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Tom tit

Bai viét tap trung nghién ciru cac nhan té anh hudng dén ¥ dinh mua sam my pham truc tuyén cua
nit giGi tai thanh phd Ha noi. Két qua nghién ciru trén 160 ddi tuong nit gisi cho thay, ¥ dinh mua
sam my pham tryc tuyén cua nir giGi tai thanh phd Ha Noi chiu anh huong bai 4 nhan t6 1a nhan
thirc su hixu ich, gia ca, niém tin va cam nhan rui ro. Trong d6, niém tin va cam nhan rui ro 1a hai
nhan t6 tac dong manh mé& nhat. Tir két qua ndy, nhom tac gia dua ra mot sé dé xuét gitp cac doanh
nghiép kinh doanh m¥ pham truc tuyén thu hat nhiéu khach hang mua saim my pham truc tuyén
hon.

Tir khda: Y dinh mua sam, my pham, truc tuyén, thuong mai dién tir.

FACTORS AFFECTING THE WOMEN’S INTENTION TO BUY COSMETICS
ONLINE IN HANOI CITY

Abstract

The article focuses on studying the factors affecting the intention to buy cosmetics online of women
in Hanoi city. The research results on 160 females show that women's intention to buy cosmetics
online in Hanoi city is influenced by 4 factors: perceived usefulness, price, trust and risk perception.
In particular, trust and risk perception are the two most powerful factors. From this result, the
authors offer solutions to help online cosmetic businesses attracting more customers in buying
cosmetics online.

Keywords: Shopping intention, cosmetics, online, e-commerce.

1. Giéi thiéu chung

Nam 2019, dai dich Covid bét dau xuat hién gay anh huéng ning né téi nén kinh té toan cau
trong d6 co Viét Nam. Hau hét cac hoat dong kinh té xa hoi bi nging tré, thwong mai qudc té ciing
nhu ndi dia bi gian doan, nhiéu doanh nghiép phai cit giam san xuat kinh doanh, tham chi déng
ctra, giai thé. Trong béi canh do6, thuong mai dién ti chinh 1a chét xtc tac thay d6i manh mé& hanh
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vi ngudi tiéu ding va ngudi tiéu ding nhanh chong chuyén sang kénh mua sam truc tuyén. Theo
Sach trang Thuong mai dién tir nam 2020, tai Viét Nam, ty I& nguoi dung internet tham gia mua
sam tryc tuyén da tang tir 77% trong ndm 2019 1én 88% trong nam 2020.

Bén canh viéc ting truéng trong nhu cau mua sim truc tuyén thi danh muc san pham tiéu
dung ciing dwoc mé rong ra nhidu nganh hang khac nhau, trong d6, my pham la mét trong nhiing
nganh hang duoc quan tdm va tiéu thy nhiéu hon trong danh myc mua sam truc tuyén cia ngudi
tiéu dung nhitng nim gin day. Mic du vy, luong mua sim online ddi véi mat hang nay con kha
khiém tén so véi nhidu mat hang khac. Diéu nay mot phan c6 I8 do tam 1y e ngai caa ngudi tiéu
dung d6i voi mat hang my pham, mot mat hang anh huéng truc tiép dén nhan sic, siac khoe cua
con nguoi, néu mua phai hang gia hang nhai co thé gay ra nhirng hau qua nghiém trong. Do do,
viéc tim ra nhirng nhan t anh huong toi ¥ dinh mua sam truc tuyén caa nguoi tiéu dung dbi véi
mat hang my pham 1a rat can thiét, giup cac doanh nghiép ciing nhu c4 nhan kinh doanh my pham
truc tuyén c6 nhiing thay doi phii hop dé khach hang tin tuong hon khi mua sam truc tuyén mat
hang nay. Vi diéu kién thoi gian va diéu kién nghién ctiru nén nhom tac gia chi tap trung nghién
ctru ddi tugng nit gidi dang sinh song tai Ha noi, mot trong hai thi truong c6 TMBT ting trudng
manh meé.

2. Co sé ly thuyét, gia thuyét va md hinh nghién ciu
2.1. Cac khai niém
2.1.1. ¥ dinh mua sdm truc tuyén

Theo Blackwell va cong sy (2001), “y dinh mua sam 1a ké hoach lya chon noi dé mua san
pham cia nguoi tiéu dung”. Delafrooz va cong su (2011) lai cho rang “y dinh mua sam truc tuyén
la kha nang chac chan cua nguoi tiéu ding s& thuc hién viéc mua sim qua Internet”. Theo Pavlou
(2003), khi médt khach hang du dinh s& ding céc giao dich truc tuyén dé mua sam, d6 dugc goi 1a
¥ dinh mua hang truc tuyén. Nhu vdy, ¥ dinh mua sam truc tuyén thé hién mac do ma khach hang
¢6 ¥ dinh mua sam trong twong lai qua viéc str dung cac trang TMPT va ¢6 thé goi Y nhitng ngudi
khéc tién hanh mua sam truc tuyén.

2.1.2. My pham

Theo Hiép dinh vé hoa hgp Asean trong quan Iy my pham, “M§ pham Ia mét chat hay ché
pham bat ky du kién cho tiép x(c véi nhitng bo phan bén ngoai co thé con nguoi ... hoic voi ring
loi, niém mac miéng, chi véi myc dich duy nhét hoac myc dich chinh 1 dé lam vé sinh, lam thom,
1am thay d6i hinh thirc, va/hodc diéu chinh mui huong co thé, vaZhoac bao vé co thé hozc duy tri
ching ¢ diéu kién tot”

Con Cuc quan ly Thuc pham va Dugc pham (FDA) cua My thi dinh nghia my pham 1a "chat
dung dé boi thoa vao co thé ngudi nham tay sach, t6 diém, ting cuong do thu hat hoic thay doi
dién mao ma khong anh huéng dén cau tric hoic chirc ning cia co thé".

Theo Théng tu 32/2019/TT-BYT sira d6i Thong tur 06/2011/TT-BYT vé quan ly my pham,
my pham duoc phan thanh 21 nhdm bao gém (1) Kem, nhil twong, sira, gel hodc dau dung trén da
(tay, mat, chan, ...); (2) Mat na (chi trir san pham 1a bong da nguon géc héa hoc); (3) Céc chat phu
mau (long, nh&o, bot); (4) Phan trang diém, phan dung sau khi tam, bot vé sinh, ...; (5) Xa phong
tam, xa phong khir mui, ...; (6) Nudc hoa, nudc thom ding vé sinh, ...; (7) San pham dung dé tam
hodc goi (mudi, xa phong, dau, gel, ...); (8) San pham tay 16ng; (9) Chat khir mui va chéng mui;
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(10) Céc san pham cham soc toc (san pham dinh dang toc, 1am sach, tao kiéu toc, ...); (11) San
pham diing cao rau (kem, xa phong, sita, ...); (12) Cac san pham trang diém va tay trang ding cho
mat va mat; (13) Cac san pham dung cho méi; (14) Céc san pham dé cham soc rang va miéng;
(15) Céc san pham dung dé cham soéc va té diém cho mong tay, méng chan; (16) Céac san pham
dung dé vé sinh bén ngoai; (17) Céc san pham chéng ning; (18) San pham lam sam da ma khong
can tam nang; (19) San pham lam tring da; (20) San pham chéng nhin da; (21) San pham khac.

Dic tinh caa my pham 14 tao nén cac anh huong khong vinh vién va can phai sir dung thuong
xuyén dé duy tri hiéu qua. San pham khéng dwoc phan loai 1a my pham Ia nhiing san pham ma
diéu chinh vinh vién, phuc hdi hoic 1am thay d6i chirc nang co thé bang co ché mién dich, trao doi
chét hoic co ché dugc ly. San pham c6 dudng dung udng, tiém hodc tiép xuc vai nhitng phan khéc
cta co thé (VD: mang nhay cua duong mil, ...) thi ciing khong duoc phan loai 1a my pham.

2.2. Md hinh nghién ctu va cac gia thuyét
2.2.1. Nhdn thic si hizu ich va quan hé véi y dinh mua sd@m treec tuyén

Nhan thac sy hiru ich 13 “mtc 6 ma mot ngudi tin rang viéc s dung mot hé théng cu thé sé
nang cao hiéu suat ddi vai céng viéc caa minh” (Davis, 1989). Chen, L. -D., Gillenson, M. L. and
Sherrell, D. L., (2005) cho rang néu dic diém cua hé théng mua sam truc tuyén phi hop véi yéu
CAU ctia nguoi str dung va cung cap mot gié tri dang keé thi viéc mua sam truc tuyén s& duoc cam
nhan 1 hitu ich va dat hiéu suit trong cdng viéc. Néu tinh hitu ich cua viéc mua sam truc tuyén
cang tang thi ¥ dinh mua hang truc tuyén lai cang duoc thic day. Nhu vay, gia thuyét dugc xay
dung nhu sau:

Gia thuyét H1: Nhan thirc sw hitu ich c6 tac déng tich cue (+) dén y dinh mua sam my pham truc
tuyén cua ni gidi tai Ha Ngi
2.2.2. Nhdn thac tinh dé si# dung va quan hé véi mua sdm treec tuyén

Nhan thuc tinh dé sir dung 1 “mirc d6 ma mét ca nhan tin rang viéc sir dung hé théng cu thé
s& khong ton nhiéu cong sirc” (Davis, 1989). Hé théng cong nghé doi mai duoc coi la dé sir dung
hon va it phirc tap hon s& ¢6 nhiéu kha ning dugc chip nhan va duoc sir dung boi ngudi sir dung
tiém ning (Davis va cong sy, 1989). C6 thé thay dic diém nay khong nhiing thuc day y dinh mua
sam tryc tuyén cua nguoi tidu ding ma con duy tri dugc mi quan hé gitra nguoi ban va nguoi
mua.

Gia thuyét H2: Nhan thirc tinh dé si dung ¢6 tdc déng tich cuee (+) dén y dinh mua sam my pham
tryec tuyén cua ni gidi tai Ha Néi

2.2.3. Gia cd va quan hé vdi y dinh mua sdm truc tuyén

Gia ca la biéu hién bang tién cua gia tri hang hoa hay dich vy, nghia 1a sb lugng tién phai tra
cho hang hda hay dich vu d6. Yéu t6 gia ca c6 thé anh huong rat 16n vao nhan thac vé chit luong
san pham, su hai 10ng cua khach hang (Zeithaml, Bitner, 2000; Kaura, 2012). Vi dic tinh thiéu su
tuong tac gitra khach hang va hang héa nén khach hang mua hang tryc tuyén thudng mang xu
hudng quan trong vé gia hon so véi khi thuc hién viéc mua sam & cira hang truyén théng. Muc gia
hop 1y cung cac chuong trinh giam gia dong vai tro két hop thu hat khach hang tham quan cura
hang truc tuyén va dua ra quyét dinh mua sam. Gia ca & mac canh tranh cing véi chat luong san
pham tbt s& 1am cho khach hang hai 10ng hon so vé&i san pham hay dich vu khac duoc cung cap.
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Gia thuyét H3: Gia cd hop Iy ¢6 tdc dong tich cuee (+) dén ¥ dinh mua sém my pham truc tuyén
cua nir gidi tai Ha Ngi
2.2.4. Niém tin va quan hé véi y dinh mua sdm truc tuyén

Niém tin 12 mot trong nhirng yéu té quan trong nhat anh huéng dén su thanh céng hay that bai
cua cac doanh nghiép va nha ban 1é tryc tuyén (Prasad va Aryasri, 2009). Niém tin 12 mot khai
niém dé cap dén su tin twong cua khach hang trong mua sam truc tuyén dua trén nhitng gi ma nha
ban 1¢ truc tuyén cam két. Do nhitng dic tinh cia mua siam truc tuyén nhu khong thé nhin thay san
pham tryc tiép, khong tuong tac truc tiép voi nguoi ban hang nén ngudi tiéu ding cam thay do du,
khong chic chin trong viéc dua ra quyét dinh mua hang. Va viéc nguoi tiéu ding c6 niém tin ddi
vé6i san pham cang 16n thi ¥ dinh mua hang cang cao.

Gid thuyét H4: Niém tin ¢é tac dong tich cuc (+) dén ¥ dinh mua sém my pham truc tuyén cua
nguroi tiéu dung Ha Ngi
2.2.5. Cam nhan rai ro va quan hé véi y dinh mua sdm truc tuyén

Cam nhan rai ro 1a mic do khong chic chan cia nguoi tiéu ding vé két qua cua quyét dinh
mua hang truyc tuyén (Featherman & Pavlou, 2002). N6 c6 thé lam giam kiém soat hanh vi cua
ngudi tieu ding khong chac chan va sé co tac dong tiéu cuc dén quyét dinh hanh vi cua ho. Dudng
nhu an ninh mang dang 1a mét méi quan tam 16n ngan can hanh vi mua sam tryc tuyén cua khach
hang (Laudon va Traver, 2009) bai 1& ho lo ling ring cira hang truc tuyén s& lra dbi ho hoic st
dung thdng tin c& nhan cuaa ho sai muc dich, dic biét 1a théng tin vé thé ngan hang, thé tin dung.
Hon nira, voi dic diém khdng thé nhin thay va xem xét truc tiép san pham trude khi mua hang nén
su khong chic chan hay lo lang vé san pham s& lam giam niém tin & nguoi tiéu ding d6i véi viéc
mua hang truc tuyén. Ngoai ra, van dé giao hang, dong goi san pham nhu thé nao, dac biét 1a cac
mat hang dé v& hay san pham c6 gid tri cao ciing anh huong dén y dinh mua sim tryc tuyén.

Gia thuyét H5: Cam nhdn rii ro ¢6 tdc dong tiéu cuc (-) dén y dinh mua sam my pham tryec tuyén
cua nir gidi tai Ha Noi

Nhu vay mé hinh nghién ciru dé xuat géom 5 nhan t6 anh huong dén ¥ dinh mua sam my pham
truc tuyén caa nir gioi tai Ha noi duoc thé hién trong hinh 1 nhu sau:
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Nhan thirc su hitu ich

Nhén thire tinh dé sir dung

Y dinh mua sam my pham
triec tuyen

Giaca

Niém tin

Cam nhan i ro

Hinh 1. M6 hinh nghién ciru dé xut
Nguén: Nhém tac gia tong hop va dé xuit
3. Phwong phap nghién ciru

3.1. Xay dwng bién quan sét

Trén co sé tham khao céc nghién ciru trude day va hiéu chinh cho pht hop véi bbi canh nghién
ctru, déng thoi thong qua diéu tra thir 10 ngudi, gom 2 chi cira hang ban my pham truc tuyén co
kinh nghiém va 8 ngudi 1a nhimg ngudi dan Ha Noi thuong xuyén mua m§ pham tryuc tuyén tai
cac website uy tin, nhom nghién ctu thu duoc cac bién quan sat nhu sau:
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Bing 1. Cac bién quan sat

Nhanté  Mé&hoa Bién quan sat Tham khao
PU1 Tiét kiém thoi gian
Nhan thuc PU2 Hitu ich trong viéc tim kiém ddy dua thong tin vé -Davis, \
su hiru ich san phdm Bagozzi va
) o . Warshaw
PU3 Tién loi khi mua san pham bat ctr noi dau (1989)
PU4 C6 thé dat mua bét cu khi nao
PEUL Rat d& dang trong viéc tim kiém thong tin cua cac
san pham
R , X qx , o L, 2 Davis,
Nhan thtc PEU2 D¢ dang so sanh dac tinh cac san pham :
cx ~ ) Bagozzi va
t'”;‘u?]e Su PEU3 Dé dang trong viéc dit rlang va thanh toan truc Warshaw
ung tuyen (1989)
PEU4 Website mua sam tryuc tuyén co thiét ké dé hiéu, ro
rang va dé sir dung
PRICEL Viéc mua Samlfrl_rf: tl‘Jye,n Phal quan tam dén yéu to
gia ca vi né la quan trong
PRICE? Gia mua truc tuyc?r: thu_onqg rﬁ‘h(m so voi mua truc Hasslinger,
tiép tai ctra hang. Selma
Giaca PRICE3 D& dang so sanh vé gia. Hodzic,
N Y SR . <1 . 22 Claudio
Mua hang truc tuyen tiet kiém chi phi di lai € xem
PRICE4 g truc tly o P Opazo (2007)
ang.
PRICES Cam thay hing tha véi cac chuong trinh khuyén
méi trén cac website mua hang truc tuyén.
TRUST1 Tin rang giao hang dung nhu cam két
TRUST?2 Tin tuéng mang lai nhiing loi ich tét nhat Shlr\m Aliyar
va Clara
Nidm tin TRUST3 Tin rang sé khéng st dung t_héng tin ca nhan mot Mutambala
cach thy tién (2015)
TRUST4 NOi chung, cac Web3|te_myApham truc tuyén la dang
tin cay
PR1 Lo ngai thong tin f:ahnh_an t()j;' d;mh captrongqua g Aliyar
trinh giao dich. va Clara
Cam nhan Cam thay khéng an toan khi giao dich Mutambala
rui ro PR2 (2015)
Nguyén Dan

Qué trinh xir Iy don hang va giao hang ton kha nhiéu

PR3 e
thoi gian

Thanh (2017)
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Nhanté M4 hoa Bién quan sat Tham khao

Lo ngai rang my pham s& khong phu hop véi co thé

PR4 .
khi str dung vi khong dugc thu.
PRS Lo ngai vé san pham thuc té nhan dugc kém chét
lwong, bi 13i hodc khong giéng nhu quang cao.
INTENL T6i c6 y dinh njua my¥ pham tai Faci website truc
¥ dinh tuyén trong tuong lai gan N
mn . ) ) _ , Nguyén Dan
mua sé}m INTEN? Toi s&€ mua my pham tir cac ngSlte truc tuyen Thanh (2017)
my pham trong tuong lai gan
tryc tuyén A x aa X C oA
INTEN3 TOi s€ giai thiéu cho ban be mua my pham tai cac

website truc tuyén

Nguén: Nhom tac gia tong hop
3.2. Chon méu va phwong phdp thu thép di ligu

Mau nghién ciru dugc chon theo phuong phap 1dy mau thuan tién. Doi tuong khao sat 1a nix
giéi dang sdng tai Ha noi di tirng mua my pham trén cac website truc tuyén. Qua trinh thu thap
dir liéu duoc thuc hién bang hinh thic khao sat gian tiép qua email bang bang hoi duoc thiét ké
trén nén tang Google Forms.

Theo nghién ctiu cua Hair va cong su (1998), kich thudc mau tdi thiéu doi véi phan tich nhan
t6 kham pha EFA phai gp 5 lan sé bién quan sat. S6 bién quan sat trong nghién cau nay la 25
bién, vay sb mau tdi thiéu 1a 125 mau.

Theo Tabachnick va Fidell (1996), dé tién hanh phan tich hdi quy da bién mot cach tét nhat
thi kich thudc mau tdi thiéu bang 50 + 8*x, trong d6 x 1a s bién doc lap trong md hinh. Nghién
ctru nay xay dung 5 bién doc lap. Vi vay kich thuéc mau tdi thiéu dé phan tich hoi quy da bién l1a
90 mau.

Duya theo nhiing phan tich & trén, 170 phiéu khao sat da duoc giri di dé thu thap thong tin. Pac
diém cua cac d6i twong khao sat duoc trinh bay trong bang 2:
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Bang 2. Pic diém ddi twong khao sat

Thong tin Phan loai Ty 1€ (%)
Dudi 23 41,2
N 23 — 29 tudi 21,9
Do tudi L
30- 40 tudi 28,1
Trén 40 tudi 8,8
<5 triéu d 37,5
5- 10 triéu @ 20
Thu nhap
10 -20 triéu d 28,1
Trén 20 tricu d 14,4
Sinh vién 35,6
. ) Nhan vién van phong 33,1
Nghé nghiép .
Quan ly céc cap 17,5
Lao dong khac 13,8
Chua 14n nao 1,2
1-2lan 34,4

SO lan da mua my

pham tryc tuyén 3—-5lan 36,9
trong 12 thang qua 6— 10 lan 17,5
Trén 10 lan 10,0
Shopee 44,6
7 Tiki 12,0

Website sir dung dé
mua sim m§ pham Lazada 6.4
truc tuyén Céac website cua cac cira hang, 329

c4c hang my pham ’

Khéc 4,8

Nguén: Két qua khao sat caa nhém nghién ciru
3.3.Phwong phap phdn tich

Nghién ctu str dung cac phuong phap phan tich gdm: (1) Phan tich Hé sé tin cay Cronbach’s
Alpha nham kiém dinh mirc d tin cay cua thang do. Thang do c6 db tin cay chap nhan duoc khi
hé s6 Cronbach’s Alpha 16n hon 0,6. (2) Phan tich nhan t6 kham pha EFA dé danh gia do gia tri
cua thang do, qua d6 diéu chinh mé hinh nghién ciru va gia thuyét nghién ctu. Theo Hair va cong
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sur (1998), thang do dam bao do gié tri khi hé sb tai nhan té (Factor loading) xap xi bang hoac I6n
hon 0,5, ddng thai hé s6 KMO (Keiser- Meyer- Olkin) ding dé xem xét sy thich hop caa phan tich
nhan té phai ndm trong doan [0,5 — 1] va kiém dinh Bartlett c6 ¥ nghia thdng ké (Sig < 0,05). (3)
Phuong phap phan tich hdi quy da bién nham danh gia méi lién hé gitta bién phu thudc va céc
nhan t anh huong.

4. Két qua nghién ciru
4.1. Kiém dinh @ tin cdy va phan tich nhan té kham pha

Két qua phan tich d6 tin ciy thang do bang hé sb Cronbach’s Alpha va do gia tri thang do
bang phan tich nhan té 1an thi nhat cho thay, bién quan sat PR3 khong hién thi gia tri nghia 1a bién
quan sat ndy dang c6 hé s tai nho hon 0,5 déng nghia vai viéc dong gop qué it vao nghién ctru va
can duoc loai bo. Sau khi loai bién PR3, tién hanh kiém dinh lai. Két qua hé s6 KMO = 0,824 >
0,5 nén phan tich EFA phu hop véi dir liéu va théng ké Chi-Square cua kiém dinh Bartlett dat gia
tri 1215,015 vai mire y nghia Sig. = 0,000 < 0,05. Véi phuong phap rut trich Principal Component
va phép quay Varimax, diém dirng khi trich cac yéu t6 c6 Eigenvalue = 1,295 >1, nghién ctu trich
duoc 5 nhan té tir 21 bién quan sét.

Gia tri tong phuong sai trich (Total Variance Explained) 1a 61,285 % > 50% cho thdy md hinh
phén tich EFA 12 phil hop. Diéu nay c6 nghia la cac nhan té duogc trich ra phan anh duoc 61,285%
su bién thién cua tt ca cac bién quan sat dugc dua vao.
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Bang 3. Két qua kiém dinh do tin ciy va do gié tri caa cac thang do

Hé sb tai

Nhan t6 N
° nhan to

Thang do Nhan thic sw hiru ich (PU), Cronbach’s Alpha = 0,798

PUL: 0,785
PU2: 0,533
PU3: 0,816
PU4 0,785
Thang do Nhan thirc tinh dé sir dung (PEU), Cronbach’s Alpha = 0,789
PEU1 0,656
PEU2 0,833
PEU3 0,700
PEU4 0,586
Thang do Gia ca (PRICE), Cronbach’s Alpha = 0,736
PRICE1 0,599
PRICE2 0,820
PRICE3 0,596
PRICE4 0,555
PRICES 0,554
Thang do Niém tin (TRUST1), Cronbach’s Alpha = 0,778
TRUST1 0,752
TRUST?2 0,745
TRUST3 0,674
TRUST4 0,770

Thang do Cam nhan rai ro (PR), Cronbach’s Alpha = 0,75

PR1 0,729
PR2 0,673
PR4 0,790
PR5 0,826

Thang do Y dinh mua sam my pham truc tuyén (INTEN), Cronbach’s Alpha = 0,794
INTEN1 0,863
INTEN2 0,875
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Hé sb tai
nhan t6

INTENS 0,787

Nhan t6

Nguodn: Két qua phan tich tir khao sat caa nhom téc gia

Nhu vay, 21 bién quan sat d& dugc phan thanh 5 nhan td, tat ca cac bién quan sat déu cé hé sb
tai nhan té Factor Loading I6n hon 0,5. Vi vay, c4c bién quan sat ¢ trén déu déng vai trod trong viéc
xay dung y nghia bién tong va déu dugc dua vao budc phan tich tiép theo.

4.2. Phan tich héi quy va kiém dinh gia thuyét nghién cru
Phan tich hdi quy da bién

Két qua phan tich hdi qui voi nhan té phu thude 13 Y dinh mua sim my pham truc tuyén
va c4c nhan t6 anh huang gom Nhan thic su hitu ich (PU), Nhan thic tinh dé st dung (PEU), Gia
ca (PRICE), Niém tin (TRUST), Cam nhan rui ro (PR) duoc trinh bay trong bang 4.

Bang 4. Két qua phan tich hoi quy da bién

Model Summary®

Adjusted R  Std. Error of the
Square Estimate

Model R R Square Durbin-Watson

1 0,728% 0,531 0,515 0,36848 2,135
a. Predictors: (Constant), PRICE, PR, PU, TRUST, PEU
b. Dependent Variable: INTEN

Nguén: Két qua phan tich tir khao sat caa nhom tac gia

M6 hinh c6 hé sé xac dinh R? hiéu chinh 1a 0,515 chiing t6 md hinh giai thich duoc 51,5% su
bién thién cua y dinh mua sam my pham truc tuyén cua nit gioi tai Ha noi.

Bang 5. Bang két qua phan tich hdi quy da bién ANOVA

ANOVA?
Model Sum of Squares df Mean Square F Sig.
Regression 23,643 5 4,729 34,827  0,000°
1 Residual 20,909 154 0,136
Total 44,553 159

a. Dependent Variable: INTEN
b. Predictors: (Constant), PRICE, PR, PU, TRUST, PEU

Ngudn: Két qua phan tich tir khao sat caa nhom tac gia
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Bang 6: Bang két qua phan tich hoi quy da bién Coefficients

Coefficients?

Unstanc_ia_rdized Standa_lr_dized Sig. Collin_ea_rity

Model Coefficients Coefficients Statistics

B  Std. Error Beta Tolerance  VIF
(Constant) 2,473 0,372 6,650 0,000

TRUST 0,377 0,062 0,397 6,120 0,000 0,724 1,381
PEU 0,095 0,068 0,095 1,393 0,166 0,653 1,531
. PU 0,151 0,067 0,146 2,269 0,025 0,736 1,358
PR -0,426 0,056 -0,426 -7,600 0,000 0,971 1,030
PRICE 0,156 0,077 0,139 2,035 0,044 0,650 1,538

a, Dependent Variable: INTEN

Nguén: Két qua phan tich tir khao sat caa nhom tac gia

Két qua phan tich cho thay gia tri Sig. cia md hinh va cua cac bién TRUST, PU, PR, PRICE
déu nho hon 0,05 nén mo hinh phan tich va cac bién doc lap nay déu co ¥ nghia thdng ké, riéng
bién PEU ¢ gia tri Sig Ion hon 0,05 c¢6 nghia 1a bién nay khdng anh huéng hoic anh huéng rat it
dén Y dinh mua sim my pham truc tuyén caa nit giéi Ha noi. Hé s6 phong dai phuong sai VIF cua
cac bién doc lap trong mo hinh déu nhod hon 2 nén hién twong da cong tuyén cia cac bién doc lap
trong md hinh la khéng co.

Nhu vay, ¢6 4 nhan té chinh anh hudng toi y dinh mua sim my pham truc tuyén caa nir gioi
tai Ha Noi 1a Niém tin, Nhan thic sy hitu ich, Cam nhan rui ro va Gia ca, trong d6 Cam nhan rui
ro 1a anh huong nhiéu nhat, tiép dén lan luot 12 nhan t6 Niém tin, Nhan thirc su hitu ich va Gié ca.

5. Mt sb dé xuat tir két qua nghién ciéu
5.1. Péi véi nhom nhan té Nhdn thec sw hizu ich

Céc doanh nghiép va cac nha ban ¢ can giam thiéu thoi gian mua sam va lra chon san pham
cho khach hang bang cach thay doi giao dién than thién, dé dang truy cap va sir dung. Bén canh
d6, can thiét ké da dang cong cu tim kiém bang tir khoa, hinh anh, ... dua ra goi ¥ dé& xuat vé cac
loai my pham duoc ua chudng hién nay, tao ra céc thanh tiéu chuan cho san pham dé khach hang
c6 thé lya chon theo tirng mic nhu gia ca, dac diém, hdng my pham, ...

Can cung cap thdng tin vé san pham mat céch chi tiét va day du. Ngoai nhirng thong tin bang
chix thi can thém nhirng thong tin bang hinh anh, video va nhitng d4nh gia vé san pham cua nhiing
ngudi tiéu dung di mua trude d6. Cac thong tin chinh xac va ddy da s& gidp khach hang cam nhan
1& hon vé san pham, dé dang dua ra lya chon thay vi mat thoi gian tim kiém nhiéu théng tin. Cac
danh gi4 tich cuc trén cac trang web ciing c6 tac dung rat I6n trong viéc tao niém tin caa khach
hang ciing nhu uy tin thuong hiéu cua cac doanh nghiép, nha ban Ié truc tuyén. Khach hang thuong
¢6 xu hudng san sang mua khi c6 nhiéu danh gia tich cyc vé san pham.

5.2. Poi véi nhom nhan té Gia cd
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Céc doanh nghiép, cac nha ban I¢é truc tuyén nén tao ra cac chuong trinh nham thu hit va git
chan khach hang nhu 1a khuyén mai, tich diém, phiéu mua hang giam gi4, mién phi van chuyén,
wu ddi cho khach hang than thiét, vu dai nhan dip dic biét nhu ngay sinh nhat, ngay I8, Tét, ...
Diéu nay tac dong tich cuc dén y dinh mua m¥ pham truc tuyén cia ngudi tieu dung khi ma ho
cam thay thich tha va c6 cam giac duoc quan tim dic biét. Bén canh dé, nguoi ban hang nén cé
su can nhic vé muc gia caa san pham khi béan truc tuyén vi khac véi ban hang truc tiép, ho khong
mat chi phi thué mat bang, nhan cong tai cira hang, ...

Khi mua sim online, gia ca tro nén quan trong bai vi khach hang khong duoc trai nghiém san
pham thuc té ma chi tham khao qua nhiing gi ma cac ctra hang truc tuyén cung cap trén trang web.
Vi vay, moi thong tin dwa 18n cac trang web can rd rang, diy da va mac gia phai phi hop véi chat
lwong caa san pham. Ngudi ban hang ciing nén dé cong khai muc gia va phu phi di kém néu c6 dé
khach hang c6 thé dé dang so sanh gia giira cac san pham.

5.3. Péi véi nhom nhan té Niém tin

Khi mua sam tryc tuyén, niém tin di lién véi nhiing rai ro ma ngudi phai ganh chiu chinh 1a
ngudi tiéu dung. Pé nang cao niém tin cho khach hang, cac nha ban Ié truc tuyén can phai xay
dung thuong hiéu cho minh. Ngoai ra, mot s6 doanh nghiép lua chon céch to chac cac budi
livestream ban hang c6 sy gop mit caa ngudi noi tiéng, nhitng ngudi ¢6 tim anh huong (KOL,
influencer) d6i véi cong ddng khach hang ma ho hudng dén. Doanh nghiép va cac nha ban 1é ciing
can dua ra nhitng mo ta chan thyuc nhat vé san pham, nhan xét cua nhitng khach hang d¢a mua hang
trude do, hay gidy chimng nhan, gidy kiém dinh an toan cua cac co quan c6 tham quyén lam nén
thuong hiéu cua san pham. Ngay nay, cong nghé ciing dong vai trd quan trong ddi véi viéc gia
tang niém tin cua khach hang cu thé trong viéc &p dung truy xuat nguon géc, truy xuat thong tin
san pham. Pay |2 giai phap dé ngudi ban hang cé thé bao vé va ning cao uy tin thuong hiéu cua
minh, dong thoi gitip nguoi tieu ding nam ré dugc day da thong tin vé xuat xi, ngudn goc san
pham tir 46 nang cao niém tin va gitp khach hang yén tam mua sam hon.

Bén canh d0, cac doanh nghiép, cac nha ban I¢ truc tuyén can phai dao tao d6i ngii nhan vién
cham séc khach hang cé diy du cac ki nang trong giao tiép, hiéu rd vé san pham ciing nhu cac
chinh sach. Piéu nay gip cho viéc tu van san pham dugc chinh xac va nam bit duoc tam ly, nhu
cau cuia khach hang chir khdng chay theo doanh s, vi su tin twong va trung thanh cua khach hang
1a diéu chung ta hudng dén, chir khdng chi 1 lgi nhuan téc thoi.

5.4. Déi véi nhém nhan té Cam nhdn rii ro

Thong thuong, khach hang hay lo ngai hang nhan duoc khong giéng nhu moé ta trén website,
chat luong khong nhu quang céo, vi thé cac doanh nghiép, cac nha ban 1é can c6 chinh sach cam
két, dam bao hang chinh hdng, moi thdng tin vé& san pham phai chi tiét, diy du dé khach hang cé
thé cam nhan rd nhat céc thanh phan va cong dung cua san pham tir d6 Iya chon loai san pham phu
hop v6i minh. Bong thoi ciing can ¢6 nhitng cam két vé chinh sach dbi tra hang, hoan tién khi san
pham nhan duoc khéng dat yéu cau, nhimg quy dinh rd rang déi véi cac trudng hop giai quyét
khiéu nai. Céc doanh nghiép nén cung cip nhiéu hinh thirc thanh toan da dang dé ngudi mua co
thé chon lya nhu thanh toan truc tiép cho ngudi giao hang hay thanh toén qua vi dién tir. Véi hinh
thire thanh toan qua bén thir ba, néu nguoi mua nhan dugc san pham khong nhu cam két thi ho ¢6
thé hoan tién ma khong lo bi mat. Phuong thuc thanh toan nay Iam giam cam nhan rai ro vé tai
chinh caa khach hang khi mua sam truc tuyén. Bén canh do, dé khach hang khong lo ngai vé viéc
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thanh toan qua ngan hang sé& bi 16 théng tin ca nhan, cac doanh nghiép can phai dwa ra chinh sach
bao mat trong giao dich, chéng su xam pham cua hacker va giit kin nhiing théng tin giao dich cua
khach hang. Ngoai ra, cling can c6 nhitng quy dinh xu ly tranh chap, khiéu nai rd rang dé bao vé
quyén loi caa ca ngudi mua lan nguoi ban trong qua trinh giao dich thanh toan bang thé ngan hang.
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