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TOM TAT

Nghién cizu tim ra cac yéu to tac dong dén
thai do cua nguoi mua trong thi truong thuong
Mai dién tir va mirc do dnh hwong Cua thdi do
dén hanh vi mua sam tryc tuyén. Nhom tac gia
dwa ra mé hinh nghién cixu bao gom séu yéu to
dnh hwong dén thdi @ ciia ngwoi mua trong thj
trieong thiong mai dién tir bao gom: Rui ro tai
chinh, Rui ro san phdam, Rui ro vé si tién loi,
Rui ro khéng giao hang, Chinh sich doi tra,
Dich vu va co sé ha tang. Di ligu khdo sat
trong bai duoc thu thdp tir 500 ngueoi tiéu dung
c6 tham gia mua sam truc tuyén sinh song tai
TP. HCM, Da Nang va Ha Ngi. Két qua cho

thdy ca sau bién doc lap déu c6 y nghia trong
viéc gidi thich cho Thdi d¢ cua nguoi mua
trong thi truong thuong mai dién tu, trong do,
yéu to tic d@ong manh nhat mgt cach tich cuc
dén Thai @ 1a cam nhdn cua khach hang vé
Dich vu va co sé ha tang; trong khi Cam nhdn
vé Rui ro tai chinh lai tde dong manh theo
huwong tiéu cuc lén Thdi dé cua nguoi mua.
Ngoai ra, nghién cizu con cho thdy Thdi dé cia
nguwoi mua cé xu hwéng diéu chinh tich cuc,
thiic ddy hanh vi cia nguoi tiéu dang trong
mua sam truc tuyén.

Tar khoa: Thdi do, hanh vi, thwong mai dién tir, rui ro tai chinh, rii ro san phém, Fiii ro vé s tién
loi, rii ro khong giao hang, chinh sach doi tra, dich vu va co so ha tang.

1. GIOI THIEU

Bai viét nghién ctu vé thai do cua ngudi
mua trong thi truong thuong mai dién tir va anh
huong cua thai do dén hanh vi mua sam truc
tuyén tai Viét Nam. Hién nay, thai d6 nguoi
tiéu dung ludn 1a mbi quan tdm hang dau cua
cac doanh nghiép. Viéc tim hiéu thai d6 cua
nguoi tidu dung dugc tién hanh bang cach diéu

tra nguoi tiéu dung thdng qua bang cau hoi
hoic nhan biét thai d6 qua nhitng suy luan vé
hanh vi. C rat nhiéu nghién ctu tai nuéc ngoai
vé dé tai thuong mai dién tir dé giai thich hanh
vi mua sim tryc tuyén cua nguoi tiéu dung, tuy
nhién hau nhu chua c6 nghién ciu nao cé thé
bao quat day du cac yéu té ma chi tap trung vao
mot vai yéu té co ban nhu nghién ctu cua
Koufaris (2002), Pavlou (2003), Mohammad va
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cong su (2012), Gagandeep & Gopal (2013),...
Bén canh d6 1a rat nhiéu nghién ctu vé thai do
va hanh vi mua sam tryc tuyén cta nguoi tiéu
dung tai mdi qubc gia khac nhau nhu An D9,
Han Quéc, Trung Qudc, Pai Loan... trong c4c
nghién cau trén hanh vi mua sim truc tuyén
dugc xem la hanh vi nhan théng tin va hanh vi
mua ban.

Tai Viét Nam, nghién ctu vé hanh vi caa
nguoi dung trong thi truong thuong mai dién tu
con nhiéu han ché vi n6 1a mot hién twong xa
hoi phuc tap vé ki thuat, hanh vi va tam ly
(Ngo & Gwangyong, 2014) vi vdy ma céc
nghién ctru vé ngudi tiéu dung trong thi truong
thwong mai dién tir ciing rat nhiéu nhung chu
yéu 1a cac nghién cru mo ta. Nghién ciu nay
dugc thuc hién nham nhan biét dwoc cac yéu té
anh huong dén thai do ciia ngudi mua trén thi
truong thuong mai dién tir s& giup cho cac ddi
tuong tham gia trén thi truong, dac biét la

N

Rui ro tai chinh

Rui ro san phim

Rui ro vé su tién loi

Rui ro khéng giao hang

Chinh sach ddi tra He

Dich vu va co so ha tang

J

nguoi ban c6 thé diéu chinh thai do cua nguoi
mua trong thi truong. Pay 1a mot van dé quan
trong va can thiét trong qua trinh phat trién cua
nén kinh té hién dai.

2. CO SO LY THUYET VA PHUONG
PHAP NGHIEN CUU

2.1. Co sé ly thuyét va khung phan tich

Trong nghién ctru vé thai 6 cua ngudi mua
trong thi truong thuong mai dién tir, c6 nhiéu
yéu t tich cuc va tiéu cuc anh huong dén
nguoi tiéu dang. Nhiéu nghién cau chi ra rang
nhan thic vé rai ro va loi ich ludn 1a yéu tb
hang dau dwoc nguoi tieu dang quan tam. Vi
vay, tac gia dwa trén md hinh nghién cuu vé
thai do cta Shih Ming Pi va cong su (2011) va
cac nghién cuu caa Forsythe va cong su (2003),
Lewis (2006) két hop vé6i nhiing khac biét vé
hanh vi mua sam tryc tuyén cua ngudi tiéu
dung tai Viét Nam cua Ngo & Gwangyong
(2014) dé dua ra mo hinh nghién ctu:

H7 Hanh vi mua siam truc
tuyen

Hinh 1. M6 hinh nghién ctu

Nhan té 1: Rui ro tai chinh

Rui ro tai chinh dugc dinh nghia 1a cac rui
ro lién quan khi tién hanh céac giao dich tai
chinh thong qua Internet. C4c rai ro nay ludn
ton tai trong mdi lan giao dich tai chinh trén

Internet bét ké sb lan da thyc hién trudce day, nd
bao gom ca nhimg chi phi lién quan dén viéc
tra lai san pham, van chuyén, mua san pham
gi4 cao va dic biét 1a van dé an ninh mang nhu
viéc méat théng tin, trom cap thong tin thé tin
dung va cé4c hd so tai chinh quan trong khéc -
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day ciing 1a 1y do chinh dé han ché viéc mua
sam truc tuyén cua nguoi tieu dung (Miyazaki
& Fernandez, 2001) . Do d6, nhom tac gia dua
ra gia thuyét:

H1: Rui ro tai chinh ¢6 danh hudng tiéu cuc
dén thai do mua sam tryc tuyén.

Nhan té 2: Rii ro san pham

Rui ro vé san pham duoc xac dinh 1a rui ro
nhan dugc san pham khac vé mau mé, kiéu
dang, mau sic, chit luong so véi noi dung md
ta san pham ma nguoi ban cung cap trude khi
mua (Forsythe & ctg, 2006). Khi mua sam tryuc
tuyén do nguoi tiéu ding khong thé truc tiép
cam nhan va danh gia san pham nén ngudi tiéu
dung chu yéu dya vao hinh anh, théng tin san
pham va noi dung trai nghiém cia nguoi mua
(testimonial) dé ra quyét dinh, tuy nhién voi
cac phin mém chinh stra anh da lam sai léch
thong tin rat nhiéu so véi san pham thuc té 1am
anh huong dang ké dén kha nang nam bat
thdng tin san pham cua ngudi tiéu dang.

H2: Rui ro san pham c6 anh hwong tiéu cuc
dén thai do mua sam tryc tuyén.

Nhan t6 3: Rii ro vé s ti¢n lgi

Rui ro vé sy tién loi dugc cam nhan 13 sy
bit man cua nguoi tiéu dung khi mua sim qua
Internet. Rui ro nay phan anh muc do bat loi vé
thoi gian, cach thirc lién hé, giao nhan hang, lip
rép san pham hozc doi tra san pham. Trong mot
vai nghién ctiu su bat loi dén tir website trong
viéc diéu hudéng nguoi dung qua lai gitra cac
trang web va khéng c6 mot sitemap rd rang
trong thiét ké web (Lee, 2004).

H3: Ruii ro vé su tién loi c6 dnh hwong tidu
Cuee dén thai d¢ mua sdm truc tuyén.

Nhan t6 4: Rai ro khong giao hang

Rui ro nay xay ra khi c6 15i giao dich trong
qua trinh ghi nhan don hang, nguoi ban giao
nham dia chi. Ngoai ra con c6 cac mdi ban tam

khac trong viéc phan phdi hang hoa nhu phi
van chuyén, giao hang cham,... (Forsythe &
ctg, 2006). Thong thuong khi mua sam truc
tuyén, rat nhiéu khéch hang 1a khach hang moi
vi vy mirc do tin tudng cua ca ngudi mua va
nguoi ban déu khong cao, vi vay dé tranh rii ro
trong qud trinh giao hang - dac biét la cac mén
hang c6 gia tri cao hoic khach hang & qua xa,
cac doanh nghiép thuong yéu cau khach hang
thanh toan trudc hoac thanh todn mot phan trén
hoa don. Tuy nhién diéu nay lai gay ra su lo
ling véi ngudi mua trong trudng hop di thanh
toan ma khoéng nhan dugc hang.

H4: Rui ro khong giao hang cé danh huong
tiéu cuc dén thdi dg mua sam tryc tuyeén.

Nhan t6 5: Chinh sach déi tra

Cac noi dung cua chinh sach d6i tra bao
gdém: rui ro trong van chuyén, thoi gian xu ly,
chi phi van chuyén san pham tra lai nguoi
ban... (Lewis, 2006). Nhirng chinh sach nay
cang don gian, thuan tién thi cang cung cb
niém tin va thai d6 cua ngudi mua déi véi san
pham. C4c van dé vé chinh sach d6i tra anh
huéng tich cuc dén thai do cua ngudi mua
trong mua sam truc tuyén.

HS5: Chinh sdch déi tra c6 danh hwong tich
Cue dén thai dé mua sdm truc tuyén.

Nhan té 6: Dich vu va co sé ha tang

Dich vu va co sé ha ting dwoc hiéu la
duong truyén Internet téc do cao, ciu hinh
server, cac phan mém marketing, thiét bi hién
thi thdng tin, va mang ludi cac website vé tinh
(Bingi & ctg, 2000). Bén canh do, viéc phat
trién phan mém quan ly khach hang (CRM -
customer relationship managerment) dé quan ly
va cham so6c cac khach hang da giao dich, mua
san phiam va quan ly cac nhan vién ban hang
trong doanh nghiép dé tinh hoa hdng kinh
doanh ciing gap nhiéu khé khan. Dich vu va co
so ha ting ciing 1a bién duoc ky vong cé anh
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huéng tich cuc dén thai ¢6 mua sam truc tuyén.

H6: Dich vu va co s¢ ha tang cé tac déng
tich cuc dén thdi dg mua sam tryc tuyeén.

Nhan té 7: Méi quan h¢ giira Thai d¢ doi
v6i mua siam truc tuyén va Hanh vi mua
sam tryc tuyén

Thai 6 hudng dén mua sam truc tuyén cua
khach hang dung dé chi trang thai tam ly cua
khach hang vé viéc mua hang qua internet
(Michael, 1998). Thai do ddi véi mua sam truc
tuyén chiu anh huéng bai nhitng nhan té tich
cuc va tiéu cuc, trong d6 cic nhan té anh
huong tiéu cuc dén thai do chu yéu 1a cac yéu
t6 rui ro khi mua truc tuyén va cac yéu té anh
huéng tich cuc lién quan dén cac chinh séach
danh cho khach hang va cé sé ha tang cua trang
web thuong mai dién tur.

Hanh vi mua sim tryc tuyén I hanh vi cua
ngudi dung Internet trong viéc mua sam tai cac
website thuong mai dién tir. Thong thuong khi
nghién ctru vé hanh vi, cac nha nghién cuu
thuong st dung nghién ctu md ta dé tim hiéu
vé dic diém hanh vi ciia ngudi tiéu ding dugc
thé hién ra trong qua trinh mua hang hozc phan
tich bién hanh vi thanh hai thanh phén 1a y dinh
mua va hanh vi mua.

Thai d6 dbi véi mua sim truc tuyén ludn
duoc gia dinh c6 anh huong cung chiéu dén
hanh vi mua. Trong nghién ciu nay, nhom tac
gia cling dua vao xu hudng nay khi nghién ciru
hanh vi mua truc tuyén va ky vong thai do tich
cuc cua ngudi mua truc tuyén s& ting hanh vi
mua sam tryc tuyén.

H7: Thai dé c6 tac dong tich cuc dén hanh
vi mua tryc tuyén.

2.2. Phuong phap nghién caru

Nghién ctru dugc tién hanh thong qua hai
giai doan chinh cua: (1) nghién ctru so bd dinh
tinh nhim xay dung bang phong phan; (2)

nghién cau chinh thirc dinh lugng nham thu
thap, phén tich dir liéu khao sat, cling nhu ude
lugng va kiém dinh cac mé hinh.

Phuong phap nghién cuu dinh tinh duoc
thuc hién théng qua thao luan nhém vai 20
ngudi bao gom cac ca nhan cé tham gia mua
sam truc tuyén (10 ngudi) va cac nha quan ly
dang hoat déng va kinh doanh trén thi truong
thuong mai dién tir (10 nguoi). Thoi gian thuc
hién phong van vao thang 05/2015. Két qua thu
dugc cho thay: cac bién quan sat dua trén
nghién ctru cua Swinyard & Smith (2003) va
George (2004), ... dugc giit nguyén, téng cong
c6 34 bién quan sat, trong d6: (1) Rui ro tai
chinh dugc do luong bang 3 bién quan sat; (2)
Rui ro san pham dwoc do luong bang 3 bién
quan sét; (3) Rui ro vé tién loi dugce do luong
bing 6 bién quan sat; (4) Rui ro khong giao
hang dugc do ludng bang 2 bién quan sét; (5)
Chinh sach ddi tra dugc do lwong bang 3 bién
quan sét; (6) Dich vu va co s& ha ting duoc do
luong bang 3 bién quan sat, (7) Thai d6 mua
hang truc tuyén duoc do luong bang 3 bién
quan sat va (8) Hanh vi mua sim truc tuyén
duge do luong bang 11 bién quan sat. T4t ca
thang do déu 1a thang do Likert nim muc do
v6i 1 (hoan toan khong dong ¥) dén 5 (hoan
toan dong y).

Nghién cuau chinh thic dugc thyc hién
thong qua nghién ctu dinh lwong bang bang
cau hoi véi phuong phap chon mau thuan tién.
Bang cau hoi duoc thiét ké online qua Google
Drive dé giri duong dan cua phiéu khao sat dén
ca ba khu vuc nghién cuu 1a: Tp.HCM, Ha Noi
va Pa Ning. Kich thuéc mau hop 1é cudi cung
la 500 mau. Trong miu c6 27,8% nam va
72,2% nit, da sb thuoe do tudi tir 21 — 39 tudi.

3. KET QUA NGHIEN CUU
3.1. P4anh gia do lwong

Két qua kiém dinh do tin cay cua cac thang
do cho thdy da sb cac thang do déu dat do tin
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cay cho phép, loai bo mot s6 thang do nhu CR6
thuoc bién Rui ro vé sy tién loi va cac thang do
0SB4, 0OSB5, OSB6, OSB7, OSB8 thuoc bién
Hanh vi mua sam tryc tuyén do c6 hé sb tuong
quan bién - tong nho hon 0,3.

Phan tich EFA cho thiy thang do cac yéu t6
anh huong dén Thai do cta ngudi mua trong thi

truong thuong mai dién tir bao gébm 6 nhan té.
Két qua phan tich nhan t6 cho thay: hé s6 KMO
= 0,68; kiém dinh Bartlett c6 sig = 0.000 (<
0.05), tong phuong sai trich 70,68% dat yéu
cau. Piéu nay ching to phan tich EFA cua
nghién ctru phu hop véi dir liéu.

Béng 1. Po lwong cac khai niém nghién cau

quIZLér;ét Trung b}g;itl;l%rr:g do néu CronbaCh’sbi‘!Eha néu loai Trong sé EFA
Rii ro tai chinh, Cronbach's Alpha =0.909

FR1 7.18 0.911 0.882

FR2 7.04 0.898 0.894

FR3 7.13 0.795 0.948
Rii ro san pham, Cronbach's Alpha = 0.871

PR1 7.12 0.902 0.828

PR2 7.00 0.837 0.874

PR3 7.08 0.697 0.947
Rii ro vé sur tién lgi, Cronbach's Alpha = 0.770

CR1 14.54 0.765 0.591

CR2 14.64 0.710 0.758

CR3 14.30 0.761 0.638

CR4 14.38 0.644 0.882

CR5 14.36 0.745 0.691
Riii ro van chuyén, Cronbach's Alpha = 0.

NR1 3.78 0.926

NR2 3.77 0.926
Chinh sach ddi tra, Cronbach’s Alpha = 0.

RP1 7.44 0.644 0.818

RP2 7.09 0.765 0.759

RP3 7.18 0.563 0.859
Dich vu va co sé ha tang, Cronbach's Alpha = 0.746

SI1 7.01 0.663 0.797

SI2 6.99 0.642 0.826
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SI3 7.10 0.680 0.804
Thai d§ caa ngwoi mua, Cronbach's Alpha = 0.603
ATT1 7.15 0.491 0.769
ATT2 7.09 0.470 0.757
ATT3 7.02 0.544 0.716
Hanh vi mua sam truc tuyén, Cronbach's Alpha = 0.880
0OSB1 18.40 0.874 0.709
0SB2 18.40 0.842 0.867
OSB3 18.34 0.851 0.830
0OSB9 18.52 0.858 0.798
OSB10 18.36 0.874 0.713
0OSB11 18.32 0.852 0.820

Nguon: Tir dit liéu diéu tra va xit Iy bang phan mém SPSS

3.2. Kiém dinh md hinh nghién ciru va
cac gia thuyét

Phan tich mé hinh nghién ciu vé céc yéu t6
tac dong dén Thai do cua ngudi mua trong thi
truong thuong mai dién tir bao gom 2 mé hinh
hdi quy duoc st dung dé kiém dinh gia thuyét
bao gom mé hinh 1 - cac nhan t6 tac dong dén
Thai d6 ctia ngudi mua va md hinh 2 - cac nhéan
t6 tac dong dén Hanh vi mua siam truc tuyén.
Két qua mé hinh hdi quy 1 cho thiy céac bién
doc lap déu co ¥y nghia trong viéc giai thich cho
Thai d6 cua ngudi mua trong mua sim truc
tuyén. Trong d6, cam nhan caa khéach hang vé
cac rui ro trong hoat dong mua sim truc tuyén
c6 thé gay anh huong tiéu cuc dén Thai d6 cua
ho dbi v6i hoat dong nay. Cac cam nhan vé

Chinh sach d6i tra va vé Dich vu va co s& ha
tang lai co tac dong tich cuc ddi véi Thai do
clia nguoi mua. Cac chiéu hudng tac dong cua
cac yéu to 1én Thai d6 ciia nguoi mua déu pha
hop véi cac gia thuyét (tr H1 dén H6) duoc dat
ra trong nghién ctru.

M6 hinh hdi quy 2 cho thdy Thai do cua
nguodi mua ¢6 xu huéng didu chinh tich cuyc,
thiic day hanh vi cia nguoi tiéu dung trong
mua sam tryc tuyén. Diéu nay phu hop véi gia
thiét H7 duoc dat ra trong nghién ciu.

Nhu vay, ca 7 gia thuyét déu duoc chap
nhan. Két qua phan tich dugc trinh bay trong
Bang 2.
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Bing 2. Két qua hai quy

M6 hinh Hé s6 chwa chuian | Hé s6 da Kiém P-value |Gia thiét
hoa chuanhéa | dinht dwogc
B Sai s6 Beta ung ho
chuan
Hang sb 4.076 191 21.324 .000
FR -.159 021 -.285 -7.527 .000 H1
PR -.059 025 -.089 -2.367 018 H2
Mo hinh 1: Thai Icp -179] 033 -210|  -5.461 000 H3
do chia ngwoi
mua NR -130 022 -214 -5.789 .000 H4
RP 137 028 178 4.854 .000 H5
sl 252 027 347 9.383 .000 H6
R? hiéu chinh = 34.3%; sig F < 0.01
Mb hinh 2: Hanh | Hang so 1.613 205 7.882 .000
vimuasamtruc |ATT 583 057 416 10.207 .000 H7
tuyen R? hiu chinh = 17.1%: sig F < 0.01

Nguon: Tir dir liéu diéu tra va xit Iy bang phan mém SPSS

4. HAM Y CHO NHA QUAN TRI

Dich vu va co s& ha tang dang 1a mbi quan
tam hang dau cua khach hang trong thi truong
thwong mai dién tir, day 1a yéu t anh huong
manh nhat dén thai do cua ngudi mua. Do do,
doanh nghiép can phai chii y dén dé gia ting
dich vu khach hang va co sé ha ting phuc vu
cho viéc kinh doanh truc tuyén nhu cac website
thwong mai dién tor nén dugc xay dung bing
cdng nghé dap ung (web responsive), tang
cuong dich vu sau ban hang bing cac cong cu
nhu email,...

Chinh sach ddi tra la yéu té tht hai trong
nhém yéu t6 c¢6 anh huong tich cuc dén thai do.
Céc nha quan tri can chu trong xay dung chinh
sach bao hanh - cho phép dbi san pham méi
néu san phim da mua khong dung chat luong -
cho mdi mén hang trong vong 1 tuan sau khi
mua.

Trong céc yéu tb rui ro thi rai ro tai chinh
dugc nhom nghién ctru do ludong dang vi tri tha
hai trong c4c yéu t6 anh huong dén thai do. Bé
han ché cac rii ro dén tir giao dich tai chinh,
doanh nghiép c6 thé luu ¥ mot s6 ndi dung nhu
sir dung dung “Trust mark” - chirng thuc uy tin
tir bén thi ba (thirst side effect), cam két vé
viéc gitr gin théng tin khach hang,...

Theo ghi nhan caa nhdm nghién curu thi rai
ro san pham 1a yéu t6 it anh huong nhit dén
thai do cua nguoi mua. Cac doanh nghiép can
chd trong dén cac van dé vé cung cap chinh xac
cac thdng sé vé san pham, quang c&o trung
thuc nhin manh vao tinh niang cua san pham,
uwng dung cac quang céo 3D... trong viéc giam
thiéu rai ro vé san pham cua nguoi dng.

Sy tién loi 1a yéu té duoc danh gid quan
trong tha tu trong cac yéu té anh huong dén
thai d6 cua nguoi mua. Pay cling 1a 1y do thuc
ddy giao dich truc tuyén dugc tién hanh vi
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nhiing loi ich cua mua sam dién tir so véi mua
sam truyén théng. Do vay, cac doanh nghiép
can ting cuong tao noi dung cho san pham
thong qua chién lugc marketing noi dung
(content marketing), Kiém tra trong hé thdng
céac truong hop bi rét don hang...

Dé han ché rui ro khdng giao hang cho
khéach hang, doanh nghiép c6 thé &p dung bién
phép st dung email marketing va gui email cho
khach hang ngay sau khi bén giao nhan théng
bao dd giri san pham thanh céng cho khéch
hang.

5. HAN CHE VA HUONG NGHIEN CUU
TIEP THEO

Nghién ctru duge thuc hién trén pham vi ca
nudce nhung chi tién hanh khao sat online qua viéc
chia s¢ duong link dé tim kiém cac khach hang
dén tir nhitng khu vyc thi trudng phét trién nhu:
Ha Noi, Tp. H6 Chi Minh va Pa Nang dé ghi
nhan thdng tin. Vi vay, nghién ctru van chua du
kha ning dé bao quat tim nhin vé thai do trong

mua sim tryc tuyén cua ca nudc. Do d6, mot
trong nhimg huéng nghién ciru tiép theo ma
nhém mong mudn dugc cai thién 1a c6 kha ning
di thyc té dé ghi nhan chinh xac va tim hiéu xem
liéu c6 su khac biét cua nhitng bang cau hdi dugc
tra 10i truc tiép cta nguoi tiéu dung trén mbi ving
mién so véi khao sat truc tuyén. Thong qua do6 co
thé mo rong mo hinh sang tim hiéu cac yéu t6 anh
hudng dén hanh vi mua sam tryc tuyén thay vi chi
tim hiéu sau vé thai do ctia ngudi mua trong thi
trudng.

Bén canh do, nghién ctu chi méi dung lai &
viéc phan tich hdi quy dé xem xét mbi quan hé
mdt chiéu cua cac yéu td tic dong dén thai do va
thai do tac dong 1én hanh vi nén nghién ciru tiép
theo ¢6 thé sir dung md hinh cdu tric SEM dé
thyc hién nghién clru sdu hon.

Nghién curu nay duoc tai tro boi Truong Dai
hoc Kinh té - Ludt (VNU - HCM) trong dé tai ma
s6: CS/2015 — 05.
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ABSTRACT

The study investigates key factors that
affect consumers' attitude towards shopping
online and examines its influence on online
shopping behavior. A model with six
independent variables including Financial risk,
Product risk, Convenience risk, Non-Delivery
risk, Return risk, Service and Infrastructure is
utilized. Data were collected from 500 online
shopping consumers in three cities, namely Ho
Chi Minh, Ha Noi and Da Nang. Results show

that all six independent variables are
statistically ~ significant  in  explaining
consumers' attitudes towards online shopping,
in which consumer perception about service
and infrastructure is the most significant, with
positive effect. On the contrary, consumer
perception about Financial risk has a negative
effect on the attitude. The findings also reveal
the positive role of attitude in encouraging
online shopping behavior.

Keywords: Attitude, Behavior, E-commerce, Financial risk, Product risk, Convenience risk, Non-
Delivery risk, Return risk and Service and Infrastructure.
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PHU LUC: BANG CAU HOI KHAO SAT

CAC YEU TO ANH HUONG PEN THAI PQ CUA NGUOI MUA TRONG THI TRUONG
THUONG MAI DPIEN TU TAI VIET NAM

Chao anh/ chi, chung tdi 12 nhém nghién ctiu thude DH Kinh Té - Luat. Nhdam phuc vu cho dé tai nghién
ctiu, chung t6i dang tién hanh mot cudc khao sat online vé “Cac yéu té anh huong dén thai d¢ cia nguoi
mua trong thi truong thuong mai dién tir tai Viét Nam”. Nhiing thong tin duoc cung cip bén dudi s& chi
dugc sir dung cho muc dich nghién ctru ndy va ching tdi xin hira s& chia sé lai két qua nghién ctu qua
email c& nhan caa anh chi khi khao sat hoan tat. Rat mong nhan dugc sy hop tac cua anh/chi!

STT NOQI DUNG CODE ROUTE MEASURE

PHAN GAN LOQC

Xin anh/chi vui long cho biét anh/chi hay bét cir thanh vién nao trong gia dinh anh/chi dang lam viéc 1
trong céc linh vuc nao sau day? (SA)

Quang cao 1
Nghién ctu thi truon 2
Q1 g o g Neung -
Marketing 3 Norminal
Thuong mai dién tir 4
Khdng c6 nganh nao ké trén 6 Ticp

Anh/Chi c6 tham gia mua sim truc tuyén trong vong 3 thang qua khong? (SA)

Q2 Cé 1 Tiép )
- Norminal
Khong 2 Ngung
Anh/ chi dang sinh sbng va lam viéc & dau
TP.HCM 1
03 Pa Ning 2 Tiép Norminal
Ha Noi 3 orminal

] ~ PHAN NOI DUNG CHINH ,
Danh gia mirc d dong y cua anh/ chi doi véi cac cau phat bicu dudi day khi mua hang truc tuyen véi cac mic
diém tr 1 den 5, trong d6: 1: hoan toan KHONG DONG Y, 5 hoan toan DPONG Y

STT Phat biéu 1 [2][3]4]s

Rui ro tai chinh

04 T6i cam thay thong tin chi tiét trén the tin dung c6 thé bj danh cap néu
tdi mua sam truc tuyén.

Q5 | Toi cd thé chi tiéu qua tay néu ti mua sam truc tuyén.
06 Toi cam thay thong tin ca nhan (email, s6 dién thoai, ...) ma t6i duara
khi giao dich tryc tuyén cé thé bi giri cho ngudi khac.

Riii ro san phiam

Q7 T6i co thé khdng nhan dugc hang néu mua truc tuyén.

Q8 | Toico thé nhan dugc mén hang bi hong.
Q9 T6i khong dénh gia dugc chat lwvong cua hang héa trén Internet nén dé bj
mua nham.

Riii ro vé sy tién lgi

Q10 | Tim dung san pham muén mua qua Internet rat kh khan. ‘ ‘ ‘ | ‘
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011 Neu t6i mua sam truc tuyen, toi phai mat thém thoi gian cho d€ dugc
giao san pham.

Q12 | Toi khong thé kiém tra san pham khi mua tryc tuyén.
013 T6i cam thay that kho dé giai quyét céc tranh chap khi mua hang truc
tuyén.

Q14 | Khdng dé de huy bo don hang khi mua hang truc tuyen.

Vigc tra lai san pham sau khi mua truc tuyen rat phirc tap (Gui lai san
Q15 | pham cho ngudi van chuyén va cho phan hoi tir nguoi ban ma khdng bict
con rac roi nao khac xay ra).

Rii ro khéng giao hang

Q16 | Toico thé khdng nhan duoc san pham khi dat mua truc tuyén.
T6i khong mua sam tryc tuyénvi khong tin tin tudéng vao ngudi giao

QL7 hang va cach bao quan hang trong qué trinh van chuyén.

Chinh sach ddi tra

018 T6i khdng mua hang truc tuyén néu cua hang khong cé chinh sach van

chuyén mién phi.
Q19

bt ky rang budc nao.

T6i mua hang truc tuyén khi toi c6 thé tra lai san pham ma khéng chiu
Q20 | Toi khong mua hang truc tuyén néu khong co chinh sach hoan tién.

Dich vu va co sé ha tng

021 T6i s& mua hang truc tuyén ma khong cé bat ky lo ling nao néu luat giao
dich dién tir tai noi mua hang chat ché.

Q22 | Toikhdng thich bi tinh phi van chuyén khi tdi mua hang tryc tuyén.

Q23 | Kha thuc hién tot dich vy sau ban hang khi mua hang tryc tuyén.

Thai d§ cia ngudi mua trong thj truong TMDT

Q24 | Nhin chung thai d0 huéng dén mua sam truc tuyen cia tai la tich cyc.
Mua sam truc tuyén 1a mot sy thay thé hip dan d6i voi mua sam truyén

Q25 théng.

Q26 | Toi tin ring loi ich cua mua sam truc tuyén lén hon céc rui ro lién quan.

Hanh vi mua hang truc tuyén

Q27 | Toi sam tryc tuyén dé c thé mua sim riéng tw ¢ nha.

Q28 | TO6i muasam tryc tuyen dé co the mua sam bat ctr khi nao toi muon.

T6i mua sim tryc tuyén dé toi cd thé bao vé minh khoi tai nan giao thdng

Q29 | 'otmuas:

va trom cp.

i mua sam truc tuyén dé c6 thé xem chi tiét cac thong tin vé san pham.
Q30 Toi am truc tuyén dé cd thé hi tiét cac thong tin vé san pha
031 T6i mua sam tryc tuyén dé t6i c6 thé lya chon va so sanh nhiéu san pham

khac nhau.

i mua sam truc tuyén dé ¢ thé xem dugc cac danh gia cua ngudi ding
Qg2 | 101 Mua sim tryc tuyén a€ c6 thé xem & danh d

khéac vé san pham.

i mua sam truc tuyén vi toi s& khong cam thiy ngai khi khong mua san
Q33 TA: am truc tuyén vi toi sé kho am tha i khi kho :

pham.

i mua sam truc tuyén dé tdi cé nhiéu thoi gian ra quyét dinh mua
Q34 Toi am truc tuyén dé téi cd nhiéu thoi gi ét dinh

hang.

T6i mua sam tryc tuyén dé mua nhitng san pham khong thuong xuyén cé
Q35 :

san trén thi truong. cac san pham mai nhit.

Q36 | Muasam truc tuyen lam cho viéc chon mua san pham dé dang hon.

Q37 | Toi kiém soat chi tiéu cia minh tot hon khi mua sam tryc tuyén.

PHAN THONG TIN CA NHAN
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Nghé nghiép hién nay:
O U
Vui long cho biét thu nhap trung binh hang thang ciia anh/chi? (SA)
Duéi 5 triéu 1
Q39 T 5 triéu dén 8 triéu 2 -:—
- : - K Ordinal
Tur 8 trigu dén 15 trigu 3 ¢
Trén 15 triéu 4 P
Vui long cho biét dé tudi ciia anh/ chi
Duéi 21 tudi 1 T | Ordinal
Tir 21— 29 tudi 2 L
Q40 Tir 30 - 39 tudi 3 p
Tir 40 — 49 tuoi 4
Trén 50 tudi 5
Gioi tinh (SA)
Nam 1 N
Q41 N 2 g .
u | Nornimal
n
g
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