Bang 4 cho thdy R? diéu chinh
1a 0,367, hé sb beta chudn hoa = 0,60,
p<0,001 thé hién mdi quan hé tuyén tinh
giita niém tin va thai d4. Niém tin cia
ngudi tiéu dung vai cac website trire tuyén
cang cao thi thai d6 huéng dén viéc mua
sam trén mang cua ho cang rd rét. Do do,
gia thuyét H4 duoc chip nhén.
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Bang 4. Két qua phan tich hdi qui don

M& hinh 11§ 56 khéng HE 5o
R? didu chinh = 0,367 chuan héa chuin héa | G4 Mite ¢ nehia
F =116,487 - trit | LCYTE
e B Sai lech Bet ;
Giatri F = 0,000 chuin eta
C _7,733E-16| 0,056 0,000 1,000
(Hing s6)
Niém tin 0609 | 0056 | 0609 10,793 0,000
Bién phu thude: Thdi dé trong mua sdm truec tuyén

5. KET LUAN VA GOI Y GIAI

PHAP QUANLY

Két lu@in

Déng g6p chinh clia nghién clru ny
la phat hién ra hai yéu t6 chu yéu tac dong
dén nlem tin ngum tiéu dung trong viéc
mua sim trire tuyén, dé 12 gid tri san pham/
dich vu duge ban trén cira hang truc tuyén
va danh tiéng ctia cira hang d6. Trong mai
truomg thuong mai dién tir méi nbi & Viét
Nam, khi co s& ha téng vé cong nghé va
luat phap llen quan den thuong mai dién to
connon yéu thi yéu t& bén ngoai nhu chimg
thue cua bén thir ba (vi du nhu trustvn.org.
vn) hay ¥ kién ngudi khac khong co tac
dong ding ké. Niém tin cua khich hang
dua vao chinh kién thirc va kinh nghiém
ciia ho va khéng bi tic déng nhiéu bai ¥
kién clia nhitng ngudi than, ban bé va dong
nghi¢p. Két qua nghién ciru cling khing
dinh mdi quan hé chat ché giita niém tin va
théi do trong méi truémg truc tuyén. Khi
khéach hang cé niém tin vao mdt website
thi thai do cua ho dbi véi website d6 sé&
tich cuc hon, nghia 14 khach hang s¢ thich
va ghi nhd website ma ho tin tuong, tir dé
din dén hanh vi mua san phim/dich vu
trén website khi c6 nhu cu hoic s& giéi
thidu v6i ngudi khac vé website d6.

Cdc ham y vé quin by

Két qua nghién ciru dwa ra cac goi y
giai phap danh cho cac nha quan tri kinh

doanh cac cira hang truc tuyén nhim xay
dung niém tin cta khach hang:

Xdy dung danh tiéng website

Két qua nghién ciru cho thiy c6 méi
lién hé dang ké gitra nhan thite chung cia
ngudi tiéu dung vé danh tiéng cira hang
trirc tuyén va niém tin ctia ho vio viéc mua
sim truc tuyén. Vi vy, cong ty cin quing
céo cho ctra hang minh mét cach hiéu qua
thong qua cic hinh thirc ban tin dién tr co
dinh hudng, cac quang cdo banners trén
cac bao dién to va quang cdo thong qua
cac tir khoa (keywords) trén cac website
tim kiém nhit Google Ads hogc giri duong
link trang website tdi cac dia chi e-mail.
Ngoai ra, ¢ tiéng lanh dbn xa vé tinh trung
thire clia cira hang truc tuyén nha quan tri
nén chi ¥ thdng nhét gifra 11 ndi va hanh
déng cua cira hang trong viéc quang ba san
phém va phuc vu khach hang sau dé.

Thiét ké giao dién website hdp dén

Nghién ciru cling chi ra ring giao
dién website ¢6 mébi lién hé chat ché trong
viéc tao ra niém tin khach hang. Trong do
giao dién vé mot website phai ro rang, dé
hi€u, hinh 4nh than thién. D¢ lam dugce
diéu nay, website can phai sip xép co ciu
hang hoéa dua trén cdch thic mua hang cua
khéch. Website khéng nén nhdi nhét qua
nhiéu biéu trong, 101 quang céo, mau sic
hinh anh san phdm khdng pht hop, tép tin
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am thanh hon dén trén trang website sé
khién khach hang béi rdi, mit kién nhin
d& tim kiém mon hang minh cin. Hon
thé nita, thao tac truy cap website ciing
rit quan trong, phdi lam sao cho khach
hang dé sir dung, khong qua phuc tap khi
muon xem thong tin chung vé website hay
vé san phdm. Tdc do hién thi hinh anh va
thong tin phdn anh su chuyén nghiép cla
website, nén cic nha quan tri can dau tu
dting mtrc vé cong nghé dé dam bao dudong
truyén va co s¢ dir liéu dap Umg durgc nhu
cau khai thac thong tin va tuong tac cia
khich hang. Website cin thuong xuyén
dugc cdp nhat thong tin vé san phim; bd
cuc va trang tri giao dién website nén dugce
thay di theo mia hay sur kién dé ching to
1a website ludn sinh déng, méi mé va ludn
quan tam dén thi hiéu ctia khach hang.

Bao ddam sw an toan trong giao dich -

Bao mét thong tin va an toan trong
thanh toan ciing 1a nhlmg yeu t6 khéch
hang dac biét quan tim néu mudn tao niém
tin noi khach hang. Vi thé, cac website mua
ban truc tuyén cin phai tuyét déi bao mat
thong tin va dam bao an toan thanh toin
cho khéch hang. D& 1am dugc didu nay, céc
website nén thuc hién cédc hinh thire thanh
todn qua thé tin dung visa, mastercard sir
dung trinh ing dung thanh toén c6 uy tin
trén truong qubc té nhu verisign.com.
Cira hang truc tuyén c6 thé lién két vai
c4c trung gian thanh todn c6 uy tin nhu
nganluong.vn, payoo.com, paypal.com, dé
tang tinh thuén tién va an toan cho khach
hang. Ngoai ra, do théi quen sir dung tién
mit cila dai da s& ngurdi dan Viét Nam nén
cira hang truc tuyén ciing nén duy tri hinh
thiic thanh toan COD (nhan tién khi giao
hang) tao su quen thudc, thodi mai cho
khéch hang.

Ndng cao gid tri san pham/dich vu
frén website

Theo két qua nghién ciru thi nhan té
nay anh huéng manh nhét trong viéc tao
ra niém tin noi khach hang trong mua sém

triuc tuyén, cu thé nhan td bao gom théng
tin vé phdm cdp san phim, thuong hiéu,
ddc tinh k¥ thuat, gia ca, khuyén mai va
dich vu di kém. Péi véi cac san pham vat
chat clra -hang nen trinh bay hinh anh bét
mét, mé ta chi tiét moi thong tin lién quan
dén viéc mua va s& hiru mdt san pham
nham gitp khach hang tu tin ra quyét dinh
mua hang ngay trén mang ma khong can
truc tiép so, ngi, thiy... san pham béi véi
c4c san pham sb héa (phin mém, tro choi,
ban nhac...), cira hang truc tuyén nén co
mot bang demo huéng dan cic tinh ning
can thiét hodic cho ding thir trong mot thoi
gian dé khach hang trai nghi¢m va quyet
dinh mua, Nhu vdy, théng tin vé san phm
mmh bach va ludn dugc cap nhdt 1a chuyén
cén thiét pha1 lam, gidp khach hang nhin
biét san phdm ma ho quan tim, so sanh gia
ca giita cac thuong hiéu, am hiéu lgi ich
clia viéc mua trén cira hang truc tuyén tir
d6 din dén quyét dinh mua v tranh cac
khiéu nai vé sau vi thong tin mip mo. Dé
lam dugc nhu véy, khi tao ra mdt trang
web mo 1a san pham, cong ty nén tham
khao nguyén tic SW3H dé c6 mdt trang
san pham diy ¢ théng tin (What: tén san
phidm, Who: nguéi mua, Where: & trang
web nao, When: thii diém nao, khi nao ¢
thé mua, Why: tai sao nén mua va nhiing
loi ich cla san pham, How: cach thirc sir
dung, How to: cach ban va giao hang thé
nao, How much: mirc gia bao nhiéu).

Hon nira, sy da dang va phong phii vé
chiing loai san phém/dichvu trén website
cling nén duge quan tdm vi n6 tao ra sy ra
thich khach hang khi mua sim hang héa
truc tuyén tir do gia tang thém niém tin cha
ho. Cac website can tang cudng quan hé
hop tac véi cac ddi tac trong va ngoai nudce
dé da dang hoéa cac mit hang nham dap
g t6i da cdc nhu cau ciia khich hang,

Dich vu chdam séc khdch hang

Yéu t dich vu khach hang bao gbm
tra 101 thic mic, khiu nai hay hoan tr,
doi lai hang khi san phdm khéng dat yéu
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cdu. Diéu nay rit quan trong trong viéc
tang thém niém tin cho khach hang. Cac
website cin dua ra chinh sach hoan tra san
pham 15 rang trén trang web. Chuyén muc
tra 101 tw dong hay trd 161 qua duong day
néng can dugce thuc hién nghiém tic thé
hién trach nhiém cia ngudi ban déi véi
nguoi mua. Bén canh do, dam bao chit
lugng dich vy ban hang truc tuyén ma
trong do chét lugng cua dich vy giao nhan
hang mlen phi 1a mot yeu t6 quan trong
tao ra niém tin cta khach hang. D& dam
bao chét lugng giao hang trong kénh truc
tuyén, cong ty c6 thé: Mot 13, tu td chirc
viéc giao hang. Khi tham gia mua hang tryc
tuyén, khéch hang thuomg c6 yéu ciu phai
giao hang tdn nha. Khdng chi cic cira hang
trire tuyén ma céc siéu thi truyén théng
cling ludn gidp kho khan trong viéc ndy vi

chi phi xdy dung va quan ly d6i ngil giao
hang kha tén kém va phire tap. D€ ddm bao
viéc giao nhan hang hiéu qué, diu tién cac
doanh nghiép phai ting cudng sé hoa viée
trao ddi-thdng tin gifra cac bd phin trong
cOng ty, tir khau tiép nhan dom hang, xir ly
don hang, bao cao tinh trang hang héa dén
khdu giao hang cho khach. Cin han ché téi
da viéc trao ddi thong tin bang glay tor theo
cach truyen théng. Ké dén, cong ty cin
khai thac t6i da va hiéu qua co s& vat chét
hién hiru. Néu cong ty dd c6 mot hé thong
nhidu kho hang & nhiéu dia diém thi phai
thiét 14p hé théng thong tin sao cho théng
tin don hang cua khach s& tir dong chay vé
kho hing gan nhét (dwa trén dia chi giao
hang cuia khach). Hai 14, str dung mot phin
hodc todn b dich vu giao hang tir dbi tac
thir ba néu khach hang & xa.
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