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Tém tat: Nghién ctru ndy nhim muc dich kham phé cac nhén t6 tac dong 1én y dinh mua
sam tryc tuyén ciia nguoi tiéu ding tai Tp.HCM; cac nhan té nay bao gom rui ro tai chinh,
rdi ro san phém, i ro an toan, rui ro thoi gian, rdi ro xa hdi, rui ro tdm 1y va rudi ro giao
hang. Nghién ctru dugc thyc hién thong qua hai bude chinh do6 14 nghién ctru so b (nghién
ctru dinh tinh) va nghién ctru chinh thirc (nghién ctru dinh lugng). Nghién ctru dinh tinh
dugc thyc hién thong qua phong van tryc tiép 5 nguoi tiéu dung da mua sim truc tuyén
hién dang sinh séng/lém viéc tai Tp.HCM. Nghién ctru dinh Iugng duoc thuc hién thong
qua hinh thirc phong van bang phiéu khao sat. Dya trén 285 mau hop 18 thu thap duoc; két
qua danh gia do tin cay cho thdy 7 thang do vdi 31 bién quan sat déu c6 hé s6 Cronbach’s
Alpha 16n hon 0,7; két qua phén tich nhan t6 kham pha cho thdy c6 7 nhan t6 duoc trich ra
v6i 27 bién quan sat va két qua phan tich hdi quy boi cho thiy ca 7 gia thuyét déu dugc
ting ho & muc ¥ nghia 5%. Trong diéu kién gi¢i han vé ngudn lyc va thoi gian, nghién ctru
nay di khong tranh khoi mot s6 han ché nhat dinh, d6 13 sir dung phuong phép 1y miu
thuén tién va chi méi thuc hién & khu vuc Tp.HCM. Tuy nhién, voi két qua dat duoc,
nghién ctru nay co thé gitp cho cac nha quan Iy cia cac trang thuong mai dién tr hiéu rd
hon céc nhén t6 rii ro c6 anh huong dén y dinh mua sim ciia nguoi tidu dung; dé qua do,
céc trang thuong mai dién tir co cac chién luoc kinh doanh hiéu qua hon va nang cao ning
Iuc canh tranh.

Tir khéa: nguoi tiéu ding; mua sim truc tuyén; rui ro.

Abstract: This study aims to explore the factors that influence consumers' online shopping
intentions in Ho Chi Minh City; these factors include financial risk, product risk, safety
risk, time risk, social risk, psychological risk and delivery risk. Research is carried out
through two main steps: preliminary research (qualitative research) and formal research
(quantitative research). Qualitative research was conducted through face-to-face interviews
with 5 consumers who have shopped online who are currently living/working in Ho Chi
Minh City. Hem. Quantitative research is conducted through questionnaire interviews.
Based on 285 valid samples collected; the reliability assessment results showed that seven
scales with 31 observed variables all had Cronbach's Alpha coefficient greater than 0.7; the
discovery factor analysis results showed that 7 factors were extracted with 27 observed
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variables, and the results of the multiple regression analysis showed that all 7 hypotheses

were supported at a meaningful level of 5%. In terms of limited resources and time, this

study was not immune to certain limitations, namely using a convenient sampling method
and only conducted in the Ho Chi Minh City area. However, with the results achieved, this

research can help managers of e-commerce sites better understand the risk factors that
affect consumers' shopping intentions; thereby, e-commerce sites have more effective

business strategies and improve competitiveness.

Keywords: buzzing consumers; online shopping; risk.

1. Giéi thi¢u

Trong thoi dai cong nghé, viéc mua
hang trén cac trang web, trén céc trang
giao dich dién tir khong con 1a diéu xa
la v6i da s6 nguoi tiéu ding. Chi can
ng(‘A)i mot chd, thong qua cac thiét bi dién
tir thong minh, nguoi tiéu ding c6 thé
tim kiém moi mat hang ho can va chi
can mot vai thao tac thi sin pham s&
duoc chuyén dén tan tay cua ho qua hé
thong van chuyén.

Theo béo céo vé chi sb thuong mai dién
tor Viét Nam dugc thuc hién bdi Hiép
héi Thuong mai dién t&¢ Viét Nam
(VECOM) cho hay, tc do tang truong
thuong mai dién tir dugc danh gia tiép
tuc & mirc cao. Trong do, tbe do tang
trudng trong mot s6 linh vuc cu thé rat
ngoan muc, nhat 1a d6i véi linh vuc ban
1 tryc tuyén (Ha Minh, 2019). Theo bao
cdo, chi sb thuong mai dién tr 2021 do
Cong ty e-logistics Ninja Van hop tac
DPD group cong bd, Viét Nam dang dén
dau doanh s ¢ thi trudng Dong Nam A.
Cu thé, doanh s6 mua hang ciia nguoi
dung Viét Nam dat s6 diém 104, ding
dau khu vuc Pong Nam A, bo xa qudc
gia thtr hai 1a Thai Lan (75), trong khi
chi sb trung binh ctia khu vice chi ¢6 66.
S6 luong buu kién trung binh nguoi
dung Viét Nam nhén duoc trong thang

150

cling ding dau khu vyc Dong Nam A
cung voi Malaysia voi 7,1 buu kién.
Théi Lan dung thir hai véi 6,8 buu kién
va Indonesia diing ba véi 6,5 buu kién.
Luong buu kién trung binh trong khu
vuc chi la 6,5. Cling theo bdo cdo, tir khi
dai dich COVID-19 bung phat hai nam
vé trude (2019 - 2021), s6 luong khach
hang mua sam truc tuyén tai khu vuc
Pong Nam A di ting thém khoang 70
triéu nguoi. Con sb nay du kién tiép tuc
leo thang dén khoang 380 tri¢u ngudi
vao nim 2026. Con s6 nay cho thiy Viét
Nam dang 1a mdt thi truong ban 1€ truc
tuyén c6 toc do ting trudng thudc loai
nhanh nhét trong khu vuc Pong Nam A
(Ha Minh, 2019).

Tuy nhién, bén canh nhiing tién lgi hi¢n
c6 thi chua bao gio viéc mua sdm truc
tuyén lai chira nhiéu rai ro nhu hién nay.
Theo sb liéu cua Cuc Quén ly canh
tranh thuoc B Cong Thuong thi tinh
trang vi pham quyén lgi ngudi tidu ding
trong hinh thirc mua sim tryc tuyén dién
ra kha thuong xuyén. Cac van dé dién
hinh bi phan &nh, khiéu nai tap trung vao
cac van dé nhu: Giao sai san pham hoic
san pham c6 thong s6 ky thuat khac so
vOi quang cdo trén website/trng dung,
giao hang cham, giao thiéu hang khuyén
mai, giao hang hong nhung khong thu



Pham Xuan Kién, Tran Quéc Théng, Tran Thi Xuan Chau, Nguyén Thi My Linh

hoi lai, thong tin sai gia, huy don hang
khong 1y do, san phiam khong c6 nhin
mac hay nhin ghi san xuit tai Trung
Qudc mic du quang cao la hang My,
hang Nhat, khong cung cip hoa don,...
(Ha Minh, 2019).

Hién nay, trén thi truong Viét Nam da
hinh thanh nhiéu don vi cung cp hang
tryc tuyén c6 thwong hiéu va uy tin nhu
Lazada, Sendo, Shopee, Tiki,... Pay la
nhiing trang thuong mai dién tir dugc
danh gia c6 uy tin trén thi truong, tuy
nhién du cac trang nay cho biét da tng
dung cong nghé trén nén tang tri tué
nhan tao, dir liéu 16n dé sang loc, phat
hién va loai bo cac san phérn kém chét
luong, nhung tinh trang ngudi mua hang
bi Itra hay truc loi van xdy ra (Nhu Binh,
2020). Theo Ariff va ctv (2014) da
chimg minh rang nhiing rai ro cam nhan
clia nguoi tiéu dung dbi voi mua sam
tryc tuyén da tro thanh mot vin dé quan
trong ddi vi n6 s& anh hudng truc tiép
dén thai do ctia ngudi tiéu ding ddi vai
mua sam truc tuyén va thai do cua ho s€
6 tac dong dang ké dén hanh vi mua
sam truc tuyén. Nhu vay, van dé dit ra
hién nay la viéc xac dinh céc rui ro nao
¢6 anh huong dén hanh vi mua sam cia
ngudi tiéu dung hién nay 14 rat can thiét
trong bdi canh thuong mai dién tir & Viét
Nam, nham gitp cac nha quan 1y cua
trang thuong mai dién tor & Viét Nam
hiéu 16 dugc nhimng nhan t6 rui ro nao
co tac dong dén hanh vi mua sdm truc
tuyén cua ngudi tiéu dung, dé tir d6 co
céc giai phap nhim ngan chin va bao vé
ngudi tiéu ding nhim ning cao ning
luc canh tranh; vi vdy, nghién ctru “Tac
dong cua cac nhén td rii ro 1én y dinh

mua sam tryc tuyén ciia ngudi tiéu ding
Vi¢t Nam: Mot nghién ctru tai Tp. Hb
Chi Minh” dugc hinh thanh.

2. Co sé ly thuyét

Thwong mai dién tir: Thuong mai dién
tor lién quan té1 viée su dung mang
internet va cac mang khac dé mua, ban,
van chuyén, hoac kinh doanh dir liéu,
hang hda, hoac dich vu (Turban va ctv,
2018). Theo Kalakota va Whinston
(1997) thi thuong mai dién tur la qua
trinh mua, ban va trao d6i san phém,
dich vu va thong tin thong qua hé thong
may tinh trén nén tang Internet.

Mua sim truc tuyén: Mua sam tryc
tuyén 1a mot cach cho phép ngudi mua
c¢6 thé mua hang hoa dich vu thong qua
mang internet (Ting-Peng va Hung-
Jeng, 2000). Mua sam truc tuyén la mot
hinh thirc mua sam wu tién di véi nguoi
tiéu dung khi ma internet tr¢ thanh mot
cong cu thiét yéu dé giao tiép va kinh
doanh trén toan thé gidi (Ariffin va ctv,
2018).

Rii ro trong mua sim truc tuyén:
Schierz va ctv (2010) cho rang rai ro
cam nhén 1a sy ky vong vé ton that. Ky
vong vé ton that cang 16n thi mirc d6 rui
ro ma nguoi tiéu dung cdm nhan sé cang
cao. Laroche va ctv (2005) da dinh
nghia rii ro cam nhén 1 nhimng dau hiéu
tiéu cuc vé két qua khong thé dy doan
trude va co thé thay doi tir cac san pham
da mua. Trong khi do, Ko va ctv (2004)
da dinh nghia khai niém rti ro cdm nhan
1a nhén thirc ctia nguoi tiéu dung vé két
qué thay doi va trai nguoc cua viéc mua
san ph'fim hodc dich vu. Khai niém nay
bao gém hai nhan t, d6 1a su thiéu
quyét doan va hau qua. Sy thiéu quyét
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doan dugc xac dinh 1a xac suat cua két
qud khong thuan lgi va hau qua dugc
xac dinh 14 tim quan trong ctia ton that
(Laroche va ctv, 2005). Kim va ctv
(2003) da chimg minh thém rang niém
tin ciia nguoi tidu dung vao cac két qua
c¢6 thé thay d6i dugc xuat phat tir cac
giao dich mua sim tryc tuyén.

Ruii ro tai chinh: Rui ro tai chinh duoc
dinh nghia 1a kha ndng mot ngudi mua
sdm truc tuyén bi mat tién tir viéc mua
hang tryc tuyén khi ma san pham khong
hoat dong tdt hodc san phém co gia tri
khong twong xtng voi sd tién bo ra
(Featherman va Pavlou, 2003). Popli va
Mishra (2015) thi cho rang rii ro tai
chinh bao gdm ca céc chi phi sira chita
cho mot san phém duoc mua truc tuyén
khi san pham nay khong hoat dong diing
chtrc ning, cong thém mot sd chi phi
ngam ma khach hang phai chiu.

Riii ro san pham: Rui ro san pham la
kha nang mot san phérn duoc mua truc
tuyén khong hoat dong dung chirc ning
(Popli va Mishra, 2015). Zheng va ctv
(2012) thi cho rang riii ro san pham bao
gdém nhiing ton thét tiém ning néu san
phiam hoat dong khong dung nhu ky
vong cta khach hang vé tiéu chuan va
chat luong san pham.

Rii ro an toan: Rui ro an toan duoc
dinh nghia 1a nhitng ton that tiém ning
do gian 1an hodc str dung thong tin truc
tuyén trai phép, tir @6 phoi bay nhiing
van d& an toan ddi voi mot giao dich
tryc tiép hodc ddi voi mot nguoi ding
tryc tuyén (Soltanpanah, 2012). Azizi
va Javidani (2010) thi cho rang rdii ro an
toan lién quan toi nhitng thong tin tai
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chinh cua nguoi dung bi phoi bay nhu la
sb thé tin dung, sb tai khoan va s6 ma
pin giao dich.

Riii ro thoi gian: Rui ro thoi gian lién
quan té1 nhiing trai nghiém kho chiu
thong qua nhitng giao dich tryc tuyén
ma thuong la do qua trinh xac nhan don
hang va cham tré trong giao hang
(Forsythe va ctv, 2006). Dai va ctv
(2014) dinh nghia rti ro thoi gian lién
quan vé mit thoi gian ma khach hang
thuc hién mot 1an mua hang, thoi gian
chd san pham duoc giao va bao gom ca
thoi gian ma khach hang b6 ra dé tim
hiéu thong tin san pham. Ariff va ctv
(2014) cho rang rui ro thoi gian bao gdm
thoi gian ma khéach hang trai nghiém san
pham khong nhu mong muén va thoi
gian cho ddi tra san pham.

Rii ro xa hgi: Rui ro xa hoi lién quan
dén su danh gia cam nhan vé san pham
duoc mua, didu do tao ra su khong hai
10ng gitta gia dinh, ban bé va cong dong
(Dowling va Staelin, 1994). Bén canh
do, rai ro xa hdi con lién quan dén su
cam nhan su lo ngai, dac bi¢t l1a tir phia
gia dinh va ban be, nhitng nguoi khong
chap nhan hanh vi mua sam tryc tuyén
(Popli va Mishra, 2015).

Riii ro tam ly: Rui ro tdm ly dugc dinh
nghia 1a sy khong thoa man ctuia nguoi
tiéu dung trong vi¢c lya chon mdt san
phém hay dich vu kém mac du cé nhiéu
su lya chon khéac (Ueltschy, 2004). Rui
ro tam 1y ciing c6 thé dugc hiéu l1a sy
that vong ctia nguoi tiéu dung khi khong
dat dugc muc ti€u mua hang (Stone va
Grenhaug, 1993).
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Ridi ro giao hang: Rui ro giao hang lién
quan dén viéc hang hoa s& khong duoc
giao dén tan tay khach hang do nhiéu Iy
do nhu hang hoa bi mat, hang hoa bi hur
héng hay hang hoa bi guri sai dia chi
(Dan va ctv, 2007). Zheng va ctv (2012)
thi dinh nghia rudi ro giao hang lién quan
dén viéc khach hang khong nhan duoc
san pham dung gio, thoi giao giao hang
lau, hodc san pham bi hu hong trong qua
trinh van chuyén.

Y dinh mua sim true tuyén: Close va
Kukar-Kinney (2010) dinh nghia y dinh
mua sam tryc tuyén 13 y dinh ctia nguoi
tiéu dung str dung mang internet dé mua
san pham/dich vy hodc sir dung gio hang
4o lam phuong tién dé mua mot s san
pham trong phién giao dich truc tuyén.
Theo do, gido mua hang 4o hoat dong
nhu mot noi cét gilt tam thoi cac san
pham ma khach hang dy dinh mua trudc
khi hoan thanh giao dich mua. Chen va
ctv (2010) tin rang ¥ dinh mua sam tryuc
tuyén 1a nhan t6 du bao quan trong cho
hanh vi mua thuc té. Cac nha nghién ciru
nay cho rang y dinh mua sim truc tuyén
tiét 16 mong mudn ciia ngudi mua hang
tryc tuyén dé hoan thanh giao dich mua
hang thong qua céc cura hang hodc trang
web d0.

3. Cic gia thuyét

Riii ro tai chinh va y dinh mua sim
truc tuyén

Feather va Pavlou (2003) da ching
minh ring riii ro tai chinh 1a mot nhén td
du bdo manh y dinh hanh vi mua sim
tryc tuyén cia nguoi tiéu dung. Masoud
(2013) cho rang bat ky moi hinh thic
t6n that lién quan dén tai chinh, nhu gian
lan trong thanh toan bang thé tin dung,

san pham khong hoat dong nhu mong
doi,... déu ngdn can hanh vi mua sam
truc tuyén va co tac dong ti€u cuc manh
lén ¥ dinh mua sam tryc tuyén. Dai va
ctv (2014) da chung minh rdi ro tai
chinh 1a mdt trong nhiing rui ro cam
nhén va s€ anh huong tiéu cuc 1€n y dinh
mua sam tryc tuyén ciia ngudi tiéu ding
d6i v6i nganh hang thoi trang.

HI-: Rui ro tai chinh co tdac dong tiéu
cuc lén y dinh mua sam truc tuyén

Riii ro sin phim va y dinh mua sim
truc tuyén

Dai va ctv (2014) dd ching minh niém
tin va ¥ dinh mua sdm tryc tuyén s& dé
dang giam xudng khi ton tai rai ro san
pham. Mot khi khach hang tién hanh dat
hang va néu san pham dugc phan phi
khong phu hop véi mong dgi cta ho thi
khach hang s& xem 14 san pham d6 co
gi4 tri khong tuwong xtmg véi s6 tién ma
ho b6 ra, tir d6 ho s& mat niém tin d6i
véi mua sam truc tuyén, tr do ho s€ han
ché mua sam tryc tuyén hon. Zhang va
ctv (2012) ciing cho rang rii ro sin
pham 14 1y do din dén nhiéu khach hang
khong mua san pham tryc tuyén. Bén
canh do6, rui ro nay cling dugc xem la
nhan t6 chinh anh hudéng dén hanh vi
mua sam tryc tuyén. Han va Kim (2017)
cling da khfmg dinh lai mot 1an nira rui
ro san pham c6 tac dong tiéu cuc 1én y
dinh mua sam truc tuyén ¢ thi truong
Trung Qudc.

H2-: Riii ro san phdam cé tic dong tiéu
cuc lén y dinh mua sam truc tuyén

Rii ro an toan va y dinh mua sim
truc tuyén

Hsu va Bayarsaikham (2012) da ching
minh rang riii ro an toan co tac dong tiéu
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cuc 1én y dinh hanh vi mua sam truc
tuyén voi nganh hang thoi trang. Khi
khach hang khong con tin tudng vao cac
trang thuong mai dién tir thi ho s€ tranh
cung cap thong tin ca nhan va c¢6 khuynh
huéng cung cép thong tin sai hoic
khong diy du. Martin va Camarero
(2009) da cho thdy rang khach hang
tranh mua sdm tryc tuyén khong phai vi
sy khong thudn tién, ma vi hau hét
khach hang déu lo lang viéc bi danh cap
thong tin thé tin dung cta ho.

H3-: Rui ro an toan co tdac dong tiéu cuc
lén ¥ dinh mua sam truc tuyén

Riii ro thoi gian va y dinh mua sim
truc tuyén

Zhang va ctv (2012) cho rang riii ro thoi
gian 12 mot trong cac nhan t& c¢6 anh
huong tiéu cyc dén hanh vi mua sam
tryc tuyén cia nguoi tiéu dung. Doi khi,
ngudi tidu ding c6 thé thoat ra khoi mot
trang thuong mai dién tr ma khong mua
bat cir mot thir gi boi vi ho khong thé
tim kiém duoc san phim mong mudn
trén trang do (Popli va Mishra, 2015).
Thoi gian ma khach hang bo ra tim kiém
mot san phim ma san pham d6 khong
dap tmg mong doi cua ho va thoi gian
chd d@é tai thong tin va hinh anh ciia san
pham c6 thé lam giam y dinh mua sim
tryc tuyén ctia ho. Riii ro thoi gian co
thé 1a mot nhan t6 ngan can y dinh mua
sam tryc tuyén cta ngudi tiéu dung khi
ma n6 1am ho tén qué nhiéu thoi gian dé
tim dugc mot san pham phu hop
(Forsythe va ctv, 2006).

H4-: Rui ro thoi gian co tac dong tiéu
cuc lén y dinh mua sam truc tuyén
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Riii ro xi hdi va y dinh mua sam true
tuyén

Rui ro x3 hoi 1a mot nhan td rui ro cam
nhan then chdt giai thich sy anh huéng
clia cac nhom trong xa hoi 1én cac quyét
dinh mua sam tryc tuyén ctia ngudi tiéu
dung (Dowling va Staelin, 1994). Rui ro
xa hoi ¢6 thé ngan can mot ngudi tidu
dung thyc hién hanh vi mua sam truc
tuyén, dac biét 1a sy khong tan thanh tir
gia dinh va ban be ctia ho, nhitng nguoi
dong vai trd quan trong trong viéc
khuyén khich ho thyc hién hanh vi mua
sam (Shang va ctv, 2017).

H5-: Rui ro xa hoi co tdc dong tiéu cuc
lén ¥ dinh mua sam trwc tuyén

Riii ro tAm Iy va y dinh mua sim true
tuyén

Su héi tiéc va that vong co thé lam
nguoi tieu dung phai trai qua ap luc tinh
than trong twong lai do quyét dinh mua
cua ho khong dép trng mong dgi cua ho.
Su khong chéc chin hoic cing thang c6
thé 1a 1y do anh huong quyét dinh mua
sim cua ho. Bhukya va Singh (2015)
cho riang dé tang y dinh mua sim cia
mot khach hang thi can phai giam thiéu
dang ké rii ro tam ly. Han va Kim
(2017) ciing d4 ching minh t6n tai moi
quan hé tiéu cyc gilra rii ro tam ly va y
dinh mua sim clia nguoi tidu dung trén
Taobao.com.

H6-: Rui ro tam Iy co tdc dong tiéu cuc
lén ¥ dinh mua sam truc tuyén

Riii ro giao hang va y dinh mua sim
truc tuyén

Nguoi tiéu dung luén lo lang rang viéc
giao hang s& bi cham tré do nhiéu truong
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hop khic nhau; coéng ty van chuyén
khong giao hang hoa diung thoi gian da
thoa thudn véi khach hang, hoac nguoi
tiéu dung s¢ rang hang héa s& bi hu
héng khi van chuyén, hodc khong dugc
dong goi va xir 1y thich hop trong sudt
thoi gian van chuyén (Claudia, 2012).
Nhiéu nguoi khong ¢6 xu huéng mua
sam tryc tuyén vi ho khong chéac chin
liéu hang hoa da dugc dat hang s€ duoc

Riii ro tai chinh

Riii ro sén phflm

Riii ro an toan

giao hay khong. Masoud (2013) da
ching minh rti ro giao hang c6 tac dong
tiéu cuc lén y dinh mua sam truc tuyén.
H7-: Rui ro giao hang co tac dong tiéu
cuc lén y dinh mua sam truc tuyén

4. M0 hinh nghién ciru

Tir co s6 1y thuyét va bién luan cac gia
thuyét tir trén, mo hinh nghién ctru duoc
dé xuat ¢ Hinh 1.

Riii ro thoi gian H4

Riii ro giao hang

Y dinh mua sim
truc tuyén

Hinh 1.M6 hinh nghién ctru

S. Phwong phap nghién ciru

Phuong phap nghién ctru dugc thuc hién
thong qua 2 budc, do 1a: nghién ciu so
bd dinh tinh va nghién ctru chinh thuce
dinh luong.

Nghién ciru so' bd dinh tinh: duoc tién
hanh bang cach phong van tay doi véi 5
khach hang da tim hiéu/da mua sim truc
tuyén trén céc trang thwong mai dién tir
¢ Viét Nam dya trén dan bai 1ap san g@)m

noi dung ciia cac bién quan sat dugc ké
thtra tir cac thang do cta Ariffin va ctv
(2018), Masoud (2013) va Pappas
(2015). Két qua tir nghién ctru so bd
dinh tinh cho thiy c6 mot bién quan sat
dugc bd sung vao thang do rii ro an toan
(Bang 2). Sau khi nghién ctru so b¢ dinh
tinh thi thang do rui ro tai chinh gdm 4
bién quan sat, thang do ri ro san pham
gdm 5 bién quan sat, thang do rii ro an
toan gom 4 bién quan sat, thang do rui

155



Téac dong clia cac nhan tb i ro 1én y dinh mua sdm tryc tuyén cla ngudi tiéu dung
Viét Nam: M6t nghién ctu tai Thanh phd H6 Chi Minh

ro thoi gian gdm 4 bién quan sét, thang
do rai ro xa hoi gdm 4 bién quan sat,
thang do r0i ro tam 1y gdm 4 bién quan
sat, thang do riii ro giao hang gdm 4 bién
quan sat va thang do y dinh mua sam
tryc tuyén gom 3 bién quan sat.

Nghién ciru chinh thirc dinh luwgng:
dugc thuc hién thong qua viéc khdo sat
theo phuong phap liy mau thuan tién.
Déi tugng khao sat 1a nhitng nguoi tiéu
ding da c6 tim hiéu/dd mua sam trén cac
trang thuong mai dién tr & Viét Nam.
Téng sb lugng mau hop 18 thu thap dugc
14 285. Phiéu khao st sir dung thang do
Likert 5 diém dugc st dung tr 1 (hoan
toan khong dong ¥) dén 5 (hoan toan

dong y). Dir liéu thu thap da duoc tién
hanh kiém tra, chon loc va xir 1y dir liéu
bang phin mém SPSS phién ban 22; sau
khi 1am sach dit liéu thi d3 tién hanh mo
ta mau thu thap dugrc, cac thang do dugc
danh gia bang phuong phap do tin ciy
Cronbach’s Alpha va phan tich nhén t6
kham phé (EFA), phan tich tuong quan
va phan tich hoi quy boi duoc s dung
dé kiém dinh céc gia thuyét c6 trong mo
hinh nghién ctru.

6. Két qua phan tich

M6 ti miu

Két qua mo ta miu khao sat dugc trinh
bay ¢ Bang 1

Bang 1: M6 ta ma

S6 trang thwong mai dién

tir d3 tim hiéw/da mua sim 12080 Ty1e %
Shopee 215 25,60
Tiki 249 29,64
Lazada 237 28,21
Sendo 139 16,55
Tong 840 100
Théi gian truy cip Tén s6 Ty 18 % Ty 1€ % tich liiy
Duéi 1 gio 94 32,98 32,98
Tir 1 dén 3 gio 104 36,49 69,47
Trén 3 gio 87 30,53 100
Tong 285 100
Ngz‘m.hx hang du;(.rc tim TAn s6 TV 16 %
hi€éu/mua sam
Thoi trang 251 12,81
Sach/Vin phong pham 245 12,50
Béch héa 232 11,84
Thé thao/Du lich 222 11,33
Dién tu/Thiét bi sd 246 12,55
Me va bé 244 12,45
Voucher/Dich vu 261 13,32
Nha cira/Doi séng 259 13,21
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Tong 1960 100
Trang thwong mai dién tir o
hiéu rd nhat/thwong xuyén Tén so Ty 1€ % Ty 1€ % tich liiy
mua sam nhat
Shopee 62 21,75 21,75
Tiki 145 50,88 72,63
Lazada 69 2421 96,84
Sendo 9 3,16 100
Tong 285 100
Gidi tinh Tén s6 Ty 18 % Ty 1€ % tich liiy
Nam 151 52,98 52,98
Nit 134 47,02 100
Tong 285 100
Do tudi Tén s6 TV 18 % Ty 1€ % tich liiy
Tur 18 dén 29 tudi 127 44,56 44,56
Tir 30 dén 39 tudi 104 36,49 81,05
Tir 40 dén 49 tudi 37 12,98 94,04
Trén 49 tudi 17 5,96 100
Tong 285 100
Nghé nghiép Tén s6 TV 18 % Ty 18 % tich liiy
Nhén vién van phong 74 25,96 25,96
Huu tri/Noi tro 66 23,16 49,12
Kinh doanh tu do 60 21,05 70,18
Lao dong pho thong 14 491 75,09
Sinh vién 68 23,86 98,95
Khéc 3 1,05 100
Tong 285 100
Trinh d9 hoc van Tén s6 TV 18 % Ty 18 % tich liiy
Trlgng hoc pho thong trd 2 0,70 0,70
xuong i
Trung cap 21 7,37 8,10
Cao dang/Pai hoc 242 84,91 93,00
Sau dai hoc 20 7,02 100
Tong 285 100
Thu nhip hang thing Tén s6 TV 18 % Ty 18 % tich liiy
Du¢i 5 triéu VND 67 23,51 23,51
Tir 5 dén 10 triéu VND 96 33,68 57,19
Tir 11 dén 20 triéu VND 64 22,46 79,65
Trén 20 tri¢u VND 58 20,35 100
Tong 285 100
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Danh gia do tin cay va phan tich nhan
t6 kham pha (EFA)

Két qua danh gia do tin cay thang do cho
thiy c6 mot bién quan sat thudc thang
do rai ro san phérn bi loai vi hé s tuong
quan bién—téng nho hon 0,3; sau khi loai
bién quan sat c6 hé sb twong quan bién-
téng nho hon 0,3 thudc thang do riii ro
san pham va danh gia lai d¢ tin cay thi
cac thang do déu c6 hé sé Cronbach’s
Alpha c6 gia tri tir 0,758 dén 0,894 déu
1én hon 0,7 va cac bién quan sat cia cc
thang do nay déu c6 hé sb tuong quan

bién—téng 16n hon 0,3 (Bang 2); vi vay,
c6 thé két luan cac thang do déu dat do
tin cay.

Sau khi cac thang do déu dat do tin cay
thi 31 bién quan sat con lai cta cac thang
do nay dugc dua vao phén tich nhan té
kham pha (EFA). Két qua phan tich
(EFA) c6 4 bién quan sat bi loai thudc
céc nhan t6 rdi ro tai chinh (1 bién quan
sat), nhan t6 an toan rui ro (1 bién quan
sat), nhan t6 rii ro tam 1y (1 bién quan
sat) va nhan t6 rui ro giao hang (1 bién
quan sat) (Bang 2).

Bang 2. Két qua danh gia do tin cy va phan tich nhan t6 kham pha (EFA)

Twong

\ ek , Trong sb
Thang do va bién quan sat .?ua? t3i nhan tb
bién-tong
Riii ro tai chinh: Cronbach's Alpha = 0,805
T61i c6 khuynh hudng chi ti€u nhiéu cho mua sam tryc tuyén 0,746 0,850
T01Angh1 minh cé the bi tinh qué chi phi cho mua sam truc 0.607 0,742
tuyen ) i
Sa}p pAharAn ma toAl.m171a truc tuyen c6 thé khong tuong xtiing 0.636 0.679
vOiso tién ma tdibora i
Mua sam triec tuyén co thé gdy lang phi tién cia t6i~ 0,507
Riii ro sin pham: Cronbach's Alpha = 0,894
T61 khong thé tim dugc san pham nhu mong muén 0,723 0,824
’l:(?l thong the biét dugc chinh xac chat lugng san pham ma 0,767 0.887
t61 dd mua i i
Mo ta vé san pham c6 thé khong chinh xac 0,790 0,881
Toi cam thay kho khan khi so sanh chat lugng ciia mét san 0,732 0,701
pham tuong ty ) ) )
T6i khong thé thir san pham khi mua sam truc tuyén ™ 0,275
Riii ro an toan: Cronbach’s Alpha = 0,758
’l:(?l cdm thay thor}g tlI} thé tin dung/thé ghi ng/thé ATM cua 0,570 0.696
to6i khong dugc dam bao
Webs‘lte/U ng dung cta céac trang thwong mai di¢n tir 1a khong 0.636 0,745
an toan o
CflC tArgng thuong mai dién tr c6 the tiét 10 thong tin ca nhan 0.675 0.815
cuator o ) )
T6i tin rang so tien ma t6i chuyén vdo cdc vi dién tu lién két.
voi cac ung dung/website thwong mai dién tu la khong bi mat 0,356
di *‘ skkok
Riii ro thoi gian: Cronbach's Alpha = 0,799
Z;zc; glilua san pham tryc tuyen c6 thé gay lang phi thoi gian 0,487 0,520
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T6i cam thay kho khan khi tim mot website/ing dung mua 0,670 0,727
sam truc tuyen phu hgp
Viéc tim kiém mot san pham truc tuyén phu hop 1 khé khin 0,682 0.855
d6i vai toi o i
T6i khong du kién nhan dé chd nhén san pham 0,622 0,679
Riii ro xa hdi: Cronbach's Alpha = 0,872
an ,pharr‘l ma to61 mua truc tuyén cé thé khong duogc gia dinh 0.661 0,689
t61 tan thanh ) i )
Viéc mua sam tryc tuyén c6 thé anh huong dén hinh anh cta

0,781 0,876
nhirng ngudi xung quanh toi
Céc san pham ma t6i mua sam tryc tuyén c6 thé khong nhan

0,761 0,828
dugc su cong qhan tur ngu’ql than Ya ban bé cua to1
V}QC to-1, mua sam truc tuyén c6 thé lam nhitng ngudi khac 0,706 0,754
danh gia thap t6i
Riii ro tim ly: Cronbach's Alpha = 0,861
T6i khong co niém tin doi voi cac trang thuong mai dién ti 0,734 0,764
;l(":cl lo ngai san pham ma t6i da mua khong duoc giao chinh 0.810 0,951
T6i ¢6 thé nan long néu san pham ma téi mua sam truc tuyén

- 0,572
khong lam toi hai long )
T6i c6 theé nghién mua sam truc tuyén 0,730 0,730
Riii ro giao hang: Cronbach's Alpha = 0,830
Toi ¢cb ‘Ehé khéng nhén duogc san pham da dat hang truc tuyén 0,813 0,866
San pham co thé dugc giao khong dung dia chi cua toi 0,786 0,841
Nha bim hang c6 thé giao san pham khong dting thoi gian 0.671 0,781
camket ) )
Rat khé dé hiy don hang khi mua sam truc tuyen ™ 0,389
Y dinh mua sim true tuyén: Cronbach's Alpha = 0,889
T61 s& mua sam cac san phdm tryc tuyén trong tuong lai gan 0,741 -0,730
T91 ie gidi ﬂ}i@“ \jlccAr.nua sam tryc tuyen vdi ngudi than/ban 0.831 10,969
be/dong nghiép cua toi ) ) )
Toi s€ thuc hién nhiing 1an mua sam tryc tuyén khac néu
~ . Lo ax N 0,778 -0,771

nhitng san pham t6i da mua la hiru ich

Chii thich:* bién quan sat b6 sung, ** bién quan sdt logi 6 danh gid dg tin cdy, *** bién

quan sat bi logi ¢ phan tich nhén t6 kham phda (EFA)
Phan tich twong quan va phén tich héi quy bji
Bang 3. Két qua phan tich twong quan

Rui ro Rui ro Rui ro Ruiro Ruiro Rui ro Rui ro Y diqh
tai chinh san an toan thoi xahéi  timly giao mua sdm
pham gian hang tryc tuyén
Rui ro
tai 1
chinh
Ruiro (278"
san 1
phdm 0,000
Ruiro 0334 0,316
toan 0,000 0,000
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Ruiro 0417 0,128 0,243"

thoi

gian 0,000 0,031 0,000

Ruiro 0,385 0,230 0,279 04327 .

xa hoi 0,000 0,000 0,000 0,000

Ruiro 0,449 0,253 0,380 0,505 0,490 .

tamly 0000 0,000 0,000 0,000 0,000

Ruiro 0469 0,278 0,309™ 0,477 04657 0,589

giao 1
hang 0,000 0,000 0,000 0,000 0,000 0,000

Y . . . . . . -0,533"
dinh 04837 0,382 0,403 0,468 0,531 0,548 ’
mua

skm !
o 0,000 0,000 0,000 0,000 0,000 0,000 0,000
tu};én

Ghi cht: ** muc y nghia 1%

y nghia 5%; diéu nay, cho thdy cac nhan
td doc 1ap cé twong quan kha chat vai
v&i nhan t6 phu thudc y dinh mua sam
truc tuyén.

K&t qua phan tich twong quan & Bang 3
cho thdy cdc nhan t6 déc lap déu co
tuwong quan d&m vadi nhan t6 phu thudc
y dinh mua sam truc tuyén vdi hé s6
tuwong quan tir-0,548 dén -0,382 & murc

Bang 4: Két qua phan tich hoi quy boi

Méi quan b Cinnis P VT it diah
Hing sb 0,000

Rui ro tai chinh > Y dinh mua sdm truc tuyén -0,128 0,014 1,492 Ung ho
Rui ro san phém - Y dinh mua sdm truc tuyén -0,166 0,000 1,189 Ung ho
Rui ro an toan > Y dinh mua sim truc tuyén -0,115 0,017 1,282 Ung ho
Rui ro thoi gian > Y dinh mua sdm truc tuyén -0,129 0,014 1,546 Ung ho
Ruii ro x3 hoi 2 Y dinh mua sdm truc tuyén -0,216 0,000 1,493  Unghd
Riii ro tAm Iy > Y dinh mua sim truc tuyén -0,152 0,010 1,912 Unghd
Riii ro giao hang = Y dinh mua sim truc 0,139 0015 1812 Ungho

tuyén

Két qua kiém dinh mo hinh 1y thuyét
dugc trinh bay & Bang 4 cho thdy cac
mdi quan hé gitra cac nhan t6 doc 1ap va
nhan té y dinh mua sim tryc tuyén déu
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nhd hon 0,05; vi vay c6 thé két luan céac
mdi quan hé nay déu co y nghia vé mat
thong ké. Pong thoi, cac nhan t doc 1ap
trong mo hinh nghién ctru gidi dugc
49,2% su bién thién cua nhan t6 phu
thudc y dinh mua sam truc tuyén.

Gia tri F ¢6 gia tri p bang 0,000 nh6 hon
5% cho thdy mo hinh toan dién co ¥
nghia thong ké, nghia 1a trong mé hinh
¢6 it nhat mot nhén td doc 1ap c6 thé giai
thich mot cach co y nghia cho sy bién
thién trong bién phu thuc y dinh mua
sam truc tuyén.

Két qua & Bang 4 ciing cho thdy hé sd
VIF ¢6 gia tri tir 1,189 dén 1,912 nho
hon 3, vi vay co thé két luan khong co
hién tuong da cong tuyén xay ra giita
cac nhan t& doc 1ap trong mo hinh
nghién ctru.

Phuong trinh héi quy chuan hoa c6 dang
nhu sau:

Y dinh mua sim truc tuyén = -
0,128*Rui ro tai chinh — 0,166*Rui ro
san pham — 0,115*Rui ro an toan —
0,129*Rui ro thoi gian — 0,216*Rui ro
0,152*Rui ro tam ly -
0,139*Rui ro giao hang

xa hoi

7. Thao luin két qua

Dua trén két qua nghién ctu dat dugc,
sau day s& tién hanh thao luan ddi voi
cac mbi quan hé trong mo hinh nghién
cuu:

e Nhén t6 rai ro tai chinh c6 tac
dong tiéu cuc cuc 1én y dinh mua sim
tryc tuyén va moéi quan hé nay co y
nghia thong ké & mirc y nghia 5% (P = -
0,128; p = 0,014 <0,05). Véi hinh thtc
hoat dong theo dang marketplace thi
hién nay mot trang thuong mai c6 ca

hang ngan hay tham chi hang tram ngan
nha ban hang thi van dé kiém soat chat
lwong san pham ciing nhu gi san pham
la diéu rat kho khan do d6 viéc nguoi
tiéu dung lga chon san phém dat chat
luong ciling nhu gia cling kho khan
khong kém. Ngoai ra, v6i hinh thirc tiép
thi lién két thi nguoi tiéu dung s& bi kich
thich boi rat nhidu san pham ma ho da
xem qua hodc san pham tuong ty véi cac
san phém d6, dan dén viéc ho c6 thé chi
tiéu nhiéu cho mua sam truyc tuyén khi
nhan thay cac san pham cin mua hodc
cac san pham tuong tu phii hgp voi nhu
cau cua ho.

e Nhén td rai ro san pham co tac
dong tiéu cuc cuc 1én ¥ dinh mua sim
tryc tuyén va moi quan hé nay co y
nghia thong ké & mirc y nghia 5% (P = -
0,166; p = 0,000 < 0,05). Viéc nguoi
tiéu dung khong thé tim dugc san pham
nhu mong mudn hién nay c6 thé mot
phan xuét phét tir cong cu tim kiém va
bd loc cua cac trang thuong mai dién tir,
cling nhu kha nang ty dé xuat san pham
tuong tw cho nguoi tiéu dung 1a chua tbi
wu, dan dén nguoi tidu dung co thé gap
kho khan trong mua sim tryc tuyén. Vé
van dé chat luong san pham va chat
lwong san pham twong tu thi hién nay
khong c6 trang thuong mai dién tir nao
¢6 chinh sach kiém soat ma chi tu nha
ban hang truc tuyén tu cam két; do do,
ngudi tidu ding van lo ling vé van dé
chat luong 14 diéu dé hiéu. Do cac trang
thwong mai dién tir khong thé kiém soat
moi san pham, tir d6 khong thé kiém
so4t ndi dung vé mo ta san pham cuia cc
nha ban hang, dan dén viéc nhiéu nha
ban hang loi dung viéc nay nham mo ta
san pham sai léch theo hudéng c6 lgi cho
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ho dé ban dugc san phém, qua do co thé
gay kho khan cho khach hang trong viéc
mua sim truc tuyén.

e Nhan td riii ro an toan c6 tac dong
tiéu cuc cuc 1én y dinh mua sdm truc
tuyén va mdi quan hé nay c6 ¥ nghia
thong ké ¢ mirc y nghia 5% (p=-0,115;
p = 0,017 < 0,05). Van dé an toan khi
mua sim truc tuyén 1a van dé dugc moi
nguoi quan tdm khong chi trong mua
sam tryc tuyén, ma con trong nhiéu linh
vuc nhu thanh toan truc tuyén, su dung
dich vu cong truc tuyén,... Van d& ma
ngudi tiéu dung rat quan tim hién nay la
viéc s¢ mat tién khi thanh toan qua cac
loai thé nhu tin dung, ghi ng hay ATM.
Mic du hién nay van dé thanh toan qua
thé dugc bén thir ba thyce hién chir khong
phai do céc t6 chirc phat hanh thé thuc
hién nhung tam 1y sg mét tién ctia nguoi
tiéu dung c6 thé xuat phat tir mot sé van
dé nhu tién trong thé tw mat di, hay thé
tu thanh todn méc du ho khong dat hang,
hay khi dat hang va don hang bi huy thi
liéu c6 dugc hoan tién hay khong. Con
vé van dé céac trang thuong mai dién tir
khong an toan hay thong tin c4 nhan bi
tiét 16 c6 thé do mot s6 ddi twong da st
dung thong tin ca nhan clia nguoi tiéu
dung khi ho ding ky tai khoan giao dich
trén cac trang thuong mai dién tir hodc
ban thong tin ¢4 nhan cia hg cho bén thir
ba.

e Nhan t6 ri ro thdi gian c6 tac
dong tiéu cuc cuc 1én ¥ dinh mua sim
tryc tuyén va modi quan hé nay co y
nghia thong ké & mirc y nghia 5% (P = -
0,129; p = 0,014 < 0,05). Viéc nguoi
tiéu ding mét thoi gian trong viéc mua
sam tryc tuyén c6 thé do cong cu tim
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kiém hay b6 loc san pham ciia cac trang
thwong mai dién tir chwa t6i wu dan dén
viéc ho kiém dugc mot san phém phu
hop voi nhu cau cia ho 1a rat kho khin
khi ma ho muén san phidm nay nhung
qué trinh tim kiém hay loc thi lai ra san
pham khac hoan toan. Viéc cac trang
thuong dién tr hién nay vdi co ché van
hanh gan nhu tuong tuy nhau trong cac
quy trinh dat hang, giao hang va chua c6
chinh sach dén bu khi giao hang tré so
v6i cam két nén viée giao hang tré van
dién ra thuong xuyén.

e Nhan td rti ro xa hdi ¢o tac dong
tiéu cuc cuc 1én y dinh mua sdm truc
tuyén va mdi quan hé nay c6 ¥ nghia
thong ké & mirc y nghia 5% (p =-0,216;
p = 0,000 < 0,05). Thyc trang hién nay
cho thdy van con nhiéu ddi tuong co
dinh kién véi hinh thic mua sdm truc
tuyén khi ma ho cho rang san pham mua
tryc tuyén 1a nhimng san pham kém chat
luong, gié cao,... va ho co thé danh gia
khong cao nhitng nguoi tiéu dung mua
sam truc tuyén.

e Nhan t6 riii ro tim 1y c6 tac dong
tiéu cuc cuc 1én y dinh mua sdm truc
tuyén va mdi quan hé nay cé y nghia
thong ké ¢ mirc y nghia 5% (p =-0,152;
p = 0,010 < 0,05). Véan dé tam 1y cua
nguoi tiéu dung & day chi lién quan téi
niém tin cta ho dbi véi viéc mua sim
truc tuyén va vin dé ho c6 nhan duogc
san pham hay khong khi dat hang qua
mua sam truc tuyén. Thét ra van dé niém
tin trong mua sam tryc tuyén xuét phat
tor cac loai rai ro khac nhu rui ro tai
chinh, rui ro an toan,... va thuc té cho
thdy nguoi tidu dung gip van dé tam ly
lién quan t6i niém tin trong mua sim
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truc tuyén. Van dé nhan dugc san phém
chinh x4c hay khong c6 thé 1a lién quan
dén van d¢ nguoi tiéu dung nhan ding
san pham di dat hay san pham co thé
giao nham cho nguoi khéc, cac van dé
nay thudc vé phia nha van chuyén hop
tac v&i céc trang thuong mai dién tir va
sy trung thuc tor nha ban hang truc
tuyén. Con van dé nguoi tidu ding cho
rang ho nghién mua sam thi van dé nay
xudt phét tir ban chat cia timg ngudi
duogc thé hién qua sb tién hay tan suat
mua sdm ma ho di thuc hién.

e Nhan t6 riii ro giao hang co tac
dong tiéu cuc cuc 1én ¥ dinh mua sim
tryc tuyén va moéi quan hé nay co y
nghia thong ké & mirc y nghia 5% (P = -
0,139; p=10,015 < 0,05). Cac van dé vé
nhan ding san phém da dat, nhan san
pham dung dia chi hay viéc nhan san
pham dung thoi gian cam két phu thudce
hoan toan vao sy trung thyc cia nha ban
hang tryc tuyén va nha van chuyén.
Hién nay vé6i chinh sach ddi tra ciia cac
trang thwong mai dién tir ciing rat linh
hoat cho phép nguoi tiéu dung hoan tra
san pham khi khoéng nhan dung sin
pham, hay tir chdi nhan san pham khi
thoi gian giao hang khong dung nhu
cam két.

8. Két luin

M5 hinh nghién ciru duoc dé xuét véi 7
nhan tb doc 1ap tac dong dén y dinh mua
sam tryc tuyén va tir két qua nghién ctru
dat duoc, mot sb ham ¥ quan tri dugc dé
xut nhu sau:

e Nhan td rti ro xa hdi ¢6 tac dong
tiéu cuc 16n nhét 1én y dinh mua sim
tryc tuyén (B = -0,216; p = 0,000): Tir
nhiing thuc trang da thao luan & chuong

3, cac trang thuong mai dién tr can ¢6
chién lugc truyén théng ciing nhu chién
lwge van hanh nhiam han ché rui ro &
mirc thip nhét co thé thi khi d6 méi co
thé 1am cho nhiing nguoi tiéu ding co
dinh kién véi hinh thic mua sdm truc
tuyén c6 cai nhin tich cyc hon thi khi d6
s€& x6a bo dugc nhiing dinh kién voi
nhiing ngudi tiéu ding dang mua sim
truc tuyén.

e Nhén td rai ro san pham co tac
dong ti€u cuc 16n thr hai 1é€n y dinh mua
sam truc tuyén (B =-0,166; p = 0,000):
Tu nhiing thyc trang da thao luan ¢
chuong 3, cac trang thuong mai dién tir
can kiém soat hoa don dau vao ciia cac
nha ban hang cling nhu c6 nhiing chinh
sach ché tai nham han ché viéc cac nha
ban hang tryc tuyén ban nhiing san
pham kém chét lugng. Ngoai ra, néu co
thé thi cac trang thuong mai dién tir co
thé yéu cau cac nha ban hang gui san
phém dén kho ctia minh va tu tu céac
trang thuong mai dién tr s& kiém tra
chat lugng san pham trude khi giri dén
tay cua nguoi tiéu dung.

e Nhan té rui ro tam 1y c¢6 tac dong
tiéu cuc 16n tht ba 1én y dinh mua sim
tryc tuyén (B = -0,152; p = 0,010): Tur
nhiing thuc trang da thao luan & chuong
3, thi van dé tam 1y chi yéu ndm & niém
tin ctia ngudi tiéu dung dbi voi hinh thirc
mua sim truc tuyén, do do, cac trang
thuong mai dién tir chi can giam thiéu
cac loai rui ro khac thi tdm ly cia nguoi
tiéu dung ddi voi mua sam truc tuyén sé
duoc cai thién. Con vé van dé nguoi tiu
ding cho rang ho c6 thé nghién mua
sam tryc tuyén thi cac trang thwong mai
dién tir co6 thé dua ra thong bao khi
ngudi tiéu ding da chi tiéu qua nhidu
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hodc mua nhiéu san pham trong mot
gian ngin, hodc c¢6 thé han ché ma giam
gid hay ma mién phi van chuyén co thé
sir dung trong tuan hay trong thang thi
cling ¢6 thé han ché mua sam ciia nguoi
tiéu dung.

e Nhan t6 riii ro giao hang co tac
dong tiéu cuc 16n thu tu [én ¥ dinh mua
sam truc tuyén (B =-0,139; p=10,015):
Tu nhiing thyc trang da thao luan ¢
chuong 3, d6i voi van dé giao hang ding
thoi gian, dung dia chi thi cac trang
thuong mai dién tr co thé tu thanh lap
bo phan van chuyén riéng dé dam bao
nhitng don hang can giao nhanh, dong
thoi can c6 nhing chinh sach nhu ché
tai hay hd tro mot phan chi phi cho cac
don vi van chuyén dé cac don vi van
chuyén c6 thé cam két giao hang dung
thoi gian; con d6i v6i cac nha ban hang
thi cac trang thuong mai dién tir can co
chinh sach ché tai hay sin sang loai bo
nhiing nha ban hang khong ban hang
dung nhu cam két.

e Nhan té ri ro thdi gian c6 tac
dong ti€u cuc 1on thtr ndm Ién y dinh
mua sam tryc tuyén (B = -0,129; p =
0,014): Tur nhiing thuc trang da thao
luén & chuong 3, cac trang thuong mai
dién tir co thé sur dung tri tu¢ nhan tao
trong viéc toi wru héa cong cu tim kiém
cling nhu bo loc san pham dé khach
hang giam duoc thoi gian tim kiém san
pham; dong thoi, can co chinh sach dén
bu cho khach hang khi giao hang khong
ding hen. Ngoai ra, cac trang thuong
mai dién tir cling c6 thé t6i uu hoa quy
trinh logistic trong van chuyén hang hoa
dé dam bao hang héa c6 thé duoc giao
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dén tay nguoi tiéu dung mot cach nhanh
nhit c6 the.

e Nhén t6 rai ro tai chinh c6 tac
dong ti€u cyc 16n thir 6 1én ¥ dinh mua
sam truc tuyén (B=-0,128; p=0,014):
Tu nhiing thyc trang da thao luan ¢
chuong 3, thi viéc c4dc nha ban hang ban
gid qua cao rat kho kiém soat, nén cac
trang thuong mai dién t& chi nén dya
trén murc gia trung binh ctia san pham
trén thi truong va dé xuét trude tién
nhiing san phdm c6 mirc gia xoay quanh
gi4 trung binh d6 dé ngudi tiéu dung co
thé nhanh chong dé dang so sanh gia ciia
céc san pham can mua véi gia trung binh
do, dé tir d6 c6 nhitng quyét dinh dung
dan hon trong mua sam truc tuyén.

e Nhan td riii ro an toan c6 tac dong
tiéu cuc nho nht 1én y dinh mua sim
tryc tuyén (B = -0,115; p = 0,017): Tur
nhiing thuc trang da thao luan & chuong
3, cac trang thuong mai dién tir thir nhét
can tu nang cao tinh bao mat cho
website/trng dung cua minh nhu ma héa
thong tin thanh todn, ma hoa thong tin
c4 nhan,... va tht hai can chon nhiing
nha trung gian thanh toan uy tin dé dam
bao cho ngudi tidu dung khong bi mat
tién hay bi 16 thong tin ca nhan khi thanh
todn qua cac loai thé. Ngoai ra, tu mdi
trang thuong mai dién tir ciing can kiém
soat chac ch€ cac bd phan lién quan dén
viéc quan ly dir li¢u khach hang nhu bo
phan cong nghé thong tin hay by phan
cham séc khach hang,... dé tranh tinh
trang cac bo phan lién quan nay tiét 16
hay mua ban thong tin ra bén ngoai cho
cac bén thu ba.

Nghién ciru nay ciing con mot sd han
ché, do la:



Pham Xuan Kién, Tran Quéc Théng, Tran Thi Xuan Chau, Nguyén Thi My Linh

e Viéc nghién ctru st dung phuong
phap ldy mau thuan tién nén tinh dai
dién ctia mau chua cao; vi vay cac
nghién ctru tiép theo c6 thé sir dung cac
phuong phap ldy mau xac suat dé tang
tinh dai dién ciia mau;
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