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Tom tit

Y dinh mua lai truc tuyén cua khach hang c6 ¥ nghia to I6n d6i vai doanh nghiép, tuy nhién, n6
da chiu nhitng anh huong khong nho béi dai dich COVID-19. Nghién ciru ndy nham kham pha
cac yéu to tac dong téi y dinh mua lai truc tuyén caa gen Z trén dia ban thanh phé Ha Nai trong
bdi canh COVID-19. Phuong phap nghién ctu str dung 1a phan tich nhan té kham phé (EFA) va
phan tich héi quy cho 202 mau dugc quan sat. Két qua cho thay: c6 4 yéu td tac dong t6i y dinh
mua lai truc tuyén cia gen Z trén dia ban thanh phd Ha Noi trong bdi canh dai dich COVID-19
bao géom: Nhan thic tinh hiru ich, Nhan thirc tinh d& s dung, Rui ro vé dich bénh COVID-19 va
Nhan thic vé méi trudng. Qua do, bai viét da dé xuat mot sé ham y cho cac doanh nghiép va cac
co quan quan ly nha nudc.

Tir khoa: dai dich COVID-19, gen Z, Ha Noi, y dinh mua lai truc tuyén

FACTORS AFFECTING THE ONLINE REPURCHASE INTENTION OF GEN Z
IN HANOI DURING THE COVID-19 PANDEMIC

Abstract

The online repurchase intention of consumers is crucially important to businesses, however, it has
been significantly affected by the COVID-19 outbreak. This study aims to explore the factors
influencing the online repurchase intention of gen Z in Hanoi city in the context of the COVID-19
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pandemic. The research methods used are exploratory factor analysis (EFA) and regression
coefficient estimation for 202 samples observed. The results show that there are 4 factors affecting
the online repurchase intention of gen Z in Hanoi city in the context of the COVID-19 pandemic,
which are Perceived usefulness, Perceived ease of use, Risk of COVID-19 and Environmental
awareness. Thereby, the article has proposed some implications for businesses and state
management agencies.

Keywords: COVID-19 pandemic, gen Z, Hanoi, online repurchase intention.

1. Giai thiéu chung

Ké tir khi dai dich COVID-19 xuat hién, mua sam truc tuyén duoc thic day phat trién manh
mé trén pham vi toan thé giéi khi ma tinh hinh dich bénh khong chi khién moi ngudi mua sam tryc
tuyén thudng xuyén hon ma con tao ra nhimg thay d6i mang tinh lau dai trong hanh vi mua sam
truc tuyén (UNCTAD, 2020).

Tai Viét Nam, tuy mua siam truc tuyén da xuét hién tir 1au nhung so voi mua sam truyén
thdng van con chura pho bién. Cho tai sau khi dich bénh COVID-19 bat dau bing phéat ¢ Viét Nam,
toan canh buc tranh mua sam truc tuyén tai Viét Nam mai ¢6 nhiing sy thay doi nhanh chong
(Pham & cong su, 2020). Khi tinh hinh dich bénh dién bién phuc tap, Chinh pha di c6 nhitng bién
phép gian cach x4 hoi d¢é dam bao an toan suc khoe cho ngudi dan, nguoi tidu dung ciing han ché
mua sam tai cac ctra hang truyén thdng dé giam nguy co lay nhidm. Ty 18 nguoi ding Internet
tham gia mua sam truc tuyén da ting tir 77% trong nam 2019 1én 88% nam 2020 (Sach tring
thuong mai dién tu Viét Nam, 2021).

Nhiéu cong trinh nghién ctu khac nhau da dugc thuc hién dé khai thac cac khia canh khac
nhau ciia mua siam truc tuyén, vi du nhu y dinh hanh vi (Pham & cong sy, 2021), y dinh mua
(Poan, 2020), sy trung thanh cua khach hang (DAM & DAM, 2021)... nhung chua c6 nghién ctru
nao khai thac sau vé y dinh mua lai tryc tuyén tai Viét Nam.

Trong bi canh thi truong dang c6 sy canh tranh ngay cang gay gat, viéc nghién ciru y dinh
mua lai ctia ngudi mua sim truc tuyén c6 y nghia vé cung quan trong ddi véi cac doanh nghiép
bai 1& chi phi gitr chan khach hang it hon nhiéu so vai chi phi tim kiém va thu hit khach hang méi,
do @6 néu khach hang hién tai mua lai nhiéu lan s& tao ra nhiéu lgi nhuan hon cho cong ty (Chiu
& cong su, 2009) va tao loi thé canh tranh cho doanh nghiép (Nguyén & cong su, 2021).

Pham (2019) d4 nghién ctru vé c4c yéu td anh huéng téi ¥ dinh tiép tuc mua truc tuyén cua
khach hang bang cach sir dung phuong phap phan tich nhan t6 khdm phé va phan tich hdi quy véi
cac bién phu thudc 1a chat luong trang web, chét lugng dich vu, nhan thic hitu ich, tinh dé st dung
va su tin cay. Diém han ché cua nghién ciu nay 4 tap trung vao nhom ddi twong mua sam trén
cac trang thuong mai dién t&r Shopee, trong khi con nhiéu kénh mua truc tuyén khac chua duoc
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Khéc véi cac nghién ciru trudc, bai viét nay xem xét va danh gia cac yéu td anh huong toi
hanh vi mua lai truc tuyén cia nguoi dung trong bbi canh COVID-19 tai tat ca cac kénh mua truc
tuyén dang dwoc 4p dung tai Viét Nam. Ddi twong nghién ciu 1a gen Z tai Ha Noi — thu do caa
Viét Nam, c6 dan sb dong tht hai ca nuéc va co nén kinh té phat trién niang dong. Ngoai viéc ap
dung céc thang do phd bién nhu Nhan thtc tinh hitu ich, Nhan thac tinh dé sir dung, Rai ro nhan
thire khi mua sam truc tuyén, nghién ciu ndy con phéat trién thém cac nhan té mang tinh dic tho
cua bdi canh va ddi trong nghién ciru, d6 1a Ruai ro vé dich bénh COVID-19 va Nhan thic vé moi
truong, tir d6 dwa ra mot sé ham y lién quan cho cac doanh nghiép kinh doanh truc tuyén ciing nhu
cac co quan quan ly nha nudc.

2. Co sé ly thuyét
2.1. Y dinh mua lgi (Repurchase intention)

Trong bdi canh mua sam truc tuyén, Chiu va cong su (2014) dinh nghia y dinh mua lai 1a
X&C suat chii quan ma mot c& nhan sé tiép tuc mua san pham tir ciing mét nha cung cap truc tuyén
trong twong lai. Trong nghién cttu nay, y dinh mua lai dugc dinh nghia 1a kha nang mot c& nhan
s& mua lai trén cac kénh mua sam truc tuyén ma ho da trai nghiém mua trude do.

2.2. Cac yéu té anh hwong téi y dinh mua lgi

M6 hinh chap nhan cong nghé (Technology Acceptance Model — TAM) phét trién boi
Davis (1986) 12 md hinh ly thuyét duoc sir dung phé bién dé nghién ciru vé& hanh vi mua sam truc
tuyén. Theo TAM, Nhan thic tinh hitu ich va Nhan thie tinh dé sir dung 1a hai yéu t6 chinh ¢ tac
dong dén y dinh thuc hién hanh vi. Bén canh d6, viéc mua sam tryc tuyén van ludn tiém an nhiéu
rai ro véi khach hang, khién ho phai quan ngai (Alhaimer, 2021). Pong thoi, trong bdi canh dai
dich COVID-19, nhiéu nguoi da chuyén déi sang mua sam tryuc tuyén va cé y dinh sé tiép tuc tan
dung phuong thirc mua sim nay do nhitng méi lo ngai vé 1ay lan dich bénh (Alhaimer, 2021). Hon
nira, véi dbi twong thé hé Z, ho 1a nhitng nguoi ¢6 sy quan tam manh mé téi méi trudng (Deloitte,
2021), trong khi mua sim truc tuyén duoc chi ra 1a c6 nhitng tac dong tich cuc nhat dinh tgi moi
truong (Wygonik & Goodchild, 2016; Buldeo Rai, 2021), vi vy, nhan thirc vé méi trudng cia ho
c6 kha nang anh huong toi y dinh mua lai truc tuyén.

Duya vao nhitng luan diém trén, nghién ctu nay sé ké thira hai yéu tb tir md hinh TAM la
Nhan thic tinh hitu ich va Nhan thic tinh dé st dung, dong thoi bo sung thém cac yéu té mai gdom
Rui ro nhan thire khi mua sam truc tuyén, Rui ro vé dich bénh COVID-19 va Nhan thic vé moi
truong dé tim hiéu toan dién hon vé nhiing yéu té anh hudng dén ¥ dinh mua lai truc tuyén caa
gen Z trén dia ban Ha Noi trong bdi canh dai dich COVID-19.

2.2.1. Nhdn thec tinh hzzu ich (Perceived usefulness)
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Theo Davis (1989), nhan thic tinh hitu ich 1a mirc d6 ma mot ngudi tin rang viéc sir dung
mot hé thdng dac thu s& nang cao hiéu suat cong viéc caa minh. Trong bdi canh mua sam truc
tuyén, nhiéu nghién ctu chi ra nhan thire tinh hiru ich c6 tac dong tich cuc toi y dinh mua lai truc
tuyén cia ngudi tiéu ding (Mohamed & cong su, 2014; Chiu & cong su, 2009), ndi cach khac, ho
¢6 y dinh mua lai cao hon néu nhan thirc duoc tinh hixu ich cua viéc mua sam truc tuyén.

Gia thuyét H1: Nhdn thire tinh hizu ich ¢é tde déng cung chiéu téi y dinh mua lai truec tuyén
cua gen Z trén dia ban Ha Ngi trong dai dich COVID-109.

2.2.2. Nhdn thac tinh dé si dung (Perceived ease of use)

Theo Davis (1989), nhan thuc tinh d& str dung 1a mac dd ma c& nhan cam thy tu tin véi viéc
sir dung mot hé thong cong nghé nhét dinh va s& dé tiép nhan hon néu hé thdng d6 dé dang sir
dung hon cac hé thong khac. Pac diém cua tinh dé sir dung s& c6 duoc khi ngudi sir dung tin rang
hé théng d6 linh hoat, d& hiéu va d& van hanh, tir d6 tiét kiém thoi gian va cong sic bo ra. Theo
Moslehpour & cong su (2018), Trivedi & Yadav (2020), khi nguoi tiéu dung cam thay viéc mua
dugc mot san pham 1a dé dang, y dinh mua lai caa ho sé tang 1én.

Gia thuyét H2: Nhdn thizc tinh dé si dung tdc déng cling chiéu téi y dinh mua lgi tryec tuyén
Cua gen Z trén dia ban Ha Ngi trong dai dich COVID-109.

2.2.3. Ruii ro nhdn thizc vé mua sam tryc tuyén (Risks of online shopping)

Rui ro nhan thirc trong mua hang duge dinh nghia 1a rai ro vé mat chiic nang hoac tam ly
ma ngudi tiéu dang cam thay khi mua mot san pham hoic dich vy (Downling & Staelin, 1994).
Theo Masoud (2013), nhiing rai ro chu yéu bao gom rui ro tai chinh, rii ro san pham, rai ro vé
thoi gian, rai ro giao hang, rai ro xa hoi, rai ro lién quan dén quyén riéng tu. Chiu & cong su
(2014) da chi ra rang rai ro nhan thirc c6 tac dong tiéu cuc dén y dinh mua hang lai cia nhitng
khach hang da mua trude do.

Gia thuyét H3: Ruii ro nhdn thizc vé mua sam truc tuyén co tdc dong nguwoc chiéu dén y dinh
mua lai triec tuyén ciia gen Z trén dia ban Ha Néi trong dai dich COVID-19.

2.2.4. Rui ro vé dich bénh COVID-19 (Risk of COVID-19)

Theo Dryhurst & cong su (2020), nhan thac vé rii ro COVID-19 ¢6 thé do ludng nhu mot
chi s, bao gém cac muc ghi lai mtc d6 nghiém trong cua dai dich COVID-19 trong nhan thic
cua nguoi tham gia, nhan thac kha ning tw 18y nhiém vi rat. Trong thoi ky COVID-19, nguoi tiéu
duing c6 xu huéng mua truc tuyén nhidu hon (Ali, 2021). Hon nita, mua sam truc tuyén con 12 giai
phap dugc WHO khuyén khich dé han ché truyén nhiém COVID-19.

Gia thuyét H4: Ruii ro vé dich bénh ¢6 tac dong cing chiéu dén y dinh mua lai tryc tuyén
Cua gen Z trén dia ban Ha Ngi trong dai dich COVID-19.

2.2.5. Nhdn thic vé méi truong (Environmental awareness)
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Theo Hopwood va cong sy (2005), nhan thirc vé méi truong 12 mot khai niém toan dién, bao
goém nhan thirc, méi quan tdm va su nhay cam vé cac van dé mai trudng, cing véi nhitng suy nghi
va thai d6 ddi vai cc giai phap cho cac van dé cai thién moi truong. Mot s tac gia da chi ra riang
nhiing c& nhan cé nhan thic vé moi trudng cao hon mudn thuc hién cac hanh dong than thién voi
moi trudng hon (Chen & Hung, 2016; Daziano & Bolduc, 2011). Cting v6i d6, nhiéu nghién cau
cho thay hoat dong mua sam truc tuyén c6 tac dong tich cuc dén moéi trudng, nhat 1a vé phuong
dién giam 6 nhiém khong khi (Wygonik & Goodchild, 2016; Buldeo Rai, 2021). Qua d6 ta ¢ thé
dur doan nhiing c& nhan ung ho moéi truong c6 thé co y dinh mua lai trec tuyén cao hon.

Gia thuyét H5: Nhan thirc vé méi trwong tac dong cuing chiéu dén y dinh mua lgi triec tuyén
Cua gen Z trén dia ban Ha Ngi trong dai dich COVID-109.

Tur nhiing luan diém trén, nhom tac gia dé xuat moé hinh nghién ciru nhu sau:

Nhan thice tinh

hiru ich

HI1(+)

Nhin thike tinh dé

str dung

H2(+)

Riii ro nhan thirc
vé mua sam truce H3(-)
tuyén

Y dinh mua lai
truc tuyen

H4(+)
Rii ro vé dich

bénh COVID-19

H5(+)

A Ae

Nhin thirc vé moi
trwong

Hinh 1. M6 hinh nghién ctru dé xuat
Nguén: Tong hop ciia nhom tac gia
3. Phwong phap nghién ctiru

3.1. Phwong phdp thu thgp sé ligu

Nghién ctu nay sir dung phuong phap 14y mau thuan tién. Dbi twong hudng dén 1a nhitng
ngudi thudc gen Z (10-25 tudi), dang sinh séng tai Ha Noi va di tirg mua sam tryc tuyén.

Viéc khao sat da tién hanh online bang biéu mau duoc thiét ké trén Google Forms. Bdi véi
cac bién cua thang do, dé danh gia mirc 46 ddng y cua khach hang, bang cau hoi duoc thiét ké voi
thang do Likert 5 muc do voi 1 1 hoan toan khong dong ¥ dén 5 1a hoan toan dong y.

Qué trinh khao sat duoc tién hanh tir ngay 2/3/2022 dén ngay 11/3/2022. Sau khi tién hanh
sang loc va loai bo 13 cau tra 1oi khdng hop 1€, ¢6 202 phiéu khao sat duoc dwra vao phan tich. S6
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liéu nay duoc phan b trong dbi ddng déu theo giGi tinh ciing nhu khu vuc dia ly trong 12 quan
tai thanh phé Ha Noi.
Biang 1. Thong ké md ta mau khao sat (n=202)

Pic diém Tan suat Ty 18 (%)

Gigi tinh:

Nam 92 455
Nir 110 54.5
Noi sinh song:

Ba Dinh 15 7.4
Bac Tir Liém 16 7.9
Cau Giay 19 9.4
Péng Da 22 10.9
Ha Pong 17 8.4
Hai Ba Trung 19 94
Hoan Kiém 12 5.9
Hoang Mai 20 9.9
Long Bién 11 5.4
Nam Tu Liém 20 9.9
Tay Hb 13 6.4
Thanh Xuéan 18 8.9

Nguén: Tong hop ciia nhom tac gia

Theo Nguyén (2011), kich thudc mau can cho nghién ctiu phy thudc vao nhiéu yéu té nhu
phuong phap phan tich dir liéu va do tin cay can thiét. Hair & cong su (1998) cho rang dé sir dung
EFA, kich thuéc mau tdi thiéu can ti 18 quan sat/bién do luong 1a 5:1. Ddi véi phuong phap hoi
quy tuyén tinh, cong thire thuong dung 1a: n=50+8*p, véi n 1a kich thuéc mau téi thiéu can thiét;
p 1 s6 luwong bién doc 1ap trong md hinh. Nghién ciru sir dung két hop ca 2 phuong phap trén nén
¢& méu duoc chon trén nguyén tic mau cang 16n cang tét. V&i 24 bién quan sat, s6 lwong mau toi
thiéu can thiét 1a: 24*5=120 mAu. Vi vay, viéc nghién ciu trén 202 mau la phu hop.
3.2. Phwong phap nghién curu

Tir 202 cau tra 1oi thu thap duoc, nhém tac gia s dung phan mém SPSS 20.0 dé do luong
do tin cay cua thang do bang Cronbach’s Alpha, sau d6 phan tich nhan t6 khdm phé (EFA) va cubi
cuing 1a phan tich hoi quy tuyén tinh da bién. Qua d6, nghién ctru kiém tra cac gia thuyét caa md

hinh va xem xét muc d6 anh huong cua cac yéu té dén y dinh mua lai tryc tuyén cua gen Z trén
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dia ban Ha Noi trong bdi canh dai dich COVID-19. (Bai viét si dung cach viét sé thdp phan theo
chudn qudc té).
4. Két qua nghién ciru

Két qua phan tich cho thdy tat ca cac bién trong thang do déu cd hé s Cronbach’s Alpha 16n
hon 0.7 va hé sé twong quan bién tong déu 16n hon 0.3. D6 chinh xac cua thang do di du tin cay,
do d6 tat ca cé4c bién s& déu duoc dua vao phan tich nhan t6 kham pha (EFA).

Bang 2. Két qua phan tich hé s tin cay Cronbach’s Alpha

Nhém yéu to Bién quan sat Hé so t,umtg At g so Cr,onbaChjs
bien tong Alpha néu bé bien

Nhan thac tinh  Cronbach’s Alpha = 0.788

hiru ich PU1 .602 134
PU2 .563 759
PU3 711 .681
PU4 531 .768

Nhan thuc tinh dé Cronbach’s Alpha = 0.764

sur dung PEOU1 .658 .613
PEOU?Z2 .617 .660
PEOUS3 519 162

Nhan thic rai ro Cronbach’s Alpha = 0.737

khi mua sam trac  ROS1 480 706

tuyén ROS2 536 673
ROS3 556 663
ROS4 547 .666

Rai ro vé dich Cronbach’s Alpha = 0.868

bénh COVID-19 RCV1 .739 .829
RCV2 .740 .828
RCV3 .586 .866
RCV4 125 .833
RCV5 674 .845

Nhan thac vé moi Cronbach’s Alpha = 0.861

truong EAL 721 .819
EA2 157 .802
EA3 7158 801
EA4 .605 .859
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Hé s6 twong quan Hé s6 Cronbach’s

Nhoém yéu to Bién quan sat . ) )
bien tong Alpha néu bé bien
Y dinh mua lai Cronbach’s Alpha = 0.813
RI1 661 .750
RI2 653 .758
RI3 .596 187
R14 643 759

Nguén: Tinh toan cia nhom tac gia

Bang 3 cho biét hé s6 KMO bang 0.866>0.5, sig. Bartlett=0.000<0.05, phuong sai trich la
66.583%>50% nén dat yéu cau. Gia tri Eigenvalue=1.006>1 tai yéu t6 thir 5, tir yéu t6 thir 6 tro di
<1 cho thay mé hinh c6 5 nhém yéu t6 tac dong dén y dinh mua lai truc tuyén cua gen Z tai Ha
Noi trong dai dich Covd-19 - phi hop véi sb lugng bién phu thudc trong mé hinh ly thuyét dugc
rat ra o trén.

Bang 3. Két qua kiém dinh KMO va Bartlett cua cac bién doc lap

Yéu to can danh gia Két qua
Hé s6 KMO 0.866
Gia tri Sig trong kiém dinh Bartlett 0.000
Phuong sai trich 66.583%
Gia tri Eigenvalue 1.006

Nguén: Tinh toan ciia nhém tac gia

Tiép theo, nhom tac gia st dung ma tran xoay dé xac dinh sy hoi tu cua cac bién quan sat vao
cac yéu to. Két qua ma tran xoay cho thay 20 bién quan sat hoi tu vao 5 yéu t dang nhu gia thuyét
ctia thang do va déu c6 hé s tai nhan t Factor Loading trén 0.5.

Biang 4. Ma tran xoay cac bién doc lap

. Nhan té
Bien quan sat
1 2 3 4 5

RCV1 .807

RCV2 .804

RCV4 781

RCV3 719

RCV5 .687

EA3 847

EA2 .834

EAl 811

FTU Working Paper Series, Vol. 1 No. 4 (4/2022) | 115



. ] Nhan to
Bien quan sat

EA4 .601

PU3 .806

PU2 778

PU4 .683

PU1 .624

ROS4 784

ROS3 .698

ROS1 .676

ROS2 .649

PEOU2 .809
PEOU1 27
PEOU3 557

Nguén: Tinh toan ciia nhém tac gia

Két qua kiém dinh véi bién phu thuoc cho thdy hé s KMO cua bién phu thudc biang
0.764>0.5, dong thai, Sig. Bartlett=0.000<0.05. Tir d6 ta thay dir liéu vé bién phu thudc dugc sir
dung trong mod hinh dé phan tich nhan té 1a phu hop. Bén canh d6, phwong sai trich Ia
64.573%>50% va gia tri Eigenvalue cta duy nhat yéu té dau tién 1a 2.583>1, cho thay cac bién
phu thudc déu hoi tu lai thanh mot nhan té va ta c6 thé rat gon bién phu thudc xubng con 1 bién.

Dua trén két qua phan tich nhan té kham ph4, mé hinh duoc rat gon tir 20 bién doc 1ap va 5
bién phu thudc ban dau xudng con 5 nhan tb cua bién doc 1ap va 1 nhan té bién phu thudc.

Két qua phan tich hoi quy boi tai Bang 5 cho thay hé s6 R bang 0.615, biéu thi giita cac bién
trong md hinh c¢6 méi quan hé chat ché vai nhau. Hé sé R? hiéu chinh bang 0.362, cho thay muc
d6 phu hop ciia md hinh 12 36.2%. Hé s6 Durbin-Watson 1a 2.219 cho nén céc phan sai sé khong
¢6 tuong quan chudi bat nhit vai nhau.

Bang 5. Hé s6 xac dinh mirc d6 phi hop caa md hinh
Mb hinh R R? RZ hiéu chinh Sai s6 chuan Durbin-Watson
1 .6152 378 .362 .526 2.219

Nguén: Tinh toan ciia nhom tac gia

Két qua phan tich hdi quy & Bang 6 cho thay hé sb VIF cua tat ca cac nhan té doc lap déu
<2 nén mo hinh khéng mic 15i da cong tuyén. Trir bién Ruai ro nhan thirc vé mua sam truc tuyén
(ROS) c6 gié tri Sig. 12 0.349>0.05 phai loai bo ra khoi mé hinh, con lai tit ca cac bién déu dugc

giit lai. Phuong trinh hdi quy tuyén tinh chuan héa cé dang:
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RI =0.151*PU + 0.306*PEOU + 0.156*RCV + 0.205*EA
Do hé sb cua cac bién doc lap trong moé hinh déu mang gia tri duong, nén cac gia thuyét
nghién ciru H1, H2, H4, H5 dugc chap nhan. Trong khi dé, gia thuyét H4 bi loai b do Rui ro nhan
thirc vé mua sam truc tuyén khong co y nghia giai thich cho bién phu thugc.

Bang 6. Két qua phan tich hdi quy

L Heé so hoi .
H¢ so hoi quy . Kiém tra da
. quy chuan ]
chwa chuan hoa ; cong tuyen
hoa _
M6 hinh T Sig.
.z Po
Sal so ,
, Beta chap VIF
chuan
nhan
Hang sb 707 314 2250  .026
PU 162 075 151 2.146 .033 .640 1.562
PEOU 333 .082 .306 4.077 .000 564 1.774
ROS -.059 .063 -.062 -.939 349 730 1.371
RCV 140 .062 156 2.264 .025 671 1.491
EA 208 071 205 2.918 .004 .640 1.562

Nguén: Tinh toan ciia nhém tac gia
5. Panh gia két qua nghién ciru va khuyén nghi giai phap
5.1. Pdnh gid két qud nghién crru

Két qua nghién ciru cho thay: c6 4 yéu tb tac dong cuing chiéu téi y dinh mua lai truc tuyén
ctia gen Z trén dia ban thanh phd Ha Nai trong bdi canh dai dich COVID-19 bao gom: Nhan thuc
tinh hitu ich, Nhan thuc tinh dé st dung, Rui ro vé dich bénh COVID-19 va Nhan thic vé moi
truong. Trong khi d6 Rui ro nhan thic vé mua sim truc tuyén khong c6 ¥ nghia giai thich cho y

dinh mua lai.
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Nhin thirc tinh
hitu ich
p1-0.151
Sig.1=0.033

Nhén thic tinh dé
sir dung B2=0.306

Sig.2=0.000

Ridi ro nhan thic
veé mua sam trwc
tuyén

B3=-0.062
Sig.3=0.349

Y dinh mua lai
truc tuyén

p4=0.156
Sig.4-0.025

Rui ro vé dich
bénh COVID-19

p5=0.205
Sig.5=0.004

Nhin thire vé moi
truong

Hinh 2. Két qua nghién ctu
Nguén: Téng hop caa nhém tac gia

Gia thuyét H1 dugc chap nhan, nhan thac tinh hitu ich c6 tac dong cuing chiéu téi y dinh
mua lai truc tuyén. Két qua nay phi hop véi nghién ciu ciia Pham (2019), Davis (1989), Chiu &
cong su (2009). Sy hitu ich caa viéc mua hang truc tuyén cd thé thé hién ¢ viéc nd gitp cho khéch
hang tiét kiém thoi gian, tién bac, chi phi di lai va dugc huong cac vu dai, giam gia dac biét. Trong
bdi canh dich bénh COVID-19, tinh hitu ich cia mua siam truc tuyén con thé hién & viéc gitp giam
nguy co lay nhiém COVID-19. Khi khach hang cam thay viéc mua sam tryc tuyén Ia hitu ich, ho
s& ¢6 xu hudng tiép tuc thuc hién hanh vi nay.

Gia thuyét H2 dugc chap nhan, anh huéng cung chiéu cia nhan thic tinh dé sir dung téi y
dinh mua lai tryc tuyén theo két qua caa nghién ciru nay ciing trung khép véi mé hinh chap nhan
cdng nghé cua Davis (1989), Chiu & cong su (2009). Néu qua trinh mua truc tuyén than thién,
linh hoat, d& hiéu, d& dang thuc hién sé& gitp khach hang khéng phai thich nghi, 1am quen hay nd
lyc quéa nhiéu, tir d6 ho tiét kiém duoc thoi gian va cong sac ca nhan cia minh va ¢ y dinh mua
lai cao hon.

Gia thuyét H3 bi béac bo, rai ro nhan thirc vé mua sam truc tuyén khdng c6 anh hudng truc
tiép toi y dinh mua lai truc tuyén cua gen Z trén dia ban Ha Noi trong bbi canh COVID-19. Trong
khi d6, nghién ctru ciia Nguy@n (2019) lai cho két qua rui ro cam nhan c6 anh huéng nguoc chiéu

t61 y dinh mua lai. Didu nay cd thé giai thich bai gen Z 1a thé hé sinh ra va I6n 1&n cling céng nghé,
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ho di quen thudc véi mua sam truc tuyén ciing nhu biét dén céc rui ro lién quan tir lau nhung van
c6 thai do tin tuong véi hanh vi ndy, bét ké rai ro co thé xay ra.

Gia thuyét H4 duoc chap nhan, rai ro vé dich bénh COVID-19 ¢6 anh huéng cuing chiéu toi
¥ dinh mua lai tryc tuyén. Trén thuc té, su gia ting cua cac trudng hop mac COVID-19 va cac hé
qua cta nd (chang han nhu cach ly, gidn cach xa hoi) khong chi tac dong dén thai do cia moi
ngudi d6i véi siec khoe ma con anh huong dén hanh vi mua hang caa ho. Khach hang c6 xu huéng
chuyén huéng sang mua sim qua cac kénh truc tuyén va sé tiép tuc sir dung phuong thirc mua sim
nay trong tuong lai dé giam thiéu nguy co lay nhidm dich bénh.

Gia thuyét H5 duoc chap nhan, nhan thirc vé méi trudng ¢ anh huong cing chiéu téi y dinh
mua lai tryc tuyén. Viéc mua sam truc tuyén ciing c6 thé 1a mot hanh dong tao nén su bén viing
va ung ho bao vé mai truong néu nhu cac diém tap két hang hoa, cac phuong thirc giao hang ching
cudi dugc van hanh tét. Do d6 gen Z - nhitng ca nhan quan tam dén moi trudng s& ¢ ¥ dinh mua
lai truc tuyén cao hon nhd vao nhan thic tich cuc vé cac thudc tinh than thién voi méi trudng caa
mua sim truc tuyén.

5.2. Khuyén nghi gidi phap

Viéc nang cao ¥ dinh mua lai truc tuyén cua ngudi tiéu dung mang lai nhiéu y nghia thuc
tién cho cac doanh nghiép. Tuy nhién, thuc té cho thay ty 1¢ giit chan khach hang mua sam tryc
tuyén tai Viét Nam nhin chung con chua cao, cac nha ban 1é truc tuyén va céc san thuong mai dién
tir van gap nhiéu kho khin trong viéc khuyén khich khach hang tai mua sam (Bao Ngudi Lao dong,
2022). Vi vay, théng qua nghién ciru danh gia cac yéu té anh huong ti y dinh mua lai truc tuyén
cta gen Z trén dia ban Ha Noi trong bdi canh dai dich COVID-19, nhém tac gia xin dé xuét cac
giai phap nhu sau:

5.2.1. Véi cac doanh nghiép ban 1¢é truc tuyén

Thit nhat, bai nhan thirc tinh dé sir dung la yéu té anh huang manh nhat téi y dinh mua lai
truc tuyén caa gen Z trén dia ban Ha Noi trong thoi ky COVID-19 nén cac doanh nghiép nén day
manh viéc don gian hoa cac budc can thyc hién trong quy trinh mua hang truc tuyén, ching han
nhu cai tién quy trinh dit hang va theo ddi don hang, cung cap da dang céc hinh thirc thanh toan
don gian, nhanh chéng, tir 6 tang y dinh mua lai truc tuyén cua khach hang gen Z.

Thit hai, véi d6i twong gen Z, nhan thirc vé méi trudng 1a mot trong nhitng yéu tb tac dong
t61 y dinh mua lai caa ho. Vi vay cac doanh nghiép bén 1¢ truc tuyén can cha trong xay dung hinh
anh thuong hiéu hudng dén bao vé méi truong théng qua cac hoat dong nhu quang bé va chao ban
nhitng san pham c6 it tac dong xau téi moi trudng; sir dung bao bi dong gbi tir nguy@n lidu than

thién, co thé tai ché, han ché bao bi ni 16ng; tham gia cac hoat dong thé hién trach nhiém xa hoi.
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Thet ba, dai dich COVID-19 da anh huong téi hanh vi mua sam truc tuyén cua khach hang
n6i chung va y dinh mua lai cia ho néi riéng. Nguoi ding chuyén sang mua truc tuyén va co xu
huéng tiép tuc duy tri phuong thirc ndy do cac mdi lo ngai lién quan dén suc khoe, nguy co lay
nhiém dich bénh. Vi vay, cac doanh nghiép ciing cin chd y cc bién phap phong dich, nhit 1a trong
qua trinh giao hang; diy manh thanh toan khdng duing tién mat dé tranh tiép xuc.

Thet fu, ddy manh quang céo, truyén théng vé nhitng loi ich (nang cao nhan thic tinh hiru
ich) ma nguoi tiéu ding s& nhan dugc khi mua sim truc tuyén, tir ¢6 thu hat ho mua va tham chi
mua lai v&i tan suit cao hon, tir 4 mang lai nhiéu loi nhuan hon cho doanh nghiép.

5.2.2. Vi cdc co quan quan Iy nha nuoc

The nhat, trong bdi canh dich bénh COVID-19 tai Viét Nam con dién bién hét suc phuc tap,
Chinh phu can &p dung két hop cac phuong thirc tuyén truyén vé mic do nguy hiém caa dich bénh
dé khuyén khich nguoi dan tham gia mua sam truc tuyén nhiéu hon. Ngoai ra Chinh phu c6 thé
khuyén khich phat trién phwong thic thanh toan khong dung tién mit, vira phl hop vai xu thé
chung, vira giam nguy co 1ay nhiém cua dich bénh.

Thi hai, viéc mua sim truc tuyén c6 nhiing tac dong tich cuc téi méi truong, tir d6 tao didu
Kién hudng t6i su phét trién bén viing. Vi vay, Chinh phu va cac co quan quan ly c6 thé nang cao
y thirc bao vé méi trudng caa ngudi dan, dong thai phd bién nhitng kién thire lién quan toi cac tac
dong d6i vai moi truong ma hanh vi mua sam caa ho tao nén, dé tir d6 nguoi dan st dung lai
phuong thirc mua sam tryc tuyén, tir d6 dat duoc nhitng muyc tiéu vé moi trudng.
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