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TOM TAT:

Nghién citu nay ki€m dinh lai bi€n rdi ro cAm nhan véi vai trd 1a mot thang do da chiéu va mdi
quan hé giita rii ro cdm nhan véi ¥ dinh mua hang truc tuyén clia ngudi tiéu dung trong thuong
mai dién tir. K&t qua nghién citu dinh lugng cho thiy, rii ro cAm nhan bao gdm rii ro cAm nhan vé
san pham va rii ro cAm nhén trong qué trinh giao dich c6 vai trd quan trong va tic dong ngugc
chiéu dén y dinh mua sim tryc tuy€n clia ngudi tiéu dung tai thanh phd Long Xuyén néi riéng va
ngudi tiéu dung tai tinh An Giang n6i chung. K&t qua nghién citu c6 y nghia thiét thuc trong viéc
dé xudt mot s6 ham y quén tri d6i v6i cadc doanh nghiép dang kinh doanh trén dia ban bing hinh
thifc tryc tuy€n, can c6 nhitng thay ddi trong chinh sich, chi€n lugc ban hing lién quan dén viéc
gidm thiéu rdi ro cAm nhan, gia ting niém tin ciing nhv y dinh mua sim ctia khach hang trén nén
tdng s6, gép phan cling v6i chinh quyén cic cAp hoan thanh muc tiéu k& hoach phat trién hoat
dong thuong mai dién tif cda thanh phd Long Xuyén, tinh An Giang.

T khéa: i ro cdm nhin, mua sdm tryc tuyén, hanh vi ngudi tiéu dung, thanh phd Long

Xuyén, tinh An Giang.

1. Pat van dé

Theo Hiép hdi Thuong mai Bién t& Viét Nam -
ECOM (2023), dai dich Covid-19 x4y ra nim
2021 va 2022 di gép phan tao ra lan séng ting
truéng kinh doanh tryc tuyé&n tai Viét Nam. Tdc
dong ndy van con ti€p tuc sau khi dai dich co ban
dugc ki€m sodt va dudc du bdo tdc do ting trudng
trung binh giai doan 2020-2025 1a 29%/nam, t&i
ndm 2025 quy m6 thuong mai dién tir Viét Nam sé
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dat 52 ti USD. Nhu vy, kinh doanh tryc tuyén
thong qua thuong mai dién t trd thanh linh vyc
kinh t&€ c6 mtc ting trudng n dinh va tr§ thanh xu
thé trong thdi gian sip t6i.

Nghién ctu ctia Mai Hoang Thinh (2023) cho
thay, 81% ngudi Viét Nam dudc héi cho biét ho
xem viéc mua sim tryc tuyén la mot théi quen
khong thé thi€u mdi ngay. Theo d6, c6 nhiéu doanh
nghiép di chuyén dan tir hinh thifc ban hang truyén
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thong sang ban hang tryc tuyén dé phit hdp véi xu
thé tiéu diing lién quan dé&n sy thay d6i trong hanh
vimua sim ctia khdch hang.

Thanh phd Long Xuyén la thanh phd loai I, 1a
trung tAim vin héa, kinh t&, chinh tri ctia tinh An
Giang. Nim 2018, Long Xuyén c6é tong sd
286.638 ngudi ngudi dan, chi€ém 23% dan s6 toan
tinh. S& doanh nghiép hoat dong trén dia ban nim
2018 12 1.314 doanh nghiép, chi€m 34% tdng s
doanh nghiép toan tinh (Cuc Thong ké An Giang,
2019). Nhin thidy tim quan trong clia hoat dong
thuong mai dién ti trong viéc gép phan thiic diy
phét trién hoat dong kinh t& ctia dia phuong, ngay
22/4/2022, [ij ban nhan dan tinh An Giang da ban
hanh k€& hoach phit trién thuong mai dién t trén
dia ban tinh. K& hoach nay xdc dinh tip trung
trién khai hoat dong trong tim nhu ra soat, hoan
thién co ch€ chinh sdch nhim ddp dng nhu ciu
phét trién thuong mai dién tif trong bdi canh cach
mang cdng nghiép l1an thit 4, ning cao ning luc
quan ly va t6 chitc hoat dong thuong mai dién ti;
dau tranh chdng cdc hanh vi gian 1an thuong mai,
canh tranh khong lanh manh trong thuong mai
dién t, xay dung thi trudng va nang cao long tin
clia ngudi tieu dung (NTD) trong thuong mai dién
tl, ting cudng ning luc cdc hé thdng ha ting va
dich vu hd trg cho thuong mai dién tir. Sy quan
tdm cda chinh quyén cdc cAp di tao hanh lang
phdp ly va diéu kién hd trg, gitp cdc doanh
nghiép thuin Igi trong viéc phat trién kénh phan
phdi sdn phim dich vu trén cdc nén ting truc
tuyén. Chi s6 ning luc canh tranh cda tinh dudc
ECOM (2023) x&p hang thit 17 trong téng s& 58
tinh, thanh phd trén cd nuéc.

Mic dit ¢6 chi s6 canh tranh & mifc kha cao,
nhung ciling theo bdo cdo cia ECOM, chi s6 thuong
mai dién tif cda tinh An Giang nim 2023 con thap,
chi dat di€m 14,0; x&p hang thi 35 trong sd 58 tinh,
thanh phd trén cd nu6c tham gia ddnh gid va chi s6
nay thAp hon mic trung binh ci nuéc 5,24 diém.
Nhu vy, tinh d&n thdi di€ém nim hét nim 2023,
hoat dong thuong mai dién ti cda tinh chua dat so
v6i muc tiéu k€& hoach dit ra, 1a phin dau ting chi

s0 x&p hang nim trong top 30 ¢ nudc (Uy ban nhan
dan tinh An Giang, 2022).

Nhiéu cong trinh nghién ctu chi ra ring, mot
trong nhitng y€u td rao cdn han ché€ y dinh mua
sdm truc tuyé&n clia NTD trong thuong mai dién ti
do y&u t6 rdi ro cAm nhan. Nghién cttu clia tdc gid
nhim duwa ra nhitng bing ching thuc nghiém
khing dinh lai mic d6 4nh hudng cia rdi ro cAm
nhin dén y dinh mua sim tryc tuyén clia ngudi
dan thanh phd Long Xuyén, tinh An Giang, tir d6
dé xudt mot s6 ham y qudn tri, gitip doanh nghiép
dang hoat dong trén dia ban tinh cé nhitng bién
phép cai thién cdc rao cdn va ddy manh hon nita
hoat dong mua sim truc tuyén, gép phian hoan
thanh muc tiéu s6 héa hoat dong kinh doanh ciia
tinh trong thdi gian t6i.

2. Phuong phap nghién citu

2.1. Cosé 1§ lugn

Mua sdm tryc tuyé&n 1a qué trinh NTD tryc ti€p
mua hang héa, dich vy tr mdt ngudi ban trong
thGi gian xdc dinh thong qua mang internet ma
khong c6 mot dich vu trung gian ndo, mua sim
truc tuy€n ciing 12 ti€n trinh dung d€ liét ké hang
héa va dich vu cuing véi hinh dnh kém theo dugc
hién thi tir xa thong qua phuong tién dién & (Mai
Hoang Thinh, 2023).

Theo Solomon (2014), y dinh mua sim truc
tuy€n 1a tinh hudéng khich hang mong mudn thuc
hién mot giao dich thong qua website d€ s& hitu
dugc nhitng hang héa va dich vu @€ thda man nhu
cAu ban than. Tir nghién cttu diu tién clia Bauer
(1960) vé § dinh mua sim ctia NTD trong céc giao
dich truyén thdng bi 4nh hudng bdi nhitng cim
nhan khong chic chin vé tinh hitu ich va dé st
dung clia sin phdm dua trén M6 hinh chip nhin
cong nghé¢ TAM (Davis & Cong su, 1989) va Ly
thuy&t rlii ro nhan thitc (Peter & Ryan, 1976) da dit
nén moéng cho hang loat cic nghién citu thuc
nghiém sau nay vé tic dong clia rii ro cdAm nhin
dén y dinh mua sim tryc tuy&n. Anjali Dabhade
(2008) cho ring, rai ro cAm nhan khi mua sim truc
tuy€n bao gdm rilii ro cdAm nhan vé chiic ning, rdi ro
tai chinh va ridi ro thoi gian.
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Céac nghién cdu trong nudc mdc du thuc hién
trén cdc dia ban khdc nhau, d6i tugng nghién citu
12 y dinh st dung sidn pham dich vu khéc nhau,
thanh phan va phuong phdp phin loai rdi ro cdm
nhan khac nhau, phuong phip nghién ctu dinh
lugng khdc nhau nhung gidng nhau & chd déu 1a
nhitng nghién ctu thuc nghiém khing dinh c6 sy
dnh hudng manh mé clia rii ro cAm nhan dén
hanh vi mua sim cda NTD (gém c4 mua sim
truyén thdng va mua sim tryc tuy€n). K&t qua cic
nghién cttu c6 su tuong dong vdi cdc nghién ciu
trude diy 6 nuGe ngoai.

Trong nghién cttu clia Nguyén Ping Hai Yén
(2023), cdc thanh phan rii ro cAm nhan gdm rdi ro
quyén riéng tu, rii ro tai chinh, rdi ro tim 1y, rdi ro
thoi gian, rli ro hoat dong nghich bi€n dén y dinh
str dung dich vu Mobile Banking ctia ngudi din Ha
Noi. Thanh phan rii ro cAm nhan trong nghién ctu
clia Lé Qudc Nghi (2021) gdm rii ro tai chinh, rdi
ro hoat dong, rii ro tim 1y xa hoi, rdi ro vat 1y tac
dong dén y dinh quay lai di€m du lich tai Binh
Thuin. Nghién cttu cia Lé Chi Cong & Hoang Thi
Thu Phuong (2021) tap trung vao loai rdi ro cdm
nhan vé tAm 1y, siic khde va tai chinh ¢ tic dong
dén hanh vi gidm thiéu st dung d6 nhya cda cong
ddng dan cu ven bién Nha Trang...

Trong nghién ciitu nay, tic gia tap trung nghién
cttu hai thanh phan rdi ro cAm nhan chinh trong md
hinh g&c ctia Bauer (1960) 14 rdi ro cdm nhan vé
san pham va rdi ro cdm nhan vé giao dich d€ dua
vao mo hinh nghién cttu dé xudt dugc trinh bay
trong hinh 1. Trong d6, hai loai rai ro dudc giai
thich k€& thira tir nghién citu ctia Bui Thanh Khoa
(2018) c6 su diéu chinh cdc bi€n quan sit thanh
phan nhu'sau:

Rdi ro cAm nhin vé sin phim dugc hiéu la
y&u td rii ro lién quan d&€n sdn pham, dich vy, thé
hién sy lo ngai vé kha ning gia ting chi phi tai
chinh, thdi gian, cd hoi khi st dung sdn pham dich
vu cong nghé thdong tin hay hang héa, dich vu
khong ddp ng nhu cdu nhu ky vong clia khdch
hang. Nhin t& rii ro cdm nhan vé& sdn pham dugc
do ludng bdi 5 bi€n quan sit, bao gdbm: (SPI)
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NTD lo ngai ring sin phdm, dich vu sé& khong dat
hiéu qua nhu quing cdo; (SP2) San pham dich vu
s€ khong dudc dudc nhu NTD ky vong; (SP3)
NTD lo ngai s&€ khong nhdn dudc hang sau khi da
trd tién; (SP4) Mua sim tryc tuyén khi€n NTD
mAt di cd hdi mua sim mit hang c6 gid tudng
duong nhung chat lugng t6t hon va ngudc lai;
(SP5) NTD lo ngai trong tuong lai s& hdi han vi da
mua sim tryc tuyén.

C4c giao dich truc tuyén khic véi céc giao dich
truyén thong & chd bit budc ngudi mua phai cung
cAp cdc thong tin toi thi€u 12 ho tén, dia chi, s6 dién
thoai. Viéc thanh todn trudc khong bit budc, nhung
dé khuyén khich, nha cung cip thudng cé cic
chuong trinh khuyé&n mai wu dii vé gid, chi phi van
chuyén, tich diém, d6i qua... Khi thuc hién thanh
todn trudc cdc thong tin lién quan dén tai khodn
ngin hang hodc vi dién t s& dugc thong bdo cho
ngudi ban khi cdc 1énh chuyén khodn dudc thuc
hién thanh cong. Trudc sy lan truyén nhanh chéng
céc thdng tin chinh thifc va phi chinh thifc vé viéc
thong tin thi khodn khach hang bi cdc d6i tugng xau
lam dung mdt cach tinh vi nhu lira ddo, d4nh cip tai
khoan d€ thuc hién cic hoat dong tai chinh phi
phép... hodc nhe hon la thong tin bi ban va bi lam
phién bdi cic S chic ban hang khic, ngudi mua sé
c6 cam gidc kho kiém soat thong tin va ngan ngai
cung cap.

Vay, rli ro cdm nhan vé giao dich la nhitng e
ngai clia NTD khi cung cip thdng tin cd nhin
trong qud trinh thanh todn va giao hang s& bi lam
phién hoic bi cdc d6i tugng xau lam dung ma
khong dugc su ddng y tir phia khdach hang. Bién
quan sit thanh phan gdm 4 ciu héi, d6 la: (GD1)
NTD lo ngai ring ngudi ban hang truc tuyén thu
thap qud nhiéu thong tin c4 nhian; (GD2) NTD lo
ngai ring ngudi ban hang truc tuyén sé st dung
cédc thong tin cd nhan vao cdc muc dich khidc ma
khong dugc sy cho phép; (GD3) NTD lo ngai
ngudi ban hang truc tuyén khdng quin ly an toan
céc thong tin c4 nhan dudc cung cap; (GD4) NTD
lo ngai cdc khodn chi phi phét sinh khi giao dich
truc tuyén. (Hinh 1)
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Hinh 1: M6 hinh nghién ciu dé xuét

2.2. Phuong phdp phdn tich

Nghién ctu dudc thuc hi€én thdng qua 2 budc,
d6 1a nghién ctu s6 bd (nghién cttu dinh tinh) va
nghién cttu chinh thitc (Nghién ctu dinh lugng)
(Nguyén Dinh Tho, 2012). Trong d6, nghién citu
dinh tinh nhim khdm ph4 1y thuyé&t, xdy dung mo
hinh nghién cttu va diéu chinh thang do phu hgp
ddi tugng nghién cttu. Nghién cttu dinh lugng
dugc thuyc hién trén 350 doi tugng khdo sdt la
ngudi tiéu dung da tirng tham gia mua sim truc
tuyé&n dang sinh song, hoc tap va lam viéc trén dia
ban thanh phd Long Xuyén. Nghién cifu stt dung
phuong phdp Idy mau thuin tién bing bdn héi truc
ti€p va ban hdi truc tuyén trén ng dung google
form. Trudc khi ti€n hanh phén tich cau tric tuyén
tinh SEM dé€ xem xét mic d6 4nh hudng ciia nhan
td doc 1ap dén bi€n phu thudc, dit liéu dude ma
héa, 1am sach (thong qua phan mém SPSS20) va
thuc hién 1an lugt cdc phan tich gdm: (1) Phin tich
nhan t& kham pha EFA d€ ki€m tra tinh phan biét
va hoi tu cta dit liéu (SPSS20), (2) Phan tich nhan
t6 khing dinh CFA dé xem xét miic d6 phit hop
clia mod hinh v6i dir liéu nghién cdu ciing nhu
thong tin thi trudng (Thong qua phin mém
AMOS20). Thong ké md ta dic diém miu nghién
ctru nhu Bang 1.

3. K&t qua nghién cidu va thao luan

3.1. Phén tich nhéan t6'khdm phd EFA

TAt cd 9 bi€n quan sit do ludng cho 2 khdi niém
nhan t6 ddc 14p 12 rii ro cdAm nhin vé sdn phdm va
rii ro cAm nhan vé giao dich dwa vao phan tich
nhin t6 kham phd EFA v&i phuong phdp trich
Principal Axis Factoring v4i phép xoay Promax
nhim ki€m dinh mic do phit hdp cta tap dif licu
v6i md hinh nghién cdu ¢6 ddm bao tinh hoi tu va
tinh phan biét. K&t qua phan tich cho thdy 9 bi€n
quan sit gom thanh 2 nhan t§ dudgc trich c6 dong
dugc 83,12% bién thién cic bi€n quan st (tong
phuong sai trich = 83,12% > 50%). Hé s6 KMO: 0,5
<KMO=0,841 < 1 v6i miic y nghia sig Bartletts test
12 0,000 < 0,05 cho thay phan tich nhin td la phu
hop véi tp dit liéu nghién cttu. K&t qua ma tran
xoay (Rotated Factor Matrix) cho thi'y 9 bi€n quan
sat déu dat yéu cau vé do hoi tu va tuong quan véi
nhan td dudc trich vi déu c6 hé so tdi > 0,5. (Hé sd
tai nhan td factor loading lan luot 1a: SP1=0,616;
SP2=0,734; SP3=0,793; SP4=0,90; SP5=0,853;
GD1=0,813; GD2=0,892; GD3=0,671; GD4
=0,729; YD1=7,26; YD2=0,676; YD3=0,872).

3.2. Phén tich nhan t6'khdng dinh CFA

Pé do ludng mic dd phit hgp clia md hinh véi
thong tin thi trudng thudng, cdc kiém dinh dugc

BAng 1. Bdc di€ém mdu nghién ciu

Gidi tinh Nghé nghiép Tudi
~ Hoc sinh, Cong/ Van Kinh doanh . .
N Nam o L . Du6i18 | 18-25 25-35 | Trén35
sinh vién viénchic | phong tudo
68,9% 31,1% 20,9% 38,3% 15,1% 25,7% 42,3% 36,0% 17,7% 4,0%
100% 100% 100%

Nguén: Phan tich tir dit ligu khdo sdt 350 ddp vién, 2024.
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thuc hién d€ tinh todn cdc chi s& 1am cin ci bién
luan cho két qud thong ké. Cac chi s6 dudc st dung
gdbm: Chi-square (CMIN); Chi-square diéu chinh
theo bac tu do (CMIN/df) v6i mifc y nghia p; Chi s&
thich hgp so sanh (CFI-Comparative Fit Index); Chi
s6 Tucker & Lewis (TLI-Tuck & Lewis Index); Chi
s6 RMSEA (Root
Approximation).

Mean Square Error

Do nhin t6 rli ro cdm nhan tdc dong dén nhan
t& phu thudc y dinh mua sim dugc do ludng bdi
hai nhin t6 doc 1ap 1a rdi ro cAm nhan sdn phadm
va rdi ro cdm nhan giao dich nén bi€n rdi ro cim
nhian déng vai tro la mot thang do da huéng
(khong c6 bi€n quan sit do ludng) nén phan tich
nhan td khing dinh dudc thuc hién trén dit liéu
cho thang do nhan t6 doc 1ap (bi€n doc 1ap bac 1)
va nhin t§ da huéng (bi€n doc 1ap bac 2). K&t
qua phan tich nhan t& khing dinh cho thdy cic
trong s6 hdi quy chuin héa déu 16n hon 0.5
(SP1=0,859; SP2=0,874; SP3=0,889; SP4=0,857;

SP5=0,832; GD1=0,506; GD2=0,567;
GD3=0,866; GD4=0,805), hé s§ tin cay

Cronbachs Alpha cia thang do SP 1a 0,872, thang
do GD 1a 0,797 (d¢éu 16n hon 0,6) cho thiy c6 thé
khing dinh ring cdc bi€n quan sit thanh phin
déu ddm bdo do tin cdy, tinh hdi tu va tinh phin
biét @€ do ludng cho nhan t&.

K&t qua phan tich céc chi s6 d€ do ludng miic
phit hdp ctia mo hinh véi dit liéu nghién citu thé
hién trong Bang 2.

K&t qua phan tich nhan t& khing dinh cho thiy
ca thang do bac 1 va thang do da huéng déu phu
hgp v6i dit liéu thi trudng véi Chi-square diéu chinh
theo bac ty do df déu nhé hon 5,0 véi mic ¥ nghia
thong ké p=0,000. Céc chi s6 CFI déu & mic chip
nhan dugc 13 16n hon 0,8 va chi s6 TLI dudc cho 13
ot déu dat mic 16n hon 0,9. Chi s6 SMSEA déu
nhé hon 0,8 cho thiy mé hinh nghién citu phtt hop
v6i thong tin thi trudng.

3.3. Phén tich mé hinh cdu triic tuyén tinh SEM

M&b hinh ciu tric tuyén tinh SEM dugc thanh
1ap nhiim ki€m dinh sy phit hgp clia mo hinh véi
gia thi€t nghién cttu. Nguyén tic ki€ém dinh md
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hinh cdu tric s dung cdc chi s§ danh gid va
nguyén tic ddnh gid tuong ty budc phin tich nhan
t0 khing dinh. K&t qua ki€m dinh cho thdy mo
hinh 1§ thuy&t phd hop véi dit liéu thi trudng v6i
céc chi s§ Chi-square/df=3,561 v6i mifc ¥ nghia
mo hinh di chuén hod p= 0,000; TLI =0,900 (&
miic t6t); chi s CFI & miic chdp nhan dugc bing
0,862 (16n hon 0,8), chi s6 RMSEA=0,081 (x4p xi
0,8 1a ngudng chap nhan dugc).

K&t qua SEM cho thdy rdi ro cAm nhan khi
khach hing mua sim truc tuyén c6 mdi quan hé
ngugc chiéu vdi

v4i ¥ dinh mua hang truc tuy&n v6i hé sd Beta -
0,137, v6i mifc ¥ nghia thong ké p=0,000. K&t qua
nghién citu tuong dong vdi cdc nghién cifu trong
nuée vé vai tro tic dong clia rii ro cdm nhén trong
hanh vi tiéu dung nhu nghién cta céc tac gia Bui
Thanh Khoa (2018), Pham Thi Lan Huong va Ngo
Thi Hong (2014), Nguy&n Kim Nam va Ngd Quang
Huan (2019), Nguyén Piang Hai Yén & cdng sy
(2023), Lé Quic Nghi & cong sy (2021); Lé Chi
Cong (2020)... (Hinh 2)

BAng 2. K&t qud phén tich nhan t&

khéng dinh CFA
CFAthang do
. rGi ro cdm nhan CFAnhan
Cac chi s0 . P o ar
B . san phamva toruiro
danh gia v . .
rui ro cam nhan cam nhan
giao dich
Chi-square 119,713 139,638
df 26 51
Chi-square/df 4,604 2,738
p 0,000 0,000
CFl 0,889 0,842
TLI 0,9130 0,901
RMSEA 0,067 0,073

Nguén: Tdc gid
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Hinh 2: Két qué mé hinh céu tric chuén héa

Chi-square=178,094
df=50
p=0,000
Chi-square/df=3,561
TLI= 0,90
CFI= 0,862

RMSEA=0,081

4.Ké&tluan

K&t qua ctia nghién ctu mot 1an nita khing dinh
sy ton tai rdo cdn rdi ro cAm nhan d6i v6i y dinh
mua sim ciia ngudi tiéu dung, dic biét 1a mua sim
trong mdi trudng kinh doanh truc tuy&n. Khi mitc do
cAm nhan rdi ro vé sdn phim va rii ro giao dich
ting 1én dong nghia v6i y dinh mua sim tryc tuyén
clia ngudi tiéu dung tai dia ban nghién ctu giam
xudng. K&t qua nghién ctfu c¢6 nhiéu y nghia thuc
tién gitip cdc doanh nghiép da va dang kinh doanh
truc tuyé&n trén dia ban tinh An Giang ma trong tAm
12 thanh phd Long Xuyén nhin thiic duge tim quan
trong ctia viéc gidm thidu rii ro cAm nhan dé gia
ting y dinh mua sim truc tuy&én ddi v6i san phdm
dich vu ctia doanh nghiép minh, gia ting ty 1é
chuyén ddi trong cic giao dich trén nén ting truc
tuyén.

Ham ¥ quan tri lién quan dén rii ro cdm nhén
san phdm

bic thl clia hang héa truc tuyén la ngudi tiéu
dung khong tryc ti€p bing cdc gidc quan (xem,
cAm, nim, ding thr..) ma chd y&u la cdc hinh 4nh

san phim di chinh stra, 10ng ghép va diéu chinh
hiéu ng cho ndi bat va hip din ngudi xem. Vay dé
gidm thi€u rdi ro cdm nhan vé sdn phim, ngoai
viéc gia ting chat lugng hang héa va dich vu tuong
xling v6i miic gid niém yét, cic doanh nghiép cin
¢6 cach chinh sdch gia tang 1ong tin cia khiach hang
vé san pham nhu:

Giam lo ngai vé& viéc sin phim khong nhu
quing cdo: Ngudi ban cin ki€m tra k§ sin phdm
trude khi giao hang, c¢6 thé quay phim, chup hinh
qué trinh ki€m tra, bao géi trudc khi gti. Khi khach
hang nhan hang can dp dung hinh thic ddng kiém
giita nhan vién van chuyén va khach hang trudc khi
thanh todn, hoan tién khi sidn phdm khong nhu
quang cdo, chitng nhan kiém dinh chat lugng sin
phiam tir bén thit 3 doc 1ap, cong khai ddnh gid,
phan hdi tir phia khdch hang, c6 su tuong tic véi
khédch hang thudng xuyén thong qua mang xa hoi,
ddng hanh x{ 1y nhitng su ¢ phat sinh dén cling,
mién phi van chuyén ddi trd tai nha néu 16i sin
pham xud't phét tir nha sdn xuat.

Giam lo ngai khong nhian dugc hang sau tra tién:
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Ap dung céc chinh sach thanh toan nhu: Tra sau, tra
g6p, hoan tién khi chua hai 1ong vé& san phdm dich
vu trong thdi gian xdc dinh. Pdi véi don hang da
thanh todn cin két hdp, tic dong ddi tic van
chuyén ddm bao ti€n dd giao hang du ki€n, cin cit
phdn hdi, d4dnh gid khach hang ddi v6i bén giao
hang @& chon nha van chuyén phii hop.

Lo ngai chi phi co hoi: Long ghép bai viét, bai
phét bi€u, phan tich, dinh gid mot cach khach quan
wu, nhuge diém san phidm, cic so sinh gid, chit
lugng véi san phim dich vu clia ngudi ban khic
cuing loai (trén ci chg truyén thdng) nhim gidp
khach hang can nhic va quyét dinh dua ra lya chon
cudi cling.

Mt trdi cua viéc thuc hién cdc chinh siach bian
hang trén 1a c6 thé 1am gia ting chi phi ban hang,
giam Igi nhudn cho doanh nghiép nhung bu lai,
doanh nghiép c6 dugc 1¢i th€ canh tranh, tao dudc
long tin khdch hang sé& tao ra nhiéu doanh thu hon
trong tuong lai bl ddp vao phin 1gi nhuin mat di do
chi phi bdn hang ting 1én.

Ham ¥ qudn tri lién quan dén riii ro cdm nhan
giao dich

P& khach hang tin tudng khong ngin ngai cung
cap céc thong tin c4 nhan trong qud trinh giao dich,
doanh nghiép can c6 thdi 6 nghiém tic thuc hién
dao ddc kinh doanh, thyc hién nghia vu trdch nhiém
bdo mit thong tin cd nhin ctia khach hang, chi st

TAILIEU THAM KHAO:

dung thdng tin dugc cung cAp vao muc dich da dudgc
khich hang dong y. Ki€n quyé&t bai trir, ddu tranh
chong lai hanh vi lam dung thong tin c4 nhan khach
hang vao nhitng muc dich phi phap dé thu 1gi bat
chinh. Pua ra quy dinh va xi&t phat nghiém minh céc
ca nhan trong ndi bd doanh nghi€p c¢6 hanh vi xam
pham thong tin ca nhan khiach hang v6i muc dich
khong chinh ddng. Cong khai trén trang web chinh
thitc nhitng cam k&t mang tinh phdp 1y vé nghia vu
bao mat thong tin cd nhan khdach hang va hoan toan
chiu trach nhiém truéc phap luat néu c6 sai pham.

Giam thi€u rdi ro cdm nhin, ting y dinh mua
sdm tryc tuyén, gia ting hiéu qud kinh doanh thic
ddy hoat dong thuong mai dién ti, gia ting 10i the
so sanh khdng nhitng 1a muc tiéu phan dau ctia mdi
doanh nghi€p ma con la cian ct ddnh gia kha ning
thich nghi mdi dia phuong v6i moi trudng kinh
doanh trong thdi dai 4.0. D€ phit trién thuong mai
dién t, bén canh hanh lang phdp Iy nhim ddm béo
quyén va 1gi ich hgp phép clia ngudi tiéu diing va
doanh nghiép [am an chin chinh khi tham gia mua
sdm truc tuyé&n thi mit khac, tif phia ngudi ban ciing
cin c6 chinh sich ban hang cong khai, minh bach
nhiim ting thém long tin khdch hang khi tham gia
mua sim tryc tuyén. Chung tay cing vé6i cic cap
chinh quyén tai dia phuong gép phan hoan thanh
muc tiéu k& hoach phat tri€n thuong mai dién ti
cua tinh trong thdi gian sdp tGi m
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THE IMPACT OF PERCEIVED RISK
ON THE CUSTOMER’S ONLINE PURCHASE INTENTION
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ABSTRACT:

This study retested the perceived risk variable on a multidimensional scale and the
relationship between perceived risk and the online purchase intention of consumers on
e-commerce platforms. The study’s quantitative research results showed that perceived risk,
including perceived product risk and perceived transaction risk, plays an important role and has a
negative impact on the online purchase intention of consumers in Long Xuyen city, An Giang
province. This study’s results are expected to have practical significance for local businesses to
improve their sales policies and strategies in order to reduce perceived risks, gain customers'
trust, and encourage customers to shop online, contributing to An Giang province’s e-commerce
development goals.

Keywords: periceived risk, online shopping, consumer behavior, Long Xuyen city, An Giang
province.
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