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thong tin chinh déi véi ngudi tiéu dung truc tuyén: Thong tin truyén
miéng tU ngudi tiéu dung khac (WOM) va thong tin tU don vi ban truc
tuyén. DT liéu khao sat dugc thu thap tir 503 ngudi tiéu dung truc
tuyén tai TP. H&6 Chi Minh, théng qua ki€m dinh bang phuang phap
phan tich c&u trac tuyén tinh SEM, két qua nghién c(ru khang dinh tac
ddng tich cuc cla hai loai théng tin dén long tin clia ngudi tiéu dung
@ ca hai thanh phan la nhan thdc va cdm xdc. Bén canh do, long tin
nhan thdc va long tin cdm xtc déu gilp tang cudng y dinh mua lap lai
cla ngudi tiéu dung truc tuyén. Ngoai ra, vai tro diéu tiét cha kinh
nghiém mua sdm truc tuyén ciing dudc khang dinh tir két qua nghién
clu.

Abstract

This study aims to investigate the role of two main information sources
in online shopping context, which are word-of-mouth provided by
customers and official information provided by e-tailers, in building
customer’'s cognitive and affective trust. Based on online trust
literature, the research model is proposed and validated by surveying
503 online customers in Ho Chi Minh city. Structural Equation
Modelling technique is adopted to analyze the collected data. The
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research results indicate the positive influence of the information
sources on online trust including both cognitive and affective path.
Besides, both cognitive and affective components of trust are positive
predictors of online consumers’ repurchase intention. In addition, the
moderating effect of online shopping experience is also validated.

1. Gigi thiéu

Theo bao céo Chi sd Thuong mai dién tir Viét Nam (EBI) ctia Hiép hoi Thwong mai dién tir Viét
Nam (Vietnam E-commerce Association), linh vuc thuong mai dién tir tai Viét Nam dat mirc tang
truong dang ghi nhan vai ty 18 trén 25% trong nam 2017, téc do ting trudng cao niy duge dy doan
con kéo dai trong nhidu nam tiép theo (Hiép hoi Thuong mai dién tir Viét Nam, 2018). Trong bdi
canh d6, thuong mai dién tir B2C (Business to Consumer) la linh vyre dan déu véi toe do tdng truong
1én dén 35% (Béo dién tir cia Dai tiéng noi Viét Nam, 2018). Didu nay cho thy thuong mai dién tir
B2C tai Viét Nam di tré thanh kénh mua sim phd bién va 1a xu hudng méi trong hoat dong mua sim
clia nguoi tiéu ding. Vi thé, ddy ciing 1a co hoi dé cac doanh nghiép dat duge hidu qua tot hon trong
kinh doanh.

Viéc mua sim qua kénh tryc tuyén mang lai nhiéu lgi ich cho ngudi tiéu dung nhu: Tiét kiém
ngudn lyc, khong phu thude vao thoi gian, khong gian (Sarkar, 2011). Tuy nhién, nguoi tiéu ding
cling gap khong it rao can nhu: Kho danh gia chit lugng san phim trudce khi mua, rui ro théng tin ca
nhan hay tén that tai chinh lién quan dén viéc thanh toan. Nhiing van dé nay 1a rui ro mang tinh tat
yéu trong thuong mai truc tuyén (Kim & Koo, 2016) va dugc xem nhu nhitng rao can chinh dbi véi
nguoi tidu dung khi lya chon kénh mua sim nay. Trong bdi canh d6, long tin 1a yéu t6 trong yéu co
thé giup nguoi tiéu dung vuot qua ap lyc tir nhimg rii ro trén dé tién hanh giao dich mua sim (Pappas,
2016). Vi thé, trong bdi canh nghién ctru vé mua sim tryc tuyén thi long tin ctia ngudi tiéu dung 1a
chu dé nghién cuu rat duoc quan tdm, dac bi¢t 1a tai Viét Nam nhitng nam g?m day.

V6i ddc trung co ban ctia mua sdm truc tuyén 1a tinh phi danh (Bhattacherjee, 2002), ngudi tiéu
dung thuc hién giao dich hoan toan thong qua website ban hang va cac cong cu ky thuat ma khong co
tuong tac truc tiép gilra nguoi mua voi don vi ban. Do vay, viéc tim kiém thong tin 1a budce co ban
khi mua sdm truc tuyén (Li & cong sw, 2014). Vi thé, nguoi tiéu ding hoan toan phu thude vao cac
ngudn thong tin dé 1am co s& cho viée danh gia san pham, dich vu hay dénh gia vé& don vi ban (Dai &
cong sy, 2007). Mot ngudn théng tin quan trong 1a nhiitng thong tin duge chinh don vi ban cung cip
thong qua website ban hang. Thong tin nay c6 thé bao gdm: Cac mé ta vé san pham, chinh sach bao
hanh, dic diém giao nhan... Pay duoc xem la nhimng thong tin chinh thirc, mang tinh cam két ma don
vi ban cung cip vé san phdm va dich vu ciia minh. Bén canh d6, ngudi tiéu ding ciing ¢6 thé ¢6 duoc
nhitng thong tin cin thiét thong qua ban be, ngudi than hay nhirng nguoi tiéu dung khac da timg giao
dich véi don vi ban. Nhitng thong tin truyén miéng nay co thé dugc trao ddi tir viée giao tiép truc tiép
hay gian tiép théng qua cac dién dan, cic muc danh gia san phdm ngay trén website ctia don vi bén.
Mic du nhirng thong tin truyén miéng mang tinh cht quan va kho danh gia vé do chinh xac nhung la
mot ngudn thong tin quan trong ddi véi ngudi tiéu dung tryc tuyén.
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Am hiéu vai tro ciia hai ngudn thong tin nay trong viéc tao dyng su tin tuéng ctia ngudi tidu ding
d6i v6i don vi ban s& gitip hiéu rd hon cam nhan va hanh vi clia ngudi tiéu dang. Mic du long tin
trong mua sim truc tuyén 1a chii dé nghién ciru dugc rat nhidu hoc gia qudc té quan tim, nhung theo
hiéu biét ctia tac gia thi chu dé nay con kha méi mé tai Viét Nam. Viéc tim kiém thong tin 1a mot
trong cac budc co ban cua nguoi tiéu dung khi mua sdm truc tuyén (Li & cong su, 2014) nhung hau
nhu chua c6 nghién ctru nao gitip xac dinh rd vai tro ciia cac ngudn thong tin ddi véi long tin cua
nguoi tidu dung tryc tuyén. Bén canh d6, cic nghién ctru vé mua sim tryc tuyén da thuc hién & cac
nude khéc lai hiém khi xem xét yéu t6 10ng tin mot cach toan dién & ca hai khia canh nhén thirc va
cam xtc ma chi xem xét 1ong tin mot cach tong quat. Vi thé, vai tro cua hai thanh phan nay trong viéc
thiic ddy nguoi tiéu ding tiép tuc thyc hién viéc mua siam truc tuyén ciing chwa dugc nghién ciru.
Ngoai ra, kinh nghiém mua sim truc tuyén c6 thé giai thich sy khac biét vé cam nhén va hanh vi tiéu
dung, vi thé, tac dong cua cac ngudn thong tin dén long tin cua ngudi tiéu dung co6 thé s& khac nhau
tiy thudc vao kinh nghiém mua sim tryc tuyén. Tuy nhién, vai trd nay ctia kinh nghiém mua sdm hau
nhu chua dugc xac dinh 13 trong cac nghién ctru trude day.

Trén co so do, nghién ciru nay dugc thyuc hién trong bdi canh mua sim truc tuyén tai Viét Nam
vGi ba muc tiéu sau: (1) Tim hiéu tic dong cta thong tin truyén miéng va thong tin don vi ban truc
tuyén cung cip dbi véi 1ong tin nhan thirc va long tin cam xuc cta ngudi tiéu ding; (2) Nghién ctru
anh huéng ctia 1ong tin nhén thirc va 1ong tin cam xac dén y dinh mua lip lai ciia nguoi tiéu dung; va
(3) Xem xét vai tro diéu tiét cua kinh nghiém mua sim truc tuyén dbi véi méi quan hé gitra cac ngudn
thong tin va 1ong tin ciia ngudi tiéu dung. Két qua nghién ctru cho thay tic dong tich cuc ciia ca hai
ngudn thong tin trén d6i véi long tin ciia ngudi tidu dung tryc tuyén trén hai phuong dién nhén thirc
va cam xtic. Bén canh d6, ca 1ong tin nhan thirc va long tin cam xtc déu ting cuong ¥ dinh mua lap
lai ctia nguoi tidu dung. Ngoai ra, vai tro didu tiét ctia kinh nghiém mua sim truc tuyén ciing dugc
khing dinh. Céc két qua c6 dwoc 1a co s& dé goi y mot sé giai phap giup don vi ban truc tuyén thiic
day hiéu qua kinh doanh va dé xuit cic huéng nghién ciru tiép theo.

Nghién ctru nay dugc trinh bay gdm 6 phan chinh. Sau phan gidi thiéu chung vé nghién ciru, trong
phin thir 2, tic gia trinh bay co s¢ 1y thuyét va tir 46 d& xuét mé hinh nghién ctru va cac gia thuyét
nghién ctru. Phan ngi dung thir 3 trinh bay phuong phap nghién ciru dugc sir dung. Tiép theo, tac gia
trinh bay chi tiét va thao luan cac két qua nghién ctru c6 dugc trong phan ndi dung thir 4 va thi 5.
Cubi cling, phin nodi dung thir 6 tong két lai cac diém chinh cua nghién ciru, dé xuit mot s6 ham y vé
mat quan ly va xac dinh diém han ché, tir do, go1 y hudng nghién ctru tiép theo.

2. Co sé ly thuyét va moé hinh nghién ciru

2.1.  Nguon théng tin trong mua sdm truc tuyén: Thong tin truyén miéng va théng tin tir don vi béan

Khéc voi hoat dong mua sam truyén thong tai cira hang, nguoi tiéu ding c6 thé hoan thanh giao
dich mua sim tryc tuyén ma khong c6 sy tuong tac truc tiép v6i san pham hay don vi ban. Vi thé, khi
mua sdm truc tuyén thi nguoi ti€u dung phu thudc hoan toan vao thong tin ma ho thu thap dugc tu
cac ngudn khac nhau dé dua ra quyét dinh mua sim (Dai & cong su, 2007). Trong d6, hai ngudn
thong tin chinh dong vai trd quan trong ddi voi nguoi tiéu ding khi mua sim tryc tuyén 1a thong tin
truyén miéng va thong tin tir don vi ban.
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Thoéng tin truyén miéng bao gdm cac thong tin danh gia don vi ban hay viéc sir dung san pham,
dich vu dugc trao ddi giita ngudi tiéu dung voi nhau (Hu & cong sy, 2008). Thong tin truyén miéng
¢6 anh huong dang ké dbi voi tam 1y ciia nguoi tiéu ding khac va tir d6 tac dong dén viéc ra quyét
dinh ciia ho (Kim & cong sy, 2008). Thong tin truyén miéng c6 thé dugc trao doi truc tiép gitra nguoi
tiéu dung véi nguoi tidu dung khac nhu: Ngudi than, ban bé hay dong nghiép (Lang & Hyde, 2013).
Mit khac, thong tin truyén miéng ciing c6 thé duoc trao doi gian tiép dudi hinh thirc cic danh gia
(Review) ma ngudi tiéu dung chia sé trén website ban hang, cac dién dan hay mang xa hoi. Trong
nghién ctru ndy, yéu t6 thong tin truyén miéng dugc tiép can & goc do tong quat, 1a thong tin danh gia
clia ngudi tiéu ding v& don vi ban hay san pham, mang tinh tich cuc va khong phan biét hinh thirc
trao d6i 14 tryc tiép hay gian tiép.

Thong tin tr don vi ban bao gém nhitng cam két, mo ta, hinh anh, thong ) k¥ thuat, dac diém. ..
lién quan dén san pham va dugc thé hién trén website ban hang. Day 14 nhimng thong tin chinh thirc
ctia don vi ban vé san pham minh cung cip, nhim gitp nguoi tiéu dung hiéu rd hon v& san pham can
mua. Theo Kim va cong sy (2008), cam nhén ctia ngudi tiéu dung vé chat lugng ciia nhitng thong tin
nay 1a co s& dé ho quyét dinh c6 nén mua san pham tir website ban hang hay khong. Chit lugng thong
tin tir don vi ban thé hién muc do chinh x4c vé mit noi dung va dugc cép nhat (Rai & cong sy, 2002).
Day la didu ma ngudi tidu ding tryc tuyén ddc biét quan tdm vi nhitng thong tin chinh thirc nay 1a co
s& dé ho quyét dinh mua sam. Mot khi ngudi tiéu ding cam thay thong tin tir don vi ban 1a dy du va
chinh x4c thi ho ¢6 xu hudng danh gia don vi ban 1a dang tin cdy dé giao dich (Kim & cong sy, 2008).

2.2. Long tin

Khai niém 1ong tin ctia ngudi tiéu dung thu hut nhiéu sy quan tim va dugc nghién ctru trén nhiéu
g6c d9 khac nhau nhu: K§ thuat, xa hoi, hanh vi va tam ly. Theo d6, long tin 1a sy tin tudng ciia mot
nguoi rang ddi tac trong mot giao dich xa hoi s& hanh xir mot cach ph hop (Pavlou & cong s, 2003).
Cu thé hon, long tin dugc xem nhu sy san sang chép nhén rui ro va phu thudc vao hanh vi cua dbi tac
(Mcknight & cong sur, 2002). Trong mua sim truc tuyén, 1ong tin 1a sy tin tuéng chi quan cta ngudi
tiéu dung ring don vi ban truc tuyén s& hoan thanh day du cac nghia vu trong giao dich (Kim & cong
sw, 2008). Diéu nay gitip nguoi tiéu dung cam thay thoai mai va gitip tao dyng thanh cong mbi quan
hé giita nguoi mua va don vi ban truc tuyén.

Trong cach tiép can cu thé hon, Dabholkar va cong su (2009) xac dinh long tin 1a mdt khai niém
kép, gdbm hai thanh phan khac nhau l1a long tin nhan thirc (Cognitive Trust) va long tin cam xuc
(Affective Trust). Trudce tién, long tin dugc xay dung dya trén nhitng danh gid mang tinh nhan thic
clia nguoi tiéu dung vé do tin cdy ciia don vi ban. Day 1a két qua cua su so sanh giita nhing gi don vi
ban cam két v6i khach hang va nhiing gi ho thuc hién trong thuc té. Vi du: Khi ngudi tiéu dung danh
gi4 rang don vi ban thyuc hién day du cac cam két thi ho sé tin twong — dy chinh 14 1ong tin nhan thirc
clia nguoi tiéu dung. Mt khéc, 1ong tin cam xuc 14 sy gan bé vé mit cam xic ma ngudi tiéu dung co
duogc thong qua nhing trai nghiém dbi voi don vi ban khi mua sim (Johnson & Grayson, 2005), vi
thé, thanh phin nay mang tinh chii quan va thién vé cam xuc. Long tin cam xuc 1a sy rang bugc vé
mit cam xuc giita ngudi tiéu ding véi don vi ban va gitp cho ngudi tiéu dung cam thiy yén tim khi
giao dich.

Trong nghién ctru nay, long tin 1a su sdn sang phu thudc clia ngudi tidu ding vao don vi ban truc
tuyén va gdm hai yéu t6 1a 1ong tin nhan thirc va 1ong tin cam xtic theo quan diém ctia Dabholkar va
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cong sy (2009). Day 1a khai niém thé hién toan dién sy tin tudng cua nguoi tiéu dung dbi véi don vi
ban va phu hop trong bdi canh mua sim truc tuyén. Cac nha nghién ctru, dién hinh nhu Lewis va
Weigert (1985) di khuyén ring hai yéu t6 nay can dugc st dung dong thoi trong cac nghién ciru vé
long tin dé tranh sy sai léch.

2.3. Y dinh mua lap lai

Zeithaml va cong sy (1996) xac dinh y dinh mua l&p lai 1a y dinh cua nguoi tiéu dung vé viée s&
thyc hién thém nhiing giao dich mua sim v6i don vi ban ma ho da tung giao dich. Trong bdi canh
mua sim tryc tuyén, Pavlou (2003) dinh nghia ¥ dinh mua 1a dy dinh ciia ngudi tiéu dung vé viée
thiét lap mbi quan hé mua sim voi mot website ban hang. Theo d6, y dinh mua lap lai co thé hiéu 1a
sy mong mudn cia nguoi tiéu dung vé viée tiép tuc thyc hién giao dich mua sim v6i mot don vi ban
truc tuyén di timg giao dich. Twong tw, Khalifa va Liu (2007) dinh nghia y dinh mua lap lai la du
dinh ctia nguoi tiéu dung réng ho s€ lap lai viéc mua sdm cua minh v6i don vi ban truc tuyén vao mot
thoi diém nao do trong tuong lai. Dy 1a khai niém duogc sir dung trong nghién ctru nay.

2.4.  Kinh nghiém mua sim

Kinh nghiém mua sim 14 “nhitng phan tmg ndi tai va mang tinh chii quan nguoi tiéu dung c6 dugc
thong qua viée trong tac truc tiép hay gian tiép ddi voi mot don vi ban” (Meyer & Schwager, 2007: 2).
Phat trién tir dinh nghia nay, kinh nghiém mua sim tryc tuyén 1 trang thai mang tinh nhan thic va
tam 1y cua nguoi tidu dung vé nhimg giao dich véi don vi ban truc tuyén (Rose & cong sy, 2012).
Nguoi tiéu ding c¢6 nhidu kinh nghiém mua sdm tryc tuyén khi ho thuong xuyén giao dich vi nhitng
don vi ban. Néi cach khac, kinh nghiém mua sdm truc tuyén s& dugc gia ting cing v6i sd 1an ngudi
tiéu ding mua sim truc tuyén. Trong nghién ctru nay, kinh nghiém mua sim truc tuyén dugc danh
gi4 dua trén tin sudt mua ciia nguoi tiéu ding: Tan sudt mua tryc tuyén cao s& gitip cho ngudi tiéu
ding c6 nhiéu kinh nghiém hon trong viéc sir dung kénh truc tuyén dé mua sam.

2.5, Gia thuyét va mé hinh nghién ciru

Thoéng tin truyén miéng 1a yéu té anh huong 16n ddi voi hanh vi ctia nguoi tiéu ding va gitp tao
dung 1ong tin cho ngudi tiéu dung vé don vi ban tryc tuyén (Gefen & Straub, 2004). Hon thé, thong
tin truyén miéng di mang tinh 4n danh thi vin c6 vai trd quan trong trong viéc tao dung sy tin tuong
cho nguoi tidu ding truc tuyén (Pan & Chiou, 2011). Vi thé, Lee va cong su (2009) khuyén cac
website ban hang nén cho phép ngudi tiéu dung da timg mua san phim dé lai nhitg danh gia nhim
tang cuong sy tin tudng ciia nhitng ngudi tiéu ding tryc tuyén khac. Trén co s d6, trong nghién ciru
nay, tac gia cho rang khi nguoi tiéu ding truc tuyén nhan duoc nhitng thong tin danh gia tich cuc vé
don vi ban truc tuyén thi ho s& tin tudng trén ca hai phuong dién nhén thirc va cam xitic. Vi thé, tac
gia dua ra gia thuyét nghién ctru nhu sau:

H,,: Théng tin truyén miéng cé anh huong tich cwc dén long tin nhdn thirc ciia nguoi tiéu ding.

Hyy: Théng tin truyén miéng cé anh hwong tich cwc dén long tin cam xiic ciia nguoi tiéu ding.

Trong thwong mai dién tir, website ban hang 1a kénh twong tac duy nhat va 1a kénh cung cap thong
tin chinh thirc ctia don vi ban truc tuyén. Kim va cong sy (2008) cho rﬁ'mg thong tin tir don vi ban la
nén tang dé ngudi tiéu ding quyét dinh viéc mua sim. Theo d6, néu ngudi tidu ding danh gia cao vé
chat lugng thong tin tir don vi ban thi ho c¢6 xu hudng cho ring don vi ban 1a déng tin cay dé thuc
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hién giao dich. Trén co s¢ do, trong nghién ciru nay, tac gia cho rang thong tin tir don vi ban s& anh
huong dén sy tin twong clia nguoi tiéu dung. Vi thé, tac gia dé xudt gia thuyét nghién ctru tiép theo
nhu sau:

Ho,: Théng tin tir don vi ban ¢6 anh hwéng tich cwc dén long tin nhén thire ciia ngieoi tiéu ding.

Hoy: Théng tin tir don vi ban c6 anh hwéng tich cwc dén long tin cam xiic cia nguwdi tiéu ding.

Trong 1y thuyét hanh vi hop 1y (TRA), Ajzen va Fishbein (1980) di khang dinh trong mdi c4 nhan
thi cam xuc chiu tac dong ctiia nhén thirc. Bén canh do, Sekhon va cong sy (2013) da minh ching ré’mg
1ong tin nhan thirc va long tin cam xtic ¢6 mdi quan hé twong hd vdi nhau. Cu thé, 1ong tin nhén thic
dong vai trd ngudn gdc co ban va 1ong tin cam xac dong vai trd bd sung. Trén co s& do, trong bdi
canh mua sdm tryc tuyén, ngudi tiéu dung dua trén nhimg danh gia mang tinh nhan thirc dé tao dung
s tin tuong d6i véi don vi ban truc tuyén. Sau do, 1ong tin nhan thirc nay gitp tao dung sy gin bo vé
mit cam xic gitra ngudi tiéu ding va don vi ban truc tuyén. Trong nghién ciru nay, mdi quan hé giira
1ong tin nhan thirc va long tin cam xtc duge dé& xuat nhu sau:

Hj: Long tin nhdn thirc anh hwong tich cwe dén 1ong tin cam xiic ciia ngudi tiéu ding.

Y dinh mua 1a mot trong nhimng két qua quan trong cua long tin (Hennig-Thurau & Klee, 1997).
Twong tu, Bart va cong sy (2005) dd khang dinh mdi quan hé chit ché giira sy tin tudng cua ngudi
tiéu ding vé6i ¥ dinh hanh vi ctia ho. Nhitng y dinh hanh vi nay bao gdm su sin sang tham gia vio cac
hoat dong nhu: Twong tac vdi don vi ban, ghé lai ctra hang va tiép tuc mua hang tir don vi nay. Mt
khac, Grewal va cong su (2004) cho ring mic du ngudi tiéu ding da hai 1ong nhung thiéu di sy tin
tudng thi do 1a rao can dbi véi viée ho tiép tuc mua san pham tir don vi ban. Bén canh d6, nhidu nha
nghién ctru da chi ra tac dong truc tiép gitra sy tin trong dén ¥ dinh mua san phdm ctia ngudi tiéu
ding (Mcknight & cong su, 1998). Trén co s¢ d6, trong nghién clru nay, tac gia d& xuét gia thuyét
nghién cru nhu sau:

H,,: Long tin nhdn thirc c6 anh huong tich cuc dén ¥ dinh mua lap lai cua nguoi tiéu dung.

Hyy: Long tin cam xiic ¢6 anh hieong tich cyc dén ¥ dinh mua ldp lai cia nguoi tiéu ding.

Festervand va cong su (1986) khing dinh kinh nghiém mua sim gitp ngudi tiéu ding cam thay
yén tdm hon v&i nhimg 1in mua sim ké tiép. Van dung logic nay trong bdi canh thuong mai truc
tuyén, kinh nghiém mua sim tryc tuyén giup ngudi tiéu ding cam nhan it rai ro hon khi giao dich
truc tuyén (Forsythe & Shi, 2003). Hon thé, Ling va cong su (2010) cho ré‘mg kinh nghiém mua sam
tryc tuyén anh huong dén hanh vi mua sdm trong 1an giao dich truc tuyén ké tiép. Vi vay, nguoi tiéu
ding c6 nhiéu kinh nghiém s& chii dong va yén tim hon trong giao dich tryc tuyén ciia minh. Trong
nghién ctru ndy, tac gia cho rang kinh nghiém mua sim tryc tuyén c6 thé tac dong va lam bién doi
mirc d6 anh hudng cta thong tin truyén miéng va thong tin tir don vi ban dén sy tin tuong ctia ngudi
tiéu dung. Vi thé, tac gia dé xuét cac gia thuyét nghién ctru tiép theo nhu sau:

Hs,: Kinh nghiém mua sam truc tuyén diéu tiét tac dong ciia thong tin truyén miéng dén long tin
nhdn thirc cua nguoi tiéu dung.

Hsy: Kinh nghiém mua sam truc tuyén diéu tiét tic dong cia théng tin truyén miéng dén long tin
cam xuc cua nguoi tiéu dung.

Hs.: Kinh nghiém mua sam truc tuyén diéu tiét tac dong cua thong tin tur don vi ban dén long tin
nhdn thirc cua nguoi tiéu dung.
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Hsy: Kinh nghiém mua sam truc tuyén diéu tiét tac dong cua thong tin tir don vi ban dén long tin
cam xuc cua nguoi tiéu dung.

Nhu vdy, mé hinh nghién ctru va cac gia thuyét d& xuat vé& cac mdi quan hé giira cac yéu té dugc
thé hién chi tiét trong Hinh 1.

. ) ) Hla (
Thong jEIn > Long tin
truyén miéng nhan thic
H4a
Kinh nghiém H3 Y dinh mua l3p lai
mua sam
A4
Hap
Thong.tlnltu’ S Long tin
don vi ban J L cam xtc

Hinh 1. M6 hinh nghién ctru dé xuét

3. Phuang phap nghién ciru

3.1. Béi canh nghién ciru

Thuong mai dién tir tai Viét Nam da dat duge nhitng budc phat trién ndi bat trong nhitng nim gan
day. Trong d6, ty 1 ting trudng doanh thu trong linh vic B2C dat dén 35% trong nam 2017 (Béo
dién tir ciia Dai tiéng noi Viét Nam, 2018). Diéu nay cho thdy viéc mua sim truc tuyén da trd nén phd
bién voi nguoi tiéu dung Viét Nam. Bén canh do, bao cao vé chi sb thuong mai dién tir nam 2018 cia
Hiép héi Thuong mai dién tir Viét Nam cho théy TP.HCM la khu vuc tiép tuc c6 su phat trién manh
vé thuong mai dién tir. TP.HCM ciing 14 thanh ph6 dan dau ca nuéc vé chi sb thanh phan giao dich
B2C trong nam 2017 (Hi¢p hdi Thuong mai dién tr Viét Nam, 2018). Diéu nay cho théy ngudi tiéu
dung tai TP.HCM da quen thudc véi viéc mua sam tryuc tuyén va vi thé, day la dbi tuong khao sat
thich hgp cho nghién ctru nay.

3.2.  Phuwong phadp nghién cutu

Nghién ctru ndy van dung phuong phap hdn hop, két hop nghién ciru dinh tinh va nghién ciru dinh
lugng (Creswell & Clark, 2007). Trong do, bude nghién ctru dinh tinh dwoc thyc hién bé’mg k¥ thuat
thao luan nhom véi 9 nguoi tidu ding tryc tuyén. Muc tiéu ctia budc nay la nham dam bao cac phat
biéu do ludng ddi vai cac yéu td nghién ctru 1a 16 rang va d& hiéu. Trong nghién ciru nay, tac gia sir
dung céc thang do da duoc kiém dinh trong cic nghién ctru c6 lién quan. Két qua ctia budc nghién
ctru dinh tinh gitp hoan thién cac phat biéu do ludong va thang do chinh thirc gdm 21 bién quan sat
(Bang 1) dugc trinh bay trong bang cau hoi.
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Bang 1.

Thang do cac yéu t6 trong mo hinh nghién ctru
Thang do S6 bién quan sat Thang do gdc
Thoéng tin truyén miéng 5 Goyette va cong su (2010)
Thong tin tir don vi ban 4 Ponte va cong su (2015)
Long tin nhan thtc 4

Dabholkar va cong su (2009)

Long tin cam xuc 4
Y dinh mua lap lai 4 Khalifa va Liu (2007)

Budc nghién ctru dinh lugng nham thu thap dit liéu thong qua bang cau hoi khao sat tu dién (Self-
Administered) véi cac d6i tugng khao sat dugc chon theo phuong phap thuan tién. Dit liéu dinh lugng
nay 1a co s¢ dé phan tich va kiém dinh mo hinh va cac gia thuyét nghién ctru. Cu thé, cac budc phan
tich dinh lugng bao gdm: Panh gia do tin cdy va gi4 trj cia cac thang do bang hé s6 Cronbach’s Alpha
va phan tich nhén t6 kham pha (EFA), phan tich nhan t6 khing dinh (CFA), phan tich mé hinh cu
trac tuyén tinh (SEM) va phan tich da nhom.

3.3. Pac diém mau

Déi twong khao sat trong nghién ctru nay 1a ngudi tiéu ding mua sam tryc tuyén tai TP.HCM. Cu
thé, véi 550 ban cdu hoi dwoc phat ra, tac gia thu lai dwoc 520 ban tra 101 (94,55%). Sau khi loai di
céc ban tra 10i khong phu hgp do ngudi tra 16i chua timg mua sdm tryc tuyén hay do c6 qué nhiéu cau
tra 101 bi bo tréng (hon 10%), ¢& mau chinh thirc ¢6 dugce 1a 503. Trong d6, phin 16n ngudi tiéu ding
1a nit (61%), tir 25 dén 30 tudi (53,7%), mua sdm tryc tuyén trung binh 1 1an/thang (72%) va c6 trinh
do6 dai hoc (64%). Bac diém cta miu nghién ctru dugc trinh bay cu thé trong Phu luc.

4. Két qua nghién ciru

4.1. D¢ tin cdy cua thang do

Két qua cho thay cic thang do déu dat d¢ tin cdy v6i Cronbach’s Alpha dao dong tir 0,790 dén
0,926. Két qua phan tich EFA bang phwong phap trich Principal Axis Factoring v&i phép xoay Promax
cho thdy KM0=0,887 (>0,5) v&i mirc ¥ nghia Sig.=0,000, c6 5 yéu t6 dugc trich xuét véi 21 bién
quan sat tai Eigenvalue 1,328 v6i phwong sai trich dat 64,675% (>50%). Nhu vay, 5 yéu t6 véi 21
bién quan sat nay dat tiéu chuin dé tién hanh cac budc phan tich tiép theo.
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Bang 2.

Trung binh (M), d6 1éch chuin (SD) va hé s6 chuén hoa () cac bién quan sat
Yéu tb / Phat bidu Trung binh D9 1éch chudin Hésd Gidtrit
Théng tin truyén miéng: DG tin cdy tong hop (CR) = 0,912; Phirong sai trich (AVE) = 0,6753
Toi dugce khuyén mua hang do X ban 5,125 1,2696 0,758 -
Tbi tirng nghe nhidu nhan xét tich cyc vé X 5,264 1,3784 0,733 16,936
Nhitng khach hang khac cam thiy rit thich khi mua hang 4,907 1,3645 0,795 18,613
o X
Nhiéu ngudi gisi thigu cho toi X dé mua hang 4,875 1,3750 0,903 21,555
Khéch hang da mua san phém c6 nhitng danh gia tich cuc 4,879 1,3608 0,904 21,576
vé X
Long tin cam xiic: CR = 0,928; AVE = 0,7628
X s&n sang hd tro khi t6i cin 4,682 1,4743 0,823 -
Khi ban hang, X quan tdm dén loi ich cua toi 4,763 1,4822 0,936 26,951
Téi tin tuong X vi X quan tim dén t6i 4,670 1,4838 0,913 25,991
Téi tin tuong X khi cin mua nhiing thir quan trong 4,630 1,4851 0,815 21,76
Long tin nhdn thirc: CR = 0,869; AVE = 0,6277
X cung cp thong tin mot cach chinh xac 4,863 1,4678 0,769 -
X thuc hién dung nhirng diéu da cam két 4,897 1,5644 0,906 20,992
X luén dua ra giai phap mua sim téi vu 5,185 1,8304 0,834 19,511
X rét dang tin cay 4,855 1,7944 0,635 14,303
Théng tin tir don vi ban: CR = 0,808; AVE = 0,5164
X cung cép thong tin chinh xac vé san phim 4,795 1,3374 0,597 -
X cung cép ddy di thong tin v& san pham 4,421 1,2097 0,799 12,804
Thoéng tin X cung cip 1a rd rang 4,241 1,2795 0,814 12,896
Thoéng tin X cung cdp vé san phdm dugc cap nhat kip thoi 4,185 1,4544 0,639 11,159
Ydinh mua lap lai: CR = 0,853; AVE = 0,5923
Toi s€ tiép tuc mua hang tai X 5,022 1,6171 0,831 -
Toi thuong mua hang tir cing mot website 4,789 1,5472 0,695 16,209
T6i khong muédn tiép tuc mua hang tir X, 4,801 1,4600 0,741 17,486
T6i s& wu tién chon X khi c6 nhu ciu mua sdm 4,932 1,6554 0,804 19,201
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Két qua phan tich CFA cho thiy m6 hinh t6i han phi hop véi dir liéu: Chi-square=501,206;
df=179; p=0,000; GFI=0,91; CFI=0,952 va TLI=0,943; RMSEA=0,06. Bén canh d6, két qua (Bang
2) cho théy tat ca cac hé sb tai chuan hoa déu 16n hon 0,5 va co y nghia thong ké (p=0,000), vi thé,
tinh don hudng va gia tri hdi tu cla cac thang do dugc dam bao (Steenkamp & Trijp, 1991). Ngoai
ra, theo Fornell va Larcker (1981), cac thang do cling dam bao gia tri phan biét khi phuong sai trich
trung binh (AVE) cua cac yéu té 16n hon binh phuong hé sé twong quan ting cap giita cac yéu to
(Bang 3).

Bang 3.
Heé sb twong quan (r) gitra cic yéu té va phwong sai trich (AVE)
Thong tin truyén ~ Thong tin tir don  Long tin nhan Long tin Y dinh mua
miéng vi ban thirc cam xuc lap lai
Thoéng tin truyén 0,6753
miéng
Thong tin tr don 0,552 0,5164
vi ban (0,305)
Long tin nhén 0,201 0,207 0,6277
thue (0,040) (0,043)
Long tin cam xtc 0,148 0,227 0,585 0,7628
(0,022) (0,052) (0,342)
Y dinh mua lip 0,178 0,228 0,533 0,566 0,5923
lai (0,032) (0,052) (0,284) (0,320)

Ghi chii: Gia tri & hang chéo 1a AVE ciia timg yéu t6;

Gia trj trong ngodc don () 1a binh phuong h¢ s6 twong quan giita cac yéu t6.
4.2, Sailéch do phwong phap (Common Method Bias)

Do céc ddi twong khao sat tra 10i tat ca cac phat biéu trong bang cau hoi tai cing mot thoi diém
nén c6 thé phat sinh sai 1éch do phuong phap (Podsakoff & cong s, 2003). Sy sai 1éch nay duogc kiém
tra bang phuong thirc do Podsakoff va cong su (2003) dé xut. Cu thé, kiém dinh Harman dugc thuc
hién v&i dit liéu thu thap duoc. Két qua kiém dinh Harman cho thiy mé hinh CFA v&i mot nhan t&
duy nhét cho két qua vé d6 phu hop ctia md hinh véi dir liéu thi truong rat kém: GFI1=0,47; CFI=0,433
va TLI=0,37 va RMSEA=0,141. Bén canh do, két qua nghién ctru ciing khing dinh vai tro diéu tiét
ctia yéu t6 kinh nghiém mua sim. Theo Chang va cong su (2010), trong mét nghién ctru bat ky, viéc
khing dinh vai tro diéu tiét cia mot yéu tb cho thiy sai 1éch do phwong phap khong phai 1a van dé
nghiém trong trong nghién ctru d6. Nhu vy, cic két qua nay cho thiy ngay ca khi ¢6 sai léch do
phuong phap thi ciing khong anh huong dang ké dén cac udce lugng co duge.

4.3, Két qua phan tich SEM va kiém dinh gia thuyét

Két qua phan tich SEM cho thiy mé hinh nghién ctru 1a pht hop véi dit lidu thi truong: Chi-
square=2032,87; df=905; p=0,000; cac chi ) GFI=0,884; CF1=0,944 va TL1=0,935; RMSEA=0,029.
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Phan tich Bootstrap véi ¢& mau lip 2.000 cho théy chi sb t6i han (Critical Ratio — CR) déu dat yéu
cau. Két qua ude luong va kiém dinh cac gia thuyét tir H; dén H, duoc trinh bay trong Bang 4.
Bang 4.

Két qua u6e luong va kiém dinh gia thuyét

Méi quan hé B SE CR p Két luan

Hi, Théng tin truyén miéng - Long tinnhan 0,131 0,063 2,077 0,038  Chép nhan
thirc

Hyp Thong tin truyén miéng > Long tin cam  —0,042 0,057 -0,731 0,465 Bac bo
xuc

H,, Thong tin tir don vi ban > Long tin nhin 0,198 0,091 2,184 0,029 Chép nhéin
thirc

Hyy, Thong tin tir don vi ban > Long tin cam 0,199 0,082 2,411 0,016 Chép nhéin
xuc

Hj Long tin nhan thirc = Long tin cam xtc 0,606 0,054 11,286 0,000 Chép nhan
Hy. Long tin nhan thirc > Y dinhmua lip lai 0,364 0,066 5,503 0,000  Chép nhan

Hap Long tin cam xtc > Y dinh mua lap lai 0,428 0,061 7,004 0,000  Chép nhén

Cu thé, ngoai trir gia thuyét Hy, dé xuét mbi quan hé tich cuc giira thong tin truyén miéng va long
tin cam xtic khong dwoc khang dinh (p=0,465), tat ca cac gia thuyét con lai déu dwoc chdp nhan. Nhu
vay, két qua nghién ctru khang dinh thong tin tir don vi ban c6 anh hudng tich cuc dén 1ong tin nhan
thirc va long tin cam xtc ctia ngudi tidu ding truc tuyén. Thong tin truyén miéng chi c6 tac dong tich
cuc dén 1ong tin nhan thirc ma khong anh hudng dén 1ong tin cam xuc ciia nguoi tiéu dung. Bén canh
6, ca hai yéu t6 long tin nhan thirc va 1ong tin cam xtic déu gitp ting cudng y dinh mua lap lai. Ngoai
ra, 10ng tin nhan thirc con c6 vai tro gitp gia tang long tin cam xuc ciia nguoi tiéu ding tryc tuyén.

Dé kiém dinh vai tro diéu tiét ciia kinh nghiém mua sim tryc tuyén (Hs), nghién ctru st dung
phuong phéap phan tich da nhom. Cu thé, mo hinh SEM dugc phan tich v6i hai nhém dir liéu duoc
phan chia duya trén gia tri trung vi ciia tan suat mua sam truc tuyén. Theo d6, nhom ngudi tidu ding it
kinh nghiém mua sdm tryc tuyén gdm c6 362 nguoi va nhém ngudi tidu ding nhiéu kinh nghiém mua
sam tryc tuyén gdm c6 141 ngudi. Két qua phan tich SEM ddi voi hai nhom dir liéu nay (Bang 5)
khéng dinh vai tro diéu tiét cua kinh nghiém mua sdm truc truyén. Vi thé, gia thuyét Hs,, Hs. va Hsq
duoc khang dinh. Riéng gia thuyét Hs, khong dugc xéc dinh do thong tin truyén miéng khong c6 anh
huéng dén 10ng tin cam xtc cia ngudi tiéu dung tryc tuyén.
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Bang 5.

Két qua phan tich da nhom
M6 hinh Chi—square Bac tu do (df) P
BAt bién 2.401,7 740
Kha bién 1.526,9 724
Chénh léch 874,8 16 0,000
Méi quan hé Hé s6 chudn héa

It kinh nghiém Nhiéu kinh nghiém

Thoéng tin truyén miéng > Long tin nhan thirc 0,202 0,005
Théng tin tir don vi ban > Long tin nhéan thirc 0,08 0,237
Thong tin tir don vi ban = Long tin cam xuc 0,183 0,033
Long tin nhan thirc - Long tin cam xuc 0,598 0,518
Long tin nhén thirc > Y dinh mua I3p lai 0,240 0,393
Long tin cam xtc > Y dinh mua lap lai 0,428 0,345

5. Thao luan két qua nghién ciru

M5 hinh nghién ciru dé xuét c6 ndm khai niém nghién ctru don huéng, gdm: (1) Thong tin truyén
miéng, (2) thong tin tir don vi ban, (3) 1ong tin nhan thirc, (4) long tin cam xuc, va (5) y dinh mua lap
lai. Thang do v&i 21 bién quan sat, sau khi phan tich Cronbach’s Alpha, EFA va CFA dam bao do tin
cay va khong co bién quan sat nao bi loai. Bén canh d6, cac thang do ciing dam bao tinh don hudng,
gia tri hoi tu va gia tri phan biét. Ngoai ra, sai léch do phuong phap dii c6 ton tai ciing dugc minh
chimg 1a khéng anh hudng dén cac udc lugng trong nghién ciru.

Két qua nghién cuu cho théiy c69gia thuyét duoc chép nhén, bao gém: Hi,, Hoa, Hop, Hs, Hy,, Hay,
Hs,, Hs. va Hsq. Riéng gia thuyét Hj,, bi bac bo, va do do, Hs, khong duge xem xét. Cac Kkét qua nay
cho thay hai ngudn thong tin chinh trong mua sam tryc tuyén 1a thong tin truyén miéng va thong tin
tir don vi ban déu anh huong dén long tin ctia ngudi tiéu dung. Trong khi d6, ¥ dinh mua I3p lai cua
nguoi tidu dung truc tuyén chiu anh hudng boi ca long tin nhan thirc va 1ong tin cam xtc. Ngoai ra,
kinh nghiém mua sim truc tuyén c6 vai tro didu tiét sy tac dong ctia hai ngudn thong tin nay dén long
tin ciia ngudi tiéu ding tryc tuyén.

Cu thé, thong tin tir don vi ban tac dong tich cuc dén 1ong tin nhan thirc va long tin cam xtic cia
nguoi tiéu ding truc tuyén. Mat khac, thong tin truyén miéng gitp tao dung 1ong tin nhan thirc ma
khong anh hudng truc tiép dén long tin cam xtc. Diéu nay c6 thé xuét phat tir dic diém cua long tin
cam xuc 1 sy gén bo vé mit cam xuc thong qua trai nghiém thuc té voi don vi ban (Johnson &
Grayson, 2005). Vi thé, thong tin danh gia vé don vi ban cua nhimng ngudi tiéu ding khac chia sé
khong gitp tao dung long tin ciam xtic cho ngudi tiép nhan. Tuy nhién, tac dong tich cuc cia thong
tin truyén miéng dén 1ong tin nhan thirc cho thdy tim quan trong ciia ngudn thong tin nay ddi véi
nguoi tiéu dung trong mua sdm tryc tuyén. Két qua nay tuong ddng véi nghién ctru trude day ctia Pan
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va Chiou (2011). Hon thé, do 1ong tin nhan thirc c6 tac dong ting cudng long tin cam xtic cho ngudi
tiéu dung nén thong tin truyén miéng c6 anh hudng tich cuc, mot cach gian tiép ddi véi long tin cam
xuc ciia nguoi tiéu ding tryc tuyén.

Bén canh do, long tin nhan thirc va long tin cam xuic co vai tro quan trong trong vi¢c tang cuong
y dinh mua lap lai. Két qué nay nhin manh viéc tao dung long tin ca vé nhan thirc va cam xac cho
nguoi tiéu ding 1a rat can thiét va quan trong ddi v6i don bi ban truc tuyén. Giita hai thanh phan nay
thi 1ong tin nhén thirc dong vai tro ¢dt 16i. Cu thé hon, 1ong tin nhan thirc vira tac dong truc tiép vira
tac dong gian tiép dén y dinh mua lap lai ciia ngudi tiéu dung thong qua 1ong tin cam xuc. Diéu nay
cho thiy 1ong tin nhan thirc cia ngudi tiéu dung khong chi gitp giam thiéu nhing rai ro ho cam nhan
khi mua sdm tryc tuyén (Kim & Koo, 2016) ma con gitp ting cudng su rang budc vé cam xiic gitra
nguoi tiéu dung va don vi ban.

Ngoai ra, di v6i nhitng nguoi tiéu dung chwa c¢6 nhidu kinh nghiém mua sam tryc tuyén thi long
tin nhan thtrc cua ho chiu tic dong tir thong tin truyén miéng ($=0,202) 16n hon so véi thong tin tir
don vi ban cung cip (B=0,080). Két qua nghién ctru cho thdy diéu nguoc lai dbi vi nhom nguoi tiéu
dung nhiéu kinh nghiém mua sam truc tuyén. Mat khac, thong tin tir don vi ban va long tin nhan thirc
¢6 tac dong 16n hon dén 1ong tin cim xuc ctia nhitng nguoi tiéu ding it kinh nghiém so v6i nhiing
nguoi tiéu ding mua sam tryc tuyén thudng xuyén. Cudi cing, trong khi ¥ dinh mua lap lai chiu anh
huong chu yéu tir 10ng tin nhan thirc d6i véi ngudi tiéu dung co nhiéu kinh nghiém mua sim truc
tuyén (B=0,393 so voi p=0,345) thi long tin cam xtc dong vai trd quyét dinh hon d6i voi nhimg nguoi
it kinh nghiém mua sdm truc tuyén (B=0,428 so v6i $=0,240). Cac két qua nay gitip nhirng don vi ban
tryc tuyén hiéu rd hon vé anh hudng cia timg ngudn thong tin dén long tin va y dinh mua lip lai dbi
v6i timg nhom ddi twong ngudi tidu ding truce tuyén khac nhau.

6. Két luan va ham y quan tri

6.1. Kétludn

Nghién ctru nay dugc thyc hién dé tim hiéu anh hudéng ciia hai ngudn thong tin chinh trong viée
tao dung long tin cho ngudi tiéu dung trong mua sim truc tuyén, tac dong cuia 1ong tin dbi véi ¥ dinh
mua 1dp lai va xem xét vai tro diéu tiét cua kinh nghiém mua sam truc tuyén. Theo dd, nghién ciru da
khing dinh vai trd quan trong cua thong tin ddi véi nguoi tidu ding tryc tuyén. Thong tin truyén
miéng va thong tin tir don vi ban anh huong tich cuc dén 10ng tin cua ngudi tiéu dung trén phuong
dién nhén thirc va cam xuc, va tir d6, thic day viéc mua lap lai ciia nguoi tiéu dung. Ngoai ra, nghién
ctru ciing cho thay anh huéng diéu tiét ciia kinh nghiém mua sim truc tuyén. Cac két qua nay gop
phén 1am 5 thém mdi quan hé giita cac yéu td quan trong trong bdi canh thuong mai dién tir con non
tré tai Viét Nam.

6.2. Ham y quan tri

Trén co s& ket qua nghién ciru c6 dugc, tac gia dé xuat mot so ham y vé mat quan tri doi voi cac
don vi ban tryc tuyén nhu sau:

Do website ban hang 1a kénh twong tac chinh thirc gitra nguoi tiéu ding tryc tuyén va don vi ban
nén thong tin trén website can duoc cung cép mot cach dﬁy du, chinh xac, ro rang va dugc cap nhat
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kip thoi. Didu nay gitip ngudi tiéu dung truc tuyén c6 di co s& dé danh gia vé san pham, dich vu hay
vé don vi ban va gitp tao dung 1ong tin cho ngudi tiéu dung & phuong dién nhan thirc. Bén canh dé,
viée cung cap thong tin higu qua trén website ban hang ciing s& giup nguoi tiéu ding c6 sy tin tudng
& goc d6 cam xuc dbi v6i don vi ban.

Thoéng tin truyén miéng ciing ¢ vai trd quan trong trong viéc tao dung 1ong tin cho nguoi tiéu
ding khi mua sim tryc tuyén. Do do, cac don bi ban tryc tuyén can cho phép ngudi tiéu ding di timg
mua sim chia sé nhitng danh gi4 va trai nghiém ciia minh trén website ban hang. Bén canh do, cac
don vi ban c6 thé thuc déy hon nita viéc chia sé thong tin giita cac khach hang bang cach tao dung va
quéan 1y mot cach c6 hiéu qua fanpage hay dién dan trao d6i thong tin. Cac bién phap nay c6 thé s& rat
hiru ich d6i véi cac don vi ban truc tuyén trong viée tao dung 1ong tin cho ngudi tiéu dung tryc tuyén.

Dé tang cudng hiéu qua ban hang, don vi ban tryc tuyén can ludn tuan thu dang va day du nhiing
cam két voi nguoi tiéu dung vé san pham, dich vu hay céc chinh sach c6 lién quan. Diéu nay gitup
nguoi tiéu ding tryc tuyén yén tim hon dé mua lap lai san phdm véi don vi ban.

Céc don vi ban truc tuyén can hiéu rd vé kinh nghiém mua sidm truc tuyén ciia nguoi tiéu ding.
Don vi ban co thé thu thap thong tin vé kinh nghiém mua sam tryc tuyén cta nguoi tiéu ding thong
qua khao sat riéng hay thong qua qué trinh nguoi tiéu ding dat hang khi mua san pham. Viéc nay
gitp thiét 1ap co ché phit hop nhim gia ting sy tin twong cho ngudi tidu ding, dé tir 46, mang lai hiéu
qua tot hon trong ban hang.

Tom lai, cac don vi ban truc tuyén c6 thé tao dung long tin cho nguoi tiéu dung thong qua viée
tac dong mot cach c6 hiéu qua dén hai ngudn thong tin chinh 1a thong tin truyén miéng va thong tin
minh cung cdp. Ngoai ra, viéc hiéu rd hon vé kinh nghiém mua sim tryc tuyén cta ngudi tiéu ding
cling s& hitu ich ddi voi don vi ban truc tuyén. Trén co s do, cac don vi ban tryc tuyén c6 thé nang
cao hiéu qua hoat dong.

6.3. Han ché va huéng nghién ciru tiép theo

Han ché chii yéu ctia nghién ctru nay 14 chi xem xét tic dong cua long tin dén y dinh mua lap lai
clia ngudi tidu dung truc tuyén. Cac nghién ciru trude day da chi ra mot sb cac yéu t6 tiém nang khac
c6 thé anh huong dén y dinh mua 13p lai truc tuyén nhu: Sy hai long, 1ong trung thanh, gia tri cam
nhan ctia ngudi tidu ding (Chang & Wang, 2007) hay thiét ké ciia website ban hang (Shin & cong su,
2013). Do d6, cac nghién ciru tiép theo c6 thé van dung va bd sung cac yéu té nay dé mo rong mod
hinh nghién ctru nham giai thich day du hon vé y dinh tiép tuc st dung méi truong truc tuyén nhu
mdt kénh mua sdm quan trong ctia ngudi tiéu dungl

Loi cam on

Bai viét nay 1a két qua cua d& tai nghién ciru khoa hoc cép truong dot 1 nam 2018, dugc Truong
Dai hoc Kinh té TP. H6 Chi Minh tai trg véi tén dé tai: "Nghién ctru anh hudng ciia cac ngudn thong
tin ddi voi long tin nhan thirc va 1ong tin cam xtic cta khach hang truc tuyén", Ma sé: CS-2018-19
(Chii nhiém: HO Trong Nghia).
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Phu luc
Dic diém mau nghién ctru
Dic diém Tén suét Tylé%  Tylé%hoplé Ty 1é % tich liy
Gi6i tinh Nam 196 39,0 39,0 39,0
Nit 307 61,0 61,0 100,0
Nhém tubi <25 221 43,9 44,1 44,1
25 < tudi < 30 269 53,5 53,7 97,8
> 30 tudi 11 22 22 100,0
S6 14n mua 1 lan 362 72,0 72,0 72,0
trung binh/théng )\, 87 17,3 17,3 89,3
3 1dn 51 10,1 10,1 99,4
Tir 4 14n tr& 1én 3 0,6 0,6 100,0
Trinh dd hoc Trung hoc phé thong 23 4,6 4,7 4,7
van Cao ding 91 18,1 18,5 232
Pai hoc 315 62,6 64,0 87,2
Sau dai hoc 63 12,5 12,8 100,0
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