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This research examines the relationships among social influence, trust,
and perceived risk and their effects on attitude and online shopping
(OnS) intention of consumers in Ho Chi Minh City. These relationships
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Keywords are confirmed with 337 clients who have previously purchased or
Trust; Social influence; intended online shopping in Ho Chi Minh City through direct
Perceived risk; questionnaire surveys. By using SEM to test theoretical models and
Attitude; hypotheses, the research results indicate that social influence positively
Online shopping affects trust, attitude, and online shopping intention. Trust has a
intention. tremendous positive impact on attitude and online shopping intention.

Perceived risk has a significant negative impact on trust, attitude, and
online shopping intention. Attitude also has a direct, quite profound
positive effect on online shopping intention. Finally, according to these
finding, online retailers could develop effective strategies to attract
customers and further research is recommended.

1. Gi6i thiéu

Cudc cach mang cong nghiép 4.0 gitp cho linh vuc cong nghé thong tin phat trién manh mé ca vé
phin mém, phan cimg va mang trén toan cau va ca & Viét Nam. Theo xu hudng tuong tic ky thuat
s6, van vat dugc két ndi (IoT) va st dung dir liéu 16n (Big Data); nhu vay, chi voi chiéc dién thoai
thong minh trong tay, ngudi tiéu dung co thé két ndi véi mang internet va tim dwoc nhitng gi minh
can ma khong phai méat nhiéu thoi gian va cong strc. Diéu nay cho thiy rang viéc phat trién thuong
mai dién tir trong twong lai 1a xu hudng tit yéu, khong thé khac. Trong ké hoach phat trién thuong
mai dién tir giai doan 20162020, dé dap ung cho cudc cach mang cong nghiép 4.0, chinh phu dit
muc tiéu: Vao nim 2020, doanh s thuong mai dién tir doanh nghiép - ngudi tiéu dung sé ting
20%/nam, dat 10 ty USD, chiém 5% so v6i tong mirc ban 1¢ hang héa va doanh thu dich vy tiéu ding
ca nudce; uwdc tinh mdi nguoi Viét sé danh khoang 350 USD chi cho viéc mua sim qua mang (gip hon
2 1an so v6i nam 2015). Tai TP.HCM va Ha Noi, c6 92% nguoi su dung internet dé mua hang truc
tuyén (MHTT)™. C6 thé nhan thiy, thwong mai dién tir 1a linh vuc hoat dong kinh té khéng con xa la
& Viét Nam. Song, no lai chua duoc phét trién manh. Nguoi tiéu dung van con e ngai vi nhiéu Iy do
khi chon MHTT. Vi vy, dé thu hat nguoi tiéu ding MHTT nhiéu hon, viéc nhan biét dugc cac yéu
t6 tac dong dén y dinh MHTT ciing nhu mdi quan hé giira cac yéu t6 do 1a rat can thiét ddi vai cac
doanh nghiép va ca nhan bén 1é truc tuyén. Ba c6 kha nhiéu nghién ctru trong va ngoai nudc vé cac
yéu té anh huong dén ¥ dinh MHTT duoc cong b6 (Chang & cong sy, 2013; Simonian & cong su,
2012). C4c nghién ciru thuc nghiém & Viét Nam vé yéu té anh huong dén ¥ dinh MHTT ciing d3 xuét
hién trong nhitng nam gan day (Ha Ngoc Thing & Nguyén Thanh Do, 2016; Nguyén Thi Bao Chau
& L& Nguyén Xuan Pao, 2014; Bui Thanh Trang, 2013). Song, céc tac gia mai chi chu y dén cac tac
dong truc tiép cua mot sé yéu té chinh. Cudc cach mang cong nghiép 4.0 vai sy phat trién caa cong
nghé théng tin, anh huéng ciia mang xa hoi bung phat c6 tac dong lan toa rit nhanh va manh dén cong
dong mang, ma cu thé 1a ngudi tiéu dung. Anh huong cua xa hoi co tac dong nhu thé nao dén niém
tin va thai do trong mdi quan hé véi y dinh MHTT? Liéu day c6 phai 1a mot yéu té trung gian c6 thé
tac dong ca tryuc tiép va gian tiép dén y dinh MHTT cua ngudoi tiéu ding?

" Truy cap ngay 30/7/2017, tu http://baoquocte.vn/30-dan-so-viet-nam-se-mua-sam-truc-tuyen-43603.html
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Nghién ctru nay do ludng mirc do tac dong truc tiép va gian tiép cua yéu t anh huong xa hoi trong
méi quan hé véi niém tin, thai do, nhan thic rii ro dén y dinh MHTT cua ngudi tiéu dung tai TP.HCM
V6i 2 dong gbp moi:

(1) Nghién ctru d tong hop va dua vao mé hinh 5 yéu to, gom: Niém tin, anh huong xa hoi, théi
dd, nhan thuc rii ro, va y dinh MHTT, trong d6, anh huéng x& hoi duge xem xét dudi vai tro trung
gian (sir dung md hinh ciu trac tuyén tinh — SEM dé kiém dinh mé hinh ly thuyét);

(2) Nghién ctru kiém dinh ca tac dong truc tiép va gian tiép cua cac yéu té dén y dinh MHTT,
ddng thoi kiém dinh cac tac dong noi sinh giira cac yéu té vai nhau.

Nghién ciru nay gom 5 phan: (1) Gigi thiéu tong quan; (2) Co sé ly thuyét va luoc khao céac cong
trinh nghién ctru lién quan; (3) Phuong phap nghién ctru; (4) Két qua va thao luan; va (5) Két luan va
ham y chinh sach.

2. Co sd ly thuyét va lugc khao cac cong trinh nghién ciru thuc nghiém lién quan

2.1. Co sé ly thuyét va khung phan tich

2.1.1. Mua hang tryc tuyén

Theo tir dién kinh doanh truc tuyén (businessdictionary.com) thi MHTT la hanh vi mua hang
hoa/dich vu théng qua mang internet. Cung quan diém ndy, Thoi béo kinh té truc tuyén
(economictimes.com) ciing cho rang khi thuc hién viéc mua mot san pham hay mét dich vu nao d6
bang viéc st dung internet thay vi dén cac ctra hang truyén thdng thi d6 1a hanh vi MHTT. Wikipedia
thi dwa ra quan diém MHTT 1a qué trinh mua san pham hay dich vy théng qua internet. Nhin chung,
khéi niem MHTT cua cac tac gia déu cho rang MHTT 1a hanh vi ma nguoi tiéu dung sir dung mang
internet dé thuc hién céc giao dich mua hang héa/dich vu caa minh. Cha d& nghién ctru nay ciing tiép
can theo quan diém trén.

2.1.2.Y dinh MHTT

Mua sim la mot qua trinh ma trong d6 ngudi tiéu dung phai ra rat nhiéu quyét dinh, thyc hién
nhiéu vai trd khac nhau va chiu anh huong coa rat nhiéu yéu té (Vii Huy Thong, 2010). Qua trinh
mua sam bao gém 5 budc: Nhan biét nhu cau, tim kiém thong tin vé san pham, danh gia cac phuong
an thay thé, quyét dinh mua, va danh gia sau khi mua (Blackwell & cong sy, 2001).

Nhu vay, truée khi nguoi tiéu ding dwa ra quyét dinh mua hang thi ho da hinh thanh nén y dinh
mua sau khi c6 céc thong tin dé danh gia cac phuong an. Do do6, y dinh mua sam 1a mét trong nhiing
yéu t6 anh huong quyét dinh dén hanh vi mua sim cua nguoi tiéu dung (Vi Huy Thong, 2010). Cing
quan diém nay, Delafrooz va cong su (2011a) cho rang “Y dinh MHTT la kha ning chac chin cia
ngudi tiéu dung sé thuc hién viéc mua sim qua internet”. Quan diém nay mot lan nira da khing dinh
tam quan trong ciia y dinh mua hang anh huong dén quyét dinh mua nhu thé no.

2.1.3. Céc ly thuyét lién quan

Ly thuyét hanh dong hop Iy (Theory of Reasoned Action - TRA) ra doi bai Fishbein va Ajzen
(1975) nhiam xé4c dinh y dinh hanh vi cia cac ca nhan. Ly thuyét TRA dugc Vijayasarathy (2002) b
sung thém yéu t6 dac tinh san pham vao mé hinh. Theo Vijayasarathy (2002), dic tinh caa san pham
¢6 tac dong I6n dén ¥ dinh MHTT. Yoh va cong su (2003) da két hop giita ly thuyét TRA véi ly
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thuyét vé sy lan toa trong d6i méi (Innovation Diffusion Theory - IDT) dé giai thich md hinh nghién
ctru caa ho. Ly thuyét hanh vi cd hoach dinh (Theory of Planned Behavior - TPB) duoc Ajzen (1991)
hoan thién dura thém yéu t kiém soat hanh vi vao mé hinh nay. Ciing giéng nhu TRA, TPB chi nghién
ctiu vé ¥ dinh thay vi hanh vi caa khéch hang. TPB dugc danh gia 1a mé hinh gitip giai thich hanh vi
cua khach hang hitu hiéu hon mé hinh TRA, dic biét Ia trong bbi canh MHTT (Hansen & cong su,
2004). Ciing dya trén ly thuyét TRA, md hinh chap nhan cong nghé TAM (Technology Acceptance
Model) duoc sir dung dé danh gia kha nang chap nhan sir dung céng nghé thdng tin ciia khach hang
(Davis, 1989). TAM cho rang thai d9, y dinh va hanh vi ctia ngudi st dung ¢6 mdi quan hé nhan qua
véi nhau.

Téc gia nghién ciru y dinh MHTT ciia ngudi tiéu dung, do d6 sir dung ly thuyét TRA, TPB va
TAM dé c6 thé giai thich dugc y dinh hanh vi va kha nang chp nhan st dung céng nghé thong tin
cua khéch hang trong hoat dong MHTT.

2.2. Luoc khao cac cong trinh nghién cizu thuc nghiém lién quan

Céc nghién ctru thue nghiém trong va ngoai nude vé chu dé nay di co kha nhiéu. Cuy thé, hinh anh
ctra hang, hinh anh thuong hiéu san pham, gia tri cam nhan va niém tin 1a nhitng yéu t6 dwoc dua vao
kiém dinh trong nhiéu nghién ciru. Két qua cua mot sé nghién ctru nhu: Chang va cong sy (2013),
Simonian va cong sy (2012), Nguyén Thi Bao Chau va Lé Nguyén Xuan Dao (2014) cho thay c6 tac
dong duong dén y dinh MHTT. Cac yéu t6 thai do, y kién cua nhém tham khao, nhan thuc kiém soat
hanh vi ciing cho thdy c6 tac dong cing chiéu dén MHTT (Ha Ngoc Thing & Nguyén Thanh D,
2016; Nguyén Thi Kim Van & Quach Thi Khanh Ngoc, 2013). Nhan thirc rii ro khi MHTT ciia nguoi
tiéu ding ciing 1a thanh phan dugc nhidu nghién ctru quan tim véi cac yéu td nhu: Rui ro tai chinh,
rai ro san pham, rai ro thoi gian, rai ro xd hoi, rai ro bao mat...va cac két qua nghién ciru déu cho
thdy yéu t6 nhan thirc riii ro ¢6 tac dong 4m dén ¥ dinh MHTT (Chang & Tseng, 2013; Hong & Cha,
2013; Simonian & cong su, 2012, Nguyén Thi Bao Chau & L& Nguyén Xuan Pao, 2014; Bui Thanh
Tréng, 2013). Mot sb thanh phan khac nhu: Nhan thirc d& sir dung, nhan thie hitu dung, su thoai méi,
su thuan tién, va thai do ciing dwoc dua vao nghién ctru va cho thy chiing c6 tic dong duong dén y
dinh MHTT (Crespo & cong sy, 2009; Nguyén Thi Kim Van & Quéch Thi Khanh Ngoc, 2013). Céc
nghién ciru nay da ding kiém dinh hdi quy boi hay kiém dinh SEM dé do lwong mirc do tac dong truc
tiép cua cac thanh phan trong mé hinh dén y dinh MHTT.

Trong thyc té, tac gia nhan thiy rang cac yéu tb tac dong dén y dinh MHTT c¢6 chira nhiéu yéu to
ndi sinh, tac dong qua lai 1an nhau, gay anh huéng ca truc tiép va gian tiép dén ¥ dinh MHTT, nhung
chua ¢ nghién ctru ndo kiém dinh cac méi quan hé nay tai Viét Nam. Dya vao két qua thuc nghiém
cua c4c nghién ctru trong va ngoai nudc vé cac yéu té anh huong dén y dinh MHTT, ddng thoi st
dung phuong phap thao luan nhom, cac yéu té niém tin (Corbitt & cong su, 2003; Pavlou & Fygenson,
2006), anh hudong x& hoi (Lin, 2007), thai d6 (Pavlou & Fygenson, 2006), va nhan thac rui ro
(Forsythe & cong su, 2006; Corbitt & cong sw, 2003) duoc chon dira vao mé hinh nghién ciru dé xuét.
Téc gia ky vong két qua nghién ctu s& gilp cho cac doanh nghiép ban hang truc tuyén c6 dwoc céi
nhin tong thé, bao quat hon vé mdi quan hé va anh huong cia cac yéu to dén y dinh MHTT, dé tir d6
c6 giai phép hitu hiéu nham tang luong khach hang trong twong lai.

2.3. Céc khai niém trong md hinh nghién cizu va cac gid thuyét

M® hinh nghién ctru c6 5 khai niém, gdm: Niém tin, nhan thic rii ro, anh huong x4 hoi, thai do, va y
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dinh MHTT.

Niém tin: La su ky vong vao céc ca nhan hay cic cong ty ma qua tuong tac s& hanh xa mot cach
¢b dao dirc, dang tin cay, phl hop véi cac chuan muyc xa hoi va sé thuc hién cac cam két ma céc ca
nhan/cong ty d6 da dat ra. Niém tin tao nén mot hinh anh tich cyc trong tam tri khach hang vé mot
san pham/dich vy, vé cac cong ty kinh doanh theo hinh thirc thwong mai dién tu.

Niém tin 12 mot nhan t6 anh huong rat I6n dén y dinh va hanh vi ciia ngudi tiéu ding trong MHTT
va ca mua sam truyén théng (Chen, 2009). Niém tin 1am gia ting ¥ dinh st dung céc dich vu (Lu &
cong sy, 2011). Yéu té niém tin dugc tham khao trong nghién ciru caa Corbitt va cong su (2003),
Pavlou va Fygenson (2006). C6 thé néi, khi khéch hang dat niém tin vao hoat dong MHTT cua minh
thi ho danh gia tot vé hoat dong do, tirc 1a ¢6 thai do tich cuc va nguoc lai.

Thdi dg: Trong thuong mai dién tir, thai d6 dwoc hiéu la nhitng danh gia t6t hay khong tot cua
ngudi tiéu dung vé viéc sir dung internet dé mua hang héa hoac dich vu tir cac website béan 1é (Lin,
2007). Trong MHTT, thai d¢ cua nguoi tiéu dung sé& gop phan tac dong dén y dinh cua ho (Fishbein
& Ajzen, 1975).

Nghién ctru cia Jarvenpaa va cong su (2000) cho thy rang niém tin ¢ anh huéng dang ké dén
thai d6 cta ngudi tiéu dung trong MHTT ¢ nhiéu nén vian héa khac nhau. Thém vao d6, Pavlou va
Fygenson (2006) ciing cho thiy yéu t& niém tin ¢6 anh huong rat 16n dén y dinh MHTT. Hon nira,
méi quan hé giita niém tin va thai d6 con dwoc thé hién qua hanh dong 1ap lai hanh vi mua hang trudc
d6. Vi vay, gira niém tin va thai d6 c6 mdi quan hé chat ch& voi nhau. Trén co sé d6, cac gia thuyét
Hia, Hip va Hz duoc dé xuét nhu sau:

Hia: Niém tin ciia ngueoi tieu dung c6 anh hieong diong dén y dinh MHTT.

Hip: Niém tin ciia nguoi tiéu ding c6 dnh hieong diwong dén thdi dg cia ngieoi tiéu dung trong
MHTT.

Ha: Thdi dé cé tac dong dwong dén y dinh MHTT ciia nguwoi tiéu dung.

Anh huong xa héi: La yéu té quyét dinh dén ¥ dinh hanh vi nhu chuin cha quan theo ly thuyét TRA
(Ajzen, 1991), hay TAM (Davis, 1989). Trong MHTT, anh hudng x& hoi cang c¢6 y nghia quan trong
do déc tinh van hoa va dac thu ctaa hinh thee MHTT. Nghién ctu cia Barkhi va cong sy (2008) cho
thdy anh huong xa hoi khdng nhiing c6 tac dong dén ¥ dinh mua sim cua khach hang ma con cd tac
dong dang ké dén thai do cuia nguoi tiéu dung d6i voi MHTT. Y kién cua nhimg ngudi than can (nhu
gia dinh, ban bé va dong nghiép, ngudi noi tiéng...) c6 thé anh huong tryc tiép hoac gian tiép dén su
tin tréng cia ngudi tiéu dung vao cac nha cung cap truc tuyén thong qua ca nhan truc tiép hay thong
qua cac phuong tién truyén thong dai chiing (Gefen & cong su, 2003b; Lin, 2007). Khai niém vé anh
huéng xa hoi con duge dé cap trong mot s6 nghién ciru khac nhu mé hinh chap nhan va st dung cng
ngh¢ (Venkatesh & cong su, 2012; Venkatesh, 2015) hay du bao trong thuong mai dién tir (Pavliou &
Fygenson, 2006). Trong nghién ciru ndy, anh huéng x& hoi 1a anh huong cua gia dinh, ban bé... dény
dinh MHTT. Trén co s& d6, cac gia thuyét Haa, Hap, VA Hae duoc dé xut nhu sau:

Haa: Anh hirong X& héi ¢é tde dong dicong dén y dinh MHTT ciia nguoi tiéu dung.

Hap: Anh hirong X8 héi ¢6 tde dong dicong dén thdi do ciia nguoi tiéu dung trong MHTT.

Hae: Anh hweong X8 héi ¢6 tac dong diong dén niém tin cia nguoi tiéu dung.

Nhdn thiic rui ro: Y dinh MHTT cua khéch hang chiu tac dong bai nhidu yéu td, trong do, yéu té
rai ro dugc xem xét 1a mot yéu t quan trong (Pavlou, 2003). Nhan thic rai ro 1a cam nhan cia khach
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hang vé& kha ning dugc va mat trong cac két qua giao dich thuong mai dién tir (Yang & cong su,
2015).

Nhan thic riii ro dé cap dén nhan thic ciia ngudi tiéu dang vé sy khéng chac chan va cac hau qua
xau khi tham gia vao mot hoat dong cu thé nao d6 (Dowling & Staelin, 1994). Rui ro khi MHTT c6
thé ké dén nhu: Rui ro san pham, rai ro tai chinh, rai ro bao mat thong tin... (Chang & Tseng, 2013;
Hong & Cha, 2013; Simonian & cdng su, 2012; Nguyén Thi Bao Chau & L& Nguyén Xuan Dao,
2014; Bui Thanh Tréang, 2013). Nhiing rai ro nay xay ra chii yéu 1a do ngudi mua khong nhin thay
hinh anh thyc sy caa san pham va khéng tiép xdc tryc tiép véi nhan vién ban hang. Hon nita, moi
giao dich ciia khach hang déu duoc thuc hién théng qua website chir khéng phai thuc hién truc tiép
nhu trong cac giao dich truyén théng (Lester & cong sy, 2005).

Hau hét cac nghién ctru thuc nghiém cho thdy yéu tb cam nhan rui ro c6 tac dong am dén ¥ dinh
MHTT (Chang & Tseng, 2013; Hong & Cha, 2013; Simonian & cdng su, 2012; Nguyén Thi Bao
Chéu & L& Nguyén Xuan Dao, 2014; Bui Thanh Trang, 2013).

Khi ngudi tiéu ding chap nhan rii ro vi tin tedng vao mot website ban hang; do vay, ho cang dé
tré nén mat niém tin lGc gap su c6. Két qua caa nhiéu nghién ciru da cho thay niém tin va nhan thirc
rai ro déu co tac dong manh dén y dinh MHTT, ddng thoi c6 tac dong qua lai 1an nhau. Yéu té nhan
thirc rii ro ¢ tac dong tiéu cuc dén niém tin (Chang & Chen, 2008). Trén co s& do, cac gia thuyét
Haa, Hap Va Hae duoc dé xuét nhu sau:

Haa: Nhdn thizc rii ro ¢6 anh hudng dam dén ¥ dinh MHTT.

Hap: Nhdn thizc rii ro ¢6 anh huwdng dam dén thai dé trong MHTT.

Hac: Nhdn thare riii ro c6 danh hwéng am dén niéem tin khi MHTT.

Mb hinh d& xuit nghién ctru mdi quan hé giira cac yéu t (niém tin, anh huong xa hoi, nhan thirc
rai ro) anh huong dén thai d6 va y dinh MHTT dugc trinh bay ¢ Hinh 1.

Niém tin (TR)

His (+) Hia (+)

Anh huéng

Hie(5) xa hoi (SI)

Thai d6 (AT) Y dinh MHTT

(P

Nhin thirc
rui ro (PR)

Hinh 1. M6 hinh nghién ctru 1y thuyét dé xuat

10
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3. Dir liéu va phuang phap nghién ciru

3.1. Dir liéu nghién citu

MAu dwoc chon khao sat theo phwong phap thuan tién véi kich thudc n=350 khach hang tai
TP.HCM vao thang 10/2016 bang phiéu soan san. Cu thé, tac gia st dung ky thuat phéng van truc
ti€p bang bang cau hoi chi tiét véi cac dap vién 1a nhirtng ngwoi da tirng mua/céd y dinh MHTT trén
dia ban TP.HCM. K&t qua c6 337 phiéu (trong 350 phiéu phét ra) tra loi hoan chinh dwoe dwa vao
str dung cho nghién ctiu chinh thirc.

Thang do dwoc phat trién dwa trén cac thang do gdéc ctia cac nghién ctieu thwe nghiém trwde day,
ddng thoi dwoce diéu chinh sau nghién ctru dinh tinh. T4t ca cac thang do trong mo hinh nghién ctiru
déu 1a thang do da bién. Cac thang do nay st dung Likert 5 bac tir (1) Hoan toan khong dong y dén
(5) Hoan toan dong y. M6 hinh c6 5 khai niém nghién ciru véi 22 bién quan sat dwgc trinh bay trong
Bang 1.

Bang 1
Thang do cac khai niém trong md hinh nghién ciu va ngudn tham khao
" ) S6 bién y
Thang do va bién quan sat © e, Nguon
quan sét
Niém tin (TR) Corbitt va cong sw
1. T6i tin riing website X ludn huéng téi loi ich tét nhat ciia khach hang. (2003),
2. T6i tin riing website X cung c4p thong tin trung thuc vé san pham. Pavlou va
JU . L, 05 Fygenson (2006),
3. TGi tin rang website X dang tin cay.
A s . ~ A e n Jarvenpaa va cong
4. T6i tin rang website X sé thuc hién cac cam két cuia ho.
su (2000).
5. Tai tin rang website X dap tng dwoc mong doi cia toi
Anh hwéng x& héi (SI) Lin (2007),
1. Nhitng ngui tdi quen biét cho rang MHTT tai website X dap (rng dwoc Pavlou va
nhu cau cda ho. Fygenson (2006).
2. Hau hét nhivng ngudi toi tham khao déu khuyén/khuyén khich t6i MHTT
tai website X. 04

3. Hau hét nhitng ngwoi toi tham khao déu c6 ¥ dinh tiép tuc mua sam tai
website X trong twong lai. Nghién ctru dinh
4. Nhirng binh luan/ nhan xét cta cac ca nhan trén internet anh hudng dén tinh.

viéc mua sam tai website X ctia toi.

Thai d6 (AT) Pavlou va

1. MHTT tai website X trong twong lai 1a digu t6i mong muén. 03 Fygenson (2006),

2. Theo t6i, mua san pham tir website X 14 mot lwa chon thdng minh. Jarvenpaa va cong
su (2000).

3. Toi thich MHTT tai website X.

Nhan thixc rii ro (PR) 07 Forsythe va cong

1. Toi tin rAing MHTT tai website X ¢6 nhiéu rui ro vi ¢d thé khéng nhan sw (2006),
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Thang do va bién quan sat qsfa:lf; Ngudn
dwoc san pham. Corbitt va céng sw
2. T6i tin ring MHTT tai website X c6 nhiéu ri ro vi khong thé thir dwoc (2003).
san pham.

3. Toi tin ring MHTT tai website X c6 nhiéu rai ro vi khéng thé tiép xuc

truee tiép va cdm nhan vé san pham.

4. T6i tin ring MHTT tai website X ¢6 nhiéu rai ro vi cac san pham cung

cap c6 thé khong nhw web mo ta.

5. T6i tin ring MHTT tai website X ¢6 nhiéu rdi ro vi thong tin ca nhan cta

t0i o thé bi ro ri.

6. Toi tin ring MHTT tai website X cd nhiéu rai ro vi gia san phdm cuing

loai & nhirng noi khac c6 thé ré hon gia tai website X.

7. Tai tin rang MHTT tai website X ¢d nhiéu rai ro vi dich vu & day c6 thé

khéng dap rng dwoc mong dori clia toi. Nghién ctru dinh
tinh.

Y dinh MHTT (P1) Pavlou va

1. Toi ¢6 ¥ dinh MHTT tai website X trong thoi gian sip toi. Fygenson (2006),

2. Toi I&n k& hoach d& MHTT tai website X trong thai gian sip téi. 03 Lin (2007).

3. Toi sé gid¢i thiéu nguoi khdc MHTT tai website X.

3.2. Phwrong phap nghién citu

Phuong phép nghién ciru duoc thyc hién trén co s6 tn trong thang do gbc vé cac khai niém co
trong md hinh nghién ciru dé xuat va duoc diéu chinh cho pht hop véi bdi canh Viét Nam. Nghién
ctru dugc thuc hién thong qua 2 giai doan: (1) Nghién cuu so bo; va (2) Nghién cuu chinh thac.

- Nghién ciru so bo dinh tinh: Dung dé phét trién, diéu chinh va bd sung céc bién quan sat trong
do luong cac khai niém nghién ciru. K thuat thao luan tay déi dugc thuc hién. Trude hét, phong van
tay doi voi 7 dép vién da timg mua/cé ¥ dinh MHTT tai TP.HCM dé thao luan, thu thap y kién va
diéu chinh thang do. Sau do, thang do nay s& dwoc thao luan tiép véi dap vién 8, 9... cho dén khi cac
d6i tugng tiép theo khong phat hién thém thong tin gi méi thi s& ngung lai va hinh thanh thang do
nhap. Cac dap vién tham gia phong van 1a nhitng ngui dé tirng MHTT va dang lam viéc c6 lién quan
dén linh vuc nay.

Két qua nghién ctru dinh tinh ¢6 2 bién quan sat méi dugc bo sung thém vao thang do goc, d6 1a
bién “Nhitng binh luan/nhan xét ciia cac c& nhan trén internet anh huéng dén viéc mua sam tai website
X cua t6i” (yéu td “Anh huong xa hoi”) va “Tai tin ring MHTT tai website X ¢6 nhiéu rai ro vi dich
vu cia n6 ¢ thé khong dap g duge mong doi cua toi (yéu td “Nhan thic rai ro”). Tir két qua nghién
ctiu so bo dinh tinh, thang do cac yéu td anh huong dén y dinh MHTT dugc phat trién va dugc ding
dé thuc hién nghién ciru so bo dinh luong.

- Nghién cttu so bo dinh lugng: Thang do nhap trén s& dugc dung phong van thir 100 dép vién
theo phuong phap thuan tién dé kiém tra d¢ tin cay cia thang do. Sau ciing 1a tong hop va phat trién
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thang do chinh thirc cho nghién ciru dinh lwong. Nghién ciru so bé dinh lugng dugc thyuc hién dé danh
gi4 thang do bang hé sé Cronbach’s Alpha va phén tich nhan t6 (EFA). Nghién ctru duoc thyc hién
biang phong van truc tiép thdng qua bang cau hoi chi tiét vai thang do Liker 5 bac dé danh gia muc
d6 quan trong cua cac yéu té da rit ra tir nghién ciru dinh tinh. S6 liéu thu thap dugc xur ly bang phan
mém SPSS.

S6 lwong mau khao sat: Thang do thu duoc sau nghién ctru dinh tinh duge diéu chinh thanh thang
do hoan chinh va sir dung cho budc nghién ciru dinh lwong chinh thirc. S6 lwong mau duoc tinh dua
trén nguyén tac 5:1 (Nguyén Binh Tho, 2011), nghia la ¢t 1 cau hoi thi can ¢6 5 mau khao sat. Thang
do ¢6 22 bién quan sat, do luong 5 khai niém va 5 bién kiém soat (gigi tinh, tudi, nghé nghiép, thu
nhap, va ching loai hang hoéa), nhu vay, tong cong cd 27 bién quan sat, can it nhat 27*5=135 mau.
Tuy nhién, nghién cau sir dung phuong phap SEM dé xir ly phan tich dix liéu; do d6, sé mau can Ién
hon 300 thi két qua méi co do tin cay cao. Vi vdy, nghién ciru chinh thire duoc thyc hién bang phuong
phap dinh luong théng qua phong van truc tiép véi mau 350 nguoi trén dia ban TP.HCM, dé kiém
dinh md hinh ly thuyét va cac gia thuyét. C6 337 phiéu tra 16i hoan chinh duoc st dung cho nghién
cau chinh thic.

4. Két qua va thao luan

4.1. Két qud nghién citu

S lisu md ta thong ké cho thay:

- V& gigi tinh, c6 157 nix (chiém 46,6%) va 180 nam (chiém 53,4%);

- V& tudi, nhém tudi tir 30 dén dudi 50 c6 92 ngudi (27,3%), nhom tudi tir 23 dén dudi 30 tudi c6
89 ngudi (26,4%), nhdm tudi dudi 23 tudi va nhém tir 50 tudi tra 18n véi s6 nguai lan luot 12 80 nguoi
(chiém 23,7%) va 76 ngudi (chiém 22,6%);

- V& nghé nghiép, c6 197 ngudi 1a “Nhan vién vin phong/cong nhan vién chirc nha nudce” (chiém
58,5%), “Lao dong tu do” va “Sinh vién” c6 38 ngudi (chiém 11,3%), c6 29 ngusi la “Noi tro” (chiém
8,6%), s6 “Lao dong phd thong/cong nhan” va nhom “Khac™ 1an luot ¢6 29 nguoi (chiém 8,6%) va
13 nguoi (chiém 3,9%);

- V& thu nhap binh quan, c6 161 ngudi ¢d thu nhap “it hon 7 triéu/thang” (chiém 47,8%), 107
ngudi ¢6 thu nhap “Tir 7 triéu dén dudi 15 tridu/thang” (chiém 31,8%), 52 ngudi ¢6 thu nhap “Tir 15
tridu dén dudi 25 tri¢u/thang” (chiém 15,4%) va nhoém “Tir 25 trigu/thang tré 1én” c6 17 ngudi (5%);

- Vé chung loai hang héa, c6 140 ngudi chon mua hang héa hitu hinh gia thap (chiém 41,5%), c6
80 nguoi chon mua hang héa hitu hinh gia cao (chiém 23,7%), c6 62 ngudi chon mua hang héa vo
hinh gi4 thip (chiém 18,4%), c6 55 nguoi chon mua hang hda vé hinh gia cao (chiém 16,3%).

Trudce hét, thang do dugc danh gia so b bang hé s tin cay Cronbach’s Alpha va phan tich nhan
t6 (EFA), sau d6, thang do tiép tuc duoc kiém dinh (d6 tin cay tong hop, gia tri hoi tu va gié tri phan
biét) bang phuong phap phan tich nhan té khing dinh CFA. Phuong phéap phan tich ciu tric tuyén
tinh SEM duoc sir dung dé kiém dinh md hinh ly thuyét va céc gia thuyét. Tac gia sir dung phuong
phép uéc luong 1a ML (Maximum Likelihood).

Thang do d& nghi ban dau c6 5 khéi niém 1a: Niém tin, Anh huang x4 hoi, Nhan thic rai ro, Théi
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d6, va Y dinh MHTT. Két qua kiém dinh so b va kiém dinh khang dinh (CFA) cho thay c6 1 bién
quan sat ciia thang do niém tin bi loai (vi n6 c6 hé s6 nho hon 0,5 trong phén tich CFA). Két qua kiém
dinh thang do duoc trinh bay trong Bang 3.

Bang 2
Bang tom tat két qua kiém dinh thang do
S8 bién D9 tin cay :

X " - Phwong sai .

Thanh phan qu,an Cronbach’s Téng hop rich Gia tri
sat Alpha

Nhan thiec rai ro (PR) 7 0,913 0,920 0,624 Dat yéu ciu
Nigm tin (TR) 4 0,843 0,850 0,589 Pat yéu ciu
Anh hwong xa hoi (SI) 4 0,766 0,769 0,454 Pat yéu ciu
Thai d6 (AT) 3 0,817 0,864 0,680 Pat yéu cau
Y dinh MHTT (PI) 3 0,770 0,770 0,529 Pat yéu cau

Két qua phén tich CFA cho mé hinh t6i han véi c6 gié trithdng ké Chi — binh phwong 13 487,474
voi 177 bac tw do, gié tri p = 0,000. Néu diéu chinh theo bac tw do c6 CMIN/df = 2,754 < 5, dat yéu
cau cho dd twong thich. Céc chi tiéu kh&c nhw TLI= 0,907 > 0,9; CFI = 0,922 > 0,9 vd RMSEA =
0,072 < 0,08 déu dat yéu cau. Vi vay, c6 thé két luan: M6 hinh toi han dat dwoc d6 twong thich véi
di liéu thi treong.

K&t qua phan tich SEM cho m6 hinh ly thuyét chudn hoa dwoc trinh bay & Hinh 2. Phan tich két
qua cho thady mé hinh ly thuyét c6 gia tri théng ké Chi — binh phwong la 488,703 v&i 178 bac tw do,
gia tri p=0,000. Néu diéu chinh theo bic tw do ¢6 CMIN/df =2,764 < 3, dat yéu cau cho do twong
thich. Céac chi tiéu khac nhw GF1=0,885, TLI=0,908, CF1=0,922, RMSEA= 0,072< 0,08, déu dat yéu
Cau.

Két qua kiém dinh méi quan hé nhan qua gitra cac khai niém nghién ctru trong mé hinh dwoc
trinh bay & Bang 3.

Két qua & Bang 3 cho thay yéu té niém tin ¢6 tac dong dwong kha manh dén y dinh MHTT (Hia:
B=0,302) va tac dong dwong manh hon dén thai do (Hiw: p = 0,426). Yéu t6 anh hwdng x& hoi ciing
¢6 tac déng dwong rat manh dén ca y dinh MHTT (H.a: p=0,446) va dén niém tin (Hz: $=0,458),
déng thoi cling taic dong dwong yéu hon dén thai dd (Hze: B = 0,223). Yéu t6 thai d6 co tac dong
dwong dén y dinh MHTT (Hs: B = 0,280), nhwng yéu hon yéu td anh hwdng xa hdi. Yé&u t6 nhan
thirc rii ro ¢6 tac dong Am dén y dinh MHTT (Haa: B = —0,206), c6 tdic ddng am manh nhat dén thai
d6 (Hap: B = —0,443) va tac dong am nho hon dén niém tin (Hae: p = -0,185). Nhw vay, tat ca 9 gia
thuyét trén déu dwoc chap nhan (vi c6 p<5%).

K&t qua cua céc loai tac dong truc tiép, gian tiép va téng hop vao cac bién phu thudc niém tin,
thai @6 va y dinh MHTT dworc téng hop trong Bang 4.
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Chi-square=488,703; df=178; p=0,000
Chi-square/ef=2,746
GFI=0,885; TLI=0,908; CFI=0,922
RMSEA=0,072
Hinh 2. K&t qua SEM cho md hinh ly thuyét (chuin hoéa)
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Bang 4
K&t qua ki€m dinh mdi quan hé nhan qua gitra cac khai niém nghién ctru trong mo hinh (chuan
héa)
Gia thuyét M@&i quan hé Uéc lwong S.E. C.R. P K&t luan
Chap
Hus Pl €« TR 0302 005208 1340123 0,000 *** nhan
Chip
Hi AT &« TR 0426 004943  11,61231  0,000%** nhan
Haa Pl &« Sl 0446 004890  11,32904  0,000** g:ar?
al
Chap
Hae AT € sl 0223 005326 145888 0,0007* nhan
Chap
Hz TR € Sl 0458 004856 1115946  0,000%** nhan
Chap
Hs Pl &« AT 0280 005245 1372725  0,000*** nhan
Chap
Haa PI ¢ PR 0206 005346 2255723  0,003** nhan
Chap
Ha AT &€ PR 0443 004898 2045068  0,000%** nhan
Chip
Hac TR €« PR 018 005369  22,07002  0,000%** nhan

Ghi chii: ** va *** lan lwot twong tng véi mirc ¥ nghia 5% va 1%.

Yéu t6 y dinh MHTT: Két qua Bang 4 cho thiy trong 3 nhan t6 c¢6 tdc déng cung chiéu, truec tiép
(c6 y nghia thng ké) 1én ¥ dinh MHTT thi “Anh hwéng xa hoi” c6 mikc tic ddng manh nhat (B =
0,446), k& dén 1a “Niém tin” (B = 0,302), cudi cing 1a * Thai d6” (B = 0,280). Y&u t§ “Nhan thic rai
ro” ¢b tac ddng ngwoc chidu dén y dinh MHTT (B = —0,206). Biu nay cho thdy “Anh huéng xa hoi”
la yéu t6 dac biét quan trong ddi véi MHTT va yéu t6 “Niém tin” cling gbop phan anh hwéng Ién
khong nhé dén y dinh mua hang ctia nguwoi tiéu dung. Cac yéu to con lai tac ddong dén y dinh MHTT
la nhw nhau. Xét dén tac dong gian tiép ctia cac yéu té dén y dinh mua hang, cé thé thiy “Anh hwdng
x& hdi” ¢6 tac dong cao nhat dén y dinh MHTT (B = 0,255), k& dén 1a “Nhin thic rdi ro” tac déng
ngwoc chiéu va kha manh dén y dinh MHTT (B =-0,202), va cudi cung “Niém tin” c6 tac dong gian
ti€p & mirc thap nhit so v&i cac yéu t6 khac. Tong hop cac tac dong truc tiép va gian tiép cta cac
yéu S thi “Anh hwéng x4 hoi” 1a yéu t6 c6 tac dong manh nhat dén y dinh MHTT.
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Bang 4
Tac dong cta cac yéu td dén y dinh MHTT
Bién Loai A 4 an thi Y di
etue todong A”:éh}:gi’"g Nh;’; :2“ Nigmtin  Thai do mlﬂ
Truc tiép 0,458 -0,185
Niém tin Gian tiép 0,000 0,000
Téng hop 0,458 -0,185
Truc tiép 0,223 —-0,443 0,426
Thai ¢0 Gian tiép 0,195 -0,079 0,000
Téng hop 0,418 -0,522 0,426
Truc tiép 0,446 0,206 0,302 0,280
Y dinh MHTT Gian tiép 0,255 0,202 0,119 0,000
Téng hop 0,701 0,408 0,421 0,280

Thai do: Xét vé tac déng truc tiép thi yé&u t6 “Nhan thic rai ro” c6 mic tac dong ngwoc chiéu
va manh nhit dén thai d6 (B = -0,443), ké dén 1a “Niém tin” ¢6 tdc dong dwong kha I6n dén thai ¢
(B = 0,426), cudi cung 1a “Anh hwéng x& hi” c6 tac dong dwong yéu hon dén thai do (B = 0,223).
biéu nay cho thiy ddi véi thai do trong MHTT thi “Nhén thirc rii ro” 1a mot yéu té dac biét quan
trong va “Niém tin” ciing gbp phan anh hwdéng rit 16n dén thai do. Xét vé tac dong gian tiép thi “Anh
hwéng xa hoi” c6 mire tac dong cao hon (B = 0,195) so v&i “Nhan thire rai ro” c6 tac dong nguoc
chiéu (B =-0,079). Téng hop cac tac dong cho thay nhan thirc rai ro c6 tic ddong manh nhat nguwoc
chiéu dén thai do, con anh hwéng xa hdi va niém tin déu c6 tac dong dwong manh gan nhw nhau dén
thai do.

Niém tin: Yéu t6 “Niém tin” chi c6 tac dong trwc tiép cung chiéu rat manh tir “Anh hwdng xa
hoi” (B = 0,458), va tac ddng truc ti€p nguoc chiéu tir “Nhan thic rdi ro” (B = —0,185). Do do, yéu

A

t6 “Anh hwéng xa hoi” rit dang dé ghi nhan vé mirc dd quan trong ctia n6 d6i véi “Niém tin”.

4.2. Thdo ludn két qud

Két qua do lwong cho thay gia tri cta cac thang do déu dat do tin cay (Cronbach’s Alpha va d6
tin ciy tong hop) va céc gia tri cho phép (tinh don hwéng, phwong sai trich, gia tri hoi tu, va gi tri
phan biét). Chi cé 1 bién quan sat ctia thang do niém tin bi loai. Thang do va céc gia thuyét dwoc gitr
nguyén khong d6i. T4t ca cac gia thuyét déu dwoc chip nhan mang lai y nghia thiét thuwe cho cac nha
ban 1é truc tuyén.

Thao luin vé két qua nghién ctiu cho thay yéu t6 “Niém tin” ¢6 tc dong téng dwong (truc tiép
va gian tiép) kha manh dén y dinh MHTT (0,421). Diéu nay cling giébng vé&i két qua caa mot so
nghién cttu nhu: Jarvenpaa va cong sw (2000); Pavlou va Fygenson (2006), Nguyén Thi Bao Chau
va L& Nguyén Xuan Pao (2014). C6 thé néi “Niém tin” cta ngudi tiéu ding cang cao thi y dinh
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MHTT ciing sé tang theo.

Két qua nghién ctru cho thdy yéu té “Anh huwdng xa hi” ¢ tac dong manh nhat (0,701) dén y
dinh MHTT. Diéu nay mot lan nira ing ho két qua nghién ciru cta Barkhi va cong su (2008) ring
anh hudéng xa hoi co tac dong khéng nho dén thai d6 cia ngudi tiéu dung trong thwong mai dién tir.
Két qua da kiém chirng dwoc vai tro trung gian cta yéu té “Anh hwéng xa hoi” dén “Thai d6” va
“Niém tin” cia ngwoi tiéu dung trong y dinh MHTT.

K&t qua nghién ctru cling chirng minh rang yéu t& “Nhan thirc rai ro” co tac dong am kha manh
(~0,408) dén y dinh MHTT. K&t qua nay ciing gidng nhuw két qua ctia cac nghién ciu & nwéec ngoai
nhw: Forsythe va cong sw (2006), Cobitt va cong sw (2003) hay nhw cac nghién ciru trong nwéc nhu:
Ha Ngoc Thang va Nguyén Thanh D6 (2016), Nguyén Thi Bao Chau va L& Nguyén Xuan Dao
(2014), Bui Thanh Trang (2013). C6 thé ndi, nhan thirc rai ro cha nguwdi tiéu ding cang cao, ho cang
e ngai sw c6 xay ra khi mua hang, kéo theo y dinh MHTT sé c6 xu hwéng giam.

Nhiéu nghién ctru da chirng minh rang nhan thirc rai ro c6 mai quan hé ngwoc chiéu véi niem
tin va y dinh MHTT nhw: De Ruyter va cong sy (2001), Pavlou (2003), Jarvenpaa va cong sw (2000).
K&t qua nghién ctru nay mat Ian niva xac nhan diéu nay 1a ding.

Y&u td “Thai do” trong nghién ctu nay chi co tac dong dwong truc tiép dén y dinh MHTT gidng
nhw nghién ctru cia Ha Ngoc Thang va Nguyén Thanh D6 (2016), Nguyén Thi Kim Van va Quach
Thi Khanh Ngoc (2013). C6 thé noi, yéu té “Nhan thiec rai ro”, “Anh hwéng xa hoi”, va “Niém tin”
d@u c6 vai tro quan trong gan ngang nhau khi anh hwdng dén “Thai d6” vé y dinh MHTT cla ngudi
tiéu dung.

Céc két qua nghién ctru dworc dua ra trén day sé la can ek quan trong dé cac nha ban 1é tryc tuyén
co thé xay dung cac chién lwgc hiéu qua nham thu hit ngudi tiéu ding, nang cao ning luc canh
tranh, cling nhw gilp nhitrng ai c6 nhu ciu phat trién kinh doanh trwc tuyé&n cé cai nhin téng thé hon
Ve linh vuc nay.

5. Két luan va ham y chinh sach cho cac nha ban lé truc tuyén

5.1. Két lugn

Nghién ctru nay kiém dinh tac dong ctia mot s6 yéu td (niém tin, anh hwéng xa hdi, nhan thic
rai ro) dén thai do va y dinh MHTT cuda nguwoi tiéu dung. Két qua cho thiy yéu to niém tin, anh
hwdng x& hoi va thai d6 déu co tac dong dwong (tryc ti€p hodc gian tiép) dén y dinh MHTT. Trong
moi trwedrng kinh doanh thwong mai dién tir, ngudi tiéu dung khong dworc tiép xuc truc tiép véi san
phdm ciing nhw ngudi ban hang, chi théng qua cac hinh anh ciing nhw gian hang a0; vi vay, “Anh
hwéng x4 hoi” c6 anh hwéng rat 1én véi nguoi tiéu dung. Hon nita, yéu t6 “Anh huéng xa hdi” con
¢d tac ddng truc tiép va gian tiép kha manh dén yéu té “Niém tin” va “Thai d6” cia nguwdi tiéu dung.
Yéu té “Nhan thic rai ro” co tac dong nguoc chiéu khd manh dén y dinh MHTT cida nguoi tiéu
dung. Nguoi tiéu dung ludn cdm nhan dwoc rai ro khi mua hang qua mang (chat lwong khéng nhw
quang cao, giao hang cham, thanh toan...); vi vy, mot khi cam nhan rai ro cang cao thi nguoi tiéu
dung cang de dat khi co y dinh MHTT.

C6 2 hién quan sat méi dwoe dwa vao thang do sau nghién ciru dinh tinh la “Nhirng binh
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luan/nhan xét ctia cAc ca nhan trén internet anh hwéng dén viéc mua sim tai website X cuia t6i” (yéu
t6 “Anh hwéng x& hoi”) va “Téi tin rang MHTT tai website X ¢6 nhiéu rai ro vi dich vu ctia né c6
thé khong dap rng dwoc mong doi ctia t6i” (yéu té “Nhan thie rdi ro”). Két qua xi ly cho thiy 2
bién nay khong bi loai ma con c6 hé s6 kha cao. DAy cling c6 thé dwoc coi la diém méi caa nghién
ctru trong phét trién va hoan thién bg thang do ctia cac yéu t6 “Anh hwéng xa hoi” va “Nhan thic
rui ro” dén y dinh MHTT tai thi treong Viét Nam.

5.2. Goi y chinh sach va kién nghj gidi phap

Theo két qua cta nghién ctru da khing dinh, anh hwéng xa hoi la yéu t§ co tic dong truc tiép
kha 1ém @én y dinh MHTT va niém tin ctia nguai tiéu dung tai TP.HCM. Yéu t8 nay cin dwoc xem
xét mot cach diing mic Vé vai tro ctia no, dic biét la cac binh luAn/nhin xét ctia cac c& nhan trén
internet trong kinh doanh truc tuyén. Cac nha ban lé truc tuyén can cé chién lwgce gia ting cac binh
luan, d4nh gia tich cyc vé san pham/dich vu ctia minh, chi trong vao viéc tao cac tac dong xa hoi
tich cwc va giam thiéu ciing nhw kiém soét tdt cac binh luin, danh gia tiéu cuc cia khach hang.

Phai thuwong xuyén cap nhat, dinh chinh lai cac théng tin mot cach nhanh chdng va chinh xéac, cé
tinh than ciu thi d6i véi nhirng binh luin, danh gia chwa tét. Cung véi sw phat trién vwot bac cta
mang xa hoi trong thoi dai 4.0, véi siee lan téa khéng gidi han cia né thi cac nha ban Ié tric tuyén
can c6 chién lwoc tao hiéu ng ddm dong trén cac trang mang xa hoi; nhw vy mai ¢é thé tao dwoc
niém tin cling nhw mang lai danh gia tét (thai dé) d6i véi hinh thiee kinh doanh qua mang, va cudi
cung la gia tang y dinh MHTT.

bic thu cta loai kinh doanh qua mang la ngudi mua khodng tiép xdc truc tiép véi ngudi ban cling
nhw san pham/dich vu; do do, nhirng y kién tir nhitng nguwoi quen biét, ngwdi tham khao va cac binh
luan, nhan xét trén dién dan, mang x4 hdi... ludn dwoc ngudi tiéu dung quan tim. DAy ciing 1a ngudn
lwe gilp cac nha ban 1¢é lan téa dwoc san phAm/dich vu ctia minh mot cach sau rong.

Niém tin Ia yéu t6 c6 tac dong manh dén thai d6 cia nguwdi tiéu dung va y dinh MHTT. Trong
do, viéc thuc hién dang cac cam két va thdéa man mong doi cta khach hang la van dé cin dic biét
chu y. D& xay dwng niém tin véi ngudi tiéu dung, cac nha ban 1é can xay dwng chinh sach vé bao
hanh, bodi thwong va khigu nai ctia khach hang mot cach cu thé, dé hiéu, huéng téi loi ich cia khach
hang. Can chd trong vao hoat dong tw van cu thé trwéc khi giao dich, néu c6 thé nén cé thém buwéc
déng y vai cac chinh sach bao hanh, boi thwang, khiéu nai, ddi tra. .. ddi véi tirng loai hang héa/dich
vu ma khéach hang quan tdm. C6 nhw vay méi dam bao viéc khach hang hiéu va ndm rd céac chinh
sach doi véi tirng loai hang hoa, tir 6 ciing giam thiéu cac khiéu kién. Su chuyén nghiép, tinh thin
thién chi va hwong dén loi ich khach hang ciing 1a mot trong nhirng céch cé thé tao ra uy tin cho cac
nha ban Ié truc tuyén, xay dwng niém tin noi khach hang. Cac nha ban 1é trec tuyén can phai co
chién lugc xay dwng danh tiéng ctia minh nham nang cao niém tin cta khach hang théng qua céc
dién dan, mang x& hoi dé tan dung sitc manh ctia dam dong, dic biét khi “tam 1y bay dan” 1a mot
hién twong rat pho bién & Viét Nam.

Nhan thirc rai ro la yéu t6 c6 tac dong truwc tiép, manh nhat dén thai d6 cia ngudi tiéu dung trong
MHTT. Noi cach khac, d€ niang cao y dinh MHTT va hinh thanh thai do tich cwc ddi véi hinh thic
nay thi cac nha ban lé truc tuyén phai cé bién phap giam thi€u cdm nhan vé rai ro cta ngudi tiéu
dung, trong d6 cin quan tim dén viéc ddm bao dich vu dip rng dwoe mong dgi ctia khach hang
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nhw: thoi gian giao hang kip nhw khach hang can, dich vu déi tra dé dang va thuan tién... ciing nhw
cha y dén viéc ddm bao trung thwc vé san pham mo ta trén website. Cac website ban hang triec tuyén
trong nwéc chu yéu st dung hinh thirc nhian hang méi tra tién (COD), nén nhin chung c6 thé han
ché cao nhit cac rai ro thanh toan ciing nhw rii ro vé tai chinh cho khach hang. Cac nha ban lé truc
tuyén chu yéu thué dich vu giao hang bén ngoai nén can c6 cac rang buéc cu thé va nghiém tdc véi
d6i tac trung gian nay. Viéc ddi ngti giao hang am hiéu cac san phdm ma ho cung cép, c6 kha nang
tw van cho ngudi mua, nhan trad hang, d6i hang tai chd cho khach hang van chwa dwgc chd trong.
Do d6, néu cai thién dwoc nhirng diéu nay thi cac nha ban 1é cé thé 1am thay d6i thai do cua khach
hang theo chiéu hwéng tich cwe va nang cao ¥ dinh MHTT.

Nhitng ham y néu trén cling véi viéc xac dinh rd rang va dang dan khach hang muc tiéu, phan
khdc thi trwong... sé gilp cho nhirng ai dang 1a nha ban 1é tryc tuyén hay c6 ké hoach tham gia vao
linh vure ndy c6 cac chién lwgc thuc ddy y dinh mua hang mét cach hiéu qua hon. Hiéu khach hang
cta minh Ia ai, nhu cau cua ho la gi, ho ¢c6 mong doi gi dé dap ding céi ho cin sé la mot buéce di
dAu tién cho sw thanh cong ctia nhirng nha ban 1é truc tuyén.

5.3. Han ché ciia nghién citu va hwdng nghién citu tiép theo

Nghién ctu chi kiém dinh cac yéu t6 niém tin, rii ro, &nh hwdng xa hoi, nhan thie rii ro, va thai
d6 dén y dinh MHTT. Nghién cttu chwa tim thdy bing chirng tac dong ctia yéu t6 “Anh hwéng xa
hoi” dén “Nhan thic rii ro”. Con nhiéu yéu t6 khac anh hwdéng dén y dinh MHTT nhw: Nhan thic
kiém soat hanh vi, tinh thuan tién, mong doi vé gia, quy mo va danh tiéng nguwoi ban, anh hwdéng
phap 1y... Pay cling 1a vAn d& ma cac nghién cteu sau c6 thé phat trién, hoan thién thém dé tang mirc
d6 giai thich cia mé hinh.

Nghién ctru nay chi gi¢i han & dia ban TP.HCM véi kich thwéc mau nghién ctiru con rat nhé so
véi s6 lwong ngudi tham gia vao MHTT nén tinh khai quat hda co thé chua cao. Vi mdi viing 1anh
thd Viét Nam déu co cac dic trwng riéng vé van hoa tiéu ding, sé thich, thu nhap... nén cac yéu té
tac dong ciing nhw mai quan hé giira cac yéu t6 nay c6 thé sé cd sw khac biét. Vi vay, can co6 cac
nghién ctiu 13p lai & nhitng viing dia 1y khac dé kiém dinh sw pht hgp ctia mé hinh va dat dwgc mic
d6 tong quan hon vé y dinh MHTT.

Nghién ctru nay chi nghién ctru y dinh MHTT cua khach hang ca nhan, chwa dé cap dén y dinh
cta cac khach hang t6 chirc. Do d6, nghién ctitu vé méi quan hé gitra cac yéu to tac déng dén y dinh
MHTT cua cac khach hang té chirc cling 14 mot hwdng phat trién tiép theom

Tai liéu tham khao
Ajzen, 1. (1991). The theory of planned behavior. Organizational Behavior and Human Decision
Processes, 50(2), 179-211.

Barkhi, R., Belanger, F., & Hicks, J. (2008). A model of the determinants of purchasing from virtual
stores. Journal of Organizational Computing and Electronic Commerce, 18(3), 177-196.

Blackwell, R. D., Miniard, P. W., & Engel, J. F. (2001). Consumer behavior (9" ed.). New York:
Dryden.

Bui Thanh Trang. (2013). Nhan thic rui ro tac dong dén ¥ dinh mua sam tryc tuyén cua khéach hang.

20



Nguyén Quang Thu & Luu Thij Kim Tuyén, JABES ndm th(r 29(01), Thang 1/2018, **—**

Tap chi Phat trién kinh té, 278(12/2013), 26-38.

Chang, E. C., & Tseng, Y. F. (2013). E-store image, perceived value and perceived risk. Journal of
Business Research, 66(7), 864-870. doi:10.1016/j.jbusres.2011.06.012

Chang, H. H., & Chen, W. S. (2008). The impact of online store environment cues on purchase
intention: Trust and perceived risk as a mediator. Online Information Review, 32(6), 818-841.

Chen, L. (2009). Online consumer behavior: An empirical study based on theory of planned behavior.
The University of Nebraska - Lincoln, ProQuest Dissertations Publishing, 2009. 3355613.

Corbitt, B. J., Thanasankit, T., & Yi, H. (2003). Trust and e-commerce: A study of
consumer perception. Electronic Commerce Research and Applications, 2, 203-215.

Crespo, A. H., del Bosque, I. R., & de los Salmones Sanchez, M. G. (2009). The influence of perceived
risk on Internet shopping behavior: A multidimensional perspective. Journal of Risk Research,
12(2), 259-277.

Davis, F. D. (1989). Perceived usefulness, perceived ease of use, and user acceptance of information
technology. MIS quarterly, 13(3), 319-340.

Delafrooz, N., Paim, L. H., & Khatibi, A. (2011a). A research modeling to understand online
shopping intention. Australian Journal of Basic and Applied Sciences, 5(5), 70-77.

Dowling, G. R., & Staelin, R. (1994). A model of perceived risk and intended risk-handling activity.
Journal of Consumer Research, 21(1), 119-134.

Fishbein, M., & Ajzen, 1. (1975). Belief, attitude, intention and behavior: An introduction to theory
and research. Reading, MA: Addison-Wesley.

Forsythe, S., & Shi, B. (2003). Consumer patronage and risk perceptions in internet
shopping. Journal of Business Research, 56(11), 867-875.

Forsythe, S., Liu, C., Shannon, D., & Gardner, L. C. (2006). Development of a scale to measure the
perceived benefits and risks of online shopping. Journal of Interactive Marketing, 20(2), 55-75.

Gefen, D., Karahanna, E., & Straub, D. W. (2003b). Inexperience and experience with online stores:
The importance of TAM and trust. IEEE Transactions on Engineering Management, 50(3), 307—
321.

Ha Ngoc Théng, & Nguyén Thanh 6. (2016). Cac yéu t6 anh huong dén ¥ dinh mua sim truc tuyén
ctia ngudi tiéu dung Viét Nam: Nghién ctiru mé rong thuyét hanh vi cé hoach dinh. Tap chi Khoa
hoc PHOGHN: Kinh té va Kinh doanh, 32(4), 21-28.

Hansen, T., Jensen, M. J., & Solgaard, S. H. (2004). Predicting online grocery buying intention: A
comparison of the theory of reasoned action and theory of planned behavior. International Journal
of Information Management, 24(6), 539-550.

Hong, I. B., & Cha, H. S. (2013). The mediating role of consumer trust in an online merchant in
predicting purchase intention. International Journal of Information Management, 33(6), 927-939.

Jarvenpaa, S. L., Tractinsky, N., & Vitale, M. (2000). Consumer trust in an internet store. Information
Technology and Management, 1(1-2), 45-71.

Lester, D. H., Forman, A. M., & Loyd, D. (2005). Internet shopping and buying behavior of college
students. Services Marketing Quarterly, 27(2), 123-138.

21


https://search.proquest.com/indexinglinkhandler/sng/au/Chen,+Liqiang/$N;jsessionid=601E7A774E47861BE3FB5210FC8E2FDE.i-03ef2c744d4530544

Nguyén Quang Thu & Luu Thij Kim Tuyén, JABES ndm th(r 29(01), Thang 1/2018, **—**

Lin, H. F. (2007). Predicting consumer intentions to shop online: An empirical test of competing
theories. Electronic Commerce Research and Applications, 6(4), 433-442.

Lu, Y., Yang, S., Chau, P. Y. K., & Cao, Y. (2011). Dynamics betweenthe trust transfer process and
intention to use mobile payment services: A cross-enviroment perspective. Information &
Management, 48(8), 393-403.

Nguyén DPinh Tho. (2011). Phwong phap nghién cizu khoa hoc trong kinh doanh. NXB: Lao dong -
Xa hoi.

Nguyén Thi Bao Chéu, & L& Nguy&n Xuan Pao. (2014). Phan tich cac nhan té anh huong dén hanh
vi mua sam tryc tuyén ciia nguai tiéu dung TP. Can Tho. Tap chi Khoa hoc Trueong Pai hoc Can
Tho, 30(2014), 8-14.

Nguyén Thi Kim Van, & Quéch Thi Khanh Ngoc. (2013). Cac nhan té anh huong dén thai do va y
dinh mua hang truc tuyén tai thanh phé Nha Trang. Tap chi Khoa hoc — Cong nghé Thuy sdan,
2(2013), 155-161.

Pavlou, P. A. (2003). Consumer acceptance of electronic commerce: Integrating trust and risk with
the technology acceptance model. International Journal of Electronic Commerce, 7(3), 69-103.

Pavlou, P. A., & Fygenson, M. (2006). Understanding and predicting electronic commerce adoption:
An extension of the theory of planned behavior. MIS Quarterly, 30(1), 115-143.

Simonian, M. A,, Forsythe, S., Kwon, W. S., & Chattaraman, V. (2012). The role of product brand
image and online store image on perceived risks and online purchase intentions for apparel.
Journal of Retailing and Consumer Services, 19(3), 325-331.

Venkatesh, V. (2015). Technology acceptance model and unified theory of acceptance and use of
technology. Wiley Encyclopedia of Management, 7, 1-9.

Venkatesh, V., Thong, J. Y. L., & Xu, X. (2012). Consumer acceptance and use of information
technology: Extanding the unified theory of acceptance and use of technology. MIS Quarterly,
36(1), 157-178.

Vijayasarathy, L. R. (2002). Product characteristics and Internet shopping intentions. Internet
Research, 12(5), 411-426.

Vit Huy Théng. (2010). Gido trinh hanh vi nguoi tiéu dung. NXB: Dai hoc Kinh té Quéc dan, Ha
Noi.

Yang, Q., Pang, C., Liu, L., Yen, D. C., & Tarn, J. M. (2015). Exploring consumer perceived risk
and trust for on line payment: An empirical study in China’s younger generation. Computers in
Human Behavior, 56, 9-24. doi: 10.1016/j.chb.2015.03.058

Yoh, E., Damhorst, M. L., Sapp, S., & Laczniak, R.(2003). Consumer adoption of the internet: The
case of apparel shopping. Psychology & Marketing, 20(12), 1095-1118.

22


https://www.sciencedirect.com/science/article/pii/S0747563215002484#!
https://www.sciencedirect.com/science/article/pii/S0747563215002484#!
https://www.sciencedirect.com/science/article/pii/S0747563215002484#!
https://www.sciencedirect.com/science/article/pii/S0747563215002484#!
https://www.sciencedirect.com/science/article/pii/S0747563215002484#!
https://doi.org/10.1016/j.chb.2015.03.058

