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TOM TAT:

Bai viét nham phac hoa va phan tich dinh tinh chudi lién hé giira cac yéu t6 tim 1y: Su
tin cdy (TC), Rui ro nhan thirc duoc (RR), Thai d6 d6i voi chuyén ddi (TP) va Théi quen
mua tai cira hang thuc (TQ). Két qua nghién ctru cho thay, d01 voi hang hoa tim kiém (sach)
thi TC 14n ap RR, va TQ mua ciing chuyén sang tryc tuyén, nén Y dinh chuyén doi sang
mua online (YD) 1a ro rét hon. Nguoc lai, hang hoa trai nghiém (dd dién tr) thi khach hang
con nhiéu quan ngai RR, TQ vén duy tri ding ké nén YD con chua rd rang. Mit hang quan
40 cho két qua nam trung lap so v6i sach va dd dién tir. Tir két qua nghién ciru, tac gia dé
xudt mot sé goi y vé két hop phan bo kénh phan phdi, ban hang da kénh.

Tur khéa: hang hoa trai nghiém, hang hoa tim kiém, su tin cay, rui ro, théi quen, y dinh

chuyeén doi.

1. Pt van dé

Bén canh nhimng wu diém ciia mua online, van
ton tai tam 1y e ngai RR khi xét dén dic thu loai
hang hoa dugc mua. Do dac thu hang trai nghiém
(experience goods) nhu dd dién tir, quin 4o véi
gia kha cao, yéu cau trai nghiém mua sim (nhin,
cham, thir, dwoc tu van tryc tiép...) nén khach
hang can nhic khi ¢6 YD chuyén d6i mua tir cira
hang truyén thdng sang truc tuyén B2C. Nguoc
lai, mat hang tim kiém (search goods) nhu sich
lai dugc ghi nhén c6 YD 10 rét hon nho vao nhiing
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thong tin cung cip trén trang web dugc dam bao
giam thiéu RR hon. Piéu nay anh hudng t&i chién
luge phan phdi hang hoa kinh doanh da kénh hién
nay (Dong, 2022).

Cén c6 nghién ciru vé su khac biét anh huong
clia cac bién tam ly (RR, TC, TD, TQ) cua ngudi
tiéu dung ddi v6i viéc mua online theo tirng nhom
hang, t6i YD nhu thé nao. St dung phwong phap
phong van khach hang theo khung ban céu tric
dé nghe ¥ kién cua ho nham phac hoa mbi lién hé
giita cac bién tim 1y nay. Két qua nghién ctru ciing
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1a nhitng ham ¥ cho cac hoat dong thuc tién cua
kinh doanh thuong mai dién ti, gitip cac nha ban
1¢ nhin nhan diém mau chét khién ngudi tiéu ding
can nhic YP chuyén ddi sang mua online.

2. Thiét ké va thyc hién phéng vén

Muc dich cta cudc phong van nham chi ra méi
lién hé giira cac bién RR, TC, TP, va TQ mua
truéc day. Theo tiép can dugc, chwa c6 nghién ciru
nao ap dung phong vin cho YD chuyén dbi sang
mua online v6i tung nhom hang hoa.

Déi twong dwoc phong vin 1a nhig ca nhan
v6i phan bo dic diém nhan khau dam bao két luan
khach quan nhu cac thong tin vé sé 1an va san pham
mua online tredc dé6 nhu chua tirng mua online,
da ting mua online, mua nhiéu lan 1 trong 3 san
phém (66 dién tu, quﬁn 4o, sach); gidi tinh; d9
tudi; nghé nghiép; dia ban sdng; loai kénh online
dung dé mua; sd 1an mua online; muc chi tiéu; su
hai 1ong voi cac 1an mua online trude dé. Cac tiéu
chi véi timg @i tuong khao sat nay can da dang dé
dam bao tinh khach quan (Vilppula, 2016).

Tac gia thuc hién 34 cudc phong van véi khach
hang & Ha Noi va TP. H6 Chi Minh (11 d6 dién tu,
13 quén 40, 10 sach). Déi tuong phong van tai Ha
Noi dugc thyc hién phong van tryc tiép, con ¢ TP.
H6 Chi Minh duoc thyc hién qua live video véi
cac ung dung Zalo, mang xa hoi Facebook. Cac
n6i dung phong van déu duoc thu 4m lai va luu trit
dé ddi chimg khi can thiét.

* Thong tin d6i twong phong van cu thé nhu
sau:

- Vé mua sam dd dién tir: C6 11 d6i twong tham
gia phong van. Trong do:

+ Gidi tinh: ¢6 6 nir gidi, 5 nam gidi tham gia
phong van.

+ Do tudi: 1 nguoi tham gia c6 d6 tudi tir 18-
23, 5 ngudi do tudi tir 23-30, 4 ngudi do tudi tir
30-40, va 1 ngudi c6 do tudi tir 40-50.

+ Nghé nghiép: c¢6 1 sinh vién tham gia phong
van, 5 ngudi la nhan vién, 2 nguoi 1a giang vién, 2
nguoi la quan 1y, 1 nguoi tu lam chu.

+ Trinh d6 hoc van: ¢6 1 ngudi dang 1a sinh
vién, 5 clt nhan, 2 thac sy, 3 tién si.

+ Tan suat mua sim truc tuyén: co 1 nguoi
chua mua bao gio, tir 1-2 1an ¢ 1 ngudi, tir 3-4 1an
c6 4 nguoi, mot s6 1an c6 1 nguoi, nhiéu 1an ¢6 3
ngudi, rat nhidu 1an c6 2 nguoi.

+ Noi 6: ¢6 3 ngudi sébng ¢ TP. H6 Chi Minh, 7
nguoi séng & Ha Noi.

- Vé mua sam quan 4o: c6 13 ngudi tham gia
phong van. Trong do:

+ Gidi tinh: c¢6 1 nam gidi va 12 nir gidi.

+ Do tudi: co 6 ngudi c6 do tudi tir 18-23, 3
ngudi do tudi tir 23-30, 3 ngudi do tudi tir 30-40,
va 1 ngudi do tudi tir 40-50.

+ Nghé nghiép: ¢6 6 nguoi 1a sinh vién, 1 nguoi
la giang vién, 3 nguoi la nhan vién, 2 nguoi la
quan ly, va 1 nguoi la tu chu.

+ Trinh d6 hoc van: c¢6 6 ngudi dang 13 sinh
vién, 6 nguoi la ¢t nhan, va 1 ngudi la thac sy.

+ Tan suat mua sim tryc tuyén: khong nhé
duoc s6 1an mua c6 1 nguoi, thinh thoang cé 1
nguoi, rat nhiéu 1an c6 7 nguoi, trén 5 1an ¢6 2
ngudi, va nhiéu lan ¢ 2 ngudi.

+ Noi &: ¢6 5 ngudi sinh séng & TP. H6 Chi
Minh, 8 ngudi sinh séng & Ha Noi.

- V& mua sach: C6 10 ngudi tham gia phong
van. Trong do:

+ Gidi tinh: c6 6 nit gidi, va 4 nam gioi.

+ Do tudi: tir 18-23 tudi co 4 ngudi, tir 23-30
tudi c6 2 nguoi, tir 30-40 tudi c6 3 nguoi, va 1
nguoi tir 40-50 tudi.

+ Nghé nghiép: c6 4 nguoi dang 1a sinh vién,
3 nguoi la gidng vién, 1 nguodi la nhan vién, va 2
nguoi 1a quan ly.

+ Trinh d6 hoc van: c¢6 4 ngudi dang 1a sinh
vién, 1 nguoi la ctr nhan, 4 nguoi 1a thac sy va 1
ngudi 1a tién si.

+ Téan sudt mua sach tryc tuyén: tir 2-3 1an c6
3 nguoi, tir 4-5 1an ¢6 2 nguoi, thinh thoang c6 1
nguoi, kha nhiéu 1an ¢6 2 nguoi, mot vai 1an co 1
nguoi, thuong xuyén co 1 nguoi.

+ Noi 6: ¢6 3 nguoi & TP. Ho Chi Minh; va 7
nguoi & Ha Noi.

* Khung phong van: sir dung cac cau hoi dong/
m& theo khung ban ciu tric 1a phu hop cho viée
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kham pha ra cac quan diém, lap luan.

Trong qua trinh phong van, c6 thé dé cap sang
mot s6 ndi dung lién quan nhu nhitng RR ho di
gdp phai, nguyén nhan cua cac RR, tir d6 ho hinh
thanh nhitng quan diém thé nao; mot sd tiéu chi vé
loai mat hang, uy tin va quy mo nha ban Ié... cling
duoc dé cap (Saunders et al., 2007).

Dé tranh cac thién kién nhu cac cdu hoi kiéu
tu tir theo kiéu ap dat, viéc nguoi dugc héi tra 101
theo hudng xa hoi chap nhan, ngudi tra 101 bo quén
cac ¥ (Saunders et al., 2007), can st dung 4 tiéu
chi danh gia theo Eriksson & Kovalainen (2015).
Tac gia tuan theo 4 tidu chi: nghién ctru nhiéu tai
lidu; tuan theo cac quy tic vé ndi dung va cach hoi
cling nhu s6 lugng va sy da dang cta ddi tugng
phong vén; thuc hién ghi am diy du cac ndi dung
phong van dé xac minh lai khi can va tuyét doi
khong chinh stra ngi dung.

Thu tu cac khung ndi dung cau hoi co thé linh
hoat, khong nhét thiét cimg nhic mot chiéu tuy
vao tinh hudng phéng vén:

Két qua phong van duoc ghi nhén lai va duge
phan tich k¥ cang dé hiéu vé cac ndi dung ho dé
cap tdi, cac ndi dung ghi am ho tra 101 cling dugc
lang nghe mot cach ky cang va dugc trich dan
chinh xac dé dam bao khach quan va han ché ap
dit cac quan diém va giai thich riéng cua ngudi
nghién ciru, tranh viéc “dinh huéng” theo ¥ mudn
cua nguoi nghién cuu. Cac tu khoa dugce st dung
dé chi ra cac diém nhan trong ndi dung tra 1i va
nghia lién quan, dé tir ¢6 hinh thanh cac cym y
chinh cua tirng cau tra 161, ti/cum tur... va xac dinh
¥ nghi chung nhit ciing nhu cac méi lién hé theo
suy luan khach quan. Gigong di€u, cr chi, nét mat
cling duoc ghi chi lai dé tranh suy luan sai y cua
ngudi duge phong van.

3. Phin tich ndi dung phéng vén

Duéi day 1a cac phan tich cho két qua thu duoc
tir phong van:

3.1. Hang dién tir

(i) Khach hang sb 9 noi rang “em chua ting
mua online 1an nao, 1y do 1a RR dén tir viéc khong
duoc truc tiép thtr san phém va nhén duoc tu van
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tir khach hang”, tir @6 dan t6i TD “em khong mua
online hang dién tir, ma kénh online chi dé tim
thong tin”, va thém vao d6 TQ van duoc khach
hang duy tri d6 1a “di mua tai ctra hang thuc”. Viéc
mua online ddi v6i khach hang chi khi can mua
hang & nudc ngoai va hang phai cé thuong hi¢u.
Con thyc té khach hang “chua ting mua online
mat hang nay bao gio”.

Twong tu nhu vay 1a khach hang sé 11, v6i sb
1an mua 1a 3 14n véi cac san phém phu kién dién
tir nhu tai nghe, sac pin. Két qua phong van khach
hang nay cho thay: “RR nim & chd chét luong
hang khong nhu quang cdo”, nén TP kha than
trong khi danh giad “mtrc RR kha cao trong thuc
t6”. Khach hang nay ciing duy tri TQ 13 “minh vin
mua tai ctra hang thuc hang dién tr dé dam bao”.
Trai nghiém cac tién ich va giai tri mua sam 1a tiéu
chi quan trong dé khach hang nay duy tri TQ trén.

Khach hang s6 1 ciing chung quan diém trén,
khi TP cua khach hang nay quan ngai vé “can xem
xét k¥ vi nhiéu RR, dic biét lién quan dén chat
lugng san pham ...”, két qua 1a TQ van 1a “em di
mua tai ctra hang thyc”. RS rang YD & dédy 14 gan
nhu khong. Tuong tu voi d6 1a ¥ kién cua khach
hang 10.

(ii) Khach hang 3 mua online nhiéu 1an véi san
phém da dang nhu dién thoai, tivi, td lanh,... danh
gia RR chu yéu 1a “khong dugc kiém tra trude san
phém”. Khach hang nay chi ¢6 TD tich cuc khi
“cira hang uy tin, c6 bao hanh tot, hau mai, va khi
d6 chap nhan thinh thoang c6 RR 15i san pham”.
Khach hang nay duy tri c4 2 kénh, vdi kénh cua
hang thuyc cho mua san pham dit tién va kich
thude lon.

Khach hang 7 c6 nhiéu diém gidng véi khach
hang 3 khi cho 1a van c6 RR nhung “rat it, va duoc
hd trg vé k¥ thuat, lip dat” cho cac san pham nhu
diéu hoa, robot quét nha, may rira bat. Cac yéu td
nhu “thwong hiéu san pham quen thudc, cac dam
bao canh tranh uy tin va bao hanh giup giam thiéu
RR; déng thoi nhiéu wu dai mua online” dem lai
TP tich cuc. Chi khach hang quan diém “kénh nao
dem lai lgi ich gia tri 16n nhéat thi chon kénh d6”.
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Cac khach hang 4, khach hang 5 c6 nhitng nhan
dinh twong déng nhu trén, v4i cac RR dé thiy nhu
“hong hoc do van chuyén, hang khong dam bao
chit lugng, bao hanh”. TD cta ho & muc trung
dung, trc la co thé mua mot s6 mat hang dién tir co
tinh chat k¥ thuat “khong phuc tap va gia tri dudi 5
triéu tré xudng”. Ho ciing duy tri ca 2 kénh dé dam
bao t6i da hoa gié tri, giam thiéu RR trong ngudng
chap nhan duoc.

(iii) Khach hang 2 mua online hang chuc lan
d6 dién tir va rét ty tin vé kiém soat hanh vi ciing
nhu kién thtrc khi mua online ciia minh, mic du
khach hang ndy van nhén thirc dugc RR vé “hang
dién tir gia ciing tran lan trén thi truong, khi ma
minh khong dén cira hang thir san pham. Shop ¢
thé quang céo khac véi thuc té. Rdi ban thiy khi
ddi tra cling lang nhang ...”. Khach hang nay dit
ra mot mirc ngudng gia tim dudi 10 triéu va ban
trén cac san uy tin nhu Tiki, Shopee, Amazon... thi
phti hop dé chon kénh online. Véi TD 1a tich cuc
“mua online 1a tat yéu, nhu gia ca va thuén tién,
roi danh gia trén mang, ciing nhu moi nguoi s&
¢4 nhiéu hiéu biét hon...”. V&i diéu kién d3 néu,
TQ mua cua khach hang nay la “mua online voi
murc gia san pham tim dudi 10 triéu, con lai hang
dat tién hodc cong kénh, doi hoi bao hanh thuong
xuyén nhu tivi, may giit thi nén dén cira hang
thyc...”. Khach hang nay tuong ddi hai 1ong véi
nhirng 1an mua online trudc do.

Khach hang s 8, v6i san phim mua online
1a laptop, ciing c6 nhidu nhan dinh twong tu nhu
khach hang 2, va nang ngudng khung gia chip
nhan mua online duéi 20 tri¢u. Du khach hang nay
nhén thac RR van c6 nhu “xac suat d6 dién tur 16
van c6, hoidc do doi san phdm qué date”, nhung TD
ctia khach hang nay rét tich cyc khi néi ring “sau
nay chuyén ddi 1a xu thé tat yéu, chi can lya chon
shop uy tin v&i nhiéu tuong tac, thém vao d6 shop
c6 tiéng, kinh doanh 16n ciing 13 diém quan trong”.

Khach hang s6 6 ciing mua online nhiéu 1an, TD
cua khach hang nay 1a “trudc day chi cling e ngai
do han ché tir ngudi ban, c¢6 nhidu RR nhu khong
duogc kiém tra hang trude, roi phai doi tra khi co

van dé, hang gia... minh thiét thoi”, tuy nhién hién
tai thi “chi thay dich vu bao hanh cua cira hang
gid giai quyét tot, giam thiéu RR, nén quyén loi
cua khach hang duoc dam bao hon”. Khach hang
nay “da chuyén sang mua online dé tiét kiém thoi
gian” va van co can trong nhat dinh v&i “trir khi
san pham c6 gia tri rat 16n”.

> ¢6 thé khai quat lai:

(i) Cac dbi twong 9, 11, 1, 10 véi tam 1y 1a: RR
rit cao va TC thap -> c6 thé 1a TD khéng tich cuc
v6i chuyén doi va TQ cii duoc duy tri bén viing ->
c6 kha niang YD thap.

(i1) Cac khach hang 3,7,4,5 thé hién tam Iy: RR
va TC dao dong tir trung binh-cao -> ¢6 thé TP 1a
ung hd ca 2 kénh va TQ cii cling nhu hanh vi mua
online (dic tinh san pham, gia, wu dai, uy tin) déu
duoc két hop tuy trudong hop... -> c¢6 kha ning YD
trung binh.

(iii) Con lai nhom khach 2, 8, 6 c6 tam ly: RR
thap-trung binh va TC & muc cao -> c¢6 thé 1a TD
tich cuc véi chuyén ddi va TQ cii dan dugc thay
d6i bang hanh vi mua online (phai kém mét sb
diéu kién vé uy tin, gia va dic tinh san pham) ->
c6 kha nang YD trung binh - kha cao.

3.2. Quin Ao

Cac khach hang 1, 2,4, 7,9, 12, 13 c6 tam ly:
RR va TC dao dong tir trung binh-cao -> c6 thé 1a
TD la ung ho ca 2 kénh va TQ cii (dé kiém tra chat
liéu, size, duoc trai nghiém ctra hang thuc) cling
nhu hanh vi mua online (uy tin ctia shop, tuong
quan giita gia va chat luong, thuan tién khong
phai di lai, dd c6 thong tin cu thé trude do) déu
duoc két hop tuy trudng hop ... -> ¢6 kha ning
YD trung binh.

Nhiing khach 3, 5, 6, 8, 10, 11 thé hién tam Iy:
RR thap-trung binh va TC ¢ mirc trung binh - cao
(follows, feedbacks) -> c6 thé 1a TD tich cuc véi
chuyén ddi va TQ cii dan duoc thay d6i bang hanh
vi mua online (thuan tién va tiét kiém chi phi ciing
nhu nhiéu 14n mua online thiy hai 1ong) -> c6 kha
nidng YD trung binh - kha cao.

3.3. Sach

Khach hang 3, voi tam 1y 1a: RR thip va TC cao
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> ¢ thé 1a TP binh thudng véi chuyén doi, va TQ
cii cling nhu mua online -> ¢6 kha ning YD thép.
Logic nay chua rd rang.

Cac ddi tuong 1, 4, 5, 6, 8, 9 thé hién tam Iy:
RR va TC dao ddng tur trung binh-cao (danh gia
reviews trudc day, tén tudi nha sach) -> co thé 1a
TD 1a ting ho ca 2 kénh va TQ cii (khi can xem k¥
ndi dung, sach that hay nhai, s¢ hitu ngay) ciling
nhu hanh vi mua online (can tim sach khé kiém,
gia ré hon) déu duoc két hop... -> c6 kha ning YD
trung binh.

Nhém khach 2, 7, 10 ¢6 tam 1y: RR thap-trung
binh va TC ¢ muc cao (mua nhiu lan, tén tudi
nha sach, da di mua ¢ cura hang thuc trudc do) ->
c6 thé 1a TP tich cuc véi chuyén doi, va TQ cii
dan duoc thay ddi bang hanh vi mua online (cin
tim sach khé kiém, gia ré hon) -> ¢6 kha ning YD
trung binh - kha cao.

Tom lai, dbi véi hang héa tim kiém (sach) thi
TC l4n ap RR, va TQ mua ciing thay doi sang truc
tuyén, nén YD la o rét hon. Nguogc lai, hang hoa
trai nghiém (d6 dién tir) thi khach hang con nhiéu
quan ngai RR, TQ van duy tri ddng ké nén YD con
chua rd rang. Mat hang quan 4o cho két qua nim
trung 1ap so v6i sach va do dién ti.

Nhiing m6 thuc tam 1y dugc dinh hinh co ban
nay s€ dugc thuc ching ro rét hon qua khao sat
va chay mé hinh dinh luong kiém dinh gia thuyét.
Mtic do cu vé tac dong khac nhau theo tung mat

TAI LIEU THAM KHAO:

hang cin duoc tién hanh khao sat chinh thirc sau
nay.

4. Két luan

Két qua nghién ciru duge dung dé so sanh vé
su khac biét anh hudng ctia chudi tim 1y noi trén
t4i y dinh chuyén d6i kénh mua theo cac mit hang
dién tir, quan 4o (trai nghiém) va sach (tim kiém).
Viéc dbi chiéu 3 mat hang theo “phd trai nghiém
- tim kiém” (dd dién tir, quan 4o, sach) ciing thé
hién thay doi chudi dién tién tim 1y noi trén cia
khach hang.

Céc nha quan tri c6 thé can nhic dé giam thiéu
t6i da cac RR, tir d6 giam thiéu “niu kéo” TD. Can
dé& xuit mot sb g01 ¥ ¢6 co sO khoa hoc vé viéc
hinh thanh TQ m&i. Cac nha quan tri c6 thé can
nhic chién lugc hinh thanh TQ méi mua sim bang
cong nghé dé dan chuyén bién TQ cii, du diéu nay
can thoi gian.

Ngoai ra, cac két qua khac biét vé tim 1y ¢ thé
duoc st dung dé 1ap moé hinh, khao sat ddi chiéu
v6i cac két qua nghién ciru da kénh dugc nhan
dinh 13 xu hudng sau nay. C6 thé so sanh tac dong
cta lién hé cac bién tam 1y qua timg lan dé danh
gia “mirc d6 online hoa giao dich”. Can tinh dén
s6 14n mua online, muc chi tiéu, loai san phém cu
thé ctia tirng mit hang. .. Trong tuwong lai véi cong
nghé méi, su tién bd cong nghé thuc té ao, TQ cii-
méi va hanh vi ctia nguoi tidu ding can tiép tuc
khao satm
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ABSTRACT:

Online retail has increased significantly. Besides the advantages and disadvantages of online
channels, there are also customer psychological factors that affect the switching intention from
physical stores to online. For specifics of experience goods and search goods, there are differences
in consumer psychology. Using interview method, this study aims to sketch and qualitatively
analyse the chain among psychological factors: Trust, Perceived Risk, Attitude towards switching
and Habit of buying at physical stores. Research results show that for search goods (books), Trust
outweighs Risk, and Habits also change to online, hence the Switching intetion to buy online
is stronger. In contrast, of experience goods (electronics), customers still have many concerns
about risks. The Habit of buying at physical stores still remains significant, so the Intention
is still unclear. Clothing items show neutral results between those of books and electronics.
Recommendation on combining distribution channels and multi-channel sales is offered.
Keywords: experience goods, search goods, trust, risk, habit, switching intention.
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