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Nghién clu ndy nhdm tim hiéu vai trd cla gia cd cdm nhéan va chat
lugng giao hang anh hudng dén y dinh mua hang lap lai thong qua gia
tri cdm nhan va sy hai ldng cia ngudi tiéu dung. Téng céng 791 phiéu
khao sat dugc thu thap theo phuong phap chon mau thuén tién tu
nhiing ngudi da ting mua lai cing mot clra hang trén cac trang thuong
mai dién ti. Nghién cltu nay st dung phuong phap ti€p can hoi quy
tling phan dé phan tich di liéu. Cac thang do sé dugc danh gia bang
phan tich mo hinh do ludng va mé hinh céu trdc tuyén tinh thong qua
phan mém hé trg SmartPLS 3.0. Két qua nghién cliu cho thay vai tro
cla chat lugng giao hang va gia ca cdm nhan anh hudng dén gia tri
cam nhan va khéng anh hudng dén sy hai long, trong khi dé, gia tri
cam nhan tac dong ca tryc ti€p dén y dinh mua hang lap lai va gian
ti€p théng qua sy hai ldng. Theo dé, két qua nghién clu ham y rang
cac clra hang truc tuyén nén quan tdm hon dén thgi gian x ly don
hang, déng géi hang hda va két hgp vai cac cdng ty van chuyén dé
nang cao chat lugng giao hang. Ngoai ra, cac clra hang tryc tuyén cling
nén c6 nhiing chinh sach gia phu hgp dé gilp tang gia tri cdm nhan va
hinh thanh y dinh mua hang lap lai.

Abstract

The purpose of this study is to explore the role of perceived price,
delivery quality in influencing the repeat purchase intention through
perceived value and consumer satisfaction. A total of 791 survey
questionnaires were collected by convenience sampling method from
consumers who have previously purchased the same online store. This
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study uses partial least squares to analyze data through SmartPLS 3.0
software. The procedure for data analysis consists of the assessment of
the reliability and validity of the measurement model and the
evaluation of the structural model. The research results show that the
role of delivery quality and perceived price affects perceived value and
does not affect satisfaction, while perceived value directly affects
repeat purchase intention and indirectly through satisfaction.
Accordingly, the research results imply that the online stores should
pay attention to order processing time, packaging time and cooperate
with shipping companies to improve delivery quality. In addition,
online stores should also have appropriate pricing policies to help
increase perceived value and form repeat purchase intentions.

1. Gigi thiéu

Cong nghé¢ thong tin da va dang thay d6i nhiéu mit ciia cudc séng ching ta hién nay va mot trong
s6 d6 1a théi quen tiéu dung. Viéc mua ban hang héa dan chuyén minh tir mua ban truc tiép thanh
mua ban truc tuyén thdng qua cac trang thuong mai dién tir. Thuong mai dién tir 14 sy mua ban san
pham hay dich vy trén cac hé thong dién tir nhu Internet va cdc mang may tinh. Thanh cong cia bat
ky doanh nghiép nao noéi chung va thwong mai dién tir néi riéng déu phu thudc vao doanh sb ban hang.
Do d6, trong méi truong thuong mai dién tir, cic yéu té anh huong dén y dinh mua hang cua ngudi
dung tryc tuyén c6 tim quan trong 16n ddi v6i cac nha nghién ciru va nhan dugc rat nhidu sy quan
tam tlr cac doanh nghiép. Dé thanh cong, cac nha cung cip truc tuyén can chuyén d6i khach hang
tiém nang thanh khach hang mua hang va thiic day khach hang hién tai mua hang lap lai (Khalifa &
Liu, 2007).

Y dinh mua hang lap lai dé cap dén xac sudt chu quan ma khach hang sé tiép tuc mua san pham
tir cing mot ngudi ban (Ali & Bhasin, 2019). So véi khach hang tiém ning, khach hang mua hang lai
¢6 kinh nghiém, hiéu biét va danh gi t6t hon thong tin va thudc tinh ctia cira hang truc tuyén do kinh
nghiém ciia ho voi nguoi ban (Kim & Gupta, 2009). Nhiéu nghién ctru da dugc thyc hién dé kiém tra
céc yéu td c6 anh hudng dén ¥ dinh mua hang lap lai trong thuong mai dién tir nhu: Chét luong thong
tin (DeLone & McLean, 2004); kha nang gilt chan khach hang (Khalifa & Liu, 2007); su tin tudng
(Fung & Lee, 1999; Kim va cong su, 2004); long trung thanh (Eid, 2011; Srinivasan, Anderson, &
Ponnavolu, 2002); viéc tao ra gia tri cho khach hang (Francis & White, 2004); gia ca cam nhan (Kim
va cong su, 2012); chét lwong phan phéi (DeLone & McLean, 2004; Demoulin & Djelassi, 2013); cac
thudc tinh ciia website nhu: Chat lugng website (Lin, 2007), tinh dé sir dung (van der Heijden va cong
su, 2001), thiét ké dep (Otim & Grover, 2006), chit lugng hé thong (Yang, 2008), danh tiéng ngudi
ban (van der Heijden va cong sur, 2001), nhan thirc vé rii ro ctia khach hang (Pavlou, 2003), niém tin
ctia khach hang va cht lugng dich vu khach hang (Brown & Jayakody, 2008).

C6 thé thy, cac yéu t6 anh huong dén y dinh mua hang 13p lai trong thwong mai dién tir c6 thé
dugc phan thanh hai loai (Ali & Bhasin, 2019), bao gom: (1) Cac yéu t6 bén trong 1a cac yéu t6 thuc
day anh huong dén nguoi tiéu dung mua hang truc tuyén va c6 lién quan tryc tiép dén ban than hang
hoéa hoac dich vy, nghia la ching 1a cac thudce tinh ciia hang hoa hoac dich vy, cac yéu t noi tai gém:
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Chat lugng san pham va gia ca cam nhan; (2) Cac yéu t6 khac nhu: Chat lugng thong tin, chat lugng
trang web, sy tin cdy, long trung thanh va chat lugng giao hang khong lién quan tryc tiép dén hang
hoéa hodc dich vy nhung anh huéng va thiic day y dinh mua hang cta ngudi tiéu ding — c6 thé duoc
phan loai 12 yéu t6 bén ngoai. Tuy nhién, trong khi nhiéu nghién ciru da nghién ciru vé nhiing yéu t6
nay (Ali & Bhasin, 2019; Bao va cong su, 2016; Chen-Yu va cong su, 2016; Kim va cong su, 2012),
anh hudng tong hop ciia nhitng yéu t6 nay dén ¥ dinh mua hang lip lai van chua dugc nghién ciru chi
tiét. Vi dic diém cua thuong mai dién tr Viét Nam da phé‘m la cac san phém thong dung thuong duoc
mua ban tryc tuyén, chat lugng c6 xu huéng khong ddi giita cac nha cung cap, diéu nay khién nguoi
tidu ding tryc tuyén nhay cam hon véi gia ca (Lynch & Ariely, 2000). Hon nita, vi phan 16n thi phan
thuong mai dién tir ndm trong tay nhitng doanh nghiép 16n (Tiki, Lazada, va Shopee), cac van dé nhu:
Chat lugng thong tin, chit lugng hé thong va do tin cdy c6 thé duoc coi la da dugc tiéu chuan hoa.
Trong sb cac yéu té khac nhau cho sy thanh cong ciia thwong mai dién tir, nghién ctru nay nham muc
tidu tim ra tim quan trong cua gia ca cam nhan (yéu t6 bén trong) va chit luong giao hang (yéu té bén
ngoai) anh hudng dén y dinh mua hang 1p lai cia nguoi tiéu dung.

Mat khac, hanh vi ctia nguoi tiéu dung thuong duoc mo ta 1a hudng dén muc tiéu (Pieters va cong
su, 1995). C6 hai huéng nghién ctru chinh vé& myc tiéu cta hanh vi mua saim. Nhoém nghién ctru thi
nhét coi viéc thu dugc cac gia tri 1a muc tiéu mua sam va kiém tra tac dong cua ching dbi voi y dinh
mua hang 13p lai, tirc 1a mbi lién két gi4 tri - y dinh (Jones va cong su, 2006; Wang, 2008). Nhom
nghién ctru con lai diéu tra tac dong cua lgi ich mua sam truc tuyén dbi voi y dinh mua hang 1ap lai,
tire 1a moi lién két gitra lgi ich - y dinh (Atchariyachanvanich va cong su, 2008; Forsythe va cong su,
2006). Theo 1y thuyét chudi phuong tién (Means-End Chain Theory — MEC) (Gutman, 1997), dong
co mua sim c6 cau trac thir bac, véi loi ich 13 muc tiéu con cia gia tri. Do do, theo quan diém cua
MEC, gia tri 1a muyc ti€u cudi cung kich hoat y dinh dan dén hanh vi. Vi vay, trong nghién curu nay,
tac gia xem xét gia tri dudi goc do 1a gia tri cam nhan s& anh hudng dén y dinh mua hang lap lai trong
thuong mai dién tir. Ngoai ra, nhiéu nghién ciru trudc d6 da chimg minh méi quan hé giita gia tri cam
nhan va y dinh mua hang lap lai co tac dong thong qua su hai long (Hume & Mort, 2010; Lam va
cong su, 2016; Park & Kim, 2003), ngudi tiéu dung nay sinh y dinh mua lai néu ho thay c6 gia tri va
hai 1ong vé6i nhitng 1an mua truée d6. Nghién ctru nay déng gop nhimg diém méi vé mat 1y thuyét
nhu sau: (1) Xem xét dong thoi yéu td bén trong (gid ca cam nhan) va bén ngoai (chat lugng giao
hang) tac dong dén y dinh mua hang 1ap lai, (2) dya trén 1y thuyét chudi phuong tién véi méi quan hé
gié tri - y dinh, tac gia xem xét gia tri trong hanh vi mua hang 14 gi4 tri cam nhan va 14 tién dé trung
gian anh huong dén y dinh mua hang lap lai, ngoai ra dya vao nhing nghién ctru trudc trong thuong
mai dién tir, nghién ctru ndy cling bo sung xem xét sy hai 1ong nhu 1 mot bién trung gian khac trong
mdi quan hé gia tri va y dinh. Nhu vay, muyc tiéu ciia nghién ciru nay 1a khdm pha mdi quan hé giira
gi4 ca cam nhan va chat lugng giao hang anh huéng dén y dinh mua hang lip lai trong méi truong
thuong mai dién tir thong qua gia tri cdm nhan va sy hai 1ong ctia nguoi tiéu dung.

2. Gia thuyét va mé6 hinh nghién ciru

2.1. Y dinh mua hang ldp lai

Y dinh mua hang lap lai 1a qué trinh mot c4 nhan mua lai hang hoéa hoac dich vu tir cing mot cong
ty (Ali & Bhasin, 2019) va 1y do mua lai chii yéu dya trén kinh nghiém mua hang trong qua khu.
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Khéch hang nay sinh y dinh mua lai néu ho thdy c6 gi tri va hai long véi nhitng 1an mua trude do
(Park & Kim, 2003). C4c nha ban 1¢ truc tuyén can phai quan tdm y dinh mua lai cia ngudi tiéu ding
vi chi cn ¢ sy mua hang 1ap lai tir khach hang thi doanh nghiép co thé sinh 15i trong sudt vong doi
clia san pham. Cac khach hang c6 thé vi hiéu ky, to mo ma sir dung san pham 1an dau nhung néu ho
khong quay lai nghia 12 doanh nghiép da bi mat di mot khach hang. Doanh nghiép can rat nhiéu thoi
gian va cong strc dé c6 dugc mot khach hang truc tuyén méi. Do d6, viéc giit chan mot khach hang
la rat quan trong cho sy thanh cong cua thuong mai dién tur (Zeithaml va cdng su, 2002). Giir chan
khach hang 1a mot cach dé thiét 1ap loi thé canh tranh trén thi truong (Tsai & Huang, 2007).

2.2.  Swhai long

Su hai 1ong ciia nguoi tiéu ding duoc coi 14 yéu té quan trong ddi véi sy thanh cong cua bat ky to
chtre nao vi hang hoa hoac dich vu dugc san xuat ra nham dé thoa man nhu cau hoic mong mudn cla
nguoi tiéu dung. Nguoi tiéu dung hai long khi hang hoa hoac dich vu dap tng mong doi cua ho, va
ho khong hai long khi hang hoéa hodc dich vu dap ung dudi mirc mong dgi. Su hai long 1a thai d6 sau
khi trai nghiém mua sam va su dung san phé”im, dich vu va c6 anh hudng dén y dinh mua hang (Goh
va cong su, 2016; Lam va cdng su, 2016; Liang va cong su, 2018; Oliver, 1980). Ngoai ra, nhiéu
nghién ciru trude day da tim thay sy hai 10ng 1a mot trong nhiing yéu té quan trong ciia y dinh mua
hang 13p lai trong thuong mai dién tir (Lee va cong su, 2009; Molinari va cong su, 2008; Yen & Lu,
2008). Do do, tac gia dé xuét gia thuyét:

H;: Sy hai long co tac dong tich cuc dén vy dinh mua hang lap lai.

2.3, Gia tri cam nhdn

Nguoi tiéu dung ludn tim cach t61 da hoa gia tri tir cac giao dich. Gia tri dugc dinh nghia la téng
hop cua tat ca cac yéu t6 dinh tinh va dinh luong tao nén trai nghiém mua sam hoan chinh. Gia trj 1a
su danh d6i loi ich va chi phi (Sweeney & Soutar, 2001). Zeithaml (1988) dinh nghia gié tri cim nhan
tir quan diém clia ngudi tiéu dung 1a sy chénh 1éch giita nhimng gi nguoi tiéu ding bo ra so v6i nhimg
gi ho da nhan dugc tir viéc mua hang hoéa hodc dich vu. Gié tri cdm nhén c¢6 lién quan dén nhan thirc
clia sy hy sinh; tuy nhién, sy hy sinh nay khong chi 1a sy hy sinh vé tién bac ma con 1a thoi gian va
cong sirc bo ra dé mua mot moén hang. Zeithaml va cong sy (2002) nhan thiy gi4 tri cam nhan khong
chi lién quan dén gia ca cam nhan ma con lién quan véi chat lugng san phdm cam nhan va y dinh mua
nhiéu lan cta ngudi tidu ding. Nhimg phat hién nay pht hop voi cac nghién ctru cia Chang va Wildt
(1994), Dodds va cong su (1991) cho rang gia tri cam nhan dan dén y dinh mua hang lip lai. Do do,
tac gia dé xuét gia thuyét tiép theo:

Hoa: Gia tri cam nhdn co tac dong tich cuc dén ¥ dinh mua hang lap lai.

Gié tri cam nhan va sy hai 10ng ctia khach hang thuong dugc tranh luan vé viée chiing dai dién cho
cling mot cau tric hay nén duge do luong nhur hai ciu tric riéng biét. Eggert va Ulaga (2002) cho ring
gia tri cdm nhan va sy hai 1ong c6 thé duoc khai niém hoa va do ludong nhu hai cAu trac riéng biét vi gia
tri cam nhan dugc ngudi tiéu dung tong hop tir tét ca cac yéu to dinh tinh va dinh lugng trong qué trinh
mua sam, tir 46 1am co s& cho viée danh gi4 trai nghiém mua sim dé hinh thanh sy hai long. McDougall
va Levesque (2000), Cronin va cong su (2000) déu nhan thdy rang gi4 tri cam nhan 1 dong lyc quan
trong nhat ciia sy hai long khach hang. Do d6, tac gia dé xuét gia thuyét tiép theo:

Hop: Gia tri cam nhdn co tac dong tich cuc den sw hai long.
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2.4. Gia cda cam nhdn

Gia ca dugc dinh nghia l1a thir phai tir bo hodc hy sinh dé co duogc hang hoéa hoac dich vu (Zeithaml,
1988). Ali va Bhasin (2019) phén biét giira gia thuc té clia san pham va gia do khach hang cam nhan.
Gid ma nguoi ti€u dung gan cho san phﬁim hodc dich vu dugc goi 14 gia cam nhan. Zeithaml (1988)
cho rang dbi v6i nguoi tiéu dung, gia ca ho cam nhan quan trong hon gi4 thyc té ciia san pham. Gia
¢4 cam nhan anh huong dén hanh vi mua hodc ¥ dinh mua cta ngudi tiéu ding (Ali & Bhasin, 2019).
Cronin va cong su (2000) cho rang gi4 ca gitip nguoi tiéu ding dénh gia gia tri cta hang hoa ma ho
du dinh mua va ciing 1a mot yéu tb quan trong tao nén sy hai long (Anderson va cong su, 1994).
Ngudi tiéu ding c6 xu hudng ¢ ging tdi da hoa tong hiru dung cho bat ky giao dich mua nao, vi gia
ca 1a mot sy hy sinh, do d6, bat ky sy ting gid nio ciing khién khach hang cam thay rang ho da hy
sinh nhiéu hon, diéu nay lam giam tong hitu dung khi mua lai hang héa hodc dich vu (Thaler, 1985),
va do d6 1am giam gia tri cam nhan. Tac gia dé xuat cac gia thuyét tiép theo:

Hsa: Gia ca cam nhdn co tac dong tiéu cuc dén gid tri cam nhan.

Hsp: Gia ca cam nhdn co tac dong tiéu cuc dén su hai long.
2.5.  Chdt lwong giao hang

Théch thirc 16n nhit ma cac nha cung cap truc tuyén & cac nén kinh té dang phat trién phai doi
mit 14 kha nang phan ph6i hang héa dén ngudi tidu ding, didu nay that sy 1a mot van dé 16n khi nguoi
tidu ding co thé dat hang truc tuyén nhung cac nha cung cap thuong mai dién tir khong thé cung cap
hang héa hodc dich vy do mang ludi phan phéi cua ho qué nhé hoac thiéu tinh 6n dinh. Diéu nay dan
dén sy phat trién manh ctia cac cong ty van chuyén véi nhiéu tity chon nhu: Thanh toan khi nhan hang
(Cash On Delivery — COD), c4c chirc nang theo doi tinh trang van chuyén cac don hang, thay dbi don
hang, hity don hang, tra lai hang... Keeney (1999) cho rang viéc cung cap san pham kip thoi c6 thé
anh huong dén tat ca cac muc ti€u co ban cua sy hai 1ong. Trong bdi canh thuong mai dién tir, Ali va
Bhasin (2019) cho rang viéc phan phdi véi cac tity chon chuyén phat nhanh anh huéng 16n dén sy hai
long ctia khach hang, bang chimg 14 chat lugng giao hang c6 tac dong tryc tiép dén cac chi s hai long
ctia khach hang, bao gdm ca viéc mua hang lai. Ngudi mua sdm tryc tuyén mong doi giao hang nhanh
chong, theo ddi duge don hang, thay d6i don hang, hily don hang dugc dap mg nhanh chong véi thii
tuc don gian (Lin, 2007). Khalifa va Liu (2007) nhan thay tra hang nhanh chéng va hoan lai tién, hodc
su chdm soc sau khi giao hang 1a nhimg yéu t6 cuc ky quan trong anh hudng truc tiép dén su hai l1ong
cua nguoi tiéu dung (Ahn va cong su, 2004). Ngoai ra, gia tri cam nhéan cua nguoi tiéu dung truc
tuyén ciing bi anh huéng nhiéu boi tinh chinh xac va sy nhanh chéng khi giao hang (Ali va cong su,
2017) vi khach hang gin chi phi co hoi lién quan dén thoi gian chd doi cho dén khi hang hoa hodc
dich vu dugc giao, sy cham tré trong thoi gian giao hang c6 thé 1am anh hudng dén cam xuc va tam
1y ctia khach hang va lam giam gié tri cAm nhan ban ¢au ma ho c6 v&i san pham (Demoulin & Djelassi,
2013; Lin va cong su, 2011). Do do, tac gia dé xuét cac gia thuyét nhu sau:

Hua: Chat heong giao hang cé tac dong tich cyee dén gid tri cam nhdn.

Hu: Chdt heong giao hang cé tac dong tich cue dén suw hai long.
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Hinh 1. M6 hinh nghién ctu

3. Phuong phap nghién ciru

3.1. Thang do

Céc bién gia ca cam nhén, chét luong giao hang va gi tri cam nhan, moi bién dugc do luong béng
bdn bién quan sat dugc ké thira 1an lugt tir cac nghién ctru di trude ciia Hair va cong su (1998), Ahn
va cong su (2004), Tsai va Huang (2007). Y dinh mua hang 13p lai duoc do ludng bang nim ciu hoi
theo dé xuét ctia Kim va cong su (2012). Ddi véi sy hai long ciia khach hang, nim cau héi tir nghién
clru cua Srinivasan va cong su (2002) da dugc sir dung. Tat ca cac cau hoi déu duoc do luong bang
thang do Likert 7 diém tir 1 (Hoan toan khong dong y) dén 7 (Hoan toan dong ). Ba chuyén gia trong
linh vyc marketing dugc yéu cau danh gia cac thang do va dé xuét bat ky thay ddi cho phti hop bdi
canh. Mot s6 thay doi tir ngit nho da duoc thyc hién theo goi v cia cac chuyén gia. Trudce khi thyuc
hién cudc khao sat chinh thirc, mdt cudc khao sat dinh lugng so bd duge thuc hién véi 50 ca nhan
thuong xuyén mua sam truc tuyén theo phuong phap chon mau thuan tién. Nhitng ca nhan tham gia
nay déu c6 kién thirc vé mua sam truc tuyén. Bang cau hoi cudi cing bao gdm 22 cau hoi do luong
nam bién nghién ctru.

Bang 1.
Thang do nghién ctru

Thang do

Gia ca cam nhdn

1. Mua hang tir c4c ctra hang tryc tuyén c6 thé dit hon mua hang truyén théng.

2. T6i c6 thé tiét kiém duoc nhiéu tién hon khi mua hang tir cac cira hang truc tuyén.
3. Céc ctra hang truc tuyén cung cp cac tily chon mua hang véi chiét khiu tét nhat.

4. Hang hoa duoc ban trén cac trang thuong mai dién tir ré hon so voi hang hoa & cac kénh khac.

Chit hrong giao hing
1. Céc cira hang tryc tuyén cung cép ding san phdm da dwoc dit hang.

2. Céc cira hang tryc tuyén cung cép san phdm duoc dong gdi an toan.

10
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Thang do

3. Céc ctra hang truc tuyén giao hang dung nhu di cam két.

4. D& dang thuc hién ddi/tra lai san pham d3 mua.

Gia ca cam nhdn

1. San phim mua tir cac clra hang tryc tuyén rat tot.

2. San phim mua tir céc clra hang tryc tuyén rit dang tién.

3. San phdm mua tir cac cira hang tryc tuyén phtt hop vai s6 tién bo ra.

4. T61 nhan dugc nhiing gi mong doi khi mua hang tir cac cua hang truc tuyén.

Su hai long cua khach hang

1. T6i hai long vé6i quyét dinh mua hang tir cac ctra hang tryc tuyén.
2. T6i vn cam thiy khac biét mdi khi mua hang tryc tuyén.

3. Lya chon mua hang truc tuyén cua t6i la mdt luya chon thong minh.
4. T6i nghi minh d4 lya chon ding khi mua hang tryc tuyén.

5. So v6i cac kénh mua hang khéc, t6i hai 1ong khi mua hang tir céc clra hang tryc tuyén.

Y dinh mua hang lap lai

1. T6i du dinh tiép tuc mua hang tryc tuyén.

2. Néu dy dinh mua m¢t mat hang nao do, tdi s€ vu ti€én mua qua cac ctra hang truc tuyén.

3. Tbi vru tién mua hang tai cac cira hang truc tuyén quen thude cho nhimg 14n mua hang trong twong lai.
4. Téi c6 ¥ dinh tiép tuc mua hang tai cac cira hang tryc tuyén ma minh van thudng xuyén mua sim.

5. Tbi s& gidi thiéu cAc cira hang trye tuyén ma minh van thuong xuyén mua sdm cho nhimg ngudi xung quanh.

3.2, Thu thdp dir liéu

Theo Cuc Thuong mai dién tir va Kinh té s6 (2020), thwong mai dién tir Viét Nam tang truong an
tuong trong nam 2020 véi mirc ting 18%, quy mo thi truong 11,8 ty USD, udc tinh chiém 5,5% tong
murc ban 1¢ hang héa va doanh thu dich vu tiéu ding ca nudc, dan dau lugng truy cap 14 hai nén tang
Shopee va Lazada, tiép dén 1a hai nén tang Viét Nam 1a Tiki va Sendo. Viét Nam ciing 1a nuéc duy
nhit & Pong Nam A c6 ting truong thuong mai dién tir hai con sd. Do d6, Viét Nam tré thanh bdi
canh phu hgp dé nghién ciru vé thuong mai dién tir.

Béng cau hoi duge chuyén thé theo quy trinh hai chiéu tir tiéng Anh sang tiéng Viét va dich nguoc
lai tir tiéng Viét sang tiéng Anh dé dbi chiéu va diéu chinh. Tir d6, cac bién quan sat dugc diéu chinh
dé nguoi phong van hiéu 16 cac cau hoi va lam ting gia tri thang do. Bang khao sat dugc tao trén
Google Form, sau d6 duong lién két dugc giri 1én cac nhém Facebook ctia nhitng ngudi yéu thich
mua sim truc tuyén. Phuong phap thu thap dir liéu thuan tién. Bang cach sir dung cau hoi gan loc,
nhitng ngudi dugc chon tham gia khao sat 1a nhitng ngudi di timg mua hang truc tuyén va da timg
mua lai nhitng hang hoa nay tir cling mot cira hang. Dit lidu dwoc thu thap trong 8 tuan. Tong s6 bang
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cau hoi thu vé 1a 840, trong d6 ¢ 49 bang tra 10i bi loai do khong day du thong tin. Thong tin vé mau
khao sat dugc trinh bay tai Bang 2.

Béng 2.
Théng tin mau
Phén loai S6 lugng Ty 16 %
Nam 311 39,32%
Giéi tinh
Nir 480 60,68%
Du6i 20 tudi 79 9,98%
) 20-30 tudi 372 47,03%
Do tudi i
3040 tudi 274 34,64%
Trén 40 tudi 66 8,35%
Trinh d6 Cao hoc 252 31,86%
hoc van Cu nhan 539 68,14%

Ghi chii: S6 quan sat 14 791.

3.3, Quy trinh phan tich

Nghién ctru ndy sir dung phuong phép tiép can hdi quy timg phan (Partial Least Square — PLS) dé
phan tich dir lidu. PLS 1a cach tiép can phd bién va hiéu qua nhit trong viéc phan tich cic md hinh
cu triic tuyén tinh gdm cac bién an (Garson, 2012). Phuong phap PLS c6 thé phan tich mé hinh phirc
tap, voi nhidu bién tiém an dugc do ludng bang nhiéu thong sé khac nhau cing mét luc. Quy trinh
phan tich trong nghién ctru ndy bao gom: (1) Kiém dinh mé hinh do ludng thong qua céc tiéu chi do
tin cdy tong hop, phuong sai trich, so sanh cin bac hai ciia phuwong sai trich v6i hé sb twong quan dé
danh gia 6 phan biét; (2) Kiém tra mo hinh cu tric théng qua céc tiéu chi hé sd xac dinh (R?); va
(3) Kiém tra tac dong truc tiép ctia cac bién trong mo hinh bang k¥ thuat PLS Bootstrapping! véi c&
mau lap lai 14 5.000 dwoc khuyén nghi bai Henseler va cong su (2015).

4. Keét qua phan tich dir liéu

4.1. B¢ tin cdy va kiém dinh mé hinh do luwong

D6 tin cdy thang do dugc do lwong thong qua hé s Cronbach’s Alpha va do tin cay tong hop. Két
qué trong Bang 3 cho thiy cac gia tri Cronbach’s Alpha nam trong khoang 0,695 (Su hai long) dén
0,862 (Chat lugng giao hang). Céc gia tri ctia do tin cdy tong hgp dao dong trong khoang 0,758 (Sur
hai long) dén 0,863 (Chat lugng giao hang). Céc gi4 tri Cronbach’s Alpha va d¢ tin cdy tong hop déu
rat gan hodc trén ngudng 0,7 (Hair va cong sy, 2016) cho thdy d tin ciy ciia cic cdu tric trong mo
hinh. Gi4 tri phuong sai trich (Average Variance Extracted — AVE) cho mdi cu triic cling dugc hién

! Bootstrapping 1a phuong phap 1y miu ngiu nhién c6 lap lai. Lip lai c6 nghia la mdi khi mét quan sat dugc lay ngau nhién
tir tp hop quan sat mau, no duge tra lai mau trudc khi quan st tiép theo duoc lay ra.
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thi trong Bang 3, gia tri AVE clia tat ca cAc cau tric trong mo hinh nay déu 16n hon 0,5 cho thay sy
pht hop vé tinh hoi ty ctia timg cau tric trong mo hinh (Fornell & Larcker, 1981).

Bang 3.
Két qua do ludng do tin cay thang do va gia tri hoi tu
Yéu tb Phuong sai trich D06 tin cdy téng hop Cronbach’s Alpha
Gia 0,607 0,760 0,707
Chét luong giao hang 0,603 0,863 0,862
Gié tri cam nhan 0,501 0,793 0,753
Su hai long 0,559 0,758 0,695
Y dinh mua hang l3p lai 0,523 0,846 0,809

Gia tri phan biét 1a mirc d6 ma cac yéu t6 khac biét véi nhau va khong twong quan véi nhau (Fornell
& Larcker, 1981). Theo Fornell va Larcker (1981), hé s6 twong quan giita cac cau trac dugc so sanh véi
cin bac hai ciia AVE. Két qua tir Bang 4 cho thdy cin bac hai cua tat ca cac AVE (tir 0,748 dén 0,864)
déu 16n hon cac hé s6 trong ciing mot cot. Do do, cac thang do déu dat gia tri phan biét.

Béng 4.
AVE va tuong quan giita cic cau tric
Gia Chét luong Gia tri Su hai long Y dinh mua
giao hang cam nhan hang lap lai
Gia 0,798
Chét luong giao hang -0,087 0,778
Gia tri cam nhan 0,415 0,122 0,781
Su hai long 0,306 0,178 0,179 0,864
Y dinh mua hang l3p lai 0,192 0,250 0,257 0,054 0,748

Ghi chii: Chit s6 in ¢am 14 cin béac hai cia AVE.

4.2, Kiém tra mé hinh cdu triic va gid thuyét

Gi4 tri R2 cho bién sy hai long, gia tri cdm nhan va y dinh mua hang 1ap lai lan luot 13 0,421; 0,435
va 0,608 duoc coi la chfip nhén dugc (Cohen, 2013), cho théy cac mo hinh nghién ctru c6 kha nang
du doan tt va phu hop dé du doan y dinh mua hang 1ap lai (Hair va cong sy, 2016).
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R*=42,1%
Gia ca cam nhan Sy hai long
0,52%
A
—0,34*
0,74%*
0,32%

Chét lugng R o
giao hang »|  Gia tri cam nhan

0,56%*

R*=143,5%

Hinh 1. Két qua kiém dinh gia thuyét

Ghi chii: * tuong (mg véi muc ¥ nghia thong ké 1%.

T-test voi k§ thuat Bootstrapping (v6i c& mau lap lai 1a 5.000) dugc ap dung dé kiém tra céc tac
dong tryc tiép. Két qua chi tiét dugc thé hién trong Bang 4. Két qua kiém dinh gia thuyét cho thay gia
c4 cam nhan va chat lugng giao hang c6 anh huong dang ké dén gia tri cam nhan va giai thich sy thay
d6i 43,5% trong gia tri cam nhan, gia thuyét Hsa va Haa dugc chép nhan. Tuy nhién, gid ca cam nhan
va chat lugng giao hang khong c6 mbi quan hé tryc tiép dang ké nao véi sy hai long, do do6 gia thuyét
Hab va Hab bi bac bo. Gia tri cam nhan c6 anh huong déng ké dén y dinh mua hang lap lai va sy hai
long. Ngoai ra, sy hai long ciing c6 tac dong dén y dinh mua hang 1ap lai. Do d6, cac gia thuyét Haa,
Hab va Hi duoc chap nhan va cac yéu td trén gidi thich dugc 60,8% su thay doi trong y dinh mua hang

R?=60,8%

Y dinh mua hang
lap lai

1ap lai.

Béng 4.

Két qua kiém dinh cac gia thuyét
Gia thuyét Két qua
Gia thuyét H;: Sy hai long c6 tac dong tich cuc dén ¥ dinh mua hang lap lai. Chép nhén
Gia thuyét Ha,: Gia tri cam nhén c6 tac dong tich cuc dén ¥ dinh mua hang 1ip lai. Chép nhén
Gia thuyét Hay: Gi4 tri cam nhén c6 tac dong tich cuc dén sy hai long. Chép nhan
Gia thuyét H3,: Gid ca cam nhan c6 tac dong ti€u cuc voi gia tri cam nhén. Chfip nhan
Gia thuyét H3p: Gia ca cam nhén c6 tac dong ti€u cuc voi su hai long. Bac bo
Gié thuyét Hya: Chit luong giao hang c6 tic dong tich cuc dén gia tri cam nhan. Chép nhan
Gia thuyét Hyy: Chét lrong giao hang c6 tac dong tich cuc dén sy hai long. Béc bo
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5. Thao luan két qua nghién ciru

Trong thuong mai dién tr, viéc hiéu co ché hinh thanh y dinh mua hang ldp lai cia ngudi ti€u
ding 14 rat can thiét cho su ton tai ciia doanh nghiép. Muc dich chinh ciia nghién ctru nay 1a dé hiéu
co ché va cac yéu t6 anh huong dén y dinh mua hang lap lai ctia ngudi tiéu dung. Két qua ciia nghién
ctru cho thay tac dong clia gia ca cam nhan va chit lugng giao hang dén gia tri cam nhan, va gia tri
cam nhan tac dong truc tiép dén sy hai long va ¥ dinh mua hang 13p lai. Cac phat hién ctia nghién ciru
nay phu hgp véi cac nghién curu trude day cua Kim va cong sy (2012) va Kim va cong su (2004).

Céc nghién ctru true day thuong it cha ¥ dén chat lugng giao hang ma chu yéu tap trung vao chat
luong dich vu, két qua cta nghién ciru nay cho thiy chat lugng giao hang anh huéng manh mé dén
gi4 tri ma khach hang cam nhan khi mua hang truc tuyén. Két qua nay twong déng voi nhitng nghién
ctru trude day cia Jiang va cong su (2016) va Chinomona va cong su (2014), diéu nay ngu y rang,
céc giao dich tryc tuyén tao ra rui ro do thoi gian giao hang ctia san pham khong chic chan, do do
chat luong giao hang anh huéng manh dén gia tri cam nhan vé san pham ctia khach hang. Ngoai ra,
trong nghién ciru ndy, chat lugng giao hang lai khong co tac dong dén sy hai long ciia khach hang
trong thuong mai dién tir. Két qua nay lai trai ngugc v6i nhimng nghién ciru di trude vé mbi quan hé
gitra chat luwong dich vu va sy hai long (Kassim & Abdullah, 2010; Lin va cong su, 2014), diéu nay
6 thé duoc giai thich réng trong bdi canh thuong mai dién tir Viét Nam, véi sy canh tranh cua cac
cong ty trong nganh van chuyén nhu: Giao hang nhanh, Giao hang tiét kiém, Viettel Post, Vietnam
Post, SuperShip... chat lugng giao hang gan nhur 1a tuong duong nhau vé thoi gian giao hang va chi
phi giao hang. Ngoai ra, cac cong ty van chuyén tai Viét Nam hién nay ciing hd trg nhiéu tinh ning
quan trong khéc trong giao hang nhu: Dich vy phét hang thu tién ho (COD — Cash On Delivery), chirc
nang kiém tra lich trinh hang héa, hoan tién... Nhu vay, c6 thé néi, khach hang duong nhu mic dinh
vé chit lugng giao hang ctia hang hoa nén chét lugng giao hang khong anh hudng dén sy hai long cua
khéch hang.

Céc phat hién ciing chi ra ré“mg ton tai tac dong ti€u cuc gilra gia cd cam nhén véi gid tri cdm nhan,
diéu nay hoan toan phu hop véi cac 1y thuyét chung vé tiép thi. Béi vi ngudi tiéu ding c6 xu huéng
cd ging t6i da hoa tong hiru dung cho bat ky giao dich nao, do d6, khi mua hang hoa tir cic trang
thuong mai dién tr, bat ky su ting gia nio ciling khién ngudi tiéu ding cam thdy minh da hy sinh
nhiéu hon va diéu nay lam giam tong hiru dung, tir 46 1am giam gia tri cam nhan (Cronin va cong su,
2000). Ngoai ra, gia ca cam nhan lai khong anh huong dén sy hai 1ong. Diéu nay cho thay vai tro ciia
gia tri cam nhan khi day 14 tac nhan dan dén sy hai long. Vi vay, viéc nang cao gia tri cdm nhan la
diéu ma bat ky doanh nghiép nio ciing can quan tim. Két qua ciing cho thiy bén canh tac dong moi
quan h¢ truc tiép giita gia tri cdm nhan va y dinh mua hang l3p lai, van con ton tai mot moi quan hé
trung gian giira hai bién nay thong qua sy hai long.

6. Nhirng dong gop cua nghién ciru
Vé mit ly thuyét:
- Thir nhat, nghién ctru nay da phan tich va xem xét nhimg yéu t bén trong va bén ngoai phu hop

véi thyc tién thuong mai dién tir tai Viét Nam, bao gém: Gi4 ca cam nhén, chat luong giao hang va
xem xét tac dong dong thoi ctia hai yéu té nay dén y dinh mua hang 1ap lai.
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- Thit hai, nghién ctru nay duya trén ly thuyét chudi phuong tién véi gia dinh rang gia tri 1a muc
tidu cudi cung kich hoat ¥ dinh dan dén hanh vi. Tl gia dinh d6, nghién ctru nay da xem xét vai tro
clia gi tri trong hanh vi mua hang tryc tuyén 14 gia tri cam nhan dé khdm pha mdi quan hé tir gia ca
cam nhan va chat luong giao hang dén y dinh mua hang lap lai.

Vé mit quan tri: Két qua nghién ciru nay cung cap mét s6 ham ¥ cho nhitng nguoi kinh doanh truc
tuyén. Cac cira hang truc tuyén nén tap trung vao chit luong giao hang khi kinh doanh tryc tuyén,
mic du da s6 cac ctra hang déu sir dung dich vu cuia nhitng cong ty van chuyén nhung cac cira hang
van nén quan tdm hon dén thoi gian xir 1y don hang ciing nhu déng géi hang hoa dé tang thoi gian
xuat hang lam giam thoi gian giao hang. Viéc Iya chon nhitng cong ty véi chi phi phai ching va co
nhiéu tiy chon trong van chuyén nhu: Kiém tra tinh trang giao hang, thoi gian giao hang, doi/tra hang
nhanh chong... c6 thé 1am ting gi tri cam nhan ctia nguoi tiéu dung, tir d6 1am ting sy hai long va
tang y dinh mua hang l3p lai. Bén canh d6, nhiing ctra hang truc tuyén c6 thé lién két voi nhitng cong
ty van chuyén dé phat trién nhitng chinh sach wu dai hoan thién quy trinh giao hang, lam ting gia tri
cam nhan cua khach hang. Ngoai ra, céc cira hang kinh doanh truc tuyén ciing nén han ché viéc tang
gid hang hoa thi c6 thé anh hudng dén gia tri cam nhén cua khach hang; do d6, viéc dinh gia sin pham
ban d4u 13 v6 cling quan trong, tranh viéc tang gia trong chu ky ctia san pham. Nhiing chinh sach gi4
phti hop nhu: Giam gia trong nhimg dip dic biét hay chiét khdu khi mua s6 lugng 16n ciing c6 thé
giup tang gia tri cdm nhan va hinh thanh y dinh mua hang lap lai.

7. Han ché va huéng nghién ctru trong tuong lai

Han ché dau tién ctia nghién ciru 1a mau duoc thu thap theo phwong phap thuan tién tir mang xa
hoi nén tinh dai dién chua that sy cao. Thur hai, nghién ctru dugc thyc hién véi nhitng ngudi da cod
kinh nghiém mua sim truc tuyén va khong xem xét dén niém tin — mot yéu té quan trong trong mua
sam truc tuyén. Thtr ba, vi nghién ctru dugc thyc hién trong bdi canh Viét Nam, van hoa c6 thé anh
huong dén két qua ciia nghién ctru. Ngudi tiéu dung Viét Nam dang dan chdp nhan mua sim online
va ciing chdp nhan rai ro gap phai. Mot nghién ctru siu hon ¢6 thé duge thuc hién dé nghién ctru anh
huong cua van hoa, niém tin dén y dinh mua hang lap lai.
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