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Tém tit

Hién tugng bat hoa nhan thirc trudéc mua hang ¢ ngudi tidu ding trén cac san thuong mai dién tir 1a
kha pho bién trong bdi canh cac san thuong mai dién tir cung cap mot lugng 16n thong tin nham gia
tang trai nghiém cho ngudi tidu dung. Bén canh nhiing lgi ich c¢6 dugc tir viée tiép can da dang cac
thong tin vé san pham, dich vy, ngudi tiéu dung hién nay phai ddi mit véi cac van dé vé qua tai thong
tin, cAc rii ro vé bao mat thong tin ca nhan, anh huong dén quyét dinh mua hang ciia ho trén cac san
thwong mai dién tir. Vi vy, nghién cru ndy nham muyc dich tim ra cac nhén t6 tac dong dén bat hoa
nhan thirc mua hang trén cac san thuong mai dién tir tai Viét Nam. Nghién ctru nay st dung phuong
phap dinh luong va thu thap dir liéu thong qua khao sat truc tuyén trén mot mau gom 314 nguoi tiéu
dung trén cac san thuong mai dién tir tai Viét Nam. Nghién ciru sir dung mé hinh hoi quy va phan
mém SmartPLS 4.0 dé kiém dinh thang do va kiém dinh cac gia thuyét nghién ctru. Két qua nghién
cuu cho théy 04 nhan t6 12 Nhan thire su tién loi, Nhéan thic sy tuong déng, Nhan thtre rti ro thong
tin c4 nhan, Qu4 tai thong tin déu co tac dong dén bat hoa nhan thirc trude mua hang trén céc san
thuwong mai dién tir. Tir két qua nghién ctru, nhém tac gia da dua ra kién nghi phu hop cho céc bén c6
lién qua nham giam hién tugng bt hoa nhan thirc truéc mua hang & nguoi tidu dung.

Tir khéa: bat hoa nhan thirc truée mua hang, thuong mai dién tir, nguoi tiéu dung.
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FACTORS AFFECTING PRE-PURCHASE COGNITIVE DISSONANCE ON
E-COMMERCE PLATFORMS IN VIETNAM

Abstract

The phenomenon of pre-purchase cognitive dissonance among consumers on e-commerce platforms
IS quite common in the context that e-commerce platforms provide a large amount of information to
increase consumer experience. In addition to the benefits gained from accessing diverse information
about products and services, consumers today face problems of information overload and risks of
personal information security, influencing their purchasing decisions on e-commerce platforms.
Therefore, this study aims to find out the factors that affect purchasing cognitive dissonance on e-
commerce platforms in Vietnam. This study uses quantitative methods and collects data through
online surveys on a sample of 314 consumers on e-commerce platforms in Vietnam. The study uses
regression models and SmartPLS 4.0 software to test the scale and test research hypotheses. Research
results show that four factors: Perceived convenience, Perceived similarity, Perceived risk of personal
information, and Information overload all have an impact on pre-purchase cognitive dissonance on
the e-commerce platforms. From the research results, the authors have made appropriate
recommendations for relevant parties to reduce the phenomenon of pre-purchase cognitive dissonance
among consumers

Keywords: pre-purchase cognitive dissonance, e-commerce, consumer.

1. Giéi thiéu chung

Dua trén s6 liéu thu thap duoc tir mot s6 t6 chirc uy tin trén thé gidiva két qua diéu tra tir khoang
11.000 ca nhan ngudi tiéu ding va gan 10.000 doanh nghiép, bao cao Thuong mai dién tir Viét Nam
nam 2023 vira dugc Cuc Thuong mai dién tir va Kinh té sb cong b6 cho théy, thuong mai dién tur Viét
Nam trong nhiitng ndm qua ghi nhén su tdng truéng manh m&. Doanh thu thuong mai dién tr ban 1¢
nam 2022 dat 16,4 ty USD, chiém 7,5% tong doanh thu ban 1é hang hoa va dich vu tiéu dung ctia ca
nude. Nhidu rao can trong méi truong mua sam dan dugc xoéa bo, gitip gia ting trai nghiém ciia khach
hang, gitip ngudi tiéu dung lwa chon san pham phu hop. Tuy nhién, dimg trudce luong thong tin khong
16 khién nguoi tiéu dung cam thay choang ngop, ¢ nhitng cam xtc tiéu cuc nhu khong hai 10ng, bi
bt hoa vé mit nhan thirc trudce khi di ¢én quyét dinh mua sim. Viéc bat hoa nhan thirc trudec mua
hang bt ngudn tir viéc ngudi tiéu ding phai xtr Iy mot lugng 16n thong tin ma nén tang thwong mai
dién tir cung cip, khién ho khong thé di dén nhiing quyét dinh mua sim nhanh chong.

Céc nghién ciru vé hién tugng bat hoa nhan thirc kha pho bién & cac nghién ctru ngoai nude. Tuy
nhién, cac nghién ciru chi yéu tap trung dén hién twong bat hoa nhan thirc trong viée sir dung céc nén
tang mang xa hoi (Chen va cong sy, 2023; Wang va cong sy, 2023). Cac nghién ciru vé bat hoa nhan
thirc lién quan dén viéc mua hang con han ché chii yéu duoc tim thdy & mot sd nghién ctru nhu nghién
ctru cua Barta va cong su (2023). O Viét Nam, céc nghién ctru vé hién tuong bat nhan thirc van con
kha khiém t6n, khong c¢6 nhiéu nghién ciru tim hiéu vé hién tuong nay. Céac nghién ciru cha yéu tim
hiéu céc nhan t6 tac dong dén “y dinh mua sam”, “y dinh mua hang ngau himg”, hay “y dinh tai mua
sam”. Céc nghién ctru vé hién tuong bét hoa nhan thirc mua hang trén céc san thuong mai dién tur véi
s6 lwong khong nhiéu.
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Xuét phat tir thuce tién d3 néu trén, nghién ctru ndy sé tim ra nhirng nhan té tic dong dén bat hoa
nhan thic trudc mua hang, tir d6 dwa ra nhitng kién nghi pht hop nhdm han ché hién tuong nay.

2. Co so Iy thuyét
2.1. Thuyét bit hoa nhin thirc

Ly thuyét bat hoa nhan thirc (Cognitive Dissonance Theory) giai thich mdi quan hé giita dong
co, cam nhan va nhan thirc ciia mot ca nhan (Festinger, 1962). N6 lam 13 cac diéu kién thuc day cac
ca nhan thay ddi quan diém, thai do, niém tin hodc hanh vi cta ho. Ly thuyét vé bit hoa nhan thuc
cho phép xac dinh céc yéu to quyét dinh thai d6 va niém tin, sy ndi tAm hoa cac gia tri, hau qua cua
cac quyét dinh, anh hudng cia sy bat dong giita cac ca nhan va cac qua trinh tdm 1y quan trong khac.
Theo Festinger, c6 bon cach dé giam bt sy bat hoa: (i) sé lwong nhan thire xung dot giam di, (ii) tim
quan trong ctia nhan thirc bat hoa giam xudng, (iii) s6 luong nhan thirc nhat quan tang 1én va (iv) tim
quan trong nhan thirc vé sy lién tuc dugce nang cao. Noi cach khac, mot c4 nhan c6 thé giam bot su
kho chiu vé mit tinh than bang cach thay d6i nhitg nhan thirc khong nhét quan, giam tam quan trong
clia cac yéu t6 xung dot, tiép thu cac yéu té hai hoa méi hodc ting tim quan trong ciia cac yéu td nhat
quan hién c6 (Festinger, 1962).

2.2. Thuyét hanh vi nguoi tiéu ding ciia EBM

Nim 1968, Engel, Kollat va Blackwell da gidi thiéu mo hinh EKB chtra dung cac yéu t6 tac dong
1én qua trinh ra quyét dinh cua ngudi tiéu dung. Theo d6 qué trinh ra quyét dinh mua hang cta ngudi
tiéu dung trai qua 05 giai doan gom: (1) nhan biét nhu cau, (2) tim kiém thong tin, (3) xem xét cac
Iwra chon, (4) quyét dinh mua hang va (5) danh gia sau mua hang (Engel, Kollat va Blackwell, 1968).
Mo Hinh EKB sau d6 dugc phat trién tré thanh mé hinh EBM dit theo chit cai diu tién cta ba tac gia
Engel, Blackwell va Miniart vao nam 1995. M6 hinh EBM mé ta qua trinh ra quyét dinh ctia ngudi
tiéu dung bi anh hudng va hinh thanh boi nhiéu yéu t. Cac yéu té nay co thé phan ra thanh: qué trinh
tam 1y, sy khac bi€t cd nhan va anh hudng cia moéi truong. Qua trinh tam 1y cia EBM cling tuong tu
nhu qua trinh ra quyét dinh ctia mé hinh EKB nhung bo sung thém hai giai doan sau mua hang, bao
gdém: (1) nhan biét nhu cau,(2) tim kiém thong tin, (3) danh gia lya chon trudce khi mua, (4) quyét
dinh mua hang, (5) ti€éu dung, (6) danh gia sau ti€u dung va (7) su théa man.

3. Gia thuyét nghién ctru va mé hinh nghién ctru
Nhén thire sy tién lgi

Nhan thue sy tién lgi chinh 1a sy nhan thire, cdm nhan cua nguoi tiéu dung vé su thuén tién trong
hoat dong mua sam (Brown, 1990; Knijnenburg va cong su, 2012). Theo Shin va Park (2019), nhan
thirc sy tién loi 1am giam hién twong bat hoa nhan thirc khi mua sim & nguoi tiéu dung, giam tinh
trang khong hai long ¢ nguoi tiéu dung. Theo Knijnenburg va cong su (2012), su tién loi giup nguoi
tiéu dung nhanh chéng dwa ra quyét dinh mua hang, giam tinh trang bat hoa nhan thic. Vi vay, nhdm
tac gia dé xudt gia thuyét:

H1: Nhan thtrc sy tién 191 ¢6 tdc dong nguoc chiéu dén bat hoa nhan thirc trudc mua hang

Nhin thire sy twong dong
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Nhan thtc su twong dong 13 hién twong khi ngudi tiéu ding nhan thiy rang ho c6 quéa nhiéu su
lwa chon, qua nhiéu thong tin gidng nhau (Barta va cong sy, 2023), anh hudng dén kha nang xir 1y
thong tin lién quan dén qua trinh ra quyét dinh (Heller va cong su, 2019). Sy nham 1an do lya chon
qué nhiéu 1a tinh trang suy giam nhan thirc trong d6 con ngudi gip kho khin trong viéc quyét dinh
khi dtmg trude nhiéu lya chon (Pappas, 2017). Theo Koller va Salzberger (2007), khi ngudi tiéu dung
dang ddi mat v6i nhiéu lua chon tuong tu, ho co thé gap phai su khong chic chin va nghi ngo, dan
dén tinh trang bat hoa nhan thic. Vi vy, nhom tac gia dé xuat gia thuyét:

H2: Nhan thtrc su tuong dong co tic dong cung chiéu dén bit hoa nhan thirc trudc mua hang
Nhan thire rii ro thong tin ca nhan

Nhan thirc rai ro thong tin ¢4 nhan 13 nhiing lo ngai vé vin dé bao mat thong tin ca nhan cua
ngudi tidu dung (Milne va cong su, 2017; Wang va cong su, 2023). Nhidu dbi twong nhu thé hé Z
luén mudn bao mat thong tin ¢4 nhan cta ho, khong mudn bi theo ddi, khong mudn thong tin ¢4 nhan
cua ho bi thu thap ma ho khong duoc thong bao (Joinson va Paine, 2007). Theo Wang va cong su
(2023), nhing lo ngai vé thong tin cic nhan c6 mdi quan hé cing chiéu dén bat hoa nhan thic. Vi
vy, nhom tac gia dé xut gia thuyét:

H3: Nhan thirc rui ro thong tin ca nhan c6 tac dong ciing chidu dén bat hoa nhéan thirc truée mua
hang

Qua tai thong tin

Qua tai thong tin 13 hién tuong thong tin can dugc xir Iy vuot qua kha ning hién co (Chen va
cong su, 2023). Nguoi tiéu dung c6 thé dé bi nhidu thong tin qua muc do hién tuong qua tai thong
tin, ¢6 thé din dén nhitng hanh dong ma sau nay phai hdi han, chang han nhu mua sam boc dong
(Xiang va cong su, 2022). Theo Fu va cdng su (2020), mot khi nguodi dung lién tuc tiép xuc véi noi
dung khong dugc quan tim va khong quen thudc, xung dot nhan thirc s& xay ra va didu nay s& giy ra
tam 1y mét moi va kho chiu, tir d6 dén dén bat hoa vé nhan thirc. Vi vdy, nhom téc gia dé xuat gia
thuyét:

H4: Qua tai thong tin ca nhan co tac dong ciing chiéu dén bat hoa nhan thirc trudc mua hang

Nhém tac gia dé xuat mo hinh nghién ctru dugc trinh bay tai Hinh 1.

Nhan thire su tién loi
(CON)

Nhan thire si tirong
déng (SIM) Bat hoa nhan
thire truede mua

Nhan thize rai ro hang (DIS)

théng tin ca nhan

(RIS)

Qua tai thong tin
(INF)

Hinh 1. M5 hinh nghién ctru dé xuat

Nguon: Nhom tac gia dé xuat (2024)
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4. Phuwong phap nghién ctru

Viéc diéu tra mau nghién ctru tong thé 1a khong kha thi va rat kho co thé xac dinh chinh xac tong
thé 13 bao nhiéu, do d6 nhom tac gia tién hanh diéu tra chon mau ngéu nhién. Hién tai ¢ rat nhiéu
quan diém khong thuc sy thong nhit vé kich ¢& mau phi hop dé dai dién cho tong thé. Néu ¢& mau
Ira chon dua theo cac quy tic va yéu cau cta phan tich kham pha nhan té EFA (Exploratory Factor
Analysis) thi kich ¢ tdi thiéu gap 5 1an bién quan sat (n = 5*m) (Hair va cong su, 2010). Trong pham
vi nghién ctru, nhom tac gia ap dung c& mau trén 314 1a pht hop véi mé hinh va kha nang tiép can
diéu tra, dong thoi dat murc tét theo quy tic Comrey va Lee (1992). Vi s6 luong bién quan sat 1a 29
va sb bién tiém 4n 14 7, nguyén tic ciing dap ing quy tic nhan 5 (5%29= 145).

Qua trinh diéu tra dugc chia lam hai giai doan, trong do6 giai doan thir nhét 1a diéu tra so bo. Sau
qua trinh danh gia két qua so bd, nhom tac gia tién hanh hiéu chinh cac thang do, loai bo cac bién
quan sat khong pht hop va tién hanh thyc hién giai doan tha hai 1a diéu tra chinh thtrc v6i muc tiéu
thu vé trén 200 phiéu hop 1€. Phuong phap thu thap dir li¢u cho giai doan diéu tra chinh thirc duoc
thuc hién thong qua diéu tra online thong qua Biéu mau. Nhom tac gia giri email, chia sé link khao
sat trén mang x4 hoi Facebook va cac dién dan tim kiém viéc lam tir xa v&i cac ing vién tiém ning
trén cac cong dong, hoi nhom, cac nén tang mang xa hoi. Két qua sau khoang 2 thang khao sat (tir
03/11/2023 dén 28/12/2023) va sau khi sang loc, nhém nghién ctru thu duge 314 mau hop 1. Nghién
ctru dugc thuc hién bang phuong phap thuan tién va sir dung thang do Likert 5 bac dé do luong. Nham
muc dich khdm phé cic mdi quan hé méi va déanh gia kha ning du doan ngoai mau, cic tac gia da
chon phuong phap PLS-SEM (M6 hinh phuong trinh cau tric binh phurong nhé nhat mot phan) duoc
phat trién bai Hair va cong sy (2010). Lua chon nay khong chi phit hop véi myc tiéu nghién ciru ctia
nhom ma con tan dung kha nang vuot trdi cia PLS-SEM cho cdc md hinh vuot qua 60 bién bac cao
so voi CB-SEM (Hair va cong su, 2017). Do d9, viéc st dung phuong phap PLS-SEM trong bai
nghién ciru s& dam bao két qua nghién ctru ¢6 do tin cay cao nhat

5. Két qua nghién ciru
5.1. Thong ké mé td
Bang 1: Thong ké mo ta

Nhém Thanh phin S6 lwong Ty 18 (%)
Duéi 18 tudi 0 0%
. Tu 18 - 22 tubi 230 73.2%
Do tuoi .
Tu 22 - 30 tubi 66 21,1%
Trén 30 tudi 18 57%
Nam 174 55,4%
Gioi tinh
Nit 140 44.6%
Hoc vin THPT 34 10,8%
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Nhom Thanh phin S6 lwong Ty 18 (%)

CDb/PH 230 73,2%
Trén BDH 50 16%
Duéi 10 triéu dong 244 77,7%

Thu nhép hang tha .
un ?5N:)I;g ME Ty 10-20 tricu fiéng 34 10,8%
Trén 20 tri¢u dong 36 11,5%

Ngudn: Nhom tac gia tong hop (2024)

Tir két qua bang khao sat c6 thé thdy, c6 dén 230 phan hodi cho biét rang dbi tuong duogc khao sat
thudc nhom tir 18 dén 22 tudi chiém 73,2% tong sé miu, nhom ¢ do tudi tir 22 dén 30 tudi chiém
21,1%, con nhom ddi tugng trén 30 tudi chiém 5,7%. V& gidi tinh, ty 1¢ khach hang nam giGi va nit
gidi khong chénh 1éch qua 16n véi gia tri 1an luot 14 55,4% va 44,6%. Viéc phan loai ddi tugng khao
sat theo trinh d6 hoc vén cho théy nhom c6 trinh d§ Cao d:fmg/Dai hoc chiém da sb véi 73,2% véi
244 cau tra 161. Nhom nguoi co trinh d trén Dai hoc ciing c6 ty 1€ hon 16% luong nguoi tham gia
dién phiéu khao sat. Thu nhap hang thang dugc phan chia theo ba muc 10 triéu dong/thang, tir 10 —
20 triéu dong/thang va trén 20 triéu dong/thang. Két qua tinh toan cho thiy ty 1& khach hang c6 thu
nhap hang thang dudi 10 triéu voi xap xi 77,7% voi 244 cau tra 10i, gp gan 4 1an nhém thu nhap
khac. Hai nhom khach hang c6 thu nhap tir 10 — 20 triéu dong/thang va trén 20 triéu dong/thang co
ty 1& 1an lugt chiém 10,8% va 11,5% (Bang 1).

5.2. Két qua ddnh gid dp tin cdy va gid tri ciia thang do

Pé dam bao do tin cdy va gid tri ciia cdc nhom bién, ca do tin cay téng hop (CR) va phuong sai
trich (AVE) phai vuot qua cic ngudng cu thé. Hé s6 CR phai vuot qua 0.7 dé dam bao tinh nhét quan,
trong khi AVE phai vuot qua 0.5 dé thiét 1ap gia tri hoi tu (Hair va cong su, 2019). H¢ s6 Cronbach’s
Alpha dugc dung dé danh gia mirc d6 phi hop ciia cac bién quan sét cu thé véi mot bién nghién ctu.
Két qua cho thay hé s Cronbach’s Alpha ciia cac bién déu 16n hon 0.6 v6i hé sé nho nhit 13 0.811
phu hop véi yéu cau cua Pallant va Julie (2011). Bang 2 cho thay cac gia tri CR déu trén 0.7, phi hop
v6i yéu cau caa Hair va cong su (2019). D6 hoi tu ciia md hinh cling dat yéu cau, biéu thi su hoi tu
clia tit ca cac chi sb c6 mdi tuong quan chat ché. Hé s6 phuong sai trich AVE déu cao hon 0.5 (Hair
va cong sy, 2019).

Bang 2: Két qua danh gia do tin cdy va gia tri ctia thang do

x P tin cdy tong hop Phuo i trich
Nhan to Cronbach’s Alpha wong sai tric

(CR) (AVE)

CON 0.961 0.967 0.865
DIS 0.893 0.893 0.757
INF 0.884 0.899 0.741
RIS 0.811 0.815 0.637
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SIM 0.845 0.882 0.676
Nguon: Tong hop tir phdn mém SmartPLS 4.0 (2024)

5.3. Két qud phén tich gid tri phin bi¢t (HTMT)

Phan tich gia tri phan biét 1a mdt budc quan trong trong viéc xac thuc mo hinh, danh gia muc do
ma cac yéu td trong mo hinh duy tri tinh khéac biét va khéng cé su twong quan véi nhau. Hé sb tai
chéo va hé s6 Fornell-Larcker ¢ thé gitp danh gia tinh gia tri phan biét. Nghién ctru ndy sir dung hé
s6 Heterotrait-Monotrait (HTMT), dugc gidi thiéu boi Henseler va cong su (2015). Gia tri HTMT
qué cao cho thiy cac bién tiém 4n duoc giai thich t6t hon bang cac chi bao thude vé cac bién tiém an
khac chir khong phai ciia chinh chung. HTMT qua cao cho thdy ring chi bao ciia mot bién tiém an
dang giai thich qua mtrc mot bién tiém an khac. Dé duy tri gi4 tri phan biét, gia tri HTMT phai duy
tri dudi 0.85 (Henseler va cong sy, 2015). Bang 3 thé hién cac gia tri HTMT tuén thi tiéu chi ciia mo
hinh céu truc.

Bang 3: Két qua phan tich gia tri phan biét
CON DIS INF RIS SIM

CON

DIS 0.313

INF 0.154 0.583

RIS 0.431 0451 0.345

SIM 0.201 0.261 0.177 0.249

Nguon: Tong hop tir phan mém SmartPLS 4.0 (2024)
5.4. Két qud kiém dinh da cong tuyén giia cdc bién tiém dn

Pa cong tuyén phat sinh khi cac bién tiém an c6 mdi twong quan cao, din dén sai 1éch tiém an
trong R? va hé s6 hoi quy. Pé danh gia diéu nay, hé s6 lam phat phuong sai (VIF) duoc str dung. Theo
Hair va cong su (2016), néu hé s6 lam phat phuong sai VIF > 2 thi ¢6 ddu hiéu da cong tuyén, néu
VIE > 10 thi chic chin c6 da cong tuyén, va néu VIF < 2 thi mé hinh khong bi da cong tuyén. Két
qua tir Bang 4 cho thiy mé hinh khong gip hién tuong da cong tuyén do hé s6 lam phat phuong sai
clia tt ca cac bién tiém an déu nho hon 2, 1én nhét chi 1a 1.269.

Bang 4: Két qua kiém dinh da cong tuyén gitra cic bién tiém an

CON DIS INF RIS SIM

CON 1.185
DIS

INF 1.114
RIS 1.269
SIM 1.073

Nguon: Tong hop tir phan mém SmartPLS 4.0 (2024)
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5.5. Keét qua kiém dinh moi quan hé giita cdac bién tiem an

Thuét toan Bootstrap duoc st dung dé xac dinh mirc y nghia thong ké trong mdi quan hé giira
cac bién tiém 4n. Theo d6, néu hé s t-value cta thudt toan Bootstrap cho két qua 16n hon 1.96 thi s€
twong Gng voi gia tri a = 0.05 va do d6 mdi quan hé giita hai bién tiém an dugc coi 1 c6 ¥ nghia
thong ké & mic 5%. Bang 5 dudi ddy trinh bay két qua cua thuét toan Bootstrap. Phuong phap
Bootstrap cho thiy tat ca cac gia tri t déu cao hon 1.96, khiang dinh gan nhu tit ca cac bién trong mé
hinh déu c6 ¥ nghia théng ké. Kiém dinh nay cho thiy trong sb cac gia thuyét duoc dua ra, tat ca cac
gia thuyét déu duoc chap nhan.

Bang 5: Thuat toan Bootstrap

S;gé?:l i;::lsle 22?/?;?;: T statistics P-Values
CON ->DIS -0.165 -0.165 0.064 2.582 0.010
INF -> DIS 0.434 0.435 0.060 7.289 0.000
RIS -> DIS 0.180 0.181 0.052 3.442 0.001
SIM -> DIS 0.098 0.102 0.043 2.268 0.023

Ngudn: Tong hop tir phan mém SmartPLS 4.0 (2024)

Két qua nghién ciru cho thay ca 04 nhan t6 déu co tac dong dén bat hoa nhan thirc trudc mua
hang trén cac san thuong mai dién tir. Trong d6, bién Nhan thtic sy tién loi c6 mdi quan hé nghich
chiéu voi Bat hoa nhan thirc truéc mua hang véi hé sé hoi quy (B2) 1a - 0.165 (t = 2.582, p < 0.05).
Trong ba bién doc 1ap con lai, bién Qua tai thong tin c6 tdc dong 16n nhét dén bién Bat hoa nhan thuc
trudc mua hang v6i hé sé hdi quy (B2) 13 0.434 (t = 7.289, p = 0.000). Hai bién 1a Nhan thic rui ro
thdng tin ca nhan va Nhan thire sy twong dong ciing ghi nhéan co su tac dong dén bién Bat hoa nhan
thirc trudc mua hang véi hé s6 s6 hoi quy (B2) lan lugt 1a 0.180 (t = 3.442, p = 0.001), 0.098 (t =
2.268, p = 0.023).

6. Két luan va kién nghi

Bang phuong phap dinh luong, str dung phwong phéap PLS-SEM, két qua nghién ctru cho thay
nhan thirc sy tién loi, qua tai thong tin, nhan thirc rui ro thong tin cd nhan, nhan thic sy tuong déng
déu co su tac dong dén bat hoa nhan thuc truéec mua hang. O mbi quan hé gitra Nhan thuce sy tién loi
va Bt hoa nhan thirc trude mua hang, h¢ s6 beta chuan hoa mang gia tri -0,165 cho théy mbi quan
hé nguoc chiéu gitra nhan thic tién lgi va bét hoa nhan thuc trudc mua hang. Phat hién nay cling c6
chung quan diém trong bai nghién ctia Wang va cong su (2023). Két qua cho thay rang khi nguoi tiéu
dung cam nhan duoc tu tién loi trong qué trinh mua sdm trén cAc san thuong mai di¢n tu thi s€ giup
ho dé& dang hon trong viéc xac dinh dugc san pham ma ho mudn, tir d6 1am giam nhitng cam xuc tiéu
cuc va han ché qua trinh hinh thanh bat hoa nhan thirc & nguoi tiéu dung. O méi quan hé giita Qua
tai thong tin va Bt hoa nhan thire trude mua hang, voi h¢ sb beta chuan hoa dat & muc cao 0,434,
cho thdy qua tai thong tin c6 tac dong 16n dén qua trinh hinh thanh bt hoa nhan thirc trudc mua hang
ctia ngudi tiéu dung. Két qua nay ciing cho thiy sy twong déng vé mit nghién ciru ctia Chen va cong
su (2023), Barta va cong sy (2023). Cu thé, khi nguoi dung céc san thuong mai dién tir cang bi choang
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ngop trude cac su lua chon ma nén tang ndy cung cap thi cang co nguy co cao dan dén bt hoa nhan
thirc truéc mua hang. Trong mdi quan hé giita Nhan thire rui ro théng tin ¢4 nhan va Bat hoa nhan
thirc trude mua hang, két qua nghién ciru cho thiy néu Nhan thic rui ro thong tin ca nhan (lién quan
dén bao mat thong tin ca nhan, lich sir giao dich) ting 1én thi s& cang lam ting Bat hoa nhan thirc
trudc mua hang & nguoi tiéu dung (hé s6 beta chuin héa 1a 0.180), diéu nay phi hop véi nghién ctru
ctia Wang va cong su (2023). Ngoai ra, két qua nghién ciru ciing ghi nhan tac dong ctia Nhan thuc sy
trong déng dén Bat hoa nhan thirc trude mua hang (hé s beta chuin hoa 0.098), diéu nay cho thay
rang khi ngudi tiéu dung mua hang trén cac san thuong mai dién tir néu tiép can dén nhiéu thong tin,
dir liéu giéng nhau, cac san pham, dich vu c6 su twong dong hay kho phan biét thi ciing gay ra tinh
trang bat hoa nhan thirc, gay kho khan trong qua trinh ra quyét dinh mua sim. Két qua nay phu hop
v6i két qua nghién ciru ciia Barta va cong su (2023) khi cho rang nhan thire sy tuong dong s& lam
tang hién tugng bét hoa nhan thic.

Dua trén két qua nghién ctru, nhom tac gia dwa ra kién nghi cho cac bén c6 lién quan nham lam
gidm hién tugng bat hoa nhan thirc trudc mua hang trén cac san thuong mai dién tur. Ddi v6i nhan
t& Nhan thirc sy tién loi, dé 1am gidm hién tuong bat hoa nhén thtc trude mua hang & nguoi tiéu
dung, cac nén tang thuong mai dién tir cAn cung cap thong tin 1 rang, day du vé san pham, dich vu
bao gdm cac thong tin vé tinh ning, cong dung, gia ca, ché 46 bao hanh. Ngoai ra, ciing can tao trai
nghiém mua hang dé dang, thuan tién thong qua thiét ké quy trinh mua hang don gian, dé hiéu hay
cling c6 thé cung cap cac dich vu hd trg khach hang, nhu tu van, giao hang, thanh toan. Pdi véi
nhan t6 Nhén thirc sy tuong dong, dé lam giam nhan thirc sy twong dong & ngudi tiéu dung dé lam
giam hién twong bat hoa nhan thirc trudc mua hang, doanh nghiép can gitip nguoi tiéu dung hiéu rd
hon vé céc lya chon cia ho. Do dé, cac doanh nghiép can cung cap cho ngudi tiéu dung thong tin
day du va chinh xéac vé cac san pham va dich vy ctia ho. Doanh nghiép can khuyén khich nguoi tiéu
dung so sénh cac san phém va dich vu khac nhau dé gitp ho dénh gia gié tri cia mdt san phém hoac
dich vu mét cach khéch quan hon. Déi v6i nhan t& Nhan thire rii ro thong tin c4 nhan, khi nguoi
tiéu dung lo léng vé viéc thong tin c4 nhan cua ho bi xdm pham, ho c6 thé s& tri hoan hoat dong
mua hang, dan dén hién twong bat hoa nhan thic truéc mua hang. Do d6, doanh nghiép can ting
cuong tinh minh bach, bao mat va tao dung niém tin & ngudi tiéu dung. Cac doanh nghiép can cung
cap cho ngudi tiéu dung thong tin rd rang vé cach ho thu thap, st dung va bao vé thong tin ca nhan.
Nguodi tiéu dung can biét rang thong tin ca nhan cua ho s& duoc sir dung cho muc dich gi, ai s& co
quyén truy cdp vao thong tin d6 va ho c6 thé 1am gi dé bao vé quyén riéng tu ciia minh. Cac doanh
nghiép can xay dung niém tin véi nguoi tiéu dung bang cach thé hién sy t6n trong ddi véi quyén
riéng tu ctia ho. P4i véi nhan t6 Qua tai thong tin, doanh nghiép can giam thiéu luong thong tin
khong can thiét, nén tap trung cung cap nhitng thong tin quan trong va hiru ich nhét cho ngudi tiéu
dung. Cac doanh nghiép c6 thé cung cap cac cong cu va tai nguyén giup nguoi tidu dung dé dang
loc thong tin nhu cdc cong cu so sanh san phém, dich vu, hoac cac bai danh gia tr nguoi tiéu dung
khac. Cac doanh nghiép c6 thé cung cip cac kénh hd tro khach hang than thién va hiéu qua, nhu
chatbot, live chat, hodc dich vu tu van truc tiép.

Nghién ciru ndy ciing con cdé mot sé han ché nhat dinh. Tht nhat, vi gidi han vé tiém lyc nén sd
lwong mau nghién ciru con kha khiém tén va mang tinh giai doan nén cac nghién ciru trong tuong lai
c6 thé khac phuc han ché nay bang cach ting quy mé khao sat ¢ nhidu dbi twgng khac nhau, & nhiéu
thoi diém. Thir hai, m6 hinh nghién ctru do nhom tac gia d& xuat chwa xem xét bo sung cac bién doc
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1ap c6 thé tac dong dén bat hoa nhan thire nhu cong nghé hay ca biét hoa. Cudi cing, nhém nghién
ctru hi¢n tai chua xem xét su tadc dong cua cac yéu t5 nhan khau hoc cua nguoi tiéu dung dén hién
turong bit hoa nhan thirc nén cac nghién ciru trong tuwong lai c6 thé kiém dinh méi quan hé cua cac
nhan t6 nhan khiu hoc v6i bit hoa nhén thirc trude mua hang.
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PHU LUC

H¢ s6 Outer loading

CON DIS INF RIS SIM

CON 0.923

CON 0.941

CON 0.929

CON 0.938

CON 0.919
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CON DIS

INF RIS SIM

DIS1
DI1S2
DIS3
DIS4
INF1
INF2
INF3
INF4
RIS1
R1S2
RIS3
RI1S4
SIM1
SIM2
SIM3
SIM4

0.890
0.893
0.870

0.826

0.879
0.846
0.889

0.827

0.789
0.774
0.856

0.770

0.807
0.802
0.852

0.826

Két qua kiém dinh dd tin cdy va gia tri cia thang do

Construct reliability and validity

Cronbach's Composite reliability Composite reliability Average variance

alpha (rho_a) (rho_c) extracted (AVE)
CON 0.961 0.967 0.970 0.865
DIS 0.893 0.893 0.926 0.757
INF 0.884 0.899 0.919 0.741
RIS 0.811 0.815 0.875 0.637
SIM 0.845 0.882 0.893 0.676
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Keét qua kiém dinh da cng tuyén giira cac bieén tiem an

CON DIS INF RIS SIM

CON 1.185
DIS

INF 1.114
RIS 1.269
SIM 1.073

K¢ét qua kiém dinh gia tri phan biét (HTMT)
Discriminant validity

Heterotrait-monotrait ratio (HTMT) - Matrix

CON DIS INF RIS SIM

CON

DIS 0.331

INF 0.154 0.583

RIS 0.431 0.451 0.345

SIM 0.201 0.261 0.177 0.249 0.201

Két qua kiém dinh Booststrap

Path coefficients

Original Sample mean Standard deviation T statistics P
sample (O) (M) (STDEV) (|O/STDEV)) values
CON ->DIS -0.165 -0.165 0.064 2.582 0.010
INF -> DIS 0.434 0.435 0.060 7.289 0.000
RIS -> DIS 0.180 0.181 0.052 3.442 0.001
SIM -> DIS 0.098 0.102 0.043 2.268 0.023
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