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Tom tat

Su phdt trién cua thwong mai dién tr di va dang tao ra nhitng co héi cho hoat déng mua ban
triec tuyén tré nén séi dong va dirge nhiéu ngum wa thich. Bén canh nhitng tién ich riéng co cua mua
sdm tryc tuyén so voi mua sim truyén thong thi kénh mua sam nay con co nhu’ng han ché. Ngum
mua hang cam nhdn mirc do an toan chwa cao va chua thuc sy co niém tin doi véi mua sam truc
tuyén. Do vdy, cdc t6 chirc kinh doanh triec tuyén cé gang dwa ra nhitng gidi phap dé tao ra sw tin
nhiém voi khach hdng Nghién cd’u nay nham muc dich xdc dinh cdc nhan t6 lién quan dén nhan thire
rui ro tac dong dén y dinh mua sam trwc tuyén cia khach hang. Phwong phap nghién ciru sw dung
bao gom dinh tinh va dinh lwong. Phén tich dwoc thue hién thong qua kiém dinh thang do hé so tin
cdy Cronbach’s Alpha, phdn tich nhan t6 kham phd - EFA va phén tich hoi quy tuyén tinh bgi. Két
qua nghién ciru chi ra nhdn thirc rii ro tac dong nghich chiéu dén y dinh mua sam truc tuyén ciia
khdch hang bao gom 4 nhan t6 theo thir tw tiv I6n dén nho: (1) Ruii ro tai chinh, (2) rii ro san pham,
(3) riii ro bao mdt thong tin, va (4 )riii ro vé sw gian ldn cia nguoi ban. Cdc két ludn va ham ¥ qudn
tri dhegre d@é xudt nham gop phan tao ra uy tin va hiéu qud cho cdc té chire, doanh nghiép ban hang
triec tuyén.

Tir khoa: Mua sam truc tuyén, nhan thirc rai ro, rii ro mua sam truc tuyéen.

Abstract

Development of e-commerce has offered opportunities that make online commerce become busier
and more preferable. Besides benefits in comparison with traditional shopping, however, the online
commerce also has its own disadvantages. Buyers perceive low levels of safety and do not place
much trust in the online shopping. That is why e-commercial concerns have tried their best to win
buyers’ trust. The research aims at determining how factors related to perception of risk affect
buyers’ decisions on online shopping. Both qualitative and quantitative methods are employed in the
research, including Cronbach’s Alpha, EFA and multiple linear regression analysis. The results
show that perception of risk that produces negative effects on intention of doing online shopping
comprises four following dimensions in order of importance: (1) Financial risk; (2) performance
risk; (3) privacy risk; and (4) vendor’s fraud risk. Conclusions and management implications are
offered to help develop prestige and efficiency for online selling concerns.

Keywords: Online shopping, risk perception, online shopping risks.
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1. Giéi thiéu

Ngay nay linh vyre thuong mai dién tir phat trién nhanh chong tai cac qudc gia da va dang phat
trién. Str dung thuong mai dién tir cho phép cac doanh nghiép, t chirc kinh doanh c6 thé gi6i thigu
cac thong tin vé san pham dén cac dbi twgng khach hang tiém nang khac nhau & moi noi trén thé gioi
ma ¢ thé két ndi Internet. VN ¢6 toc d6 phat trién vé sé lwong ngudi sir dung Internet cao nhét
trong khu vye, tinh dén nam 2011 dat 30,8 tridu ngudi dung chiém 35% tong dan sé (Hinh 1).
Tai cac khu vuc thanh thi, khoang 50% dén s6 ¢ truy cap Internet, ti 1€ su dung ¢ Ha Noi va
TP.HCM cao hon nhiéu. Nghién ciru ciia Cimigo NetCitizens VN cho thdy ¢6 hon 90% s6 lugng
ngudi sir dung Internet da sir dung cic website tim kiém dé thu thap thong tin nhu doc tin tirc,
phuc vu cho hoc tap, cong viéc va giai tri. Trong khi do, cac website mua sdm truc myén chi co
khoang 30%- 40% nguoi sir dung da timg viéng thim. Riéng d6i voi ngan hang truc tuyén con
dang & giai doan str dung rat thip (Hinh 2). Mic du sé luong ngudi tham gia mua hang truc
tuyén chua nhiéu nhung doanh s6 ban hang ciia linh vyc nay da co sy ting truong kha nhanh,
udc tinh doanh s thuong mai dién tir tinh riéng cho thi truong hang tiéu ding ciia VN trong
nam 2012 dat khoang 600 triéu USD va du bao dén nim 2015 s& dat trén duéi 1,3 ti USD (B
Cong thuong, 2012).

Bing cach nao dé phat trién nhanh hoat dong ban hang truc tuyén, trong khi ngudi mua cam
nhan c¢6 nhiéu rai ro ddi véi hoat dong nay? Két qua nghién ctru thi truong cia Cimigo
NetCitizens cho biét c6 trén 50% nguoi sir dung Internet dong y 1 ho ¢6 thé chon rat nhiéu loai
san pham khac nhau thong qua hoat ddng mua ban truc tuyén, tuy nhién murc d6 tin tudng vao
su an toan ctia mua ban truc tuyén thi rt thap, chi co 14% nguoi sir dung Internet nghi rang viéc
mua cac san phém trén mang 1a an toan. Trong vai nam tr¢ lai day, kha nhiéu vu lra ddo ban
hang qua mang xuét hién va dién bién phtc tap di lam giam niém tin ciia khach hang di véi
linh vyc thuong mai dién tir, anh huéng xau dén cac doanh nghiép ban hang tryc tuyén chan
chinh. Véan dé tao dung niém tin cho nguoi tiéu dung 13 rit quan trong ma céc té chtrc ban hang
truc tuyén can phai quan tam. Chinh vi vay, xac dinh cac nhan td nhan thirc rui ro tac dong dén
¥ dinh mua sim tryc tuyén cta khach hang 1a myc tiéu cua nghién ciru nay. Bai viét nay tap
trung vao phan tich khia canh rdi ro ma khach hang cam nhan khi mua sam truc tuyén, tir do goi
¥ mot s6 dé xuat mang ham y quan tri cho cac cong ty, t6 chirc kinh doanh tryc tuyén.
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Hinh 1. S6 ngudi sir dung Internet tai VN
Nguon. Béo cao nghién ctru ctia Cimigo NetCitizens VN 2010-2012.

WWW.CImigo.vn va netcitizens@cimigo.com
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Hinh 2. Sir dung Internet cho mua sim tryc tuyén
Nguén: Bio cdo nghién ctru ciia Cimigo NetCitizens VN 2010-2012.
2. Nhén thirc riii ro trong mua sim trye tuyén
2.1. Mua sim truwec tuyén

Khi chon mua mot san phém hay mot dich vu nao do, nguoi tiéu dung thuong dua vao 1i tri
ctia ho dé ti da hoa gia tri sir dung dua trén chi phi phai bo ra, s& xem xét dén loai san pham can
mua bao gém nhiing 1¢1i ich va rdi ro, li do mua, khi ndo mua va mua ¢ dau... Y dinh mua hang
cua nguoi tiéu dung 1a hé qua cac tac nhan ciia moi truong tic dong vao y thirc ciia ngudi mua,
nhig dic diém va qua trinh quyét dinh ciia ngudi mua dan dén nhitng quyét dinh mua sim nhét
dinh (Kotler, 2007). Mua sam tryc tuyén 1a mot qua trinh ma khach hang mua tryc tiép hang hoa
hodc dich vy ttr mdt nguoi ban trong mot thoi gian xac thuc thong qua Internet, qua trinh nay
khéng qua dich vy trung gian, ddy chinh 1a mot dang ctia thwong mai dién tir. Mua sam truc tuyén
mang lai 1oi ich cho ca ngudi mua va ngudi ban vé phuong dién tim kiém khach hang, thong tin
san pham, qua trinh tuong tac va phan phdi san pham. Nguoi ban nhan duge thanh toan nhanh
chong tir phia ngudi mua thong qua Internet va khong phai tén chi phi dau tu hé théng phan
phéi. Di véi ngudi mua thi c6 thé mua hang & bét cir dau, bat ké thoi gian nao, ngay ca khi &
nha va tiép can cac nha cung cép ¢ xa.

David & cong su (2002), cho rang khach hang mua sim tryc tuyén thuong bao gom nhiing
ngudi tiéu dung c6 it thoi gian nén ho mudn st dung Internet d& mua sim nham tiét kiém thoi
gian. Nhitng ngudi khong thich di mua sam tai cac ctra hang, ho sir dung Internet dé tranh chd
on 40, sap hang hay phai chd doi. Nhitng ngudi hiéu biét cong nghé thich mua sam trén mang vi
n6 pht hop véi nganh nghé. Hanh vi mua mua sim truc tuyén ciia khach hang bi tac dong boi
nhiéu nhan t6 nhu 1a dic diém ca nhan (gidi tinh, tudi, hon nhén, gido duc, ton gido, nghé nghiép va
thu nhap, tinh cach, 16i sdng); nhan t6 mdi trudng (gia dinh, xa hoi va cong ddng); nhan t6 tac dong
tir phia ngudi ban bao gdom: gia ca, quang céo, xtic tién thuong mai, thwong hi¢u, nhiing hoat dong
hd trg k¥ thuat qua website, giao hang, thanh toan va céc dich vu khach hang. Nhirng nhan té nay
tryc tiép va gian tiép tac dong dén y dinh mua sim ctia khach hang.

Theo két qua nghién ciru ctia Xiang Yan va Shiliang Dai (2009), quyét dinh mua hang truc
tuyén chiu anh huéng boi hai nhom nhan td d6 1a nhan thirc loi ich va nhan thirc rai ro. Nhan
thirc lgi ich tac dong tich cuc dén quyét dinh mua sim truc tuyén va nhan thirc rii ro tac dong
tiéu cuc dén quyét dinh mua sim tryc tuyén ciia khach hang. Theo m hinh chip nhan céng nghé
(Technology Acceptance Mode ~-TAM) duoc dua ra bai Davis (1989), dé cap dén cac yéu td vé
nhan thirc vé sy hitu ich, d& dang sir dung, thai d6 va ¥ dinh sir dung. Dya trén nghién ctru nay
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Davis cho rz“lng nhén thirc cua khach hang vé cai dat duoc va cai mit di co thé duoc hiéu 1a nhan
thire cua khach hang vé loi ich va rui ro. Zeithaml (1988) cho rang khach hang sé& c6 liwa chon
v6i nhén thtre 1o ich 14 cao nhit khi ho thuc hién mot quyét dinh mua hang. Trong khi do,
Mitchell (1999) lai chi ra rang khach hang s& c6 xu hudng xem xét nhan thirc rii ro hon 1a ti da
hoa nhan thue loi ich khi ho thuc hién quyét dinh mua hang. Bai viét nay s€ tap trung nghién
ctru nhimg nhan t6 nhén thirc rui ro tic dong dén ¥ dinh mua sdm truc tuyén cia khach hang va
dugc phan tich chi tiét trong phan sau.

2.2. M hinh d@é xudt va cdc gid thuyét

Trude khi quyét dinh mua hang, ngudi tiéu ding thuong cam nhan mirc d6 rui ro nhat dinh
lién quan dén viéc Iya chon mot thuong hiéu cu thé va lam thé nao dé mua. Bauer (1960) 1a
nguoi déu tién gidi thiéu khai ni€m nhén thirc rii ro trong qua trinh mua sdm, dugc xem nhu 12
su quyét dinh khong chéc chin cua ngudi tidu ding khi mua hang va phai nhan hiu qua tir quyét
dinh nay. Cox va Rich (1964) dé cap dén khai niém vé nhan thire rai ro 12 mtc dd cam nhan rui
ro cuia nguoi tidu dung khi quyét dinh mua hang. Kaplan (1974) dua ra khai niém nhan thie rui
ro mang y nghia lién quan dén sy khong chic chian vé mat mat ctia mot giao dich mua ban va
bao gém 6 nhén t6: Tai chinh, su thyc hién (san pham khong dang chirc nang), xa hoi, tam 1i, su
an toan, thoi gian. Mitchell (1999) cho ring nhén thirc rii ro 13 suy nghi chii quan vé viéc xéac
dinh ton tht, v6i hai ham v 1a sy khong chic chin va hau qua xAu.

Ddi véi mua sim truc tuyén thi nhéan thirc mc d6 rai ro thuong thi cao hon so véi mua sim
truyén thong 1a do ngudi mua khong nhin thay hinh anh thyc sy ctia san pham va khong tiép xuc
tryc tiép v6i nhan vién ban hang (Park & Stoel, 2005). Theo Bhatnagar & Ghose (2004), lién
quan dén rui ro c6 ba nhan t6 tic dong tiéu cuc dén quyét dinh mua sdm truc tuyén 1a: rai ro san
pham, rii ro tai chinh, rai ro bao mat thong tin c4 nhan cia ngudi mua. Axel (2006) cho ring so
vO1 1l ro san phélm, nguoi tiéu dung nhén thuc v& rui ro bj tiét 1o thong tin ca nhan da co tac
dong 16n hon dén quyét dinh mua sam trén Internet. McCorkle (1990) chi ra ri ro ctia mua hang
tryc tuyén 13 sy gian 1an ctia nguoi ban, chuyén giao cho ngudi mua san pham khong dang tin
cay, thé hién sy gian dbi cua nguoi ban.

Dua trén co s6 li thuyét tién dé cia cac nghién ciru truée ddy, mo hinh nghién ctru dé xuat vé
nhén thirc rdi ro tac dong dén y dinh mua sém truc tuyén bao gém 4 nhan t6: San phérn, tai chinh,
bao mat thong tin, su gian 1an cia ngudi ban, va dugc thé hién trong Hinh 1.

Riii ro san pham: Kha ning chuyén giao hang hoa khong dap tmg ding yéu cau nhu dy dinh
ban dau (Peter & Tarpey, 1975). Riii ro san pham trong mua sam truc tuyén cé thé duy kién &
mirc @6 cao do ngudi mua khong thé kiém tra va thir nghiém chét lugng san pham va ciing khong
¢6 sy lya chon dé thay thé (Garbarino & Strahilevitz, 2004). Sy khong déng nhét vé co sé ha
tﬁng cua thiét bi mua sim truc tuyén, chéng han nhu cai dat man hinh va phﬁn mém may tinh,
c6 thé khong phai lac nao ciing hién thi cac tinh ning san pham chinh xac nhu trong diéu kién
ban hang truyén théng. Vi vay, su khong chic chin san pham s& ting 1én khi quyét dinh mua
sam tryc tuyén. Gia thuyét H1 dwoc dé xudt la:

HI: Rii ro san pham tac ddng nghich chiéu véi ¥ dinh mua sim truc tuyén.

Riii ro tai chinh: Kha ning co thé bi mt tién do mua hang tryc tuyén (Horton, 1984). Hién
tuong gian 14n thé tin dung va ton that tai chinh duoc xem 1a mdi quan tdm hang dau cua nguoi
mua hang truc tuyén (Sweeney & Johnson, 1999). Ngoai ra, ngudi tiéu ding con ¢ thé bj mét
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tién néu san pham mua tryc tuyén khong dat yéu cau nhu mong doi. Mic du mot trong nhiing
loi thé ctia mua sdm truc tuyén 1a gia ca canh tranh, nhung c6 nhiéu ngudi tiéu dung khong mudn
mua cac san phdm tir Internet do céc chi phi khac gia ting nhu van chuyén va giao nhan. Gia
thuyét H2 duoc dé xuat la:

H2: Riii ro tai chinh tic dong nghich chiéu véi y dinh mua sam triec tuyén.

Riii ro bao mat thong tin: Kha ning thong tin ca nhan bj mat, bi tiét 16, khong dugc bao
mat trong qua trinh giao dich tryc tuyén (Garbarino & Strahilevitz, 2004). Cac nghién ctru gan
day da tim thay rui ro bi tiét 16 thong tin ¢4 nhan tré thanh mdi quan tdm ngdy cang ting cua
ngudi mua hang truc tuyén (Drennan, 2006). Khi mua hang qua mang, ngudi mua phai cung cap
nhitng thong tin ca nhan nhu s6 tai khoan ngan hang, dia chi, dién thoai, email. Nguoi mua cé
cam giac kho kiém soét thong tin va ngan ngai cung cip thong tin ca nhan. Gia thuyét H3 duoc
dé xuét la:

H3: Riii ro bi tiét 19 thong tin tac dong nghich chiéu voi y dinh mua sam truc tuyén.

Riii ro vé sy gian 14n céia ngwdi ban: Nhan t6 nay néu 1én sy quan tam lo ling ciia ngudi
mua vé do tin cdy ciia nguoi ban hang truc tuyén, chang han nhu thong tin vé san pham c6 thé
khong phan anh thyc sy chat lugng, kho khan tim noi dé giai quyét nhiing tranh chép xay ra khi
mua hang tryc tuyén, ngudi ban dua cic thong tin khuyén méi khong trung thuc, ngudi ban
khong thuc hién dang nhimg cam két vé dich vu sau khi ban hang (McCorkle 1990). Gia thuyét
H4 dugc dé xuit la:

H4: Rui ro vé sy gian lgn cua nguoi ban tac dong nghich chiéu voi y dinh mua sam tryuc

tuyén.
Rui ro san pham
HI
Rui ro tai chinh m
I Y dinh mua sim truc
tuyén
Rui ro bao mat > H3
thong tin
H4
Rui ro v sy gian lan
cuia nguoi ban

Hinh 3. M6 hinh nghién ciru
3. Phuong phap nghién ciru

Nghién ctru dugc thuc hién qua hai budc 1a nghién ctru so bd va nghién ctu chinh thirc.
Nghién ctru so bd duoc thuc hién bang phuwong phap dinh tinh théng qua thao luan tay d6i dang
cau héi m& v6i 5 chuyén gia ban hang truc tuyén va 5 khach hang thuong xuyén mua hang truc
myén tai cac website: zingdeal.vn, nhommua.vn, muachung.vn, cucre.vn, hotdeal.vn, 5giay.vn,
raovat.com va 123mua.com.vn. Nghién ctru nay nham xdy dung va phat trién thang do cua cac
khai niém duya trén quan diém ciia khach hang vé nhan thirc rai ro ddi véi mua sim tryc tuyén.
Céc thanh phan dugc do ludng bang thang do Likerts 5 diém (1: hoan toan khong dong ¥, 5:
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hoan toan dong ). Trong nghién ctru ndy, thang do nhan thirc rii ro vé san pham khi mua sim
tryc tuyén dugc dya trén co s 1i thuyét ciia cac tac gia Garbarino & Strahilevitz (2004), rui ro
tai chinh ctiia Sweeney, Soutar & Johnson (1999), rtii ro bao mat thong tin ctia Drennan (2006),
riii ro vé sy gian lan ciia nguoi ban cia McCorkle (1990).

Thuc t& viéc mua sdm truc tuyén trong thoi gian qua co nhiéu rti ro cho nguoi mua, nhu mot
s6 website mua hang theo nhom di ban hang khong rd ngudn gbc, xuat xi, hang nhai hodc dua
anh san pham 1én website khong giéng v6i hang that, gdy nham 1an cho khach hang, hodc dua
ra chuong trinh khuyén mai nhung lai nang gia 1én cao roi giam gia toi 50-70% dé danh vao tam
li gia ré, khién nhidu nguoi ca tin mua phai san pham dat hon gid ¢ ngoai thi trudng. Mot sb
truong hop khac thudng xdy ra nhu giao hang cham va dich vu cham s6c khach hang kém. Chinh
nhimng 1i do ndy ma nguoi tiéu ding thuong hay cén nhic truée khi mua hang truc tuyén. Két
qua thao luan cua nghién ctru dinh tinh di dua ra 21 bién quan sat dung dé xac dinh 4 nhan t6
nhan thirc rdi ro tac dong dén y dinh mua sam truc tuyén. Trong do, nhan t6 nhan thie rai ro vé
san pham duoc do luong bang 5 bién quan sat; rai ro vé tai chinh dugc do luong bang 4 bién
quan sat; riii ro bao mat thong tin duoc do ludng bang 3 bién quan sat; riii ro vé sy gian 1an cua
ngudi ban hang truc tuyén dugc do luong bang 5 bién quan sat; va thang do ¥ dinh mua sam tryc
tuyén dugc do bang 4 bién quan sat.

Nghién ciru chinh thirc dwoc thuc hién bang phuong phap dinh lugng tién hanh phong van
thong qua bang cau hoi giri dén khach hang c6 tham gia mua sdm truc tuyén tai TP.HCM. Nghién
cliru nay nham sang loc cac bién quan sat, xac dinh cac nhan t6 nhan thirc rui ro tac dong dén y
dinh mua sdm tryc tuyén, kiém dinh mé hinh 1i thuyét va cac gia thuyét. Kich thudc mau 1a 300,
dap vién dugc chon theo phuong phap thun tién 1a nhitng nguoi c6 tham gia mua sam tryc tuyén
cua céc trang web: zingdeal.vn, nhommua.vn, muachung.vn, cucre.vn, hotdeal.vn, cungmua.vn,
vndoan.com, 51deal.vn, Sgiay.vn,gooddeal.vn, giarequa.vn, khuyenmaivang.vn, raovat.com va
123mua.com.vn. Qua trinh phéng vén dat ti 18 hoi dap 1a 81%, c6 243 bang thu vé dat yéu cau.
Dic tinh mau nghién ctru trong Bang 1 ¢6 ti 1& nit chiém 65%, nhiing ngudi mua hang & do tudi
tir 18-35 chiém 82%, va di tham gia mua hang truc tuyén dudi 2 nam chiém 81%, thé hién tinh
chét dai dién ciia mau. Phan tich két qua dugc thyc hién thong qua kiém dinh thang do bz"mg hé
s tin cdy Cronbach’s Alpha, phan tich nhan t5 EFA, phan tich hdi quy tuyén tinh boi va kiém

dinh gia thuyét.
Bang 1. Dic tinh ciia miu nghién ctu
C& miu (n=243) Tén sb Tilé %
Giéi tinh Nit 159 65
Nam 84 35
Tubi Tir 18-25 104 43
26-35 94 39
Trén 35 45 18
Thu nhép Duéi 3 triéu 49 20
Tir 3-6 triéu 95 39
Trén 6-10 triéu 55 23
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Trén 10 triéu 44 18
S6 nam tham gia Dudi 1 nam 112 46
mua hang truc tuyén Tu 1-2 ndm 85 35
Trén 2 ndm 46 19

Nguoén: Khao sat cia tac gia két hop v6i Cong ty GIBC (Global Intergration Business Consultants)
4. Két qua nghién ctru
4.1. Kiém dinh thang do

Kiém dinh thang do cac nhan t6 nhan thirc rui ro tac dong dén y dinh mua sam truc tuyén
duogc thyc hién thong qua hé s6 tin cay Cronbach’s Alpha dé loai cac bién rac, tranh truong
hop cac bién rac tao nén nhan t6 gia khi phan tich EFA- Exploratory Factor Analysis
(Churchill, 1979). Sau khi kiém tra Cronbach’s Alpha, budc tiép theo 1a phan tich nhéan t6
kham pha EFA dé danh gia so bo tinh don hudng, gia tri hoi tu va gia tri phan biét cta thang
do. Két qua phan tich tai Bang 2 cho thdy tat ca cac thang do ctia cac nhan t6 nhan thirc rui
ro va y dinh mua sdm truc tuyén déu co hé sb Cronbach’s Alpha l6n hon 0,79; va cac hé sb
tuong quan bién tong ctia cac thang do déu 16n hon 0,3. Nhu vy, tat ca cac thang do clia cac
nhan t6 déu dat do tin cay (Nunnally & Burnstein, 1994) va dugc sir dung dé phan tich nhan
t6 kham pha tiép theo.

Biang 2. Két qua hé s6 Cronbach’s Alpha ciia cac thang do

S6 bién Cronbach’s Hé s6 twong quan
Thang do . K 2 PR
quan sat Alpha bién tong nhé nhat
Rui ro tai chinh (TC) 4 0,8426 0,5325
Rui ro san pham (SP) 5 0,7963 0,6313
Rui ro bao mat thong tin (BM) 3 0,8756 0,6312
Rui ro vé su gian 1an ctia nguoi ban (GL) 5 0,8417 0,6217
Y dinh mua sam tryc tuyén (YD) 4 0,7943 0, 5456

Nguon: Tac gia thu thap va ty tinh toan

Phuong phap phan tich nhan t6 kham phéa -EFA duoc thyc hién v6i phuong phap trich hé
s6 1a Principal Component Analysis va phép xoay Varimax dé phan nhém céc nhan t6. Két
qua phan tich nhén t6 1an thtr 1 vé nhan thic rai ro dbi véi mua sdm truc tuyén, trong dé cac
bién SP5, TC4 va GL1 c6 hé s6 tai nhan t6 1an luot 12 0,231, 0,283 va 0, 207 bé hon 0,3 nén
bi loai (Hair &ctg, 1998). Nhu vy, tur 21 bién quan sat dua vao phan tich nhan td 1an 1, chi
con 18 bién duoc dua vao phan tich nhén t6 lan thir 2.

Két qua phan tich tai Bang 3 cho thay cac thanh phan sau khi loai cac bién rac 1a dat yéu
cu c6 hé so tai nhan td cua cac bién quan sat 16n hon 0,5 (Hair &ctg, 1998); kiém dinh
Bartlett v6i mirc ¥ nghia 1a Sig. = 0,000; hé s6 KMO = 0,934. Tat ca 18 bién sau khi phan
tich nhan t6 duoc rat trich thanh 5 nhén t6 voi cac murc gia tri Eigenvalues déu 16n hon 1, va
phuong sai trich 16n hon 50%. Do vay, cac thang do rit ra 1a chap nhan dugc, két qua phan
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tich EFA da chimg to mé hinh nghién ciru khong thay d6i, bao gdm 4 bién doc 1ap va 1 bién

phu thudc, va dugc st dung cho phan tich hoi quy tuyén tinh boi.

Bang 3. Phin tich nhan t6 EFA vé nhén thirc riii ro mua sim trye tuyén

Bién quan sat Nhan t6
1 2 4 5
Téi nhan thiy rat khé khan danh gia chét lugng san
SP1 2 ) L . P 0,891
pham chinh xac khi mua sam truc tuyén.
Spo T?l @an tlxlay rat kho khafl khi SO; sanh chat lxuqng 0.872
cua san pham tuong tu khi mua sam truc tuyen.
Sp3 Céc san ph%m duoc mua ban trét? Internet khong 0.732
dat dugc chat lugng nhu mong doi.
Chét Iuong thuc té cua hang hoa nhan dugc tir mua
SP4  truc tuyén thip hon so véi thong tin dugc quang 0,651
cdo trén Internet.
TC1 S6 tai khoan thé tin dung cua toi c6 thé khong dam 0.785
bao an toan.
TC2  Mua hang tric tuyén c6 thé khéng nhan dugc hang. 0,850
TC3 erla hang tryc tuyén thuong phat sinh thém chi 0.823
phi.
BMI T7110n§ t11’1 ca; nl‘lafl}\ nhAu d}a Chj mail, s‘o‘ dl@{l thoai 0811
cta tdi ¢ thé bi tiet 10 dén nhitng nguoi khac.
BM2 Nguoi ban hang truc tu?/en bict dugc thong tin tai 0,745
khoan ngan hang cua toi.
Thoéi quen va qué trinh mua sam cua toi d& bi theo
BM3 g . £ 0,772
doi khi mua sam tryc tuyén.
GL2 KPé nang I‘nua I?z:mg ‘gié r% trén Int7ernet ddng nghia 0.845
véi mua hang gia, hang stra han sir dung.
GL3 Nhﬁ’ng Pﬁa hen vé& dich vu sau khi ban khong duoc 0.743
thuc hién.
GLA Thong tin Vf@ ng;rc‘ﬁ qbém hang truc tuyén khong 0.687
duogc cung cap day du.
GLS Kh(;? khan giai quyét tranh chap khi mua hang truc 0,651
tuyén.
T6i rat thich mua hang tryc tuyén mac du day
YDI 0,742

khong phai 1a kénh ban hang duy nhit dé mua mit
hang t6i can.
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Téi rat thich sir dung Internet @& mua hang khi c6

YD2 5 0,811
nhu cau.

YD3 Tf?)i s& mua hang tryc tuyén bit ky khi nao t6i cin 0.618
hang.

YD4 Toi s€ giéi thiéu ban bé va nguoi than mua sém 0,713
truc tuyen.

Eigenvalues 5,337 1,235 1,118 1,062 3,981

Phuong sai trich (%) 43,372 11,103 10,083 8,143 64,503

Nguén: Téc gia thu thap va tu tinh toan
4.2. Phan tich hoi quy tuyén tinh bji

Phan tich hé sé twong quan nhim xem xét mdi quan hé twong quan tuyén tinh gitra bién phu
thudc va ting bién doc 1ap, ciing nhu mdi twong quan gitra ting bién doc 14p voi nhau. Két qua
ma tran hé s6 twong quan ctia Bang 4 ¢6 mirc ¥ nghia a < 0,05, va cac hé sé twong quan giira cac
bién dao dong trong khoang tir 0,384 dén 0,672 (thoa mén diéu kién -1 <r < +1), cho thay 4 bién
ddce 1ap co mbi tuong quan tuyén tinh kha chat ché véi bién phu thudc la ¥ dinh mua sdm truc
tuyén. Nhu vay, cac khai niém nghién ctru v& 10 ro tai chinh, rti ro san phém, rui ro bao mat
thong tin, rui ro vé su gian l4n cia nguoi ban, va y dinh mua sdm truc tuyén dat dugc gia tri phan
biét, nghia 14 tit ca cac thang do trong két qua nghién ctru nay di do luong duge cac khai niém
nghién ctru khéc nhau.

Bang 4. Ma trin twong quan giira cic thanh phin

1 2 3 4 5
Rui ro tai chinh (TC) 1 0,672%*%  0,469**  0,384**  0,489**
Rui ro san phém (SP) 0,672%* 1 0,378%* 0,235%* 0,357**
Rui ro bao mat thong tin (BM) 0,469%*  0,378** 1 0,262%*%  0,275%*
Rui ro vé sy gian 1an ca nguoi ban (GL) 0,384**  (,235%* 0,262%* 1 0,419%*
Y dinh mua sim tryc tuyén (YD) 0,489%*  0357%%  0,275%%  0,4]19%* 1

Ghi chi: **: Tuong quan Speaman’s Rho ¢6 ¥ nghia thong ké & muc 0,01, n =243
Nguén: Téc gia thu thap va tu tinh toan

Két qua ctia ma tran tuong quan cho thay bién doc 1ap ri ro san pham c6 tac dong cao nhat
dbi véi bién phu thudc va bién doc lap co tac dong it nhét dén y dinh mua sdm truc tuyén la rui
ro vé su gian 1an cua nguoi ban.
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Bang 5. Tém tit két qua mé hinh hdi quy twong quan bji

HA A h}\. ~ X i
€50 0: qu)'/ I:I? s0 Pa cong tuyén
o chwa chuan héa héi quy  Gia tri Mikc y
M6 hinh - P o P
Sai s0 chuin t nghia  p4 chép
B : hé e VIF
chuan oa nhin
Rui ro san phém (SP) -0,354 0,053 -0,331 6,071 0,000 0,979 1,469
Rui ro tai chinh (TC) -0, 582 0, 048 - 0,539 10,638 0,000 0,812 1,823

Rui ro bao mat thong tin

- 0,311 0,037 - 0,288 6,394 0,000 0,643 1,345
(BM)

Rui ro vé sy gian 1an cua

s - 0,297 0,042 - 0,264 5,732 0,000 0,746 1,470
nguoi ban (GL)

R2diéu chinh =0, 593 Gia tri F = 64,256 Mtic ¥ nghia = 0,000

Nguon: Téac gia thu thap va tu tinh toan

Phan tich hdi quy tuyén tinh boi vé mbi quan hé giita cac nhan té nhan thirc rai ro tic dong
dén y dinh mua sdm truc tuyén cua khach hang dugc thé hién tai Béang 5 cho théy mbi lién hé
ctia 4 bién doc 1ap 1a: SP (riii ro san pham), TC (riii ro tai chinh), BM (rti ro bao mat thong tin),
GL (rti ro vé sy gian 1an cua ngudi ban), voi bién phu thudc 12 YD (y dinh mua sam tryuc tuyén
ctia khach hang) c6 muc ¥ nghia Sig < 0,05 (p=0,000) dat y nghia vé& mit thong ké, chimg minh
mé hinh hdi quy boi nay phu hop véi tap dit liéu va dam bao do tin ciy. M6 hinh mdi twong
quan hoi quy tuyén tinh boi cac nhan t& dugc biéu thi thong qua cac hé s6 beta cua cac bién doc
lap tac dong nghich chiéu dén bién phu thudc theo thir tu tir cao dén thép la rui ro tai chinh (f =
-0,539), rui ro san pham (B = -0,331), rai ro bao mat thong tin (B = -0,288), va rui ro vé su gian
1an ciia ngudi ban (B = -0,264). Hé s6 xac dinh R?diéu chinh 1a 0,593, nhu vady mé hinh hdi quy
tuyén tinh boi da xay dung pht hop vai tap dir liéu dat mirc 59,3%. Két qua phan tich phuong
sai chi ra gia tri kiém dinh F=64,256, v&i Sig.= 0,000, nghia la co6 it nhéit mot bién doc lap cé
quan hé tuyén tinh véi bién phu thugc. Thong thudng, néu VIF ciia mot bién doc 1ap ma 16n hon
10 thi khong co gié tri giai thich bién thién trong mé hinh (Hair & cong sy, 2006), két qua cua
Bang 5 cho thdy hé sé do chdp nhan (Tolerance) thip tir 0,64 dén 0,97 va gia trj VIF tir 1,345
dén 1,823 < 2, ching t6 khong xay ra hién twong da cong tuyén va khong c6 mdi twong quan
chit ché giira cac bién doc 1ap. Piéu nay cho phép két luan mé hinh hdi quy phti hop véi cac dir
lidu va cac bién diéu c6 y nghia vé mit thong ké véi mirc y nghia 5%. Véi két qua hdi quy tuyén
tinh boi nhu phan tich trén cho phép két luan 1a cac gia thuyét H1, H2, H3 va H4 dugc chép
nhén.

5. Két luan va ham y quan tri

Két qua nghién ctru da chi ra mirc d6 tac dong cia cac nhan to nhan thic rui ro dén y dinh
mua sim truc tuyén cua khach hang bao gérn: Rui ro tai chinh, rui ro san phém, rui ro bao mat
thong tin, va rii ro vé sy gian 1an ciia nguoi ban hang truc tuyén da c6 tac dong nghich chiéu véi
¥ dinh mua hang. Trong d6, nhan t6 nhan thirc rii ro tai chinh véi hé s6 B = -0, 539, c6 tac dong
nghich chiéu 16n nhét d6i voi ¥ dinh mua sam truc tuyén, diéu nay cho thiy nguoi mua lo ling
va cam nhan khong an toan khi chi tién mua hang tryc tuyén. Ké dén nhan t6 rai ro vé san phim
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duoc xem xét & mirc d6 kha cao so v6i cam nhén rui ro vé bao méat thong tin c4 nhan va rui ro
vé sy gian 1an cua nguoi ban. Két qua nghién ciru ndy gitip cho cac té chirc ban hang truc tuyén
xét xét kha nang dé tao ra muc do tin cdy cho ngudi mua dya trén kha nang 1am giam thiéu mirc
d0 rai ro ctia bén nhan t6 trén nham thu hat va phat trién khach hang ngay cang tot hon, tir d6
tao cho khach hang cam thay an toan va tin cay khi mua hang truc tuyén. Do vy, cic to chiic,
doanh nghiép ban hang truc tuyén nén xem xét:

- Thir nhat, tao niém tin cho ngudi tiéu dung khi mua hang trén Internet 1 vin dé v6 cling
quan trong. Tai nhiéu nudc trén thé giGi, cac website ban hang qua mang uy tin déu c6 chimg
chi dam bao (Trust-Mark) do mot bén thir ba cip dé phan biét nhitng ngudi ban hang co chimg
nhan nady v&i nhitng ngudi ban truc tuyén khéc. Tai VN, Cuc Thuong mai dién tr & Cong nghé
thong tin thudc Bo Cong thuong ciing di ra mét ching nhan website thuong mai dién tir uy tin
Trustvn, thuc hién danh gia cac website trén co s& tham khao ¥ kién ctia cac co quan quan li nha
nude, cac nha chuyén mén co uy tin. Vi vy, website ctia cac t6 chirc, doanh nghiép kinh doanh
tryc tuyén s& duoc tin tuéng nhiéu hon khi ¢6 chimg nhan ctia mét to chirc uy tin nhu chimg
nhén Trustvn.

- Thir hai, tién hanh lién két v6i cac san thuong mai dién tir chuyén nghiép va c6 uy tin dé
xay dung cac chuong trinh dam bao thanh toan va cac don vi nay phai cam két 1a khi khach hang
gdp rui ro khong nhan dugc hang sé duoc boi thuong, didu nay giup nguoi mua nhan dién don
vi ban hang uy tin va an tim vé thanh toan. Ngoai ra, cic doanh nghiép nén lién két ngan hang
dé thuc hién thanh toan nhanh chong, tién lgi va bao vé nguoi mua khoi cac nguy co Iira dao
truc tuyén hodc ap dung hinh thtrc thanh toan tam giit cia cac vi di¢n tur, theo d6 chi khi nao
ngudi mua nhan duge hang va x4c nhan hang dung nhu mé ta thi ngudi ban rat duoc tién ra khoi
vi dién ttr. Dong thoi c6 thé ap dung hinh thirc bao hiém giao dich, quy dinh kha ning duoc boi
thuong dén 100% thiét hai trong truong hop bi lira dao.

- Thir ba, &am bao chat luong hang hoa giao cho khach hang ding nhu nhitng gi da cam két.
Céc thong tin vé san phim can dugc cong bd chinh x4c va rd rang trén phuong tién truyén thong
clia cong ty nhu email, website, an pham catalog, nhan mac hang héa, cic chuong trinh khuyén
mii... dé khach hang tham khao, dénh gi4 va Iya chon san pham. Viéc cung cap cac thong tin
san pham véi day du cac tinh ning, thong sé san phdm thong qua hinh anh, thong s6 k¥ thut,
miéu ta, video... va hudéng dan sir dung san phim mot cach ti mi, khach hang sé& thay ty tin hon
khi mua hang. Hon nita, khi cung cap noi dung cic thong tin chinh xac va day du s& giap khach
hang hiéu va cam nhan 16 hon vé san pham, tranh tinh trang c6 su khac biét gitra cam nhan cua
khach hang tir viéc nhan qua thong tin so véi trai nghiém thyc té khi mua hang theo cach truyén
thong.

- Thit t, can giai thich rd cong nghé bao mat ma website sir dung va cam két voi khach hang
rang céac thong tin ca nhan cua ho s& dwoc mi héa khi nhap vao website. Diéu nay sé cung cb
niém tin va tao cho khach hang cam thay an toan va d¢am bao khi mua hang truc tuyén.

- Thit nam, xay dung chinh sach rd rang vé bdi thuong va khiéu nai cta khach hang. Cac
chinh sach vé boi thuong ddi v6i hang hoa can phai cé cac quy dinh diéu kién cu thé ddi véi
ting trudng hop dugc bdi thudng, ké cac cac 16i khong duoc bdi thuong ciing can quy dinh rd
dé khach hang tham khao. D4i voi nhimg truong hop khiéu nai hodc phan nan cta khach hang
can phai giai quyét nhanh va hop 1i, dam bao mang lai sy hai 10ng cho khach hang. Cong tac giai
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quyét boi thudng va khiéu nai doi hoi phai c6 ngudn luc duoc dao tao chuyén nghiép va nghiém
tac thyuc hién theo chinh sach cua cong ty, tranh tinh trang gy phién phirc cho ngudi mua.

6. Han ché va hwéng nghién ctru tiép theo

Nghién cttu ndy con mot s6 han ché nhu chi thuc hién khéao sat khach hang mua sdm truc
tuyén chung cho tit ca cic mat hang, va phuong phép chon miu thuan tién nén han ché vé tinh
tong quat hoa clia dé tai. Vi vay, huéng nghién ciru tiép theo nén khao sat khach hang mua hang
tryc tuyén theo timg nhém mit hang. Nghién ciru nay tap trung vao kiém dinh thang do bang hé
s tin cdy Cronbach’s Alpha va phan tich nhan t6 kham pha -EFA, phan tich twong quan va hdi
quy tuyén tinh boi. Do véy, dé kiém dinh mé hinh i thuyét cao hon thi cic nghién ctru tiép theo
nén sir dung md hinh céu traic SEM. M6 hinh cau triic SEM cho phép uéc lugng dong thoi cac
phan tir trong tong thé mo hinh, mbi quan hé nhan qua giira cac khai niém, do ludng cac mdi
quan hé 6n dinh va khong 6n dinh, cac nhén t6 anh hudng truc tiép ciing nhu gian tiépm
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