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Tom tat: Nghién cau nay tap trung do lwdng nhitng nhan té anh huong dén ¥ dinh mua sam my pham
truc tuyén ctia nguoi tiéu ding tai Tp. HO Chi Minh. Dya trén cac phuong phap nghién ctru dinh tinh va
dinh lwong, tham khao va dua vao ly thuyét ¢é dé xuat méd hinh phu hop nham tim ra cac yéu té anh
huéng dén § dinh mua sim my pham truc tuyén cia nguoi tiéu dung. Két qua nghién ciru ciia 150 mau
da cho thdy: (1) Chét luong thiét ké trang web, (2) Nhan thic hitu ich, (3) Nhan thuc dé sir dung, (4)
Chuan chii quan, ¢6 quan hé cing chiéu véi y dinh mua sim my pham truc tuyen cua ngudi tiéu dung.
Yéu té (5) Rui ro cam nhan c6 quan hé nghich chiéu véi y dinh mua sim my pham truc tuyén cia ngudi
tiéu dung. T do, tac gia dua ra giai phap dé gilp nha quan tri c6 thém can cr trong viéce thu hat dwoc
nhiéu nguoi tiéu ding mua sim m§ pham tryc tuyén hon.

Tir khoa: y dinh mua sam, my pham truc tuyén, nguwoi tiéu dung tai Tp. Ho Chi Minh.

FACTORS AFFECTING THE CONSUMERS INTRODUCTION TO BUY
COSMETICS ONLINE IN HO CHI MINH CITY

Abstract: This study focuses on measuring the factors that affect the online purchase of cosmetics by
consumers in Ho Chi Minh City. Based on qualitative and quantitative research methods, theoretical and
reference to propose the right model to find out the factors that affect the online shopping intentions of
cosmetics consumers. The research results of 150 samples showed that: (1) Website design quality, (2)
Useful perception, (3) Ease of use perception, (4) Subjective standards, positively correlated with ideas.
to buy cosmetics online for consumers. Factor (5) Perceived risk is inversely related to the intention of
consumers to shop for cosmetics online. Since then, the author offers solutions to help administrators
have more bases in attracting more consumers to shop for cosmetics online.

Key words: shopping intentions, online cosmetic, consumers in Ho Chi Minh city.

1. GIOI THIEU

Nam 2020 1a mot nim day bién dong cua nén kinh té toan cau, khi ma ca thé gioi phai chéng lai dich
bénh. Tuy nhién, Viét Nam nho 6 cac bién phéap doi pho chu dong, sang tao & cac cap, kinh té vi mo
nén nén kinh té Viét Nam ¢ sirc chéng chiu déang ké. Thé hién qua s6 liéu do Ngan hang Thé gi¢i (WB)
cong bd ngay 21/12/2020 nhan dinh ting truéng GDP cua Viét Nam dat 2,8% trong nim 2020. Dy béo
tang trudong cho nim 2020 duge didu chinh tang tir 1,8% lén 2,3% nhd dau tu cong duge day manh, tidu
dung trong nuéc phuc hdi, mé rong thuong mai va phuc hoi kinh té nhanh chéng cua Trung Quéc. Ngan
hang phat trién Chau A (ADB) du béo ting truong cua Viét Nam nim 2021 dat 6,1%. (Tong cuc thong
ké Hai Phong, 2020).

Sy ting truong GDP qua cac ndm, cho thiy nén kinh té Viét Nam tiang truong rd rét. Khi méc thu nhap
cta ngudi dan tang 1én, nhu céu mua sam va tiéu dung cia ngudi dan ciing ting theo. Thay vi trudce day
ngudi dan chi can “an no mac 4m”, thi bay gio s& thay thé bang “an ngon mic dep”.

Trong mot cudc khao sat vao thang 1/2020 do Asia Plus thuc hién, vai sy tham gia cia 458 phu nir tir
trén 16 tudi trén toan qudc. Trong d6, 60% nhirng nguoi trong d6 tudi ndy sir dung my pham chiam soc
da hang ngay. Chi tiéu trung binh hang thang cho my phim trong nam 2020 1a 432.000 dong, ting dang
ké tir 300.000 ddng so véi ndm 2019. Chi tiéu trung binh hang thing cho cc san pham chiam soc da 1a
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436.000 dong. Theo do, nguoi ding my pham c6 xu hudng ting nhanh & gioi tré, dac biét la nhirng
ngudi trong do tudi tir 16-22. Cac thoi quen trang diém cling nhd d6 ma gia ting. Dac biét, theo thong
ké cuia Asia Plus cic trang thwong mai dién tir ciing dan tré thanh mot kénh quan trong véi 73% da ting
mua sim my pham tai day. (Marketing Al, 2021).

Trudc kia, nguoi tiéu ding mudn mua my pham thi phai dén tan cira hang dé mua, thi ngay nay nguoi
tiéu dung chi can ¢ nha mua hang truc tuyén qua cac website hoic cac trang thwong mai dién tir nhu
Shoppe, Lazada thong qua dién thoai hoic may tinh 1a c6 thé dé dang mua duoc. Vira tiét kiém thoi gian
di lai, vira c6 thé mua bit ctr khi ndo ranh r6i ma khdng phai lo Iéng viéc dong cura vao nhirng khung
gio da dugc dinh san tai cac cira hang truyen thong Tur su hap dan cua kénh mua ban truc tuyén, cac
cong ty my phiam can hiéu rd hon nhu cau thay do6i khdng ngirng ciia khach hang dé gioi thiéu san pham
hiéu qua hon, thu hit khach hang méi va gilr chan khach hang ci. Nham tim hiéu k§ hon vé cac dac
diém thu hut dwgc nhiéu khach hang mua sam my pham truc tuyén, t6i da chon dé tai: “Cac nhan t6 anh
huong dén y dinh mua sim my pham truc tuyén caa nguoi tieu dung tai Tp. HO Chi Minh.” Tir viéc
déanh gia muc d¢ anh hudng cua cac yeu t, nghién curu s& phan nao hd tro cac doanh nghiép trong nganh
my pham c6 hudng di mai trong tuong lai va hiéu ra nhitng yéu t6 anh huong dén ¥ dinh mua sam my
pham cta nguoi tiéu dung dé c6 phuong an dau tu dung dan cho kénh ban hang cia minh, dic biét 1a o
thi truong soi dong va 1on nhat nhi tai Viét Nam - thi truong mua sam tryc tuyén.

2.COSOLY THUYET VA GIA THUYET NGHIEN CUU
2.1 Céc khéi ni¢m
2.1.1 Khai niém vé y dinh mua sam tryc tuyén

To Thoi béo kinh té truc tuyén (economictimes.com) cho réng “Khi ban mua mot san pham hogc dich
vu thdng qua mang Internet thay vi den cac ctra hang truyen thdng, d6 duoc goi la mua sam truc tuyén”
(The Economic Times, 2006). Mot sb nghién ciru lai cho rang “Mua sam tryuc tuyén 1 qué trinh ngudi
tiéu dung mua sam hang héa hoac dich vu thong qua mang Internet” (Hasslinger va cong su, 2007; Li
va Zhang, 2002; MasterCard, 2008). C6 thé nhan thdy rang, diém chung giita cac khéi niém trén déu
cho ring mua sam truc tuyén 12 hanh vi mua Sam hang hda hoac dich vu théng qua mang Internet. Do
d6, mua sam tryc tuyén con dugc goi la mua sim qua mang (Lui, 2012). Pay 1a mét hinh thuc cua
thuong mai dién tu.

2.1.2 Khai niém va dic diém cia my pham:

San pham my pham Ia mét chat hay ché pham dugc sir dung dé tiép xdc véi nhitng b phan bén ngoai
co thé con ngudi (da, hé thong 16ng toc, mong tay, mong chén, mdi va co quan sinh duc ngoai) hoac
rang va niém mac miéng voi muc dich chinh 1a dé 1am sach, lam thom, thay d6i dién mao, hinh thuc,
diéu chinh mui co thé, bao vé co thé hoic giit co thé trong diéu Kién tét (Theo Thong tu s6 06/2011/TT-
BYT quy dinh vé quan ly my pham).

MGt “San pham my pham™ 1a bat ky mot chat hozc mot ché pham dwoc tiép xdc véi nhitng bo phan bén
ngoai co thé con ngudi (biéu bi, hé thong 16ng téc, mong tay, mong chan, mdi va cac b phan sinh duc
bén ngoai) hoic tiép x(c véi rang va niém mac miéng, vi muc dich duy nhét hay chi yéu 1a 1am sach,
lam thom, thay d6i dién mao hozc cai thién mii cua co thé hoic bao vé hay duy tri chung trong diéu
kién tot (Theo Hiép dinh vé hé théng hda hop ASEAN trong quan ly my pham).

Ngay nay nho vao sy lan truyen cua Internet, my pham co thé d& dang xuat hién ¢ nhitng trang bao truc
tuyen mang xa hoi voi tan sut day dic. Khach hang tiép xdc voi my pham trén nhiing website truc
tuyén nhleu hon va véi su xuat hién caa thuong mai dién tir, ho c6 thé d& dang mua sam online ma
khong can phai dén truc tlep nhitng cira hang truyén théng. Vi vay thuong mai dién tir n6i chung va kinh
doanh m§ pham truc tuyén dang 13 xu hudng va s& con phat trién hon nira trong twong lai.

2.1.3 Khéi niém vé Thuwong mai dién tir.

Theo T6 chirc Thuong mai thé gidi (WTO), "Thuong mai dién tir bao gom viéc san xuét, quang céo,
ban hang va phan phdi san pham dugc mua ban va thanh toan trén mang Internet,  nhung dugc giao nhan
mot cach hiru hinh, ca cac san pham giao nhan ciing nhu nhitng théng tin sé hoa théng qua mang
Internet".



Theo Uy ban TMDT cua Té chic Hop tac kinh té chau A - Thai Binh Duong (APEC) dinh nghia:
Thuong mai dién tir lién quan dén péc giao dich thuong mai trao Q6i hang hoa va dich vu gitta cAc nhém
(ca nhan) mang tinh dién tir chu yéu théng qua cac hé thong cé nén tang dua trén Internet.”

Pham vi ciia Thuong mai dién tur rat rong, bao gdm nhiéu linh vuc hoat déng kinh doanh trong d6 ndi
bat nhit Ia mua sim online, nguoi tidu ding mua hang héa hoic dich vu cia ngudi ban thong qua
Internet. Nguoi ban tao mot cua hang truc tuyén trén trinh duyét web, tai day ho cung cap tat ca théng
tin vé san pham, gia ca, lién hé, thanh toan va giao nhan. Khéch hang tim mua san pham bang céch truy
Cap vao trang web cua ngudi ban dé tim kiém, chon lya va di dén quyet dinh mua hang. Hinh thuc nay
khé phé bién véi nguoi tiéu dung ngay nay vi nd rat tién loi, ho c6 thé mua sim moi lic moi noi trén
nhiéu thiét bi khac nhau nhu may tinh dé ban, may tinh xach tay, may tinh bang va dién thoai thdng
minh.

2.2 Gia thuyét
2.2.1 Thuyét hanh ddng hep ly (Theory of Reasoned Action - TRA)

Ly thuyét hanh dong hop 1y dugc dé xuat boi Fishbein va Ajzen (1975), ddy dugc xem 1a mét trong
nhitng ly thuyét tién phong, nén tang quan trong nhat trong nghién ctru tdm ly xa hoi hoc n6i chung va
hanh vi nguoi tiéu ding néi riéng (Piischel va cong su, 2010). Theo ly thuyét nay, y dinh hanh vi la yéu
t6 quyét dinh hanh vi ciia khach hang. Theo TRA, y dinh hanh vi chiu sy tic dong cua hai yéu té Ia théi
d6 cua ca nhan va chuan muc chi quan - nhan thirc ciia c& nhan vé &p luc cua cac chuan muc caa x4 hoi
dén hanh vi ciia ho. Thai do ctia ca nhan duge do luong bang niém tin cua khach hang ddi voi cac thudc
tinh cia san pham. Trong khi d6, chuan muc chii quan lai chiu su tac dong ciia nhoém tham khao (Fishbein
va Ajzen, 1975).

Niém tin ddi v6i
thugc tinh san pham

Thai do

Do ludng niém tin doi
vGi thuoc tinh
san pham

Xu hudng Hanh vi
hanh vi that su

Niém tin ddi voi
nguoi anh hudng

Chuén chu
Sy thuc day lam theo quan

y mudn cua nguoi
anh huong

Hinh 2.1 So d6 ly thuyét hanh vi hanh dong hop ly - TRA
Nguén: Fishbein va Ajzen, 1975.

2.2.2 Thuyét chap nhan céng ngh¢ (Technology Acceptance Model - TAM)

Niam 1986, Fed Davis di dya trén mo hinh TRA dé phét trién md hinh nay thanh mé hinh chap nhan
cdng nghé TAM (Technology Acceptance Model). Ong di tim ra cac yéu t6 anh huong dén quyét dinh
cua ngudi st dung khi ho tiép can mot cong nghé moi. TAM duoc thir nghiém va chap nhan rong rai
trong cac nghién ciru vé linh vuc cdng nghé thong tin, dugce xem 1a md hinh dang tin ciy va ¢ gié tri
tién doan tét. Trong d6, y dinh st dung ¢ twong quan dang ké téi hanh vi st dung.



Nhan thirc

httu ich
A

Bién bén Thai d¢ ddi voi Y dinh Hanh vi
ngoai Viéc str dung sir dung st dung

Nhan thirc dé
str dung

Hinh 2.2 So d6 thuyét chap nhan cong nghé - TAM
Nguon: Davis,1986.

2.2.3 Ly thuyét két hep chap nhan va sir dung cong nghé (UTAUT)

Nim 2003, Venkatesh va cong su cia minh da xay dung mé hinh théng nhat va chap nhan st dung cong
nghé UTAUT (Unified Technology Acceptance and Use Technology). Y nghia ctia mo hinh nay nham
giai thich ¥ dinh va hanh vi st dung tiép theo ctia ngudi sir dung hé thong thong tin. M6 hinh nay duoc
phét trién va hop nhat dua trén cac md hinh chap nhan cong nghé trudéc gom TRA, TPB, TAM, tich hop
cua TBP va TAM, Iy thuyét chdp nhan sy d6i méi (IDT), mé hinh d6ng lre thac day (MM), md hinh st
dung may tinh (MPCU), va ly thuyét nhan thirc x4 hoi (SCT).

Hiéu qua

mong doi \

N6 hxc
mong doi

Y dinh str dung Hanh vi st dung

Anh huong
x& hoi

Diéu kién
thuan loi

Gigi tinh Tudi tac Kinh Tu nguyén
nghiém su dung

Hinh 2.3 So d6 két hop chip nhan va str dung cong nghé (UTAUT- Unified Technology Acceptance
and Use Technology)

Nguan: Venkatash, 2003.
2.2.4 Chit lwong thiét ké trang web

Khi thj truong mua sam truc tuyén ngay cang mo rong thi thiét ké cua website tro thanh yéu to quyét
dinh sy thanh cong (Kim va cong s, 2003). Website la cau ndi chinh giira doanh nghi¢p va nguoi mua
hang, do d6 thiét ké website tré nén thiét yéu (Kim va cong su, 2003). Céc yéu té dé danh gia chét luong
thiét ké cia mot webiste nhu tinh hap dan, ndi dung hiru ich va dé diéu hudng ( Al-Qeisi et al., 2014).



Y dinh mua hang trén website bi anh hudng boi nhan thirc ciia nguoi mua vé chat luong trang web, do
do6 cac doanh nghiép nén tao ra mot trang web véi thiét ké hap dan va noi dung hiru ich @é thu hat nhiéu
khach hang hon (Aladwani, 2006).

Gié,thuyét H1: Chit luong thiét ké trang web co tac dong cuing chiéu dén ¥ dinh mua sim my pham truc
tuyén cua nguoi tiéu dung tai Tp. H6 Chi Minh.

2.2.5 Nhan thikc sy hiru ich

Davis, 1989 cho rang nhan thuc su hitu ich 1a mac d6 ma c& nhan tin rang su dung cong ngh¢ s& gitip
anh 4y/co iy nang cao hiéu qua trong cong viéc. “la mrc d6 ma mot nguoi tin rang viéc sir dung hé
thdng s& lam ting hiéu qua/ning suat lam viéc cua ho dbi vai mot cong viéc cu thé” (Davis, 1989;
Karahanna & Straub, 1999; Muslim va cong s, 2014). Ngoai ra, nhan thirc hitu ich con la mirc d6 ma
ngudi tiéu ding cam thay website ctia ngudi ban c6 thé mang dén gia tri va hiéu qua khi ho mua sam
truc tuyén (Hu et al., 2009; Lai & Wang, 2012)

Trong bai nghién ciru nay, nhan thic hiru ich duoc hiéu la cc yéu té nhanh chong, tién loi va dé dang
ma nguoi mua hang truc tuyeén cam nhan dugc (Racherla & Friske, 2012)

Gia thuyét H2: Nhan thiec sy hitu ich ¢6 sy tic dong cling chiéu dén y dinh mua sam my pham truc
tuyén cta nguoi tiéu dung tai Tp. Ho Chi Minh.

2.2.6 Nhan thirc dé sir dung

La mirc d6 ma mot ngudi tin rang st dung hé thdng dic thi ma khéng can sy nd luc (David,1986). Hay
“mirc 36 dé dang ma nguoi ding mong doi khi st dung hé thdng” (Ventakesh, 2003). Ken Kin-Kiu
Fong & Stanley Kam Sing Wong (2015) d& chirng minh nhan thirc dé sir dung c6 anh huéng dén y dinh
mua hang tryc tuyén.

Gia thuyét H3: Nhan thac dé sir dung 6 su tac dong cling chiéu dén ¥ dinh mua sim my pham tryc
tuyén cta nguoi tiéu dung tai Tp. Ho Chi Minh.

2.2.7 Chuén chi quan

Theo Ajzen (2002), chuan chu quan 1a nhan thurc cua ca nhan vé viéc phai ang xir sao cho phii hop véi
chuan myc xa hoi. Chuan cha quan dugc quyét dinh bai niém tin nhitng ngudi ¢6 anh hudng téi nguoi
tiéu ding nghi rang ho hén 1am gi va dong luc dé nguoi tiéu dang thyuc hién hanh vi theo suy nghi ciia
nhiing nguoi c6 anh hudng do.

Chuan chi quan hay anh huéng tir X hoi la nhan thirc caa con ngudi vé ap luc x& hoi dé thé hién hay
khong thé hién hanh vi (Ajaen va Fishbein, 1975). C4c ap lyc x4 hoi nay Xuat phat tir gia dinh, ban bé,
dong nghiép, phuong tién truyen théng Kalinic va Marinkovic (2015) cho rang cac hoat dong kinh doanh
truc tuyén chua duogc nhiéu nguoi tiéu ding chd y va str dung . C4c anh huong thae xa hoi sé€ o tam
quan trong rat I6n giup nguoi tiéu ding cam thdy dich vu mua sam truc tuyén mang lai nhiéu lgi ich va
tir d6 thuc day y dinh mua sam truc tuyén .

Gia thuyét H4: Chuan chu quan ¢6 su tac dong cling chiéu dén y dinh mua sam my pham truc tuyén cua
nguoi tiéu dung tai Tp. H6 Chi Minh.

2.2.8 Rii ro cam nhan

La mtc d6 khdng chic chin cia nguoi tiéu dung vé két qua cua quyét dinh mua hang truc tuyén
(Featherman & Pavlou, 2002). Hay la su khong chic chin ma thong thuong khong thé tranh duoc trir
khi nguoi tiéu dung truc tuyén cé kién thirc va kinh nghiém trude do dé gidp ho khong dwa ra quyét
dinh sai 1am (Dai, Forsythe, & Kwon, 2014). Nhan thirc rii ro 1a yéu t6 chii quan vi cac ca nhan khac
nhau s& c6 nhan thirc va kinh nghiém khéac nhau. Tuy nhién rui ro c6 thé duoc giam b6t néu nguoi tiéu
dung tryc tuyén cé thé hiéu thdng tin san phim trudc khi dy dinh mua hang va dua ra quyét dinh mua
hang (Gefen & Straub, 2004)

Mua sam tryuc tuyén ddi voi ngudi tiéu dung 1a mét hinh thire chtra dwng nhiéu rui ro.

Gia thuyét H5: Rui ro cam nhan c6 su tic dong nghich chiéu dén y dinh mua sém my pham tryc tuyén
cta nguoi tiéu dung tai Tp. H6 Chi Minh.

Can ctr vao co so ly thuyet va gia thuyét trén, tac gia dé xuat mé hinh nghién cuu cac nhan tb
anh huong dén y dinh mua sam my pham tryc tuyén cia ngudi tiéu dung tai Tp. H6 Chi Minh nhu sau:
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Chat luong thiét ké
trang web

Nhan thae sy hitu ich

Nhan thirc dé sir dung Y dinh mua sim

Chuan cha quan

Rui ro cam nhan

Hinh 2.4: Mé hinh nghién cuu

3. PHUONG PHAP NGHIEN CUU
3.1 Nghién ctru dinh tinh va dinh lwgng

Trong phuong phap nghién ctru dinh tinh, tac gia tham khao y kién chuyén gia (giao vién huéng dan,
c4c sinh vién thyuc hién khoa luan truéce, ban be) dé chon loc ciing nhu chinh sira cac cau hoi cho ph
hop véi bai nghién ctru. Muc dich ciia nghién ciru dinh tinh 12 nham kham pha, diéu chinh thang do mé
hinh nghién cau. Tir d6, tién hanh thiét ké bang cau hoi dé thu thap dix liéu trong nghién ciru dinh luong.

Théng qua biéu mau giri cho cac khach hang sinh séng tai Tp. HO Chi Minh, tién hanh nghién ctru dinh
lwong chinh thirc nham kiém dinh thang do trong mé hinh. Thong qua phan mém SPSS 20.0, tac gia tién
hanh phan tich danh gia cac thang do d¢ tin cdy Cronbach’s Alpha, phan tich cic nhan t6 EFA, phan
tich trong quan Pearson va phan tich hoi quy tuyén tinh.

3.2 Lwa chon miu nghién ciru va thang do nghién ciru

Theo Hair va cong su (1998) trong phan tich nhan té kham pha, kich thudc mau téi thiéu duoc
xac dinh dya vao: (1) muc téi thiéu, (2) s6 lugng bién dua vao phan tich cia mé hinh. Theo d6, muc
mau ti thiéu 14 50; va dua vao phan tich 25 bién. Ap dung vao mé hinh dang nghién ciru gom 25 bién
quan sat. Nhu vay, ¢& mau ti thiéu 1a 25*5 = 125. T4c gia tién hanh giri 170 bang cau hoi khao sat bang
biéu mau cho khach hang. Thang do dugc sir dung 14 thang do Likert 5 dugc quy wdc theo mire do thang
do tir 1 (Hoan toan khong dong y) dén 5 (Hoan toan ddng y). Cin cir vao cac nhan té cua mo hinh, thang
do duogc xay dung va ma hoa nhu sau:

Béng 1. Thang do nghién cuu

YEU TO MA CAC BIEN QUAN SAT NGUON
HOA
CL1 | Tdc do tim kiém thong tin vé san pham va truy
cap cac website my pham truc tuyén kha nhanh va
chinh xac

L%*(S’AI\ITG CL2 | Chat lugng hinh dnh va video dugc dang trén cac
THIET website truc tuyén kha hap dan va 16i cuon nguoi | Shirin & Clara, (2015)
KE Xxem Baker va Cong su
CL3 | Nhitng ndi dung website (nhitng thdng tin chi tiét (2007)
TRANG A 2 AU RN
WEB vé san pham) duoc liét ké day da va rd rang

CL4 | Nhitng ndi dung khong lién quan deén san pham
nhu chuyén muc chia sé kinh nghiém lam dep,
giai tri,... kha hiru ich va tha vi




CL5 | Truy cap vao nhitng webiste my pham thuong
xuyén dang tai nhung chuyén muc vé chia sé bi
quyét 1am dep va cach sir dung my pham
NTHIL | Mua my pham tai cac website trirc tuyén gidp tiét | Venkatesh va Cong su,
kiém thoi gian Davis va Cong su
NHAN NTHI2 | Mua my pham tai cac website truc tuyen gilp (2000)
, thuc hién giao dich ¢ bat ki noi dau Taylor va Cong su
THUC SU ; : T 1L X X
HTU iCH NTHI3 | Cac We.bsne truc tuyen gidp biét dén nhiéu san _ (1995)_
pham dich vu hon Fabian Driedigera &
NTHI4 | Cac website truc tuyen kha hiru ich trong viéc tim Veera Bhatiasevi,
kiém thong tin san phim (2019)
SDS1 | Mua my pham tai cic website truc tuyén giup
thuc hién mot cach dé dang
DSD2 ¥ﬁ§cdt|m k'|7em théng tin tai cc website truc tuyéen Venkatesh va Cong su
NHAN adonglal _____ : S (2000)

2 DSD3 | Cac chitc nang trén cac website truc tuyen de su \ A
THUC Taylor va Cong su
DE SU' dung . S (1995)
DUNG DSD4 | Mua my pham trén cac webiste truc tuyen la mot Nuno Fortes & Paulo

: quy trlnh don gian, rd rang va dé hiéu Rita, (2016)
DSD5 | Mua sam my pham tryc tuyen gitp dé dang so '
sanh gi4 ca, chat luong san pham gitra cac website
khéc nhau.
CCQ1 | Ban bé c6 anh hudéng dén y dinh mua sam my Tu Thi Hai Yén,
pham tryuc tuyén (2015)
CHUAN | CCQ2 | Cic phuong tién truy‘éq thong c6 anh huong dén Nguyén Thi Hong
CHU y dinh mua sam my pham tryc tuyen Hanh, (2019)
QUAN CCQ3 | Hau hét nhirg nguoi xung quanh toi déu co6 y | Nguyen Thi Quynh
dinh mua sim my pham tryuc tuyén Nga & Lé Pang Nhu
Quynh (2019)
RR1 | Lo ngai thdng tin c& nhan bi danh cap trong qua
trinh giao dich o
RR2 | Qua trinh xt ly don hang va giao hang ton kha Forsyth(ez(\)/ge()iong Su
RUI RO nhicu thoi gian Corbitt va Cong su
. RR3 | Longai my pham s& khéng phu hop vai co thé khi . :
CAM sir dung (khién da bi di tmg) vi khéng duoc thir (2003)
NHAN Khi FO ¥ Shirin & Clara, (2015)
i mua tryc tuyen Nguy2n Thi Hang
RR4 | Lo ngai hang héa bi that lac Hanh. 2019
RR5 | Lo ngai s¢€ khong duge doi tra hang khi san pham .
bi 16i
Y PINH YD1 |Coy d;r.lhkmua sam my pham truc tuyen trong Pavlou va Fygenson,
MUA tuong lai gan (2006)
SSQ/IAIF\/I/IY YD2 §§nmua sam my pham truc tuyén trong tuong lai Shiri‘n & 'Claqr.a, (3015)
TRUC YD3 | C6 ké hoach mua sam m¥ pham truc tuyén trong T T(?OTS; en,
TUYEN tuong lai gan '

(Nguon: T4c gid tong hop)

4. KET QUA NGHIEN CcUU

Sau khi tong hop két qua nghién ciru voi sé mau 1a 170 mau, thi ¢ 150 mau hop 18. Vi vay, tac gia da
tién hanh phan tich dir liéu véi 150 mau va c6 két qua nhu sau:

4.1 Théng ké md ta

Bang 2: Pic diém bang khao sat




Thong tin Ty I€

Giéi tinh Nam: 17,3% ; Nit: 82,7%

DY tudi Tir 18 dén 23 tuoi: 83,3%; Tur 24 dén 29 tudi: 12%; Tir 30 dén 35 tudi:
2,7%; Trén 35 tuoi: 2%

Nghé nghiép Hoc sinh, sinh vién: 56,7% ; Can bd cdng chuc nha nuéc: 7,3%; Nhan
vién van phong: 32,7%; Nai trg: 0,7%; Lao dong pho thong: 2,7%

Thu nhap Dudi 5 trigu: 36%; Tir 5 dén 10 triu: 46%; Tur 11 dén 16 tri¢u: 16%;

Tur 16 triéu tro 1én: 2%

Binh quan 1 1an: 31,3%; 2 lan; 47,3%; 3 1an: 10,7%: T 4 lan tro 1én: 10,7%

(Nguon: Két qud phan tich SPSS)
4.2 Kiém dinh @ tin cay va phan tich nhan té kham pha
4.2.1 Kiém dinh dé tin cdy Cronbach’s Alpha

Két qua phan tich do tin cdy Cronbach’s Alpha cho bién doc 1ap va bién phu thudc déu dap tmg duoc
hai diéu kién: (1) hé sé twong quan bién tong cua tat ca bién trong thang do déu 16n hon 0,3; (2) hé sb
Cronbach’s Alpha déu 16n hon 0,6 va co gia tri 16n nhat. Tir dé, tac gia tién hanh phan tich nhan t cho
22 bién doc lap va 3 bién phu thudc.

4.2.2 Phan tich nhan to kham pha

Bang 3: Két qua phan tich nhan té

Bién quan sat Hé s tai nhan to cac thanh phan

CL NTHI DSD CCQ RR YD
CL5 794
CL1 787
CL3 .755
CL2 .740
CL4 .669
NTHI1 .831
NTHI4 .806
NTHI3 .617
NTHI2 .584
DSD1 .863
DSD3 .831
DSD2 794
DSD4 .656
DSD5 .592
CCQ2 814
CCQ3 769
CCQ1 548
RR3 .851
RR2 .845
RR1 .841
RR4 .818
RR5 714
YD3 811
YD1 .810
YD2 .781
Heé sb Eigenvalue 3.109 2.081 2.239 1.029 5.732 1924
Phuong sai trich 14.132 9.460 10.179 4.676 26.055 64.132
(%)




(Nguon: Két qua phan tich SPSS)

Két qua phan tich nhan té cho cac bién doc 1ap (Bang 3) nhu sau: hé s6 KMO = 0.776 nén phan tich
nhanté la phu hop va c6 y nghia thong ké. Gia tri Sig. (Bartlett’s Test) = 0.000 < 0.05 chiing to cac bién
quan sat 0 su twong quan véi nhau trong tong thé. Hé sb Eigenvalue bang 1.029 > 1 dai dién cho phan
bién thién duoc giai thich boi mdi nhan to Tong phuong sai trich dat 64.502% > 50%, chirng té su bién
thién cua dir liéu duoc giai thich bai 5 yéu té.

Két qua phan tich nhan t6 cho bién phu thudc (Bang 3) nhu sau: h¢ s6 KMO = 0.678 va gia tri Sig.
(Bartlett’s Test) = 0.000 < 0.05 ket luan phan tich nhan to la phu hop va c6 y nghia thong ké. Hé so
Eigenvalue = 1.924 > 1 dai di¢n cho phan bien thién duoc giai thich boi moi nhan to thi nhan 6 rat ra
c6 y nghia tom tat thong ké tot nhat. Tong phuong sai trich bang 64.132% > 50%, dap wng tiéu chuan.
Sau khi tién hanh phan tich nhan t6 22 bién doc 1ap va 3 bién phu thuoc, két qua thu duoc tat ca cac
nhan t6 déu dat yéu cau. Tién hanh phan tich tvong quan giita cac bién

4.3 Phan tich twong quan giira cac bién

Bang 4: Két qua phan tich twong quan

CL NTHI DSD CCQ RR YD
Pearson Corelation 1 313** | 201** | 334** 132 A468**
CL Sig. (2-tailed) .000 .000 .000 .106 .000
N 150 150 150 150 150 150
Pearson Corelation .313** 1 337 | .568** 117 534**
NTHI | Sig. (2-tailed) .000 .000 .000 .155 .000
N 150 150 150 150 150 150
Pearson Corelation 291*%* | 337** 1 277 * .193* 528**
DSD | Sig. (2-tailed) .000 .000 .001 .018 .000
N 150 150 150 150 150 150
Pearson Corelation 334** | B68** | . 277** 1 222%* | .620**
CCQ | Sig. (2-tailed) .000 .000 .001 .006 .000
N 150 150 150 150 150 150
Pearson Corelation 132 117 .193* .222%* 1 152
RR Sig. (2-tailed) .106 .155 .018 .006 .063
N 150 150 150 150 150 150
Pearson Corelation A68*%* | B34** | 528** | .620** 152 1
YD Sig. (2-tailed) .000 .000 .000 .000 .063
N 150 150 150 150 150 150

(Nguon: Két quda phan tich SPSS)

Két qua phén tich twong quan cho thiy su twong quan gitra 5 nhan t6 anh huéng dén ¥ dinh mua sam
my pham tryc tuyén va su anh huong cua y dinh mua sam my pham tryc tuyén dén 5 nhan té do. Véi
c4c gia tri sig. gitta nhan té phy thudc (YD) va 3 nhan té doc lap (CL, NTHI, DSD, CCQ) déu bing
0.000 < 0.5 do d6 chang cho thiy chung c6 y nghia vé mit thong ké.

Tuy nhién, gia tri sig. gitra nhan t6 phu thugc (YD) va nhan té doc lap (RR) bang 0.063 > 0.05 la khong
dat yéu cau. Vi thé, tac gia béac bo gia thuyét H5 va loai nhan té Rui ro cam nhan ra khoi mé hinh nghién
ctru. Céc bién doc 1ap con lai va bién phu thudc du diéu kién dé thuc hién vao phan tich hoi quy.

4.4 Phan tich md hinh hoi quy

Két qua danh gia d phii hop cua md hinh cho thiy: hé s6 R binh phuong higu chinh bing 0.564 ndi lén
mirc d6 phu hop ciia mo hinh hay néi cach khac 56,4% su bien thién cua y dinh mua saim my pham truc
tuyén cua nguoi tiéu dung tai Tp. H6 Chi Minh. dugc giai thich boi 4 yéu to.

Hé sé Durbin — Watson (d) bang 1.630. Véi tham sé k = 4, n = 150, tra bang théng ké Durbin — Watson
tacodL =1,623 <d=1,630<dU =4-1725, chimg t6 m6 hinh khdng c6 hi¢n tuong tu tuong quan.
Théng ké F bing 49.282 véi gia tri Sig. = 0,000; két luan mé hinh hdi quy 1a phu hop véi téng thé, ¢ y
nghia véi muc théng ké 5%.

Bang 5: Két qua phan tich hdi quy



Mtrc y

A Hé s6 hdi quy Hé sé hdiquy | Gia g Pa cong
MO hInh | pra chudn hoa chuin héa trit négil;a tuyén
B bo |§;Ch Beta bo C’hép VIE
chuan nhan
Hing sb 0.398 0.255 1.563 | 0.120
CL 0.164 0.048 0.203 3.424 0.001 0.835 1.198
NTHI 0.119 0.054 0.149 2.197 0.030 0.634 1.576
DSD 0.275 0.051 0.314 5.331 0.000 0.844 1.185
CCQ 0.305 0.054 0.381 5.668 0.000 0.647 1.545

(Nguon: Két qua phan tich SPSS)

Phan tich hoi quy trong mé hinh nghién ciu (Bang 5) cho thay: gia tri Sig. cua ting bién doc lap déu
nhé hon 0,05, do d6 khang dinh 4 bién déu c¢6 ¥ nghia trong mé hinh. Gia tri VIF ciia cac bién doc lap
trong md hinh déu < 10, nhu vay cac bién doc lap khong xay ra hién twong da cong tuyén. Hé sé hoi
quy chuan héa Beta déu la gia tri dwong nén tat ca cac yéu té déu ¢ anh hudng ciing chiéu. Trong tat
ca cac hé sd hoi quy, bién doc lap co Beta I6n nhat thi bién d6 anh huong nhiéu nhat dén sy thay ddi cua
bién phy thudc. Phuong trinh hdi quy chuan héa nhu sau:

Y =0.398 + 0.381*CCQ + 0.314*DSD + 0.203*CL + 0.149*NTHI

Tir phwong trinh hoi quy chuan héa, két luan yéu t6 chuan chi quan ¢ anh hudng manh nhat dén y dinh
mua my pham truc tuyén cia nguoi tiéu dung tai Tp. Ho Chi Minh. Ngoai ra, y dinh mua sam my pham
truc tuyen ctia ngudi tiéu dung tai Tp. H6 Chi Minh van bi anh huong béi cac nhan té nhu chat lwong
thiét ké trang web, nhan thire hitu ich, nhan thac dé sir dung. Cin ci trén két qua phan tich hdi quy, cac
gia thuyét dua ra trong bai nghién ctru déu duoc chap nhan, cu thé nhu sau:

Bang 6: Két qua kiém dinh gia thuyét

. < Chiéu tac A
o Gia thuyet ‘ dong Ket qua
H1: Chat lugng thict ke trang web c6 tac dong cung chieu dén y dinh ) Chép nhan
mua sam my pham truc tuyén cia nguoi tiéu dung tai Tp. H6 Chi Minh ap nha
H2: Nhan thuc hitu ich c6 tac dong cling chiéu dén ¥ dinh mua sam my *) Chén nhin
pham truc tuyén cia nguoi tiéu dung tai Tp. H6 Chi Minh P nne
H3: Nhan thic dé sir dung c6 tac dong ciing chiéu dén y dinh mua sim *) Chén nhin
my pham tryc tuyén cua nguoi tiéu dung tai Tp. Ho Chi Minh P nne
H4: Chuan chu quan c6 tac dong cung chiéu dén y dinh mua sam my ) Chap nhan
pham tryc tuyéncua nguai tiéu dung tai Tp. H6 Chi Minh phne

(Nguon: Két qua phan tich SPSS)
5. HAM Y QUAN TRI

Két qua phan tich hdi quy cho thiy y dinh mua my pham tryuc tuyén cua nguoi tiéu dung duoc thé hién
qua 4 yéu tb: Chat luong thiét ké trang web, nhan thirc su hitu ich, nhan thirc d& sir dung, chuan cha
quan. Trong d6, chuan chu quan chiém mirc d6 anh huéng manh nhét. Cho thay ngudi tiéu dung d& bj
chudn muc cha quan tac dong din dén ¥ dinh mua sim my pham truc tuyén.

Thir nhat, duy tri chuan muc chii quan ciia ngudi tiéu dung

Cac yéu té ban bé, moi ngudi xung quanh hay phuong tién truyen théng co tac dong manh m& dén y
dinh mua sim my pham truc tuyén ciia nguoi tiéu dung. Boi vi truyen thdng truyén miéng cua nguoi
Viét Nam, khi mot nguoi ¢ cai nhin tot, mot trai nghiém tdt vé san pham dich vu nao do s& truyen dat
lai cho nhitng nguoi xung quanh he. Vi vay, dé duy tri chuan muc cha quan tac dong dugce dén y dinh
mua sam my pham truc tuyén caa ‘ngudi tiéu dung thi cac doanh nghiép can phai da dang cac hinh thirc
tiép can khach hang ctia minh. Day manh céc hoat dong truyén thong dai chiing, moi nhiing nguoi co
anh huong dén khéach hang muc tiéu cia minh dé lam dai dién thuong hiéu hay quang bé san pham, ciing
s& thu hat dugc su chl y ciia nguoi tiéu dung hon.

Thi hai, ndng cao cam nhan vé tinh d& sir dung cta ngudi tiéu dung
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Nhitng chirc ning thong dung trén website nhu tim kiém thdng tin san pham, dat hang, quy trinh thanh
todn & nhirng budc co ban ma mot website thuwong mai dién tur bat budc phai cd. Quy trinh can duoc
thiét ké mot cach don gian, dé hiéu khién nguoi mua cam thiy d& dang trong qué trinh mua sam. Hién
nay su phat trén cua Smartphone va mang di dong 3G, 4G la mot thuan lgi bai thdi quen st dung thiét
bi di dong rat phd bién, hiu nhu ai ciing s& hitu nd va shopping trén ang dung di dong dang 1a mot trao
luu méi. Vi giao dién don g1an truc quan va rat d& sir dung, ngudi mua co thé truy cap vao website va
tim kiém san pham trong vai thao tac. Chi can cé trong tay mot chiée dién thoai thdng minh, khach hang
c6 thé di chuyén khip ctra hang truc tuyén va hoan thanh giao dich mua hang mét cach nhanh chéng,
tién loi. Vi vay cac doanh nghiép m§ pham truc tuyén cin mo rong thém kénh ban hang bang viéc thiét
ké giao dién va ung dung cua website hd trg trén nhiéu thiét bi nhu dién thoai di dong, may tinh bang.
Déi véi nhitng khach hang chua tirng mua hozc chi mai lam quen véi viéc mua sam tryc tuyén thi tng
dung trén di dong s& 1a phuong thirc tiép can khach hang hiéu qua bai vi n6 gan giii, d& sir dung va tao
cam giac than thién vai nguoi mua.

Tha 3, nang cao chat luong thiét ké trang web

Nghé thuat sap xép hang héa hap dan s& thu hat sy quan tam cua khach hang, khién ho cam thay to mo
va danh thoi gian tim hiéu vé san pham do. Vi vay, su sap xép bd cuc cho giao dién cua website gom
menu san pham, banner hinh anh, slide trinh chiéu sinh dong s& tao nén su an tuong va hap dan khach
hang tir lan dau tién truy cap.

Doanh nghiép nén thuong xuyén dang tai nhitng muc chia sé¢ kinh nghiém trang diém, video huéng dan
céch sir dyng san pham hoac bi quyét chdm soc da dé thu hit nhicu d6i twong khach hang ni truy cap
vao website. Viéc bé tri trang web hop 1y véi noi dung, hinh anh, cac chinh sach va cam két ban hang,
giao hang rd rang s& lam tang niém tin cia nguoi tiéu ding dbi véi website. Cac trang web can c6 dic
trung riéng va thudng xuyén thay doi hinh anh, ndi dung méi sé tranh duoc sy nham chan.

Thir 4, néng cao nhan thac tinh hru ich

Dé mua sim my pham tryc tuyén mang lai nhitng trai nghiém hitu ich cho nguoi tiéu ding, doanh nghiép
can phai tim hiéu va thu thap thong tin thong qua cac cudc khao sat y kién nguoi dung dé nim bat dugc
nhu cau mong muén cia ngu(n tiéu dung. Sau d6 doanh nghiép tién hanh dua ra cac glal phap phu hop
dé tich hop cac tinh ning méi giam bot thoi gian tim kiém cua nguoi tiéu dung. Dé gitp khach hang tlet
kiém thoi gian va cong stc tim kiém, cong ty can xay dung b loc dya trén tir khoa ma nguoi ding Can
tim Kiém dé dwa ra dé xuat ph hgp véi muac gia, san pham hodc tinh ning ma khach hang mong muén.

Thir 5, giam thiéu rai ro cam nhan caa khach hang

Pay 14 nhan t6 da duoc loai bo ra khoi mo hinh vi khong dép tmg dugc cac yéu cau vé diéu kién trong
bai nghién cau nay. Tuy nhién, tac gia cho rang, trong thyc té, nhan té rai ro ¢ thé van la mot nhan t6
¢o anh huong nhat dinh déi véi ¥ dinh mua sim my pham tryc tuyén cta nguoi tidu dung Tp. Ho Chi
Minh. Bang ching 14 nhiéu tac gia da dua nhan té nay vao bai nghién ctu y dinh mua sam my pham
tryc tuyén cua ho va két qua nhitng nghién ctru nay d chi ra rang nhan té Rui ro cam nhan ¢6 anh huéng
dén hanh vi mua sam tryc tuyén caa khach hang. Tac gia cho rang c6 2 1y do dé ly giai diéu nay. Mot
14, cac don vi kinh doanh my pham tryc tuyén da ting cuong cac chinh séach bao mat, doi tra, bao hanh,
cam két vé Chat lwong san pham dén  tay nguoi tiéu dung cho lam cho nguoi tiéu ding cam thay an tam
hon khi mua sim my pham tryc tuyen ma khdng con lo ldng vé céc rui ro co thé gap phai khi mua sim
my pham tryc tuyén vi da co cic quyén lgi dam bao cho ban than.

Hai 13, tac gia chi thuc hién nghién ctu véi s6 luong mau la 150. C6 thé ¢& mau khong du lon dé thé
nhén t6 Rui ro cam nhan thé hién duoc sy anh huéng nhét dinh dén y dinh mua sim my pham truc tuyén
cua ngudi tiéu dung Tp. Ho Chi Minh. Vi nhitng 18 trén, tac gia cho rang céac doanh nghlep kinh doanh
truc tuyén Van nén nd lyc lam giam rai ro cam nhan cua khach hang dé khach hang cd thé an tam mua
sam. Mot sb kién nghi ma cac don vi kinh doanh tryc tuyén c6 thé can nhéc 1a: Minh bach trong viéc
cung cip cac thanh phan cua san pharn dam bao khach hang c6 thé thay rd cac thanh phan san pham aé
tranh truong hop mua phai san pham c6 cac chat d& gay kich ung da cho nguoi nhay cam. can ¢6 quy
trinh xu ly tranh chap, khiéu nai rd rang dé bao vé quyén loi cia ca nguoi mua va doanh nghiép trong
qué trinh giao dich thanh toan bang thé ngan hang.

6. KET LUAN
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Két qua bai nghién ciru cho thiy 4 yéu t§ anh hudng dén y dinh mua sim my pham truc tuyén cia nguoi
tiéu dung tai Tp. H5 Chi Minh. Trong d6, chuan chu quan anh huéng manh nhit (B = 0.381), tha hai la
nhan thirc dé sir dung (B = 0.314), thir ba chat lwong thiét ké trang web (B = 0. 203), thtr tw la nhan thac
httu ich (B 0.149). M0 hinh nghién ctru trong bai c6 mirc phu hop véi thyc te la 56,4%. Do do, con s6
43,6% con lai caa y dinh mua sim my pham truc tuyén ¢ thé nam & cac yéu tb ma bai nghién ctru chua
dé cap t6i nhu: gié ca, sy thich thd mua sam, chat lugng san pham,...Ngoai ra, bai nghién cttu van con
khé han ché trong pham vi khao sat ciing nhu can c6 mét kich thugc mau 16n hon nita dé phan anh day
da hon van dé nghién ctru. Vi vay, nhitng diém nay c6 thé duoc xem la dinh huéng cho cac nghién ciu
chuyén siu hon nira trong tuong lai.
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