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TOM TAT:

Nghién cifu nay khdo st cic y&u t& 4nh hudng dén y dinh tdi mua sim (YDTMS) clia ngudi
ti€u dung trén cdc san thuong mai dién t& (TMBT) bdn 1é tai Viét Nam. Nghién cttu ddnh gia cac
y&u t& chinh nhu chit lugng sdn phim, do tin cAy clia dich vu, nang Iuc phuc vu, khi ning dap tng,

phuong tién hitu hinh va cAm nhan rii ro. K&t qua cho thiy chat lugng sidn phdm, do tin cay ctia

dich vu, ning Iuc phuc vu, kh3 niing ddp ng va phuong tién hitu hinh 4nh hudng tich cuc dén

YDTMS, trong khi cAm nhan rtii ro ¢6 4nh huéng tiéu cuc. Nghién cfu nhAn manh tam quan trong

A A ~, 2 A A o N o oA oA R g 2 e~
clia viéc nang cao chat lugng sdn pham, xay dung ni€m tin va céi thién ti€u chuan dich vu dé giir

chan khach hang. Nghién cttu cung cip nhitng thong tin gitip cic nha quan Iy TMPT phat trién cic

chi&n ludc hiéu qua nhim ting cudng su trung thanh va hai long clia ngudi tiéu dung.

T khéa: y dinh tdi mua sim, ngudi ti€u ding, san thuong mai dién tl¥, ban 1&.

1. Dit van dé

TMBT gdm cic hoat ddng mua ban hiang héa va
dich vu qua phuong tién dién t, giao nhan cac ndi
dung k¥ thuat s6 trén mang, chuyén tién dién td,
mua ban c¢d phi€u dién t¥, vin don dién tl, ddu gid
thuong mai, hdp tdc thi€t k&, tai nguyén mang, mua
sim cdng cdng, ti€p thi truc tuyén téi ngudi tiéu
ding va cdc dich vu sau ban hang (Nguyén Vin
Hong & Nguyén Vin Thoan, 2013). Céc trang bén
18 trén san TMPT di trd nén phd bién véi ngudi
dan Viét Nam, cho phép ho mua sim tién Idi, so

sdnh gia cd va dit hang bat ky lic nao ma khong
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cAn d&n clra hang. C4c sain TMBDT ban 1 ndi bat
nhu Shopee, Tiki, Lazada, Tiktok shop... dudc
ngudi din tin tudng va ua chudong. Chinh phi ciing
quan tAm dén loai hinh ndy va yéu cau céc doanh
nghiép tudn thi phap luat. TMDT bdn 1€ dang tré
thanh mdt phan khong thé thi€u trong cudc song
hién dai, mang lai sy tién 10i va da dang sdn phdm
cho ngudi tiéu dung. Trong boi cdnh canh tranh
ngay cang khdc liét, viéc hi€u o cdc nhan t§ 4nh
huéng dé€n YDTMS clia ngudi tiéu dung trd nén vo
cling quan trong d6i v6i cdc doanh nghiép.

Nghién cttu dugc thuc hién nhim dinh gid lai
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vai trd clia cdc yéu td tic dong dén YDTMS cia
ngudi tiéu dung, qua d6 cung cAp nhitng ham y
quan tri phtt hgp gitip nang cao hi€éu qua kinh doanh
ctia cdcsan TMDT bén 1é.

2. M0 hinh va gia thuy&t nghién cdu

Nhém nghién citu da lya chon céc nhin t6 phi
hop trén nguyén tic k€& thira nhitng dé xuat tir cac
nghién ctfu tru6e lién quan d€n YDTMS clia khich
hang & cdc trang TMDT bdn 18, bao gdm: (1) - Chat
lugng san pham, (2) - Pd tin cdy, (3) - Ning luc
phuc vu, (4) - Ning lyc dip dng, (5) - Phuong tién
hitu hinh, (6) - Cdm nhén tinh rii ro.

2.1. Chdt ligng sdn phdm

Theo nghién cttu ctia Cheung & Thadani (2012)
da nhan dinh, chat lugng san phim déng vai trd rit
quan trong trong viéc truyén tai bat ky thong diép
nao dé&n chinh khich hang clia c4c thuong hiéu, dé
chinh 1a mdt trong nhitng sitc manh thuy&t phuc
khong thé thi€u cia thong diép khi dugc truyén tai
di. Theo Yusuf & Busalim (2018), chat luong sdn
phdm chinh 13 stic manh thuy&t phuc quan trong
clia mot san phim dén tir thuong hiéu, trong boi
canh ngay cang c6 nhiéu thdng tin bit ngudn tir
hanh vi tuong tic truyén miéng trén mdi trudng truc
tuy€n ctia khach hang thong qua cic mang xa hoi,
céctrang TMDT,...

Khi d6 ngudi dung hay chinh la cdc khdch hang
truc tuy€n clia thuong hiéu nay ludn c¢6 xu huéng
c6 ging xit 1y cdc thong tin cu thé ma ho ti€p nhan
dugc dé€ x4c dinh tinh xdc thuc. N goaira, tuy thudc
vao do quan trong va miic do uu tién clia cdc thong
tin ma ho ti€p nhan, khi d6 khich hang s& c6
nhitng mitc dd ddnh gid va nhan dinh khic nhau vé
yé&u t6 chit lugng d6i véi thong tin ma ho ti€p
nhan. Aghakhani & Karimi (2013) va Cheung &
Thadani (2008) ciing chi ra vd nhdn manh tim
quan trong clia yéu t& chit lugng 12 mot trong
nhitng ciu tric quan trong clia ngudn thdng tin
dugc truyén tai d&€n khich hang. Cu thé hon, trong
céc nghién ctu gan day vé chat lugng thong tin,
dién hinh trong nghién citu ctia Lee & Shin (2014)
da nhan dinh chat lugng sin ph?fm tao ra nhitng

dnh hudng tich cuc ddi v6i quyét dinh mua. Qua
do6, gia thuyét dugc dé xuat nhu sau:

Gid thuyét H;: Chdt lugng sdan phdm cé sy dnh
hudng tich cuc dén YDTMS ciia khdch hang & cdc
trang TMPT bdn [é.

2.2. Chat lupng dich vu

C&m nhan chat lugng dich vu dugc dinh nghia
12 nhin thic clia khich hang vé mdt dich vu da
dép tng hodc vugt qua mong dgi ctia ho (Czepiel,
1990; Zeithaml et. al., 1990). Nghién citu cta
Zeithaml & Bitner (2000) vé mdi quan hé giita
chat lugng dich vu va su hai 1ong clia khdch hang
ciing cho thdy, mdi quan hé tdng quéat v& sy hai
long bao gdm chat lugng dich vu, chit lugng sdn
phdm va gia c4. Ngoai ra, sy hai 1ong con bi tic
dong bdi yéu t6 tinh huéng va yé&u td cd nhan. Mo
hinh d4nh gia vé chat lugng dich vu phd bi€n nhat
hién nay la m6 hinh: Mdc do ky vong - muc do
cdm nhin (SERVQUAL), Mdc dd cdm nhin
(SERVPERF), Mtc do quan trong - mdc do thé
hién, Mdc do ky vong - mic d6 thé hién
(SERVQUAL - Service Quality).

Gid thuyét Hy: Chdt lugng dich vu (Su tin cdy) ¢é
su dnh hudng tich cuc dén YDTMS ciia khdch hang
J cdc trang TMPT bdn [é.

Gid thuyét Hz: Chdt luong dich vu (Ning luc
phuc vu) cé sy dnh hudng tich cuc dén YDTMS clia
khdch hang & cdc trang TMDT bdn lé.

Gid thuyét Hy: Chdt lugng dich vu (Ddp ting) ¢
sut dnh hudng tich cuc dén YDTMS ciia khdch hang
J cdc trang TMDT bdn lé.

Gid thuyét Hs: Chdt lugng dich vu (Phuong tién
hitu hinh) c6 su anh hudng tich cuc dén YDTMS ciia
khdch hang & cdc trang TMDT bdn 1é.

2.3. Riiiro cam nhédn

Khi mua hang tryc tuyén tai cic sin TMDT sé&
X4y ra tinh rii ro vé mit chat lugng sin phdm hoic
sdn phim giao d&n tay ngudi tieu diing khong gidng
nhu hinh da dua trén trang website. Bén canh do,
khi khach hang gip vdn d& vé sin phdm khong
nhan dugc sy hd trg dén tir phia doanh nghiép,
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khong dugc gidi quyét van dé s& khién cho ngudi
tiéu diing tr§ nén e dé, mat niém tin khi mua hang
truc tuyé&n cho nhitng 1an ti&p theo. C6 rat nhiéu rii
ro trong qua trinh mua hang tryc tuyén nhu chat
lugng sin phim, qud trinh dit hang, giao nhin
hang, thanh to4n khién cho kh4ch hang cdm thay c6
qud nhiéu rti ro khi mua hang tric tuyé&n. Pic biét,
hién nay khi khach hang mua hang truc tuyén tai
cac san TMDT thudng xay ra tinh trang bi ddnh cip
thong tin cd nhidn va giao cho mdt mén hang minh
khong hé dit, din d&€n viéc mat tién clia khich
hang. Chinh vi I€ d6 nén cdc nha doanh nghiép ban
18 can phai rit quan tAim dén van dé thong tin c4
nhan clia khdch hang va phai tuyét doi gilt bi mat.
(Hinh 1)

Gid thuyét H6: Riii ro cim nhdn c6 sy dnh hudng
tiéu cyc dén YDTMS ciia khdch hang & cdc trang
TMDBT bdn lé.

3. Phuong phap nghién ciu

D&i tugng khdo sdt trong nghién cttu 1a ngudi
tiéu duing c6 tan suidt mua hang trén mang khodng
2-3 lan/thang, khong phan biét d6 tudi, gidi tinh va
muc thu nhip hing thing. Nhém nghién ctu s
dung phuong phdp 14y miu thuin tién. Trong
nghién cu ndy vdi thang do cAu hdi bao gdm 29
ciu hoi st dung thang do Likert 5 mic do, nhém
nghién ctu da dp dung codng thitc ctia Hair et. al.
(2014) véi ty 1& 5:1. Vi cdc bi€n quan sit nhu sau,
tong cong 1a 29 bi€n quan sit v6i 6 yé&u td doc 1ap
va 1 y&u t6 phu thudc. Sau khi ti€n hanh thu thap dit
liéu thong qua Google Form, nhém nghién citu ti€n
hanh dén budc 1am sach va ma héa s6 liéu thong
qua phan mém Microsoft Excel, sau d6 tién hanh
phan tich kiém dinh d9 tin cay Cronbach’s Alpha,
phan tich nhin t6 khdm ph4 EFA, phan tich hdi quy,
phin tich tuong quan Pearson bing phin mém
SPSS 20.0.

4. K&t qua nghién ciu

Thong ké s& liéu theo gi6i tinh cho thay c6 128
ngudi 12 gigi tinh nam chi€m 51,2%; va nit 1a 122
ngudi chi€m 48,8%, nhin chung ty 1& gidi tinh
khong qua chénh léch. V& phan loai theo dic diém
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Hinh 1: M& hinh va gid thuyét
nghién ciu dé xuét

Chét lugng san pham J— H1

Do tin cay

Y dinh tai
mua sam

Nang luc dap Ung

Phuong tién hiu hinh  }— H5

(
(
(Nang lyc phyc vy
(e
(
(

Cam nhan tinh rtiro ]— H6

nhém thu nhip trong 250 ngudi khdo sat: c¢6 109
ngudi c6 muc thu nhdp tr 5 - 8 triéu hang thing
chi€m 43,6%; dudi 5 triéu 1a 37,2% twong duong 93
ngudi; tir 8 - 10 triéu 12 45 ngudi chi€ém 18% va cudi
cung trén 10 triéu 12 3 ngudi chi€ém 1,2%.

Tap hop cdc thang do c6 hé sd tin ciy
Cronbach’s Alpha 13 0.714 (théa min diéu kién hé
s6 Cronbach’s Alpha > 0.6) va vé nguyén tic ta s&
bd céc thang do c6 hé s6 tuong quan giita bi€n va
t6ng nhd hon 0.3.

K&t qua kiém dinh EFA cho thdy tdng phudng
sai trich dat 60.237%, hé so tai nhan td clia cdc bi€n
hau hé&t déu 16n hon 0.5 v6i nhan td riéng biét dugc
hinh thanh tir 6 thang do theo ly thuyét. Sau khi tién
hanh phan tich tuong quan v6i phan mém SPSS 20
thu dugc k&t qua gdm cédc nhan t6 doc 1ap SP (Chat
lugng san phgm); TC (B0 tin cay); NL (Ndng luc
phuc vu); BU (Nang luc ddp Gng); Phuong tién hitu
hinh (HH) déu 4nh hudng dén nhin t& phu thudc
YDTMS (YD) véi mitc do 4nh hudng tot, cling
chiéu twong duong hé s6 Pearson & miic 16n hon
hoidc bing 0,5 cing v6i mic dd y nghia Sig phai
luén nhd hon 0,05. Tuy nhién, nhan t& CAm nhan
tinh rdi ron (RR) c6 hé so Pearson Correlation 1a -
0,630 cho thdy mifc do tuong quan am (ngugc
chiéu) d6i vdi nhan t& phu thudc.

Phan tich hdi quy: Phuong trinh hdi quy ¢ dang:

YD = B;*SP+B,*TC + Bs*NL

+ B/*PU + Ps *HH + B, *RR



KINH DOANH

Trong d6: Nhan t6 phu thudc: YD (YDTMS).
Céc nhan to doc 1ap: SP (Chat lugng san phdm); TC
(B9 tin cay); NL (Nédng luc phuc vu); BU (Nang luc
dap ng); Phuong tién hitu hinh (HH); Cdm nhan
tinh rdi ro (RR).

Béng 1 cho thiy cdc hé s6 R, R? va R2hiéu chinh
déu dat mdc chdp nhin trén 0,5 c6 dudc hé sd
Durbin - Watson & mitc 1,770 gan biing 2 (hé s& c6
gia tri di tir 0 d&€n 4), nhu vay cdc du lugng ddc lap
v6i nhau hodc chiing khong c6 sy tuong quan giita
cdc phan du.

Béng 2 cho thdy tit c 6 gia thuy&t d& xuit trong
mo hinh nghién citu déu dugc chap nhan.

5.Kétluan

Theo k&t qud nghién ciu, “Chat lugng sdn
phdm” c6 tic dong d€n YPTMS ciia khich hang
cho thdy chit lugng sdn phdm sau khi nhan dudc
hang tif mua 1An diu tién, kh3 ning cao s& c6
YDTMS cho 1an mua hang ti€p theo. Vi vy, nén
tadng nén tap trung quan Iy chit lugng san phdm
ddu vao trén nén ting d€ khich hang cé trdi
nghiém t6t nhat.

Yé&u t8 dd tin ciy c6 tic dong khd 16n dén
YDTMS, vi vay diy s& 12 mot trong cdc yé&u to cin
luu ¥ khi mudn thu hit va giit chan khach hang 1a
thé hién va tao dugc niém tin & khach hang qua cic
chién luge sdn phdm, ning cao chit lugng nhu y
trén. Trén thi truGng hién nay sy canh tranh gitta
cac san TMPT rit cao nén viéc tao dugc 1ong tin
ciing nhu do tin cdy 1a y&u to quan trong trong viéc
khé4ch hang lua chon nén ting nao dé st dung trong
nhitng 1an ti€p theo.

Qua nghién citu th'y dudc két qui cia yé&u to
ning luc phuc vu 8n dinh, cho thdy cdng tic phuc
vu khich hang 1a y&u t6 cAn dé khach hang c6
YPTMS trén nén tidng. Ngoai ra, viéc chim séc
khach hang cAn ddy manh hon, ngang vdi cdc chi€n
lugc quang ba va xem d6 1a mot phuong thic giit
chan khdch hang tao &4n tugng tich cuc chit khdng
phéi 12 mot viéc phdt sinh can lam khi c¢6 van dé
cin gidi quyét.

Nhan t6 ning luc ddp ng ciing c6 dnh hudng
dén YDTMS ciia khich hang. Nhan t& nay thé hién
sy d4p tng vé mit nhu cau clia khach hang d6i véi
nén ting san TMDPT bén 1¢, cdc dich vu nén tdng

BAng 1. Tém tat mé hinh héi quy

M6 hinh R R? R2 hiéu chinh Sai s6 chuan Durbin - Watson
1 ,8992 ,808 ,804 46976 1,770
Bdng 2. K&t qud phan tich héi quy
Hé s6'hdi quy da chudn héa Hé s6 da cong tuyén
M6 hinh Sig.
Beta Tolerance VIF
(Constant) ,087
SP ;318 ,000 ,555 1,801
TC ,182 ,000 ,662 1,511
NL 71 ,000 ,665 1,503
buU ,206 ,000 ,690 1,449
HH ,188 ,000 ,639 1,566
RR -,152 ,000 ,642 1,558
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dap tng dudc, cic van d& nén tang c6 thé gidi
quyé&t cho khich hang tao su hai long tir phia khach
hang danh cho nén tang, tir &6 gép phan quyét dinh
dén YDTMS trén nén ting.

Nhan td phuong tién hitu hinh 4nh hudng dén
YDTMS trén nén ting TMDT bdn 1é. Piéu nay c6
y nghia c4dc y€u t6 nhd nim trong phuong tién hitu
hinh nhukha ning thé hién hinh dnh ctia nén ting,
tinh ning st dung cla nén ting dé dang, cling nhu
céc tinh ndng ddc biét danh cho phuong thitc mua
hang, phuong thitc thanh todn, phuong thic tim
ki€m hang héa, qua dé cho thd'y khach hang c6

TAILIEU THAM KHAO:

cdm nhan t&t vé phuong tién hitu hinh ctia nén
ting nay.

Nhan t6 cAm nhan rdi ro ¢6 4nh hudng tiéu cuc
d&n YPTMS ctia khach hang, c6 nghia yéu td cdm
nhan rdi ro cta sinh vién cling ding dugc quan tim.
No6i cach khéc, sinh vién quan tim nhiéu hon dén
cdc rii ro nhu thanh todn, chit lugng sin pham, thdi
gian giao hang,.. Cic rii ro nay déu cé khi khich
hang I1an diu st dung nén ting, khi da c6 dugc do
tin cy ciing nhu cdm nhén rti ro khong con déng
ké thi kha ning khdch hang c6 YDTMS trén nén
tdng la ritcao W
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ABSTRACT:

This study investigated the factors influencing consumers' repurchase intentions on retail e-
commerce platforms in Vietnam. The study evaluated key factors such as product quality,
service reliability, service capacity, responsiveness, tangibles, and perceived risk. The results
showed that product quality, service reliability, service capacity, responsiveness, and tangible
factors have positive influences on the consumer's repurchase intention, while the factor of
perceived risk has a negative influence. The study emphasized the importance of improving
product quality, building trust, and improving service standards to retain customers. The study
provided information to help e-commerce managers develop effective strategies to increase
consumer loyalty and satisfaction.

Keywords: re-purchase intention, consumer, e-commerce, retail.

S6 14 - Thang 6/2024 229



