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TOM TAT:

Tai Viét Nam, dich vu giao thitc dn truc tuyén dugc coi 1a mdt kénh méi nhim ning cao sy hai
long ctia khach hang va doanh thu clia nha hang biing cdch cung cAp dich vu cho phép khach hang c6
thé & nha va dit @6 an mot cich nhanh chéng, tién 1gi va hiéu qui. Nghién cttu nay nhiim kham phd
céc y&u td chinh dnh hudng dén viéc chap nhan giao thic in truc tuyén tai Viét Nam va xem xét 4nh

hudng clia niém tin. K&t qua cho thiy, sy tién 1¢i va gid tri cAm nhin 13 2 yéu & 4nh huéng nhiéu
nhit, ti€p theo I chi't lugng thong tin, truyén miéng truc tuyén (eWOM) va kha ning tuong thich.
Tir khéa: dich vu giao thifc dn truc tuy&€n, md hinh TAM, niém tin.

1.Dat van dé

Dich vu giao thic @n truc tuyén gitp khach hang
6 thé & nha va dit mén qua dién thoai thong minh
hodc mdy tinh. Niém tin 12 mot y&u td quan trong
4nh hudng dé&n viéc 4p dung cong nghé hoic dich
vu mdi (Alalwan, 2020). Do d6, viéc tim ra cic yéu
t6 chinh 4nh huéng dén niém tin Ia rt quan trong.
Nghién cttu nay nhim muc dich tim hi€u cic yéu t&
4nh hudng dén viéc chap nhan dich vu giao thifc in
truc tuyén tai Viét Nam va xem xét mitc do dnh
huéng ctia niém tin.

2. Dich vu giao thic dn truc tuyén va thuc
trang tai Viét Nam

Giao thdc dn tryc tuyén la khdch hang st dung
cdc ung dung hoic trang web d€ tim ki€m nha
hang, xem thuc don, dit va ddi thic dn dugc giao
dén. Khach hang c6 thé tim ki€m va so sinh tir
nhiéu nha hang mot cach dé dang va hiéu qua khi
str dung dich vu nay.

Tai Viét Nam, dich vu giao thic 4n truc tuyén
d3 va dang trd thainh mot xu huéng phat trién nhanh
chéng. Hon niva, dai dich Covid-19 c6 tic dong to
16n d&n sy phat trién cia loai hinh dich vu nay. Kha
ning dit hing tir xa rat phit hdp vdi 161 song tai nha
clia ngudi Viét Nam trong thdi ky dai dich.
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3. Mo hinh nghién cifu va gia thuyét

Mb hinh nghién cttu dugc xay dung duva trén sy
két hgp clia md hinh chdp nhian cong nghé -
Technology Acceptance Model (TAM) va bién
niém tin dé xac dinh céc yéu t& anh hudng dén y
dinh stt dung dich vu giao thiic in truc tuyén tai
Viét Nam.

3.1. Chét lugng thong tin

Hanh vi mua hang cla khéach hang bi anh hudng
dang k& bdi tinh nhanh chéng va diy di clia thong
tin ciing nhu kha ning tim ki€m va chuyén giao
thong tin d& dang. (Kapoor, 2018), Li (2013) gdi ¥
ring ngudi diing s& coi hé thdng 1a hitu ich va dé st
dung khi nhan dugc thdong tin chat lugng cao. Do
d6, nghién cttu nay dua ra gia thuyét:

Hla: Chdt lugng thong tin tdc dong tich cuc dén
dé sit dung cam nhan.

H1b: Chdt luong thong tin tdc dong tich cuc dén
hitu ich cdm nhdn.

3.2. Gid tri cdm nhédn

Phi giao hang phat sinh c6 tic dong tiéu cuc dén
y dinh st dung dich vu giao dd in truc tuyé&n. Tuy
nhién, nhiéu nha hang va nha cung cAp dich vu giao
thitc dn tryc tuy€én cung cip cdc chuong trinh
khuy&n mai dé kich thich khach hang (Solja, 2016).
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Do d6, khach hing c6 thé nhian dudc nhitng 1gi ich
tai chinh va phi tai chinh khi st dung dich vu.
Chiing toi dé€ xuat gid thuy&t nhu sau:

H2a: Gid tri cdm nhdn tdc dong tich cuc dén dé
s dung cam nhdn.

H2b: Gid tri cdm nhan tdc dong tich cuc dén hitu
ich cam nhdn.

3.3. Su'tien loi

Su tién 1gi cla giao thifc dn tryc tuyén 12 ti€t
kiém thdi gian va ndu mot bita dn, so sdnh gid ca
gitta cdc nha hang nhanh chéng va dit thdc dn
mdt cdch dé dang (Candel, 2001). Anh hudng tich
cyc clia sy tién 1gi d6i véi viéc chap nhan sit dung
dich vu giao thifc in tryc tuyén da dugc khaelng
dinh trong cdc nghién ctu truGc day (Pigatto,
2017; Roh va Park, 2019). Do d6, nhém tic gia
dua ra gid thuyé&tring:

H3a: Sy tién loi tdc dong tich cuc dén dé sit dung
cdm nhdn.

H3b: Su tién lgi tdc dong tich cuc dén hitu ich
cdm nhdn.

3.4. eWOM - Truyén migng dién tit

eWOM Ia cdc danh gid tryc tuyén cla ngudi
diing trudc d6 d€ gitip nhitng ngudi mua sim truc
tuy€n khdc dua ra quyét dinh ding din (Bronner,
2011). eWOM c6 4nh hudng tich cuc d&n viéc sit
dung dich vu giao thifc dn truc tuyén clia khach
hang. Do d6, chiing toi dua ra céc gia thuyét:

H4a: eWOM tdc dong tich cuc dén dé sit dung
cdm nhdn.

H4b: eWOM tdc dong tich cuc dén hitu ich cam
nhdn.

3.5. Kha ndng tuong thich

Kh4 ning tuong thich lién quan dén ky vong
cia khiach hang vé& cong nghé mdi c6 hitu ich, tién

Hinh 1: Mé hinh nghién ciu
[ Chét lugng thong ]
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[ Kha ning tuong )
thich

. 7

1gi vd mang lai nhiéu 1¢i ich, phit hgp v6i nhu cau
hodc trdi nghiém truGc diy cla mdt ngudi
(Xiaojun, 2004). Do d6, cdc gid thuyét dugc dé
xud'tnhu sau:

H5a: Tinh tuong thich tdc dong tich cuc dén dé
sit dung cam nhan.

H5b: Tinh tuong thich tdc dong tich cuc dén hitu
ich cam nhan.

3.6. Dé sit dung cam nhdn, Hitu ich cdm nhan,
Nién tin, Y dinh sit dung

Hitu ich cAm nhin 1a mdc dd ma mdt ngudi tin
ring viéc sit dung mot hé thdng mdi s& cai thién
ning sudt va hiéu qud trong cong viéc. D& st
dung cdm nhan 12 mic d® ma mot ngudi tin ring
viéc st dung mot hé thong méi 1a don gidn, dé
dang va khong tdn nhiéu cong siic (Davis 1989).
Sy tin tuwdng cla khdch hang doi véi cong nghé
mdi dugc ting 1én khi ho nhan thdy minh c6 kha
ning st dung hé thdng dé dang (Kim, 2014). M&i
quan hé tich cyc giita dé sit dung cAm nhan va sy
tin tudng dudc tim thdy trong cdc nghién cdu trude
day (Gefen, 2003). Nhu vay, chiing ta c6:

HG6: Dé sit dung cém nhdn tdc dong tich cuc dén
niém tin.

H7: Hitu ich cam nhdn tdc dong tich cuc dén
niém tin

HS: Niém tin tdc déng tich cuc dén ¥ dinh sit
dung dich vu giao thiic dn truc tuyén.

M06 hinh nghién cttu dudc trinh bay trong Hinh 1.

4. K&t qua nghién ciiu

Sau khi xay dung bang ciu hoi dya trén cac
nghién cttu tru6e, dit liéu dudc thu thap ngiu nhién
trén ngudi Viét Nam tif thang 2 dén thdng 3/2022.
Viéc phan tich dif liéu dugc thyc hién trén mau 304
cau trd 16i. T4t c& cdc bi€n dugc do ludng trén thang

Y dinh s dung dich
vu giao thirc an truc
truyén

«A . H8
Niém tin

H7

Nguén: Nhém tdc gid dé xudt
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diém Likert 1-7 tudng Gng véi hoan toan khong
ddng y d€n hoan toan dong y.

4.1. Ddnh gid va hoan thién thang do

K&t qua Cronbach’s Alpha cho thdy gia tri trong
moi trudng hop déu 16n hon 0.7 § Bang 1. Diéu nay
cho thdy dit liéu 12 dang tin ciy. Phan tich nhan &
khdam phd (EFA) dugc thuc hién, chia cdc nhan to
thanh 9 thanh phan. TAt cd cac muc déu dugc tai tot
v6ihé so tdilén hon 0,5.

4.2. Ddnh gid mo hinh do luong

Theo két quéd clia phan tich yéu t6 xdc nhin
(CFA): 42 =1053.384; df =704; x2/df = 1.496; CFI
=0.962; NFI = 0.895; IF1 = 0.962; RMSEA = 0.040
cho thiy tinh hgp 1& clia md hinh. Ma tran tuong
quan (Bang 2) c6 gia tri cao nhat clia hé s6 twong

quan (0.718) nhd hon gi4 tri thAp nhat clia cin bic
hai AVE (0.772), cho thay tinh hgp 1& vé cau triic
phan biét (Fornell, 1981).

4.3. Phan tich mé hinh cdu triic

Phan tich mo hinh phuong trinh ciu triic (SEM)
c6 k€t qud: x2 = 1151.021; df = 717; % 2/df = 1.605;
CFI = 0.953; NF I= 0.885; IFI = 0.953; RMSEA =
0.045 cho thdy su phli hgp 8t giita ciu tric va dit
lieu. Bdng 3 va Hinh 2 cho thdy tit cd cdc gid
thuy€&t da dugc chap nhan.

5. Thao luan

Theo k&t qua, tién 1¢i dugc xdc nhan 1a ¢ dnh
hudng cao nhit d€n dé st dung cdAm nhan. Piéu
nay c6 thé dugc 1y gidi bdi nhitng tinh ning hap
din ctia dich vu giao thifc in truc tuy&n nhu dit

Bdng 1. Gid tri tin céy, gié tri hditu, CR va AVE

Nhan t& Bién Cronbach’s Alpha CR AVE
Chat lugng thong tin IN 0.876 0.879 0.596
Giatr PR 0.935 0.936 0.746
Sutién Igi co 0.905 0.906 0.660
eWOM-Truyén miéng dién tl EW 0.904 0.905 0.704
Kha nang tuang thich CP 0.886 0.892 0.676
Dé&'sli dung cdm nhan EA 0.876 0.880 0.649
H{Gu ich cdm nhan us 0.884 0.885 0.606
Niém tin TR 0.878 0.878 0.644
Y dinh st dung U 0.947 0.949 0.824

Nguén: Nhém tdc gid thuc hién

BAng 2. Ma tran tuong quan clia céc cdu tric tiém dn

EA PR (010) U IN cpP EW us TR
EA 0.806
PR 0.593 0.864
co 0.638 0.542 0.812
U 0.329 0.236 0.230 0.908
IN 0.538 0.520 0.430 0.268 0.772
CP 0.433 0.308 0.381 0.131 0.269 0.822
EW 0.637 0.551 0.524 0.249 0.538 0.296 0.839
us 0.718 0.652 0.620 0.362 0.573 0.433 0.640 0.779
TR 0.633 0.714 0.622 0.247 0.604 0.345 0.619 0.679 0.802
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Nguén: Nhém tdc gid thuc hién
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Bdng 3. K&t qud phan tich gid thuyét

Gia thuyét Chiéu tac dong Std. Weights CR. P Kétqua R2
H1a IN—EA 142 2597 .009 Ch&p nhan
H2a PR— EA 182 3.060 .002 Chap nhan
H3a C— EA 317 4.828 i Chap nhan 0.625
H4a EW — EA 248 4.442 f Chap nhan
Hb5a CP—>EA 147 3.129 .002 Chap nhan
H1b IN— US 134 3.275 .001 Chap nhan
H2b PR—US 221 4.864 b Chap nhan
H3b CO—-US 193 3.945 b Chap nhan 0.667
H4b EW— US AT72 4117 i Chap nhan
H5b CP—US 109 3.113 .002 Ché&p nhan
H6 EA—>TR 325 4.746 e Chap nhan 0575
H7 US—>TR 652 6.981 i Chap nhan
H8 TR—>IU .289 4.620 b Chéap nhan 0.379

Hinh 2: Két qué kiém tra gid thuyét

Chit lrong
thong tin Q.142%x
[ . . D& sir dung
Gia tri cam nhan . n
L S : cam nhan
f "
Su thuan tién ]( S(
Truyén miéng
dién tir Hiru ich
. cam nhéin
Kha ning
| Tuwong thich

Note: *** p<0.001 , **p<0.1, *p< 0.05 level of significance

dd in dé dang moi lic, moi ndi, tiét kiém thdi
gian va cong siic. Piéu nay phi hop véi cdc
nghién cifu trong bdi cdnh giao thiic dn truc tuyén
ctia Roh (2019).

Gi4 tri cAm nhan c6 tic dong 16n nhat dén hitu
ich cAm nhén, tuong déng v6i nghién ciu cla
Alalwan (2020). Khach hang c6 thé so sinh gid ca
ciing nhu dich vu khuy&n mai nhu: gidm gid, mién
phi giao hang, phi€u gidm gid, mdt cich dé dang va
nhanh chdéng thong qua trang web hodc tng dung
cia dich vu giao thic #n tryc tuyén. Do d6, khach

Nguén: Nhém tdc gid thuc hién

0.325%4*

. 02500+ [ Y dinh stt dung dich vu
Niém tin : b i 4
giao thirc an truc tuyén

0.625%4**

Ngudn: Nhém tdc gid thuc hién

hang c¢6 nhiéu co hoi d€ tiét kiem ci chi phi tai
chinh va phi tai chinh.

eWOM ciing 12 mdt ngudn thong tin quan trong
gitip khach hang gidm thiéu rdi ro va sy khong chic
chin khi mua hang tryc tuy&n bdi nhitng phan hdi
va nhan xét clia khach hang da st dung 12 ngudn
tham khao ddng tin cAy hon hinh dnh hoéc thong tin
do nha hang cung cap. Phat hién nay phi hop véi
céc nghién ctru trude day cia Cheung (2012).

Trong nganh cong nghiép giao thic dn truc
tuy€n, chat lugng thong tin dong mot vai trdo quan
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trong. Thong tin chinh xdc, dang tin cdy, cap nhat,
rd rang, phu hgp va toan di€n gitp qué trinh dat
mén in tric tuyén dé dang va hitu ich hon. Piéu
nay tuong dong v6i nghién citu trude day vé giao
thic @n tryc tuyén (Kapoor, 2018).

Tinh tuong thich &nh hudng tich cuc dén dé sl
dung cAm nhan va hitu ich cAm nhén, diéu nay phit
hgp v6i cdac nghién ctu ciia Roh (2019). Tai Viét
Nam, hdu hét mdi ngudi déu cé thiét bi di dong
thong minh riéng d€ st dung. Piéu nay din dén
cam gidc tuong thich manh mé.

Ngoai ra, két qui phan tich cho thdy niém tin bi
dnh hudng tich cuc bdi hitu ich cdm nhan va dé st
dung cdm nhan. Khi khach hang cdm nhin dugc
tinh hitu ich clia dich vu giao thifc @n trurc tuyén va
dich vu nay dé sit dung do khach hang st dung dién
thoai thong minh mot cich thanh thao, din dén tin
tudng vao dich vu truc tuyén (Kim, 2014).

Cudi cling, nghién cifu nay chi ra ring niém tin
12 y&u & quan trong trong viéc tdc dong tich cuc
dén viéc st dung dich vu giao thic in truc tuyén.
Nguyén nhin bdi ngudi dung da tin tudng vao dich
vu giao dd in truc tuyén thi s& mang lai cAm gidc

TAILIEU THAM KHAO:

&n dinh tam 1y cho ngudi ding, 13 dong luc d€ sit
dung dich vu nay. Nhitng két qua nay phu hgp vdi
hau hét cdc nghién citu trude day (Al-Debei, 2015).

6. K&t ludn

Bai bdo nay trinh bay cdc yéu td 4nh hudng dén
y dinh sit dung dich vu giao thifc @n tryc tuyén cia
ngudi tiéu dung tai Viét Nam cling nhu xem xét tac
dong cda niém tin. Ching t6i dd dé xuit mot mo
hinh nghién ctu dua trén mo hinh TAM va niém
tin. Thit nhat, sy tién I1¢i va gid tri cdm nhan dnh
hudng manh nhit dén y dinh stt dung, ti€p theo 1a
chat lugng thdng tin. Hon nita, eWOM c6 &nh
hudng 16n nhat d&€n y dinh stt dung, ti€p dén 1a kha
ning tuong thich va chit lugng thong tin. Ngoai ra,
dé& str dung cAm nhan va hitu ich cAm nhén Ia nhitng
nhan t6 quan trong trong viéc tao ra sy tin tudng clia
khach hang. P& ting mifc do ddng y st dung giao
thitc dn tryc tuyén, cdc nha cung cAp phdi thém
nhiéu tién ich hon, gidm chi phi giao hang va phi
hoa hdng. Hon nira, thuc don va thdng tin gid ci
ciing nhu phan hdi ctia khich hang cin dugc cap
nhat thudng xuyén. Thyc t€, ti€p thi eWOM la cic
chi&n lugc cin dugc chii dong theo ti€p B
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ABSTRACT:

In Vietnam, online food delivery service is considered a new channel to enhance customer
satisfaction and restaurant revenue by providing services that allow customers to stay at home
and order food from many different restaurants quickly, conveniently, and efficiently. This
study explores the main factors affecting the acceptance of online food delivery serrvice in
Vietnam. It examines the effect of the variable of trust on the consumer behavior because the
factor of trust strongly impacts the intention of customers to use new technology services. The
results show that convenience and the price are the two most influencing factors, followed by
information quality, online word of mouth (eWOM), and compatibility.
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