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Abstract: This study applied customer perceived value and innovation resistance theory to examine
facilitator and inhibitor factors for switching behaviors from home delivery to smart lockers. Survey
data from 327 customers using smart lockers in Hanoi was analyzed by using PLS-SEM. The
findings show that inhibitor factors including usage barriers, value barriers, and traditional barriers
negatively affect switching behaviors toward smart lockers. Meanwhile, facilitors such as functional
value, emotional value and environmental value positively impacts switching behaviors. This
difference was found between the group of customers based on shopping online frequencies.
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switching behaviors to use smart lockers in last-mile delivery in the future.
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Yéu t thiic day va can trd hanh vi chuyén doi st dung
tu khoa thong minh cua nguoi tieu dung tai Ha Noi

Nguyén Thi My Nguyét", Tran Thi Hoang Ha,
Nguyen Minh Trang, Nguyén Thi Thiy Chung

Truong Dai hoc Thuong mai
S6 79 Ho Ting Mdu, Cau Gidy, Ha Noi, Viét Nam

Nhén ngdy 7 thang 11 ndm 2023
Chinh stra ngay 18 thang 2 nam 2024; Chap nhédn dang ngay 25 thang 2 nam 2024

Tém tit: Nghién ctru nay van dung két hop 1y thuyét gi4 tri cam nhan va 1y thuyét phan khang su
d6i m6i nhim xem xét cac yéu tb thic day va can tro hanh vi chuyén doi ciia khach hang tir st dung
dich vu giao hang tai nha sang dich vy tii khoa thong minh. Nghién ctru tién hanh khao sat 327 khach
hang dang st dung dich vy tu thong minh tai Ha Noi, dir liéu duoc phén tich bang PLS-SEM. Két
qué nghién ciru xac nhan vai tro thic day ciia cac yéu td gia tri chire nang, gié tri moi trudng va gia
trj cam xuc dén hanh vi chuyen dbi cling nhu sy can trd cta cac yéu td rao can gia tri, rao can truyén
thdng va rao can sir dung dén hanh vi chuyén dbi sang tu khoa thong minh. Ngoai ra, nghién ctru
cling chi ra bing chung vé su khac biét trong cac mdi quan hé theo tdn suit mua hang online cta
khach hang. Tir d6, mot s6 ham ¥ quan tri dwoc dé xuit cho cac bén lién quan nham thuc ddy hanh
vi chuyén ddi cua khach hang sang ti khoa thong minh trong tuong lai.

Tir khéa: Giao hang tai nha, hanh vi chuyén d6i, ti khoa thong minh, yéu té thic ddy, yéu t6
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can tro.

1. B6i canh nghién ciru

Xu hudng hdi nhap kinh té toan cau, sy phuc
hdi kinh té sau dai dich COVID-19 cung su phat
bung nd cua thuong mai dién tir da thuc déy sy
tang truong manh mé cia dich vu giao hang
chang cudi tai nha, diém, tram, ti khoa thong
minh... Theo Bo Théng tin va Truyén thong
(2023), tong san lwong buu chinh nim 2022 dat
1.550 triéu buu gri véi doanh thu dat 2,37 ty
USD, tang 16,2% so v&i nam 2021 va du bao dat
quy mo 4,88 ty USD vao nam 2030. Xu hudng
tiéu dung thuong xuyén thay ddi tao ra ap lyc
budc doanh nghlep glao hang ching cudi tai Vlet
Nam phai chuyén ddi s6 nham dap tng nhu cau
da dang va gia tang trai nghiém cho khach hang
(Thanh, 2022). Pic biét, khi s6 luong giao dich
thwong mai dién tir gia ting, ap luc kép vé thoi
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gian va hi¢u qua chi phi thi phuong thac glao
hang tai nha tré nén khong thé dap mg yéu cau
boi thuc trang giao thong d6 thi tic nghén
(Huong & Thiet, 2020), ton thoi gian va chi phi,
kém linh hoat, ting ty 1¢ giao hang thét bai
(Yusoff va cong su, 2023), nguy co anh hudng
tiéu cuc dén moi _truong (Olsson va cong su,
2023). Boi vay, can phai co cac giai phap thay
thé hiéu qua va sang tao nham khéc phuc cac han
ché va giai quyét cac thach thuc lién quan dén
cac phuong thirc giao hang truyén thong hién
nay (Vakulenko va cong sy, 2019). Trong do, ti
khoa thong minh dugc xem nhu mét trong nhitng
giai phap cong nghé t6i wu hoa hoat dong giao
hang chang cuoi, giup cai thién chat lwong dich
vy, giam rui ro that lac hang hoa, linh hoat ddi
tra hang hoa (Wang va cong sy, 2014). Tu khoa
thong minh 13 thiét bi ti giao nhan hang khong
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doi hoi lao dong van hanh, duoc lap dit kién cb
& vi tri gan noi sinh séng va lam viéc ciia khach
hang, dugc st dung bang ma dién tir. Khach
hang st dung dich vu duogc cung cap thong tin vé
thoi gian, vi tri ti khda nhan hang thong qua dién
thoai hoac thu dién tor (Okholm &
Basalisco, 2013).

Mot s6 nghién ctru vé chu dé nay coi ta khoa
thong minh la mot loai hinh cong ngh¢ méi trong
giao hang ching cudi, do d6 chu yéu tiép can
theo hudng dac tinh ky thuat va cac loi ich, bat
lgi cua cong nghé ti khoa thong minh mét cach
riéng 1¢é (Huong & Thiet, 2020; Quan va cong su,
2022). Hién chua c6 nhiéu nghién ciru dua ra goc
nhin tong thé vé cac yéu t6 thiic ddy va can trd
hanh vi chuyén d6i cua nguoi tiéu dung tir
phuong thirc giao hang tai nha sang giao hang
qua ta khoa thong minh. Mit khac, cac yéu t6
lién quan dén dic diém c4 nhan cua ngudi dung
cling chua dugc xem xét trong cac nghién ciu
truge. Do do, nghién ciru ndy vén dung ly thuyet
g1a tri cam nhan d¢ giai thich cho cac yéu tb thuc
day va ly thuyet phan khang sy di moi dé giai
thich cho cac yéu t can tro. Ttr két qua nghlen
clru, cac tac gia dua ra mot s6 ham ¥ va kién nghi
cho cac doanh nghiép giao hang ching cudi trong
viéc thuc day hanh vi chuyén doi ciia khach hang
sang su dung td khoa thong minh.

2. Co s6 1y thuyét va cac gia thuyét nghién ciru
2.1. Cdc Iy thuyét nén ting

Ly thuyét gid tri cam nhdn

Trong chi dé nghién ciru hanh vi khich
hang, gia tri cam nhén la mot trong nhing ly
thuyét duoc sir sung phd bién. Theo Zeithaml
(1988), gia tri cam nhan la cach nguoi tiéu dung
danh gia su chénh 1éch gitra 1¢i ich nhan dugc va
chi phi st dung mot san phrflm, dich vu so véi cac
san pham, dich vu canh tranh. Sweeney va
Soutar (2001) da phat trlen ly thuyét gid tri cam
nhan, trong d6 dé xuat gia tri cam nhén dugc
danh gia qua bdn khia canh gdm gia trj chirc
nang, gia tri kinh té, gia tri cam xuc va gia tri xa
hoi dé giai thich hanh vi tiéu dung. Véi mot sb
san phém, dich vu c6 dic diém than thién véi moi
truomg, Lin va Dong (2023) di b sung gia tri
moi truong tré thanh mot khia canh gia tri cam
nhan tir hanh vi mua san phdm.

LY thuyét phan khdng su déi moi

Sam va Sheth (1989) dé xut 1y thuyét phan
khang sy d6i m&i nham phan anh sy tir chdi doi
méi clia ngudi tiéu ding do nhan thay dugc cac
nguy co tiém 4n c6 thé thay d6i niém tin cua ho.
C6 hai loai rao can gdm rio can chirc ning va rao
can tam ly (Kushwah va cong su, 2019). Trong
d6, rao can chirc nang dugc chia thanh: rao can
str dung, rao can rii ro va rao can gia tri. Rao can
tam 1y dwoc phan loai thanh rao can truyén théng
va rao can hinh anh (Talwar va cdng su, 2020).

2.2. Mé hinh nghién citu va cdc gid thuyét
nghién ciru

Cdc yéu t6 thiic day hanh vi chuyén doi

Gia tri chiic nang la nhitng gia tri can ban,
gitip khach hang thoa man nhu cau chinh yéu khi
tiéu ding san phdm va dich vu (Sweeney &
Soutar, 2001). Tu khoa thong minh dugc thiét ké
theo m6 hinh tu phuc vu, khong yéu clu sy tuong
tac truc tiép gitra dbi twong giao va nhan, dong
thoi c6 cam két bao mat tir phia nha cung cap
(Featherman & Pavlou, 2003); didu nay cho
phép bao vé thong tin ca nhan cia khach hang
cling nhu nhén vién giao hang. Cac dir li€u ca
nhan dugc ma hoa, khach hang phai xac thuc
danh tinh d& c6 quyén mé cac ti khoa thong
minh (Xu va cong su, 2011). Tinh bao mat cta
ta khoa thong minh giup giam thiéu sy lo ngai
ctia khach hang vé& quyén riéng tu, ddng thoi kich
thich viéc sir dung gidi phap cong nghé nay
(Quan va cong su, 2022).

Gia tri moi truong la nhiing tién ich ma
khach hang cam nhén dugc tir cac dic diém than
thién voi méi truong cua san pham (Lin & Dong,
2023). Mot trong nhiing dong gop cia giai phap
ta khoa thong minh 1a gop phan giam 6 nhidm
moi truong théng qua téi wu hoa sb luong
phuong ti€n vén chuyén, s6 lan giao hang,
nguyén liéu va giam thiéu luong khi thai trén moi
giao dich giao nhan hang hoa (Van Duin va cong
su, 2016). Do d6, né thic day hanh vi chuyén doi
ti€u dung cua cac khach hang coi trong nhiing lgi
ich cho moi truong (Roman-Augusto va cong
su, 2023).

Gia tri cam xuac hinh thanh khi khéach hang
vui vé hay thi vi trong qua trinh sir dung san
phim, dich vu (Sheth va cong su, 1991). Theo
Childers va cong sy (2001), sy thich tha 1a mot
trong nhimg dong lyc quan trong thic day khach
hang st dung cac dich vu cong nghé. Gia tri cam
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xtc ¢6 anh hudng truc tiép dén su lya chon sén
phim, dich vu cua khach hang trong hang loat
céc san pham thay thé, dong thoi quyét dinh hanh
vi tiéu dung. Tham chi, khi cam giac tich cuc
xudt hién cang nhiéu thi cang ting mirc sin 10ng
chi trd va truyén miéng (Sanchez-Franco &

— Gia tri chirc nang
Yéu tb A
thiic ddy — Gia tri moéi trudng
:
Yéuté o
can tré truyen thong

- Rao can sur dung

Roldan, 2005). Tur do, cac gia thuyét nghién ctru
sau dugc dé xuat:

Hla,b,c: Yéu t6 thiic ddy (gid tri chirc ndng,
gia tri moi tnm’ng va gid tri cam xtic) co anh huong
tich cue dén hanh vi chuyén doi ciia khach hang.

Hiap,"
Hanh vi
chuyén débi
Houp,e Thu nhép; Tan suat

|  dat hang; Gii tinh;
; Do tudi

Hinh 1: M6 hinh nghién ctru
Nguon: D¢ xuat cia nhom tac gia.

Cdc yéu t6 can tré hanh vi chuyén déi

Rao can str dung 1a phan ting cua khach hang
khi tiép can voi san pham, dich vu méi khac biét
véi kinh nghi€m, quy trinh hay thoi quen da duogc
hinh thanh truéc d6 (Laukkanen, 2016). D6i véi
cac san phélrn, dich vu cong ngh¢, rao can s
dung 1am tri hodn viéc chuyén d6i hanh vi cua
khach hang (Talwar va cong su, 2020). Thuc
vay, nhan hang tai nha dugc coi 1a mét thdi quen
tiy chon va phd bién trong mua sim truc tuyén,
boi quan diém di chuyén dé lay buu kién phién
phtic hon so véi cho doi buu kién tai nha (Wang
va cong su, 2014). So vo6i hinh thic nay, nhan
hang qua tu khéa thong minh co thé doi hoi
khach hang di chuyén, khoang cach cang xa cang
lam giam su chuyén ddi sang st dung tu khoa
thong minh.

Raéo can gia tri phan anh cac phan ung cia
khach hang vé nhiing gia tri nhan duoc tir san
phém, dich vu so voi sb tién bo ra (Morar &
Dumitrela, 2013). Khach hang thuong than
trong xem xét va so sanh gia tri hay hiéu suat
cla san phélrn, dich vu m¢i mang lai twong
quan v6i chi phi phat sinh khi chuyén déi hanh

vi (Kushwah va cong su, 2019). Khach hang
¢ xu huéng tim kiém cac phuwong 4n mua sam
t61 wru hoa chi phi, do d6 y dinh va hanh vi s&
giam trong diéu kién chi phi phat sinh gia ting
(Campos & Mello, 2017)

Rao can truyen théng d¢ cap toi sy mau
thuan trong cac chuan muyec, gia tri va cach thirc
st dung dbi voi san pham, dich vu méi. Trong
trudong hop khach hang lo ling vi san phim,
dich vu méi khong mang lai trdi nghiém va gia
tri nhu mong mudn, khong khac biét so véi san
phém, dich vu hién tai, khong phu hop vai thoi
quen, thi ho s& ngai chuyén ddi san phAm méi
(Sam & Sheth, 1989). Mat khac, khi thoi quen
mdai duge hinh thanh, van héa va hanh vi hién
c6 cua khach hang phai thay ddi, diéu nay can
tré ¥ dinh va hanh vi chuyén d6i cua ho (Park
va cong sy, 2017). Vi vay, gia thuyét nghién
ctru sau duoc dé xuit:

H2a,b,c: Yéu té can tré (rao cdn gia tri, rao
can truyén thong va rao can siv dung) cé dnh
hiong tidu cue dén hanh vi chuyén déi cia
khach hang.
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3. Phwong phap nghién ctru

Mo hinh nghién ctru gdm c6 bién doc lap,
1 bién phu thugc va 4 bién kiém soat ké thira tir
cac cong trinh nghién ctu 6 lién quan trude
(Bang 1). Thang diém Likert 7 diém dugc sir
dung dé xép hang phan hoi ciia khach hang.

Dir liéu nghién ctru dugc thu thap thong qua
khao sat online dbi véi cac khach hang dang sir
dung tu khoa thong minh trong giao hang chang
cudi tai Ha Noi. Do téng thé mau kha 16n nén
phwong phap 14y méu thuén tién dugc sir dung
trong nghién ctru. Theo do, bang cau hoi dugc
thiét ké dudi hinh thirc online va dugc giri téi dap
vién théng qua email va cac cong dong, nhom,
dién dan. Khao sat dugc tién hanh trong khoang
thoi gian tor thang 5-6 ndm 2023. Dudi sy trg
gitip ciia mot s6 doanh nghiép cung cip dich vu
tu khoa thong minh, da c¢6 500 bang cau hoi duoc
phat ra. Co tong cong 388 phleu khao sat dugc
thu Ve trong d6 c6 327 phiéu khao sat thoa min
yéu cdu dugc dua vao phan tich. Phin 16n khach
hang tham gia khao sat 1a nit gidi, chiém 62,08%;
nam gi6i chiém 37,92%. C6 20,8% khach hang
thugc thé hé Z, 38,23% thudc thé h¢ Y va
40,98% thugc thé hé X. Cac khach hang c6 tan
suat mua sim online thap (dudi 5 lan/thang)
chiém 53,21%, 32,11% khach hang mua sdam
online tan suét trung binh (5-10 lan/thang) va
14,8% ngudi mua sim online tin suit cao (trén
10 lan/thang). C6 10,09% ngudi c6 muc thu
nhap dudi 5 triéu déng/théng, 66,98% c6 mirc
thu nhdp tir 5-15 triéu dong/thang va chi c6

22,93% nguoi dung thu nhdp trén 15 trigu
ddng/thang.

Dé kiém dinh cac gia thuyét nghién ciu,
nhom tac gia sit dung md hinh céu triic binh
phwong nho nhét timg phan (PLS-SEM) theo
cach tiép can hai budc cua Anderson va cong su
(1988): (1) danh gid md hinh do luong va (2)
danh gi4 mo hinh céu tric. Viéc Iya chon PLS-
SEM thay vi CB-SEM la do cong cu nay phu hop
d6i voi cac nghién ciru tham do va xac nhan dong
thoi cho phép tim hiéu va danh gia cac duong
dan cuy thé trong mé hinh nghién ctru (Ringle va
cong su, 2012).

4. Két qua nghién ctru
4.1. Mo hinh do lwong

Trong phan tich PLS-SEM, cac chi s6 do tin
cay, hoi tu va phan biét duoc st dung dé danh
gi4d mo hinh do luong cia cac md hinh ciu trac
thang do bac nhat phan anh. Két qua phan tich
cho théy hé s do tin cay thang do cua cac bién
déu dat gia tri 16n hon 0,80; hé s6 tai nhan t6 cua
cac thang do déu 16n hon gia tri ngudng dé xudt
0,7; do tin cay tong hop (CR) ciia cac thang do
trong mo hinh nghién ciru dat yéu cau, cc gia tri
dat duoc déu 16n hon 0,676 (Fornell & Larcker,
1981). Hé sé phuong sai trich (AVE) nho nhit
clia cac yéu td trong mo hinh dat gia tri 16n hon
0,676 (Bang 1).

Béng 1: Két qua danh gia mo hinh do luong

Thangdo  Quan sat Cr‘:;;’z;h S CR AVE
Gia tri chic T khoa k thong minh st dung cong nghé so, hién dai
nang (FVi- St dung ta khoa thong minh thuén tién khi st dung
FV4) (Yuen  24/7
vacongsu,  Quyén riéng tu cta khach hang duge bao vé khi nhan 0,869 0,878 0,717
2019) hang qua ti khoa thong minh
T khoa thong minh c6 chat lugng nhat quan
Gia tri moi Nhén hang qua ta khoa thong minh 1a giai phap nhén
truong (EV:  hang than thi¢n véi mdi trudng
-EVs) Nhan hang qua tht khoa thong minh giup gidm thai ra
(Xic va méi truong 0,831 0,842 0,748
cong su, Nhén hang qua ti khoa théng minh la giai phap giap
2022) kiém soat va bao v€ mdi trudong
Str dung tu khoa thong minh dem lai trai nghiém an
toan 0,841 0,851 0,676

Str dung ti khoa thong minh khién t6i thuc sy thodi mai
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Gia tri cam Str dung ti khoa thong minh khién t6i thyc su an tim
xtic (EMV; St dung tu khoa thong minh khién t6i cam thdy vui vé
- EMVJ)
(Hsieh va
cong su,
2012)
Rao cén su T6i cam nhan thiy ti khoa thong minh kho sir dung
dung (UB; -  Téi phai tim kiém ti khoa thong minh
UBs4) T(T)i cam ’nha_“m quy trinh st dung dich vy ti khoa thong 0.878 0.882 0.733
(Laukkanen, _minh phure tap
2016) T6i cdm nhan thu tuc dang ky st dung dich vu ti do
thdng minh phuc tap
Rao can Khi st dung dich vu nay, t6i thay kho lién hé voi true
truyén théng tiép nha cung clp
(TB1-TB4)  Khi sir dyng ti khéa thong minh, t6i thay kho tim kiém
(Laukkanen, _thong tin vé ti khoa 0,893 0,895 0,758
2016) K,hi su dung ti khoa thong minh, t6i khé giai quyét cac
van dé phat sinh khi nhén hang
Giao hang tai nha 1a dich vu khién t6i tu tin hon
Raocangia  Toi thay chi phi nhan hang cua t6i s€ tang khi str dung
tri (EB; - tu khoa thong minh
EB4) To6i khong chac ti khoa thong minh c6 mang lai gia tri
Laukkanen, _tuong xtmg v6i chi phi bo ra
2016) T6i khong chac ti khoa thong minh c¢6 mang lai chat 0,915 0,918 0,797
lugng nhu mong doi
To6i khong chac ti khoa thong minh c6 thé mang lai trai
nghiém tong thé tot
Hanh vi Khi nhan hang, t61 bat dau lya chon dich vu ti khoa
chuyén doi thong minh thay cho dich vu giao hang tai nha
(SB1-SB;3)  Toidd chuyén d6i mot phan giao dich sang sir dung ti
(Hsich va khoa thong minh khi nhén hang 0,893 0.894 0.824
cong su, T6i da chuyén doi hoan toan sang dich vu tu khoa
2012) thong minh

Nguon: Két qua phan tich dir ligu.

Ngoai ra, cac gié tri tuong quan (HTMT) déu
dat gi tri nho hon 0,64 (thip hon so véi ngudng
0,85), do d6 cac thang do trong mo hinh déu dam
bao gia tri phan biét, hoi tu va tin ciy. Két qua
kiém tra da cong tuyén (VIF) trong md hinh cho
gi4 trj cao nhét 3,164 (nho hon muc tham chiéu
5) cho thay khong ton tai vin dé da cong tuyén
trong md hinh (Henseler va cong su, 2015).

4.2. Mé hinh céu tric va kiém dinh gid thuyét
nghién ciru

Két qua wéc luong md hinh bang phuong
phap Bootstraping cho thdy gia tri R? ctia bién
phu thugc dat 0,489 tuong Ung véi muc anh
hudng cao giita cac bién doc lap dén bién phu
thudc (muc trung binh theo dé xuit ciia Wetzels
va Odekerken (2009) 1a 0,26).

Két qua phan tich xac nhén cac gia thuyét
dugc dé xuat déu dugc ung ho (Hinh 2). Cu thé,
gia thuyét Hla, H1b, Hlc vé vai tro thuc ddy cua
gia tri chlrc nang, gia tri moi trudng va gia tri
cam xuc d6i v6i hanh vi chuyén ddi cua khach
hang duoc tng ho. Didu nay cho thiy, cac loi ich
ctia ti khoa thong minh bao gdm gia tiang sy than
thi€n moi truong, cac chirc nang thuan tién va gia
tri cam x1c trai nghiém dich vu c6 kha nang thuc
ddy khach hang chuyén dbi st dung ti khoa
thong minh. Cac gia thuyét H2a, H2b, H2¢ vé sy
can trd cua yéu td rao can gia tri, sir dung va
truyén thong dbi v6i hanh vi chuyén doi sir dung
tu khoa thong minh cua khach hang duge chép
nhéan. Tlep theo, bang ching Ve vai tro kiém soat
cla cac yéu td thu nhap, tan suit mua hang va do
tudi ddi véi hanh vi chuyén ddi sang tu khoa
thong minh dugc xac nhan, trong khi yéu t6 gisi
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tinh duoc coi 1a khong dong vai tro giai thich ddi
v6i hanh vi chuyén doi ctia khach hang.

Phuong phap phi tham s va phuong phap
hoan vi duoc sur dung dé kiém tra y nghia thong
ké vé& su khac biét gitra hai nhom khach hang
theo tan suat mua sam online. Két qua phan tich
(Bang 2) cho thay khac biét co y nghia thong ké
trong moi quan hé gilta cac yéu to gia tri moi
trudng, rao can gia tri, rao can truyen thong voi

0.192 (0.000)

Gia tri
chirc nang

0.250 (0.000)

0,074 (0.041)
mua hang online

-0, 199 (0.000)

-0,086 (0.008)

Rao can
truyén théng
Rao can
gia tri
Rao can
str dung

0.089 (0,048)

0,239 (0,000)

hanh vi chuyén déi cia nhom khach hang c6 tin
sudt mua hang thdp 16n hon so v6i nhom cé tan
suat mua hang trung binh. Trong khi d6, yéu t&
rao truyén théng co anh huéng t6i hanh vi
chuyén d6i cua nhom khach hang co tin sut
mua hang thip nhé hon so v&i nhom cé tan suat
mua hang cao. Sy khac biét vé tac dong cua cac
yéu t& con lai dén hanh vi chuyén déi cho thy
khéng c6 ¥ nghia thong ké.

0.074 (0.436)

0,489

Hanh vi
chuyén dbi

R

0,086 (0,041)

Hinh 2: M6 hinh céu trac
Nguon: Ket qua phan tich dir licu.

Béng 2: Két qua phén tich da nhom

Mobi quan hé¢ Khac bi¢t (Tan suit thip so véi trung binh) Khac biét (T4n suit thip so véi cao)

UB -> SB -0,107N8 -0,050N8
EMV -> SB 0,096N8 -0,104N8
EV ->SB 0,253" -0,084N8
EB -> SB 0,148" -0,206N8
UB -> SB 0,020N8 -0,617°
TB -> SB 0,243" -0,138N8

Nguon: Két qua phan tich di liéu.
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5. Théo luan két qua nghién ciru

O goc do ly thuyet nghién ciru di xay dung
mod hinh cdu trac nham dy bao céac yéu tb thuc
ddy va can trd d6i voi hanh vi chuyén dbi st
dung ti khéa théng minh. Trong d6, yéu td can
tr& 6 anh huong quan trong nhat 1a rao can sir
dung, diéu nay da duoc khé“ing dinh trong mét $6
nghién ctru trudc (Chen & Keng, 2019). Tt khoa
thong minh la mot giai phap cong ngh¢ doi hoi
khach hang phai co6 kha nang thao tac st dung
cong nghé tich hop trén ti khoa thong minh.
Dich vu duoc thiét ké va cung cip bai bén thir
ba, khach hang can phai thuc hién dang ky dé sir
dung dich vu, dong vai tro tu phuc vu trong qua
trinh sir dung dich vu, tir chu dong tim kiém vi
tri to khoa, kiém tra 16 trinh giao hang, nhan hang
va thanh toan. Tiép theo 14 rao can truyén thong,
d3 dugc dé cap trong nghién ctru ciia Okholm va
Basalisco (2013). Giao hang tai nha dugc coi la
mot théi quen trong mua sam truc tuyen (Wang
va cong su, 2014), khach hang cé thé lya chon
thanh toan trudc hodc truc tiép; tuy nhién khi sir
dung tu khoa thong minh, khach hang budc phai
thanh toan trudc. Ngoai ra, bang chimg vé su can
tré cua yeu t6 rao can gia tri cling duogc khang
dinh trong nghién ctru nay. Chi phi st dung tu
khoa thong minh cao hon so véi chi phi giao
hang truyén thong. Mit khac, day 1a mot giai
phap cong nghé méi, do d6 su can nhic cta
khach hang vé cac nd lyc vé thoi gian, chi phi,
qua trinh cling nhu cac dic quyén hién c6 s& thay
d6i khi chuyén d6i hanh vi.

Nghién ctru nay khang dinh cac yéu té thuc
déay hanh vi chuyén ddi sir dung tu khoa thong
minh bao gém: gi4 tri chirc ning, gi4 tri modi
truong va gia tri cdm xtic. Thuc vay, theo quan
diém ctia Quan va cong su (2022), ti khoa thong
minh 1am giam ap luc vé thoi gian va thuan tién
cho ca nguoi dung va doanh nghiép khi giam ap
luc sai s6t vé dia chi giao hang, giao hang sai thoi
gian, khach hang chu dong vé thoi gian nhan
hang. Ngoai ra, tu khoa thong minh mang lai gia
tri chirc nang khi linh hoat vé thoi gian nhan
hang, giam ty 1& giao hang thit bai (Zarei va cong
su, 2020). Mat khac, tu khoa thong minh co thé
bao quan hang héa va giam thiéu nguy co bi 16
thong tin so voi phuong phap nhan hang truyén
théng. Dong thoi, diy ciing 1a giai phap giup
khach hang tra lai hang hang hoa thuén tién va
an toan (Huong & Thiet, 2020). Giai phap nay
g6p phan quan trong nham giam thoi gian nhan
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hang, giam sb luong phuong tién van chuyén
hang hoa va giam 4p luc vé méi truong (Van
Duin va cong sy, 2016). Ngoai ra, nghién ctru
xac nhan khach hang c6 tin suat mua hang online
cao va trung binh dang gdp rao can sir dung,
trong kh1 rao can gia tri va rao can truyen thong
lai 12 yéu té can trg y dinh chuyén doi ctia nhém
khach hang c6 tan sudt mua hang online thip.
Mot phat hién tha vi khac d6 1a gia tri moi truong
thiic ddy manh m& hanh vi chuyén doi ctia nhom
khach hang mua hang online tin suét thap.

O gbc d6 thuc tién, nghién cru ndy cung
cAp nhirng hiéu biét quan trong cho cic doanh
nghiép kinh doanh dich vy ti khoa thong minh:
Mot 1a, can tap trung cing cb cac yéu td thuc
déy thong qua viéc gia tang sy tién lgi thong
qua ldp dit mai thiét bi ta khoa théng minh dé
gia tang mang ludi ¢ cac khu do6 thi 16n, tao
diéu kién dé khach hang d& dang tim kiém va
tiép can dich vu. Hai 13, kich thich sy nhan biét
ctiia khiach hang vé ti khoa thong minh, ting
cudng truyén thong vé loi thé, tinh wu viét va
tinh than thién moéi truong ctia phuong thirc
nay so voi giai phap truyén théng dé dinh
hudng thay dbi thoi quen cua khach hang, dic
biét 1a nhitng khach hang c6 tan suat mua truc
tuyén thip. Ba 13, nd lyc giam thiéu cac can trd
dbi véi hanh vi chuyén ddi ctia khach hang
théng qua viéc bu dép chi phi chuyén déi dich
vu cho khach hang thong qua cac chuong trinh
giam gia, tro gia, khuyén mai dé bu dip mot
phan gia tri cho khach hang. Cudi cung, xay
dung dich vu hd trg chuyén nghiép cho hé
théng ti khoa thong minh nham han ché cac
rao can su dung va gia tri, hay noi cach khac
cin cung cdp cac giai phap cho phép khach
hang cam nhan dugc cac loi ich vuot trdi cua
dich vu so vé&i chi phi chuyén ddi cua khach
hang phai bo ra vé thoi gian, tién bac hay nd
lyc. Bé thiic day hanh vi chuyén doi toan phan,
can tap trung nhiéu hon cho viéc tao lap cac
thoi quen mai cho khach hang, thong qua viéc
cung cip cac co hoi trai nghiém thir cho khach
hang, dac biét nhin manh vao cac thoi quen
than thién véi moi truong.
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